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Attachment to Application for Renewal of 
Certification of Massachusetts TRS Program
Massachusetts Dual-Party Relay Service Program
Authority
M.G.L. Chapter 166 § 15E states:

(c) 
"Each common carrier shall provide a dual party TDD/TTY telephone message relay service from a center located within the commonwealth. Employees of said center shall be residents of the commonwealth and preference in employment at said center shall be given to disabled persons as defined by this section.

(d)
 "The Department of Telecommunication and Energy shall review each such service to see that it conforms with the provisions herein. Said department shall promulgate rules and regulations necessary to carry out the provisions of this section; provided, however, that prior to such implementation of such services pursuant to sections (b) and (c) said common carrier shall issue a Request for Proposal subject to Department of Telecommunication and Energy review and approval seeking competitive bids from qualified vendors to provide the aforementioned services. Said common carrier shall be permitted to submit a competitive bid to provide the aforementioned services. Further provided, however, that beginning on January 2,1991, the vendor selected to provide such services shall reimburse the Commonwealth for the costs incurred by the existing provider of said service, subject to DTE review and approval, prior to full implementation of this Act.  In any rate proceeding conducted pursuant to chapter 159 of the General Laws in which said carrier seeks to reflect the costs for such services in rates, said carrier shall submit to the department such information about said request for proposals so that the Department may determine that said carrier is providing such services at a cost to said carrier that reflects the least cost to its rate payers with due regard for standards of reliability and quality that are consistent with the public interest."

Massachusetts Relay Service History
A DPRS for the Commonwealth of Massachusetts was provided by Development Evaluation Adjustment Facility, Inc., (D.E.A.F., Inc.), a non-profit, state-funded agency, prior to 1991. The funding for said service ceased as of January 1991. 

BA-MA (formerly d.b.a. NYNEX) provided a Dual-Party Relay Service (DPRS) to the Commonwealth of Massachusetts pursuant to an agreed upon term which expired June 30,1995, and was extended by the Department of Telecommunication and Energy (DTE) in their order DPU 95-54. 

MCI Telecommunications Corp. became the DPRS provider having won the competitive bid for a term that expired April 31, 1999, in accordance with a settlement agreement between MCI, DTE, BA-MA, the Commonwealth of Massachusetts Office of the Attorney General, and four organizations that filed a complaint in December 1996. 

Verizon Communications (formerly BA-MA) is the administrator of the MA DPRS. 

The present DPRS service provider is VISTA IT, Inc., selected by competitive bid, which commenced service of the MA DPRS on May 1, 1999.

Contract Status
The present contract for relay services was entered into with VISTA IT, Inc. by Verizon on April 12, 1999 for a term commencing on May 1, 1999 and expiring June 30, 2003.

47 C.F.R. § 64.603 – Provision of Services
MA DPRS began Speech-to-Speech relay service February 1, 2001.

MA DPRS has provided intrastate and interstate Spanish-to-Spanish relay service since May 1, 1999.

47 C.F.R. § 64.604 – Mandatory Minimum Standards
Operational Standards
CA Standards
All MA CA applicants must successfully pass spelling and grammar tests and oral-to-text typing ability to levels determined to establish their skill level and likelihood of successfully completing VISTA’s CA training course prior to hire.  These non-biased validated second-year college exams were developed for VISTA by a Westfield State College English professor.  A 90% accuracy rate is required to achieve a passing score on the spelling and grammar exams as well as the typing speed test.

The oral-to-text entry-level typing test is computerized and evaluated against a standard of 55 wpm with an accuracy requirement of 90%.  The test is administered to test both visual and auditory (dictation) typing skills as a prerequisite to CA training.

Applicants are also screened for their voicing abilities with attention paid to clarity, diction and application of appropriate voice tones.  Applicants are required to voice an assortment of possible scenarios they may encounter on a daily basis, including some they may find objectionable or uncomfortable.  Only applicants who clearly and accurately voice examples, while applying appropriate voice tones and inflection, are considered for the CA training program.

