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Exhibit A

Exhibit A 
Section from the Illinois Public Utilities Act, 220 ILCS 5/13-703, re: the TTY Distribution and Relay Service


Sec. 13-703.  (a) The Commission shall design and implement a program whereby each telecommunications carrier providing local exchange service shall provide a telecommunications device capable of servicing the needs of those persons with a hearing or speech disability together with a single party line, at no charge additional to the basic exchange rate, to any subscriber who is certified as having a hearing or speech disability by a licensed physician, speech-language pathologist, audiologist or a qualified State agency and to any subscriber which is an organization serving the needs of those persons with a hearing or speech disability as determined and specified by the Commission pursuant to subsection (d).


(b)
The Commission shall design and implement a program, whereby each telecommunications carrier providing local exchange service shall provide a tele​communications relay system, using third party intervention to connect those persons having a hearing or speech disability with persons of normal hearing by way of inter​communications devices and the telephone system, making available reasonable access to all phases of public telephone service to persons who have a hearing or speech disability.  In order to design a telecommunications relay system which will meet the requirements of those persons with a hearing or speech disability available at a reasonable cost, the Commission shall initiate an investigation and conduct public hearings to determine the most cost-effective method of providing telecommunications relay service to those persons who have a hearing or speech disability when using telecommunications devices and therein solicit the advice, counsel, and physical assistance of Statewide nonprofit consumer organizations that serve persons with hearing or speech disabilities in such hearings and during the development and imple​mentation of the system.  The Commission shall phase in this program, on a geo​graphical basis, as soon as is practicable, but no later than June 30, 1990.


(c)
The Commission shall establish a rate recovery mechanism, authorizing charges in an amount to be determined by the Commission for each line of a subscriber to allow telecommunications carriers providing local exchange service to recover costs as they are incurred under this Section.


(d)
The Commission shall determine and specify those organizations serving the needs of those persons having a hearing or speech disability that shall receive a telecommunications device and in which offices the equipment shall be installed in the case of an organization having more than one office.  For the purposes of this Section, “organizations serving the needs of those persons with hearing or speech disabilities” means centers for independent living as described in Section 12a of the Disabled Per​sons Rehabilitation Act and not-for-profit organizations whose primary purpose is serving the needs of those persons with hearing or speech disabilities.  The Com​mission shall direct the telecommunications carriers subject to its jurisdiction and this Section to comply with its determinations and specifications in this regard.


(e)
As used in this Section, the phrase “telecommunications carrier providing local exchange service” includes, without otherwise limiting the meaning of the term, telecommunications carriers which are purely mutual concerns, having no rates or charges for services, but paying the operating expenses by assessment upon the members of such a company and no other person.(Source:  P.A. 88-497, effective September 13, 1993.)

Exhibit B

Exhibit B – Equipment Distribution Rule, Part 755

TITLE 83:  PUBLIC UTILITIES

CHAPTER I:  ILLINOIS COMMERCE COMMISSION

SUBCHAPTER f:  TELEPHONE UTILITIES

PART 755

TELECOMMUNICATIONS ACCESS FOR PERSONS WITH DISABILITIES

SUBPART A:  GENERAL PROVISIONS

Section

755.10
Definitions

755.15
Dispute Procedures

755.20
Notice (Repealed)

755.25
Deviations (Repealed)

SUBPART B:  LEC OBLIGATIONS

Section

755.100
Components of ITAP Services

755.105
Execution and Administration of ITAP

755.110
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755.115
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755.130
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755.135
ITAP Filing Requirements

755.145
Renewal of Agreements

SUBPART C:  ELIGIBILITY AND PARTICIPATION

Section

755.200
Disability Certification

755.205
Eligibility and Application for Equipment Sets for Residents

755.210
Eligibility and Application for Equipment Sets for Organizations

755.220
Time Period for Possession

755.225
Shared Residence

755.230
Change of Address

SUBPART D:  POSSESSION AND MAINTENANCE

Section

755.300
Equipment Ownership and Liability

755.305
Recipient Responsibility

755.310
Responsibility for Maintenance

SUBPART E:  OVERSIGHT AND REVIEW

Section

755.400
Staff Liaison

755.405
Advisory Council

755.410
Advisory Council Rights

755.415
Biannual Workshop

SUBPART F:  LINE CHARGE ADJUSTMENT MECHANISM

Section

755.500
Annual Filings

755.505
Local Exchange and Inter-Exchange Carrier Reports and Remittances



to ITAC

755.510
Determination and Adjustment of the Line Charge

755.515
Notice and Filing Requirements

755.520
Interim Line Charge Adjustments

755.525
Waiver of Requirements of Section 755.500

EXHIBIT A
Calculation of Monthly Line Charge (Schedule A-1)

EXHIBIT B
Comparison of Present and Proposed Line Charges (Schedule A-2)

EXHIBIT C
Projection Period Statement of Revenues and Expenses at Present Line



Charge, As Adjusted (Schedule A-3)

EXHIBIT D
Prior Calendar Year Actual Revenues Over/(Under) Expenses



(Schedule A-4)

EXHIBIT E
Schedule of Adjustment to Projected Cash Balance (Schedule A-5)

EXHIBIT F
Supporting Schedule of Planned Capital Expenditures During Projection



Period (Schedule A-6)

EXHIBIT G
Schedule of Projected Increase to Cash Under Proposed Line Charge



Before Cash Adjustment (Schedule A-7)

EXHIBIT H
Call Volumes and Subscriber Lines (Schedule A-8)

EXHIBIT I
Depreciation Schedule (Schedule A-9)

EXHIBIT J
Projected Payroll Expenses, As Adjusted (Other than TRS Payroll



Expenses) (Schedule A-10)

EXHIBIT K
Projected Line Charge Filing Expenses (Schedule A-11)

EXHIBIT L
Comparative Actual and Projected Balance Sheets, At Proposed Line



Charge, As Adjusted (Schedule A-12)

EXHIBIT M
Comparative Actual and Projected Statements of Revenues and



Expenses at Proposed Line Charge, As 
Adjusted (Schedule A-13)

EXHIBIT N
Local Exchange Carrier Monthly Report to ITAC

AUTHORITY:  Implementing Section 13-703 and authorized by Section 10-101 of the Public Utilities Act [220 ILCS 5/13-703 and 10-101].

SOURCE:  Adopted at 12 Ill. Reg. 3687, effective February 1, 1988; amended at 14 Ill. Reg. 3042, effective February 15, 1990; emer-gency amendments at 14 Ill. Reg. 19375, effective November 25, 1990, for a maximum of 150 days; amended at 15 Ill. Reg. 5624, effective April 15, 1991; amended at 17 Ill. Reg. 5594, effective  March 31, 1993; amended at 19 Ill. Reg. 17105, effective January 1, 1996; expedited correction at 20 Ill. Reg. 11490, effective January 1, 1996.

SUBPART A:  GENERAL PROVISIONS

Section 755.10  Definitions



“Act” means the Public Utilities Act [220 ILCS 5].



“Centers for independent living” means organizations serving the needs of those persons with hearing or speech disabilities as described in Sec​tion 12a of the Disabled Persons Rehabilitation Act [20 ILCS 2405/12a].



“Commission” means the Illinois Commerce Commission.



“Deaf-blind” refers to a person who is deaf or hard-of-hearing and who also has a sight-disability and who can regularly and routinely communi​cate by telephone only through the aid of a telebraille device or TT with LVD.



“Deaf or hard-of-hearing” refers to a condition of permanent hearing loss by which regular and routine communicate by telephone communication is possible only through the aid of devices which can send and receive written messages over the telephone network.



“Disability” refers to a condition of being permanently hearing, deaf-blind, speech, or speech-sight disabled.



“Equipment set” means the Text Telephone (“TT”),  telebraille device, or TT with LVD, and all of its components and support equipment (except paper rolls) as described in Sections 755.120, 755.125, and 755.126, provided under Sections 755.205 and 755.210 of this Part.



“Hearing disability” refers to condition of being permanently deaf or hard-of-hearing.



“Illinois Telecommunications Access Corporation,” or “ITAC,” means the not-for-profit corporation jointly established by Illinois local exchange car​riers pursuant to Section 755.105 to administer programs mandated by Section 13-703 of the Act.



“ITAP” or “Program” means the Illinois Telecommunications Access Program, by which Illinois local exchange carriers shall provide the tele​communications devices capable of servicing the needs of subscribers with disabilities as required by Section 13-703 of the Act.



“LEC” or “local exchange carrier” means a telecommunications carrier providing local exchange telecommunications service as defined in Sec​tion 13-204 of the Act. For purposes of this Part, “LEC” or “local exchange carrier” also includes telecommunications carriers that are mutual con​cerns as defined in Section 13-202(b) of the Act.



“Line charge” means the charge authorized by Section 13-703(c) of the Act.



“LVD” or “Large visual display” is a device that, when connected to a TT, displays the text in a large moving lighted print.



“Organizations” means centers for independent living and those Illinois-based not-for-profit organizations not owned or operated by any political subdivision, public institution of higher learning, state agency, or munici​pal corporation of this State whose primary purpose is serving the needs of those persons with disabilities.



“Projection period” means, for each annual filing required by Subpart F, a 12-month period beginning January 1 of the year in which the filing is made.



“Recipient” is a user or a parent or legal guardian of a minor user in whose name an equipment set is granted, as provided in Section 755.205(b).



“Sight disability” refers to condition of permanent loss of sight by which regular and routine telephone communication is possible only through the aid of a telebraille device or TT with LVD.



“Social service agencies” means the Illinois Department of Rehabilitation Services, Department on Aging, Department of Public Aid, Department of Public Health, Department of Children and Family Services, the State Board of Education, and the University of Illinois Division of Specialized Care for Children.



“Speech-disability” refers to a condition of permanent speech disability that precludes oral communication by which regular and routine telephone communication is possible only through the aid of devices which can send and receive written messages over the telephone network.



“Speech-sight disability” refers to a condition of  permanent speech and sight disability that precludes oral communication, and by which regular and routine telephone communication is possible only through the aid of a telebraille device or TT with LVD.



“Staff” means individuals employed by the Illinois Commerce Commission.



“Subscriber lines” means access lines, as defined in 83 Ill. Adm. Code 730.105, of LECs as defined in this Part, but shall not include Feature Groups A, B, C and D access lines, 800 lines or access lines used for official communications of telecommunications carriers providing local exchange service.  In calculating subscriber lines, each centrex line shall be equivalent to one-tenth of a residence or business access line.



“Telebraille device” is a TT which employs braille language symbols.



“Telecommunications relay service (TRS)” or “Relay service call volumes” means all Illinois intrastate calls placed through the Illinois Relay Center, whether or not completed.



“TT” means text telephone, a device which employs graphic communi​cation in the transmission of coded signals through a wire or radio com​munications system.



“User” means an Illinois resident with a disability whose eligibility has been established as provided in this Part for whose use an equipment set is provided, as set forth in Section 755.205.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.15  Dispute Procedures


a)
If there is a problem with an equipment set:



1)
the Regional Center that distributed the equipment set should be contacted;



2)
if the problem cannot be resolved at the Regional Center, then the ITAC office should be contacted; and



3)
if the ITAC office cannot satisfactorily resolve the problem, they shall inform the user of the address and telephone number of the Commission and the information contained in Section 755.410(b).


b)
After receiving the complaint, the Commission will begin an informal investigation in an effort to settle the dispute.


c)
Disputes arising under this Part shall also be governed by 83 Ill. Adm. Code 735.200.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.20  Notice (Repealed)

(Source:  Repealed at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.25  Deviations (Repealed)

(Source:  Repealed at 19 Ill. Reg. 17105, effective January 1, 1996)

SUBPART B:  LEC OBLIGATIONS

Section 755.100  Components of ITAP Services

The LEC's shall:


a)
Provide equipment sets to recipients, as prescribed by this Part;


b)
Provide maintenance or exchange services for equipment sets at regional centers; and


c)
Provide training in the use of the equipment sets at regional centers to recipients who desire training and provide sign language capable per​sonnel at regional centers.

Section 755.105  Execution and Administration of ITAP


a)
The charge per month per subscriber line, allowed by Section 13-703(c) of the Act and ordered by the Commission, shall be collected by the LECs from their customers.  The charge applies to all subscriber lines.


b)
The LECs shall be reimbursed for all start up and ongoing expenses associated with the administration of the customer charge per line per month and the establishment, execution and administration of ITAP. Such costs shall include but not be limited to those expenses involving



1)
Customer notification;



2)
Customer billing;



3)
Accounting and tax administration;



4)
Auditing and reporting;



5)
Taxes;



6)
Franchise fees;



7)
Uncollectables; and



8)
LEC staff assignments.


c)
The LECs may make voluntary or contractual agreements with busi​nesses, agencies of local, state, or Federal government, organizations, and other third parties for provision or distribution of equipment, main​tenance, warehousing, training, administration, or miscellaneous supports services as required to fulfill the goals of this program in a manner con​sistent with the intent and provisions of the Act and this Part.


d)
The LECs shall administer the ITAP so as to take full   advantage of any economies of scale that may exist by centralizing the provision of ITAP services listed in Section 755.100.  However, the LECs shall provide suf​ficient regional centers to insure a reasonable access to ITAP by persons with disabilities.


e)
The LECs may determine and propose to the Commission for approval, subject to the requirements of Section 7-101 and 7-102 of the Act [220 ILCS 5/7-101 and 7-102], a plan for joint execution and administration of ITAP.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.110  Publicity Concerning ITAP


a)
LECs shall publicize ITAP.  Publicity shall include, but not be limited to:



1)
Bill inserts and notices published in the directories;



2)
Written notification to conventional media such as daily, weekly, and monthly newspapers or magazines and the news departments of television and radio stations;



3)
Written notification to organizations and to newsletters serving persons with disabilities.  Organizations and newsletters wishing to receive such notification must contact the LECs and place them​selves on an ITAP information service list; and



4)
Written notification to designated offices of State of Illinois social service agencies.  The LECs shall obtain a list of designated offices from each of the social service agencies listed in this Part.


b)
Information to be provided shall include at a minimum the services offered, descriptions of the intended recipients of these services, and the terms under which these services are available.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.115  Application Procedure and Processing


a)
Application packets shall be made available to the public by mail, at all regional maintenance/training centers, and at designated offices of State of Illinois social service agencies, as identified in Section 755.110(a)(4).  The application packets shall contain:



1)
A brochure which contains:




A)
A description of the obligations of the LEC to the recipient;




B)
A description of the rights and obligations of the recipient under ITAP;




C)
A description of the application process for service under this Part;




D)
A description of the Advisory Council and its role as liaison to persons with disabilities; and




E)
The office telephone number of the Staff Liaison.



