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237.50 

     237.50 Definitions. 

    Subdivision 1.    Scope.  The terms used in sections 

 237.50 to 237.56 have the meanings given them in this section.  

    Subd. 2. Repealed, 1995 c 190 s 17 

    Subd. 3.    Communication impaired.  "Communication 

 impaired" means certified as deaf, severely hearing impaired, 

 hard-of-hearing, speech impaired, deaf and blind, or mobility 

 impaired if the mobility impairment significantly impedes the 

 ability to use standard customer premises equipment. 

    Subd. 4.    Communication device.  "Communication device"

 means a device that when connected to a telephone enables a 

 communication-impaired person to communicate with another person 

 utilizing the telephone system.  A "communication device" 

 includes a ring signaler, an amplification device, a telephone 

 device for the deaf, a Brailling device for use with a 

 telephone, and any other device the department of human services 

 deems necessary. 

    Subd. 4a.    Deaf.  "Deaf" means a hearing impairment of 

 such severity that the individual must depend primarily upon 

 visual communication such as writing, lip reading, manual 

 communication, and gestures. 

    Subd. 5.    Exchange.  "Exchange" means a unit area 

 established and described by the tariff of a telephone company 

 for the administration of telephone service in a specified 

 geographical area, usually embracing a city, town, or village 

 and its environs, and served by one or more central offices, 

 together with associated facilities used in providing service 

 within that area. 

    Subd. 6.    Fund.  "Fund" means the telecommunication 

 access for communication-impaired persons fund established in 

 section 237.52. 

    Subd. 6a.    Hard-of-hearing.  "Hard-of-hearing" means a 

 hearing impairment resulting in a functional loss, but not to 

 the extent that the individual must depend primarily upon visual 

 communication. 

    Subd. 7.    Interexchange service.  "Interexchange 

 service" means telephone service between points in two or more 

 exchanges. 

    Subd. 8.    Inter-LATA interexchange service.  

 "Inter-LATA interexchange service" means interexchange service

 originating and terminating in different LATAs. 

    Subd. 9.    Local access and transport area.  "Local 

 access and transport area (LATA)" means a geographical area 

 designated by the Modification of Final Judgment in U.S. v. 

 Western Electric Co., Inc., 552 F. Supp. 131 (D.D.C. 1982), 

 including modifications in effect on the effective date of 

 sections 237.51 to 237.54. 

    Subd. 10.    Local exchange service.  "Local exchange 

 service" means telephone service between points within an 

 exchange. 

    Subd. 11.    Telecommunication relay service.  

 "Telecommunication relay service" means a central statewide 

 service through which a communication-impaired person, using a 

 communication device, may send and receive messages to and from 

 a non-communication-impaired person whose telephone is not 

 equipped with a communication device and through which a 

 non-communication-impaired person may, by using voice 

 communication, send and receive messages to and from a 

 communication-impaired person.  

    HIST: 1987 c 308 s 1,8; 1988 c 621 s 2; 1993 c 272 s 2-6,17; 

 1995 c 190 s 1 

237.51 

     237.51 Telecommunications access Minnesota program 

  administration. 

    Subdivision 1.    Creation.  The commissioner of 

 commerce shall: 

    (1) administer through interagency agreement with the 

 commissioner of human services a program to distribute 

 communication devices to eligible communication-impaired 

 persons; and 

    (2) contract with a qualified vendor that serves 

 communication-impaired persons to create and maintain a 

 telecommunication relay service. 

 For purposes of sections 237.51 to 237.56, the department of 

 commerce and any organization with which it contracts pursuant 

 to this section or section 237.54, subdivision 2, are not 

 telephone companies or telecommunications carriers as defined in 

 section 237.01. 

    Subd. 2. Repealed, 1995 c 190 s 17 

    Subd. 3. Repealed, 1995 c 190 s 17 

    Subd. 4. Repealed, 1995 c 190 s 17 

    Subd. 5.    Commissioner of commerce duties.  In 

 addition to any duties specified elsewhere in sections 237.51 to 

 237.56, the commissioner of commerce shall: 

    (1) prepare the reports required by section 237.55; 

    (2) administer the fund created in section 237.52; and 

    (3) adopt rules under chapter 14 to implement the 

 provisions of sections 237.50 to 237.56. 

    Subd. 5a.    Department of human services duties.  (a) 

 In addition to any duties specified elsewhere in sections 237.51 

 to 237.56, the commissioner of human services shall: 

    (1) define economic hardship, special needs, and household 

 criteria so as to determine the priority of eligible applicants 

 for initial distribution of devices and to determine 

 circumstances necessitating provision of more than one 

 communication device per household; 

    (2) establish a method to verify eligibility requirements; 

    (3) establish specifications for communication devices to 

 be purchased under section 237.53, subdivision 3; and 

    (4) inform the public and specifically the community of 

 communication-impaired persons of the program.  

    (b) The commissioner may establish an advisory board to 

 advise the department in carrying out the duties specified in 

 this section and to advise the commissioner of commerce in 

 carrying out duties under section 237.54.  If so established, 

 the advisory board must include, at a minimum, the following 

 communication-impaired persons: 

    (1) at least one member who is deaf; 

    (2) at least one member who is speech impaired; 

    (3) at least one member who is mobility impaired; and 

    (4) at least one member who is hard-of-hearing. 

    The membership terms, compensation, and removal of members 

 and the filling of membership vacancies are governed by section 

 15.059.  Advisory board meetings shall be held at the discretion 

 of the commissioner. 

    Subd. 6. Repealed, 1995 c 190 s 17 

237.52 

     237.52 Telecommunications access Minnesota fund. 

    Subdivision 1.    Fund established.  A 

 telecommunications access Minnesota fund is established as an 

 account in the state treasury.  Earnings, such as interest, 

 dividends, and any other earnings arising from fund assets, must 

 be credited to the fund. 

    Subd. 2.    Assessment.  The commissioner of commerce 

 shall annually recommend to the commission an adequate and 

 appropriate surcharge and budget to implement sections 237.50 to 

 237.56.  The public utilities commission shall review the budget 

 for reasonableness and may modify the budget to the extent it is 

 unreasonable.  The commission shall annually determine the 

 funding mechanism to be used within 60 days of receipt of the 

 recommendation of the department and shall order the imposition 

 of surcharges effective on the earliest practicable date.  The 

 commission shall establish a monthly charge no greater than 20 

 cents for each customer access line, including trunk equivalents 

 as designated by the commission pursuant to section 403.11, 

 subdivision 1. 

    Subd. 3.    Collection.  Every telephone company or 

 communications carrier that provides service capable of 

 originating a telecommunications relay call, including cellular 

 communications and other nonwire access services, in this state 

 shall collect the charges established by the commission under 

 subdivision 2 and transfer amounts collected to the commissioner 

 of administration in the same manner as provided in section 

 403.11, subdivision 1, paragraph (d).  The commissioner of 

 administration must deposit the receipts in the fund established 

 in subdivision 1. 

    Subd. 4.    Appropriation.  Money in the fund is 

 appropriated to the commissioner of commerce to implement 

 sections 237.51 to 237.56. 

    Subd. 5.    Expenditures.  (a) Money in the fund may 

 only be used for: 

    (1) expenses of the department of commerce, including 

 personnel cost, public relations, advisory board members' 

 expenses, preparation of reports, and other reasonable expenses 

 not to exceed ten percent of total program expenditures; 

    (2) reimbursing the commissioner of human services for 

 purchases made or services provided pursuant to section 237.53; 

    (3) reimbursing telephone companies for purchases made or 

 services provided under section 237.53, subdivision 5; and 

    (4) contracting for establishment and operation of the 

 telecommunication relay service required by section 237.54. 

    (b) All costs directly associated with the establishment of 

 the program, the purchase and distribution of communication 

 devices, and the establishment and operation of the 

 telecommunication relay service are either reimbursable or 

 directly payable from the fund after authorization by the 

 commissioner of commerce.  The commissioner of commerce shall 

 contract with the message relay service operator to indemnify 

 the local exchange carriers of the relay service for any fines 

 imposed by the Federal Communications Commission related to the 

 failure of the relay service to comply with federal service 

 standards.  Notwithstanding section 16A.41, the commissioner may 

 advance money to the contractor of the telecommunication relay 

 service if the contractor establishes to the commissioner's 

 satisfaction that the advance payment is necessary for the 

 operation of the service.  The advance payment may be used only 

 for working capital reserve for the operation of the service.  

 The advance payment must be offset or repaid by the end of the 

 contract fiscal year together with interest accrued from the 

 date of payment.  

    HIST: 1987 c 308 s 3,8; 1988 c 621 s 4; 1992 c 518 s 2; 1993 c 

 272 s 12,13,17; 1995 c 190 s 5-7; 1995 c 201 s 1; 1Sp2001 c 4 

 art 6 s 63-65; 2002 c 329 s 3 

237.53 

     237.53 Communication device. 

    Subdivision 1.    Application.  A person applying for a 

 communication device under this section must apply to the 

 program administrator on a form prescribed by the department of 

 human services.  

    Subd. 2.    Eligibility.  To be eligible to obtain a 

 communication device under this section, a person must be: 

    (1) able to benefit from and use the equipment for its 

 intended purpose; 

    (2) communication impaired; 

    (3) a resident of the state; 

    (4) a resident in a household that has a median income at 

 or below the applicable median household income in the state, 

 except a deaf and blind person applying for a telebraille unit 

 may reside in a household that has a median income no more than 

 150 percent of the applicable median household income in the 

 state; and 

    (5) a resident in a household that has telephone service or 

 that has made application for service and has been assigned a 

 telephone number; or a resident in a residential care facility, 

 such as a nursing home or group home where telephone service is 

 not included as part of overall service provision. 

    Subd. 3.    Distribution.  The commissioner of human 

 services shall purchase and distribute a sufficient number of 

 communication devices so that each eligible household receives 

 an appropriate device.  The commissioner of human services shall 

 distribute the devices to eligible households in each service 

 area free of charge as determined under section 237.51, 

 subdivision 5a. 

    Subd. 4.    Training; maintenance.  The commissioner of 

 human services shall maintain the communication devices until 

 the warranty period expires, and provide training, without 

 charge, to first-time users of the devices. 

    Subd. 5.    Wiring installation.  If a 

 communication-impaired person is not served by telephone service 

 and is subject to economic hardship as determined by the 

 department of human services, the telephone company providing 

 local service shall at the direction of the administrator of the 

 program install necessary outside wiring without charge to the 

 household. 

    Subd. 6.    Ownership.  All communication devices 

 purchased pursuant to subdivision 3 will become the property of 

 the state of Minnesota. 

    Subd. 7.    Standards.  The communication devices 

 distributed under this section must comply with the electronic 

 industries association standards and approved by the Federal 

 Communications Commission.  The commissioner of human services 

 must provide each eligible person a choice of several models of 

 devices, the retail value of which may not exceed $600 for a 

 communication device for the deaf, and a retail value of $7,000 

 for a telebraille device, or an amount authorized by the 

 department of human services for a telephone device for the deaf 

 with auxiliary equipment. 

    Subd. 8. Repealed, 1988 c 621 s 19 

237.54 

     237.54 Telecommunication relay service. 

    Subdivision 1. Repealed, 1995 c 190 s 17 

    Subd. 2.    Operation.  (a) The commissioner of commerce 

 shall contract with a qualified vendor for the operation and 

 maintenance of the telecommunication relay system.  

   (b) The telecommunication relay service provider shall 

 operate the relay service within the state of Minnesota.  The 

 operator of the system shall keep all messages confidential, 

 shall train personnel in the unique needs of 

 communication-impaired people, and shall inform 

 communication-impaired persons and the public of the 

 availability and use of the system.  Except in the case of a 

 speech- or mobility-impaired person, the operator shall not 

 relay a message unless it originates or terminates through a 

 communication device for the deaf or a Brailling device for use 

 with a telephone. 

    HIST: 1987 c 308 s 5,8; 1993 c 272 s 14,17; 1995 c 190 s 12; 

 1Sp2001 c 4 art 6 s 66; 2002 c 329 s 4 

237.55 

     237.55 Annual report on communication access. 

    The commissioner of commerce must prepare a report for 

 presentation to the commission by January 31 of each year.  Each 

 report must review the accessibility of the telephone system to 

 communication-impaired persons, review the ability of 

 non-communication-impaired persons to communicate with 

 communication-impaired persons via the telephone system, 

 describe services provided, account for money received and 

 disbursed annually for each aspect of the program to date, and 

 include predicted future operation. 

    HIST: 1987 c 308 s 6,8; 1993 c 272 s 15,17; 1995 c 190 s 13; 

 1Sp2001 c 4 art 6 s 67 

237.56 

     237.56 Adequate service enforcement. 

    The services required to be provided under sections 237.50 

 to 237.55 may be enforced under section 237.081 upon a complaint 

 of at least two communication-impaired persons within the 

 service area of any one telephone company, provided that if only 

 one person within the service area of a company is receiving 

 service under sections 237.50 to 237.55, the commission may 

 proceed upon a complaint from that person. 

    HIST: 1987 c 308 s 7,8; 1993 c 272 s 17 

Minnesota Rules, Chapter 8775. 

Copyright by the Office of Revisor of Statutes, State of Minnesota. 

  8775.0100 DEFINITIONS.  
    Subpart 1.  Scope.  The terms used in this chapter have the 

 meanings given them in this part. 

    Subp. 2.  Applicable median income.  "Applicable median 

 income" means the median gross income in Minnesota as estimated 

 by the Bureau of the Census in the most recent annual 

 announcement of the United States Department of Health and Human 

 Services Family Support Administration, published in the Federal 

 Register.  These announcements are incorporated by reference. 

    Subp. 3.  Appropriate communication device.  "Appropriate 

 communication device" means a communication device that most 

 efficiently allows access to the telephone system by a 

 communication-impaired person.  

    Subp. 4.  Blind.  A person is "blind" if central visual 

 acuity does not exceed 20/200 in the better eye with corrective 

 lenses or, if greater than 20/200, visual acuity is accompanied 

 by a limitation in the fields of vision such that the widest 

 diameter of the visual field subtends an angle no greater than 

 20 degrees. 

    Subp. 5.  Board.  "Board" means the Telecommunication 

 Access for Communication-impaired Persons Board established in 

 Minnesota Statutes, section 237.51.  

    Subp. 6.  Communication device.  "Communication device" 

 means a device that when connected to a telephone enables a 

 communication-impaired person to communicate with another person 

 using the telephone system.  A communication device includes a 

 ring signaler, an amplification device, a telecommunications 

 device for the deaf (TDD), a brailling device for use with the 

 telephone system, and any other device the board considers 

 necessary.  

    Subp. 7.  Communication-impaired person.  

 "Communication-impaired person" means a person determined by the 

 division to be deaf, deaf and blind, hard-of-hearing, mobility 

 impaired, or speech impaired as defined by subparts 8, 9, 12, 

 16a, and 20. 

    Subp. 8.  Deaf.  "Deaf" means a hearing impairment of such 

 severity that the individual must depend primarily upon visual 

 communication such as writing, lip reading, manual 

 communication, and gestures.  A deaf person requires use of a 

 telecommunications device for the deaf (TDD) to communicate 

 effectively on the telephone.  

    Subp. 9.  Deaf and blind.  "Deaf and blind" means the 

 conditions of a person who is (1) deaf or has a severe to 

 profound hearing loss and (2) blind or visually impaired.  A 

 person affected by these conditions requires use of a brailling 

 device for use with the telephone system or other specially 

 designed system to communicate effectively on the telephone. 

    Subp. 10.  Division.  "Division" means the Deaf and Hard of 

 Hearing Services Division of the Minnesota Department of Human 

 Services.  

    Subp. 11.  Economic hardship.  "Economic hardship" means an 

 economic condition or level of subsistence on a household income 

 that is at or below 60 percent of the applicable median income 

 in the state.  

    Subp. 12.  Hard-of-hearing.  "Hard-of-hearing" means a 

 hearing impairment resulting in a functional loss, but not to 

 the extent that the individual must depend primarily upon visual 

 communication.  Some of the effects of the impairment can be 

 overcome with proper amplification.  A person that is 

 hard-of-hearing may require a communication device to 

 communicate effectively on the telephone.  

    Subp. 13.  [Repealed, 19 SR 1666] 

    Subp. 14.  Household criteria.  For determining priority 

 when initially distributing equipment or receiving more than one 

 communication device, "household criteria" means the higher 

 priority given for a household having more than one 

 communication-impaired person or for a household with a 

 communication-impaired person living alone.  

    Subp. 15.  Household income.  "Household income" means the 

 total income of a communication-impaired person and immediate 

 family living in the same residence.  The immediate family 

 includes spouse and minor children.  The income of a minor child 

 must be included when the dependent minor child is under 15 

 years of age and residing with the parents or custodial parent.  

 If the communication-impaired person is a minor child, then 

 parents and siblings residing with the minor are immediate 

 family.  

    Subp. 16.  Income.  "Income" means money received in the 

 preceding calendar year from each of the following sources:  

      A.  money, wages, or salary; 

      B.  net income from nonfarm employment as defined for 

 federal tax purposes; 

      C.  net income from farm self-employment as defined 

 for federal taxes; 

      D.  income from any social security program; 

      E.  supplemental social security income; 

      F.  public assistance or welfare payments; 

      G.  interest on savings or other investments that pay 

 interest; 

      H.  dividend income from estates or trusts, or net 

 rental income; 

      I.  veterans' payments, unemployment compensation 

 payments, and workers' compensation payments; 

      J.  private or public employee pensions; and 

      K.  alimony, child support, regular contributions from 

 persons not living in the household, and other periodic income.  

 This definition of income comes from that of the Bureau of the 

 Census and is interpreted according to its standards as 

 published in "Consumer Income," series P-60, No. 156, Money, 

 Income of Households, Families and Persons in the United 

 States:  1985.  These standards are incorporated by reference, 

 are not subject to frequent change, and are located in the 

 government publications reference department of the University 

 of Minnesota and in the Minitex interlibrary loan system. 

    Subp. 16a.  Mobility impaired.  "Mobility impaired" means a 

 motor skill condition that significantly impedes a person's 

 ability to use standard customer premises telephone equipment.  

 A mobility-impaired person may require the use of a 

 communication device with auxiliary equipment to communicate on 

 the telephone. 

    Subp. 17.  Resident of Minnesota.  "Resident of Minnesota" 

 means an individual who lives in Minnesota or who has moved to 

 Minnesota and intends to remain in Minnesota.  

    Subp. 18.  Significant visual impairment.  "Significant 

 visual impairment" means a visual disability that does not 

 constitute legal blindness but which constitutes a substantial 

 handicap to employment or limits the person's ability to live 

 independently, perform self-care activities, or grow and develop.

    Subp. 19.  Special needs.  "Special needs" means the needs 

 of an eligible person that may require that the person be given 

 priority when initially distributing the equipment or be given 

 more than one communication device because of severity of 

 communication impairment or presence of multiple disabilities.  

    Subp. 20.  Speech impaired.  "Speech impaired" means a 

 condition that renders a person physically incapable of speaking 

 clearly.  The severity of the impairment may vary; however, it 

 renders speech on an ordinary telephone unintelligible or 

 impossible and requires a communication device to communicate 

 effectively on the telephone.  

    Subp. 21.  TACIP.  "TACIP" means telecommunication access 

 for communication-impaired persons. 

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848; 19 SR 1666

Current as of 05/01/00
  8775.0200 PURPOSE AND CONSTRUCTION.  
    The purpose of this chapter is to develop and implement a 

 statewide program to distribute telephone communication devices 

 to eligible communication-impaired persons for improving access 

 to telephone communications services for communication-impaired 

 persons.  This chapter is to be liberally construed to further 

 these purposes.  

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848

Current as of 05/01/00
  8775.0300 ELIGIBILITY FOR TACIP SERVICES.  
    Subpart 1.  Information provided.  On request, the division 

 shall offer to a person an application form developed by the 

 division and a brochure that describes the TACIP eligibility 

 requirements and application process.  

    Subp. 2.  Application process.  The applicant shall 

 complete the application form and return it to the division's 

 regional service center for deaf and hard-of-hearing people.  An 

 application may be made by the applicant, the applicant's 

 spouse, or a person authorized by the applicant to act in the 

 applicant's behalf.  All documentation must be provided within 

 30 days of the first interview with the division.  The applicant 

 shall provide medical documentation of communication impairment 

 on request. 

    Subp. 3.  Documenting, verifying, and reviewing 

 eligibility.  The division shall verify the applicant's 

 household income, age, and access to telephone service, and that 

 the applicant is a communication-impaired person.  If the 

 division becomes aware that a condition of eligibility has 

 changed, the division may redetermine eligibility:  

      A.  Within 30 days, an applicant shall document income 

 or authorize the division to verify the income.  The division 

 shall help an applicant or recipient obtain documents that the 

 applicant does not possess and cannot obtain.  Information 

 previously verified and retained by the division need not be 

 verified again unless the information no longer applies to 

 current circumstances.  

      B.  The division shall not request information about 

 an applicant for or recipient of TACIP services that is not of 

 public record from a source other than within the division 

 without the applicant's or recipient's previous written 

 consent.  The division may request information about an 

 applicant or recipient that is not of public record from the 

 telephone companies by obtaining the applicant's or recipient's 

 previous written consent on an application or redetermination 

 form.  The division shall not provide third parties with access 

 to information about an applicant's eligibility status or other 

 case record information without the previous written consent of 

 that applicant or recipient, except when access to specific case 

 information is granted to agencies designated by the Minnesota 

 Government Data Practices Act, Minnesota Statutes, chapter 13.  

 Information designated as confidential by the Minnesota 

 Government Data Practices Act may only be made available to 

 agencies granted access under that law and must not be provided 

 to an applicant, recipient, or third party.  

      C.  The division shall inform the recipient of the 

 recipient's responsibility to report permanent changes in 

 circumstances that affect eligibility within ten days of each 

 change.  

    Subp. 4.  Eligibility criteria.  To be eligible for the 

 TACIP program, a person must:  

      A.  be at least five years of age; 

      B.  be a communication-impaired person; 

      C.  be a resident of Minnesota; 

      D.  be a resident in a household at or below the 

 applicable median income in the state, except that a deaf and 

 blind person applying for a brailling device for use with the 

 telephone system may reside in a household that has a median 

 income no more than 150 percent of the applicable median 

 household income in the state; and 

      E.  have or have applied for telephone service and 

 been assigned a telephone number.  A person who at the time of 

 application does not have telephone service, but meets all other 

 eligibility requirements, will be declared "conditionally 

 eligible" and, in order to be declared "eligible," must apply 

 for telephone service and be assigned a telephone number. 

    Subp. 5.  Persons not eligible.  Persons who are residents 

 of a residential or treatment facility that directly or 

 indirectly receives federal funding and is required to be fully 

 accessible to all residents by the Rehabilitation Act of 1973, 

 United States Code, title 29, section 774, and the Americans 

 with Disabilities Act of 1990, United States Code, title 42, 

 section 12101, et seq., and are eligible for and can obtain 

 communication devices through federal provisions are not 

 eligible to receive TACIP services under this chapter. 

    Subp. 6.  Notification of eligibility.  Within 30 days of 

 the receipt of the application and the necessary documentation 

 the division shall notify the applicant in writing whether the 

 applicant is found eligible and, if the applicant is denied, the 

 reasons for denial. 

    Subp. 7.  Determination of appropriate communication 

 device.  The division shall determine the appropriate 

 communication device for a recipient. 

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848; 19 SR 1666

Current as of 05/01/00
  8775.0400 COMMUNICATION DEVICES; INITIAL DISTRIBUTION PRIORITY.  
    Subpart 1.  First priority:  deaf and blind.  The first in 

 priority are those eligible, deaf and blind persons having 

 special needs, experiencing economic hardship, or meeting the 

 household criteria standards.  

    Subp. 2.  Second priority:  deaf.  The second in priority 

 are those eligible, deaf persons having special needs, 

 experiencing economic hardship, or meeting the household 

 criteria standards.  

    Subp. 2a.  Third priority:  speech and mobility impaired.  

 The third in priority are those eligible speech- and 

 mobility-impaired persons having special needs, experiencing 

 economic hardship, or meeting the household criteria standards. 

    Subp. 3.  Fourth priority:  impaired speech.  The fourth in 

 priority are those eligible, speech-impaired persons having 

 special needs, experiencing economic hardship, or meeting the 

 household criteria standards.  

    Subp. 3a.  Fifth priority:  mobility impaired.  The fifth 

 in priority are those eligible, mobility-impaired persons having 

 special needs, experiencing economic hardship, or meeting the 

 household criteria standards.  

    Subp. 4.  Sixth priority:  hard-of-hearing.  The sixth in 

 priority are those eligible, hard-of-hearing persons having 

 special needs, experiencing economic hardship, or meeting the 

 household criteria standards.  

    Subp. 5.  Seventh priority:  others without special needs.  

 The seventh in priority are those eligible, 

 communication-impaired persons having no special needs, not 

 experiencing economic hardship, and not meeting the household 

 criteria standards.  

    Subp. 6.  Use of priority system.  Initially, the priority 

 system must be used to determine the priority of eligible 

 applicants for receiving telecommunication devices, for example, 

 to establish a waiting list of eligible applicants.  Only if 

 allotted program money is insufficient to provide all eligible 

 applicants with needed equipment may the priority system be used 

 to determine which individuals will receive equipment. 

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848; 19 SR 1666 

Current as of 05/01/00
  8775.0500 HOUSEHOLDS ELIGIBLE TO RECEIVE SEVERAL DEVICES. 
    Subpart 1.  Deaf.  A communication-impaired person who is 

 deaf is eligible for a telecommunications device for the deaf 

 (TDD) and a ring signaler. 

    Subp. 2.  Deaf and blind.  A communication-impaired person 

 who is deaf and blind is eligible to receive a 

 telecommunications device for the deaf (TDD) or brailling device 

 for use with the telephone system with auxiliary equipment 

 approved by the board and necessary for efficient communication. 

    Subp. 3.  Two or more eligible persons.  If a household 

 contains more than one eligible communication-impaired person 

 with various communication impairments, the board or its 

 designee may approve more than one telephone device as necessary 

 for efficient communication.  

    Subp. 4.  Hard-of-hearing.  A communication-impaired person 

 who is hard-of-hearing is eligible for a ring signaler and 

 amplification device if more than one device is necessary for 

 efficient communication.  

    Subp. 5.  Mobility impaired.  A communication-impaired 

 person who is mobility impaired is eligible for a speakerphone 

 or similar device with auxiliary equipment that the board or its 

 designee deems necessary.  

    Subp. 6.  Speech and mobility impaired.  A 

 communication-impaired person who is speech and mobility 

 impaired is eligible for a speakerphone or similar device, or 

 telecommunications device for the deaf (TDD) and any auxiliary 

 equipment approved by the board. 

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848; 19 SR 1666

Current as of 05/01/00
  8775.0600 TRAINING AND MAINTENANCE.  
    The commissioner of human services shall maintain the 

 communication devices until the warranty period expires at which 

 time the board shall decide whether to repair or replace 

 defective units.  The commissioner shall provide training, 

 without charge, to first-time users of the devices.  

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848

Current as of 05/01/00
  8775.0700 OWNERSHIP.  
    Communication devices distributed under this chapter are 

 and must remain the property of the state of Minnesota.  

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848

Current as of 05/01/00
  8775.0800 APPEALS.  
    Subpart 1.  Aggrieved party.  An aggrieved party may appeal 

 a decision of the division.  An aggrieved party is an applicant: 

      A.  who is determined ineligible for TACIP service 

 under part 8775.0300, subpart 4; 

      B.  who disagrees with the division's determination 

 regarding the appropriate communication device under part 

 8775.0300, subpart 6; 

      C.  who disagrees with the division's decision 

 regarding priority for initial distribution of communication 

 devices under part 8775.0400; or 

      D.  whose TACIP service is terminated. 

    Subp. 2.  Procedure.  Requests for appeal must be made 

 within 30 calendar days of receiving notice of adverse action 

 or, for good cause shown, within 60 calendar days of receiving 

 the notice.  Requests for appeal can be made through written, 

 telephone, or face-to-face contact with a designated 

 representative of the regional service center for deaf and 

 hard-of-hearing people. 

    Subp. 3.  Conciliation conference.  Within 30 calendar days 

 of receiving a request for appeal, a representative of the 

 regional service center for deaf and hard-of-hearing people 

 shall meet with the aggrieved party and attempt to resolve 

 informally the matter leading to the appeal.  Within ten 

 calendar days of the conciliation conference, the representative 

 shall prepare a written summary of the issues addressed at the 

 conciliation conference and shall send a copy of the written 

 summary to the aggrieved party and to the board.  

    Subp. 4.  Formal hearings.  If still dissatisfied after 

 receiving a copy of the conciliation conference summary, the 

 aggrieved party may request a hearing before the board by making 

 written, telephone, or face-to-face contact with a designated 

 representative of the regional service center for deaf and 

 hard-of-hearing people.  A hearing before the board must be 

 scheduled within 90 days.  At the hearing, the aggrieved party 

 may introduce evidence relevant to the issues on appeal.  An 

 aggrieved party may be represented by legal counsel or a lay 

 advocate at the hearing.  

    Subp. 5.  Service pending appeal.  Termination of TACIP 

 services must be stayed pending an appeal. 

    STAT AUTH: MS s 237.51 

    HIST: 14 SR 848; 19 SR 1666

Current as of 05/01/00
Appendix C

Minnesota Relay’s 1996 Request for Proposal

State of Minnesota

Department of Public Service
Request for Proposal for the Operation and Maintenance of the Minnesota Relay Service by a Local Consumer Organization Serving Communication-Impaired Persons
KEY DATES

(The following dates are targets, subject to extension.)
Release of RFP
February 29, 1996

Written Vendor Inquiries Due
March 11, 1996

Written Responses to Vendor Inquiries Released
March 18, 1996

Proposals Due
2:00 p.m. March 28, 1996

Full Operations Date for MN Relay Facility

(Service Cutover and Acceptance)
July 1, 1996
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1.0
GENERAL INFORMATION

1.1.
Purpose


This Request for Proposal (RFP) provides interested vendors with the information necessary to prepare and submit proposals to the TACIP unit of the Minnesota Department of Public Service for the provision of the operation and maintenance of the statewide telecommunications relay service (TRS) in Minnesota as of July 1, 1996.

1.2
Authority


This RFP is issued by the State of Minnesota, Department of Public Service pursuant to its authority under Minnesota Statutes §§ 237.50-237.56.  Minnesota Statutes §§ 16B and 16B.465, and Minnesota Rules part 1230 contain policies and procedures for State of Minnesota procurement under which this request for proposal is issued.  The terms and conditions of this request for proposal, the resulting contract(s) or activities based upon this request for proposal shall be construed in accordance with the Laws of Minnesota.

1.3
History/Service Description


In 1987, the Minnesota Legislature passed legislation creating the Telecommunications Access for Communication Impaired Persons (TACIP) Board for the purpose of making the telephone network in Minnesota accessible to communication-impaired persons (speech-, hearing- and mobility-impaired).  Two programs were established to accomplish this goal: the Equipment Distribution Program (EDP) and the Minnesota Relay Service (MRS).  Legislation passed during the 1995 Session of the Minnesota Legislature eliminated the TACIP Board and transferred the responsibility for the Equipment Distribution Program to the Minnesota Department of Human Services and the responsibility for the Minnesota Relay Service to the Minnesota Department of Public Service (DPS).  These programs, as well as the administrative expenses of the TACIP unit of the Department of Public Service, are funded by a statewide $0.17 surcharge on access lines, including cellular communications lines and other non-wire telephone access services, in the State of Minnesota.


The MRS allows a person using a telecommunications device for the deaf/teletypewriter (TTY) to communicate with any other telephone user.  The service also works in reverse, allowing a person without a TTY to call a TTY user.  Specially trained Communication Assistants (CAs) are available 24 hours a day, seven days a week, to relay calls.  There is no extra charge to the user of the relay service.  Installation of the telephone system, telephone lines, modems and computers at the MRS was completed on February 15, 1989.  Full service commenced March 1, 1989.  The relay system continues to be modified as needed.  DPS-TACIP currently owns and maintains the relay equipment, but is now concurrently issuing an RFP for the provision of the facility, equipment and maintenance of the MRS.


State law requires that the Department of Public Service (DPS) contract with a local consumer organization that serves communication-impaired persons for the operation and maintenance of the telecommunications relay system (TRS).  The statute also states that DPS may contract with other than a local consumer organization if DPS finds that no local consumer organization is available to enter into or perform a reasonable contract to operate a telecommunications relay system.


The Vendor's main responsibility will be to operate and maintain the MRS facility on a 24 hours a day, seven days a week basis.  The Vendor will provide staff, staff training, public relations activities, and other duties it deems necessary in order to carry out the contract within budgetary constraints.

1.4.
Schedule of Activities
Release of RFP
February 29, 1996

Written Vendor Inquiries Due
March 11, 1996

Written Responses to Vendor Inquiries Released
March 18, 1996

Proposals Due
2:00 p.m. March 28, 1996

Full Operations Date for MN Relay Facility (Service Cutover and Acceptance)
July 1, 1996

1.5
Sole Point of Contact


This RFP is issued by the TACIP unit of the Minnesota Department of Public Service, which is solely responsible for selecting the contractor(s) to provide the TRS and for administering the contract(s) for the service.  


The sole point of contact in the State of Minnesota for this RFP is:

Ms. Patricia Anderson, Contract Administrator

State of Minnesota

Department of Administration

112 Administration Building

50 Sherburne Avenue

St. Paul, Minnesota  55155

1.6
Questions about this RFP


Any questions regarding the requirements or technical criteria set forth in this RFP should be directed in writing to:

Ms. Patricia Anderson, Contract Administrator

State of Minnesota

Department of Administration

112 Administration Building

50 Sherburne Avenue

St. Paul, Minnesota  55155


The deadline for written inquiries is March 11, 1996.  At the discretion of the Department of Administration and DPS-TACIP, substantive questions and the corresponding response will be distributed on or before March 18, 1996 to all persons who received a copy of the RFP and all persons who submitted questions.  Only one round of questions and answers will occur.  Answers provided by DPS-TACIP will be incorporated into and made part of this RFP.

1.7
Timing:  To be considered, the proposal must be submitted on or before 2:00 p.m. on March 28, 1995 to:

Ms. Patricia Anderson, Contract Administrator

State of Minnesota

Department of Administration

112 Administration Building

50 Sherburne Avenue

St. Paul, Minnesota  55155

1.8
Addenda to the RFP

In the event that it becomes necessary to revise any part of this RFP, an addendum will be provided to each vendor that received a copy of the initial RFP, or if the proposal due date has passed, to each vendor that submitted a proposal.  If an addendum is released after the proposal due date has passed, Vendors will be allowed a maximum of five days from the date of mailing to respond to any such addendum.

1.9
Contract Duration


The contract will be a 3-year, two‑party contract between the contractor and the TACIP unit of the Department of Public Service.  The contract shall be renewable, on the terms set forth in this RFP and the Vendor's proposal, on an annual basis for a total of five (5) years ending June 30, 2001.  Terms set forth in this RFP or the Vendor's proposal may be changed at the time of the annual contract renewal upon agreement by DPS-TACIP and the contractor.

1.10
Compensation to the Selected Contractor

The Vendor shall be compensated for providing services delineated in this RFP at the prices, terms, and conditions established in its contract with DPS-TACIP.  Payments under the contract will be made on a monthly basis through the Minnesota Department of Finance after approval by the DPS.  Unless the contract is otherwise amended, payments will be made based on the prices submitted in the proposal.


Prices for the mandatory part of the services shall be usage sensitive and shall be calculated on a per minute of use basis.  Compensation shall be based on the basis of a Billable Session Minute.

1.11
Disclosure of Technical Proposal Content 


Trade secrets or other proprietary information that are legally recognized as such and are protected by law shall be withheld if clearly identified as such and marked on each page in the proposals.  It is expected that only a limited number of pages will be marked proprietary.  Cost information will not be considered proprietary.

1.12
Disclosure of Cost Proposal Content


Prices in the Cost Proposal are not considered to be proprietary and will be placed in the public domain.

1.13
Withdrawal of Proposals


Proposals may be withdrawn, modified and resubmitted at any time prior to the time set for the receipt of proposals.  The proposal must remain valid for at least 120 days after the proposal due date.

1.14
Cost of Preparation of Proposal

DPS-TACIP will not make payments to cover costs incurred by any provider in the preparation of, or the submission of this RFP, or any other associated costs, including any lump sum for start up expenses.

1.15
Gratuities


The laws of Minnesota provide that it is a felony to offer, promise, or give anything of value or benefit to a State employee with the intent to influence that employee's acts, opinions, judgment or exercise of discretion with respect to that employee's duties.  Evidence of violations of this statute will be turned over to the appropriate law enforcement authorities.


Note:
The State of Minnesota provides reimbursement to its employees for transportation, lodging, meals, and miscellaneous expenses that are deemed necessary.


In addition, officers and employees of the State shall not have a conflict of interest or personal financial interest in a contract or accept from a Vendor a rebate, gift, money, or anything of value other than items of nominal value, or any promise, obligation or contract for future reward.


By entering into a contract with the State, the Vendor certifies on behalf of itself and its subcontractors, that in connection with this procurement:

1.
It has not offered, promised or given a rebate, gift, money, or anything of value other than items of nominal value, or offered any promise, obligation or contract for future reward to a State officer or employee in connection with this contract or in connection with any other State action affecting this contract.

2.
To the best of its knowledge, no State officer or employee who participates in or supervises the negotiation of this contract or ordinance thereunder will have a personal financial interest in this contract or in connection with any other State action affecting this contract or will personally benefit therefrom.

3.
It shall not seek, receive or use confidential information from the State or the State's officers or employees.

4.
It has disclosed to the State any conflict of interest or violation of Minn. Stat. Sections 15.43, 43A.38, 216A.035, 216A.036, 471.87 or 609.42 known to it.

1.16
Disclaimer


All statistical and fiscal information contained in the RFP and its exhibits, including amendments and modifications thereto, reflect the best and most accurate information available to DPS-TACIP at the time of RFP preparation.


Descriptions included in service specifications are not intended to limit any Vendor's offering to specific trade names for services or equipment.

1.17
Rejection of Proposals


DPS-TACIP reserves the right to accept or reject any part of any proposal, accept or reject any and all proposals made pursuant to this RFP, to request submission of a best and final offer, to amend or supplement this RFP at any time, and to consider proposals or modifications thereof received at any time before an award is made, if such action would be in the interest of the State of Minnesota.  DPS-TACIP reserves the right to accept other than the lowest monetary offer.


There is no assurance, expressed or implied, that an award will necessarily be made pursuant to this RFP. This RFP shall not give any right to any respondent for any indemnification claims.

1.18
Personnel

The successful Vendor shall not knowingly engage on a full‑time, part‑time, or other basis (except on a volunteer basis) for a period of one year following the award of this contract, any individual involved in preparation of this RFP, or the selection and/or award of this contract.

1.19
Nondiscrimination Clause
a.
The Vendor shall comply fully with all State and Federal laws, rules and regulations against discrimination, including but not limited to, Minn. Stat. § 363, as amended.

b.
The Vendor shall include the nondiscrimination and compliance provisions of this clause in all subcontracts performing work under the contract.

1.20
News Release


News releases or other materials made available to the public, Vendor clients or potential clients pertaining to this procurement or any part of the proposal shall not be made without the prior written approval of the primary contact at the Minnesota Department of Administration, Ms. Patricia Anderson.

2.0
GENERAL RFP REQUIREMENTS

2.1
Proposals

A Vendor's proposal must include all information required by this RFP and follow the guidelines specified.  One (1) original and five (5) copies of the proposal must be submitted.  Proposals may be withdrawn, modified and resubmitted at any time prior to the time set for the receipt of proposals.  The proposal must remain valid for at least 120 days after the proposal due date.  The proposal must be signed by an authorized representative or authorized officer of the Vendor, pursuant to Minn. Stat. §16B.09, subd. 2.  No proposals will be considered which are not signed by an authorized representative or authorized officer of the responding firm.  Telephone, telegraph or facsimile proposals will not be accepted.  The proposal must also contain a notarized statement of compliance with the following subsection, entitled Certification of Independent Price Determination.  Submission of a proposal constitutes agreement with the terms and conditions of this RFP.


Submitted proposals must follow the format and content stated in this specification.  It is extremely important that all sections of the Vendor's proposal be completed as thoroughly as possible.  


Proposals that fail to meet any of the requirements will receive no further consideration.


Proposals must observe the following organization and format:

•
Proposals must be typed and submitted on 8 1/2 x 11 inch paper bound securely.  The "Official Proposal" must be typewritten and signed in ink by an authorized representative or authorized officer of the company, pursuant to Minn. Stat. §16B.09, subd. 2.  Changes must be lined out and initialed by an authorized representative or authorized officer of the company.  Proposals must be organized following the RFP headings and subheadings.  Each heading and sub-heading should be separated by tabs or otherwise clearly marked.

•
Vendors must provide sufficient information for their proposals to be evaluated according to the criteria outlined in "Evaluation Criteria" of this document.  The information submitted must be clearly written and easily understood so that all proposals can be fairly evaluated.  The submission of brochures, system descriptions and other material may be submitted as support material, but when submitted in lieu of adequate descriptions, these publications will not be acceptable.

2.2
Financial History

To allow DPS-TACIP to evaluate the financial responsibility of the Vendor, the following items shall be submitted for both the Vendor and its parent company within the proposal.

1.
Audited Financial Statement or l0K Report for the most recent three (3) years, including at a minimum: 

a.
statement of income and related earnings, 

b.
cash flow statement, 

c.
balance sheet, and 

d.
opinion concerning financial statements from a CPA;

2.
Primary banking source letter of reference.


This financial information also is required of any subcontractor which is expected to receive more than ten (10) percent of the value of the contract.


The Vendor, together with any subcontractors, must demonstrate that financial resources are adequate to perform all requirements of the contract, including start-up and expansion costs.

2.3
Customer Reference

The Vendor must provide the names of at least three customer references, including a specific contact name and phone number, to whom the provider has provided the proposed service or a similar service.  Neither the State of Minnesota, Department of Public Service, nor its employees, may be listed as customer references for the purposes of this RFP.  If no customer references are available or applicable, please explain and provide alternative references.

2.4
Oral Presentation/Site Visits

Vendors may be asked to make oral presentations or to make their facilities available for a site inspection by DPS-TACIP.  Any clarification from the Vendor to a proposal response resulting from these sessions will be in writing and will be incorporated in the proposal response and distributed to all persons who received a copy of the RFP and all persons who submitted questions.

2.5
Vendor Certification


Each person signing a proposal certifies that he/she is the person in the Vendor's organization responsible for and authorized to make decisions as to the prices quoted, pursuant to Minn. Stat. §16B.09, subd. 2, and that he/she has not participated, and will not participate in any action contrary to the Certification of Independent Price Determination requirements.

2.6
Requesting Additional Information

DPS-TACIP reserves the right to request additional written data, information, or oral discussion or presentation to support any written proposal or to clarify any aspect of any proposal.

3.0
MRS REQUEST FOR PROPOSAL DEFINITIONS/ACRONYMS

The following terms, when used in this RFP, have the meanings as shown below:

Abandoned Call:  An incoming call reaching the relay service center but not answered by a CA.

ADA:  Americans with Disabilities Act

ASCII:  America Standard Code for Information Interchange

ASL:  American Sign Language

Billable (Session) Minutes:  The time period measured in minutes beginning from the point when a Communication Assistant (CA) connects to an incoming relay call until the moment the CA disconnects the last party.  For the purpose of this RFP and subsequent contract, the definition of billable minutes includes incomplete calls (busy, no answer, or wrong number) that do not reach the intended called party, call set-up and wrap-up, but does not include the time in queue (call is ringing, waiting for the call to connect to the Communication Assistant) or General Assistance calls. 

Call Set-Up:  The time period beginning from the point when a CA connects to an incoming relay call to the moment the relay call is connected to the called party. This includes the preparation process (dialing, ringing, and status report). Once the caller and called party are connected, this ends the call set-up.

Call Wrap-Up:  The time period beginning from the point when one of the two relay parties disconnects to the moment the CA disconnects the last party, notwithstanding multiple outgoing calls placed by the relay user.

Call Duration:  See "Conversation Minutes or Conversation Time"

CDR:  Call Detail Record

Communications Assistant (CA):  A person who transliterates conversation from text to voice and from voice to text between two end users of TRS. (Source; CC Docket. 90‑571, FCC 92‑213, 7126191)

Completed Outbound Call:  An outbound call which is answered by the called party.  This includes calls answered by any person at the called party's number as well as calls answered by an answering machine or answered when forwarded from the called party's number to another location such as another number or voice mail.

Conversation Minutes or Conversation Time:  The time period beginning from the point the relay call originator is connected to the called party's number until the moment the two parties disconnect.  This is the actual length of time between the set-up and the call wrap-up and is the time during which the called party and the calling party are able to communicate.  (Also known as Call Duration, or "Talk Time.")

Cutover:  The date on which the relay service has been accepted by DPS-TACIP and placed in service by the vendor.

Disconnected Call:  An outgoing call in which the calling party or the CA terminates the incoming call before the called party answers. 

DPS:  This acronym refers to the Minnesota Department of Public Service

DPS-TACIP:  This acronym refers to the Telecommunications Access for Communication Impaired Persons unit of the Department of Public Service, which is responsible for the administration of the Minnesota Relay Service (MRS).  

EAS:  Extended Area Service

Fiscal Year:  The fiscal year for the State of Minnesota runs from July 1 through June 30.

FCC:  Federal Communications Commission

General Assistance Calls:  The category of incoming calls not associated with an outgoing call attempt.  Even though an incoming call may reach the relay center, no associated outbound call attempt may be made for reasons including, but not limited to: either the CA or the calling party cannot hear or read the other because of technical problems, the calling party may only be seeking information from the CA about relay or some other topic, the calling party may have misdialed and not intended to call the MRS at all, the calling party may have forgotten the number of the party he or she wishes to reach, etc.

Hearing Carryover (HCO):  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. (Source: CC Docket. 90‑571, FCC 91‑213, 7126191)

Incoming Call:  An incoming call refers to the portion of the communications connection from the calling party and reaching the relay service center. An incoming call can be a general assistance call, an incoming call associated with an outbound call or number of outbound calls, or a call that is abandoned before being answered by the CA.  An incoming TTY call is a call originated by a TTY user.  An incoming telephone call is a call originated by a telephone user.

Incompleted Outbound Call:  An outgoing call which is not answered by the called party.  This includes calls which ring with no answer and calls which receive a line busy or trunk busy response.

LATA:  Local Access Transport Area

Minor Irregularity:  A variation from the RFP terms and conditions which does not affect the price of the proposal, give the Vendor an advantage or benefit not enjoyed by other vendors, or adversely impact the interests of DPS-TACIP.

MRS:  Minnesota Relay Service.  This term refers to the telecommunications relay service provided by the State of Minnesota.

Outbound Call:  An outbound call refers to the portion of the communications connection from the relay service center to the called party.  An outbound call may be complete or incomplete.  An outbound TTY call is a outgoing call placed to a TTY user.  An outbound telephone call is an outgoing call placed to a telephone user.

NECA:  National Exchange Carriers Association 

NPA:  Number Plan Area, i.e., Area Code

NXX:  Prefix‑line number

PUC:  Minnesota Public Utilities Commission

Session Minutes or Session Time:  The time period measured in minutes beginning from the point when a Communication Assistant (CA) connects to an incoming relay call until the moment the CA disconnects the last party.  Unlike "Billable Minutes", Session Minutes are measured on all incoming relay calls.

RFP:  Request for Proposal

State:  State agencies, public educational institutions, public corporations and state political subdivisions as provided in law such as the Department of Public Service.

TTY (teletypewriter or text telephone):  A mechanism connected to a standard telephone line, operated by means of a keyboard, and used to transmit or receive signals through telephone lines.  The term includes such mechanisms equipped with sight assisting devices such as a large print screen or Braille printer and also includes computers.

TACIP or TACIP Unit:  This term refers to the Telecommunications Access for Communication Impaired Persons unit of the Department of Public Service, which is responsible for the administration of the Minnesota Relay Service (MRS). 
TRS:  Telecommunications Relay Service

User:  Includes either the calling or called party in a relay call.

Vendor:  The organization submitting a proposal to this RFP.  The "Vendor" is the legal entity who shall serve as the prime contractor and may be an individual, proprietorship, corporation, partnership, or joint venture.  Any reference in these specifications to "Vendor" will mean the proposer, provider, vendor, or other entity furnishing a proposal to the TACIP unit of the Department of Public Service.

Voice Carryover (VCO):  A reduced form of TRS where the person with the hearing disability is able to speak directly to the other end user. The CA types back to the person with the hearing disability. The CA does not voice the conversation. (Source: CC Docket No. 90‑571, FCC 91‑213, 7126191) 

WPM:  Words Per Minute

For the purposes of this RFP and subsequent contract, the State of Minnesota, the Department of Public Service (DPS), DPS-TACIP, and TACIP are interchangeable.

4.0
SERVICE STANDARDS
4.1
Introduction
Each service specification is designated as mandatory, mandatory-optional, or desirable.  The Vendor should comply with the following conditions when submitting its proposal:

A.
Mandatory

These are service specifications that must be adhered to in providing the TRS, unless the Vendor clearly explains any exceptions pursuant to "Exceptions" below.  The price for mandatory service specifications must be included in the overall price per minute.

B.
Desirable 

These are enhanced service specifications that need not be offered by a Vendor, but that may be considered by the Minnesota Department of Public Service.  The additional price for any desirable specifications should be listed individually and may or may not be included in the contract at the discretion of the DPS.

C.
Exceptions


If a Vendor plans to deviate from the requirements of any service specification or is unable to provide a mandatory item, the deviation or inability should be clearly indicated and explained in the proposal.

4.2
Scope of Service:  Mandatory

The Minnesota Relay Service (MRS) shall provide for the uniform and coordinated provision of the service on a statewide basis.


The underlying standard of the relay system will be to provide users access to the telephone network which is functionally equivalent to that provided to those who are not impaired in their ability to use the telephone.  The MRS shall be designed to enable persons with a hearing or speech impairment utilizing TTYs to place telephone calls to non-TTY users (and vice versa) by using the telephone interpreting assistance of a MRS Communications Assistant.  The relay service must operate 24 hours per day, seven days per week, including holidays.  


The MRS shall comply with all state and federal requirements for intrastate and interstate telecommunications relay service.  If there is any discrepancy between any of these requirements, the more stringent requirement shall apply.

4.3
Location of MRS:  Mandatory

The physical facilities of the relay center will be located in Minnesota and provided by the organization under contract with DPS-TACIP to provide the facility, equipment and maintenance of the MRS.   

