FILED 2/2/2022
DOCUMENT NO. 00993-2022
State of Florida FPSC - COMMISSION CLERK

3 Public Service Commission

' CAPITAL CIRCLE OFFICE CENTER @ 2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850

-M-E-M-0O-R-A-N-D-U-M-

DATE: February 2, 2022

TO: Adam J. Teitzman, Commission Clerk, Office of Commission Clerk

FROM: Jacob Imig, Attorney, Office of the General Counsel 7/ 7

RE: Docket No. 20210049-TP— Request for Submission of Proposals for Relay
Service, Beginning in March 2022, for the deaf, hard of hearing, deaf/blind, or

speech impaired, and other implementation matters in compliance with the Florida
Telecommunications Access System Act of 1991.

Please file the attached Contract to Provide Telecommunications Relay Service (TRS) and
Caption Telephone Service (CTS) to Florida in the above referenced docket.

Please contact me at x36738 should there be any questions. Thank you.
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TELEPHONE SERVICE (CTS) TO FLORIDA

CONTRACT

This Contract is made between Sprint Communications Company L.P., a T-Mobile USA, Inc.
entity, (hereinafter referred to as "T-Mobile"), and the Florida Public Service Commission
(hereinafter referred to as the “Commission" or "FPSC”). T-Mobile shall provide
Telecommunications Relay Service (hereinafter referred to as "TRS"), also referred to as the
Florida Relay Service (hereinafter referred to as "FRS") and Caption Telephone Service
(hereinafter referred to as “CTS”) as more specifically set forth below.

T-Mobile and the Commission agree as follows:

SECTION 1: Definitions

1) “Administrator” shall mean Florida Telecommunications Relay, Inc. (hereinafter referred to

as “FTRI”) as defined in Section 427.703(1), Florida Statutes, (F.S.).

2) “Contract” shall mean the terms and conditions contained herein and in the following
documents:

a. Florida Public Service Commission Request for Proposals for Telecommunications Relay
Service, filed in Docket No. 20210049-TP [Document No. 04014-2021] on May 11, 2021,
(hereinafter referred to as the “RFP”).

b. T-Mobile’s Response to the RFP filed in Docket No. 202100049-TP [Document No. 10052-

2021] on September 2, 2021, (hereinafter referred to as “T-Mobile’s Response to the RFP”).
3) “Parties” shall mean T-Mobile and the FPSC.
4) “T-Mobile” shall mean Sprint Communications Company L.P., a T-Mobile USA, Inc., entity
and shall include any successor entity now existing or in the future created.
5) “Subcontractor” shall mean:

a. Captioned Telephone Inc. (CTI),

b. Communication Services for the Deaf, or

¢. VITAC Corporation.

The documents referred to in 2) a. and b. of this section are incorporated herein by reference and
attached hereto as Exhibits 1. and 2. respectively.

SECTION 2: Contract Term

The term of the Contract will be an initial three (3) year period commencing on March 1, 2022 and
ending on February 28, 2025. Upon mutual agreement between the FPSC and T-Mobile, the
Contract may be extended for up to four (4) additional one (1) year periods subject to the same
terms and conditions set forth in this Contract and any written amendments signed by the parties.
Any extension is also subject to the availability of funds and contingent upon satisfactory
performance by T-Mobile. T-Mobile shall notify the FPSC of its desire to, or not to, extend service
by March 1 the year before the then-current service period expires. For example, if the Contract
service period is due to expire on February 28, 2025, T-Mobile must notify the FPSC by March 1,
2024, that it does or does not desire a one year extension of service.
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SECTION 3: Records

As authorized by Florida law, the Commission, the Administrator, and the State of Florida Auditor
General shall have reasonable access to the records of T-Mobile and its Subcontractor(s), except
as provided below, directly relating to the FRS in order to verify charges, credits, and other
standards of performance to be rendered pursuant to the provisions of the Contract. If an audit of
T-Mobile's or its Subcontractor(s)’ records relating to this Contract is requested by the
Commission or by any other third party, the party requesting the audit will be responsible for the
costs of that audit. Audit costs as defined in the RFP, shall not include costs incurred by T-Mobile
to comply with the audit.

Unless otherwise required by law, T-Mobile shall not be required to submit the information
contained in its customer database to the State of Florida or to any other designee except for:

1) resolving any consumer complaint by the Commission staff; and
2) providing such information to the relay service succeeding this Contract.
For T-Mobile’s CTS Subcontractor, the following access to records shall apply:

These records are claimed to be proprietary confidential business information pursuant to Section
364.183, Florida Statutes, and except as required by law, any disclosure of these records by the
Commission to unauthorized third parties is prohibited. Subject to the foregoing, the following
are the only records that may be reviewed or copied by authorized representatives of the State of
Florida or personnel of the Commission:

1) CTS Subcontractor customer service records for CTS users under this Contract.

2) Call Detail Records (CDRs) that have been supplied to T-Mobile under this Contract for the
CTS traffic.

3) CTS Subcontractor’s reports on the average monthly speed and accuracy testing scores for
CTS Subcontractor CTS Communications Assistants (CAs) (not including individual detailed
scores or any other related documents).

4) Such other records as CTS Subcontractor and T-Mobile may mutually agree in writing.

Subject to the foregoing, the records that may be reviewed or copied by authorized representatives
of the State of Florida or personnel of the Commission do not include any information that is, in
whole or in part, the property of any other CTS Subcontractor customer including any other state
CTS program, any other T-Mobile customer, any CTS user not under this Contract, or any of CTS
Subcontractor’s or any of its affiliates’ financial, operational, internal or other information, or any
other documents, methods, procedures, technical, confidential, proprietary, or trade secret
information.
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SECTION 4: Billing Rates

1) Basic TRS — T-Mobile will bill the FPSC at the rate of $1.60 per session minute for intrastate
basic TRS calls processed for the State of Florida. TRS pricing includes Client/Executive/Account
Manager travel to bi-annual TASA meetings.
2) CTS, which includes the Two-Line CTS enhancement, will be billed to the FPSC at the rate of
$1.67 per session minute.
3) Relay Conference Captioning (RCC) will be provided as follows:

A) At no charge to FPSC, T-Mobile will provide up to 30,000 minutes annually during
each year of the initial term of the Contract (“RCC annual Limit”).

B) Once the RCC Annual Limit is reached, T-Mobile will suspend RCC service for the
State of Florida, and RCC will not be provided until the next anniversary of the Contract’s effective
date, at which time RCC will be provided until the RCC Annual Limit is met for that contract year.

C) The following pricing conditions apply to RCC:

e RCC is intended for online meetings with two or more attendees, and does not
include support for cursing, vulgarities, or language that is derogatory,
condescending, discriminatory, or ethnic slurs, or words otherwise considered
offensive to any protected class, as defined under U.S. federal laws.

e Minimum increment for RCC events is calculated in 15-minute intervals with
an initial minimum of 30 minutes for the event.

e All event minutes will be calculated for the full amount of time requested and
[5-minute intervals thereafter. Cancellations must be requested 24 hours in
advance.

4) Pricing includes $15,000 annual outreach budget.

SECTION 5: Invoices

By the 14" calendar day of the month (or the subsequent business day if the 14% falls on a Saturday,
Sunday, or holiday), T-Mobile shall submit a detailed invoice (showing billable minutes and rates)
to the Administrator at the contracted price for the previous month’s activity. The accounting
period used to prepare monthly invoices shall be the calendar month. Payment shall not exceed
the prices contained in this Contract. The invoice and supporting documentation shall be prepared
in such a way as to allow the Administrator or the FPSC to audit the invoice. A copy of the
monthly invoice shall be submitted to the Contract manager at the same time it is submitted to the
Administrator.

Payment is due within thirty (30) days of receipt of a proper invoice. If payment is not received
within the thirty-day (30) due date, the FPSC will be liable for interest charges at prime lending
rates that will be incurred against the unpaid balance until such time as payment is received.

The invoices provided by T-Mobile for the FRS shall specify to whom payment shall be made and
the address to which such remittance shall be mailed. If the FPSC or its assigned Administrator
disputes any portion of a monthly invoice, the disputing party shall provide to T-Mobile a detailed
explanation of and manner of calculations of the disputed amounts. T-Mobile will promptly
address the claim with the FPSC or the Administrator and attempt to resolve the problem within
thirty (30) days. If the dispute is between the Administrator and T-Mobile, and these two parties
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cannot resolve the issue within thirty (30) days of the due date of the bill, T-Mobile shall so advise
the FPSC. The FPSC will address the dispute as soon as possible. If T-Mobile overcharges the
Administrator on any monthly invoice and the overage is paid, T-Mobile shall issue a credit in the
amount of the overage plus interest charges at prime lending rates. Interest shall be calculated
from the date such payment is received by T-Mobile, until the date such credit is issued.

SECTION 6: Contract Managers and Notices

Any notices, requests, demands or other communications which may be required hereunder shall
be in writing and shall be by either first-class United States mail or email to the below recipients.
The Contract Manager for this Contract on behalf of the FPSC is the person serving as the Contract
Manager or such individual's designee.

As of the date of this Contract, the FPSC Contract Manager is:

Curtis J. Williams

Public Utilities Analyst

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850
ciwillia@psc.state.fl.us

Telephone Number: (850) 413-6924
Fax: (850) 413-6925

As of the date of this Contract, the T-Mobile Contract Manager is:

Michaela Clairmonte

Sr. Manager, Contract Negotiations
Sprint Communications Company, L.P.
12502 Sunrise Valley Drive

MS: VARESA0208

Reston, VA 20196
Michaela.Clairmonte@T-Mobile.com
Telephone Number: (703) 433-8581

All communications regarding the work performed under this Contract shall be made between the
Contract Managers when feasible and reasonable. Any notice required or permitted to be given or
made in the Contract shall be served upon the Contract Managers at the above addresses. Changes
in the person serving as Contract Manager will be made in writing.

SECTION 7: Implementation

T-Mobile will begin providing basic TRS over its relay system and CTS through its subcontractor
for the State of Florida by March 1, 2022,
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SECTION 8: Languages Served

T-Mobile will provide relay service to users who use English, Spanish, or written American Sign
Language.

SECTION 9: Transfer to New Provider

At the end of the service term of this Contract, including any renewals thereof, T-Mobile will
reasonably assist in the transfer of the FRS to the new provider selected by the Commission.

Furthermore, T-Mobile shall make every effort to ensure service is transferred to the new provider
so that relay users do not experience an interruption in service. The relay service and consumer
service 800 or other telephone numbers shall be made available to the new provider, with the
exception of the interstate toll free numbers and 900 number that belong to T-Mobile and cannot
be transferred to the new provider, with the new provider paying any costs associated with
transferring the numbers to the new provider. Provision of customer profile data to the incoming
provider shall be completed at least sixty (60) days prior to T-Mobile’s last day of service. The
following actions will also be taken by T-Mobile:

1) Efforts will be made to accomplish the transfer of service by means of toll-free number
portability so that a toll-free number change for FRS is not needed. 1f a toll-free number change
for FRS is necessary, intercept referral service to the new provider will be made available by
T-Mobile as of the date of the transfer and continuing for a period of three (3) consecutive
months thereafter.

2) T-Mobile will designate a person to coordinate the transfer and communicate with the
Commission and the incoming provider concerning the transfer.

3) Complaints in process on the effective date of the transfer of service to the new provider shall
be responded to by T-Mobile within fifteen (15) days of such effective date.

4) If there are any other published administrative lines, service will be maintained for a period
of sixty (60) days after date of transfer of service to the new provider, and callers will be

referred to the new provider during such period.

SECTION 10: Independent Contractor

‘The Parties acknowledge that they are independent entities. Neither Party shall represent itself as
agent or employee of the other, nor bind itself as agent or employee of the other, nor shall either
Party bind or represent that it has the ability to bind the other to any financial or legal obligation.
The Parties acknowledge that neither this nor any provision hereof shall be deemed to create a
partnership or joint venture between the Parties. T-Mobile and its agents shall be deemed to be
independent contractors in the performance of this Contract and shall be wholly responsible for
the work to be performed and for their employees.
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SECTION 11: Order of Precedence

In the event of an inconsistency between provisions of this Contract, the RFP and T-Mobile's
Response, the inconsistency shall be resolved by giving precedence in the following order:

1) The terms and conditions contained in this Contract.
2) The RFP.
3) T-Mobile’s response to the RFP.

SECTION 12: Headings

The title of this Contract and the Section headings used herein are for the convenience of reference
only, and shall not be construed as part of this Contract nor as an indication of the Section meaning
or intent.

SECTION 13: Examination and Entirety

This Contract shall become binding when executed by both parties. This Contract, as defined in
paragraph 2) of Section 1 hereof, constitutes the complete understanding and agreement of the
parties with respect to the subject matter thereof and supersedes all prior or contemporaneous
agreements, understandings, or offers, whether written or oral. This Contract may not be changed
or modified except by a formal amendment hereto executed by the authorized representatives of
both T-Mobile and the Commission.

SECTION 14: Waiver of Rights

The waiver of one Party of any breach of this Contract by the other party shall not be deemed to
be a waiver of any succeeding breach. The delay or failure by the FPSC to exercise or enforce any
of its rights under this Contract shall not constitute or be deemed a waiver of FPSC’s right
thereafter to enforce those rights, nor shall any single or partial exercise of any such right preclude
any other or further exercise thereof or the exercise of any other right.

SECTION 15: Interpretation

The parties agree that this Contract shall be interpreted without application of any rules of
construction which require a stricter interpretation against the drafter of the document.

SECTION 16: Force Majeure, Notice of Delay, and No Damages for Delay

T-Mobile shall not be responsible for delay resulting from failure to perform if neither the fault
nor the negligence of T-Mobile and its employees or agents, contributed to the delay and the delay
is due directly to acts of God, wars, acts of public enemies, strikes, fires, floods, or other similar
cause wholly beyond T-Mobile's control, or for any of the foregoing that affect T-Mobile’s
subcontractors or suppliers if no alternate source of supply is available to T-Mobile. In case of
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any delay T-Mobile believes is excusable, T-Mobile shall notify the FPSC in writing of the delay
or potential delay and describe the cause of the delay either (1) within ten (10) days after the cause
that creates or will create the delay first arose, if T-Mobile could reasonably foresee that a delay
could occur as a result, or (2) if delay is not reasonably foreseeable, within five (5) days after the
date T-Mobile first had reason to believe that a delay could result. THE FOREGOING SHALL
CONSTITUTE T-MOBILE'S SOLE REMEDY OR EXCUSE WITH RESPECT TO
DELAY. Providing notice in strict accordance with this paragraph is a condition precedent to
such remedy. No claim for damages, other than for an extension of time, shall be asserted against
the FPSC. T-Mobile shall not be entitled to an increase in the Contract price or payment of any
kind from the FPSC for direct, indirect, consequential, impact or other costs, expenses or damages,
including but not limited to costs of acceleration or inefficiency, arising because of delay,
disruption, interference, or hindrance from any cause whatsoever. If performance is suspended or
delayed, in whole or in part, due to any of the causes described in this section, after the causes
have ceased to exist T-Mobile shall perform at no increased cost, unless the FPSC determines, in
its sole discretion, that the delay will significantly impair the value of the Contract to the State or
to Customers, in which case the FPSC may (1) accept allocated performance or deliveries from T-
Mobile, or (2) purchase from other sources (without recourse to and by T-Mobile for the related
costs and expenses) to replace all or part of the products that are the subject of the delay, which
purchases may be deducted from the Contract quantity, or (3) terminate the Contract in whole or
in part.

SECTION 17: Liquidated Damages for Failure to Initiate Services on Time or to Provide
Contracted Services for the Life of the Contract

It is expressly understood by the FPSC and T-Mobile that this provision for liquidated damages is
reasonable and necessary for the protection of the FPSC. The parties further agree that because
actual damages cannot be calculated, it is reasonable and necessary to assess liquidated damages
from T-Mobile for failure to provide contracted services for the life of the Contract.

Implementation of the FRS in a timely manner is essential. Failure by T-Mobile to implement
the service by March 1, 2022, shall be considered a significant and material breach of this
Contract. For every day the service is delayed, T-Mobile shall pay to the Administrator, for
deposit in its operating fund, the sum of $25,000. Except for the

Force Majeure provisions in Section 16, which shall apply, this amount is not subject to the
limitations and cure language set forth below.

After a 30-day opportunity for the provider to effectuate a cure that is approved by the
Commission, liquidated damages may accrue up to the following amounts for each breach.
Liquidated damages for any particular month may not exceed the actual monthly revenue from the
provision of services pursuant to the Contract.

1) For failure to meet answer time requirements - $5,000/day.
2) For failure to meet blockage rate or transmission level requirement - $5,000/day.

3) For failure to meet complaint resolution requirement - $1,000/complaint.
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5) For failure to provide timely reports - $500/day.

6) For failure to meet minimum typing speed of 60 words per minute on live traditional relay
calls - $5,000/day.

For failure to provide contracted services for the life of the Contract, the FPSC reserves the right
to require the payment by T-Mobile of liquidated damages in the amount commensurate with the
duration and extent of the system deficiencies.

Any liquidated damages may be paid by means of the Administrator deducting the amount of the
liquidated damage from a monthly payment to T-Mobile. Such action shall only occur upon order
of the FPSC. The Liquidated Damages provisions in this Section 17 are subject to the Force
Majeure provisions in Section 16.

SECTION 18: Dispute Resolution

Any dispute concerning performance of the Contract shall be decided by the FPSC or the FPSC’s
designated Contract manager, who shall reduce the decision to writing and serve a copy on T-
Mobile. The decision shall be final and conclusive unless within twenty one (21) days from the
date of receipt, T-Mobile files with the FPSC a petition for administrative hearing. The FPSC’s
decision on the petition shall be final, subject to T-Mobile’s right to review pursuant to Chapter
120, Florida Statutes. Exhaustion of administrative remedies is an absolute condition precedent to
T-Mobile’s ability to pursue any other form of dispute resolution provided; however, the parties
may employ the alternative dispute resolution procedures outlined in Chapter 120, F.S. Without
limiting the foregoing, the exclusive venue of any legal or equitable action that arises out of or
relates to the contract shall be the appropriate state court in Leon County, Florida; in any such
action, Florida law shall apply and the parties waive any right to jury trial.

SECTION 19: Severability

If a court deems any provision of the Contract void or unenforceable, that provision shall be
enforced only to the extent that it is not in violation of law or is not otherwise unenforceable and
all other provisions shall remain in full force and effect.

SECTION 20: Public Records

Unless otherwise exempt from disclosure under Chapter 119, F.S., or Section 24(a) of Article I of
the State of Florida Constitution, all documents qualifying as public records shall be made
available by T-Mobile to the requestor, for public inspection. The FPSC may unilaterally cancel
the Contract for refusal by T-Mobile to allow such public access. T-Mobile must:

1) Keep and maintain public records required by the FPSC in order to perform the service.
2) Upon request from the FPSC’s custodian of records, provide the FPSC with a copy of the

requested records or allow the records to be inspected or copied within a reasonable time at a
cost that does not exceed the cost provided in the Public Records Law or as otherwise provided
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3)

4

by law. If T-Mobile fails to provide public records to the FPSC, T-Mobile may be subject to
penalties under Section 119.10, F.S. If T-Mobile does not comply with the FPSC’s request for
records, the FPSC shall enforce the provisions of this Contract and shall assess reasonable
costs from T-Mobile associated with the enforcement of this Contract in accordance with

Section 119.0701, F.S.

Ensure that public records that are exempt or confidential and exempt from public records
disclosure requirements are not disclosed except as authorized by law for the duration of the
contract term and following completion of the Contract if T-Mobile does not transfer the

records to the FPSC.

Upon completion of the Contract, transfer, at no cost, to the FPSC all public records in
possession of T-Mobile or keep and maintain public records required by the FPSC to perform
the Contract. If T-Mobile transfers all public records to the FPSC upon completion of the
Contract, T-Mobile shall destroy any duplicate records that are exempt or confidential and
exempt from public records disclosure requirements. If T-Mobile keeps and maintains public
records upon completion of the Contract, T-Mobile shall meet all applicable requirements for
retaining public records. All records stored electronically must be provided to the FPSC in an

Adobe PDF format.

IF T-MOBILE HAS QUESTIONS REGARDING THE APPLICATION OF CHAPTER
119, FLORIDA STATUTES, TO THE CONTRACTOR’S DUTY TO PROVIDE
PUBLIC RECORDS RELATING TO THIS CONTRACT, CONTACT THE
CUSTODIAN OF PUBLIC RECORDS AT (850) 413-6770, clerk@psc.state.fl.us, 2540
SHUMARD OAK BOULEVARD, TALLAHASSEE, FLORIDA 32399-0850.

If T-Mobile has a specific question arising out of any public records request, such contact to the
FPSC shall be made immediately, and no later than 3 business days of such request.

The FPSC and T-Mobile acknowledge that this Contract, including all elements identified in
Section A. 20 of the RFP, is a public record, is available to the public for inspection, and
may be posted on a web site by the State of Florida.
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IN WITNESS WHEREOF, the parties have executed this Agreement as of the latter date written

below ("effective date").

SPRINT COMMUNICATIONS

COMPANY L.P., a T-Mobile USA, Inc.

Entity

DocuSigned by:

= - ReP

By:
CCE3AI /330

Dave Bezzant

Vice President, Sprint for Government
Sprint Communications Company, L.P.
12502 Sunrise Valley Drive

Reston, VA 20196

Telephone: (425) 697-7144

Dave Bezzant(@T-Mobile.com

Date: 1/24/2022

Approved as to form and legality:

DocuSigned by:

Bl Husvson

BreUTEREST ™
Sr. Corporate Counsel
T-Mobile Legal Dept.

Date: 1/24/2022

FLORIDA PUBLIC SERVICE
COMMISSION

By: /

Braui 1} BAD” /
Executive Director

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850
Telephone: (850) 413-7013
bbaez(@psc.state.fl.us

Date: (/3/{1

Approved as to form and legality:

-

L.

Jacoblmig / = 4

Attorney

Office of the General Counsel
Florida Public Service Commission

Date: {/27/2622
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EXHIBIT 1

STATE OF FLORIDA

FLORIDA PUBLIC SERVICE COMMISSION

REQUEST FOR PROPOSALS

TO PROVIDE

TELECOMMUNICATIONS RELAY SERVICE IN

FLORIDA
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EXHIBIT 1
Florida Relay Service
Docket No. 20210049-TP
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20. Contract Document
21.  Limited Liability ...............
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23. Cancellation/Availability of Funds ..o 14
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Florida Relay Service
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REQUEST FOR PROPOSALS
A, ADMINISTRATIVE REQUIREMENTS AND PROCEDURES
1. Issuing Entity and Point of Contact

This Request For Proposals {RFP) is issued by the Florida Public Service
Commission (FPSC), The FPSC's Proposals Review Committee (PRC) Chairman is the sole
point of contact conceming this RFP and all communications must be made through the
Chairman, Curtis Williams. Mailed correspondence must be addressed to Curtis Williams,
¢/o Mr. Adam J. Teitzman, Commission Clerk, Office of Commission Clerk, Florida
Public Service Commission, 2540 Shumard Oak Boulevard, Tallahassee, FL 32399-0850
and should reference Docket No. 20210049-TP. The PRC Chairman can be contacted at
(850) 413-6924 and facsimile correspondence should be directed to (850) 413-6925. E-mail
should be directed to the PRC Chairman at ¢jwillia@psc.state.fl.us.

2. Purpose

The purpose of this RFP is to contract for a Florida Relay Service (FRS) System
that meets the needs of the people of the State of Florida pursuant to the
Telecommunications Access System Act of 1991 (Part II of Chapter 427, Florida Statutes) and
which satisfies or exceeds the relay system certification requirements of the Federal
Communications Commission under the Americans with Disabilities Act. Bidders must
comply with the requirements of both laws.

Section F, Tables 1 and 2 of this RFP contains a summary of Florida intrastate billable
session minutes for telecommunications relay services (TRS), speech-to-speech (STS), Spanish,
and captioned telephone service (CTS) provided by the current relay service provider for the
months of March 2019 through February 2020 and March 2020 through February 2021
respectively. Section F, Tables 3 and 4 contains a summary of intrastate and interstate
session minutes for TRS, STS, Spanish, and CTS provided by the current relay provider for the
months of March 2019 through February 2020 and March 2020 through February 2021
respectively. The bidder assumes all responsibility for the accuracy of data from these
reports and billable minute information in using them for bidding purposes.

3. Other Applicable Laws/Legal Considerations

This RFP, and any resulting contract, shall be govemed by the laws of the State of
Florida. The bidders and provider shall comply with applicable federal, state, and local laws
and regulations.

The contract shall be construed according to the laws of the State of Florida. Any
legal proceedings against any party rtelating to or arising out of the RFP or any resultant
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contract or contractual relation shall be brought in State of Florida administrative or judicial
forums. The venue will be Leon County, Florida.

4. Scope

This RFP contains the instructions govemning the proposal to be submitted and the
material to be included therein, mandatory administrative and operational requirements which
a bidder shall meet to be eligible for consideration, specific instructions for proposal
submission, and evaluation criteria.

5 FCC Authority to Provide Relay Services

The provider shall have the necessary FCC avthority or only use, for relay service,
telecommunications providers that have the necessary FCC authority to provide interstate and
international service.