2)
An eligibility form to be filled out according to the provisions of Section 755.200 of this Part, certifying the applicant as a person with a disability.  Printed on the eligibility form shall be an expla​nation of its purpose, the definitions of disability contained in Sec​tion 755.10 of this Part, and the certification requirements of Sec​tion 755.200.



3)
A form for the recipient to sign indicating that the recipient under​stands and agrees with the rights and obligations created for the recipient under this Part, and that the recipient desires service under this Part.



4)
A standard application form requiring:




A)
The address and telephone number of the recipient's resi​dence; and




B)
The full name and age of the recipient and the name of the person to whom telephone service is billed.



5)
A form for the recipient to sign indicating that if the recipient is acting for a minor user, the equipment set received under this pro​gram will be transferred to the user on the user's eighteenth birth​day.


b)
LECs will provide assistance in completing application forms to those who desire assistance at regional maintenance/training centers.


c)
Applicants shall complete (or have completed) all forms, attach all neces​sary documentation, and mail the completed application packet as directed by the LEC.


d)
Upon receipt of completed application packets, the LEC shall acknowl​edge by postcard (stamped and addressed by applicant) and process all applications.  In no event shall the LEC take more than 21 calendar days to verify an applicant's eligibility.  If the LEC determines that it cannot make a decision within 21 days because the application is incomplete or contains inaccurate information, it must immediately notify the applicant upon making this determination and solicit clarification and additional information from the applicant in order to determine the applicant's eligi​bility.  The LEC shall file a quarterly report with the Commission detailing applications that required more than 21 days to process.


e)
Processing of applications by LECs shall consist of a review for com​pleteness and the assignment of priority status for distribution in the order of receipt of the completed applications.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.120  Equipment Set Specifications - TT

TT equipment sets shall include the following equipment and features:


a)
Keyboard send;


b)
Large size, 20 character minimum LED display;


c)
Baudot 5 level code and ASCII code capability;


d)
Built-in modem and acoustical coupler;


e)
Portability;


f)
Carrying case;


g)
Alternate A.C. power and self-contained, user-replaceable, rechargeable battery pack (initial battery pack provided with equipment and subsequent replacement to be provided at his/her expense);


h)
One remote signalling device which will turn on a lamp or some other appliance to signal a person with a hearing disability of incoming calls.  The signalling device should be capable of activating other remote sig​nals which the recipient may add at his/her option and expense;


i)
Built-in printer and an initial roll of printer paper (subsequent rolls to be supplied by the recipient at his/her expense);


j)
High level of reliability and durability.  TT and remote signalling device must come with at least a one-year full warranty;


k)
A visible serial number permanently affixed to the chassis;


l)
All equipment provided under this program shall meet all applicable requirements for registration with the Federal Communications Com​mission under 47 CFR 68 as of October 1, 1994.  No later amendment or edition is incorporated; and


m)
A voice announcer.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.125  Equipment Set Specifications - Telebraille

Telebraille equipment sets shall include the following equipment and features:


a)
Braille keyboard;


b)
20 character Braille display;


c)
Baudot 5 level code and ASCII code capability;


d)
Built-in modem and acoustical coupler;


e)
Portability;


f)
Carrying case;


g)
Alternate A.C. power and self-contained, user-replaceable, rechargeable battery pack (initial battery pack to be provided with equipment and sub​sequent replacement to be provided by the recipient at his/her expense);


h)
One remote signalling device which the person with a hearing and sight disability wears or carries on his/her person and which vibrates when the phone is ringing;


i)
High level of reliability and durability.  Telebraille and remote signalling devices shall come with at least a one-year full warranty;


j)
A visible serial number permanently affixed to the chassis;


k)
All equipment provided under this program shall meet all applicable requirements for registration with the Federal Communications Commis​sion under 47 CFR 68 as of October 1, 1994.  No further amendment or edition is incorporated; and


l)
A voice announcer.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.126  Equipment Set Specifications - Text Telephone with LVD

A text telephone with LVD shall meet the specifications for TT as prescribed in Section 755.120 and the following:


a)
Large display showing characters in bold type;


b)
An option of lens colors for display;


c)
High level of reliability and durability.  LVD shall come with at least a one-year full warranty; and


d)
A visible serial number permanently affixed to the LVD chassis.

(Source:  Added at 19 Ill. Reg. 17105, effective January 1, 1996 )

Section 755.130  Bids


a)
Prior to entering into agreements contemplated by Section 755.135(b), the LECs shall solicit and accept bids from various providers.


b)
Bids will be evaluated and awarded based upon the bidder's ability, as demonstrated in the bid proposal, to advance the goals and objectives of ITAP, consistent with the criteria listed below:



1)
Corporate and fiscal integrity, history, and ability of the bidder to deliver equipment or services up for bid;



2)
Equipment up for bid must meet the minimum specifications in Section 755.120, 755.125, or 755.126; and



3)
Maintenance and training services up for bid must be deliverable as prescribed in Sections 755.100 and 755.310.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)
Section 755.135  ITAP Filing Requirements


a)
The LECs shall file with the Commission for approval pursuant to the pro​visions of the Act and this Part, the following tariff items:



1)
A tariff for providing equipment sets with a detailed description of the equipment the LEC intends to provide pursuant to ITAP, including:




A)
the manufacturer(s) of the equipment,




B)
the model number(s) of the equipment,




C)
the model name(s) of the equipment, and




D)
a description of the operating functions of the equipment;



2)
A tariff sheet which describes the application packet the LEC intends to provide in compliance with Section 755.115(a).  The tariff sheet shall be accompanied by a facsimile of the actual appli​cation packets to be provided.


b)
With reference to the provision of ITAP services, the LECs shall file for approval by the Commission all personal services contracts in excess of $30,000 and all other contracts in excess of $100,000.


c)
The LECs shall file with the Commission copies of the following:



1)
Detailed descriptions of bid solicitation and evaluation procedures and criteria, updated as changes occur;



2)
Detailed descriptions of procedures for delivering ITAP services, updated as changes occur; and



3)
An annual report (to be filed no later than March 31 of each year) which shall contain the following information:




A)
Updates on administration procedures for ITAP,




B)
Description of program activities of the past year, including at a minimum the number of applications received, the num​ber of TT's distributed, the number and location of regional centers, the number of training sessions offered, the number and type of maintenance/repair/exchange incidents, and lists and descriptions of supply contracts entered into for the provision of ITAP services, and




C)
Description and brief evaluation of program effectiveness including at a minimum the following information:





i)
the number and type of complaint incidents,





ii)
the average period of time needed to process a typi​cal application,





iii)
the average period of time between the processing of an application and the receipt of the TT, and





iv)
a list of issues or problem areas identified by the Advisory Council and any action taken by the LECs in response.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.145  Renewal of Agreements


a)
All agreements, contractual or otherwise, entered into by the LECs for the provision of ITAP services shall be closed-ended and of limited duration.


b)
Prior to expiration of each agreement, the LECs shall review and evaluate the agreement and determine appropriate criteria for any successor agreement, consistent with the provisions of this Part.


c)
Before entering into agreements for the purchase of equipment sets sub​ject to Section 755.135(b), the LECs will solicit bids and award contracts, if supply is depleted or near depletion, according to the provisions of Sec​tion 755.130 of this Part.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

SUBPART C:  ELIGIBILITY AND PARTICIPATION

Section 755.200  Disability Certification


a)
An applicant with a hearing disability seeking eligibility for a TT equip​ment set shall have completed by a licensed physician, licensed audi​ologist, a designated counselor with the Illinois Department of Rehabili​tation Services (DORS), or a speech and hearing consultant with the Uni​versity of Illinois Division of Specialized Care for Children a standard form (provided by the LECs) certifying that the applicant is deaf or hard-of-hearing as those terms are defined in this Part.


b)
An applicant who is deaf-blind seeking eligibility for a telebraille equip​ment set or a TT with LVD shall have completed by a licensed physician, licensed audiologist, designated counselor with the Illinois Department of Rehabilitation Services (DORS), or a speech and hearing consultant with the University of Illinois Division of Specialized Care for Children a stan​dard form (provided by the LECs), certifying the applicant as deaf-blind as that condition is defined in this Part.  In instances in which deaf-blindness is certified by an audiologist, the audiologist shall make such certification only upon review of medical records which confirm the applicant's sight disability.


c)
An applicant who has a speech disability seeking eligibility for a TT equipment set shall have completed by a licensed physician, speech-language pathologist, or speech and hearing consultant with the Uni​versity of Illinois Division of Specialized Care for Children, a standard form (provided by the LEC's) certifying the applicant has a speech dis​ability as that condition is defined in this Part.


d)
An applicant who has a speech-sight disability seeking eligibility for a telebraille equipment set or a TT with LVD shall have completed by a licensed physician, speech-language pathologist, a speech and hearing consultant with the University of Illinois Division of Specialized Care for Children, or a designated counselor with DORS a standard form (provided by the LECs) certifying the applicant as a person with a speech-sight dis​ability as that condition is defined in this Part. In instances in which the applicant has a speech-sight disability and the speech disability is certi​fied by a speech-language pathologist, the speech-language pathologist shall make such certification only upon review of medical records which confirm the applicant's sight disability.  In instances in which the appli​cant's speech disability and the sight disability is certified by a designated counselor with DORS, the DORS counselor shall make such certification only upon review of medical records which confirm the applicant's speech disability.


e)
The LECs shall obtain from the Director of DORS a list of designated DORS counselors who have expertise in working with persons with hear​ing and sight disabilities and who are authorized to certify individuals for ITAP.  The LECs shall obtain from the Director of the University of Illinois Division of Specialized Care for Children a list of the Division's desig​nated hearing and speech consultants authorized to certify individuals for ITAP. The LECs shall obtain updated lists annually.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.205  Eligibility and Application for Equipment Sets for Residents


a)
One equipment set shall be provided per subscriber line in a residence which is the permanent legal residence of a user.  Subject to subsections (f) and (g) below, the maximum number of equipment sets that shall be provided is the lesser of the number of user(s) or the number of sub​scriber lines in the residence.


b)
The equipment set shall be granted in the name of the recipient.  Subject to subsections (f) and (g) below, there is only one recipient per subscriber line.  Recipient status shall be granted to an adult user within the resi​dence.  In the absence of an adult user within the residence, recipient status shall be granted to the parent or legal guardian residing with a minor user in the residence.


c)
The recipient shall assume all responsibilities and liabilities for the equipment set as prescribed by this Part.


d)
The recipient shall be required to sign and complete all forms and docu​ments provided in the application packet as described in Section 755.115(a).


e)
Along with the completed application, the recipient shall provide copies of drivers' licenses, Illinois State I.D.'s, or some other proof of identification and Illinois residence for the recipient, and identification of the person to whom telephone service is billed.


f)
One telebraille equipment set shall be provided to a recipient in a resi​dence with a single subscriber line even if a TT equipment set or a TT with LVD is also provided for another user or other users in the residence.


g)
One TT equipment set or TT with LVD shall be provided to a recipient in a residence with a single subscriber line even if a telebraille equipment set is also provided for another user or other users in the residence.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.210  Eligibility and Application for Equipment Sets for Organizations


a)
Organizations having more than one office receiving basic telephone service shall designate one office to receive the equipment set.


b)
Recipient status shall be granted to the organization. The president, executive director, or other official of the organization shall sign the appropriate application forms on behalf of the organization.


c)
The organization shall assume all responsibilities and liabilities for the equipment set prescribed for recipients by this Part.


d)
The organization shall file a verified Petition for Eligibility with the Com​mission containing the following:



1)
Address and telephone number of the organization's headquarters and the office to which the equipment set will be assigned;



2)
Statement explaining how the organization meets the definition of “organization” contained in Section 755.10;



3)
Statement of the equipment set applied for and a demonstration that the organization's primary purpose is serving those persons with disabilities who require that kind of equipment set;



4)
Full names, addresses, and telephone numbers of officers who can act for the organization;



5)
Articles of incorporation, by-laws, charter, or any other docu​menting evidence supporting the statement required by subsection (d)(2);



6)
Most recent annual report (if applicable).


e)
The organization's eligibility will be determined by the Commission upon the filing of a complete verified Petition.  A determination of eligibility shall be based on a finding by the Commission that the organization meets the definition of “organization” contained in Section 755.10 and that its pri​mary purpose is to serve the needs of those persons with disabilities who require the equipment set for which the organization has applied.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.220  Time Period for Possession

Contingent upon the recipient's compliance with provisions of this Part, all equipment sets will be provided until the user's legal residence ceases to have telephone service for more than 45 days.  At such time the equipment set must be returned to the LEC.  If telephone service is reestablished after the equipment set has been returned to the LEC, eligibility must be reapplied for as though no prior service had been provided.  An applicant who re-applies after having returned an equipment set may submit an eligi​bility form certifying the disability, as described in Section 755.115 (a)(2), dated up to one year prior to the date of notice of loss of eligibility.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section  755.225  Shared Residences

In the event that two or more recipients share a common permanent legal residence, equipment in excess of that permitted under Section 755.205 shall be returned to the LEC.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.230  Change of Address

If the recipient changes his/her permanent legal address within the State of Illinois, he/she must notify the LEC of the change of address.

SUBPART D:  POSSESSION AND MAINTENANCE

Section 755.300  Equipment Ownership and Liability


a)
All equipment sets distributed under this Part shall remain the property of the LEC's.  Each recipient shall sign a form indicating that he/she under​stands and accepts the requirements of this Part regarding ownership and liability.


b)
Equipment sets under this program may not be sold, loaned, or otherwise transferred out of the possession of the original recipient.  Transfers will subject the recipient to liability for the full replacement cost of the equip​ment set.

Section 755.305  Recipient Responsibility


a)
In cases in which the recipient is the sole user within the residence:



1)
in the event the recipient permanently relocates outside of Illinois, the recipient must return the equipment set to the LEC prior to leaving the State;



2)
in the event of the death of the recipient, the executor of the recipi​ent's estate, or other responsible survivor must return the equip​ment set to the LEC.


b)
In cases in which the user resides with a person with a disability and in the event of the user's death or permanent relocation outside of Illinois, the remaining person with the disability or the parent or legal guardian of the remaining person with a disability must give notice to the LEC and make application for the assignment of recipient status to the eligible indi​vidual within the residence.


c)
In cases in which the recipient is not a user, on the occasion of the 18th birthday of a minor user, the recipient shall give notice to the LEC, and recipient status shall be transferred to the user.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.310  Responsibility for Maintenance


a)
Unless otherwise specified by this Section, all ordinary expense of main​tenance and repair of equipment sets is borne by the LEC.  If an equip​ment set is damaged, lost, or destroyed due to negligence of the recipient and not due to ordinary wear and tear, the recipient shall be held respon​sible for the cost of replacing the lost or destroyed equipment set or restoring the damaged equipment set to its original condition, unless the LEC assumes the responsibility for the costs of repair in such instances.


b)
The recipient must immediately notify the LEC if the equipment is lost, stolen, or damaged.  If equipment is stolen, local police must be notified and the police report number forwarded to the LEC within five days of the date the theft was reported.