4.4
Personnel:  Mandatory


The vendor shall furnish all personnel, management, training materials and office equipment (e.g., computers, software, telephones, etc. for management staff) necessary to comply with the provisions enumerated in this RFP and subsequent contract and any and all other state or federal requirements that affect the provision of TRS in Minnesota.
4.5
Providing Qualified Staff with Experiences with the Deaf, Hard-of-Hearing, and Speech Impaired Communities:  Mandatory

Each proposal shall include a plan to provide for the active recruitment and hiring of people with disabilities including individuals who are deaf, hard-of-hearing, speech-impaired, blind, and deaf-blind.  Emphasis shall also be given to recruiting and hiring of individuals familiar with American Sign Language (ASL), with relay service experience and/or with experience working within the deaf, hard-of-hearing and/or speech-impaired community.  Each proposal must include an organizational chart depicting levels and numbers of relay service personnel, a hiring practices plan documenting outreach to the communities listed above, and copies of job descriptions for each planned position.

4.6
Disability Awareness:  Mandatory

All relay center staff, including management, shall receive training in topics including, but not limited to: ASL, Deaf culture, issues relating to hard-of-hearing, late-deafened and speech-impaired communities, ethics and confidentiality.  Each proposal must include an outline of a staff training plan indicating training topics and time frames and a list of individuals or organizations representing MRS user communities that will be used to assist with the training.
4.7
Disaster Recovery Plan:  Mandatory


The Vendor will create a detailed plan (not just an outline) for dealing with all types of natural and man-made problems.  In addition, the plan should detail the levels and time frames of escalation which will be employed to deal with the problem and restore service.  A primary requirement is to notify DPS-TACIP within two (2) hours after determining a disaster situation exists.  For purposes of this RFP, a "disaster" is defined as any time that fifty percent (50%) or more of the incoming traffic is abandoned for a time period of thirty (30) or more minutes.


As an augmentation to the above minimum requirements for a disaster recovery plan, the Vendor will provide detailed plans which address how the Vendor plans to cope with specific disasters.  These may include: alternate switching of calls including network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable; the provision of up to fifty percent (50%) redundant circuits to geographic areas where users are concentrated; a contingency plan for how disasters will be handled which are not part of the network but which may affect the network (e.g., a fire in the Central Office which serves the Minnesota Relay System, winter storm affecting transportation); and/or other areas which the Vendor considers important to include in a disaster recovery plan.


A written disaster recovery report shall be filed with DPS-TACIP within twenty-four (24) hours from the time the disaster began.  The report should explain how the problem will be corrected and give an approximate time and date the relay service will be in full operation.  When the service is back in full operation, the Vendor will submit a written report to DPS-TACIP on the problem.

4.8
Usage:  Mandatory


No restrictions will be placed on the length or number of calls placed by customers through the relay center during each relay contact.

4.9
Average Answer Time:  Mandatory


The Vendor shall ensure that, except during network failure, at least 90% of all calls are answered by the relay center within 10 seconds from the time the call enters the TRS system during all times of the day.  No more than 30 seconds shall elapse between the receipt of dialing information and the dialing of the requested number.  This shall be measured by sampling answer times at a minimum of 30 minute intervals.  This information shall be reported monthly to DPS-TACIP.


No call to the relay service will be answered by a recorded message, for voice or TTY, except in the case of a system failure or other unavoidable interruption in service.  Only a continuous ringing or busy signal will be used.  

4.10
Staffing for Call Volume/Usage Patterns:  Mandatory

The Vendor's proposal shall show plans to develop staffing patterns as related to call volumes and usage patterns to enable compliance with service delivery requirements of this RFP and subsequent contract, including, but not limited to the "Average Answer Time" requirement.  This information shall be reported monthly to DPS-TACIP.

4.11
Voice Carryover (VCO) and Hearing Carryover (HCO):  Mandatory


The Vendor shall provide both Voice and Hearing Carryover upon request of the user.  A hearing-impaired person with understandable speech may request Voice Carryover which will allow him/her to speak directly to the hearing person and receive the message typed back on the TTY.  Also, a speech-impaired person with hearing capability may request Hearing Carryover which will enable the speech-impaired person to directly hear what the other party is saying and type back his/her message which will be spoken by the Communication Assistant.  The portion of the call that is transmitted by Voice or Hearing Carryover shall be private (i.e. not heard by the Communication Assistant) upon the request of the user.  Public relations materials relating to VCO and HCO should explain this "privacy" option.

4.12
Service Expansion:  Mandatory


The Vendor will also show the capability of expanding services in response to increasing demand.  The expanded TRS shall maintain all standards listed in the RFP.  


The Vendor shall develop and illustrate in its proposal how this expansion will be accomplished.  The plan shall include, but not be limited to, personnel staffing.  The plan shall also indicate an estimate of the lag time required to meet any increased call volume.


The service delivery procedures will permit the most cost-effective use of available resources, in order to keep cost down for the user and the MRS.

4.13
Minimum Communication Assistant Standards:  Mandatory

The Vendor will specify how they plan to demonstrate that Communication Assistants meet all of the following proficiency requirements. 

A.
Spelling Skills:  Mandatory

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

B.
Typing Speed of 45 wpm:  Mandatory

Communication Assistants must be able to type at a speed of 45 words per minute for 5 minutes.  The Communication Assistant's typing speed may initially be tested using standard typing tests.  Communication Assistants must be tested every 6 months to ensure that the 45 wpm for 5 minute standard (voice to text) is maintained.  These periodic tests shall simulate actual working conditions and cannot utilize standard typing tests.  Tests should be sufficiently modified to ensure that the Communication Assistants cannot learn the tests. 

C.
Typing Speed:  55 wpm and 65 wpm:  Desirable 

Proposals shall include price increases necessary to ensure minimum typing skills of 55 wpm for 5 minutes and 65 wpm for 5 minutes (voice to text). 

D.
Ability to Translate for Relay Users with Minimal English Skills: Mandatory

Communication Assistants must be able to translate from the typed language of relay users whose primary language is American Sign Language to conversational English.  Vendors shall demonstrate how they plan to train Communication Assistants to translate these calls.  Furthermore, the Vendor shall indicate at what level they consider Communication Assistants to be fully trained in this capacity.  

E.
Ability to Translate for Relay Users with Primary Language Other Than American Sign Language or English:  Desirable

The Vendor will describe what multi-lingual capabilities can be provided.

4.14
Communication Assistant Training:  Mandatory


The Vendor shall demonstrate how ongoing Communication Assistant training will be provided by including with its proposal an outline of a proposed Communication Assistant training plan.  The provision for Communication Assistant training shall include, but not be limited to, ASL "gloss" and grammar, Deaf culture, needs of hard-of-hearing, speech-impaired and late deafened users, operation of relay telecommunications equipment, and any other areas of training the Vendor feels are important.   Training shall include both simulated and live on-line call handling.  Appropriate portions of in-service training for Communication Assistants shall be provided by experts from the deaf, hard-of-hearing, late deafened, and speech-impaired communities in the fields, including but not limited to, of language interpreting, ASL and Deaf culture, issues affecting the hard-of-hearing and late deafened user, and speech-impairment.  Alternatively, the Provider must demonstrate that such expertise exists on staff.

4.15
Communication Assistant Proficiency Test:  Mandatory


The Vendor shall require that all prospective Communication Assistants take and pass a quantifiable, performance-based Relay Communication Assistant Proficiency Examination.  The Vendor must include an outline of this examination with the proposal.  This examination shall cover spelling, typing, dictation, relay procedures, characteristics of American Sign Language as it may be reflected in the written language of TTY users, deaf culture, ethics and confidentiality, and professional judgment.  This test shall have as its minimum requirements the proficiency skills for Communication Assistants mandated by this RFP.  The relay center shall make sure that material from these tests is not available to the Communication Assistants before testing time and must change portions of the tests from time to time.  The Vendor will demonstrate how Communication Assistant performance will be regularly evaluated and how the evaluations will be used to insure the provision of high quality relay service.  

4.16
Procedures for Relaying Communication:  Mandatory


In the proposal, the Vendor shall indicate agreement with these procedures and provide additional information where requested or when the Vendor feels it is necessary.


Communication Assistants must convey the full content, context and intent of the communication they translate.  It is very important that CAs convey intent.  Communication Assistants must strive to maintain functional equivalence for both the TTY relay user and the non-TTY user when communication is being relayed.  All secondary activities that would normally be known to a hearing person engaged in a telephone conversation must be relayed.  Communication Assistants shall accurately and faithfully convey the spirit and content of all calls.  Unless requested otherwise by a user, the operator will relay all calls according to the following procedures:

A.
Full Control of the Relay Call Remains with the Relay User: Mandatory


Generally, the caller shall have the option of telling the relay agent what aspects of the call she or he will handle.  For example, the caller may request that she or he introduce relay services to the called party, rather than the relay agent.  The CA will type to the TTY user or verbalize to the non-TTY user exactly what is said when the call is first answered and at all times during the conversation, unless either party specifically requests otherwise.


Relay users shall not be required to give their full names or the full names of the parties they are calling.  This information shall not be recorded in any form without the permission and knowledge of both relay users (except for toll billing purposes).  When having the full name would help facilitate the call, the CA may ask for that information and explain how it may facilitate their call.  However, the CA shall not refuse to make a call if the caller does not wish to give full names.


The Communication Assistant will stay on the line until both parties have terminated the call.  Complaints, compliments and inquiries received during a relay call from a user will be transferred to the supervisor on duty. 


Communication Assistants may request that the speaking party slow down or stop speaking if necessary to insure comprehension of the conversation.

B.
Neutral Position:  Mandatory


Communication Assistants will not counsel, advise or interject personal opinions or additional information into any relay call.  An exception to this occurs when either the relay caller or called party requests assistance from a CA.  Even then, a neutral position must be maintained to the extent possible.  The Communication Assistant will not make any value judgments on the profanity, obscenity, or legality of any messages.  Communication Assistants will not engage in personal conversation with anyone calling the MRS, except to extend a polite and concise response when prompted, such as "Thank you" if a relay user comments on a job well done.


If while relaying a call the CA becomes aware that one of the callers is a friend or family member, he/she will make arrangements as quickly as possible to have another Communication Assistant take over the call.

C.
Information on Status of Call:  Mandatory


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

D.
Relay Agent Comments:  Mandatory


All comments directed to either party by the Communication Assistant shall be relayed.  For example, if the CA asks a hearing party, "Will you accept a collect call?", these words will be relayed to the TTY user in parentheses.  Likewise, all comments directed to the relay agent by either party shall be relayed.  For example, if a TTY relay user says, "Yes, I will accept the charges," these words will be relayed to the non-TTY relay user as "(The party says, 'Yes, I will accept the charges')."
E.
Conveyance of Non-TTY Relay User's Tone of Voice:  Mandatory


Communication Assistants shall, to the best of their abilities, convey to the TTY relay user the non-relay user's tone of voice.  Descriptive words shall be used to convey the tone (e.g., yelling, crying, loud, quiet, foreign accent, banging, slamming, choking).  Judgmental descriptions should be avoided (e.g., angry, rude, disgusted, mad, impatient).  The Vendor shall maintain a list of acceptable words to convey tone of voice and a list of unacceptable words that should be avoided in conveying tone of voice.  Training sessions shall include a discussion of such words and instruction on how to "interpret" the relay user's tone of voice into descriptive words.

F.
Conveyance of TTY Relay User's Typed Text and Non-TTY User's Expressive Words:  Mandatory


When a CA verbalizes for the TTY relay user, the CA shall adopt a conversational tone appropriate to the type of call being made.  For example, if a TTY relay user types "ooohhhhhh" or similar expression, the CA shall verbalize accordingly.  Likewise, a non-TTY user's groaning may be relayed as "ooohhh" and an excited yes may be relayed as "yyyeeesss."
G.
Identification of Relay Agent- Gender and ID Number:  Mandatory


Communication Assistants shall identify themselves by code number and gender when answering a call.  The TTY relay caller has the option to request a different gender.

H.
Identification of Gender of Non-TTY Relay User:  Mandatory

To the extent possible, the CA shall identify whether the non-TTY user is female or male.

I.
Background Noise Identified:  Mandatory


The CA will identify background noise (e.g. baby crying, dog barking, music) to TTY relay users.

J.
Different Person Identified:  Mandatory


The CA shall indicate to the TTY relay user if another person (hearing) comes on the line.

K.
Explanation of MRS:  Mandatory


When a TTY relay user calls a non-TTY user, the CA will ask the non-TTY called party whether he or she has previously used the MRS.  If such user has used the MRS before, the call will be placed without further delay.  If not, the relay agent will explain how the relay service operates and notify the TTY relay caller, using parentheses, that the relay service is being explained to the called party.   Conversely, when the operator needs to explain relay procedures to a TTY user, the operator will inform the non-TTY user that the operator is explaining the relay service.


The relay service explanation should be brief and concise.  Communication Assistants shall also be trained to explain the relay service to callers wishing to place a call through the MRS.

L.
Parentheses for Non-Conversation Items:  Mandatory


The CA shall type in parenthesis all contents of a relay call that are not part of the relay user's conversation including those items discussed in this section.
M.
Third Party Reference:  Mandatory


If either party uses the third person, the CA shall relay in the third person.  
N.
Answering Machine Procedure:  Mandatory


Communication Assistants will leave messages on answering machines or other voice processing systems if the voice or TTY caller activates one while actually making the call.  Callers will be encouraged to keep messages brief and clear and should leave instructions about the relay if necessary.  In situations where both parties are TTY users or both parties are non-TTY users, no relay or "message service" will be provided.  The Communication Assistant will suggest that the two parties contact each other directly.


Communication Assistants will retrieve messages from voice processing systems and relay a TTY message to a voice user or a voice message to a TTY user.


The Vendor shall provide a detailed description of the procedures to be used when relaying calls to and from answering machines or other voice processing systems.  The procedures shall include methods for obtaining any necessary system access codes from the user and statements regarding confidentiality of that information.

O.
Change of Communication Assistant:  Mandatory


Change of Communication Assistants during a call is discouraged.  If the change is necessary, both parties will be informed.

P.
Garbled Transmission:  Mandatory


If a TTY transmission is garbled or unintelligible, the Communication Assistant shall inform the TTY-user and suggest possible solutions to the problem.  If the problems persist, the Communication Assistant will recommend that the caller hang up and try again.

Q.
Outgoing Call Procedure:  Mandatory

Communication Assistants will allow a minimum of fifteen (15) rings when contacting a TTY user on an outgoing call and eight (8) rings when contacting a voice user on an outgoing call.  A CA will allow for more rings upon the request of the user.

R.
Typing Error:  Mandatory

To correct a typing error, Communication Assistants shall not backspace, but continue in a forward direction by typing "xx" (common TTY convention for error) and then typing the word correctly.
S.
Remaining on the Line:  Mandatory

The Communication Assistant will stay on the line until both parties have terminated the call.  If necessary to process a complaint or compliment, the call will be transferred to a supervisor.

T.
Verification of Spelling:  Mandatory

Communication Assistants shall verify spelling of proper nouns, numbers and addresses that are spoken as necessary.  This shall be relayed as discussed in "Parentheses for Non-Conversation Items" above.

4.17
Policy and Procedure Manual:  Mandatory

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

4.18
Obscenity Directed to the Communication Assistant:  Mandatory

Communications Assistants do not have to tolerate obscenity directed at them.  The Vendor shall specify in the proposal how these situations will be handled.  It is acceptable to transfer callers using obscenities directed at the Communications Assistants to a supervisor to determine why the caller is using obscenity and an explanation of why this behavior is inappropriate.  It is also acceptable to disconnect callers who continue to direct obscenities at the Communication Assistant/Supervisor after the aforementioned explanation is given.
4.19
Communication Assistant Counseling:  Mandatory


The proposal shall outline a counseling and support program that will help Communication Assistants deal with the emotional aspects of relaying calls.  The counseling support system must follow the confidentiality procedures required pursuant to this RFP.

4.20
Confidentiality:  Mandatory


All calls placed through the MRS will be totally confidential, meaning that no written or electronic script will be kept beyond the duration of the call.  Watching or listening to actual calls by anyone other than the Communication Assistant is prohibited except for training, monitoring, auditing purposes or other purposes specifically authorized by DPS-TACIP and consistent with Minnesota Relay Service policies and procedures.  Communication Assistants and supervisory personnel will not reveal information about any call, except the minimum necessary for billing purposes, including the information below.  Communication Assistants must be required to sign a pledge of confidentiality promising not to disclose the identity of any callers or fellow Communication Assistants or any information learned during the course of relaying calls, either during the period of employment as an Communication Assistant or after termination of employment. 

When training new Communication Assistants by the method of sharing past experience, trainers shall not reveal any of the following information:   names, genders, or ages of the parties of the call; originating or terminating points of the call, and specifics of the information conveyed.


Communication Assistants will not discuss, even among themselves or their supervisors, any names or specifics of any relay call, except in instances of resolving complaints.  Communication Assistants may discuss the general situation with which they need assistance in order to clarify how to process a particular type of relay call.  Communication Assistants should be trained to ask questions about procedures without revealing names or specific information that will identify the caller.  If a user is in an emergency or life-threatening situation or causes an emergency to exist by threatening the Communication Assistant or relay center, names and specific information may be disclosed by the Communication Assistant to a supervisor to expeditiously address the situation.


The proposal shall outline the policies including a pledge of confidentiality form the provider will use to preserve confidentiality.  Specific policies shall be developed in the start-up period after the contract award.  Such policies should include practices employees are encouraged to use to prevent unintentional disclosure of relayed conversations.  A copy of the Confidentiality Policy will be provided to a user upon request.


A Communication Assistant or supervisor who, after investigation, is found to have violated the confidentiality rules and regulations shall either be terminated immediately or be given a warning and automatically terminated upon the occurrence of a second violation. Proposals shall specify the policy for reviewing alleged violations of confidentiality.  The Vendor shall notify DPS-TACIP within five (5) days of the date the Vendor becomes aware that any personnel has violated confidentiality provisions. 

The Vendor will be restricted to collecting only that personal information necessary to provide and bill for the relay service being rendered.  This information will not be used for any other purposes, unless specifically authorized by DPS-TACIP.

4.21
Emergency Call Procedure:  Mandatory


Although most of Minnesota is covered by 9-1-1 centers prepared to handle TTY calls directly, the Vendor shall develop a policy for handling and referring emergency calls.  TTY relay users will be encouraged to always use the 9-1-1 emergency response number.  However, if the provider receives an emergency call from a TTY user, the Communication Assistant will be prepared to handle the call expeditiously and effectively.  The provider will implement standard procedures which will be utilized in responding to emergency calls in the shortest period of time, even though the Minnesota Relay Service is not designed to be a substitute for 9-1-1 centers.  The policy may include procedures for referring callers to emergency services and numbers other than 9-1-1.

4.22
Public Relations Activities:  Mandatory


The Vendor shall implement a community and business outreach program to educate all people about the relay service.  The Vendor will make a special effort to inform people and organizations not traditionally identified as relay users, such as speech impaired and people with no hearing loss, of the telecommunications relay service.  Each proposal shall demonstrate how the Vendor proposes to maintain a continuing outreach program for the entire state of Minnesota and shall include an outline of the major points to be included in the outreach program.  Outreach programs shall include, but not be limited to, media advertisements, meetings with user organizations, distribution of informational pamphlets describing how to use the relay service and TTY etiquette including common TTY abbreviated words, telephone bill stuffers, wallet cards, etc.  Copies of the community and business outreach program plan will be provided by the Vendor to the public upon request.  


The Vendor shall notify DPS-TACIP of promotional events planned for 50 or more people and include DPS-TACIP on the agenda if so requested.  Recognizing that English may not be the first language of many relay users, outreach materials, when appropriate, shall be written in a manner that is understandable by a majority of the deaf, hard-of-hearing and speech-impaired community.  All outreach and public relations activities directed to State of Minnesota agencies must be coordinated through DPS-TACIP staff.  The Vendor shall work with DPS-TACIP and local exchange companies to see that all telephone directories carry appropriate information about TRS.  All promotional materials must have prior approval from DPS-TACIP and shall acknowledge DPS-TACIP and the State of Minnesota as the provider of the MRS and the Vendor as the organization operating the MRS under contract with DPS. 


During all public relations activity where use of the relay is explained, the Vendor shall:
1.
Explain the proper procedures for using the MRS;

2.
Encourage users to prepare all necessary information before calling the MRS;

3.
Encourage users when leaving messages to be brief and clear and should leave instructions about how to use the relay if necessary;

4.
Encourage users to call 9-1-1 in the event of an emergency;

5.
Encourage metro area residents and greater Minnesota residents to access the relay through the appropriate access numbers;

6.
Explain how common problems encountered by relay users can be overcome; and

7.
Explain the relationship between the TACIP unit of the Department of Public Service as the provider of the relay service and the Vendor as the organization under contract for the operation of the relay service.

4.23
Consumer Input:  Mandatory

The Vendor shall solicit input on the quality of the delivery of service.  This input may include, but not be limited to, compliments, suggestions, policy review and complaints.  Vendors shall develop a plan to include the users of the MRS in any evaluation of the MRS.  An outline of this plan shall be included with the Vendor's proposal.  The plan should explain methods for consumer input and how the recommendations from these evaluations will be incorporated into the policies of the relay center.  The evaluations shall not come from those directly or indirectly involved in operating the relay center or its corporate associates.  This does not preclude the provider from conducting additional internal evaluations which use relay staff.  The result of this evaluation shall be reported to DPS-TACIP on a quarterly basis. 

4.24
Complaint Resolution:  Mandatory


The Vendor shall establish procedures to address, resolve and report complaints, inquiries, and comments about the MRS services and personnel.  The procedure shall be described in appropriate printed outreach material.


The Vendor shall ensure that relay callers who wish to register a complaint are able to reach a supervisor, administrator, or other customer relations personnel while on-line during a relay call.  All complaints, along with their resolution, shall be documented, kept on file, and reported to DPS-TACIP on a monthly basis.  (Names and personal information about persons registering complaints will be kept confidential unless the affected person agrees otherwise, or where one or more person is affected, all affected persons agree otherwise.)


The Vendor shall have a toll free number that is reasonably accessible, separate from the normal TRS phone number(s), for those who wish to contact the Vendor directly concerning relay service.  


Each proposal shall describe the complaint, inquiry and comment procedures to be used by the Vendor.

5.0 
REPORTING REQUIREMENTS

5.1
Introduction

Each reporting requirement is designated as mandatory or mandatory-optional. The Vendor should comply with the following conditions when submitting its proposal: 

A.
Mandatory 


These are reporting requirements that must be adhered to in providing TRS, unless the Vendor clearly explains any exceptions pursuant to paragraph C below. The price for all mandatory reporting requirements must be included in the price per minute.

B. 
Desirable 

These are enhanced service specifications that need not be offered by a Vendor, but that may be considered by DPS-TACIP.  The additional price for any desirable specifications should be listed individually and may or may not be included in the contract at the discretion of the DPS-TACIP.

C. 
Exceptions 


If a Vendor plans to deviate from the requirements of any report or is unable to provide a mandatory report, the deviation or inability should be clearly indicated and explained in the proposal.

5.2
Records Maintenance:  Mandatory


The Vendor will retain and maintain all records and documents relating to the services provided until such time that the Legislative Auditor has completed an audit of the Department of Public Service, and DPS-TACIP gives the Vendor permission to dispose of the records.  The Vendor will make all records and documents relating to the services provided available for inspection and audit by the State of Minnesota, DPS-TACIP, and/or an independent outside auditor upon DPS-TACIP's request.

5.3
Invoice:  Mandatory

The Vendor shall submit a monthly invoice to DPS-TACIP no later than the fifteenth (15th) calendar day of the month.  Additional information shall be available upon request by DPS-TACIP.  

At minimum, the invoice will have the following items:

•
Amount due for the mandatory portion of the service based on the basic price per minute.
•
Number of Billable Minutes in minutes and seconds.

•
Amounts due for optional/desirable services, if any.

Appropriate call detail records from the switch should be attached to the invoice to verify the information included in the invoice.

The Vendor will work with DPS-TACIP staff to develop an acceptable format for the invoice.

5.4
Monthly Reports:  Mandatory


The Vendor shall work with the Vendor providing the facility, equipment and maintenance of the MRS to submit a monthly statistical report to DPS-TACIP no later than the fifteenth (15th) calendar day of the month.  The purpose of this report is to illustrate the usage of the MRS.  More frequent or more detailed reports shall be made available as requested by DPS-TACIP.

Information to be included in the report is as follows:

All times should be reported in minutes and seconds.

•
Number of completed outgoing calls.

•
Number of local calls completed, corresponding session minutes, corresponding conversation minutes, and percent of local calls completed to total calls handled.

•
Number of intrastate toll calls completed, corresponding session minutes, corresponding conversation minutes, and percent of intrastate calls completed to total calls handled.

•
Number of intrastate busy/no answer calls handled, corresponding session time, and percent of busy/no answer calls to total calls handled.

•
Number of interstate toll calls completed, corresponding session minutes, corresponding conversation minutes, and percent of interstate calls completed to total calls handled.

•
Number of interstate busy/no answer calls handled, corresponding session time, and percent of busy/no answer calls to total calls handled.

•
Number of calls to toll-free numbers completed, corresponding session minutes, corresponding conversation minutes, and percent of 800 number calls completed to total calls handled.

•
Number of general assistance calls handled (general assistance calls are calls to the TRS where no out‑dial call is placed, usually the relay caller is seeking information about the TRS), corresponding session minutes, and percent of general assistance calls handled to total calls handled.

•
Number of calls handled and corresponding percent of the total calls handled categorized as:

TTY calls

ASCII calls

Baudot calls

Voice calls

Voice carryover calls

Hearing carryover calls

Local calls

Intrastate Calls

Interstate Calls

International Calls

Other language calls, if any

VCO to VCO calls, if any

HCO to HCO calls, if any

•
Average length of calls handled, in both conversation and session minutes;

•
Number of incoming calls (calls placed to the TRS):

Number of incoming calls placed in queue.

Number of incoming calls answered from queue (answered calls).

Number of abandoned calls.

Delayed call profile to show how many calls stayed in queue for:
less than 1 second,

1‑5 seconds,

5.01‑10 seconds,

10.01‑15 seconds,

15.01‑20 seconds,

20.01‑25 seconds,

25.01‑30 seconds,

30.01‑40 seconds,

40.01‑50 seconds,

50.01‑60 seconds,

60.01‑90 seconds,

90.01‑120 seconds,

120.01‑ 180 seconds,

180.01 + seconds.

•
Information regarding calls handled:

Number of incoming, answered and outgoing calls handled for each day of the month;

Average number of weekday calls (incoming, answered and outgoing calls);

Average number of weekend calls (incoming, answered and outgoing calls); 

Number of incoming, answered and outgoing calls handled on an hourly basis (monthly totals); and

Average answer time for each six (6) hour time period (beginning at 12:00 Midnight) for each day and the average answer time for each day and for the month.

•
Number of calls originating from the St. Paul/Minneapolis metropolitan calling area and from Greater Minnesota and the percentage of total calls they represent;

•
The average daily and monthly blockage rate;

•
Number of Communication Assistants on duty by hour of day and day of week;

•
Number of paid Communication Assistant hours for the month; 

•
The average number of calls handled by a Communication Assistant per hour for each month;

•
Percentage of time Communication Assistants are actually relaying calls while on duty;

•
Percentage of time Communication Assistants are not relaying calls and a description of the tasks assigned to Communications Assistants when they are not relaying calls; 

•
Percentage of time Communication Assistants are not relaying calls and not assigned tasks;

DPS-TACIP may require that appropriate call detail reports from the switch be attached to the monthly report to verify the information included in the report.

The Vendor will work with DPS-TACIP staff to develop an acceptable format for the monthly report.

5.5
Traffic Reports: Desirable

Traffic reports would include a Numbering Plan Area (NPA) traffic report and an exchange traffic report. These reports would be filed monthly and contain the following information:

•
Number of Subscribers:  The number of different telephone numbers from which calls were placed through the MRS. If a household has three different people who use the MRS and they all share one telephone line, only one subscriber will be counted. If a subscriber calls through the MRS from home and from work, two subscribers will be counted.

•
Number of Completed Calls: 

•
Total Session Minutes
•
Total Conversation Minutes
•
Number of Incoming Calls

•
Number of Calls Handled: The number of local calls completed, the number of intrastate calls completed, the number of interstate calls completed, the number of general assistance calls handled, the number of toll free number calls completed, plus the number of intrastate busy/no answer calls handled.  

The NPA traffic report would provide this information for each NPA in Minnesota and the exchange traffic report would provide this information for the top 15 exchanges in each NPA in Minnesota. The reports should be generated using all calls to the MRS, including local, intrastate, interstate, international, general assistance, and busy/no answer calls. The Vendor may offer to provide these reports using both the intrastate and interstate jurisdictions or only the intrastate jurisdiction. 

5.6
Annual Report:  Mandatory

The Vendor must submit an annual report no later than the 15th of January of the contract year summarizing operations for the preceding calendar year with statistical summaries of usage, trends, complaints, traffic analysis, problem resolution initiatives, service performance, traffic projections and expected trends for future years.  The report should incorporate yearly totals, averages of monthly statistical information and a narrative describing significant relay events and developments throughout the calendar year.

The Vendor will work with DPS-TACIP staff to develop an acceptable format for the annual report.

5.7
Other Reporting Requirements:  Mandatory  

The Vendor shall report quarterly to DPS-TACIP the results of the user evaluations conducted in accordance with the "Consumer Input" section of this RFP.

The Vendor shall provide monthly summary reports to DPS-TACIP regarding the numbers and topic areas of the complaints received including at least the following categories:

Blockage

Slow answer time

CA typing speed

Clarify/understandability of CA

Noise on line

MRS and/or DPS-TACIP policies

Long distance billing

Explanation of how relay works/general information

The Vendor shall provide monthly summary reports to DPS-TACIP regarding number and type of public relations activities conducted.

6.0
SERVICE START-UP

The Vendor will provide a plan for implementing the service which has been proposed.  The plan should include details on how the new service will be accomplished, including arrangements to access the service and plans to establish phone numbers.  Adequate lead time and repetition of advertising is necessary to notify users of the service.  Vendors shall describe the types of promotional activities and materials will be produced including, but not limited to, the following:  business cards, pamphlets and phone decals.  At a minimum, the successful Vendor will provide a 10 minute closed captioned video tape introducing and explaining the MRS services.  All promotional materials must have the approval of DPS-TACIP prior to production and/or distribution.

The Vendor will include in the plan a time-line with critical dates for major steps in the implementation process from contract award through service cut-over and acceptance and a schedule identifying the exact tasks that must be performed by both the Contractor and DPS-TACIP in order to provide service.  A more specific time-line will be required after the contract is awarded.  

Vendors must supply the name, telephone number and résumé of the project manager who will be totally responsible for all scheduling, delivery of all service, complete supervision of the system and who will be available and responsible for the system at all times during installation and during the test period.  DPS-TACIP will not accept multiple managers or multiple positions of responsibility for the implementation, completion and test of the system.

The Vendor shall also provide the name and experience history of the representative(s) who will be working directly with the DPS-TACIP Administrator for the provision of the MRS, including background and telecommunications relay service history.  Also document the experience and history of the persons who will be doing program design, maintenance and supervision.

The Vendor will guarantee the availability of trained personnel during the term of the contract.  

7.0
TERMS AND CONDITIONS


The following contractual terms and conditions relate to the RFP and will become the final contract document relating to the provision of telecommunications relay service for the State of Minnesota.

7.1
Elements of the Contract

The contract shall consist of at least the following elements:

1.
Agreement to contractual Terms and Conditions;

2. 
The Request for Proposal;

3. 
Vendor response to the Request for Proposal; and

4. 
Written clarifications of the RFP, if any.

7.2
Acceptance of Proposal Contents


Incorporated within the contract terms and conditions will be the Request for Proposal and proposal returned by the Vendor, including the price and start-up schedule stated therein.  The Vendor's performance shall conform to such proposal.  Vendors shall include in the proposal a list of all exceptions to DPS-TACIP's terms and conditions of this RFP.  Vendor shall list each exception and full description for DPS-TACIP to consider.  Exceptions listed elsewhere shall be reiterated in this list.  Exceptions which materially alter the standard terms and conditions of the RFP may result in rejection of a proposal.  DPS-TACIP reserves the right to waive minor deficiencies and informalities if, in the judgment of DPS-TACIP, its best interest will be served.

7.3
Mandatory Contract Terms

The contract will memorialize all elements of this RFP, and both incorporates and supersedes any previous agreements or negotiations related to this procurement, whether oral or in writing.  Changes in the provisions of this contract may be made only in writing signed by all parties hereto.

7.4
Prime Contractor and Subcontractor
7.4.1
The Vendor warrants that it is the prime contractor for the business solicited in this RFP.  The Vendor further warrants that no person or selling agency has been employed or retained to solicit and secure this contract upon an agreement or understanding for commission, percentage, brokerage or contingency excepting bona fide employees or selling agents maintained for the purpose of securing business for the sole interest of the Vendor. 


In the event of breach of this paragraph, which shall be considered a material term of this contract, DPS-TACIP shall have, in addition to the remedies contained in Paragraph 7.6 (Default Remedies of the State) below, a right to liquidated damages in the sum of $100,000.  Such damages are not a penalty and would be assessed only because the monetary damage to the State's competitive bidding process resulting from breach of this paragraph is difficult, if not impossible, to measure.

7.4.2
The Vendor may change subcontractors during the life of the contract.  DPS-TACIP shall retain the right to approve all subcontracts entered into by Vendor for the purpose of completing the provisions of any contract between DPS-TACIP and the successful Vendor which results from this RFP.  All records relating to subcontracts shall be available for audit or examination. 

7.4.3
The Vendor shall, within ten (10) days of signing the contract, submit in writing to DPS-TACIP a complete list of all items of work which the contractor proposes to sublet and the names of subcontractors to whom it proposes to sublet such work.  The subcontractors named shall be of recognized standing with a record of satisfactory performance.  The contractor shall not employ any subcontractor or use any material to which DPS-TACIP may object as incompetent, unfit, or where there is reason to assume the work will not be accomplished in accordance with the contract documents.  Prior to employment of the named subcontractors, the subcontractors must be approved in writing by DPS-TACIP.
7.5
Contract Period


DPS-TACIP intends to enter into a contract with the successful Vendor for a period not to exceed five (5) years with an initial period of three (3) years.


One year prior to expiration of the term of this contract, the parties will begin negotiations regarding exercise of the option to renew.  The option will be exercised by DPS-TACIP no later than six months prior to the expiration of the term of the contract, or DPS-TACIP will solicit replacement proposals.  DPS-TACIP reserves the right to extend the existing contract for up to six months to accomplish implementation of the replacement service.

7.6
Termination of Contract


DPS-TACIP reserves the right to terminate the contract with the successful Vendor in the event of a material breach of any material term or condition of the contract.  DPS-TACIP may exercise any and all remedies available to it by law, as stated in Paragraph 7.6.3 below and elsewhere in this RFP.  The Vendor will have the opportunity to cure any default that is brought to its attention by DPS-TACIP as stated in Paragraph 7.6.4 below and elsewhere in this RFP. 

7.6.1
Liquidated Damage for a Delay in Installation of TRS

The actual damages to the MRS caused by a delay in installation or interruption of service will be difficult or impossible to determine.  If the selected Vendor will not be able to complete the installation of the TRS within the state of Minnesota and/or is unable to absorb the MRS call traffic by July 1, 1996 or any extension thereof, the Vendor will pay to the TACIP unit of the Department of Public Service as fixed, agreed and liquidated damages for each calendar day of the delay, the amount of ten thousand dollars ($10,000.00) per day, up to a maximum of thirty (30) days.  


Should the selected Vendor be unable to complete the installation and/or be unable to absorb the MRS call traffic at the end of the thirty (30) day period, DPS-TACIP may treat the contract in default, terminate the contract, and seek such additional relief as provided by law.  The selected Vendor will not be charged for liquidated damages when the delay arises out of causes beyond the control and without the fault or negligence of the selected Vendor.


The Department of Public Service will have the authority to determine the responsibility for any damages incurred and to assess aforementioned damages accordingly.

7.6.2
Other Liquidated Damages


DPS-TACIP will be entitled to extended liquidated damages and/or the exercise of any and all remedies available to it by law, which may include termination of the contract for material breach of the terms and conditions of the contract if either of the following occurs:

1.
Should the Vendor fail to respond to any relay outage or other major or minor failure within the stated response time as specified in the Vendor's response to this RFP, the Vendor will be liable for penalties in the amount of $1,000 per incident.

2.
Should the Vendor fail to restore the Minnesota Relay Service or provide a reasonable substitute, meeting the approval of DPS-TACIP, which approval shall not be unreasonably withheld, DPS-TACIP will be entitled to additional liquidated damages and/or the exercise of any and all remedies available it by law as stated in Paragraph 7.6.  This may include termination of the contract for material breach of the terms and conditions of the contract.


Amounts due to DPS-TACIP as liquidated damages may be deducted by DPS-TACIP from any money payable to the Vendor pursuant to this or any other contract.  DPS-TACIP shall notify the Vendor in writing of any claim for liquidated damages on or before the date DPS-TACIP deducts such sums from money payable to the Vendor.

7.6.3
Default Remedies of the State
1.
Any of the following events shall constitute cause for DPS-TACIP to declare the Vendor in default of its obligations for each segment of the relay service under this contract.

a.
Non-performance of the contract, maintenance agreement or lease executed by the parties;

b.
Failure by the Vendor to make substantial and timely progress toward performance of the  contract as defined in the plan for service startup;

c.
Failure by the Vendor to meet the specifications noted herein;

d.
Breach of any term of this contract; and/or

e.
Failure by the Vendor to make substantial and timely progress toward performance of the contract resulting from a sub-Vendor's conduct, negligence or failure to perform.

2.
The Vendor shall not be considered to be in default under this agreement, nor shall liquidated damages be assessed, if performance is delayed or made impossible by an act of God, or such other event that is beyond the reasonable control of the Vendor.  In each such case, the delay or possibility must be beyond the reasonable control and without the fault or negligence of the Vendor.

7.6.4.
Notice of Default and Opportunity to Cure

DPS-TACIP shall issue a written notice of default providing therein for a fifteen-day period in which the Vendor shall have an opportunity to cure.  Time allowed for cure of a default shall not diminish or eliminate the Vendor's liability for liquidated damages.  If, after opportunity to cure, the default remains, DPS-TACIP may do one or more of the following:

a.
Exercise any remedy provided by law.

b.
Terminate the Vendor's services.

c.
Seek liquidated damages from the Vendor, as described in Paragraph 7.6.1 and 7.6.2.


DPS-TACIP declares, and the Vendor acknowledges, that time is of the essence in the performance by the Vendor of the terms and conditions of the contract in meeting the performance schedules. DPS-TACIP declares, and the Vendor acknowledges, that DPS-TACIP will suffer damages in the event of a lack of performance by the Vendor, specifically, due to lack of meeting delivery schedules or installations of the Relay facility within the time specified in the performance schedules, or due to failure of the relay to be fully operational within the time line specified by the parties, or due to the failure of the Vendor to complete on site repairs.

7.6.5 
Default Remedies of the Vendor


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

7.6.6
Termination due to Non-appropriation


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

7.6.7
Right of Acquisition


Upon termination by DPS-TACIP, DPS-TACIP shall have the right to acquire by lease or purchase at net depreciated cost such facilities by DPS-TACIP as are necessary to continue service to DPS-TACIP and are custom designed or constructed for DPS-TACIP or are not otherwise reasonably available from alternative Vendors.  DPS-TACIP in turn may sublease or sell the facilities to a Vendor who is selected to replace the terminated Vendor for the purpose of providing continuity of service to DPS-TACIP.  This right of lease or purchase shall be extended to facilities provided through a subcontractor but shall not apply to facilities used to provide telecommunications services by common carrier.

7.7
Continuation of Service after Termination Notice


In the event the Vendor notifies the DPS-TACIP Administrator that it intends to exercise its right to terminate this Contract, the Vendor shall, at the request of the DPS, continue the operation of the MRS for up to ninety (90) days after the date of its notification to terminate or until another provider is able to take over operation of the relay service, whichever occurs first.  DPS-TACIP will reimburse the Vendor for expenses incurred during the extended period of operation beyond the Contract termination notification date. 

7.8
Vendor Duties

7.8.1
All financial reports, books of account and supporting documents, and other data evidencing revenues and allowable costs under this Contract and which relate to this Contract shall be retained by the Vendor until such time that the Legislative Auditor has completed an audit of the Department of Public Service, and DPS-TACIP gives the Vendor permission to dispose of the records.

7.8.2
The Vendor agrees that the Legislative Auditor of the State of Minnesota or any authorized representative of the State, and where Federal funds are involved, the Comptroller General of the United States or any other representatives of United States Government, shall have access to and the right to examine, audit, excerpt and transcribe any directly pertinent books, documents, papers, and records of the Vendor relating to orders, invoices or payments of this contract.

7.8.3
The Vendor shall comply with the provisions of Federal, state and local laws and regulations to insure that no employee or applicant for employment is discriminated against because of race, religion, color, age, gender, national origin, or disability.  The Vendor shall have a certificate of compliance for affirmative action from the Minnesota Department of Human Rights or any successor agency in effect at all times under this contract.

7.8.4
The Vendor shall provide and pay for all labor, materials, equipment, tools, construction equipment, machinery, storage of same, and transportation necessary for the proper execution and completion of this contract, whether temporary or permanent and whether or not incorporated or to be incorporated in the equipment.

7.8.5
The Vendor will comply with laws, codes, rules and regulations of the state, county and city applicable to the work to be performed at all premises.  The Vendor will provide, procure and pay all licenses, permits, fees, and the like required to fulfill the terms of the contract negotiated with DPS-TACIP.  The Vendor must furnish copies of all approved inspection certificates and approvals from authorities having jurisdiction in a timely fashion upon completion of the work.

7.9
Immunity of State Agencies


The Vendor shall defend and hold harmless the State and any Federal funding source for the State, from liability arising from:

1.
The Vendor's performance or attempted performance of this contract; and

2. 
The Vendor's activities with subcontractors and all other third parties.

7.10 
Patent Infringement

7.10.1
The Vendor guarantees that none of the materials or devices included within the proposal infringes upon any patent, copyright, or trade secret of third parties.  The Vendor agrees to indemnify and save the DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants harmless against any claim based upon the infringement of patent, copyright or trade secret relating to the construction, operation or use of any material, machinery or device furnished under any agreement or any part thereof, and covenants that they shall at their own expense, defend every suit which shall be brought against the State (provided that the Vendor is promptly notified of such claim) and agrees that the Vendor will pay all costs, damages, and profits recoverable in any such suit.

7.10.2
If the DPS-TACIP Administrator, DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants should be enjoined or interfered with in the use of any such material or device, or any part thereof, the successful Vendor agrees to furnish, at its own expense, such materials or devices, in substitution of the materials or devices claimed to infringe any patent, copyright or trade secret, which will be satisfactory to DPS-TACIP.

7.11
Ownership of Materials and Intellectual Property Rights
7.11.1
Upon termination of this Contract, DPS-TACIP reserves the exclusive right to use the names "Minnesota Relay Service", "MRS," "Direct Connect," "Direct Connect Minnesota Relay Service," "Minnesota Telecommunications Relay Service" and "MTRS", and any logo used to identify the Minnesota Relay Service, subject to any third party interests.  The Vendor agrees, upon the request of DPS-TACIP, to execute all papers and perform all other acts necessary to assist DPS-TACIP in registering the above names and logo.

7.11.2
DPS-TACIP shall have the exclusive right to use, copyright or patent computer hardware and software which it has developed for the use in running the MRS.  Any such materials shall be remitted to the DPS by the Vendor upon completion, termination or cancellation of this contract.  The Vendor agrees, upon the request of the DPS, to execute all papers and perform all other acts necessary to assist the DPS to obtain and register patents, copyrights or trademarks with respect to such materials.

7.11.3
The Vendor shall have the exclusive right to use, copyright or patent computer software which it has developed in joint ventures with or in concert with third parties for purposes other than running the MRS, whether or not such software is ultimately used to assist in running the MRS.  All such software and related materials shall be retained by the Vendor upon completion, termination or cancellation of this Contract.  DPS-TACIP agrees, upon the request of the Vendor, to execute all papers and perform all other acts necessary to assist the Vendor to obtain and register patents, copyrights or trademarks with respect to such materials.

7.11.4
The parties agree that the Vendor and DPS-TACIP shall be joint owners and co-originators of all intellectual property developed during the term of this Contract not described in the immediately preceding lettered paragraphs, and that each shall have the right to utilize both its own contribution and the contribution of the other party and the joint work, upon prior written notice to the other, and without any obligation to account for use or profits derived from use.

7.11.5
Each party agrees to execute any licenses or other consents which may be required or requested by the other party to make use of the joint work, whether in its original state or in a derivative work.  The Vendor and DPS-TACIP expressly agree that each shall have the right to license the collective work without any obligation to account to the other for any profits derived as a result of such licensing.  Works subject to this agreement shall include, but not be limited to, operations manuals, computer software, inventions, photographs, negatives, audio or video recordings, databases, reports, studies and other items or documents, in whatever form, created or prepared by the Vendor and/or DPS-TACIP in relation to the performance of the Vendor's obligations under this Contract, not otherwise subject to the provisions in lettered paragraphs 7.11.1 through 7.11.4 of this section.

7.11.6
All original written reports and/or studies, whether contained on paper or on magnetic media shall be returned to DPS-TACIP upon completion, termination or expiration of this Contract.  Any duplicate copies of any such materials may be retained by the Vendor without compensation to DPS-TACIP and any copies made by the Vendor of such materials shall be made at Vendor's expense.

7.12
Data Privacy


Some data collected by DPS-TACIP is defined by Minnesota Statutes as confidential. The Vendor shall preserve the confidentiality of such data which are revealed to the Vendor in performance of this agreement.  The Vendor shall maintain procedures for safeguarding such confidentiality.  In the event of breach of this provision, DPS may terminate this contract, immediately, without notice of default and opportunity to cure and pursue any remedy as provided by law.

7.13
Privacy of Communications

The Vendor agrees to comply with the requirements of all State privacy laws including the Data Practices Act., Minn. Stat. § 13, Minn. Stat. § 626A, and all federal laws regarding privacy and telephone communications.  The Vendor shall require all of its Communication Assistants and supervisors to comply with all state and federal regulations and statutes related to the privacy of telephone communications.  The Vendor agrees to indemnify DPS in case of violations by the Vendor, or its agents or employees of these laws.  DPS will indemnify the Vendor from liability from actions or omissions of DPS, provided that this indemnification and save harmless shall not constitute a waiver by DPS of, and such agreement to indemnify shall be subject to, the provisions of the Minnesota Tort Claims Act, Minnesota Stat. §3.736 and the limitations and exclusions thereunder.

7.14
Indemnification

7.14.1
General Provisions

The Vendor agrees to indemnify and save harmless DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants against all suits and costs of every kind and description, and from all damages to which DPS-TACIP, the State of Minnesota or any of its officers, agents, servants or consultants may be subjected by reason of injury to the person or property of others resulting from the performance of the work, or through the negligence of the Contractor or any Subcontractor or through any improper or defective machinery, implements or applications used by the Contractor or any Subcontractor on the project, or through any act of omission on the part of the Contractor or any Subcontractor, or any of their agents, employees or servants; and contractor will further indemnify and save harmless DPS-TACIP, the State of Minnesota, their officers, agents, servants and consultants, from all suits and actions of any kind or character whatsoever which may be brought or instituted by any subcontractor, supplier or laborer, who has performed work or furnished materials in or about the project or by or on account of any claims or amount recovered from any infringement or patent, trademark or copyright.

7.14.2
Responsibilities of the Vendor


The Vendor agrees to indemnify and save harmless DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants from any and all claims or causes of action arising from the performance of this Contract by the Vendor or the Vendor's agents or employees.  This clause shall not be construed to bar any legal remedies the Vendor may have for DPS-TACIP's failure to fulfill its obligations pursuant to this Contract.  The Vendor shall defend and hold harmless the State and any Federal funding source of the State, from liability arising from the Vendor's performance or attempted performance of this Contract, and from the Vendor's activities with all other third parties. 

7.14.3
Fines by Federal Communications Commission


In the event the Federal Communications Commission (FCC) levies a fine for not complying with the FCC rules and regulations, the selected Vendor will be responsible for paying the fines and shall indemnify the State of Minnesota and the local exchange carriers of Minnesota for any fines related to the failure of the relay service to comply with federal service standards.  Any such indemnification shall be funded with monies other than those provided by the State of Minnesota.  


DPS-TACIP will have the authority to determine the responsibility for any fines assessed and to divide aforementioned damages accordingly.

7.15
Liability


Each party agrees that it will be responsible for its own acts and the results thereof to the extent authorized by law and shall not be responsible for the acts of the other party and the results thereof.  The State's liability shall be governed by the provisions of the Minnesota Tort Claims Act, Minn. State. §3.736, and other applicable law.
7.16
Property Damage

The Vendor, in the course of performing its work, shall exercise the utmost precaution in guarding against damage to property owned or leased by the organization providing the facility, equipment and maintenance of the MRS and property owned or leased by DPS-TACIP (if applicable).  The Vendor shall replace or pay replacement costs of any property damaged by its operations.  The Vendor shall restore damaged property to the condition that existed previous to the damage at the expense of the Vendor.  Such restoration shall be complete when judged satisfactory by the property owner.

7.17 
Insurance


The successful Vendor will, before the final award of the contract, provide evidences of insurance and will maintain in continuous effect during the term of this contract the following insurance coverage:

1.
WORKERS' COMPENSATION INSURANCE - providing Coverage A Statutory Workers' Compensation Insurance and Coverage B in amounts of no less than:


$100,000 Bodily Injury by Disease per employee


$500,000 Bodily Injury by Disease in Aggregate


$100,000 Bodily Injury per Employee per Accident

2.
AUTOMOBILE LIABILITY INSURANCE - Providing Automobile Liability Insurance with limits of not less than:


$5,000,000 Combined Single Limit for Bodily Injury and Property Damage per Occurrence for all owned, non-owned and hired cars.

3.
COMPREHENSIVE GENERAL LIABILITY INSURANCE - providing Comprehensive General Liability Insurance with limits of no less than:


$5,000,000 Combined Single Limit for Bodily Injury and Property Damage per occurrence and $10,000,000 Annual Aggregate.


The policy must include the following coverage:

A.
Personal Injury (coverage A, B & C)

B.
Blanket Contractual

C.
Products and Completed Operations

D.
Broad Form Property Damage

E.
"XCU exclusions" waived

4.
GENERAL INSURANCE CONDITIONS

A.
The State of Minnesota, its officers and employees, will be named as Additional Insureds with respect to services being provided.

