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 APPLICATION

For Renewal of the 

Iowa Telecommunication Relay Service

State Program Certification

by the

Iowa Utilities Board

Overview

On behalf of the Iowa Utilities Board, we submit the enclosed application for renewal of the certification of our Telecommunications Relay Services State Program by the Federal Communications Commission (FCC).

This application will establish as required by the FCC’s Public Notice (DA 02-1006) released May 1, 2002, that our TRS State Program (1) “meets or exceeds all operational, technical, and functional minimum standards contained in 47 C.F.R. §64.604”; (2) “makes available adequate procedures and remedies for enforcing the state program”; and (3) where our program “exceeds the mandatory minimum standards contained in §64.604, …[it] in no way conflicts with federal law.”

The Iowa Utilities Board certifies that it has and will continue to comply with the ADA’s standard relay guidelines and will oversee its current TRS provider, Sprint, to ensure that all requirements are met.  For the FCC’s convenience, we have enclosed a copy of Iowa Code §477C (Appendix A).

Background

The 74th General Assembly directed the Iowa Utilities Board to establish, administer, and promote a statewide program to provide “dual party relay service” (DPRS) which “shall allow persons with communication impairments to use the telephone system in a manner and at a rate equivalent to persons without communications impairments.”  Iowa Code §477C.3(2) (2001).  The program is funded by an annual assessment upon the revenue of all telephone utilities providing service in the state.  Iowa Code §477C.7 (2001).

After a competitive bidding process, the Board on April 24, 1992, selected Sprint to provide statewide telecommunications relay service (TRS).  The 1992 contract was extended to January 16, 1997.  After another competitive bidding process, Sprint was selected on January 17, 1997, to provide TRS for Iowa from January 17, 1997, through December 31, 1998, with an extension to December 31, 1999.  After a third competitive bidding process, the Board again selected Sprint to provide TRS from January 1, 2000, to December 31, 2002, with the possibility of a two-year extension.  On June 13, 2002, Sprint was notified of the Board’s intent to extend Sprint’s TRS contract for an additional two years, until December 31, 2004.  The contract provides for services that meet or exceed the operational, technical, and functional standards found in the mandatory minimum standards listed in 47 C.F.R. § 64.604.

Relay Iowa’s call volumes have grown from approximately 5,000 in August 1992 when the program began to an average of 30,000 per month in 2001.  For the year 2001:

· The average speed of answer time was 1.73 seconds

· Ninety-six percent of calls were answered in less than 10 seconds.

· The average length of calls was 3.87 minutes.

· The average number of complaints per month was 5.

A summary of the monthly statistics for Relay Iowa for the period January 1997 to July 2002 is attached as Appendix N.

Operational Standards

A.1  Communication Assistant CA

CA Employment Standards

Sprint has established a successful procedure to attract qualified applicants for CA positions.  The first step in the CA’s hiring practice is a validated test that screens for typing, language skills, and other skills related to the CA position.  When an applicant passes the test, a Human Resources representative screens the applicant over the phone or in person, for oral communication skills and work availability.  If the applicant passes this step, he/she is interviewed in person by an Operations Supervisor for specific job dimensions that relate to the success of a CA.  If the supervisor recommends the applicant for employment, the applicant undergoes a drug screen and security/reference check. This process ensures that only qualified applicants are hired to work at a relay center.

A copy of the oral-to-type test script is attached in Appendix Q.

Communication Assistants Training Program

Sprint trainers use adult learning theories; training is adapted to each participant’s learning modality; incorporating lecture, visual graphics, flow charts, videos, role playing, and hands-on-call training, to stimulate the CA’s ability to learn. 

New hires receive training in Deaf Culture, ASL translation, Oral Deaf, and sensitivity to the needs of persons with hearing and speech disabilities by a qualified person who, if not deaf or hearing-impaired, possesses extensive knowledge in this area. During the CA’s initial training, he/she is trained and evaluated on how to accurately reflect the TTY user’s intent and on the CA’s role in the relay process. CAs' performance-based skills such as grammar, spelling and oral communication abilities are evaluated. Sprint works closely with local deaf and hard of hearing communities to identify knowledgeable presenters to assist with the training. Sprint utilizes videos, role-playing, group activities and discussion groups to educate employees on the different needs of their customers to ensure sensitivity towards customers.

Additionally, applicants are given four written and hands-on evaluations to demonstrate their ability to spell, type accurately and process a call using live training terminals and role-plays written in varying levels of ASL. CAs also receive extensive training on how to improve their interpersonal skills so that they can work effectively with difficult and stressful situations that may arise during their employment. 

Please review the Sprint TRS, Speech-to-Speech (STS) and Video Relay Service (VRS) Training outlines in Appendix B.  In addition, Sprint’s Diversified Culture training module is also attached in Appendix O.

A team of ASL fluent Sprint employees developed ASL Training workbooks that are utilized by CAs for ongoing training.  These workbooks have been designed to provide supplemental training and to assist CAs toward the mastery of ASL translation on relay calls.   

Transmission of 60-WPM

All Sprint CAs type a minimum of 60-WPM. Sprint utilizes an oral-to-type test that simulates actual working conditions. CAs are tested on an ongoing basis to ensure that a 60-word-per-minute performance requirement is maintained. During this test we do not use technology-aided transmission to ensure the typing speed. The scores for each CA are the actual words-per-minute typed. 

Sprint utilizes technological aides during relaying such as pre-programmed macros and auto-correcting software, along with the CA’s natural skill, to provide optimal service.

CA Quality Assurance Programs

Individual Monthly Survey

Monthly surveys and formal reviews are used to monitor and evaluate the continuing training for our CAs. The survey process used is a product of a task force comprised of management staff. It evaluates all areas of work performance, personal effectiveness and attendance. The survey process goals are to respond to customer feedback and provide the CA with clearly defined and objective performance measures. Two surveys are completed on each CA every month and include areas such as Typing Accuracy, Spelling, Conversational English/ASL Translation, Clarity / Enunciation, Caller Control, and Etiquette/Composure.   

Quality Assurance Test Calls

To ensure that all CAs are focused on FCC requirements and state contractual commitments, Supervisors from every center pair up to perform 10 scripted test calls each on alternate centers for a total of 700 test calls.  After each call, the supervisors fax the survey form to the appropriate center for the CA to receive immediate feedback.  This feedback and appropriate guiding performance measures for specific components are addressed with each CA. 

Account Management and Trainer Test Calls

Additionally, the Operations department and members of the Account Management Team identify areas of concern based on customer feedback, state feedback, individual survey results and customer contacts.  Approximately 300 test calls per month are conducted focusing on the identified monthly call-processing topic. Results are compiled and shared with Operations’ management. Based on the results, the trainers and management determine if refresher training is required and what method will be used for delivery.

A.2  Confidentiality and Conversation Context

Confidentiality Policies and Procedures

Sprint understands that measures to ensure confidentiality are crucial to the success of any TRS operation and has implemented procedural and environmental measures to safeguard customer and call information. In accordance with the FCC regulations, all information provided for call set up, including customer database and branding information, remains confidential and cannot be used for any other purposes.  Sprint also prohibits the use of any information obtained during the processing of a call.  After the inbound party disconnects, CAs lose the ability to view or access any information pertaining to that call. No written or taped information regarding the call is kept after the call is released from the CA position. After the call has been terminated, the billing information is transferred to the billing files and is no longer accessible except for billing purposes.

No one is permitted to watch or listen to actual calls except CAs and supervisory staff for the purpose of relaying, assisting or monitoring the call or for training purposes. 

CAs perform their work in cubicles that are bordered by high sound-absorption acoustic tiles and wear special noise reducing headsets. The cubicles are arranged to minimize the number of cubicles that are side by side. The CA work areas have a security card key access and visitors are not allowed in CA work areas. These special equipment and environmental arrangements reduce noise interference and supports confidentiality. 

All relay center personnel are required to sign and abide by a pledge of confidentiality that is a promise not to disclose the identity of any caller or any information learned during the course of relaying calls. Employees are expected to abide by the pledge of confidentiality during and after their period of employment. Sprint’s confidentiality policies are strictly enforced.

Sprint strictly enforces confidentiality policies including the following:

Communication Assistant (CA)

· Prospective CAs are screened in the interview process on issues regarding ethics and confidentiality. During initial training, CAs are presented with examples of situations that could be considered breaches of confidentiality.  

· Stress can be a factor in maintaining confidentiality. CAs receive training on healthy detachment.  When CAs require counseling due to a stressful call, they do not discuss any specifics about the call. Sprint contracts with professional agencies to provide our employees with the confidential assistance of professionally certified counselors.

· Breach of confidentiality will result in termination of an employee. All claims of breach of confidentiality are fully investigated. If the investigation confirms that any employee committed a breach of confidentiality, the employee will be terminated.

Building

· CA center has security key access.

· Visitors are not allowed in the CA work area.

· CA terminals screens are not visible from any window area.

Sprint CAs relay everything thing that is said and everything that is heard.  CAs do not omit or censor any aspect of the relay call.  CAs convey all conversation, including profanity.  All conversation during initial call set-up and acceptance of charges from the called party is relayed.  All comments directed to either party by the CA are relayed and typed in parentheses. 

Please refer to Appendix C for the TRS Pledge of Confidentiality.
Verbatim Relay and the Translation of ASL

CAs type to the TTY user or verbalize to the non-TTY user exactly what is said, verbatim, when the call is first answered and at all times during the conversation, unless either user specifically requests summarization or ASL interpretation.  

At the request of the relay user, Sprint CAs will translate written ASL into conversational English.  All Sprint CAs are able to translate the typed languages of relay users whose primary language may be ASL or whose written English language skills are limited to conversational grammatically correct English. Training is provided on various levels of English/ASL during the initial training, as well as throughout a CAs’ employment. In order to finish training successfully, the CA must demonstrate competent skills to translate the calls as requested. 

STS Limited Exception of Retention of Information

At the request of a caller, Sprint Speech-to-Speech (STS) CAs will retain information from a call in order to facilitate the completion of consecutive calls.  No information is kept after the inbound call is released from the CA position.

STS Facilitation of Communication

Sprint STS CAs receive training on how to facilitate STS communication without interfering with the independence of the user.  STS CAs are evaluated monthly on their ability to facilitate the call without altering content of the conversation or compromising the user’s control.   Sprint relay users have full control of all of their relay calls.  

A.3 Types of Calls

Sprint provides 24 hour, 7 day-a-week Telecommunication Relay Service (TRS) for standard (voice), Text Telephone (TTY), wireless, or personal computers (PC) users to place local, intrastate, interstate, and international calls. Sprint also processes calls to directory assistance and to toll free numbers. There are no restrictions on the duration or number of calls placed by any relay user. All relay users accessing Sprint retain full control of the length and number of calls placed anytime through relay. 

Sprint works in conjunction with the Local Exchange Enhanced Services to provide additional functionality for users of TRS. Sprint processes collect and person-to-person calls and calls charged to a third-party as well as calls billed to prepaid and non-proprietary calling cards offered by the local or any other interexchange carrier.  Sprint will also process calls to or from restricted lines, e.g. hotel rooms and pay telephones.

When a TRS call is placed through Sprint, the user will be billed in the same manner that a non-relay user would be billed.  The relay user will only be billed for conversation time (which does not include call setup time, in between calls and wrap up time) on toll calls.  Billing will occur within 60 days of the call date.   Sprint gives users the option of billing their calls to a non-proprietary LEC (local) or IXC (long distance) calling cards.  Sprint will process calling cards offered by the user’s carrier of choice if the carrier is a participant of Sprint’s Carrier of Choice (COC) program and as long as Feature Group D is at the Carrier’s access tandem.  Sprint works with the LECs and IXCs to compile and make available to all TTY users a list of acceptable calling cards. The user’s carrier of choice is responsible for providing call types and available billing options, and will also handle the rating and invoicing of toll calls placed through the relay.  

A complete list of all call types provided by Sprint may be found in Appendix I, Sprint Standard Features Matrix. 

A.4 Handling of Emergency Calls

Sprint’s procedure for handling E911 calls may be found in Appendix D.

A.5 In-call Replacement of CAs

Sprint’s policy and procedure for 10 and 15 minute rule on in-call replacement of CAs may be found in Appendix E.

A.6  CA Gender Preferences

When a Sprint relay user requests a CA of the opposite gender to the CA who initially receives the call, the relay user is switched to an appropriate CA as soon as one becomes available. If a change of CA is necessary during the call, every attempt will be made to accommodate the previous gender request.

A.7  STS Called Numbers

Sprint’s relay customer database is available to Speech-to-Speech (STS) users. The database can be used to store a list of names, frequently dialed telephone numbers, and customer notes. The database automatically appears on the CA’s terminal screen each time a user dials into one of the Sprint relay numbers. The customer database helps to facilitate call set up and conversing preferences for the STS user. Customer profile information contained in the Sprint Customer Database will be transferred to any new provider at the end of the contract term.
Technical Standards

B.1  ASCII & Baudot

Each Sprint CA position is capable of receiving and transmitting in voice, Baudot including TurboCode™ and E-TurboCode™ as well as ASCII codes.  Upon a call being received at the CA position, TTY signals are automatically identified as either Baudot or ASCII; if ASCII, the baud rate is detected.  Intelligent modems allow the CA to handle either voice or data lines from the same CA work station. 

This automatic identification of call types for incoming calls provides a quick and efficient technique for varied customer input and reduces the average CA work time to a minimum.

ASCII rates up to and including 19,200 bps are supported by the Sprint platform.  The domestic TTY baud rate of 45.5 and the international rate of 50 baud are also supported.

B.2  Speed of Answer 

Sprint’s Quality Assurance Program on Speed of Answer may be found in Appendix F.

B.3  Equal Access to Interexchange Carriers

Sprint provides Iowa callers with the ability to have their intrastate, interstate and international calls carried by any Interexchange carrier who has agreed to participate in the Iowa Carrier of Choice (COC) program.  When a caller indicates their COC preference, the CA will verify that the requested carrier is a COC participant, and if they are, the call will be routed accordingly.  Callers will be able to use any billing method made available by the requested carrier including collect, third party, prepaid and calling cards. 

The current participating members of Sprint Carrier of Choice program are:

· AT&T

· Broadwing Communications

· Broadwing Telecommunications

· Excel

· Global Crossings LTD

· LDDS

· MCIWorldCom

· McLeod USA

· Metromedia

· OPEX Long Distance

· SimCom

· Sprint

· Touch America (formerly Qwest)

· Verizon Long Distance

· WilTel

· Working Assets

· WorldCom

· 10-10-220 (Telecom USA/ MCI)

· 10-10-222 (MCI WorldCom)

· 10-10-275 (WorldxChange)

· 10-10-288 (AT&T)

· 10-10-297 (Excel)

· 10-10-321 (Telecom USA/ MCI)

· 10-10-333 (Sprint)

· 10-10-502 (WorldxChange)

· 10-10-629 (WorldxChange)

· 10-10-636 (Clear Choice Five Talk)

· 10-10-781 (WorldxChange)

· 10-10-811 (VarTec FiveLine)

· 10-10-834 (WorldxChange)

If an Iowa caller does not indicate a COC preference to the CA either on-line or in their customer database (or if their preferred carrier is not a COC participant), the call will be carried over the Sprint network.  As with calls carried by Sprint, most COC participants limit billing methods based on the type of line from which the call originates. When the requested carrier is not a COC participant, Sprint has established a procedure where the carrier will be notified, verbally and in writing, of its obligation to provide access to TRS users and encourage their participation. 

Please see Appendix G for a sample of the Carrier of Choice letter.

B.4 TRS Facilities

Sprint TRS and Sprint relay Customer Service are both available 24 hours a day, every day of the year.  Sprint utilizes both UPS and backup power generators to ensure that the relay centers have uninterrupted power even in the event of a power outage.  UPS is used only long enough for the backup power generators to come on line – a matter of minutes.  The backup power generators are supplied with sufficient fuel to maintain operations for at least 24 hours.  The generators can stay in service for longer periods of time as long as fuel is available.

In the event of a power outage, the UPS and backup power generator ensure seamless power transition until normal power is restored.  While this transition is in progress, power to all of the basic equipment and facilities essential to the center’s operation is maintained.  This includes:

· Switch system and peripherals 

· Switch room environmentals 

· CA positions (consoles/terminals and emergency lights)

· Emergency lights (self-contained batteries)

· System alarms

· CDR recording.

As a safety precaution (in case of a fire during a power failure), the fire suppression system is not electrically powered.  Once the back-up generator is on line, stable power is established and maintained to all TRS system equipment and facility environmental control until commercial power is restored.  Please refer to the Disaster Recovery Plan provided in Appendix H for a complete explanation of Sprint’s back-up plan.

B.5  Technology

Voice Carry Over

Sprint provides voice and hearing carryover as standard TRS.  Voice carryover (VCO) allows a user to speak directly to the person he/she is calling and receive responses by text through the CA (and vice-versa).  In addition, Sprint supports VCO-VCO, VCO-HCO, VCO-TTY, and Two Line VCO calls.

Hearing Carry Over

Hearing carryover (HCO) allows a person to listen directly to the person they are calling and provide their responses by text through the CA (and vice-versa). Sprint was the first relay provider to offer HCO users what is known as voice progression technology.  This advancement eliminates the HCO users’ need for reading macros and allows him/her to hear the call set-up, ringing and the called party answering the telephone.  In addition, Sprint supports HCO-HCO, HCO-VCO, HCO-TTY, and Two Line HCO calls.

Internet Relay

Sprint provides a web-enabled, multi-language product – Sprint Internet Relay.  Sprint Internet Relay calls can take place anywhere there is an Internet connection.  This feature provides a secure and interactive relay experience using intuitive features designed for TRS users.

Video Relay Service

Sprint provides a web-based platform to support VRS. Users of VRS utilize video conferencing equipment and high-speed telecommunication lines to access the service.   90% of VRS customers use VRS through the Internet.  

Future Technology under Development

Sprint is currently investigating future communication enhancements including, Caption Telephone, Real-Time Captioning service for conference calling, Speech to Text technology, Wireless Internet Relay through cell phone devices, wireless Video Relay accessibility, Palm Pilot and Two-Way Pager utilization through relay.      

Please see Appendix I Sprint Standard Features Matrix.

Note: The FCC encouraged States to describe the future technologies during the next re-certification period (10/1/03 – 9/30/08).

B.6  Voice Mail and Interactive Menu (Hot Key)

When the Sprint relay caller reaches an answering machine, voice mail or interactive menu, the CA informs the relay caller by hitting a macro that reads (ANS MACH) or (RECORDING) to keep the caller informed of the call progress. The CA then, if necessary, presses a hot key to record the voice announcement and relay the message back to the caller. The CA utilizes Sprint’s recording technology to obtain all information necessary on the first attempt. The CA relays all of the recorded information to the customer and deletes the recorded message.

This technology greatly reduces the CA work time, as the CA does not need to make multiple outdials. In addition, Sprint relay callers are only charged for the first call. Subsequent redials to leave a message or enter information into an interactive menu are not charged to the customers. Sprint has developed a procedure using our Ultra WATS lines to ensure that with additional out-dials the customer does not incur toll charges.

Callers to Sprint relay services access 900 services by dialing a free 900 number to access relay. Use of a toll-free 900 number inbound to the relay center provides functionally equivalent access to the telecommunications network while preventing unauthorized end users from circumnavigating the LEC restrictions.  This process ensures that the LEC will only complete those calls into the relay service that do not have a 900 number block added to their phone lines.  The 900 service provider and the 900 number carrier will rate and bill the user as if the call was dialed directly from the originating user's telephone.

Relay Iowa’s 900 service number is (900) 230-3031.

Functional Standards

C.1  Consumer Complaint Logs

Sprint provides copies of each TRS Customer Contact form, which includes the date the complaint was filed, an explanation of the complaint, the date the complaint was resolved and explanation of the resolution and any other pertinent information to Iowa.  Further, Sprint maintains a log of each individual complaint and provides comprehensive reports on a monthly and annual basis to each of the Sprint States. 

By June 25th of each calendar year, Sprint submits a copy of 12-month complaint log report for the period of June 1- May 31, as well as a summary of the complaint log. 

C.2  Contact Persons

Iowa’s contacts for filing intrastate consumer complaints are:

Iowa Utilities Board



Joni Nicoll, Relay Iowa Project Manager

Consumer Services



Iowa Utilities Board

350 Maple Street



350 Maple Street

Des Moines, IA  50319


Des Moines, IA  50319

1-877-565-4450  Voice



515-281-6441 Voice

FAX: 515-281-5329



Internet Email: joni.nicoll@iub.state.ia.us
Internet Email: iub@max.state.ia.us

Website: www.state.ia.us/iub

Philippe Gallant, Sprint Relay

Sprint Customer Service

Iowa Account Manager


(800) 676-3777  Voice, TTY, ASCII
400 Locust, Suite 170

Des Moines, Iowa 50309 




(800) 377-1190 TTY





(515) 283-1760 Voice

(515) 237-3917 FAX 

Internet Email:  philippe.gallant@mail.sprint.com

C.3  Public Access to TRS Information

Public access to TRS information is provided through the following:

· Public Service Announcements

· Brochures

· Give-aways (magnets, pens, notepads, letter openers, etc.)

· Rolodex Cards

· Wallet Size Cards

· Stickers

· Relay Rabbit Coloring Book

· Presentation Folders

· Local Telephone Directories

· Generic TRS Video

· Target Marketing

· Annual Consumer Events

· Update Mailers

· “Connections” Newsletters

· Relay Iowa Website (www.relayiowa.com)

· Relay Iowa Logo

· Relay Ambassador Program

· Presentations at Dual Party Relay Council (advisory council) meetings

Relay Iowa also relies upon its Dual Party Relay Council to take the information it learns from our meetings back to the public.  See Appendix M for examples of public information about Relay Iowa and Appendix A, 477C.5, for a description of the Dual Party Relay Council.

C.4  Rates

Relay Iowa users are charged no more for services than for those charges paid by standard “voice” telephone users. Relay Iowa users who select Sprint as their interstate carrier will be rated and invoiced by Sprint.  The caller will only be billed for conversation time.  Those users who select a preferred interstate carrier via the Relay Iowa COC list will be rated and invoiced by the selected interstate carrier.  

By FCC jurisdiction, Sprint has two separate Message Telephone Service rates – one for interstate and one for intrastate.  The table below exhibits the discounted rates off Sprint’s MTS rates.

	
	Intrastate
	Interstate

	Day

(7 AM – 6:59 PM)
	35%
	50%

	Evening

(7 PM – 10:59 PM)
	35%
	50%

	Night/weekend

(11 PM – 6:59 AM;

 all day Saturday & Sunday)
	35 %
	50%


C.5  Jurisdictional Separation of Costs

Iowa All Relay Iowa intrastate and interstate minutes are reported separately and distinctly to the state on the Sprint invoice. The interstate and international minutes are reimbursed by the TRS Interstate Fund.  The local and intrastate minutes are reimbursed by the State. 

C.6  Complaints

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or Operations Administrator is available 24 hours a day to accept complaints, document, and forward documentation to the proper source for resolution. Supervisors provide immediate feedback to both the customer and the CA.  

Sprint provides copies of each TRS Customer Contact form, which includes the date the complaint was filed, an explanation of the complaint, the date the complaint was resolved and explanation of the resolution and any other pertinent information to Iowa.  Further, Sprint maintains a log of each individual complaint and provides comprehensive reports on a monthly and annual basis to each of the Sprint States. 

The complaint resolution procedure outlines the steps to ensure complaints are resolved within 180 days of filing.  If the complaint concerns a specific CA, an Operations Supervisor follows up and resolves the complaint.  The role of the supervisor is to: 

· Accept all types of complaints, issues and comments. 

· Handle all service type complaints. 

· Resolve complaints with Communication Assistants.

· Follow up with customers if requested by the customers.  

If the complaint concerns a specific technical issue, a trouble ticket is filed and the ticket number is documented on the customer contact form.  The ticket will be investigated and resolved by an on-site technician.  The Account Manager is responsible for tracking all technical complaints and following-up with customers on resolutions. 

If a miscellaneous complaint is filed with customer service, a copy is faxed to the Account Manager for resolution and follow-up with the customer. Iowa customers also have the option of calling our 24-hour Customer Service department (1-800-676-3777) or the Iowa Account Manager to file complaints or commendations.  

Sprint has the capability to transfer the caller on-line to the Customer Service department.  A Customer Service representative will always answer the calls live.  The Account Manager is responsible for tracking all commendations and complaints and sending copies of Customer Contacts to the State Relay Administrator by the invoice due date of the following month. 

In addition to using the above-mentioned options, the Iowa Utilities Board may be contacted at 1-877-565-4450 to reach the Board’s Consumer Services department.  Complaints will be processed according to the Iowa Administrative Code, Section 199, Chapter 6, Complaint Procedures (see Appendix J).  Some complaints may be filed directly with the Federal Communications Commission (FCC) without initially going through the internal complaint mechanism available in our state.  The Iowa Utilities Board is supportive of the FCC complaint mechanism.

A copy of Iowa’s 2001 and 2002 Annual Consumer Complaint Log Records that were filed previously with the FCC are included as Appendix K.