6. Definitions/Acronyms
The following terms, when used in this RFP, have the meaning shown below.

a. Abandoned Calls — Calls reaching the relay switch and terminated by the caller
before a communications assistant answers regardless of the amount of time
that has elapsed since the call reached the relay switch.

b. Administrator — A not-for-profit corporation incorporated pursuant to the
provisions of Chapter 617, Florida Statutes, and designated by the FPSC to
administer the telecommunications relay service system and the distribution
of specialized telecommunications devices pursuant to Section 427.703(1),
Florida Statutes.

c. Advisory Committee — A group created by Section 427.706, Florida Statutes,
and consisting of up to ten individuals named by the FPSC for the purposes
described in Part I1 of Chapter 427, Florida Statirtes.

d. Answer Time — The point in the progression of inbound calls beginning when
it arrives at the call .center switch until it is routed to a communications
assistant,

e. Billable Minutes — For the purpose of calculating and rendering bills to the
Administrator pursuant to Section 427.704(4), Florida Statutes, billable minutes
is the elapsed time between the time the incoming call enters the Florida
Relay System provider's relay center switch and the completion of relay
service. Total session time shall be rounded to the nearest one-tenth of a
minute or less per session and the time for all call sessions shall be added

-7-
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together for all incoming calls during the month to produce the total billable
minutes per month. The total of billable minutes for the month shall be
rounded to the nearest one~tenth of a minute. In a session which includes a
mix of intrastate toll or local calls and interstate or international calls, the time
associated with the interstate or international calls shall not be included in the
billable time for that call session.

f. Blocked calls — Calls blocked by the carrier’s 800 number network.

g Communications Assistant (CA) - A person who relays conversation to and
from users of a relay system.

h. Deaf — Having a permanent hearing loss and being unable to discriminate
speech sounds in verbal communication, with or without the assistance of
amplification devices.

i Dual Sensory Loss — Having both a permanent hearing loss and a permanent
visual impairment and includes deaf/blindness.

] Electronic Posting - The Florida Department of Management Service's Vendor
Bid System website located at hitp://myflorida.com/apps/vbs/vbs www.main_
menu.

k FPSC - Florida Public Service Commission.

L. General Assistance Calls — Incoming calls to the CA that are not associated
with an outgoing relay call. Such calls may provide information about using
relay or other types of calls that are normally handled by customer service.

m. Hard of Hearing — Iaving a permanent hearing loss which is severe enough to
necessitate the use of amplification devices to-discriminate speech sounds.

n Hearing Loss or Hearing Disabled — Being deaf or hard of hearing and includes
dual sensory impairment.

0. Hearing Carry-Over (HCQO) — A feature that allows people who are speech
disabled to use their hearing abilities to listen directly to their party. The CA
voices the typed responses from the HCO user to the hearing person, who
then speaks directly to the HCO user without CA interaction.

- Incoming Call — An incoming call refers to the portion of the communications
connection from the calling party to the relay service center. An incoming
Telecommunications Device for the Deaf (TDD) call is a call originated by a
TDD user. An incoming telephone call is a call originated by a telephone user.

-8-

18



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 1

Florida Relay Service
Docket No. 20210049-TP
Section A

An incoming call includes calls to the relay service telephone number for
completing a relay call as well as general assistance calls.

q. Minor Iregularity — A variation from the request for proposals terms and
conditions which does not affect the price of the proposal, give the bidder an
unfair advantage or benefit not enjoyed by other bidders, or does not adversely
impact the interests of the FPSC.

T. Outgoing Call — An outgoing call refers to the portion of the communications
connection from the relay service center to the called party. An outgoing TDD
call is a call to a TDD user. An outgoing telephone call is a call to a telephone
user.

8. Provider — The entity with whom the FPSC contracts to provide Florida Relay
Service.

t. Proposals Review Committee (PRC) — The PRC consists of designated FPSC
staff and designated members of the Advisory Committee.

w Session Minutes — Session minutes include the entire time that the relay call
is connected to the communication assistant, including the time used to set up
the call until the time the communications assistant disconnects the last party.

V. Speech Impaired or Speech Disabled: — Having a permanent loss of verbal
communications ability which prohibits normal usage of a standard telephons
set as stated in Section 427.703(10), Florida Statutes:

W, Speech to Speech (STS) — A service that enables a person with speech
disabilities to use relay service with his own voice or voice synthegizer, rather
than using a TDD. A specially trained CA functions as a human translator for
people with speech disabilities who have trouble being understood on the
telephone. The STS CA repeats the words of the speech disabled user to the
other party on the call.

X. Telecommunications Device for the Deaf (TDD or TIY) - A
teleprinter, an electronic device connected to a standard telephone
line, operated by means of a keyboard, and used to transmit or receive signals
through telephone lines.

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

zZ. Video Relay — Video relay interpreting allows the caller, utilizing video
conferencing facilities, to use sign language to communicate with the CA who
voices the call to the hearing person at the receiving end.

-9.
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aa. Voice Carry-Over - A feature that enables a user with a hearing disability to
utilize his useable speech for direct expression of voice communications and
to use the CA for conversion of the other user's communications from voice to
TDD.

7. Key Dates

The following dates are target dates. The FPSC and the PRC Chairman reserve the
right to change the dates. Any change to the dates shall be accomplished by addendum.

Release Request for Proposals......coirimiiinicrnims e s csvsns s s by May 11, 2021
Clarifying Questions Submitted in Writing to

PRC Chairman 3:00p.1m. EDT..coociiiiien et e e e e by May 25, 2021
Answers to Clarifying QUeSHONS.......ivcieeireeeeir e e by June §, 2021
TECHNICAL AND PRICE PROPOSAL

DUE DATE & TIME 3:00 p.am. EDT....cocoiiiiiecce e i ST by June 17, 2021
Performance Bond Due .........ccoocoieiiiiniie e Upon Execution of Contract
BEIN SEIVICE wevvuriieiierrriicninsiesscreireneennie e cansresseesresreanressneseessensssecnsnnsrennsensnensnass March 1, 2022

8. Commencement Date

The commencement date for the service is March 1, 2022. Within their response to the
RFP, bidders shall provide-a work schedule showing how they can meet that deadline and
shall provide a statement that they can provide the complete service on March 1, 2022.

9. Term of Contract

The termi of the Contract will be an initial three vear period. Upon mutnal agreement
between the FPSC and the provider, the Contract may be extended for up to four additional
one year periods subject to the same terms and conditions set forth in the initial Contract and any
written amendments signed by the parties. Any extension is subject to the availability of funds
and contingent upon satisfactory performance by the provider. The provider shall notify the
FPSC of its desire to extend service by March 1 the vear before the current service period
expires. For example, if the contract service period is due to expire on February 28, 2023, the
provider must notify the FPSC by March 1, 2024, if it desires a one year extension of
service.

10. Restrictions on Communications

From the issue date of this RFP until the staff recommendation on the award of the
contract is filed in the docket file, bidders are not to communicate with any FPSC
Commissioner, staff member, or Advisory Committee member regarding this RFP except for:
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a. Written correspondence to or from the PRC Chairman for clarifying questions
only regarding the FPSC-approved RFP. All written questions must be
submitted to the PRC Chairman by 3:00 pm EDT, May 25, 2021, and
written answers to the questions will be posted in Docket No. 20210049-TP
and on the Florida Department of Management Services Vendor Bid System
(http://www.myflorida.com/apps/vbs/vbs_www.main_menu) by June 8, 2021.
No changes to the FPSC-approved RFP will be considered.
b. Oral discussions at an oral interview or site visit pursuant to Section A.

After the recommendation for award is filed, there will be no oral or written
communication with FPSC staff, including the PRC Chairman, or any member of the FPSC
concerning the RFP. Written correspondence submitted to the docket file for the sole purpose
of identifying a mathematical error will be reviewed by appropriate FPSC staff.

For breach of this provision, the FPSC reserves the right to reject the proposal.
11. Modifications, Withdrawals, and Late Proposals

Proposals may only be modified or withdrawn by the bidder up to the established
filing date and time. It is the responsibility of the bidder to ensure that the proposal is
received by the Office of Commission Clerk on or before the proposal due date and time.
Both the technical and price proposals must be filed by June 17, 2021, at 3:00 p.m. EDT.
Late proposals will not be accepted.

12. Bidding Costs

Neither the FPSC, nor the Florida Relay System, is liable for any costs incurred by a
bidder in conjunction with the development of its proposal.

13. Rejection of Proposals, Correction of Errors

The PRC Chairman and the FPSC reserve the right to reject any or all proposals and to
cancel the RFP. The FPSC reserves the right to allow a bidder to correct minor irregularities
upon notification by the PRC Chairman. A bidder may not modify its proposal after opening;
however, calculation or typographical errors may be corrected by the FPSC.

14. Public Availability of Proposals, News Releases and Public Announcements

The technical proposals will each be made available to the general public within 10
days after each is opened. The price proposals will not be opened until after the technical
proposals have been evaluated. Such price proposals will be made available after the staff
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recommendation for award is filed. The FPSC may issue press releases or public
announcements concerning filed proposals or the RFP process.

15, Protests

Failure to file a protest of either the RFP or the letter of intent within the time
prescribed in Section 120.57(3)(b), Florida Statutes, shall constitute a waiver of proceedings
under Chapter120, Florida Statutes.

16. Letter of Intent/Notification to Bidders

Upon selection of a potential provider by the FPSC, the FPSC will issue a letter of
intent to the potential provider. The electronic posting of the Notice of Intent to Award is
the point of entry to protest the award pursuant to Section 120.57(3), Florida Statutes. A
contract shall be completed and signed by all parties concemed within thirty (30) days of
mailing the letter of intent. If this date is not met, through no fault of the FPSC, the FPSC
may elect to cancel the letter of intent and make the award to another bidder.

All bidders will teceive a copy of the letter of intent by certified mail, return receipt
requested.

17. Award of Contract

The FPSC shall award the contract to the bidder whose proposal is the most
advantageous to the state, taking into account the following considerations in Section
427.704(3)(a), Florida Statutes:

a. The appropriateness and accessibility of the proposed telecommunications
relay service for the citizens of the state, including persons who are deaf,
hard of hearing, or speech impaired.

b. The overall quality of the proposed telecommunications relay system.

c. The charges for the proposed telecommunications relay service system.

d. The ability and qualifications of the bidder to provide the proposed
telecommunications relay service system as outlined in the RFP.

e. Any proposed service enhancements and technological enhancements which
improve service without significantly increasing cost.

f. Any proposed provision of assistance to deaf persons with special needs fo
access the basic telecommunications system.
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8. The ability to meet the proposed commencement date for the FRS.

h. All other factors listed in the RFP,

18.  Award Without Discussion

The FPSC reserves the right to make an award without discussion of proposals with
the bidder. Therefore, it is important that each technical and price proposal be submitted in
the most complete, understandable, and accurate manner possible.

19. Oral Interviews/Site Visits/Written Data Requests

Bidders may be asked to participate in oral interviews, respond to a written data
request, make their facilities available for a site inspection by the PRC or make their
financial records available for a FPSC audit. Such interviews, site visits, and/or audits will be
at the bidder's expense except that the PRC will pay for its own expenses (transportation,
meals, housing, etc.). Bidders should come to oral interviews prepared to answer the PRC's
questions and the bidder's primary contact person (person signing the letter of transmittal
accompanying the RFP or his designee) shall be present at all meetings with the PRC or
FPSC.

20. Contract Document

The successful bidder will be required to sign a contract which will include the
following elements.

a. The RFP.
b. The bidder's proposal in response to the RFP.

<. A document identifying any clarifications to the proposal and any unsolicited
items contained in the proposal and desired by the FPSC to be included in the
FRS.

All of the above items together will constitute a complete initial contract that will be
executed by the FPSC's Executive Director on behalf of the FPSC.

21. Limited Liability

Neither the FPSC, its Advisory Committee, the Administrator, the PRC and the provider
of the telecommunications relay service, nor any -agent, employee, representative, or officer of
the foregoing shall be liable for any claims, actions, damages, or causes of action arising out of
or resulting from the establishment, participation in, or operation of the telecommunications
relay service, except where there is malicious purpose or wanton and willful disregard of
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human rights, safety, or property in the establishment, participation in, or operation of the
telecommunications relay service. To the fullest extent permitted by law, all prospective
service providers and their assigns or successors by their participation in the RFP process,
shall indemnify, save and hold the FPSC and its employees and agents, including the
Advisory Committee and PRC, free and harmless from all suits, causes of action, debts,
rights, judgments, claims, demands, accounts, damages, costs, losses, and expenses of
whatsoever kind in law or equity, known and unknown, foreseen and unforeseen, arising from
or out of the RFP and/or any subsequent acts related thereto, including, but not limited to, the
recommendation of a bidder to the FPSC and any action brought by an unsuccessful bidder.
This is a statutory requirement that will not be amended or waived.

22, Disclaimer

All information contained in the RFP, including any amendments and supplements
thereto, reflects the best and most accurate information available to the FPSC at the time of
the RFP preparation. No inaccuracies in such information shall constitute a basis for change
of the payments to the provider or a basis for legal recovery of damages, either actual,
consequential, or punitive.

23.  Cancellation/Availability of Funds

The FPSC shall have the right to unilaterally cancel, terminate, or suspend any ensuing
contract, in whole or in part, by giving the provider 60 calendar day’s wriiten notice by
certified mail, return receipt requested, or in person with proof of delivery. If a breach of the
contract by the provider occurs, the FPSC will provide written notice to the provider, and
allow 30days to cure the breach. If a breach of the contract is not cured within the
30days, the FPSC may, by written notice to the provider, terminate the contract upon 24 hour
notice. The provisions herein do not limit the FPSC’s right to remedies at law or to damages.

Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject to
the availability of funds.

24, Public Bidder Meetings and Proprietary/Confidential Information

Written requests for confidentiality shall be considered by the FPSC as described in
Section 364.183, Florida Statutes. Rule 25-22.006, F.A.C.,, should be followed in making a
request.

Meetings held between the FPSC or PRC and the bidder shall be open to the general
piblic. Should the need arise to discuss any confidential materials, the FPSC or PRC will
attempt to hold such a discussion by referring to the confidential material in a general way
without closing the meeting. All meetings with bidders will be transcribed.
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25. Public Records

All material submitted regarding’ this RFP becomes the property of the FPSC and
subject to Chapter 119, Florida Statutes, (Public Records Law) and in accordance with Section
119.0701, Florida Statutes (Request for Contractor Records). The PRC reserves the right to
use any or all information/material presented in reply to the RFP, subject to any
confidentiality granted via Chapter 364 and Part II of Chapter 427, Florida Statutes.
Disqualification of a bidder does not eliminate this right.

Unless otherwise exempt from disclosure under Chapter 119, Florida Statutes, or
Section 24(a) of Article I of the State of Florida Constitution, all documents qualifying as
public records shall be made available by the provider to the requestor, for public
inspection. The FPSC may unilaterally cancel the contract for refusal by the provider to
allow such public access. The provider must:

a. Keep and maintain public records required by the FPSC in order to perform
the service.

b. Upon request from the FPSC’s custodian of records, provide the FPSC with a
copy of the requested records or allow the records to be inspected or copied
within a reasonable time at a cost that does not exceed the cost provided in the
Public Records Law or as otherwise provided by law. A provider who fails to
provide public records to the FPSC may be subject to penalties under Section
119.10, Florida Statutes.

i The Provider should acknowledge public records
requests in a reasonable time and begin gathering the
responsive records prompily. If the Provider requires a
clarification from the requestor of public records, the
Provider should ask for clarification from the requestor
within 3 business -days of receiving the public records
request.

fi. When it appears that preparation of requested records
will require the extensive use of information
technology processing resources and/or extensive time
to. locate and prepare the material for copying (i.e. more
than 30 minutes to locate the records), the person
requesting the public records should be advised within
3 business days of the request that they may be billed
for the actual cost of locating these records. The
estimated costs should be consistent with the FPSC’s
Time Accounting for Copying PSC Records form
(PSC/CLK 014-C). Pursuant to Section 350.06(6), F.S.,
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in any instance where the copying fee would amount to
less than $1, no fee is to bé charged. If the requestor
agrees to pay the estimated costs, the Provider should
gather the records for delivery. The Provider should
also keep a record of the time spent in searching for
and preparing the material for copying so the actual
costs can be billed to the requestor. Upon payment of
the actual costs of locating the records, the Provider
should deliver the copied material to the requestor.

idi. If the Provider requires FPSC assistance to respond to a
public records request that requires extensive use of
time, it should inform the FPSC of any: such public
records request within 3 days of receiving the request
so that the FPSC can assist the Provider in facilitation
of the request when possible.

c. Ensure that public records that are exempt or confidential and exempt from public
records disclosure requirements are not disclosed except as authorized by law for
the duration of the contract term and following completion of the contract if the
provider does not transfer the records to the FPSC.

d. Upon completion of the contract, transfer, at no cost, to the FPSC all public
records in possession of the provider or keep and maintain public records required
by the FPSC to perform the contract. If the provider transfers all public records to
the FPSC upon completion of the contract, the provider shall destroy any
duplicate records that are exemipt or confidential and exempt from public records
disclosure requirements. If the provider keeps and maintains public records upon
completion of the contract, the provider shall meet all applicable requirements for
retaining public records. All records stored electronically must be provided to the
FPSC in an Adobe PDF format.”

IF THE PROVIDER HAS QUESTIONS REGARDING THE APPLICATION OF
CHAPTER 119, FLORIDA STATUTES, TO THE CONTRACTOR’S DUTY TO
PROVIDE PUBLIC RECORDS RELATING TO THIS CONTRACT, CONTACT THE
CUSTODIAN OF PUBLIC RECORDS AT (850) 413-6770, clerk@psc.state.fl.us, 2540
SHUMARD OAK BOULEVARD, TALLAHASSEE, FLORIDA 32399-0850.

The FPSC and the provider acknowledge that this contract, including all elements
identified in section A. 20 of this RFP, is a public record, is available to the public for
inspection, and may be posted on a web site by the State of Florida.

- 16 -

26



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 1

Florida Relay Service
Docket No. 20210049-TP
Section A

26. Non-Collusion

By submitting a proposal, the bidder affirms that the proposed bid prices have been
arrived at independently without collusion, consultation, or communications with any other
bidder or competitor, that the said bid prices were not disclosed by the bidder prior to filing
with the FPSC, and that no attempt was made by the bidder to induce any other person,
partnership or corporation, to submit or not submit. a proposal.

27.  Changes in the Contract

Any change in the contract shall be accomplished by a formal written contract
amendment signed by the authorized representatives of both the FPSC and the provider. No
other document or oral communications shall be construed. as an amendment to the contract.

28. Conflict of Interest/Standards of Conduct

The award hereunder is subject to the provisions of Chapter 112, Florida Statutes,
(Public Officers and Employees), and Chapter 350, Florida Statutes (Standards of Conduct).
All bidders shall disclose with their bid the name of any officer, director, or agent, who is
also an employee of the State of Florida, or any of its agencies. Further, all bidders shall
disclose the name of any state employee who owns, directly or indirectly, an interest of five
percent or more in the bidder's firm or ary of its branches.

29, Minority Business

It is the policy of the FPSC to encourage participation by minority business enterprises
(as defined in Section 287.012, Florida Statutes) in FPSC contracts. If two identical
bids/proposals to an invitation for bids or request for proposals are received and one
response is from a minority owned company, the FPSC shall enter into a contract with the
minority owned company. If applicable, the bidder shall include in its proposal evidence that
it meets the definition of a minority business.

30. Dispute Resolution

Any dispute conceming performance of the Contract shall be decided by the FPSC or
the FPSC's designated Contract manager, who shall reduce the decision to writing and serve
a copy on the provider. The decision shall be final and conclusive unless within twenty one
(21) days from the date of receipt, the provider files with the FPSC a petition for
administrative hearing. The FPSC's decision on the petition shall be final, subject to the
provider's right to review pursuant to Chapter 120, Florida Statutes. Exhaustion of
administrative remedies is an absolufe condition precedent to the provider's ability to pursue
any other form of dispute resolution; provided, however, that the parties may employ the
alternative dispute resolution procedures outlined in Chapter 120, Florida Statutes. Without
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limiting the foregoing, the exclusive venue of any legal or equitable action that arises out of
or relates to the Contract shall be the appropriate state court in Leon County, Florida; in any
such action, Florida law shall apply and the parties waive any right to jury trial.

31. Waiver

The delay or failure by the FPSC to exercise or enforce any of its rights under this

Contract shall not constitute or be deemed a waiver of FPSC's right thereafter to enforce

. those rights, nor shall any single or partial exercise of any such right preclude any other or
further exercise thereof or the exercise of any other right.

32.  Severability

If a court deems’any provision of the Contract void or unenforceable, that provision
shall be enforced only to the extent that it is not in violation of law or is not otherwise
unenforceable and all other provisions shall remain in full force and effect.

33. Force Majeure, Notice of Delay, and No Damages for Delay

The provider shall not be responsible for delay resulting from its failure to perform if
neither the fault nor the negligence of the provider or its employees or agents contributed to
the delay and the delay is due directly to acts of God, wars, acts of public enemies, strikes,
fires, floods, or other similar cause wholly beyond the provider's control, or for any of the
foregoing that affect subcontractors or suppliers if no alternate source of supply is available to
the provider. In case of any delay the provider believes is excusable, the provider shall
notify the FPSC in writing of the delay or potential delay and describe the cause of the
delay either (1) within ten (10) days after the cause that creates or will create the delay
first arose, if the provider could reasonably foresee that a delay could occur as a result, or (2)
if delay is not reasonably foreseeable, within five (5) days after the date the provider first had
reason to believe that a delay could result. THE FOREGOING SHALL CONSTITUTE THE
PROVIDER'S SOLE REMEDY OR EXCUSE WITH RESPECT TO DELAY.

Providing notice in strict accordance with this paragraph is a condition precedent to
such remedy. No claim for damages, other than for an extension of time, shall be asserted
against the FPSC. The provider shall not be entitled to an increase in the Contract price or
payment of any kind from the FPSC for direct, indirect, consequential, impact or other costs,
expenses or damages, including but not limited to costs of acceleration or inefficiency,
arising because of delay, disruption, interference, or hindrance from any cause whatsoever. If
performance is suspended or delayed, in whole or in part, due to any of the causes described
in this paragraph, after the causes have ceased to exist the provider shall perform at no
increased cost, unless the FPSC determines, in its sole discretion, that the delay will
significantly impair the value of the Contract to the State or to Customers, in which case the
FPSC may (1) accept allocated performance or deliveries from the provider, or (2} purchase
from other sources (without recourse to and by the provider for the related costs and
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expenses) to replace all or part of the products that are the subject of the delay, which
purchases may be deducted from the Contract quantity, or (3) terminate the Contract in
whole or in part.

34. Liquidated Damages for Failure to Initiate Services on Time or to Provide
Contracted Services for the Life of the Contract

Implementation of the Florida Relay Service in a timely manner is essential. Failure
by the provider to implement the service by March 1, 2022, shall be considered a significant
and material breach of the Contract. For each day the service is delayed, the provider shall
pay to the Administrator, for deposit in its operating fund, the sum of $25,000. Except for the
Force Majeure provisions in Section A.33., which shall apply, this amount is not subject to the
limitations and cure language set forth below.

After a 30 day opportunity for the provider to effectuate a cure that is approved by the
Commission, liquidated damages may accrue up to the following amounts for cach breach as
set forth below. Such liquidated damages for any day may not exceed the actual revenue for that
day. Similarly, liquidated damages for any particular month may not exceed the actual
monthly revenue from the provision of services pursuant to this RFP for that month. For

failure to:
a Meet answer time requirements - $5,000/day.
b. Meet blockage rate or transmission level requirement - $5,000/day.
c. Meet complaint resolution requirement - $1,000/complaint.

d. Provide timely reports - $500/day.

e. Meet minimum typing speed of 60 words per minute on live traditional relay
calls - $5,000/day.

f. Provide contracted services for the life of the contract, the FPSC reserves the right
to require the payment by the provider of liquidated damages in the amount
commensurate with the duration and extent of the system deficiencies.

Any liquidated damages may be paid by means of the Administrator deducting the
amount of the liquidated damage from a monthly payment to the provider. Such action shall

only occur upon order of the FPSC. The Liquidated Damage provisions stated above in this
Section A.34 are subject to the Force Majeure provisions in Section A.33.
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35. Cooperation with FPSC Inspector General
The bidder understands and will comply with Subsection 20.055(5), Florida Statutes,

which requires cooperation with the inspector general in any investigation, audit, inspection,
review, or hearing pursuant to Section 20.055, Florida Statutes.
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‘B. THE SERVICE TO BE PROVIDED
1. Overview

This section of the RFP lists and describes the specific basic features of the relay
service required to be provided.

2. Scope of Service

The relay service shall be designed to provide the means by which a deaf, hard of
hearing, speech, or dual sensory impaired person using a TTY can communicate over the
existing telecommunications network with a non-TTY user (and vice-versa) through the use
of the relay system. The service shall also provide other telecommunications services to
persons with hearing and speech disabilities as further described below.

The FPSC is interested in procuring a relay service that is as cost efficient as
possible while at the same time providing a service as equivalent to standard
telecommunications service as possible.