B.
The State of Minnesota will not be liable for any premiums, costs or assessments in connection with contractor's policy as a result of being named as Additional Insureds.

C.
The State of Minnesota will be provided thirty (30) days written notice of cancellation of material change and the Certificate will be so amended.

D.
Said written notice will be mailed to the DPS-TACIP Administrator.

The DPS-TACIP Administrator, DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants will be exempt from, and in no way liable for, any sums of money which may represent a deductible in any insurance policy.  The payment of such deductible will be the sole responsibility of the vendor

7.18 
Vendor Responsibilities

In the event DPS-TACIP accepts the Vendor's proposal, the following provisions shall be called for in the final contract. These provisions are not negotiable.  Failure to accept any of these provisions now, or in the final contract, shall result in the rejection of the proposal:

7.18.1
Should the Vendor fail to either include in the quoted price, or deliver to DPS-TACIP, any components or features that are necessary to make the relay service perform as proposed in the response to the RFP, the Vendor shall be required to install same at the Vendor's own expense, prior to cutover.

7.18.2
If the Vendor submits a proposal in which previously installed equipment or relay facilities are to be employed, the Vendor must stipulate what condition the equipment and/or facilities are in and to what degree and for what purpose they have been used in the past.  There shall be no substitutions of material specified without the prior written consent of DPS-TACIP.

7.18.3
The Vendor shall be responsible for the performance of any subcontractors that are used.

7.18.4
The Vendor shall not be responsible for the performance of persons, goods and services which are not involved in the procurement, installation, operation and maintenance of the relay service as set forth in the proposal. Notwithstanding the foregoing, the Vendor is responsible to insure that any and all equipment installed pursuant to the proposal is compatible, for DPS-TACIP's intended use, with any existing equipment that will be retained and used in conjunction with the equipment installed pursuant to the proposal.

7.18.5
The Vendor and/or its subcontractors shall be responsible for obtaining any rights-of-way and any permits, licenses or other government approvals necessary to construct or install any part of the relay facility.

7.19
Payments

DPS-TACIP will pay the recurring costs for relay service following the acceptance and cutover of the service.  The amount paid for any element of any service shall be included in the contract as is provided in the Vendor's price proposal.  


DPS-TACIP will not pay one-time costs at the time of installation; all such non-recurring costs are to be included in the per-minute payments.


The Vendor will submit invoices at least monthly to the attention of DPS-TACIP program administrator.  Three copies of the invoices must be provided.  All information the billing forms ask for must be provided on each invoice, including but not limited to a report of the number of minutes performed by the Vendor for the month. 


DPS-TACIP will not pay recurring payments for any relay service or any other charges, until said service has been accepted by DPS-TACIP and placed into service by DPS-TACIP.  Recurring payments shall be paid thirty (30) days from receipt of invoice following the acceptance of the relay service in accordance with Minn. Stat. 16A.124.


It is the Vendor's responsibility to assure the accuracy of billing for any relay service provided under this contract.  DPS-TACIP will not pay the recurring costs for any relay service that is inaccurately billed or for any relay service for which a complete and accurate statement of billing has not been rendered.  Further, DPS-TACIP will not pay the recurring costs for any relay service for which an estimated bill has been rendered.

7.20
Antitrust

The Vendor hereby assigns to the State of Minnesota any and all claims for overcharges as to goods and services provided in connection with this contract resulting from antitrust violations which arise under the antitrust laws of the United States and the antitrust laws of the State of Minnesota.

7.21
Audits

The books, records, documents and accounting practices and procedures of the Vendor relevant to this Agreement shall be subject to examination by DPS-TACIP and the Legislative Auditor as appropriate.  The DPS-TACIP Administrator shall have access to the Vendor's facilities, files and/or records relating to the MRS at any time. 


The contractor will have an independent audit of its financial records at least once each fiscal year for the term of this Contract.  A copy of the final independent audit report shall be submitted to the DPS-TACIP Administrator within 10 days after receipt of the report by the Vendor.

7.22
Authorized Agents


The authorized agent for the Department of Public Service for the administration of this contract is the DPS-TACIP Administrator.  The DPS-TACIP Administrator shall have authority for acceptance of the Vendor's services and shall have responsibility to ensure that all payments due Vendor are paid pursuant to the terms of the contract.

7.23 
Choice of Law 


It is the intention of the parties hereto that this Agreement and the performance hereunder and all suits and special proceedings be construed in accordance with and under and pursuant to the laws of the State of Minnesota and that in any action, special proceeding or other proceeding that may be brought arising out of, in connection with, or by reason of this Agreement, the laws of the State of Minnesota shall be applicable and shall govern to the exclusion of the law of any other forum, without regard to the jurisdiction in which any action or special proceeding may be instituted. 
7.24
Miscellaneous
1.
If any provision of this contract is held to be invalid or unenforceable, the remainder shall be valid and enforceable.

2.
Failure of DPS-TACIP at any time to require strict performance of any provision of this contract shall not constitute a waiver of that provision nor in any way limit enforcement of the provision.

3.
The parties agree to execute any additional documents necessary to effectuate this contract.

4.
Amendments or modifications to this Contract may be made at any time with the agreement of the Parties, and shall be in writing and executed as required by Minn. Stat. §16B.06, subd. 2 (1994).

5.
Vendor shall not assign its obligations under this contract without the express written permission of DPS-TACIP.  Any assignment in violation of this section will be void.

6.
The successful Vendor shall sign a formal contract with DPS-TACIP but no such contract shall be in force and effect until it is executed by all parties, the Department of Administration, and the Office of the Attorney General.

7.
Whenever this Contract or RFP proposal refers to "Attachment" such Attachment shall be deemed to be incorporated into this Contract by such reference.

8.
The reporting, records, refund, and liability clauses of this contract survive the termination of this contract for all obligations due or incurred during the term of the contract but not performed on the date of termination.

9.
The Vendor agrees to cooperate with DPS-TACIP and the DPS-TACIP Administrator in handling all matters which arise that are subject to the terms and provisions under this contract.  
7.25
Acceptance of Terms and Conditions

The Vendor must complete and include as part of the proposal Attachment A acknowledging that the Vendor agrees to accept the terms and conditions stated in this RFP.

7.26
Conflict of Interest
7.26.1
Definition

Appearance of Conflict of Interest:  The term applies to the relationship of a contractor with DPS-TACIP when the contractor also maintains a relationship with a third party and the two relationships are in opposition.  In order to create the appearance of a conflict of interest, it is not necessary for the Contractor to gain from knowledge of these opposing interests.  It is only necessary that the contractor know that the two relationships are in opposition.

7.26.2
Appearance of Conflict of Interest

During the term of the contract the contractor shall not enter any third party relationship that gives the appearance of creating a conflict of interest.  Upon learning of an existing appearance of a conflict of interest situation, the contractor shall submit to DPS-TACIP a full disclosure statement setting forth the details that create the appearance of a conflict of interest.  Failure to promptly submit a disclosure statement required by this paragraph shall constitute grounds for DPS-TACIP’s termination, for cause, of its contract with the contractor.  The Vendor will keep DPS-TACIP informed of any contracts the Vendor has entered into to provide management, operation, training, or any other aspect of telecommunication relay services in other states.

7.26.3
Employee Conflict of Interest

The Vendor will notify all present and future MRS staff whose salaries are paid in part or in full from this Contract, that they must make prompt and full disclosure of any activities that may constitute conflict of interest or give the appearance of impropriety, including but not limited to current or prospective involvement they have with any other relay service, telephone company, or organization involved with the provision of telecommunications relay services.  This type of activity includes, but is not limited to, activities as an employee, consultant, manager, independent contractor or investor.  The Vendor will provide the text for such notice together with a brief statement of policy for distribution to MRS staff members.  Such notice shall include a statement that the Vendor must pass any disclosure thereunder on to DPS-TACIP.


The Vendor will inform DPS-TACIP of any employment contracts or other agreements which it learns of pursuant to this section within thirty (30) days of receipt of such information.  All such contracts and agreements in existence on the date of execution of this Contract will be provided within thirty (30) days thereafter to DPS-TACIP.

7.27
Performance Monitoring

The Vendor shall permit DPS-TACIP and any other duly authorized agent or governmental agency to monitor all activities conducted by the Vendor pursuant to the terms of this Contract as DPS-TACIP may in its sole discretion deem necessary or appropriate.  Such monitoring may consist of evaluation of internal operating and management procedures, examination of program data, special analyses, on-site checking, formal audit examinations, or any other reasonable procedures.


DPS-TACIP may utilize and observe the Vendor’s technique for assuring the accuracy of communications relayed, operator procedures, training procedures, office procedures, and testing procedures.  DPS-TACIP may arrange for calls to test the accuracy of relayed communications or other factors relating to full and equal access without the permission of the Vendor or the operator involved.  The Vendor understands that this will occur at any time.  The calls will not be identified as test or monitoring calls.  DPS-TACIP may ask consumers to maintain a written copy of relayed conversations to assist in monitoring.


All monitoring shall be performed in a manner that will not unduly interfere with contract services.  However, since this is expected to be a 24 hour, 7 days a week service, the monitoring may occur at any time.  Furthermore, there shall be no requirements for advance notice of this monitoring.  Therefore, duly authorized agents have the right to make spot checks at any time without any warning.  The Vendor must make provisions to allow duly authorized agents this capability.


Vendor procedures for monitoring employee performance may include monitoring of actual calls relayed as part of the MRS.

8.0
EVALUATION CRITERIA

In awarding the contract for this service, DPS-TACIP shall make a written award of the contract to the Vendor whose proposal is the most advantageous to DPS-TACIP, considering price, the interests of the deaf, hard of hearing and speech-impaired communities in having access to a high quality and technologically-advanced telecommunications system, and all other factors listed in this RFP.  DPS-TACIP reserves the unqualified right to reject any or all of the proposals if determined to be in DPS-TACIP's best interest.

DPS-TACIP's evaluation of this proposal shall include:

a.
The ability and qualifications of the Vendor to provide TRS as outlined in this RFP;

b.
The degree to which the Vendor will meet and/or exceed the standards set forth in this RFP;

c.
The Vendor's demonstrated ability to comply with the FCC and DPS-TACIP's rules, regulations and orders governing the provision of TRS;

d.
Any service or technological enhancements proposed by the Vendor to improve TRS in Minnesota; and

e.
The Vendor's ability to meet the date for the provision of TRS in Minnesota under this RFP.

DPS-TACIP will evaluate each proposal on the requirements in this RFP.  The Vendor must acknowledge and agree to perform all RFP requirements and meet all performance standards.  The Vendor's reference checks will be conducted as part of the evaluation process.  Reference checks will not be limited to specific customer references, but also to other relay and state officials, consumers and organizations serving the relay user community.


DPS-TACIP may make such investigations as it deems necessary to determine the ability of the Vendor to perform the work.  DPS-TACIP reserves the right to reject any proposal if the evidence submitted by, or investigation of, the proposer fails to satisfy DPS-TACIP that such Vendor is properly qualified to carry out the conditions of the contract.   All answers that are given to the questions asked in this RFP are subject to verification.  Misleading and/or inaccurate answers may be grounds for disqualification at any stage in the procurement process.

Only the cost proposals for Vendors whose overall proposal is deemed acceptable by DPS-TACIP will be considered in the evaluation/selection process.  

DPS-TACIP will notify the selected Vendor and coordinate the signature of the contractor once a decision is made.

ATTACHMENT A

ACCEPTANCE OF TERMS AND CONDITIONS

The undersigned (herein called the "Vendor" ) hereby agrees to accept the terms and conditions stated in this RFP.

I certify that I am an authorized representative of the Vendor and that I have the authority to sign this acceptance of terms and conditions.

(Authorized Signature)

(Date)

(Vendor Name)

State of Minnesota

Department of Public Service

Request for Proposal for the Provision

of the Facility, Equipment and

Maintenance of the Minnesota Relay Service
KEY DATES

(The following dates are targets, subject to extension.)
Release of RFP
February 29, 1996

Written Vendor Inquiries Due
March 11, 1996

Written Responses to Vendor Inquiries Released
March 18, 1996

Proposals Due
2:00 p.m. March 28, 1996

Full Operations Date for MN Relay Facility

(Service Cutover and Acceptance)
July 1, 1996

TABLE OF CONTENTS

Page

1.0
GENERAL INFORMATION
1


1.1
Purpose
1


1.2
Authority
1


1.3
History/Service Description
1


1.4
Schedule of Activities
2


1.5
Sole Point of Contact
2


1.6
Questions About this RFP
3


1.7
Timing
3


1.8
Addenda to the RFP
3


1.9
Contract Duration
3


1.10
Compensation to the Selected Contractor
4


1.11
Disclosure of Technical Proposal Content
4


1.12
Disclosure of Cost Proposal Content
4


1.13
Withdrawal of Proposals
4


1.14
Cost of Preparation of Proposal
4


1.15
Gratuities
4


1.16
Disclaimer
5


1.17
Rejection of Proposals
5


1.18
Personnel
6


1.19
Nondiscrimination Clause
6


1.20
News Release
6

2.0
GENERAL RFP REQUIREMENTS
6


2.1
Proposals
6


2.2
Financial History
7


2.3
Customer Reference
8


2.4
Oral Presentation/Site Visits
8


2.5
Vendor Certification
8


2.6
Requesting Additional Information
8

3.0
MRS REQUEST FOR PROPOSAL DEFINITIONS/ACRONYMS
8


Page

4.0
SERVICE STANDARDS
12


4.1
Introduction
12



A.
Mandatory
12



B.
Desirable
12



C.
Exceptions
12


4.2
Scope of Service:  Mandatory
12


4.3
Location of MRS:  Mandatory
13


4.4
Personnel/Equipment:  Mandatory
13


4.5
OSHA Standards:  Mandatory
13


4.6
Switching System:  Mandatory
14


4.7
Network Configuration:  Mandatory
14


4.8
Uninterruptible Power:  Mandatory
14


4.9
Local Calls and Inter- and Intrastate Toll Calls:  Mandatory
15


4.10
Cellular Phone Calls:  Mandatory
15


4.11
Charges for Local Calls:  Mandatory
15


4.12
Charges for Intrastate and Interstate Toll Calls:  Mandatory
16


4.13
Billing Requirements:  Mandatory
16


4.14
MRS Identification on Customer’s Bill:  Desirable
16


4.15
Call Billing Record:  Mandatory
16


4.16
Extended Area Service (EAS):  Mandatory
17


4.17
Text/Voice Calls:  Mandatory
17


4.18
Directory Assistance:  Mandatory
17


4.19
Coin-Sent-Paid Calls:  Mandatory
18


4.20
Disaster Recovery Plan:  Mandatory
18


4.21
Intercept Messages:  Mandatory
19


4.22
Usage:  Mandatory
19


4.23
Blockage Rate:  Mandatory
19


4.24
Average Answer Time:  Mandatory
19


4.25
Use of Automatic Number Identification (ANI):  Mandatory
19


4.26
State of the Art Technology:  Mandatory
20


4.27
Service Expansion:  Mandatory
20


4.28
Training of the Vendor Providing Operation and



Maintenance:  Mandatory
20


4.29
Disability Awareness:  Mandatory
20


4.30
Confidentiality:  Mandatory
20


4.31
Emergency Call Procedure:  Mandatory
21


4.32
Voice Carryover (VCO) and Hearing Carryover (HCO):  Mandatory
22


4.33
VCO to VCO Service:  Desirable
22


4.34
HCO to HCO Service:  Desirable
22


4.35
Advanced Intelligent Network (AIN) Routing:  Desirable
22


4.36
Mobile Radio and Paging:  Desirable
22


Page


4.37
Variable Time Stamp Macro:  Desirable
23


4.38
Error Correction Automation:  Desirable
23


4.39
Branding of Call Type:  Desirable
23


4.40
Access to Local Exchange Company Enhanced Services:  Desirable
23


4.41
Caller ID:  Desirable
23


4.42
Access to 900 Number Services:  Desirable
23


4.43
Access to Restricted 800 and 888 Numbers:  Desirable
23


4.44
Interactive Video Interpreting Service:  Desirable
24


4.45
Text to Voice Service (Speech Synthesizer):  Desirable
24

5.0
REPORTING REQUIREMENTS
24


5.1
Introduction
24



A.
Mandatory
24



B.
Desirable
24



C.
Exceptions
25


5.2
Records Maintenance:  Mandatory
25


5.3
Invoice:  Mandatory
25


5.4
Monthly Reports:  Mandatory
25


5.5
Traffic Reports:  Mandatory-Optional
28


5.6
Annual Report:  Mandatory
29

6.0
SERVICE START-UP
29

7.0
TERMS AND CONDITIONS
30


7.1
Elements of the Contract
30


7.2
Acceptance of Proposal Contents
31


7.3
Mandatory Contract Terms
31


7.4
Prime Contractor and Subcontractor
31


7.5
Contract Period
32


7.6
Termination of Contract
32


7.7
Continuation of Service after Termination Notice
36


7.8
Vendor Duties
36


7.9
Immunity of State Agencies
37


7.10
Patent Infringement
37


7.11
Ownership of Materials and Intellectual Property Rights
37


7.12
Data Privacy
39


7.13
Privacy of Communications
39


7.14
Indemnification
39


7.15
Liability
40


7.16
Property Damage
41


7.17
Insurance
41


Page


7.18
Vendor Responsibilities
42


7.19
Payments
43


7.20
Antitrust
44


7.21
Audits
44


7.22
Authorized Agents
44


7.23
Choice of Law
44


7.24
Miscellaneous
44


7.25
Acceptance of Terms and Conditions
45


7.26
Conflict of Interest
45


7.27
Performance Monitoring
46

8.0
EVALUATION CRITERIA
47

1.0
GENERAL INFORMATION

1.1.
Purpose

This Request for Proposal (RFP) provides interested Vendors with the information necessary to prepare and submit proposals to the TACIP unit of the Minnesota Department of Public Service for the provision of the facility, equipment and maintenance of the statewide telecommunications relay service (TRS) in Minnesota as of July 1, 1996.

1.2
Authority


This RFP is issued by the State of Minnesota, Department of Public Service pursuant to its authority under Minnesota Statutes §§ 237.50-237.56.  Minnesota Statutes §§ 16B and 16B.465 and Minnesota Rules part 1230 contain policies and procedures for State of Minnesota procurement under which this request for proposal is issued.  The terms and conditions of this request for proposal, the resulting contract(s) or activities based upon this request for proposal shall be construed in accordance with the Laws of Minnesota.

1.3
History/Service Description


In 1987, the Minnesota Legislature passed legislation creating the Telecommunications Access for Communication Impaired Persons (TACIP) Board for the purpose of making the telephone network in Minnesota accessible to communication-impaired persons (speech-, hearing- and mobility-impaired).  Two programs were established to accomplish this goal: the Equipment Distribution Program (EDP) and the Minnesota Relay Service (MRS).  Legislation passed during the 1995 Session of the Minnesota Legislature eliminated the TACIP Board and transferred the responsibility for the Equipment Distribution Program to the Minnesota Department of Human Services and the responsibility for the Minnesota Relay Service to the Minnesota Department of Public Service (DPS).  These programs, as well as the administrative expenses of the TACIP unit of the Department of Public Service, are funded by a statewide $0.17 surcharge on access lines, including cellular communications lines and other non-wire telephone access services, in the State of Minnesota.


The MRS allows a person using a telecommunications device for the deaf/teletypewriter (TTY) to communicate with any other telephone user.  The service also works in reverse, allowing a person without a TTY to call a TTY user.  Specially trained Communication Assistants (CAs) are available 24 hours a day, seven days a week, to relay calls.  There is no extra charge to the user of the relay service.  Installation of the telephone system, telephone lines, modems and computers at the MRS was completed on February 15, 1989.  Full service commenced March 1, 1989.  The relay system continues to be modified as needed.  The State of Minnesota currently owns and maintains the relay equipment, but is now issuing an RFP for the provision of the facility, equipment and maintenance of the MRS.  


The State of Minnesota is also concurrently issuing an RFP for the operation and maintenance of the Minnesota Relay Service.  State law requires that the Department of Public Service (DPS) contract with a local consumer organization that serves communication-impaired persons for operation and maintenance of the telecommunications relay system (TRS).  The statute also states that DPS may contract with other than a local consumer organization if DPS finds that no local consumer organization is available to enter into or perform a reasonable contract to operate a telecommunications relay system.


The Vendor's main responsibility will be to provide the complete facility and equipment for the Minnesota Relay Service.  The relay facility should be comprised of, but not limited to, the physical location of the relay center, all hardware, software, furniture, operator stations, long distance billing and collection system, relay service access lines, any ongoing technical expertise needed to maintain the facility, and any other duties or equipment the vendor deems necessary in order to carry out the contract within budgetary constraints.  The facility will then be operated and maintained by an organization under contract with DPS-TACIP as described in the previous paragraph.

1.4.
Schedule of Activities
Release of RFP
February 29, 1996

Written Vendor Inquiries Due
March 11, 1996

Written Responses to Vendor Inquiries Released
March 18, 1996

Proposals Due
2:00 p.m. March 28, 1996

Full Operations Date for MN Relay Facility

(Service Cutover and Acceptance)
July 1, 1996

1.5
Sole Point of Contact


This RFP is issued by the TACIP unit of the Minnesota Department of Public Service, which is solely responsible for selecting the contractor(s) to provide the TRS and for administering the contract(s) for the service.  


The sole point of contact in the State of Minnesota for this RFP is:

Ms. Patricia Anderson, Contract Administrator

State of Minnesota

Department of Administration

112 Administration Building

50 Sherburne Avenue

St. Paul, Minnesota  55155

1.6
Questions about this RFP


Any questions regarding the requirements or technical criteria set forth in this RFP should be directed in writing to:

Ms. Patricia Anderson, Contract Administrator

State of Minnesota

Department of Administration

112 Administration Building

50 Sherburne Avenue

St. Paul, Minnesota  55155


The deadline for written inquiries is March 11, 1996.  At the discretion of the Department of Administration and DPS-TACIP, substantive questions and the corresponding response will be distributed on or before March 18, 1996 to all persons who received a copy of the RFP and all persons who submitted questions.  Only one round of questions and answers will occur.  Answers provided by DPS-TACIP will be incorporated into and made part of this RFP.

1.7
Timing

To be considered, the proposal must be submitted on or before 2:00 p.m. on March 28, 1995 to:

Ms. Patricia Anderson, Contract Administrator

State of Minnesota

Department of Administration

112 Administration Building

50 Sherburne Avenue

St. Paul, Minnesota  55155

1.8
Addenda to the RFP

In the event that it becomes necessary to revise any part of this RFP, an addendum will be provided to each vendor that received a copy of the initial RFP, or if the proposal due date has passed, to each vendor that submitted a proposal.  If an addendum is released after the proposal due date has passed, Vendors will be allowed a maximum of five days from the date of mailing to respond to any such addendum.

1.9
Contract Duration


The contract will be a 3-year, two‑party contract between the Vendor and the TACIP unit of the Department of Public Service.  The contract shall be renewable, on the terms set forth in this RFP and the Vendor's proposal, on an annual basis for a total of five (5) years ending June 30, 2001.  Terms set forth in this RFP or the Vendor's proposal may be changed at the time of the annual contract renewal upon agreement by DPS-TACIP and the Vendor.

1.10
Compensation to the Selected Contractor

The contractor shall be compensated for providing services delineated in this RFP at the prices, terms, and conditions established in its contract with DPS-TACIP.  Payments under the contract will be made on a monthly basis through the Minnesota Department of Finance after approval by the DPS.  Unless the contract is otherwise amended, payments will be made based on the prices submitted in the proposal, less revenues received from the calling and called parties making intrastate and interstate toll calls.


Prices for the mandatory part of the services shall be usage sensitive and shall be calculated on a per minute of use basis.  Compensation shall be based on the basis of a Billable Session Minute.

1.11
Disclosure of Technical Proposal Content 


Trade secrets or other proprietary information that are legally recognized as such and are protected by law shall be withheld if clearly identified as such and marked on each page in the proposals.  It is expected that only a limited number of pages will be marked proprietary.  Cost information will not be considered proprietary.

1.12
Disclosure of Cost Proposal Content


Prices in the Cost Proposal are not considered to be proprietary and will be placed in the public domain.

1.13
Withdrawal of Proposals


Proposals may be withdrawn, modified and resubmitted at any time prior to the time set for the receipt of proposals.  The proposal must remain valid for at least 120 days after the proposal due date.

1.14
Cost of Preparation of Proposal

The State of Minnesota will not make payments to cover costs incurred by any provider in the preparation of, or the submission of this RFP, or any other associated costs, including any lump sum for start up expenses.

1.15
Gratuities


The laws of Minnesota provide that it is a felony to offer, promise, or give anything of value or benefit to a State employee with the intent to influence that employee's acts, opinions, judgment or exercise of discretion with respect to that employee's duties.  Evidence of violations of this statute will be turned over to the appropriate law enforcement authorities.


Note:
The State of Minnesota provides reimbursement to its employees for transportation, lodging, meals, and miscellaneous expenses that are deemed necessary.


In addition, officers and employees of the State shall not have a conflict of interest or personal financial interest in a contract or accept from a Vendor a rebate, gift, money, or anything of value other than items of nominal value, or any promise, obligation or contract for future reward.


By entering into a contract with the State, the Vendor certifies on behalf of itself and its subcontractors, that in connection with this procurement:

1.
It has not offered, promised or given a rebate, gift, money, or anything of value other than items of nominal value, or offered any promise, obligation or contract for future reward to a State officer or employee in connection with this contract or in connection with any other State action affecting this contract.

2.
To the best of its knowledge, no State officer or employee who participates in or supervises the negotiation of this contract or ordinance thereunder will have a personal financial interest in this contract or in connection with any other State action affecting this contract or will personally benefit therefrom.

3.
It shall not seek, receive or use confidential information from the State or the State's officers or employees.

4.
It has disclosed to the State any conflict of interest or violation of Minn. Stat. Sections 15.43, 43A.38, 216A.035, 216A.036, 471.87 or 609.42 known to it.

1.16
Disclaimer


All statistical and fiscal information contained in the RFP and its exhibits, including amendments and modifications thereto, reflect the best and most accurate information available to DPS-TACIP at the time of RFP preparation.


Descriptions included in service specifications are not intended to limit any Vendor's offering to specific trade names for services or equipment.

1.17
Rejection of Proposals


DPS-TACIP reserves the right to accept or reject any part of any proposal, accept or reject any and all proposals made pursuant to this RFP, to request submission of a best and final offer, to amend or supplement this RFP at any time, and to consider proposals or modifications thereof received at any time before an award is made, if such action would be in the interest of the State of Minnesota.  DPS-TACIP reserves the right to accept other than the lowest monetary offer.


There is no assurance, expressed or implied, that an award will necessarily be made pursuant to this RFP.  This RFP shall not give any right to any respondent for any indemnification claims.

1.18
Personnel

The successful Vendor shall not knowingly engage on a full‑time, part‑time, or other basis (except on a volunteer basis) for a period of one year following the award of this contract, any individual involved in preparation of this RFP, or the selection and/or award of this contract.

1.19
Nondiscrimination Clause
a.
The vendor shall comply fully with all State and Federal laws, rules and regulations against discrimination, including but not limited to, Minn. Stat. § 363, as amended.

b.
The Vendor shall include the nondiscrimination and compliance provisions of this clause in all subcontracts performing work under the contract.

1.20
News Release


News releases or other materials made available to the public, Vendor clients or potential clients pertaining to this procurement or any part of the proposal shall not be made without the prior written approval of the primary contact at the Minnesota Department of Administration, Ms. Patricia Anderson.

2.0
GENERAL RFP REQUIREMENTS

2.1
Proposals

A Vendor's proposal must include all information required by this RFP and follow the guidelines specified.  One (1) original and five (5) copies of the proposal must be submitted.  Proposals may be withdrawn, modified and resubmitted at any time prior to the time set for the receipt of proposals.  The proposal must remain valid for at least 120 days after the proposal due date.  The proposal must be signed by an authorized representative or authorized officer of the Vendor, pursuant to Minn. Stat. § 16B.09, subd. 2.  No proposals will be considered which are not signed by an authorized representative or authorized officer of the responding firm.  Telephone, telegraph or facsimile proposals will not be accepted.  The proposal must also contain a notarized statement of compliance with the following subsection, entitled Certification of Independent Price Determination.  Submission of a proposal constitutes agreement with the terms and conditions of this RFP.


Submitted proposals must follow the format and content stated in this specification.  It is extremely important that all sections of the Vendor's proposal be completed as thoroughly as possible.  


Proposals that fail to meet any of the requirements will receive no further consideration.


Proposals must observe the following organization and format:

•
Proposals must be typed and submitted on 8 1/2 x 11 inch paper bound securely.  The "Official Proposal" must be typewritten and signed in ink by an authorized representative or authorized officer of the company, pursuant to Minn. Stat. § 16B.09, subd. 2.  Changes must be lined out and initialed by an authorized representative or authorized officer of the company.  Proposals must be organized following the RFP headings and subheadings.  Each heading and sub-heading should be separated by tabs or otherwise clearly marked.

•
Vendors must provide sufficient information for their proposals to be evaluated according to the criteria outlined in "Evaluation Criteria" of this document.  The information submitted must be clearly written and easily understood so that all proposals can be fairly evaluated.  The submission of brochures, system descriptions and other material may be submitted as support material, but when submitted in lieu of adequate descriptions, these publications will not be acceptable.

2.2
Financial History

To allow DPS-TACIP to evaluate the financial responsibility of the Vendor, the following items shall be submitted for both the Vendor and its parent company within the proposal.

1.
Audited Financial Statement or l0K Report for the most recent three (3) years, including at a minimum: 

a.
statement of income and related earnings, 

b.
cash flow statement, 

c.
balance sheet, and 

d.
opinion concerning financial statements from a CPA.

2. 
Primary banking source letter of reference.


This financial information also is required of any subcontractor which is expected to receive more than ten (10) percent of the value of the contract.


The Vendor, together with any subcontractors, must demonstrate that financial resources are adequate to perform all requirements of the contract, including start-up and expansion costs.

2.3
Customer Reference
 
The Vendor must provide the names of at least three customer references, including a specific contact name and phone number, to whom the provider has provided the bid service or a similar service.  Neither the State of Minnesota, Department of Public Service, nor its employees, may be listed as customer references for the purposes of this RFP.  If no customer references are available or applicable, please explain and provide alternative references.

2.4
Oral Presentation/Site Visits

Vendors may be asked to make oral presentations or to make their facilities available for a site inspection by DPS-TACIP.  Any clarification from the Vendor to a proposal response resulting from these sessions will be in writing and will be incorporated in the proposal response and distributed to all persons who received a copy of the RFP and all persons who submitted questions.

2.5
Vendor Certification


Each person signing a proposal certifies that he/she is the person in the Vendor's organization responsible for and authorized to make decisions as to the prices quoted, pursuant to Minn. Stat. §16B.09, subd. 2, and that he/she has not participated, and will not participate in any action contrary to the Certification of Independent Price Determination requirements.

2.6
Requesting Additional Information

DPS-TACIP reserves the right to request additional written data, information, or oral discussion or presentation to support any written proposal or to clarify any aspect of any proposal.

3.0
MRS REQUEST FOR PROPOSAL DEFINITIONS/ACRONYMS

The following terms, when used in this RFP, have the meanings as shown below:

Abandoned Call:  An incoming call reaching the relay service center but not answered by a CA.

ADA:  Americans with Disabilities Act

ASCII:  America Standard Code for Information Interchange

ASL:  American Sign Language

Billable (Session) Minutes:  The time period measured in minutes beginning from the point when a Communication Assistant (CA) connects to an incoming relay call until the moment the CA disconnects the last party.  For the purpose of this RFP and subsequent contract, the definition of billable minutes includes incomplete calls (busy, no answer, or wrong number) that do not reach the intended called party, call set-up and wrap-up, but does not include the time in queue (call is ringing, waiting for the call to connect to the Communication Assistant) or General Assistance calls. 

Call Set-Up:  The time period beginning from the point when a CA connects to an incoming relay call to the moment the relay call is connected to the called party.  This includes the preparation process (dialing, ringing, and status report). Once the caller and called party are connected, this ends the call set-up.

Call Wrap-Up:  The time period beginning from the point when one of the two relay parties disconnects to the moment the CA disconnects the last party, notwithstanding multiple outgoing calls placed by the relay user.

Call Duration:  See "Conversation Minutes or Conversation Time"

CDR:  Call Detail Record

Communications Assistant (CA):  A person who transliterates conversation from text to voice and from voice to text between two end users of TRS. (Source; CC Docket. 90‑571, FCC 92‑213, 7126191)

Completed Outbound Call:  An outbound call which is answered by the called party.  This includes calls answered by any person at the called party's number as well as calls answered by an answering machine or answered when forwarded from the called party's number to another location such as another number or voice mail.

Conversation Minutes or Conversation Time:  The time period beginning from the point the relay call originator is connected to the called party's number until the moment the two parties disconnect.  This is the actual length of time between the set-up and the call wrap-up and is the time during which the called party and the calling party are able to communicate.  (Also known as Call Duration, or "Talk Time.")

Cutover:  The date on which the relay service has been accepted by the Department of Public Service and placed in service by the vendor.

Disconnected Call:  An outgoing call in which the calling party or the CA terminates the incoming call before the called party answers. 

DPS:  This acronym refers to the Minnesota Department of Public Service

DPS-TACIP:  This acronym refers to the Telecommunications Access for Communication Impaired Persons unit of the Department of Public Service, which is responsible for the administration of the Minnesota Relay Service (MRS).  

EAS:  Extended Area Service

Fiscal Year:  The fiscal year for the State of Minnesota runs from July 1 through June 30.

FCC:  Federal Communications Commission

General Assistance Calls:  The category of incoming calls not associated with an outgoing call attempt.  Even though an incoming call may reach the relay center, no associated outbound call attempt may be made for reasons including, but not limited to: either the CA or the calling party cannot hear or read the other because of technical problems; the calling party may only be seeking information from the CA about relay or some other topic; the calling party may have misdialed and not intended to call the MRS at all; the calling party may have forgotten the number of the party he or she wishes to reach, etc.

Hearing Carryover (HCO):  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. (Source: CC Docket. 90‑571, FCC 91‑213, 7126191)

Incoming Call:  An incoming call refers to the portion of the communications connection from the calling party and reaching the relay service center.  An incoming call can be a general assistance call, an incoming call associated with an outbound call or number of outbound calls, or a call that is abandoned before being answered by the CA.  An incoming TTY call is a call originated by a TTY user.  An incoming telephone call is a call originated by a telephone user.

Incompleted Outbound Call:  An outgoing call which is not answered by the called party.  This includes calls which ring with no answer and calls which receive a line busy or trunk busy response.

LATA:  Local Access Transport Area

Minor Irregularity:  A variation from the RFP terms and conditions which does not affect the price of the proposal, give the Vendor an advantage or benefit not enjoyed by other vendors, or adversely impact the interests of the Department of Public Service.

MRS:  Minnesota Relay Service.  This term refers to the telecommunications relay service provided by the State of Minnesota.

Outbound Call:  An outbound call refers to the portion of the communications connection from the relay service center to the called party.  An outbound call may be complete or incomplete.  An outbound TTY call is a outgoing call placed to a TTY user.  An outbound telephone call is an outgoing call placed to a telephone user.

NECA:  National Exchange Carriers Association 

NPA:  Number Plan Area, i.e., Area Code

NXX:  Prefix‑line number

PUC:  Minnesota Public Utilities Commission

Session Minutes or Session Time:  The time period measured in minutes beginning from the point when a Communication Assistant (CA) connects to an incoming relay call until the moment the CA disconnects the last party.  Unlike "Billable Minutes", Session Minutes are measured on all incoming relay calls.

RFP:  Request for Proposal

State:  State agencies, public educational institutions, public corporations and state political subdivisions as provided in law such as the Department of Public Service.

TACIP or TACIP Unit:  This term refers to the Telecommunications Access for Communication Impaired Persons unit of the Department of Public Service, which is responsible for the administration of the Minnesota Relay Service (MRS). 
TTY (teletypewriter or text telephone):  A mechanism connected to a standard telephone line, operated by means of a keyboard, and used to transmit or receive signals through telephone lines.  The term includes such mechanisms equipped with sight assisting devices such as a large print screen or Braille printer and also includes computers.

TRS:  Telecommunications Relay Service

User:  Includes either the calling or called party in a relay call.

Vendor:  The organization submitting a proposal to this RFP.  The "Vendor" is the legal entity who shall serve as the prime contractor and may be an individual, proprietorship, corporation, partnership, or joint venture.  Any reference in these specifications to "Vendor" will mean the proposer, provider, vendor, or other entity furnishing a proposal to the TACIP unit of the Department of Public Service.

Voice Carryover (VCO):  A reduced form of TRS where the person with the hearing disability is able to speak directly to the other end user.  The CA types back to the person with the hearing disability.  The CA does not voice the conversation. (Source: CC Docket No. 90‑571, FCC 91‑213, 7126191) 

WPM:  Words Per Minute

For the purposes of this RFP and subsequent contract, the State of Minnesota, the Department of Public Service (DPS), DPS-TACIP, and TACIP are interchangeable.

4.0
SERVICE STANDARDS
4.1
Introduction
Each service specification is designated as mandatory, mandatory-optional, or desirable.  The Vendor should comply with the following conditions when submitting its proposal:

A.
Mandatory

These are service specifications that must be adhered to in providing the TRS, unless the Vendor clearly explains any exceptions pursuant to "Exceptions" below.  The price for mandatory service specifications must be included in the overall price per minute.

B.
Desirable 

These are enhanced service specifications that need not be offered by a Vendor, but that may be considered by the Minnesota Department of Public Service.  The additional price for any desirable specifications should be listed individually and may or may not be included in the contract at the discretion of the DPS.

C.
Exceptions


If a Vendor plans to deviate from the requirements of any service specification or is unable to provide a mandatory item, the deviation or inability should be clearly indicated and explained in the proposal.

4.2
Scope of Service:  Mandatory

The Minnesota Relay Service (MRS) shall provide for the uniform and coordinated provision of the service on a statewide basis.


The underlying standard of the relay system will be to provide users access to the telephone network which is functionally equivalent to that provided to those who are not impaired in their ability to use the telephone.  The MRS shall be designed to enable persons with a hearing or speech impairment utilizing TTYs to place telephone calls to non-TTY users (and vice versa) by using the telephone interpreting assistance of a MRS Communications Assistant.  The relay service must operate 24 hours per day, seven days per week, including holidays.  


The MRS shall comply with all state and federal requirements for intrastate and interstate telecommunications relay service.  If there is any discrepancy between any of these requirements, the more stringent requirement shall apply.

4.3
Location of MRS:  Mandatory

The physical facilities of the relay center must be located in Minnesota.  The relay center may be adjacent to or neighboring the Vendor's other facilities, but must be constructed and operated in such a manner that access to operator positions is denied to the public and unauthorized employees of the Vendor(s).  Relay service operations (CAs performing their relay function) must be performed in Vendor facilities located physically within the relay center.

4.4
Personnel/Equipment:  Mandatory


The Vendor shall furnish all personnel, telecommunications equipment and facilities necessary to comply with the provisions enumerated in this RFP and subsequent contract and any and all other state or federal requirements that affect the provision of TRS in Minnesota.  The Vendor may choose to make use of any existing MRS equipment (currently owned by the State of Minnesota).  The transmission circuits must meet or exceed FCC interexchange performance standards for circuit loss and noise.  Telecommunications equipment including station terminals must be capable of receiving and transmitting in both Baudot and ASCII codes at any speeds commonly in use in the United States.


All equipment proposed by the Vendor must incorporate the latest, operationally proven technology and features including VCO/HCO.

4.5
OSHA Standards:  Mandatory

The Vendor will provide an ergonomically sound workplace.  The Vendor will comply, within a reasonable amount of time, with any State and Federal Occupational Safety and Health Administration (OSHA) mandated requirements for the type of work being completed at the MRS.  


The Vendor will certify that the proposed workplace equipment and design meets State and Federal OSHA standards and will be modified consistent with any future State and Federal OSHA standards at the expense of the Vendor.

4.6
Switching System:  Mandatory


The switching system will include a redundant central processing unit (CPU) on "hot stand-by", or other comparable mechanism, to ensure that no calls are dropped due to processor failure; a full Maintenance and Administrative Terminal with keyboard, screen and printer capabilities; on-line system monitoring; real time programming capabilities which will not take the system off-line; the ability to perform preventative maintenance without taking the system off line; and an inventory of spare critical components (to be defined by the Vendor) which are maintained on site to ensure the required levels of service are met.

4.7
Network Configuration:  Mandatory


The service will be designed to include local, intraLATA toll, and interLATA calls that originate and terminate in Minnesota.  Vendors are to design a system to include interstate calls that originate within Minnesota and terminate outside of Minnesota and include interstate calls that originate outside of Minnesota and terminate in Minnesota.


The transmission circuits shall meet or exceed industry interexchange performance standards for circuit loss and noise.


The proposal will describe the facilities, telecommunications equipment, and software the Vendor will use in providing the MRS.  The proposal must include a network design diagram that describes the network configuration to be used in providing the MRS, including the way callers will access the service, the way the Vendor will handle the calls, and the quantities and types of inbound and outbound circuits necessary to complete the projected number of local and toll calls.

4.8
Uninterruptible Power:  Mandatory


The Vendor shall provide a battery backup system sufficient to allow the relay service to operate for a minimum of four hours after a power failure.  The uninterruptible power must support the switching system and its peripherals, switch room environment (i.e., air conditioning or heating, fire suppression system, emergency lights and system alarms), operator consoles/terminals, operator work site emergency lights, and Call Detail Record (CDR) recording.


In addition to the above minimum power requirements, DPS-TACIP will consider other backup power options including additional hours of battery backup, potential connectivity to a Vendor-supplied generator, and/or any other Vendor-recommended solutions which would be fully compatible with the hardware system(s) proposed.

4.9
Local Calls and Inter- and Intrastate Toll Calls:  Mandatory  


The service shall be designed to provide local and interexchange intrastate calls.  Callers to the MRS must be able to call and be called by any business or residence customer in Minnesota that has basic telephone service.  The MRS must be capable of receiving calls from and placing calls to customers in all Minnesota exchanges.


The MRS shall be capable of terminating calls to toll free numbers that are intraLATA in nature.  This includes free NXXs used by LECs, and intraLATA 800 or 888 numbers.


Customer selected interexchange carrier service must be available through the relay facility if required by the FCC for intrastate long distance calls.


The Vendor must offer interstate TRS.  Funding for interstate TRS should be included in the price per minute charge proposed by the Vendor.  All reimbursement from the interstate jurisdiction as mandated by the Federal Communications Commission (NECA reimbursement) will be retained by the State of Minnesota.

The Vendor will offer the relay user the opportunity to choose his or her preferred interexchange carrier (Carrier of Choice) at that carrier's rates and using that carrier's calling card or other major credit card when placing toll calls through the MRS.  The Communication Assistant is not required to verbally offer the option, but must describe the option when asked by a relay user.  An explanation of Carrier of Choice must be included in all appropriate relay publications.  The Vendor must include a complete description of how the proposed service of equal access to any interexchange carrier will be provided.
4.10
Cellular Phone Calls:  Mandatory

The MRS shall be capable of handling cellular phone calls.  

4.11
Charges for Local Calls:  Mandatory


The calling and called parties shall bear no charges for calls originating and terminating within the same toll-free local calling scope.  It shall be the responsibility of the Vendor to obtain information concerning the location of toll-free calling routes.

4.12
Charges for Intrastate and Interstate Toll Calls:  Mandatory


Intrastate and interstate long distance calls placed through the relay system will be billed to the caller at no more than the same rate that would apply if the calls had been placed without the use of the relay operator.  This rate will include any applicable discounts offered to TTY users by the TTY user's long distance carrier for a toll call or by the local exchange carrier.  


Carrier of Choice must be available through the relay facility if required by the FCC for intrastate long distance calls.

4.13
Billing Requirements:  Mandatory


The Vendor must provide for charges for collect calls, person-to-person calls, and calls charged to a third party.  The Vendor must have the capability to bill to any calling card issued by any Minnesota local exchange or interexchange carrier, or placed using a debit card.  For toll calls, the relay user must be billed for conversation time only, not session time.


The Vendor must include a complete description of how users will be billed for all calls, including directory assistance calls.  This description must include the Vendor's procedures for obtaining billing information from the local exchange companies, whether the billing will be performed in-house or contracted, list specific credit cards to which calls can be billed, and include a sample bill format.

At all times, the Vendor must retain a rate schedule on premise and at DPS-TACIP to be available for public examination.  The rate schedule will be provided to a user upon request.

4.14
MRS Identification on Customer's Bill:  Desirable

The proposal must describe the billing procedure to label MRS long distance calls on the customer's bill.

4.15
Call Billing Record:  Mandatory


Vendors must specify the system for identifying and documenting interexchange calls (e.g. long distance calls) for billing purposes.  The record must contain, at a minimum, the following information:

1.
Telephone number or credit card number to be billed (NPA-prefix-line number);

2.
Originating telephone number (NPA-prefix-line number);

3.
Terminating telephone number (NPA-prefix-line number);

4.
Date;

5.
Start time (the time the calling party is initially connected to the called party or to an answering machine at the called party's number or to a recorded message or intercept for the called number);

6.
End time (the time when either the called party or the calling party hangs up);

7.
Call time to the full second (the time in between start time and end time).


The system must be automated as completely as possible.  


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

4.16
Extended Area Service (EAS):  Mandatory


The billing system must ensure that relay users are not billed for toll usage when completing EAS calls, including calls made by or to subscribers of optional EAS.  It shall be the Vendor's responsibility to obtain information concerning these routes and calling plans.


The proposal shall describe the method that will be used to implement this requirement.

4.17
Text/Voice Calls:  Mandatory


The MRS shall be capable of receiving and transmitting voice calls and both Baudot and American Standard Code for Information Interchange (ASCII) codes.  The Vendor must furnish all necessary equipment and software to be capable of communicating with ASCII and Baudot format at any speed generally in use (e.g. 300, 1200, 2400, 9600, and 14.4 baud).

The proposal shall describe the methodology used to determine the call type, and shall state the amount of time necessary to determine the call type.

4.18
Directory Assistance:  Mandatory


The MRS will allow users to access local and intrastate long distance directory assistance.  In addition, the proposal will include a provision to interconnect with interstate directory assistance as part of the contract price.


The proposal must state the proposed directory assistance rates to be charged to directory assistance users.  Billing for directory assistance calls shall be at no more than the same rate that would apply if the calls had been placed within the exchange area of the originating caller and without the use of the relay operator. 

4.19
Coin-Sent-Paid Calls:  Mandatory

The Vendor must be capable of complying with all Federal Communications Commission (FCC) orders relating to coin-sent-paid calls and must accommodate all future requirements set forth by the FCC during the term of the contract.

4.20
Disaster Recovery Plan:  Mandatory


The Vendor will create a detailed plan (not just an outline) for dealing with all types of natural and man-made problems.  In addition, the plan should detail the levels and time frames of escalation which will be employed to address the problem and restore service.  A primary requirement is to notify DPS-TACIP within two (2) hours after determining a disaster situation exists.  For purposes of this RFP, a "disaster" is defined as any time that fifty percent (50%) or more of the incoming traffic is abandoned for a time period of thirty (30) or more minutes.


As an augmentation to the above minimum requirements for a disaster recovery plan, the Vendor will provide detailed plans which address how the Vendor plans to cope with specific disasters.  These may include:  alternate switching of calls including network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable; the provision of up to fifty percent (50%) redundant circuits to geographic areas where users are concentrated; a contingency plan for how disasters will be handled which are not part of the network but which may affect the network (e.g., a fire in the Central Office which serves the Minnesota Relay System, winter storm affecting transportation); and/or other areas which the Vendor considers important to include in a disaster recovery plan.


A written disaster recovery report shall be filed with DPS-TACIP within twenty-four (24) hours from the time the disaster began.  The report should explain how the problem will be corrected and give an approximate time and date the relay service will be in full operation.  When the service is back in full operation, the Vendor will submit a written report to DPS-TACIP on the problem.

4.21
Intercept Messages:  Mandatory


Intercept messages as appropriate will be provided if a system failure occurs within the relay switch or on out​bound circuits.  Both voice and TTY messages will be provided.  Intercept messages on inbound circuits may or may not be under the control of the service provider.  


No call to the relay service will be answered by a recorded message, for voice or TTY, except in the case of a system failure or other unavoidable interruption in service.  Only a continuous ringing or busy signal will be used.  

4.22
Usage:  Mandatory


No restrictions will be placed on the length or number of calls placed by customers through the relay center during each relay contact.

4.23
Blockage Rate:  Mandatory

Adequate network facilities shall be used in conjunction with the MRS so that under projected calling volumes, not more than one (1) out of one hundred (100) calls must encounter a busy signal when calling the MRS (blockage rate).


At a minimum, the blockage rate shall be measured for a 30 minute period during each hour of each day.  This information shall be reported monthly to DPS-TACIP.

4.24
Average Answer Time:  Mandatory


The Vendor shall ensure that, except during network failure, at least 90% of all calls are answered by the relay center within 10 seconds from the time the call enters the TRS system during all times of the day.  No more than 30 seconds shall elapse between the receipt of dialing information and the dialing of the requested number.  This shall be measured by sampling answer times at a minimum of 30 minute intervals.  This information shall be reported monthly to DPS-TACIP.


No call to the relay service will be answered by a recorded message, for voice or TTY, except in the case of a system failure or other unavoidable interruption in service.  Only a continuous ringing or busy signal will be used.  

4.25
Use of Automatic Number Identification (ANI):  Mandatory

The MRS will utilize Automatic Number Identification (ANI) technology so that no caller is required to give his/her originating calling number.
4.26
State of the Art Technology:  Mandatory


The user communities and the MRS should benefit from technological advancement.  Keeping in mind the best interests of timely implementation and availablility to MRS users, the Vendor will describe the methodology and process it will use to incorporate technological changes in the provision of telecommunications relay service as the changes become available.

4.27
Service Expansion:  Mandatory


The Vendor will also show the capability of expanding services in response to increasing demand.  The expanded TRS shall maintain all standards listed in the RFP.  


The Vendor shall develop and illustrate in its proposal how this expansion will be accomplished.  The plan shall include, but not be limited to, plans for expanding trunking capacity, Communication Assistant work stations, and equipment capacity.  The plan shall also indicate an estimate of the lag time required to meet any increased call volume.


The service delivery procedures will permit the most cost-effective use of available resources, in order to keep costs down for the user and the MRS.

