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I.  Introduction TC "I.  Introduction" \f C \l "1" 
The following provides operational, technical, and functional information demonstrating how the Telecommunications Relay Service (TRS) currently provided by Verizon Hawaii Inc. (Verizon Hawaii or Company) complies with Federal Communications Commission (FCC) standards for TRS, as specified in Sections 64.604 and 64.606 of Title 47 of the Code of Federal Regulations (CFR).  The Hawaii TRS program also conforms with Title IV of the Americans with Disabilities Act of 1990 by providing individuals with hearing or speech disabilities telephone services that are functionally equivalent to those provided to individuals without hearing and speech disabilities.

II.  Background TC "II.  Background" \f C \l "1" 
In general, Hawaii’s TRS system provides persons with hearing or speech disabilities access to the local telephone system.  Trained communications assistants (CAs) at Verizon Hawaii’s operating office relay messages between text telephone (TTY) users and other telephone users.  TRS is accessible to anyone in the State of Hawaii (State) and is available 24 hours a day, seven days a week.  All conversations are strictly confidential and are not recorded by the TRS provider.  There is no extra charge to the customer for access to TRS.  As directed by state statute and by order issued by the Hawaii Public Utilities Commission (Commission or PUC), TRS is funded by a surcharge imposed on all subscriber access lines.

Verizon Hawaii implemented TRS on July 1, 1989, as authorized by Section 269-16.6, Hawaii Revised Statutes (HRS), and Decision and Order No. 10263, filed on June 29, 1989, in Docket No. 6440.  TDD (Telecommunications Devices for the Deaf) Relay Service, as it was called at the time, provided those with hearing disabilities access to telephone service within the State.  With the enactment of Act 63, 1991 Session Laws of Hawaii, this service was expanded to include those with speech disabilities.

Section 269-16.6, HRS, enabled the Commission to investigate the availability of experienced providers of quality TRS and award a contract for the provision of relay services no later than July 1, 1992, to the best qualified provider of the service.  By Order No. 11645, filed on June 1, 1992, in Docket No. 7320, the Commission instituted an investigation into the availability of experienced providers of quality telecommunications relay services for persons with hearing and speech disabilities.  Order No. 11645 included specifications and instructions for the submission of a proposal to provide TRS in Hawaii and requested that such proposals be submitted no later than June 22, 1992.  On August 31, 1992, the Commission issued Order No. 11764 selecting GTE Hawaiian Tel (now known as Verizon Hawaii Inc.) as the provider of TRS in Hawaii.  The Commission found that the relay system most cost-effectively satisfied or exceeded the mandatory technical, operational, and functional minimum standards for implementing the federal requirements of TRS at that time.  Order No. 11764 directed the TRS surcharge to be seven cents ($.07) per access line.  On October 31, 2001, Verizon Hawaii Inc. filed an application with the Commission to increase the TRS surcharge to seventeen cents ($.17) per access line.  The increase was for the recovery of operational changes and equipment upgrades that were required to comply with new FCC requirements and to replace obsolete equipment.  On January 30, 2002, the Commission issued Order No. 19164 in Docket No. 02-0027 approving the TRS surcharge of seventeen cents ($.17) per access line.  Although Order No. 19164 allowed the surcharge increase to take effect on January 31, 2002, it also stated that the Division of Consumer Advocacy and the Commission may continue their review of the justness and reasonableness of the TRS surcharge.

The following provides information that demonstrates that the TRS program in Hawaii is in compliance with the standards presently codified in 47 CFR §§ 64.604 and 64.606.

III.  Mandatory Minimum Standards TC "III.  Mandatory Minimum Standards" \f C \l "1" 
A.  Operational Standards TC "A.  Operational Standards" \f C \l "2"  [47 CFR § 64.604(a)]

The TRS operating office is located at the offices of Verizon Hawaii, 1177 Bishop Street, Honolulu, Hawaii.  Verizon Hawaii has a staff of trained communications assistants (CAs) to effectively meet the specialized communications needs to individuals with hearing and speech disabilities.