3. Access Numbers

There shall be a single access number for TDD users, a single access number for
voice vsers, a single access number for ASCII users, and a single access number for
Spanish users. The TDD access number shall be (800) 955-8771, the voice access number
shall be (800) 9535-8770, and the ASCII access number shall be (800) 955-1339. The Spanish
access number shall be (877) 955-8773. The provider must request FPSC authority to use
additional numbers for relay access (e.g, Speech to Speech (STS), other foreign
languages, etc.). If a caller calls the wrong access number, the system shall process the call
without requiring the caller to redial.

Access shall also be provided via "711" which shall point to the (800) 955-8770
number.

4, Availability of the System to Users

The service shall be designed to relay local, intrastate, interstate, and international
calls that originate or terminate in Florida. Relay service shall be available 24 hours per day
every day of the year. No resirictions shall be placed on the length or number of calls placed
by customers through the relay center.
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5. Minimum Communications Assistant (CA) Qualifications and Testing

The provider shall adequately supervise and train its employees to always be
courteous, considerate, and efficient in their contact and dealings with its customers and the
public in general, and shall conduct periodic evaluations to ensure that courteous service is being
rendered.

Bidders shall specify how CAs will meet all necessary proficiency requirements,
CAs shall be able to quickly and accurately type TDD relay messages. The provider shall
use valid, unbiased tests for CAs on subjects including, but not limited to:

a. Competent skills in typing, grammar, spelling, interpretation of typewritten
American Sign Language (ASL), and familiarity with hearing and speech
disability cultures, languages and etiquette. CAs must possess clear and
articulate voice communications.

b. A high school diploma or grade equivalent diploma. In addition, each candidate
shall pass a high school level English comprehension and grammar test before
being considered for employment.

c. A minimum typing speed of 60 words per minute (wpm) on live traditional
relay calls. Technological aids may be used to reach the required typing
speed. The provider shall conduct monthly test calls on live calls using a
statistically valid sample of their Florida TRS calls, with test results being
submitted to the contract administrator on a monthly basis. The provider shall
use prepared scripts’ that reflect a typical conversation and calling' through the
relay system the same as other live calls. The purpose of these calls will be to
ensure all federal and state requirements for relay service are met. The provider
shall explain as part of its proposal how it will conduct the test calls to
determine the adequacy of service provided by the relay service. The method
to be used to determine the typing speed is as follows. Start timing the CA
when the CA begins to type the message to the TTY user. Count the number
of characters including spaces and divide that number by five to determine the
number of words per minute. It shall be the objective of the provider to test
each CA at least once yearly. If a CA does not meet the 60 wpm requirement,
the CA shall be taken off of live relay calls until further training and
compliance can be accomplished.

d. Ethics (e.g., how a CA interacts with clients).
e. Confidentiality.

Any person who has not passed these tests shall not be utilized as a CA.
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6. Communications Assistant (CA) Training

Each bidder shall demonstrate in its proposal how ongoing CA training will be
provided by including with its proposal an outline of a proposed CA training plan. The
provisions for CA training shall include, but not be limited to, an understanding of limited
written English and ASL, deaf culture, needs of hearing and speech disabled and dual sensory
impaired users, ability to speak in a tone of voice consistent with the intent and mood of the
conversation, operation of relay telecommunications equipment, how to handle hearing and
Voice Carry-Over, ecthics, confidentiality and other requirements of the provider's operating
policies and procedures. Training shall include both simulated and live on-line call handling.

s Staff Training

All relay center staff, including management, shall receive training in ASL, deaf
culture, needs of hearing, speech and dual sensory impaired users, ethics, and
confidentiality. Each proposal should include an outline of a staff training plan indicating
training topics and time frames as well as explaining how individuals or organizations (such
as deaf service centers, state agencies, Florida Telecommunications Relay, Inc., universities,
etc.) representing the hearing and speech impaired community would be used to assist with the
training.

8. Counseling of CAs and Staff

Bidders are required to outline a program for counseling and support that will help
CAs and staff deal with the emotional aspects of relaying calls. Those providing this staff
support shall have training in dealing with the emotional aspects of handling relay calls.
However, in counseling sessions, the CA shall not give to the support person the names of
callers involved. The counseling support system shall follow the confidentiality provisions of
this RFP.

9. Procedures for Relaying Communications

The system shall be designed to convey the full content of the communications.
Unless requested otherwise by a user, the CA shall relay all calls according to the following
procedures.

a. The CA is to be identified by a number (not name) followed by “M” if male
and “F” if female. The provider shall establish a method which will allow
identification of the CA in the event a complaint is filed or 2 user wants to
praise the work of the CA.

b. The wuser shall be kept informed on the status of the call, such as dialing,
ringing, busy, disconnected, or on hold throughout the call session. The
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system shall provide feedback to callers on the call status within 10 seconds
after a caller has provided the number to call and continue to provide feedback
until the call is answered.

c. All users shall have the option of telling the CA how to greet the called party
and what aspects of the call that he/she will handle. For example, the TDD
user may voice the call (Voice Carry-Over), rather than have the CA do it or
the caller may ask that relay be explained as soon as someconec answers the
call.

d. When, the call is first answered, and at all times during the conversation, the
system shall type to the TDD user or verbalize to the non-TDD user verbatim
what is said or typed unless the relay user specifically requests summarization.
If the CA summarizes the conversation, the CA shall inform both parties that
the call is being summarized.

€. When the CA 1is asked to explain relay to a user, the CA shall express the
term "explaining relay" to the other user on the call to let them know what is
happening rather than transmitting all of the explanation.

f. When speaking for the TDD user, the CA shall adopt a conversational tone of
voice appropriate to the type of call being made and conveving the intent and
mood of the message. The CA shall also indicate identifiable emotions by typing
those in parentheses, (e.g., he's laughing, he's crying). Any identifiable
background noises shall be relayed to the TDD user in parentheses. The CA
shall identify to the TDD user, if identifiable, the gender of voice users
when they first come on the line. Al of the above should be done
automatically unless the user asks that it not be done.

23 CAs shall indicate to the user, if known, if another person comes on the line.

h. All comments directed to either party by the CA or to the CA by either party
shall be relayed. These comments shall be typed in parentheses. However,
commerits between the CA and a relay user at the beginning of a call which
deal with billing information need not be relayed to the other user.

1. CAs shall verify spelling of unfamiliar proper nouns, numbers, addresses,
information about drug prescriptions and other unfamiliar words that are
spoken and are to be relayed.

] CAs shall stay on the line for a minimum of ten (10) minutes before allowing a

change in CAs. For STS calls, the CA must stay on the line a minimum of
twenty (20) minutes. If a user requests that the same CA be used during the
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entire conversation, the system shall comply whenever possible until both
parties have terminated the call.

k. CAs shall not counsel, offer advice, or interject personal opinions or additional
information into any relay call. This also means the CAs shall not make any
value judgments on the profanity or obscenity or legality of any messages.
Furthermore, the CAs shall not hold personal conversations with anyone calling
the system.

L Users shall not be required to give their names or the name of the party they
are calling, unless needed for billing.

m. The system shall transmit conversations between TTY and voice callers in
real time.

n For each incoming call, the CA shall without delay make as many -outgoing
calls as requested by the caller.

o. If' a user requests that a CA of a specific gender be used, the provider shall
make best efforts to accommodate the request when a call is initiated and at
the time the call is transferred to another CA.

P The provider shall provide a customer profile database. Such data may not be
used for any purpose other than to connect the TRS user with the called
parties desired by that TRS user. Such information shall not be sold,
distributed, shared or revealed in any other way by the relay center or its
employees, unless compelled to do so by lawful order.

10. Languages Served

At all times, the provider shall make available CAs with the capability to provide
relay service to users who use either English, Spanish, or ASL on their relay call
Translation from one language to another is not required.

11. Additional Langnages Served

The provider will not be required to serve languages other than English, Spanish, or
ASL. However, additional evaluation points may be given for proposals that include how
the provider would handle relay calls using one or more additional languages (¢.g., French,
Haitian Creole, etc.). Additional languages should be identified.

12. Shift Advisor/Consultant

On each shift the provider shall employ in the relay center at least one person who
is highly knowledgeable of ASL in order to serve as an advisor/consultant to assist CAs in
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understanding the intent of messages and properly communicating the full content of
communication.

13. Confidentiality of Calls

As required by Section 427.704(1)(c), Florida Statutes, all calls shall be totally
confidential; no written or electronic script shall be kept beyond the duration of the call.
CAs and supervisory personnel shall not reveal information about the content of any call
and, except for the minimum necessary for billing; complaint processing, statistical reporting or
training purposes as further described in this RFP, shall not reveal any information about a
call. CAs and supervisory personnel shall be required to sign a pledge of confidentiality
promising not o disclose the identity of any callers (except for the reasons discussed in this
section) or any information learned during the course of relaying calls, ecither during the
period of employment as a CA or after termination of employment.

a. When training new CAs by the method of sharing past experience, trainers
shall not reveal any of the following information:

(1)  Names of the parties on the call.
@ Originating or terminating points of specific calls.
3 Specifics of the information conveved.

b. CAs shall not discuss, even among themselves or their supervisors, any names or
specifics of any relay call, except as mnecessary in instances of resolving
complaints, bill processing, emergencies, or for training purposes. CAs may
discuss a general situation with which they need assistance in order to clarify
how to process a particular type of relay call. CAs should be trained to ask
questions about procedures without revealing names or specific information
that will identify the caller.

c. Watching or listening to actual calls by anyone other than the CA is prohibited
except for training or monitoring purposes or other purposes specifically
authorized by the FPSC. FPSC staff shall be permitted to observe live calls for
monitoring purposes, but shall also comply with the confidentiality provisions
above.

d A copy of the FPSC rules on confidentiality shall be provided to a user
upon request and at no cost.
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14.  Types of Calls to be Provided

a. Text-to-voice/voice-to-text. The provider shall transmit conversations between
TTY and voice callers in real time.

b. Voice carry-over (VCQ), two-line VCO, VCO-to-TTY, and VCO-to-VCO.

c. Hearing carry-over (HCO), two-line HCO, HCO-to-TTY, HCO-to-HCO and
Captioned Telephone or its equivalent service.

15.  Call Release Functionality

Call release functionality is a feature that allows the CA to sign-off or "release" from
the telephone line after the CA has set up a telephone call between the originating TTY
caller and a called TTY party, such as when a TTY user must go through a TRS facility to
contact another TTY user because the called TTY party can only be reached through a
voice-only interface, such as a switchboard.

The provider shall also immediately release a call when a TTY user using the relay
system is inactive for more than thirty (30) seconds.

16. Speed dialing

A feature that allows a TRS user to place a call using a stored number maintained by
the TRS facility. In the context of TRS, speed dialing allows a TRS user to give the CA a
"short- hand" name or number for the user’s most frequently called telephone numbers.

17.  Three-Way Calling Functionality

A feature that allows more than two parties to be on the telephone line at the same
time with the CA.

18. Voicemail and Interactive Menus

CAs must alert the TRS user of the presence of a recorded message and interactive
menus through a hot key on the CA’s terminal. The hot key will send text from the CA to the
consumer’s TTY indicating that a recording or interactive menu has been encountered.
Relay providers shall electronically capture recorded messages and retain them for the length
of the call. The provider may not impose any charges for additional calls, which must be
made by the relay user in order to complete calls involving recorded or interactive messages.

The bidder shall explain how messages will be left on or retrieved from answering

machines and how interaction with voice response units will be accomplished. The bidder shall
explain how any access code used to retrieve messages will be confidentially handled.
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The bidder shall explain if and how messages will be retrieved from an answering
machine if the originating party calling the relay certer is at the same location as the
answering machine. For example, if a person is at home and cannot retrieve his messages
from his own answering machine, how will the relay center accomplish retrieving the message
and relaying the information to the deaf or hard of hearing person when only one telephone
line exists to the residence?

19. Voiceand Hearing Carry-Over

The provider shall provide both voice and hearing Carry-Over upon request of the
user. A TDD user may request Voice Carry-Over (VCO) which will allow him/her to speak
directly to the telephone user and receive the message typed back on the TDD. In addition, a
TDD user may request Hearing Carry-Over (HCQ) which will ¢nable the TDD user to
directly hear what the telephone user is saying and type back his/her message, which will be
spoken by the operator.

As part of its proposal, the bidder shall describe in detail how incoming 2-line VCO
calls will be handled. As part of its proposal the bidder shall also describe in detail how
outgoing 2-line VCO calls will be handled.

The provider shall make provision for twe persons who have a hearing loss to speak
for themselves by means of Voice Carry-Over to Voice Carry-Over (VCO to VCO) and for
two persons who are speech disabled to hear for themselves by means of Hearing Carry-Over
to Hearing Carry-Over (HCO to HCO).

20.  Captioned Telephone Voice Carry-Over

The provider shall provide as part of its proposal a description of how Captioned
Telephone or its equivalent service will be provided, including 2-line captioned service. If an
equivalent service is provided, it must be compatible with the existing Captioned Telephone
telephones currently in use by end users. The provider shall price the Captioned Telephone
service separately from other relay services in its price proposal. No roaming or guest
options are to be allowed.

The provider shall conduct monthly test calls on live calls using a statistically valid
sample of its Florida captioned telephone calls, with results being submitted to the contract
administrator on a monthly basis. The provider shall use prepared scripts that reflect a typical
conversation and calling through the relay captioned telephone system the same as other live
calls, The purpose of these calls will be to ensure all federal and state requirements for
relay service are met. The provider shall explain as part of its proposal how it will conduct
the test calls to determine the adequacy of service provided by the captioned telephone
service.
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21. Turbocode™

The provider shall provide Turbocode™, or its functionally equivalent, service that
allows the relay user to interrupt the CA or other TDD user as part of the basic relay system.

Pricing for this service shall be included in the basic relay price in the bidder's price
proposal.

22, Speech to Speech

The provider must offer Speech to Speech (STS) users the option to maintain at the
relay center a list of names and telephone numbers which the STS user calls. When the
STS user requests one of these names, the CA shall just repeat the name and state the
telephone number to the STS user. This information must be transferred to any new STS
provider.

Pricing for STS service shall be included in the basic relay service price in the
bidder's price proposal.

23.  Access to Pay Per Call Services (i.e. 900/976)
The provider shall provide access to pay per call services such as 900/976 numbers.

The bidder should explain how it will provide relay service users with access to pay
per call services. Bidders are to describe how such access can be provided, how callers can
disconnect without being charged, and a methodology for billing the user directly for any
charges incurred from the pay per call service. The bidder should describe how it would deal
with denied pay per call calls and high bill complaints for 900/976 calls. Before placing the
call, the CA shall advise the caller that there will be a charge for the call.

The bidder shall explain in the proposal how interstate and intrastate pay per call
charges shall be separated for end user payment purposes.

24.  Caller ID

When a TRS facility is able to transmit any calling party identifying information to the
public network, the provider must pass through, to the called party, at least one of the
following: the number of the TRS facility, 711, or the 10-digit number of the calling party.

25, Last Number Redial

Last Number Redial allows the caller to have the system dial the last number called via
relay without the caller having to give the number to the CA.
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26.  Obscenity Directed at the Operator

CAs do not have to tolerate obscenity directed at them. A proposal shall specify how
the provider will handle these situations.

27. Emergency Calls

The provider must vse a system for incoming emergency calls that, at a minimum,
automatically and immediately transfers the caller to an appropriate Public Safety Answering
Point (PSAP). An appropriate PSAP is either a PSAP that the caller would have reached if
he had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of emergency
services to the caller in an expeditious manner. In addition, a CA must pass along the caller's
telephone number to the PSAP when a caller disconnects before being connected to
CIMErgency services.

28. Blockage

The provider is responsible for ensuring that 99 percent of all calls reaching the
provider's relay center per day are either answered or continue to receive a ringing signal,
Calls that are blocked must receive a network blockage signal of 120 interruptions per
minute.

29, Answer Time

The provider is responsible for answering, except during network failure, 85 percent
of all calls daily within 10 séconds of reaching the relay switch by any method which results
in the caller's call immediately being placed, not put in a queve, or on hold. Elapsed time is
caloulated from the time inbound calls reach the relay switch. In calculating the percentage of
calls meeting the answer time standard, the numerator shall be the total number of calls per day
that are answered (with a CA ready to serve) in 10 seconds or less. The denominator shall
be the total number of calls per day reaching the relay switch. Answer time shall not be
reported as an average speed of answer or by using a weighted service level.

30. Equipment Compatibhility

It is necessary for the system to be capable of receiving and transmitting in both
Baudot and ASCII codes, as well as voice. Tt is also required that the relay system be capable
of automatically identifying incoming TDD signals as either Baudot or ASCIL. All equipment

shall be compatible with the basic protocol of TDDs distributed in Florida through the
Administrator.
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31. Transmission Levels

Transmission levels must be maintained withm industry standards as outlined in the
American National Standards Institute (ANSI) — Network Performance — Switched Exchange
Access Network Transmission specifications (ANSI T1.506-1997). The provider must
provide updates to those standards as amended by ANSI during the term of the contract and
must meet the amended standards.

32.  Measuring Equipment Accuracy

Every meter, recording and ticketing device used to capture call details for billing
subscribers or the FPSC/Administrator as well as for providing traffic infortation shall be
tested prior to its installation and shall be accurate 97 percent of the time to within a one
second grace period. All equipment shall be maintained in a good state of repair consistent
with safety and adequate service performance. Quarterly testing of the measuring equipment
accuracy shall be performed by the provider and files should be maintained for the duration
of the contract for FPSC review upon request.

33.  Emergency Operations and Uninterruptible Power

The provider shall provide an uninterruptable power system sufficient to operate each
relay center processing Florida relay traffic at busy season busv hour load. The uninterruptible
power system shall support the switch system and its peripherals, switch room environmental
{air conditioning, fire suppression system, emergency lights and system alarms), operator
consoles/terminals, operator worksite emergency lights, and Call Detail Record recording.
Provisions shall be made to meet emergencies resulting from failure of power service, sudden
and prolonged increases in traffic, storms, lightning, etc. Employees shall be instructed as to
the procedures to be followed in the event of emergency in order to prevent or mitigate
interruption or impairment of relay service.

The bidder shall describe its plan for dealing with all types of natural and man-made
problems (e.g., hurricanes, lightning strikes, fires, etc.) which either isolate the relay center and
prevent calls from reaching the center or cause the center to be unable to operate. In
addition, the plan should detail the steps which. will be taken to deal with the problem and
restore relay service.

The provider shall inform the contract manager of any major interruptions to the
operation of the relay center extending beyond five minutes duration. The contract manager
shall also be informed when it becomes known to the relay center that any portion of the
state is isolated for more than five minutes from the relay center. The provider shall also
provide a written (or e-mail) report to the contract manager after restoration of service.

Although it is not mandatory, the FPSC urges the provider to subscribe qualifying
facilities for priority restoration under the Telecommunications Service Priority Program.
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34. Intercept Messages
Appropriate intercept messages shall be provided if a system failure occurs.
35. Service Expansion

The bidder shall show the capability of expanding services in response to increasing
demand. The bidder shall develop and illustrate in its proposal a detailed plan of how this
expansion will be accomplished. The plan shall include, but not be limited to, trunking
capacity, CA workstations, personnel, and equipment capacity. The plan shall also indicate
how any time lag shall be avoided to meet any increased call volume. The above plans shall
allow the provider to be able to maintain all standards listed in the RFP.

36. New Technology

The users should be allowed to benefit from advancing technology. The bidder
should keep abreast of technological changes in the provision of relay service to inform the
FPSC and Administrator when new enhancements are available and at what price, and to
provide the FPSC the opportunity to purchase such enhancements or upgrades to the service.

37. Consumer Input and Participation in Advisory Committee and FPSC
Proceedings

The telephone users shall have input on the quality of the delivery of service.
Bidders shall develop a plan to include the FPSC and its Advisory Committee in any
evaluation of the system. A bidder shall not include travel or per diem costs of the FPSC or
its Advisory Committee in its bid price since those costs will be funded by the State. An
outline of this plan shall be included with the bidder's proposal. The plan shall explain
methods for consumer input and how the recommendations from these evaluations will be
incorporated into the policies of the relay center. This does not preclude the provider from
conducting additional internal evaluations which use relay staff. The results of any service
quality evaluationi shall be reported to the FPSC office within 15 calendar days after the last
month in each quarter.

Bidders are encouraged to include in the consumer input plan, methods for working
with organizations serving individuals with hearing and speech loss statewide to conduct
periodic.community forums. The community forums shall be for the purpose of gaining user
input on the quality of relay service and for responding to user questions and problems on
use of the relay service. The community forums shall be planned and conducted in conjunction
with organizations serving people with hearing and speech loss.

The provider shall participate in all meetings of the Advisory Committee and all
FPSC workshops and hearings relating to relay service unless excused by the contract
manager.
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38. Complaint Resolution

The provider shall establish procedures regarding complaints, inquiries, and comments
regarding system services and personnel. The provider shall ensure that any caller to the
relay center having a complaint will be able to reach a supervisor-or administrator while still
online during a relay call. All complaints received by supervisors, or in writing, shall be
documented, including their resolution, and kept on file and available to the FPSC upon
request. In addition, the relay center shall have a toll-free Customer Services telephone
number available statewide and accessible to the public for the purpose of reporting service
or other deficiencies. Records of such reports and copies of written reports regarding service
or other deficiencies shall be maintained for the life of the contract and for twelve (12)
months after conclusion of the contract period. This record shall include the name and/or
address of the complainant, the date, and time received, the CA identification number, the
nature of the complaint, the result of any investigation, the disposition of the complaint, and
the date of such disposition. Each signed letter of complaint shall be acknowledged in
writing or by contact by a representative of the provider. The necessary replies to inquiries
propounded by the FPSC's staff concerning service or other complaints received by the FPSC
shall be furnished in writing within fifteen (15) days from the date of the FPSC inquiry.

A complaint log compliant with the FCC reporting requirements shall be provided to
the FPSC's contract manager in a timely manner for filing with the FCC.

39. Charges for Incoming Calls

v The provider shall make no charge to the users for making calls (incoming) to the
relay service.

40.  Intentionally Left Blank
41. Intentionally Left Blank
42. Intentionally Left Blank
43. Intentionally Left Blank
44, Intentionally Left Blank
45. Intentionally Left Blank
46. Special Needs

The provider is not required to provide Special Needs services. However,
consideration will be given for additional evaluation points for proposals that include Special
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Needs services (beyond any other services for basic relay described elsewhere in their
proposal) as a part of the basic relay service.

“Special Needs” means limiting factors of a physical or literacy nature that preclude a
person who is hearing, speech or dual-sensory (both hearing and visually impaired) disabled
from using basic relay service. Special Needs includes: (1) physical limitations, either
temporary or permanent, which preclude use of a TDD with or without adaptations for
persons with manual dexterity limitations (e.g., paralysis, severe arthritis, broken fingers) and
(2) markedly limited ability either to read or write English or Spanish which precludes the
user from being able to use the relay service. (However, relay service does not include
translation from one language to another for the Spécial Needs population or for any other
consumers). Special Needs does not include; (1) unavailability of telephone service at the
caller's home or business, (2) inability to comumunicate in either English or Spanish (i.c., where
caller can only communicate in a language other than English or Spanish), or (3) handling
complex calls (e.g., intervening in a call with a doctor to explain a medical procedure).

The bidder shall describe what steps will be taken to provide telecommunications
assistance to persons with hearing, speech and dual-sensory impairments who have special
needs. This description shall include the types of services that would be provided, the prices
to end users (if any) for those services, how those services would operationally be provided,
how parties other than the provider would be involved in providing Special Needs services,
and how the provider would assure that those parties would fulfill their portion of the service
obligation.

47. Unsolicited Features in Basic Relay Service

The bidder will not be required to provide unsolicited features in its basic relay
service. However, additional evaluation points will be considered for proposals that include
unsolicited features. The cost to the state for these unsolicited features must be included
within the basic relay service price proposal.

Any additional features not described elsewhere in the RFP, and which the bidder is
including in its basic relay service and price proposal, which a bidder would like to propose
shall be fully described indicating how the feature would work, how it would improve the
system, which users would benefit from the feature and any other information which would
allow the FPSC and PRC to evaluate the feature. Examples might include features such as:
video interpreting, use of speech synthesis equipment instead of a CA to convert text to
speech; use of voice recognition equipment instead of a CA to convert speech to text; enhanced
transmission speed or any proposed service enhancements and technological enhancements
which improve service.
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48.  IP-Relay Service, IP-Captioned Telephone Service, and Video Relay Service

If required by the FCC, the bidder shall be capable of providing IP-Relay service. If
required by the FCC, the bidder shall be capable of providing IP-Captioned Telephone
Service. i required by the FCC, the bidder shall be capable of providing Video Relay
Service.

49, Redundancy

Please provide information regarding redundant coverage offered nationally, such as
the number of call centers.

50, Performance Bond

The provider will be required to furnish an acceptable performance bond, certified or
cashier's check, or bank money order equal to the estimated total first year price of the
contract. The bond may be renewed annually and shall be in effect for the entire duration of
the contract and provided to the FPSC upon execution of the contract or upon request of the
FPSC's confract manager.