4.28
Training of the Vendor Providing Operation and Maintenance:  Mandatory


The Vendor must train selected personnel from the organization chosen to provide the operation and maintenance of the MRS in the operation and maintenance of the relay facility equipment.   The Vendor will provide a detailed description of the training that will be given to this organization, including Communication Assistant training on relay call processing procedures and any other areas of training the Vendor feels are important.  

4.29
Disability Awareness:  Mandatory

All relay center staff, including management, shall receive training in topics including, but not limited to: ASL, Deaf culture, issues relating to hard-of-hearing, late-deafened and speech-impaired communities, and ethics and confidentiality, as appropriate to his/her position.  Each proposal must include an outline of a staff training plan indicating training topics and time frames and a list of individuals or organizations representing MRS user communities that will be used to assist with the training.

4.30
Confidentiality:  Mandatory


All calls placed through the MRS will be totally confidential, meaning that no written or electronic script will be kept beyond the duration of the call.  Watching or listening to actual calls by anyone other than the Communication Assistant is prohibited except for training, monitoring, or auditing purposes or other purposes specifically authorized by DPS-TACIP and consistent with Minnesota Relay Service policies and procedures.  Communication Assistants and supervisory personnel will not reveal information about any call, except the minimum necessary for billing purposes, including the information below.  Communication Assistants must be required to sign a pledge of confidentiality promising not to disclose the identity of any callers or fellow Communication Assistants or any information learned during the course of relaying calls, either during the period of employment as an Communication Assistant or after termination of employment. 

When training new Communication Assistants by the method of sharing past experience, trainers shall not reveal any of the following information:   names, genders, or ages of the parties of the call; originating or terminating points of the call, and specifics of the information conveyed.


The proposal shall outline the policies including a pledge of confidentiality form the provider will use to preserve confidentiality.  Specific policies shall be developed in the start-up period after the contract award.  Such policies should include practices employees are encouraged to use to prevent unintentional disclosure of relayed conversations.  A copy of the Confidentiality Policy will be provided to a user upon request.


An employee who, after investigation, is found to have violated the confidentiality rules and regulations shall either be terminated immediately or be given a warning and automatically terminated upon the occurrence of a second violation.  Proposals shall specify the policy for reviewing alleged violations of confidentiality.  The Vendor shall notify DPS-TACIP within five (5) days of the date the Vendor becomes aware that any personnel has violated confidentiality provisions. 

The Vendor will be restricted to collecting only that personal information necessary to provide and bill for the relay service being rendered.  This information will not be used for any other purposes, unless specifically authorized by DPS-TACIP.

4.31
Emergency Call Procedure:  Mandatory


Although most of Minnesota is covered by 9-1-1 centers prepared to handle TTY calls directly, the Vendor shall develop a policy for handling and referring emergency calls.  TTY relay users will be encouraged to always use the 9-1-1 emergency response number.  However, if the provider receives an emergency call from a TTY user, the Communication Assistant will be prepared to handle the call expeditiously and effectively.  The provider will implement standard procedures which will be utilized in responding to emergency calls in the shortest period of time, even though the Minnesota Relay Service is not designed to be a substitute for 9-1-1 centers.  The policy may include procedures for referring callers to emergency services and numbers other than 9-1-1.

4.32
Voice Carryover (VCO) and Hearing Carryover (HCO):  Mandatory


The Vendor shall provide both voice and hearing carryover upon request of the user.  A hearing-impaired person with understandable speech may request voice carryover which will allow him/her to speak directly to the hearing person and receive the message typed back on the TTY.  Also, a speech-impaired person with hearing capability may request Hearing Carryover which will enable the speech-impaired person to directly hear what the other party is saying and type back his/her message which will be spoken by the Communication Assistant.  The portion of the call that is transmitted by Voice or Hearing Carryover shall be private (i.e. not heard by the Communication Assistant) upon the request of the user.


Provider shall provide the technological capability to allow a TTY user to speak through his/her voice carryover without any initial TTY typing involved at the process of calling to the Relay Service.


In addition to voice carryover without any initial TTY typing involved, the Vendor shall provide the technology capability to allow TTY or computer users to speak through his/her voice carryover without any initial typing involved at the process of calling to the Relay Service through ASCII.  

4.33
VCO to VCO Service:  Desirable

This service would allow MRS access to Voice Carryover (VCO) users at both ends.  

4.34
HCO to HCO Service:  Desirable

This service would allow MRS access to Hearing Carryover (HCO) users at both ends.  

4.35
Advanced Intelligent Network (AIN) Routing:  Desirable


This is a service that allows TTY users who receive a voice call at their home or office to automatically route the call to the MRS.  TTY users should have the option of overriding the default routing to the MRS.

4.36
Mobile Radio and Paging:  Desirable


The MRS shall be capable of receiving and transmitting voice and Baudot/ASCII calls through mobile radio and paging.  

4.37
Variable Time Stamp Macro:  Desirable

This is a service that notifies TTY users via a macro message that the called party has disconnected and indicates the time of disconnection.  Because the MRS may not be capable of interrupting the TTY relay user's transmission of text, significant time may elapse after the non-TTY user disconnects before the macro is received.  The time of disconnection would allow the TTY relay user to determine at what point the conversation was terminated.
4.38
Error Correction Automation:  Desirable


This is a service that automatically corrects many of the Communications Assistant's typographical errors and spells out non-TTY abbreviations that may be used by the Communication Assistant in voice to text translation.

4.39
Branding of Call Type:  Desirable 

The MRS may have the ability to record technical information (e.g. Baudot, ASCII, voice, VCO, or HCO) regarding the most recent call placed by a relay user.  The relay user's next call may be automatically set up using the recorded information.

4.40
Access to Local Exchange Company Enhanced Services:  Desirable 

The Vendor may propose methods enabling the relay user to utilize his or her local exchange convenience services (such as three-way calling or call waiting) on calls completed through the relay service.

4.41
Caller ID:  Desirable

This service would transmit available caller identification information to the called party.  The Vendor must explain how blocking options that are required by the Minnesota Public Utilities Commission will be effected.
4.42
Access to 900 Number Services:  Desirable


This service would allow access to 900 number services that charge for usage.


The proposal must describe the procedure that will be used to implement this service, including how calls from a line that has 900 number blocking will be identified and handled.  The proposal must include a detailed billing procedure for such calls.

4.43
Access to Restricted 800 and 888 Numbers:  Desirable

The Vendor must provide a means of reaching regionally-restricted 800 and 888 numbers and the business offices of local telephone companies which have special prefixes, all of which would normally be accessible to the TTY user in his/her calling area.

4.44
Interactive Video Interpreting Service:  Desirable


This is an interactive video service that utilizes an interpreter at the relay center to provide interpreter services to selected public locations equipped with video equipment and/or to individuals using their own video equipment.  This service would allow translation from sign language to voice, rather than text to voice.  A relay caller would use video equipment to place a call through the TRS.  The interpreter at the relay center would translate the caller's sign language to voice to complete a call to a hearing person, or for a person using Voice or Hearing Carry Over, would interpret in the one direction needed.

4.45
Text to Voice Service (Speech Synthesizer):  Desirable


This is a service that automatically conveys text to voice via a speech synthesizer.  The TTY relay user should be allowed to customize the voice according to the proper gender.  The synthesizer should recognize both Baudot and ASCII signaling.


The proposal must describe the capability of the service to translate a wide variety of words, including the abbreviations/acronyms and technical words commonly used by TTY relay users.

5.0 
REPORTING REQUIREMENTS

5.1
Introduction

Each reporting requirement is designated as mandatory or mandatory-optional.  The Vendor should comply with the following conditions when submitting its proposal: 


A.
Mandatory 


These are reporting requirements that must be adhered to in providing TRS, unless the Vendor clearly explains any exceptions pursuant to paragraph C below.  The price for all mandatory reporting requirements must be included in the price per minute.
B. 
Desirable 

These are enhanced service specifications that need not be offered by a Vendor, but that may be considered by DPS-TACIP.  The additional price for any desirable specifications should be listed individually and may or may not be included in the contract at the discretion of the DPS-TACIP.

C. 
Exceptions  


If a Vendor plans to deviate from the requirements of any report or is unable to provide a mandatory report, the deviation or inability should be clearly indicated and explained in the proposal.

5.2
Records Maintenance:  Mandatory


The Vendor will retain and maintain all records and documents relating to the services provided until such time that the Legislative Auditor has completed an audit of the Department of Public Service and DPS-TACIP gives the Vendor permission to dispose of the records.  The Vendor will make all records and documents relating to the services provided available for inspection and audit by the State of Minnesota, DPS-TACIP, and/or an independent outside auditor upon DPS-TACIP's request.

5.3
Invoice:  Mandatory

The Vendor shall submit a monthly invoice to DPS-TACIP no later than the fifteenth (15th) calendar day of the month.  Additional information shall be available upon request by DPS-TACIP.  

At minimum, the invoice will have the following items:

•
Amount due for the mandatory portion of the service based on the basic price per minute.
•
Number of Billable Minutes in minutes and seconds.

•
Amounts due for optional/desirable services, if any.

Appropriate call detail records from the switch should be attached to the invoice to verify the information included in the invoice.

The Vendor will work with DPS-TACIP staff to develop an acceptable format for the invoice.

5.4
Monthly Reports:  Mandatory


The Vendor shall work with the Vendor providing the facility, equipment and maintenance of the MRS to submit a monthly statistical report to DPS-TACIP no later than the fifteenth (15th) calendar day of the month.  The purpose of this report is to illustrate the usage of the MRS.  More frequent or more detailed reports shall be made available as requested by DPS-TACIP.

Information to be included in the report is as follows:

All times should be reported in minutes and seconds.

•
Number of completed outgoing calls.

•
Number of local calls completed, corresponding session minutes, corresponding conversation minutes, and percent of local calls completed to total calls handled.

•
Number of intrastate toll calls completed, corresponding session minutes, corresponding conversation minutes, and percent of intrastate calls completed to total calls handled.

•
Number of intrastate busy/no answer calls handled, corresponding session time, and percent of busy/no answer calls to total calls handled.

•
Number of interstate toll calls completed, corresponding session minutes, corresponding conversation minutes, and percent of interstate calls completed to total calls handled.

•
Number of interstate busy/no answer calls handled, corresponding session time, and percent of busy/no answer calls to total calls handled.

•
Number of calls to toll-free numbers completed, corresponding session minutes, corresponding conversation minutes, and percent of 800 number calls completed to total calls handled.

•
Number of general assistance calls handled (general assistance calls are calls to the TRS where no out‑dial call is placed, usually the relay caller is seeking information about the TRS), corresponding session minutes, and percent of general assistance calls handled to total calls handled.

•
Number of calls handled and corresponding percent of the total calls handled categorized as:

TTY calls

ASCII calls

Baudot calls

Voice calls

Voice carryover calls

Hearing carryover calls

Local calls

Intrastate Calls

Interstate Calls

International Calls

Other language calls, if any

VCO to VCO calls, if any

HCO to HCO calls, if any

•
Average length of calls handled, in both conversation and session minutes;

•
Number of incoming calls (calls placed to the TRS):

Number of incoming calls placed in queue.

Number of incoming calls answered from queue (answered calls).

Number of abandoned calls.

Delayed call profile to show how many calls stayed in queue for:
less than 1 second,

1‑5 seconds,

5.01‑10 seconds,

10.01‑15 seconds,

15.01‑20 seconds,

20.01‑25 seconds,

25.01‑30 seconds,

30.01‑40 seconds,

40.01‑50 seconds,

50.01‑60 seconds,

60.01‑90 seconds,

90.01‑120 seconds,

120.01‑ 180 seconds,

180.01 + seconds.

•
Information regarding calls handled:

Number of incoming, answered and outgoing calls handled for each day of the month;

Average number of weekday calls (incoming, answered and outgoing calls);

Average number of weekend calls (incoming, answered and outgoing calls); 

Number of incoming, answered and outgoing calls handled on an hourly basis (monthly totals); and

Average answer time for each six (6) hour time period (beginning at 12:00 Midnight) for each day and the average answer time for each day and for the month.

•
Number of calls originating from the St. Paul/Minneapolis metropolitan calling area and from Greater Minnesota and the percentage of total calls they represent;

•
The average daily and monthly blockage rate;

•
Number of Communication Assistants on duty by hour of day and day of week;

•
Number of paid Communication Assistant hours for the month; 

•
The average number of calls handled by a Communication Assistant per hour for each month;

•
Percentage of time Communication Assistants are actually relaying calls while on duty;

•
Percentage of time Communication Assistants are not relaying calls and a description of the tasks assigned to Communications Assistants when they are not relaying calls; 

•
Percentage of time Communication Assistants are not relaying calls and not assigned tasks;

The Department may require that appropriate call detail reports from the switch be attached to the monthly report to verify the information included in the report.

The Vendor will work with DPS-TACIP staff to develop an acceptable format for the monthly report.

5.5
Traffic Reports: Desirable

Traffic reports would include a Numbering Plan Area (NPA) traffic report and an exchange traffic report.  These reports would be filed monthly and contain the following information:

•
Number of Subscribers:  The number of different telephone numbers from which calls were placed through the MRS.  If a household has three different people who use the MRS and they all share one telephone line, only one subscriber will be counted.  If a subscriber calls through the MRS from home and from work, two subscribers will be counted.

•
Number of Completed Calls: 

•
Total Session Minutes
•
Total Conversation Minutes
•
Number of Incoming Calls

•
Number of Calls Handled: The number of local calls completed, the number of intrastate calls completed, the number of interstate calls completed, the number of general assistance calls handled, the number of toll free number calls completed, plus the number of intrastate busy/no answer calls handled.  

The NPA traffic report would provide this information each NPA in Minnesota and the exchange traffic report would provide for this information for the top 15 exchanges in each NPA in Minnesota.  The reports should be generated using all calls to the MRS, including local, intrastate, interstate, international, general assistance, and busy/no answer calls.  The Vendor may offer to provide these reports using both the intrastate and interstate jurisdictions or only the intrastate jurisdiction. 

5.6
Annual Report:  Mandatory

The Vendor must submit an annual report no later than the 15th of January of the contract year summarizing operations for the preceding calendar year with statistical summaries of usage, trends, complaints, traffic analysis, problem resolution initiatives, service performance, traffic projections and expected trends for future years.  The report should incorporate yearly totals, averages of monthly statistical information and a narrative describing significant relay events and developments throughout the calendar year.

The Vendor will work with DPS-TACIP staff to develop an acceptable format for the annual report.

6.0
SERVICE START-UP

The Vendor will provide a plan for implementing the service which has been proposed.  The plan should include details on how the new service will be accomplished, including arrangements to access the service and plans to establish phone numbers.  Adequate lead time and repetition of advertising is necessary to notify users of the service.  Vendors shall describe the types of promotional activities and materials will be produced including, but not limited to, the following:  business cards, pamphlets and phone decals.  At a minimum, the successful Vendor will provide a 10 minute closed captioned video tape introducing and explaining the MRS services.  All promotional materials must have the approval of DPS-TACIP prior to production and/or distribution.

The Vendor will include in the plan a time-line with critical dates for major steps in the implementation process from contract award through service cut-over and acceptance and a schedule identifying the exact tasks that must be performed by both the Contractor and DPS-TACIP in order to provide service.  A more specific time-line will be required after the contract is awarded.  

Vendors must supply the name, telephone number and résumé of the project manager who will be totally responsible for all scheduling, delivery of all service, complete supervision of the system and who will be available and responsible for the system at all times during installation and during the test period.  The Department will not accept multiple managers or multiple positions of responsibility for the implementation, completion and test of the system.

The Vendor shall also provide the name and experience history of the representative(s) who will be working directly with the DPS-TACIP Administrator for the provision of the MRS, including background and telecommunications relay service history.  Also document the experience and history of the persons who will be doing systems design, installation, maintenance and supervision.

The Vendor will guarantee the availability of trained service personnel during the term of the contract.  

7.0
TERMS AND CONDITIONS


The following contractual terms and conditions relate to the RFP and will become the final contract document relating to the provision of telecommunications relay service for the State of Minnesota.

7.1
Elements of the Contract:


The contract shall consist of at least the following elements:

1.
Agreement to contractual Terms and Conditions;

2. 
The Request for Proposal;

3. 
Vendor response to the Request for Proposal; and

4. 
Written clarifications of the RFP, if any.

7.2
Acceptance of Proposal Contents


Incorporated within the contract terms and conditions will be the Request for Proposal and proposal returned by the Vendor, including the price and start-up schedule stated therein.  The Vendor's performance shall conform to such proposal.  Vendors shall include in the proposal a list of all exceptions to DPS-TACIP's terms and conditions of this RFP.  Vendor shall list each exception and full description for DPS-TACIP to consider.  Exceptions listed elsewhere shall be reiterated in this list.  Exceptions which materially alter the standard terms and conditions of the RFP may result in rejection of a proposal.  DPS-TACIP reserves the right to waive minor deficiencies and informalities if, in the judgment of DPS-TACIP, its best interest will be served.

7.3
Mandatory Contract Terms

The contract will memorialize all elements of this RFP, and both incorporates and supersedes any previous agreements or negotiations related to this procurement, whether oral or in writing.  Changes in the provisions of this contract may be made only in writing and signed by all parties hereto.

7.4
Prime Contractor and Subcontractor
7.4.1
The Vendor warrants that it is the prime contractor for the business solicited in this RFP.  The Vendor further warrants that no person or selling agency has been employed or retained to solicit and secure this contract upon an agreement or understanding for commission, percentage, brokerage or contingency excepting bona fide employees or selling agents maintained for the purpose of securing business for the sole interest of the Vendor. 


In the event of breach of this paragraph, which shall be considered a material term of this contract, DPS-TACIP shall have, in addition to the remedies contained in Paragraph 7.6 (Default Remedies of the State) below, a right to liquidated damages in the sum of $100,000.  Such damages are not a penalty and would be assessed only because the monetary damage to the State's competitive bidding process resulting from breach of this paragraph is difficult, if not impossible, to measure.

7.4.2
The Vendor may change subcontractors during the life of the contract.  DPS-TACIP shall retain the right to approve all subcontracts entered into by Vendor for the purpose of completing the provisions of any contract between DPS-TACIP and the successful Vendor which results from this RFP.  All records relating to subcontracts shall be available for audit or examination. 

7.4.3
The Vendor shall, within ten (10) days of signing the contract, submit in writing to DPS-TACIP a complete list of all items of work which the contractor proposes to sublet and the names of subcontractors to whom it proposes to sublet such work.  The subcontractors named shall be of recognized standing with a record of satisfactory performance.  The contractor shall not employ any subcontractor or use any material to which DPS-TACIP may object as incompetent, unfit, or where there is reason to assume the work will not be accomplished in accordance with the contract documents.  Prior to employment of the named subcontractors, the subcontractors must be approved in writing by DPS-TACIP.
7.5
Contract Period


DPS-TACIP intends to enter into a contract with the successful Vendor for a period not to exceed five (5) years with an initial period of three (3) years.


One year prior to expiration of the term of this contract, the parties will begin negotiations regarding exercise of the option to renew.  The option will be exercised by the Department no later than six months prior to the expiration of the term of the contract, or DPS-TACIP will solicit replacement proposals.  DPS-TACIP reserves the right to extend the existing contract for up to six months to accomplish implementation of the replacement service.

7.6
Termination of Contract


DPS-TACIP reserves the right to terminate the contract with the successful Vendor in the event of a material breach of any material term or condition of the contract.  DPS-TACIP may exercise any and all remedies available to it by law, as stated in Paragraph 7.6.3 below and elsewhere in this RFP.  The Vendor will have the opportunity to cure any default that is brought to its attention by DPS-TACIP as stated in Paragraph 7.6.4 below and elsewhere in this RFP. 

7.6.1
Liquidated Damage for a Delay in Installation of TRS

The actual damages to the MRS caused by a delay in installation or interruption of service will be difficult or impossible to determine.  If the selected Vendor will not be able to complete the installation of the TRS within the state of Minnesota and/or is unable to absorb the MRS call traffic by July 1, 1996 or any extension thereof, the Vendor will pay to the TACIP unit of the Department of Public Service as fixed, agreed and liquidated damages for each calendar day of the delay, the amount of ten thousand dollars ($10,000.00) per day, up to a maximum of thirty (30) days.  


Should the selected Vendor be unable to complete the installation and/or be unable to absorb the MRS call traffic at the end of the thirty (30) day period, DPS-TACIP may treat the contract in default, terminate the contract, and seek such additional relief as provided by law.  The selected Vendor will not be charged for liquidated damages when the delay arises out of causes beyond the control and without the fault or negligence of the selected Vendor.


The Department of Public Service will have the authority to determine the responsibility for any damages incurred and to assess aforementioned damages accordingly.

7.6.2
Other Liquidated Damages


DPS-TACIP will be entitled to extended liquidated damages and/or the exercise of any and all remedies available to it by law, which may include termination of the contract for material breach of the terms and conditions of the contract if either of the following occurs:

1.
Should the Vendor fail to respond to any relay outage or other major or minor failure within the stated response time as specified in the Vendor's response to this RFP, the Vendor will be liable for penalties in the amount of $1,000 per incident.

2.
Should the Vendor fail to restore the Minnesota Relay Service or provide a reasonable substitute, meeting the approval of DPS-TACIP, which approval shall not be unreasonably withheld, DPS-TACIP will be entitled to additional liquidated damages and/or the exercise of any and all remedies available it by law as stated in Paragraph 7.6.  This may include termination of the contract for material breach of the terms and conditions of the contract.


Amounts due to DPS-TACIP as liquidated damages may be deducted by DPS-TACIP from any money payable to the Vendor pursuant to this or any other contract.  DPS-TACIP shall notify the Vendor in writing of any claim for liquidated damages on or before the date DPS-TACIP deducts such sums from money payable to the Vendor.

7.6.3
Default Remedies of the State
1.
Any of the following events shall constitute cause for DPS-TACIP to declare the Vendor in default of its obligations for each segment of the relay service under this contract.

a.
Non-performance of the contract, maintenance agreement or lease executed by the parties;

b.
Failure by the Vendor to make substantial and timely progress toward performance of the  contract as defined in the plan for service startup;

c.
Failure by the Vendor to meet the specifications noted herein;

d.
Breach of any term of this contract; and/or

e.
Failure by the Vendor to make substantial and timely progress toward performance of the contract resulting from a sub-Vendor's conduct, negligence or failure to perform.

2.
The Vendor shall not be considered to be in default under this agreement, nor shall liquidated damages be assessed, if performance is delayed or made impossible by an act of God, or such other event that is beyond the reasonable control of the Vendor.  In each such case, the delay or possibility must be beyond the reasonable control and without the fault or negligence of the Vendor.

7.6.4.
Notice of Default and Opportunity to Cure

DPS-TACIP shall issue a written notice of default providing therein for a fifteen-day period in which the Vendor shall have an opportunity to cure.  Time allowed for cure of a default shall not diminish or eliminate the Vendor's liability for liquidated damages.  If, after opportunity to cure, the default remains, DPS-TACIP may do one or more of the following:

a.
Exercise any remedy provided by law.

b.
Terminate the Vendor's services.

c.
Seek liquidated damages from the Vendor, as described in Paragraph 7.6.1 and 7.6.2.


DPS-TACIP declares, and the Vendor acknowledges, that time is of the essence in the performance by the Vendor of the terms and conditions of the contract in meeting the performance schedules.  DPS-TACIP declares, and the Vendor acknowledges, that DPS-TACIP will suffer damages in the event of a lack of performance by the Vendor, specifically, due to lack of meeting delivery schedules or installations of the Relay facility within the time specified in the performance schedules, or due to failure of the relay to be fully operational within the time line specified by the parties, or due to the failure of the Vendor to complete on site repairs.

7.6.5 
Default Remedies of the Vendor


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

7.6.6
Termination due to Non-appropriation


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

7.6.7
Right of Acquisition


Upon termination by DPS-TACIP, DPS-TACIP shall have the right to acquire by lease or purchase at net depreciated cost such facilities by DPS-TACIP as are necessary to continue service to DPS-TACIP and are custom designed or constructed for DPS-TACIP or are not otherwise reasonably available from alternative Vendors.  DPS-TACIP in turn may sublease or sell the facilities to a Vendor who is selected to replace the terminated Vendor for the purpose of providing continuity of service to DPS-TACIP.  This right of lease or purchase shall be extended to facilities provided through a subcontractor but shall not apply to facilities used to provide telecommunications services by common carrier.

7.7
Continuation of Service after Termination Notice:


In the event the Vendor notifies the DPS-TACIP Administrator that it intends to exercise its right to terminate this Contract, the Vendor shall, at the request of the DPS, continue the operation of the MRS for up to ninety (90) days after the date of its notification to terminate or until another provider is able to take over operation of the relay service, whichever occurs first.  DPS-TACIP will reimburse the Vendor for expenses incurred during the extended period of operation beyond the Contract termination notification date. 

7.8
Vendor Duties

7.8.1
All financial reports, books of account and supporting documents, and other data evidencing revenues and allowable costs under this Contract and which relate to this Contract shall be retained by the Vendor until such time that the Legislative Auditor has completed an audit of the Department of Public Service, and DPS-TACIP gives the Vendor permission to dispose of the records.

7.8.2
The Vendor agrees that the Legislative Auditor of the State of Minnesota or any authorized representative of the State, and where Federal funds are involved, the Comptroller General of the United States or any other representatives of United States Government, shall have access to and the right to examine, audit, excerpt and transcribe any directly pertinent books, documents, papers, and records of the Vendor relating to orders, invoices or payments of this contract.

7.8.3
The Vendor shall comply with the provisions of Federal, state and local laws and regulations to insure that no employee or applicant for employment is discriminated against because of race, religion, color, age, gender, national origin, or disability.  The Vendor shall have a certificate of compliance for affirmative action from the Minnesota Department of Human Rights or any successor agency in effect at all times under this contract.

7.8.4
The Vendor shall provide and pay for all labor, materials, equipment, tools, construction equipment, machinery, storage of same, and transportation necessary for the proper execution and completion of this contract, whether temporary or permanent and whether or not incorporated or to be incorporated in the equipment.

7.8.5
The Vendor will comply with laws, codes, rules and regulations of the state, county and city applicable to the work to be performed at all premises.  The Vendor will provide, procure and pay all licenses, permits, fees, and the like required to fulfill the terms of the negotiated contract with DPS-TACIP.  The Vendor must furnish copies of all approved inspection certificates and approvals from authorities having jurisdiction in a timely fashion upon completion of the work.

7.9
Immunity of State Agencies


The Vendor shall defend and hold harmless the State and any Federal funding source for the State, from liability arising from:

1.
The Vendor's performance or attempted performance of this contract; and

2. 
The Vendor's activities with subcontractors and all other third parties.

7.10 
Patent Infringement

7.10.1
The Vendor guarantees that none of the materials or devices included within the proposal infringes upon any patent, copyright, or trade secret of third parties.  The Vendor agrees to indemnify and save DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants harmless against any claim based upon the infringement of patent, copyright or trade secret relating to the construction, operation or use of any material, machinery or device furnished under any agreement or any part thereof, and covenants that they shall at their own expense, defend every suit which shall be brought against DPS-TACIP (provided that the Vendor is promptly notified of such claim) and agrees that the Vendor will pay all costs, damages, and profits recoverable in any such suit.

7.10.2
If the DPS-TACIP Administrator, DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants should be enjoined or interfered with in the use of any such material or device, or any part thereof, the successful Vendor agrees to furnish, at its own expense, such materials or devices, in substitution of the materials or devices claimed to infringe any patent, copyright or trade secret, which will be satisfactory to DPS-TACIP.

7.11
Ownership of Materials and Intellectual Property Rights
7.11.1
Upon termination of this Contract, the State of Minnesota reserves the exclusive right to use the names "Minnesota Relay Service", "MRS," "Direct Connect," "Direct Connect Minnesota Relay Service," "Minnesota Telecommunications Relay Service" and "MTRS", and any logo used to identify the Minnesota Relay Service, subject to any third party interests.  The Vendor agrees, upon the request of DPS-TACIP, to execute all papers and perform all other acts necessary to assist the State in registering the above names and logo.

7.11.2
The State of Minnesota shall have the exclusive right to use, copyright or patent computer hardware and software which it has developed for use in running the MRS.  Any such materials shall be remitted to the DPS by the Vendor upon completion, termination or cancellation of this contract.  The Vendor agrees, upon the request of the DPS, to execute all papers and perform all other acts necessary to assist the DPS to obtain and register patents, copyrights or trademarks with respect to such materials.

7.11.3
The Vendor shall have the exclusive right to use, copyright or patent computer software which it has developed in joint ventures with or in concert with third parties for purposes other than running the MRS, whether or not such software is ultimately used to assist in running the MRS.  All such software and related materials shall be retained by the Vendor upon completion, termination or cancellation of this Contract.  DPS-TACIP agrees, upon the request of the Vendor, to execute all papers and perform all other acts necessary to assist the Vendor to obtain and register patents, copyrights or trademarks with respect to such materials.

7.11.4
The parties agree that the Vendor and the State of Minnesota shall be joint owners and co-originators of all intellectual property developed during the term of this Contract not described in the immediately preceding lettered paragraphs, and that each shall have the right to utilize both its own contribution and the contribution of the other party and the joint work, upon prior written notice to the other, and without any obligation to account for use or profits derived from use.

7.11.5
Each party agrees to execute any licenses or other consents which may be required or requested by the other party to make use of the joint work, whether in its original state or in a derivative work.  The Vendor and the State of Minnesota expressly agree that each shall have the right to license the collective work without any obligation to account to the other for any profits derived as a result of such licensing.  Works subject to this agreement shall include, but not be limited to, operations manuals, computer software, inventions, photographs, negatives, audio or video recordings, databases, reports, studies and other items or documents, in whatever form, created or prepared by the Vendor and/or the State of Minnesota in relation to the performance of the Vendor's obligations under this Contract, not otherwise subject to the provisions in lettered paragraphs 7.11.1 through 7.11.4 of this section.

7.11.6
All original written reports and/or studies, whether contained on paper or on magnetic media shall be returned to the State of Minnesota upon completion, termination or expiration of this Contract.  Any duplicate copies of any such materials may be retained by the Vendor without compensation to the State of Minnesota and any copies made by the Vendor of such materials shall be made at Vendor's expense.

7.12
Data Privacy


Some data collected by DPS-TACIP is defined by Minnesota Statutes as confidential. The Vendor shall preserve the confidentiality of such data which are revealed to the Vendor in performance of this agreement.  The Vendor shall maintain procedures for safeguarding such confidentiality.  In the event of breach of this provision, DPS may terminate this contract, immediately, without notice of default and opportunity to cure and pursue any remedy as provided by law.

7.13
Privacy of Communications

The Vendor agrees to comply with the requirements of all State privacy laws including the Data Practices Act., Minn. Stat. § 13, Minn. Stat. § 626A, and all federal laws regarding privacy and telephone communications.  The Vendor shall require all of its Communication Assistants and supervisors to comply with all state and federal regulations and statutes related to the privacy of telephone communications.  The Vendor agrees to indemnify DPS in case of violations by the Vendor, or its agents or employees of these laws.  DPS will indemnify the Vendor from liability from actions or omissions of DPS, provided that this indemnification and save harmless shall not constitute a waiver by DPS of, and such agreement to indemnify shall be subject to, the provisions of the Minnesota Tort Claims Act, Minnesota Stat. §3.736 and the limitations and exclusions thereunder.

7.14
Indemnification

7.14.1
General Provisions

The Vendor agrees to indemnify and save harmless DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants against all suits and costs of every kind and description, and from all damages to which DPS-TACIP, the State of Minnesota or any of its officers, agents, servants or consultants may be subjected by reason of injury to the person or property of others resulting from the performance of the work, or through the negligence of the Contractor or any Subcontractor or through any improper or defective machinery, implements or applications used by the Contractor or any Subcontractor on the project, or through any act of omission on the part of the Contractor or any Subcontractor, or any of their agents, employees or servants; and contractor will further indemnify and save harmless DPS-TACIP, the State of Minnesota, their officers, agents, servants and consultants, from all suits and actions of any kind or character whatsoever which may be brought or instituted by any subcontractor, supplier or laborer, who has performed work or furnished materials in or about the project or by or on account of any claims or amount recovered from any infringement or patent, trademark or copyright.

7.14.2
Responsibilities of the Vendor


The Vendor agrees to indemnify and save harmless DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants from any and all claims or causes of action arising from the performance of this Contract by the Vendor or the Vendor's agents or employees.  This clause shall not be construed to bar any legal remedies the Vendor may have for the Department's failure to fulfill its obligations pursuant to this Contract.  The Vendor shall defend and hold harmless the State and any Federal funding source of the State, from liability arising from the Vendor's performance or attempted performance of this Contract, and from the Vendor's activities with all other third parties. 

7.14.3
Fines by Federal Communications Commission


In the event the Federal Communications Commission (FCC) levies a fine(s) for not complying with the FCC rules and regulations, the selected Vendor will be responsible for paying the fines and shall indemnify the State of Minnesota and the local exchange carriers of Minnesota for any fines related to the failure of the relay service to comply with federal service standards.  Any such indemnification shall be funded with monies other than those provided by the State of Minnesota.  


The Department of Public Service will have the authority to determine the responsibility for any fines assessed and to divide aforementioned damages accordingly.

7.15
Liability


Each party agrees that it will be responsible for its own acts and the results thereof to the extent authorized by law and shall not be responsible for the acts of the other party and the results thereof.  The State's liability shall be governed by the provisions of the Minnesota Tort Claims Act, Minn. State. §3.736, and other applicable law.
7.16
Property Damage

The Vendor, in the course of performing its work, shall exercise the utmost precaution in guarding against damage to property owned or leased by the organization operation and maintenance of the MRS and property owned or leased by DPS-TACIP (if applicable).  The Vendor shall replace or pay replacement costs of any property damaged by its operations.  The Vendor shall restore damaged property to the condition that existed previous to the damage at the expense of the Vendor.  Such restoration shall be complete when judged satisfactory by the property owner.

7.17 
Insurance


The successful Vendor will, before the final award of the contract, provide evidences of insurance and will maintain in continuous effect during the term of this contract the following insurance coverage:

1.
WORKERS' COMPENSATION INSURANCE - providing Coverage A Statutory Workers' Compensation Insurance and Coverage B in amounts of no less than:


$100,000 Bodily Injury by Disease per employee


$500,000 Bodily Injury by Disease in Aggregate


$100,000 Bodily Injury per Employee per Accident

2.
AUTOMOBILE LIABILITY INSURANCE - Providing Automobile Liability Insurance with limits of not less than:


$5,000,000 Combined Single Limit for Bodily Injury and Property Damage per Occurrence for all owned, non-owned and hired cars.

3.
COMPREHENSIVE GENERAL LIABILITY INSURANCE - providing Comprehensive General Liability Insurance with limits of no less than:


$5,000,000 Combined Single Limit for Bodily Injury and Property Damage per occurrence and $10,000,000 Annual Aggregate.


The policy must include the following coverage:

A.
Personal Injury (coverage A, B & C)

B.
Blanket Contractual

C.
Products and Completed Operations

D.
Broad Form Property Damage

E.
"XCU exclusions" waived

4.
GENERAL INSURANCE CONDITIONS

A.
The State of Minnesota, its officers and employees, will be named as Additional Insureds with respect to services being provided.

B.
The State of Minnesota will not be liable for any premiums, costs or assessments in connection with contractor's policy as a result of being named as Additional Insureds.

C.
The State of Minnesota will be provided thirty (30) days written notice of cancellation of material change and the Certificate will be so amended.

D.
Said written notice will be mailed to the DPS-TACIP Administrator.

The DPS-TACIP Administrator, DPS-TACIP, the State of Minnesota, its officers, agents, servants and consultants will be exempt from, and in no way liable for, any sums of money which may represent a deductible in any insurance policy.  The payment of such deductible will be the sole responsibility of the vendor

7.18 
Vendor Responsibilities

In the event DPS-TACIP accepts the Vendor's proposal, the following provisions shall be called for in the final contract. These provisions are not negotiable.  Failure to accept any of these provisions now, or in the final contract, shall result in the rejection of the proposal:

7.18.1
Should the Vendor fail to either include in the quoted price, or deliver to DPS-TACIP, any components or features that are necessary to make the relay service perform as proposed in the response to the RFP, the Vendor shall be required to install same at the Vendor's own expense, prior to cutover.

7.18.2
If the Vendor submits a proposal in which previously installed equipment or relay facilities are to be employed, the Vendor must stipulate what condition the equipment and/or facilities are in and to what degree and for what purpose they have been used in the past.  There shall be no substitutions of material specified without the prior written consent of DPS-TACIP.

7.18.3
The Vendor shall be responsible for the performance of any subcontractors that are used.

7.18.4
The Vendor shall not be responsible for the performance of persons, goods and services which are not involved in the procurement, installation, operation and maintenance of the relay service as set forth in the proposal. Notwithstanding the foregoing, the Vendor is responsible to insure that any and all equipment installed pursuant to the proposal is compatible, for DPS-TACIP's intended use, with any existing equipment that will be retained and used in conjunction with the equipment installed pursuant to the proposal.

7.18.5
The Vendor and/or its subcontractors shall be responsible for obtaining any rights-of-way and any permits, licenses or other government approvals necessary to construct or install any part of the relay facility.

7.19
Payments

DPS-TACIP will pay the recurring costs for relay service following the acceptance and cutover of the service.  The amount paid for any element of any service shall be included in the contract as is provided in the Vendor's price proposal.  


DPS-TACIP will not pay one-time costs at the time of installation; all such non-recurring costs are to be included in the per-minute payments.


The Vendor will submit invoices at least monthly to the attention of DPS-TACIP program administrator.  Three copies of the invoices must be provided.  All information the billing forms ask for must be provided on each invoice, including but not limited to a report of the number of minutes performed by the Vendor for the month. 


DPS-TACIP will not pay recurring payments for any relay service or any other charges, until said service has been accepted by DPS-TACIP and placed into service by DPS-TACIP.  Recurring payments shall be paid thirty (30) days from receipt of invoice following the acceptance of the relay service in accordance with Minn. Stat. 16A.124.


It is the Vendor's responsibility to assure the accuracy of billing for any relay service provided under this contract.  DPS-TACIP will not pay the recurring costs for any relay service that is inaccurately billed or for any relay service for which a complete and accurate statement of billing has not been rendered.  Further, DPS-TACIP will not pay the recurring costs for any relay service for which an estimated bill has been rendered.

7.20
Antitrust

The Vendor hereby assigns to the State of Minnesota any and all claims for overcharges as to goods and services provided in connection with this contract resulting from antitrust violations which arise under the antitrust laws of the United States and the antitrust laws of the State of Minnesota.

7.21
Audits

The books, records, documents and accounting practices and procedures of the Vendor relevant to this Agreement shall be subject to examination by DPS-TACIP and the Legislative Auditor as appropriate.  The DPS-TACIP Administrator shall have access to the Vendor's facilities, files and/or records relating to the MRS at any time. 


The contractor will have an independent audit of its financial records at least once each fiscal year for the term of this Contract.  A copy of the final independent audit report shall be submitted to the DPS-TACIP Administrator within 10 days after receipt of the report by the Vendor.

7.22
Authorized Agents


The authorized agent for the Department of Public Service for the administration of this contract is the DPS-TACIP Administrator.  The DPS-TACIP Administrator shall have authority for acceptance of the Vendor's services and shall have responsibility to ensure that all payments due Vendor are paid pursuant to the terms of the contract.

7.23 
Choice of Law


It is the intention of the parties hereto that this Agreement and the performance hereunder and all suits and special proceedings be construed in accordance with and under and pursuant to the laws of the State of Minnesota and that in any action, special proceeding or other proceeding that may be brought arising out of, in connection with, or by reason of this Agreement, the laws of the State of Minnesota shall be applicable and shall govern to the exclusion of the law of any other forum, without regard to the jurisdiction in which any action or special proceeding may be instituted. 
7.24
Miscellaneous
1.
If any provision of this contract is held to be invalid or unenforceable, the remainder shall be valid and enforceable.

2.
Failure of DPS-TACIP at any time to require strict performance of any provision of this contract shall not constitute a waiver of that provision nor in any way limit enforcement of the provision.

3.
The parties agree to execute any additional documents necessary to effectuate this contract.

4.
Amendments or modifications to this Contract may be made at any time with the agreement of the Parties, and shall be in writing and executed as required by Minn. Stat. §16B.06, subd. 2 (1994).

5.
Vendor shall not assign its obligations under this contract without the express written permission of DPS-TACIP.  Any assignment in violation of this section will be void.

6.
The successful Vendor shall sign a formal contract with DPS-TACIP but no such contract shall be in force and effect until it is executed by all parties, the Department of Administration, and the Office of the Attorney General.

7. Whenever this Contract or RFP proposal refers to "Attachment" such Attachment shall be deemed to be incorporated into this Contract by such reference.

8.
The reporting, records, refund, and liability clauses of this contract survive the termination of this contract for all obligations due or incurred during the term of the contract but not performed on the date of termination.

9.
The Vendor agrees to cooperate with DPS-TACIP and the DPS-TACIP Administrator in handling all matters which arise that are subject to the terms and provisions under this contract.  
7.25
Acceptance of Terms and Conditions

The Vendor must complete and include as part of the proposal Attachment A acknowledging that the Vendor agrees to accept the terms and conditions stated in this RFP.

7.26
Conflict of Interest
7.26.1
Definition

Appearance of Conflict of Interest:  The term applies to the relationship of a contractor with DPS-TACIP when the contractor also maintains a relationship with a third party and the two relationships are in opposition.  In order to create the appearance of a conflict of interest, it is not necessary for the Contractor to gain from knowledge of these opposing interests.  It is only necessary that the contractor know that the two relationships are in opposition.

7.26.2
Appearance of Conflict of Interest

During the term of the contract the contractor shall not enter any third party relationship that gives the appearance of creating a conflict of interest.  Upon learning of an existing appearance of a conflict of interest situation, the contractor shall submit to DPS-TACIP a full disclosure statement setting forth the details that create the appearance of a conflict of interest.  Failure to promptly submit a disclosure statement required by this paragraph shall constitute grounds for DPS-TACIP’s termination, for cause, of its contract with the contractor.  The Vendor will keep DPS-TACIP informed of any contracts the Vendor has entered into to provide management, operation, training, or any other aspect of telecommunication relay services in other states.

7.26.3
Employee Conflict of Interest

The Vendor will notify all present and future MRS staff whose salaries are paid in part or in full from this Contract, that they must make prompt and full disclosure of any activities that may constitute conflict of interest or give the appearance of impropriety, including but not limited to current or prospective involvement they have with any other relay service, telephone company, or organization involved with the provision of telecommunications relay services.  This type of activity includes, but is not limited to, activities as an employee, consultant, manager, independent contractor or investor.  The Vendor will provide the text for such notice together with a brief statement of policy for distribution to MRS staff members.  Such notice shall include a statement that the Vendor must pass any disclosure thereunder on to DPS-TACIP.


The Vendor will inform DPS-TACIP of any employment contracts or other agreements which it learns of pursuant to this section within thirty (30) days of receipt of such information.  All such contracts and agreements in existence on the date of execution of this Contract will be provided within thirty (30) days thereafter to DPS-TACIP.

7.27
Performance Monitoring

The Vendor shall permit DPS-TACIP and any other duly authorized agent or governmental agency to monitor all activities conducted by the Vendor pursuant to the terms of this Contract as DPS-TACIP may in its sole discretion deem necessary or appropriate.  Such monitoring may consist of evaluation of internal operating and management procedures, examination of program data, special analyses, on-site checking, formal audit examinations, or any other reasonable procedures.

DPS-TACIP may utilize and observe the Vendor’s technique for assuring the accuracy of communications relayed, operator procedures, training procedures, office procedures, and testing procedures.  DPS-TACIP may arrange for calls to test the accuracy of relayed communications or other factors relating to full and equal access without the permission of the Vendor or the operator involved.  The Vendor understands that this will occur at any time.  The calls will not be identified as test or monitoring calls.  DPS-TACIP may ask consumers to maintain a written copy of relayed conversations to assist in monitoring.


All monitoring shall be performed in a manner that will not unduly interfere with contract services.  However, since this is expected to be a 24 hour, 7 days a week service, the monitoring may occur at any time.  Furthermore, there shall be no requirements for advance notice of this monitoring.  Therefore, duly authorized agents have the right to make spot checks at any time without any warning.  The Vendor must make provisions to allow duly authorized agents this capability.


Vendor procedures for monitoring employee performance may include monitoring of actual calls relayed as part of the MRS.

8.0
EVALUATION CRITERIA

In awarding the contract for this service, DPS-TACIP shall make a written award of the contract to the Vendor whose proposal is the most advantageous to the State of Minnesota, considering price, the interests of the deaf, hard of hearing and speech-impaired communities in having access to a high quality and technologically-advanced telecommunications system, and all other factors listed in this RFP.  DPS-TACIP reserves the unqualified right to reject any or all of the proposals if determined to be in DPS-TACIP's best interest.

DPS-TACIP's evaluation of this proposal shall include:

a.
The ability and qualifications of the Vendor to provide TRS as outlined in this RFP;

b.
The degree to which the Vendor will meet and/or exceed the standards set forth in this RFP;

c.
The Vendor's demonstrated ability to comply with the FCC and Department's rules, regulations and orders governing the provision of TRS;

d.
Any service or technological enhancements proposed by the Vendor to improve TRS in Minnesota; and

e.
The Vendor's ability to meet the date for the provision of TRS in Minnesota under this RFP.

DPS-TACIP will evaluate each proposal on the requirements in this RFP.  The Vendor must acknowledge and agree to perform all RFP requirements and meet all performance standards.  The Vendor's reference checks will be conducted as part of the evaluation process.  Reference checks will not be limited to specific customer references, but also to other relay and state officials, consumers and organizations serving the relay user community.


DPS-TACIP may make such investigations as it deems necessary to determine the ability of the Vendor to perform the work.  DPS-TACIP reserves the right to reject any proposal if the evidence submitted by, or investigation of, the proposer fails to satisfy DPS-TACIP that such Vendor is properly qualified to carry out the conditions of the contract.   All answers that are given to the questions asked in this RFP are subject to verification.  Misleading and/or inaccurate answers may be grounds for disqualification at any stage in the procurement process.

Only the cost proposals for Vendors whose overall proposal is deemed acceptable by DPS-TACIP will be considered in the evaluation/selection process.  

DPS-TACIP will notify the selected Vendor and coordinate the signature of the contractor once a decision is made.

ATTACHMENT A

ACCEPTANCE OF TERMS AND CONDITIONS

The undersigned (herein called the "Vendor" ) hereby agrees to accept the terms and conditions stated in this RFP.

I certify that I am an authorized representative of the Vendor and that I have the authority to sign this acceptance of terms and conditions.

(Authorized Signature)

(Date)

(Vendor Name)

Appendix D

Telecommunications Access Minnesota

2001 Annual Report to the 

Public Utilities Commission

Appendix E

Minnesota Relay’s Annual Call Volume

Speech-to-Speech Monthly Call Volume
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Appendix F

Sprint’s Telecommunications Relay Services,

Speech-to-Speech and

Video Relay Service Training Outlines

Sprint TRS Training Outline

	Module
	Module Description

	Module 1
	Orientation

Objectives

Welcome & History

Future of Sprint

What is Relay?