SUBPART E:  OVERSIGHT AND REVIEW

Section 755.400  Staff Liaison

The Executive Director of the Commission shall appoint one Staff member to act as Staff Liaison to the programs required by Section 13-703 of the Act.  The Staff Liaison shall serve as contact person, advisor and monitor of the ITAP administrators and the Advisory Council.  The Staff Liaison shall implement a procedure for coordinating the dissemination of information by the LECs, the ITAP Advisory Council and the Commis​sion's 9-1-1 Coordinator in order to encourage and assist emergency telephone services Public Safety Answering Points (“PSAP”) to update and/or install TT equip​ment, investigate and implement PSAP-based TT decoder systems, and develop or refine regular TT training and testing procedures for their telecommunicators.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.405  Advisory Council

An Advisory Council composed of seven members who are representatives of persons with disabilities shall function as an organ for the input of individuals with disabilities to ITAP.


a)
For the purpose of selecting representatives to the Advisory Council, the Commission shall divide the state into the following five districts along Market Service Area (“MSA”) boundaries:




District #1 -- MSA 1




District #2 -- MSA's 2, 3, 4, 13, 18




District #3 -- MSA's 5, 6, 7, 17




District #4 -- MSA's 8, 9, 10, 14, 16




District #5 -- MSA's 11, 12, 15, 19


b)
In each district, organizations eligible to receive equipment sets under this Part shall jointly select representatives to the Advisory Council;



1)
Three members shall be selected from the district containing MSA 1,



2)
One member shall be selected from each of the four remaining districts, and



3)
The Advisory Council members shall be elected to staggered terms with an election being held annually.


c)
The seven members of the Advisory Council shall elect a chairperson.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.410  Advisory Council Rights


a)
The ITAP administrators shall serve one copy of all filings, reports or other information pertaining to ITAP provided to the Commission on the chairperson of the Advisory Council.


b)
Upon receipt of complaints concerning this program, the ITAP staff shall inform the recipient that if he/she remains dissatisfied in his/her dispute, the recipient may contact the Advisory Council.  The ITAP staff shall pro​vide the recipient with the name, telephone number and business address of a designated member(s) of the Advisory Council and inform the recipi​ent that the Advisory Council may be able to aid the recipient in his/her dispute.

Section 755.415  Biannual Workshop

The Staff Liaison shall convene, at least two times each year, a meeting of the Advisory Council to:


a)
Provide a review and analysis of the program's development; and


b)
Solicit suggestions and comments from the members of the Advisory Council.

SUBPART F: LINE CHARGE ADJUSTMENT MECHANISM

Section 755.500  Annual Filings


a)
On or before April 1 of each year, ITAC shall file with the Commission a verified petition requesting that the Commission establish the annual line charge, and shall file with the petition the following information, and shall serve the filing as provided in Section 755.515(b) below:



1)
ITAC's audited financial statements as of December 31 of the prior calendar year;



2)
A projected balance sheet, projected statement of revenues and expenses, projected statement of cash flows, and a summary of significant projection assumptions and accounting policies for the projection period;



3)
A pro forma adjustment to annualize December levels of revenues and expenses for the projection period shall be added to the pro​jected revenues and expenses;



4)
A statement from an independent certified public accountant that the projected balance sheet and statements of revenues and expenses and cash flows comply with the guidelines for presen​tation of a projection established in the “Guide for Prospective Financial Information” (copyright 1993) by the American Institute of Certified Public Accountants (1211 Avenue of the Americas, New York NY 10036), and that the underlying assumptions provide a reasonable basis for management's projections.  No later amend​ment or edition of the “Guide for Prospective Financial Information” is included by this incorporation; and



5)
Schedules for the projection period presenting the following infor​mation in the format of Sections 755.Exhibit A through 755.Exhibit M below:




A)
A calculation of the proposed monthly line charge (Exhibit A);




B)
A comparison of present and proposed line charges, as adjusted (Exhibit B);




C)
A statement of revenues and expenses at present line charge, as adjusted (Exhibit C);




D)
A statement of prior calendar year actual revenues over/(under) expenses (Exhibit D);




E)
A schedule of adjustment to projected cash balance (Exhibit E);




F)
A supporting schedule of planned capital expenditures during projection period (Exhibit F);




G)
A schedule of projected increase to cash under proposed line charge before cash adjustment (Exhibit G);




H)
A schedule of projected and historical TRS call volumes and projected and historical subscriber lines (Exhibit H);




I)
A depreciation schedule (Exhibit I);




J)
A schedule of projected payroll expenses (other than TRS payroll expenses), as adjusted (Exhibit J);




K)
A schedule of projected line charge filing expenses (assuming no suspension of filing) (Exhibit K);




L)
Comparative actual and projected balance sheets, at pro​posed line charge, as adjusted (Exhibit L); and




M)
Comparative actual and projected statements of revenues and expenses, at proposed line charge, as adjusted (Exhibit M).


b)
For purposes of projecting subscriber lines for the projection period as required by subsection (a) above, it shall be assumed that subscriber lines will increase or decrease annually, from the number of subscriber lines on December 31 of the prior calendar year reported by ITAC pur​suant to subsection (a)(5)(H) above, at a weighted average growth rate.  Prior to January 1, 1996, this growth rate shall reflect the rates of increase or decrease in subscriber lines for the three most recent years available, as calculated from the annual reports to the Commission by the two largest local exchange telecommunications carriers in Illinois.  Effective January 1, 1996, this growth rate shall reflect the rates of increase or decrease in subscriber lines for the three most recent years, as reported by ITAC, pursuant to subsection (a)(5)(H) above.


c)
Effective January 1, 1996, for purposes of projecting TRS call volumes for the projection period as required by subsection (a) above, forecasts of call volumes shall be based on historical Illinois TRS call volumes.


d)
For purposes of projecting expenses for the projection period as required by subsection (a) above, an annual inflation factor equal to the consensus Gross National Product implicit price deflator for the projection period, as reported in the publication “Blue Chip Economic Indicators” for January of the year in which the filing is made, shall be applied to all costs, excluding depreciation and costs fixed by contract between ITAC and another party.


e)
For purposes of establishing the proposed line charge for the projection period, ITAC shall make calculations so that the following amounts are reflected in the proposed line charge over a 12 month period:



1)
projection period revenues (over)/under expenses at present line charge, as adjusted;



2)
the total difference, if any, between ITAC's actual revenues and ITAC's actual expenses for the prior calendar year; and



3)
any adjustment necessary so that ITAC's cash balance, under the proposed line charge, at the end of the projection period will be no less than one-eighth and no greater than one-fourth of ITAC's pro​jected expenses, as adjusted, for the projection period, excluding depreciation, plus an allowance for planned capital expenditures during the projection period.


f)
ITAC shall make available to the Commission Staff all workpapers, docu​mentation, and calculations supporting its annual filing.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.505  Local Exchange and Inter-Exchange Carrier Reports and Remittances

to ITAC

Each local exchange carrier, as defined in this Part, shall provide a monthly remittance report to ITAC, indicating the number of subscriber lines excluding centrex lines, the number of centrex lines, the applicable line charges, the number of intra-MSA (See Section 13-208 of the Act) TRS billable messages billed, the revenues from each source, adjustments for errors (if any) in prior monthly reports and the total remittance.  All revenue amounts shall be reported net of uncollectible amounts and applicable dis​counts as prescribed by 83 Ill. Adm. Code 756.220(d) and 83 Ill. Adm. Code 756.125(a)(2)(C), respectively, and shall be remitted to ITAC as reported.  This data shall be presented in the format of Section 755.Exhibit N.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.510  Determination and Adjustment of the Line Charge


a)
The Commission may, upon complaint, its own motion, or the petition of ITAC, enter upon a hearing concerning the propriety of the proposed line charge.  If no hearing is held, the Commission shall issue an order deter​mining the line charge level within 45 days after ITAC's annual filing.  If a hearing is conducted, the Commission shall issue an order determining the line charge level within 105 days after ITAC's annual filing.  If the Commission is unable to issue an order within this 105-day period, the Commission shall extend this period for a further period not exceeding six months.


b)
The Commission's order establishing the line charge shall be served on ITAC, the ITAP Advisory Council chairperson, the Staff Liaison, the Director of the Commission's Telecommunications Department, and all local exchange carriers.


c)
If any change in the line charge is ordered, the order shall direct each local exchange carrier to file a tariff within 15 days in compliance with the order and without further notice.

(Source:  Added at 17 Ill. Reg. 5594, effective March 31, 1993)

Section 755.515  Notice and Filing Requirements


a)
ITAC shall, beginning not later than ten days after it files the information required under Section 755.500 or under Section 755.520, cause to be published once each week for two consecutive weeks a notice of its filing in the official state newspaper and in a secular newspaper (that has been regularly published for at least six months prior to the first publication of such notice) in general circulation in the cities of Chicago and Springfield.  Such notice shall be not less than one column in width and three inches in length.


b)
ITAC shall file with the Chief Clerk of the Commission the required reports and schedules pursuant to Section 755.500 and 755.520.  Any documents filed with the Commission pursuant to those Sections shall also be served on the following persons:  Director of the Commission's Telecom​munications Department, the Staff Liaison, and the ITAP Advisory Council chairperson.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.520  Interim Line Charge Adjustments


a)
ITAC may request, by petition, an interim line charge adjustment.  Such petition shall be verified and shall include documentation supporting the need for an interim line charge adjustment and a projected cash flow statement.  If a hearing is conducted, ITAC shall bear the burden of proof regarding the need for an interim line charge adjustment.


b)
The Commission shall issue an order on an expedited basis addressing any requested interim line charge adjustment, either denying, granting in full, or granting in part the requested interim line charge adjustment.  The Commission's order shall be served on the same persons as in Section 755.510(b).  If the Commission determines that an interim line charge adjustment is necessary, the order shall authorize an interim line charge, to remain in effect until subsequent order of the Commission.  If the Commission's order authorizes an interim line charge adjustment, it shall direct all local exchange carriers to file tariffs in compliance with the order.

(Source:  Added at 17 Ill. Reg. 5594, effective March 31, 1993)

Section 755.525  Waiver of Requirements of Section 755.500

The Commission shall grant a waiver of any requirements of Section 755.500 if the verified petition filed under that Section states that:


a)
ITAC is unable to obtain the statement required under Section 755.500(a)(4) if the requirements are adhered to;


b)
the reasons stated by the independent certified public accountant why the statement cannot be provided if the rule is adhered to; and


c)
the alternate projections or underlying assumptions used by ITAC so that the independent certified public accountant is able to provide the state​ment required by Section 755.500(a)(4).

(Source:  Added at 17 Ill. Reg. 5594, effective March 31, 1993)

Section 755.EXHIBIT A  Calculation of Monthly Line Charge (Schedule A-1)

Line



Description





Amount

(A)



      (B)





    (C)

_____________________________________________________________________

 1
Projection Period Revenues (Over)/Under Expenses


At Present Line Charge, As Adjusted (a)



       ____________

 2
Prior Calendar Year Actual Revenues (Over)/Under


Expenses (b)







       ____________

 3
Adjustment To Projected Cash Balance (c)


       ____________

 4
Subtotal







       ____________

 5
End-of-Period Projected Subscriber Lines


       ____________

 6
Annual Revenue Adjustment Per Subscriber Line


(Line 4 Divided by Line 5 - Rounded to 4 Decimal


Places)







        ____________

 7
Increase (Decrease) in Monthly Line Charge for


Projection Period (Line 6 Divided by 12 Months -


Rounded to 4 Decimal Places)




        ____________

 8
Add:  Present Line Charge





        ____________

 9
Subtotal (Line 7 Plus Line 8)




        ____________

10
Proposed Monthly Line Charge


(Line 9 Rounded to Next Higher Cent)



        ____________


(a) Amount from line 17, column E, schedule A-3.



(b) Amount from line 17, column D, schedule A-4.



(c) Amount from line 6 or 11, column D,



     schedule A-5.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT B  Comparison of Present and Proposed Line Charges

(Schedule A-2)


  Projection
     Projection


Period (Year)   Period (Year)
  Percentage


As Adjusted
    As Adjusted
  Difference
   Change


 At Present
    At Proposed
  (Column D-
(Column E/

Line                            Description
Line Charge
    Line Charge
  Column C)
Column C)

(A)                                   (B)
       (C)
          (D)
        (E)

       (F)

__________________________________________________________________________________________

1                Number of Subscriber Lines
___________
___________
___________
___________

                       Excluding Centrex

2                   Number of Centrex Lines
___________   ___________
___________
___________

__________________________________________________________________________________________

 3                  Subscriber Line Charge
___________   ___________
___________
___________

                     Excluding Centrex

 4                 Centrex Line Charge
___________   ___________
___________
___________

 5                 Subtotal
___________   ___________
___________
___________

 6                Investment Income
___________   ___________
___________
___________

 7                TRS 
___________   ___________
___________
___________

 8                Other:
___________   ___________
___________
___________

 9                Total Revenues
___________   ___________
___________
___________

10               Expenses
___________   ___________
___________
___________

11               Revenues Over/(Under) Expenses
___________
 ___________
(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT C  Projection Period Statement of Revenues and Expenses at Present Line Charge, As Adjusted (Schedule A-3)







Projection
 Adjustment







  Period

to Annualize







  Ending
  December

Line

Description


12/31/  

      Levels

Total

 (A)

      (B)



   (C)

       (D)


  (E)

____________________________________________________________________________________

 1
Revenues



___________
___________
      ___________

 2
Subscriber Line Charge


___________
___________
      ___________

 3
Investment Income


___________
___________
      ___________

 4
TRS




___________
___________
      ___________

 5
Other Income:



___________
___________
      ___________

 6
TOTAL REVENUES


___________
___________
     ___________
 7
Expenses:

 8
TRS




___________
___________
     ___________

 9
Administration



___________
___________
     ___________

10
Equipment Distribution and


Maintenance 



___________
___________
     ___________

11
Legal




___________
___________
     ___________

12
Accounting and Consulting

___________
___________
     ___________

13
Depreciation



___________
___________
     ___________

14
(Gain)/Loss on Property and


Equipment Retirements


___________
___________
     ___________

15
Other Expenses:


___________
___________
     ___________

16 
TOTAL EXPENSES


___________
___________
     ___________
17
Revenues Over(Under)


Expenses



___________
___________
     ___________
(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT D  Prior Calendar Year Actual Revenues Over/(Under) Expenses

(Schedule A-4)








Year Ended

Line


Description


   12/31/


Amount

(A)


      (B)


    
     (C)



   (D)

_____________________________________________________________________

 1
Revenues:

 2

Subscriber Line Charge

____________

 3

Investment Income


____________

 4

TRS




____________

 5

Other Income:



____________

 6


TOTAL REVENUES




__________

 7
Expenses:

 8

TRS




____________

 9

Administration



____________

10

Equipment Distribution



& Maintenance


____________

11

Legal




____________

12

Accounting and Consulting

____________

13

Depreciation



____________

14

(Gain)/Loss on Property and



Equipment Retirements

____________

15

Other Expenses:


____________

16


TOTAL EXPENSES





__________

17
Revenues Over/(Under) Expenses





__________
(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT E  Schedule of Adjustment to Projected Cash Balance

(Schedule A-5)

Line


Description



   Amount

  Amount

 (A)


      (B)




      (C)


     (D)

____________________________________________________________________________________

 1
Projected Cash Balance at Proposed Line Charge


Before Cash Adjustment (a)



__________

 2
One-Eighth of Projected Expenses, As Adjusted


(Excluding Depreciation)




__________

 3
Planned Capital Expenditures During Projection


Period (Attach Supporting Schedule)


__________

 4
Line 2 plus Line 3





__________
 5
If Line 4 is greater than Line 1, enter amount from


Line 4 here.  If Line 4 is less than Line 1,


go to Line 7.