To be acceptable to the FPSC as surety for performance bonds, a surety company
shall comply with the following provisions:

a. The surety company shall be authorized to do business in the state of Florida.

b. The surety company shall have been in business and have a record of successful
continuous operations for at least five (5) years.

c. The surety company shall have minimum Best's Policy Holder Rating of A and
Required Financial Rating of VIII from Best's Key Rating Guide.

d. The surety company shall provide a duly authenticated Power of Aftorney
evidencing that the person executing the bond on behalf of the surety had the
authority to do so on the date of the bond.

S1. Submission of Monthly Invoice

By the 14th calendar day of the month (or the subsequent business day if the 14th falls
on a Saturday, Sunday, or holiday), the provider shall submit a detailed invoice (showing
billable minutes and rates) to the Administrator [defined in Section 427.703(1), Florida
Statutes] at the contracted price for the previous mionth's activity. The accounting period used
to prepare monthly invoices shall be the calendar month. Payment shall not exceed the prices
contained in the contract. The invoice and supporting documentation shall be prepared in such a
way as to allow the Administrator or the FPSC to audit the invoice. A copy of the monthly
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invoice shall be submitted to the contract manager at the same time it is submitted to the
Administrator.

Payment is due within 30 days of receipt of a proper invoice. If payment is not
received within the 30 day due date, the FPSC will be liable for interest charges at prime
lending rates that will be incurred against the unpaid balance until such time as payment is
received.

The invoices provided by relay provider for the FRS shall specify fo whom payment
shall be made and the address to which such remittance shall be mailed. If FPSC or its
assigned Administrator disputes any portion of a monthly invoice, the disputing party shall
provide to relay provider a detailed explanation of and manner of calculations of the disputed
amounts. Relay provider will promptly address the c¢laim with the FPSC or its
Administrator and attempt to resolve the problem within thirty (30) days. K the dispute is
between relay provider's Administrator and relay provider and these two parties cannot resolve
the issue within thirty (30) days of the due date of the bill, relay provider shall so advise the
FPSC. The FPSC will address the dispute as soon as possible. If relay provider overcharges
the FPSC on any monthly invoice and the overage is paid, relay provider shall issue a credit
in the amount of the overage plus interest charges at prime lending rates. Interest shall be
calculated from the date such payment is received by relay provider ("Payment Date"), until
the date such credit is issued.

52. Travel

The provider will not be entitled to a separate payment from the FPSC or the
Administrator for any travel expenses which occur as a result of this contract.

53. Reporting Requirements
The provider shall provide to the contract manager and the Administrator the
following written reports by the 25th calendar day of each month reporting data for the
previous month. More frequent or more detailed reports shall also be provided upon request.
a. Total daily and monthly
¢h) Number of incoming calls (separately stating whether incoming calls
originate as Baudot, ASCII or voice calls, and also separately stating
whether each type of call is English, Spanish, or other foreign language
calls). The number of incoming calls which are general assistance

calls shall be footnoted on the report.

(2)  Number of incoming call minutes associated with each of the categories of
incoming calls in a.(l) above.
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(3)  Number of outgoing calls (provide two breakdowns of this total: one
separately stating completed calls and incomplete calls, and one
separately stating whether calls terminate as Baudot, ASCII or voice
calls).
(@) Number and percentage of incoming Florida calls received at each relay
center handling Florida calls. Total should equal the number of
incoming calls in item a (1) above.

b. Average daily and monthly blockage rate.

c. Daily answer times for the month and daily number and percent of incoming
calls answered within ten (10) seconds for the month,

d. Total daily and monthly number of outgoing calls (including both completed
and incomplete) of the following lengths:

O 0—-10minutes
2) >10-20minutes
3) >20 —30minutes
@ >30 —40 minutes
()] >40 — 50 minutes
6) > 50 = 60 minutes
7 > 60+ minutes

e. On a daily basis for the month, number of outgoing calls and average length of
calls by hour of day. (Total should equal total of a.(3)).

f. Number of outgoing local, intraLATA toll, infrastate interLATA, interstate and
international calls for the month. (Total should equal total of a.(3)).

g. Number of outgoing calls and average length of completed outgoing calls
originated by TDD users and voice users (identified separately). (Total number
of calls should equal total of a.(3)).

h. The provider shall provide monthly summary reports to the FPSC and the
Administrator regarding the number of complaints received categorized by
topic areas. The provider shall also provide a complaint summary to the FPSC
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in the format necessary to submit to the FCC in compliance with 47 CFR
64.604(c)(1)(ii), by June 15 covering the previous 12 months of complaints
ending May 31 of that year.

i The provider shall report monthly to the FPSC and the Administrator the results
of any user evaluations conducted.

3 The provider shall report monthly on new subcontractors being used to assist in
providing relay service and shall identify the scope of their role in the process
and the relationship of the subcontractor to the provider.

k By March 1, the provider shall provide to the Administrator and the contract
manager forecasted relay usage figures and costs to the FPSC for the upcoming
fiscal year (July 1 - June 30).

L The provider shall report monthly on Captioned Telephone or its equivalent
service listing the daily answer time, minutes of use for international,
interstate, and intrastate; billable session minutes and service levels.

m. The provider shall submit the necessary documentation to the FPSC that complies
with the state certification requirements of 47 CFR 64.606 when required.

n The provider shall provide reports to the FPSC as necessary to complete the
five-year re-certification of Florida Relay Service with the FCC.

0. A provider opting to locate a call center in Florida shall file quarterly reports
with the FPSC's contract manager demonstrating a minimum of 75 percent of
Florida relay traffic is handled by the Florida located center except when
emergency conditions exist at the Florida center.

The bidder shall include information on its capability and willingness to provide ad
hoc reports including new information in the bidder's database or new formats for existing
information.

5. Transfer to New Provider

When relay service is transferred to a new provider, the provider shall make every
effort to ensure that service is transferred to the new provider so that relay users do not
experience an interruption in service. The relay service and consumer service 800 or other
telephone numbers shall be made available to the new provider, with the new provider
paying any costs associated with transferring the numbers to the new provider. Provision of
customer profile data to the incoming provider shall be provided at least sixty (60) days
prior to the outgoing provider's last day of service.
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55, Insurance Coverage

During the term of the Contfract, the provider shall provide insurance coverage for
itself and all of its employees used in connection with the performance of services under this
Contract and ensure that all subcontractors shall be similarly covered as provided herein. Such
policies shall be issued by a financially sound carrier and/or carriers duly authorized to do
business in the State of Florida. Such insurance coverage shall hold the FPSC harmless from
any act, négligence or omission on the part of provider, its employees, agemts or
subcontractors and their employees in the execution or performance of the obligations
assumed hereunder. This insurance will include Worker’s Compensation as required by law
and comprehensive general liability and bodily injury insurance in amounts no less than
$1,000,000 per occurrence and $2,000,000 general aggregate.

56. Optional Florida Call Center

A bidder may, at its option, elect to place a call center in Florida through which
relay traffic may be routed. A bidder proposing an optional call center shall maintain the call
center throughout the term of the contract. A minimum of 75 percent of Florida relay traffic
shall be handled by the Florida located center except when emergency conditions exist at the
Florida center. Percentage of traffic routed through the Florida relay call center shall be
reported to the FPSC's contract manager on a quarterly basis. The Florida call center shall
be fully operational by March 1, 2022. Bidders meeting the criteria for a Florida call center
will be awarded 100 points. Partial points will not be awarded in this category.
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C. TECHNICAL BID PROPOSAL FORMAT
1. Format

The bidder's proposal shall be organized in the same order as the items listed in the
checklist form in Section E except Signature of Acceptance items require no response other
than a signature on the checklist. Signing means that the item has been reviewed and the
bidder agrees to comply with the item. The person signing shall be the person in the bidder's
organization authorized to make the proposal. For items for which points may be awarded,
the bidder shall explain how it will provide the service described in the RFP. For pass/fail
items, the bidder shall provide the information requested.

a. The original and cight (8) two-sided copies of the technical proposal shall be
filed. The original and five (5) copies of the price proposal shall be filed.

b. The technical proposal shall be contained in a three-ring binder indicating the
name of the bidder and indicating that the contents of the binder is the technical
bid proposal only. Price proposals are not eligible for FPSC electronic filing.
(The price proposal shall be submitted in a separate sealed envelope - see
Section D.)

c. Each page of the technical proposal shall be numbered at the bottom center of
each page and each page should be consecutively numbered with no repetition
of page numbers, except attachments that can be numbered A-1, B-1, etc. For
example, there shall only be one page 1, one page 50 and one page 500 in
the technical proposal. Page numbering shall only be done in Arabic numerals
with no pages numbered with other characters such as 5.7, iii, 6-a, XIX, or
similar numbering systems, except attachments as described above.
Attachments can have their own numbering system. Attachments shall be
labeled by letters (e.g., A, B, C, etc.) and page numbers for attachments should
begin with the attachment letter designator (e.g., A-1,B-1, C-1,etc.).

d. In the top or bottom margin of each page, the name of the company shall be
identified.

< To the extent possible, all pages of the proposal shall be on 8% x 11" white
paper. However, individual presentations which the bidder is unable to place on
an 8% x 11" page in a readable format may be presented on a larger page.

f Attachments can have their own numbering system. Attachments shall be

labeled by letters (e.g., A, B, C, etc.) and page numbers for attachments shall
begin with the attachment letter designator (e.g., A-1, B-1, C-1, etc.).
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2. Transmittal Letter

The transmittal letter on the original of the technical proposal shall contain the
original manual signature of the person submitting the proposal on behalf of the bidder.
The technical proposal copies shall also contain the typewritten signer's name and title. The
transmittal letter shall clearly identify the complete legal name of the bidder. In the
transmittal letter, the bidder shall state that it will comply with all requirements of the RFP.
Any exceptions to the RFP's terms and conditions will result in disqualification from the
solicitation process.

Each person signing a proposal certifies that he/she is the person in the bidder's
organizationi authorized to make the proposal. The signer shall provide his/her affiliation
with the bidder, address, telephone and facsimile numbers. If different from the person
signing the proposal, the transmittal letter shall identify the person or persons (name, title,
mailing address, e-mail address, telephone and facsimile number) authorized to make decisions
or answer questions related to the proposal and any subsequent contract.

3. Public Entity Crimes Provision

Pursuant to Section 287.133, Florida Statutes, a person or affiliate who is on the
convicted vendor list following a conviction for a public crime may not submit a bid on a
contract to provide any goods or services to a public entity. The person or affiliate may not
be awarded a contract or perform work as a contractor, supplier, subcontractor, or consultant
under a contract with any public entity and may not transact business with any public entity
in excess of the threshold amount provided for in Florida Statute 287.017 for Category Two
(835,000) for a period of 36 months from the date of being placed on the convicted vendor
list.

4. Financial Information
To allow the FPSC to evaluate the financial responsibility of the bidding company, the
following items shall be submitted with the proposal for the bidding company (and its parent

company, if applicable). Online access via a secure website! is an acceptable method to
submit these items:

a. Audited financial statements (or a SEC 10K Report) for the most recent two (2)
years, including at a minimum:

(1)  Statement of income and related eamings,

1A bidder may file a claim of confidentiality pursuant to Rule 25-22 006(5), F.A.C., or the bidder may file a formal
request for confidential classification pursuant to Rule 25-22.006(4), F.A.C. Documents received by means of the Infernet
cannot be considered confidential.
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) Cash flow statement,
3) Balance sheet, and,
€)) Opinion concerning financial statements from an outside CPA,
b. Primary Banking source letter of reference.
5 Experience and Customer References

For each state in which the bidder is providing relay service, the bidder shall indicate:
a. When the bidder began operating the system.

b. The number of outgoing calls for the most recent month.

c. The total duration of the contract.

If the bidder’s relay service in other states is available for testing by means of a
number that can be dialed from within Florida, the bidder shall provide the telephone
numbers that can be used to dial the bidder’s relay service.

The bidder shall provide the names of the contract administrator for the active
contracts requested above. Also provide a specific phone number and e-mail address for each
contract administrator. The FPSC will contact these administrators for customer references.

6. Subcontractors

If the bidder proposes to use subcontractors, the bidder shall identify those
subcontractors and indicate the scope of their role in the provision of relay service. The
bidder shall also indicate what experience the subcontractor has in providing the service for
which it would contract with the provider. Once the contract is awarded, any change in
subcontractors shall be reviewed and acknowledged by the FPSC.

7. Bid Security Deposit

A $500,000 bid security deposit shall be furnished to the FPSC with the original of
the proposal. The bid security deposit shall be in the form of a bond, a certified or cashier's
check, or bank money order that is valid through the point of execution of the contract,
and. is payable to the Florida Telecommunications Relay, Inc. The bid security deposit will
be held without cashing.

If a bond is used, the bond shall be issued from a reliable surety company acceptable
to the FPSC, licensed to do business in the state of Florida. Such a bond shall be
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accompanied by a duly authenticated Power of Afttorney evidencing that the person executing
the bond on behalf of the surety had the authority to do so on the date of the bond. Please
clearly identify the expiration date of the bond if a bond is submitted as the bid security
instrument.

The unsuccessful bidders® security deposits shall be returned, without interest, within
thirty (30) days after disqualification, withdrawal, or signing of the contract with the
successful bidder. The successful bidder’s bid security shall be returned, without interest,
upon signing of the contract and furnishing the Performance Bond as specified herein. If the
suceessful bidder fails to sign a contract within thirty (30) days after the Letter of Intent or
fails to deliver the Performance Bond as specified herein, the bid security shall be forfeited to
the Florida Telecommunications Access System Fund.

8. Check List of Proposal Content

As a part of the bidder’s proposal, the transmittal letter should be followed by the
evaluation checklist in Section E. In the blank beside each item on the checklist, except
items requiring a Signature of Acceptance, the bidder’s company contact person who is
responsible for the proposal and any subsequent contract and who signs the transmittal letter
shall initial (not check) each item in the check list which is contained within the proposal.
The person initialing the checklist shall ensure that each item in the checklist is also
contained in its proposal and in the same order as the item appears in the checklist. The
bidder shall also indicate beside each item in the checklist the page number in its proposal
where the item in the checklist can be found.

For items requiring a Signature of Acceptance, the same person shall sign each item
indicating that the item has been reviewed and the bidder agrees to comply with the item.

NOTE: For filing part of a bid proposal electronically, please contact the Commission Clerk at
{850) 413-6770 to discuss your filing. CONFIDENTIAL INFORMATION MAY NOT BE

FILED ELECTRONICALLY.
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D. THE PRICE PROPOSAL FORMAT

Bidders shall submit their bids on the basis of a charge per billable minute for all
services described with the exception of Captioned Telephone in item B. 20, The prices per
billable minute for Captioned Telephone in B. 20 shall be separately stated. A format similar
to that shown below should be used for the price proposal.

NOTE: THE PRICE PROPOSAL SHALL BE FILED IN A SEPARATE SEALED
ENVELOPE MARKED: “SEALED — TO BE OPENED ONLY BY THE FPSC PROPOSAL
OPENING OFFICER”
SERVICE PRICE PER BILLABLE MINUTE

1. Basic Relay Service

Bid price shall be on a flat rate basis per billable minute for all billable minutes and
not vary depending upon the volume of traffic. Existing contract price for intrastate basic relay
service is $1.35 per session minute.

2. Captioned Telephone

Bid price shall be on a rate per billable minute for all billable minutes and may
vary depending upon the volume of traffic. Existing contract price for intrastate captioned
telephone service is $1.69 per session minute.
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E. THE EVALUATION METHOD TO BE USED AND FILING CHECK LIST

Technical proposals will be evaluated using a pass or fail criteria for some
elements, a point rating criteria for some elements, and a signature of acceptance for
some elements. The PRC Chairman reserves, at his discretion, the right to notify and
allow a bidder a minimum time period to cure minor irregularities in items rated on a
pass/fail basis. Failure to cure such minor irregularities may result in elimination of the
proposal from further evaluation. For items that are rated on a point basis, each member
of the PRC will rate each item giving it a rating of between zero and the maximum point
rating shown on the check list on the following pages.

The technical ratings will be based on the PRC member's evaluation of the evaluated item
using the following scale.

Where meimumipoint: Poor Fair Good Excellent
equals

_ o 1 025 26-50 | 51-75 7.6-10
25 |  0-63 6.4-12.5 |  12.6-18.8 18.9-25

s0 0-12.5 12.6-25 25.1-37.5 37.6-50

75 0-18.8 189375 | 37.6-56.3 56.4-75
| 100 | 0-25 26-50 51-75 76-100
| 200 | 0-30 51-100 |  101-150 | 151-200

Total points from each PRC evaluator on the technical proposal will be added
together for a total technical score. Proposals that do not receive at least 75 percent of the
total available technical points in aggregate to achieve a level of Excellent, will be
eliminated from further evaluation and the bidder’s price proposal will not be considered.
The technical score totals for each bidder will be compared by using the point total for the
bidder with the highest point total as the denominator of a fraction with each bidder’s
individval point total as the numerator. Each bidder's percentage will then be multiplied
by 50 percent to arrive at the weighted score for each bidder's technical proposal. Next, a
weighted score for each eligible bidder’s price proposal shall be calculated as follows.
Each eligible bidder’s price will be compared by.using the lowest eligible bidder’s bid
price for basic relay service as the numerator of a fraction with each eligible bidder’s price
as the denominator. Each eligible bidder’s percentage will then be multiplied by 18.14
percent to arrive at the weighted percentage score for each eligible bidder’s price proposal.
The same procedure will be used to evaluate Captioned Telephone or its equivalent service
using 31.86 percent to arrive at the weighted percentage score.

-45.
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Each eligible bidder's weighted percentage score for its technical proposal and for
its price proposal will be added together and the eligible bidder with the highest total will
be recommended by the PRC to the FPSC. However, the FPSC reserves the right to reject
the PRC's recommendation, and reject all bids.

Evaluation Example
The following is an example of how the PRC would evaluate the bidders if the
total technical points available equal 7,500. The numbers used are strictly for illustrative

purposes and not intended to provide any guidance in terms of what the FPSC anticipates the
price, price relationships, or usage levels to be.

Assamptions:

a) Sum of total technical points by all evaluators:
Bidder A (7,500 points) — 7,500/7,500 = 1.000 x 50% = .5000
Bidder B (7,000 points) - 7,000/7,500=_.9333 x 50% =.4667
Bidder C (5,500 points) — 5,500/7,500 = .7333 x 50% = .3667

In the example above, Bidder C failed to obtain a score equal to 75 percent of the total technical
points available and as a result, Bidder C’s price proposal would not be considered.

b) Bidders’ price proposals for basic relay service:
Bidder A - $1.09 per billable minute
Bidder B - $1.80 per billable minute
c) Bidders’ price proposals for Captioned Telephone service:
Bidder A - $1.63 per billable minute
Bidder B - 81.61 per billable minute

The technical evaluation is as follows:

Bidder A (7,500 points) - 7,500/7,500= 1.000 x 50% = ,5000
Bidder B (7,000 points) - 7,000/7.500 = .9333 x 50% = .4667

The price evaluation for TRS is as follows:

Bidder A ($1.09 per billable minute) - $1.09/$1.09 =1.000 x 18.14% = .1814
Bidder B ($1.80 per billable minute) - $1.09/81.80 = .6056 x 18.14% =.1098
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The price evaluation for Captioned Telephone (CT) service is as follows:

Bidder A — ($1.63 per billable minute) - $1.61/$1.63 =.9877 x 31.86% =.3147
Bidder B — ($1.61 per billable minute) - $1.61/81.61 = 1.000 x 31.86% = .3186

The total is-calculated as follows:

Bidder A —.5000 {technical) + .1814 (price TRS) + .3147 (price CT) = .9961
Bidder B—.4667 (technical) + .1098 (price TRS) +.3186 (price CT) = .8951
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FILING CHECK LIST
Check Li Ix};.i!é’gls of Pag&{\’o. Pass/Fail Or
eck List idder’s s Signature Or
Ttem No. Contact Brief Title Bidder’s Maximum
Person B Proposal Points
1. Tormat (RFP ref. Sections C and D) N/A N/A

Transmittal Letter, Address, Contact Person, Tel. and Fax No., Legal
2. Name of Bidder. and Statement of Compliance with or lack of P/F
Compliance with RFP requirements (RFP ref. C-2)

3. Check List (RFP ref. C-8 and E) PIF
i i . Signature of Acceptance
4. N/A FCC Authority to Provide Relay Services (RFP ref. A-5)
Public Bidder Meetings and Proprietary/Confidential Information (RFP Signature of Acceptance
- NA | et A29)

Conflict of Interest/Standards of Conduct (RFP ref. A-28) — Signature of Acceptance

6. N/A State Name(s) or None Below
Name(s) Disclosed: —
. . . Signature of Acceptance
7. N/A Dispute Resolution (RFP ref. A-30)
_48 -
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Chock Li iﬁigsis of ?ug&ND. Pass/Fail Or
eck List idder’s T j Sipnatura Or
Item No. Contact Brief Title Bidder's daximum
Parson Proposal Points
_ . Signature of Acceptance
& N/A Waiver (RFP ref. A-31)
Signature of Acceptance
. N/A | Severability (RFP ref. A-32) B O ScesptELs
10. Commencement Dats (RFP ref. A-8) P/F
_ Signature of Acceptance
1L, N/A Term of Contract (RFP ref. A-9)
[ . Signature of Acceptance
12, WA Scope of Service (RTT refl. B-2)
) Signature of Acceptance
13. N/A Access Numbers (RFP ref. B-3)
) . Signature of Acceptance
14, N/A Availability of the System to Users (REFP ref. B-4)
15, inimum C4 Qualifications/Testing (RFP ref, B-5) 100
16. e CA Training (RFP ref. B-6) 100
-49.
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—— héllggls of Pag(e)t}\‘éo. gass.fFail Or
heck List idder’s ;P T ignature Or
Item No. Contact R Bidder’s Maximum
Person Proposal Points
17. Staff Training (RFP ref! B-7) 100
18. Counseling of CAs and Stafl (RTP ref. B-8) 25
19. Procedures for Relaying Communications (RFP ref. B-9) 100
. ) Signature of Acceptance
20. N/A Languages Served {(R¥P ref. B-10)
21 Additional Languages Served (RFP ref. B-11) 23
, Signature of Acceptance
22. NiA Shift Advisor/Consultant (RFP ret. B-12)
Signature of Acceptance
23. NA | Confidentiality of Calls (REP ref. B-13) coeptan
Signature of Acceptance
24. N/A Types of Calls to be Provided (RFP ref. B-14)
5. Call Release Functionality (RFP ref. B-15) 50
26. Speed Dialing (RFP ref. B-16) 50
27. Three-Way Calling Functionality (RFP rell B-17) 30
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. Initials of | Page No. Pass/Fail Or
Somaio, | Contact Brisf e Bidder's | Mmoo
Person Proposal Points
28. o Voicemail and Interactive Menus (RFP ref. B-18) 50
29, - Voice and Hearing Carry-Over (RFP ref. B-19) - 100
30. o Captioned Telephone Voice Carry-Over (RFP ref. B-20) . 100
31. o Turbocode™ (RFP ref. B-21) o 100
32. R Speech to Speech (RFP ref. B-22) o . 100
33. _ Access to Pay Per Call Services (RFP ref. B-23) I 100
34, . Caller ID (RFP ref. B-24) o 100
35. o Last Number Redial (RFP ref. B-25) o 25
36. R Obscenity Directed at the Operator (RFP ref. B-26) R 25
37. o Emergency Calls (RFP ref. B-27) . 100
38, . Blockage (RFP ref. B-28) - 200
39. - Answer Time (RFP ref. B-29) 200
40. N/A | Equipment Compatibility (RFP ref, B-30) Signature of Acceptance
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Check Li It];itdigls of Paggf No. gass/Fail Or
eck List idder’s g ignature Or
Item No. Contact Brief Title Bidder’s ﬁnxnmum
Person Proposal Points
L Signature of Acceptance
41. N/A Transmission Levels (RFP raf. B-31)
o ) Signature of Acceptance
42, N/A Measuring Equipment Accuracy (RFP ref. B-32)
43. Emergency Operations and Uninterruptible Power (RFP ref. B-33) 100
44, Intercept Messages (RFP ref. B-34) P/F
45. Service Expansion (RFP ref. B-35) 50
. Signature of Acceptance
46, N/A New Technology (RFP ref. B-36)
47 Consumer Input and Participation in Advisory Committze and FPSC 100
: —_— Proceedings (RFP ref. B-37) —
48. Complaint Resolution (RFP ref. B-38) 200
i Signature of Acceptance
49. N/A Charges for Incoming Calls (RFP ref. B-39)
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Gieck st h];.ltci?i{.s of 'Pag(c)fl.\'o. Pass/Fail Or
eck Lis idder’s § o il Signaturs Or
Hem Xo. Contact Brief Title Bidder’s I\'%a.\:mum
Parson Proposal Points
50, Intentionally Left Blank
51. Imentionally Left Blank
52, Intentiopally Left Blank
33. Intentionally Left Blank
54, Intentionally Left Blank
55. _ Intentionally Left Blank -
56. Special Needs (REP ref. B-46) 25
37 Unsolicited Features in Basic Relay Service (RFP ref. B-47) 200
58 1P Relay, IP-Captioned Telephone Service, and Video Relay Service Optional 0
: — (RFP ref. B-48) —_ Points
- Optional O
59. Redundancy (RFP ref. B-49) Points
. ) o Signature of Acceptance
60, NiA Performance Bond (RFP refl B-50)
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Pk 1 Imtégij of Paggf]ﬁo. Pags/Fail Or
eck List Bidder’s . Sionaturz Or
Tlem No. Contact Brief Title Bidder’s I\'%ammum
Person Proposal Points
L . Signature of Acceptance
6l N/A Submission of Monthly Invoice (RFP ref. B-51)
Signature of Acceplznce
62, N/A Travel (RFP ref. B-32)
63. Reporting Requirements (RFP ref. B-53) 50
B Signature of Acceptance
64. N/A Transfer to New Provider (RFP ref. B-54)
Signature of Acceptance
65. N/A Insurance Coverage (RFP ref B-55) & ptan
66. Optional Florida Call Center (RFP ref. B-56) | 100
. . o Signature of Acceptance
67. N/A Public Entity Crimes Provision(RFP ref. C-3)
68. Financial Information (REP ref. C-4) I PF
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A Ixﬁig'gis of '?agce)f._Nn. Pass/Fail Or
heck Lis idder’s e Sionature Or
Ttem No. Contact Brief Title Bidder’s l\immum
Person Propusal Points
69. Experience and Customer References (RFP ref. C-5) 200
70. Subcontractors (RFP ref. C-6) 50
7L Bid Security Deposit (RFP ref. C-7) P/F
The Price Proposal Farmat (RFP ref. Section D) Must be filed in a See RFP
T separate sealed envelope marked: “Sealed-To Be Opened Only By the i Sec.D &
FPSC Proposal Opening Officer.” Sec. E
73. MAXIMUM TOTAL POINTS 2,875
.55-
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EXHIBIT 1