CA Training

Call Flow Chart

	Module 2
	Phone Image

Objectives

Introduction

Communicating Information

Using Conversational Tone

Managing Dissatisfied Customers

	Module 3A
	Overview of System and Equipment

Objectives

Logging In

Logging Out

Screen Display

Checking for Understanding

Headsets

Modem

Error Correction

Keyboard

Last Typed Macro Feature

English Macros

Spanish Macros

Telephony Terms

	Module 3B
	Interactive Terminals

Knowing Your TTY

Closing a Conversation

Typing Background Noises

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

Malfunctions

Relay Procedures

Confidentiality

Statistics

Handling Obscene Calls

Requesting a Supervisor

Reporting

Macros

	Module 4A
	Call Processing Procedures

Objectives

Your Role as CA

Call Processing for All States 

	Module 4B
	Destinations of Traffic

Destinations not Allowed

IntraLata Competition

State Differences 

	Module 4C
	Answering Machines and Audiotext

Record Feature

Voice Answering Machine

Voice to TTY Answering Machine

Information Line

Audiotext 

Voice Mail

Pagers/Beepers (TTY-Voice)

Pagers/Beepers (Voice - TTY)

Variations

Answering Machine Retrieval

	Module 4D
	Voice Originated Calls

Local Call Description

Toll Free and Paid

Paid over Sprint Network

Paid over Alternate Carrier

Variations

	Module 4E
	Long Distance Calling

FONcard

LEC Card

Optional Cards

Pre-Paid Cards

Collect

Third Party

Immediate Credit

	Module 4F
	VCO and HCO

Voice Carry Over (VCO)

Inbound VCO Branding

Busy Line

No Answer

Two-Line VCO

Hearing Carry Over (HCO)

Non-Branded HCO

Branded HCO

	Module 4G
	Alternate Call Types

VCO to VCO

VCO to TTY

TTY to VCO    

HCO to HCO

HCO to TTY

TTY to HCO

	Module 4H
	Customer Database 

Customer Database Feature

Customer Notes Window

UCR Main Menu

Name Submenu

COC Submenu

InterLata COC

IntraLata COC

Billing Method Window

Billing Options

Numbers Submenu

Emergency Numbers

Frequently Dialed Numbers (FD)

Blocked Numbers

Customer Notes

	Module 4H
	Customer Database

Preferences

Answer Type

Language Type

Outdial Restrictions

Macros

Last Number Redial

	Module 4I
	Variations

Busy Signals

Poor Connection

No Answer

Request for Information

Speech Impaired

Pacing Voice Customer

Profanity towards CA

Request for M or F CA

CA Knows Customer

Suicide

Abuse

Illegal Calls

Sensitive Topics

Redialing

Switchboards

Young Children

Inbound ASCII

Repeating Information

Request for Relay Number

Restricted Calls

ASCII on Outbound Line

Regional 800

Two Calling From Numbers

LEC Service Office

Double Letters

Call Waiting

Conference Calls

Three-Way Calling

Changing CAs

800 Number Referral

Hard-of-Hearing Customer

Call Backs for TTYs

Multiple Calls

	Module 4I
	Variations

Call Modification

Holding

Alternate Language

Typing in Parenthesis

Product Information

Spanish Calls

Voice Customer Hangs Up

Variable Time Stamp

TTY Customer Hangs Up

Conversation being Recorded

Prompting Voice for "GA"

Non-Standard TTY Capability

Internet Characters

TTY does not type "GA"

Cellular Long Distance Calls

Party Line Calls

	Module 5
	Emergency Call Processing

Emergency Calls

Non-Emergency Calls

Emergency Incident Form

	Module 6A
	Performance and Procedures

Performance Measurement Plan

Quality Customer Service

Commitment

Personal Effectiveness

Assessment Survey and Replay

Emergency Procedures

Emergency Assistance Form

Checking for Understanding

	Module 6B
	Healthy Relay

Introduction

Analogy

Stretching Exercises

CA Reinforcement

Ergonomic Review

Setting up Workstation

GUAM - Get up and move

	Module 6B
	Healthy Relay

Ergonomic Relief

Slowing the Customer

Overtime Relaxation

	Module 7A
	Responding Positively

Stress Management

Thoughts and Feelings

Relaxing Emotionally

Thinking Powerfully

Exercise

Nutrition

Relaxation/Meditation

Energy Resource Assessment

Suggested Reading

Leader's Notes

	Module 7B
	Healthy Detachment

Interactive Communication

TDD Communication

Potential Stressors

Detaching

	Module 8
	Assessing Performance

Assessment Process

Coaching 

Feedback

Pass/Fail Guidelines

Role Plays

	Module 9
	Supervisor as Trainer and Coach

Introduction

Objectives

Being a Coach/Trainer

An Adult Learner

Giving Effective Instruction

Feedback

	Module 10
	A Healthy Approach to Relay

Learning Continuum

Adult Education

Dale's Cone of Experience

Elements of Lesson Design

Preparation for Training

Warm Ups

Voice Inflection

Handling Interruptions

Prep for Final

Hearing Thru (TDD - Voice)

Hearing Thru (Voice - TDD)

Voice Thru (TDD - Voice)

Voice Thru (Voice - TDD)

Audiotext

Information Lines

Business Answering Machines

Residential Answering Machines

Beepers

Spanish Answering Machine

TTY Answering Machine


Speech to Speech Training Outline

	
	

	Module 1
	Orientation

Objectives

Welcome & Introductions

Description

 History
	
What is Speech to Speech
Differences from Relay

Agent Training

	Module 2
	Speech to Speech Customers
Objectives

Introduction

Phone Image

Characteristics of Speech to Speech Customers

Breaking the Stereotypes
	
Varying Speech Patterns

Voice Synthesizers

Types of Calls
Transparency & Confidentiality Phrases

	Module 3
	Attributes of STS CAs

Objectives

Patience

Concentration

Listening Skills
	
Caller Control
Sensitivity and Understanding 

	Module 4A
	Call Processing Procedures

Objectives

Your Role as CA

Billing

Directory Assistance

Changing CAs 
	

	Module 4B
	Answering Machines and Audiotext

Answering Machines

SA to SD Answering Machine

Busy/Disconnects

Audiotext Message

Pagers/Beepers

	Module 4C
	Emergency Call Processing

Emergency Services

EM Numbers

Emergency Incident Form

	Module 4D
	Variations

Outbound to Relay

Personal Conversations

Operator Calls

Talking on Hold

Keeping the Customer Informed

Differentiating STS and Relay
Outdialing to STS    
	
Using GA
Spelling

Announcement

900 Calls

Request to Hold
SD to SD through STS
Non STS Calls


Video Relay Service Training Outline and Qualifications

	
	


	Qualifications
	Certified by the NAD at levels III, IV, or V or certified by RID as IC/TC,   

       CI, CSC, LSC or MSC of demonstrated State equivalent

Possess a minimum of three years interpreting experience

Possess English language skills at a college level

Observe strict confidentiality guidelines using RID’s Code of Ethics

Function in a totally transparent mode

Possess strong receptive and voicing skills

Possess sensitivity to the needs of the Deaf, Hard of Hearing and 

       hearing parties

Have a wide range of experience working in the deaf Community      

       utilizing ASL, PSE and Signed English Community utilizing ASL, PSE

       and Signed English communication modes in social, economic, and   

       educational settings

Possess interpreting experience for persons who have minimal language skills

Possess computer literacy, including familiarity with current Windows

       operation system, and be able to operate computer and video      

       equipment

Exhibit superior customer service skills



	Training Modules
	History of Telecommunications relay services

Orientation of VRS work station, video software and equipment

Sign language interpreter code of ethics

TRS operator rules of confidentiality and code of ethics

VRS roles and responsibilities


Appendix G

Diversified Culture Training Module

Appendix H

Communication Assistant

Oral-To-Test Typing Test Script

TYPING TEST SCRIPT

JIM THIS IS BOB  IT LOOKS LIKE WE’RE GOING TO HAVE TO CANCEL OUR FISHING TRIP  I HATE TO CALL ON SUCH SHORT NOTICE BUT IF U SAW LAST NIGHT S WEATHER REPORT U PROBABLY KNEW THIS WAS COMING  THEY SAID IT S GOING TO RAIN ALL WEEKEND  I HOPE EVERYTHING IS FINE AND CALL ME WHEN U GET IN BYE SKSK

JANE THIS IS BETH  I HEARD THAT SAM GOT SICK AND LEFT SCHOOL EARLY TODAY  I BET HE’S COMING DOWN WITH THAT NASTY FLU BUG  I HAD THAT LAST WEEK AND IT WAS AWFUL  IT SEEMED LIKE I WAS GOING TO DIE BUT I FINALLY GOT OVER WITH IT  I’M SURE SAM WILL BE JUST FINE GA

JANE I JUST HAD TO CALL AND START TELLING THE NEWS  I’M GETTING MARRIED  WOW  BOB ASKED ME LAST EVENING HE EVEN GOT DOWN ON ONE KNEE AND HELD MY HAND THEN HE GAVE ME A RING AND IT’S BEAUTIFUL  HE SAID IT BELONGED TO HIS GRANDMOTHER   IT’S VERY PRETTY AND I’M SO EXCITED I CAN HARDLY CONTAIN MYSELF GA

HELLO PEARL  THIS IS SCOTT  I NEED TO CALL AND GIVE YOU AN UPDATE ON MY CURRENT FINANCIAL STATUS  I JUST WON THE LOTTERY AND I WILL NOT BE COMING TO WORK FROM NOW ON  I ALSO WANT TO SHARE MY WEALTH WITH ALL OF MY FRIENDS SO GIVE ME A CALL   I’M PLANNING A BIG CRUISE FOR EVERYONE AND OF COURSE I’M PAYING FOR EVERYTHING  U KNOW HOW TO GET A HOLD OF ME SKSK

HELLO DONNA  I HOPE EVERYONE IS GOING WELL TODAY  IT HAS BEEN SO HOT  I CAN’T BELIEVE IT  I JUST HOPE RELIEF IS COMING SOON  WE SURE NEED SOME RAIN  MY GARDEN IS LOOKING TERRIBLE AND IT LOOKS LIKE I WON’T BE PICKING ANY SQUASH OR BEANS THIS YEAR  MAYBE NEXT YEAR WILL BE BETTER GA

HI JANET  I WAS JUST CALLING TO SEE IF U MIGHT BE ABLE TO PICK UP THE KIDS AFTER SCHOOL  I HAVE A JOB INTERVIEW AND I’M AFRAID I WON’T BE FINISHED IN TIME  IF U CAN DO THIS I WILL PICK THEM UP NEXT WEEK FOR U   GIVE ME A CALL IF U CAN’T PICK THEM UP AND IF I’M NOT HOME JUST PAGE ME  I APPREICATE THE HELP BYE SKSK

MARY  I REALLY NEED TO SPEAK TO U ABOUT THE TRIP.  WE’RE PLANNING ON LEAVING FROM THE BUS STATION PARKING LOT RIGHT AFTER WORK SO U NEED TO HAVE EVERYTHING U WANT TO BRING WITH U WHEN U GO TO WORK AND THEN U CAN GO STRAIGHT TO THE PARKING LOT   IF THIS WONT WORK FOR U THEN CALL ME THIS EVENING AND WE CAN TRY TO ARRANGE SOMETHING SKSK

BILL  I’VE BEEN TRYING TO REACH U SINCE LAST WEEK   CALL ME WHEN U GET IN  I NEED TO FIND OUT THE SPEED AND ACCURACY ON THOSE TYPING TESTS THAT U ADMINSTERED TO THE AGENTS   IF U CAN’T CALL ME THEN JUST SEND A FAX WITH THE RESULTS AND THAT SHOULD WORK OUT FINE  BYE SKSK

(REPEAT FROM TOP IF NECESSARY)

Appendix I

Sprint Communication Assistant’s

Typing Test Results

Appendix J

Telecommunications Relay Services

Pledge of Confidentiality


[image: image1.wmf]RELA

Y CENT

ER COD

E OF E

THICAL

 BEHAV

IOR

A

S

P

A

R

T

O

F

T

H

E

R

E

L

A

Y

S

E

R

V

I

C

E

S

O

R

G

A

N

I

Z

A

T

I

O

N

,

A

L

L

E

M

P

L

O

Y

E

E

S

,

C

O

N

T

R

A

C

T

O

R

S

A

N

D

V

I

S

I

-

T

O

R

S

A

R

E

B

O

U

N

D

T

O

T

H

E

L

A

W

S

O

F

T

H

E

S

T

A

T

E

A

N

D

T

H

E

F

O

L

L

O

W

I

N

G

G

U

I

D

E

L

I

N

E

S

:

1

.

A

L

L

T

E

L

E

C

O

M

M

U

N

I

C

A

T

I

O

N

S

R

E

L

A

Y

S

E

R

V

I

C

E

C

A

L

L

R

E

L

A

T

E

D

I

N

F

O

R

M

A

T

I

O

N

I

S

T

O

B

E

  S

TR

ICT

LY

CO

NFI

DEN

TI

AL.

T

he

 em

plo

ye

e,

con

tr

act

or

or

 vi

sit

or

 

sh

all

 n

ot

rev

ea

l a

ny

in

for

ma

tio

n

  ac

quir

ed d

urin

g or

 obs

ervin

g a

rela

y ca

ll.

 Any

 call

-rel

ated

 que

stio

ns o

r pr

oblem

s ar

e to

 be

disc

usse

d

  with

 mana

gement

.

2.

 N

O

T

HI

N

G

 I

S

TO

B

E

E

D

IT

E

D

O

R

 O

M

I

TT

E

D

 F

R

O

M

T

H

E

C

ON

T

E

NT

O

F

T

H

E

C

O

NV

E

R

SA

T

IO

N

OR

     THE SPIRIT OF THE SPEAKER.  The

empl

oyee shall transmit exactly what is said

 in the way that it is

  inte

nded i

n the

 langu

age of

 the

custom

er's c

hoice

.

3.

NO

TH

I

NG

 I

S

T

O

BE

 A

DD

E

D

OR

 I

N

TE

RJ

EC

TE

D

 I

NT

O

T

HE

 C

ON

T

EN

T

OF

 T

H

E

CO

NV

E

RS

AT

IO

N

O

R

     THE SPIRIT

 OF THE SPEAKER.  The employe

e shall not advise, counsel,

or interject personal

  opin

ions,

 even

when a

sked

to do

so by

 the c

onsume

r.

4.

T

O

A

S

S

U

R

E

 M

A

X

I

M

U

M

U

S

E

R

 C

O

N

T

R

O

L

,

T

H

E

 E

M

P

L

O

Y

E

E

W

I

L

L

B

E

F

L

E

X

I

B

L

E

 I

N

A

D

A

P

T

I

N

G

TO

THE

 C

ON

SUM

ER

'S

 NE

ED

S.

5.

E

MP

L

OY

E

ES

WI

LL

ST

R

IV

E

 T

O

 F

UR

T

HE

R

 C

O

MP

E

TE

NC

Y

 I

N

 S

K

IL

L

S

A

ND

 K

N

OW

L

ED

G

E

TH

RO

UGH

 C

ON

TI

NUE

D

TR

AI

NIN

G,

 W

OR

KSH

OP

S,

 A

ND

RE

AD

IN

G O

F

CU

RR

ENT

 L

IT

ER

ATU

RE

 I

N

 T

H

E

 F

I

E

L

D.

_

__

__

__

_

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

__

__

_

__

__

__

__

__

I hav

e read an

d underst

and the

Relay Cen

ter Code

of Ethica

l Behavio

r.  I agr

ee to com

ply with

 this Cod

e

an

d an

y ap

pli

cabl

e S

tate

 and

 Fe

dera

l la

ws

pert

ain

ing

to T

ele

comm

unic

ati

ons

Rel

ay S

ervi

ces

 and

und

erst

and t

hat f

ailu

re to

 do s

o wi

ll le

ad t

o com

pany

disc

iplin

ary a

ctio

n tha

t may

 res

ult i

n my

 term

inati

on

an

d

cr

imi

na

l

pro

se

cut

io

n.

_________________________________________________

_

__

__

_

__

__

__

__

__

__

__

__

__

_

EMPLOYEE/CONTRACTOR/VISITOR

SIGNATURE

D

A

T

E

___________________________________________

_

__

__

__

__

__

__

__

__

__

__

__

__

_

MANAGER/SUPERVISOR

SIGNATURE

D

A

T

E

R

S

5


Appendix K

Sprint TRS Standard Features Matrix

Minnesota Relay Standard Features 

                   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 have TurboCodeTM 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
	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.


Appendix L

Sprint’s Carrier of Choice Letter of Invitation
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<insert date>

<insert carrier name>

<insert contact name>

<insert tel nbr or fax nbr>

<insert email address>

Re:  <insert customer (end user name)>

       <insert telephone number>

Thank you for your interest to complete <insert carrier name> Long Distance calls with Sprint Telecommunications Relay Service (TRS). As the default long distance carrier for processing relay calls in more than twenty-seven states (27), Sprint currently transports the traffic of customers who have selected you as their long distance carrier.  However, many of your customers would prefer to use <insert carrier name> LD for their toll calls. At present, Sprint TRS is unable to send the toll calls from the regional centers or state access tandem to your network. Hence, this letter is being written to make you aware of a potential service-impacting issue regarding TRS calls and measures your company can take to ensure your customers’ toll calls are completed through TRS. 

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established and are monitored by the Federal Communications Commission (FCC). TRS is a service that links telephone conversations between standard (voice) telephone users and people who are deaf, hard of hearing, deaf-blind, or speech disabled using Text Telephone (TTY) equipment.  The State Public Utilities Commission manages the day-to-day operations of TRS and has contracted with Sprint Corporation to provide relay service in their states. 

Both, the Americans with Disabilities Act of 1990 and FCC’s Order 00-56 on TRS mandate that all states provide TRS and that TRS users shall have equal access to their chosen interexchange carrier and to all other operator services, to the same extent that such access is provided to voice users.  In order to provide this access to your customers, your company is encouraged to submit a letter of authorization to accept TRS calls from Sprint. 

Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of 

Choice program.  If your company (or your facility based provider) is not currently listed, please 

review the following and determine the appropriate follow-up action needed to be taken:

Facility-based provider

1.  If you are a participating member at Sprint Carrier of Choice program, please disregard.

2. If you are not a participating member at Sprint Carrier of Choice program, you need 

to establish a network presence at the regional centers or state access tandem and accept calls 

from Sprint through the industry method of Feature Group D trunking and TRS billing codes 

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

Non-facility based provider

1. If your underlying toll carrier is a participating member at Sprint Carrier of Choice 

program, Sprint can implement the IXC brand name and pass the toll call information 

to the underlying carrier’s CIC code.  Please submit a letter of authorization that would

advise Sprint to implement the carrier brand name and to send the toll call information 

to its underlying toll carrier. 

2. If your underlying toll carrier is not a participating member at Sprint Carrier of Choice 

program, you will need to work with your underlying toll carrier to establish a network 

presence at the regional centers or state access tandem and accept calls from Sprint 

through the industry method of Feature Group D trunking and TRS billing codes of Info 

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

Before you submit a letter of authorization to Sprint TRS, please consider the following four factors:  

1. Your (or your underlying toll carrier) CIC codes associated with 1+, 0+, and 0- dialing 

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

2. You (or your underlying toll carrier) will need to support Feature Group D tandem 

interconnection.

3. You (or your underlying toll carrier) will need to ensure that your translation tables 

are updated in order to appropriately receive, rate, and bill Sprint calls per Bellcore 

industry standards.  Sprint calls are designated as ANI II Digit Pair 60, 66, and 67.

4. If you utilize more than one underlying toll carrier to carry the toll traffic, select a single 

toll carrier that will accept Sprint traffic.

Note: For detailed information regarding access tandem interconnection and carrier of choice 

         provisioning through Sprint, please refer to ATIS/NIIF-008, the “Telecommunications 

       Relay service – Technical Needs” document.

Attachment B lists Sprint TRS Access Tandem Interconnection locations.  The best way to provide access to your long distance network through relay service for your customers is to designate the 8 Sprint Regional TRS center/Access Tandem combinations as the points at which Sprint will hand off long distance relay service traffic to you.  In this manner, any relay caller that wishes to use your services may be efficiently, and with minimal time delay, routed to your network.  Should you not have a presence at one or more of the Sprint regional center/access tandem combinations, the traffic may be handed off at one of the regional center’s access tandem.

Attachment C is a sample letter of authorization.  Once Sprint receives your written request to participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates in the next available release (usually 30 to 90 days).  Information obtained from the carriers will be used solely for the purpose of providing equal access for <insert carrier name> LD customers and shall be held proprietary.

Sprint welcomes your company's participation in our TRS Carrier of Choice program at no cost to you if your company has network presence at any of our listed regional center/state access tandem locations.  Your participation at the Sprint Carrier of Choice program will create a win-

win situation for our customers.  Through Sprint, as the relay provider, customers will be able to enjoy uninterrupted service and your company will be able to generate additional revenue. 

Thank you for your prompt attention to this matter. If you have any questions concerning with the letter, please do not hesitate to call me at <xxx-xxx-xxxx> or email at <insert email address>
Sincerely,

<insert name>

Account Manager –<Relay State>

Cc:  Michael Fingerhut, Federal Regulatory, Sprint

        <insert name>, Program Manager, Sprint

Appendix M

Sprint Disaster Recovery Plan

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

Minnesota Notification Procedure

To provide the Minnesota Relay administrator with the most complete and timely information on problems affecting their TRS, the trouble reporting procedure includes 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 Minnesota Relay administrator 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 the Minnesota Relay center 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 Minnesota Relay administrator within five business days of return to normal operation.  Examples of service disruption to the Minnesota Relay include:

ACD failure or malfunction 

Major transmission facility blockage 

Threat to Minnesota CAs safety or other CA work stoppage

· Loss of CA position capabilities.

Performance at the Minnesota Relay center is monitored 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 Minnesota 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 Minnesota Relay, 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 Minnesota Relay center.  In this case, normal Sprint traffic rerouting will apply. 

For a failure at a Telco central office in Moorhead, for example, only Moorhead 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 a Minnesota Relay user is reporting trouble:

Service Description (“Minnesota”) 

Callers Name

Contact Number

Calling to/Calling from, if applicable

· Description of the trouble. 

Service disruptions or anomalies that are identified by Minnesota Relay users may be reported to the Sprint Relay Customer Service 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’s 11 TRS Call Centers to respond quickly to any event, including natural disasters.

Mean Time to Repair (MTTR)

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

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

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

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

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


Table A-2
Current MTTR Objectives

	Switched Services
	8 Hours

	Private Lines
	4 Hours (electronic failure)

	Fiber Cut 
	8 Hours


Sprint’s Mean Time to Repair is viewed from the customer’s perspective. A critical element in the equation is the Time to Notify, because Sprint does not consider a repair complete until the customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, the Minnesota 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 network with digital switching, architecture and sophisticated management control. 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 Minnesota, 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 Minnesota, and a competitive differentiation of the Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point of presence (POP) in every Local Access Transport Area (LATA). The five LATAs in Minnesota are served by five Sprint POPs. There are plans for additional fiber mileage, additional POPs, and added route diversity. There are more than 300 POPs in service on the network. With five 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.  The Minnesota Relay is primarily served by the DMS switch in St. Paul, with other diversely located facilities also serving Minnesota. 

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 Minnesota.

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:

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.

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.  Five operating SONET rings currently serve Minnesota, with ring augmentation planned for 2003-2004.  

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 Minnesota 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 Minnesota 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.

Appendix N

2001 and 2002 Consumer Complaint Logs

Federal Communications Commission



June 29, 2001

Consumer Information Bureau

Disability Rights Office

445 12th Street, SW

Washington, D.C. 20554

Magalie Roman Salas

Federal Communications Commission

445 12th St. S.W.

Washington, D.C. 20554

RE: FCC Docket 98-67

As required by FCC Docket 98-67, please find herein a summary of the State of Minnesota’s Telecommunications Relay Service complaint logs for the twelve-month period commencing on June 1, 2000 and ending on May 31, 2001.  Please note that this summary is a combination of the complaints logged by both the Minnesota Relays’ Consumer Relations Office and the Sprint Communications Company Consumer Relations Office.  

During the aforementioned twelve-month period complaints were logged as follows:

Call Answer Time: 3 complaints

Unfortunately, system outages occasionally occur due to technical failures or inclement weather.  In the event of such outages, calls to the Minnesota Relay are automatically re-routed to other relay centers on the Sprint system.  However, if an entire center fails, answer times may be delayed throughout the Sprint system.

Didn’t Follow Customer Instructions: 17 complaints

These complaints involve communication assistant (CA) misdials, failure to disconnect upon request, human error, etc. and were forwarded to the relay center trainer or supervisor for follow-up with the CA identified in the complaint.

Didn’t Keep Customer Informed: 1 complaint

A consumer complained that a CA failed to respond to a caller while the called party asked to be put on hold.  The complaint was forwarded to the relay center trainer or supervisor for follow-up with the CA.

Agent Disconnected Caller: 7 complaints

In each of the seven incidents, the cause of the calls being dropped was the result of technical failures and not a CA error.  

Poor Spelling: 2 complaints

One of the complaints involved garbled text rather than poor spelling, while the other involved human error.  Relay agents are routinely tested for typing speed and accuracy.  When deficiencies are identified, relay agents are subjected to additional testing and coaching.

Everything Relayed: 6 complaints

These complaints typically involve hearing consumers that are frustrated that relay agents must transliterate conversations verbatim.

Agent Was Rude: 11 complaints

Unfortunately, rudeness on the part of relay agents occasionally occurs, but is never tolerated.  Upon receipt, these complaints are forwarded to the relay center trainer or a supervisor for follow-up with the CA(s).  If necessary, relay agents received additional coaching regarding proper procedures for the handling of calls.  If problems with rudeness continue to persist, the CA may be disciplined or terminated. 

Speech-to-Speech (STS): 4 complaints

The four complaints were in relation to the changing of agents multiple times during a call, dialing the numbers of called parties prior to receiving complete instructions, STS calls mis-routed to a TRS center and CA’s failure to allow a caller to leave a message on an answering machine.  Although access to Speech-to-Speech services began in Minnesota on September 1, 1999, STS is a relatively new service and many glitches need to be worked out.  However, as with all customer concerns, complaints are escalated on the same day they are received to the appropriate person assigned to resolve them. 

Other Problem Type Complaint: 19 complaints

In total, these complaints can be categorized as being above and beyond the control of the TRS provider.  For example, the customer is upset that the number they were calling is disconnected.  Occasionally, hearing consumers complain about the sound of TTY tones, etc.

Lost Branding: 2 complaints

When customers occasionally do “lose their branding”, branding is typically restored the same or following day that a complaint is received.

Charged For Local Call: 3 complaints

Following a major area code split within the Twin Cities metropolitan area a few customers were told by relay agents that they were calling long distance when they were, in fact, making a local call.  To resolve the problem, our consumer relations’ office worked closely with Qwest and relay provider, Sprint, to identify and resolve these access problems, which now no longer persist.  

Trouble Linking Up: 24 complaints

These types of complaints involve problems that hearing callers have when accessing the relay from Private Branch Exchange (PBX) telephone systems.  Due to limitations of the branding function, PBX systems are typically branded for TTY callers.  Therefore, when a hearing caller accesses the Minnesota Relay, they  first hear TTY tones and perhaps believe they cannot place a call.  When such complaints are received, consumer relations’ staff  advises the caller that they must wait up to 30 seconds before they get a voice response.   

Line Disconnected: 4 complaints

During the previous 12-month reporting period, the Minnesota Relay experienced significant technical failures that are known as T-1 line “bounces.”  To resolve the problem, technical staff from relay provider, Sprint, and local exchange carrier, Qwest, worked diligently to resolve the T-1 line problems, which no longer persist.

Garbled Message: 7 complaints

Although incidents of garbled text are generally beyond the control of the TRS provider, our consumer relations’ staff is most willing to visit the homes or offices of those with garbled text problems.  Often, they find situations where TTY’s (which are not directly connected) are placed in areas where the TTY is subjected to interference, e.g., audio equipment or large appliances that may emit radio frequency noise (RF) or electromagnetic fields (EMF).  If that is the case, the consumer relations’ staff make recommendations to relocate the TTY to another area of the home or office that is appropriate for TTY use.  We also find that garbled text may result from a TTY being beyond the point of overhaul and in need of replacement. 

Database Not Available: 5 complaints

As with Lost Branding complaints, consumers occasionally will experience situations in which their Customer DataBase (CDB) information does not appear on the relay agent’s monitor.  These complaints are quickly addressed by reestablishing CDB’s by following the same steps required for the initial CDB setup.  

Other Technical Complaints: 16 complaints
Again, consumer complaints in this category involve circumstances that are above and beyond the control of relay providers or administrators.  For example, these types of complaints include lines of called parties being busy for long periods of times, complaints about automated telecommunications systems, etc.

Carrier Of Choice: 2 complaints

Most major common carriers certified to provide long distance services in Minnesota have established billing and collection agreements with relay provider, Sprint.  However, there are many, many smaller carriers that have yet to comply with the FCC mandate that common carriers provide functionally equivalent long distance access for relay consumers.    When the consumer relations’ office receives such complaints, long distance carriers that are not in compliance are contacted directly and given an explanation of the FCC Order.  Additionally, the carrier is provided with the contact name and number of Sprint personnel responsible for establishing collection and billing agreements to the extent that functional equivalency regarding consumer choice issues are achieved.  Both complaints involved the same carrier and both issues were resolved.

Other: 5 complaints

These five complaints each involved situations that were above and beyond the control of relay providers or administrators.  For example, complaints involved called party’s phones not being answered, billing issues not related to TRS, unwanted calls, relay agents refusing to access directory assistance, etc.

For further information regarding the Minnesota Relay please contact our consumer relations’ office by calling:

(651) 602-9005 Voice/TTY

(800) 657-3775 Voice/TTY

FAX: (651) 602-9010

Or you may write to us at:

Minnesota Relay Consumer Relations’ Office

322 Minnesota Street, Suite 820

St. Paul, MN 55101

Our email address is:

trichshipley@uswest.net
All other correspondence should be directed to:

Jim Alan, TACIP Administrator

Minnesota Department of Commerce

85 7th Place East, Suite 600

St. Paul, MN 55101-3165

Or I can be reached at:

(651) 297-4565 Voice

(800) 657-3599 Voice

(651) 297-3067 TTY

(800) 657-3603 TTY

Best regards,

Jim Alan

DoC-TACIP Administrator

C: 
Jim Bernstein, DoC Commissioner


Anthony Mendoza, DoC Deputy Commissioner, Telecommunications

Dr. Burl Haar, Executive Director, MPUC

Lillian Brion, MPUC

Attachment # 2

Summary Log for June 1, 2000 – May 31, 2001

Minnesota Relay

For the period of June 1, 2000 through May 31, 2001, Sprint processed 1,223,217 outbound calls on behalf of Minnesota Relay, receiving a total of one hundred forty-six (.01%) customer complaints.  All one hundred forty-six complaints were filed with supervisors at one of the eleven Sprint TRS centers.  All of these complaints were resolved in a timely fashion.  None of these one hundred forty-six complaints were escalated for action to the State of Minnesota or to the Federal Communications Commission. 

Federal Communications Commission



June 28, 2002

Consumer & Governmental Affairs Bureau

Disability Rights Office

9300 East Hampton Drive

Capitol Heights, MD 20743

Office of the Secretary 

Federal Communications Commission

Attn: Marlene H. Dortch

445 12th St. SW, Room TW-A325

Washington, D.C. 20554

RE: FCC Docket 98-67

As required by FCC Docket 98-67, please find herein a summary of the State of Minnesota’s Telecommunications Relay Service complaint logs for the 12-month period commencing on June 1, 2001, and ending on May 31, 2002.  Please note that this summary is a combination of the complaints logged by both the Minnesota Relays’ Consumer Relations Office and the Sprint Communications Company Consumer Relations Office.  

COMPLAINT LOG SUMMARY

During the aforementioned 12-month period complaints were logged as follows:

Call Answer Time: 4 Complaints

Unfortunately, system outages occasionally occur due to technical failures or inclement weather.  In the event of such outages, calls to the Minnesota Relay are automatically re-routed to other relay centers on the Sprint system.  However, if an entire center fails, answer times may be delayed throughout the Sprint system.

Didn’t Follow Database Instruction: 1 Complaint

This type of complaint occurs infrequently and is resolved through additional training of the Communication Assistant (CA).

Dial Out Time: 1 Complaint

In this instance the CA was newly hired and had not yet reached an acceptable level of proficiency.

Typing Speed/Accuracy: 3 Complaints

Since the FCC began requiring an increase of CA typing speeds, we have received few complaints regarding this issue.  However, even seasoned CAs occasionally experience phases when their fingers simply don’t move as fast as they normally do.  Also, newly hired CAs have the tendency to type slower because routine keystrokes have yet to become second nature.

Poor Voice Tone: 3 Complaints

New hearing relay users sometimes experience difficulty with hearing the CA’s voice versus hearing the familiar voice of the person they are calling.  

Hearing Carryover (HCO) Procedures Not Followed: 4 Complaints

Even though diligent outreach efforts have been conducted to encourage usage, HCO is not yet heavily utilized.  CAs that infrequently process HCO calls are provided with ongoing coaching to ensure that their HCO skills remain adequate.

Two Line Voice Carryover (VCO) Procedures Not Followed: 2 Complaints
Two Line VCO calls are not frequently placed through the Minnesota Relay.  However, a dedicated direct dial Two Line VCO/VCO toll free access number was recently established.  When a VCO user dials the dedicated VCO number, specially trained CAs with higher degrees of VCO experience are ready to process these types of calls.  Consumers that complain or ask questions about VCO usage are provided with the new dedicated number.

Background Noise Not Typed: 1 Complaint

The CA was provided with additional training to ensure all background noise is relayed.

Recording Feature Not Used: 1 Complaint

The CA was provided with additional training to make sure that they were able to adequately provide this feature when processing future calls.

Problem with Answering Machines: 3 Complaints

Answering machines in general are problematic and have many deficiencies such as prematurely stopping the record function in the middle of a message, or they lack adequate capacity to store numerous messages. CAs work to the best of their ability to accommodate consumers’ requests and CAs keep consumers informed of what they are hearing on the machines.

Spanish Service: 1 Complaint:

A Spanish call was accidentally routed to an English speaking CA.  The call was transferred back to the Spanish gateway.

Didn’t Follow Customer Instructions: 16 Complaints

These complaints involve CA misdials; failure to disconnect upon request, human error, etc. and are forwarded to the relay center trainer or supervisor for follow-up with the CA identified in a complaint.

Didn’t Keep Customer Informed: 12 Complaints
Consumers complained that CAs failed to respond to a caller while the called party asked to be put on hold.  The complaints were forwarded to the relay center trainer or supervisor for follow-up with the CA.

Agent Disconnected Caller: 7 Complaints

In each of the seven incidents, the causes of the calls being dropped were the result of technical failures and not CA error.  

Everything Relayed: 3 Complaints

These complaints typically involve hearing consumers that are frustrated that relay agents must transliterate conversations verbatim.

Agent Was Rude: 18 Complaints

Unfortunately, rudeness on the part of relay agents occasionally occurs, but is never tolerated.  Upon receipt, these complaints are forwarded to the relay center trainer or a supervisor for follow-up with the CA(s).  If necessary, relay agents receive additional coaching regarding proper procedures for the handling of calls.  If problems with rudeness continue to persist, the CA may be disciplined or terminated. 

Speech-to-Speech (STS): 9 Complaints

Many consumers have reported that hearing the CA or the person they are calling through STS is very difficult.  Because STS technology utilizes a conference platform, volume is sometimes compromised.  Therefore, consumers have been instructed to ask the CA to boost the volume if they encounter low volumes again in the future.  Occasionally, a STS consumer will dial the STS access number and be routed to a traditional relay CA.  After the CA identifies that the call should be at the STS gateway, the call is transferred and successfully completed.

Other Problem Type Complaint: 39 Complaints

In total, these complaints can be categorized as being above and beyond the control of the TRS provider.  For example, the customer is upset that the number they were calling is disconnected.

Lost Branding: 4 Complaints
When customers occasionally do “lose their branding”, branding is typically restored the same or following day that a complaint is received.

Trouble Linking Up: 32 Complaints

These types of complaints involve problems that hearing callers have when accessing the relay from Private Branch Exchange (PBX) telephone systems.  Due to limitations of the branding function, PBX systems are typically branded for TTY callers.  Therefore, when a hearing caller accesses the Minnesota Relay, they first hear TTY tones and perhaps believe they cannot place a call.  When such complaints are received, consumer relations’ staff advises the caller that they must wait up to 20 seconds before they get a voice response.   Also, some PBX systems are not yet programmed for 3-digit dialing, which resulted in 7-1-1 dialing not being successful.  In these cases, consumer relation’s staff worked with the companies until PBX issue is resolved to the extent possible.

Line Disconnected: 1 Complaint

Due to technical failure or human error, calls are “dropped” from time to time as is the case with non-relay calls.

Garbled Message:  4 Complaints

Although incidents of garbled text are generally beyond the control of the TRS provider, our consumer relations’ staff is most willing to visit the homes or offices of those with garbled text problems.  Often, they find situations where TTY’s (which are not directly connected) are placed in areas where the TTY is subject to interference, e.g., audio equipment or large appliances that may emit radio frequency (RF) noise or electromagnetic fields (EMF).  If that is the case, the consumer relations’ staff make recommendations to relocate the TTY to another area of the home or office that is appropriate for TTY use.  We also find that garbled text may result from a TTY being beyond the point of overhaul and in need of replacement. 

Database Not Available: 3 Complaints

As with lost branding complaints, consumers occasionally experience situations in which their Customer DataBase (CDB) information does not appear on the relay agent’s monitor.  These complaints are quickly addressed by reestablishing CDB’s by following the same steps required for the initial CDB setup.  

Other Technical Complaints: 18 Complaints

Consumer complaints in this category involve circumstances that are above and beyond the control of relay providers or administrators.  For example, these types of complaints include lines of called parties being busy for long periods of times, complaints about automated menu systems, etc.

Other: 4 Complaints

These four complaints each involved situations that were above and beyond the control of relay providers or administrators.  For example, complaints involved called party’s phones not being answered, billing issues not related to TRS, unwanted calls, etc.

For further information regarding the Minnesota Relay please contact Trich Shipley at our Consumer Relations’ Office:

Minnesota Relay Consumer Relations’ Office

First National Bank Building

322 Minnesota Street, Suite East 1330

St. Paul, MN 55101

(651) 602-9005 Voice/TTY

Fax: (651) 602-9010

trichshipley@uswest.net
All other correspondence should be directed to:

Jim Alan, TACIP Administrator

Minnesota Department of Commerce

85 7th Place East, Suite 600

St. Paul, MN 55101-3165

(651) 297-4565 Voice

(651) 297-3067 TTY

Best regards,

Jim Alan

TACIP Administrator

C: 
Jim Bernstein, DOC Commissioner


Anthony Mendoza, DOC Deputy Commissioner, Telecommunications

Dr. Burl Haar, Executive Director, MPUC

Lillian Brion, MPUC

Attachment # 2

Summary Log for June 1, 2001 – May 31, 2002

Minnesota Relay

For the period of June 1, 2001 through May 31, 2002, Sprint processed more than 1,337,765 outbound calls on behalf of Minnesota Relay, receiving a total of one hundred seventy (0.013%) customer complaints. All one hundred seventy complaints were filed with supervisors at one of the eleven Sprint TRS centers.  All of these complaints were resolved in a timely fashion.  None of these one hundred seventy complaints were escalated for action to the State of Minnesota or to the Federal Communications Commission. 

Appendix O

Letter to Telephone Companies

Regarding Directory Listings

TACIP – Telecommunication Access 






for Communication Impaired Persons

Dear Minnesota Telephone Company,

I am writing to you on behalf of the Minnesota Department of Commerce’s Telecommunication Access for Communication Impaired Persons (DOC-TACIP) program.  As required by FCC Rule 47 CFR § 64.604(c) (regarding Telecommunications Relay Service), all Minnesota telephone companies must include information about the Minnesota Relay and Telephone Equipment Distribution (TED) Program with each customer’s bill or newsletter.  

To provide background, the Minnesota Relay facilitates calls, both personal and business, between traditional telephone users and those who are Deaf, hard-of-hearing, or speech-impaired and use a Telecommunications Device for the Deaf (TDD) or teletypewriter (TTY) to communicate over the phone.  The TED Program provides special equipment (at no cost for those who qualify) to individuals who have difficulty using the telephone due to hearing, speech, or mobility impairments.  The State’s eligible TED Program clients are predominately older and hard-of-hearing persons that typically do not apply for the TED Program unless encouraged to do so by trusted friends or telephone service providers.

In 1999 Minnesota added Speech-to-Speech services to the Minnesota Relay.  Speech-to-Speech enables a person whose speech cannot be easily understood to have their calls relayed to the person they wish to speak to by dialing 1-877-627-3848.  Also, a new Spanish relay service became available on September 1, 2000.  The Spanish Relay works the same way that the English speaking relay does, and may be accessed by dialing 

1-877-627-5448.

Most importantly, as of October 1, 2001, all Minnesota telephone companies must provide access to the Minnesota Relay by simply dialing 7-1-1.  However, please continue to publish the current ten digit access number since owners of payphones and users of private branch exchange (PBX) systems might not re-program their telecommunications equipment in a timely or effective manner.

I have enclosed updated sample telephone listings and bill stuffers that comply with the aforementioned federal requirements.  The Department wishes to underscore that this federal rule mandates that telephone carriers provide this service at no public cost and that all telephone directories provide free Minnesota Relay listings and use instructions, as well as information on the availability of the Telephone Equipment Distribution Program.  The relevant part of the FCC rule states:

Carriers, through publication in their directories, periodic billing inserts, placement of TRS instructions in telephone directories, shall assure that callers in their service areas are aware of the availability and use of TRS. 

As a public service to customers, local telephone companies typically place the Minnesota Relay information after the 9-1-1 and other emergency service listings in their directories, but before the alphabetized listings.

As demonstration of your company’s compliance, please send or fax (651-284-4107) the following:

1. A copy of your telephone company’s directory page(s) which pertain to the Minnesota Relay/TED Program.  

2. A copy of the Minnesota Relay/TED Program bill stuffer or newsletter article that you are sending to your customers.

If you prefer to have an electronic copy of the bill stuffers, please e-mail Rochelle Garrow at: rochelle.garrow@state.mn.us. Or, if you prefer a camera-ready bill stuffer, please call 1-800-657-3663.

I wish to thank all of the telephone companies for their past and future cooperation. 

Please feel free to contact me if I can be of assistance regarding the Minnesota Relay, or in answering any questions you may have regarding this correspondence.  I can be reached at (651) 297-4565 or 1-800-657-3599.

Sincerely,

Jim Alan

TACIP Administrator

JA/rrg

Enclosures

MINNESOTA RELAY & TELEPHONE EQUIPMENT DISTRIBUTION PROGRAM

Services of the State of Minnesota Department of Commerce-Telecommunication Access for Communication Impaired Persons (TACIP) provided under contract with Communication

Service for the Deaf, Sprint Communications Company, and the Department of Human Services.

To relay a call dial: 711 or 1-800-627-3529

To relay a call dial: 711 or 1-800-627-3529
The Minnesota Relay is a communications service, which connects Deaf, speech-impaired, and hard-of-hearing persons with hearing persons via the telephone.  Anyone may access the Minnesota Relay.

TO ACCESS THE RELAY

If you use a TTY/TDD (a Teletypewriter or Telecommunications Device for the Deaf ):

1.
Call the Minnesota Relay at: 7-1-1 or 1-800-627-3529.

2.
Give the Communication Assistant (CA) the number you wish to reach.  Then type “GA” (this is a signal for “I have finished my thought; now you Go Ahead”).

3.
As your call is being relayed, type as though speaking directly to the person you are calling.  The CA will speak (or “relay”) your typed message to the hearing person.

If you use the telephone:

1.
Call the Minnesota Relay at: 7-1-1 or 1-800-627-3529.

2.
Give the CA the number you wish to reach.

3.
As your call is being relayed, talk as though speaking directly to the person you are calling.  The CA will transmit in text form your spoken message.

By computer with phone modem:

1.
Call the Minnesota Relay at: 7-1-1 or 1-800-627-3529 (with protocol at speeds ranging from 300 to 2400: 8 Bits/No Parity/1 Stop Bit/Full Duplex.  When calling at a rate of 300 or below, follow the above using Half Duplex).

IMPORTANT INFORMATION  

· The Minnesota Relay is available 24 hours a day, 365 days a year.

· You can call next door or internationally.

· All calls are 100% confidential.

· There is no charge for using the Minnesota Relay unless you call long distance.

Billing of calls

There are three ways to bill your long distance calls other than standard billing.

Collect:

· Tell the CA (Voice or Type):  “I want to make a collect call to (area code and number you are calling).  My name is (give full name).

· 900 pay calls (credit card or direct billing): 900-246-3323.

Using your calling card:

Tell the CA (Voice or Type): “I want to make a long distance call.  Please charge to (name of phone company) calling card number (give complete number and PIN).  My phone number is (area code and phone number).  Please call (area and phone number you are calling)”.

Using third party billing:

Tell the CA (Voice or Type): “I wish to make a long distance call and bill it to my phone number.  My name is (give full name).  The number I want billed is (area code and phone number).  Please call (area code and phone number you are calling)”.  This will only work when a person is reachable for verification at the number being billed.

Emergency Assistance

TTY/TDD callers should dial direct to 9-1-1 or other existing emergency numbers in emergency situations.  (All 9-1-1 centers are now equipped to handle TTY/TDD 9-1-1 calls.  Just call 9-1-1 and tap the TTY/TDD space bar and you will get a TTY/TDD response.) Using the Minnesota Relay for 9-1-1 calls may result in a delay in getting your message through!

SPANISH RELAY

The Spanish Relay works the same way that the English speaking relay does; just dial:  1-877-627-5448. The CA can relay calls between two Spanish speaking persons, or between a Spanish speaking person and an English speaking person.  Please note: Spanish Relay is not intended to serve as a language translation line for two persons who are hearing but do not speak the same language.  The call must take place between a person who is Deaf, speech-impaired, or hard-of-hearing, and a person who is hearing.

SPEECH-TO-SPEECH (STS)

A person who has speech difficulties and cannot otherwise be easily understood over the telephone may have their calls relayed by dialing: 1-877-627-3848.  A person who is not speech-impaired but wishes to contact a person who is speech-impaired may also call the STS phone number.  The CA will re-voice the conversation of the person with a speech impairment.  Also, a person with a speech impairment may call another person who also has a speech impairment.

TELEPHONE EQUIPMENT DISTRIBUTION PROGRAM

The Minnesota Department of Human Services-Telephone Equipment Distribution Program (TED Program) provides specialized telephone equipment, at no cost, for eligible Minnesotans who are experiencing difficulty accessing the telephone system because they are Deaf, hard of hearing, speech impaired, or mobility impaired.  For more information, please call 1-800 657-3663 (voice) or 1-800-657-3513 (TTY). 
For more information about the Minnesota Relay (but not to place a call), please call:

Minnesota Relay Consumer Relations

(651) 602-9005 or 1-800-657-3775 (Voice)

(651) 602-9007 or 1-888-639-7623 (TTY)

Sprint: 1-800-676-3777 (after business hours)

Or you may contact the Minnesota Department of Commerce-TACIP Program at:

Minnesota Department of Commerce-TACIP

85 7th Place East, Suite 500, St. Paul, MN  55101-2198

1-800-657-3603 (TTY) or 1-800-657-3599 (Voice)

Appendix P

Two Letters to Telephone Companies 

Regarding 7-1-1

and 

Qwest’s 7-1-1 Envelope

March 14, 2001

Dear Telephone Service Provider:
As you may be aware, the Federal Communications Commission (FCC) has mandated that each “common carrier that provides telephone voice transmission services shall provide, not later than October 1, 2001, access via the 711 dialing code to all relay services as a toll free call.”  Since the Minnesota Department of Commerce (DoC) (formerly known as the Department of Public Service) is the state’s lead telecommunications-consumer advocacy agency, the DoC is responsible for monitoring and insuring statewide compliance of the FCC’s 711 implementation order.

The DoC is also responsible for direct oversight of the Telecommunications Access for Communication Impaired Persons (TACIP) program.  To provide background, the TACIP program was created by the Minnesota legislature in 1987 for the purpose of making the telephone network in Minnesota accessible to communications-impaired persons (speech-, hearing- and mobility-impaired).  Primarily, the administrator of the TACIP program is responsible for contracting with one or more private vendors that provide telecommunication relay services (TRS) which meet Federal standards.  Telephone ratepayers fund the TACIP program via a $0.12 per-month surcharge on each wired and non-wired telephone subscriber line.

Currently, teletypewriter (TTY) or telecommunications device for the deaf (TDD) users access the Minnesota Relay by dialing 1-800-627-3529.  This is also true for users of standard telephones when they wish to contact TTY/TDD users.  Calls to the relay are initially answered by a Communication Assistant or CA.  The caller then tells the CA what number they want to reach and a two-way connection is made.  For hearing relay users, the CA types everything the caller says to the hearing or speech-impaired relay user which is then read from the TTY/TDD’s user’s electronic text display.  TTY/TDD users then type their portion of the conversation, which is then read by the CA to the hearing person.  Some calls placed or received by those with hearing or speech loss can be made using a personal computer in the ASCII mode.

In its N11 Second Report and Order (CC Docket No. 92-105), the FCC takes “another step toward fulfilling the goals of Title IV of the Americans with Disabilities (ADA) act of 1990 by requiring the nationwide implementation of access to telecommunications relay services for persons with hearing and speech disabilities via the abbreviated dialing code 711.”  In essence, the ADA requires that TRS access and services are functionally equivalent, to the extent possible, to the telephone services provided for traditional telephone users.  For example, when a hearing person wishes to make a call they instantly get a dial tone.  For relay users, the functional equivalent of a getting a dial tone is when the CA begins dialing the outbound number.  The provision of 711 access to the relay decreases the time it takes to a get dial tone in direct proportion to the amount of time it would take the caller to dial an additional seven or eight numbers.  

However, functional equivalence is also addressed by 711 implementation in several other ways.  Nationwide implementation of 711 will enable relay users to access TRS as they travel from state-to-state without having to consult telephone directories to determine the local relay service number.  711 service will also provide new users with an easy to remember access number, which is especially helpful for young deaf children.  Depending on location, making a relay call to a local number may require remembering and dialing up to 21 numbers. 

Having been provided with the basics regarding TRS and some of the benefits of providing 711 access to TRS, the following will provide you and your company with the basics of 711 implementation.  

The relay service’s network provider, Sprint Communications, has prepared a 711 PowerPoint Presentation.  It contains basic information and advice for implementing 711 in Minnesota.  If you would like to view a copy of the 711 PowerPoint Presentation, you may request it via e-mail at: rochelle.garrow@state.mn.us.  Please specify as to whether you would like it via an e-mail attachment, or if you would prefer a hard copy mailed to you.  You may also contact Ms. Garrow by phone at (651) 297-4203.

It may also be useful for you to examine the FCC’s N11 Second Report and Order.  That document is available at:

http://www.fcc.gov/cib/dro/
Upon arriving at the Disability Rights Office website, click on Telecommunications Relay Services.  Then scroll down and click on 711 Second Report & Order Microsoft Word Format.  In addition to its Order, the FCC provides many comments from concerned parties regarding implementation by wired, non-wired, pay phone and PBX telephone service providers. 

Essentially, full compliance with the FCC’s Order will require that each common carrier “point” 711 to the toll free number: 1-866-711-2526.  Upon first reaching 1-866-711-2526, the call will automatically be forwarded to the relay’s ten-digit access number, which will allow the DoC to track 711 usage.  Although you may program your networking equipment to “point” 711 to the 1-866-711-2526 number at anytime, you will not be able to test the connection before July 1, 2001.

Just prior to July 1, 2001, you will receive a one page DoC form requesting basic information, which will indicate the status of your efforts to implement 711 access to TRS.  You will then be required to return the form to the DoC in order that we may monitor compliance by each Minnesota telephone service provider.  When full compliance is achieved statewide, the DoC will report that finding to both the Minnesota Public Utilities Commission and the FCC.  

Some of your companies may have already implemented 711 in other areas of the country.  The 24 jurisdictions which have already implemented 711 access to TRS include Hawaii, Maryland, North Carolina, Nevada, Texas, Massachusetts, Delaware, Maine, New Hampshire, New Jersey, Pennsylvania, Rhode Island, Vermont, Virginia, Washington D.C., West Virginia, Kentucky, South Carolina, Tennessee, Alabama, Florida, Georgia, Louisiana and Mississippi.  Network and operations personnel working for your company in other states may be able to provide valuable information to you regarding 711 implementation.

If at any time you have questions, concerns, or suggestions regarding 711 implementation, or, if you do not have the Internet access necessary to obtain the aforementioned documents, please call me at 651-297-4565. Or, you may contact me via e-mail at: jim.alan@state.mn.us.  Your attention to this matter is greatly appreciated.

Best regards,

Jim Alan, DoC-TACIP Administrator

C: 
Jim Bernstein, DoC Commissioner


Anthony Mendoza, DoC Deputy Commissioner, Telecommunications


Burl Haar, Executive Director, MPUC


Lillian Brion, MPUC

July 17, 2001

Dear Telephone Service Provider:

As we approach the Federal Communications Commission’s (FCC’s) October 1st, 2001 nationwide deadline for implementing and promoting 7-1-1 access to telecommunications relay services, the  Department of Commerce (DoC) is requesting your help in assessing the status of common carrier compliance.  On March 14, 2001, your company was sent a letter from the DoC’s Telecommunication Access for Communication Impaired Persons (TACIP) division which contained basic information regarding the FCC’s N11 Second Report and Order (CC Docket No. 92-105) which is available at:

http://www.fcc.gov/cib/dro/trs.html--Scroll down to Orders, Notices, & Rules and find Second Report & Order on Implementation of Nationwide 711 Access to TRS.