__________

 6
Adjustment to Cash Balance (Line 5 minus Line 1)












__________

*IF THERE IS AN ENTRY ON LINE 5, STOP HERE


AND ENTER AMOUNT FROM LINE 6 ON LINE 3 OF


SCHEDULE A-1

 7
One-Fourth of ProjectedExpenses, As Adjusted


(Excluding Depreciation)



__________

 8
Amount from Line 3



__________








__________
 9
Line 7 plus Line 8




__________
10
If Line 9 is less than Line 1, enter amount from Line 9


here.  If Line 9 is greater than Line 1, there is no


adjustment to Cash Balance.






__________

11
Adjustment to Cash Balance (Line 10 minus Line 1)












__________

*IF THERE IS AN ENTRY ON LINE 10, ENTER AMOUNT


FROM LINE 11 ON LINE 3 OF SCHEDULE A-1.



(a) Amount from Line 7, Column D, Schedule A-7.

(Source:  Amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT F  Supporting Schedule of Planned Capital Expenditures During

Projection Period (Schedule A-6)

Line

     Description



   Amount


Amount

(A)


(B)



      (C)



   (D)

____________________________________________________________________________________

 1.
Amount of Property and Equipment


Purchased in prior calendar years to


be paid in projection period:

 2.
TT Equipment




__________

 3.
Telebraille Equipment



__________

 4.
LVD Equipment




__________

 5.
Computer Equipment and Software


__________

 6.
Furniture and Fixtures



__________

 7.
Buildings




__________

 8.

Subtotal







__________

 9.
Add:  Amount of Projected Property and


Equipment purchases:

10.
TT Equipment




__________

11.
Telebraille Equipment



__________

12.
LVD Equipment




__________

13.
Computer Equipment and Software


__________

14.
Furniture and Fixtures



__________

15.
Buildings




__________

16.

Subtotal (a)







__________

17.
Less:  Amount of Projected Property


and Equipment Purchases to be Paid


in years following projection period:

18.
TT Equipment




__________

19.
Telebraille Equipment



__________

20.
LVD Equipment




__________

21.
Computer Equipment and Software


__________

22.
Furniture and Fixtures



__________

23.
Buildings




__________

24.

Subtotal







__________

25.
Total Planned Capital Expenditures


During Projection Period






__________



(a) Amount from Line 9, Column D, Schedule A-9

(Source:  Added at 19 Ill. Reg. 17105, effective  January 1, 1996)

Section 755.EXHIBIT G  Schedule of Projected Increase to Cash Under Proposed Line

Charge Before Cash Adjustment (Schedule A-7)

Line

   Description




Amount


Amount

(A)

         (B)





   (C)


   (D)

____________________________________________________________________________________

 1
Projected Cash Balance at Present Rates, as adjusted



________

 2
Projected increase to Cash Balance at proposed line


charge before cash adjustment calculation

 3

Projection Period Revenues (Over)/Under



Expenses at Present Line Charge, as



adjusted (a)




________

 4

Prior period actual revenues (Over)/Under



Expenses (b)




________

 5

Subtotal (Line 3 plus Line 4)


________

 6
Projected increase/(decrease) to cash under


proposed line charge before cash adjustment


(One-Half of Line 5)







________

 7
Projected Cash Balance at proposed line charge


before cash adjustment (Line 1 plus Line 6)





________


(a) Amount from Line 17, Column E, Schedule A-3.



(b) Amount from Line 17, Column D, Schedule A-4.

(Source:  Relettered from Exhibit F and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT H  Call Volumes and Subscriber Lines (Schedule A-8)





      TRS Call Volume     


      Subscriber Lines____




Actual

    Diff.


Actual

       Diff.





 Prior
   Proj.    Col D -


 Prior
    Proj.       Col G -

Line
Month


Cal Yr
 Period   Col C


Cal Yr
  Period      Col F

(A)
  (B)


  (C)
   (D)
    (E)


   (F)
     (G)
        (H)

____________________________________________________________________________________

 1
 Jan


______  ______  ______

______

 2
 Feb


______  ______  ______

______

 3
 Mar


______  ______  ______

______

 4
 Apr


______  ______  ______

______

 5
 May


______  ______  ______

______

 6 
 June


______  ______  ______

______

 7
 July


______  ______  ______

______

 8
 Aug


______  ______  ______

______

 9
 Sept


______  ______  ______

______

10
 Oct


______  ______  ______

______

11
 Nov


______  ______  ______

______

12
  Dec


______  ______  ______

______  ______  ______

13
Total






______  ______  ______
(Source:  Relettered from Exhibit G and amended at 19 Ill. Reg. 17105, effective  January 1, 1996)

Section 755.EXHIBIT I  Depreciation Schedule (Schedule A-9)




Actual




 Prior




        Proj




Cal Yr



  Proj
      Period




12/31/

   Proj 

Period  
      12/31/  


Proj




Prop and
  Period

(Year)
    Prop and

           Period




Equipment
 (Year)

Retire- 
   Equipment
Average
        Depreciation

Line
Description
  At Cost

Additions
ments
     At Cost
Useful Life         Expense

(A)
     (B)

     (C)

    (D)

  (E)
     (F)

    (G)

(H)

____________________________________________________________________________________________

 1
Buildings
________
________
________  ________
________        ________

 2
Computer


Equipment
________
________
________  ________
 ________       ________

 3
Computer


Software

________
________
________  ________
________       ________

 4
Furniture and


Fixtures

________
________
________  ________
________       ________

 5
TT Equipment
________
________
________  ________
________       ________

 6
Telebraille


Equipment
________
________
________  ________
________        _______

 7
Large Visual


Display Equip.
________
________
________  ________
________       ________

 8
Other:

________
________
________  ________
________       ________

 9
Total

________
________
________  

________       ________
________
10
Reconciliation of Accumulated Depreciation

11





     Accumulated

12





     Depreciation

13



  12/31/

       Associated

   (Year)

    12/31/  

14



Accumulated
           With

Depreciation
Accumulated

15



Depreciation
     Retirements

  Expense
Depreciation

16



__________
_____________

__________
___________
(Source:  Relettered from Exhibit H and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT J  Projected Payroll Expenses, As Adjusted (Other than DPRS

Payroll Expenses) (Schedule A-10)









Year Ending

Line


Description



   12/31


  Amount

(A)


    (B)




     (C)


      (D)

___________________________________________________________________________________________

 1


Executive Wages



____________

 2


Other Management Wages

____________

 3


Non-Management Wages


____________

 4


Sub-Total






____________

 5


Executive Benefits


____________

 6


Other Management Benefits

____________

 7


Non-Management Benefits


____________

 8


Subtotal







____________

 9


Total Payroll Expenses





____________

(Source:  Relettered from Exhibit I and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT K  Projected Line Charge Filing Expenses (Schedule A-11)










Year Ending

Line


Description




   12/31

(A)


   (B)





       (C)

_______________________________________________________________________________

 1


Legal





___________

 2


Accounting




___________

 3


Other:





___________

 4


Other:





___________

 5


Total





___________
(Source:  Relettered from Exhibit J and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT L  Comparative Actual and Projected Balance Sheets, At Proposed Line Charge, As Adjusted (Schedule A-12)









Actual Prior









Calendar Year

Projected

Line


Description



   12/31/ 


 12/31/

 (A)


     (B)




      (C)


    (D)

_________________________________________________________________________________________

 1
ASSETS

 2
Current Assets:

 3

Cash, and Cash Equivalents and



    Other Cash Investments



__________

__________

 4

Accounts Receivable



__________

__________

 5

Interest Receivable



__________

__________

 6

Prepaid Distribution Expense


__________

__________

 7

Other:





__________

__________

 8

Total Current Assets



__________

__________

 9
Property and Equipment:

10

Computer Equipment and Software


__________

__________

11

Furniture and Fixtures



__________

__________

12

TT Equipment




__________

__________

13

Telebraille Equipment



__________

__________

14

Large Visual Display Equipment


__________

__________

15

Less:  Accumulated Depreciation


__________

__________

16

Property and Equipment, Net


__________

__________

17

Other:





__________

__________

18

Total Assets




__________

__________

19
LIABILITIES AND FUND BALANCE

20
Current Liabilities:

21
Accounts Payable

22

TRS





__________

__________

23

Other:





__________

__________

24

Total Current Liabilities



__________

__________

25
Fund Balance:

26

Beginning Balance



__________

__________

27

Revenues Over/(Under) Expenses


__________

__________

28

Ending Balance




__________

__________

29

Total Liabilities and Fund



Balance





__________

__________
(Source:  Relettered from Exhibit K and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT M  Comparative Actual and Projected Statements of Revenues and Expenses at Proposed Line Charge, As Adjusted (Schedule A-13)









Actual Prior









Calendar Year

Projected

Line


Description



    12/31/


 12/31/

 (A)


      (B)




      (C)


    (D)

_________________________________________________________________________________________

 1
Revenues:

 2

Subscriber Line Charge



__________

__________

 3

Investment Income



__________

__________

 4

TRS

 



__________

__________

 5

Other:





__________

__________

 6


Total Revenues



__________

__________
 7
Expenses:

 8

TRS

 



__________

__________

 9

Administration




__________

__________

10

Equipment Distribution and Maintenance

__________

__________

11

Legal





__________

__________

12

Accounting and Consulting



__________

__________

13

Depreciation




__________

__________

14

(Gain)/Loss on Property and Equipment



Retirements




__________

__________
15

Other Expenses:




__________

__________

16


Total Expenses



__________

__________
17

Revenues Over/(Under) Expenses


__________

__________
(Source:  Relettered from Exhibit L and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT N  Local Exchange Carrier Monthly Report to ITAC

Local Exchange Carrier Name: ________________________________________________

Remittance for (Month/Year): ________________________________________________

Line

Description



Number

Rate

Revenues (b)

 (A)

    (B)




   (C)

 (D)

        (E)

___________________________________________________________________________________________

 1

Subscriber Lines (a)


______

______

____________

 2

Centrex Lines



______

______

____________

 3

Intra-MSA TRS billable



messages billed



______

______

 4

Prior Period Adjustment (Attach



Explanation)







____________

 5

Total Remittance







____________




(a)
“Subscriber lines” means access lines, as defined in 83 Ill. Adm. Code 730.105, of local exchange carriers as defined in 83 Ill. Adm. Code 755.10 (including telecommunications carriers that are mutual concerns as defined in Section 13-202(b) of the Act), but shall not include Feature Groups A, B, C and D access lines, 800 lines or access lines used for official communica-tions of telecommunications carriers providing local exchange service.  Also, for purposes of this report, “subscriber lines” does not include Centrex lines.




(b)
All revenue amounts shall be reported net of uncollectible amounts and applicable discounts as prescribed by Sections 756.220(d) and 756.125(a)(2)(C), respectively.

Date Prepared: ________________________

Originator: ___________________________


Phone: _______________

(Source:  Relettered from Exhibit M and amended at 19 Ill. Reg. 17105, effective January 1, 1996)

Section 755.EXHIBIT N  Inter-Exchange Carrier Monthly Remittance Report to ITAC (Repealed)

(Source:  Exhibit N repealed and Exhibit M amended and relettered to Exhibit N at 19 Ill. Reg. 17105, effective January 1, 1996; expedited correction at 20 Ill. Reg. 11490, effective January 1, 1996)

Exhibit C

Exhibit C – TRS Rule, Part 756

TITLE 83:  PUBLIC UTILITIES

CHAPTER I:  ILLINOIS COMMERCE COMMISSION

SUBCHAPTER f:  TELEPHONE UTILITIES

PART 756

TELECOMMUNICATIONS RELAY SERVICES

SUBPART A:  GENERAL PROVISIONS
Section

756.10
Definitions

756.15
Dispute Procedures

756.20
Notice

756.30
Waiver

SUBPART B:  LEC OBLIGATIONS

Section

756.100
Components of Relay Service

756.105
Relay Service Execution and Administration

756.110
Publicity Concerning Relay Service

756.115
RFP Selection Process

756.116
Commission Approval of Proposal

756.120
System Provider Interactions

756.125
Filing Requirements

SUBPART C:  RELAY SERVICE PROGRAM STANDARDS AND SPECIFICATIONS

Section

756.200
Relay Service General Quality Standards

756.205
Relay Service Operations and Specifications

756.210
Communications Assistant Standards

756.215
System Provider Reporting Requirements

756.220
Relay Service Billing and Collection Procedures

756.225
Relay Service Revenues

SUBPART D:  OVERSIGHT AND REVIEW

Section

756.300
Staff Liaison

756.305
Advisory Council Rights

756.310
Biannual Workshop

AUTHORITY:  Implementing Section 13-703 and authorized by Section 10-101 of the Public Utilities Act (Ill. Rev. Stat. 1991, ch. 111 2/3, pars. 13-703 and 10-101)[220 ILCS 5/13-703 and 10-101].

SOURCE:  Adopted at 12 Ill. Reg. 17321, effective October 15, 1988; amended at 15 Ill. Reg. 5618, effective April 15, 1991; emergency amendment at 16 Ill. Reg. 14470, effective September 3, 1992, for a maximum of 150 days; amended at 17 Ill. Reg. 1848, effective February 1, 1993; amended at 17 Ill. Reg. 12294, effective July 15, 1993.

SUBPART A:  GENERAL PROVISIONS

Section 756.10  Definitions



“Act” means the Public Utilities Act (Ill. Rev. Stat. 1991, ch. 111 2/3, pars. 1-101 et seq.)[220 ILCS 5].



“Advisory Council” means the advisory council established by 83 Ill. Adm. Code 755.405.



“American Sign Language” or “ASL” means a visual language based on hand shape, position, movement, and orientation of the hands in relation to each other and the body.