F. BILLABLE MINUTES DATA

TABLE 1

INTRASTATE BILLABLE SESSION MINUTES
(March 2019 — February 2020)

Captioned
March 2019 100.030 6,054 7.678 41,411
April 2019 97.081 2,854 6,952 38,276
May 2019 95,634 2,995 6,926 40,681
June 2019 93,571 3,915 7,308 40,544
July 2019 92,093 4,773 7,807 37,652
August 2019 92,568 3,445 6,039 38,278
September 2019 86,523 2,303 6,855 36,382
October 2019 92,139 2,525 6,860 35,699
November 2019 84,608 1,676 6,426 31,823
December 2019 93,524 2,089 6,512 35,359
January 2020 99,572 3,310 9,824 37,053
February 2020 85,633 2,664 8,100 34,587

Source: Sprint Communications Company, L.P.
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TABLE 2
INTRASTATE BILLABLE SESSION MINUTES
(March 2020 — February 2021)
Captioned
March 2020 89,547 3,737 7,257 39,977
April 2020 82,069 2,778 7,135 41,626
May 2020 78,663 1,440 5,060 38,948
June 2020 80,449 1,496 5,928 36,102
July 2020 79,509 2,939 6,250 34,762
August 2020 82,593 2,925 6,860 33,095
September 2020 81,586 3,131 6,575 31,001
October 2020 89,289 2,508 7,221 34,351
November 2020 83,548 4,293 5,829 31,320
December 2020 93,963 8,411 7,277 34,003
January 2021 104,810 2,581 6,967 30,936
February 2021 92,717 1,770 7,300 27,919

Source: Sprint Communications Company, L.P.
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TABLE 3

TOTAL BILLABLE SESSION MINUTES
(Intrastate and Interstate)
(March 2019 — February 2020)

Monthly Invoice TRS Minutes Tl\l/;ift:ss m&i&a::Sh %;ﬁg(ﬁl;;‘:
Service Minutes
March 2019 124,354 7,601 8,527 60,654
April 2019 117,809 4,547 7,667 56,509
May 2019 116,975 4,769 7,578 57,491
June 2019 112,464 5,360 7,819 56,596
July 2019 115,016 6,149 8,635 53,557
August 2019 113,223 4,262 6,609 53,421
September 2019 105,065 3.490 7,713 51,189
October 2019 o 111,529 4,021 7,651 51,293
November 2019 102,149 2,516 7.487 45,601
December 2019 111,025 2,862 7,276 49,466
January 2020 119,188 5,373 11,357 52,120
February 2020 102,681 4,101 | 5,309 49,024

Source: Sprint Communications Company, L.P.
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TABLE 4
TOTAL BILLABLE SESSION MINUTES
(Intrastate and Interstate)
(March 2020 — February 2021)
. Captioned
Monthly Invoice TRS Minutes TR.S o RS _Sp s Telephone
Minutes Minutes ) i
Service Minutes
March 2020 108,321 6,087 8,022 57,282
April 2020 97,823 4,327 7,950 61,051
May 2020 90,768 1,959 5,622 57,450
June 2020 93,648 2,252 6,805 52,985
July 2020 92,833 4,845 7,438 49,389
August 2020 98,636 5,359 8,125 48,817
September 2020 99,749 5,604 7.533 45,005
October 2020 110,832 3,593 8,434 48,116
November 2020 101,618 4964 6,396 45,254
December 2020 107371 10,475 7,782 49,306
January 2021 118,844 4,116 7,867 43,250
February 2021 108,303 3,097 8616 39,967

Source: Sprint Communications Company, L.P.
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| T-MOBILE
FORBUSINESS

RFP to Provide Florida
Telecommunications Relay Service

June 17, 2021

Jeffrey Branch
Client Executive &
jeffrey.brdnth@t-gobile.com ... .
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"] T-MOBILE
Ll” l ACCESSIBILITY
12920 SE 38th St.
Bellevue, WA 98006

June 18, 2021

Mr. Curtis Williams

c/o Mr. Adam J. Teitzman, Commission Clerk

Office of Commission Clerk, Florida Public Service Commission (FPSC})
2540 Shumard Oak Bivd.

Tallahassee, FL 323990850

850-413-6924

ciwillia@gsc.state.flLus

Re: Request for Proposals (RFFP) to Provide Telecommunications Relay Service Docket No.
20210049-TP

Dear Mr. Williams,

--- Transmittal Leiter - --

Floridians who need functionally equivalent communication options will continue to benefit from
T-Mobile Accessibility (formerly Sprint) as their telecommunications relay service provider. And
the Florida Public Service Commission {FPSC) will continue to benefit from T-Maobile’s relay
service at an advantageous value. T-Mobile's allinclusive relay package for the FPSC and
Floridians incorporates high-quality service performance and customer care, Fedaral
GCommunications Commission (FCC) standards compliance, and FCG certification. Our relay
services are unmatched by other relay providers.

T-Mabile Accessibility provides relay services for 37 state programs {including Puerto Rico and
the U.8. V1) and Federal Government agencies. We are honored to have been the provider for
Florida Relay for over 16 years, and we are enthusiastic about the opportunity to continue our

partnership.

The FPSC should choose T-Mobile Accessibility to continue to be the provider for Florida Relay:

¢ Demonstrated Experience: T-Mobile Accessibility has 31 years of experience developing
products and creating a superior customer experience. T-Mobile Accessibility’s team is
comprised of daily users of relay products and services. These employees and their spouses,
children, parents, friends, and siblings have the same communication needs and concerns as
Florida Relay users. T-Mobile is fully committed to true functional equivalency and doing
everything to provide the best service possible.

+ Best Value: As the largest Telecommunications Relay Service (TRS) provider, T-Mobile uses
several cost-saving techniques to keep costs low for our state customers. This ability is a
unigue advantage in a rapidly changing industry.

+ Service without Disruption: Florida Relay users will not experience disruption of the high-
quality service they deserve and need.

T-Mobile respectfully submits the following as part of T-Mobile’s response to the FPSC: The
FPSC's RFP does not specify or directly incorporate a form of contract or comprehensive terms
and conditions. Accordingly, with respect to the terms and conditions that are set forth within the

T Mobile
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RFP, T-Mobile proposes that in the event T-Mohile is selected as the State of Florida’s TRS
Provider, the parties will endeavor to negotiate a definitive agreement,

To the extent T-Mobile has commented on an RFP term or terms not addressed in the RFP, such
comments have been included only after careful consideration of the RFP requirements, T-
Mobile’s corporate policies, and applicable law. T-Mobile has made a good faith effort to respond
to all RFP terms and requirements to the best of its ability and knowledge. Notwithstanding
anything to the contrary in this RFP, T-Mobile's response to this RFP is being made on the
condition that it is non-binding on T-Mabile or the FPSC. Only a fully executed agreement between
T-Mobile and the FPSC, which contains the terms and conditions of this transaction, will bind
both parties. |f T-Mobile is awarded the contract, T-Mobile will negotiate in good faith to execute
a definitive agreement for the equipment and services contemplated by the RFP that will
incorporate elements of the RFP, T-Mobile's Propasal in response to the RFP, and any additional
commercially reasonable terms and conditions negotiated by the parties. In addition, T-Mobile's
bid specifically is contingent upon T-Mobile's negotiation and execution of an amendmerit (or
similar legal agreement) with its listed subcontractors setting forth performance requirements
consistent with FPSC’s requirements and applicable law. If T-Mabile is unable to execute such
amendments/agreements with its subcontractors within 30 days of notice of award from the FPSC,
then T-Mobile’s bid will be deemed null and veid.

leffrey Branch, Account Executive, is the point of contact for T-Mabile's proposal response. The
FPSC may address questions and correspondence concerning this response to Jeffrey at the
following:

1459 Ruth Rd.

Dunedin, FL 34698

813-774-6362 (VP)

727-667-8657 (text)

ieffrev_branch@t-mobile,com

Michael Fitz, Vice President of T-Mobile for Business, is authorized to make this proposai for T-
Mobile. Michael has the autharity to make decisions regarging the quoted prices. He has the
authority to contractually obligate and bind T-Mobile to the proposal's prices, terms, and
conditions. T-Mobile complies with the FPSC’s RFP requirements. He can be reached at the
fallowing:

12524 Sunrise Valley Dr.
Reston, VA 20191
703-433-3702
703-592-2602 (fax)
michagl.fitz@t-mobile.com

T-Mabile and Sprint are now one company operating under the name T-Mobile. The merger closed
on April 1, 2020. Sprint Communications Company L.P. is the entity through which Sprint (now
T-Mobile} Accessibility provides state and federal relay services. Sprint Communications
Company L.P. is an indirect, wholly owned subsidiary of T-Mobile.

T-Mobile is looking forward to working with the FPSC during this solicitation process. We look
forward to the opportunity to continue to serve Florida residents who need functionally equivalent
communication options.,

T Mobile
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Sincerely,
747 4
Michael Fitz
Vice President
T-Mobile for Business
T Mobile

73



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

T-MOBILE -
0| ey n=y
Table of Contents
EXECUTIVE SUMMARY.. et Hema sk ena SeSE R oot s RR s oh Aiaee n e anea Ry s s RN R R MR EaNaaR RN AE uttanEnn s s raten s annrnE 7
FTEM 3. CHECKLIST veruscarsonatnasansunsuesmnsrnsnssnns noersapnsssassmnsnsssssrsnsisssssssanspotsnss asanassssns sars snsasononsasbansnsn 11
ITEM 10 - COMMENCEMENT DATE (RFP REF. A-B) ............................................ 19
ITEM 15 ~MINIMUM COMMUNIGATIONS ASSISTANT (CA) QUALIFICATIONS AND TESTING {(RFP REF. B-5)........ 25

ITEM 16 =~ CA TRAINING (RFP REF. BB} .evucrerennereranseesessrsmersramsmssescemesssesasssnsamess soasesasssansesmemsossmes soes
ITEM 17 ~STAFF TRAINING (RFP REF. B-7)....eecemecmernmenscrnennees

ITEM 18 - COUNSELING OF CAS AND STAFF {RFP REF. B-8)
ITEM 19 - PROGEDURES FOR RELAYING COMMUNICATIONS (RFP REF. B-9}
ITEM 21 - ADDITIONAL LANGUAGES SERVED (RFP REF. B-11) cecrcrccrccririniccnsinsmrcmncsssanisenssisnenes
ITEM 25 - CaLL RELEASE FUNCTIONALITY (RFP REF. B-15} ........
ITEM 26 - SPEED DIALING (RFP REF. B-16) cceeveerriinns .
ITEM 27 ~ THREE-WAY CALLING FUNCTIONALITY (RFP REF. B-17) cerecinsesrsnsssemnserssmsscsnnmssunssnssnnssensmeranens
ITEM 28 - VOICEMAIL AND INTERAGTIVE MENUS {RFP REF. B-18)
ITEM 29 - VOICE AND HEARING CARRY-OVER (RFP REF. B-19)..
ITEM 30 - CAPTIONED TELEPHONE VOICE GARRY-OVER (RFP REF. B-20) .covceuussncmrcsssnrnninssusnaassnnssssnnsnanne
ITEM 31 - TURBOCODE™ (RFP REF, B-21) v rrersnascensansscrssanssessasnsons
ITEM 32 = SPEECH-TO-SPEECH (RFP REF, B-22).sisscresseersamssmmssnnssinisessanitssatinstasnssnssesssssnsanasasannaras e
ITEM 33 - ACCESS TO PAY PER CALL SERVICES (I.E., 900/976) (RFP REF. B-23) .eeevecueinen
ITEM 34 - CALLER ID (RFP REF. B-24) c.couticeieeemccincissinisnssmnsns s ssss s cnssasss onsannassssnasnentanassnanasnssessansnnn
ITEM 35 ~ LAST NUMBER REDIAL {RFP REF. B-25) woevsrssmresssonancasasnanie
ITEM 36 - OBSCENITY DIRECTED AT THE OPERATOR (RFP REF. B-26)
1TEM 37 - EMERGENCY CALLS (RFP REF., B-27)

ITEM 38 - BLOCKAGE (RFP REF. B-28) vsecevsvisseneresesvmsnesnesannns

ITEM 39 - ANSWER TIME (RFP REF. B-29) seeersemerrcrrssnniaserinsrnssmesnsssnsspnsennenassssanenas

ITEM 43 -~ EMERGENCY OPERATIONS AND UNINTERRUPTIBLE POWER (RFP REF. B-33})

ITEM 44 - INTERCEPT MESSAGES {RFP REF. B-34) c.vetceremtiscsnsusiisnsnnssmsssrssamsnssnsnsnsssmmemme snsvmss sssansnsas
ITEM 45 - SERVICE EXPANSION (RFP REF. B-35)...ecetcrasmrassrasersmammemrasmmsssusasssssssasassnsnespnssssnssnsssannsns
ITEM 47 - GONSUMER INPUT AND PARTIGIPATION IN ADVISORY COMMITTEE AND FPSC PROCEEDINGS (RFP REF. B-
1 OO 125
ITEM 48 - COMPLAINT RESOLUTION (RFP REF. B-38).ucesiseercammssnanes 129
ITEM 56 - SPECIAL NEEDS (RFP REF. B-46) S P 135
ITEM 57 - UNSOLICITED FEATURES N BASIC RELAY SERVICE (RFP REF = 139
ITEM 58 - IP-RELAY SERVICE, IP-CAPTIONED TELEPHONE SERVICE, AND VIDEO RELAY SERVICE (RFP REF. B-48)
.................................................. — seesssnssasesinessennnnessssanassnnvasnars 140
ITEM 59 - REDUNDANCY (RFP REF. B-48) .covrivrrsuses reessmsonenmnsnnnens 149
ITEM 63 - REPORTING REQUIREMENTS (RFP REF. B-53) -..uvccecrraarserrcroinisesseensmnmncas aninassnanassnsnanas 151
ITEM 66 - OPTIONAL FLORIDA CALL CENTER (RFP REF. B-56) unvers rassases cnsraninas 157
ITEM 68 - FINANCIAL INFORMATION (RFP REF. C-4)uuverssncssssnsssrasnessncsassnsssossnnmsssmmssnnsssnsssnnssassrsnnss
ITEM 69 - EXPERIENGE AND CUSTOMER REFERENCGES (RFP REF. C-5)

ITEM 70 - SUBCONTRACTORS (RFP REF. C-6) 1vevrirsncnserrensasnes

ITEM 71 - BID SECURITY DEPOSIT (RFP REF. C-7}surrerssrmsenranes

ATTACHMENT A - FLORIDA RELAY STAFF RESOURCES.......
ATTACHMENT B - FGC MINIMUM STANDARDS...
ITEM 72. THE PRICE PROPOSAL FORMAT (RFP REF. SECTION D)

Docket No. 20210049-TP
Page 5

74



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

T-MOBILE @ 3
€ Ry i ﬁ}
This page intentionally left blank.

Docket No. 20210049-TP
Page G

75



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Execulive Summary

76



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

]| fMoBuE
ACCESSIBILITY -

Executive Summary

Florida’s Request for Proposal (RFP) states: “The purpose of this RFP is to contract for a Florida
Relay Service (FRS) System that meets the needs of the peaple of the State of Florida pursuant to
the Telecommunicatians Access System Act of 1991 (Part Il of Chapter 427, Florida Statutes} and
which satisfies or exceeds the relay system certification requirements of the Federal
Communications Commission under the Americans with Disabilities Act. Bidders must comply

with the requirements of both lfaws.”

T-Maobile will continue to meet these requirements for Florida:

¢ FCC Standards: T-Mobile’s relay package for Florida Relay system will continue to meet
and exceed FCC minimum standards for Floridians who are Deaf, Hard of Hearing, Late
Deafened, Speech Disabled, and DeafBlind. Our telecommunications relay service (TRS)
provides functionally equivalent telephone services and ensures equal access by Deaf,
Hard of Hearing, Late Deafened, Speech Disabled, and DeafBlind.

& FCOC Certification: T-Mobile will continue to provide the Florida Public Service Commission
(FPSC) with dedicated support to provide information regarding FCC rulings, and Multiple
Average Rate Structure (MARS) filings. Our team works with the FCC and T-Mobile’s
customers to communicate FCG information regarding TRS provisioning. We wili continue
to provide the FPSC with FCC updates on Declaratory Rulings, Notices of Inquiry, Further
Notices of Proposed Rulemaking, and other notices. T-Mobile is also committed to
continuing to assist the FPSC with FCC re-certification.

+ Americans with Disabilities Act (ADA) Compliance: T-Mobile's solutions are the direct
implementation of Title IV of the ADA that establishes the interstate/intrastate TRS. For
31 veats, Sprint (now T-Mobile) Accessibility has played a leading role in advancing the
ADA's Title IV mandates. Qur solutions integrate accessibility and usability functionalities,
such as T-Mobile Accessibility Internet Protocol {IP) Relay mobile app that affords
DeafBlind users the means to self-identify as a braille user and enable them to receive
braille on their braille display.

Cost-Effective Relay Service Will Benefit the FPSC and Florida Relay Users
T-Mobile will deliver quality relay service that brings value to the FPSC:

¢ As the largest telecommunications relay services provider in the industry, T-Mobile
leverages subcontractors and vendors, a unique advantage the FPSC will continue to
experience during our partnership.

+ T-Mobile diligently collects customer feedback and evaluates procedures across all service
aspects to streamline processes and recreate successes. We sponsor an annual virtual
conference for State Telecommunication Administrators of Relay by T-Mobile {START).
The START conference enables T-Mobile's state relay custarmers to discuss current FCC
rules and upcoming industry trends, updates on relay products and services, and
marketing plans. START conferences include time for state relay administrators to discuss
ideas and provide feedback to T-Mobile regarding service quality and suggestions for
enhancements. We have also hosted virtual meetings to update our state TRS contract
administrators on current FCC events and other events that may affect relay service.

¢ Geographically dispersed call centers allow Florida Relay users to experience calls
answered by the first available Gold Star Communications Assistants (CAs). T-Mobile’s
centralized workforce scheduling software makes it easy to handle relay calls.

Docket No. 20210049-TP
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Relationship Management - Experienced, Tenured Support

ACCOUNT EXECUTIVE, JEFFREY BRANCH

Jeffrey will continue to be the FPSC's point of contact for services and pricing g
presented in this response. He received his Bachelor of Science degree in 'E
Business Administration at Gallaudet University in Washington, D.C. He has
been in the TRS industry for 22 years. Jeffrey is involved with the Model
Secondary School for the Deaf Alumni Association, Inc. He also volunteers i

with the Greater Dunedin Little League in Dunedin, FL. Jeffrey is an |
organization member of the Florida Association of the Deaf (FAD). He is fluent E{)
in ASL. Jeffrey will continue to:

+ Cultivate relationships with the FPSC

¢ Partner with internal staff to deliver and execute on all contractual requirements

¢ Continue to provide updates about Florida Relay to the Telecommunications Access
System Act (TASA) Advisory Committee

4+ Continue to have an excellent partnership with Florida Telecommunications Relay, Inc.
(FTRI}

+ Answer questions and provide clarifications regarding T-Mobile's bid and pricing

SENIOR IMPLEMENTATION PROGRAM MANAGER, ANGIE OFFICER

Angie will continue to be Florida Relay's Senior Implementation Program
Manager. She has over 29 years of telecommunications relay experience. She
will continue to work with T-Mobile’s internal groups and the FPSG to develop,
implement, and manage Florida Relay's implementation. Angie will also
address any new products/services released during the contract. She began
her career with Sprint in 1992. The National Business and Disability Council
recognized Angie with the NBDC's Silver Employee of the Year Award for !
exemplifying the council’s philosophy that qualified people with disabilities make significant
contributions to their employers. In 2000, she earned RIT/NTID’s Distinguished Alumni of the
Year, and, in 2013, she was selected RIT Volunteer of the Year. She served on the FCC’s Disability
Advisory Committee (DAC) from 2014-2018. She received the FCC Certificate of Appreciation for
her exemplary leadership and contributions to the FCC DAC committee from 2014-2018. Angie is
fluent in ASL.

QUALITY ASSURANCE {QA) PROGRAM MANAGER, LORAINE OVERLAND
Loraine is dedicated to ensuring call consistency and quality in performance
and training to provide Florida Relay users with a high-quality communication §
experience. Loraine began working as a Sprint long-distance operator in 1990. ;
She lives and works in Florida, kg"

The T-Mobile Team - Accessibility Consultation Experts {ACEs)
ACEs will provide guidance to the FPSC, the FTRI, and Floridians regarding:

¢ User Experience - T-Mobile Accessibility's team is comprised of daily users of relay
products and services. These employees and their spouses, children, parents, friends,
and siblings have the same communication needs and concerns as Florida Relay users,

¢ Product Development, Service Quality, Network Reliability, Emerging Technologies -
Experts that have helped shaped the relay industry: TRS, CapTel, Internet-Protocol CapTel
(IPCTS), Relay Conference Captioning (RCG), Speech-to-Speech (STS), DeafBlind, Low-

Docket No. 20210049-TP
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Vision, Late Deafened, and others. Team members that are Certified Professionals in
Accessibility Core Competencies (CPACC), as sanctioned by the International Association
of Accessibility Professionals (IAAP).

4 FGC Experience - Information on FCC minimum standards, MARS filings, FCC Re-
Certification, FCC updates on Declaratory Rulings, Notices of Inquiry, Further Notices of
Proposed Rulemaking, and other FGC notices. Regulatory representation that provides
comments on pending rulings.

+ Website FEquivalence - Web Content Accessibility Guidelines (WCAG) 2.1 website
upgrades for Blind ad Low Vision individuals

4 Qutreach and Education - Forming relationships in communities where we live and work,
reaching communities virtually and inperson, creating and executing soclal media
strategies, demansirated wireless expertise

Implementation
T-Mobile will continue to provide Florida Relay services with no interruptions. Any new setvice

requirements, deliverables, and features will take 60 days to implement from contract execution.

Enthusiastic about the Future
Partnering with the FPSC, FTRI, and Floridians is at the forefront of T-Mobile's priorities. We have

enjoyed a trusted partner relationship with the FPSC, FTRI, and Floridians for over 16 years. T-
Mobile Accessibility will continue to ensure functionally equivalent communication in Florida. We
will continue to meet and exceed the expectations of Floridians and the FPSC.

T-Mabile Accessibility is recognized as the best value TRS provider in the U.S. While T-Mobile
Accessibility’s relay service is a hallmark of quality, we are committed to providing this service at
an advantageous value to Florida. This proposal offers a fair price that includes an experienced
and knowledgeable staff, backed hy strong, successful processes and feature-rich, dependable
platforms. Itis T-Mobile’s sincere desire to cantinue to partner with the FPSC for many years.