C.7 Treatment of TRS Customer Info

The Sprint Customer Preference Database includes such items such as types of call, billing information, speed dialing, slow typing, carrier of choice, as well as emergency numbers, blocked outbound numbers, language type (English, Spanish, ASL) and call notes are included in the customer profile.  At the end of the ensuing contract(s) Sprint will transfer all Iowa database records to the next incoming relay provider, at least 60 days prior to the last day of service, in a usable format.  

State Certification

Relay Iowa complies with the standards established by the FCC.  In no way does the program conflict with federal law.  The contract explicitly requires that Sprint must comply with all federal regulations in providing the service (see Appendix L, Section 5.7).

Relay Iowa is funded through an annual assessment upon all telephone utilities providing service in the state.  One-half of the assessment is allocated to local exchange utilities and the other half to intrastate interexchange carriers, centralized equal access providers, and alternative operator services companies.  The assessment is levied upon all telephone revenues (see Appendix A, Iowa Code § 477C.7).  There is no provision for labeling in the funding section of the statute, and it is not anticipated that any utility would include relay service costs as a labeled line item on customer bills.

Conclusion

The Iowa Utilities Board requests Federal Communications Commission certification of the Iowa program to provide telecommunications relay services.


Respectfully submitted,


By:____________________________________                                               


Judi K. Cooper


Executive Secretary


Iowa Utilities Board


350 Maple Street


Des Moines, IA  50319


(515) 281-5386

cc:
Joni Nicoll


Relay Iowa Project Manager


Iowa Utilities Board


350 Maple Street


Des Moines, IA  50319


(515) 281-6441

APPENDIX A

Iowa Code 477C

(Not available electronically)

APPENDIX B

Sprint TRS Training Outlines

Appendix B  Sprint TRS Training Outlines

Sprint TRS Training Outline

	Module
	Module Description

	Module 1
	Orientation

· Objectives

· Welcome & History

· Future of Sprint

· What is Relay?

· CA Training

· Call Flow Chart

	Module 2
	Phone Image

· Objectives

· Introduction

· Communicating Information

· Using Conversational Tone

· Managing Dissatisfied Customers

	Module 3A
	Overview of System and Equipment

· Objectives

· Logging In

· Logging Out

· Screen Display

· Checking for Understanding

· Headsets

· Modem

· Error Correction

· Keyboard

· Last Typed Macro Feature

· English Macros

· Spanish Macros

· Telephony Terms

	Module 3B
	Interactive Terminals

· Knowing Your TTY

· Closing a Conversation

· Typing Background Noises

	Module 3C
	Overview of System and Equipment (FRS Only)

· Malfunctions

· Relay Procedures

· Confidentiality

· Statistics

· Handling Obscene Calls

· Requesting a Supervisor

· Reporting

· Macros

	Module 4A
	Call Processing Procedures

· Objectives

· Your Role as CA

· Call Processing for All States 

	Module 4B
	Destinations of Traffic

· Destinations not Allowed

· IntraLata Competition

· State Differences 

	Module 4C
	Answering Machines and Audiotext

· Record Feature

· Voice Answering Machine

· Voice to TTY Answering Machine

· Information Line

· Audiotext 

· Voice Mail

· Pagers/Beepers (TTY-Voice)

· Pagers/Beepers (Voice - TTY)

· Variations

· Answering Machine Retrieval

	Module 4D
	Voice Originated Calls

· Local Call Description

· Toll Free and Paid

· Paid over Sprint Network

· Paid over Alternate Carrier

· Variations

	Module 4E
	Long Distance Calling

· FONcard

· LEC Card

· Optional Cards

· Pre-Paid Cards

· Collect

· Third Party

· Immediate Credit

	Module 4F
	VCO and HCO

· Voice Carry Over (VCO)

· Inbound VCO Branding

· Busy Line

· No Answer

· Two-Line VCO

· Hearing Carry Over (HCO)

· Non-Branded HCO

· Branded HCO

	Module 4G
	Alternate Call Types

· VCO to VCO

· VCO to TTY

· TTY to VCO    

· HCO to HCO

· HCO to TTY

· TTY to HCO

	Module 4H
	Customer Database 

· Customer Database Feature

· Customer Notes Window

· UCR Main Menu

· Name Submenu

· COC Submenu

· InterLata COC

· IntraLata COC

· Billing Method Window

· Billing Options

· Numbers Submenu

· Emergency Numbers

· Frequently Dialed Numbers (FD)

· Blocked Numbers

· Customer Notes

	Module 4H
	Customer Database

· Preferences

· Answer Type

· Language Type

· Outdial Restrictions

· Macros

· Last Number Redial

	Module 4I
	Variations

· Busy Signals

· Poor Connection

· No Answer

· Request for Information

· Speech Impaired

· Pacing Voice Customer

· Profanity towards CA

· Request for M or F CA

· CA Knows Customer

· Suicide

· Abuse

· Illegal Calls

· Sensitive Topics

· Redialing

· Switchboards

· Young Children

· Inbound ASCII

· Repeating Information

· Request for Relay Number

· Restricted Calls

· ASCII on Outbound Line

· Regional 800

· Two Calling From Numbers

· LEC Service Office

· Double Letters

· Call Waiting

· Conference Calls

· Three-Way Calling

· Changing CAs

· 800 Number Referral

· Hard-of-Hearing Customer

· Call Backs for TTYs

· Multiple Calls

	Module 4I
	Variations

· Call Modification

· Holding

· Alternate Language

· Typing in Parenthesis

· Product Information

· Spanish Calls

· Voice Customer Hangs Up

· Variable Time Stamp

· TTY Customer Hangs Up

· Conversation being Recorded

· Prompting Voice for "GA"

· Non-Standard TTY Capability

· Internet Characters

· TTY does not type "GA"

· Cellular Long Distance Calls

· Party Line Calls

	Module 5
	Emergency Call Processing

· Emergency Calls

· Non-Emergency Calls

· Emergency Incident Form

	Module 6A
	Performance and Procedures

· Performance Measurement Plan

· Quality Customer Service

· Commitment

· Personal Effectiveness

· Assessment Survey and Replay

· Emergency Procedures

· Emergency Assistance Form

· Checking for Understanding

	Module 6B
	Healthy Relay

· Introduction

· Analogy

· Stretching Exercises

· CA Reinforcement

· Ergonomic Review

· Setting up Workstation

· GUAM - Get up and move

	Module 6B
	Healthy Relay

· Ergonomic Relief

· Slowing the Customer

· Overtime Relaxation

	Module 7A
	Responding Positively

· Stress Management

· Thoughts and Feelings

· Relaxing Emotionally

· Thinking Powerfully

· Exercise

· Nutrition

· Relaxation/Meditation

· Energy Resource Assessment

· Suggested Reading

· Leader's Notes

	Module 7B
	Healthy Detachment

· Interactive Communication

· TDD Communication

· Potential Stressors

· Detaching

	Module 8
	Assessing Performance

· Assessment Process

· Coaching 

· Feedback

· Pass/Fail Guidelines

· Role Plays

	Module 9
	Supervisor as Trainer and Coach

· Introduction

· Objectives

· Being a Coach/Trainer

· An Adult Learner

· Giving Effective Instruction

· Feedback

	Module 10
	A Healthy Approach to Relay

· Learning Continuum

· Adult Education

· Dale's Cone of Experience

· Elements of Lesson Design

· Preparation for Training

· Warm Ups

· Voice Inflection

· Handling Interruptions

· Prep for Final

· Hearing Thru (TDD - Voice)

· Hearing Thru (Voice - TDD)

· Voice Thru (TDD - Voice)

· Voice Thru (Voice - TDD)

· Audiotext

· Information Lines

· Business Answering Machines

· Residential Answering Machines

· Beepers

· Spanish Answering Machine

· TTY Answering Machine


Speech to Speech Training Outline

	
	

	Module 1
	Orientation

· Objectives

· Welcome & Introductions

· Description

·  History
	
What is Speech to Speech
Differences from Relay

Agent Training

	Module 2
	Speech to Speech Customers
· Objectives

· Introduction

· Phone Image

· Characteristics of Speech to Speech Customers

· Breaking the Stereotypes
	
Varying Speech Patterns

Voice Synthesizers

Types of Calls
Transparency & Confidentiality Phrases

	Module 3
	Attributes of STS CAs

· Objectives

· Patience

· Concentration

· Listening Skills
	
Caller Control
Sensitivity and Understanding 

	Module 4A
	Call Processing Procedures

· Objectives

· Your Role as CA

· Billing

· Directory Assistance

· Changing CAs 
	

	Module 4B
	Answering Machines and Audiotext

· Answering Machines

· SA to SD Answering Machine

· Busy/Disconnects

· Audiotext Message

· Pagers/Beepers

	Module 4C
	Emergency Call Processing

· Emergency Services

· EM Numbers

· Emergency Incident Form

	Module 4D
	Variations

· Outbound to Relay

· Personal Conversations

· Operator Calls

· Talking on Hold

· Keeping the Customer Informed

· Differentiating STS and Relay
· Outdialing to STS    
	
Using GA
Spelling

Announcement

900 Calls

Request to Hold
SD to SD through STS
Non STS Calls


Video Relay Service Training Outline and Qualifications

	Qualifications
	· Certified by the NAD at levels III, IV, or V or certified by RID as IC/TC, CI, CSC, LSC or MSC of demonstrated State equivalent

· Possess a minimum of three years interpreting experience

· Possess English language skills at a college level

· Observe strict confidentiality guidelines using RID’s Code of Ethics

· Function in a totally transparent mode

· Possess strong receptive and voicing skills

· Possess sensitivity to the needs of the Deaf, Hard of Hearing and hearing parties

· Have a wide range of experience working in the deaf Community utilizing ASL, PSE and Signed English Community utilizing ASL, PSE and Signed English communication modes in social, economic, and educational settings

· Possess interpreting experience for persons who have minimal language skills

· Possess computer literacy, including familiarity with current Windows operation system, and be able to operate computer and video equipment

· Exhibit superior customer service skills.



	Training Modules
	· History of Telecommunications relay services

· Orientation of VRS work station, video software and equipment

· Sign language interpreter code of ethics

· TRS operator rules of confidentiality and code of ethics

· VRS roles and responsibilities


APPENDIX C

Pledge of Confidentiality

Appendix C  Pledge of Confidentiality

[image: image1.wmf]RELA

Y CENT

ER COD

E OF E

THICAL

 BEHAV

IOR

A

S

P

A

R

T

O

F

T

H

E

R

E

L

A

Y

S

E

R

V

I

C

E

S

O

R

G

A

N

I

Z

A

T

I

O

N

,

A

L

L

E

M

P

L

O

Y

E

E

S

,

C

O

N

T

R

A

C

T

O

R

S

A

N

D

V

I

S

I

-

T

O

R

S

A

R

E

B

O

U

N

D

T

O

T

H

E

L

A

W

S

O

F

T

H

E

S

T

A

T

E

A

N

D

T

H

E

F

O

L

L

O

W

I

N

G

G

U

I

D

E

L

I

N

E

S

:

1

.

A

L

L

T

E

L

E

C

O

M

M

U

N

I

C

A

T

I

O

N

S

R

E

L

A

Y

S

E

R

V

I

C

E

C

A

L

L

R

E

L

A

T

E

D

I

N

F

O

R

M

A

T

I

O

N

I

S

T

O

B

E

  S

TR

ICT

LY

CO

NFI

DEN

TI

AL.

T

he

 em

plo

ye

e,

con

tr

act

or

or

 vi

sit

or

 

sh

all

 n

ot

rev

ea

l a

ny

in

for

ma

tio

n

  ac

quir

ed d

urin

g or

 obs

ervin

g a

rela

y ca

ll.

 Any

 call

-rel

ated

 que

stio

ns o

r pr

oblem

s ar

e to

 be

disc

usse

d

  with

 mana

gement

.

2.

 N

O

T

HI

N

G

 I

S

TO

B

E

E

D

IT

E

D

O

R

 O

M

I

TT

E

D

 F

R

O

M

T

H

E

C

ON

T

E

NT

O

F

T

H

E

C

O

NV

E

R

SA

T

IO

N

OR

     THE SPIRIT OF THE SPEAKER.  The

empl

oyee shall transmit exactly what is said

 in the way that it is

  inte

nded i

n the

 langu

age of

 the

custom

er's c

hoice

.

3.

NO

TH

I

NG

 I

S

T

O

BE

 A

DD

E

D

OR

 I

N

TE

RJ

EC

TE

D

 I

NT

O

T

HE

 C

ON

T

EN

T

OF

 T

H

E

CO

NV

E

RS

AT

IO

N

O

R

     THE SPIRIT

 OF THE SPEAKER.  The employe

e shall not advise, counsel,

or interject personal

  opin

ions,

 even

when a

sked

to do

so by

 the c

onsume

r.

4.

T

O

A

S

S

U

R

E

 M

A

X

I

M

U

M

U

S

E

R

 C

O

N

T

R

O

L

,

T

H

E

 E

M

P

L

O

Y

E

E

W

I

L

L

B

E

F

L

E

X

I

B

L

E

 I

N

A

D

A

P

T

I

N

G

TO

THE

 C

ON

SUM

ER

'S

 NE

ED

S.

5.

E

MP

L

OY

E

ES

WI

LL

ST

R

IV

E

 T

O

 F

UR

T

HE

R

 C

O

MP

E

TE

NC

Y

 I

N

 S

K

IL

L

S

A

ND

 K

N

OW

L

ED

G

E

TH

RO

UGH

 C

ON

TI

NUE

D

TR

AI

NIN

G,

 W

OR

KSH

OP

S,

 A

ND

RE

AD

IN

G O

F

CU

RR

ENT

 L

IT

ER

ATU

RE

 I

N

 T

H

E

 F

I

E

L

D.

_

__

__

__

_

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

I hav

e read an

d underst

and the

Relay Cen

ter Code

of Ethica

l Behavio

r.  I agr

ee to com

ply with

 this Cod

e

an

d an

y ap

pli

cabl

e S

tate

 and

 Fe

dera

l la

ws

pert

ain

ing

to T

ele

comm

unic

ati

ons

Rel

ay S

ervi

ces

 and

und

erst

and t

hat f

ailu

re to

 do s

o wi

ll le

ad t

o com

pany

disc

iplin

ary a

ctio

n tha

t may

 res

ult i

n my

 term

inati

on

an

d

cr

imi

na

l

pro

se

cut

io

n.

_________________________________________________

_

__

__

_

__

__

__

__

__

__

__

__

__

_

EMPLOYEE/CONTRACTOR/VISITOR

SIGNATURE

D

A

T

E

___________________________________________

_

__

__

__

__

__

__

__

__

__

__

__

__

_

MANAGER/SUPERVISOR

SIGNATURE

D

A

T

E

R

S

5



APPENDIX D

E 911 Call Procedure

Appendix D  E 911 Call Procedure

Sprint uses a system for incoming emergency calls that automatically and immediately transfers the relay user to the nearest Public Safety Answering Point (PSAP). Sprint considers an emergency call to be one in which the user of the relay service indicates they need the police, fire department, paramedics, or ambulance. The following steps will be taken to connect the caller to the correct PSAP:

· The CA, when told by a TTY/ASCII user (non-voice) that an emergency exists, will hit a “hot key”. 

· The CA’s terminal sends a query to the E911 database containing the caller's geographic area ANI. 

· The database responds with the telephone number of the PSAP that covers the geographic source of the call, and then, automatically dials the PSAP number, and automatically passes the caller’s ANI to the E911 service center.

The CA remains on the line until emergency personnel arrive on the scene unless previously released by the caller. The CA also verbally passes the caller’s ANI onto the E911 center operator. If the inbound relay caller disconnects prior to reaching E911, the CA will stay on the line to verbally provide the caller’s ANI to the E911 center operator.

APPENDIX E

Policy on 10 and 15 Minute Rule

Appendix E  Policy on 10 and 15 Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow.   Therefore, Sprint strives to keep the same CA dedicated to each call.   Sprint will ensure that the CA remains on the call for at least 10 minutes (or 15 minutes for Speech-to-Speech call).   If a change of CA is unavoidable, CAs are trained to make this transition as smoothly as possible and will inform both parties.  

A CA change may occur for the following reasons:

· Customer requests change of CA

· End user verbal abuse of CA or obscenity towards CA

· The call requires a specialist (Speech to Speech, another language)

· Illness

· Potential conflict of interest (i.e. the CA identifies an end user as a family member or friend) 

In instances where it is necessary to change CAs, a second CA will plug in their headset at the position and watch the call for several minutes in order to assess the “spirit” of the call and make the transition smoother.  After several minutes of observation, the second CA will wait until the voice person stops speaking and all conversation has been relayed and will then type to the TTY user:

(CA# CONTINUING UR CALL).

The CA will say to the non-TTY user:  

“THIS IS CA # CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure.  In addition, a training video was developed that clearly shows the procedure and how to ensure it is as smooth as possible.

APPENDIX F

Quality Assurance Program on Speed of Answer

Appendix F  Quality Assurance Program on Speed of Answer

As our TRS vendor since August 1, 1992, Sprint has developed the capability to effectively manage a quality human resource pool. Sprint has grown their TRS Operations capability to handle approximately 27 million calls per year. Sprint has gained valuable experience in sizing its TRS Operations to accommodate contract requirements. Historical call detail is gathered by 15-minute periods throughout the years of providing TRS service. This historical information is combined with state-specific information to establish anticipated call patterns that accurately predict the personnel needs necessary to efficiently process the relay calls.  

Sprint meets the requirement of answering 85% of all calls within 10 seconds on a daily basis by a live CA.  (Abandoned calls are included in this 85/10 Service Level calculation.)  Sprint will ensure that no more than 30 seconds elapses between the receipt of the dialing information and the dialing of the requested number.

Sprint samples the average answer time a minimum of every 30 minutes for each 24-hour period. Sprint’s Traffic Management Control Center (TMCC) and our Enhanced Services Operations Control Center (ESOCC) are staffed with professionals who understand call processes, call volumes, distribution patterns, contract requirements and call routing, thus ensuring competent service. 

The Sprint Centers that serve Iowa are provided with sufficient facilities to provide a Grade of Service (GOS) of P.01 or better for calls entering the call center switch equipment that serves Iowa.  Inbound calls that may be blocked within the Public Switched Telephone Network (PSTN) will receive a voice recording stating that all circuits are busy and to try the call again within a few minutes.   

Performance of inbound traffic on each toll-free number where it enters the Sprint network is measured continuously and reported both daily and monthly.  These measurements, which include traffic volume and blockage data, are compiled into a monthly report available to the state.  In addition, the dedicated trunk facilities that route the call from the terminating network switch to the ACD (Automatic Call Distributor) at the serving relay center are monitored daily for compliance with blockage limitations.  These data are monitored for both short and long-term trends to ensure the most cost-effective use of resources.

APPENDIX G

Sprint Carrier of Choice Letter of Invitation

Appendix G  Sprint Carrier of Choice Letter of Invitation
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<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> Long Distance calls with Sprint Telecommunications Relay Service (TRS). As the default long distance carrier for processing relay calls in more than twenty-seven states (27), Sprint currently transports the traffic of customers who have selected you as their long distance 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 Feature Group D trunking and TRS billing codes 

of Info Digit Pair 60, 66, and 67 (see below).

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.  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 Feature Group D trunking and TRS billing codes of Info 

Digit Pair 60, 66, and 67 (see below).

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 associated with 1+, 0+, and 0- dialing 

must be loaded into the regional (and/or state) access tandems.

2. You (or your underlying toll carrier) will need to support Feature Group D 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 long distance 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 long distance 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 C is 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,

<insert name>

Account Manager –<Relay State>
Cc:  Michael Fingerhut, Federal Regulatory, Sprint

        <insert name>, Program Manager, Sprint

APPENDIX H

Sprint Disaster Recovery Plan

Appendix H Sprint Disaster Recovery Plan

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

The first line of defense against degradation of Iowa is the Intelligent Call Router (ICR) technology that Sprint employs. During a major or minor service disruption, the ICR feature bypasses the failed or degraded facility and immediately directs calls to the first available agent in any of Sprint’s eleven fully inter-linked TRS Call Centers. State-specific call processing software resides at each of Sprint’s Relay Call Centers. Communications Assistants (CAs) are trained in advance to provide service to other States; the transfer of calls between centers is transparent to users. 
Beyond the ICR, Sprint’s Disaster Recovery Plan details the steps that will be taken to deal with any problem, and restore Iowa to its full operating level in the shortest possible time.

Iowa Notification Procedure

To provide Iowa with the most complete and timely information on problems affecting their TRS, the trouble reporting procedure for Iowa will include three levels of response:

· A 3-hour verbal report 

· A 24-hour status report

· A comprehensive final report within 5 business days.

Sprint will notify the Iowa Utilities Board within three hours if a service disruption of 30 minutes or longer occurs. For service disruptions occurring outside normal business hours, the initial report will be provided by 8:30 AM on the next business day. This initial report will explain how the problem will be corrected and an approximate time when full service will be restored. Within 24 hours of the 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 service to Iowa 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 Iowa Administrator within five business days of return to normal operation. Examples of service disruption to Iowa include:

· ACD failure or malfunction 

· Major transmission facility blockage 

· Threat to CAs safety or other CA work stoppage

· Loss of CA position capabilities.

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven days a week from Sprint’s Enhanced Services Operation Control Center (ESOCC) in Overland Park, KS. 

Disaster Recovery Procedures

If the problem is within the relay center serving Iowa, maintenance can usually be performed by the on-site technician, with assistance from Sprint’s ESOCC. If the problem occurs during non-business hours and requires on-site assistance, the ESOCC 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 for Service Restoration

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

· Sprint Call Center Equipment(A technician is on-site during the normal business day. The technician provides parts and / 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.

· Sprint or Telco Network Facilities(For an outage of facilities directly serving Iowa, incoming TRS calls will immediately be routed to one of ten other centers throughout the US. No calls will be lost. Repair of fiber or network facilities typically requires less than eight hours.   

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

· 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 call center. In this case, normal Sprint traffic rerouting will apply. 

For a failure at a Telco central office in Des Moines, for example, only local Des Moines residents would be affected until the Telco has performed the necessary repairs. For situations like this, it will be at Sprint’s discretion to dispatch a technician. The normal Telco escalation procedures will apply. The Telco escalation process is all during the normal business day; therefore, a trouble may be extended from one day to the next. 

Trouble Reporting Procedures

The following information is required when an Iowa user is reporting trouble:

· Service Description (“Iowa”) 

· Callers Name

· Contact Number

· Calling to/Calling from, if applicable

· Description of the trouble. 

Service disruptions or anomalies that are identified by Iowa users may be reported to the Sprint Relay Customer Service 800 number (800-676-3777) at any time day or night, seven days a week. The Customer Service agent 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 ESOCC will handle calls from the Customer Service agents 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 11 TRS Call Centers to respond quickly to any event, including natural disasters.

Mean Time to Repair (MTTR)

MTTR is defined and detailed in Tables A-1 and A-2:

Table A-1
Time to Investigate + Time to Repair + Time to Notify

	Time to Investigate
	The time needed to determine the existence of a problem and its scope.

	Time to Repair
	Repair time by Field Operations plus LEC time, if applicable. 

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


Table A-2
Current MTTR Objectives

	Switched Services
	8 Hours

	Private Lines
	4 Hours (electronic failure)

	Fiber Cut 
	8 Hours


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, an Iowa user may escalate the report to the next level. Table A-3 details the escalation levels.

Table A-3
Escalation Levels

	Escalation Level
	Contact
	Phone

	2
	Regional Maintenance Manager
	Office Phone Number (913) 315-8047 
Pager – 800-724-3329, Pin 3856901 (Numeric) 
Pager – 800-724-3508, Pin 3856901 (text)

	3
	Senior Manager, Technical Staff
	Office Phone Number (913) 315-7788


Service Reliability

Sprint’s service is provided over an all-fiber sophisticated management control networks 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, with significant fiber miles in Iowa, provides critical advantages over the other carriers. These advantages include:

· Quality

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

· Economy

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

· 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.

· 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 significant benefit to Iowa, and a competitive differentiation of the Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point of presence (POP) in every Local Access Transport Area (LATA). The five LATAs in Iowa are served by six  Sprint POPs. There are plans for additional fiber mileage, additional POPs, and added route diversity. There are more than 300 POPs in service on the network. With six POPs in the state, all areas will be adequately serviced by Sprint. 

Switched services are provided via 49 Northern Telecom DMS-250/300 switches at 29 locations 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. Iowa would primarily be served by the DMS switches in Omaha, NE and Chicago, IL, with other diversely located facilities also serving Iowa. 

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 such as Digital Cross-connect Systems, SONET, and Signaling System 7.

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 Iowa.

Network Criteria

System Capacity

The Sprint network was built with the capacity to support every interLATA 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.

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:

1. Do everything possible to minimize the impact of a “single point of failure.” This includes:

· 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.

2. 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 100 overlapping rings to ensure sufficient alternate paths for total network survivability. Four operating SONET rings currently serve Iowa, with ring augmentation planned for 2002.

Sprint Route Outage Prevention Programs

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.

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.

Route Surveillance Program

This is a Network Operations 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.

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 repair.