Essentially, full compliance with the FCC’s Order will require that each common carrier “point” 7-1-1 to toll free number: 1-866-711-2526.  This will enable each of your customers to access the Minnesota Relay by using the 7-1-1 dialing shortcut.  Although functional for relay access, 1-866-711-2526 will be an unpublished number that will simply allow the DoC to track 7-1-1 usage.  The main access number to the Minnesota Relay, 1-800-627-3529, which 7-1-1 calls are ultimately forwarded to, will continue to be published and will remain in use for the foreseeable future.

In order to prepare your company’s plans to fully implement 7-1-1 access to relay services, please see the enclosed testing instructions to help determine whether 7-1-1 is automatically forwarded to 1-866-711-2526. Some telecommunications companies have already implemented 7-1-1 in other areas of the country.  Perhaps there are network and operations personnel working for your company in other states that may provide you valuable information regarding 7-1-1 implementation. 

In addition, please complete and return by mail the enclosed 7-1-1 Status Report Form by no later than September 1, 2001.  Please send the 7-1-1 Status Report Form to:

TACIP Administrator

Minnesota Department of Commerce

85 7th Place East, Suite 600

St. Paul, MN 55101-3165 

If at any time you have questions, concerns, or suggestions regarding 711 implementation, or, if you do not have the Internet access necessary to obtain the aforementioned FCC Order, please contact Rochelle Garrow at 651-297-4203 or e-mail: rochelle.garrow@state.mn.us. Your attention to this matter is greatly appreciated.

Best regards,

Jim Alan, DoC-TACIP Administrator

C: 
Jim Bernstein, DoC Commissioner


Anthony Mendoza, DoC Deputy Commissioner, Telecommunications


Burl Haar, Executive Director, MPUC


Lillian Brion, MPUC

INSTRUCTIONS FOR TESTING 7-1-1 ACCESS TO THE MINNESOTA RELAY

The toll free number, 866-711-2526, which 7-1-1 must be forwarded to, is currently operational and ready for 7-1-1 call testing.  When dialing 866-711-2526 via the 7-1-1 dialing shortcut you will encounter the following:

After dialing 7-1-1, you will reach a Minnesota Relay communication assistant (CA).  The CA will ask you what number you are calling.  At that point, please inform the CA that you are making a 7-1-1 test call.  You must then verify with the CA that the area code and seven digit number you are calling from is being displayed on the CA’s monitor.  This is accomplished by telling the CA the ten digit number you are calling from, and then asking if that number is being displayed on the CA’s monitor.  If the CA affirms that your number is being accurately displayed on their monitor, this is an indication that you have successfully translated and routed your customer’s 7-1-1 calls to 866-711-2526 and that all Automatic Number Identification (ANI) information has been transmitted.

However, if the communication assistant asks you for the number you are calling from, it is likely that your ANI has not been received at the relay center and further implementation steps need to be made or be repeated.

If you have any questions regarding 7-1-1 testing or implementation, please call Jim Alan, TACIP Administrator, at 651-297-4565.  Or, you may contact me via e-mail at: jim.alan@state.mn.us.

NOTE: Please be sure to mail in your 7-1-1 Status Compliance Form by no later than September 1st, 2001.  Send you completed form to:

TACIP Administrator

Minnesota Department of Commerce

85 7th Place East, Suite 600

St. Paul, MN 55101-3165 

Appendix Q

Minnesota Relay Advertisements

Appendix R

Consumer Relations Office

Outreach Summaries

Minnesota Relay Service

Consumer Relations Office Outreach Summary

January 1998

January 7  Campfire Girls and Boys, St. Paul (19 participants)

January 9  Como Elementary School K-3rd Grade (26 participants)

January 9  Como Elementary School 4th & 5th Grade (19 participants)

January 9  Community Home Health, Farmington (7 participants)

January 12 East Women Council, White Bear Lake (7 Participants)

January 13 Deafblind Services of Minnesota, Minneapolis (10 participants)

January 13 Greeley Health Care Center, Stillwater (6 participants)

January 20 Highland Park Junior High School 7th & 8th Grade (17 participants)

January 31 RSC Advisory Committee Meeting, Thief River Falls (1participant)

Total Presentations: 9

Total Participants: 112 

Minnesota Relay Service

Consumer Relations Office Outreach Summary

February 1998

February 2  North Century Food Bank, Crookston (4 participants)

February 2  Migrant Health Services, Crookston (2 Participants)

February 3  City of Crookston (11 participants)

February 3  City of Crookston (5 participants)

February 3  Cathedral School 5th & 6th Grades (20 participants)

February 3  Cathedral School Staff (12 participants)

February 4  Dakota County Employment & Economic Assistance Program, Hastings (100 Participants)

February 24 Two Presentations at Riverview Health Association, St. Paul (55 participants)

February 27 Early Childhood and Family Education, Minneapolis (15 Participants)

Total Presentations: 10

Total Participants: 224
Minnesota Relay Service

Consumer Relations Office Outreach Summary

March 1998

March 2 Humbolt School Deaf Class, St. Paul (18 participants)

Since the opening of the Customer Relations Manager position (February 6th), new presentations have not been scheduled unless one is specifically requested.  Presentations that were scheduled prior to the vacancy are being executed.  The scheduling of new exhibits through the RAP contract, however, are currently being conducted.  

Minnesota Relay Service

Consumer Relations Office Outreach Summary

April 1998

April 16 Family Resource Center, Wyoming (10 participants)

April 29 People Inc./Array, St. Paul (16 participants)

April 18 Aware Fair Booth, St. Paul (approximately 2,000 participants)

Total Presentations: 2

Total Participants: approximately 2,026

Minnesota Relay Service

Consumer Relations Office Outreach Summary

May 1998

May 15 Minnesota Academy for the Deaf (50 participants)

May 29 Rapid City Nursing Home (15 participants)

Total Presentations: 1

Total Participants: 65

Minnesota Relay Service

Consumer Relations Office Outreach Summary

June 1998

Presentations will continue after Jerry Pouliot, new Consumer Relations Manager, completes training. 

The 13th annual Self Help for Hard of Hearing (SHHH) convention was held in Boston for several days in June.  Over 1,000 hard of hearing people from all over the world attended.  Minnesota had participants from the MRS Consumer Relations Office (CRO) and the Department of Public Service (DPS).  Minnesota attendees participated in several workshops to obtain information from the hard of hearing community and their relay needs.  

MRS CRO staff in conjunction with DPS staff continued to work throughout the month on special projects such as two televised Public Service Announcements (PSAs/commercials), two new MRS brochures, and the new display for the Minnesota State Fair.  Other preparations for the fair are being worked on as well.

Minnesota Relay Service

Consumer Relations Office Outreach Summary

July 1998

Jerry Pouliot, the new Consumer Relations Manger, began work on July 13, 1998.  Jerry spent his first week training with Trich Shipley and in Sioux Falls for orientation.  In addition, Jerry trained in the Moorhead center for several days, and met with Sprint account managers for one week in Sioux Falls.  

Time was spent finalizing the MRS State Fair display booth and contacting statewide deaf organizations to introduce Jerry.

July 20 Community leaders (3 participants)

July 21 St. Cloud RSC Staff (6 participants)

July 21 Fergus Falls RSC Staff  (2 participants)

July 23 St. Cloud D/HH Co-ed Softball Team (25 participants)

July 31 St. Paul Technical College ASL Program (8 participants)

Total Presentations: 5

Total Participants: 44

Minnesota Relay Service

Consumer Relations Office Outreach Summary

August 1998

August 8   SHHH Event (15 participants)

August 8   Deaf Community Meeting, St. Cloud (50 participants)

August 13 MADC Board Meeting (10 people)

August 16 D/HH Meeting, St. Paul (25 people)

August 17 ALOHA SHHH Event (25 participants)

August 21 EDP Staff, St. Paul (12 participants)

August 29 Deaf HIV/AIDS Event, St. Paul (18 participants)

August 27-August 31 Minnesota State Fair (5,500 participants) 

Total Presentations: 7

Total Participants: 5,655

Minnesota Relay Service

Consumer Relations Office Outreach Summary

September 1998

September 1 - 7 Minnesota State Fair (5,500 participants)

September 1   Willmar Community Forum (15 participants)

September 3   Faribault Community Forum (20 participants)

September 8   St. Cloud Community Forum (30 participants)

September 15 Duluth Community Forum (45 participants)

September 16 Grand Rapids Community Forum (30 participants)

September 17 Bemidji Community Forum (20 participants)

September 18 Woodbury Lutheran Church (16 participants)

September 22 Detroit Lakes Community Forum (15 participants)

September 23 SHHH/Aloha Event, St Paul (22 participants)

September 24 St. Paul Community Forum (80 participants)

September 24 Minnesota Employment Center, St. Paul (14 participants)

September 25 MRID/MADC Event, St. Paul (100 participants)

September 26 Black Deaf Association, St. Paul (20 participants)

September 26 D.E.A.F. HIV/AIDS, St. Paul (12 participants)
Total Presentations: 14

Total Participants: 5,939

*This number does not include the public reached by the Statewide televised Public Service Announcements currently running. 

Minnesota Relay Service

Consumer Relations Office Outreach Summary

October 1998

October 2  Women’s Funding Network (5 participants)

October 11-13 NASRA Conference 

October 17 SHHH/ALOHA (18 participants)

October 17 Hiawatha Deaf Club 20th Anniversary (70 participants)

October 21 St. Paul Rehabilitation Center 50th Anniversary (150 participants)

October 27 FCC Meeting (Washington DC)

October 27 Workforce Center Open House (100 participants)

October 29 EDP 10th Anniversary (95 participants)

October 31 SHHH Social (18 participants)

Two MRS Public Service Announcements were televised 450 times during the month of October.

Total Presentations: 7

Total Participants: 456

Minnesota Relay Service

Consumer Relations Office Outreach Summary

November 1998

November 2   Dakota County Library (7 participants)

November 4   Dakota County Technical College (120 participants)

November 5   MCDARA Conference (125 participants)

November 6   Brainerd Social Services (32 participants)

November 7   St. Cloud Social Gathering (165 participants)

November 9   St. Cloud RSC (6 participants)

November 11 SHHH Annual Meeting (65 participants)

November 17 SHHH ALOHA Dinner (21 participants)

November 19 Deaf Bowlers (65 participants)

November 20 ALDA Meeting (8 participants)

November 23 St. Cloud RSC (3 participants)
Total Presentations: 10

Total Participants: 617

Minnesota Relay Service

Consumer Relations Office Outreach Summary

December 1998

December 5  Hiawatha Deaf Club (42 participants)

December 9  Coon Rapids High School (8 participants)

December 10 Lake Jr. High School (6 participants)

December 11 MFBHS Annual Awards Ceremony (250 participants)

December 12 ALDA Christmas Party (46 participants)

December 14 St. Paul Skyway MRS Booth (450 participants)

December 17 Deaf Bowlers (55 participants)

December 18 Metro Deaf School (5 participants)

December 19 Duluth Social Gathering (48 participants)

December 21 Chemical Dependency for D/HH (16 participants)

December 22 Apollo High School (9 participants)

Total Presentations: 12

Total Participants: 975

Holiday Greetings were distributed to 40 MRS CRO contacts.

Minnesota Relay Service

Consumer Relations Outreach Summary

January 1999

January 7   Deaf Bowlers (59 participants)

January 8-9  Minnesota Deaf Anglers (8 participants)

January 11 Legislative Day Meeting (12 participants)

January 15 Crow Wing County Social Service (1 participant)

January 16  Deaf Hard of Hearing Winterfest (125 participants

January 19  Sertoma Club (25 participants)

January 21  EDP Specialist (Statewide) (12 participants)

January 21  SHHH/Aloha Dinner (8 participants)

January 22  St. Cloud Apollo High School  (29 participants)

January 22  St. Cloud Apollo High School  (29 participants)

January 22  St. Cloud Apollo High School  (29 participants)

January 23  St. Cloud Deaf Club (34 participants)

January 23  Thompson Hall Deaf Club Mass Meeting (100 participants)

January 27  Hennepin County social Services Meeting (1 Participant)

January 29  Minnesota Chemical Dependency Program (5 participants)
Total Presentations: 15

Total Participants: 477 

Total Incoming Consumer Contacts: 121

Minnesota Relay Service

Consumer Relations Outreach Summary

February 1999

February 2   St. Cloud Technical High School  (31 students)

February 2   St. Cloud Technical High School (28 students)

February 3   DHH Social Gathering (16 participants)

February 4   Deaf Bowlers (75 participants)

February 10 Castle Elementary School (28 students)

February 10 One-on-One Outreach (1 participant)

February 11 MEC Board Meeting (14 participants)

February 11 Deaf Bowlers (60  participants)

February 12 Optional North (9 participants)

February 13 SHHH, Minneapolis (33 participants) 

February 13 St. Cloud Deaf Club (30 participants) 

February 15 SHHH/Aloha Dinner (15 participants) 

February 18 Deaf Bowlers (73 participants)

February 19 Faribault Deaf Club (16 participants)

February 20 West Valley Club (16 participants) 

February 22 DHH Deaf Blind/Legislative Day at the Capitol

February 23 Deaf Salon (12 participants)

February 25 Deaf Bowlers (75 participants)

February 26 Cambridge Housing Unit (2 participants)

February 26 SHHH/Aloha Dinner (35 participants)

February 27 Hiawatha Deaf Club (42 participants) 

Total Presentations: 22

Total Participants: 611

Minnesota Relay Service

Consumer Relations Outreach Summary

March 1999

March 2
 Legislative Day at the Capitol (125 participants)

March 5
 Lunch meeting with Deaf Consumers (6 participants)

March 13 Thompson Hall/MRS 10th Anniversary (130 participants)

March 19 D/HH Educational Day in Staples (75 participants)

March 20 Grand Rapids Deaf Club (6 participants)

March 22 St. Cloud Head Start Program (132 participants)

March 25 Deaf Bowlers (68 participants)

March 29 Meeting w/RSC & EDP regarding State Fair 1999 (2 participants)

March 30 Deaf Salon (15 participants)

Total Presentations: 9

Total Participants: 559

Minnesota Relay Service

Consumer Relations Outreach Summary

April 1999

April 1-2 Meeting with Sprint, USA Relay, and DPS (3)

April 7 University of Minnesota ASL Class (20 students)

April 8 University of Minnesota ASL Class (50 students)

April 8 SHHH/Aloha Diner (12 participants)

April 10
SHHH/MAHI Meeting (65 participants)

April 12
St. Paul Chamber of Commerce (20 participants)

April 15-18 Booth- GLDBA & ADWBA Bowling Tournament (250 bowlers/fans)

April 28
Four Presentations, St. Cloud City Hall (71 participants)

April 29
Deaf Bowlers (55 participants)

Total Presentations:  13

Total Participants:  546

Total Incoming Contacts:  93

A MRS CRO presentation flyer was created to advertise our free MRS customized training.

Staff from the MRS CRO researched obtaining a 911 database to either have on line, or a copy for the MRS group managers.  The list was obtained and discussed at S.T.A.R.S.  Implementation awaits final DPS approval.

Coordination of the Minnesota State Fair MRS booth has begun.  Obtaining the license, creation of materials, and staff coverage are our point of focus.

A consumer brought to out attention that the MRS CAs do not process 411 calls correctly.  MRS CRO staff worked with the MRS trainer, which resulted in a memo to CAs to clarify our procedure.

“No Solicitation” is a new feature provided by US West.  If purchased, this feature does not allow calls that do not have caller ID information to arrive at your home.  Since the MRS does not have caller ID information, this feature was tested to ensure that MRS calls are not negatively affected by this feature.  Results proved that this feature will technically work with the MRS.

Minnesota Relay Service

Consumer Relations Outreach Summary

May 1999

May 1
St. Paul Deaf Club/Thompson Hall Family Fun Day (125 participates)

May 6
MNCDPDHH 10 Anniversary, Twin Cities (125 participates)

May 8
Family Social Day for DHH, Cambridge (35 participates)

May 8
Thompson Hall Social Events, St. Paul (85 participates)

May 12
SHHH/ALOHA Dinner, St. Paul (12 participates)

May 15
ASL Deaf Story-time-Merriam Library, St. Paul (14 participates)

May 15
ASL Fest, Faribault (125 participates)

May 15
SHHH Banquet, Twin Cities (36 participates)

May 20
University of Minnesota/ASL Open House, Twin Cities (150 students)

May 21
MRS 10th Anniversary/Metro Deaf Senior Citizen (98 seniors)

May 21
Help Yourself, Inc. Fund Raising, Twin Cities (225 participates)

May 27
E.A.R.S. Social Gathering for DHH, Twin Cities (120 participates)
Total Presentations: 12

Total Participants: 1,150

Total Incoming Contact: 26
Celebrating the MRS 10th anniversary in the consumer community has been a positive experience for our consumers.  The MRS CRO is currently working with two new Local Exchange Carriers regarding Billing and Collections/Carrier of Choice implementation.

Minnesota Relay Service

Consumer Relations Outreach Summary

June 1999

June 9
Meeting Regarding Minnesota State Fair 

June 11
Meeting with DHHSD Regarding ASL Camp

June 12
Parent Child Institute-Panel (80 participants)

June 14
SHHH/Aloha Dinner (12 participants)

June 18
City of Bloomington Human Services Division-Creekside Community Center (10 participants)

June 18
D/HH Lunch meeting (7 participants)

June 19
St. Cloud Deaf Club (35 participants)

June 22
Presentation - Duluth [canceled]

June 22
Creekside Community Center (12 participants)

June 27-29 Annual International SHHH Convention in New Orleans (130 participants)

June 29
D/HH Social Gathering (15 participants)

Total Presentations: 12

Total Participants: 301

Total Incoming Contact: 49

In June, Consumer Relations staff attended the 14th International SHHH Convention in New Orleans.  Hundreds of hard of hearing people from all over the world were present to learn about relay and other technologies developed to assist the hard of hearing.

The opportunity to educate people about relay and Voice Carry Over was a tremendous experience for all involved.  Public relations also consisted of encouraging convention attendees to participate in the 15th International SHHH Convention located in St. Paul, Minnesota.  Plans for MRS representation at that event are currently being discussed.

Minnesota Relay Service

Consumer Relations Outreach Summary 

July 1999

July 6   D/HH Social Gathering (12 participants)

July 7   One-on-One Outreach (1 participant)

July 9   Summer MCC Youth Open House (33 participants)

July 14-18 TDI Conference; Seattle, Washington

July 20 MAHI Family Event (6 participants) 

July 22 Camp Knutson (45 participants)

July 24 D/HH Social Gathering (35 participants)

Total Participants: 132 plus TDI contacts

Total Incoming Contact: 22

Both Jerry Pouliot and Trich Shipley attended the TDI conference in Seattle.  This conference offered ample opportunities to discuss the future of relay in general, as well the future of public relations.  Networking was conducted between deaf community participants, FCC personnel, and several state relay administrators.  

Congressmen Jim Oberstar attended the Summer MCC Youth Program where MRS outreach was conducted.  Educating state officials on the importance of relay allows future legislative deaf related issues to be dealt with more efficiently, and is beneficial for the deaf and relay communities.

Plans are underway to showcase the MRS display in heavily populated areas of the cities.  In addition, preparations for the Minnesota State Fair are all going well.  All volunteers’ shifts and interpreter slots are filled and distribution materials have been designed and ordered.

Plans for MRS CRO staff to attend the NASRA conference is also underway.  The FCC plans to address the NASRA audience and Jim Alan plans to moderate the Carrier of Choice (COC) discussion.  The COC issue has been worked on by MRS CRO staff for over a year now.   An article was published in the NASRA newsletter announcing the 10th anniversary of the MRS and implementation of new MRS features.

MRS articles continue to appear in the SHHH MN chapter newsletter on a monthly basis. 

Minnesota Relay Service

Consumer Relations Outreach Summary

August 1999

August 5   Midwest Deaf Golfers (100 participants)

August 6   Northeast RSC Advisory Committee (21 participants)

August 9   Bemidji Deaf Social (7 participants)

August 10 Upper Northwest RSC Advisory Committee (13 Participants)

August 11 Association of Public Safety Communications Officials (55 participants)

August 12 D/HH Social (18 participants)

August 13-14 Exhibition-MADC Conference (98 participants)

August 20 D/HH Luncheon (7 participants)

August 25 - September 7 Exhibition-Minnesota State Fair (10,000 participants)

Total Participants: 10,316 (plus showcase)

Total Participants: 96

The Gordon Allen Community Award was given to the MRS Consumer Relations Office by Minnesota Association of Deaf Citizens (MADC) in August.  This award was presented to MRS Consumer Relations Office because our community involvement has contributed positive and projective service toward the advancement of deaf people in Minnesota.  

The award was proudly displayed at the MRS State Fair booth that reached out to 10,000 people this year! Unlike other years at the fair, many people shared that they are familiar with the MRS and have used it often.  Comments such as “the Relay is why I can still live on my own at 90 years of age and be totally independent.”  Another deaf individual reflected on the times without relay that she would have to drive somewhere in order to contact anyone.  Plans are underway to continue outreach such as this to people state- wide. 

For 15 days the MRS display was showcased in a downtown St. Paul skyway showcase where 2,000 people walk by everyday.  The concept behind having a booth located in this fashion is to create name recognition, and to educate people that such a service exists.

Due to the tireless efforts of the TACIP Administrator, Jim Alan, Minnesota is now the 9th state to provide Speech-to-Speech. On September 1st Jim Alan, Trich Shipley and staff from the Equipment Distribution program drove to the home of a new Speech-to-Speech consumer and witnessed the first Minnesota STS call. 

Minnesota Relay Service

Consumer Relations Outreach Summary

September 1999

August 25-September 7 Minnesota State Fair (10,000 participants)

September 8   Two Presentations, Wayzata High School (60 students)

September 16 Deaf Bowlers (75 participants)

September 17 SHHH/Aloha Dinner (12 participants)

September 18 SHHH Fundraising (18 participants)

September 21 East/West Central RSC Advisory Committee (13 participants)

September 21 Deaf Culture Salon (85 participants)

September 23 Deaf Bowlers (65 participants)

September 27 Skyview Elementary School Students (25 participants)

September 28 Meeting with Metro RSC regarding Minnesota State Fair

September 29 SPRC Social event (55 participants)

September 30 MEC Advisory Committee 

September 30 Deaf Bowlers (80 participants)
Total Participants (not including State Fair): 488

Total Incoming Contact: 31

Sara Meyer has been hired as the MRS STS Coordinator/Consultant.  Site training visits to STS consumers homes are currently taking place.  A test group of 30 volunteers with speech differences is being formed.  Volunteers will commit to making 3 - 4 calls a week for two months.  A Speech-to-Speech calling guide is also being created for new consumers.  Several organizations that have contact with people who may benefit from STS have also been approached regarding this new MRS feature.

Minnesota Relay Service

Consumer Relations Outreach Summary

October 1999

October 1   Meeting w/DHH (6 participants)

October 4   Five Presentations, University of Minnesota (115 participants)

October 5   Five Presentations, University of Minnesota (125 participants)

October 6   Granite Falls Technical College (24 participants)

October 7   Three Presentations, Chaska High School (63 participants)

October 12 Boy Scouts of America (14 participants)

October 13-17 ALDAcon Conference; Alexandria, Virginia (280 participants)

October 19 Hosted the Deaf Cultural Salon (112 participants) 

October 20 STS Workshop (13 participants)

October 21 Metro RSC Advisory Committee (6 participants)

October 21 Deaf Bowlers (76 participants)

October 22 Meeting with MRS Center Staff and CA’s

October 23 MRID Conference-Exhibition (130 participants)

October 27 Three Presentations, Roosevelt High School (21 participants)

October 28 Castle Elementary School (28 participants)

October 30 Boy Scouts of America–Exhibition (55 participants)
Total Participants: 1,068

Incoming Contact: 27

The University of Minnesota has made MRS presentations a part of their future ASL 1 class curriculum.  Ten U of M presentations were conducted this month; presentations were held at several other schools as well.

In addition to focusing on schools, we have made ample effort to provide outreach to the Boy Scouts.  Outreach has been provided for troop members, leaders, and  administrative staff.

Much time was devoted to the success of our newest feature;  Speech-to-Speech.  Trich Shipley organized a meeting consisting of Dr. Bob Segalman, founder and developer of STS; Jim Alan, TACIP Administrator; Karma Doorman, Sprint STS Trainer; Marci Schutt, EDP Coordinator; Marge Johnson, EDP Specialist; Sara Meyer, STS Coordinator; several STS consumers; and MRS CRO staff.

Our outreach and training plans were reviewed by all, new ideas on how to move forward  were discussed, and consumers shared their needs.  Our call volume for the month of September reached an outstanding total of 53 calls.

Sara Meyer, Trich Shipley, and Karma Doorman have designed several new training features for the CA s as a result of this meeting.  All CA s will be giving the opportunity to share their feedback as well.

Participants in the STS test group, which is still in the development stage, are using STS as part of their daily lives.  Feedback from consumers such as, “IT IS ABOUT TIME!!!!” and ample tears have been shed during one-on-one STS outreach.

Minnesota Relay Service

Consumer Relations Outreach Summary

November 1999

November 4   D/HH Event (65 participants)

November 5   Fergus Falls RSC Open House (55 participants)

November 6   D/HH Event (15 participants)

November 9   Boys Scouts of America  (10 participants)

November 11 STS Consultant Meetings/Wisconsin

November 13 State of Minnesota SHHH (23 participants)

November 17 FCC Meetings/Baltimore and Washington DC (14 participants)

November 18 D/HH Event ( 70 participants)

November 19 D/HH Lunch  (6 participants)

November 30 ALDA Event  (11 participants)

Total Presentations: 13

Total Participants: 269

Total Incoming Contact: 28

In October 1998, a group consisting of Trich Shipley and Maryland and Virginia relay staff visited the FCC.  At that time, we tried to encourage the FCC to mandate that all long distance providers become an available Carrier of Choice (COC) through TRS.  Many TRS consumers are not able to access long distance with their carrier through the MRS due to the carrier not being on our COC availability list.  After months of work and many meetings, Exparte Comments were filed with the FCC and supported by our visit.

328 Speech-to-Speech Calls placed in November; Minnesota surpassed the call volume of Arizona, Washington, Nevada, and Wisconsin combined!  Our outreach campaign continues.
Dr. Bob Segalman complimented MRS STS outreach efforts and asked if Minnesota could be used as a model for other states.  Dr .Segalman also wants to incorporate Minnesota’s success into a report for the FCC.  Both topics are pending State approval.

Jim Alan and Trich Shipley met with Katherine Keller, Wisconsin Speech to Speech Consultant who works with Sprint, to create further outreach ideas.  Several ideas for MRS STS booths and presentations were discussed.  The MRS STS brochure has been added to the STS web page that Ms. Keller created.

We are in the process of scheduling the first STS presentation at the University of Minnesota.  A STS consumer will demonstrate a live call during this and all presentations.

Minnesota Association of Deaf Citizens (MADC) and the Deaf Summit requested a MRS Focus Group meeting to discuss 711, VRI, and the EDP.  MRS CRO is hosting the meeting on Wednesday, January 12th from 6:00 pm - 9:00 pm at the Holiday Inn in Bloomington.

The CRO assisted in the development of the MRS Consumer Satisfaction Survey which is going to be sent to thousands of MRS consumers.  Jerry Pouliot plans on bringing surveys with him while conducting outreach to our customers.

The Department of Commerce and MRS CRO personnel are creating plans to support the SHHH National Convention in St. Paul Minnesota, June 2000.

MRS CRO is formulating a plan to assist SHHH with the National Hearing Test Day sites located in Minnesota.  (Support for both the above mentioned includes MRS outreach.)

The CRO is assisting DTG Mcloud USA, a new Local Exchange Carrier, to become available on our COC list.

Minnesota Relay Service

Consumer Relations Outreach Summary

December 1999

 December 2   D/HH Event (60 participants)

 December 3   MRS Presentation - Moorhead (45 participants)

 December 3   Doorways Fund Raising (175 participants)

 December 7   MSAD, Faribault (8 participants)

 December 9   D/HH Event (55 participants)

 December 11 D/HH Event, Duluth (53 participants)

 December 14 Highland High School (21 students)

 December 14 R.E.M. (4 participants)

 December 15 Five Presentations (155 students)

 December 16 St. Louis Senior High (53 students)

 December 16 D/HH Event (45 participants)

 December 17 Shelter Home, Mankato (28 participants)

 December 23 D/HH Event (57 participants)

Total Presentations: 17

Total Participants: 759

Total Incoming Contact: 20
Speech to Speech group presentations have been formulated and 4 have been conducted to date.  Presentations include: Sara Meyer explaining STS in general, showing the STS video by Dr. Bob, distribution of materials, and a STS consumer placing a live call.
Minnesota Relay Consumer Relations Office

Outreach Summary

January 2000

January 6   D/HH Event (55 participants)

January 7   D/HH Lunch Meeting (4 participants)

January 8   Outreach Survey at Thompson Hall (65 participants)

January 12 Minnesota Relay Focus Group (17 participants)

January 13 D/HH Event (58 participants)

January 14 Four Presentations, St. Cloud Technical High School (120 participants)   

January 18 Lunch Meeting w/Consumer (1 Participant)

January 20 D/HH Gathering (59 participants)

January 21 Cooper Tire; Booth (60 participants)

January 22 Thompson Hall Mass Meeting (145 participants)

January 27 D/HH Event (57 participants)

January 28 Meeting w/Customer (1 Participant)

January 31 Minnesota Relay Presentation U of M (28 participants)

Total Presentations: 16

Total Participants: 670
Minnesota Relay Consumer Relations Office

 Outreach Summary

February 2000

February 1 Four Presentations, U of M (120 participants)

February 2 Four Presentations, U of M (120 participants)

February 3 Two Presentations, St. Cloud Technical College (16 participants)

February 3 D/HH Event (60 participants)

February 4 Presentation to Hubbs (15 participants)

February 8 D/HH Event (12 participants)

February 9 Four Presentations, Wayzata High School (200 participants)

February 10 D/HH Event (55 participants)

February 11 2-line VCO Training with Customer (1 Participant)


February 12 D/HH Event (85 participants)

February 15 D/HH Event (15 participants)

February 16 Presentation to Southeast Asian (18 participants)

February 17 D/HH Event (45 participants)

February 19 D/HH Event (65 participants)

February 21 SHHH/Aloha Social Event (13 participants)

February 22 Deaf Salon Event (55 participants)

February 23 Presentation, Creekside Community Center (18 participants)

February 24 D/HH Event (55 participants)

February 26 Boys Scouts of America Exhibition (55 participants)
Total Presentations: 29

Total Participants: 1,023

Minnesota Relay Consumer Relations Office

 Outreach Summary

March 2000

March 2   D/HH Event (65 participants)

March 2   Skyview Elementary (100 participants)

March 7   Two Presentations (Canceled)

March 8   D/HH Event (14 participants)

March 9   D/HH Event (55 participants)

March 11 D/HH Event, Duluth (65 participants)

March 13 Rochester School (24 participants)

March 14 SHHH/Aloha Social Event (14 participants)

March 15 D/HH Event (12 participants)

March 16 D/HH Event (66 participants)

March 20 Highland Park School (42 participants)

March 21 Deaf Salon Event (45 participants)

March 22 Department of Health; Booth (150 participants)

March 23 National Deaf CD Conference; Booth (135 participants)

March 23 D/HH Event (58 participants)

March 24 National Deaf CD Conference; Booth (85 participants)

March 24 Metro Deaf School Event (120 participants)

March 25 National Deaf CD Conference; Booth (62 participants)

March 29 D/HH Event (14 participants)

March 30 D/HH Event (63 participants)

March 31 Ramsey County Council of Chemical Health (102 participants)

Total Presentations: 24

Total Participants: 1,291

Speech-to-Speech Outreach:
March 1 Rice, Inc. (14  participants)

March 1 Metro Council on Aging (15 participants)

March 1 Consumer Training (1 Participant)

March 2 NSSHLA, U of M (20 participants)

March 6 ACT, St. Paul (1 participant)

March 9 Opportunity Partners TBI, Richfield (25 participants)

March 9 Mary T. Care Providers, Blaine (17 participants)

March 14 MS Family Support Group (25 participants)

March 14 Consumer Training (1 participant)

March 15 ARC, Anoka-Ramsey (19 participants)

March 15 American Indian Center (4 participants)

March 15 Consumer Training, Minneapolis (1 participant)

March 22 TBI, Metro (10 participants)

March 23 Ablenet (1 participant)

March 23 MS Achievement Center (30 participants)

March 24 Laidlaw Metro Mobility (10 participants)

March 27 St. Paul Rehab and Bethesda (12 participants)

March 28 Mary T. Care Providers (20 participants)

March 29 Resource, Inc. and Minneapolis Rehab (25 participants)

March 31 Metro Job Connection Job Fair (15 participants)

Total Presentations: 24

Total Participants: 333
Minnesota Relay Consumer Relations Office

 Outreach Summary

April 2000

April 4 Community Forum, Grand Rapids (26 participants)

April 5 Community Forum, Duluth
(40 participants)

April 7 Three Presentations, Chaska (55 participants)

April 11 Community Forum, Detroit Lakes (95 participants)

April 13 Two Presentations, Minnetonka High School (54 participants)

April 13 Community Forum, Rochester (45 participants)

April 14 VCO Training (3 participants)

April 15 Minnesota Relay Exhibition-Aware Fair (1,500 participants)

April 15 D/HH Event (200 participants)

April 17 D/HH Event (19 participants)

April 18 Presentation, Crookston (25 participants)

April 19 D/HH Event, Fergus Falls
(12 participants)

April 20 Community Forum, Marshall (35 participants)

April 24 D/HH Event (19 participants)

April 27 St. Cloud State University (90 participants)

April 27 Minnesota Relay Exhibition-Teacher’s of D/HH Conference (59 participants)


April 28 Normandale Community College (24 participants)

Total Presentations: 22

Total Participants: 2,301

Speech-to-Speech Outreach:








Vocational Rehab & Jewish Family Services (5 participants)

MS Achievement Center, St. Paul (25 participants)

Bethesda Hospital Stroke Support Group (26 participants)

Fairview Riverside Hospital Speech Pathologists (20 participants)

Handicabs- Operators & Administrators, Minneapolis (10 participants)

ARC Suburban, West St. Paul (22 participants)

ARC Hennepin County, Minneapolis (12 participants)

Minnesota Speech Language & Hearing Association Conference Booth (400 participants)

Minnesota Speech Language & Hearing Association Contributed Papers (20 participants)

Epilepsy Foundation, Duluth (1 participant)

Duluth Independent Living Center (4 participants)

ARC Choice Unlimited, Duluth (1 participant)

Equipment Distribution Program (1 participant)

Courage Center, Duluth (1 participant)

Girl Scouts of America Representative (1 participant)

Mart T. Group Home Personal Care Managers (20 participants)

Total Presentations: 17

Total Participants: 569

Minnesota Relay Consumer Relations Office

 Outreach Summary

May 2000

May 6  Exhibition -St. Cloud/Weekend Get Away (120 participants)

May 8  Minnesota Relay Presentation, St. Cloud [Postponed]

May 8  Deaf Golfers (16 participants)

May 11 Minnetonka High School (23 participants)

May 11 D/HH Bowling Banquet (65 participants)

May 12 Duluth RSC Advisory Board (12 participants)

May 16 Moorhead High School
 (48 participants)

May 17 SHHH/Aloha (29 participants)

May 19 VCO Presentation (4 participants)

May 19 MDS Social Event (98 participants)

May 20 SHHH (34 participants)

May 20 Hiawatha Deaf Club (34 participants)

May 22 D/HH Event (16 participants)

May 31 SHHH Volunteer Meeting (45 participants)

Total Presentations: 13

Total Participants: 544 

Speech-to-Speech Outreach:







Mankato Rehab Services (2 participants)

Mankato Legal Services (9 participants)

Mankato Center for Independent Living (3 participants)

Radio Program-Disabled and Proud (Estimated 30,000 Listeners)

Minneapolis Veterans Hospital (6 participants)

Minneapolis Rehab Services-Hennepin County Medical Center (20 participants)

Speech Pathologists and Administrators-Phoenix House Residence (12 participants)

Consumers and Staff (16 participants)

St. Paul Rehab Services (15 participants)

U of M Institute on Community Integration (10 participants)

Burnsville Rehab Services (4 participants) 

ARC Suburban-People’s Choice (17 participants)

ARC of Ramsey East St. Paul (16 participants)

University Good Samaritan Care Facility (7 participants)

ARC-People’s Rights, Hastings (16 participants)

R.E.M. Care Providers Quarterly Meeting (180 participants)

MS Support Group, Robbinsdale (8 participants)

Park High School, Brooklyn Park (7 participants)

Hennepin County Rehab, Brooklyn Park (22 participants)

One-on-One In-Home Training (5 participants)

Total Presentations: 25

Total Participants: 374 (not including radio show)
Minnesota Relay Consumer Relations Office

 Outreach Summary

June 2000

June 3   Minnesota Relay Exhibition-Boys Scouts of America (150 participants)

June 7   D/HH Event (10 participants)

June 12/13 D/HH Camp Convention (155 participants)

June 14
Minnesota Relay Presentation (23 participants)

June 15-19 SHHH National Convention (225 participants)

June 20 D/HH Event (14 participants)

June 26 Deaf Golfers (16 participants)

June 27 D/HH Event (13 participants)

June 29 Funeral/Father of Deaf adults (23 participants)

June 29 D/HH Softball (27 participants)

Total Presentations: 15

Total Participants: 656

Speech-to-Speech Outreach:









Shakopee Rehab Services (14 participants)

Camp Courage, Annandale (6 participants)

North St. Paul Rehab Services (13 participants)

Camp Courage, Annandale (60 participants)

Unity/Mercy Hospital, Coon Rapids (1 participant)

St. Mary’s Hospital, Duluth (1 participant)

Miller/Dwan Hospital, Duluth (3 participants)

Polinsky Medial Center (3 participants)

Interim Healthcare (1 participant)

Gentiva Health Services (1 participant)

Monticello Community Services (11 participants)

Camp Courage, Annandale (65 participants)

One-on-One In-Home Training (7 participants)

Total Presentations: 21

Total Participants: 253

Minnesota Relay Consumer Relations Office

 Outreach Summary

July 2000

July 1 D/HH Event (16 participants)

July 6 Presentation at Saint Benedict’s Community Center (28 participants)

July 10 D/HH Golfers (16 participants)

July 11 SHHH/Aloha Social Event (18 participants)

July 14 Consultation w/DHH Consumers (3 participants)

July 17 D/HH Golfers (14 participants)

July 19 Presentation-ASL Camp (26 participants)

July 22 D/HH Event -St. Jose’s Deaf Club (125 participants)

July 24 D/HH Golfers (16 participants)

July 25 Presentation-Senior Linkage (8 participants)

July 27 D/HH Senior Citizens Social Event (12 participants)

Total Presentations: 16

Total Participants:  282
Speech-to-Speech Outreach:






State  Services for the Blind (21 participants) 

Camp Courage, Annandale (66 participants)    

North St. Paul Rehab Services (8 participants)

University Good Samaritan Care Facility (6 participants)                      

Wright Connection III, Buffalo (7 participants)                                                              

Camp Courage, Annandale (75 participants)                                                   

ADA Conference, Minneapolis (200 participants) 

Total Presentations: 16

Total Participants: 392

*The Minnesota Relay Consumer Relations Office has added a second outreach coordinator to its STS outreach program.  Nicole "Nikki" Nelson has seven years experience working with developmentally disabled students in the public school system.  

Minnesota Relay Consumer Relations Office

 Outreach Summary

August 2000

August 4-5 Exhibition-D/HH Camp, Slayton (101 participants)

August 10 One-on-One VCO Demonstration (1 participant)

August 14 Community Counsel, Cambridge (9 participants)

August 18 SHHH/Aloha (12 participants)

August 19 SHHH Picnic (18 participants)

August 24-September 4 Booth at the State Fair (13,000 participants)

Total Presentations: 13

Total Participants: 13,141
Speech-to-Speech Outreach                                                          



Camp Courage, Annandale (60 participants)    

Vineland Rehab Center, Lorretto (25 participants) 

R.E.M. Group Home Managers, Buffalo (10 participants)

Cambridge Local Advisory Board on Mental Health (9 participants)

Becklund Home Health Services, Golden Valley (6 participants)  

University Good Samaritan Health Care Facility-Traumatic Brain Injury Unit (10 participants)  

Presbyterian Nursing Senior Residence, Monticello (1 participant)  

St. Louis Park Plaza Nursing Home (1 participant)  

REM Group Home, Burnsville (3 participants)

Nekton Group Home, Brooklyn Park (3 participants)  

R.E.M Shakopee Chateau Group Home (2 participants)  

R.E.M. Ramsey Group Home Managers (9 participants)  

Alterra Nursing Home, Brooklyn Center

Fairview Home Medical Equipment, St. Paul (2 participants)

Fairview Hospice Care, St. Paul (2 participants)

MS Achievement Center, St. Paul (30 participants)  

 One-on-One Training (15 participants)

Total Presentations: 16 

Total Participants: 396                      

Minnesota Relay Consumer Relations Office

 Outreach Summary

September 2000

September 1-4 Minnesota State Fair Booth

September 7   St. Cloud Technical College (12 participants)

September 7   D/HH Event (75 participants)

September 10 SHHH Event (14 participants)

September 12 St. Cloud Technical College (20 participants)

September 12 Metro Advisory Committee (11 participants)

September 14 D/HH Bowling (55 participants)

September 15 Four Presentations-Wayzata High School (120 participants)

September 19 Deaf Culture Salon (55 participants)

September 21 D/HH Bowling (60 participants)

September 28 CSD MN HUBBS Open House (23 participants)

September 28 D/HH Bowling (59 participants)

Total Presentations: 18

Total Participants: 504
Speech-to-Speech Outreach
Fairview University Hospital Social Workers (15 participants)

Monticello Counseling Center 25 Consumers (5 participants)

Minneapolis Laryngectomy Group (40 participants)

Regional Meeting, Monticello Voc. (10 participants)

Lewis Park Accessible High Rise, St. Paul (10 participants)

Mayo Clinic, Rochester (10 participants) 

Council on Aging, Rochester (12 participants) 

St. Paul Midway Workforce Center (13 participants) 

United Way, Minneapolis (15 participants) 

Fairview Hospital, Red Wing (2 participants)

Fairview Medical Equipment (4 participants)

One-on-One Training (8 participants)

Intermediate District 916, Woodbury; Booth  (200 participants)

Parkinson’s Support Group, Bloomington (12 participants)

MS Support Group, St. Anthony (14 participants)

MN State Laryngectomy Seminar, St. Paul; Booth and Presentation (80 participants)

Informational Contacts:

Red Cross, Minneapolis

Fairview Health Center, Red Wing 

Fairview Clinic, Red Wing 

Goodhue County Public Health and Social Services, Red Wing
Total Presentations: 24

Total Participants: 474

Minnesota Relay Consumer Relations Office

 Outreach Summary

October 2000

October 2   St. Paul Technical College (39 participants)

October 3   St. Paul Technical College (18 participants)

October 4   St. Paul Technical College (17 participants)

October 5   D/HH Event, Columbia Heights (54 participants)

October 12 Exhibition, St. Paul (55 participants)

October 12 D/HH Event, Columbia Heights (55 participants)

October 13 Three Minnesota Relay Presentations-Chaska High School (85 participants)

October 14 St. Paul Technical College (23 participants)

October 15 SHHH/Aloha (12 participants)

October 17 University of Minnesota (7 participants)

October 18 Annunciation School (23 participants)

October 19 D/HH Event, Columbia Heights (63 participants)

October 21 Exhibition-MRID Conference, Minneapolis (125 participants)

October 24 Maplewood Middle School (150 participants)

October 25 Two Minnesota Relay Presentation-North Height Christian School (44 participants)

October 26 D/HH Event, Columbia Heights (57 participants)

October 30 Four Minnesota Relay Presentation-University of Minnesota (120 participants)

October 31 Five Minnesota Relay Presentation-University of Minnesota (150 participants)

Total Presentations: 28

Total Participants: 1,097
Speech-to-Speech Outreach:
October 2 Bloomington Job Fair; Booth (100 participants)

October 3 Intermediate District 916 Communication Disorder Specialists, White Bear Lake (7 participants)

October 4 Intermediate District 287 Communication Disorder Specialists, Plymouth (10 participants)

October 12 Rochester Special Education Student Advisory Council, Rochester (15 participants)

October 16 Access to Technology Alliance, Bloomington (12 participants)

October 18 Kaposia Inc., St. Paul (14 participants)

October 18 Special Education Classroom, Minneapolis South High School (10 participants)

October 19 Northland Vocational Education Training Center, Brooklyn Park (4 participants)

October 20 Virginia Regional Medical Center, Virginia (2 participants)

October 20 Cook Community Hospital, Cook (1 participant)

October 20 Ely-Bloomenson Community Hospital, Ely (3 participants)

October 20 White Community Hospital, Aurora (2 participants)

October 24 Hennepin County Transition Futures Fair, Hopkins; Booth (150 participants)

October 25 One-on-One Training, Brooklyn Center (3 participants)

Trevilla of Golden Valley, Golden Valley (7 participants)

Buffalo Hospital, Buffalo (15 participants)

Sherburne County Public Health, Elk River (35 participants)

Independent Lifestyles, St. Cloud (15 participants)

St. Cloud Hospital, St. Cloud (32 participants) 

St. Cloud Rehab Services, St. Cloud (11 participants) 

Trevilla of Robbinsdale, Robbinsdale (15 participants)

North Memorial Hospital, Robbinsdale (2 participants)

People 1st Group, Buffalo (30 participants)

St. Louis Park Plaza Health Center (25 participants)

St. Theresa Health Care Center, Crystal (2 participants)

Northridge Health Care Center, New Hope (2 participants) 

Berkshire Health Care Center, Osseo (2 participants)

Ebenezer Covenant House, Buffalo (2 participants)

Karrington Assisted Living, Buffalo (2 participants) 

Children’s West Rehab-Speech Pathology, Minnetonka (2 participants) 

Gillette Children Clinic, Minnetonka (2 participants)

One-on-One Training (12 participants)

Total Presentations: 38

Total Participants: 546

Minnesota Relay Consumer Relations Office

 Outreach Summary

November 2000

November 1   D/HH Event, Coon Rapids (12 participants)

November 2 & 3 Exhibition-McDARA Conference (150 participants)

November 3   Presentation, Ortonville (8 participants)

November 6   D/HHSD Interpreter Referral Meeting (24 participants) 

November 7   D/HH Event, Inver Grove Heights (7 participants)

November 8   University of Minnesota (28 participants)

November 9   D/HH Event, Columbia Heights (54 participants)

November 16 D/HH Event, Columbia Heights (59 participants) 

November 18 SHHH/Aloha (18 participants) 

November 21 D/HH Event, Inver Grove Heights (8 participants)

November 28 PACER Open House, Bloomington (20 participants) 

November 28 State of MN Dept of Transportation (4 participants) 

November 30 D/HH Event, Columbia Heights (54 participants) 
Total Presentations: 16 

Total Participants: 446
Speech-to-Speech Outreach:

November 2 St. Cloud Hospital Staff (26 participants) 

November 2 Independent Lifestyles, St. Cloud (17 participants) 

November 2 Rehab Services, St. Cloud (12 participants) 

November 6 North Memorial Hospital, Robbinsdale (2 participants)

November 7 Berkshire Care Residence, Osseo (5 participants)

November 8 Karrington Assisted Living, Buffalo (2 participants)

November 8 Ebenezer Covenant Home, Buffalo (6 participants) 

November 8 Mykkannen Group Home, Annandale (6 participants) 

November 10 Trevilla of Robbinsdale, Robbinsdale (15 participants) 

November 13 American Health Care Service Vent House, Stillwater (3 participants) 

November 13 American Health Care Service, Stillwater, (4 participants)

November 14 Gillette Children West Clinic, Minnetonka, (21 participants) 

November 14 Ebenezer Hall Health Care Center (10 participants) 

November 14 Ebenezer Luther Hall Health Care Center (3 participants) 

November 14 Teacher Park Residence (2 participants) 

November 15 North Memorial Speech Pathologists, Robbinsdale (10 participants) 

November 16 Trevilla of New Brighton, New Brighton, (22 participants) 

November 16 Struther's Parkinson Clinic, Golden Valley (3 participants)

November 16 Trevilla of Golden Valley Residents Council, Golden Valley (32 participants)

November 21 Mercy Hospital Staff, Coon Rapids (10 participants) 

November 21 Trevilla of New Brighton Health Care Center (22 participants) 

November 24 Northridge Speech Pathologist, New Hope (1 participant)

November 28 Hennepin County, Children and Family Services (2 participants) 

November 28 Hennepin County Attorneys Office (2 participants)

November 28 Hennepin County Mental Health and Adult Services (10 participants) 

November 2 Unity Stroke Support Group, Fridley (27 participants)

November 8 Duluth Public Library, Duluth (4 participants)

November 8 Miller Dwan Hospital Social Workers, Duluth (2 participants)

November 9 Moundsview Dist. Speech Clinicians, Vadnais Heights (18 participants)

November 14 & Nov. 15 Care Providers of MN, Minneapolis; Booth (300 participants)

November 16 Dist. 11 Speech Clinicians, Coon Rapids (14 participants)

November 21 Courage St. Croix Staff, Stillwater (16 participants)

November 21 Courage St. Croix Clients, Stillwater (5 participants)

November 29 Hennepin County Library, Brooklyn Park (4 participants)

Total Presentations: 36

Total Participants: 638

Minnesota Relay Consumer Relations Office

 Outreach Summary

December 2000

December 1   Three Presentations, Mankato Sertoma Club & Hickory Tech (83 participants)

December 7   D/HH Event, Columbia Heights (55 participants)

December 8   Three Presentations, Roosevelt High School (48 participants)

December 9   SHHH/Aloha, Bloomington (32 participants)

December 11 Technical Assistance Customer’s Home (3 participants)

December 14 CSD of MN Open House (42 participants)

December 14 D/HH Event, Columbia Heights (58 participants)

December 16 D/HH Event, Duluth (32 participants)

December 17 D/HH Event, St. Cloud (48 participants)

December 19 D/HH Event, Inver Grove Heights (4 participants)

December 21 D/HH Event, Columbia Heights (62 participants)

Total Presentations: 14

Total Participants : 470 

Speech-to-Speech Outreach:
December 6   Ebenezer West Health Care Center (18 participants) 

December 6   Park Nicollett Medical Center (12 participants) 

December 6   Fairview Ridges Hospital, Burnsville (2 participants) 

December 7   Summit Hill Care Center (2 participants)

December 7   Lexington Trevilla Care Center, St. Paul (15 participants)

December 8   Anoka Blaine Workforce Center (10 participants)