1.
Communications Assistants TC "1.
Communications Assistants" \f C \l "3"  [47 CFR § 64.604(a)(1)]

All TRS personnel attend specialized training offered by Verizon Hawaii’s trained instructors.  An overview of American Sign Language (ASL), culture and needs of persons with hearing and speech disabilities, and pronunciation of names and places common to Hawaii are covered.  In addition, Verizon Hawaii offers supplemental courses to further the communications assistants’ knowledge and proficiency in this area, as well as courses in general customer relations and personal improvement.  Supplemental training includes familiarity with the Americans with Disabilities Act, policies and procedures, difficult relay situations, and exchange of ideas and feedback sessions.  Customer Service Partners and Quality Trainers are assigned to TRS for quality monitoring, which includes measuring service and performance levels, as well as compliance with TRS standards.

A Deaf Awareness course is also provided to TRS personnel.  The course content includes general information, such as:

· an orientation to deafness in Hawaii;

· myths about deafness;

· the history, structure, and overview of ASL;

· agencies serving persons with speech and hearing disabilities;

· cultures and languages of persons with speech and hearing disabilities;

· communications and alerting devices;

· TTY etiquette;

· role and use of interpreters;

· courtesy;

· call processing;

· emergency call handling; and

· difficult call situations.

Instructors for this supplemental training include persons from Hawaii Services of the Deaf (HSOD) with and without hearing and speech disabilities, Gallaudet Regional Center on Deafness, the University of Hawaii system, and the State educational system.  Persons with hearing and speech disabilities also participate in presenting in classes and hands-on training.

The CAs possess a general knowledge of ASL and familiarity with hearing and speech disability cultures and etiquette.  They also have been trained in typing to meet the minimum typing speed requirement of sixty (60) words per minute.  They have the ability to understand persons with hearing disabilities.

2.
Confidentiality of Calls and Conversation Content TC "2.
Confidentiality of Calls and Conversation Content" \f C \l "3"  [47 CFR § 64.604(a)(2)]

As specified in 47 CFR § 64.604(a)(2) and Section 225(d)(1)(F) of the Americans with Disabilities Act, CAs are prohibited from disclosing the content of any relayed conversation and from keeping records of the content of any such conversation beyond the duration of the call.  In addition to this, the CAs are required to sign a TRS Communications Assistant Code of Ethics specifically prohibiting them from disclosing any conversation or information obtained during the TRS relay function.  The TRS equipment is also provisioned such that there will be no screen, written, tape, or data record of the TRS conversation once the call is terminated.

Under most circumstances, CAs will relay the TRS conversation verbatim.  However, under circumstances where the customer requests summarization or has difficulty in understanding the relayed message, as of third quarter 2002, CAs will be trained to provide the necessary assistance to ensure that the intent of the conversation is relayed.

3.
Types of Calls TC "3.
Types of Calls" \f C \l "3"  [47 CFR § 64.604(a)(3, 4, 5, 6, 7)]

CAs process all requests, including single or sequential calls, and for the customer’s required duration.  Emergency calls are automatically and immediately transferred to the nearest Public Safety Answering Point (PSAP).  The communications assistant (CA) will pass the caller’s telephone number to the PSAP operator.  The TRS office will handle any type of call normally provided to voice customers, with the exception discussed in the paragraphs below.

Verizon Hawaii meets the requirements to stay with a call for a minimum of ten (10) minutes before handing off the call to another CA, and provides for a user’s request for a specific gender to handle the user’s call.  The minimum fifteen (15) minute requirement for a Speech to Speech Relay Service (STS) call is also being met.  A customer profile is maintained on behalf of STS customers at their request for frequently called numbers.

Given the current state of technology, the TRS provider does not have the capability to handle local or toll coin sent-paid calls.  The FCC adopted an alternative plan to allow coin sent-paid calling whereby TRS users would be able to make local payphone calls free of charge and long distance calls through calling cards or prepaid cards with rates not to exceed those that would apply to equivalent coin sent-paid calls.  The current TRS provider is in compliance with this alternative plan.