“ASCII” means the American Standard Code for Information Inter​exchange which employs an eight bit code and can operate at any stan​dard transmission baud rate including 300, 1200, 2400 and higher.



“Baudot” means a seven bit code, only five of which are information bits.  Baudot is used by some text telephones to communicate with each other at a 45.5 baud rate.



“Communication Assistant” or “CA” means a person who transliterates conversations from text to voice and from voice to text between two end users of relay services.



“Commission” means the Illinois Commerce Commission.



“Deaf or hard-of-hearing” refers to a person with a permanent hearing loss who can regularly and routinely communicate by telephone only through the aid of devices which can send and receive written messages over the telephone network.



“Deaf-blind” refers to a person who is deaf or hard-of-hearing and who also has a sight disability and who can regularly and routinely communi​cate by telephone only through the aid of a telebraille device.



“Disability” refers to deaf or hard-of-hearing, deaf-blind, speech-disabled or speech-disabled blind.



“Hearing carry over” or “HCO” means a reduced form of TRS where the person with the speech disability is able to listen to the other end user and, in reply, the CA speaks the text as typed by the person with the speech disability.  The CA does not type any conversation.



“Illinois Telecommunications Access Corporation” or “ITAC” means  the not-for-profit corporation jointly established by the Illinois local exchange carriers in order to administer the programs mandated by Section 13-703 of the Act.



“IXC” means interexchange carrier, which is a telecommunications carrier providing interexchange service as defined in Section 13-205 of the Act.



“LEC” means local exchange carrier, which is a telecommunications car​rier providing local service as defined in Section 13-204 of the Act.



“Relay system” means the configuration, provision, and operation of the facilities, equipment and personnel through which the LEC's shall provide relay service.



“Speech-disabled” means a person with a permanent speech disability which precludes oral communication, who can regularly and routinely communicate by telephone only through the aid of devices which can send or receive written messages over the telephone network.



“Speech-disabled blind” means a speech-disabled person who also has a sight disability.



“Staff Liaison” means the Staff Liaison established by 83 Ill. Adm. Code 755.400.



“System provider” means that corporation, organization, coalition, or entity who, under contract to the ITAC, provides the relay system through which the LEC's shall provide relay service.



“TT” means text telephone, a device which employs graphic or braille communication in the transmission of coded signals through a wire or radio communication system.  The term shall include any “telebraille” device, a TT which employs braille language symbols.



“Telecommunications Relay Service” (TRS) or “Relay service” means telephone transmission services that provide the ability for an individual with a disability to engage in communication by wire or radio with a hearing individual in a manner that is functionally equivalent to the ability of an individual who does not have a disability to communicate using voice communication services by wire or radio.



“Transliterate” means to verbally express a message received by TT or to send by TT a verbal message received.



“Voice carry over” or “VCO” means a reduced form of TRS where the per​son with the hearing disability is able to speak directly to the other end user.  The CA types the response back to the person with the hearing disability. The CA does not voice the conversation.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.15  Dispute Procedures


a)
The system provider shall assign to one or more of its personnel the duty of hearing any dispute by a relay service user.  Such personnel shall con​sider the user's allegations and shall explain the user's situation and system provider's assertions in connection therewith.  Such personnel shall be authorized to act on behalf of the system provider in resolving the complaint and shall be available during all hours for this duty.


b)
The system provider shall direct its personnel engaged in personal con​tact with the user seeking dispute resolution under the provisions of this Part to inform the user of his/her right to have the problem considered and acted upon by supervisory personnel of the relay service where any dis​pute cannot be resolved.


c)
Should a user express nonacceptance of the decision of supervisory per​sonnel, the supervisory personnel shall then inform the user of his/her right to have the problem reviewed by ITAC, and shall furnish the user with the telephone number and address of ITAC.


d)
In cases where the dispute is not resolved, ITAC shall direct its personnel to inform the user of his/her right to have the problem reviewed by the Commission and shall furnish the user with the telephone number and address of the Consumer Services Division of the Commission.  In addi​tion, ITAC shall offer the assistance of the Advisory Council pursuant to Section 756.305(b).


e)
Billing disputes



1)
When a customer disputes a particular bill, the customer's LEC shall not discontinue service for nonpayment so long as the cus​tomer:




A)
pays the undisputed portion of the bill;




B)
pays all future periodic bills by the due date; and




C)
enters into discussions with the customer's LEC to settle the dispute.



2)
No late payment charge shall be charged on any disputed bill paid within 14 days of resolution of the dispute if the complaint was filed with the LEC before the bill became past due.


f)
Disputes arising under this Part shall also be governed by 83 Ill. Adm. Code 735.200.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.20  Notice

Unless otherwise indicated, “notice” means notice within 30 days of the event for which notice is required.  Notice shall be given in writing or by TT.  Notice given by TT shall be subject to hard copy recovery by, and at the discretion of, the receiver, except that an LEC or its agent shall mail a Braille copy of any notice to a telebraille recipient within 48 hours of the original transmission of notice.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.30  Waiver

If ITAC determines that compliance with any portion of this Part is technologically infeasible, it may request a waiver of such provi-sion.  A request for a waiver shall be made by petition and shall set forth a full statement of the reason for the requested waiver. The burden of proof in any request for a waiver shall be upon ITAC. If the Commission grants such waiver, it may specify the period for which such waiver is granted.

(Source:  Added at 17 Ill. Reg. 12294, effective July 15, 1993)

SUBPART B:  LEC OBLIGATIONS

Section 756.100  Components of Relay Service

The LEC's shall provide intrastate relay service whereby a person with a disability util​izing a TT (either ASCII or Baudot code capable) can communicate with a hearing per​son through the voice assistance of a CA.  All TRS conversations between TT and voice callers shall be in real time.  The relay service shall accept calls that can be dialed directly by a CA at the request of the originating caller. Specifically the CA shall do the following:


a)
Accept a call from a TT-equipped caller, place a call to an individual who does not have a disability and transliterate the TT messages to voice messages and the voice messages to TT messages in order to complete the communications link; and


b)
Accept a call from a caller who does not have a disability, place a call to a TT-equipped individual and transliterate the voice messages to TT mes​sages and TT messages to voice messages in order to complete the communications link.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.105  Relay Service Execution and Administration

The LEC's shall:


a)
Fund the relay service in part through tariffed charges to relay service users as provided in Section 756.125(a).  The LEC's shall derive the balance of the relay service funding requirements from the revenues collected as authorized by the Commission pursuant to Section 13-703(c) of the Act;


b)
Jointly administer the relay service through their joint agent, the ITAC;


c)
Direct the ITAC to develop and circulate, pursuant to the requirements of Section 756.115, a Request-for-Proposal (RFP) for the provision of the relay system;


d)
Direct the ITAC to establish a system provider selection procedure pur​suant to the requirements of Section 756.115;


e)
Direct the ITAC to contract, pursuant to Section 756.120, with a system provider for the provision of the relay system;


f)
Bill and collect charges for relay-assisted calls pursuant to the require​ments of Sections 756.125(a) and 756.220; and


g)
Retain individual and collective responsibility for ensuring the provision and maintenance of the relay service consistent with the standards set forth in this Part.

Section 756.110  Publicity Concerning Relay Service


a)
LEC's shall publicize the relay service.  Publicity shall include, at a mini​mum:



1)
Annual bill inserts and notices published in the directories;



2)
Placement of TRS instructions in telephone directories, through directory assistance services, and incorporation of TT numbers in telephone directories;



3)
Written notification to conventional news media such as daily, weekly, and monthly newspaper or magazines and the news departments of television and radio stations;



4)
Written notification to organizations and to newsletters serving individuals with disabilities.  Organizations and newsletters wishing to receive such notification must contact the LEC's and place themselves on a relay service information service list; and



5)
Written notification to designated offices of the State of Illinois social service agencies, as provided in 83 Ill. Adm. Code 755.110(a)(4).


b)
Relay service information publicized by the LEC's shall include:



1)
Relay service access numbers;



2)
A description of the relay service functions prescribed in Section 756.100;



3)
Statements of the full time availability of relay service; and



4)
Statements advising that, for the quickest response, TT users should directly contact their local 9-1-1 service in emergency situa​tions, or appropriate local emergency agencies in areas where 9-1-1 is not in service, instead of employing the relay service to com​plete emergency calls (as defined in 83 Ill. Adm. Code 725).

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.115  RFP Selection Process


a)
The ITAC shall develop and circulate to prospective system providers an RFP for the provision of the relay system through which LEC's shall pro​vide the relay service mandated by Section 13-703(b) of the Act and this Part.



1)
The RFP shall require each respondent to submit a proposal for the design, configuration and supply of a statewide relay system meeting or exceeding the minimum specifications and standards prescribed in Sections 756.200, 756.205, 756.210 and 756.215.



2)
The RFP shall require each respondent to supply, either through direct provision or through the securing of services and facilities provided by other entities, the following:




A)
All relay center buildings, real estate, permits, rights-of-way or clearances necessary to operate the relay system as specified in this Part;




B)
All telecommunications trunks, cables or lines connected to the relay center in order to receive or initiate telecom​munications for the purposes of providing the relay system as specified in this Part;




C)
All telecommunications or other facilities and equipment required in order to provide the relay system as specified in this Part;




D)
All supplies, furniture or miscellaneous items required in order to provide the relay system as specified in this Part; and




E)
All personnel and the training of such personnel required in order to staff and operate the relay system as specified in this Part.



3)
The RFP shall state whether responses shall be based on a cost-plus-fee or a fixed-cost type contract.



4)
Prior to circulating the RFP to prospective system providers, ITAC shall file the RFP with the Commission for approval, providing copies to the Advisory Council and Staff Liaison on the file date.




A)
The Advisory Council and Staff Liaison shall have the opportunity to file comments on the RFP within 20 business days following the file date of the RFP.  The ITAC shall be allowed to respond to the comments within 10 business days following the close of the comment period.




B)
The Commission shall approve or disapprove the RFP for circulation to prospective system providers by ITAC based upon the conformity of the RFP with the requirements of Section 13-703(b) of the Act and this Part.




C)
If the Commission disapproves the RFP, the Commission shall:





i)
Specify those aspects which do not conform to the specifications of this Part; and





ii)
Direct ITAC to revise the RFP in regard to those ele​ments.



5)
System provider proposals shall be evaluated on the following cri​teria:




A)
The ability of a proposal to cost-effectively achieve the relay system requirements prescribed by this Part;




B)
A bidder's abilities to fulfill the conditions of its proposal.  The bidder shall be assessed according to its financial con​dition (e.g., net worth, cash flow, and ability to raise capital); technical, operational and managerial expertise; and past experience and level and quality of performance.




C)
A bidder's prior experience in providing relay services.



6)
Each RFP will indicate a date, time, and place for prospective system providers to submit a bid or proposal.  Responses received late shall not be considered.



7)
All bids or proposals received prior to the time set for opening shall be opened in public at the date, time, and place specified in the RFP.


b)
Evaluation procedure



1)
Within two business days following the deadline for submission of proposals by all parties, the ITAC shall file with the Commission and provide to the Advisory Council and Staff Liaison a copy of each bid or proposal with a sworn statement by the president, a vice-president or secretary of ITAC stating that said proposals are complete records and that they were received by ITAC under seal which was not broken except as provided in subsection (a)(7);



2)
If, after evaluating all proposals, the ITAC Board determines that no proposals meet the requirements of Section 13-703(b) of the Act, this Part, or the RFP, the ITAC shall file with the Commission notice of this determination and a report citing the specific defi​ciencies of each proposal in adequately fulfilling the requirements of Section 13-703(b) of the Act, this Part, or the RFP.




A)
The Advisory Council and the Staff Liaison shall have the opportunity to file comments on this report within 20 busi​ness days of filing by ITAC.  Comments in opposition to the ITAC determination shall cite and defend that proposal which the commentator believes best meets or exceeds the requirements of Section 13-703(b) of the Act, this Part, and the RFP.




B)
The ITAC Board shall have the opportunity to file a response to the comments within 10 business days of the close of the comment period.




C)
Based upon the requirements of Section 13-703(b) of the Act, this Part, and the RFP, the Commission shall either:





i)
approve the ITAC determination and direct ITAC to develop and issue a new RFP according to the requirements of this Part, or to reissue its prior RFP, or to request any or all bidders to supplement their proposals to conform to the RFP; or





ii)
deny the ITAC determination and specify a proposal which the ITAC shall be directed to accept.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.116  Commission Approval of Proposal


a)
If, after evaluating all proposals, the ITAC Board deter-mines that it is able to accept a proposal, it shall file a petition with the Commission seeking approval of the proposal.  As part of the petition, the ITAC Board shall attach testimony supporting this determination and explaining the rationale for its selection.  The Commission shall set the matter for a pre-hearing conference within 21 days of the filing of the petition.


b)
The ITAC Board shall serve a copy of the petition and the supporting tes​timony on the Advisory Council and the Staff Liaison at the time of the filing with the Commission.


c)
Based upon the requirements of the Act, this Part, and the RFP, the Commission shall either:



1)
Approve the ITAC selection and direct the Board to accept the pro​posal.  The Commission shall approve the selection if the proposal has been shown to meet the relay service program standards and specifications of this Part and to be the most cost-effective method of providing the service, as required by Section 13-703 of the Act;



2)
Deny the ITAC selection and specify another proposal that the ITAC shall be directed to accept because it meets the relay service program standards and specifications of this Part and it is the most cost-effective method of providing the service; or



3)
Deny the ITAC selection and direct the Board to develop and issue a new RFP, to reissue its prior RFP, or to request any and all bidders to supplement their proposals to conform to the RFP.


d)
The Commission shall issue an order on the petition for approval within 150 days of the date of filing of ITAC's petition.

(Source:  Added at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.120  System Provider Interactions


a)
Upon Commission approval and ITAC acceptance of a proposal, the ITAC and the selected respondent shall draft a contract which each LEC shall approve and concur in as a party.  The terms of the contract shall be con​sistent with the conditions of the proposal.  This con-tract shall be filed with the Commission by a petition pursuant to 83 Ill. Adm. Code 200 and shall take effect only upon Commission approval.  The Commission shall approve the contract if it is consistent with the specifications of Section 13-703(b) of the Act, this Part, the RFP, and the selected proposal.


b)
Upon Commission approval of the contract, the selected respondent shall be designated as the system provider.


c)
In addition to the provisions of subsection (a) above, the following general conditions shall apply to the contract between ITAC and the system pro​vider:



1)
The system provider shall comply with the reporting requirements in Section 756.215.



2)
The ITAC and the LEC's shall perform a yearly evaluation of the system provider's operations to determine compliance with the contract.  The system provider shall be required to address any reported service deficiencies.