December 8   Achieve Day Rehab Facility (2 participant)

December 8   Anoka County Community Action Program (2 participants) 

December 8   Anoka CEAP Financial Assistance (15 participants) 

December 13 Anoka Public Health Department (2 participants) 

December 13 Anoka Social Services (2 participants) 

December 13 Unity Hospital Social Workers, Coon Rapids (18 participants) 

December 14 Mercy Hospital Social Workers, Coon Rapids (13 participants) 

December 14 Walker Plaza Assisted Living Residence Council, Anoka (22 participants) 

December 5   Edina School District Speech Clinicians, Edina (20 participants)

December 7   Hopkins District Speech Clinicians, Hopkins (18 participants)

December 14 Neil High Rise Residents Council, St. Paul  (30 participants)

December 19 Community Living Center, Coon Rapids (5 participants)

Total Presentations: 18

Total Participants: 208
Minnesota Relay Consumer Relations Office

Outreach Summary

January 2001

January 4   D/HH Event, Columbia Heights (54 participants)

January 9   D/HH Event, Inver Grove Heights (8 participants)

January 10 D/HH Event, Minneapolis (87 participants)

January 11 D/HH Event, Columbia Heights (55 participants)

January 13 Exhibition, Chisholm (125 participants)

January 18 D/HH Event, Columbia Heights (56 participants)

January 24 Three Presentations, Brooten (60 participants)

January 25 D/HH Event, Columbia Heights (53 Participants)

January 27 D/HH Event, Thompson Hall (95 participants)

January 31 Department of Commerce Open House (7 participants)

Total Presentations: 12

Total Participants: 600 

Speech-to- Speech Outreach

Sara:

January 12 Wright County, All Staff Presentation (150 participants) 

January 17 Struthers Parkinson Center, Golden Valley (10 participants)

January 18 Berkshire Senior Health Care Center, Osseo (25 participants)

January 22 One-on-One Presentation (1 participant)

January 22 One-on-One Presentation (1 participant) 

January 25 Monticello Big Lake Health Care Center (4 participants) 

January 25 St. Benedict’s Senior Residence (1 participant) 

January 31 Delano Senior Center (1 participant) 

January 31 Delano Health Care Center (1 participant) 

January 31 Bryant House (1 participant) 

January 31 Haven Homes Health Care Center (1 participant) 

January 31 Long Lake Health Care Center (2 participants) 

January 31 Western Hennepin County Senior Services (4 participants) 

Total Presentations: 15

Total Participants: 202

Nikki:
January 3 Dakota County Public Health Nurses, South St. Paul (22 participants) 

January 10 Dakota County Waivered Service Staff, West St. Paul (31 participants)

January 10 Ebenezer Hall Resident's Council, Minneapolis (17 participants) 

January 12 District 281 Special Ed Classroom, Robbinsdale (9 participants)

January 16 Carver County Public Health Nurses, Waconia (10 participants)

January 16 Ridgeview Health Care Center, Rehab Dept., Waconia (2 participants)

January 16 Waconia Good Samaritan Center (1 participant)

January 17 One-on-One training, Crystal (2 participants)

January 23 Anoka County Income Assistance Staff, Anoka (32 participants)

January 26 District 287 Phase Southwest Transition Staff, Eden Prairie (18 participants)

Total Presentations: 9

Total Participants: 144

Minnesota Relay Consumer Relations Office

Outreach Summary

February 2001

February 1   D/HH Event, Columbia Heights (57 participants) 

February 2   Three Presentations, Wayzata High School (62 participants) 

February 5   Three Presentations, Apollo High School, St. Cloud (74 participants) 

February 7   Four Presentations, University of Minnesota (89 participants) 

February 8   Four Presentations, University of Minnesota (83 participants) 

February 8   D/HH Event, Columbia Heights (54 participants) 

February 12 University of Minnesota (26 participants) 

February 13 D/HH Event, Inver Grove Heights (8 participants) 

February 15 Minneapolis Community College (18 participants) 

February 15 D/HH Event, Columbia Heights (64 participants) 

February 20 D/HH Event, MEC Job Club (16 participants) 

February 20 D/HH Event, Deaf Salon (35 participants) 

February 22 Technical Assistance w/customer (1 participant) 

February 22 D/HH Event, Columbia Heights (54 participants) 

February 23 St. Paul Technical College (24 participants) 

February 26 Inver Grove Heights Community College (24 participants) 

Total Presentations: 26

Total Participants: 689

Speech-to- Speech Outreach

Sara:

February 1   Walker On the River Resident Council, Anoka (18 participants) 

February 1   Twin Rivers Health Care Residence, Anoka (12 participants)

February 5   Scott County Public Health Nurses (24 participants)

February 6   Wright County Social Workers, Buffalo (8 participants)

February 9   Innsbruck Health Care Center, New Brighton (4 participants) 

February 13 Hennepin County Adult Services (12 participants) 

February 13 Hennepin County Attorney’s Offices (4 participants) 

February 14 Lakeview Hospital, Stillwater (8 participants) 

February 14 Greeley Health Care Center, Stillwater (2 participants) 

February 14 Woodwinds Hospital Woodbury (32 participants) 

February 23 Earl Brown Senior Living, Brooklyn Center (5 participants)

Total Presentations: 11

Total Participants: 129

Nikki:

Feb 5   Richfield School District Transition Committee, Richfield (13 participants)

Feb 7   Dakota County Public Health Nurses, Apple Valley (27 participants)

Feb 13 One-on-One Training, Crystal (1 participant)

Feb 20 Ebenezer Hall Residents Council, Minneapolis (21 participants) 

Feb 21 Minneapolis Transition Plus Teachers, Minneapolis (16 participants)

Feb 22 Minnesota Association of Career and Technical Education Special Needs Personnel (MnACTESNP) Conference (Booth), Bloomington (100 participants)

Feb 23 MnACTESNP Kaleidoscope Round Table Discussions, Bloomington (45 participants)

Feb 27 Strive Program, New Hope (2 participants)

Feb 28 One-on-One Training, University of Minnesota (5 participants) 

Total Presentations: 12

Total Participants: 230

Minnesota Relay Consumer Relations Office

Outreach Summary

March 2001

March 1   D/HH Event, Columbia Heights (55 participants)

March 2   Deaf Event, Minneapolis (24 participants)

March 5   Three Presentations, Park High School (75 participants)

March 7   Two Presentations, Minnetonka High School (52 participants)

March 8   Technical Assistance w/customer (1 participant)

March 8   D/HH Event, Columbia Heights (56 participants)

March 9   Lake Jr. High School (8 participants)

March 13 D/HH Event, St. Paul (23 participants)

March 13 D/HH Event, Inver Grove Heights (32 participants)

March 14 Skyview Special Education Staff  (4 participants)

March 15 D/HH Event, Columbia Heights (55 participants)

March 16 North Jr. High School (5 participants)

March 16 D/HH Event, St. Cloud (33 participants)

March 22 D/HH Event, Columbia Heights (57 participants)

March 27 D/HH Event, Minneapolis  (35 participants)

March 28 Chaska High School (22 participants)

March 29 American Indian Council (23 participants)

March 29 D/HH Event, Columbia Heights (52 participants)

Total Presentations: 21

Total Participants: 61
Speech-to-Speech Outreach
Sara:
March 2   St. Theresa's Health Care Center (5 participants) 

March 2   Achieve Day Care Facility (12 participants)

March 2   One-on-One Presentation (1 participant)

March 3   REM Group Home, Bloomington (5 participants)

March 7   Anoka Social Workers (25 participants)

March 7   One-on-One Presentation (1 participant) 

March 13 Methodist Hospital Speech Pathologists (16 participants) 

March 14 West Hennepin County Public Health Nurses (22 participants) 

March 15 Hennepin County Community Health (4 participants) 

March 15 Hennepin County Children & Family Services (6 participants) 

March 15 Elk River Guardian Angel Health Care Center (26 participants) 

March 20 Hennepin County Attorney Managers (12 participants) 

March 20 Hennepin County Licensing Managers (1 participant) 

March 21 Richfield Restart Home Health Care Services (7 participants) 

March 22 Struthers Parkinson Clinic Support Group, Golden Valley (21 participants)

Total Presentations: 15

Total Participants: 164

Nikki:
March 7   District 287 Phase North Transition Program Staff, Crystal (30 participants)

March 8   Vector North Transition Program Staff, Brooklyn Park (10 participants)

March 12 South Hennepin CTIC Group, Bloomington (14 participants)

March 15 Elk River Community Education Group, Elk River (4 participants)

March 23 Lake Minnetonka Inter District Speech and Language Cooperative (32 participants)

March 30 Vector North Student Training, Brooklyn Park, 7 participants

Total Presentations: 6

Total Participants: 97

Minnesota Relay Consumer Relations Office

Outreach Summary

April 2001
April 3   Technical Assistance w/Roseville Area School (1 participant)

April 3   D/HH Event, St. Paul (135 participants)

April 5   D/HH Event, Columbia Heights (56 participants)

April 10 D/HH Event, Inver Grove Heights (12 participants)

April 12 Chaska High School (23 participants)

April 12 D/HH Event, New Hope (17 participants)

April 12 D/HH Event, Columbia Heights (55 participants)

April 14 D/HH Event, Roseville/Golden Valley (19 participants)

April 17 D/HH Event, St. Paul (22 participants)

April 18 Three Presentations, Technical HS (63 participants)

April 18 D/HH Event, St. Cloud (45 participants)

April 19 Presentation, Roseville (8 participants)

April 19 D/HH Event, Columbia Heights (53 participants)

April 20 Deaf Event, Woodbury (23 participants)

April 24 D/HH Event, Inver Grove Heights (7 participants)

April 27 Minnesota Relay Exhibition, Brainerd (600 participants)

April 28 Deaf Event, Brooklyn Park  (74 participants)

April 30 Minnesota Relay Exhibition, St. Paul (43 participants)

Total Presentations: 20

Total Participants: 1,256

Speech-to- Speech Outreach

Sara:

April 12 Encor Hospital, Golden Valley Speech Pathology (10 participants)

April 12 Minneapolis Neurological Center (3 participants) 

April 17 Health East Care Center, Marian of St. Paul (3 participants) 

April 17 Health East Care Center, Dellwood Place (3 participants)

April 17 Mounds Park Group Home, St. Paul (5 participants)

April 18 Health East Care Center, St. Paul (3 participants)

April 18 Health East Care Center, St. Paul (3 participants) 

April 18 Wilder Health Care Center Presentation (3 participants) 

April 18 Hennepin County Children's Family & Learning Presentation (10 participants) 

April 18 Kaposia Vocational Rehab, St. Paul (22 participants) 

April 20 Minnesota Brain Injury Conference, St. Cloud (50 participants) 

April 23 Minnetonka Senior Center Presentation (57 participants) 

April 23 Minnetonka Epoch Assisted Living Presentation (2 participants) 

April 24 Restart Group Home Presentation, Richfield (8 participants) 

April 25 Restart Group Home Presentation, Minneapolis (10 participants) 

April 25 Restart Group Home Presentation, Minneapolis (9 participants) 

April 27 Phoenix Group Home Presentation, St. Paul (5 participants)

Total Presentations: 17

Total Participants: 206
Nikki:

April 3   Vector South Transition Program, Eden Prairie (15 participants)

April 6   MSHA Booth, Bloomington (100 participants)

April 18 Fairview Lakes Regional Medical Center Rehab Dept., Wyoming (2 participants)

April 18 One-on-One Presentation, Chisago City (1 participant)

April 18 Linnea Residential Facility, Chisago City (1 participant)

April 18 Fairview Lakes Homecare and Rehab, Chisago City (2 participants) 

April 18 South Center Manor, Inc., Center City (2 participants)

April 18 Chisago Public Health Dept., Center City (1 participant)

April 18 Chisago School District Office, Center City (1 participant)

April 18 Therapeutic Community Residence, Lindstrom (1 participant)

April 20 Green Acres Community Care Center, North Branch 2 participants)

April 25 Cambridge Medical Center, Cambridge (3 participants)

April 25 Cambridge Health Care Center, Cambridge (2 participants)

April 25 Grandview Christian Home, Cambridge, (1 participant)

April 25 Health Dimensions Rehab Facility, Cambridge (1 participant)

April 25 Benedictine Health Systems Corp Office, Cambridge (1 participant)

April 25 DCI Central, Cambridge (2 participants)

April 25 Isanti County Public Health Dept., Cambridge (3 participants)

April 26 Kanabec Hospital Rehab Dept., Mora, (1 participant)

April 26 Villa Health Care Center Mora, (1 participant)

April 26 Kanabec County Public Health Dept., Mora (2 Participants)

April 26 Kanabec County Workforce Center, Mora (7 participants)

April 26 Rum River School District Speech and Language Cooperative, Ogilvie (15 participants)

Total Presentations: 23

Total Participants: 167

Minnesota Relay Consumer Relations Office

Outreach Summary

May 2001

May 1-2 Minnesota Relay Exhibition, HIV/AIDS National Conference (43 participants)

May 3   D/HH Event, Duluth (54 participants)

May 7   Roseville Area Schools (8 participants)

May 7   D/HH Event, Highland Park (17 participants)

May 11 D/HH Professional Association (12 participants)

May 14 D/HH Event, Highland Park (18 participants)

May 15 D/HH Event, Woodbury (4 participants)

May 21 D/HH Event, Highland Park (16 participants)

May 22 D/HH Event, Minneapolis (97 participants)

May 29 D/HH Event, Inver Grove Heights (28 participants)

Total Presentations: 10

Total Participants: 29

Speech-to-Speech Outreach

Sara:

May 2   Lakeridge Rehab, Roseville (1 participant) 

May 2   Good Samaritan Health Care Center, Roseville (2 participants) 

May 2   Parkinson's Support Group, Mendota Heights (10 participants) 

May 3   Senior Fair & Forum (40 participants)

May 4   Bloomington Masonic Home (7 participants)

May 8   Gillette Children's Hospital, St. Paul (3 participants)

May 8   Unity Hospital, St. Paul (2 participants) 

May 8   Children's Hospital, St. Paul (3 participants) 

May 8   Regions Hospital Health Resources (1 participant) 

May 9   Fraser Group Homes (25 participants) 

May 9   Senior Health Forum, Eden Prairie Senior Center (35 participants)

May 16 Senior Health Forum, Roseville Senior Center (25 participants) 

May 16 Ramsey County Workforce Center, Roseville (1 participant) 

May 16 St. Joseph's Hospital, Richfield (3 participants) 

May 16 Maplewood Cancer Center, Maplewood (3 participants) 

May 21 Plymouth Senior Center, Plymouth (92 participants) 

May 21 Guardian Angels, Elk River (26 participants) 

May 22 Hallie Q. Brown Senior Center, St. Paul (35 participants) 

May 30 Phoenix Residence, St. Paul (23 participants) 

May 30 Red Cross Headquarters, St. Paul (2 participants) 

May 31 Sabathani Senior Center, South Minneapolis (45 participants) 

May 31 Girl Scouts of America, Minneapolis (1 participant) 

May 31 Girl Scouts of America, Brooklyn Center (2 participants)

Total Presentations: 23

Total Participants: 387

Nikki:

May 2   Health Partners Senior Fair, New Brighton (5 participants)

May 2   Minneapolis CTIC Group Meeting, Minneapolis (18 participants)

May 5   Minnesota Paraprofessional Conference, Hutchinson (2 participants)

May 8   Health Partners Senior Fair, Fridley (8 participants)

May 8   Fridley High School Transition Program (5 participants)

May 9   Northfield Care Center, Northfield (2 participants)

May 9   Northfield City Hospital, Northfield (1 participant)

May 9   Three Links Care Center, Northfield (5 participants)

May 9   Laura Baker Services Assoc., Northfield (2 participants)

May 9   Home Care Link, Northfield (1 participant)

May 9   Lindenwood, Inc., Northfield (7 participants)

May 9   Northfield Home Care, Northfield (1 participant)

May 9   Northfield Parkview, Inc., Northfield (1 participant)

May 9   Work Study and Life Skills Transition Program, Northfield (3 participants) 

May 10 Infinia at Faribault, Faribault (1 participant)

May 10 Pleasant Manor, Inc., Faribault (1 participant)

May 10 St. Lucas Care Center and Deaconess Hall, Faribault (2 participants)

May 10 Rice County District 1 Hospital, Faribault (11 participants)

May 10 Faribault Socs, Faribault (1 participant)

May 10 Inisfail, Inc., Faribault  (5 participants)

May 10 Kroeger's House, Faribault (1 participant)

May 10 Park Avenue Home, Faribault (1 participant)

May 10 Workforce Center, Faribault (1 participant)

May 10 Rice County Government Center, Faribault (7 participants)

May 10 Cenneidigh Home Health Care Service, Faribault (3 participants) 

May 11 Health Partners Senior Fair, Richfield (12 participants)

May 22 Minnesota Valley Memorial Hospital, LeSueur (1 participant)

May 22 Central Health Care, LeCenter (1 participant)

May 22 Country Neighbors, LeCenter (1 participant)

May 22 Golden Choices, LeCenter (7 participants)

May 22 LeSueur County Public Health and Social Services, LeCenter (3 participants)

May 23 Immanuel St. Joseph’s Hospital, Mankato (2 participants)

May 23 Mankato Agency on Aging, (28 participants)

May 23 Harry Meyering Center, Mankato (1 participant)

May 23 Horizon Home II, Mankato (2 participants)

May 23 Oaklawn Health Care Center, Mankato (2 participants)

May 23 Blue Earth County Human Services, Mankato (1 participant)

May 23 Home Nursing Services, Mankato (2 participants)

May 23 Immanuel St. Joseph’s Home Health Care Office, Mankato (1 participant)

May 23 Karrington Cottages, Mankato (1 participant)

May 23 Prairie River Home Care, Inc., Mankato (1 participant)

May 29 Health Partners Senior Fair, West St. Paul (4 participants)

May 30 Health Partners Senior Fair, Mall of America, Bloomington (20 participants)

Total Presentations: 43

Total Participants: 220

Minnesota Relay Consumer Relations Office

Outreach Summary

June 2001

June 1   D/HH Event, MDS (56 participants)

June 4   D/HH Event, Highland Park (16 participants)

June 6   D/HH Event, Inver Grove Heights (28 participants)

June 7-10 Exhibition, MADC Conference (110 participants)

June 11 D/HH Event, Highland Park (16 participants)

June 13 D/HH Event, Inver Grove Heights (6 participants)

June 14 D/HH Event, Deaf Senior Citizens  (45 participants)

June 18 D/HH Event, Highland Park (17 participants)

Total Presentations: 8 

Total Participants: 294

Speech-to-Speech Outreach

Sara:
June 4   Medtronic Admin Staff, Fridley (15 participants) 

June 4   Medtronic Admin Staff, Fridley (8 participants) 

June 6   Hallie Q. Brown Senior Center, St. Paul (30 participants) 

June 12 Accessible Space, St. Paul (15 participants) 

June 13 Ramsey County Public Health Nurses Supervisors (5 participants)

June 14 Fairview University Hospital, Minneapolis (4 participants; the information will eventually reach over 2000 nurses & staff)

June 19 Hallie Q. Brown Wilder Senior Center St. Paul (35 participants) 

June 20 Struthers Parkinson Clinic Support Group, Golden Valley (28 participants) 

June 20 Crystal Care Center Staff (38 participants) 

June 20 Crystal Care Center Staff (26 participants) 

June 25 Struthers Parkinson Support Group, Richfield (26 participants)

Total Presentations: 11

Total Participants: 230

Nikki:

June 1   Health Partners Senior Fair, Shorewood (15 participants)

June 5   DCI Powell Circle, Big Lake (2 participants)

June 5   Lakeview Care Center, Clear Lake (1 participant)

June 5   Allied Home Care Services, Elk River (3 participants)

June 6   Health Partners Senior Fair, St. Paul (11 participants)

June 8   LaVine Place, Elk River (13 participants)

June 8   MacGregor Place, Elk River (14 participants)

June 8   Guardian Angels Care Center, Elk River (2 participants)

June 8   Angels Assisted Living Services, Elk River (2 participants)

June 8   Guardian Angels, Elim Home Care Services, Elk River (6 participants)

June 12 Health Partners Senior Fair, Plymouth (40 participants)

June 13 Health Partners Senior Fair, Minneapolis (20 participants)

June 19 Fairview Northland Regional Hospital, Princeton (3 participants)

June 19 Elim Home, Princeton (2 participants)

June 19 Elim Home, Milaca (1 participant)

June 19 Princeton Public Schools Special Ed Dept, Princeton (2 participants)

June 19 Stepping Stones Group Home, Milaca (1 participant)

June 19 The Work Connection, Princeton (2 participant)

June 19 Caley House, Princeton (3 participants)

June 19 Mille Lacs County Public Health Department (9 participants)

June 19 Fairview Homecare and Hospice, Princeton (2 participants)

June 19 Fairview Northland Rehab, Zimmerman (1 participant)

June 19 State WIC Service Workers (2 participants; will put brochure in state newsletter serving 87 people)

June 21 Lakeside Medical Center, Pine City (3 participants)

June 21 Pine Medical Center, Sandstone (11 participants)

June 21 Pine County Health and Human Services, Sandstone (10 participants)

June 21 Sixth Avenue Residence, Pine City (1 participant)

June 21 Lakeside Nursing Home, Pine City (1 participant)

June 21 Pine Medical Health Care Center, Sandstone (1 participant)

June 21 The Pines Senior Care, Pine City (2 participants)

June 22 Community Memorial Hospital, Cloquet (2 participants)

June 22 Mercy Hospital, Moose Lake (2 participants)

June 22 National MS Society, Northland Chapter, Cloquet (25 participants)

June 22 Workforce Center, Cloquet, (2 participants)

June 22 Community Memorial Nursing Home, Cloquet, (1 participant)

June 22 Mercy Health Care Center,  Moose Lake, (3 participants)

June 22 MLRSOS-SOCS Group Home, Moose Lake (4 participants)

June 22 Pine Ridge Home #1, Cloquet (1 participant)

June 22 Pine Ridge Home #2, Cloquet (1 participant)

June 22 Carlton County Health and Social Services, Cloquet (26 participant)

June 22 Kenwood Place, Moose Lake (1 participant)

June 22 Mercy Home Health Agency, Moose Lake (1 participant)

June 22 The Hyva Home, Cloquet, (1 participant)

June 27 MN Association of Patient Representatives, Abbott Hospital, Minneapolis (16 participants)

Total Presentations: 44

Total Participants: 270

Minnesota Relay Consumer Relations Office

Outreach Summary

July 2001

July 2   D/HH Event, Highland Park (16 participants)

July 5   D/HH Event, Inver Grove Heights (12 participants)

July 7-11 Attended TDI Conference, Sioux Falls, North Dakota

July 12 D/HH Event, Inver Grove Heights (8 participants)

July 13-16 Attended National Cochlear Implant Conference

July 16 D/HH Event, Highland Park (18 participants)

July 19 D/HH Event, Inver Grove Heights (18 participants)

July 20 Olmsted County (42 participants)

July 22 D/HH Event, Woodbury (20 participants)

July 23 D/HH Event, Minneapolis (35 participants)

July 23 D/HH Event, Highland Park (16 participants)

July 26 Exhibition, Red Lake Health Fair (400 participants)

July 28 D/HH Event, St. Cloud (175 participants)

July 30 D/HH Event, Highland Park (20 participants)

July 31 D/HH Event, Minneapolis (38 participants)

Total Presentations: 22

Total Participants: 818  

Speech-to-Speech Outreach

Sara:

July 12 Summit Residence (3 participants) 

July 12 Accessible Space Supervisors, St. Paul (8 participants) 

July 17 Savage City Hall Admin Staff (3 participants) 

July 19 Dept of Human Rights, St. Paul (2 participants) 

July 19 MDM Rubicon Health Services, Woodbury (3 participants) 

July 24 Adapted Living Managers, Minneapolis (11 participants) 

July 24 Ramsey County Human Services, St. Paul (21 participants) 

Total Presentations: 7

Total Participants: 51

Nikki:

July 2   St. Cloud Hospital, St. Cloud (7 participants)

July 2   Central MN Receiving and Referral (Crisis Center), St. Cloud (5 participants)

July 2   Focus XII Halfway House, St. Cloud (2 participants)

July 2   Opportunity Manor I, St. Cloud, (8 participants)

July 2   REM Central Lakes Fernwood, St. Cloud (4 participants)

July 2   REM Central Lakes Inc, St. Cloud (15 participants)

July 2   Home Sweet Home of St. Cloud, (1 participant)

July 2   Option Care, St. Cloud, (4 participants)

July 2   Skylight Gardens, St. Cloud (2 participants)

July 2   Spot Rehabilitation, Inc., St. Cloud (4 participants)

July 2   St. Cloud Hospital Home Care Services, St. Cloud (5 participants)

July 3   Stearns County Social Services Department, St. Cloud (2 participants)

July 3   Stearns County Public Health And Home Care, St. Cloud (22 participants)

July 3   Novacare Outpatient Rehab Center, St. Cloud (2 participants)

July 3   Independent School District 742, St. Cloud (11 participants)

July 3   Granite Care Home, Sauk Rapids (1 participant)

July 3   Benton County Human Services, Foley (30 participants)

July 3   Country Manor Extended Services, Sartell (3 participants)

July 3   Good Shepherd Home Health Care, Sauk Rapids (5 participant)

July 3   Horizon Home Health Care, Inc., Foley (1 participant)

July 3   Country Manor Health Care and Rehab Center, Sartell (3 participants)

July 3   Good Shepherd Lutheran Home, Sauk Rapids (2 participants)

July 19 Fairview Red Wing Hospital (rehab), Red Wing (3 participants)

July 19 Lake City Medical Center Mayo Health (rehab), Lake City (2 participants)

July 19 St. Elizabeth Hospital (SW's and rehab), Wabasha (9 participants)

July 19 Hi-Park Care Center, Red Wing (2 participants)

July 19 Red Wing Health Center, Red Wing (3 participants)

July 19 Lake City Health Center, Lake City (2 participants)

July 19 Fairview Seminary Home, Red Wing (2 participants)

July 19 St. Elizabeth Health Center, Wabasha (2 participants)

July 20 Hiawatha Homecare, Red Wing (6 participants)

July 20 Wabasha County Public Health Service, Wabasha (14 participants)

July 20 Lake City Area Home Care, Lake City (6 participants)

July 20 Red Wing Regional Home Health Care, Red Wing (14 participants)

July 20 Goodhue County Public Health Service, Red Wing (21 participants)

July 20 St. Elizabeth Home Health Care Service, Wabasha (1 participant)

July 20 MN Workforce Center, Red Wing (20 participants)

July 20 Great River Homes, Inc., Wabasha (30 participants)

July 20 REM Greatland, Inc., Red Wing (6 participants)

July 20 Lutheran Social Services, Red Wing (26 participants)

July 24 Madonna Towers of Rochester, Rochester (3 participants)

July 24 Olmsted County Medical Center, Rochester (1 participant)

July 24 Town Hall Estates, Rochester (1 participant)

July 24 Samaritan Bethany Home on 8th, Rochester (3 participants)

July 24 Samaritan Bethany Heights, Rochester, (3 participants)

July 24 Maple Manor Nursing Home, Rochester (2 participants)

July 24 Rochester Health Care Center, Rochester (3 participants)

July 24 Bear Creek Care and Rehab Center, Rochester (5 participants)

July 24 REM Rochester SE, Rochester (11 participants)

July 24 REM Rochester NW, Rochester (3 participants)

July 24 The Gables, Rochester (2 participants)

July 24 REM Willow Creek "A", Rochester (1 participant)

July 24 REM Willow Creek "B", Rochester (2 participants)

July 24 Rochester SOCS, Rochester (13 participants)

July 24 Allendale House, Rochester (2 participants)

July 24 Pathway House, Rochester (1 participant)

July 25 Olmsted County Public Health, Rochester (35 participants)

July 25 Comfort Home Health Care, Inc., Rochester (9 participants)

July 25 Samaritan Bethany Home Health Care, Rochester (2 participants)

July 25 Family Service, Inc., Rochester (2 participants)

July 25 Semcil United Home HC Choices, Rochester (1 participant)

July 25 Karrington Cottages, Rochester (4 participants)

July 25 Samaritan Bethany Arbor Terrace, Rochester (6 participants)

July 25 Towers of Rochester, Rochester (3 participants)

July 25 REM River Bluffs, Inc., Rochester (12 participants)

July 25 Bear Creek Services, Rochester (20 participants)

July 25 Cardinal of Minnesota, Rochester (31 participants)

July 25 Possibilities of Southern Minnesota, Inc., Rochester (6 participants)

July 25 ARC of SE Minnesota, Rochester (20 participants)

July 25 United Way First Call for Help, Rochester (10 participants)

July 25 People First Advocacy Group, Rochester (9 participants)

July 25 Minnesota Workforce Center, Rochester (6 participants)

July 25 St. Mary's Hospital, Rochester (3 participants)

Total Presentations: 73

Total Participants: 543
Minnesota Relay Consumer Relations Office

Outreach Summary

August 2001

August 4   D/HH Event, Grand Rapids (28 participants)

August 6   DHHS, Bemidji (4 participants)

August 7   DHHS, Fergus Falls (2 participants)

August 8   Minnesota Relay Center (14 participants)

August 21 Two Presentations, St. Cloud (38 participants)

August 23-September 3 Minnesota State Fair (Booth), St. Paul (18,000 participants)

Total Presentations: 15

Total Participants (not including State Fair): 86

Speech-to-Speech Outreach

Sara:

August 1   ACR Residential Home Providers (13 participants) 

August 1   Roseville City Hall (2 participants) 

August 1   Youth & Family Services Admin Staff (3 participants) 

August 2   USAAC Conference, St. Paul (50 participants)

August 7   Camp Courage, Annandale (60 participants) 

August 8   Scandia Shores Asst'd Living, Vadnais Heights (1 participant) 

August 8   Enrich Group Home Providers, Vadnais Heights (6 participants) 

August 14 One-on-One Presentation, Minneapolis (1 participant) 

August 16 Dungarvin MN, Inc., Highland Park (85 participants) 

August 16 Fairview Medical Clinic, Highland Park (3 participants)

August 20 One-on-One Presentation, St. Paul (3 participants)

August 20 Team Concept Community Resources, West St. Paul (4 participants) 

August 20 St. Mary's Clinic, West St. Paul (1 participant) 

August 20 Neighborhood House Community Center, West St. Paul (2 participants) 

August 20 Westside Community Health Services Presentation (3 participants)

Total Presentations: 15

Total Participants: 237

Nikki:
August 1   Anoka County Resource Fair (Booth), Andover (75 participants)

August 2   USSAAC (United States Society of Augmentative and Alternative Communication) Conference (Booth), St. Paul (80 participants)

August 3   USSAAC Conferences (Booth), St. Paul (50 participants)

August 9   Glencoe Regional Health Services, Glencoe (2 participants)

August 9   Hutchinson Community Hospital, Hutchinson (4 participants)

August 9  Burns Manor Nursing Home, Hutchinson (2 participants)

August 9   Glencoe Regional Health Center, Glencoe (3 participants)

August 9   Cedar Crest Estate, Hutchinson (6 participants)

August 9   Connectcare, Hutchinson (1 participant)

August 9   McLeod County Public Health Department, Glencoe (17 participants)

August 9   McLeod County Social Services Department, Glencoe (2 participants)

August 9   Our House, Glencoe (1 participant)

August 9   Prairie Senior Cottages, Hutchinson (1 participant)

August 9   The Oaks, Hutchinson (2 participants)

August 9   Kathy's TLC, Glencoe (1 participant)

August 9   REM Greatland, Inc., Hutchinson (1 participant)

August 9   Dahlberg Foster Care, Hutchinson (1 participant)

August 10 Meeker County Memorial Hospital, Litchfield (3 participants)

August 10 Dassel Lakeside Community Home, Dassel (3 participants)

August 10 Emmanuel Home, Litchfield (3 participants)

August 10 Augustana Home Care, Litchfield (6 participants)

August 10 Meeker County Public Health Department, Litchfield (9 participants)

August 10 Meeker County Social Services Department, Litchfield (4 participants)

August 10 Litchfield Public Schools (3 participants)

August 10 Minnesota Workforce Center, Litchfield (2 participants)

August 10 Meeker County Community Home, Litchfield (3 participants)

August 10 Red Castle, Litchfield (3 participants)

August 10 - Mykkanen Foster and Waivered Services, Inc., Cokato (2 participants)

August 15 St. Gabriel's Hospital, Little Falls (6 participants)

August 15 Pierz Villa, Inc., Pierz (1 participant)

August 15 St. Otto's Care Center, Little Falls (5 participants)

August 15 St. Camillus Place, Little Falls (2 participants)

August 15 Minnesota Workforce Center, Little Falls (6 participants)

August 15 LSS/Westwind, Little Falls (15 participants)

August 15 Morrison County Public Health Department, Little Falls (11 participants)

August 15 Unity Family Home Care and Hospice, Little Falls (1 participant)

August 16 St. Joseph's Medical Center, Brainerd (5 participants)

August 16 Bethany Good Samaritan Village, Brainerd (2 participants)

August 16 Brainerd Regional Human Services Center-NeuroRehab Center, Brainerd (11 participants)

August 16 Woodland Good Samaritan Village, Brainerd (1 participant)

August 16 HealthSouth Rehab of Brainerd (2 participants) 

August 16 Minnesota Workforce Center, Brainerd (7 participants)

August 16 Woodview Residential Services, Brainerd (25 participants)

August 16 Barnabas Health Care Services, Brainerd (6 participants)

August 16 Crow Wing County Public Health Department, Brainerd (17 participants)

August 16 Good Neighbor Home Health Care of Brainerd, (12 participants)

August 16 Good Samaritan Lakes Country and Rehab, Brainerd (3 participants)

August 16 Lutheran Social Services-Trillium, Brainerd (1 participant)

August 16 St. Joseph's Home Care and Hospice, Brainerd (21 participants)

August 16 Woodland Good Samaritan Village Apartments, Brainerd (3 participants)

August 16 Minnesota Community Net, Brainerd (7 participants)

August 16 Oak Ridge Homes SLS, Brainerd (11 participants)

August 23 Minnesota State Fair (Booth), St. Paul 

August 24 Lakeview Memorial Hospital, Two Harbors (5 participants)

August 24 Lakeview Nursing Home, Two Harbors (1 participant)

August 24 Sunrise Home, Two Harbors (1 participant)

August 24 Two Harbors Physical Therapy and Wellness, Two Harbors (1 participant)

August 24 Barross House, Inc., Two Harbors (2 participants)

August 24 Lake County Public Health Nursing Service, Two Harbors (5 participants)

August 24 Lakeview Memorial Home Care, Two Harbors (1 participant)

August 24 Lake View Cottages, Two Harbors (11 participants)

August 27 Minnesota State Fair (Booth), St. Paul 

August 29 Minnesota State Fair (Booth), St. Paul 

August 31 Minnesota State Fair (Booth), St. Paul

Total Presentations: 64

Total Participants: 502

Minnesota Relay Consumer Relations Office

Outreach Summary

September 2001
September 1-3 Minnesota State Fair (Booth), St. Paul  

September 8   Hard-of-Hearing Event, Minneapolis (18 participants)

September 10 Presentation, St. Cloud (21 participants)

September 11-16 Exhibitions–National Deaf Senior Citizens (950 participants)

September 12 D/HH Event, St. Paul (53 participants)

September 17 Five Presentation University of Minnesota  (151 participants)

September 18 Presentations, Cottage Grove (23 participants)

September 19 University of Minnesota (28 participants)

September 19 D/HH Event, St. Paul (56 participants)

September 20 Four Presentations University of Minnesota (122 participants)

September 21 Three Presentations, Wayzata High School (89 participants)

September 21 D/HH Event, Minneapolis (45 participants)

September 23 D/HH Event, Rochester (37 participants)

September 25 Two Presentations, Woodbury (42 participants)

September 25 Two Presentations, Cottage Grove (36 participants)

September 26 D/HH Event, St. Paul (48 participants)

September 30 Hard-of-Hearing Event, Golden Valley (34 participants)

Total Presentations: 34

Total Participants: 1,753

Speech-to-Speech Outreach

Sara:
September 6   Hastings Senior Center (1 participant)  

September 6   Hastings City Hall (2 participants) 

September 6   Mississippi Assisted Living Center (1 participant)

September 10 Abbott NW Hospital Aphasia Support Group, Minneapolis (22 participants)

September 10 Abbott NW Hospital Patient Representatives, Minneapolis (4 participants) 

September 10 Children's Hospital Family Resource Center (2 participants) 

September 11 Minnesota Visiting Nurses Program (32 participants)

September 15 Metro ARC Conference, St. Louis Park (50 participants)

September 18 ACR Home Providers (43 participants)

September 18 Partnership Resources Managers Presentation (12 participants)

September 20 Children's Hospital Community Program (85 participants)

September 20 Children's Hospital Nursing Care Managers (4 participants)

September 20 Children's Hospital Interpreter Services (1 participant)

September 20 Fairview University Social Work Director (2 participants)

September 25 One-on-One, Oakdale Group Home (5 participants)

September 25 One-on-One, Woodbury Group Home (5 participants)

Total Presentations: 16

Total Participants: 271
Nikki:

Sep 5   One-on-One Training, Brooklyn Center (2 participants)

Sep 10 Waseca Medical Center, Waseca (6 participants)

Sep 10 Larry James Homes, Inc., Waseca (1 participant)

Sep 10 ELM Residence (30 participants)

Sep 10 Lakeshore Inn Nursing Home, Waseca (2 participants)

Sep 10 Hospice Care Options Project, Waseca (2 participants)

Sep 10 Waseca County Public Health Dept., Waseca (8 participants)

Sep 10 Waseca Workforce Center, Waseca (3 participants)

Sep 10 Owatonna Hospital, Owatonna (2 participants)

Sep 10 Cedar Valley Services, Owatonna (36 participants)

Sep 10 REM Woodvale, Inc., Owatonna (21 participants)

Sep 10 Infinia at Owatonna, Owatonna, (2 participants)

Sep 10 Rainbow Residence, Owatonna (5 participants)

Sep 10 Safe Harbour, Owatonna (6 participants)

Sep 10 Owatonna Home Care and Hospice, Owatonna (1 participant)

Sep 10 Park Place Senior Assisted Living, Owatonna (1 participant)

Sep 10 Steele County Public Health Department, Owatonna (13 participants)

Sep 10 Westside Board and Lodge Homes, Owatonna (2 participants)

Sep 10 Minnesota Workforce Center, Owatonna  (4 participants)

Sep 19 One-on-One HCO Training, Bethel Care Center, St. Paul (2 participants)

Total Presentations:  20

Total Participants:  149

Minnesota Relay Consumer Relations Office

Outreach Summary

October 2001

October 3   D/HH Event, St. Paul (54 participants)

October 10 D/HH Event, St. Paul (52 participants)

October 13 SHHH/Aloha, Long Lake (15 participants)

October 16 Two Presentations, Highland Park Senior High (48 participants)

October 17 D/HH Event, St. Paul (56 participants)

October 19 Exhibition-MRID, Rochester (65 participants)

October 20 D/HH Event, Clarkfield (14 participants)

October 24 Highland Park Senior High (28 participants)

October 24 D/HH Event, St. Paul (54 participants)

October 25 Presentation, St. Louis Park (22 participants)

October 26 Two Presentations, Roosevelt High School (48 participants)

October 30 D/HH Event, Minneapolis (53 participants)

October 31 D/HH Event, St. Paul (59 participants)

Total Presentations: 14            

Total Participants: 568            

Speech-to-Speech Outreach

Sara:
October 1   One-on-One Presentation, Minneapolis (1 participant)  

October 1   Dakota Communities, South St. Paul (1 participant) 

October 1   Dakota Communities, Eagan (6 participants)

October 3   One-on-One Presentation (2 participants) 

October 4   Partnership Resources Presentation (15 participants) 

October 11 One-on One Presentation, Bloomington (5 participants) 

October 11 Cannon Falls Health Senior Care Fair (50 participants)

October 12 Buffalo and Annandale Adult Day Care Center (4 participants)

October 16 Lutheran Social Services Group Home Arden Hills (12 participants)

October 17 Hastings Parkinson Support Group (23 participants)

October 17 Dakota Family Health Senior Services (35 participants)

October 17 One-on-One Presentation, Minnetonka (2 participants) 

October 23 One-on-One Presentation, St. Paul (3 participants)

October 24 Mt. Olivet Rolling Acres Health Care Services (4 participants)

October 24 One-on-One Presentation, Minnetonka (1 participant)

October 24 One-on-One Presentation, Minnetonka (1 participant)

October 24 One-on-One Presentation, Minnetonka (1 participant)

October 24 One-on-One Presentation, Minnetonka (1 participant)

October 24 One-on-One Presentation, Minnetonka (1 participant)

October 31 Chardon Court Individual Living (2 participants)

Total Presentations: 20

Total Participants: 170

Nikki Nelson has been on maternity leave for the month of October.
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Outreach Summary

November 2001

November 7   D/HH Event, St. Paul (54 participants)

November 14 D/HH Event, St. Paul (49 participants)

November 15 Exhibition–HUBBS, St. Paul (65 participants)

November 16 Four Presentations, St. Cloud (85 participants)

November 16 D/HH Event, St. Cloud (27 participants)

November 17 SHHH/Aloha Event, Cottage Grove (14 participants)

November 19 Three Presentations, Chaska (64 participants)

November 21 D/HH Event, St. Paul (46 participants)

November 27 D/HH Event, St. Paul (36 participants)

November 28 D/HH Event, St. Paul (55 participants)

November 29 Exhibition, St. Cloud (86 participants)

November 29 D/HH Event, Inver Grove Heights (12 participants)

Total Presentations: 17

Total Participants: 593

Speech-to-Speech Outreach

Sara:

November 1   Bywood East HealthCare, Minneapolis (2 participants)  

November 1   Parker High-rise (2 participants) 

November 1   Fremont Health Care Clinic (3 participants)

November 1   St. Anthony Health Care, Minneapolis (5 participants)

November 1   Chandler Place Assisted Living, ST. Anthony (1 participant) 

November 7   Independent Living Apts. Group, Minnetonka (5 participants) 

November 8   Merrick Adult Training Center (2 participants)

November 8   Allina Medical Transportation (3 participants) 

November 13 One-on-One Presentation (2 participants)

November 14 Midwest Training Center, St. Paul (38 participants)

November 15 Lutheran Social Services Managers, Bloomington (10 participants)

November 15 Beverly Health Care Center (2 participants)

November 15 Community Involvement Center (2 participants)

November 15 Lutheran Social Services Managers, Coon Rapids (10 participants)

November 19 Two Presentations, Crystal Lake Health Care Center, Robbinsdale (15 participants) 

November 28 Good Samaritan Health Care Center (1 participant)

November 28 Pediatric & Young Adult Medical Clinic (2 participants)
Total Presentations: 25

Total Participants: 114

Nikki:

November 19 One-on-One Presentation, U of M Speech Communication Department (3 participants)

Total Presentations: 1

Total Participants: 3
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Outreach Summary

December 2001

December 5   D/HH Event, St. Paul (54 participants)

December 6   Presentation, St. Cloud (32 participants)

December 8   D/HH Event, St. Cloud (29 participants)

December 8   SHHH Event, Burnsville (35 participants)

December 9   D/HH Event, St. Cloud (46 participants)

December 9   D/HH Event, St. Cloud (16 participants)

December 10 Presentation, St. Cloud (7 participants)

December 10 D/HH Event, Brooklyn Park (9 participants)

December 12 D/HH Event, St. Paul (49 participants)

December 14 D/HH Event, Minneapolis (14 participants)

December 19 D/HH Event, St. Paul (54 participants)

December 20 Presentation, St. Paul (32 participants)

December 21 D/HH Event, Minneapolis (22 participants)

Total Presentations: 13  

Total Participants: 399 

Speech-to-Speech Outreach

Sara:
December 5   Bloomington CIP Community Involvement Program (36 participants) 

December 5   Bloomington Nursing Referral Service (1 participant) 

December 10 Regina Hospital Social Workers, Hastings (3 participants)

December 10 Regina Hospital assisted Living, Hastings (1 participant)

December 10 Regina Surgeons Clinic Social Workers, Hastings (1 participant)

December 10 Regina Rehabilitation Social Workers, Hastings (2 participants)

December 10 Allina Medical Clinic, Hastings (3 participants)

December 11 Brynmar Health Care Center, North Maples (4 participants)

December 13 Rachma Alzheimer’s Residence (2 participants) 

December 13 Edina Fairview Hospital Social Workers (3 participants)

December 13 Edina Fairview Hospital Telecommunication Dept. (34 participants)      

December 13 Metropolitan Oral & Maxillofacial Surgeons, Southdale Medical Clinic (2 participants)

December 13 Neurological Surgical Assoc., Southdale Medical Clinic (2 participants)

December 13 Neurological Consulting Service, Southdale Medical Clinic (3 participants)

December 13 Ear, Nose & Throat Specialty Care, Southdale Medical Clinic (2 participants)

December 14 Allina Woodbury Clinic Physicians (34 participants)

December 17 Workabilities, Golden Valley (2 participants)

December 17 One-on-One Presentation, Plymouth (1 participant)
Total Presentations: 19

Total Participants: 136

Nikki:
December 12 ESI of Minnesota, Duluth (1 participant)

December 12 Taylor SLS, Inc., Duluth (1 participant)

December 12 Human Services Development Center, Duluth (11 participants)

December 12 Trillium Services, Duluth (21 participants)

December 12 Kaws Corporation, Duluth (1 participant)

December 13 Chris Jensen Health and Rehab Center, Duluth (4 participants)

December 12 Lakeshore Lutheran Home, Duluth (3 participants)

December 12 Viewcrest Health Center, Duluth (6 participants)

December 12 Heritage Haven, Inc., Duluth (5 participants)

December 12 Interim Health Care, Duluth (19 participants)

December 13 Midwest Medical Equipment, Duluth (4 participants)

December 13 Keystone Bluffs, Duluth (3 participants)

December 12 Lakeside Manor, Duluth (10 participants)

December 13 McCarthy Manor, Duluth (4 participants)

December 12 New Hope Home Care, Inc., Duluth (3 participants)

December 12 Senior Friend Associates, Inc., Duluth (4 participants)

December 13 St. Louis County Social Services, Duluth (20 participants)

December 12 Transitional Senior Housing, Duluth (1 participant)

December 12 Caromin House-Tioga, Duluth (5 participants)

December 12 REM Community Services-Greysolon, Duluth (3 participants)

December 12 REM Community Services-Wallace, Duluth (7 participants)

December 12 REM Community Services-London Rd, Duluth (1 participant)

December 13 RSI Hartley, Duluth (15 participants)

December 13 RSI Oregon Creek, Duluth (4 participants)

December 13 Bridge Rehab, Duluth (5 participants)

December 13 Minnesota Workforce Center, Duluth (11 participants)

December 13 Lakewind, Inc., Duluth (1 participant)

December 12 Nurses That Care, Duluth (1 participant)

December 13 Personal Staff Senior Care, Inc., Duluth (1 participant)

December 19 ACT (Advocating Change Together) monthly meeting, St. Paul, (13 participants)

Total Presentations: 30

Total Participants: 188

Year-End Presentation Total: 726
Year-End Participant Total: 31,050
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Outreach Summary

January 2002

January 2    D/HH Event, St. Paul (49 participants)

January 8    D/HH Event, Coon Rapids (45 participants)

January 9    Presentation, Mankato (3 participants)

January 9    D/HH Event, St. Paul (51 participants)

January 10  D/HH Event, Inver Grove Heights (38 participants)

January 11  D/HH Event, St. Paul (14 participants)

January 14  D/HH Event, Brooklyn Park (5 participants)

January 15  Presentation, Duluth (5 participants)

January 16  D/HH Event, St. Paul (53 participants)

January 17  D/HH Event, St. Paul (11 participants)

January 19  Exhibition, Virginia (175 participants)

January 23  D/HH Event, St. Paul (52 participants)

January 24  D/HH Event, Inver Grove Heights (14 participants)

January 25  D/HH Event, St. Cloud (19 participants)

January 26  Hard-of-Hearing Event, Edina (28 participants)

January 26  D/HH Event, St. Paul (210 participants)

January 28  Meeting w/customer (1 participant)

January 29  D/HH Event, St. Paul (45 participants)

January 30  Presentation, Woodbury (23 participants)

January 30  Presentation, Inver Grove Heights (29 participants)

January 30  D/HH Event, St. Paul (47 participants)

January 31  D/HH Event, St. Paul (14 participants)

Total Presentations: 22

Total Participants: 931
Sara:

January 7  Visiting Nurses  Organization, Phalen Park (1 participant)

January 7  One-on-One Outreach, St.  Paul (1 participant)

January 7  One-on-One Outreach, St. Paul (1 participant) 

January 7  One-on-One Outreach, St. Paul (1 participant) 

January 8  Children's Physicians Network (reaching 34 departments)

January 8  Noran Neurological Information Services, Administrative Headquarters (reaching 21 offices) 

January 8  Nile Health Care Center, Minneapolis (3 participants)

January 8  Beverly Chateau Health Care Center, Minneapolis (2 participants)      

January 8  First Christian Health Care Center, Minneapolis (4 participants) 

January 10 Woodbury Senior Living (2 participants)

January 10 Woodbury Assisted  Living (2 participants)

January 10 Woodbury Health Care Center (2 participants)

January 14 One-on-One Outreach, St. Paul (2 participants)

January 14 Bryn Mar Health Care Center Resident Council (31 participants)

January 15 Franciscan Health Care Center, St. Paul (1 participant)

January 15 One-on-One Outreach, St. Paul (1 participant) 

January 15 One-on-One Outreach, St. Paul (1 participant) 

January 15 One-on-One Outreach, St. Paul (1 participant) 

January 21 Health East Medical Clinic, St. Paul (4 participants)

January 22 Metro Individual Living Service, Minneapolis (7 participants) 

January 22 Restart Group Home, Minneapolis (6 participants)

January 28 St. Jude’s Hospital, Roseville (1 participant)

January 28 Children's Family Services State of MN, Roseville (1 participant)

January 29 Health Service Innovations, Roseville (2 participants)

January 30 One-on-One Outreach, St. Paul (2 participants)

Total One-on-One Contacts: 8

Total Presentations: 25

Total Participants: 134

Nikki:

January 16  Individual Training-Phase North Transition, Crystal (3 participants)

January 17  Naeve Hospital, Albert Lea (4 participants)

January 17  Cedar Valley Services, Albert Lea, (6 participants)

January 17  Rathjen House, Albert Lea (5 participants)

January 17  REM Woodvale, Inc., Albert Lea (11 participants)

January 17  REM Woodvale, Inc., Albert Lea (6 participants)