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

The Sprint network is managed and controlled by a National Operations Control Center (NOCC) located in Overland Park, KS. As a back up, a secondary NOCC is located in Lenexa, KS. The NOCC is designed to provide a national view of the status of the network as well as to provide network management from a centralized point. The NOCC interfaces with the Regional Control Centers (RCCs) to obtain geographical network status. The RCCs are responsible for maintenance dispatch and trouble resolution, and are designed to provide redundancy for each other and back-up status for the NOCC. 

The NOCC and RCC work closely with the ESOCC in cases where a network problem may affect Iowa operations. In cases such as these, the NOCC or RCC immediately alerts the ESOCC of the situation so that appropriate steps can be taken to minimize service impacts. The NOCC and RCCs also serve as reference points for the ESOCC when problems are detected in the TRS center that are not the result of internal center operations.

Network Management

Commitment to a digital fiber optic network permits Sprint to use a single transmission surveillance protocol to integrate internal network vendor equipment. This enhances Sprint’s ability to automate and provide preventive, near real-time detection and isolation of network problems. The controlling principle is identification and correction of potential problems before they affect the Iowa call capabilities.

Sprint divides the major functional responsibilities, facilities maintenance and network management, into a two-level organization which maximizes network efficiencies and customer responsiveness. The first level consists of the RCCs located in Atlanta and Sacramento. RCC personnel focus on the performance of individual network elements within predetermined geographical boundaries. The second level is the NOCC in Kansas City that oversees traffic design and routing for Sprint’s 23,000-mile fiber optic network and interfaces.

This two-level operational control organization, combined with architectural redundancies in data transport and surveillance, control and test systems, ensures an expedited response to potential problems in both switched and private line networks.
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Appendix I  Sprint TRS Standard Features Matrix

Relay Iowa Standard Features Matrix

                   Revised: 6/1/02

	Features
	Description/Benefits

	Answering Machine Retrieval
	This feature allows TRS callers to retrieve their answering machine or voice-mail messages through the CA.

	ASCII Split Screen
	This feature allows High Speed ASCII computer users and CAs to type and communicate more clearly and quickly. Similar to voice-to-voice conversation, it provides the interrupt capability, when appropriate, for the ASCII user and the voice party.

	Automated Number Identification (ANI)

Technology
	ANI is the telephone number of the line initiating a call. The number is identified by the switch and passed over the network to the CA workstation.

	Background Noises
	During the call, TTY callers will be informed of background noises through the CAs typing in parenthesis. 

	Beeper and Pager access
	Sprint provides functionally equivalent pager calls, which are made to beepers and pagers, interactively and non-interactively. Calls are relayed between interactive paging services and the TRS users. For non-interactive paging services, calls are made to leave specific numeric information to accomplish those calls.

	Branding of Call Type – Temporary
	System database ability to answer the incoming call based on the previous call’s communication mode (TTY, Voice, ASCII, VCO, HCO, Spanish, Turbo Code, Deaf-Blind).

	Branding of Call Type – Permanent
	System database ability to brand the caller’s preferred communication mode – TTY, Voice, ASCII, VCO, HCO, Spanish, Turbo Code, Deaf-Blind – permanently.

	CA Typing Speed
	60 wpm.

	CA 10-minute In-call replacement
	CAs are required to stay with each inbound TRS call for a minimum of 10 minutes and with each inbound STS call for minimum of 15 minutes.

	Caller ID
	A network-based Caller ID feature. Relay calls placed through the Sprint network will provide the originating calling party number (ANI), or Caller ID information, through the local exchange carrier for all local and most long distance calls.

	Caller ID Blockage
	This feature allows TRS callers to block their ID on a per call or per line basis.

	Caller ID – 

Per Call Block
	This feature allows TRS callers to block their ID on a per call basis.

	Caller ID – 

Per Line Block
	This feature allows TRS callers to permanently block their ID by utilizing the TRS Customer Database profile.

	Carrier of Choice
	System database that allows TRS callers to choose their preferred carrier for intrastate, interstate, and international calls.

	Cellular/PCS Phone Access
	Allows the TRS Cellular customers to reach the TRS’ 800 number(s) to complete relay calls.

	Choice of Gender
	Sprint Relay will accommodate requests for specific CA gender at the beginning of the call or, during a CA transfer.

	Customer Database
	Allows the TRS callers to enter specific information in a profile, i.e., carrier of choice, emergency numbers, last number redial, customer notes, call block, frequently dialed numbers, etc., to expedite their call set-up time.

	· Name and Address
	Caller’s name and address. Available information could save valuable time when calling for emergency service.

	· Long Distance profile
	Caller’s preferred carrier for In-State and Out-of-State long distance calls. Callers also  can indicate their preferred billing option when placing long distance calls.

	· Frequently Dialed Numbers
	Up to 10 numbers, it allows “speed dial” calls through the TRS.

	· Outdial Information
	It allows the CA to be aware as to how the caller will answer the phone and in which language type they will communicate.

	· Customer Notes
	It informs CA of special requests to handle your call, i.e., do not announce the service, preferred operator gender, etc.

	· Call Block
	Callers may enter telephone numbers from which they do not wish to receive relay calls.

	· Outdial Restrictions
	Callers may restrict the type of call, i.e., long distance, international, 900, etc., to be placed through the TRS.

	· Emergency Numbers
	Callers may enter emergency numbers such as fire, doctor, police, etc., to expedite the emergency call processing.

	Deaf-Blind Pacing (Slow-typing)
	The system provides functionality that automatically slows the transmission of data to Deaf-Blind users. The default speed is 15 wpm and the speed can be increased at the caller’s request in 5-wpm increments.

	Delayed Call Announcer 

(Generic)
	This feature alerts TRS callers that they are on-line and on hold for the next available CA when the call is not answered within 30 seconds. The message is, “WELCOME TO RELAY CENTER PLS HOLD FOR NEXT AVAILABLE CA.”

	Dialed Number Verification
	This feature echoes the number calling to and the call type in the TTY dial string macro. This feature re-verifies the called number being dialed to ensure the accuracy of the type of call being placed.

	Directory Assistance (Intrastate/Interstate)
	This feature allows the TRS callers to reach the local (LEC) directory operator or long distance (IXC) DA operator. When the number is obtained, the caller may choose to place the call through the TRS or call direct.

	Emergency Calls (E911)
	Through Sprint’s E911 database, this service allows Sprint TRS to forward the call to the appropriate Public Safety Answering Point as quickly as possible.

	Enhanced Modems
	New modems have been deployed to support enhancements in ASCII communication protocols. The capabilities of Sprint’s new modems include autodetection; connections with modems up to 19.2k; and faster ASCII detection (3 seconds).

	Error Correction
	Sprint TRS workstations are equipped with the Error Correction capability to automatically correct common typographical errors and spell out abbreviations while increasing typing speed and reducing conversational minutes.

	Gender ID
	This feature provides the gender of CAs in the TTY/HCO/VCO greeting macros.

	Hearing Carryover (HCO)
	HCO allows speech-disabled or mute users with normal hearing to listen to the person they are calling. The HCO user types his/her conversation for the CA to read and voice to the standard (voice) telephone user.

	HCO-HCO
	HCO users can contact HCO users through the TRS. The CA will voice to both parties what is typed on each user’s TTY.

	HCO Permanent Branding
	The permanent branding enables HCO callers to listen during call set-up. The HCO brand greeting macro is:

TRS 1234F YOU MAY HEAR VOICE 

OR USE TTY GA

	HCO-TTY
	HCO users can contact TTY users through the TRS. HCO users can listen while the CA is reading/voicing the TTY user’s typed message. The HCO user types their conversation directly to the TTY user.

	Inbound International
	From any International location outside the United States, TRS, STS, and Spanish callers can reach the TRS through Sprint’s International inbound 10-digit number, 

605-224-1837.

	Intelligent Call Router
	A dynamic call router technology that automatically and seamlessly routes TRS calls to the first available English or Spanish CA in the network.

	Intercept Message
	This feature provides intercept messages in voice and TTY in the event of a system failure occurrence within the TRS switch, center, or outbound circuits.

	Internet Relay Access
	This feature allows TRS users to place text-to-voice calls from the Internet. Sprint has developed the product and will make available to the State.  A dedicated web URL address will be assigned to the State.

	Last Number Redial
	The TRS users can request the CA to redial their last number. Sprint TRS is designed to store the user’s last number dialed and it is dialed upon the user’s command,

“LAST NUMBER REDIAL PLS GA” or 

“LNR GA”.

	LEC Calling Services
	Through the Customer Database feature, it allows the TRS callers to have traditional LEC services, i.e., Call Block, Frequently Called Numbers.

	Local/Extended Area Service
	Callers who subscribe to an extended area service plan will receive equivalent service through the TRS.

	Machine Recording Capabilities

(“Hot Key” Interactive Voice Response)
	This feature reduces redials when CAs receive audio-text interaction machines. In most cases, it allows the callers to receive all of the information on the first call. It eliminates the number of redials.

	Regional 800/888/877/866/855
	This feature allows the TRS callers to reach the in-state 800/888/877/866/855 toll-free numbers.

	Roaming Service
	This feature allows relay calls to originate and terminate outside of the State.

	Spanish to Spanish;

Spanish to English Translation
	Sprint offers Spanish Services, which provide Spanish to Spanish and English to Spanish translation handled by proficient bilingual (Spanish) CAs. Their workstations are modified to provide macros and other functions to the caller in Spanish.

	Speech Disabled Indicator
	The command (S) typed by a speech-disabled person would inform the CA that a speech-disabled person is on-line.

	Speech-to-Speech 
	Via dedicated STS toll-free access, it is the service for speech disabled customers who prefer to use their voice, with assistance from the CA if necessary, to communicate with the called party.

	Speech-to-Speech/Spanish 
	Via dedicated STS toll-free access, it is the service for Spanish speech disabled customers who prefer to use their voice, with assistance from the Spanish CA if necessary, to communicate with the called party.

	Speed of Answer (Service Level)
	85% of calls answered within 10 seconds daily. It measures the time it takes the call to hit the CA position from the relay center call controller switch.

	Text/Voice Transmission
	The system’s ability to toggle between inbound TTY, ASCII, TurboCodeTM, and Voice calls.

	Toll Discounts
	When TTY or Voice calls are carried over the Sprint network, in-state toll calls are discounted by 35 % qoff the intrastate MTS rates and State-to-state toll calls are discounted by 50% off the interstate MTS rate. 

	Transfer Gate capabilities
	The system’s ability to transfer the TRS callers to Spanish gate, Speech-to-Speech gate, TTY Operator Service platform, and 24-hour Customer Service desk.

	TRS Customer Service
	On a 24x7 basis, TRS users will reach a live TRS Customer Service representative.  TRS users may request for additional information about TRS-related services or to provide commendations and complaints. The toll free number is 1-800-676-3777 TTY/Voice/ ASCII.

	TTY Operator Services (OSD)
	Sprint’s TTY Operator Services to complete a TTY to TTY call; obtain Directory Assistance information; or receive credit for erroneous billing. The toll free number is 

1-800-855-4000.

	TurboCodeTM
	Enhanced baudot transmissions speed up to 110 words per minute. It enables the TRS TTY callers to haveTurboCodeTM capability to interrupt during transmission.

	E-Turbo Code/

Dial Through™
	Sprint offers the Enhanced Turbo Code/Dial Through technology. E-Turbo transmits data faster than the current Turbo Code product. It permits E Turbo TTY users to pre-enter the phone number and other information to be used through TRS.  Once connected to the TRS center, the information will be transferred and processed through the system without CA’s assistance. It speeds up the relay call set-up therefore enhances the relay experience.

	Two-line VCO
	This feature allows a VCO caller with two telephone lines to use one line for speaking directly to the hearing person while the other line is used to receive the CA’s typed responses at the same time. It provides a more natural flow of conversation without pauses required with single line calls.

	Variable Time Stamp Macro
	This feature (macro) enables the TRS callers to know when their called party has disconnected from the call.

	Voice Carryover (VCO)
	VCO allows deaf or hard-of-hearing people who prefer to use their own voice to speak directly to the party they are calling. The CA will type the voiced responses back to the VCO user who can read the typed messages across the TTY screen.

	VCO Gated services
	Through State’s VCO 800 number access, VCO users’ calls will be routed to primary and secondary VCO centers where their calls will be processed by a dedicated pool of VCO CAs.

	VCO-HCO
	VCO users can contact HCO users through the TRS. The VCO user speaks directly to the HCO user and the HCO user types their conversation directly to the VCO user.

	VCO Permanent Branding
	This feature enables VCO callers to set-up the call without typing. The permanent VCO brand greeting macro is:

RELAY IOWA 1234F VOICE (OR TYPE) NOW GA

	VCO-TTY
	VCO users can contact TTY users through the TRS. The VCO user will use his/her own voice and the CA will listen to the VCO spoken words then type the message to the TTY user. The TTY user types directly to the VCO user without any CA interaction.

	VCO-VCO 
	VCO users can contact other VCO users through the TRS. The CA will listen to VCO users speak and type the spoken words for the parties at both ends.

	VCO w/ Privacy/NO GA
	This is similar to the standard VCO feature however; the CA will not hear the VCO caller speaking through the TRS. The CA will only type voiced responses back to the VCO user.

	Voice Call progression
	The system’s ability to allow Voice or HCO callers to listen during call set-up, i.e., ringing or busy.

	Voice Gender ID
	This feature (macro) informs the outbound TTY caller of the gender of their caller.

	900/800 Pay Per Call

Services
	Sprint provides a toll-free 900 number that allows the TRS users to make relay calls to any 900/800 Pay Per Call services.

	7-1-1
	With cooperation of Local Exchange carriers, wireless providers, and payphone vendors, Sprint Relay will accept 711 calls.


            Optional Features

	Features
	Description/Benefits

	French to French;

French to English Translation
	Sprint offers French-Creole services, which provide French to French and English to French translation handled by proficient bilingual (French) CAs. Their workstations are modified to provide macros and other functions to the caller in French.

	Speech-to-Speech/VCO
	This service enables the VCO users to call the voice users through a STS CA.  When the voice user’s requests are not understood or there is a request for clarification, the CA will assist verbally as needed and as they are capable.

	Video Relay Services
	Through videoconferencing technology, this service enables American Sign Language users to speak through sign language interpreters when placing calls to the standard (voice) telephone users or vice versa.
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ADMINISTRATIVE PROVISIONS

1.1
PURPOSE

A.
This is a request for proposal (RFP) to determine price and other information associated with contracting by the Iowa Utilities Board (Board) to provide for the delivery of statewide telephone relay service, as mandated by IOWA CODE § 477C.3 (1999), attached to this RFP.  The average monthly minutes of service for last year was 139,734.  The Board has administered this program since its inception in 1992.

B.  
This RFP provides detailed instructions for the development of proposals to provide the required service.  This RFP and the winning proposal of the successful vendor shall be included as mandatory parts of the contract between the Board and the successful vendor.

1.2
SCHEDULE OF EVENTS (ALL TIMES LISTED ARE LOCAL IOWA TIMES)

A. 
The Board issues the RFP on June 29, 1999.

B.
Vendors are invited to submit written questions and requests for interpretation concerning this RFP.  Vendor questions and requests shall be received no later than 4:30 p.m., July 21, 1999.

C.
The Board shall prepare a written response to all pertinent questions submitted by vendors in writing.  This response shall be mailed to all vendors no later than July 30, 1999.  On or before that date, all vendors who wish to receive the responses must notify the Executive Secretary of the Board of their interest in bidding on the contract.

D.
Proposals must be received by the Executive Secretary, Iowa Utilities Board, 350 Maple Street, Des Moines, Iowa 50319, on or before 4:30 p.m., local Iowa time, August 13, 1999.

E. 
It is intended that proposals will be evaluated and a notice of award will be issued within 50 days of the deadline for receipt of proposals.  At the time of the notice of award, the Board shall list the vendor's exceptions which the Board approves and disapproves.  The selected vendor must respond within seven days as to its position concerning the Board's disapproval of vendor exceptions.  The contract cannot be awarded until the vendor and the Board agree regarding the vendor's exceptions.  

F.
The contract will be executed as soon as possible after the notice of award is issued.  Proposals must be held firm for a 60-day period from the date of award of the contract.

G.
The vendor shall begin to provide service under the contract at the beginning of January 1, 2000, local Iowa time.

1.3
INQUIRIES

A.
All inquiries concerning this RFP must be submitted in writing by July 21, 1999, to the issuing office at the following address:



Joni Nicoll



Iowa Utilities Board



350 Maple Street



Des Moines, Iowa 50319



Fax:  (515) 281-5329

B.
During the period of evaluation, all contacts and inquiries regarding the RFP from potential vendors to the Board must be in writing to Joni Nicoll of the Iowa Utilities Board staff.

C.
Only written communications agreed to by the Board are binding on the Board.

D.
The state assumes no responsibility for representations concerning conditions made by its officers or employees prior to the execution of a legal contract, unless such representations are specifically incorporated into this RFP.  All requests for clarification shall be submitted in writing.

1.4
PREPARATION OF THE PROPOSAL

A.
The official proposal must be in ink or typewritten.  Changes must be lined out and initialed.  The RFP format and the instructions in chapter 3 shall be followed.

B.
All parts of this RFP require the use of the response forms in chapter 4 that are included with the RFP document.  Use of these response forms is MANDATORY.  Unless otherwise instructed, do not retype these forms.  If additional copies are needed, make additional copies on an office copy machine.  Failure to use the forms directly will be considered unresponsive and may result in the summary rejection of the vendor's proposal.  Where space on the form is insufficient, additional pages may be added.

C.
All answers that are given to the questions asked in this RFP are subject to verification.  Misleading or inaccurate answers shall be grounds for disqualification at any stage in the procurement process.

1.5
ECONOMY OF PRESENTATION


Proposals shall not contain promotional or display materials, except as related to community outreach plans.  Proposals must address the technical requirements.  All questions posed by the RFP must be answered concisely and clearly.

1.6
RFP CHANGES AND ADDENDA


The Board shall prepare a written addendum in response to all pertinent questions and requests for interpretation submitted by writing.  In the event it becomes necessary to revise any part of the RFP prior to the scheduled submittal date, an addendum shall be issued to all qualified vendors who have notified the Executive Secretary as provided in section 1.2.C of their interest in bidding on this contract.

1.7
PROPOSAL OBLIGATIONS

A.
The contents of the proposal and any clarification thereto submitted by the successful vendor and agreed to by the Board shall become part of the contractual obligation and incorporated by reference into the ensuing contract.

B.
All proposals must describe in detail, and include all integral elements necessary for the successful implementation and operation of the required intrastate telephone relay services, including labor, equipment, software, and services offered, and must be of such form that, upon approval, will be contractually binding.

C.
The offer made by the submitted proposal, and any clarifications to that proposal shall be signed by an officer of the offering firm or a designated agent empowered to bind the firm in a contract.

1.8
CERTIFICATION OF INDEPENDENT PRICE DETERMINATION


By submission of a response to this proposal, the vendor certifies, and in the case of a joint proposal, each party thereto certifies as to its own organization, that in connection with this procurement:

A.
The prices in this proposal have been arrived at independently, without consultation, communication, or agreement, for the purpose of restricting competition, as to any matter relating to such prices with any competitor.

B.
Unless otherwise required by law, the prices which have been quoted in this proposal have not been knowingly disclosed by any vendor and shall not knowingly be disclosed by the vendor prior to the notice of intent to award, directly or indirectly to any competitor.

C.
No attempt has been made or shall be made by the vendor to induce any other person or firm to submit or not to submit a proposal for the purpose of restricting competition.

D.
Each person signing this proposal certifies to being the person responsible within the vendor's organization for the decision as to the prices being offered, or to being an agent authorized in writing to make the pricing decision, and that neither the person directly responsible nor the agent has participated, nor will they participate in any action contrary to 1.8.A through 1.8.C herein.

E.
The proposal shall include a letter certification of independent price determination asserting the representations in 1.8.A through D.

1.9
REJECTION OF PROPOSALS

A.
The Board reserves the right to accept or reject any part of any proposal and to accept or reject any or all proposals without penalty.

B.
Any proposal may be rejected outright and not evaluated for any one of the following reasons:

1.
Failure to deliver the proposal before the close of business on the due date.

2.
Failure to include the required response form(s) signed by an officer of the company submitting the proposal.

3.
Failure to follow the proposal format instructions as specified in chapters 3 and 4, herein.

4.
Failure to meet any other material requirement of the RFP.

1.10
PROPOSAL ANNOUNCEMENT 


On or about October 2, 1999, there shall be a public announcement to vendors who submitted proposals accepted for evaluation of the Board's award.

1.11
WITHDRAWAL OF PROPOSALS


Proposals may be withdrawn, modified, and resubmitted at any time prior to the time set for the receipt of proposals.  A vendor shall not withdraw its proposal or its prices prior to the end of the 60-day period immediately following the award of the contract.

1.12
DISPOSITION OF PROPOSALS


All proposals become the property of the Board and shall not be returned to the vendor unless all proposals are rejected and no award is made.

1.13
DISCLOSURE OF PROPOSAL CONTENT


The laws of Iowa generally require that at the conclusion of the selection process the contents of all proposals be placed in the public domain and be opened to inspection by interested parties.  However, trade secrets or proprietary information for which the vendor has sought and received confidential treatment from the Board pursuant to IOWA ADMIN. CODE 199-1.9 (1999) may be withheld.  


Members of the Dual Party Relay Service Council have a statutory duty to advise the Board.  They will be allowed to have possession of materials subject to a confidentiality request under rule 1.9, but the members will agree that the information will not be copied or released to any person and will be returned to the Utilities Board within 14 days after the contract is awarded.  The vendor agrees to such treatment of material claimed to be confidential by submitting a proposal.

1.14
PROPOSAL EVALUATION AND AWARD


All proposals submitted shall be evaluated in accordance with the requirements set forth in chapter 3 of the RFP.  The decision will be made by the Board with the advice of the Dual Party Relay Service Council.  

1.15
BRIBERY


The laws of Iowa provide that it is a felony to offer, promise, or give anything of value or benefit to a state employee with the intent to influence that employee's acts, opinion, judgment or exercise of discretion with respect to that employee's duties.  Evidence of violations of this statute will be turned over to the proper prosecuting attorney.

1.16
PERFORMANCE BOND


The vendor shall provide the Board with a performance bond which complies with the terms of the contract form in chapter 5, before the contract is executed.

1.17
BID BOND


A bid surety (bid bond) in the amount of $50,000 will be required of all vendors submitting a response to this RFP.  The surety may be in the form of a bid bond or certified check payable to the Dual Party Relay Fund and shall accompany the vendor's responses.  The bid bond or certified check shall be returned to each vendor whose proposals were not accepted 60 days after the award of the contract.  The bid bond from any vendor whose proposal is accepted by the Board, but whose proposal is withdrawn anytime between the bid date and 60 days after the award of the contract, shall be retained as liquidated damages by the Board and placed in the special fund created by IOWA CODE § 477C.7 (1999).

1.18
CONFLICTS BETWEEN TERMS


The Board reserves the right to accept or reject any exception taken by the vendor to the terms and conditions of this request for proposals.  Should the vendor take exception to the terms and conditions required by the Board, the vendor's exceptions may be rejected and the entire proposal declared nonresponsive.  The Board may elect to negotiate with the vendor regarding its exceptions to the RFP or contract terms.

1.19
IOWA STATUTES AND RULES


The terms and conditions of this request for proposal and the resulting contract(s) or activities based upon this request for proposal shall be construed in accordance with the laws of Iowa.

1.20
LICENSES, PERMITS, AND INSPECTIONS


The vendor shall give all notices and comply with all codes, laws, ordinances, rules, and regulations of any public authority having jurisdiction which bears on the performance of its work.  The vendor shall pay for all licenses, permits, and inspection fees required for its work.  The vendor must furnish copies of all approvals from authorities having jurisdiction in a timely fashion.

1.21
COSTS OF PREPARATION OF PROPOSAL


The Board shall not make payments to cover costs incurred by any vendor in the preparation of or the submission of this RFP or any other associated costs.

1.22
MISCELLANEOUS

A.
The Board reserves the right to waive minor deficiencies and informalities if, in the judgment of the Board, its best interest will be served.

B.
The Board reserves the right to make a written request for additional information from a vendor to assist in understanding or clarifying a proposal.  Any information received shall not be considered in the evaluation of the vendor's proposal if it materially alters the content of the proposal.

C.
The Board reserves the right to conduct criminal history and other background investigations into the vendor, its officers, directors, shareholders, or partners and managerial and supervisory personnel retained by the vendor for the performance of the contract.  The vendor shall cause any and all waivers to be executed by the appropriate persons to effectuate the investigation.
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TECHNICAL REQUIREMENTS

2.1
INTRODUCTION


In order to be considered compliant, a vendor must meet all technical requirements listed in this section of the RFP.  This is considered the minimal level of service that may be proposed to the Board.  Any bid not meeting or exceeding all these minimal requirements may not be considered compliant with this RFP, and may not be considered as a valid RFP.


Besides the technical requirements, a vendor must meet all the administrative requirements of this procurement and agree to the terms and conditions of the RFP.


The vendor shall provide income statements and balance sheets from the past three years.


The vendor shall provide a list of customer references for whom the vendor has supplied telephone relay or similar services.  The vendor also shall list the states where it has provided service and the years when it provided service in each state.