B.  Technical Standards TC "B.  Technical Standards" \f C \l "2"  [47 CFR § 64.604(b)]

The TRS program provides persons with hearing and speech disabilities equal access to the local telephone system.  Trained CAs relay messages between TTY users and other telephone users.  To place a call, a TTY user dials toll-free access, “711” or “643-8TDD” (643-8833) to access the CA.  The CA receives a typed message from the TTY user, dials the desired party, and relays the conversation back and forth between the parties.  The service also works in reverse, allowing voice customers access to the service to initiate calls to TTY users by dialing toll-free access “711” or “643-TALK” (“643-8255”).  TTY users can also direct dial calls to other TTY users.

The TRS program is currently provisioned via the Traffic Office Position System (TOPS) and a special TRS application program that resides on the CA Intelligent Work Station (IWS).  The call is routed to the TRS equipped IWS and the CA relays the call between the TRS provider and the TRS user.

1.
ASCII and Baudot Communications Capabilities TC "1.
ASCII and Baudot Communications Capabilities" \f C \l "3"  [47 CFR § 64.604(b)(1)]

With the Krown Research VOB-90 Bi-Directional Voice Over Bride, the Hawaii TRS system is capable of receiving and transmitting in both Baudot and the American Standard Code for Information Interchange (ASCII) format.  This equipment makes the TRS system compatible with TTYs that send in either Baudot or ASCII format.

2.
Speed of Answer TC "2.
Speed of Answer" \f C \l "3"  [47 CFR § 64.604(b)(2)]

The TRS system in Hawaii is designed to a P.01 standard.  Adequate trunking and staffing are provided to meet the current FCC TRS requirement that at least eighty‑five percent (85%) of all calls be answered within ten (10) seconds.  It also meets the FCC requirement that no more than thirty (30) seconds shall elapse between receipt of dialing information and the dialing of the requested number.  Calls are answered by a CA, except in situations where a CA is not available.  In these cases, calls are answered by a recorded text and voice message and then routed to the first available position for handling.  Calls are only placed on hold when they are being transferred to a supervisor or an individual in charge.

3.
Equal Access to Interexchange Carriers TC "3.
Equal Access to Interexchange Carriers" \f C \l "3"  [47 CFR § 64.604(b)(3)]

The TRS program in Hawaii meets the FCC requirements, as stated in 47 CFR § 64.604(b)(3), by providing TRS users a choice in carrier access to complete either their interstate (including international) and intrastate TRS calls.

4.
TRS Facilities TC "4.
TRS Facilities" \f C \l "3"  [47 CFR § 64.604(b)(4)]

TRS in Hawaii is provided 24 hours a day, seven days a week.  Conversations between TTY and voice callers are transmitted in real time.  The program uses sufficient switching equipment and trunking facilities for the relay service such that the probability of a busy response is functionally equivalent to what a voice caller would experience in attempting to reach a party through the voice network.

The central office is also equipped with a back-up generator power.  Should there be a total catastrophic outage of the entire switch room or call processors, TRS calls can be routed to the nearest electronic central office, then forwarded on foreign exchange lines to the TRS office.

All equipment associated with TRS is provisioned for uninterrupted service.  The central office switching equipment has redundancy features and real time programming capabilities.  Routine, preventive maintenance is performed on the switch by trained technicians and by the switch programs without any impact to live traffic.

In the event of an electrical failure, the TRS operating office also has back-up uninterrupted power supply.  In the event that there is a system failure in either the relay switch or the network that cannot be corrected immediately by the appropriate back-up systems, an intercept voice and TRS message advising callers of the situation can be provided.

5.
Technology TC "5.
Technology" \f C \l "3"  [47 CFR § 64.604(b)(5)]

At present, the Hawaii TRS system uses a new TRS software application, which is integrated onto the TOPS IWS.  The TRS system provides both text transliteration, or Voice Carry Over (VCO) and voice transliteration, or Hearing Carry Over (HCO) functionalities.

The new TRS platform provides automatic number identification (ANI), which enables automatic billing of pay per use calls and the automatic forwarding of emergency calls and the associated telephone number to the county enhanced 911 (“E911”) PSAP operators.  Local and central servers are also used to record each TRS call and create billing records of pay per use calls.

Standard phrases like “We are on hold now” and “Thank you and have a great day.  Aloha.” have been preprogrammed to minimize the number of keystrokes for the CA so that a quicker response is provided back to the TTY caller.  The screen displays can be color coded to help the CA distinguish between the caller’s conversation and the called party’s response.