Docket No. 20210049-TP
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Item 3. Checklist
Cheskhist

In:tia's of Bidder's

Page Mo. of Bass/Fail er Sianature
Itam Mo, Contact Parsan SHEARID Bidder's Projosal | or Maximum Poifils
Format (HFP rel, Sections C and D) N/A N/A
1.
ME | S
Transmitial Letter, Address, Contact Person, Tel., and Fax No., P/F
2. Legal Name of Bidder, and $tatement of Compllance with or 13
M lack of Gompliance with RFP requlrements (RFP ref. C.2) |
: S T PfF
3 A ‘F Check List (RFP ref. C-8 and E) 1047 [
I T o Signature of Accaptance |
4, FCC Authartty to Provida Relay Services (RFP ref. A5)
| HF L . %;.hﬁ S
| Signature of Acceptance
5 : N/A Public Bidder Meetings and Proprietary/Confidential ﬂ
X Information {RFP ref. A-24) 1L (l;—-
T Conflict of Interest/Standards of Conduct (RFP ref, A-28) T Signature of Acceptance
5 | N/A State Name(s) or None Below
- Namels) Disclosed: Y ﬁxz‘7
- - o — ~ Bignature of Acceptance
7. N/A Dispute Resolution {RFP ref. A30) —
| 4 ] “A ?
— ! S— — - e ———
‘ Slgnature of Acceptance
8 N/A Waiver (RFP ref. A31) L fo
B - . R i |-’ WP .
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st Initials of Bid
Item Na. Contact Pe

Fage Mo. of

St it Biddar's Froprgal mJm

Signature of Aneeptane |
9. N/A J Severabllity {RFP ref, A-32) -T_,? ’F/’&‘
10. e Commencement Date {RFP ref, A:8) 19 PIF
l — ) Signature of Acceptance
1. N/A Term of Gontract (RFP ref. A9) f/
"Z‘{ y s
- Signature’of Accaplance I
i2. NA Scope of Service [RFP ref. B-2) .
" signature of Acceptance
13. N/A Access Numbers (RFP ref. B-3) 'k—r o
i = (.“-;
a Signature of Acoeplance |
14. N/A Avaiiabllity of the Sysiem to Users (RFP ref. B-4}
11 Fen,
t = B TS [ =t
15. n.i F | Minimum CA Qualifications/Testing [RFP ref. B-5) 25 100
6. HF CA Training (RFP ref. B-6) 31 100
17, FH:‘ Staff Training {RFP ref. B-7) 49 100
Docket No. 20210048-TP N T ‘Page 12
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[tem Ho. Contact Person

Initals of Biddar's

EXHIBIT 2

Szt Tite

Page No. of
Bidder's Proposal

or idaximum

Languages Served (RFP ref. B-10)

~ Signature of Acceptance

Y

Additional Languages Served (RFP ref, B-11} 83

25

Shift Advisor/Consultant {RFP ref, B-12}

ey

Signature of Acteptance

|
Confidentiality of Calls (RFP ref, B-13)

| A

Signature of Acceptance

Types of Calls to be Provided (RFP ref. B-14} ‘

Signatu'e of Acceptancs

i 20. | N/A
l___
21,

B .
2 ‘ N7A
23, NfA

‘ 2. N/A

i -

25, >

| o |

= uF

217. | H:F'

L |
P JHE, i
Gall Release Functionality {RFP ref, B-15) 41 50
| Speed Dialing [RFP ref. B-16) 87 50
s —
Three-Way Calling Functionality (RFP ref. B-17) ‘ 89 50

84
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Glackl'ss  Inmials of Bidder's Brief Titls Page Mo, ot Pass/Fail or Signature
ftam No Contact Person s Bidder's Pioposal or Mavimii Points
28. H‘F Voleemail and Intaractive Menus (RFP ref. B-18} n 50
[ 29, H,F: Voice and Hearing Carry-Over (RFP ref, B-19) 3 . 100
30. Gaptioned Telephone Voice Carry-Over (RFP rel. B-20) 81 100
HE 1 ] L |
2. L Turbosode™ (RFP ref, B-21} 87 100
32. }—"’k/\“" Speech to Speech (RFP ref. B-22) 89 50
33. } F Aocess to Pay Per Call Services (RFP ref. B-23) 93 100
34, LE Caller ID (RFP ref. B-24) 85 100
35. Last Number Redial {RFP ref. B-25) 95 25 ‘
e ) .
36, /‘U‘-ﬂf ‘ Obscenity Directed at the Operator (RFP ref. B-26) | 29 28 !
| g Emergency Calls (RFP ref. B-27) 101 100 '
38. M-%{ Blockage (RFP ref. B-28) 103 200 ‘
Docket No, 20210048.TP - ~ Pagel4
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Cnecklist  initals of Biddar's 3inf Tile Page No. of PasefFail or Signature
Iterm No. Cuntazt Persan Bidder's Proposal or Maximum Points
39 ‘ ' E Answer Time {RFP ref. B-29) ‘ 107 100
T i Slgnature of Acceptance
40, N/A Equipment Compalibility (RFP ref. B-30) Ji F
| = — AL o
Signature of Acceptance
41, N/A Transmission Levels (RFP ref. B-31)
‘ MLy
- " sipdature of Acceptance
42. N/A | Measuring Equipment Accuracy (RFP ref. B-32) L
L M
. Emergerncy Operations and Uninterruptible Power (RFP ref. B- U

‘ 4. | 22) 1m 100
) - !
| T
44, Intercept Messages (RFP ref. B-34} 121 P/F
LT M _ o - !
45, Mr Service Expansion (RFP ref. 8-35) 123 50
[ -1 ) - Signature of Acceptanca
| 46, i N/A New Technology (RFP ref. B-36}
| | T
| s T ) I & =
47 | Consumer Input and Participation In Advisory Committee and 195 100
| ' HF FPSC Proceedings (RFP ref. B-37) e
| ‘ W Complaint Resolution (RFP ref. B-98] 129 200
Docket No, 20210048-TP a o R Page 15
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Checklist  (aitials of Biddar's
Item No Comact Person

Page No Pzss/Fail or Signature [
Eidder's Prapssal ur Mavimum Points
Signature of Acceptance

YA,

Answeer recetved 6/7/2021: *Because the items have been intentianally lefi blank and no points are awarded for these ltems, Propoy@e will no) be afiected hased

on initlaling or not initialing Checklist Items 50-55." i £ = -
. | N/A intentionally Left Blank |

Brief Tilte

48, Charges lor Incoming Calls (RFP ref, B-39)

| Tntentionally Lett Blank [ < ——
| Intentionally Left Blank | .
Intentionally Left Blank _ ] . i - |
Intentionally Left Blank N ! |
Intenttionally Left Blank | i
L= Page No
Brief Tide Bidder's F
56, Special Needs {RFP ref, B-46) 135 25
57, Unsolicited Features in Basic Relay Service {RFP ref, B-47) 138 200
IP Relay, [P-Captioned Telephone Service, and Video Relay ,
56, Senvice (REP ref. B4B) 145 Optlonal 0 Points
58, Redundancy (RFP ref. B-49) 148 Optional D Points
- Signature of Acceptance |
60. NfA Performance Bond (RFP ref. B50) \LL,/
‘Docket No. 20210048-TP o Page 16
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'tem No

61.

62,

63.

64,

65.

66.

€7.

o -

68,
|

69.

TMOBILE
ACCESSIBILITY

Initials of Bidder's
Contact Person

N/A

N/A

N/A

RE

‘Docket No. 20210045-TP

EXHIBIT 2

Brief Title

Submission of Monthly Invoice {RFP ref. B-51)

e

Travel {RFP ref. B-52)

o

Reporting Requirements (RFP ref, B-53)

Transfer to New Provider (RFP ref, B-54)

Insurance Coverage (RFP ref. B-55)

Optional Florida Call Center (RFP ref. B-56)

Public Entity Crimes Provision{RFP ref. G-3)

Finansial information (RFP ref. C-4)

Experience and Customer References {RFP ref. C-5)

gnature of Acceptance
U= e
Signatufe’of Acceptance
| M
= ¥ =
151 50
“slgnature of Acceptance

M I

Sibnature. 5 Acceptance

88

T i
157 100
Signature of Acceptance |
LA ;
1 _[ ’\C/,'
Pl
159 PF
181 200
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| F-MOBILE e
SRy =S);
ials of Bidder's Blisi Tiile Page No. of Pass/Fail or Signature
! e Bidder's Fropnsal  or Maximum Foints
: P\’F Subeantractors (RFP ref. C-6) 187 50
. : | © ‘ Bid Security Deposit [RFP ref. C-7) 189 P/F
r The Ptice Propasal Foimat (RFP ref. Section D) Must be filed B =
" Pﬂ"/ ina te sealed lope marked: “Sealed-To Be Opened | 183 See RFP SeEc. D & Sec,
i’ Only By the FPSC Proposal Opening Officer.” - ——
| B MAXIMUM TOTAL POINTS . | 2,875 B
- Page 18
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ltem 10 - Commencement Date (RFP ref. A-8)
The commencement date for the service is March 1, 2022, Within their response to the RFP,
bidders shall provide a work schedule showing how they can meet that deadline and shall provide
a statement that they can provide the complete service on March 1, 2022.

T-Mob:le has read, understands. and wili comply with ali RFP A-8 requiraments.

We will provide Florida Relay on March 1, 2022.

As the incumbent TRS provider , CapTel, and RCC provider, only T-Mobile will not have to
implement new service and will be fully operational on the commencement date of the new
contract. Florida Relay users will not experience an interruption in service. T-Mobile will use
existing hardware, software, call centers, and personnel in the provision of Florida Relay. By
selecting T-Mobile fo continue to be the Florida Relay provider, the Florida Public Service
Commission (FPSC) is assured seamless, completely transparent continuance of service. Only T-
Mobile can guarantee a continuance of services without the risk of service delay, disruption, or
interruption, which may not be the case with a new pravider. Any new service requirements,
deliverables and features will take 60 days to implement from contract execution.

Experienced with Service Implementation
Only T-Mobile can minimize the risk of contract transition to Florida Relay users with existing:

Access Methods
& 711 and Florida Relay dedicated toll-free numbers

Personnel
+ Experienced account support personnel with clear escalation strucfure
¢ Dedicated Client Executive and Quality Assurance Manager who reside in Florida
¢ Accessibility Consultant Expertise (ACE)
¢ Established trusted partnership with FTRI
4 TRS and CapTel Call center staff

Full Lifecycle Team
4 Florida-specific configuration items
4 Platform infrastructure
% Inbound and cutbound circuits for specialized call types

Testing and verification of call processing
+ Existing Quality Assurance (QA), testing, and verification of call processing, and

compliance

Transition Process Risks and Challenges

¢ There are several risks and challenges associated with transitioning to'a new TRS provider: The
FPSC will need to allocate expenses for notifying and educating Florida Relay users about
ihe change of new TRS provider

¢+ Need to provide new marketing materials to support Florida Relay with updated
information that need to be established, resulting increased costs.

& Florida Relay users may experience a jeopardized quality of service during service
transition.

% There will be a learning curve for the new TRS provider:

Docket No, 20210049-TP Page 19
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CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

<+ Understanding Florida Relay’s vision and goals

< Establishing local

partnerships and creating

organizations, individuals, businesses, and agencies

< Creating new Florida Relay marketing materials
Scheduling successful events that reach targeted user communities.
+ The new vendor's Communications Assistants (CAs) will be unfamiliar with Florida
communities. Inexperienced CAs may increase call-processing time, which equals more

billable minutes.

Draft Fiorida Relay Service Implementation Timeline

relationships with Florida

The T-Mobile Senior Program Manager will work with T-Mobile cross-functional groups regarding
closing security and system access and review on the cutover date as defined by the FPSG. She

will keep FPSGC informed during the transition process.

Task Name Resources Est. Delivery Date
Phase |
Anticipated award to T-Mabile FPSC TBD
Performance Bond Due T-Mohile Upon Contract
Execution
T-Mobile will need the signed contract within 60 days to FPSC Byoron 01/01/22 |
implement from contract execution.
Contract Start Date Sales, FPSC 03/01/2022
Phase Il
Introductions to Florida Relay Account Team Sales, Program In Place
Manager |
Determine Communication Method FPSG | In Place
Kickoff Gall with [rternal Teams IT, OPS, WBQ, 18D
SGP, Program
Manager
Determine Delivery Dates to submit features, greetings, IT, OPS In Place
and macros N
Develop a draft Internal Implementation Project Plan Program Manager | In Place
Call with incumbent provider to discuss transition plan Program Manager | N/A
Submit Toll-Free Porting Request Program Manager | In Place
Phase Il
Reporting Development Design Billing/Reporting | In Place
Establish Online Billing and Reporting site Billing/Reporting, | in Place
Program Manager
Finalize and submit Implementation Project Plan Program Manger | In Place
Develop and deliver FPSC-specific training programs oPs In Place
Reporting Development Testing and implementation Billing/Reporiing | In Place )
Order new toll-free numbers if applicable IT In Place
Circuit utilization & capacity verification, order hardware iT In Place
Create and submit Florida CapTel Contract Grder to CTI OPS, Program TBD
Manager
Begin the order process for RCG, including the URL Product Manger | In Place
Verify CapTel Greeting with FPSC “CapTel CA" or “CapTel | FPSC In Place
QPR
CapTel Call Centers in the state of Florida CTI, T-Mobile In Place
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Task Name

Resources Est. Delivery Date

Add program to C$ Live (online complaint and OPS In Place
commendation database)
Review FPSC preferences for grestings, macros, and other | FPSC In Place
caonfigurable items
Configure FPSC tolHree routing 0PS In Place
Create and submit FPSC-specific scripts for GAs OPS In Place
Implement VA-STS OPS In Place
Implemented Automated 711 routing for Florida Relay IT, OPS In Place
Spanish and STS users with Customer Profile
Implement general TRS Customer Profile IT, OPS In Place
Implement STS Customer Profile IT, OPS In Place
Implement RCC (30K minutes annually at no cost) Product Manager | In Plage
Implement RGC FPSGC Approval Process {if requested by FPSC, Product 60 dates after date
the FPSC) Manager requested
Provide Spanishto-Spanish/English-to-Spanish translation | [T, OPS In Place
Service
Create Florida Relay Service Facebook Page Client Director In Place
Phase IV
High-level overview with FPSC T-Mobile, FPSC | In Place
Obtain TRS customer profile information from incumbent N/A in Place.
provider
Hire Account Manager for Florida Management in Place
Account Manager Training Management in Place
Hire Dedicated Quality Assurance Manager OPS In Place
IT to upload TRS Customer Profiles IT In Place
CS to review customer profiles uploaded by IT C& In Place
Setup an invoice payment process (create account) Billing/Reporting | In Place
Create and submit the CapTel Service Request Program Manager | In Place
Finalize the RCC process: wwyw.t.origarcc.com Product Manager | In Place
Incumbent provider to send additional Custormner Profiles N/A In Place
Phase V
Acceptance Testing FPSC In Place
Confirm dale and time of transition with all teams Program Manager | In Place
Pravide FPSC with an account team contact list Program Manager | In Place
Accessibility Consultant Expertise Team Staff In Place
Verify with IT that Customer Profiles have been uploaded Program Manager | In Place
Transition of TRS, CapTel, & Cusiomer Service traffic IT In Place
Route all Florida Relay calls to Gold Star CAs IT, OPS In Place
Verify CTl is routing traffic to T-Mobile and CDRs are being | Program Manager | In Place
produced under a T-Mobile account
Validate GCDRs are coming through for TRS & CapTel {72 Prograrm Manager | In Place
hours following transition}
Monthly Billing Statement Report Account Manager | In Place
Final format of the initial invoice template shall be provided | Billing/Reporting | In Place
to the FPSC
Docket No, 20210049-TP Page 21
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Task Name
First Invoice, including Trafilc Reports to be delivered to
the FPSC by the 25th calendar day of the month {or
subsequent business day if the 25th falls on a weekend)

Resources
Billing/Reporting,
Account Manager

CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

Eiprrde

Fitd
Est. Delivery Date
In Place

Written reports (reporting requirements) by the 25
calendar day of each month reporting data for the previous
month.

Billing/Reporting,
Account Manager

In Place

Provide a complaint summary to the FPSC in the format
necessarty fo submit to the FCC in compliance with 47 CFR
64.604{c)(1)(ii), by June 15 covering the previous 12
menths of compiaints ending May 31 of that year.

Account
Manager/OPS

Cngoing support

Provide report monthly to the FPSC and the Administrator
the results of any user evaluations conducted.

Account Manager

ané;i_ng support

Provide report monthly on new subcontractors being used | Account Ongoing support
to assist in providing relay service and shall identify the Manager, Vendor
scope of their role in the process and the relationship of Management
the subcontractor o the provider.
By March 1, the provider shall provide to the Administrator | Account Ongoing support
and the contract manager forecasted relay usage figures Manager,
and costs to the FPSC for the upcoming fiscal year (July 1- | Finance
June 30). —
Provide the necessary documentation to the FPSC that Account COngoing support
complies with the state certification requirements of 47 Manager, QA
CFR 84.608 when required. Manager
Provide reports to the FPSC as necessary to complete the | Account Ongoing support
§-year re-certification of Florida Relay with the FCC. Manager, QA

Manager
Term of Contract 'Resources Est. Delivery Date

. L . T-Mobile, FPSC | By oron 01/01/22

The Term of the Contract will be an initial 3-year period. to 02/28/25
Upon mutual agreement, between the FPSC and the T-Mobile, FRSG | D2/28/25
provider, the Contract may be extended forup to 4 02/28/26
additional 1-year periods subject to the same terms and 02728727
conditions set forth in the initial Contract and any written D2/28/28
amendments signed by the parties.
Shall notify the FPSC of its desire {o extend service by T-Mobile 03/01/24 - First
March 1 the year before the current service period expires. year extension)
For example, if the contract service period is due to expire 03/01/25
on 2/28/2025, the provider must notify the FPSG by D3/01/26
3/1/2024, i it desires a 1-year extension of service. 03/01/27

FCC Requirements

T-Mobile will continue to provide the FPSC with dedicated support to provide information
regarding FCC rulings and Multiple Average Rate Structure (MARS) filings. Our team works with
the FCC and T-Mobile's customers to communicate FCC information regarding TRS provisioning.
We will continue to provide the FPSC with FCC updates on Declaratory Rulings, Notices of Inquiry,
Further Notices of Proposed Rulemzking, and other notices. T-Mobife is also committed to
continue to assist the FPSC with FCC re-certification.
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When the FCC proposes new requirements or seeks comments, T-Mobile's team quickly identifies
possible impacts, develops action plans for compliance, and/or provides feedback to the FCC.
T-Mobile will cooperate with the FPSC to implement changes to the service if FCC requirements
affect the provision of Florida Relay. T-Mobile’s treatment of oppertunities for growth/expansion
and product/service development will continue to shape the industry. T-Mobile (formerly Sprint)
has 30 years of experience introducing innovative solutions in the Accessibility marketplace and
providing high quality service to all customers. T-Mobile also has a history of embracing and
initiating technology evolution. T-Mobile is the only Tier 1 wireless and wireline service provider
in the relay industry. T-Mabile will continue to combine our wireless products and services to
enable accessibility for all.

T-Mobile recognizes the following events as having an impact on Accessibility:

Transition from TTY to ATT

T-Mobile believes RTT is an important and necessary step forward as telecommunications carriers’
transition from circuit-switched to IP-based networks. T-Mobile has built a reputation as being an
innovator in relay services and working with the FCC to address requirements for technelogy
evolution and customer needs. T-Mobile also has a history of meeting and exceeding FGC
requirements for our customers. As soon as the FCC determines the structure and decides on
several key issues, T-Mobile will advise our state customers on the status of completing the
transition. Because T-Mobile has a history of working with the FGC and internally collaborating
to meet technical requirements for many solutions in our portfolio, we do not see a threat to the
implementation of this transition.

Transition of IP CTS and Other Relay Services to State Jurisdictions

Should the FCC transition IP CTS or other relay services to state jurisdictions, T-Mobile will work
with the FPSC and our other state customers to support this effort, T-Mobile will also work with
Florida Relay users during the transition process,

Diverse Products and Services to Enable Accessibility
T-Mobile Mission Statement
Be the best in the world af connecting clistomers to their world,
it is our mission to be the best in the world at connecting customers to their world. As we
continue fo track tawards this endeavor, each of us will play an important role in ensuring that
we can successiully unlock the promise of our potential. This will allow us to salve even more
pain points, fight even bigger fights on behalf of our customers, and disrupt the wireless
industry like never before.

As the telecommunications industry has evolved from corded, rotary dial phones to cordless home
phones to mobile voice and data communicators, T-Mcbile {formerly Sprint) has been an innovator
for consumers and businesses. As a company, T-Mobile is always challenged to ensure we are
providing ALL customers with accessible communications to make their lives easier.

T-Mobile will continue to keep accessibility in the minds of employees and customers. T-Mobile
will continue to introduce apps, listen to customers’ suggestions to simplify processes, and
implement productfservice changes, and T-Mobile wili continue to collaborate with device
manufacturers and software providers to ensure offers meet the needs of all of our customers.
These actions will continue to be beneficial and accessible to our customers.
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ltem 15 -Minimum Communications Assistant {CA) Qualifications and
Testing (RFP ref. B-5)

The provider shall adequately supervise and train its employees to always be courteous,
considerate, and efficient in their contact and dealings with its customers and the public in
general and shall conduct periodic evaluations to ensure that courteous service is being
rendered,

F-Mohile has read. understood, and will continue to meel all RFP B-5 requirements

Bidders shall specify how CAs will meet all necessary proficiency requirements. CAs shall be
able to quickly and accurately type TDD relay messages. The provider shall use valid, unbiased
tests for CAs on subjects inciuding, but not limited to:
a. Competent skills in fyping, grammar, spelling, interpretation of typewritten American Sign
Language (ASL), and familiarity with hearing and speech disability cultures, languages,
and etiquette. CAs must possess clear and articulate voice communications.

T-Mobile will continue to comply. CA quality is vital to our reputation as an industry leader in
Accessibility. T-Mobile will cantinue to supervise and train employees to be professional and we
will conduct regular evaluations to ensure professional, courieous service is being delivered 1o
Florida Relay users.

We ensure CAs in training have proficient typing skill, call processing knowledge, and
interpretation of typewritten ASL. We continually evaluate our CAs by conducting both formal call
evaluations, in which calls are observed from start to finish, and informal evaluations and neutral
third-party evaluations. All CAs receive initial and ongoing diversified culture training. Before
hiring each CA applicant is tested for diction; clear, articulate voice communications, grammar
and spelling skills.

T-Mabile ensures all CAs meet all performance specifications using a complex QA program
developed based on direct input from the FPSC. The QA program encompasses all stages of
employee development including hiring, training, ongoing petformance evaluations, and
individual development planning. T-Mobile's expectation is for 100% participation for all CAs
processing Florida Relay calls in the quality assurance program. All CA applicants are tested at
the time of application. Human Resources uses specialized typing test software to assess typing
speed in a fiveminute test. CAs are evaluated and tested throughout training and employment
on their typing skills and English Grammar skills through monthly CA Performance Surveys. As a
part of the quarterly third-party test calls conducted, CAs are evaluated an their ability to spell
quickly and accurately. Florida Relay independent testing conducted monthly evaluates CAs to
ensure FRS CAs meet the 60 words per minute (wpm) typing speed requirement on live traditional
relay calls.

Diversified Culture

T-Mobile's Diversified Culture training represents a commitment to ensuring our employees have
sensitivity and understanding toward relay users. The Diversified Culture training module
includes information about the needs of the Deaf, Hard of Hearing, DeafBlind, seniors with a
hearing loss, and people with a speech disability.

T-Mobile trains employees on the culture, background, and language of relay user communities.
Staff participate in initial/ongoing training programs on inclusion and diversity. Diversified
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Culture training includes Deaf and Hard of Hearing individuals' needs, DeafBlind individuals,
seniors, and people with a speech disability.

With dozens of Deaf and Hard of Hearing, DeafBlind employees, T-Mobile has an unmatched
number of internal and external resources who serve as invaluable resources in the development
and delivery of Diversified Culture Training.

*Beyond the Classroom™ Training

in 2013, T-Mobile implemented its *Beyond the Classroom” approach to expand our Diversified
Culture training program. As a part of this program, experienced CAs developed a list of
questions for relay users about culture and experience, Our Qutreach team took these questions
to relay and CapTel users across the country and videotaped their answers. The resulis were
informative and enlightening and led to the addition of segmented training on people with a
hearing loss and veterans.

We offer lmtlal dlsablhty trammg for Customer Care staff that includes information about various
disability-related populations, differences in Deaf cultures, how people refer to disability, speech
pacing, tips, basic sign language, and accents/tones of voice. Ongoing new information is
shared, as are experiences, subject matter materials, case studies, and more.

b. A high school diploma or grade equivalent diploma, In addition, each candidate shall
pass a high school level English comprehension and grammar test before being
considered for employment.

T-Mobile will continue to comply. T-Mobile requires CAs to possess either a high school diploma
or a grade equivalent diploma. T-Mobile evaluates and tests CA applicants for English
comprehension, grammar, and communication skills before considering applicants for
employment. While the CA candidate is in initial training T-Mobile regularly monitors CA
performance to ensure they appropriately use their skills in the performance of their jobs. While
some providers give reading tests as proof of grammar proficiency, T-Mobile goes a step further
in ensuring that each candidate passes an English comprehension and grammar test before being
considered for employment. We know many grammatical errors may be voiced correctly for the
hearing caller but may be incorrectly typed for a text-based user.

Applicants are required to pass several tests and screenings prior to being considered for
employment, including:

Typing test

Grammar test

Spelling test

Clear and articulate voice communications

SRR

A minimum typing speed of 60 words per minute {wpm) or live traditiona! relay calis.
Technological aids may be used to reach the required typing speed. The provider shall
conduct monthly test calls on live calls using a statistically valid sample of their Florida
TRS calls, with test results being submitted to the contract administrator on a monthly
basis. The provider shall use prepared scripts that reflect a typical conversation and
calling through the relay system the same as other live calls. The purpose of these calls
will be to ensure all federal and state requirements for relay service are met. The provider
shall explain as part of its proposal how it will conduct the test calls to determine the

o
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adequacy of service provided by the relay service. The method to be used to determine
the typing speed is as follows. Starttiming the CA when the CA begins to type the message
to the TTY user. Count the number of characters including spaces and divide that number
by five to determine the number of words per minute. It shall be the objective of the
provider to test each CA at least once yearly. If a CA does not meet the 60-wpm
requirement, the CA shall be taken off of live relay calls until further training and
compliance can be accomplished.