2.2
SCOPE OF SERVICE


The Board has a statutory duty, pursuant to IOWA CODE § 477C.3 (1999), to maintain a dual party relay service which is available to Iowans statewide on a full-time basis (24 hours per day, 7 days per week, 52 weeks per year).  The service shall be called the Iowa Telephone Relay Service (ITRS).  The service shall be in full compliance with the intent and the evolving implementation guidelines of Title IV of the Americans with Disabilities Act of 1990 (ADA), S.933, Pub. L. 101-336, 104 Stat. 327, 366-369 (1990).  The vendor will supply that service.  The service standards and vendor performance must be sufficient to allow the Board to receive and maintain certification of the ITRS from the Federal Communications Commission (FCC).  


Each proposal shall include a comprehensive description of how the vendor proposes to provide relay service which meets each requirement.  The vendor shall submit a bid based upon the charge per minute of service.


The contract shall be in effect until December 31, 2002, and the Board shall have discretion to offer the vendor the option of renewing the contract for two additional years.

2.3
FACILITIES AND EQUIPMENT


The vendor must furnish all necessary facilities, equipment, and software to operate the ITRS in a manner sufficient to meet or exceed all FCC and Board standards.


It is necessary for telecommunications equipment, including station terminals, to be capable of receiving and transmitting in both Baudot and ASCII codes.  It is required that the system be capable of automatically identifying and matching the incoming TTY signals as either Baudot or ASCII and, if ASCII, the baud rate.  The system shall also be capable of receiving and processing ANI data (when available) for automated record keeping and billing.  The telecommunications equipment must be capable of sending and receiving Dual Tone/Multi-Frequency (DTMF) signals.


In addition, the vendor must provide the service feature known as "Turbo Code," or a functional equivalent, to users with the capability of using that feature.


The vendor shall demonstrate its capability to adapt to improvements in communications equipment technology and to implement state-of-the-art technology for provision of service.


The vendor shall explain projected expansion levels by type of equipment which will be necessary to maintain service standards and handle the types of calls and projected call volumes over the life of this contract. 

2.4
NETWORK ACCESS

A.
Design


The vendor shall design the ITRS to provide users with network access in the categories listed below which is functionally-equivalent to that available to persons without communications impairments.  The vendor shall propose a toll-free number(s) or equivalent network access which is accessible to users in intrastate calling as defined in 2.4.B below.  The minimum level of service must be separate 800 or other toll-free prefix numbers for voice and TTY, but the vendor may provide a method of service which is better from the users' standpoint.  Vendors must state how calls from TTY users to non-TTY users will be handled differently from calls from non-TTY users to TTY users, if there is a difference.  All transmission circuits shall meet or exceed FCC and Board performance standards for signal loss and noise.


The vendor shall describe how incoming calls will be terminated and how outgoing calls will be originated.  The vendor must provide a logical diagram of the overall network design indicating the quantities and types of inbound and outbound circuits necessary to complete the projected number of calls within each jurisdiction.  The network design shall consider the call volume projections contained in the RFP.

B.
Intrastate Calling


Intrastate calling shall be provided including:


•
local calls, 


•
intraLATA toll calls, 


•
intraLATA interstate calls which, if the relay center were not used, would be considered local calls (whether they originate within the state or outside the state), and


•
interLATA calls that originate and terminate in Iowa.


Vendors must state whether different access telephone numbers will be used for local versus intrastate long distance calls to the relay center.

C.
Interstate Calling


The methods and procedures for providing interstate relay are within the jurisdiction of the FCC.  The bid will include a provision to interconnect fully with the interstate system as a part of the contract price.

D.
International Calling


The bid will include a provision to interconnect fully with the system that provides international calling as a part of the contract price.

E.
Access to Regionally-Restricted Numbers

The vendor must provide a means of reaching regionally-restricted 800 or other toll-free prefix numbers and the business offices of local exchange companies which have special prefixes which would normally be accessible to a non-TTY user in that user's calling area.

F.
Access to Directory Assistance Services


The ITRS shall allow users to access local and intrastate long distance directory assistance.  In addition, the bid shall include a provision to interconnect with interstate directory assistance as part of the contract price. The vendor may either carry the database of all Iowa local exchange utilities and charge the rate of the exchange of the customer requesting directory assistance or charge the lowest Iowa local exchange directory assistance rate which is $0.25.  Customers are allowed two directory assistance calls within the same area code and two inter-area code directory assistance calls per month without charge under the Board’s rules.

G.
Access to Local Exchange Company Non-Basic Services


The vendor must explain how it will provide access to non-basic services, which enables the relay user to utilize local exchange non-basic services (such as three-way calling) on calls completed through the relay service.  If such access is not possible, the vendor must justify why it cannot be provided.

H.
The vendor must purchase directory assistance listings for the Relay Iowa numbers to cover every exchange in Iowa.  The listing cost will be recovered in the per minute charge in the vendor's pricing proposal.

2.5
USER BILLING

A.
Charges for Services


There shall be no charge to users of the ITRS for the use of the relay service. The rates for long distance customers of relay service shall be the applicable rates of the interexchange carrier.  However, long distance rates charged by the vendor or an affiliate shall reflect the additional time associated with a relay call by applying 35 percent discount to the appropriate day, evening, and night/weekend rates.  Separate charges from the tariff for operator-assisted intrastate calls, such as collect, third number, person-to-person, calling card, and credit card calls, will not be discounted.

B.
Call Billing Record


Vendors must specify the system for identifying and documenting long distance and toll calls for billing purposes.  The record shall be functionally equivalent to that of non-ITRS service and shall contain, at a minimum, the following information:


•
Originating telephone number (NPA-NXX-line number)


•
Telephone number or calling or credit card number to be billed (NPA-NXX-line number)


•
Terminating telephone number (NPA-NXX-line number)


•
Date


•
Start time (when the calling party is initially connected to the called party or to an answering machine at the called party's number or to a recorded message or intercept for the called number)


•
End time (when either the called party or the calling party hangs up)


•
Call time to the full second (the time in between call start time and end time)


The system must be automated as completely as possible.  Hand-written billing tickets are not acceptable.


The vendor must fully describe the billing system and billing process that will be used, including identification of any subcontractor(s), specific duties of the subcontractor(s), how the billing record detail will be transmitted to the billing agent(s) (if any), and how charges will appear on the end user's bill.

C.
Standard Billing

Vendor must provide for charges for collect calls, person-to-person calls, and calls charged to a third party.  Vendor must also provide for billing to at least one telephone company calling card and must be flexible in making arrangements to bill to all carriers’ cards.  Vendor must include a complete description of how users will be billed for any call within 60 days of the calling date.  This description must include the vendor's procedures for obtaining billing information from the local exchange companies, whether the billing will be performed in-house or contracted, calling cards that calls can be billed to, and a sample bill format, if available.

2.6
SERVICE RELIABILITY


The proposed relay service must be designed to meet the following reliability specifications.

A.
Uninterruptible Power System  


A backup power system is required that would supply power for at least eight hours.  At a minimum, the uninterruptible power system (UPS) must support the switch system and its peripherals, switch room environmentals (air conditioning, fire suppression system, emergency lights and system alarms), CA consoles/terminals, CA work site emergency lights, and Call Detail Record (CDR) recording.


Besides the above minimum UPS requirements, the vendor may offer other power options.  These include: additional hours of backup power; potential connectivity to a vendor-supplied generator; and/or other vendor-recommended solutions which would be fully compatible with the hardware system(s) bid.

B.
Switching System

To ensure the required levels of service are met, the switching system shall be configured with a redundant call processing unit (CPU) on "hot stand-by" to ensure that no calls are dropped due to processor failure, on-line system monitoring, real time programming capabilities which will not take the system off line, capability to perform preventative maintenance without taking the system off line, and an inventory of spare critical components (to be defined by the vendor) which are maintained on site.

C.
Intercept Messages  

Appropriate intercept messages shall be provided if a system failure occurs within the relay switch or network.  Both voice and TTY messages shall be provided.

D.
Alternate Facilities

The vendor may propose to provide, in the case of a failure of any portion of the ITRS, alternate circuits, equipment, staff, etc., in order to continue to provide relay service for Iowa until suitable repairs or replacements can be made.  The vendor shall describe the parameters under which relay calls for Iowans may be temporarily rerouted, whether such rerouting will be a manual or automatic operation, how long it will take, whether any calls may be dropped during rerouting, and what messages (if any) will be transmitted to users if alternate facilities are used.  Full traffic reporting pursuant to section 2.11.A.1 shall be maintained during any use of alternate facilities.

E.
Year 2000 Testing

The vendor must conduct sufficient testing to assure the Board in writing that no service interruptions will occur due to any computer malfunctions described generally as the Y2K problem.

F.
Disaster Recovery Plan

The vendor shall create a complete plan (not just an outline) for dealing with all types of natural disasters and man-made problems.  The plan shall address how the vendor plans to cope with specific disasters.  These may include:  alternate switching of calls including network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable; the provision of redundant circuits to geographic areas where users are concentrated; a contingency plan for how disasters will be handled which are not part of the network but which may affect the network (e.g., a fire in the central office which serves the ITRS); and/or other areas which the vendor considers important to include in a disaster recovery plan.

A primary requirement is to notify the Board contact person immediately if a major problem occurs.  In addition, the plan should detail the levels of escalation which will be employed to deal with the problem and completely restore service.

2.7
TRAFFIC STANDARDS

The underlying goal of the relay system shall be to provide ITRS users access to the telephone network which is functionally equivalent to persons without communications impairments.  To achieve that end, the relay system must be monitored and managed carefully so as to always be staffed and equipped to meet the following traffic standards.  The vendor shall also commit to comply with the emerging FCC guidelines for TRS traffic and operations and Board Standards for Telephone Utility Service (reference IOWA ADMIN. CODE 199-22.3 (1996)).

A.
Usage

No restrictions shall be placed on the length or number of calls placed by customers through the relay center.

B.
Blockage Rate

Average daily blockage rate for all calls into the relay center shall be no greater than 2 out of 100 calls.  This shall be measured by sampling the number of calls being blocked at a minimum of every 30 minutes during ITRS operation.

C.
Answer Time

The monthly maximum average for the daily average answer times for all calls into the relay center shall be 3.3 seconds, and at least 87 percent of calls shall be answered within ten seconds.  This shall be measured by sampling the average answer time at a minimum of every 30 minutes during ITRS operation and reported and evaluated on a monthly basis.

Daily answer times shall not exceed 6.9 seconds more than five individual days per month.  No call to the relay service will be answered by a recorded message, for voice or TTY, except as provided in section 2.6(C).  No call to the relay service will be put on hold (except to be transferred to a supervisor) or in queue.  Only a continuous ringing or busy signal will be used.

2.8
STAFFING

A.
Providing Qualified Staff

Each proposal shall include a plan to ensure that the vendor is an equal opportunity employer.  This includes the active recruitment and hiring of qualified people with disabilities including individuals who are communication-impaired for all types of positions, including management.  Although it is not required for initial hiring, it is strongly recommended that persons be recruited and hired who have a working knowledge of American Sign Language (ASL), relay service experience, and experience working within the communication-impaired community.  If a newly-hired employee does not possess this experience, the employee must receive training in these areas before being considered a fully functional, full-time employee.  The vendor must state an ASL learning timeline for relay employees and identify the level of ASL required for employees to maintain employment.  There should be at least one supervisor proficient in ASL for each working shift.  Volunteers may be employed but not as Communication Assistants.

The vendor shall explain projected expansion levels by staffing category which will be necessary to meet the service standards for all projected call volumes over the life of this contract. 


Each proposal must include:

1.
An organization chart depicting levels and numbers of relay service personnel by category;

2.
A hiring practices plan which documents outreach to the communication-impaired, disabled, and other minority communities; and

3.
Job descriptions for each planned position.  

B.
Training

All relay center staff, including management, shall receive training in ASL, deaf culture, speech impairment, ethics, confidentiality, and emergency response.  Each proposal must include an outline of a staff training plan indicating training topics and time frames as well as individuals or organizations representing the communication-impaired community who will be hired to assist with the training.

C.
Communication Assistants 

1.
Minimum Communication Assistant (CA) Qualifications

Vendors shall specify how they plan to demonstrate that CAs meet, at a minimum, the following proficiency requirements.  

a.
Basic skills in reading, speaking, and writing English.

b.
A minimum typing speed of 40 words per minute.

c.
Minimum spelling skills equivalent to quickly and easily spelling words comparable to a beginning college level conversation.

d.
Ability to understand communication-impaired people using limited English and to translate limited written English to correct spoken English.  Vendors shall demonstrate how they plan to train CAs to translate these calls.  Furthermore, vendors shall indicate at what level they consider CAs to be fully trained in this capacity.

e.
The vendor shall require that all prospective CAs take and pass a quantifiable, performance-based Communication Assistant Proficiency Examination to be developed by the vendor and approved initially by the Board.  Vendors must include an outline of this examination with the proposal. This examination, at a minimum, shall cover reading and speaking clearly in English, spelling, typing, dictation, procedures, characteristics of ASL as it may be reflected in the written language of TTY users, deaf culture, ethics and confidentiality, and professional judgment.  This test shall have as its minimum requirements the proficiency skills for CAs mandated by this RFP.  The relay center shall make sure that material from these tests is not available to the CAs before testing time and must change portions of the tests from time to time.

Any CA who cannot pass this examination within a specified training period shall not be utilized as a CA.  The vendor shall indicate to the Board the training period duration.  CAs shall be retested at least annually.

Trainees, if used, shall be identified by a CA identification number to both parties at the onset of each conversation to mitigate potential for criticism of CA quality.

2.
Ongoing CA Training

Each vendor shall demonstrate how ongoing CA training will be provided by including with its proposal an outline of a proposed CA training plan.  The provisions for CA training shall include, but not be limited to, ASL "gloss" and grammar, deaf culture, needs of speech impaired users, and operation of relay telecommunications equipment.  Training shall include both simulated and live on-line call handling.

The vendor must employ qualified persons to conduct the CA training and must list the qualifications of all persons who will be conducting the CA training.

3.
Communication Assistant Counseling

Vendors are required to outline a counseling and support program that will help CAs deal with the emotional aspects of relaying calls.  Because CAs are not allowed to talk about their calls with other CAs, friends, or family, other relay systems have found that CAs need to have access to someone they can talk to and trust.  They need to be able to talk about their emotions and learn ways to cope with their feelings.  Those providing this staff support must have training in dealing with these situations.  However, the CAs must not give to the support person the names of the callers involved.  The counseling support system must follow the confidentiality provisions in section 2.9(D).

4.
Communication Assistant Policy and Procedures Manual

Vendors shall provide with the proposal a comprehensive outline of a proposed Communication Assistant Policy and Procedures Manual which shall include, but not be limited to, confidentiality, handling of emergency and crisis calls, consequences of non-compliance to policies, and functions and roles of a CA. 

2.9
CALL HANDLING

A.
Communication Assistant Procedures

Communication Assistants must convey the full content, context, and intent of the communication they translate.  The key word is "intent."  Unless requested otherwise by a user, the CA shall relay all calls according the following procedures:

1.
Communication should be relayed verbatim.  However, if users who have limited written English language skills request their calls be translated into English so that hearing and speaking persons can understand the call and communication occurs, then CAs may deviate from the verbatim requirement. Therefore, TTY users may instruct the CA to voice in standard English or word for word that which the TTY user types.

2.
Communications Assistants shall, to the best of their abilities, let the TTY user know any background noise that is heard.  For example, CAs can type in parentheses that a child is crying.  

3.
Communication Assistants shall also keep the user informed on the status of the call, such as dialing, ringing, busy, disconnected, or on hold.

4.
The TTY user shall have the option of telling the CA what aspects of the call the TTY user will handle.  For example, the TTY user may request to introduce relay services to the called party, rather than have the CA do it.

5.
The CA shall type to the TTY user or verbalize to the non-TTY user exactly what is said when the call is first answered and at all times during the conversation, unless either party specifically requests otherwise.

6.
When the CA needs to explain relay to a hearing user, the CA shall also type "explaining relay" for the benefit of the TTY user.  Conversely, when the CA needs to explain relay to a TTY user, the CA will inform the hearing user that the CA is explaining relay.  Upon request by the user, the CA shall not announce a call as a relay call, permitting the caller to provide explanation, if any.  The CA shall have the option to inform the called party that the caller is communication-impaired unless the caller asks the CA not to do so.

7.
When speaking for the TTY user, the CA shall adopt a conversational tone of voice appropriate to the type of call being made.

8.
Communication Assistants shall indicate to the users if another person comes on the line.

9.
Change of CAs during a call is discouraged.  If the change is necessary, both parties shall be informed.

10.
When a line is busy, a CA shall redial as many times as requested by the caller, provided that a caller may not engage a CA for an unreasonable period of time.

11.
All comments directed to either party by the CA shall be relayed.  These comments shall be typed in parentheses, for example, "(Will you accept a collect call?)"  All comments directed to the CA by either party shall also be relayed, for example, "Yes, I'll accept the collect call."

12.
If either party uses the third person, the CA shall relay in the third person.

13.
To correct a typing error, CAs shall not backspace, but continue in a forward direction by typing "xx" (common TTY convention for error) and then typing the word correctly.

14.
Communication Assistants shall verify spelling of proper nouns, unfamiliar technical or specialized terms, numbers, and addresses that are spoken. This shall be relayed as discussed in section 2.9.A.1 above.

15.
The TTY user will be advised of the CA's gender and, upon request, switched to a CA of the gender of the TTY user's choice.

16.
The CA will stay on the line until both parties have terminated the call.  If necessary to process a complaint or compliment, the call will be transferred to a supervisor.  The CA may not terminate a call without the permission of the ITRS supervisor.  When this occurs, the supervisor shall log the call with the date, time, relay CA who handled the call, the reason for the termination, and sign the log.  

17.
Communication Assistants shall not counsel, advise, or interject personal opinions or additional information into any relay call.  This also means the CAs shall not make any value judgments on the profanity or obscenity or legality of any messages.  Furthermore, the CAs shall not hold personal conversations with anyone calling the ITRS. 

B.
Calls to Voice Processing Systems


The vendor shall allow ITRS users to both leave and retrieve messages on their voice processing systems.

C.
Calls to Automated Voice Response Systems

The vendor shall allow ITRS users to respond to automated voice response systems. The vendor shall allow ITRS users to access and interact with called parties utilizing voice response units.

1.
Leaving Messages

CAs will leave messages on answering machines or other voice processing systems if the voice or TTY caller activates such a device while actually making the call.  Vendors shall propose procedures for fulfilling this requirement, and the procedures shall include the following steps:


•
The CA will inform the caller when an answering machine has been reached and will transmit to the caller the full content of the outgoing message.


•
The CA will ask if the caller wishes to leave a message.


•
The CA will leave the caller's full message, either by voice or by TTY.


•
The CA will confirm to the caller that the message has been left.


•
The caller will only be charged for one call regardless of the number of times redialing is required to capture the full outgoing message and leave a message.

2.
Retrieving Messages

CAs will retrieve messages from voice processing systems and relay a TTY message to a voice user or a voice message to a TTY user.  Vendors shall propose procedures for handling this requirement, and the procedures shall include methods for obtaining any necessary system access codes from the user and statements regarding the confidentiality of that information.

D.
Confidentiality

All calls shall be totally confidential which means no written or electronic script or record 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.

1.
When training new CAs by the method of sharing past experience, trainers shall not reveal any of the following information:


•
names, genders, or ages of the parties of the call


•
originating or terminating points of the call


•
specifics of the information conveyed.

2.
Communication Assistants shall not discuss, 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 should be 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 an emergency response center or to a supervisor to expeditiously address the situation.

3.
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 Board and consistent with Board rules.

4.
Proposals shall outline the policies the vendor will use to preserve confidentiality.  Specific policies shall be developed in the start-up period after contract award.  Such policies may include protocols employees are encouraged to use to prevent unintentional disclosure of relayed conversations.  A copy of the Confidentiality Policy shall be provided to a user upon request.

5.
A CA or supervisor who, after investigation, is found to have violated the confidentiality rules and regulations either may be terminated immediately or shall be given a warning and automatically terminated the second time a violation occurs.  Proposals shall specify the policy for reviewing alleged violations of confidentiality.

6.
The vendor 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.

E.
Communication Assistant Identification


The method to be used in the ITRS is for the CA to identify by station number rather than name or CA number.  The vendor shall establish a method which will allow identification of the CA in the event a complaint is filed or a user wants to praise the work of the CA.

F.
Caller-Provided Information


A vendor may require that a caller provide NPA/NXX type information to identify the caller's local calling area if that information is necessary to distinguish local calls from toll calls and to allow for faster call set-up times.  The vendor must specify how such information would result in faster call set-up times and provide justification that no other equipment is available which would avoid the necessity for callers to provide their phone number.


Callers shall not be required to give their full names or the full name of the party they are calling.  This information shall not be recorded in any form without the permission and knowledge of the caller (except for billing purposes).  It is understood that for some calls, having the full name would help facilitate the call.  The CA may ask for that information and explain how it may facilitate their call.  However, the CA shall not refuse to make a call if the caller does not wish to give full names.

G.
Emergencies

The vendor shall develop a policy for relaying and referring emergency calls in accordance with the standards in IOWA ADMIN. CODE 199-22.19(7) (1999).  The policy may include procedures for referring callers to emergency services and numbers other than 911.  

The vendor should note that not all of Iowa is covered by 911 service.  The 911 centers which operate in Iowa are required to have, but may not have, a TTY.  If there is a TTY, there may not be a full-time person available who is trained in its use.

H.
Voice and Hearing Carryover

Vendor shall provide both voice and hearing carryover upon request of the user.  A hearing-impaired person with understandable speech may request voice carryover which will allow that person to speak directly to the hearing person and receive the message typed back on the TTY.  Also, a speech-

impaired person with hearing capability may request hearing carryover which will enable the speech impaired person to directly hear what the other party is saying and type back a message which will be spoken by the CA.  The portion of the call that is transmitted by voice or hearing carryover shall be private (i.e., not heard by the CA).

I.
Obscenity Directed to the CA

Communication Assistants do not have to tolerate obscenity directed at them. A proposal should specify how the vendor will handle these situations.  It is acceptable to transfer such calls to a supervisor who will try to determine why the caller is using obscenity and to explain that this is inappropriate.

2.10
INTERACTION WITH RELAY USERS

A.
User Assistance

The vendor shall propose the method for users to receive information on how to place a relay call, tips for improving the efficiency of relay calls, information on new relay service functions, or changes in the service.  

B.
Community Outreach

The ITRS vendor shall implement a community and business outreach program to educate all people about the relay service.  Each bid shall demonstrate how the vendor proposes to maintain a continuing outreach program and shall include an outline of the major points to be included in the outreach program.  Outreach programs shall include, but not be limited to, media advertisements, meetings with user organizations, distribution of informational pamphlets describing how to use the relay service, telephone bill inserts, wallet cards, etc.  The outreach program must include an aggressive  television campaign.  The vendor's outreach program shall employ persons proficient in ASL.  The outreach effort shall be tailored to effectively reach the targeted audience.  Outreach material should be targeted to the majority of both the communication-impaired and non-communication-impaired communities.  Vendor shall work with the local exchange companies to see that all telephone directories carry appropriate information about ITRS.  The vendor shall also work with the Board to ensure that all outreach material is consistent with program goals.

C.
User Input

The relay users shall have input on the quality of the delivery of service.  Vendors shall develop a plan to include the users of the system in any evaluation of the ITRS.  An outline of this plan shall be included with the vendor's proposal.  The plan should explain methods for consumer input and how the recommendations from these evaluations will be incorporated into the policies of the relay center.  The evaluations shall not come from those directly or indirectly involved in operating the relay center or its corporate associates.  This does not preclude the vendor from conducting additional internal evaluations which use relay staff.  The results of this evaluation shall be reported quarterly to the Board and the Dual Party Relay Service Council.

D.
Complaint Resolution

Vendor shall establish procedures regarding complaints, inquiries, and comments regarding ITRS services and personnel.  An "ombudsman" function should be included as well as provisions for final appeal to the Board.  The procedure shall be described in appropriate printed outreach material.  The vendor shall provide an outline of the major points to be included in the complaint, comment, and inquiry procedures.

The vendor shall insure that any caller to the relay center having a complaint will be able to reach a supervisor or administrator while still on line during a relay call.

All complaints received by supervisors, either verbally or in writing, shall be documented, including their resolution, and kept on file and available to the Board and the Dual Party Relay Service Council upon request.

E.
Conflict of Interest

To avoid the appearance of a conflict of interest, the vendor shall not utilize any relay user information obtained from relay calls (or any other means) for any other purpose and shall not make any such information available for sale. Likewise, this information shall not be made available to any subcontractor or other persons.  

2.11
INTERACTION WITH THE IOWA UTILITIES BOARD

A.
Traffic Reports

The ITRS vendor shall provide to the Board the following printed traffic reports on a monthly basis no later than 21 calendar days after the close of each month.  More frequent or more detailed ad hoc reports shall also be available upon request by the Board.  Automatic electronic production of this information is required.  Note that late traffic reports are subject to liquidated damages.

1.
Reported by NPA, total daily and monthly:


•
number of incoming calls;


•
number of outgoing calls (including busy, no answer, disconnected);


•
number of completed calls;


•
number of abandoned calls; 


•
minutes of service; and


•
billable minutes of service.