6.
Voice Mail and Interactive Menus TC "6.
Voice Mail and Interactive Menus" \f C \l "3"  [47 CFR § 64.604(6)]

CAs alert TRS users to the presence of a recorded message or interactive menu by use of a single hot key and then by typing in choices given by the interactive menu if appropriate.  However, the TRS provider neither captures nor retains recorded messages.  The TRS provider does not impose additional charges for completing calls involving recorded or interactive messages, and the pay per call service is provided.

C.  Functional Standards TC "C.  Functional Standards" \f C \l "2"  [47 CFR § 64.604(c)]

1.
Enforcement TC "1.
Enforcement" \f C \l "3"  [47 CFR § 64.604(c)(1, 2)]

To date, the TRS provider and the Commission have not received any complaints from the FCC alleging any violations of the standards as codified in 47 CFR § 64.604.  The State and the TRS provider maintain a log of consumer complaints including all complaints about TRS in the State, whether filed with the TRS provider or the State, and retain the log at least until the next application for certification is granted.  A contact person and contact information have been submitted as required.

2.
Public Access to Information TC "2.
Public Access to Information" \f C \l "3"  [47 CFR § 64.604(c)(3)]

The TRS program provides information about the availability and operation of TRS in Hawaii in several ways:

· White Page directories include individual listings for TRS telephone numbers for residence or business persons with hearing and speech disabilities, for both TTY and voice lines.  In the Information Guide of each White Page, the dialing of 711 to reach TRS, hours of operation, description of service, explanation of rates, and qualifications for TTY rental are also available.

· Periodic bill insert or bill message explaining TRS and the associated charges.

· Print and video documents promoting TRS and educating the general public on hearing and speech disabilities.

· Booths at community functions that provide access information, service use, and ability to answer questions immediately.

· Special TRS Directory is available, listing TTY numbers of residences, businesses, government agencies, emergency facilities, and community organizations, PhoneMart locations to obtain TTY equipment and directories, additional information useful to TTY users, and TTY pay phone instructions and locations.

· Educational materials and presentation to inform schools, businesses, and Senior Citizens’ groups about TTYs and TRS.

· A special bill insert specific to TRS and the new access code of 711, was distributed in all Verizon Hawaii customers’ telephone bills in January and February 2001, prior to the FCC due date of October 1, 2001.  This insert briefly covered how TRS works, how to make TRS calls from a payphone, and how to dial for emergency response.  Newspaper articles were published as well.

3.
Rates TC "3.
Rates" \f C \l "3"  [47 CFR § 64.604(c)(4)]

TRS customers pay the same rates as other customers for telecommunications services.  Funding for TRS in Hawaii is provided through a State-mandated surcharge of seventeen cents ($.17) per month, per line on all subscriber access lines.

4.
Jurisdictional Separation of Costs TC "4.
Jurisdictional Separation of Costs" \f C \l "3"  [47 CFR § 64.604(c)(5)]

Interstate cost recovery is in accordance with procedures established by the FCC under the National Exchange Carriers Association (NECA) program.  Intrastate cost recovery is in accordance with the methodology authorized by the Hawaii PUC and Section 269-16.7, HRS.  As appropriate, the cost of providing TRS is separated in accordance with jurisdictional separation procedures and standards pursuant to 47 CFR § 64.604(c)(5).

5.
Complaints TC "5.
Complaints" \f C \l "3"  [47 CFR § 164.604(c)(6)]

The TRS provider resolves complaints received directly from its TRS customers in a timely manner.  The TRS provider and the Commission have not received any TRS complaints relayed from the FCC since the inception of the service in 1989.

6.
Furnishing Related Customer Premises Equipment TC "6.
Furnishing Related Customer Premises Equipment" \f C \l "3"  [47 CFR § 64.606(a), ( b)]

Most of the current TRS provider’s retail PhoneMart stores demonstrate, lease, and provide information on TTY units.  TTY equipment is available for rent to persons who are certified with speech or hearing disabilities.  The present monthly rental rate for the TTY unit is six dollars ($6.00).  In addition, the TRS provider and other vendors install, maintain, and provide hearing-aid compatible telephones in the State.
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