The CA training program includes the following course elements over a four-week training period:

TTY technology, use and etiquette

Unfair Hearing Test

CA Code of Ethics

CA Confidentiality

Ergonomics

ASL and Typed ASL-to-Spoken English Transliteration

Deaf Culture

Operator Relief and Call Transfers

Difficult and Unusual Situations and Call Handling Protocols

User Profiles and COC

Call Processing

Supplemental Spelling and Grammar

Speed Transcription

Voice Mail, Answering Machines, Pagers and Automated Menu Systems

Turbo Code and Interrupt Feature

Billing Options, Credit and Calling Cards

All Call Types:

TTY – Voice

TTY – Answering Machine

TTY – Recording

TTY – Pager

TTY – Voice Mail

Voice – TTY Answering Machine

Voice – TTY Pager (Wyndtell)

VCO – Voice

VCO – TTY

VCO – VCO

2-Line VCO

HCO – Voice

HCO – HCO

And the complements of each type, where applicable

Emergency Calls

Directory Assistance Calls

Operator Assisted Calls

Speech-to-Speech Training, for qualified CAs, includes additional training elements of:

STS Definition

Causes of Speech Disabilities

Call handling variances from standard relay procedure

STS-CA Reference Guide

Understanding STS Customers

STS Situational Guidelines

STS Practice Tapes

STS-to-Voice, TTY, VCO, etc.

Upon successful completion of the CA training program, trainees are required to complete another round of testing, including assessment of written policy and procedures, typing skills, voicing skills and call processing policies/procedures in simulated relay calls. The minimum passing score for these tests is 90%.

After 90 days of employment, and annually thereafter, CAs are required to complete another round of tests.  These tests consist of a written policy and procedure exam and a written spelling and grammar test. The policy and procedure test includes questions designed to measure an CA’s knowledge and skills in all areas of call handling, call types, confidentiality, ethics, ASL and deaf culture. In addition, CAs are required to participate in simulated test call scenarios to test their call handling abilities, auditory spelling skills and voicing skills.

Third-Party Test Calls
The MA DPRS contract requires CAs to type 65 WPM at 90% accuracy. 

Evaluation of each CA’s typing speed and accuracy is conducted by VISTA through computerized testing of oral-to-text transcription skills post-training, at 90-days of employment and annually.

Additionally, Verizon utilizes a third-party contractor to perform 200 monthly scripted test calls through the MA DPRS to evaluate Overall Typing Speed and Overall Typing Accuracy, along with call handling procedures such as providing CA Number and Gender, asking called parties whether they are familiar with using relay, adherence to answering machine call handling protocol and Verbatim transcription.

Results of the third-party monthly evaluations May 2001 – June 2002 

	Month
	Typing Speed

WPM
	Typing

Accuracy

	
	
	

	
	
	

	May-01
	71.7
	90.8%

	Jun-01
	69.9
	91.2%

	Jul-01
	74.3
	92.5%

	Aug-01
	69.0
	93.4%

	Sep-01
	70.7
	93.8%

	Oct-01
	68.6
	92.3%

	Nov-01
	71.6
	91.9%

	Dec-01
	69.8
	92.8%

	Jan-02
	74.2
	92.0%

	Feb-02
	75.2
	91.3%

	Mar-02
	75.6
	91.7%

	Apr-02
	76.5
	93.8%

	May-02
	79.8
	93.8%

	Jun-02
	74.7
	93.8%

	
	
	

	Average
	73.0
	92.5%

	
	
	

	MA Required
	65.0
	90.0%

	FCC Required
	60.0
	Not Spec


Confidentiality and Content

MA DPRS operates in compliance with communications confidentiality, non- disclosure and quality assurance monitoring pursuant to Massachusetts General Laws Chapter 272 § 99. MA DPRS operates in compliance with Section 705 of the Communications Act, 47 U.S.C. § 605.

