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TELECOMMUNICATIONS ACCESS MINNESOTA NARRATIVE

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 (now re-named the Telephone Equipment Distribution [TED] Program) and the Minnesota Relay.  The Minnesota Relay began service on March 1, 1989.  The procedures and remedies for enforcing any requirements imposed by the Telecommunications Relay Services (TRS) program fall under Minn. Stat. §237.50-237.56 and Minnesota Rules, Chapter 8775 (Appendix B).

There have been significant changes and improvements to the Minnesota Relay since its early years of operation.  In 1995, the Minnesota Legislature eliminated the TACIP Board and transferred the responsibility for the Minnesota Relay to the Minnesota Department of Public Service (now the Minnesota Department of Commerce
).  Responsibility for the TED Program was given to the Minnesota Department of Human Services (DHS).  The 1995 legislation also gave the responsibility for gathering consumer input regarding the TED Program and the Minnesota Relay to the Department of Human Services, Deaf and Hard of Hearing Services Division (DHHSD). 

Beginning on July 1, 1996, the Department of Commerce-Telecommunications Access Minnesota (DOC-TAM)
 contracted with Communication Services for the Deaf (CSD) and Sprint Communications Company (Sprint) to provide Telecommunications Relay Services (TRS) at a center located in Moorhead, Minnesota.  While CSD provides the management and human resource components for the Minnesota Relay, Sprint is responsible for providing the relay facilities, maintenance and access to Sprint’s fiber optic telecommunications network.  The current contracts with CSD and Sprint expire on June 30, 2006.

Minnesota Relay’s most recent Requests for Proposals (1996) are attached in Appendix C.

Under a separate subcontract, DOC-TAM and CSD have established a Minnesota Relay Consumer Relations Office located in St. Paul, Minnesota.  Since the Consumer Relations Office began operations in November 1996, the office has conducted annual focus group meetings that are held to solicit input from a variety of relay users.  Staffed by deaf, hearing, and speech-disabled personnel, the Consumer Relations Office is available to give presentations to any group or organization in the state.  

The DOC-TAM, through an interagency agreement with the Department of Human Services, Deaf and Hard of Hearing Services Division, provides the Telephone Equipment Distribution Program.  The TED Program provides a wide variety of assistive listening and telecommunications devices at no charge to income eligible Minnesotans.  Since the inception of the program, more than 35,000 devices have been distributed through the TED Program. 

These vendor provided programs, as well as the administrative expenses of the DOC-TAM, are funded by a surcharge (currently at $0.10) on all telephone subscriber lines, including wireless communications lines and other non-wire telephone subscriber lines, in the State of Minnesota.  
DOC-TAM submits its annual budget and surcharge recommendations to the Minnesota Public Utilities Commission (PUC) for approval.  The commission reviews the TAM budget recommendations for reasonableness and may modify the budget to the extent it is determined unreasonable.

In accordance with Minn. Stat. §237.55, DOC-TAM must also submit annual reports to the PUC.  Each report must review the accessibility of the telephone system for users of the Minnesota Relay and the TED Program.  In addition, the annual reports include a description of services provided by both the Minnesota Relay and TED Program, funds received and distributed annually for each component of the program, and plans for future operations.

A copy of TAM’s 2001 Annual Report is attached in Appendix D.

The terms and conditions of the relay service provider contracts reflect the DOC-TAM goal to provide Telecommunications Relay Services (TRS) which exceed the quality of relay services available in other states.  Given that CSD and Sprint are national leaders in the TRS industry and have the largest market share in the provision of TRS, DOC-TAM believes that the Minnesota Relay is among the most advanced and reliable relay centers in the nation.

Charts showing Minnesota Relay’s annual call volume, Speech-to-Speech monthly call volume and the TED Program’s number of individuals served/number of devices distributed are attached in Appendix E.

The Minnesota TRS Administrator is Jim Alan.  Mr. Alan can be reached at:

Telecommunications Access Minnesota 

Minnesota Department of Commerce  

85 Seventh Place East, Suite 600

St. Paul, MN 55101-3165

651-297-4565 / 800-657-3599 (voice)

651-297-3067 / 800-657-3603 (TTY)

651-284-4107 (fax)
jim.alan@state.mn.us
OPERATIONAL STANDARDS - 47 C.F.R. § 64.604 (a)

Communication Assistant (CA) - 47 C.F.R. § 64.604 (a) (1)

CA Employment Standards

The Minnesota Relay has established a successful procedure to attract qualified applicants for CA positions.  The first step in the CA hiring practice is a validated test that evaluates typing, language, and other skills related to the CA position.  When an applicant passes the test, a human resources representative screens the applicant for oral communication skills and work availability.  If the applicant passes this step, he/she is interviewed in person by an operations supervisor for specific job dimensions that relate to the success of a CA.  If the supervisor recommends the applicant for employment, the applicant’s references are checked.  This process ensures that only qualified applicants are hired to work at the relay center.