2.
Average daily and monthly blockage rate.

3.
Average daily and monthly answer time, and the range of answer times for the month.

4.
Average daily and monthly number of calls in queue (caller is receiving a ringing signal while waiting to be answered by an CA), and the average length of time in queue.

5.
Average daily and monthly length of call (reported to the nearest full second), broken down into call set-up, call duration, and call wrap-up.

6.
Total daily and monthly number of calls of the following lengths:


•
10 minutes


•
10+ to 20 minutes


•
20+ to 30 minutes


•
30+ to 40 minutes


•
40+ to 50 minutes


•
50+ to 60 minutes


•
60+ minutes

7.
Usage patterns (number of calls and average length of calls by one hour increments) by hour of day and day of week.

8.
Number of CAs on duty by hour of day and day of week.

9.
Number of local, intraLATA toll, intrastate interLATA, intraLATA interstate, interstate (if provided), and international (if provided) calls for the month.

10.
Number of calls originated by TTY users and voice users, and the average length of call for each type of call for the month.

11.
Number of emergency calls relayed and/or referred to emergency services and numbers other than 911, and the nature of the emergency by hour of day and day of week.

12.
The vendor must include information on its capability to provide ad hoc reports as requested by the Board including new information in the vendor's system's database or new formats for existing information.


The vendor shall submit the reporting format(s) that will be used to provide all of the above traffic information.

B.
Invoices


Monthly invoices to the Board are due within 21 days following the end of each calendar month after service has been rendered.  Usage figures are subject to audit and adjustment at any time.

C.
Evaluation Reports


The vendor shall report quarterly to the Board the results of the user evaluations.

D.
Complaint Reports


The vendor shall provide monthly summary reports to the Board regarding numbers of complaints received and topic areas of the complaints.

E.
The vendor shall designate a manager for ITRS, who shall maintain an office in Iowa.

F.
Coordination with Dual Party Relay Service Council


Upon implementation of the ITRS, the vendor will designate a representative to attend meetings of the Iowa Dual Party Relay Service Council.  The designee will be recommended to the Board for approval.

G.
New Technology and Information


The vendor shall periodically advise the Board and the Iowa Dual Party Relay Service Council concerning new technology and information regarding relay service, as described in paragraph 2.15.

2.12
PLAN FOR SERVICE START-UP


The vendor shall provide a detailed plan for implementing all aspects of the service which has been proposed.  Vendor shall include in the plan a time line with critical dates for major steps in the implementation process from contract award to start date and for the first year after service has started. 

2.13
SERVICE EXPANSION


The vendor will also show the capability of expanding services in response to increasing demand.  The vendor shall develop and illustrate in its proposal a detailed plan of how this expansion will be accomplished while still meeting all traffic and operational standards for service.  The plan shall include, but not be limited to, trunking capacity, CA work stations, personnel staffing, and equipment capacity.  The plan shall also indicate the time lag required to meet any increased call volume for any service expansion.  Furthermore, the service delivery procedures shall permit the most cost-effective use of available resources.

2.14
OTHER SERVICES

The description of services required in Chapter 2, Technical Requirements, is a minimal list.  Consistent with section 1.5, the vendor may describe other services or service enhancements it offers or intends to offer during the term of the contract which are not already described elsewhere.  The vendor shall clearly distinguish between services and enhancements it already offers and those it intends to offer.  Descriptions falling into the latter category shall include a conservative projection about when the vendor believes it will roll out the described service or enhancement.

2.15
NEW TECHNOLOGY

The user communities and the Board must be allowed to benefit from advancing technology.  The vendor shall demonstrate the capability of the ITRS to adapt to improvements in service, equipment, and software technology.  In particular, new technologies such as speech-to-speech relay services, video relay interpreting service, and speech to text service are very likely to be actively considered by the Council and the Board during the term of this contract.  The vendor must be willing and able, upon a Board-initiated request, to implement new technologies efficiently and at an appropriate price.

The vendor also must describe the methodology and process it will use to keep abreast of such improvements in the provision of relay service, to inform the Board that enhancements are available and at what price, and to provide the Board the opportunity to purchase such enhancements to upgrade service.  Upon authorization to proceed, the vendor will prepare for the Board a cost/benefit analysis of the enhancement(s) proposed including any depreciation methodology and schedules.

2.16
TRANSITION AT CONTRACT CONCLUSION
The Board has a duty to provide dual party relay service on a continuous basis.  It is critically important that at the conclusion of this contract, in the event a new vendor is selected to provide relay service in Iowa, that the vendor cooperate fully with the Board and the new vendor to accomplish a seamless transition.  The vendor must agree to extend its best efforts in accomplishing that goal.  All customer-specific information acquired or developed by the vendor in providing relay service under the contract that relates to the provision of relay service in Iowa shall be the property of the Board.  Upon a Board request during a transition at the conclusion of the contract, the information shall be provided to the Board in a timely manner, in order to allow the new vendor to use the information to serve Iowa relay customers.
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PROPOSAL FORMAT AND EVALUATION

3.1
INSTRUCTIONS

The contents of the proposal shall be as defined in paragraph 4.3 for the technical proposal and the price proposal.  Failure to adhere to these instructions may cause rejection of the vendor's proposal.  Vendors are cautioned that the forms provided in chapter 4.0 herein are to be used directly. Because additional copies are needed, it is permissible to copy the forms on an office copy machine.

An original and 20 copies of the technical proposal and the price proposal are required.  The large number of copies is necessary, because the evaluation process will involve the three-member Board, the eleven-member Dual Party Relay Service Council, and numerous members of the Utilities Division staff.  

The technical proposal and the price proposal shall be sealed in a suitable envelope with the following information plainly showing on the outside of the envelope:



TECHNICAL AND PRICE PROPOSALS



REQUEST FOR PROPOSALS FOR



IOWA TELEPHONE RELAY SERVICE



IOWA UTILITIES BOARD



SUBMITTED BY:



DATE:

3.2
TECHNICAL PROPOSAL CONTENTS

All pricing information will appear in the price proposal.

The technical proposal shall consist of the following elements in the order given below.

A.
Cover or Title Page

B.
Letter of Transmittal.  A signed offer of a binding contract

C.
Executive Summary.  A brief overview of the offered services

D.
Vendor Exceptions to the RFP and Contract Form

E.
Requirements

F.
Required Attachments

3.3
PRICE PROPOSAL CONTENTS

The price proposal shall consist of the following elements in the order given below.

A.
Cover or Title Page

B.
Letter Binding Vendor to Proposed Price

C.
Letter Certification of Independent Price Determination

D.
Price Proposal

In this section of the proposal, the vendor shall include any necessary explanations of the price quoted.

3.4
EVALUATION

A.
Proposals shall be submitted to the Executive Secretary of the Iowa Utilities Board.  Late proposals will be returned unopened.

B.
Proposal packages shall be opened on August 16, 1999.

C.
The technical bid evaluation analysis will consist in part of the verification that all significant mandatory requirements have been met in compliance with the RFP.

D.
The proposals shall be reviewed and analyzed by the Board with the advice of the Dual Party Relay Service Council.

F.
Any contract resulting from this RFP and subsequent evaluation process shall not necessarily be awarded to the vendor with the lowest prices.  Instead, the contract shall be awarded to the vendor who, at a reasonable cost, will most competently provide telephone relay service which complies with the requirements of state and federal statutes and best meet the needs of communication impaired Iowans.  If the bids submitted otherwise meet all the requirements of this RFP, the Board shall give preference as provided by law to a vendor who proposes to employ Iowa labor, purchase Iowa products, or purchase from Iowa-based businesses.

G.
The Board reserves the right to make a written request for additional information from a vendor to assist in understanding or clarifying a proposal.  Any information received shall not be considered in the evaluation of the vendor's proposal if it materially alters the content of the proposal.
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PROPOSAL RESPONSE FORMS

4.1
INTRODUCTION

This section of the RFP provides the required forms for the submission of technical and price responses for proposal evaluation purposes.  Entering the specific responses required, using the forms and the instructions provided for completion, is of paramount importance for fair and consistent evaluation of the vendor's offerings.  Failure to follow this procedure shall be grounds for declaring the submitted proposal as non-compliant.

4.2 
INSTRUCTIONS

Each group of forms has specific instructions provided for completion of the forms.

4.3 
TECHNICAL RESPONSE FORMS AND PRICE RESPONSE FORMS

A.
The technical proposal response forms are provided in appendix 4A.  These forms shall be completed and, when completed, with attachments, shall constitute an entire response to this section of the request.  That is, the technical proposal consists of completed forms plus attachments and reference material.  If more room is needed, please use an addendum.  Remember, these response forms are mandatory.  Because additional copies are needed, it is permissible to copy the forms on an office copy machine. 

B.
In many instances, the forms require attachments which support a response.

C.
Should additional attachments be needed to explain an offering, please cite each such attachment where applicable on the form, and clearly define specifically where the information is to be found.

D.
Attachments shall be numbered identically to the RFP section number to which the attachment is responsive.

E.
The price proposal response forms are provided in appendix 4B.  These forms must be completed and, when completed, with attachments, shall constitute an entire response to this section of the request.  If more room is needed, please use an addendum.  Remember, these response forms are mandatory.  If additional copies are needed, it is permissible to copy the forms on an office copy machine. 

F.
Should additional attachments be needed to explain an offering, please cite each such attachment where applicable on the price proposal form, and clearly define specifically where the information is to be found.  Be sure to include page numbers and, if appropriate, a paragraph number reference so that the reviewers can find the answer.  If a proposal response does not clearly define specifically where information is given, the proposal may be considered non-responsive for each such question.

G.
Reference materials shall be presented as an organized, bound (such as 3-ring binder) unit complete with a table of contents and index tabs.

H.
All information must be in ink or typewritten.  Mistakes must be lined out and initialed.

I.
Place technical and price proposals in an envelope as directed in the instructions in RFP section 3.1.

J.
The prices quoted here must be for the requirements and their components as proposed in the response to this RFP.  Should the proposal be selected, the vendor will be expected to provide the services stated in the response forms at the prices quoted herein.

K.
Be careful when filling out the response forms.  Remember:

The proposer shall bear the onus of any errors made in pricing the services (e.g., omitting a component of the services).

Should the proposer have failed to either include in the price or to deliver to the Board any component necessary to perform the services as proposed in the RFP, the proposer shall be required to provide the component at the proposer's own expense.

L.
If an attachment is provided in addition to a requested attachment, indicate that on the form near the answer to the question which the attachment supports.

M.
The forms are numbered to correspond with respective requirements.

N. 
Supporting text in the proposal response shall be identically numbered.  Incomplete, incorrect, or misleading answers are unacceptable and may be considered unresponsive.

APPENDIX 4A

REQUEST FOR PROPOSAL FORM

IOWA TELEPHONE RELAY SERVICE

TECHNICAL PROPOSAL RESPONSE FORMS

Submitted by:
                                                             
Firm name:

                                                             

Mailing Address:
                                                             
Telephone:

                                     Fax Number:                                   

Signed:

                                                              
Print Name:

                                                              
Title:


                                                              
Date:


                                                              
LETTER OF TRANSMITTAL


The vendor's letter of transmittal, to be provided in this section, shall be in a form to bind the vendor to provide the relay system as stated in the technical proposal at the prices as stated in the price proposal.  It shall be signed by an officer with the authority to bind the vendor.


The vendor shall identify a person, including address, telephone number, and FAX number to whom all further correspondence or questions should be addressed.


The letter shall provide that upon reaching agreement with the Board concerning any exceptions the vendor may have stated to the RFP or the contract, the vendor will execute a binding contract.

EXECUTIVE SUMMARY


A brief overview of the offered services.

VENDOR EXCEPTIONS TO THE RFP AND CONTRACT


List all exceptions which the vendor takes to the RFP including the contract found in Chapter 5.  These exceptions are a part of the vendor's bid.  In the event of any ambiguity between this list and some other part of the bid concerning whether the vendor stated an exception, the following list controls.

EXCEPTIONS:

REQUIREMENTS


The vendor shall answer yes, no, or N/A (not applicable) to state whether it will fully satisfy the following requirements if it is awarded the contract to provide telephone relay service in Iowa.

	RFP Section and Requirements:
3.2, 3.3
Bidders of record:  letter of intent submitted

3.1

Proposal submission:  20 copies plus one original

1.13    
Proprietary/Confidential information:  clearly



identified and rule 1.9 request filed

2.5.B,C/5.7D
Subcontractors:  Names and duties identified

2.1

Income statement and balance sheet:  3 yrs.

2.1

Customer references:  Contact names and numbers,

                      Years of service in various states

1.17    
Bid Bond/Security:  provided in proper amount

1.8                Bidder certifications:  completed form attached

1.2

Proposed commencement date:  agreed to meet

2.3      
Facilities and equipment




ANI/DTMF/Etc.




Adaptability to technology

                                Provide Turbo Code feature




Projected expansion levels over contract life

2.4

Network Access (Diagram)



System design (including termination, origination, circuits, etc.)




Handling of non-TTY users and TTY-users calls




Intrastate long distance and toll calls




Interconnection provision interstate calling




Interconnection provision international calls




Access to regionally restricted numbers 




Access to Directory Assistance (DA)




Interconnection provision for interstate DA




Plan for Non-basic service provision

2.5

User Billing




Discounts




Automated billing system specified and described




Subcontractor involved in billing




Description of end user's bill




Provision for collect, person-to-person, and third-party calls




Procedures for obtaining billing information




Description of cards that user can bill to




Sample bill format

2.6

Service Reliability




Uninterruptible power




Other power options offered




Switching System




Intercept Messages




Plan for rerouting to alternative facilities  

                                Disaster Recovery Plan

                                Sufficient year 2000 testing

2.7

Traffic Standards




Usage unrestricted




Average blockage rate two out of 100 calls




Answer time 87% of calls within 10 seconds

                                Monthly average answer time 3.5 seconds or less

2.8

Provided Qualified Staff (Plan)




ASL learning time-line




Staffing projections for Call Volume/Usage patterns




Organization chart




Hiring practices plan




Job descriptions




Staff training plan




Basic skills in English grammar




Typing speed




Minimum spelling skills




Translation of limited English




Communication Assistant Proficiency Exam




CA trainees identified 

 


Operator training initial & ongoing (Outline)




Simulated and live on-line call handling




In-service training expertise




Disability awareness (Outline)




Counseling and support program (Outline)




Communication Assistant Policies and Procedures Manual

2.9.A   
Call Handling Procedures




Communication relayed verbatim or with intent




Background noises relayed




Inform user the status of call




Users notified that CA is explaining relay




CAs use conversational tone of voice




User is informed if CA must change




Unlimited redial upon busy signal




Comments are relayed in parentheses




Typing errors corrected by xx 




CAs verify spelling 




User informed of CA gender and may specify 




CA remains on line until both parties terminate call




Operator shall not intrude on call

2.9.B&C
Calls to voice processing systems and voice requirements




Procedures for leaving messages




Procedures for retrieving messages 

2.9.D   
Confidentiality




Confidentiality during training




No CA discussions of calls




No watching/listening except for training & monitoring




Confidentiality policies (Outline)




Violations of confidentiality proposal




Collection of information for billing purposes only

2.9.E   
CA identified by station number




Method for identifying CA if necessary

2.9.F   
Caller-Provided information




Full name not required

2.9.G  
Emergencies




Policy for relaying and referring emergency calls

2.9.H   
Voice and Hearing Carryover

2.9.I    
Proposal for handling obscenity directed to CA

2.10.A 
Methodology for users to receive information about                          relay

2.10.B 
Community Outreach (Outline)




Plan to include relay information in local directories

2.10.C 
Consumer Input (Outline)




Evaluation outline




Results of user evaluations

2.10.D 
Complaint Resolution (Outline)




Ability to reach supervisor for complaint




Documentation of complaints

2.10.E 
Conflict of interest addressed

2.11.A 
Traffic Reports




Report within 21 days




Automated electronic production




Capability for ad-hoc reports




Number of incoming, outgoing, completed, and abandoned calls by NPA




Average blockage rate




Average answer time and range




Average number of calls and length of time in queue




Average length of call, including set-up, call duration, and wrap-up




Number of calls of various lengths




Usage patterns




Number of CAs on duty




Number of local, intraLATA toll, and intrastate interLATA calls 




Number of calls originated by TTY and voice users




Number of emergency calls




Minutes of use reported

2.11.B 
Monthly invoices

2.11.B 
Annual forecasted usage figures

2.11.C 
Results of user evaluations

2.11.D 
Summary of complaint reports

2.11.E.          ITRS manager with office in Iowa

2.11.F 
Designee to attend (Dual Party Relay Service Council) meetings

2.12    
Plan for service start-up

2.13    
Service Expansion

2.14    
Other Services

2.15              New Technology
	Yes  /  No
____ 
____

____ 
____

____ 
____

____ 
____

____ 
____

____ 
____

____ 
____

____ 
____

____   ____

____ 
____

____   ____

____ 
____

____ 
____

____ 
____
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____
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____
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____ 
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____
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REQUIRED ATTACHMENTS


For any of the following items where "yes" was checked on the requirements list above, provide an explanatory attachment.  Identify each attachment with the appropriate RFP section.

2.5.B,C/5.7D 
List of subcontractors

2.1


List of customer references

1.17, 1.8

Bid Bond/Security, Certifications

2.2


Work schedule for meeting deadlines

2.3


Explanation of facilities and equipment, including but not limited to ANI and DTMF 

2.4


Network Access (Diagram)

2.4.A


Explanation of non-TTY users and TTY-users call handling 

2.4.C,D

Explanation for interconnection interstate & international calling

2.4.F


Explain access to Directory Assistance(DA) & interstate DA

2.4.G


Plan for non-basic service provision

2.5.A


Discounts

2.5.B,C

Subcontractor involved in billing

2.5.C


Sample of end user's bill, including collect, person-to-person, and third-party calls

2.5.B


Explain how billing information is obtained

2.5.C


List of cards that user can bill to

2.6.A,B

Explain service reliability, uninterruptible power, other power options

2.6.C


Sample of intercept messages

2.6.D


Plan for rerouting to alternative facilities

2.6.E


Y2K Compliance Assurance

2.6.F


Disaster Recovery Plan

2.7


Explanation of traffic standards

2.8.A


ASL learning time-line

2.8.A


Staffing projections for Call Volume/Usage patterns

2.8.A1 

Organization chart

2.8.A2 

Hiring practices plan

2.8.A3 

Job descriptions

2.8.B


Staff training plan

2.8.C


Explanation of how basic skills in English grammar, typing speed, minimum spelling skills, translation of limited English, etc., will be handled

2.8.C1e

Communication Assistant Proficiency Exam

2.8.C1,C2

Operator training initial and ongoing (Outline)

2.8.C2 

Type of in-service training expertise

2.8.C1,C2

Disability awareness (Outline)

2.8.C3 

Counseling and support program (Outline)

2.8.C4 

Communication Assistant Policies and Procedures Manual

2.9


Explanation of call handling procedures

2.9.A15

How will vendor handle situation where CA gender isn't available

2.9.C


Procedures for leaving and retrieving messages

2.9.D


Explain confidentiality policies (Outline)

2.9.D


Confidentiality during training

2.9.D


Violations of confidentiality proposal

2.9.E


Explain method for identifying CA if necessary

2.9.G


Explain policy for relaying and referring emergency calls


2.10.A


Methodology for users to receive information about relay

2.10.B


Explain community outreach, advertising, etc.

2.10.C


Explain the method to conduct, handle, and evaluate consumer input

2.10.C 

Explain how the results of user evaluations will be utilized

2.10.D 

Complaint resolution procedures

2.11.A


Samples of traffic reports with items listed in requirements check-list

2.11.F


Designee to attend DPRC (Dual Party Relay Service Council) meetings

2.12


Explain plan for service start-up

2.13


Explain strategy for studying and proposing service expansion

2.14


Explain other services 

2.15 


Explain strategy for responding to Board requests for new technology for the vendor to study and propose new technology

APPENDIX 4B

REQUEST FOR PROPOSAL FOR

IOWA TELEPHONE RELAY SERVICE

PRICE PROPOSAL RESPONSE FORMS
Submitted by:
                                                             
Firm name:

                                                            

Mailing Address:
                                                            
Telephone:
                                Fax Number:                                     

Signed:

                                                            
Print Name:

                                                            
Title:


                                                            
Date:


                                                            
LETTER BINDING VENDOR TO PROPOSED PRICES


The letter of transmittal, discussed in the technical proposal section, shall bind the vendor to prices quoted in the vendor's proposal for a period of no less than 60 days from the date of award of any contract that may result from this RFP.

LETTER CERTIFICATION OF 

INDEPENDENT PRICE DETERMINATION


The vendor shall provide below a letter certifying independent price determination which complies with the requirements found in RFP section 1.8.

PRICE PROPOSAL


Billable Minutes are defined as the elapsed time between the time the CA connects to an incoming local or intrastate relay call until the CA disconnects the last party.  This definition includes incomplete calls (busy, no answer, or wrong number) that do not reach the intended called party and includes call set-up and wrap-up.


The ITRS annual usage from 1993-1998 has been as follows:

· 1993

   973,150 billable minutes

· 1994

1,230,967 billable minutes


· 1995

1,463,212 billable minutes


· 1996

1,645,368 billable minutes


· 1997

1,689,976 billable minutes


· 1998

1,676,812 billable minutes

PRICE PER BILLABLE MINUTE TO PROVIDE

TRS OVER THE TERM OF THE CONTRACT

$ 0.       
CHAPTER 5
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5.0
CONTRACTUAL TERMS AND CONDITIONS

CONTRACT NAME:  Iowa Telephone Relay Service Contract

PARTIES:  Iowa Utilities Board, hereinafter referred to as the Board.

                                                      







(vendor)

hereinafter referred to as the vendor.

DATE:

5.1
ELEMENTS OF CONTRACT

A.
The term of the contract during which the vendor shall provide statewide telephone relay service shall be January 1, 2000, through December 31, 2002. At the sole discretion of the Board, the vendor may be granted an option for one additional two-year term.  If the Board elects to grant the option to the vendor, it shall do so in writing not later than 180 days prior to the expiration of the contract.

B.
The Board shall pay the vendor for services rendered by the vendor in the prior calendar month, subject to any offset for liquidated damages or adjustments permitted under the contract.  Usage is subject to audit and payment amounts to adjustment at any time.

C.
These contractual terms and conditions relate to "Request for Proposal for Iowa Telephone Relay Service" and with any written exceptions agreed to by all the parties and the item incorporated by paragraphs 5.1.D and E are the final contract documents.

D.
Incorporated within these contract terms and conditions, and attached hereto, are the following documents:

1.
(specify document and date)

2.

3.

E.
Incorporated within these contract terms and conditions is the proposal and bid returned by the vendor.  The vendor's bid, including the price and time for performance stated therein, is hereby accepted and the vendor's performance shall conform to such bid.  All the vendor's exceptions to the RFP issued by the Board are hereby denied and shall be considered inapplicable to this contract except those fully described below.  By signing and dating the list which follows, the vendor agrees to a binding contract which contains only the vendor's exceptions on the list.  The vendor agrees to the denial of the remainder of the vendor's exceptions.


(EXCEPTIONS)








                                                  







(vendor signature)


   (date)

F.
Changes in the provisions of this contract may be made only in writing signed by all parties.

G.
This contract memorializes all elements of this agreement, and both incorporates and supersedes any previous agreements or negotiations related to this procurement, whether oral or in writing.

H.
All notices required to be given by either party to the other in accordance with the terms of the contract shall be directed as follows:



Board:



Executive Secretary



Iowa Utilities Board



350 Maple Street



Des Moines, Iowa 50319



Vendor:



                                                                             



(Name of Person)



                                                                             


(Person's Title)



                                                                             


(Vendor's Name)



                                                                             
            
(Vendor's Street Address)



                                                                             


(City/State/Zip Code)

5.2
DEFAULT; REMEDIES OF THE BOARD

A.
Any of the following events shall constitute cause for the Board to declare the vendor in default of its obligations:

1.
Material non-performance of the contract;

2.
Failure by the vendor to make substantial and timely progress toward initiation of telephone relay service;

3.
Failure by the vendor to meet the specifications noted herein;

4.
A material breach of any term of this contract; or

5. 
Failure to comply with state or federal regulatory requirements in the provision of telephone relay service.

B.
The Board shall issue a written notice of default providing for a 30-day period in which the vendor shall have an opportunity to cure, provided that cure is possible and feasible.  Time allowed for cure of a default shall not diminish or eliminate the vendor's liability for liquidated damages.

C.
If, after opportunity to cure, the default remains, the Board may do one or more of the following:

1.
Exercise any remedy provided by law;

2.
Terminate the vendor's services;

3.
Seek liquidated damages from the vendor, as described in subsection E.

D.
The Board declares, and the vendor acknowledges, that time is of the essence in the performance by the vendor of the terms and conditions of the contract in meeting the performance standards and schedules.  The Board declares, and the vendor acknowledges, that the Board will suffer damages due to a lack of performance by the vendor, specifically, due to failure to meet the deadline for providing telephone relay service, January 1, 2000, and failure to meet the service standards in this contract.


The parties agree that the loss related to denial of relay service to communication impaired Iowans or failure to meet service standards for a particular period of time is concrete, although extremely difficult to quantify.  The liquidated damages in paragraph E represent the parties' best estimate at the time of contracting to provide reasonable compensation for the loss.