In compliance with 47 C.F.R. § 64.604, STS CAs may retain information from a particular call in order to facilitate the completion of consecutive calls, at the request of the STS user. Such retained information is not retained beyond the completion of the STS user’s call session.

MA DPRS CAs hold all calls and all related information in strict confidence. CAs and all other personnel associated with the relay center, are required to sign a detailed Pledge of Confidentiality and Relay Code of Ethics.

This document is intended to clearly detail in a point-by-point fashion exactly what confidentiality means. This is extremely important since a breach will result in the employee’s immediate termination. Claiming failure to understand that their actions represent a breach of confidentiality will not be accepted as a defense.

During new staff orientation and throughout training, the importance of confidentiality is stressed. Class time is devoted to presenting call scenarios and call circumstances that may inadvertently lead to a breach of confidentiality. In order to provide instruction on how to properly handle calls, CAs are coached on appropriate and inappropriate actions.  A Code of Ethics and Confidentiality Awareness Quiz is administered and discussed upon completion to reinforce the CAs understanding of these principles.

MA DPRS employees are prohibited from:

(
Keeping any records of conversations 

(
Divulging the content of relayed conversations

(
Acting on the information contained in relayed conversations

(
Altering or censoring the content of relayed conversations

Observing or listening to actual calls by anyone other than the CA serving that call is prohibited except for training or quality assurance. A Supervisor may need to review the call on the screen in order to provide call processing clarification, resolve technical problems or assist with a billing question asked by the CA. As part of the learning process, trainees sit with an experienced CA or CA Training Assistant to observe call handling procedures. Guidelines are provided to these CAs in order to maintain confidentiality during these sessions.

VISTA has taken extensive measures to insure that the facility meets the confidentiality needs of its consumers. The CA workstations are arranged in such a manner to insure privacy. They have walls preventing others from seeing what is typed and overhearing conversations. General public access to the relay center is restricted to the reception area and, when escorted, to the administration area.

All entrances, other than the reception area entrance, contain electronic combination locks. Access is restricted to those directly associated with the relay center by means of an electronic security access badge individually assigned to authorized personnel.

Complaints or allegations of a breach of confidentiality are investigated by senior management at the center and may require the suspension of the employee(s) allegedly involved until completion of the investigation. The employment of relay personnel who, after investigation, are found to have violated the confidentiality rules are terminated. Such individuals are not eligible for re-hire.

No information beyond that necessary for billing is retained once an originating call is terminated. In cases where a consumer requests a follow-up call to a complaint or comment, their name and phone number are only recorded with their permission. This information is then only shared with the Customer Service and/or Outreach Manager for follow up.

Types of Calls
 MA DPRS places no limits on individual or sequential calls, either in number or duration of calls in each user initiated call session. MA DPRS supports the following call types:

TTY – Voice

TTY – Answering Machine

TTY – Recording

TTY – Pager

TTY – Voice Mail

Voice – TTY Answering Machine

Voice – TTY Pager (e.g., Wyndtell)

VCO – Voice

VCO – TTY

VCO – VCO

2-Line VCO

2-Line HCO

HCO – Voice

HCO – HCO

And the complements of each type, where applicable

STS

Additionally, MA DPRS supports calls to Directory Assistance, LEC and LD Operator, BLI and BLV, in billing modes of Bill-to-ANI, Collect, Third-Party Billed, Calling Card and Credit Card, Toll-Free and 900 pay-per-call, local, intra-state, interstate and international.

MA DPRS can process relay calls from standard telephones, TTYs, cellphones, text-pagers, radio-telephone and pay phones.

Emergency Calls
Ideally, TRS users who need emergency services should not access 911 through the relay center, but should instead directly dial 911 (PSAP), all of which are required to be equipped to receive and process TTY calls under the Americans with Disabilities Act. Therefore, Verizon’s directories inform TRS customers to dial 911 directly in the case of emergency. The MA DPRS Outreach program and staff continually educates users to directly dial 911 for emergency services.