January 17  Albert Lea MC Home Health Care (2 participants)

January 17  Broadway Care Home, Albert Lea (1 participant)

January 17  Freeborn County Public Health Nursing Service, Albert Lea (16 participants)

January 17  Oak Park Place, Albert Lea (3 participants)

January 17  Thorne Crest Retirement Center, Albert Lea (2 participants)

January 18  Austin Medical Center, Austin (7 participants)

January 18  Riverland Community College Student Services, Austin (2 participants)

January 18  Comforcare Good Samaritan Center, Austin (3 participants)

January 18  Sacred Heart Care Center, Inc., Austin (2 participants)

January 18  St. Mark’s Lutheran Home, Austin (3 participants)

January 18  Austin Medical Center Home Care, Austin (9 participants)

January 18  Cedars of Austin (2 participants)

January 18  Elder Peace, Inc., Austin (1 participant)

January 18  Kenwood Heritage Living, Austin (3 participants)

January 18  Kingsley House, Austin (4 participants)

January 18  Mower County Public Health Nursing Service, Austin (18 participants)

January 18  Shamrock In Home Nursing, Austin (5 participants)

January 18  Our House, LLC, Austin (1 participant)

January 18  Sacred Heart Home Health Care, Austin (2 participants)

January 18  Mower County Social Services, Austin (3 participants)

January 18  EMSOCS Group Home, Austin (1 participant)

January 18  Agape Halfway House, Austin (1 participant)

January 18  Glendalough of Austin, Inc., Austin (4 participants)

January 18  REM Woodvale, Inc. Cedar I, Austin (1 participant)

January 18  REM Woodvale, Inc Cedar II, Austin (2 participants)

January 18  REM Woodvale, Inc Cedar IV, Austin (1 participant)

January 18  ARC of Mower County, Austin (1 participant)

January 23  Individual Training, Phase North Transition, Crystal (2 participants)

January 28  Int. Dist 287 Osseo Inver Grove Heights School Transition Staff, Osseo (14 participants)

Total Presentations: 35

Total Participants: 151

Minnesota Relay Consumer Relations Office

Outreach Summary

February  2002
February 1  Presentation, Wayzata (28 participants)

February 4  Presentation, Minneapolis (25 participants)

February 4  University of Minnesota  (27 participants)

February 5  Three Presentations University of Minnesota (84 participants)

February 5  D/HH Event, Coon Rapids (35 participants)

February 6  Four Presentations, University of Minnesota (116 participants)

February 6  D/HH Event, Inver Grove Heights (36 participants)

February 7 University of Minnesota (27 participants)

February 7  D/HH Event, St. Paul (53 participants)

February 8  Presentation, Chaska (28 participants)

February 9  Presentation, St. Paul (11 participants)

February 9  Presentation, Minneapolis (29 participants)

February 9  Hard-of-Hearing Event, Roseville (23 participants)

February 11 Three Presentations, Minnetonka (48 participants)

February 12 Presentation, Cottage Grove (24 participants)

February 12 Presentation, St. Paul (22 participants)

February 13 Five Presentations, Lakeville (142 participants)

February 13 D/HH Event, St. Paul (56 participants)

February 14 D/HH Event, Inver Grove Heights (14 participants)

February 15 Three Presentations, St. Paul Park (10 participants)

February 19 D/HH Event, Coon Rapids (12 participants)

February 20 D/HH Event, St. Paul (54 participants)

February 27 D/HH Event, St. Paul (49 participants)

Total Presentations: 36

Total Participants: 953

Sara:

February 4    St. Paul Health Care Residence (1 participant)

February 6    One-on-One, Minneapolis (1 participant)

February 6    One-on-One, Minneapolis (1 participant) 

February 7    Heather Assisted Living Residence, Crystal (2 participants)

February 11  New Harmony Health Care Center (1 participant) 

February 12  Galtier Health Care Center, Minneapolis (52 participants)

February 12  Ramsey County Community Development Center (2 participants) 

February 13  STAR Program-State of Minnesota (3 participants) 

February 19  Pathways on the Park Senior High-rise (3 participants)

February 19  St. Paul Church Home (17 participants) 

February 20  Minneapolis Public Library & Homebound Services (6 participants) 

February 20  Park Nicollett Medical Clinic Call Center, Brooklyn Park (8 participants) 

February 21  University of Minnesota Department of Social Workers (4 participants)

February 21  One-on-One, University of Minnesota (1 participant)

February 25  St. Mary's Health Care Center (15 participants) 

February 25  Highland Park Jewish Community Center (1 participant) 

February 25  Aspen Park Medical Clinic Call Center (3 participants) 

February 25  Hillcrest Community Center, Highland Park  (2 participants) 

February 25  Highland Park Library (3 participants)

February 25  Park Nicollett Medical Clinic Call Center (8 participants) 

February 26  St. Paul's Central Library (3 participants) 

February 26  St. Paul's Church Home (9 participants) 

February 27  Cottage Grove City Hall (2 participants) 

February 27  Cottage Grove Library (3 participants) 

Total One-on-One Contacts: 3

Total Presentations: 24

Total Participants: 151

Nikki:

February 4   Hennepin County Coordinated Human Services Intake Team, Minneapolis (25 participants)

February 5   Hennepin County Coordinated Human Services West Metro Team, Hopkins (20 participants)

February 7   Glacial Ridge Hospital, Rehab Department, Glenwood (3 participants)

February 7   Glacial Ridge Home Care, Glenwood (2 participants)

February 7   Pope County Public Health Nursing Service, Glenwood (9 participants)

February 7   Glenwood Nursing Home, Glenwood (3 participants)

February 7   Lakeview Good Samaritan Center, Glenwood (4 participants)

February 7   Douglas County Hospital-Rehab and Reception, Alexandria (8 participants)

February 7   New Beginnings of Alexandria (1 participant)

February 7   Workforce Center, Alexandria (6 participants)

February 7   Bethany Home, Alexandria (4 participants)

February 7   Knute Nelson Memorial Home, Alexandria (2 participants)

February 7   Clearwater Suites , Alexandria, (2 participants)

February 7   Douglas County Public Health Nursing, Alexandria (16 participants)

February 7   Nelson Gables Senior Care Apartments , Alexandria (2 participants)

February 7   Vikingland Home Health, Inc., Alexandria (11 participants)

February 7   Maplewood Group Home, Alexandria (2 participants)

February 7   Pinewood Group Home, Alexandria (1 participant)

February 7   Prairiewood Group Home, Alexandria (2 participants)

February 7   Rosewood Group Home, Alexandria (2 participants)

February 7   Scenicwood Group Home, Alexandria (3 participants)

February 13  Franciscan Health Center , Duluth (7 participants)

February 13  The Waters of Park Point , Duluth (3 participants)

February 13  St. Anne’s Residence, Duluth (2 participants)

February 14  St. Louis County Social Service Supervisors Meeting, Duluth (40 participants)

February 14  Cornerstone Spirit Valley Home  Duluth (1 participant)

February 14  Gentiva Health Services, Duluth (1 participant)

February 14  Interim Healthcare, Duluth (2 participants)

February 21  Intersect Transition Program, Eden Prairie (3 participants)

February 26  The Cedars of Austin Resident’s Meeting , Austin (15 participants)

Total Presentations: 30

Total Participants: 202
In February, Television, radio, and newspaper ads were utilized to advertise the Minnesota Relay and new Nationwide 711 dialing shortcut.  55 individuals called the Consumer Relations Office to obtain information regarding VCO, STS, and HCO.  Each individual was given a tailored response depending on their telecommunication needs, equipment information, ample time to ask questions, and sent an applicable brochure(s).  
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Outreach Summary

March 2002

March 1    Minnesota Relay Exhibition, Buffalo (35 participants)

March 4
   Minnesota Relay Exhibition, Buffalo (47 participants)

March 4
   Minnesota Relay Presentation, Inver Grove Heights
 (13 participants)

March 5
   Minnesota Relay Exhibition, Buffalo (64 participants)

March 5
   Outreach D/HH Event, St. Paul (12 participants)

March 6
   Minnesota Relay Presentation, Wayzata (24 participants)

March 6
   Outreach D/HH Event, St. Paul (53 participants)

March 7
   Outreach D/HH Event, Inver Grove Heights (10 participants)

March 13  Outreach D/HH Event, St. Paul (46 participants)

March 16  Outreach D/HH Event, Little Canada (32 participants)

March 20  Outreach D/HH Event, St. Paul (52 participants)

March 21  Outreach D/HH Event, St. Paul (23 participants)

March 26  Outreach D/HH Event, St. Paul (18 participants)

March 27  One-on-One Outreach, Roseville (1 participant)

March 27  Outreach D/HH Event, St. Paul (55 participants)

March 28  Three Minnesota Relay Presentations, Morris (39 participants)

March 28  Outreach D/HH Event, Inver Grove Heights (7 participants)

March 29  Outreach Hard-of-Hearing Event, Shakopee (14 participants)

Total Presentations: 20 


Total Participants: 545

Sara:
March 5    Courage Center (61 participants)

March 5    Minnesota Literacy Council (1 participant)

March 5    North Side Learning Center/Library, Minneapolis (1 participant) 

March 7    Highland Chateau Health Care Center, St. Paul (2 participants)

March 7    Washington County Library & Resource Center, Woodbury (2 participants)

March 12  Eagan Library Information Center (4 participants)                                            

March 12  Eagan City Hall (4 participants)

March 12  Eagan Community Action Program (2 participants)                                            

March 12  Alliance Medical Call Center (2 participants)     

March 13  Hastings Library Information Center (2 participants) 

March 13  Hastings Government Center (2 participants)                                            

March 14  Inver Groves Heights City Hall (3 participants)

March 14  Inver Groves Heights Memorial Center (3 participants)

March 14  Inver Groves Heights Senior Center (2 participants)                                            

March 18  Growing Home Waivered Foster Care, St. Paul (3 participants)                                            

March 18  Wilder Foundation Home Health Care, St. Paul (3 participants)                                           

March 18  MDI Adult Vocational Center, St. Paul (21 participants)

March 21  Clinton Phoenix Residence, West St. Paul (1 participant)                                             

March 21  Salvation Army Senior Center, West St. Paul (22 participants)                                           

March 21  Dunedin Assisted Living, West St. Paul (3 participants)                                            

March 25  Shalom Home, East St. Paul (2 participants)

March 25  Opal Health Care Eagan (2 participants)

March 26  TLC Home Care, Roseville (2 participants)                                            

March 26  Minnesota Health Family Physicians (1 participant)

March 27  Eagle Crest Assisted Living, Roseville (3 participants) 

March 27  Sunrise Health Care, Roseville (3 participants)

March 28  Lakeville Hospital Social Workers (2 participants)

March 28  Wilder Foundation Block Nurse Program (32 participants)

March 29 One-on-One Outreach, St. Paul (1 participant)

Total On-on-One Contacts: 1

Total Presentation: 29

Total Participant: 194

Nikki:

March 1   Buffalo Hospital Skills Fair, Buffalo (40 participants)

March 4   Buffalo Hospital Skills Fair, Buffalo (45 participants)

March 5   Buffalo Hospital Skills Fair, Buffalo, (45 participants)

March 5   Hennepin County Coordinated Human Services DT Team, Minneapolis (20 participants)

March 19 Arrowhead Senior Living Community, Virginia (2 participants)

March 19 Workforce Center, Virginia (6 participants)

March 19 St. Louis County Social Services, Virginia (4 participants)

March 19 St. Louis County Public Health Department, Virginia (2 participants)

March 19 Washington Manor, Virginia (1 participant)

March 19 Gethsemane Group Home, Virginia (3 participants)

March 19 Merritt House Group Home, Virginia (9 participants)

March 20 University Medical Center – Mesabi, Hibbing (3 participants)

March 20 St. Louis County Public Health Department, Hibbing (6 participants)

March 20 Range Center – Aspenwood Group Home, Hibbing (3 participants)

March 20 Workforce Center, Hibbing (6 participants)

March 20 St. Louis County Social Services, Hibbing (3 participants)

March 20 Greenview Assisted Living Facility, Hibbing (4 participants)

March 20 Hibbing Housing/Redevelopment 7th Avenue Apartments, Hibbing (3 participants)

March 20 Hillcrest – Adams, Hibbing (4 participants)

March 20 Healthline Homecare, Hibbing (7 participants)

March 20 Home Care Specialists, Hibbing (2 participants)

March 20 Golden Crest Nursing Home, Hibbing (2 participants)

March 20 Leisure Hills of Hibbing, Hibbing (5 participants)

March 21 Range Center, Inc., Chisholm (15 participants)

March 21 Center for Independent Living-NE MN Chapter, Hibbing (6 participants)

March 21 Heritage Manor, Chisholm (3 participants)

March 21 Hillcrest Terrace Homecare, Chisholm (3 participants)

March 21 NHS Northstar Special Services, Inc., Chisholm (2 participants)

March 26 Northwest Cable Television Staff, Brooklyn Park (4 participants)

March 28 University of Minnesota Morris Financial Aid and Admissions Staff, Morris (18 participants)

March 28 University of Minnesota Morris Disability Services Office, Morris (6 participants)

March 28 Stevens Community Medical Center, Morris (2 participants)

March 28 Villa of St. Francis Nursing Home, Morris (2 participants)

March 28 Grandview Assisted Living, Morris (1 participant)

March 28 Home Care Service Options, Morris (2 participants)

March 28 Stevens Community Medical Center Home Care, Morris (6 participants)

March 28 Stevens and Traverse County Public Health Department, Morris (11 participants)

March 28 Skyview Court, Morris (1 participant)

March 28 Stevens Community Medical Center Courage Court, Morris (1 participant)

March 28 Ravenwood Group Home, Morris (3 participants)

March 28 Stevens County Day Achievement Center, Morris (2 participants)

March 28 Morris Public Library, Morris (1 participant)

Total Presentations:  42

Total Participants:  314

A total of 72 people have contact the Minnesota Relay CRO due to our radio announcement and four individuals contacted us due to seeing our 711 information in the Minnesota Monthly addition.  

Minnesota Relay Consumer Relations Office

Outreach Summary

April  2002
April 1   D/HH Event, St. Paul (12 participants)

April 3   D/HH Event, St. Paul (49 participants)

April 4   Two Presentations, Arden Hills (46 participants)

April 4   D/HH Event, Minneapolis (6 participants)

April 9   D/HH Event, Minneapolis (35 participants)

April 10 D/HH Event, St. Paul (51 participants)

April 11 Three Presentations, Rochester (65 participants)

April 12 D/HH Event, St. Louis Park (47 participants)

April 13 SHHH/Aloha, St. Paul (17 participants)

April 17 D/HH Event, St. Paul (45 participants)

April 18 Presentation, Red Wing (23 participants)

April 18 D/HH Event, Inver Grove Heights (13 participants)

April 19 Two Presentations, Fridley (49 participants)

April 24 D/HH Event, St. Paul (56 participants)

April 25 Exhibition, Deerwood (159 participants)

April 26 Exhibition, Brainerd (750 participants)

April 29 D/HH Event, St Paul (16 participants)

Total Presentations: 21

Total Participants: 1,439

Sara:

April 1   Quinlan Health Care Center (3 participants)

April 2   Very Special Arts of Minnesota (3 participants)

April 2   Holmes Village Senior High Rise, Minneapolis (4 participants) 

April 2   Labor Retreat Senior High-rise, St. Paul (2 participants)

April 3   Pilot City Community & Resource Center, North Maples (2 participants)

April 3   Pilot City Health Care Center (4 participants)     

April 3   Rainbow Public Housing, Minneapolis (2 participants)

April 3   Lyndale Public Housing, North Minneapolis (2 participants)                

April 23 Alliance Medical Call Center (2 participants)                             

April 23 NW Community Services, Crystal (2 participants) 

April 23 Brooklyn Center Integrated Health Services (2 participants)

April 23 Heather Assisted Living, Crystal (11 participants)

April 25 United Cerebral Palsy National Conference (275 participants)

April 29 SE Senior Center, Minneapolis (2 participants) 

April 29 Alliant Health Care Clinic, St. Paul (4 participants) 

April 29 Health Partners-University, St. Paul (4 participants) 

April 29 Ramsey Women's Center, St. Paul (4 participants)

April 29 Health Partners Rehab-University, St. Paul (3 participants) 

Total Presentations: 18

Total Participants: 331

Nikki:

April 2   Hennepin County Coordinated Human Services, Minneapolis (20 participants)

April 8   St. Paul Schools Special Education Resource Team, St. Paul (32 participants)

April 10 Stillwater Good Samaritan Staff, Stillwater (12 participants)

April 13 Booth, Association of Retarded Citizens (ARC) Conference, Fairmont (75 participants)

April 13 Fairmont Medical Center, Fairmont (1 participant)

April 13 Ingleside Assisted Living Residence, Fairmont (2 participants)

April 13 Lakeview Assisted Living, Fairmont (1 participant)

April 13 Maplewood Residence, Fairmont (1 participant)

April 13 Martin County Library, Fairmont (2 participants)

April 13 REM Heartland, Inc., (Group Home), Fairmont (1 participant)

April 13 REM Heartland, Inc., (Group Home), Fairmont (1 participant)

April 13 Lakeview Methodist Nursing Home, Fairmont (1 participant)

April 13 New Horizons Home Care, Fairmont (1 participant)

April 17 Disability Awareness Day, Minnetonka Middle School (6th Grade), Minnetonka (36 participants)

April 17 Disability Awareness Day, Minnetonka Middle School (8th Grade), Minnetonka (33 participants)

April 17 Disability Awareness Day, Minnetonka Middle School (8th Grade), Minnetonka (31 participants)

April 17 Disability Awareness Day, Minnetonka Middle School (7th Grade), Minnetonka (28 participants)

April 17 Disability Awareness Day, Minnetonka Middle School (6th Grade), Minnetonka (9 participants)

April 17 Disability Awareness Day, Minnetonka Middle School (6th Grade), Minnetonka (14 participants)

April 19 Booth, MN Speech Language Hearing Association Conference, St. Cloud (200 participants)

Total Presentations: 20

Total Participants: 511

The second wave of our advertising campaign began at the end of April resulting in 22 calls due to the televised ads, and one call from the Good Age Newspaper ad.

Minnesota Relay Consumer Relations Office

Outreach Summary

May 2002
May 1   D/HH Event, Inver Grove Heights (8 participants)

May 6   D/HH Event, Highland Park (16 participants)

May 10 Presentation, Austin: 2 participants

May 10 D/HH Event, Faribault (36 participants)

May 11 D/HH Event, Buffalo (35 participants)

May 11 Hard-of-Hearing Event, Shakopee (27 participants)

May 13 D/HH Event, Highland Park (17 participants)

May 15 D/HH Event, Shoreview (58 participants)

May 16 Lifetrack Advisory Comm. (14 participants)

May 16 D/HH Event, Inver Grove Heights (4 participants)

May 20 DEM, St. Paul (8 participants)

May 20 D/HH Event, St. Paul (16 participants)

May 21 D/HH Event, Minneapolis (49 participants)

May 23 Deaf Customer, West St. Paul (1 participant)

Total Presentations: 14 

Total Participants: 291
Nikki:
May 3   National Paraprofessional Conference, Bloomington (26 participants)

May 6   Rice Memorial Hospital, Rehab Center, Willmar (3 participants)

May 6   Willmar Area Regional Treatment Center, Willmar (3 participants)

May 6   Minnesota Workforce Center, Willmar (2 participants)

May 6  Kandiyohi Social Services Department, Willmar (6 participants)

May 6   Lutheran Social Services of Minnesota, Willmar (4 participants)

May 6   Bethesda Heritage Center, Willmar (2 participants)

May 6   Bethesda Nursing Home, Willmar (3 participants)

May 6   Infinia at Willmar, Willmar (1 participant)

May 6   Rice Care Center, Willmar (2 participants)

May 6   Alterra Sterling House-Willmar, Willmar (2 participants)

May 6  Bethesda Home Health Care, Willmar (3 participants)

May 7   Central Minnesota Senior Care, Willmar (3 participants)

May 7  Diane Marie's Place, Inc.-11th Street, Willmar (2 participants)

May 7   Kandiyohi Public Health Department, Willmar (5 participants)

May 7  Prairie Senior Cottages-Willmar, Willmar (1 participant)

May 7   Rice Memorial Hospital Home Care, Willmar (2 participants)

May 7   Sunrise Village, Willmar (4 participants)

May 7   Willmar Public Library, Willmar (3 participants)

May 7   Kandiworks Day Activity Center, Atwater (11 participants)

May 7   Woodland Centers, Willmar (2 participants)

May 7   Cardinal II Apartments, Willmar (2 participants)

May 7   Diane Marie's Place, Inc.-16th Street, Willmar (1 participant)

May 7   Divine House, Inc., Willmar (1 participant)

May 15 Alliance Home Health Care, Mankato (15 participants)

May 15 St. Peter Community Hospital-Rehab Center, St. Peter (1 participant)

May 15 Grandview Good Samaritan Center, St. Peter (2 participants)

May 15 St. Peter Community Health Care Center, St. Peter (2 participants)

May 15 St. Peter Regional Treatment Center, St. Peter (6 participants)

May 15 Therese K. Sexton Home North, North Mankato (1 participant)

May 15 Therese K. Sexton Home South, North Mankato (1 participant)

May 15 Heritage Meadows, St. Peter (3 participants)

May 15 Housing and Redevelopment Authority-Koppen Estates, North Mankato (11 participants)

May 15 Oak Terrace, North Mankato (2 participants)

May 15 St. Peter HRA-Parkview Manor, St. Peter (1 participant)

May 15 The Wilds of Sand Prairie, St. Peter (3 participants)

May 15 Nicollet County Public Health Department, St. Peter (9 participants)

May 21 Northwest Cable 12 Meeting, Brooklyn Park (1 participant)

May 24 Riverwood Health Care Center-Rehab Dept, Aitkin (3 participants)

May 24 Aitkin County Public Health Department, Aitkin (5 participants)

May 24 Aitkin County Social Services Department, Aitkin (3 participants)

May 24 Aicota Health Care Center, Aitkin (1 participant)

May 24 Aicota Area Rehab Center, Aitkin (3 participants)

May 24 Riverwood Nursing Home, Aitkin (2 participants)

May 31 Sibley Medical Center-Rehab Dept., Arlington (2 participants)

May 31 Arlington Good Samaritan Center, Arlington (2 participants)

May 31 Gaylord Lakeview Home, Gaylord (3 participants)

May 31 Golden Hearts, Inc., Arlington (4 participants)

May 31 Heritage House, Gaylord (1 participant)

May 31 Parnell Street Board and Lodging, Green Isle (2 participants)

May 31 Sibley County Public Health Department, Gaylord (7 participants)

May 31 Sibley Medical Center Home Care, Arlington (2 participants)

May 31 Sibley County Day Activity Center, Arlington (6 participants)

May 31 Oak Terrace Senior Apartments, Gaylord (3 participants)

Total Presentations: 54

Total Participants: 201

Sara:

May 3   Pilot City Community Center (22 participants)

May 7   Courage Center, Stillwater (62 participants

May 8   St. Paul Library Managers (16 participants)

May 8   Rosedale Medical, Rosedale (2 participants) 

May 8   Health East Medical Clinic, Stipule (2 participants)

May 9   Ucare MN-Group 1 (32 participants)

May 9   Ucare MN-Group 2 (25 participants)

May 13 Alliance Health Care Center, Burnsville (4 participants) 

May 13 Emerald Crest Assisted Living (2 participants)

May 13 River Hills Assisted Living (2 participants)                      

May 13 Burnsville Senior Center (4 participants)   

May 14 St. Paul Public Housing (4 participants) 

May 16 Minnesota Veterans Home, Minneapolis (5 participants)             

May 16 Nokomis Square Independent Living (2 participants)

May 21 Minneapolis Public Housing-Managers (21 participants)

May 22 One-on-one Presentation, Burnsville (2 participants)   

May 22 Washington County Libraries (1 participants)                      

May 22 HealthEast Clinic, Woodbury (3 participants) 

May 28 One-on-one Presentation (1 participant) 

May 29 One-on-one Presentation (1 participant)

May 29 Volunteers Of America (2 participants) 

May 29 Minnesota Visiting Nurses Assoc. (2 participants) 

May 30 Bayport Public Library (2 participants)

Total Presentations: 23

Total Participants: 219

One-on-one Contacts: 3

The CRO received 22 calls in April, and 96 calls in May in response to the Minnesota Relay ad campaign.
Minnesota Relay Consumer Relations Office

Outreach Summary

June 2002

June 1   D/HH Event, Minneapolis (75 participants)

June 2   D/HH Event, Woodbury (24 participants)

June 3   D/HH Event, St. Paul (15 participants)

June 7   D/HH Event, Minneapolis (7 participants)

June 7   D/HH Event, St. Paul (14 participants)

June 8   D/HH Event, St. Cloud (35 participants)

June 8   Hard-of-Hearing Event, Woodbury (21 participants)

June 9   D/HH Event, Maplewood (8 participants)

June 10 D/HH Event, St. Paul (15 participants)

June 12 D/HH Event, Minneapolis (21 participants)

June 24 D/HH Event, St. Paul (7 participants)

June 29 D/HH Event, Roseville (3 participants)

Total Presentations: 12

Total Participants: 245

Nikki:

June 13 Community Memorial Hospital, Winona (2 participants)

June 13 MN Workforce Center, Winona (3 participants)

June 13 Winona ORC Industries, Inc./Career Options, Winona (6 participants)

June 13 Alterra Sterling House, Winona (3 participants)

June 13 Bourne Medical Service, Winona (1 participant)

June 13 Callista Court, Winona (2 participants)

June 13 Manor Living Home Care, Winona (1 participant)

June 13 The Lamberton Residence, Winona (2 participants)

June 13 Winona Public Health Nursing Service, Winona (6 participants)

June 14 Winona Health Home Care, Winona (3 participants)

June 14 Community Memorial Nursing Home, Winona (2 participants)

June 14 Lake Winona Manor, Winona (1 participant)

June 14 Saint Anne Extended Healthcare, Winona (3 participants)

June 14 Winona County Developmental Achievement Center, Winona (16 participants)

June 14 Home and Community Options, Winona (21 participants)

June 14 Winona Technical College Student Services, Winona (3 participants)

June 14 Main Street Home, Winona (1 participant)

June 14 Broadway Residential Treatment Center, Winona (2 participants)

June 14 Adith Miller Manor, Winona (3 participants)

June 14 Watkins Home, Winona (1 participant)

June 19 New Ulm Medical Center, New Ulm (3 participants)

June 19 MN Workforce Center, New Ulm (4 participants)

June 19 Oak Hills Nursing Home, New Ulm (2 participants)

June 19 Oak Hills Assisted Living, New Ulm (1 participant)

June 19 Prairie Senior Cottages, New Ulm (2 participants)

June 19 Ridgeway on German, New Ulm (1 participant)

June 19 Brown County Public Health Dept., New Ulm (5 participants)

June 19 Golden Homecare Plus, Inc., New Ulm (3 participants)

June 19 Habilitative Services, New Ulm (1 participant)

June 19 MBW Company, Inc., (51 participants)

June 19 New Ulm Medical Center Home Health Care, New Ulm (4 participants)

June 19 Welcome Home Health Care, New Ulm (1 participant)

June 19 MBW Monument Street, New Ulm (1 participant)

June 19 MBW on Center, New Ulm (1 participant)

June 19 New Ulm RAI II, New Ulm (1 participant)

June 19 Nova House, New Ulm (6 participants)

June 19 Enterprise North (DHS licensed adult program), New Ulm (3 participants)

June 19 MRCI New Ulm (DHS licensed adult program), New Ulm (5 participants)

June 20 One-on-one training, Anoka (2 participants)

June 24 Lifeworks, Inc., Crystal (10 participants)

June 26 Rum River Library, Andover (2 participants)

June 27 One on One training, Champlin (1 participant)

Total Presentations: 44

Total Participants: 192

Sara:

June 3 Dakota County Library Director, Eagan (2 participants)

June 3 South St. Paul Admin. Offices (22 participants)

June 4 Wildwood Library (2 participants)

June 4 Briar Cliff Health Care Res., Mahtomedi (2 participants)

June 4 Andrews Health Care Res., Mathomedi (2 participants)

June 4 Eastshore Senior Center, Mathomedi (8 participants)

June 4 Wildwood Health Care Center, Mathomedi (4 participants)

June 4 Mathomedi Assisted Living, Mathomedi (1 participant)

June 6 One-on-One, Oakpark Heights (1 participant)

June 10 My Brothers Keeper Health Services, Shakopee (2 participants) 

June 10 Scott County Library Managers, Savage (22 participants)

June 10 Shakopee Medical Equipment (2 participants)

June 10 Health Partners Corporate Training Managers (2 participants)

June 10 Lifeworks Health Services, (15 participants)

June 17 Valley Library, Lakeland (2 participants)

June 18 YWCA, North Minneapolis (2 participants) 

June 18 Salvation Army Community Center (2 participants)

June 18 North Community Services (5 participants)

June 18 Gertie Taylor, North Minneapolis (1 participant)

June 26 Shriners Hospital, (21 participants) 

June 26 Partnerships for Minnesota Care Providers (1 participant)                     

June 28 Outcomes, Inc. Care Providers (2 participants)   

Total Presentations: 24

Total Participants: 123
A Speech-To-Speech informational video was broadcast 8 times during June on Northwest Cable Television Community Access Channel.  NWCT reaches 62,000 homes in the Northwest Metro Area.  Estimated viewership of the video is in the several hundreds.

The Health Services organization in Shakopee distributed our brochures to 150 potential consumers.
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Outreach Summary

July 2002

July 1 D/HH Event, St. Paul (16 participants)

July 7-14 DeafWayII, Washington, D.C.

July 15 D/HH Event, St. Paul (14 participants)

July 16 Presentation, Minneapolis (80 participants)

July 17-18 Presentation, Minneapolis (15 participants)

July 19 Presentation, St. Paul (75 participants)

July 20 D/HH Event, Duluth (125 participants)

July 22 D/HH Event, St. Paul (18 participants)

July 23 One-on-One Presentation, Rosemount (1 participant)

July 25 Presentation, Minneapolis (3 participants)

July 30 Hard-of-Hearing Event, Brooklyn Park (3 participants)

Total Presentations: 10 

Total Participants: 350   

Nikki:

July 2   Northtown Central Library, Blaine (1 participant)

July 2   Crooked Lake Branch Library, Coon Rapids (2 participants)

July 2   Mississippi Branch Library, Fridley (1 participant)

July 3   Centennial Branch Library, Circle Pines (2 participants)

July 3   Northdale Branch Library, Coon Rapids (1 participant)

July 3   North Central Branch Library, Ham Lake (2 participants)

July 3   Johnsonville Branch Library, Blaine (1 participant)

July 8   North Country Regional Hospital, Rehab, Bemidji (11 participants)

July 8   MN Workforce Center, Bemidji (3 participants)

July 8   Developmental Achievement Center, Bemidji (3 participants)

July 8   Manas Foster Homes, Bemidji (1 participant)

July 8   Beltrami County Public Health Nursing Service, Bemidji (18 participants)

July 8   Homefront Care, Inc., Bemidji (1 participant)

July 8   North Country Home Care, Bemidji (5 participants)

July 8   Touch of Home, Bemidji, 2 (participants)

July 8   Goal Oriented Assisted Living, Bemidji (1 participant)

July 8   Eagles Wing Foster Home, Bemidji (1 participant)

July 8   Havenwood Care Center, Bemidji (2 participants)

July 8   North Country Nursing and Rehab Center, Bemidji (5 participants)

July 8   Baker Park, Inc., Bemidji (1 participant)

July 8   Heritage Home, Bemidji (1 participant)

July 8   Beltrami County Human Services, Bemidji (2 participants)

July 8   Archdeacon Gilfillian Center, Bemidji (2 participants)

July 8   REM Northstar, Bemidji (15 participants)

July 8   Spruce Woods Apartments, Bemidji (2 participants)

July 9   Cass County Public Health Nursing Service, Walker (3 participants)

July 17 MN Veterans Home Staff, Minneapolis (4 participants)

July 17 MN Veterans Home Staff, Minneapolis (3 participants)

July 18 MN Veterans Home Staff, Minneapolis (3 participants)

July 18 MN Veterans Home Staff, Minneapolis (2 participants)

July 18 MN Veterans Home Staff, Minneapolis (3 participants)

July 18 MN Veterans Home Staff, Minneapolis (5 participants)

July 30 Lake Regional Hospital Rehab, Fergus Falls (1 participant)

July 30 MN Workforce Center, Fergus Falls (3 participants)

July 30 Broen Memorial Home, Fergus Falls (2 participants)

July 30 MN Veterans Home, Fergus Falls (6 participants)

July 30 Pioneer Care Center, Fergus Falls (1 participant)

July 30 Lake Region Home Health Care, Fergus Falls (1 participant)

July 31 Ottertail County Public Health Nursing Service, Fergus Falls (16 participants)

July 31 Pioneer Senior Cottages, Fergus Falls (1 participant)

July 31 Productive Alternatives, Inc., Fergus Falls (6 participants)

July 31 Lutheran Social Services of Ottertail County, Fergus Falls (5 participants)

July 31 Homework Center, Inc., Fergus Falls (7 participants)

July 31 Golden Manor of Fergus Falls, Fergus Falls (3 participants)

July 31 Northwestern Manor, Fergus Falls (1 participant)

July 31 Pioneer Pointe, Fergus Falls (2 participants)

July 31 Pioneer Retirement Community, Fergus Falls (1 participant)

July 31 The Mill Street Residence, Fergus Falls (2 participants)

July 31 East Vernon Home, Fergus Falls (1 participant)

July 31 Arlington Home, Fergus Falls (1 participant)

July 31 Fergus Falls Regional Treatment Center, Fergus Falls (4 participants)

Total Presentations: 51

Total Participants: 173

Sara:

July 1   Outcomes Inc. Homecare Services, North St. Paul (3 participants)

July 1   Family Means Community Center, Stillwater (4 participants)

July 8   Oakdale Library Information Services, Oakdale (4 participants)

July 8   The Rivers Assisted Living Residence Council, Eagan (8 participants)

July 9   Y.e.s. Assistive Technology Support Group, S.E. Minneapolis (9 participants)

July 10 Park Crest Family Clinic, North Minneapolis (3 participants)

July 10 North Memorial Family Clinic, North Minneapolis (4 participants)

July 10 St. Olaf's Healthcare Center, North Minneapolis (3 participants)

July 10 Fremont Family Clinic, North Minneapolis (3 participants) 

July 10 North Public Library Information Services, North Minneapolis (1 participant)

July 10 North Oaks Healthcare Center, North Minneapolis (2 participants)

July 22 Children's Hospital Education Services, St. Paul (2 participants)

July 22 United Hospital Administration Staff, St. Paul (61 participants)

July 22 Capitol Neurology, St. Paul (3 participants)

July 22 Neurosurgery Association, St. Paul (12 participants)

July 22 United Rehab Physicians, St. Paul (2 participants)

July 22 Minnesota Surgical Association, St. Paul (9 participants)

July 23 Stillwater Services-City Hall, Stillwater (4 participants)

July 23 Linden Healthcare Services-City Hall, Stillwater (3 participants)

July 23 Senior Center and Vol. Services, Stillwater (2 participants)

July 30 Eastside Community Resources, Columbia Heights (1 participant)

July 30 Kensington Assisted Living, St. Anthony Park (3 participants)

July 30 Walker Methodist on Kensington Assisted Living, St. Anthony Park (2 participants)

July 30 Autumn Woods Assisted Living (1 participant)

July 31 Boutwells Landing Assisted and Senior Living, Oak Park Heights (3 participants)

Total Presentations: 25

Total Participants: 152

During July, an interview regarding Speech to Speech was aired on Northwest Cable Television's Community Journal Program.  The 3-minute interview aired 21 times during a 7-day period.  NWCT is broadcast in 62,000 homes in the Northwest Metro area.                    
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Outreach Summary

August 2002

August 2   D/HH Event, Staples (6 participants)

August 5   D/HH Event, Coon Rapids (12 participants)               

August 6   D/HH Event, St. Paul (16 participants)         

August 8   Hard-of-Hearing Event, Roseville (16 participants)    

August 10 Hard-of-Hearing Event, Shorewood (13 participants)

August 14 D/HH Event, St. Paul (18 participants)                       

August 22-September2 Minnesota State Fair Exhibition (16,000 participants)

Total Presentations: 18

Total Participants: 16,081
Sara:

August 1   Oak Ridge Place Healthcare (participants 3)

August 1   Birchwood Healthcare (6 participants)

August 1   Kilkenny Assisted Living (2 participants)

August 1   Whispering Pines Assisted Living, Forest Lake (2 participants)

August 1   Allina Medical Family Clinic Forest Lake (2 participants)

August 1   East Services Resources, Forest Lake (1 participant)

August 7   Interdependence Waivered Services, St. Paul (2 participants)

August 7   Pineview Adult Residence, St. Paul (2 participants)

August 12 Ataxia Foundation, Plymouth (6 participants)

August 13 Community Involvement Program (62 participants)

August 14 TSE Inc., Roseville (2 participants)

August 12 Southdale Library Resource Center (4 participants)

August 12 Southdale Hennepin County Service Center (1 participant)

August 13 St. Paul Public Library (8 participants)

August 20 St. Joseph's Children’s Home (12 participants)

August 20 Nokomis Library Resource Center (2 participants)

August 20 Chrysalis Resource Center (3 participants)

August 20 Cigna Health Care, Mendota Heights (1 participant)

August 20 Consolidated Medical Services, Mendota (9 participants)

August 21 Salvation Army Staff (42 participants)

August 27 White Bear Lake Library Resource Center (3 participants)

August 27 White Bear Lake Senior Center (2 participants)

August 21 The Arbors Senior Housing (3 participants)

August 28 Metro Work Center Adult Day Care (1 participant)

August 28 C.L.U.E.S Hispanic Center (1 participant)

August 28 Lake Street Hennepin Medical Center (40 participants)

August 28 Lake Street Library Resource Center (2 participants)

August 28 Village Community Resource Center (1 participant)

Total Presentations: 28

Total Participants: 225

Nikki:
August 6   Camp Courage, Maple Lake (4 participants)

August 8   STS Sponsored Softball Tourney Promotion, St. Paul (15 participants)

August 9   STS Sponsored Softball Tourney Promotion, St. Paul (15 participants)

August 12 STS Sponsored Softball Tourney Promotion, St. Paul (10 participants)

August 13 Osseo Community Library and Community Center, Osseo (5 participants)

August 13 Columbia Heights Area Library, Columbia Heights (2 participants)

August 16 STS Sponsored Softball Tournament, St. Paul (60 participants)

August 20 United Hospital District, Blue Earth (3 participants)

August 20 STEP of Blue Earth, Blue Earth (8 participants)

August 20 Cedar Valley Services - Alpha Program, Albert Lea (2 participants)

August 20 Parker Oaks, Winnebago (4 participants)

August 20 Parkview Care Center, Wells (2 participants)

August 20 St. Luke's Lutheran Care Center, Blue Earth (4 participants)

August 20 Faribault County Library Service, Blue Earth (1 participant)

August 20 Faribault County Human Services, Blue Earth (6 participants)

August 20 Friendship Home of Wells, Wells (participant)

August 20 Friendship Lane, Blue Earth (2 participants)

August 20 Nicollet Place, Blue Earth (1 participant)

August 20 Parker Oaks Assisted Living, Winnebago (1 participant)

August 20 The Shepherd's Inn, Wells (2 participants)

August 20 United Hospital Home Health Care Service, Blue Earth (3 participants)

August 20 Adolescent Treatment Center, Winnebago (2 participants)

August 20 Wells Public Library, Wells (1 participant)

August 20 Wells Community Center, Wells (1 participant)

August 20 Muir Library, Winnebago (1 participant)

August 20 Blue Earth Community Library, Blue Earth (2 participants)

August 22 Booth, Minnesota State Fair

August 23 Booth, Minnesota State Fair

August 26 Booth, Minnesota State Fair

August 27 Booth, Minnesota State Fair

August 28 Booth, Minnesota State Fair

August 29 Booth, Minnesota State Fair

August 30 Booth, Minnesota State Fair

Total Presentations: 33

Total Participants: 158
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Outreach Summary

September 2002

September 9   D/HH Event, St. Paul (35 participants)

September 10 Three Presentations-SCTC & College of St. Scholastic (47 participants)

September 11 Two Presentations-Chaska High School (66 participants)

September 12 D/HH Event, Minneapolis (17 participants)

September 14 Hard-of-Hearing Even, Minneapolis (15 participants)

September 16 D/HH Event, St. Paul (39 participants)

September 17 D/HH Event, Coon Rapids (7 participants)

September 18 Four Presentations-University of Minnesota (122 participants)

September 19 Five Presentations-University of Minnesota (161 participants)

September 20 D/HH Event, Faribault (79 participants)

September 22 Hard-of-Hearing Event, Golden Valley (participants 48)

September 23  D/HH Event,  St. Paul (51 participants)

September 25 Exhibition-Minnesota Relay Open House (65 participants)                                               

September 26 Kiwana's Club, Moorhead (38 participants)

September 28 Exhibition-Aware Fair, St. Paul (2,500 participants)

September 30  Three Presentations-Lakeville High School (97 participants)

Total Presentations: 28

Total Participants: 3,290

Nikki:

September 5   Northwest Community TV Presentation Taping, Brooklyn Park (7 participants)

September 10  Ataxia Support Group, New Hope (14 participants)

September 11  Flying Wheels Travel (Special Needs Travel Service), Owatonna (3 participants)

September 11  Cedar Valley Services  ABL (Adult Program), Owatonna, (2 participants)

September 11  Owatonna Public Library, Owatonna, (3 participants)

September 11  Straight River Enterprises (Adult Program), Medford (5 participants)

September 12  Lake Minnetonka Cable Commission, Spring Park (2 participants)

September 17  One-on-One STS Training, Worthington (1 participant)

September 17  Worthington Regional Hospital, Worthington (6 participants)

September 17  Minnesota Workforce Center, Worthington (11 participants)

September 17  Nobles County Library, Worthington (2 participants)

September 17  Crossroads Care Center, Worthington (1 participant)

September 17  South Shore Care Center, Worthington (4 participants)

September 17  The Atrium (Public Housing), Worthington (3 participants)

September 17  Nobles County Family Service Agency, Worthington (3 participants)

September 17  Nobles/Rock County Public Health Nursing Service, Worthington (6 participants)

September 17  Southwest Minnesota Opportunity Council, Worthington (4 participants)

September 17  The Meadows, Worthington (5 participants)

September 17  The Achievement Center (Adult Program), Worthington (25 participants)

September 17  Worthington Regional Home Care, Worthington (1 participant)

September 17  CCS, Inc., Ridgewood (Group Home), Worthington (4 participants)

September 17  McMillan Home, Worthington (1 participant)

September 17  Unity House, Worthington (3 participants)

September 17  Nobles County DAC (Adult Program), Worthington (4 participants)

September 18  Jackson Medical Center, Jackson (2 participants)

September 18  Cottonwood/Jackson County Health Service, Jackson (11 participants)

September 18  The Pines, Jackson (1 participant)

September 18  Jackson Family Services, Jackson (2 participants)

September 18  Jackson County Human Services (5 participants)

September 18  Jackson Good Samaritan Center, Jackson (2 participants)

September 24  Eventide Lutheran Home, Moorhead (3 participants)

September 24  Minnesota Workforce Center, Moorhead (12 participants)

September 24  Access, Inc., (HMCR), Moorhead (3 participants)

September 24  Clay County Public Health Department, Moorhead (5 participants)

September 24  Coram Alternative Site Services, Inc., (HMCR), Moorhead (3 participants)

September 24  Eventide Fairmont, Moorhead (1 participant)

September 24  Northside Retirement Home, Moorhead (1 participant)

September 24  The Evergreens of Moorhead, Moorhead (1 participant)

September 24  The Social Connextion (Adult Program), Moorhead (2 participants)

September 24  Connections of Moorhead (Adult Program), Moorhead (2 participants)

September 24  Clay County Social Services, Moorhead (2 participants)

September 30  Suburban Community Cable Commission, White Bear Lake (1 participant)

Total Presentations: 42

Total Participants: 179

Total One-on-One Outreach: 1

Sara:

September 18  St. Paul Library, St. Paul (32 participants)

September 23  Hennepin County Government Center-IT, Minneapolis (1,600 participants)

September 23  Hennepin County Medical Center-IT, Minneapolis (2 participants)

September 23  Hennepin County Medical Center-Health Info. Services, Minneapolis (2 participants)

September 23  Hennepin County Medical Center-Patient Representatives, Minneapolis (3 participants)

September 24  C.L.U.E.S Medical Center, Minneapolis (2 participants)

September 24  C.L.U.E.S Education Center, Minneapolis (2 participants)

September 24  Resource Center of the Americas, Minneapolis (2 participants)

Total Presentations 8 

Total Participants 1,645
Appendix S

Minnesota Relay Outreach Materials

Appendix T

Telephone Equipment Distribution Program

Outreach Materials

Appendix U

Minnesota Statutes § 237.10 & § 237.52

and

Minnesota Rules, Chapter 7810.6400

Minnesota Statutes 2002, Table of Chapters 

Table of contents for Chapter 237
     237.10 Uniform rules, classifications, practices; forms. 
    It shall be the duty of the commission to prescribe uniform 

 rules and classifications pertaining to the conduct of 

 intrastate telephone business and a system of accounting to be 

 used by telephone companies in transacting this business, and it 

 shall prescribe and furnish blanks and forms for reports, all of 

 which shall conform as nearly as practicable to the rules, 

 classifications, accounting systems, and reports prescribed by 

 the Federal Communications Commission for the interstate 

 business of like size companies.  

    The commission shall by correspondence or conference where 

 necessary use its best endeavors toward establishing uniformity 

 in practice in all matters pertaining to regulation of the 

 business of telephone companies between the federal government 

 and state government of this and adjacent states.  

    HIST: (5293) 1915 c 152 s 8; 1969 c 1031 s 10; 1971 c 25 s 67; 

 1980 c 614 s 123 

Copyright 2002 by the Office of Revisor of Statutes, State of Minnesota.
Minnesota Statutes 2002, Table of Chapters 

Table of contents for Chapter 237
     237.52 Telecommunications access Minnesota fund. 
    Subdivision 1.    Fund established.  A 

 telecommunications access Minnesota fund is established as an 

 account in the state treasury.  Earnings, such as interest, 

 dividends, and any other earnings arising from fund assets, must 

 be credited to the fund. 

    Subd. 2.    Assessment.  The commissioner of commerce 

 shall annually recommend to the commission an adequate and 

 appropriate surcharge and budget to implement sections 237.50 to 

 237.56.  The public utilities commission shall review the budget 

 for reasonableness and may modify the budget to the extent it is 

 unreasonable.  The commission shall annually determine the 

 funding mechanism to be used within 60 days of receipt of the 

 recommendation of the department and shall order the imposition 

 of surcharges effective on the earliest practicable date.  The 

 commission shall establish a monthly charge no greater than 20 

 cents for each customer access line, including trunk equivalents 

 as designated by the commission pursuant to section 403.11, 

 subdivision 1. 

    Subd. 3.    Collection.  Every telephone company or 

 communications carrier that provides service capable of 

 originating a telecommunications relay call, including cellular 

 communications and other nonwire access services, in this state 

 shall collect the charges established by the commission under 

 subdivision 2 and transfer amounts collected to the commissioner 

 of administration in the same manner as provided in section 

 403.11, subdivision 1, paragraph (d).  The commissioner of 

 administration must deposit the receipts in the fund established 

 in subdivision 1. 

    Subd. 4.    Appropriation.  Money in the fund is 

 appropriated to the commissioner of commerce to implement 

 sections 237.51 to 237.56. 

    Subd. 5.    Expenditures.  (a) Money in the fund may 

 only be used for: 

    (1) expenses of the department of commerce, including 

 personnel cost, public relations, advisory board members' 

 expenses, preparation of reports, and other reasonable expenses 

 not to exceed ten percent of total program expenditures; 

    (2) reimbursing the commissioner of human services for 

 purchases made or services provided pursuant to section 237.53; 

    (3) reimbursing telephone companies for purchases made or 

 services provided under section 237.53, subdivision 5; and 

    (4) contracting for establishment and operation of the 

 telecommunication relay service required by section 237.54. 

    (b) All costs directly associated with the establishment of 

 the program, the purchase and distribution of communication 

 devices, and the establishment and operation of the 

 telecommunication relay service are either reimbursable or 

 directly payable from the fund after authorization by the 

 commissioner of commerce.  The commissioner of commerce shall 

 contract with the message relay service operator to indemnify 

 the local exchange carriers of the relay service for any fines 

 imposed by the Federal Communications Commission related to the 

 failure of the relay service to comply with federal service 

 standards.  Notwithstanding section 16A.41, the commissioner may 

 advance money to the contractor of the telecommunication relay 

 service if the contractor establishes to the commissioner's 

 satisfaction that the advance payment is necessary for the 

 operation of the service.  The advance payment may be used only 

 for working capital reserve for the operation of the service.  

 The advance payment must be offset or repaid by the end of the 

 contract fiscal year together with interest accrued from the 

 date of payment.  

    HIST: 1987 c 308 s 3,8; 1988 c 621 s 4; 1992 c 518 s 2; 1993 c 

 272 s 12,13,17; 1995 c 190 s 5-7; 1995 c 201 s 1; 1Sp2001 c 4 

 art 6 s 63-65; 2002 c 329 s 3 

Copyright 2002 by the Office of Revisor of Statutes, State of Minnesota.
Minnesota Rules, Table of Chapters 

Table of contents for Chapter 7810
  7810.6400 UNIFORM SYSTEM OF ACCOUNTING. 
    A telephone company shall maintain its records and accounts 

 in accordance with the applicable uniform system of accounts, 

 and shall file its annual report for the previous calendar year 

 on or before May 1 of each year on the report forms furnished by 

 the commission.  Applicable schedules of such report forms shall 

 be completed in full. 

    Class A and class B telephone companies shall maintain 

 their accounts in accordance with the uniform systems of 

 accounts for class A and class B telephone companies prescribed 

 by the Federal Communications Commission.  Class C telephone 

 companies shall maintain their accounts in accordance with the 

 uniform system of accounts for telephone companies prescribed by 

 this commission.  Class D telephone companies shall maintain 

 such records as will enable them to complete the annual report 

 form prescribed and furnished by the commission. 

    STAT AUTH: MS s 237.10 

Current as of 06/19/02
Appendix V

Minnesota PUC Order dated July 14, 1993

(Docket # P-3008/CI-93-549 and P-999/CI-93-589

and

Telephone Bills demonstrating TAM Surcharge Labeling


_1078134495.doc
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