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	Purpose of Study
	At the request of Telecommunications Access of Maryland, an independent agent was hired to survey the quality of service for the Maryland Telecommunications Relay Service. 


	Methodology
	Fifty-six scripted conversations were developed to survey the operators’ ability to relay a variety of business, technical and social calls. 

Teams of call monitors, consisting of a voice and TTY caller placed sixteen calls a day through the Maryland Relay for 31days during morning, afternoon and evening hours. A tape recorder was used to capture the voice caller and operator’s conversation and a TTY printout was used to capture the TTY caller and operator’s typed conversation. 

Each call was evaluated for typing accuracy, speed, and adherence to relay procedures specified in this document.  The specific guidelines used to evaluate performance are contained in Attachment A at the end of this report.


	Report Summary
	The table shown below contains a summary of the survey results of the quality of service for the Maryland Telecommunications Relay Service.


	Criteria Measured
	Results

	Number of Calls Evaluated
	505

	Number of Operators Surveyed
	223

	Overall Typing Accuracy
	85.0%

	Overall Typing Speed
	70.9 wpm

	Percent of Operators providing ID Number
	91.5%

	Percent of Operators asking voice person if familiar with relay
	94%

	Percent of Operators providing Relay explanation verbatim
	80%

	Percent of Calls relayed verbatim
	62.4%

	Percent of calls with garble
	3.4%

	
	


	Operators Surveyed
	The Call Monitors surveyed 223 operators from six centers.

· 105 Maryland operators accounted for 309 calls or 61.2% of the calls

· 73 Missouri operators accounted for 148 calls or 29.3% of the calls

· 26 Texas operators accounted for 29 calls or 5.7% of the calls 

· 12 New York operators accounted for 12 calls or 2.4% of the calls 

· 6 Arizona operators accounted for 6 calls or 1.2% of the calls

· 1 operator from Minnesota for 1 call or .2% of the calls


	Typing Accuracy
	The overall typing accuracy for all operators surveyed was 85.0%

· Maryland average  84.4%

· Missouri  average   86.0%

· All others average   85.5%

· 90% to 98.2% accuracy  164 calls  32.3%

· 80% to 89.9% accuracy  212 calls  42%

· 70%  to 79.9%accuracy    73 calls  14.5%

· 60% to 69.9% accuracy    27 calls  5.3%

· 50% to 59.9% accuracy    16 calls  3.2%

· 40% to 49.9% accuracy      8 calls  1.6%

· 30% to 39.9% accuracy      4 calls    .8%

· 25.6% accuracy 1 call

The average accuracy for calls to an answering machine or voice messaging system was 72.5%.

The average accuracy on live calls was 86%.




	Typing Speed
	The average typing speed was 70.9 words per minute.  

· Maryland average 71.5 wpm

· Missouri average 69.8 wpm

· All others states 69.2 wpm


	Operators Providing ID
	Operators provided their identification number 91.5% of the time.  Operators failed to provide their number to the voice person on 41 occasions on TTY originating calls.  On two calls the operator did not provide her number to the TTY user on voice originating calls. 

On voice originating calls, the operator provided his/her number to the voice caller and TTY user at the start of the call only.  The number was not repeated at the end of the call.

On TTY originating calls, operators provided their number to the TTY caller at the beginning and end of the call 94.6% of the time.   


	Familiarity With Relay
	On voice originating calls, the operator did not ask the caller if she was familiar with relay on any of the calls.  

The operator asked if the voice person was familiar with relay 94% of the time on TTY originating calls.


	Call relayed Verbatim
	For purposes of this testing a standard was applied to determine if operators were relaying the voice person’s conversation verbatim.  If the operator omitted a complete sentence or omitted or substituted more than 2 significant words in two or more segments, the call was rated as not relayed verbatim. 

The overall rating for calls relayed verbatim was 62.4%.  Operators did not relay verbatim on 145 out of 417 calls to a live person, or 65.2% of the time.  

Calls to an answering machine or voice retrieval systems were relayed verbatim on 47 calls, or 53.4% of the time.  In situations when the operator asked the caller if she wanted the entire message, the caller asked the operator to relay the entire message.


	Garbling
	The TTY user experienced 17 calls with garbling from the relay operator.  In most cases, the garbling occurred at the beginning of a typed segment. 


	General Findings
	Based on the findings from this survey, general areas of weakness in the operator performances were revealed.

· Use of non-standard abbreviations 

· Dropping insignificant words such as “a” “an”, “the”

· Typing “UR” for “you are” or “you’re” 

· On voice originating calls, operators do not follow the callers instructions to ask for a specific person when the call is answer

· Operators do not type everything that is said when a voice person answers the phone.

· A significant number of spelling errors were due to spacing which could be garbling, not a typing mistake.

· Voice callers requested the operator to ask for a specific person on 80 calls.  The survey showed operators following the voice caller’s instructions 36.3% of the time.   The voice caller had to repeat her request again once a TTY user had answered the call.

· On TTY originating calls, the operator is required to keep the TTY user informed of the call progress, including typing to the TTY caller (ASKING FOR ____).   Operators followed proper procedure on 62 out of 177 calls, or 35% of the time.
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