Of course, some users may still access the relay center for emergency calls. When a TTY user identifies a call as “911” or “emergency”, the CA immediately presses the relay console’s EMERGENCY hot-key. Provided that an ANI has been delivered to the console with the call, the console automatically performs a PSAP Database lookup and automatically dials the PSAP access number associated with the ANI. The CA stays on the line with the user and PSAP to facilitate the call.

In the event the originating caller hangs up after indicating an emergency, but before the CA presses the EMERGENCY key, the CA presses the EMERGENCY key, the console dials out to the PSAP associated with the caller’s ANI and the CA informs the PSAP dispatcher that an emergency call from that ANI was received by relay and that the caller hung up before relay could connect the caller to the PSAP directly, allowing the PSAP to initiate action.

If a call arrives without an ANI or is from a cellphone, the CA presses the EMERGENCY key and prompts the caller for the city and state from which they are calling. Upon entering that information the console performs a PSAP Database lookup on city/state to determine the PSAP and automatically dials out to that PSAP.

On Voice-originating “emergency” calls received by the MA DPRS, the CA informs the caller they have reached Massachusetts Relay and offers to connect them to the PSAP. If the caller chooses to have the CA connect them, the CA presses the EMERGENCY key and the call is automatically connected to the PSAP associated with the caller’s ANI. Upon connection to the PSAP, the CA initiates the “operator release” function and the voice caller communicates directly with the PSAP dispatcher.

In-Call Replacement of CAs

For standard (non-STS) relay calls MA DPRS CAs must remain on a call for a minimum of ten minutes before he or she may request a relief operator.

For STS relay calls MA DPRS CAs must remain on a call for a minimum of fifteen minutes before he or she may request a relief operator.

CA Gender Preferences
MA DPRS currently employs both male and female CAs throughout 24 hours of operation, allowing TTY users the option of a male or female CA.  Selection for either gender is also available in the Customer Profile options so that when the TTY user’s call arrives, it can immediately be transferred to their gender choice, if a CA of the opposite gender answers the call. Each CAs identification number is structured as 1234M for a male CA and as 1234F for a female CA.

STS Called Numbers
MA DPRS allows STS the option of maintaining a “speed dial” list of names and phone numbers as part of their user profile, and is stored in the user profile database. Upon receipt of a call from a STS user who has an established profile, that information is delivered to the CA console along with the incoming call and is available to the CA through a pop-up list on screen. When the STS user requests the CA to call one of the listed names, the CA first repeats the name and the listed phone number for that party for user validation prior to placing the call. The CA then selects the requested name/number from the list and the console automatically dials out to that number.

As with all MA DPRS user profiles, the profile database information would be transferred to any succeeding provider for MA DPRS.

STS CAs must pass an independently administered hearing test, performed by an “occupational health and industrial rehabilitation center”, and clearly demonstrate an aptitude for accurately interpreting the speech patterns of the speech disabled to qualify for the STS CA position.

Information about STS and how to use the service were mailed to 1,565 potential Massachusetts STS users in April 2001.

Detailed STS Outreach Training has been provided at the following agencies and conferences:

AD LIB

Speech, Language and Hearing Center of Massachusetts General Hospital

Boston Center for Independent Living

Ear, Nose and Throat Department at Boston Medical Center

Easter Seals Stroke Support Group

(22 chapters)

Independent Living Center of North Shore and Cape Ann

MetroWest Center for Independent Living

Northeast Independent Living Program

Southeast Center for Independent Living 

Spaulding Rehabilitation Center

(2 locations)

STAVROS

Whitter Rehabilitation Center

Ounce of Prevention Conference

Massachusetts Speech Hearing Language Association State Conference

Stroke Conference

STS is also presented briefly in all MA DPRS general outreach events, user training and is advertised at all MA DPRS exhibits and conferences.