T-Mobile will continue to comply. Ali of T-Mobile's CAs type a minimum of 60 words per minute
{wpm) and we do calculate this by counting the number of characters, including spaces, and
dividing that number by five to determine the wpm.

T-Mobile utilizes an oralc-type test that simulates actual working conditions. CAs are tested at
least quarterly to ensure the 60-wpm performance requirement is maintained. During this test, T-
Maobile does not use technology-aided transmission to ensure the typing speed. The scores for
each CA are the actual wpm typed. T-Mobile is committed to continuing to provide the fastest
typists in the industry. T-Mobile maintains a concentrated focus on typing quality {speed and
accuracy) using internal and external testing. |f a CA does not meet the 60-wpm reguirement, the
CA shall be removed from live relay calls until further training and compliance can be
accomplished. During training, each trainee is required to demonstrate the ability to type 60-wpm
on a voice-to-text typing test that simulates a Fiorida Relay call. CAs who cannot pass this test are
not allowed to graduate from training and process Florida Relay calls. T-Mobile also tests all CAs
quarterly using a five-minute oraltotype simulated test. All CAs type a minimum of 60-wpm and
are tested quarterly to ensure a 60-wpm performance requirement is maintained. Each TRS CAis
tested quarterly for compliance with 60-wpm using an oralto-type test.

-

Monthly Independent Testing
T-Mobile will continue to engage an independent third-party tester to evaluate a statistically valid
sample of Florida TRS calls by performing monthly typing “secret shopper” test calls. . This
company has worked with T-Mobile since 2005 and is T-Mobile’s current contractor for monthly
Florida Relay typing tests. Each call in the test sample is evaluated for accuracy and classified
according ta the following components:

¢ Typing speed
Typing accuracy
Typing errors
Verbatim accuracy
Custamer Care Considerations: 1) The extent to which CAs leave customers with the
impression that they were engaged on their behalf (customer advocacy) and 2) The extent
to which CAs follow prescribed procedures (call handling efficiency). T-Mobile will
continue to ensure the FPSC Contract Administrator is fully apprised of the testing process
and monthly results.

d. Ethics (e.g., how a CA interacts with clients).

T-Mobile will continue to comply. T-Mobile's reputation as an ethical company is the key to
enabling us fo be the preferrad communications company - a place that delivers the best
experiences for employees, end users, and state customers. At T-Mobile we embrace diversity,
equity, and inclusion, T-Mobile’s diversified culture training promotes CA understanding of the
relay user communication needs and cultural identity. Throughout initial and on-going training,

* * 4
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CAs receive information and guidelines on professicnal conduct with an emphasis on ethics and
confidentiality. CAs are presented with possible situations involving ethical issues and are taught
how to apply the conduct guidelines to each situation. All relay center personnel are required to
sign and abide by a pledge of confidentiality that promises not to disclose the identity of any caller
or any information learned while relaying calis. In conjunction with signing a confidentiality
agreement, as a part of training, CAs roleplay various scenarios which teach the correct way to
ask for assistance from a supervisor without divulging call-specifics. Examples of confidentiality
breaches are reviewed and discussed with the CAs.

e. Confidentiality.

T-Mobile will continue to comply. All T-Mobile CAs and supervisors are required to sign and abide
by a pledge of confidentiality. In conjunction with signing T-Mobile Accessibility’'s canfidentiality
agreement, CAs role-play various scenarios that teach the correct way to ask for assistance from
a supervisor without divulging callspecifics. Examples of confidentiality breaches are reviewed
and discussed with CAs. T-Mobile Accessibilily strictly enforces confidentiality policies, which
include:

+ Prospective employees are screened during the interview process on issues regarding
ethics and confidentiality.

+ On training day one, employees must sign a Pledge of Confidentiality Agreement Form,

¢ During initial training, employees are presented with examples of potential breaches of
confidentiality.

4 Stress can be a factor in maintaining confidentiality. CA s receive training on healthy
detachment.

+ After graduation from initial training, employees are reviewed yearly on the Pledge of
Confidentiality and are required to re-sign promises not to disclose the identity of any
caller or any information learned by relaying calls.

¢ Breach of confidentiality may resuit in employment termination.

T-Mobile employees also receive training on the appropriate protocol to protect Florida Relay
users' privacy and how ta prevent unintentional disclosure of communications, When trainees
ohserve calls and ask guestions once back in the training room, trainers lead a discussion on the
appropriate method to seek clarifications without divulging confidential information. CAs are
given examples of ethical issues and challenging circumstances. During initial training, CAs are
required to pass a series of written and skills-demonstration tests, which include their
understanding of the Relay Center Code of Ethics and how to apply the code to hypothetical
situations. CA trainees who do not pass these tests are not utilized as CAs. T-Mobile CAs do not
discuss any specific details of a call with anyone, including supervisors. Doing so would be a
breach of confidentiality this, according to T-Mobile policy, may resuit in termination. CAs are
prohibited frocm intentionally altering a relayed conversation and, fo the extent that it is not
inconsistent with federal, state, or local law regarding use of telephone company facilities for
illegal purposes, must relay all conversations verbatim unless the relay user specifically requests
summarization, or if the user requests interpretation of an ASL call.

When seeking clarification or guidance on processing a relay call, CAs are trained to use
generalizations of the situation and ask questions about procedures without revealing specific
information to identify the parties on the call. CAs are never allowed to use names or any other
call or caller specific details. Confidentiality is reinforced through our CAs participation in an
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interactive training program 1ocusing_on scenarios they are likely to encounter when relaying
calls. The following table illustrates correct and incorrect methods for CAs to express feelings
about calls.

Correct Ways to Protect Confidentiality Examples of Breaches of Confidentiality

| Talk about the specific length of a call. Saying to
another CA, “You know that call | took over for you?
It lasted 84 minutes!”

[ Talk about specific callers, | relayed a call for Miss

To make a generic comment about calls,
| “Leng calls wear me out.”

To share general observations about czlls,

“I'm noticing a lot of HCO calls lately.” Deaf America,” or, "I had that VCO user from Florida

again this morning.” B
Respond to a Florida Relay user’s comments The CA should never say to a Florida Relay user, “i

with a brief thank you withaut elaboration. remember you from a previous call - how are you
Maintain a professional and friendly image doing?" Phone lines do not talk to voice telephone
with users, - users; it is the same with relay users.
To discuss with management the technical or | To discuss call content or conversations with others,
| procedural call details. aver. - o
; To call for 2 supervisor to look at the screen To request assistance from a co-worker who is not a
for assistance with the call. | supervisor.

Any person who has not passed these tests shall not be utilized as a CA.

T-Mobile will continue to comply. T-Mobile only allows CAs who have passed all the performance
tests to be utilized as a CA. T-Mobile’s expectation is for 100% participation for all CAs processing
Florida Relay calls in the quality assurance program including the annual performance-review
Process.
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item 16 -CA Training (RFP ref. B-6)

Each bidder shall demonstrate in its proposal how ongoing CA training will be provided by
including with its proposal an outline of a proposed CA training plan. The provisions for CA
training shall include, but not be limited to, an understanding of limited written English and ASL,
deaf culture, needs of hearing and speech disabled and dual sensory impaired users, ability to
speak in a tone of voice consistent with the intent and mood of the conversation, operation of
relay telecommunications equipment, how to handle hearing and Voice Carry-Over, ethics,
confidentiality and other requirements of the provider's operating policies and procedures.
Training shall include both simulated and live on-line call handiing.

T-Mobile has read, understands, and will continue to comply with all RFP B-6 requirements.

T-Mobile offers a training program designed to provide the best quality service to all relay users.
T-Mobile’s program includes training on diversified culture, compliance with regulatory
requirements, and the operation of T-Mobile’s systems. T-Mobile will continue to offer a training
program designed to provide the best quality service to all relay users. Training does not stop
after CAs have started processing calls. - CAs continue to receive regular ongoing training to
improve their skills and knowledge.
Adminisiration and Testing (5.5 hours)
CAs learn job function responsibilities, call processing and company ethics, and confidentiality rules
and procedures from the first day of training. Time is spent reinforcing all relay call center policies
and ensuring each CA has mastered objectives ta process calls.
Call Processing (30.5 hours)
CAs learn about operating call-processing software and terminals. Training also focuses on using
correct procedures to process each call type and siress management technigues.
Role Play and Practice (24 hours)
To become more proficient, CAs learn in a call-simulation and live call scenarios.
Diversified Cliltlire Training (20 holrs)
This module represents a commitment to ensuring employees develop a sensitivity to and
understanding of relay users.

While the CA candidate is in initial training, T-Mobile monitors CA performance to ensure he/she
appropriately uses performance skills. CAs must demonstrate the necessary relay skill level in alf
aspects of call processing before graduating from training. Only CAs who complete the training
program and pass required tests can process live calls independently. To ensure staff receives
adequate supervision, recent training class graduates sit in a designated work area for two-weeks.
Performance coaches and supervisors are available to assist.

Continuous Training
Continuous skill training is the cornerstone of T-Mobile's training program. Core relay processing
skills are reinforced throughout employment and as supplemental training. T-Mobile CAs receive
refresher training on correct relay procedures - system navigation, standard procedures,
professionalism, and ethics. Our ongoing skilHraining program includes:

¢ Quality Focus Skill training - monthly
Diversified Culture Awareness training - monthly
Customer Care Initiative - monthly
Check for Understanding - monthly
Grammar and Spelling Rules - bi-annually

¢ D H @
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Gold Star CAs

T-Mobile will continue to route all Florida Relay calls ta our Gold Star CAs. While this training
section summaries our overall training programs provided to all our CAs, Gold Star CAs are not
inexperienced CAs; it normally takes several years of training and experience for CAs to reach
Gold Star status after initial training. Qur unmatched training and guality assurance programs
are designed to develop more high-performing employees and to encourage the high-performing
employees to maintain their status.

Florida-Specific CA Training

T-Mobile will continue to provide ongoing training to our CAs on Florida-specific information
including the names of local organizations, cities, and other common terms specific to Florida.
T-Mobile welcomes feedback from the FPSC, FTRI, other organizations, and Florida Relay users
on the Florida-specific training that is conducted for all TRS CAs.

Limited Written Enalish and ASL

T-Mobile requires CAs to possess either a high school diploma or a grade equivalent diploma. T-
Mobile evaluates and tests CA applicants for English comprehension, grammar, and
communication skills before considering candidates for employment. While the CA candidate is
in initial training, T-Mobile monitors CA performance to ensure they appropriately use their skills
in their job performance. T-Mobile not only gives reading tests as proof of grammar proficiency,
but we also ensure that each CA candidate passes an English comprehension and grammar test
before employment consideration. We know many grammatical errors may occur within written
ASL that need to be corrected when translated to conversational English. In these situations, the
CA must have sufficient grammar proficiency.

T-Mobile trains CAs and supervisors to serve as TTY/ASL translators/interpreters to process relay
calls. Our approach trains all CAs to perform ASL-to-conversational English translation. This
technique ensures ASL translation/interpretation is always available. CAs are provided initial and
ongoing training on accurately interpreting written ASL (ASL Gloss) for relay users whose primary
language is ASL. During initial training CAs progress through a TTY/ASL workbook building ASL
gloss translation skill. CAs are tested on ASL gloss interpretation/translation skills before
completing the training. CA trainees are required to pass a valid test to demonstrate they can
correctly interpret typewritten ASL phrases. CAs are also provided with ongoing training on
accurately interpreting ASL Gloss. After initial training, each CA is supplied with a second ASL
workbook completed and returned to the supervisor. The supervisor and CA review the workbook
and the CA’s ability to translate ASL to conversational English. The CA keeps this manual for
future reference. Throughout employment, CAs expand their skills and improve their
understanding of ASL Gloss and Deaf culture.

T-Mobile’s Diversified Culture training represents a commitment to ensuring our employees have
sensitivity and understanding toward relay users. The Diversified Culture training module
includes information about the needs of the Deaf, Hard of Hearing, DeafBlind, seniors with a
hearing loss, and people with a speech disability. T-Mobile has a “Beyond the Classroom”
approach to Diversified Culture training. Ongoing training has been developed in coordination
and cooperation with the relay user communities. CA trainees must complete a series of scenario-
based assessments, culminating in a final onthe-job evaluation before graduating from initial
training and handling relay calls.
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STS CAs
T-Mobile offers comprehensive Speech-ta-Speech (ST8) CA training. T-Mobile recognizes STS

CAs require specialized skills. To qualify for an STS CA, applicants must achieve:

¢ Six months of employment as a GA

+ Recommendation or approval from supervisor or manager

+ Proficiency in all areas of relay call processing including grammar, pronunciation, and
vocabulary

+ Hearing acuity test administered by an audiologist using calibrated equipment to perform
a speech recognition test and a pure-tone test.

STS CAs complete specialized training, testing, and ongoing development programs, including:

+ STS Training: T-Mobile’s STS training has been developed in coordination with multiple
STS users and includes topics such as the increasing understanding of speech-disabled
ysers, the role of the STS CA, and facilitating communication without interfering with a
caller's control. To pass STS CA training, the employee must have successfully
demaonstrated their ability to listen and understand audio spoken by individuals with a
variety of speech disabilities.

+ Hearing Acuity Testing: Prospective STS CAs are required to pass a hearing acuity test
using calibrated equipment to perferm a speech recognition test and pure tone test. Each
potential STS CA needs to score 92% or higher in each ear using a 50-word, W-22, or NU6
speech recognition test, Each STS CA is required to possess a hearing acuity of 20dB or
less in each ear using a pure tone sensitivity test at 250 Hz, 500 Hz, 1000 Hz, 2000 Hz,
and 4000 Hz. T-Mobile Accessibility uses state-licensed professional audiologists whe are
certified by the American Speech-Language-Hearing Association with a Certificate in
Clinical Competence in Audiology (CCC-A) to conduct tests.

4 STS Training Final Writien Test: To graduate STS training, trainees must demonstrate an
understanding of all aspects of STS call processing as well as the ability to understand
speech patterns of people with a variety of speech disabilities . STS applicants must score
at least 90% on this test to graduate.

¢ STS Performance Survey: After initial fraining, the STS CA’s performance is assessed
through individualized surveys conducted twice a month. Supervisors evaluate each STS
CA while observing conduct on at least one STS call. The Performance Survey includes
listening skills, caller control, focus, and professional phone image. To pass this
evaluation, the STS CA must score at least 90%.

¢ Quarterly Training: T-Mobile is committed to the ongoing training and evaluation of STS
CAs. Quarterly training is conducted to ensure STS CAs continue to develop skills
regarding the speech patterns of people with speech disabilities. Audio of people with
mild-to-severe speech disabilities , and STS users using an augmentative communication
device, is part of the refresher training or performance improvement activities.

Ability to Speak in a Tone of Voice Consistent with the Intent and Mood of the Conversation

T-Mobile understands the importance of accurately portraying a written communication verbally
with the same spirit and intention to achieve functional equivalence. We stress the essential
components of voice quality, including articulation, inflection, and pacing. During all evaluations
{initial hiring, training, monitoring), CAs are evaluated on voice communication. To accurately
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portray the full intent of the written message being communicated, T-Mobile CAs are trained to
accurately assess the caller's mood, emotion, and intent.

CAs are prohibited from intentionally altering a relayed conversation and, to the extent that it is
not inconsistent with federal, state, or local law regarding use of telephone company facilities for
illegal purposes, must relay all conversations verbatim uniess the relay user specifically requests
summarization, or if the Florida Relay user requests interpretation of an ASL call.

CAs do not omit or censor any aspect of the relay call. Florida Relay TTY callers are informed of
background noises and voice tone by descriptive words during the call through typing in
parentheses. Call status scenario information typed by the CA is enclosed in parenthesis to clarify
the GA is typing, not the voice caller. For example, the CA will notify a Florida Relay TTY user
when a new person comes oh the line by typing the gender in parenthesis. All background noises
wili be transmitted to the TTY user in parentheses:

Approved Background Noises. =7

|DOG BARKING) [DOOR SLAMMING)
{DOCRBELL) (COUGH)
L (BABY CRYING) (CHURCH BELLS)
(LOUD TV | IMUSIC PLAYING)
(PAPER SHUFFLING) | (PAGER GOING OFF)
| (TRAFFIC NOISE) j (TYPING)

Dperation of Relay Telecommunications Equipment
T-Mobile’s initial training program provides CA applicants with the tools and skills necessary to
successfully facilitate TRS calls. The CA software application is intuitive and contains on-screen
prompts. CA trainees must complete a serles of scenario-based assessments, culminating in a
final on-the-job evaluation before graduating from initial training and handling relay calls.

T-Mobile conducts ongoing training on many facets of TRS service, including:

+ Dialing the correct number promptly

+ Determining familiarity with relay services, call type appropriate service explanations,
appropriate macro and/or other functions use (EXPLAINING RELAY)?

+ Following relay user note and relay user typed Instructions

¢+ Announcement protocol including a prompt state-specific announcement or greeting
used/ID number is given; call closing protocol; appropriate closing and macro and/or
other functions for call type.

+ Specific person announcement procedure

4+ QCall transfer procedure, adapting to call procedures changes as directed by the relay user,
711 transfer compliance

¢ Was the correct number dialed promptly or appropriate message and seconds used when

dialing a number, other dialing requests?

Greeting/Announcement, autc-detect sequence

Following relay user notes, preferences, and relay user typed instructions

Specific person request announcements, progress of califrelay user informed

Conversational flow and natural voice tone inflection

Record feature procedure and processes

LR B A
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How to Handle Hearing and Voice Carry-Over

Voice Carry Over (YCO}

VCO allows a Florida Relay user to speak directly to the person he/she is calling and receive
responses by text through the GA. The steps for a standard YCO-to-Voice call are:

+ VCO user talks to voice caller directly

+ Voice caller talks to CA

+ CA types voice caller’s message

4 VCO user reads the message on the TTY screen

VGO User Experience

# Florida Relay VCO user dials the dedicated VCO access number, registers a VCO
preference in the Customer Profile, or requests VCO during direct communication with the
CA.

4+ The CA requests the number the Florida Relay user would like to dial. This number can
be typed or spoken. In addition, the Florida Relay VGO user may elect to provide
additional call handling preferences, which the CA will follow.

& After the CA connects to the called party, CAs are trained to use a brief announcement to
explain VCO to the end-user.

T-Mobile recognizes that Florida Relay VGO users may prefer to announce and explain their calls
themselves. The GA honors the Florida Relay VCO caller's preference regarding annolncing or
explaining each call. The CA always processes calls according to the Florida Relay VCO user's
preferences, FCC guidelines, and Florida Relay reguirements.

Hearing Carry Over {(HCO}

HCO allows a person to listen directly to the person he/she is calling and respond by text through
the CA (and vice-versa}). The steps for a standard HCO-to-Voice call are.

+ Florida Relay HCO user types his/her conversation to the CA.

¢ The CA then voices the typed message to the voice caller.

¢ The voice caller talks directly to the Florida Relay HCC user.

HCO User Experience

+ Florida Relay HCO user dials 711 or the Fiorida Relay tollfree access number, registers
an HCO preference in the Customer Profile, or requests HCO through the CA.

+ The CA will vaice the request for the number the user wants fo dial (if the user has asked
for HCO). The HCO user may provide call-handling preferences, which the CA will follow.

¢ The CA will dial the call. The HCO user hears the phone ringing, a busy signal, or how
the phaone is answered.

The CA provides an HCQ announcement to the end-user. f the hearing party has received an
HCO call before, the call commences immediately, The Florida Relay HCO user can begin typing
his/her conversation, and the CA will read it. |f the hearing party unfamiliar with HCO, the CA will
explain the service. The CA processes the call according to the HCO user’s preferences, FGC
guidelines, and Florida Relay's requirements,

Ethics and Confidentiality
All T-Mobile CAs and supervisors are required to sign and abide by a pledge of confidentiality.

Each CA is required to review the ethics and confidentiality requirements and sign an agreement
of understanding. All employees (including CSD staff) must annually certify they understand and
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comply with the established code of conduct. In conjunction with signing T-Mobile's
confidentiality agreement, CAs role-play various scenarios that teach the correct way to ask for
assistance from a supervisor without divulging call-specifics. Examples of confidentiality
breaches are reviewed and discussed with CAs.

T-Mobile strictly enforces confidentiality policies, which include:

4 Prospective employees are screened during the interview process on issues regarding
ethics and confidentiality.

¢+ On training day one, employees must sign a Pledge of Confidentiality Agreement Form.

+ During initial training, employees are presented with examples of potential breaches of
confidentiality.

4 Stress can be a factor in maintaining confidentiality. CAs receive training on healthy
detachment.

+ After graduation from initial training, employees are reviewed yearly on the Pledge of
Confidentiality and are required to re-sign promises not to disclose the identity of any
caller or any information learned by relaying calls.

# Breach of confidentiality may result in employment termination.

T-Mobile employees also receive training on the appropriate protocol to protect Florida Relay
users' privacy and how to prevent unintentional disclosure of communications. When trainees
observe calls and ask questions once back in the training room, trainers lead a discussion on the
appropriate method to seek clarifications without divulging confidential information. CAs are
given examples of ethical issues and challenging circumstances. During initial training, CAs are
required to pass a series of written and skills-demonstration tests, which include their
understanding of the Relay Center Code of Ethics and how to apply the code to hypothetical
situations. CA trainees who do not pass these tests are not utilized as CAs.

T-Mobile CAs do not discuss any specific details of a call with anyone, including supervisors.
Doing so would be a breach of confidentiality this, according to T-Mobile policy, may result in
termination. CAs are prohibited from intentionally altering a relayed conversation and, to the
extent that it is not inconsistent with federal, state, or local law regarding use of telephone
company facilities for illegal purposes, must relay all conversations verbatim unless the relay user
specifically requests summarization, or if the user requests interpretation of an ASL call.

When seeking clarification or guidance on processing a relay call, CAs are trained to use
generalizations of the situation and ask questions about procedures without revealing specific
information to identify the parties on the call. CAs are never allowed to use names or any other
call or caller specific details.

Confidentiality is reinforced through our CAs participation in an interactive training program
focusing on scenarios they are likely to encounter when relaying calls. The following table
illustrates correct and incorrect methods for CAs to express feelings about calls.

Correct Ways to Protect Gonfidentiality

Examples of Breaches of Confidentiality
Talk about the specific length of a call. Saying to
another CA, “You know that call | took over for you? It
| lasted 84 minutes!”
Talk about specific callers, “l relayed a call for Miss Deaf
America,” or, “I had that VCOQ user from Florida again
this morning.” |

To make a generic comment about calls,
“Long calls wear me out.”

To share general observations about calls,
*I'm noticing a lot of HCO calls lately.”
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Correct Wzays to Protect Coniidentiality
Respond to a relay user’s comments with a
| brief thank you without elaboration.
Maintain a professional and friendly image
with users.

Esxamples of Breaches of Confidentialicy
The CA shouid never say to a Florida Relay user, I
remember you from a previous call - how-are you

doing?” Phone lines do not falk to voice telephone

users; it is the same with relay users. |

To discuss with management the technical
or procedural call details.

To discuss call content or conversations with others,
ever.

To call for a supervisor to look at the screen
for assistance with the cail.

To request assistance from a coworker who is not a
SUupervisor.

No one is permitied to watch or listen to actual calls except CAs and supervisory staff to relay,

assist in-call CA replacement, or monitor

the call for training purposes. In cases of live call

monitering, all confidentiality guidelines are strictly enforced.

Confidentiality Agreéments

Sprint Confidentiality Form

IN CONSIDERATION O, (1) my employmaent wilh Sgiint or ey subsdary sfilkale, of suctassarmnieres of Sprint
Coarporabon, (2} my continuod amployman as long a8 mudualy sgroesiie and (3 the opportunay 1o raceive Spamt
conftantal custemee informanca of other oeod and valusblo considenbion.

i mmmmy mmmmum

1 ALl TELECOMITUSSCATIONS RELAY SERVICE{TRS) CALL RELATED RFOREATION SHILL BE KEPY
mvmm {w . e rowiant ity mioerssbon accuirad Suivi) Oor OBEEAVING & tatay &A1 Wi

cisEs cal-ralplod quastions or e Resoumes. | see b
gzymwwﬂmmuaannm;mmwmmﬂ%mwymmmm&?

7 @O RECCHDS OF CUSTCRIER INFOIBIATHES OR CONTENT O ANY THE GALL SHALE BF SEPT
BEYOND THE DETIATION OF THE AL, WITH LUATED EXCEPTIONS FON AUTHORIZED COMPARY
PROCTOURES. | %ol riot keop & rocoed of oy cusiomed FEONTILOR OF CoPversation oot bayard (e
duration of the calf pacept v socorsance with compary procsdares o relapnd Speach 1o Bpeech calls or for
fing and GuEivimer pfe pirpacee | will deeioy SF SUTH FROIQN IR Y POTSEENON snmectialy WOIn

caenghotan o Pisls guttitieed use.