CA Training Program

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

New hires receive training in Deaf Culture, ASL translation, Oral Deaf, and sensitivity to the needs of persons with hearing and speech disabilities by a qualified person who, if not deaf or hearing-impaired, possesses extensive knowledge in this area.  During the initial training, CA’s are trained and evaluated on how to accurately reflect the TTY user’s intent and on the CA’s role in the relay process.  CAs' performance based skills such as grammar, spelling and oral communication abilities are evaluated on an ongoing basis. 

Additionally, applicants are given four written and hands-on evaluations.  These evaluations demonstrate spelling ability, typing accuracy, ability to process calls using training terminals and role-playing ability in varying levels of ASL.  CAs also receive extensive training on how to improve their interpersonal skills so that they can work effectively with difficult and stressful situations that may arise during their employment. 

A copy of the Sprint TRS, Speech to Speech (STS) and Video Relay Service (VRS) Training outlines are attached in Appendix F.  

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

A copy of Sprint’s Diversified Culture Training Module is attached in Appendix G.

Transmission of 60-WPM

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

Minnesota Relay also utilizes technological aides such as pre-programmed macros and auto-correcting software, along with the CA’s natural skill, to provide optimal typing accuracy.

A copy of the oral-to-test typing test script is attached in Appendix H.

A copy of the actual typing results of 2,259 Sprint/CSD CAs is attached in Appendix I.
CA Quality Assurance Programs

Individual Monthly Survey

Monthly surveys and formal reviews are used to monitor and evaluate the continuing training of CAs.  The survey process is a product of a task force comprised of management staff who evaluate all areas of work performance, personal effectiveness and attendance.  The survey process goals are to respond to customer feedback and provide CAs with clearly defined and objective performance measures.  Two surveys are completed on each CA every month and include areas such as typing accuracy, spelling, conversational English/ASL translation, clarity/enunciation, caller control, and etiquette/composure.   

Quality Assurance Test Calls

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

Account Management and Trainer Test Calls

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

Confidentiality and Conversation Content - 47 C.F.R. § 64.604 (a) (2)

(i) Confidentiality Policies and Procedures

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

No one is permitted to watch or listen to actual calls except CAs and supervisory staff for the purpose of relaying, assisting or monitoring the call or for training purposes. CA work areas have a security key card access and visitors are not allowed on the relay floor.

CAs perform their work in cubicles that are bordered by high sound-absorption acoustic tiles and wear special noise reducing headsets.  The CA workstations are arranged to minimize the number of cubicles that are side by side. 

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

Speech-to-Speech (STS) Limited Exception of Retention of Information

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

The Minnesota Relay strictly enforces confidentiality policies, including the following:

Communication Assistant (CA)

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

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

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

Building

· Relay center entrances and CA work areas are accessed with security keys.

· Visitors are not allowed in the CA work area.

· CA terminal screens are not visible from any window area.
Please refer to Appendix J for the TRS Pledge of Confidentiality.
(ii) Verbatim Relay and the Translation of ASL

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

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

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

Speech-to-Speech (STS) Facilitation of Communication

STS CAs receive training on how to facilitate STS communication without interfering with the independence of the user.  STS CAs are evaluated monthly on their ability to facilitate the call without altering content of the conversation or compromising the user’s control.  Relay users have full control of all of their calls.  
Types of Calls - 47 C.F.R. § 64.604 (a) (3)

Minnesota Relay provides 24 hour, 7 day-a-week Telecommunications Relay Services (TRS) for standard (voice), Text Telephone (TTY), wireless, or personal computers (PC) users to place local, intrastate, interstate, and international calls.  Minnesota Relay also processes calls to directory assistance, toll free and pay-per-call numbers.  There are no restrictions on the duration or number of calls placed by any relay user. 

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

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

A complete list of all call types available through the Minnesota Relay may be found in Appendix K (Sprint Standard Features Matrix). 
Handling of Emergency Calls - 47 C.F.R. § 64.604 (a) (4)

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

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

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

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

The CA remains on the line until emergency personnel arrive on the scene unless previously released by the caller.  The CA also verbally passes the caller’s ANI onto the E911 center operator.  If the inbound relay caller disconnects prior to reaching E911, the CA will stay on the line to verbally provide the caller’s ANI to the E911 center operator.
In-call Replacement of CAs - 47 C.F.R. § 64.604 (a) (5)

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

A CA change may occur for the following reasons:

· Customer requests change of CA

· End user verbal abuse of CA or obscenity towards CA

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

· Illness

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

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

The CA will say to the non-TTY user: “THIS IS CA # CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure.  In addition, a training video was developed that clearly shows the procedure and how to ensure it is as smooth as possible.
CA Gender Preferences - 47 C.F.R. § 64.604 (a) (6)

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

Speech-to-Speech (STS) Called Numbers - 47 C.F.R. § 64.604 (a) (7)

Minnesota Relay’s Customer Database is available to STS users.  The database can be used to store a list of names, frequently dialed telephone numbers, and customer notes.  The database automatically appears on the CA’s terminal screen each time a user dials into Minnesota Relay.  The Customer Database helps to facilitate call set up and conversing preferences for the STS user. 

