
Attachment I  Quality Assurance Program on Speed of Answer

As our TRS vendor (since June 8, 1991), 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. Sprint has gained valuable experience in sizing its TRS Operations to accommodate contract requirements. Historical call detail is gathered by 15-minute periods throughout the years of providing TRS service. This historical information is combined with state-specific information to establish anticipated call patterns that accurately predict the personnel needs necessary to efficiently process the relay calls.  

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

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

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

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