E.
Except as specified in paragraph F below, vendor shall be liable for liquidated damages in the amount of $6,000 per day for each day the vendor fails to provide statewide telephone relay service as required under this contract and $2,000 per day for each day the vendor fails to observe and to maintain the service standards in the technical specifications incorporated in this contract.

F.
Liquidated damages shall result from failure to meet the answer time service standards described in section 2.7, paragraph C.  A monthly average answer time of greater than 3.5 seconds shall result in one day’s liquidated damages for failure to meet the service standards, $2,000, for each full 0.5 seconds the monthly average is greater than 3.5 seconds.  A monthly average of calls answered within ten seconds of less than 87 percent shall result in one day’s liquidated damages for each full .05 percent the monthly average is less than 87 percent.  If the daily answer time exceeds 6.9 seconds on more than five days in any month, liquidated damages will apply for each additional day of the month call answer times exceeded 6.9 seconds.  Excessive daily or monthly average answer times as a result of conditions covered in section 5.2, paragraph F, will be exempt from the liquidated damages calculations.  Liquidated damages amounts for any month are not cumulative.  If more than one of the daily and monthly answer time standards has been violated giving rise to liquidated damages, only the violation of the standard producing the largest damages for that month will be used in calculating the liquidated damages amount.  This paragraph does not limit the vendor’s liability for liquidated damages for any other failure to meet service standards or failure to provide service under the contract.

F.
The vendor shall not be considered to be in default under this agreement, nor shall liquidated damages be assessed, if performance is delayed or made impossible by an act of God or such other event that is beyond the reasonable control of the vendor.  In each such case, the delay or impossibility also must be without the fault or negligence of the vendor.  A strike by the vendor's employees or a lockout by the vendor shall not be considered beyond the reasonable control of the vendor, nor shall a strike or a lockout be considered an act of God.

G.
The fact that delay resulted from a subcontractor's conduct, negligence, or failure to perform shall not excuse the vendor from the liquidated damages provisions of this contract.

H.
Should the Board obtain a money judgment against the vendor as a result of a breach of this agreement, the vendor consents to such judgment being set-off against moneys owed the vendor by the Board under this or any other contract with the State.

I.
Amounts due to the Board as liquidated damages may be deducted by the Board from any money payable to the vendor pursuant to this or any other contract.  The Board shall notify the vendor in writing of any claim for liquidated damages at least 30 days before the date the Board deducts such sums from money payable to the vendor.

5.3
DEFAULT; REMEDIES OF THE VENDOR

Should the vendor consider the Board to be in default of its obligations, the vendor shall issue a written notice of default providing therein for a 30-day period in which the Board shall have an opportunity to cure, provided that cure is possible and feasible.  If, after opportunity to cure, the default remains, the vendor may exercise any remedy provided by law.

5.4
TERMINATION DUE TO NON-APPROPRIATION

Notwithstanding any other provisions of this contract, if funds anticipated for the continued fulfillment of said contract are, at any time, not forthcoming or sufficient, either through the failure of the State to appropriate funds, discontinuance, or material alteration of the program for which funds were provided, then the Board shall give written notice as soon as practicable documenting the lack of funding, discontinuance, or program alteration.  Unless otherwise agreed to by the parties, the contract shall become null and void on the last day of the fiscal year for which appropriations were available. However, in the event that an appropriation to cover the cost of this contract becomes available within 60 days subsequent to termination under this clause, the Board agrees to re-enter a contract with the terminated vendor under the same provisions, terms, and conditions as the original contract.

5.5
REMEDIES OF VENDOR IN EVENT OF NON-APPROPRIATION

In the event of termination of the contract due to non-appropriation, the exclusive, sole, and complete remedy of the vendor shall be to recover and possess its own equipment used in the performance of the contract, including any and all computer hardware.  In the event of termination of the contract due to non-appropriation, the Board shall not be liable for the payment of unemployment compensation to vendor's employees, nor shall the Board be liable to the vendor for payment of workers' compensation claims which may extend beyond the date on which the contract terminates.  The Board shall not be liable for the payment of equipment purchase, lease, or rental amounts for which the vendor may be obligated, nor shall the Board be liable for the payment of any other obligation of the vendor.

5.6 
COMPLAINT PROCEDURES

Pursuant to IOWA CODE § 477C.3 (1995), which grants the Board authority to administer a statewide dual party relay system, the Board requires and the vendor agrees:

[A]ny person may file a complaint with the Board alleging that relay services or rates are unreasonable, unjust, or discriminatory.  The parties to the complaint and the Board shall follow the procedures and standards found in IOWA CODE § 476.3 in resolving the complaint.

5.7
WARRANTIES AND VENDOR'S DUTIES

A.
The vendor shall provide statewide telephone relay service which fully complies with the technical specifications and all other requirements in the request for proposals, except for the vendor's exceptions agreed to by the Board and listed in contract section 5.1.E.

B.
In the performance of the contract, the vendor shall comply with all applicable federal and state regulations governing the provision of telephone and relay service.

C. 
In the performance of the contract, the vendor shall comply with all OSHA standards and Fair Labor Standards Act requirements, as well as all applicable state laws and regulations governing employee safety and employee compensation.

D.
Except as provided in this paragraph, the vendor shall not enter into any agreement with a subcontractor for the performance of the primary purpose of this contract.  The vendor may, pursuant to the limitations specified in this paragraph, enter into agreements with subcontractors for the performance of such services as janitorial service, security, and computer programming.  The Board reserves the right to approve all subcontracts entered into by the vendor for the purpose of completing the provisions of the contract.  All such subcontractors shall be procured with adequate attention to the principles of competition and quality of workmanship.  All records relating to subcontracts shall be available for audit or examination as stipulated in paragraphs E and F below.

E.
All records of the vendor relating to this contract shall be retained for five years following the date of final payment or completion of any required audit, whichever is later.

F.
The vendor agrees that the Utilities Division audit staff or designees, the Auditor of the State of Iowa or any authorized representative of the State, and where federal funds are involved, the Comptroller General of the United States or any other representatives of the United States Government, shall have access to and the right to examine, audit, excerpt, and transcribe any directly pertinent books, documents, papers, and records of the vendor relating to this contract.

G.
The vendor shall comply with the provisions of federal, state, and local laws and regulations to insure that no employee or applicant for employment is discriminated against because of race, religion, color, age, sex, national origin, or disability.  The vendor shall have an affirmative action plan, if required by law.  The vendor shall comply with all applicable federal immigration and naturalization laws and regulations governing hiring and retention of employees.

H.
The vendor warrants that no person or selling agency has been employed or retained to solicit and secure this contract upon an agreement or understanding for commission, percentage, brokerage, or contingency excepting bona fide employees or selling agents maintained for the purpose of securing business.  In the event of breach of this paragraph, which shall be considered a material term of this contract, the Board shall have, in addition to the remedies contained in section 5.2 (Default; Remedies of the Board) above, a right to liquidated damages in the sum of $100,000.  Such damages are not a penalty and would be assessed only because the monetary damage to the Board's competitive bidding process resulting from breach of this paragraph is difficult, if not impossible, to measure.

I.
If the vendor is a joint entity, consisting of more than one individual, partnership, corporation, or other business organization, all such entities shall be jointly and severally liable for carrying out the activities and obligations of the contract, and for any default of such activities and obligations.

J.
Except as provided herein, the vendor shall provide and pay for all labor, materials, equipment, utilities, and telecommunications services necessary for the proper execution and completion of the contract, whether temporary or permanent.

K.
During the term of the contract, the vendor shall provide and maintain, at the vendor's sole expense, the following insurance coverage:

1.
Worker's Compensation--Statutory


Employer's Component ‑ $500,000 per occurrence

2.
Comprehensive General Liability


‑ $10,000,000 combined single limit


‑ $10,000,000 umbrella coverage

3.
Automobile Liability


‑ $1,000,000 combined single limit


‑ $1,000,000 umbrella coverage

Prior to the implementation date of the contract, the vendor shall provide the Board with certificates evidencing insurance as prescribed above.  The certificates of insurance shall provide for 30 days advance written notice to the Board of cancellation, material change, reduction of coverage or non-renewal. The vendor shall name the Board as an additional insured.  The vendor shall obtain certificates of insurance for any subcontractors permitted under the contract if requested to do so by the Board.

5.8
IMMUNITY OF BOARD

The vendor shall defend, indemnify, and hold harmless the Board, the Dual Party Relay Service Council, the State of Iowa, and its officials and employees from liability arising from or occurring out of the vendor's performance or attempted performance of the contract, as well as the vendor's activities with subcontractors and all other third parties.

5.9
BOARD'S DUTIES

A.
Based on the minutes of service from the preceding calendar month, which must be reported to the Board by the 21st day of the following month, the Board shall pay the vendor the appropriate amount calculated using the vendor's approved bid prices, subject to any offsets for liquidated damages or other adjustments permitted under the contract. 

B. 
The Board shall have no other duties under this contract.

5.10
PERFORMANCE BOND

A.
The vendor shall, before a contract is signed, furnish surety satisfactory to the Board in an amount not less than $1,000,000 for the faithful performance of the contract, with the additional obligation that the vendor shall promptly pay all persons supplying labor or material in the prosecution of work provided for in the contract.  The performance and payment bond shall be furnished to the Board within ten days after the date of the award of the contract.  Failure on the part of the vender to furnish such bond in the time stated shall be cause for consideration by the Board to void the award.

B.
In case of a partnership contract, each partner must sign the bond.

5.11
SAFETY OF PERSONS AND PROPERTY

A.
The vendor shall not commence any work until it has obtained insurance approved by the Board, nor shall the vendor allow any subcontractor to commence work until all similar insurance required of the subcontractor has been obtained and approved.

B.
The vendor shall take all reasonable precautions for the safety of, and shall provide all reasonable protection to prevent damage, injury, or loss to all employees on the job site and all other persons who may be affected thereby and the public.

C.
During the course of performing the service necessary to satisfy the requirements of the request for proposal, the vendor shall comply with all applicable state and federal safety and health requirements and is fully liable for public and private protection while work is in process.

5.12
MISCELLANEOUS

A. 
The contract shall be interpreted in accordance with the laws of the state of Iowa, and any action relating to the contract shall only be commenced in the Iowa District Court for Polk County or the United States District Court for the Southern District of Iowa.

B. 
If any provision of the contract is held to be invalid or unenforceable, the remainder shall be valid and enforceable.

C. 
Failure of the State at any time to require strict performance of any provision of the contract shall not constitute a waiver of that provision nor in any way limit enforcement of the provision.

D. 
The parties agree to execute any additional documents necessary to effectuate the contract.

E. 
The vendor shall not assign its obligations under the contract without the express written permission of the Board.

F.
All customer-specific information acquired or developed by the vendor in providing relay service under the contract that relates to the provision of relay service in Iowa shall be the property of the Board.  Upon a Board request during a transition to service by a new vendor at the conclusion of the contract, the information shall be provided to the Board in a timely manner, in order to allow the new vendor to use the information to serve Iowa relay customers.

G.
At the conclusion of this contract, in the event a new vendor is selected to provide relay service in Iowa, the vendor will cooperate fully with the Board and the new vendor to accomplish a seamless transition.  The vendor agrees to extend its best efforts in accomplishing that goal.
5.13
PROVISIONS

In the event the Board accepts the vendor's proposal, the following provisions shall be a part of the final contract.  These provisions are not negotiable.  Failure to accept any of these provisions shall result in the rejection of the proposal:

A. 
Should the vendor fail either to include in the quoted price, or to deliver to the Board, any components or features that are necessary to perform as proposed in the response to the RFP, the vendor shall be required to provide them at the vendor's own expense.

B.
The vendor shall indemnify and hold harmless the Board, the Council, the State and its officials, agents, and employees from and against all claims, damages, losses, and expenses including attorneys' fees, arising out of or resulting from the performance of the contract entered into as a result of the RFP.  The vendor shall indemnify and hold harmless the Board, the Council, the State and its officials, agents, and employees from and against any and all claims by any employee of the vendor, any subcontractor, anyone directly or indirectly employed by any of them, or anyone for whose acts any of them may be liable.  The indemnification obligation under this section shall not be limited in any way by any limitation on the amount or type of damages, compensation, or benefits payable by or for the vendor or a subcontractor under Workers Compensation Acts, disability benefit acts, or other employee benefit acts.

C.
There shall be no substitution of materials or services specified without the prior written consent of the Board.

D. 
The vendor shall be responsible for the performance of any subcontractors that are used.
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INTRODUCTION TO

DIVERSIFIED CULTURE

INTRODUCTION TO DIVERSIFIED CULTURE

I. Who uses the relay service?

A. Hearing-impaired:  a medical term encompassing all levels of hearing loss.

1. Deaf

2. Hard-of-hearing
3. Deafened
B. Deaf/Blind

C. Speech-Impaired
D. Hearing Population
II. Why is it important for us to understand our customers?

A. To dispel myths and misconceptions regarding deafness - see Attachment 1.1

B. Allows us to provide better quality service by meeting their needs.
III. Why is it important for us to recognize their special communication needs?

A. We can fulfill our role by providing equal telecommunication access.

B. We are committed to providing the best relay service possible. (ask for additional responses)
IV. Pathological vs. Cultural View of Deafness

(show comparison chart by Chris Wixtrom) - see attachment 1.2

V. Characteristics of Deafness (3 general background variables)

*Important to understand various speech and language skills.

A. Age of Onset

1. Parental impact/influences

a. Parents don't learn Sign language to communicate with their child.

b. Are there other siblings in the household?

2. Deaf parents and hearing parents react differently to the diagnosis of deafness in their children.

INTRODUCTION TO DIVERSIFIED CULTURE

a. Deaf parents are comfortable knowing their deaf child has barrier-free communication flow at home and can use the parents as role models in learning to cope with deafness.

b. Hearing parents may feel their child is different and go through a grief process when they first learn that their child is deaf.  When they try to get information and guidance, they may be confused by all the different opinions they receive.

3. Deafness can occur before or after language and speech skills develop.

a. Pre-lingual:  either born without hearing or lose hearing before age 5.  Both speech and language are affected to varying degrees.  When a hearing child starts first grade, they have a vocabulary of 3,000-15,000 words.  If the deaf child does not have exposure to language they are at a disadvantage.

b. Post-lingual:  those who became profoundly deaf, after age 5, but retained hearing long enough to establish fairly developed speech and language patterns.

B. Degree of Deafness

1. Relative loudness levels of common sounds - see Attachment 1.3

2. Frequency in cycles per second - see Attachment 1.4

3. Range of hearing loss






Normal

0-15   dB






Slight


15-25 dB






Mild


25-40 dB






Moderate

40-65 dB






Severe

65-95 dB






Profound

95+    dB

C. Cause of Deafness

1. 50% includes:

a. Illness during pregnancy - Rubella (German measles)

b. Childhood illness - Meningitis or Chicken Pox

c. Heredity

INTRODUCTION TO DIVERSIFIED CULTURE

2. Other 50% includes:

a. Adventitious:  caused by extrinsic factors like accidents, head trauma and unknown factors.

b. Presbycusis:  caused by natural aging process in humans.  Vast majority of "hard-of-hearing" people fall into this category; senior citizens, etc.

(1) Most deaf people have hearing children.

(2) More than 90% of deaf children have hearing parents.

IV. The Deaf Community

A. A community is a social system in which people live together, share common goals, and carry out certain responsibilities to each other.

B. A Deaf Community is a group of people who:

1. live in a particular region,

2. share the common goals of its members, and

3. work toward achieving their goals

C. Examples of Deaf communities

1. State association of the deaf

2. Local deaf club or chapter

3. Deaf athletic association

4. Schools for the Deaf and its alumni associations

5. Church/religious services

D. The Deaf Community is made of deaf and hard-of-hearing individuals who respect a common language (ASL), politics, common experiences and values, and a common way of interacting with each other and with hearing people.

INTRODUCTION TO DIVERSIFIED CULTURE

*Think about the various cultures around the world.  Each culture usually has its own language, norms of behavior, rituals, identity, values, beliefs and relationships that differ from the other cultures.  Give some examples!

I. Why is there a Deaf culture?

A. The Use of ASL as a Common Language

1. Through speech and lipreading, deaf people only get fragmentary information; however, ASL allows them to have a completely understandable, two-way conversation.

2. Not all deaf people are fluent in ASL.  They are divided into the following classes:

a. ASL monolinguals--Deaf people who can communicate only in ASL and who have no exposure to English.

b. ASL dominant bilinguals--Deaf people who are more comfortable communicating in ASL than in signed or written English.

c. Balanced bilinguals--Deaf people who are comfortable communicating in either language and switch between languages with ease.

d. English dominant bilinguals--Deaf people who are more comfortable communicating in signed or printed English than in ASL.

e. English monolinguals--Deaf people who can communicate only in signed and/or printed English and have no knowledge of ASL.

f. Semi-linguals--Deaf people who can communicate in both ASL and English, but have not mastered the languages.

B. Identity of Deaf People

1. How deaf people identify themselves is very important in Deaf culture.

a. To deaf people, "hearing-impaired" is a term invented by hearing people.  Deaf people who identify themselves as this are judged as not being able to accept their Deaf identity.

b. Deaf people immersed in Deaf culture identify themselves as "Deaf," while they refer to those outside Deaf culture as "deaf."

INTRODUCTION TO DIVERSIFIED CULTURE
c. Deaf people rarely use decibels as a measure of hearing loss.

d. People with good residual hearing are labeled "hard-of-hearing" and are often not completely trusted if they have not accepted their hearing loss and because they can pass off as a hearing person.

e. Deaf students who grow up oral are seen as social outcasts unless they learn ASL and accept Deaf culture.

f. Name Signs--Deaf people are often identified by their name sign within communities.

C. Cultural Values and Beliefs of Deaf People

1. Language, as in any culture, is the foundation of Deaf culture.  Deaf people strongly advocate the use of ASL and encourage its use in deaf education.

2. Speaking, or speech, is discouraged when communicating with Deaf people in sign language.  It is acceptable only if you are speaking with non-Deaf people.  Deaf people believe mouth movement while signing is to show expression, not utter words.

3. Social relations are strong in the Deaf community.  They tend to gather with Deaf friends at Deaf clubs, tournaments, and conventions due to the barrier-free communication environment.

4. Folk Stories and Beliefs

a. Abbe' de l'Eppe, founder of the first school for the deaf in France, is said to be the "father of sign language."  He actually learned the language through deaf peasants.

b. Laurent Clerc, father of Deaf education in America, is believed to have brought sign language to America with Thomas Hopkins Gallaudet.   Actually, sign language already existed, especially in Martha's Vineyard.

c. Origin of signs.  For instance, the signs for "boy" and "girl" were intended to indicate a baseball cap and a bonnet.  However, they were actually the signs for "le" and "la" in French.

INTRODUCTION TO DIVERSIFIED CULTURE
5. Literature, Plays and Poems

a. Gil Eastman's Sign Me Alice
b. National Theater of the Deaf productions - My Third Eye
c. Dot Miles - Gestures:  Poetry in Sign Language
6. Eyes and hands are referred to as deaf people's most valuable possessions.  Nothing is more important to them than the ability to communicate.

7. Deaf people prize residential schools, for that is where they are exposed to Deaf culture, learn ASL, and find their Deaf identity.  Thus, they fight to keep the schools open.

D. How to Communicate with Deaf People; Do's and Don'ts

1. Direct eye contact is important in Deaf culture.  If a person talking with a Deaf person looks the other way, it means he/she is not paying attention or ignoring the Deaf person intentionally.

2. Attention-getting

a. Tapping a Deaf person's shoulder

b. Waving your hands

c. Stamping on the floor or pounding on a table

d. Flashing the room lights, usually in a group situation, to get everyone's attention.

3. Greeting--it is considered appropriate to greet a person and chat for awhile, even if you are in a hurry.

4. Ritual of introduction--Deaf people always introduce others by their full name and tell where they are from and which school they attended.  The reason for this is Deaf people often form friendships by talking about a friend they have in common.  The Deaf world is small and it is not surprising to meet someone who knows a friend of yours.

5. Code-switching:  Deaf people talk to each other in ASL.  However, if they meet a hearing person, they will usually switch to a manual English form of communication.  It is always important to mention that a person is hearing during the ritual of introduction, so that they can code-switch.  The reasons Deaf people do this are to include hearing people in the conversation, as well as keep their language unique and used by Deaf people only.
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6. Joking with Deaf people is done in a different manner.  Facial expressions and exaggerated signs indicate that the Deaf person is joking.  If a Deaf person does not do this, he/she is taken seriously.

7. Intermarriages among Deaf people are very common; 85-95 percent do so.

8. Ritual of farewell--Deaf people often look at their watch and say, "I have got to go soon" but actually leave an hour and a half later.  Why?  This is a cultural habit.  Previously, the telephone was not used as a means of communication between Deaf people, so they had to take advantage of news in person.  This behavior was passed on.  Another reason is Deaf people prefer personal communication rather than talking on the TT/TTY, where it is hard to tell one's emotions.

9. Open/honest/straightforward talk--Deaf people are very blunt with each other.  If one Deaf person thinks that another is portly, he will say so.  Deaf people find no need to use politically correct terms or make indirect statements because they lose meaning.

E. Differences Between Hearing and Deaf Culture

1. Deaf people see, think and reason through vision.  ASL is a visual language.  Therefore, thinking in sounds is nonexistent among Deaf people.

2. Hearing people see, think and reason through sound.  English is a language of sound.  Therefore, thinking is auditory rather than visual.

3. Since two very different senses are used between the two groups to think and reason, cultural differences often surface.
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I. History in Europe

A. Aristotle concluded that the deaf were incapable of reason, due to their inability to hear.  People believed Aristotle and that is why the majority excluded Deaf people.  This belief was generally accepted up to the Middle Ages.

B. A handful of deaf people, mainly children of wealthy noblemen, were educated before the 1750's.

C. Charles Michel Abbe' l'Eppe founded the first permanent school for the deaf to employ sign language in Paris in 1755.

1. Abbe l'Eppe was concerned about deaf people's salvation and believed that teaching them language and educating them would save their souls.

2. When l'Eppe died in 1789, Abbe' Roch-Ambroise Cucurron Sicard headed the National Institution for Deaf-Mutes, aided by his two famous pupils, Jean Massieu and Laurent Clerc.

D. Samuel Heinicke founded the first public school for the deaf to embrace the oral philosophy in 1778  in Leipzig, Germany.

E. The Braidwood Academy, founded in Edinburgh, Scotland, became world famous and served as a model for many schools in Europe.

II. History in North America

A. History of the American School for the Deaf

1. Mason Cogswell, who had a deaf daughter named Alice, and William Bollings, who had two deaf children, wanted to establish a school for the deaf in America so that their children would not have to reside in Britain at the Braidwood Academy

2. John Braidwood, who left Scotland because of money problems, moved to America and attempted to open a school between 1812 and 1817, but failed.

3. Mason Cogswell's daughter, Alice, was playing alone when Rev. Thomas Hopkins Gallaudet noticed her and attempted to communicate.
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4. Mason Cogswell agreed to fund Gallaudet's journey to England in 1815 to learn the teaching methods of the Braidwoods.  However, the Braidwoods refused to teach him in order to protect the secret of their methods.

5. Gallaudet then went to the National Institution for Deaf Mutes in Paris, where he met Abbe' Sicard and Laurent Clerc.

6. Gallaudet convinced Clerc to come with him to America and establish a permanent school.  They spent the entire journey home teaching written English to Clerc and French Sign language to Gallaudet.

7. Clerc became the first Deaf teacher at the Connecticut Asylum for the Deaf and Dumb in 1817, which was later named American School for the Deaf.  Thomas Hopkins Gallaudet became the first superintendent.

8. Clerc and Gallaudet later married two of their students, Eliza Bordman and Sarah Fowler.

9. By 1843, six residential schools for the deaf were added in New York (1818), Pennsylvania (1820), Kentucky (1823), Ohio (1827), Virginia (1838) and Indiana (1843).

10. This time of the century was a peak for Deaf persons involved in deaf education because about half of the teachers of the deaf were Deaf themselves.

III. Alexander Graham Bell's View on Deafness

A. Bell's father and grandfather were elocutionists (teachers of oral speech and delivery).  His mother, Eliza, was deaf, but did not speechread well, so Bell often had to interpret for her through finger spelling.

B. Bell's interest in deafness developed as he toured with his father, giving demonstrations on Visible Speech, a system developed by his grandfather used to describe spoken sounds through written symbols.

C. Bell began teaching Visible Speech in 1870 to about 30 pupils at a school for the deaf in Boston.  Since they had a lot of residual hearing, he succeeded at improving their articulation.

D. In 1872, Bell began learning sign language and teaching speech at the American school at Hartford.  He left in 1873 to do private tutoring.
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E. That same year, in 1873, Bell met his wife-to-be, Mabel Hubbard, when he was hired to teach her speech.  Ironically, her father shared Bell's interest in telegraphy and agreed to help him financially in his attempt to improve upon telegraphy.

F. Bell introduced his invention of the telephone at the American Academy of Arts and Sciences in 1876.  He later used the money he earned to open and support oral schools and associations.