TECHNICAL STANDARDS - 47 C.F.R. § 64.604 (b) 
ASCII & Baudot - 47 C.F.R. § 64.604 (b) (1)

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

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

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

Speed of Answer - 47 C.F.R. § 64.604 (b) (2)

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

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

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

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

Performance of inbound traffic on each toll-free number where it enters the Sprint network is measured continuously and reported both daily and monthly.  These measurements, which include traffic volume and blockage data, are compiled into a monthly report and made available to the Minnesota Relay state administrator.  In addition, the dedicated trunk facilities that route the call from the terminating network switch to the Automatic Call Distributor (ACD) at the relay center are monitored daily for compliance with blockage limitations.  This data is monitored for both short and long-term trends to ensure the most cost-effective use of resources.
Equal Access to Interexchange Carriers - 47 C.F.R. § 64.604 (b) (3)

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

The current participating members of Minnesota Relay’s Carrier of Choice program are:

· AT&T

· Broadwing Communications

· Broadwing Telecommunications


· Excel

· Global Crossings LTD

· LDDS

· MCIWorldCom

· McLeod USA

· Metromedia

· OPEX Long Distance

· SimCom

· Sprint

· Touch America (formerly Qwest)

· Verizon Long Distance

· WilTel

· Working Assets

· WorldCom

· 10-10-220 (Telecom USA/ MCI)

· 10-10-222 (MCI WorldCom)

· 10-10-275 (WorldxChange)

· 10-10-288 (AT&T)

· 10-10-297 (Excel)

· 10-10-321 (Telecom USA/ MCI)

· 10-10-333 (Sprint)

· 10-10-502 (WorldxChange)

· 10-10-629 (WorldxChange)

· 10-10-636 (Clear Choice Five Talk)

· 10-10-781 (WorldxChange)

· 10-10-811 (VarTec FiveLine)

· 10-10-834 (WorldxChange)

If a Minnesota Relay caller does not indicate a COC preference to the CA, either on-line or in their customer database (or if their preferred carrier is not a COC participant), the call will be carried over the Sprint network.  As with calls carried by Sprint, most COC participants limit billing methods based on the type of line from which the call originates.

When a requested carrier is not a COC participant, Sprint has established a procedure where the carrier will be notified, verbally and in writing, of its obligation to provide access to TRS users and encourage their participation in the COC program. 

Please see Appendix L for a sample of Sprint’s Carrier of Choice letter.

TRS Facilities - 47 C.F.R. § 64.604 (b) (4)

The Minnesota Relay is available 24 hours a day, 365 days a year.  The relay utilizes both UPS and backup power generators to ensure that the relay center has uninterrupted power, even in the event of a power outage.  UPS is used only long enough for the backup power generators to come on line – a matter of minutes.  The backup power generators are supplied with sufficient fuel to maintain operations for at least 24 hours.  The generators can stay in service for longer periods of time as long as fuel is available.

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

· Switch system and peripherals 

· Switch room environmentals 

· CA positions (consoles/terminals and emergency lights)

· Emergency lights (self-contained batteries)

· System alarms

· CDR recording

As a safety precaution (in case of a fire during a power failure), the fire suppression system is not electrically powered.  Once the back-up generator is on line, stable power is established and maintained to all TRS system equipment and facility environmental control until commercial power is restored.  

For a complete explanation of Sprint’s back-up plan, please refer to the Disaster Recovery Plan provided in Appendix M. 

Technology - 47 C.F.R. § 64.604 (b) (5)

Voice Carry Over (VCO)

VCO allows a user to speak directly to the person he/she is calling and receive responses by text through the CA (and vice-versa).  In addition, Minnesota Relay offers VCO-VCO, VCO-HCO, VCO-TTY, and Two-line VCO calls.

Hearing Carry Over (HCO)

HCO allows a person to listen directly to the person they are calling and provide their responses by text through the CA (and vice-versa).  This advancement eliminates the HCO users’ need for reading macros and allows him/her to hear the call set-up, ringing and the called party answering the telephone.  In addition, Minnesota Relay offers HCO-HCO, HCO-VCO, HCO-TTY, and Two-line HCO calls.

Internet Relay 

Anyone with Internet access can make Internet Relay calls 24 hours a day, 7 days a week.  There is no charge to use Internet Relay; even long distance calls are free.