3)
The contract shall state the terms under which it may be uni​laterally terminated by ITAC or the system provider.


d)
At least 14 months prior to the termination of an approved contract, ITAC shall file a new RFP with the Commission pursuant to Section 756.115, for the provision of a relay system.


e)
If the system provider is not an LEC, and the system provider has pro​posed a relay system which requires the system provider to employ tar​iffed LEC services or facilities, the system provider shall purchase those services or facilities at the appropriate tariffed rates. If the system pro​vider employs LEC local access lines in any phase of completing relay-assisted calls, the LEC will bill the system provider for those access lines at the business service rate.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.125  Filing Requirements

In addition to the filing requirements prescribed in other Sections of this Part, the following filing requirements shall apply:


a)
Each LEC shall file a tariff:



1)
Providing a description of the relay service functions mandated in Section 756.100; and



2)
Setting forth the basis for rates which shall be charged for relay-assisted calls.




A)
A relay-assisted call shall be billed according to the rate(s) which would otherwise have applied if the call had been dialed directly from the originating point to the terminating point on the day, time, and duration of the actual call.




B)
If the relay-assisted call is to be processed other than on a direct dial basis, the appropriate operator handled sur​charges shall apply, in addition to the customer direct dial charge as specified in the tariff.




C)
Any discounts which would apply to a direct call between the originating and terminating points on the same day, time and duration of the relay-assisted call, shall be applied to the charges billed for the relay-assisted call.


b)
Each IXC shall file a tariff setting forth the basis for rates which shall be charged for relay-assisted calls which originate and terminate in different exchanges and which if dialed directly without intervention by the relay service would have been transmitted by an IXC.



1)
A relay-assisted call shall be billed according to the rate(s) which would otherwise have applied if the call had been dialed directly from the originating point to the terminating point on the day, time, and duration of the actual call.



2)
If the relay-assisted call is to be processed other than on a direct dial basis, the appropriate operator handled surcharges shall apply, in addition to the customer direct dial charge as specified in the tariff.



3)
Any discounts which would apply to a direct call between the origi​nating and terminating points on the same day, time and duration of the relay-assisted call, shall be applied to the charges billed for the relay-assisted call.


c)
The ITAC shall file an annual report with the Commission (to be filed no later than April 30 of each year) which shall contain the following infor​mation:



1)
Updates on administration procedures for the relay service;



2)
A description of program activities of the past year;



3)
A description and brief evaluation of program effectiveness; and



4)
As an appendix, the annual report provided by the system provider to the ITAC per the requirement of Section 756.215.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

SUBPART C:  RELAY SERVICE PROGRAM STANDARDS AND SPECIFICATIONS

Section 756.200  Relay Service General Quality Standards

Service provided under this Part shall conform to 83 Ill. Adm. Code 730, unless spe​cifically indicated otherwise in this Part.  In addition, no rule in this Part is intended to discourage or impair the development of improved technology that fosters the avail​ability of telecommunications to persons with disabilities.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.205  Relay Service Operations and Specifications


a)
Relay service as described in Section 756.100 shall be provided via a relay system operating at all times (24 hours a day, 7 days a week, 52 weeks a year) for all Illinois exchanges.


b)
Relay service shall have adequate redundancy features functionally equivalent to the equipment in normal central offices, including uninter​ruptible power for emergency use.


c)
The relay system shall be initially designed to handle on a statewide basis 50,000 calls per month, with capabilities to expand the initially established facilities to handle 200,000 calls per month.


d)
The relay system shall be accessed by callers via a toll-free telephone number(s).  Callers shall be required to dial (enter) no more than 11 digits in order to access the relay system.


e)
The relay system shall include adequate staffing to provide callers with efficient access under projected calling volumes, so that the probability of a busy response due to CA unavailability shall be functionally equivalent to what a voice caller would experience, as defined in 83 Ill. Adm. Code 730.520, in attempting to reach a party through the voice telephone net​work.


f)
The relay system shall, except during network failure, answer 85% of all calls within 10 seconds and no more than 30 seconds shall elapse between receipt of dialing information and the dialing of the requested number.


g)
The relay system shall receive and transmit TT signals in either Baudot or ASCII codes, according to the preference of the originator or recipient of a TT call. The relay center(s) equipment shall be designed with capabilities to automatically identify incoming TT signals as either Baudot or ASCII transmissions and to adjust transmissions from the relay center to the code employed by the incoming TT signal.


h)
The relay center(s) shall create for each relay-assisted call an Extended Message Record (EMR).  The record shall contain, at a minimum, the following information:



1)
Telephone number or credit card number to be billed - NPA-Prefix-Line Number;



2)
Terminating Telephone Number - NPA-Prefix-Line Number;



3)
Originating Telephone Number - NPA-Prefix-Line Number;



4)
Date;



5)
Start time; and



6)
End time.


i)
The system provider shall forward the EMR for each call to the appro​priate LEC within fourteen days of the date such service was supplied, and billing shall take place by the next appropriate billing period.


j)
The system provider shall process all single or sequential calls and will not limit the duration of calls made through the relay system.


k)
The system provider shall provide as standard features both VCO and HCO technology.


l)
The system provider shall be permitted to decline to complete a call because credit authorization is denied.


m)
Adequate network facilities shall be used in conjunction with outgoing relay service calls so that under projected calling volume the probability of a busy response due to loop or trunk congestion shall be functionally equivalent to what a voice caller would experience, as defined in 83 Ill. Adm. Code 730.520, in attempting to reach a party through the voice tele​phone network.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.210  Communications Assistant Standards


a)
Before the relay system begins operation and subsequent to commencing operations, each CA shall be trained to be familiar with the special com​munications needs of persons with disabilities who employ the use of a TT.  The system provider shall request such training from organizations with prior experience in the provision of services to persons with dis​abilities.  In addition, each CA shall have competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and familiarity with hearing and speech disability cultures, languages and etiquette.


b)
CA's shall keep all communicated information strictly confidential, except as otherwise required or permitted by law.



1)
Except for purposes of billing calls and as otherwise required or permitted by law, CA's shall not reveal information about any call, including the fact that the call occurred.



2)
When training new CA's by the method of sharing past experi​ences, the trainers shall not reveal any of the following information:




A)
Names, genders, or ages of the parties to the call;




B)
Originating or terminating points of call; and




C)
Specifics of the information conveyed in the call.


c)
CA's shall not intentionally alter a relayed conversation and must relay all conversations verbatim unless the user specifically requests summa​rization.


d)
CA's shall not counsel, advise or interject personal opinions or additional information into any communication which they are translating.


e)
If requested by the originating caller, CA's shall attempt to complete calls 3 times, consecutively, without delay when receiving busy signals.


f)
Any paper printouts made at a relay center of communications conducted over the relay service shall be destroyed at the completion of the call except as otherwise required or permitted by law.


g)
No CA shall disconnect a call against the wishes of the originating and terminating parties without first obtaining the permission of the CA's supervisor.  In the instance that a call is terminated, the supervisor shall log the reason for the termination and sign the log.  The supervisor shall authorize such disconnections only in instances in which the caller is abusive to or intentionally uncooperative with the CA.


h)
All CA calls shall be carefully supervised.  Disconnects shall be made promptly at the end of each call.


i)
Upon receiving an emergency call from a TT user, a CA shall attempt to complete the call to a Public Safety Answering Point number which the caller supplied and which can be directly accessed by the CA.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.215  System Provider Reporting Requirements


a)
The system provider shall maintain its records of relay service operations so as to permit review and determination of relay service results.  Such records shall be made available during normal business hours for inspec​tion by an individual LEC, the ITAC, the Commission, the Advisory Coun​cil, or the Staff Liaison.


b)
The system provider shall perform traffic studies and maintain records to the extent and frequency necessary to determine that the requirements of this Part and the contract are being met.


c)
The system provider shall provide to the ITAC an annual report of opera​tions, traffic patterns and accounting details of the relay system.  The annual report shall be submitted to ITAC no later than February 28 of each year.


d)
The ITAC and each LEC is obligated to review the relay system opera​tions in order to assure the furnishing of service in accordance with the standards set forth in this Part.

Section 756.220  Relay Service Billing and Collection Procedures


a)
Upon receipt of an EMR from the system provider, each LEC shall:



1)
Calculate the charges for each call pursuant to the tariff specifica​tions of Section 756.125(a);



2)
Credit the amount of the charge for each call to an account for remittance to ITAC at the end of the period; and



3)
Post the amount of the charge for each call to the appropriate customer account for billing.


b)
For relay-assisted calls which originate and terminate in the same local calling area which receives LEC service on a “flat rate” basis or which receives LEC service on a “local measured service” basis where cus​tomers are allowed an amount of unbilled usage, each LEC shall:



1)
Determine on a monthly basis the actual number of these calls placed through the relay system by the LEC's customers;



2)
Perform a separate study to determine the amount of usage reve​nue associated with all local calls (i.e., revenue associated with calls in excess of a monthly call allowance) on a per call basis;



3)
Apply this revenue per call figure to the number of calls which originate and terminate in the same local calling area, and which are placed through the relay system by the LEC's customers; and



4)
Post the resultant revenue to an account for remittance to ITAC at the end of the period.


c)
Any disputes or customer refusals to pay charges assessed for relay-assisted calls shall be governed by Section 756.15.


d)
Uncollectible charges for relay-assisted calls shall be determined and treated the same as an LEC's or such IXC's other uncollectible charges.


e)
Nonpayment of charges for relay-assisted calls shall be treated the same as nonpayment of other monthly charges collected from customers by LEC's or such IXC's.


f)
Each LEC shall record the costs incurred in the billing and collection of relay-assisted calls. Each LEC shall report these costs to ITAC for direct reimbursement from the revenues generated pursuant to Section 13-703(c) of the Act.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.225  Relay Service Revenues


a)
The LEC's shall remit the revenues collected each month pursuant to Section 13-703(c) of the Act to ITAC.


b)
From those revenues the ITAC shall:



1)
Reimburse the LEC's for costs incurred by the LEC's in the billing and collection of charges for relay- assisted calls;



2)
Reimburse the LEC's for any other costs directly incurred by the LEC through the provision of relay service, including:




A)
Relay service publicity;




B)
Account and tax administration;




C)
Auditing and reporting;




D)
Taxes; and




E)
LEC staff assignments; and



3)
Pay the system provider for any fees or charges due under the contract specified in Section 756.120.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

SUBPART D:  OVERSIGHT AND REVIEW

Section 756.300  Staff Liaison

The Executive Director of the Illinois Commerce Commission shall appoint one Staff member to act as Staff Liaison to the programs required by Section 13-703 of the Act.  The Staff Liaison shall serve as a contact person and advisor to the Advisory Council for the relay system program.

(Source:  Amended at 17 Ill. Reg. 12294, effective July 15, 1993)

Section 756.305  Advisory Council Rights


a)
The ITAC and the LEC shall serve one copy of all filings, reports, or other information pertaining to the relay service provided to the Commission on the chairperson of the Advisory Council.


b)
Upon the receipt of complaints concerning the relay service the system provider, ITAC or LEC staff shall inform the complainant that if the com​plainant remains dissatisfied in the complainant's dispute, the com​plainant may contact the Advisory Council.  The system provider, ITAC, or LEC staff shall provide the complainant with the name, telephone number and business address of a designated member(s) of the Advisory Council and inform the recipient that the Advisory Council may be able to aid the complainant in the complainant's dispute.

Section 756.310  Biannual Workshop

The Staff Liaison shall include a review of the relay service program's development on its agenda for the biannual workshop required by 83 Ill. Adm. Code 755.415.

Exhibit D

Exhibit D – Matrix of Minimum Standards

Illinois Telecommunications Relay Service

§64.604 FCC Mandatory Minimum Standards Matrix

	§ 64.604 Standards
	Requirement
	Explanation of Requirement 

	OPERATIONAL STANDARDS

	§64.604 A.1
	Communications Assistant (CA) – Competency Skills 60 WPM typing speed (although technological aids may be used to reach the required typing speed); Spelling; Clear & articulate voice communication, Familiarity with hearing & speech disabled cultures; ASL Translation; VRS “qualified” interpreters
	See Exhibit E, pages 3-4

· Employment Standards

· Oral-to-Text typing test script

· Training Program

· Diversified Cultural training module (proprietary, used with consent of Sprint)

· Transmission of 60 WPM 

· Copy of actual typing results of Sprint CAs


	§64.604 A.2
	Confidentiality & Conversation Context – CAs are prohibited from disclosing the content of any relay conversation regardless of content & w/ a limited exception for STS CAs, from keeping records of the content of any conversation beyond the duration of a call. At the request of the user, STS CAs may retain info from a call in order to facilitate the completion of consecutive calls, & only for the period of subsequent calls. If no illegal use of phone company facilities, the CA must relay the call verbatim.
	See Exhibit E, pages 4-6

· TRS Pledge of Confidentiality Form 

· Policies to ensure confidentiality of calls and/or for breach

· Verbatim Relay and translation of ASL

· STS Limited Exception of Retention of Information 

· STS Facilitation of Communication

	§64.604 A.3
	Types of Calls – Consistent w/duties of all Common Carriers, CAs are prohibited from refusing single or sequential calls or limiting the length of calls utilizing relay services. TRS shall be capable of handling any type of call normally provided by common carriers. Providers of TRS are permitted to decline to complete a call because credit authorization is denied. 
	See Exhibit E, pages 6-7

· Policy statement – no limit on the number or length of calls

· Checklist of Types of Calls provided in Illinois

	§64.604 A.4
	Handling of Emergency Calls – Providers must use a system for incoming emergency calls that, at a minimum, automatically and immediately transfers the caller to the nearest PSAP. In addition, a CA must pass along the caller’s number to the PSAP when a caller disconnects before being connected to emergency services.