Technical Standards
Transmission Modes
MA DPRS is capable of communicating in ASCII from 300 baud through 2400 baud, in Baudot, and in “TurboCode” compatible mode with user interrupt capability. The MA DPRS system auto-synchronizes its speed to that of the incoming call’s device.

Speed of Answer
The MA DPRS is required to operate to a P.01 standard for call blockage. In practice, MA DPRS has operated at P.00 from inception of its present contract commenced on May 1, 1999.

The MA DPRS contract stipulates that:

“Speed of answer by an OPR prepared to place the relay call should be measured from the vendors automated call distributor report and should meet the requirement of 85% within 10 seconds on a daily basis.”

Additionally, the contract further stipulates:

Provider “shall also answer ninety-seven percent (97%) of all calls within 30 seconds on a daily basis from the beginning of ring detection until the start of connection as measured by the automated call distributor for all calls processed.” And, “The DPRS must be answered by an OPR prepared to place the call, not a recorded message.”

For purposes of calculating speed of answer, abandoned calls are included.

MA DPRS 85%/10 Second Speed-of-Answer Performance May 2001 – June 2002:

	
	Percent of Calls

	Month
	Answ. in 10 Sec.

	
	

	May-01
	88.2%

	Jun-01
	92.4%

	Jul-01
	96.1%

	Aug-01
	91.4%

	Sep-01
	91.4%

	Oct-01
	96.2%

	Nov-01
	95.9%

	Dec-01
	96.6%

	Jan-02
	96.1%

	Feb-02
	97.0%

	Mar-02
	95.1%

	Apr-02
	94.6%

	May-02
	95.0%

	Jun-02
	91.5%

	
	

	Average
	94.1%

	
	

	MA Required
	85.0%

	FCC Required
	85.0%


Equal Access & COC
MA DPRS presently supports thirty-one (31) IXCs and dial-around accesses through the relay service. MA DPRS does not “default” any long distance calls to a particular IXC, requiring users to select a carrier of choice (COC) for each long distance call or to have a pre-defined COC in their user profile. A user-profiled COC may be overridden for any individual call.

New IXCs/dial-around accesses are added from time-to-time based on user demand and requires that the prospective carrier submit an Access Service Request to VISTA’s telecommunications vendor in order to establish interconnection.

TRS Facilities
The MA DPRS operates both TRS and TRS Customer Service on a 24/7 basis from a call center facility located in Holyoke, MA in the western part of the state.

By Massachusetts state law, the TRS call center must be located in-state and all Massachusetts calls must be handled by that in-state center. MA DPRS call traffic may only be routed to an out-of-state facility due to network outages or due to emergency or act-of-god service disruption of the in-state center service.

MA DPRS maintains adequate network facilities and capacity to ensure that under projected calling volume the probability of a busy response due to loop trunk congestion is no greater than P.01. In practice, MA DPRS has operated at P.00 from inception of its present contract commenced on May 1, 1999.

In the event of a loss in network connectivity from its primary switch, call traffic to the MA DPRS is automatically routed through a secondary switch to the center, avoiding re-routing call traffic to an out-of-state center.

In the event of a total network or emergency outage affecting the Massachusetts center, call traffic can be re- routed to other fully compatible and technically redundant centers operated by VISTA’s telecommunications vendor under a bi-lateral service agreement.

The MA DPRS Center is protected from power outages by uninterruptible power supplies (UPS) and a battery system, and a back-up diesel generator. This equipment is located on-site. In the event of an outside power loss to the center, the battery system and UPS alone are capable of a sustaining operation through a loss of power for up to two hours. The diesel generator is designed to come on-line within 2-minutes of a loss of outside power and is capable of sustaining the entire power requirements of the center indefinitely. 

VISTA performs weekly maintenance and testing of this equipment to ensure availability of this alternate power source in the event of a power failure at the center.

The uninterruptible power supply / generator set supports all critical functions at the center, including:  

(
Transmission equipment (channel banks, protection switches, radio equipment, ACD, channel service units, etc.)