Internet Relay allows users to make calls in English, Spanish or French Creole and also make two-line VCO calls.

Internet Relay users have the ability to customize the look and feel of their Internet Relay calls with the following capabilities:

· Split-screen

· Language preference

· Text size

· Text color

· Background color

· Dialing instructions

· Emotion icons

· Print and save options

Internet Relay provides a secure and interactive relay experience using intuitive features designed for TRS users.  The Internet Relay Web address is: www.sprintrelayonline.com
Video Relay Service (VRS)

VRS enables American Sign Language (ASL) users to "converse" with a hearing person by using an ASL interpreter as a communication assistant.  This allows a relay call to be transmitted in real time because there is no waiting for text to be typed or read.

The benefits of using VRS include:

· Enables the ASL user to communicate in his/her native language. 

· Vastly increases communication speed. 

· Enhances communication by allowing the use of facial expressions and body language cues. 

· Removes communication barriers for slow typists and/or exclusive ASL users. 

· Ability to make interruptions. 

· Ability to work efficiently with automated telephone transfer systems. 

· Functional equivalency of making phone calls. 

The Web address to place a VRS call or to find out more about VRS is: www.mnvrs.com
Future Technology Under Development

Future communication enhancements Sprint is currently investigating for its platform include:

· Caption Telephone (CapTel)

· Real-Time Captioning service for conference calling

· Speech-to-Text technology

· Wireless Internet Relay through cell phone devices

· Wireless Video Relay accessibility

· Palm Pilot and Two-Way Pager utilization through relay

Voice Mail and Interactive Menu (Hot Key) - 47 C.F.R. § 64.604 (b) (6)

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

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

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

Minnesota Relay’s 900 Services number is:1-900-246-3323.

FUNCTIONAL STANDARDS - 47 C.F.R. § 64.604 (c) 
Consumer Complaint Logs - 47 C.F.R. § 64.604 (c) (1)

(i) Minnesota Relay users have the option of calling Sprint’s 24-hour Customer Service line (1-800-676-3777), Sprint’s Minnesota account manager (585-243-4880), Minnesota Relay’s Consumer Relations Office (800-657-3775) or the Minnesota Relay state administrator (800-657-3599) to file complaints or commendations.  Or, a user may request to speak to a relay supervisor during or immediately after a relay call.  In addition, the CA has the capability to transfer the caller on-line to Sprint’s Customer Service department. 

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

If the complaint concerns a specific CA, an operations supervisor follows up and resolves the complaint.

If the complaint concerns a specific technical issue, a trouble ticket is filed and the ticket number is documented on the Customer Contact Form.  The ticket will be investigated and resolved by an on-site technician.  The Sprint account manager is responsible for tracking all technical complaints and following-up with customers on complaint resolutions.  

If a miscellaneous complaint is filed with customer service, a copy is faxed to the Sprint account manager for resolution and follow-up with the customer.  The account manager is also responsible for tracking all commendations and complaints and sending copies of Customer Contact Forms to the Minnesota Relay state administrator by the invoice due date of the following month. 

When a complaint or commendation is received by the Minnesota Relay Consumer Relations Office (CRO), a Customer Contact Form is completed and the complaint is either resolved by the CRO, or forwarded to the appropriate party.  All complaints received by the CRO are recorded, tracked, and added to the annual complaint log summary.

Also, by June 25th of each calendar year, Sprint provides the Minnesota Relay state administrator with a copy of the 12-month complaint log report for the period of June 1- May 31, as well as a summary of the complaint log. 

(ii) Copies of Minnesota Relay’s 2001 and 2002 Annual Consumer Complaint Log Records are attached in Appendix N.
Contact Persons - 47 C.F.R. § 64.604 (c) (2)

(i) Minnesota Relay has submitted applicable contact information to the FCC for TRS consumer information and complaints about intrastate TRS.  This information is listed on the FCC Web site at: http://ftp.fcc.gov/cgb/dro/trs_contact_list.html
(ii) Minnesota Relay, as provider of interstate TRS and relay provider having state TRS contracts, has submitted applicable contact information to the FCC for TRS consumer information and complaints about the provider’s service.  This information is listed on the FCC Web site at: http://ftp.fcc.gov/cgb/dro/trs_minnesota.html
Additional Minnesota Relay Contact Information:

Jim Alan, Administrator


 
 

Telecommunications Access Minnesota
    


Minnesota Department of Commerce

85 Seventh Place East, Suite 600

       

St. Paul, MN 55101-3165


       

651-297-4565 / 800-657-3599 (voice)

651-297-3067 / 800-657-3603 (TTY)

651-284-4107 (fax)

jim.alan@state.mn.us
Trich Shipley, Senior Manager

Minnesota Relay Consumer Relations Office

332 Minnesota Street, Suite E1330

St. Paul, MN 55101

651-602-9005 (voice/TTY)