G. In 1877-1878, Bell went to England to establish an oral day school.  He founded another oral day school in Washington D.C. five years later.

H. Bell believed that day schools were better suited for deaf children because they allow interaction with hearing society on a daily basis.

I. In Bell's Memoir upon the Formation of a Deaf Variety of the Human Race, he expressed concerns about deaf intermarriages.  He believed they should be forbidden to prevent the production of deaf children, despite the fact that very few intermarriages produce deaf children.

J. Bell founded the Volta Bureau with $100,000 in 1886.  It is an organization supporting research on deafness.

K. In 1890, Bell founded the American Association for the Promotion of the Teaching of Speech to the Deaf (AAPTSD).  In 1956, it was renamed the Alexander Graham Bell Association.

L. Bell opposed the use of sign language because he believed it would impede development of speech.  He was committed to eliminating sign language.

M. Bell emphasized education for the good of society, trying to integrate deaf people into society as much as possible, so that they could make contributions.

IV. Edward Miner Gallaudet's View on Deafness

A. Edward Miner Gallaudet, born in 1837 to Thomas Hopkins Gallaudet & Sarah Fowler Gallaudet, followed in his father's footsteps in deaf education.

B. Edward's mother, Sarah Fowler Gallaudet, had no usable hearing and unintelligible speech.  Young Edward learned sign language in order to communicate with her.
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C. In 1851, Thomas Hopkins Gallaudet died, leaving Edward to work at the Hartford school part-time when he was 14 and attend Trinity College part-time.

D. In 1857, Amos Kendall--another wealthy man who had supported Samuel Morse in expanding communication in telegraphy--approached Gallaudet with an offer to head the Columbia Institution for the Instruction of Deaf and Dumb and the Blind in Washington, D.C.

E. Gallaudet proved himself an excellent lobbyist, visiting Congress yearly to expand the school's federally funded budget.

F. In 1867, Gallaudet took a tour of Europe to visit schools for the deaf.  He concluded that deaf children should be educated earlier, years of instruction should be increased, personnel increased, and speech and speech reading taught to those who can learn it.  This was the beginning of the shift from manual to combined education.

G. Edward Gallaudet believed that each child should at least have the opportunity to develop oral skills after learning manual communication.

H. Gallaudet strongly believed that sign language was the natural language of deaf people and they should not be deprived of their right to its use.

I. Gallaudet, unlike Bell, believed in emphasizing the individual in education.  He believed every person is different and should be treated accordingly.

V. The Oral/Combined Debate Escalates

A. Gallaudet and Bell had a mutual admiration for the other.  Bell was offered a professorship at the college in 1867, but he declined to focus his efforts on inventing the telephone.

B. Bell received his first honorary Ph.D. from Gallaudet in 1880.

C. During the summer of 1880, hearing educators of the deaf from all over the world met in Milan, Italy, to make a controversial resolution.

1. There were 164 participants at the second International Convention:  87 Italians, 56 Frenchman, 8 Englishmen, 5 Americans, and 8 others.
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2. All the participants (except the Americans) voted in favor of oralism as the best way to educate deaf children.  The decision in favor of oralism over sign language redesigned Deaf education for the next 80 years, causing numerous teaching methodologies to arise for Deaf children that resulted in a few bilinguists among Deaf persons.

3. European manual schools took a step backward when they banned sign language and changed to the oral method.

4. Ironically, the 5 Americans represented 51 schools with over 6,000 pupils, even more than the number of students represented by the other 159 members of the convention.

5. American schools for the deaf still used sign language, but oralism took the helm in education of the deaf and continued doing so until the 1960's.

D. 1886 - the Conference of American Instructors of the Deaf passed a resolution for all schools for the deaf to teach speech.  Both oralists and combinists agreed that the number of students receiving speech instruction actually dropped that year.  Bell blamed it on deaf teachers and asked Gallaudet to stop hiring them.

E. In 1890 Gallaudet tried to establish a school to teach instructors how to educate deaf people.  Bell opposed the move because he was against the idea of hiring deaf teachers.  He testified against it before Congress, even though Gallaudet verbally promised him not to hire deaf teachers.  Bell believed Gallaudet would hire deaf teachers anyway.  The Senate originally approved Gallaudet's proposal, then reduced the money involved.  At Bell's urging, they refused to continue funding of the school for instructors.  Gallaudet fought back and passed an amendment for a normal school, and it remains to this day one of the most respected schools of deaf education.

F. Bell and Gallaudet's resentment of each other grew to a climax in 1895 at the meeting of a possible merger of the CAID and the AAPTSD.  Gallaudet denounced Bell's efforts to prevent the establishment of the Normal College.  That incident marked a rift between the Combinists and Oralists that continues to this day.

VI. Alexander Graham Bell's Legacy

A. Alexander Graham Bell Association--the AGB Association still promotes the use of residual hearing and speech to integrate deaf people with the world around them.
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B. Volta Bureau--is located in Washington and performs research on deafness, including how to eliminate it.

C. The Volta Review is the major publication of AGB.

V. Edward Miner Gallaudet's Legacy

A. Convention of American Instructors of the Deaf continued serving as an association of teachers dedicated to improving the education of deaf children in America.

B. American Annals of the Deaf served to communicate the views of Deaf America.

C. Gallaudet University is the only liberal arts university for the deaf in the world.  Approximately 2,500 deaf and hard-of-hearing students attend Gallaudet.
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I.
Introduction to the Deaf Community
A. The Deaf Community represents a wide range of people associated with deafness in various roles.  The core of the Deaf community represents cultural values, political and social identity.  It has over 150 years of a rich social life and folklore.  Through efforts to meet their needs, deaf people have organized statewide, nationwide and international networks of social, religious, athletic, scholarly, political and literary organizations serving local, national and international memberships.

B. There are four avenues or ways to gain acceptance into the Deaf community - see Attachment 4.1
1. Political--ability to exert influence on matters that directly affect the Deaf community.  Example:  "Deaf President Now" rally at Gallaudet.

2. Audiological--refers to actual hearing loss.  Obviously not available to hearing people.

3. Linguistic--ability to understand and use ASL.  Level of fluency related to level of acceptance into Deaf community.

4. Social--participation in social functions with other members of the Deaf community.

C. A person's attitude toward deafness is the most important criteria for being accepted.  Everything is weighed in relation to a person's attitude toward deafness.

1. Hearing people generally are accepted on Linguistic and Social levels.

2. It is possible for a person who is deaf or hard-of-hearing not to be a member of the Deaf community.
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II. Establishment of the National Association of the Deaf

A. In the mid-1800's, Deaf people wanted to have a voice in what was happening to them.  They were concerned about education of the deaf, industrial training of the deaf and, discrimination and lack of understanding about deafness.

B. The first national convention took place in Cincinnati, Ohio, in August of 1880, a few months prior to the banning of sign language at the Milan Convention.  Three deaf men, Robert McGregor (its first president), Edmund Booth and Edwin Hodgson, founded the NAD.

C. The NAD worked to improve the image of Deaf people.  They discouraged peddling and took action when state governments tried to ban deaf people from driving.

D. Today, there are 51 affiliated State Associations, including the District of Columbia, that work with the NAD for the rights of Deaf people and try to further improve their lives.

III. Deaf People's Contributions to Society, but not limited to:

A. Communication

1. Samuel Morse, inventor of the Morse code for telegraphy, had a deaf wife.  He invented the Morse code in order to communicate with her.

2. Alexander Graham Bell invented the telephone thinking he was creating a device that would allow him to communicate with his deaf wife, Mabel.  Ironically, it isolated Deaf people even further until the invention of the TT/TTY and relay services.

B. Sports

1. Gallaudet quarterback, Paul Hubbard, invented the football huddle in1892.  He had to use the huddle because the other deaf football team could see everything they were signing.  The huddle caught on with other teams.
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2. Umpires first used signals to aid William "Dummy" Hoy, a deaf baseball outfielder for the Washington Senators and the Cincinnati Reds.  The umpires started raising their arms to indicate a strike and that practice has been used ever since.

IV. Establishment of Mainstreamed Schools

A. The Passing of Public Law 94-142

1. In 1975, Congress passed P.L. 94-142, which stirred controversy in the Deaf community.

2. It was originally intended to provide access for handicapped children to the "least restrictive environment," and targeted disabilities like blindness.

3. Some people took advantage of this law to place the residential schools as the last option and place the deaf children in mainstreamed schools as the first option.

4. This law was a reverse discrimination against Deaf teachers from teaching in the mainstreamed public schools.  Instead of hiring interpreters to voice for the Deaf teachers, public school systems hired "qualified" or "signed" interpreters without RID or state certifications to interpret.

5. P.L. 94-142 was renamed I.D.E.A., which stands for Individualized Development Education Act.

B. I.D.E.A. From a Hearing Parent's Viewpoint

1. The idea of mainstreaming appeals largely to hearing parents of deaf children because they usually have negative presumptions about residential schools.  The idea of deaf children coming home from school is very pleasing.

2. Parents are led to believe the same thing the oralists taught--that deaf children will be easily integrated into society if they are mainstreamed, but with a sign language interpreter.
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C. From a Deaf Person's Point-of-View

1. I.D.E.A. has been taken advantage of to "save money," that is, close down residential schools paid for by state taxpayers.  However, it is much more costly.

2. In a small town where there would be only 2 or 3 deaf pupils, the school would have to provide services like teacher training, sign language classes for interpreters, interpreter training expenses and salaries, speech teachers, a special psychologist for Individual Education Plans (as specified by I.D.E.A.), and so on.

3. The quality of the people hired may not be very high, since more professionals are needed, and there may be a shortage.

4. Some students may thrive in a mainstreamed environment, but like children who grew up oral, a lot of them grew up isolated.

5. Residential schools, with little budgets, would have centrally located resources with the best teachers, speech teachers, etc. if they had more financial support.

6. Deaf students at residential schools are accepted as equal, not looked down upon.  They are able to learn their native sign language and Deaf culture.
V. American Athletic Association of the Deaf, Deaf Olympics
A. American Athletic Association of the Deaf

1. World Games for the Deaf was first held in Paris in 1924.

2. American participation began in 1935 with two Deaf athletes representing the United States.

3. In 1949, the first Winter Games for the Deaf were held in Austria.

4. The World Games came to America for the first time in Washington, D.C. in 1965.
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5. The most recent World Games were held in Sofia, Bulgaria, during the summer of 1993.

VI. National Theater of the Deaf

A. The National Theater of the Deaf was established in 1967 after being ridiculed and rejected several times.

B. The NTD became the first theater company to tour all 50 states and has appeared in most foreign countries.

C. It inspired other countries such as England, Australia, France, Canada, and Sweden to establish their own theaters of the deaf.

D. The NTD has many actors and actresses famous in the Deaf community:

1. Bernard Bragg, who played in "The Quiet Man" and "And Your Name is Jonah."

2. Ed Waterstreet was the Deaf father in "Love is Never Silent."

3. Phyllis Frelich was the Deaf mother in "Love is Never Silent," and appeared in the Broadway play "Children of a Lesser God."

4. Linda Bove taught sign language on "Sesame Street" and appeared in the movie, "Children of a Lesser God."

5. Many other actors and actresses have pursued acting careers after performing with the NTD.

VII. Assistive Devices for the Deaf

A. Hearing aids--Most people don't realize that a hearing aid does not necessarily correct the hearing.  A hearing aid can distort background sounds that drown out what the person is trying to hear.

1. Audio tape--we will listen to a tape that will give you an idea of what the person wearing a hearing aid actually hears. (play tape)

The Deaf Community

(Part 1)
2. Discuss:  How did you feel?  Were you surprised?  How many of you know someone that wears a hearing aid?  Do you feel frustrated when they don't hear you?

B. Technology for Deaf people began only 30 years ago.

1. 1960s was the era of interpreters.

2. 1970s was the era of TT/TTYs.

3. 1980s was the era of closed captioning.

4. 1990s is the era of relay services.

C. Hearing ear dog

D. Flasher system

E. Closed-captioned television

F. Vibrating pagers

G. Vibrating alarms
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I.
Use of Sign Language Interpreters
A. Rules for using an interpreter.  See Attachment 5.1

B. Discussion on interpreters.  See Attachment 5.2

C. Certification of interpreters--some states, but not all, classify interpreters by categories of expertise.  Interpreters are tested on their expressive and receptive skills using the Quality Assurance Screening Test (QAST), Register of Interpreters for the Deaf (RID), National Association of the Deaf (NAD), or other state certification tests.  Interpreters that are extremely skilled are classified in the higher levels, while those who just got their certification usually start at lower levels and work their way up as their skills improve.

II. Different Communication Systems Used in the Deaf Community

A. ASL (American Sign Language) is a visual language with its own syntax, vocabulary and grammar.  The signs of this language are based on hand shape, position, expression, movement and orientation of the hands in relation to each other and the body.

B. MCE (Manually Coded English) are signing systems like Signed Exact English (SEE) made for hearing instructors who found it easier to sign according to their spoken language rather than learn ASL.  MCE follows English word order but is NOT a language; it is a teaching aid used in class instruction.

C. PSE (Pidgin Signed English) is a hybrid version of ASL and MCE.  Deaf people often use PSE to communicate with hearing signers, since most hearing people are taught MCE or PSE rather than ASL.  The reason for this is hearing people find it hard to learn ASL, and they find learning PSE easier because it still has English syntax rather than ASL syntax.

D. Cued Speech is a system of eight hand symbols that go with particular sounds near the mouth.  For example, in lipreading, it is difficult to tell the difference between "bat," "mat," and "pat."  With cued speech, a deaf student could learn to lipread by watching cues to understand what is being said.  However, cued speech is not a language of its own either; like MCE, it is merely a teaching aid.
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E. Finger spelling is a system in which hand shapes and hand positions combine to form individual letters of the alphabet by which one can literally spell out words.  As one develops skills, this can be read almost as fast as speech.

F. Oral communication uses speech and speechreading.

G. Simultaneous communication uses speech at the same time as signs and finger spelling.

H. Speechreading

1. Speechreading is achieved through the recognition of spoken words via lipreading, facial expressions and gestures.  Only 30% of the sounds can be recognized from lip shape.  Therefore, context clues and the use of residual hearing are essential for success at speechreading.

2. When speaking to someone who is deaf, speak normally.  Your lips automatically form the words.  If you try to emphasize movement of your lips, your lips don't form naturally and it makes it more difficult to read.

I. Total Communication includes the full spectrum:  gestures, speech, formal signs, finger spelling, reading and writing.

III. Why don't some deaf people have much exposure to English?

A. Most children grow up and "pick up" sounds around them.  They are able to identify different sounds when parents speak to them and they pick up language very rapidly in early childhood.  Deaf infants are deprived of this opportunity to pick up auditory information from their environment and therefore learn language later, missing the most critical part of their life for language development.
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B. Deaf children, when taught language at an early age, grow up using sign language as a native language; they learn English very well as a second language because they already know ASL as their first language.  This could be compared to a child that learns Spanish as his first language, but later learns English when he enters elementary school.  Unfortunately for deaf children, some hearing parents avoid teaching their children sign language and try to force them to speak English when they cannot even hear the language they are trying to learn.

C. Most children who grow up without language until a later age will never quite master English.  This happens to some Deaf people who grow up uneducated because their parents are uninformed about education options for their Deaf children.

D. Many Deaf people are ASL-dominant bilinguals.  They speak ASL fluently, but have not mastered English.  Every now and then, they may say something in ASL syntax using English words that may not make sense to an English monolingual.

E. Many schools for the Deaf are using a bilingual/bicultural approach.  This is a recent phenomenon.  They use ASL to communicate among Deaf people, but teach English, the major language, to Deaf children.  However, low expectations have hampered progress.  Also, language cannot be learned in the classroom unless one already knows a language.

F. English is one of the most difficult languages in the world to learn.  Its grammatical structure is rigid and some rules do not make sense to Deaf people.  Several examples:  the past tense of walk is walked; why not "goed" for go?  If the plural of mouse is mice, why not "hice" for houses?  Or if you say geese for plural of goose, why not "meese" for the plural of moose?

IV. Deaf President Now


Show "Deaf Mosaic" videotape of Deaf President Now
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V. Changes in Attitude Towards the Deaf Community

A. The Role of Deaf People in Education

1. Even though Gallaudet has a Deaf president, many administrators at various colleges for Deaf people across the country are not Deaf and may lack the necessary understanding of Deaf culture to teach their students effectively.

2. In 1880, the end of the Golden Age of the Deaf, 40 percent of teachers of the Deaf were Deaf themselves; right after the Milan Convention, this figure dropped to 31%.  In 1927, during the heyday of oralism, only 14% of the teachers were Deaf.  Sadly, this figure is about the same today.

3. More and more Deaf students are learning how to use a sign system that may be Exact English or Pidgin (combo of SEE and ASL).  ASL cannot be used with spoken English at the same time; therefore, Deaf students who do so have to use Pidgin Signed English or Signed Exact English, which is not a true language.

4. Evidence of bilingualism as an effective method of educating Deaf children has not been fully accepted.  According to some studies, Deaf children with Deaf parents who grow up using ASL do better than Deaf children with hearing parents who force them to learn English first.

B. Deaf People in the Entertainment Industry

1. Not many Deaf people were portrayed in Hollywood; this seemed to have changed with the appearance of Marlee Matlin, who won an Oscar for her performance in "Children of a Lesser God."

2. The National Theater of the Deaf wrote many plays expressing the views of the Deaf community to the public.  One of the most popular plays was My Third Eye, in which oralism was condemned and sign language was emphasized.  Various Deaf actors and actresses told tales of how they were treated in oral schools, such as having one's hands struck with a stick when he tried to sign; another was told not to laugh because he uttered 
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animalistic noises, and he laughed silently thereafter.  It was a powerful agent of change, along with the recognition of ASL as a language, and the Deaf community grew stronger during the 1970's.

C. Feelings of Pride Instead of Oppression

1. One key to the upsurge of Deaf pride is the discovery by William Stokoe that ASL is a language with similar linguistic rules as other languages.  Interest in Deaf heritage and culture increased.

2. The number of Deaf people in higher education increased, producing more educated and capable Deaf adults.

3. Especially after Dr. King Jordan became president of Gallaudet University, Deaf people raised their expectations and kept their hopes high for a better future.

VI. Recent Changes in the Deaf Community

A. Americans with Disabilities Act of 1990 (ADA)

1. The ADA prohibits discrimination against people with disabilities in employment, public accommodations and services provided by corporations, public services and telecommunications.

2. It is not an affirmative action statute, but it requires employers to provide reasonable accommodations, as long as there is no undue hardship on the employer and the business.

3. In the private sector, the ADA is the first piece of legislation that prohibits discrimination against people with disabilities in companies with more than 15 employees.

4. In the public sector, the ADA prohibits discrimination in public transportation that includes buses and rail and provides for all new vehicles to be accessible to individuals with disabilities, including those who use wheelchairs.

5. Title III of the ADA prohibits discrimination in hotels, restaurants, movie theaters, stadiums, convention centers and other public areas.
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6. Title IV of the ADA focuses on telecommunications accessibility.  It states that an intra- and inter-state relay service shall be established to enable those with hearing and speech impairments to use voice communication by wire or radio.  This is intended to increase the equality and enjoyment of life for those with speech or hearing impairments.

B. Equal Access

1. After ADA and the DPN movement, Deaf people became more active and visible among groups and organizations with decision-making power that impacted education and the social welfare of Deaf people and their community.

2. Unfortunately, some of their efforts were viewed negatively because the public did not understand their true intentions.  Deaf people want equality and the power to make decisions on issues that affect them and their community.

C. Cochlear-Implant Controversy

1. Recently, the cochlear implant has given some Deaf people the ability to hear sounds much better; however, it does not work for everyone and the sounds may be as distorted as if heard with a hearing aid.

2. Many Deaf people see it as a cultural issue since the cochlear implant has replaced the oralist movement as an effective alternative to "integrate" Deaf children into society.  Deaf people are concerned that parents may be mislead into believing that giving their deaf children cochlear implants will help them become hearing.  This is not the case and it reinforces the denial of accepting their children as deaf.  Also, there is no research to verify that no harm is done to the child or what the effects of the implant will be on their adult life.  People with cochlear implants cannot hear fully what hearing people can hear, so the Deaf community see them as "pale imitations of hearing people."

3. On the other hand, cochlear implants have proven to be effective with some patients, depending on the cause of the hearing loss.  They may be able to hear sounds more clearly.
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D. Bilingual/bicultural education has become common.  Simultaneous communication is used by 80 percent of Deaf children, and they learn ASL among other Deaf people.  Deaf children in residential schools are encouraged to find their Deaf identity, but not to isolate themselves from the "outside world."  They are encouraged to learn English and learn how to speak, though sign language takes precedence in education of the Deaf.

E. Relay Services provide deaf people with the ability to reach out and communicate with hearing peers.  Previously, it was necessary for both parties to have TT/TTYs or use interpreters to communicate, but relay services broke down the barriers of communication over the telephone.

AMERICAN SIGN LANGUAGE
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I.
What is ASL?
A. ASL is a visual language.  It is also considered a visual-gesture language.  See Attachment 6.1

B. Gestures can be simply defined as any movements of the body that occur for the purpose of communication.  In the past, people thought that the body movements of ASL were imprecise and irregular.  Now we know that gestures found in ASL are a special set of rule-governed behaviors called signs.  The units of ASL are composed of specific movements.

1. The hearing community also use gestures (that are not ASL but are part of the visual components important to ASL).  What does it mean to you when someone shrugs their shoulders?  Usually it means "I don't know."  If you weren't looking at them would you have gotten that message?

2. Hearing people use many signs.  Ask agents to think of signs they may use.  Give examples to get them started:  sleep, hair, OK, eat, boat, time, cry, house, walk, bye, comb, baby.

C. What is meant by visual?  Since ASL uses body movements instead of sound, listeners/receivers use their eyes instead of their ears to understand what is being said.  Because all linguistic information must be received through the eyes, the language is carefully structured to fit the needs and capabilities of the eyes.

1. Example:  a hearing person absorbs a lot of information through listening.  In a meeting where several people are talking and interrupting each other, a hearing person can follow the conversation.

2. Someone who is deaf receives information visually and needs to look at the person signing.  It is much more difficult to follow the conversation and the speakers.
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II. History of ASL

A. George W. Veditz, a deaf teacher--who became president of the National Association of the Deaf in 1904--said "As long as we have deaf people, we will have Sign Language."

B. Information collected through different centuries shows that Veditz was right.  Throughout the centuries, wherever there have been deaf people, there have been sign languages that they or their ancestors developed.  Why do deaf people develop and use sign languages, so they can effectively communicate with each other?

C. Languages do not have to be vocal-auditory; in fact, various scholars throughout the centuries have argued that the first languages used in pre-historic time were gestural languages.  There is even evidence suggesting that the vocal apparatus necessary for speech did not develop until later.  In any case, because deaf people do not hear, they therefore cannot effectively use a language composed of sounds and use a different kind of language better suited to their communicative needs, capabilities of the eyes.

D. Today's ASL evolved from the sign language of France by Thomas Hopkins Gallaudet and Laurent Clerc.  Approximately 60% of ASL is of French origin.  The communication mode of the deaf before 1817 was most likely home signs or gestures, which are signs invented by the people in the household.

III. ASL's Recognition as a Language of its Own

A. ASL was ignored and dismissed by linguists who believed it was not a true language.

B. Dr. William C. Stokoe began an interest in sign language in the mid-1950's.  He filmed different deaf people signing, and studied thousands of hours of sign language.

C. Stokoe discovered that ASL had points of contrast, syntactical patterns, and morphemes, which are involved with language.  In 1960, Stokoe published his findings, which were largely rejected, even by some members of the Deaf community.
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D. However, after Stokoe published another book in 1965, interest and acceptance of ASL as a native language exploded.  The Deaf community was studied from linguistic, anthropological, psychological and sociological perspectives.

E. Linguists dismissed ASL as ungrammatical when translated to English; however, most languages, when compared to English word for word, appear to be ungrammatical. 

F. ASL has a grammatical structure of its own.  In fact, ASL has been identified as having the same grammatical structure as the Navajo and Aztec languages. It can contain abstract concepts.

IV. Rules of ASL (as identified by Gallaudet Regional Center, Flagler College)

A. Location of pronouns--Put people in "space" around signer, i.e. "He (point) told me she (point) will arrive late."

B. Location/Direction of verbs--Incorporate location of people ("space") by direction of verb, i.e. "You tell her what happened.  I tell.. You tell me.."

C. Directionality--Use head position changes and shoulder shifts to show shifts in conversation when recounting a story.

D. Eye Gaze--Use to show who is talking.  Use to convey qualities (i.e. height).

E. Fronting for emphasis--Put most important part of sentence first (or the part that you want to emphasize).

F. Either or which--Signed at the end of the thought.

G. Conditional clauses--They always receive result, never left "hanging,"  i.e. "I won't give you candy, if you won't go to bed."

H. You--You is signed at the end of the sentence in a question, plus head bent forward, i.e. (Are you) "ready for the test, you?"

I. Pausing--in a sentence tells meaning.
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J. Facial expression--is essential to convey meaning (normally present in voice inflection).

K. Incorporation of manner--Use the body to help convey meaning.

L. Continuous aspect (Present Tense)--Show progressive verb tense by signing verbs in circular motion, i.e. "I am reading the book" vs. "I read the book. (finish)".