(
Local PBX and peripheral systems.

(
LAN and WAN connected devices including Operator consoles and terminals, servers, gateways, Call Detail Record recording and collection systems, and communications elements.

(
Environmental systems including air conditioning, fire suppression, system alarms, emergency lighting systems including operator work site emergency lights.

Technology (Enhanced)
Voice Mail and Interactive Menus

Currently users of MA DPRS have full access to both Voicemail and Interactive Menus.

Voicemail Retrieval Procedure:

The relay user must provide the operator with the Voicemail access number, their mailbox number along with their password, where applicable.  The CA will then dial the access number and input the mailbox number and password via DTMF.  The relay user will be kept informed of the call status by the use of two “Hot keys”  (RECORDING) and (ENTERING NBR).  The CA will then type out each voicemail message to the relay user.  After each message the operator will type (REPEAT SAVE ERASE QQ)GA which allows the relay user the choice to save or erase the message.  If the message is too fast for the CA to transcribe, he or she will choose to replay the recorded message so that the entire message is relayed verbatim.

Interactive Menus:

Massachusetts Relay operators use an Interactive Voice Recording Unit in order to capture answering machines and recordings.  The recording is then typed verbatim to the customer.  If the relay user chooses an option from a Interactive menu the operator would then select that option via DTMF.

Functional Standards:

Complaints
Methods of Complaint/Comment Filing:

MA DPRS Customer Service

800-720-3480 (TTY)

800-720-3479 (Voice)

413-493-1190 (Fax)

custserv@massrelay.org
By mail to:

Mark Sommer

Massachusetts Relay

Customer Service and Outreach Manager

220 Main Street

Malden, MA 02148

And through our website “Feedback” tab, online comment/complaint form with auto-transmission to Customer Service.

Additionally, customers can ask to communicate directly with a MA DPRS Supervisor during their call to relay and/or the CA can directly transfer the user’s call to a Customer Service Representative; available 24 X 7 and co-located at the relay center.

Each customer contact is recorded in our Customer Service database through a Customer Service Report form and may constitute a Commendation, Complaint or Comment regarding such areas as Relay Procedures, CA performance, Technical Difficulty or just an information or literature request.

All reports contain Date and Time of contact, optionally – Customer Name, type of call connection (voice, TTY, STS, etc.), Narrative of customer comment, Follow-up Actions and Resolution. Customer contacts for complaints are immediately routed to appropriate relay administration department managers and the Customer Service and Outreach Manager for resolution and response to customer. Informational requests are either handled at the point and time of first contact by the Customer Service Representative or are forwarded to our Outreach staff for follow-up action with the customer.

Most customer contacts involving a complaint of service are resolved within 24-hours

Most complaints are resolved within 24 to 48 hours and for those requiring longer-range solutions, the process for solution development begins promptly and proceeds efficiently.

Consumer Complaint Logs

VISTA IT, Inc. has timely filed annual MA DPRS Summary Consumer Complaint Logs with the FCC for the periods June 2000 – May 2001 and June 2001 – May 2002. Filing of a Summary Consumer Complaint Log for the period June 2002 – May 2003 will be filed with the FCC in July 2003.

Public Access to Information

MA DPRS Outreach conducts an average of 250 MA DPRS training sessions annually and 60-70 exhibits annually exhibiting MA DPRS services at various conferences, conventions and trade shows.