800-657-3775 (voice/TTY)

651-238-8225 (cell)

651-602-9010 (fax)

trichshipley@uswest.net
Mary Beth Mothersell, Minnesota Relay Sprint Account Manager

Sprint Relay

PO Box 547

Geneseo, New York 14454

585-243-4880 (voice)

800-927-0282 (TTY)

585-243-4884 (fax)

marybeth.mothersell@mail.sprint.com
Sprint’s 24 Customer Service Hotline:

1-800-676-3777 (voice/TTY/ASCII)

Public Access to Information - 47 C.F.R. § 64.604 (c) (3)

Telecommunications Access Minnesota (TAM)

Telecommunications Access Minnesota (a division of the Minnesota Department of Commerce), administrator of the Minnesota Relay and Telephone Equipment Distribution program, periodically contacts all Minnesota telephone companies to remind them of their responsibility, as required by FCC Rule CRF § 64.604 (c) (3), to include information about the Minnesota Relay and Telephone Equipment Distribution Program with each customer’s bill or newsletter, and to have this information available in their telephone directories.  

A copy of the most recent letter and information page mailed to all Minnesota Telephone Companies is attached in Appendix O. 

On March 14, 2001, the Telecommunications Access Minnesota (TAM) administrator sent a letter to all Minnesota telephone service providers informing them of the FCC N11 Second Report and Order (CC Docket No. 92-105) mandating 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”.  

On July 17, 2001, the TAM administrator sent another letter to all Minnesota telephone service providers asking them to test the 7-1-1 dialing shortcut and to complete a 7-1-1 Implementation Status Report Form.

A copy of the aforementioned March 14 letter and July 17 letter/status report form are attached in Appendix P.  Also attached in Appendix P is a copy of Qwest’s billing envelope that provided 7-1-1 dialing information to their customers.
In addition to information provided in telephone directories and telephone bill inserts, TAM also provides outreach by placing advertisements in local magazines and newspapers, and by running ads on radio and television stations. 

In 2001-2002, TAM conducted a $600,000 statewide Minnesota Relay/7-1-1 public awareness campaign.  The main focus of the campaign was to inform the general public and raise awareness about the Minnesota Relay and the new 7-1-1 dialing shortcut.  A secondary focus was to target senior populations and businesses.  

Devaney & Associates, Inc., a marketing and advertising company located in the State of Maryland, was hired to prepare a media plan for the advertising campaign, which included the following:

· Design of a new Minnesota Relay logo.

· Six weeks of ads placed in the Mesabi Daily News.

· Six weeks of ads placed in the following weekly newspapers: Aitkin Independent Age; Alexandria Echo Press; Anoka County Union; Blaine Spring Lake Park Life; Coon Rapids Herald; Becker Sherburne County Citizens; Buffalo Wright County Journal-Press; Detroit Lakes Becker County Record; Hutchinson Leader; New Brighton Bulletin Group; North St. Paul Review Group; Roseville Review; South St. Paul South-West Review; St Paul Review East; Excelsior Shorewood Chan; Hopkins East Minnetonka; Richfield Sun Current; Robbinsdale Crystal New Hope Sun Post; Thief River Falls Times; and The Ely Echo.

· Six weeks of ads placed in Minnesota Monthly and Good Age (monthly).

· Three different 30-second ads ran on television stations in: Minneapolis/St. Paul (KARE Ch 11, KSTP Ch 5, WCCO Ch 4); Duluth/Superior (KBJR Ch 6); Rochester/Mason/Austin (KAAL Ch 6); Fargo/Valley City (KVLY Ch 11 and WDAY Ch 6); Mankato (KEYC Ch 12).

· Three different 30-second ads that ran on cable stations in the following cities: Minneapolis/St. Paul; Duluth/Superior; Rochester; Austin; Albert Lea; Winona; Mankato; Fargo/Moorhead.

· Radio ads that ran on WCCO.

· Radio ads that ran on the Gopher/Twins Network (Ada, Albert Lea, Austin, Bemidji, Brainerd, Crookston, Detroit Lakes, Duluth, Fergus Falls, Grand Rapids, Little Falls, Mankato, Morris, New Ulm, Owatonna, Rochester, St. Cloud, Mankato, Staples, Thief River Falls, Wadena, Willmar, Windom, Winona).

Examples of print ads are attached in Appendix Q.  Tapes of radio and television ads are also submitted for review.