	See Exhibit E, page 7

· E911 call procedure

· Procedure on how ANI is passed to PSAP when inbound caller disconnects the call

	§64.604 A.5
	In-call Replacement of CAs – CAs answering and placing a TTY-based TRS or VRS call must stay with the call for a minimum of 10 mins.; STS CAs – 15 mins.
	See Exhibit E, page 7

· Policy and procedure for in-call replacement of CAs

	§64.604 A.6
	CA Gender Preferences – TRS providers must make best efforts to accommodate a TRS user’s requested CA gender when a call is initiated and, if a transfer occurs, at the time the call is transferred to another CA.
	See Exhibit E, page 7

· Policy on gender preferences

	§64.604 A.7
	STS Called Numbers – Relay providers must offer STS users the option to maintain a list of names and phone numbers that the SWTS user calls. When the STS user requests one of these names, the CA must repeat it and state the phone number to the user.
	See Exhibit E, page 7

· Ability to maintain list of called numbers

· Ability and agreement that list will be transferred to next STS provider

	TECHNICAL STANDARDS

	§64.604 B.1
	ASCII & Baudot – TRS shall be capable of communicating with ASCII & Baudot format at any speed generally in use.
	See Exhibit E, pages 7-8

· Explanation of transmission modes

	§64.604 B.2
	Speed of Answer – TRS shall include adequate staffing to ensure 85% of all calls answered within 10 seconds by any method which results in the caller’s call immediately being placed; Abandoned calls shall be included in the speed-of answer calculation. A provider’s compliance with this rule shall be measured on a dialing basis; P.01 standard; Upon request, LECs shall provide P.01 reports between LEC and relay center(s).
	See Exhibit E, page 8

· 1997-2001 Answer Rates

· Sprint’s Quality Assurance Program on Speed of Answer

· Explanation of P.01 standard 

	§64.604 B.3
	Equal Access to IXCs – TRS users shall have access to their chosen IXC carrier through the TRS and to all other operator services, to the same extent that such access is provided to voice users.
	See Exhibit E, pages 8-9

· List of carriers available in Illinois

· Process Sprint uses to obtain new carriers to the TRS platform 

	§64.604 B.4
	TRS Facilities – TRS shall operate every day, 24 hours a day. TRS shall have redundancy features functionally equivalent to the equipment in normal central offices, including uninterruptible power for emergency use. Adequate network facilities shall be used in conjunction w/TRS.
	See Exhibit E, page 9

· Hours of operation

· Description of back-up power

· Disaster Recovery Plan

	§64.604 B.5
	Technology – No regulation set forth in this subpart is intended to discourage or impair the development of improved technology that fosters the availability of telecommunications to people with disabilities. VCO & HCO technology are required to be standard features of TRS.
	See Exhibit E, pages 9-10

· Overview of VCO, HCO, Internet Relay, Video Relay Service

· Future Technologies under Development

· List of Standard Features

	§64.604 B.6
	Voicemail & Interactive Menus – CAs must alert the TRS user to the presence of a recorded message & interactive menu through a hot key on the CA’s terminal. TRS providers shall electronically capture recorded messages & retain them for the length of the call, & may not impose any charges for add’l calls that must be made the user in order to complete calls involving recorded or interactive messages. TRS will handle pay-per-call calls.
	See Exhibit E, pages 10-11

· Current procedures to access voicemail and IVR systems

· Use of “hot key” feature

· Operations of 900 services

	FUNCTIONAL STANDARDS

	§64.604 C.1
	Consumer Complaint Logs – States must maintain a log of complaints including all complaints about TRS. It shall at a minimum include the date the complaint was filed, the nature of the complaint, the date of resolution and an explanation of the resolution. States & TRS providers shall submit summaries of logs indicating the number of complaints received for the 12 month period ending May 31 to the Commission by July 1 of each year.
	See Exhibit E, page 11

· Maintenance of consumer complaint logs

· Annual filing

	§64.604 C.2
	Contact Persons – States must submit to the FCC a contact person or office for TRS consumer information and complaints about intrastate TRS. 
	See Exhibit E, page 11

	§64.604 C.3
	Public Access to Info – Carriers, through publication in their directories, periodic billing inserts, placement of TRS instructions, including 711 access, in phone directories, DA services, & incorporation of TTY numbers in phone directories shall assure that callers are aware of all forms of TRS. 
	See Exhibit E, pages 11-13

· Examples of information being sent via mail



	§64.604 C.4
	Rates – TRS users shall pay rates no greater than the rates paid for functionally equivalent voice communication services with respect to such factors as the duration of the call, the time of day, and the distance from the point of origination to the point of termination.
	See Exhibit E, page 13

· Description of rates



	§64.604 C.5
	Jurisdictional Separation of Costs – (i) General, where appropriate, costs of providing TRS shall be separated in accordance with the jurisdictional separation procedures and standards set for in the Commission’s regs (ii) Cost recovery, Costs caused by interstate TRS shall be recovered from all subscribers for every interstate service, utilizing a shared-funding cost recovery mechanism; (iii) Telecommunications Relay Service Fund - NECA
	See Exhibit E, page 14



	§64.604 C.6
	Complaints – (i) Referral of complaint, (ii) Intrastate complaint resolution, (iii) Jurisdiction of Commission, (iv) Interstate complaint resolution, (v) Complaint Procedures
	See Exhibit E, pages 14-15

· Complaint/dispute procedures

	§64.604 C.7
	Treatment of TRS Customer Info – All future contacts between the TRS administrator and the TRS vendor shall provide for the transfer of TRS customer profile data from the outgoing TRS vendor to the incoming TRS vendor. Such data must be disclosed in usable form at least 60 days prior to the provider’s last day of service, and shall not be sold, distributed, shared, or revealed in any other way by the relay provider or its employees, unless compelled to do so by lawful order.
	See Exhibit E, page 15

· Policy on transfer of data



Exhibit E

Exhibit E  Narratives and Supporting Documentation
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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.  As a part of the testing procedure an oral-to-type test is performed.  The script for that test is found in Exhibit F.  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.

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 Exhibit G.  This information is considered by Sprint to be proprietary but they acknowledge our use of this material for this purpose. 

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.

A copy of the actual typing results of 2,259 Sprint CAs is attached in Exhibit H.

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 an 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.

· When CAs require counseling due to a stressful call, they will not discuss specifics about the call.  Sprint has consulted with a medical agency to provide a confidential employee assistance program

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.  

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 on 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.  

Please refer to Exhibit I for the TRS Pledge of Confidentiality. 

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 proved by Sprint may be found in Exhibit J Sprint Standard Features Matrix. 

A.4 Handling of Emergency Calls

Sprint’s procedure for handling E911 calls may be found in Exhibit K.

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 Exhibit L.

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 has surpassed the technical standard of answering 85% of all calls answered within 10 seconds.  The following table shows the answer times from 1997 through 2001.

	YEAR
	Percent within 10 seconds
	Average Speed of Answer

	2001
	95%
	Less than 3 seconds

	2000
	95%
	4 seconds

	1999
	91.45%
	4 seconds

	1998
	92.39%
	3.2 seconds

	1997
	92.78%
	3.22 seconds


Sprint’s Quality Assurance Program on Speed of Answer may be found in Exhibit M.

B.3  Equal Access to Interexchange Carriers

Sprint provides Illinois callers with the ability to have their intrastate, interstate and international calls carried by any Interexchange carrier who has agreed to participate in the Illinois Carrier of Choice (COC) program.  When a caller indicates their COC preference, the CA will verify that the requested carrier is a COC participant, 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 Illinois 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 Exhibit N 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 Exhibit O for a complete explanation of Sprint’s back-up plan.

B.5  Technology

Voice Carry Over

Sprint has provided voice and hearing carryover as standard TRS features longer than any other provider.  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 very 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 is the only provider with 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.      

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 which 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.

Illinois’ access number is 900-230-2020.

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 Illinois.  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. 

Complaints concerning the Illinois Relay Service that are received by the Consumer Services Division of the Illinois Commerce Commission are logged in.  The information includes the date the complaint was filed, the nature of the complaint, the date of resolution and an explanation of the resolution.  Exhibit P is the ICC’s complaint log for June 1, 2001 through May 31, 2002. No complaints were filed with the ICC from June 1, 2000 through May 31, 2001. 

C.2  Contact Persons

Intrastate consumer complaints can be filed with the Staff Liaison, Consumer Services Division, Illinois Commerce Commission, 527 E. Capitol Ave., Springfield, Illinois  62701.  Consumers may use 1-800-524-0795 (Voice) or 1-800-858-9277 (TTY).

C.3  Public Access to Info
Information concerning the Illinois Relay Service is disseminated in various ways. Following is list of promotional and educational activities, information provided in customer bills and telephone directories, and the activities of the ITAP Advisory Council. 

As an example of the available information we are providing hard copies of the following items as Exhibit Q which is being sent via mail: Brochures: Your Relay Center (English and Spanish), Relay Quick & EZ –711; Kids Talk – Activity Book and Lesson Plans; examples (6 issues) of the “ITAC Communicator” ; posters for 711 and Speech to Speech relay service;  information about the internet relay service; the Illinois 711 advertising spot; ITAC’s reports of program activities 1997-2001; examples of information in the Illinois telephone directories; examples of bill inserts and messages of the local telecommunications carriers;  and ITAC’s annual reports – 1997-2001.

Promotional and Educational Activities

The Illinois Telecommunications Access Corporation (ITAC) is very active in providing exhibits, making presentations and participating in promotional events.  

· Each year ITAC produces several issues of its newsletter, “ITAC Communicator” which is sent to nearly 10,000 TTY users, professionals and other interested parties. The newsletter is used to present information on various issues, technical information, helpful tips, community news and policy information. Three issues were distributed during 2001. 

· ITAC maintains two “800” numbers to facilitate easy access to information. All phones are V/TTY and answered “live” by ITAC staff .

· ITAC developed a relay service brochure, posters and other information on the relay service in general as well as the Speech to Speech and 711 components.

· ITAC has 18 equipment distribution centers throughout the state. Each of these centers provides activities that promote both ITAC programs in their respective communities. During 2001 the distribution centers reported 51 promotional projects that were completed during the year promoting both equipment program and the TRS.

· ITAC provides an annual training for the distribution center employees.  The training includes hands on experience in the use of TTYs and other pieces of equipment for individuals with hearing and speech disabilities; use of the video relay service and Speech to Speech relay service.  The training is filled with a wonderful exchange of information between ITAC and the distribution centers. In addition to the annual training, an ITAC staff member provides education and one-on-one training as needed throughout the State.

· With the initiation of the 711, three digit dialing to relay service, during 2001 there has been an additional flurry of media activity. In June, five months ahead of schedule, ITAC held a news conference at the Illinois Statehouse to announce the implementation of 711 in Illinois. Television and print media from around the state were invited to the news conference where ITAC’s newly created 711 commercial was viewed and press releases were distributed.  ITAC developed a new 711 logo, website, logo magnets and a marketing kit. 

· ITAC has a website, www.itactty.org, which provides information on the Illinois Relay Center, educational resources, as well as information about the equipment distribution program.  

· In 1998 ITAC has developed a “Kid’s Talk” program,  a free classroom resource package for Illinois teachers that describes two ITAC programs - a TTY Distribution Program and the Illinois Relay Service.  "Kids Talk" shows how deaf, hearing and speech impaired students can use the phone services to talk with neighbors, friends  and classmates who are deaf through an activity book and instructions for hands-on and small-group exercises.  During 2001 over 5,800 student kits were distributed to Third grade students.

Telephone Directories and Bill Information

The local exchange telecommunications carriers include information concerning the TRS and emergency calling in their telephone directories as well as providing bill messages or bill inserts to their customers.

Advisory Council

The Illinois Telecommunications Access Program (ITAP) Advisory Council has been an integral part in the development of an effective statewide program.  The ITAP Advisory Council has seven members and performs the following three basic functions:

· Acts as a conduit for information about the program to and from communities with hearing and speech disabilities

· Facilities complaint resolution

· Provides a structure or ongoing review and improvement of the program.

While the advisory council does not have any authority over the ICC or the telephone companies, it provides a valuable and effective avenue for persons with hearing and speech disabilities to participate in an on-going evaluation of the program and to develop suggestions for improvement. To facilitate communication between the Advisory Council and ICC Staff, the ICC staff is required to convene, at least two times each year, a meeting of the advisory council. The purpose of these meetings is to provide a review and analysis of the program’s development and solicit suggestions and comments from the members of the advisory council. The TRS provider always attends these meetings to address comments, commendations and complaints from the advisory council and the community. The TRS provider also provides information and educates the advisory council and ICC staff on new TRS technology.
C.4  Rates

Illinois users are charged no more for services than for those charges paid by standard “voice” telephone users. Illinois 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 Illinois 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)
	25%
	50%

	Night/weekend

(11 PM – 6:59 AM;

 all day Saturday & Sunday)
	10%
	50%


C.5  Jurisdictional Separation of Costs

All Illinois Relay 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 will provide 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 Illinois.  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. Illinois customers also have the option of calling our 24-hour Customer Service department (1-800-676-3777) or the Illinois Account Manager to file complaints or commendations.  

Sprint has the capability to transfer the caller on-line to 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. 

The dispute process in the Illinois Commerce Commission rules for Telecommunications Relay Service (83 Ill Adm. Code 756 – Exhibit C) sets out the following procedures.  Complainants that are not satisfied by the system provider (Sprint) must be informed of their right to have the problem reviewed by ITAC personnel and be provided with ITAC’s telephone number and address.

In cases where the dispute is not resolved ITAC must direct its personnel to inform the user of his/her right to have the problem reviewed by the Illinois Commerce Commission and provide the telephone number and address of the Commission’s Consumer Services Division. In addition, ITAC must offer the assistance of the Advisory Council.

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 Illinois database records to the next incoming relay provider, at least 60 days prior to the last day of service, in a usable format. 


Exhibit F

Exhibit F 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)

Exhibit G
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Exhibit G  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


Exhibit H

Exhibit H - Results of Sprint CA Typing Test

Beginning on the next page and continuing for 10 pages are the typing scores of Sprint’s Communications Assistants as provided to the Illinois Commerce Commission in September 2002.

	
	

	
	

	1
	82

	2
	80

	3
	86

	4
	79

	5
	61

	6
	63

	7
	82

	8
	105

	9
	78

	10
	62

	11
	85

	12
	72

	13
	85

	14
	80

	15
	64

	16
	77

	17
	75

	18
	76

	19
	67

	20
	88

	21
	77

	22
	78

	23
	81

	24
	65

	25
	60

	26
	96

	27
	76

	28
	61

	29
	67

	30
	100

	31
	90

	32
	91

	33
	76

	34
	71

	35
	84

	36
	74

	37
	72

	38
	76

	39
	76

	40
	75

	41
	79

	42
	62

	43
	77

	44
	89

	45
	92

	46
	76

	47
	84

	48
	83

	49
	89

	50
	77

	51
	62

	52
	80

	53
	61

	54
	75

	55
	76

	56
	76

	57
	94

	58
	64

	59
	84

	60
	76

	61
	70

	62
	94

	63
	64

	64
	62

	65
	81

	66
	84

	67
	94

	68
	70

	69
	76

	70
	80

	71
	99

	72
	93

	73
	62

	74
	74

	75
	75

	76
	63

	77
	86

	78
	71

	79
	101

	80
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Exhibit J

Exhibit J  Sprint TRS Standard Features Matrix

Illinois 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%Day, 25% Evening, and 10% Night/ Weekend off 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’ll enable 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 STATE 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.


Exhibit K

Exhibit K  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.

Exhibit L

Exhibit L  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.

Exhibit M

Exhibit M   Quality Assurance Program on Speed of Answer

Sprint has developed the capability to effectively manage a human resource pool that provides a quality Speed of Answer. 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 exemplary service. 

The Sprint Centers that serve (STATE) are provided with sufficient facilities to provide a Grade of Service (GOS) of P.01 or better for calls entering the (STATE) call center switch equipment.  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.