Following is a sample listing of agencies MA DPRS provides training to and exhibit its services.  The listing is actual schedule of Outreach training performed from April to June 2002:

4/1/2002
Council on Aging

4/1/2002
Department of Mental Retardation

4/3/2002
MetroWest Medical Center

4/4/2002
MassRelay Exhibit at  Pediatrics Conference

4/4/2002
Tantasqua Regional High School

4/5/2002
Boston Aging Concerns Association

4/5/2002
Regional Outreach meeting

4/6/2002
MassRelay Exhibit at  ASL Day

4/9/2002
Center for Living and Working

4/12/2002
CM Center for Homeless

4/16/2002
University Nursing Home

4/18/2002
STAVROS (VZ Agent)

4/18/2002
Relay Community Forum @ Holyoke CC

4/19/2002
MRC Springfield

4/23-24/02 MassRelay Exhibit at  Early Intervention Conference

4/24/2002
Department of Mental Retardation

4/24/2002
Ad Lib 

4/24/2002
United Cerebral Palsy Assoc (VZ Agent)

4/24/2002
Community Forum @ Deaf Inc. Berkshire

4/25/2002
Tour and Presentation w/Willie Ross School

4/26-28/2002 MassRelay Exhibit at  SHHH Regional Conference

4/27/2002
MassRelay Exhibit at  Clerc Conference

4/29/2002
TLC-PA

4/30/2002
MassRelay Exhibit at  Northeast Job Fair

4/30/2002
Relay Community Forum @ MWCC

May
 

5/2/2002
MassRelay Exhibit at  Home Health Care

5/3/2002
MassRelay Exhibit at  MAAPS

5/4/2002
MassRelay Exhibit at  NETAC 

5/6/2002
DoubleTree Hotel

5/8/2002
Department of Public Health

5/8/2002
Fenway Community Health

5/8/2002
Deaf Community Revisited

5/9/2002
MassRelay Exhibit at  NASW

5/9/2002
Emerson College ASL II Class

5/10/2002
Western MA Deaf Leaders Group

5/14/2002
South Bay Early Intervention

5/17/2002
MultiCultural Deaf Conference

5/17/2002
Lawrence Public School

5/19/2002
ALDA Brunch

5/20/2002
Southeast Center for Independent Living

5/20/2002
Lustre Color

5/21/2001
Regional Outreach Meeting

5/21/2002
BLP-Fanieul Branch

5/21/2002
Relay Community Forum @ NILP

5/22/2002
MassRelay Exhibit at  Franklin Commission for Disabilities

5/23/2002
Newton North High School

5/28/2002
Center for Living and Working

5/28/2002
Rape Crisis Center

5/29/2002
Step Inc.

5/30/2002
Horace Mann School

5/30/2002
Minuteman Early Intervention

June
 

6/2/2002
MassRelay Exhibit at  DBCC Event

6/4/2002
Deaf Inc. Outreach

6/4/2002
EXHIBIT: NEAT 2002

6/5/2002
Relay Community Forum @ Deaf Inc, Southeast

6/6/2002
Fitchburg High School

6/7/2002
Celebral Palsey of Massachusetts

6/7/2002
Planned Parenthood

6/7/2002
Pregnancy Hotline

6/8/2002
MassRelay Exhibit at  TLC Deaf Fun Day

6/10/2002
Shaw's Supermarket

6/10/2002
Early Intervention Program

6/11/2002
MSPCC

6/11/2002
Springfield Hospital

6/11/2002
BHN

6/12/2002
Department of Public Health

6/15/2002
EXHIBIT:  Deaf Fiesta

6/17/2002
Boston Center for  Independent Living

6/17/2002
Plymouth Public Library

6/18/2002
Cape Cod Intergroup

6/18/2002
VNA of Cape Cod

6/19/2002
AIDS Project 

6/22/2002
MassRelay Exhibit at  Project HOPE

6/25/2002
STAVROS

6/26/2002
Riverside Early Intervention Program

6/26/2002
Class, Inc.

Presentation Outlines depending on target audience (Categorized as:  Deaf, Deaf-Blind, Hard of Hearing, Late-Deafened, Speech Disabled, Senior Citizens, Voice Users, and General Community).   Generally, we discuss the following information in most of the presentations:

History of MassRelay/ADA

24/7  No Cost for Service

Confidentality of MassRelay Operators and Service

711 and all MassRelay access numbers

Carrier of Choices

Standard Relay 

Voice Carry Over (all VCO services if applicable)

Hearing Carry Over

Speech to Speech

Spanish Speaking OPR

Caller Profiles

Coin Sent Payphone 

Emergency calls (911)

MA DPRS Outreach  also custom designs MA DPRS training to include additional information (not listed above) that may compliment with the targeted audience. It inquires on the type of audience in advance to allow it  provide the information they seek.