Information on the Minnesota Relay is available on the Minnesota Department of Commerce’s Web site at: www.commerce.state.mn.us
Consumer Relations Office (CRO)

Minnesota Relay outreach presentations are provided through Minnesota Relay’s Consumer Relations Office (CRO).  The CRO’s two main responsibilities are to educate the public about TRS and the Minnesota Relay, and to receive/resolve consumer complaints.  The CRO currently consists of a senior manager who handles consumer questions/complaints, office administration, and oversees outreach programs; a manager who conducts relay outreach and education; two part-time Speech-to-Speech outreach coordinators; and two part-time Speech-to-Speech call demonstrators.

Relay outreach activities include the following: 

· Contacting organizations to schedule presentations and/or to provide them with written information on relay services.

· Conducting presentations on a continual basis to American Sign Language I class students (i.e. at the University of Minnesota).

· Staffing a booth at conferences, seminars and State Fair (the Minnesota Relay booth was visited by 15,000 people during the 2002 State Fair).

· Conducting one-on-one training sessions for individuals who are having trouble using specialized relay equipment (i.e. TTY’s, amplified telephones, Voice Carry Over telephones).

Outreach presentations may vary depending on audience needs.  A typical presentation begins with background on the presenter, and then consists of an introduction to relay (including a video), followed by an overhead presentation and question/answer time.  The presentation also includes distribution of relay brochures and related materials.  

When presenting to a Deaf or hard-of-hearing audience, more time is spent detailing the types of relay services that would be more applicable to their needs, such as Two-Line Voice Carry Over and Answering Machine Retrieval use. 

When presenting to children, outreach staff makes learning fun by singing and signing the ABC’s.  A TTY is brought in for the children to type on and the process of calling a Deaf friend is discussed and demonstrated.  ASL bookmarks are distributed and the children are encouraged to ask questions. 

Speech-to-Speech (STS) outreach activities include the following:

· Contacting organizations (hospitals, nursing homes, rehabilitation facilities) to schedule presentations and/or to provide written information on STS.

· Performing one-on-one training with first time STS users and personal care attendants.

· Staffing a STS booth at conferences and seminars.
· Conducting training and providing information to ensure that usage of STS relay is fully incorporated in the Individual Education Plans (IEPs) of all speech-disabled persons within Minnesota’s public and private school systems.

· Conducting ‘drop-in” visits to speech-disability related organizations.
STS outreach can vary greatly depending on the audience.  During a presentation to a medical organization, the outreach coordinator educates the audience on the types of individuals who would benefit from using STS relay (typically people with moderate to severe speech difficulties resulting from cerebral palsy, multiple sclerosis, muscular dystrophy, Huntington’s chorea, amyotropic lateral sclerosis, head injury, other degenerative diseases, laryngectomies, or the effects of stroke).  The coordinator will play a STS videotape, distribute informational materials, and will place an actual STS call.  Illustrating  STS relay by placing a call to a speech-disabled call demonstrator has proven to be a wonderful tool to instill in the audience the level of training, skill and patience the STS CA’s have, and how easy a call can be.

Another form of outreach that the STS coordinator may utilize is a  “drop in” visit.  The coordinator stops by other organizations located in the same area of the state that a scheduled presentation is being given and offers “on the spot” training to the speech pathologists or rehabilitation people within the organization.  This type of outreach has been extremely successful and well received.

One-on-one training sessions are also provided by the STS outreach coordinators.  This type of outreach typically consists of the coordinator going to a consumer’s home to provide STS relay education and training.  The coordinator may assist the consumer in placing a number of STS calls so the consumer feels comfortable with the call process and, more importantly, with the skill and professionalism of the relay’s specially trained CAs.  One-on-one outreach is also very effective, but is difficult to coordinate simply because many people hesitate to invite someone into their home.  

Due to the dedication of the CRO staff and their diligence in providing STS outreach throughout the state, Minnesota Relay’s STS call volume is one of the highest per-capita in the Nation with up to 900 calls being placed per month.

Reports containing the CRO’s outreach efforts are compiled monthly and forwarded to the Minnesota Relay state administrator.

Copies of the Consumer Relations Office’s monthly outreach summaries (1997-present) are attached in Appendix R.

Outreach materials available from the Minnesota Relay Consumer Relations Office include:

Minnesota Relay Brochure (English & Spanish)

Voice Carry Over Brochure (English & Spanish)

Speech-to-Speech Brochure (English & Spanish)

Hearing Carry Over Brochure

Minnesota Relay Bookmarks

Minnesota Relay St. Paul/Minneapolis Area Code Wallet Map

Speech-to-Speech Outreach Informational Folder 

Examples of outreach materials are attached in Appendix S.