M. Incorporation of numbers and plural--Incorporate number in the sign, i.e. "every three weeks" (circle) "two months" (finish).  Use repetition in verb to show plural, i.e. "I gave the papers to three people."  (Show giving to three.  Don't sign "3.")

N. Showing negatives by use of head shake--Ex:  "Last night I studied."  (Shake head no.)

O. Distinguishing noun from verb--A noun is a more repetitive and shorter sign; a verb has more motion & longer sign.  Examples:  airport vs. fly; bed vs. sleep; glass vs. drink.

P. No use of the infinitive--Ex:  "I want to go to the movies" = "I want go to the movies."

Q. Time indicators--Occur at the beginning of the thought, i.e. "Last Monday, I went bowling."  Sign down (direction) for every Monday.  Can sign "will" for future at the end of the thought, i.e. "Monday I go bowling, will."

R. Finger spelling--Done very fast.  (Can't see all the letters, so learn to identify the movement.)  Examples:  back, job, car, what.

S. Sign selection--Choice of sign based on meaning (i.e. conceptually correct).  Example:  run (legs, pantyhose, management, engine, runny nose, etc.).

T. Sign production--Position, hand shape, movement and orientation.

U. Signing space--Use space around the body to convey meaning, i.e. "First I met Mary. Then we went to see Joe…."
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V.
Five Parameters of ASL

A. Hand shape--the way the hand is shaped and placed can change the word.  NAME and TRAIN, PHONE and WRONG.

B. Orientation--how the two palms are located in relation to each other.  HELP, SHOW, AGAIN

C. Movement--motioning forward indicates future and behind you indicates past.  TOMORROW, YESTERDAY.  Also, motion is important to determine behavior.  LOOK can be signed in many different ways.  (Glance, stare, look over a table, look all over a person, look repetitively.)

D. Location--where your hands are located in relation to your body.  ROOSTER, LOUSY, ELEGANT  (Also, explain how to distinguish between male and female signs.)

E. There is often a fifth parameter, non-manual expression.  Some signs to distinguish differences between signs with the same parameters of movement, orientation, movement and location.  SHY, SHAME, WHORE.  Because this parameter cannot be expressed when typing on the TT/TTY, the intent of the message is more difficult to correctly understand.


VI.
English Idioms vs. ASL Idioms
A. Examples of English idioms and their meanings--look at the words literally!

1. Dead to the world--fast asleep.

2. Put (one's) foot in (one's) mouth--to say or to do something inappropriate, causing embarrassment.

3. Hear from the horse's mouth--to hear something directly

4. Get wind of--to get news of, hear rumors about.

5. Kick the bucket--to die.

6. Needle in a haystack--something that will be difficult to find.

7. Burst at the seams--to be too full.

8. Bull in a china shop--to be very clumsy.

9. Got a frog in (one's) throat--to have to clear one's throat.

10. Fall upon deaf ears--to have spoken and not listened to.
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B. Examples of ASL idioms and their meanings.

1. Think, zero, me!--I can't think of anything, I know nothing about this.

2. Train gone (zoom), sorry!--I don't want to repeat this, I forgot what I just said.

3. Finish, finish, please!--All right, stop that, that's enough please!

4. Man pop up, late--The service man has not yet arrived.

5. Think yourself!--It's up to you, suit yourself.

6. Hands off shoulders!--It's not my problem, I'm not getting involved.

7. Jaw drop--I can't believe it.

8. Pity zero, me!--I don't feel sorry for you!

9. Inform me, late you!--You haven't told me about this yet.

10. Succeed, finish me!--I finally did it!
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I.
Evolution of ASL - Veditz to Present

A. In the early 20th Century, it was considered pleasing to have a Deaf person sign with his mouth closed, and his face with little expression.  Today, the opposite occurs.  Deaf people often move their lips to show strong expressions and use body language in order to communicate.

(Show Veditz's NAD videotapes to Preserve Sign Language, if available; this has signers like Veditz himself, Edward Miner Gallaudet, and other prominent figures in the Deaf community).

II. Is ASL the same throughout the country?
A. As in spoken language, ASL usage is various and depends upon the individual.  Some deaf people are proud of their ASL skills.  Others, with a good command of the English language, may show off their knowledge.

B. Signers from other countries who learn ASL may still have an "accent" from their native Sign language.  They would use native signs from time to time while using ASL, just as hearing foreigners would retain an accent from their home country.

C. Just as someone from the Bronx would speak differently from someone with a Tennessee twang, each region of the United States may have different signs for the same word.  The language stays the same in terms of grammatical rules but the actual sign may vary.

III. Syntax of ASL

*Syntax has a range from simple to complex grammar.

A. In English, sentences are mainly structured like modifier-subject-verb object (MSVO), but it is possible to have structures like SMVO, MSVO, and SVOM.

B. In ASL, however, the word order depends on what is emphasized in the sentence.  Usually, the word that is emphasized appears at the beginning of the sentence.
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C. In ASL, directional verbs describe nouns, subjects, and objects.  Some directional verbs are classifiers, which are not used in English.  (Give an example - car parked, driving, etc.)  The Navajo also use directional verbs and move their arms while they talk.

D. Mentioning a certain word in past, present or future tense indicates time.  Past tense is not expressed by "-ed".

1. Boat me buy me (I bought a boat.)

2. Yesterday boat red white me buy me (Yesterday, I bought a red and white boat.)

a. Notice how the word "yesterday" was used to indicate past tense.  The word "bought" was not used to indicate past tense.

E. The verb "to be" is not used.

1. You pretty (You are pretty.)

2. Tomorrow she race she (Tomorrow she will be in a race.) OR (Tomorrow she will run in a race.)

F. Commonly used words with different meanings depend on the content of the conversation.

1. "Finish"

a. School finish graduate me (School's over.  I graduated.) OR (I graduated from school.)

b. Bother finish (Stop bothering me.) OR (I've had enough of you bothering me.)

c. Me finish touch Houston (I have been to Houston.) OR (I have visited Houston.)  Notice the example shown above the use of the word "touch."  This usually means it has been experienced.

d. Finish!  (That's it!)
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2. "For for"

a. talk talk for for (Why are you talking so much?)

b. red faced for for (Why are you so embarrassed?)

G. Check for understanding activity.  Ask class to work in teams of two and write their translation to the following ASL sentences:

(Write sentences - not answers - on flipchart)

1. Stay up all night for for?  (Why did you stay up all night?)

2. Heard finish before you?  (I've already heard that.)

3. I, I, I finish you.  (Stop bragging.)

4. Laugh at me for for?  (Why are you laughing at me?)

5. Inform you finish me.  (I already told you.)

6. Time finish.  (Time's up!)


IV.
How to Translate ASL to English and Vice Versa
A. As a relay agent, you will change the text you receive from the TT/TTY user into conversational English by:

1. Slightly changing the word order, as we have done in the previous examples.

2. Adding, deleting, or substituting "non-essential" words.  However, be careful not to use bigger words to make it sound more impressive.

Example:  TT/TTY user:  I ALREADY APPLIED FOR WORK AND NEED A JOB  Voice - exactly as typed.  DON'T change to "I'm checking on the status of my application."

3. Polishing and relaying the message in the way it was intended.  KEEP THE SPIRIT OF THE MESSAGE!

AMERICAN SIGN LANGUAGE

(Part 2)
4. Activity:  Attachment 7.1 - Put examples on overhead.  Ask each table to work together to put into Conversational English.  Then call on a table at random.

5. The relay message is voiced as it comes over the TT/TTY.  You don't need to wait for the entire message as it appears.

B. If you do not understand the message, DO NOT second-guess!  Read the message word for word.  The voice caller may have a better understanding of the subject or the person's language than you do.

1. Example:  TT/TTY user types:  MONEY TO PAY NOT FIRST NO WAY TO COME TO HERE GO OTHER PAY Q GA

2. Voice caller may understand and reply, "OK Dave, that is fine.  So you will be paying me on the 15th, right?"

C. If the voice caller did not understand the above TT/TTY statement, ask them to hold.  Type to the TT/TTY user exactly what the voice caller said.

1. Example:  I DO NOT UNDERSTAND WHAT DO U MEAN GO OTHER PAY Q GA

2. Put the control of explaining back to the TT/TTY user.

D. If a word is misspelled, but you can decipher it, do so.  If you can't decipher it, in parenthesis, type to the TT/TTY user (WHAT MEAN ______ Q GA)

E. As a relay agent, you type exactly what the voice caller says back to the TT/TTY user.  In your ears and out your fingers!

1. This is referred to as "verbatim."

2. The agent attempts to type every word said by the voice caller.

3. If the voice caller is speaking too quickly, the agent tries to slow them down.

a. Use a phrase such as, "I'm sorry, could you please slow down.  It is important that I type everything you say."
b. Then read the last sentence you typed.
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c. Read the sentence at about the speed you are able to type it so the caller will have a better idea of how fast to talk.

d. When the voice customer takes a breath, this would be a good time to ask them to hold.  It is a more natural break.

F. Activity:  Attachment 7.2 - Show overhead.  Discuss with class how to put into Conversational English.  (These are a bit more difficult.)

G. Activity:  These samples are more difficult.  Challenge the class to convert to Conversational English.

1. Write the phrases on the flipchart.

a. There Canada sheep many (Up in Canada, there are many sheep.)

b. Shock sheep me finish buy (I bought an electric blanket.)

c. Hearing aid dead shock zero.  (Hearing aid battery is dead.)

2. Be sure to let the class know that this is not what they will see on a daily basis.  Reinforce the idea that supervisors are there to help and support.

H. Activity:  Attachment 7.3 - Show overhead.  Discuss with class how to put Conversational English into simpler terms that the TT/TTY user could understand.

TTYPHONY & TT/TTY COURTESY


I.
The First Teletypewriter (TT/TTY)

A. Robert Weitbrecht, a deaf physicist who built ham radios as a hobby, and James Marsters, a deaf orthodontist, were concerned about how they, as deaf people, could communicate over the phone.

B. In 1963, they experimented with teletypewriters at their own houses.

C. Weitbrecht developed an acoustic coupler in 1964 that allowed the teletypewriter to send audible signals to another teletypewriter over a telephone line.

D. Conveniently, many companies were getting rid of their teletypewriters, so surplus TT/TTYs were gathered and equipped with acoustic couplers and given to deaf people across the country.

II. Evolution of the TT/TTY to Today's Model, as written in the 1993 TDI Directory

A. In 1965-66, Weitbrecht formed R.H. Weitbrecht Company to sell TT/TTYs.

B. 1967 - R. H. Weitbrecht Company was renamed Applied Communications Company.

C. 1968 - 25 TT/TTY stations were in operation for/by the deaf nationwide.

D. 1971 - "Scanatype"--a digital readout version of TT/TTY--was introduced by ESSCO Communications.

E. In 1979, Telecommunications Device for the Deaf (TDD) was accepted as the appellation for all TT/TTY-like devices.

F. In 1985, Krown Research, Audiobionics, and Ultratec introduced new TT/TTYs.  Most other companies dropped out of the market as competition for low-cost TT/TTYs began.  Distribution programs further increased in Florida, Arizona, Nevada, Wisconsin, Illinois, Massachusetts and other states.
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III. Laws of Telecommunications Accessibility

A. In 1975, Congress passed Public Law 95-602, the Rehabilitation Act of 1973, which provided "reasonable accommodations" in Section 504 for people with disabilities.  The 1978 regulations of this law specifically mention TT/TTYs among those "reasonable accommodations."

B. In 1983, Public Law 97-410 contained the Telecommunications for the Disabled Act of 1982, which provides for appropriate equipment to make telephones accessible to deaf people as a reasonable accommodation.

C. California, in 1980, was the first state to distribute TT/TTYs to all deaf citizens, and about 15 other states followed.

D. The ADA, Title IV, provides for intra- and inter-state access to relay services across the country, as well as international access.

IV. TT/TTY Courtesy

Show TDI video "Using Your TTY/TDD."

Demonstrate a TT/TTY-to-TT/TTY call.

A. Things to remember, as identified by the Telecommunications for the Deaf, Inc. (TDI) in the 1993 TDI directory.

1. Always identify yourself immediately when you make or receive a TT/TTY call.  Since the person on the other end cannot hear you in a telephone call, it is important and polite to do this.

2. Remember that TT/TTY calls take longer than voice calls.  Before you make a business or long distance call, prepare what you plan to say and have any information that you will need handy for the call.

3. After you finish a call, be sure to turn your TT/TTY off and hang up the phone receiver or turn on the TT/TTY answering machine.  If you forget to hang up the phone and someone else tries to call you, they will get a busy signal.

4. It is polite to type "Good bye," "So long," "Thanks again," or some other closing remark before you type "SK."
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V. Development of Relay Service Market

A. In 1974, Converse Communications Center, Inc. started a relay service in Connecticut.  David Yoreo, a hearing man, made deaf friends at his church and realized that a relay service would help, so he established TT/TTYs in his home and office.  His family relayed calls from the office during the day and from home at night.

B. In 1975, Ben Soukup, a deaf man, started a statewide, 24-hour a day service in South Dakota funded by the state vocational rehabilitation service.

C. There is still an ongoing controversy about who established the first 24-hour, 7-days-a-week relay service, Connecticut or South Dakota.  Connecticut was first.  South Dakota was the first relay service founded by a Deaf person.

D. 1987 - California opened the first statewide, 24-hour-a-day, 7-days-a-week relay service funded by a phone company (AT&T).  The service in California became a Sprint relay service in 1992.

E. By 1992, 49 states and the District of Columbia had telecommunications relay services.

HARD-OF-HEARING CUSTOMERS & 

LATE DEAFENED ADULTS


I.
Characteristics of Hard-of-Hearing Customers

A. Out of 24 million people with hearing loss in the United States, 22 million are hard-of-hearing or late deafened.

B. The main difference between profoundly deaf people and hard-of-hearing people is that the latter have some residual hearing, which means they can or may be able to benefit from hearing aids either in the ear, in the canal, or behind the ear.

C. Most hard-of-hearing customers grew up learning spoken English rather than sign language and they may prefer to use Voice Carry Over (VCO) as most of them can speak very well.

D. Hard-of-hearing customers may not be familiar with TT/TTY etiquette.  They may have never used a TT/TTY and may feel uncomfortable using one.

II. Assistive Devices for Hard-of-Hearing Customers

A. Internal loop system

B. Hard-of-hearing customers may also use TT/TTYs, closed-captioned TVs, and light systems.

C. Cochlear implant

D. Telephone amplifier

E. T-coil in hearing aid for use with hearing-aid compatible telephone using electromagnetic induction, FM systems, infrared systems, televisions, and cassettes.

III. Establishment of the Self-Help for the Hard of Hearing (SHHH)

A. In 1979, Rocky Stone, a hard-of-hearing man, established SHHH for hard-of-hearing people who were not Deaf and not involved with Deaf culture.

B. The organization grew to have a national office in Bethesda, MD, a board of trustees, 270 chapters in 48 states and 17,000 members.
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C. SHHH provides information on all areas of hearing loss, technology to help the hard-of-hearing, legal rights, family issues, and so on.  It also pushes for the implementation of the ADA and other key legislation.

D. SHHH's philosophy is that given enough information, a consumer with a hearing loss can live up to his/her potential.

IV. Relaying for Hard-of-Hearing Customers

A. Some hard-of-hearing customers prefer to use VCO, since they grew up speaking and want to continue speaking on the telephone.

B. Hard-of-hearing customers may make a lot of calls on the job and they need agents to be efficient go-betweens on such calls.

C. If a hard-of-hearing person is calling someone on a TT/TTY, it is important for the agent to speak clearly and at a slower pace and with a stronger tone.  It is not necessary to speak louder because it often does not help.

D. It is important to be patient.  Some hard-of-hearing people have lost some of their remaining hearing, so it is frustrating to adjust to using the relay rather than making voice calls directly.

V. Characteristics of Late Deafened Customers

A. May not be familiar with TT/TTY etiquette.  They may feel displaced and face discrimination.

B. Grew up in hearing culture.  A late deafened person may feel displaced and face discrimination.

C. Example:  Dr. I. K. Jordan, President of Gallaudet University, became deafened after a motorcycle accident at the age of 21.  He went on to graduate from Gallaudet College.

D. Many late deafened adults became deaf from head injuries, toxicity, neurofirbromatosis type 2, Meniere's syndrome, presbycusis, acoustic neuromas, heredity, adverse drug reactions, aging and progressive loss for unknown reasons.
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E. Late deafened adults are often culturally hearing, but are audiologically deaf.  Even though some of them learn sign language, all of them have learned how to speak and often still have the ability to speak clearly.

VI. Establishment of the Association of Late Deafened Adults (ALDA)

A. ALDA was founded in 1987 by 13 late deafened adults at a Chicago party.  It has grown to 2,000 members in the United States, Canada, and several countries around the globe.

B. Marylyn Howe founded the first ALDA chapter outside Chicago in1989 Boston.

C. ALDA provides support and education to late deafened adults and their families and helps them cope with the changes in their lives resulting from their hearing loss.

VII. Relaying for Late Deafened Customers

A. Some late deafened adults, as well as hard-of-hearing customers, use computers with interactive systems.  They may use emoticons (emotions + icons) to show emotions.  For example, a smile may be shown with :). 

B. Relaying for late deafened customers is basically the same as relaying for hard-of-hearing customers, be sure that you relay what the other party says verbatim.  Late deafened adults grew up in the hearing world, and expect to be spoken to as if they were still hearing.  Try not to shorten or change words in any way.  This is true for all customers unless otherwise instructed.

DEAF/BLIND, SPEECH-IMPAIRED, SPANISH-SPEAKING, AND HEARING CUSTOMERS

I.
Characteristics of Deaf/Blind Customers

A. Dual disability

B. Use Helen Keller as an example.  Even though Helen Keller is the most famous deaf/blind person in American history, she ironically helped blind people, not deaf/blind people.  She was against the use of sign language to communicate.

C. Problems with communications and mobility.  Most deaf/blind customers sign and finger spell to communicate.  They also use Braille to read.

D. Approximately 40,000 people are deaf/blind in the United States.

E. About 20,000 to 25,000 deaf/blind people have Usher's Syndrome

1. Usher's Syndrome is a condition in which a person is usually born deaf and gradually becomes blind over his lifetime.  His eyesight shrinks like tunnel vision until nothing can be seen.

2. Age of total blindness varies.  A small percentage lose their eyesight in their twenties.  Though most become totally blind during their thirties or forties, a few have good eyesight until their sixties or seventies.

F. The American Association of the Deaf/Blind was founded in 1937 as a correspondence club, but has become an advocacy group with about 600 members.

II. Assistive Devices for Deaf/Blind Customers

A. TeleBraille TT/TTY System - there are only 250 TeleBraille machines existing in the United States, since it costs $5,500.

B. Large print device to connect to TT/TTYs.

C. Large visual display connected to a TT/TTY.
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III. Relaying for Deaf/Blind Customers

A. In the case of a customer using a TeleBraille TT/TTY, it is crucial that the agent types slower.  The customer may be typing quickly to the agent, but the TeleBraille machine requires the information it receives to come in at a much slower pace.

B. To remind yourself to type slowly, follow these guidelines:

1. After each word is typed, count to 3 before typing the next word.

2. After each word is typed, take a breath before typing the next word.

C. Be patient.  These calls may require more time, but remember how important each and every customer is to Sprint relay.  You are instrumental in providing equal access to all citizens.

D. Since most deaf/blind customers don't have TeleBraille machines, they may use relay interpreters who are deaf and utilizes a TT/TTY to call through the relay for them.  Be sure to type slowly and clearly so that the deaf interpreter can get the message across.  Again, this requires a lot of patience.  In such a case, deaf/blind customers will usually inform the agent that an interpreter is present.

IV. Characteristics of Speech-Impaired Customers

A. Speech-impaired customers usually are hearing and simply have the inability to speak clearly.

B. Show video tape, if possible.

V. Assistive Devices for Speech-Impaired Customers
A. HCO

VI. Relaying for Speech-Impaired Customers

A. Most speech-impaired customers have normal hearing, and would prefer to use HCO (Hearing Carry Over).  They type to the agent, and hear what the other person says.  This requires time and patience when switching back and forth.
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VII. Relaying for Spanish-Speaking Customers

A. When a Spanish-speaking customer calls, type or say, "Un momento por favor" (one moment please), and proceed to transfer the call to a Spanish-speaking agent.

B. If the originator of the call wants to disconnect the call, say or type "Perdone la llamada" (excuse the call).

C. If the originator of the call wants to be transferred to a bilingual agent and one isn't available at the moment, type or say, "Llamaremos en un momento con una operadora espano.  Adios."

D. If the originator of the call speaks English and is using voice, and someone answers the TT/TTY in Spanish, the same Spanish phrase above will be used.

VIII. Relaying for Hearing Customers

A. Some hearing customers are reluctant when using the relay.  They may not have used the relay before or think it's a salesperson.  Be patient with them and be sure to explain clearly what the relay service is.  Some hearing people think the relay service is remarkable, but some others may think it is a waste of time.

B. Voice inflection is very important to the hearing customer.  A monotone voice sounds like a computer and is confusing to the customer unfamiliar with relay.  Using a conversational tone and good pacing will facilitate a smooth relay call.

APPENDIX P

Copy of Oral-to-Type Test Script

TYPING TEST SCRIPT

JIM THIS IS BOB  IT LOOKS LIKE WE’RE GOING TO HAVE TO CANCEL OUR FISHING TRIP  I HATE TO CALL ON SUCH SHORT NOTICE BUT IF U SAW LAST NIGHT S WEATHER REPORT U PROBABLY KNEW THIS WAS COMING  THEY SAID IT S GOING TO RAIN ALL WEEKEND  I HOPE EVERYTHING IS FINE AND CALL ME WHEN U GET IN BYE SKSK

JANE THIS IS BETH  I HEARD THAT SAM GOT SICK AND LEFT SCHOOL EARLY TODAY  I BET HE’S COMING DOWN WITH THAT NASTY FLU BUG  I HAD THAT LAST WEEK AND IT WAS AWFUL  IT SEEMED LIKE I WAS GOING TO DIE BUT I FINALLY GOT OVER WITH IT  I’M SURE SAM WILL BE JUST FINE GA

JANE I JUST HAD TO CALL AND START TELLING THE NEWS  I’M GETTING MARRIED  WOW  BOB ASKED ME LAST EVENING HE EVEN GOT DOWN ON ONE KNEE AND HELD MY HAND THEN HE GAVE ME A RING AND IT’S BEAUTIFUL  HE SAID IT BELONGED TO HIS GRANDMOTHER   IT’S VERY PRETTY AND I’M SO EXCITED I CAN HARDLY CONTAIN MYSELF GA

HELLO PEARL  THIS IS SCOTT  I NEED TO CALL AND GIVE YOU AN UPDATE ON MY CURRENT FINANCIAL STATUS  I JUST WON THE LOTTERY AND I WILL NOT BE COMING TO WORK FROM NOW ON  I ALSO WANT TO SHARE MY WEALTH WITH ALL OF MY FRIENDS SO GIVE ME A CALL   I’M PLANNING A BIG CRUISE FOR EVERYONE AND OF COURSE I’M PAYING FOR EVERYTHING  U KNOW HOW TO GET A HOLD OF ME SKSK

HELLO DONNA  I HOPE EVERYONE IS GOING WELL TODAY  IT HAS BEEN SO HOT  I CAN’T BELIEVE IT  I JUST HOPE RELIEF IS COMING SOON  WE SURE NEED SOME RAIN  MY GARDEN IS LOOKING TERRIBLE AND IT LOOKS LIKE I WON’T BE PICKING ANY SQUASH OR BEANS THIS YEAR  MAYBE NEXT YEAR WILL BE BETTER GA

HI JANET  I WAS JUST CALLING TO SEE IF U MIGHT BE ABLE TO PICK UP THE KIDS AFTER SCHOOL  I HAVE A JOB INTERVIEW AND I’M AFRAID I WON’T BE FINISHED IN TIME  IF U CAN DO THIS I WILL PICK THEM UP NEXT WEEK FOR U   GIVE ME A CALL IF U CAN’T PICK THEM UP AND IF I’M NOT HOME JUST PAGE ME  I APPREICATE THE HELP BYE SKSK

MARY  I REALLY NEED TO SPEAK TO U ABOUT THE TRIP.  WE’RE PLANNING ON LEAVING FROM THE BUS STATION PARKING LOT RIGHT AFTER WORK SO U NEED TO HAVE EVERYTHING U WANT TO BRING WITH U WHEN U GO TO WORK AND THEN U CAN GO STRAIGHT TO THE PARKING LOT   IF THIS WONT WORK FOR U THEN CALL ME THIS EVENING AND WE CAN TRY TO ARRANGE SOMETHING SKSK

BILL  I’VE BEEN TRYING TO REACH U SINCE LAST WEEK   CALL ME WHEN U GET IN  I NEED TO FIND OUT THE SPEED AND ACCURACY ON THOSE TYPING TESTS THAT U ADMINSTERED TO THE AGENTS   IF U CAN’T CALL ME THEN JUST SEND A FAX WITH THE RESULTS AND THAT SHOULD WORK OUT FINE  BYE SKSK

(REPEAT FROM TOP IF NECESSARY)
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