Summary of the formation and composition of the Relay Advisory Council, its mission, Council meetings (frequency, content, Council actions).

The current MA DPRS Advisory Council was formed in 1999 when VISTA IT was awarded the MA DPRS contract.  Their role is to serve in an advisory capacity to help VISTA and Verizon understand any concerns or suggestions from the user community.

Members of this Council are all volunteers and meet three times a year.  At each meeting, the following agenda items are discussed:

(
Monthly Call Performance results by Verizon’s test call team 

(
Monthly past Outreach activity report

(
Quarterly future Outreach activity report

Members of the Council also are responsible for:

(
Customer Satisfaction Survey

(
Assist Outreach in promoting MassRelay

(
Sharing information regarding MassRelay updates to the user community

MA DPRS Advisory Council Members:

Marilyn Benoit, Verizon Communications

Roxanne Borowiec, MassRelay

Tom Boudrow, MSAD

Matt Ferrara, Association for Late Deafened Adults

Nancy Harasymiw, MassRelay

Jennifer Hartling, Hartling Communications

Angelina Ramirez, STAVROS

Karen Rockow, Self Help for Hard of Hearing People

Carole Rossick, Massachusetts Commission for Deaf and Hard of Hearing

Tom O’Neill, MassRelay

Laurel Sack, DEAF, Inc.

Mark Sommer, MassRelay

Sheryl Spera, Massachusetts Rehabilitation Commission and Chair of MassRelay Advisory Council

Mike Wallace, Gallaudet University Regional Center

Stephanie Wallace, Consultant – TRS Quality Assurance Testing

MA DPRS instructional information is available to consumers in print, in Braille format, online through the MassRelay.org website and is augmented quarterly with the “MassRelay Newsletter”.

Portability of Consumer Data
The MA DPRS contract stipulates that, “The data in the customer preference database must be portable and must not contain any information that is restricted to use by the vendor.”

Upon a change in vendor, the database content will be transferred to the new vendor.

Rates
VISTA does not directly bill relay users for calls made through the relay service, regardless of the jurisdiction of those calls. Through its subcontracted telecommunications vendor, all billing detail records are transmitted to the appropriate LEC or IXC associated with the users’ completed relay calls, thereby more fully assuring that each user will be correctly billed at their established billing rate(s) for their completed calls. All MA DPRS users may select their Carrier of Choice, which may be different for each caller session and for each outbound call within a caller session. Users may also choose to establish a pre-set COC through the User Profile database feature. MA DPRS does not default any outbound calls to any particular carrier.

Jurisdictional Costs Separation

As VISTA blends all inbound calls to the Massachusetts relay center, through its several access numbers (including 711), into a single queue and handles all inbound calls from a common staffing base and technical architecture, VISTA’s cost of handling intrastate vs. interstate calls is essentially the same.

VISTA discretely separates all calls and related conversation minutes for completed outbound calls by jurisdiction, i.e., local, intraLATA, intrastate interLATA, interstate, international, 800 and 900, only those completed call minutes which are intratstate (plus the state-allocated 51% of 800/900) are reported to Verizon for Massachusetts reimbursement. All other completed call minutes are reported to NECA for reimbursement on a monthly basis. VISTA does not presently offer either Video Relay or Internet Relay forms that are presently 100% reimbursable through the NECA funding vehicle.

Exceeding FCC Standards
The Massachusetts’ DPRS requirement for CA typing speed is 65 wpm with 90% accuracy.

Method of Funding
Funding for Massachusetts’ TRS is from local residential directory assistance revenue.