Consumers may contact the CRO to schedule a presentation, ask questions about relay services, or to request copies of brochures and other outreach materials.  The CRO may be reached by contacting:

Trich Shipley, Senior Manager

Minnesota Relay Consumer Relations Office

332 Minnesota Street, Suite E1330

St. Paul, MN 55101

651-602-9005 (voice/TTY)

800-657-3775 (voice/TTY)

651-238-8225 (cell)

651-602-9010 (fax)

trichshipley@uswest.net
Telephone Equipment Distribution (TED) Program

Another facet of Telecommunications Access Minnesota, and a great contributor to outreach efforts, is the Telephone Equipment Distribution (TED) Program.  The TED Program provides assistive telecommunication devices to eligible Minnesotans who have difficulty accessing the telecommunication network because they are Deaf, hard-of-hearing, speech impaired or mobility impaired. 

The types of equipment distributed include, but are not limited to:  

· Telecommunication Devices for the Deaf (TDDs)

· Amplified Telephones (both hearing and voice)

· Ring Signaling Devices (auditory, visual and tactile)

· Voice Carry Over (VCO) phones

· Remote Control Speaker Phones

TED Program staff conduct outreach presentations to inform the public about the availability of equipment through the TED Program, the eligibility requirements, and TED Program brochure/applications are distributed to participants.  A description of the Minnesota Relay is always covered, as well as a brief explanation of the funding source for both the Minnesota Relay and TED Program.  Since 1997, this information has been presented at approximately 1,094 locations to roughly 33,000 participants.  Also, other members of the DHHSD staff present information about both the Minnesota Relay and TED Program services at various training events.  

In addition to presentations, the following outreach efforts were conducted from 1997-2001:

· Mass mailings to telephone service providers.

· Inserts in church bulletins in 2000 and 2001.

· An insert that was distributed to all telephone subscribers via their telephone bill.

· Advertising in various newspapers and print publications.

· In 2001 the TED Program launched a new web site.  The address is: www.tedprogram.org
· A short radio ad campaign.

· Informational bookmark sized inserts distributed to recipients of home delivered meals statewide.

· Informational placemats distributed to senior dining sites statewide.

· Information about the TED Program was included on the application for the state’s Telephone Assistance Plan.

· Information about the TED Program is included in all literature distributed by the DHHSD.
Examples of some of the TED Program outreach materials are attached in Appendix T.
The chart below lists the number of first time consumers served by the TED Program each calendar year (including follow up or repair service provided), as well as the number of new devices distributed to those individuals.  The TED program has distributed more than 35,000 devices since its inception, a portion of which are returned each year due to equipment malfunctions.  The below numbers do not factor in services provided to individuals who contact the program after being awarded equipment the first time to request additional training.  Nor does it include participants who wish to exchange their equipment due to a change in their needs.  (The most common example of changing equipment needs is when a hard of hearing person’s hearing deteriorates and they are unable to access the telephone with the equipment they first received.) 

Year

# of initial individuals served

# of devices distributed
1997  


     1892
 

                           2376

1998 


     2069




   2120




1999 


     2141




   2340

2000 


     2105




   2695

2001 


     1882




   2431

Deaf and Hard of Hearing Services Division (DHHSD) Advisory Committees

The TED Program is administered through an interagency agreement between the Department of Commerce-Telecommunications Access Minnesota and Department of Human Services (DHS), Deaf and Hard of Hearing Services Division (DHHSD).  DHHSD provides access to an established network of regional service centers around the state and has professional staff experienced in working with communication-impaired persons.  TED Program services are provided through seven DHHSD regional offices (located in Duluth, Rochester, Fergus Falls, St. Cloud, Bemidji, St. Peter and St. Paul); each of these offices has an advisory committee.  In addition, there is an advisory committee for the one-person office the Division maintains in Virginia, Minnesota.  The advisory committees each meet quarterly, and during these meetings consumer feedback is collected about both the Minnesota Relay and TED Program.

The TED Program may be reached by contacting:

Lauren Hruska, Coordinator

Telephone Equipment Distribution Program

Metro Square Building

130 7th Place East

St. Paul, 55101

651-297-3639 (voice)

651-296-2655 (TTY)

800-657-3663 (voice)

800-657-3513 (TTY)

651-297-7155 (fax)

lauren.hruska@state.mn.us
Rates - 47 C.F.R. § 64.604 (c) (4)

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

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

	
	Intrastate
	Interstate

	Day

(7 AM – 6:59 PM)
	35%
	50%

	Evening

(7 PM – 10:59 PM)
	25%
	50%

	Night/weekend

(11 PM – 6:59 AM;

 all day Saturday & Sunday)
	10%
	50%


Jurisdictional Separation of Costs - 47 C.F.R. § 64.604 (c) (5)

(i) General. Minnesota’s TRS program observes all jurisdictional separation of costs as required by 47 C.F.R § 64.604 (c) (5), Section 410 of the Communications Act of 1934, Minnesota Stat. § 237.10, and Minnesota Rules, Chapter 7810.6400.  All Minnesota Relay intrastate and interstate minutes are reported separately and distinctly to the state on the Sprint invoice.  