Exhibit N

Exhibit N  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

Exhibit O

Exhibit O  Sprint Disaster Recovery Plan

Sprint’s comprehensive Disaster Recovery Plan developed for Illinois 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 Illinois 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 Illinois 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 Illinois to its full operating level in the shortest possible time.

Illinois Notification Procedure

To provide Illinois with the most complete and timely information on problems affecting their TRS, the trouble reporting procedure 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 ITAC’s Executive Director 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 Illinois 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 Illinois Administrator within five business days of return to normal operation. Examples of service disruption to Illinois include:

· ACD failure or malfunction 

· Major transmission facility blockage 

· Threat to Illinois 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 , 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 Illinois, 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 (CITY), for example, only local (CITY) 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 Illinois Relay user is reporting trouble:

· Service Description (“Illinois Relay Service”) 

· Callers Name

· Contact Number

· Calling to/Calling from, if applicable

· Description of the trouble. 

Service disruptions or anomalies that are identified by Illinois Relay Service users may be reported to the Sprint Relay Customer Service 800 number (800-877-0996) 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’s11 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 Illinois Relay 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 that. 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 Illinois, 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 Illinois Relay, 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). All LATAs in Illinois are served by 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. Sprint’s fiber network and extensive POP coverage in Illinois will more than satisfy the State’s desire for additional circuits to large concentrations of users. With 15 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. For the in-state option, Illinois Relay Service would be served by Sprint’s Chicago DMS switch, a major switch complex that 
serves much of the Midwest.  Out of State options for Illinois Relay Service would utilize DMS switches in Kansas City, Phoenix and other diversely located facilities.

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 Illinois Relay.

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. Eight operating SONET rings currently serve Illinois, 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 Illinois Relay Service 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 Illinois Relay Service 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.

Exhibit P

Exhibit P  Complaint Log -Illinois Commerce Commission 

The following is a list of complaints concerning the Illinois Relay Center as filed with the Consumer Services Division of the Illinois Commerce Commission.

	Relay Complaints – June 2001 through May 2002

	
	
	
	

	Date
	Complaint
	Resolution
	Closed

	
	
	
	

	6/8/2001
	Can't access 7-1-1
	McLeod programmed switch to dial 711
	6/14/2001

	
	
	
	

	7/3/2001
	Can't make collect TTY to TTY calls through TRS & takes long time to be transferred to Sprint OSD
	Explained that TTY to TTY calls cannot be made through TRS.  Provided 800# for Sprint OSD and advised of higher rate by using Sprint OSD.
	7/3/2001

	
	
	
	

	Unknown
	Can't access 7-1-1
	Teleco check her line and could reach 7-1-1.  Education will be provided to consumer on dialing 

7-1-1.
	8/22/2001

	
	
	
	

	8/7/2001
	STS Outreach
	Provided Information
	8/29/2001

	
	
	
	

	1/2/2002
	Was put on hold and the CA didn’t respond for a very long time. Didn’t know what was happening. Wanted to be connected to supv; that was difficult also.
	The appropriate protocol was discussed with the CA.
	1/14/2002


Exhibit Q

Exhibit Q  Public Access to Information not available electronically

Information concerning the Illinois Relay Service is disseminated in various ways.  The Illinois Telecommunications Access Corporation (ITAC) is the not for profit corporation jointly established by the Illinois local exchange telecommunications carriers in order to administer the TRS and equipment distribution programs. ITAC is very active in providing exhibits, making presentations and participating in promotional and educational events. In addition there are 18 equipment distribution centers that also organize program activities in local communities.  The local carriers provide information in the telephone directories as well as bill inserts and bill messages.  

Following is a list of the information as examples of information available to the public.

· Program Activities of ITAC, 1997-2001

· Annual Reports of ITAC, 1997-2001

· Power Point Presentations concerning the TRS

· List of Promotional Items used at Exhibits and Events

· Examples of Bill Messages and Bill Insert

· Examples of Information in Illinois Telephone Directories

· Brochures – 

· Your Relay Center (English and Spanish)

· Relay Quick & EZ – 711

· Kids Talk – Activity Book and Lesson Plans

· “ITAC Communicator” publication

· Posters for 711 and STS

· Illinois 711 Advertising Spot

Exhibit R

STATE OF ILLINOIS

ILLINOIS COMMERCE COMMISSION

Illinois Telecommunications


:

Access Corporation



:

:

02-0238

Petition for annual line charge


:

determination pursuant to 83 Ill.

:

Adm. Code 755.500.



:

ORDER

By the Commission:

I. INTRODUCTION

On April 1, 2002, the Illinois Telecommunications Access Corporation ("ITAC")filed with the Illinois Commerce Commission (“Commission”) a verified petition pursuant to 83 Ill. Adm. Code 755, Subpart F, by which it submitted its 2002 annual line charge filing and requested that the Commission determine and establish the charge per access line to fund the programs mandated by Section 13-703 of the Public Utilities Act (“Act”), 220 ILCS 5/1-101 et seq. More specifically, ITAC requests that the Commission enter an Order, pursuant to 83 Ill. Adm. Code 755.510, without a hearing, increasing the line charge from the current level of 3 cents per subscriber line and 0.3 cent per centrex line to 10 cents per subscriber line and 1.0 cent per centrex line.

Commission Staff (“Staff”) filed a response to the petition supporting the proposed line charge. No hearing was held in this matter; nor are there any contested issues. No petitions to intervene were received in this proceeding.

II. ITAC’ S PETITION

ITAC is a not-for-profit corporation formed by all Illinois local exchange carriers (“LEC”) to implement the TTY and telebraille device distribution programs and the telecommunications relay service ("TRS") program which are mandated by Section 13-703 of the Act. Concerning cost recovery pertaining to these two programs, Section 13-703(c) provides: 

The Commission shall establish a rate recovery mechanism, authorizing charges in an amount to be determined by the Commission for each line of a subscriber to allow telecommunications carriers providing local exchange service to recover costs as they are incurred under this Section. 

The Commission initially set the line charge at the then statutory maximum of 3 cents per subscriber line and 0.3 cent per centrex line (Docket No. 85-0502, Order dated December 11, 1985). Effective January 1, 1989, the General Assembly amended Section 13-703(c) by removing the cap on the line charge.

 Pursuant to an Order entered in Docket No. 91-0141 on October 2, 1991, the Commission increased the subscriber line charge from 3 cents to 11 cents and the centrex rate from 0.3 cent to 1.1 cent. The Order in Docket No. 91-0141 recognized that a simplified line charge adjustment mechanism should be implemented through a rulemaking proceeding (Order at 9). On December 9, 1991, the Commission initiated Docket No. 91-0587 for the purpose of establishing a simplified mechanism for determining an appropriate line charge under Section 13-703(c). The Commission entered its final Order on March 25, 1993, adopting Subpart F of 83 Ill. Adm. Code 755, effective March 31, 1993. 

The amendments to Part 755 call for ITAC to make an annual line charge filing with the Commission containing various schedules for the projection period, the financial statements of ITAC, and a statement from an independent public accountant. Under Section 755.510, the Commission may enter an Order, without hearing, within 45 days of ITAC's annual filing. 

Since 1993, ITAC has made annual filings and the Commission has determined the line charge as required by 83 Ill. Adm. Code 755, Subpart F. By an Order entered in Docket No. 01-0300 on May 11, 2001, the Commission decreased the previous ITAC line charge from 10 cents to 3 cents per subscriber line and from 1.0 cent to 0.3 cent per centrex line, pursuant to Section 755.510. 

In this proceeding, ITAC made its annual line charge filing supported by the required schedules and utilizing the projection period of January 1, 2002 through December 31, 2002.
 In addition to making the required filings, the petition states that within ten days of its filing, ITAC will publish notice of the filing in accordance with Section 755.515(a). ITAC also requests that the Commission direct ITAC’ s member LECs to file new tariffs consistent with the new line charge established by the Commission. 

According to the petition, ITAC projects TRS expenses of $6,098,467 for 2002, as compared to actual TRS expenses of $5,896,637 in 2001. ITAC’ s TRS expense projections reflect projected growth in call volume of 2.16%, which represents a decline 

in the rate of growth from prior years. ITAC states that the increase in projected TRS expenses for 2002 reflects three factors. First, as expected and as explained in Docket No. 01-0300, given the decreased line charge that went into effect in June, 2001, ITAC experienced revenues under expenses of approximately $1.3 million during 2001. Under the line charge methodology, ITAC is required to increase its 2002 line charge to “recover” this amount from telephone subscribers. Second, assuming continuation of the current line charge throughout 2002, ITAC projects that its 2002 expenses would exceed revenues by approximately $4.9 million. ITAC states that the line charge mechanism provides for an additional increase to the line charge to match revenues to expected expenses. Third, according to the petition, the methodology required by Section 755.500 ensures, among other things, that ITAC maintains an appropriate cash balance. Section 755.500(e)(3) addresses the cash balance. This cash balance provision of the Commission’ s rule is critical in light of the unique status of ITAC. The petition cites Docket No. 91-0587 (Oct. 21, 1992) for the following description of ITAC’ s unique status: 

ITAC, unlike public utilities, has no retained earnings, and no alternative means of raising capital. Moreover, because public utilities regulated by this Commission charge per unit of service, greater-than-expected usage of utility services results in increased revenue as well as expenses. In contrast, the subscriber line charge, which is ITAC’ s principal funding source, does not produce increased revenue when usage increases. 

ITAC states that its requested line charge reflects the cash balance provisions of Section 755.500(e)(3). 

ITAC also reports that the Federal Communications Commission (“FCC”) required that all TRS be accessible by dialing 7-1-1 by October, 2001. ITAC and its TRS vendor, Sprint Communications Company, L. P., successfully implemented 7-1-1 access prior to the required date. As required by the FCC, ITAC states that its 2002 projections include educational and promotional expenses necessary to inform the public of the new 7-1-1 service. 

In addition, ITAC indicates that its projections contain capital expenditures of $140,000 and other non-capitalized equipment purchases totaling $80,000. These increased capital and other equipment expenditures reflect new equipment expected to be distributed in late 2002, after completion of amendments to Part 755. 

ITAC discusses the decrease in the number of subscriber lines as well. In 2001, according to the petition, the actual number of subscriber lines decreased by 4.58% from 7.9 million on December 31, 2000 to 7.5 million on December 31, 2001. ITAC believes that the 2001 decrease in subscriber lines is primarily a result of the slowdown 

in the economy. Increased reliance on wireless telephone service—which is not assessed a line charge by the Commission—in place of traditional wireline service may also, ITAC opines, have contributed to the decline in subscriber lines. The decrease in subscriber lines for 2001 compares to increases of 4.09% and 2.78% in 2000 and 1999, respectively. Under Part 755.500, line charge projections are based on a three-year average of actual growth rates in subscriber lines. Consequently, ITAC states that  decreases in the number of subscriber lines will result in increases to the line charge amount, to allow ITAC to recover its expenses. 

III. STAFF’ S RESPONSE 

On April 16, 2000, Staff submitted a response to ITAC’ s petition. The response indicates that Staff has reviewed the petition, the attached schedules, and the supporting documentation. The response also states that Staff conducted a field audit of ITAC’ s records. According to the response, Staff finds no reason to contest the proposed line charges as filed by ITAC. 

Staff also notes, however, that it has become aware that some competitive LECs separately list the ITAC surcharge on customer bills. Staff states that the Commission’ s Order in Docket No. 91-0141 found that “the line charge should continue to be included in the monthly charge for local service.” (Finding (8), Order at 22) Staff recommends language to be included in the Order in this docket indicating that the line charge not be listed separately on each customer’s bills. 

The response also states that Section 755.510(c) requires each LEC to file a tariff within 15 days after any change in the line charge is ordered. Staff’ s response proposes tariff language for LECs to use when filing the required tariff. Staff requests that the proposed tariff language be included with the Order in this docket. Staff also requests that the Order require all LECs, facilities based and resale, noncompetitive and competitive, to file a tariff reflecting the change in the line charge. 

IV. FINDINGS AND ORDERING PARAGRAPHS 

The Commission, having considered the entire record and being fully advised in the premises, is of the opinion and finds that: 

1) the Commission has jurisdiction over the parties and the subject matter herein; 

2) the recitals of fact set forth in the prefatory portion of this Order are supported by the record and are hereby adopted as findings of fact; 

3) ITAC has complied with the requirements of 83 Ill. Adm. Code Part 755 Subpart F, Line Charge Adjustment Mechanism; 

4) the line charge under Section 13-703(c) of the Act should be increased from the existing level of 3 cents per subscriber line and 0.3 cent per centrex line to 10 cents per subscriber line and 1.0 cent per centrex line; 

5) each Illinois LEC should be served with a copy of this Order;  

6) pursuant to the Commission’ s Order in Docket No. 91-0141, the supplemental charge should not be separately listed on each customer’ s bills; 

7) each Illinois LEC should be directed to file a tariff within 15 days of the date of this Order reflecting the new line charge, without further notice; and 

8) the following language proposed by Commission Staff may be used by each Illinois LEC when complying with Finding (7): 

Pursuant to the Order dated May 8, 2002, of the Illinois Commerce Commission in Docket No. 02-0238, ____________ Telephone Company will impose a supplemental charge of ten cents per month per line for all subscriber lines other than Centrex-type lines, and a charge of one cent for each Centrex-type line, effective with bills rendered on or after June 1, 2002 or at the beginning of the first cycle after June 1, 2002. 

IT IS THEREFORE ORDERED by the Illinois Commerce Commission that the petition filed by the Illinois Telephone Access Corporation is granted, and, pursuant to Section 13-703(c) of the Act, the existing line charge of 3 cents per subscriber line and 0.3 cent per centrex line is increased to 10 cents per subscriber line and 1.0 cent per centrex line. 

IT IS FURTHER ORDERED that Illinois local exchange carriers shall not separately list the supplemental charge on each customer’ s bills. 

IT IS FURTHER ORDERED that a copy of this Order shall be served on all Illinois local exchange carriers by the Chief Clerk of the Commission and they are directed to file tariffs in compliance with this Order within 15 days of the date of this 

Order. Illinois local exchange carriers may use the tariff language in Finding (8) when making this filing. 

IT IS FURTHER ORDERED that subject to the provisions of Section 10-113 of the Public Utilities Act and 83 Ill. Adm. Code 200.880, this Order is final; it is not subject to the Administrative Review Law. 

By order of the Commission this 8th day of May, 2002. 

(SIGNED) RICHARD L. MATHIAS 

Chairman 

� The petition notes that effective September 13, 1993, the General Assembly amended Section 13-703


to include mutual telephone companies within the definition of telecommunications carriers for purposes


of Section 13-703. Accordingly, ITAC’ s projections for the period January 1, 2002 through December 31,


2002 reflect this statutory change.
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