(ii) Cost Recovery.  The local and intrastate minutes, including 49% of toll free and 900 minutes, are reimbursed through a fund established by the Minnesota Legislature.  In accordance with Minnesota Stat. § 237.52, Subd. 3, “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 . . .”.  Minnesota’s current TRS surcharge is $.10 per month, per access line.

The interstate and international minutes, including 51% of toll free and 900 minutes
, are reimbursed by the Telecommunications Relay Services (TRS) Interstate Fund administered by the National Exchange Carrier Association (NECA). 

Costs for the provision of interstate and intrastate Video Relay Service and Internet Relay are recovered from the TRS Interstate Fund administered by NECA. 

A copy of Minnesota Stat. § 237.10, Minnesota Stat. § 237.52, and Minnesota Rules, Chapter 7810.6400 is attached in Appendix U.
Complaints - 47 C.F.R. § 64.604 (c) (6)

(i) Minnesota Relay users have the option of calling Sprint’s 24-hour Customer Service line (1-800-676-3777), Sprint’s Minnesota account manager (585-243-4880), Minnesota Relay’s Consumer Relations Office (800-657-3775) or the Minnesota Relay state administrator (800-657-3599) to file complaints or commendations.  Or, a user may request to speak to a relay supervisor during or immediately after a relay call.  In addition, the CA has the capability to transfer the caller on-line to Sprint’s Customer Service department. 

The Minnesota Relay has a comprehensive Customer Complaint Tracking program.  A supervisor or operations administrator is available 24 hours a day to accept complaints and document/forward documentation to the proper source for resolution.  Supervisors provide immediate feedback to both the customer and the CA.  

When a complaint is received by any of our complaint contacts, a TRS Customer Contact Form, which includes the date the complaint was filed, an explanation of the complaint, the date the complaint was resolved and explanation of the resolution and any other pertinent information is completed.  Then, the complaint is either resolved by the person receiving the call, or forwarded to the appropriate party for immediate resolution.

If the complaint concerns a specific CA, an operations supervisor follows up and resolves the complaint.  The role of the supervisor is to: 

· Accept all types of complaints, issues and comments. 

· Handle all service type complaints. 

· Resolve complaints with communication assistants.

· Follow up with customers if requested by the customers.  

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

If a miscellaneous complaint is filed with customer service, a copy is faxed to the Sprint account manager for resolution and follow-up with the customer. 

(ii) In the event that the Minnesota Department of Commerce-Telecommunications Access Minnesota (DOC-TAM) fails to take action within 180 days after a complaint is filed about the Minnesota Relay, DOC-TAM understands that the FCC shall exercise jurisdiction over the complaint.  DOC-TAM also understands that failure to meet the deadlines for complaint resolution may adversely affect the continued certification of the Minnesota Relay [see C.F.R. § 64.605 (c) (6) (iii)].
Treatment of TRS Customer Information - 47 C.F.R. § 64.604 (c) (7)

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

STATE CERTIFICATION - 47 C.F.R. § 64.605 

State Certification - 47 C.F.R. § 64.605 (b) (3)

Minnesota Relay is confident that it meets or exceeds all operational, technical, and functional minimum standards contained in 47 C.F.R. § 64.604.  Though Minnesota Relay may often exceed certain minimum standards, in doing so, to the best of our knowledge, we are not in conflict with federal law.

COMMUNICATIONS TO THE PUBLIC REGARDING INTRASTATE TRS FUNDING 

Information on the Telecommunications Access Fund (TAM), from which TRS intrastate calls are reimbursed, is available in Minn. Stat. § 237.52.  Information on how TAM is funded is also available on our Web site @ www.commerce.state.mn.us.  

In response to The FCC’s directive that prohibits telephone companies form identifying the TRS surcharge in a manner that suggests the service is available to only one group of telephone subscribers, the Minnesota Public Utilities Commission, in its July 14, 1993 Order
, directed telephone companies to identify the TAM surcharge as “tele-relay” on customer bills. 

A copy of the Minnesota Public Utilities Commission’s Order and copies of telephone bills demonstrating how the TAM surcharge is labeled are attached in Appendix V. 

 APPENDICES

Appendices A through V are attached.










� Effective September 15, 1999, the Governor, by executive order, merged the Departments of Public Service (DPS) and Commerce (DOC).  





� On April 8, 2002, the Governor of the State of Minnesota signed into law HF 3125.  Effective August 1, 2002, the new legislation changed the name of the TACIP program to Telecommunications Access Minnesota or TAM.  DOC sought the name change at the request of relay users objecting to the inclusion of the word “impaired” in the TACIP acronym.





� The FCC revised the payment formulas for toll free and 900 minutes on May 1, 2002 (CC Docket 90-571).


� PUC Docket No. P-3008/CI-93-549 and P-999/CI-93-589.
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