3 mmmvaemaammmmmwmmmmmammz
SPIUT OF THE SPEAKER 1w.J Irensnt! sl what 1§ 62t 7t the way inal 448 wtendod o 1hs jangusge of
frg zastmiers choite,

4 ROTERS EAY DE ADDID OR IWTERJECTED INTO THE CONTEST OF THE CONVERSATION OR THE
mmmm [ nof naise, Counsel, of iterioct pRysond apimene, ovan wien asked 1o do |

saby #n
5 TOMN&WW&WD@M!WBEFLLEN&WB&T@WE

CHUBTOUERS NEEDE,
1 WiL STRIVE TO FURTHER MY SSH1S &ND KIOWILEDGE WHROUGH CONTHUED TRAZENG,
WORKSHORS, AND READRIG OF CURFENRT LITERATURE W THE PELD.
BLL SPIURY RATERINS B BV POSERSSION PFEATADENG TO ANY SPRINT CUSTDHER Wikt BE
DELIVERED UPCH THE TERIRATION CF HY EFLOYMREMT,
| o raad ang Lndlorsur the Spns Rolay Somer Agroomont Rogarang Corfdantial Cusiomer tlomnan. |
agmaiowﬁy andarstsnd that tafome tr o 5o will fead o company @sciplmary aclion that ey st » oy
cﬂmm 1 lpo cmdorstand that asoecialing damages Tesulkng fom a besach of us
snreaEment wolkd bo Oibcust, Tagron Bt Span shat have 1 ngiils ar rpurshon against e eapewsg &y suth
breach without ary ohigaion o post bood. | sgres hat s will be in agiilion o and wihox Emibny ey siher
rervedies or ngiks Sprint may have ogadnst me

BIFLOTEL SIGHATIRE ARDBATE
UARAGEN SUPERVISGS SIGNATURE AND DATE

&
7
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Consuriens naed 13 be confiden Thal their persens’ and prolessiana: Cas are kg O 1w SUTION CONTgence. ks
cruciz! that 38 ernployees undersiand and ebide by ivs Confidentasy Poficy.
&t information altaned during 8 CapTal e = ko bo ket sticly confidenusl. The oy porsonis) © whom
indomnstion obtained durmg & caltinay ba divaiger i 9 membor of the sdmenististive loai (.o SUPStVISes, rams,
HR repesarabves, the Foor Opersbans Ceominalor, o« e Call Corder Dikeciorh, Only speciic. pitinest
Fvigemation ssaéng I Traking, Cal Sifcully, Todhnical difficulfics, Emergancies of Cusiomer sendics Bsuss may
bo disdosad {5 the appropriate parsonnal, and this must be dana In pdvae.
Undor no circumsiance ars ideniifiers W be used wifis discussng a cak (leminvlogy hat would enlly persona’
iformation about & cafier including, but not Bndted %0, mg:w rame, sddresy, and usmaes nformabon}  The
standar, objactive way off refarring to calisrs & 12 &lonifly the person using the ceptioned inlephons 25 6w that™
while thi other party or parties aie refomed o as the “doc(s)™ Furthenmore, any pesson not employed by CapTel,
Inc. ot its pared company shali not ba aMawed on of nsar Bw el Hooe. Mot sha? siomnation regarding CopTel
lients b Hiscusied or posted n ary public forum,
Employees agroe to abide by the lobowing:
o tshall oriy distuss the contant of & CapTel cafl (produstion, ireinmg, teming. or tiherwise) wilh 2 member
of o adminisirative leam under the guideines provided abova | will Rot discuss the content of 8 CapTa:
<ok with othar persons (CAs, frents, family members. o).
e 5 shal disclose only approQriate nformation rejarding & Mnbnttng ool B o meador of Mo
sdmnistrative loam accoding 1o e gusdolines documented above,
« { sha not dvuige spociiic informetion relzed i the work or s | heve heteloiore processed. upon
tarmination of my esnpioyment &l CapTe or al any Bime thersalter.
« 1 shad not disclose isformation which could be used b tenily epocifos abald & particuler consumer to
anyone axeapt a mambor of the aominixiratve faam scoorthing to 1he Quedslnes ansumantoed ahove.
s ishal not ool upon any lormation eceives via a CapTel cal
= [ahat aot Bhen 10, ga invelved I, or posifion myself o sbeenve a CapTol oo being processed by anvlhar
emglovpe.
»  ishal not dsclose milrmation which could ba used 1o dently spacilies sbout any employes ncluding. bt
not Ernded @, name, TA number, arg schedule, excopt a8 is necassaty 10 apprupnals mdaduls and or
NS or SeIvioes.
= {zhal not coiviipe my persarat CA rumber in conjtncton with my neme exoapt &s required By 5 mambor
of the schninistrative tesm.
s 1shalnol decloss e eehnsal aspocts of ey postion o anyons nos employed by CapTeiitanee.
s ghalinot bring visikrs. sxilding chiidren, onto the call ficor,
s Fghat remmainoff of the oak foor 7 | am not sshedulad 1o be at wark.

Employos Name (plosse pant)

Eﬁa'seniz?;ﬁgnni and Date

Understandina Operating Policies and Procedures
T-Mobile’s policies and standards manual has been developed over the past 31 years and is in
place ready for Florida Relay. T-Mobile stresses the importance of all relay policies and
procedures to CAs at the interview/selection process and continuing through initial and ongoing
training and is currently being utilized and available for the state to review. This list is not meant
to be an inclusive source and is subject to change.

POLICY AND PROCEDURE TORICS

+  Welcome & Introductions ¢ Internet Services
¢ T-Mobile {or Vendor) ¢+ T-Mobile Vision, Mission,
Orientation Introductions Goals/Objectives
¢ Sprint/T-Mobile Corp Overview ¢ T-Mobile Accessibility for All
+ Wireless ¢ Sprint Relay History
+ Introto CapTel
¢ The Role of a Relay CA « Voice calling to T-Mobile IP Relay
. ¢ Connecting to Relay + |P Relay
g‘;{;’;""" ngto -y 7 ¢ IP Relay call processing
+ Dedicated TollFree Numbers ¢ Relay Reporting
¢ Equipment + |P Relay variations
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POLICY AND PROCEDURE TOFICS
s TTY ¢ [P Macros
¢ TTY Basics + IP Explanation
¢+ TTY Eiiguette + Text flow
¢ Closing a Conversation + IM/IP Acronyms
+ No Response ¢ |IP Variations
% TTY Abbreviations | ¢ [P user connects to CA but wants
+ TTY Practice Session Customer Care
4 Glossary of Abbreviations & ¢+ Interrupts
Terms ¢ Multiple Calls
+ Auto-Corrected Abbreviations + Answering Machine Retrleval {AMR)
+ Standard Abbreviations ¢ 1P Requests for Supervisor
+ Typing Variations ¢ IP Conversation Lag Time
+ Internet Characters + Conversational Flow
# Non-Baudot Supported s+ Cellular
Characters + TTY Public Payphone
+ Verbatim - Style + Telebraille Users
+ Contraction Spelling ¢ Non-Standard TTY
% Punctuation + Answered Foreign Language
¢+ CA/Cperator Role + Transfer Menu
+ SKSK + CapTel
+ Background Noises while TTY + CapTel Customer Service
user is typing + CapTelRelay
& STS *787 Wireless Access % Relay-CapTel
4 TTY Garble During Typing + GapTel Transfers
; & XXX to Correct Typing Ervor + Dedicated State CapTel Transfer
H ¢  Other Communication Devices + Alternate Languages
I + Data Transmission Speed + Spanish Language Customer Service
¢ Turbo Code interrupt ¢+ Relay Caller ID
¢ Disable Turbo Code Mode % Caller ID Variations
% Amerjcan Standard Gode ¢ True Caller ID
Information Interchange {ASCII) e Per Call Block
&« ASCIl interrupts # PerlLine Block
+ Internet Aelay + Permanent Gall Blocking
¢ P call processing + Connecting Variations
! ¢+ |P Greeting Macros + Misdialed Relay Phrase
¢  |IP Customer Instructions/ ¢ 711 Spanish
Preferences ¢ Request for Relay Numbers
¢+ |IP Interrupts + Cellular/Wireless problem reaching 711
+ |P Explanation ¢ Pay-PerCall
+ |PGA’is optional + Info Digits
+ [P Inferruptions without garble ¢ Verification of Spelling
4 Typing Monetary Units 4  Parenthesis
4 Regional 800 Misdials |
¢ System Overview + Help
% Login/Logout + Call Type
¢ CA Profile + Dial Window
¢ Clicking the Mouse + Scratch Pad
Overview of ¢+ Dragging/Dropping ¢ Transfer Panei
System and + Copy/Paste +« Headset Panel
Equipment 4 Drop Down Boxes # Status Bar
¢ Lists ¢ Record Feature
i ¢ Radio Button + Function Keys
¢ Scroll Bars * Biock
+ Sliders ¢ Ctri-Switch
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| | & Tables +  Switch |
+ Accessing a Program + The Keyboard
| + Screen Displays + Alpha Keys
+ Call Handling Screen + Call Handling Keys
%+ Title Bar + Numeric Keys
+ Banner +  Cursor Movement Keys
+ Conversation Area + Arrow Keys
+ Disconnect Message Status +» Backspace
¢+ Braillex + Error Correction Function
¢« Trouble Log | « Single Word Edit Function
%+ Color Scheme & Word Substitution Feature
¢ CA Text Transmission + Macros Table
¢ Cancel Key | « Funetion Keys
+ Inlarmation Bar + Glossary of Telephony Terms
| « Profile
+ Professional Phone Image ¢ Customer service skill
+ How phone image is created + Coping skills
| ¢ Provide warm & friendly greeting + Phrases
¢ Conversatianal Tone + Keeping the Gustomer Informed |
¢ Voice Inflection @ Expressive Typing Siyle
+  Audibility and breath contral ¢ Helpful Phrases
Phone Image 4 Pitch, + Voice Person Speaking in Third Person
(Tone of Voice) «  Quality +  Pacing the Voice Customer
+ Operator Role + Voice Customer does not say "GA”
¢ Relay Role ¢ Brief pacing phrases
+ Relay Skills ¢ Repeating information
+« Conversational Flow + Handling Interruptions
+ Staying focused # Rudeness
+ Listening skills ¢ Create an Exceptional Customer
| L Experience
Desensitization [ Conf{ci.entialify Agreement | ¢ Ways to Detach
| + Sensitive Topics
+ TIY to Voice Introduction + TTY-TTY Call Release
« Connecting to outhound & TTY-Voice Answer TTY (TTY-TTY) TTY-TTY
customer ¢ Specific Person Request
¢+ Announcement ¢ TTY-Voice No Answer
¢+ Deaf or Hard of Hearing Phrase ¢ Types of Busy Signals
+ Explanation of service ¢ Redialing
+ International Announcement + TTY-Yoice Busy Signals
+ Auto Detect Sequence s Internet to Voice T-Mobile IP Relay
| # TRS Phrase Sheet + Voice TTY Procedures
TTY-Voice and + TTYVoice Procedures ¢ Connecting to outhound customer
Voice-TTY ¢+ CA Responsibility + Greeting
+« Gendering !+ Call Pragress
+ Conversational Flow | + Explanation of Service
+ Parenthesis ¢+ VoiceTTY
+ Call Closing + Voice-TTY Specific Person Request
+ TTYVoice Specific Person ¢ Voice-TTY Answered Vaice
Request |+ VoiceTTY No Answer
4 Variations Specific Person + Voice-TTY Busy Signal |
Request ¢ Variations '
! + TTYNoice Answered TTY | # Voice Person Not Available
Three-Way + Userdnitiated three-way calling 4 TTY-TTY-Voice/TTY-Voice-TTY
| Calling |+ Voice/TTY Announcement | ¢ VoiceTTY-TTY
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¢+ TTY-Yoice-Voice | % VpiceVoice-TTY/Voice-TTY-Voice
. ¢ .Inbound Answer Type Branding + Branding procedures
Branding ¢ Database Branding ]
+ Introduction + Voice Mail Retrieval
+ Recording Feature + AMR ‘
+ Information Line Recording {TTY/ | ¢ Internet AMA
Voice) ¢ Voice-TTY Answering Machine
Recordings ¢+ Touch Tene Dialing & P Text Mail
Answering " ¢ Using Touch Tones {TTY/Voice) # Cther Recording Variations
Machines | # Audio text interaction ¢ Vaoicemail System
Pagers a;1 d + Hold for Live Person 4  Privacy Manager/Call Intercept
Answer,ing + Variations for Recordings + Automatic Redial System Recordings i
Machine + Record Feature Tips + Swit.ch.boardf )
Retrieval (AMR) + TTY-Voice Recordings ¢ Redialing Voicemail through Switchboard
+ TTYVoice Recording Information | + TTY-Voice Asking for Specific Person
¢« TTY-Voice Answering Machine + Live person On Answering Machine Redial
+ Variations: Answering Machine/ | ¢ Recording says Office is Closed
Regording/Pagers + No Live Person Option Avail on Recording
: B + \Voice-TTY Pager ¢ TTY-Volce Pager/Beeper
! + VCO Introduction + Reverse 2LVCO Procedure
4 VCO Announcement ¢ [P2LVCC
+ VGO Service Explanation * VGO Variations
% VCO Equipment ¢+ CallerlD
¢ VCO comes in Voice Line + Inbound Customer Requests VCO/HCO
¢ Non-Branded VGO & Requests Interrupt
i VGO ¢ Branded VGO ¢ Leave Message on First Out Dial
{Voice Carry- | ¢ VCO No Answer ¢ VGO Requests CA gives name In notes
| Over) "¢ VGO Busy ¢ VGO Privacy while leaving message
+ VCO Privacy ¢ VGO Reguests Relay to give Relay
+ VGO Answering Machine Number
¢ \VhiceVCO Answered TTY ¢ 2LVCO Voicemail Retrieval |
+  Voice-VCO Answered VCO ¢ 2LVCO Conference Galls i
#+ Two-Line VGO (2LVCO) Intro 4 VCOQ Types and Voices
¢ Reverse 2LVGO Introduction # VCO Voicemail Retrieval !
i« FCC Rule + VCONCO
+ Protocol and process flow + ASCI
g;'gi: :gt‘:egver o TTYVoice & Vaice TTY |+ VCOTIY & TTY-VCO ]
+ VCO ¢ STS Call Take Over Requiremant
+ HCo ]
¢ DA Introduction ¢ Caller Contrel
+ Interstate DA | + Automated DA
Directory ¢ Intrastate DA | = DA City & State Given; Area Code
Assistance {DA) | ¢ TollFree DA Unknown
¢ Roaming + DA Internet
¢+ Operator Mode + DA Variations
+ HCO Introcduction | » HCO-Voice Answering Machine
#+ HGCO Announcement ‘ 4+ Voice-HCO Answered TTY (1) (2)
| ¢ HCO Service Explanation | ¢+ Voice-HCO recorded message answers
HGO + People with speech disabilities + 2LHCO Intro
(Hearing Camy- |  °8° | ¢+ Two-line HCO Procedure
Over) + Turbo Code HGO ¢ Reverse Two-line HGO
+ Non-Branded HGO ¢ HCO Variations
| [ & Branded HCO | & Inbound requests YCO/HCO
| | ¢ HCO with Privacy ¢ HCC User Requests to Speak |
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+ HCO No Answer | « HGO Reguest 1o Not Hear GA Speak
¢ HCO Busy
Customer | ¢ Functions 4+ Procedures & Phrases
Service ¢ language Services o |
+ Device to Device Intro + VCO-HCO & HCO-VCO
# Function Keys & Banner | « HCOHCO
Device-to-Device Messages ¢+ Provider to Provider
Calls +  VCOTTY & TTY-VCO + Device to Davice Variations
+ VCONCO + Alternate Call Type reaches recording
¢ TTY-HCO & HGO-TTY + _ Provider to Provider Variations
¢« Enhanced Customer Database ¢ STS Messages
Profile + Customer Profile Introduction
+ Household Profile ¢ Use/Edit/Mew/Delete Customer Profile
¢ Edit Household Profite #+  Customer Profile Panels
Customer ¢ Navigating Customer Database | ¢ MNotes
Database ¢+ Household Profile Panels ¢ Frequently Dialed Numbers
‘ + Frequently Dialed Numbers + Persanal Information
+ Personal Information » Preferences
| ¢ Preferences + Emergency Numbers
| 4+ Blocked Numbers + Database Profile Macros
4+ Emergency Numbers » STS
| ¢ Emergency Calls Introduction + Voice-Emergency
i . # Emergency Services ¢ TTY-Emergency TTY Gall Release
i Emargency Call { ¢ FCC Requirements + Emergency Call Processing Variations
' Procedures ¢ Emergency Call Processing + Internet/Mobile-Emergency
| ¢ Emergency Reporting ¢+ Emergency/Threat Forms
¢ TTY-Emergency
¢ STS Introduction & History + S5TS-Yoice / Voice-STS
*  STS Description + 5TS-Voice with Privacy
‘ + Disabilities + STS VCO-Voice
+ Characteristics of STS users ¢  Voice-STS VCO-TTY Answer
+ STS CA Tools ‘ + Voice to STS VCOVCO Answer
| # Consistency + STS ¥CO-2LVCO
+ Patience + STS VCO-Reverse 2LVGO |
+  Ask Yes/No Ouestions s TIV-STS / STSTTY |
Speechio- + No Personal Conversation & STS-STS |
Speech {STS) ¢ Phrases io use + HCOSTS / 8TS-HCO i
i ¢ Physically Challenged Customers | ¢« STS Call Takeover
l ¢ STS Alphabets ¢ Healthy Detachment
+ Transparency/Call Control/ ¢+ STS Hold Message
Confidentiality ¢ Search STS Users
‘ +  Ways to Reduce/Streamline | &« STS Variations
Notes ¢ Video-Assisted $TS
+ Standard Abbreviations (STS) ¢+ T-Mobile Accessibility Dedicated STS
‘ ¢+ STS Voice Mute Customer Service
[ ¢ Types of Assistive Tech Products | # Spanish STS Language Service
[ + Gorrectional Facility Introduction  #  Voice-TTY Voice Answered
Correctional + Automated Announcement + Voice-Voice Answaring Machine
| Facility Recording ¢ Transfer Requests
+ Suggested Phrases ¢ Operator Role
+ Federal Relay Introduction ¢ Customer Information Reguests
Federal Relay + Reporting Requirement + Federal Task Order Information
Service ¢ Announcement + Macro/Function Keys
| » Service Explanation + Reporting Procedures
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POLICY AND PROCEDURE TGRICS
+ Procedures | * Billing
+ Call types + Conference Captioning
+ Gonfidentiality Policy ¢ Variations
+ Agency Listing - ¢ Trouble Reporting
+ Customer Contacts
| & Healthy Detachment Intraduction | ¢ Perception
Healthy + Objectives + Ways to Beduce Stress r
Detachment +  Survival Skills + Hospitality |
. ¢ Relay Traps + Phrases
¢ CAinformation + Request for Length of Call/Gonversation
+ Ares Code Only In From Number | ¢ Requests CA Sing Happy Birthday
¢ Conversational Flow ¢ Reguesis CA to Rap
4 Static or Poor Connection + Requests LD Call Information
+ Profanity towards CA + TTY-Voice & Voice Requests Supernvisor/
+ Redlaling CSH
| « Young Children ¢ Requests Supervisor Identification
4+ Inbound Does Not Connect ¢ Requests Employment Information
. ¢ ldle Calls ¢ Relaying Court Proceedings
& Inbound ASCHl + Customer Uses FD Numbers - Familiarity
| 4 800 Number Referral of Service Verification
¢ Tone judgments | # Sensitive Topics
¢ Repeating Information | & Suicide i
¢ Last Typed Text Macro | + Abuse
+ Restricted Numbers + lllegal Calls l
¢ Reached 711 instead of 411 + Answering Machines
| ¢ CA Knows Customer + Hangs Up Before Message Left
o Call Waiting Feature + Do Not Type Recorded Messages
| ¢ Conference Calls ¢ Answering Machine Full
| 4 Chat Line Galls ¢ Change Answering Machine Message
¢+ Three-Way Calling ¢ VCO Requests Leave Message first out
. ¢ TTY does not understand Invalid dial
3:::;;;},?:55'”9 Number + Leaving a Message V-TTY Ans V
+ Hard of Hearing customer + Retrieving Messages from TTY Voice
Answers TTY Line Answering Machine |
¢ Spanish Calls to Spanish | # TTY Screener |
| Speaking CAs | ¢ Request to Leave TTY Message on |
¢ TTY User Does Not Type GA ! Answering Machina ’
| &« Request for Alternate Language [ o Recordings
+ Caller Types in Alternate | + Regional 8006
i Language ¢ TTY Requests "Dial That Number®
+ Voice Gustomer Hangs Up During | + Recording with Relay Option
| Call + Altemnate Call Recording Reached
+ Variable Time Stamp ¢ English/Spanish
¢ Customer Misdialed Phrase ¢ Advertisaments
+ TTY Gustomer Hangs Up During & Get Live Person/Rep
Call + Conversation Being Regcorded
+ Non-Standard TTY Capability + Dial Number from Recorded
+ Relaying Intemet Characters Announcement
4 Dispateh Calls - Pizza, Taxi + VCOQ Types and Voices
¢ Customer Referral Guidelines , + Guidelines for Prompting VGO Users
4 VT Calls answered by Fax + Data Transmission Box
% Holiday Greetings ¢ Prompting YCO on Hold
+ Wrong Call Type Drops into ¢ Reguesis VCO/HCO |
Position | ¢ Requests 1o interrupt Inbound VCO
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| « Outbound Answers with Relay ¢ VGO Leaving a Message with Voicemail
Sounding Greeting +  Giving VGO Name from Notes
+ Mon-Acceptance of Relay Calls ¢« HGCO
¢ Gustorner Reguests + Alternate Call Type Recording
¢+ Holding for Inbound prior to out # Bridge Leit Open
dial ¢ STS Announcement |
¢ Request for info from CA Screen ¢+ Do Not Announce
| + Request for M/F CA « Spelling
| + Bequest Specific CA 4 Taking Notes
¢ Request for Relay Number + Confidentiality
I + Request for Company info ¢ Requests CA to Hold
+ Request to Call Relay Servica +  STSSTS
+ Requests Relay Instructions @ Using “Go Ahead”
+ Request for Calling From Number | ¢ STS for Translation
4+ Requests Telephone Number + Talking on Hold
Referral | & Keeping Custorner Informed
¢ Request for Date/Time ! ¢« Relayvs 8TS
+ Requests CA to Modify Call + Changing CAs
+ Reguests CA Notto Type Curse | »  Call Take Over Procedure
Words | ¢ Mo Announce Call Take Over
¢ Unclear Recording/Record # Touch Tone Dialing
Feature +  Ald Who Assists on Calls
+ VCO + Cormectional Facility
¢ Conference Calls ¢ Information Digits
+ Leave Relay Number ¢ Automated Announcement Recording
+ Voicemail Retrieval + Transfer Requests
¢ Voice TTY (Voice Answers) ]
¢ Introduction/Objectives ¢ Relaxation
| + Stretching Exercises + Typing
¢ A Reinforcement + Ergonomic Review Ergonomics
| HealthyRelay | ¢ GUAM - Get Up & Move s Setting up Workstation
| ¢+ Slowing the Customer Down + Ergonomic Relief
¢ Overtime + Creating a Positive Work Environment
| # Frustration Management Exercises
+ Understanding Needs of the ¢+ Modeling
Adult Learner + Checking For Understanding
« The Learning Continuum ¢ Guided/Independent Practice
Adult Learner ¢ Use of Different Modalities + Evaluation
+ Edgar Dale's Cone of Experience | + How to Give Effective Instruction
¢+ Focus | + Quastioning Guidelines
¢+ [nput ¢« Feedback - Training & Goaching
¢ Trustin Management 1 Technique |
¢ The Assessment Process in | ¢ Acceptable Time Frame
Training | « Acceptable s Relative ‘
+ Assessment - What is involved? ¢ Ways to “Coach”
Assessing + Practice Time + Feedback
Performance ¢ Spelling/Written Test ¢+ Maintain Self-Esteem & Motivation
+ Side by side evaluations ¢ Pass/Fail Guidelines
+ Typing ¢ Introduce Assessment Farms ‘
| | + Form Set-Up
Introduction to | ¢ Introduction to Diversified Culture | ¢ Two Views of Deafness
Diversified ¢+ Diversification 4 Degree of Deafness
Culture ¢+ Who Uses Relay + Cause of Deafness
L + Understanding Qur Customer ¢ Loudness Levels
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POLICY AND PROCEDURE TOFICS {

¢ Special Communication Needs | ¢ The Deaf Community
¢+ Characteristics of Deafness « Why is there a Deal Culture?
& Pathological vs. Cultural View of ¢+ What Do You Know About Deafness?
Deafness ¢ Myths Abaut Deafness
¢ The Manual Alphabet
+ History in Europe + Edward Miner Gallaudet
Deaf Heritage + History in North America + Oral/Combined Debate
¢+ Alexander Graham Bell + Timeline of Deaf History
¢ Introduction s Sign Language Interpreters
¢ National Association of the Deaf + Different Communication Systems
| The Deaf ¢ Mainstreamed Schools + Exposure to English
Commiig + Assistive Devices + Changes in the Deaf Community
¢+ Gaining Acceptance in the Deaf ¢ Equal Access
Community + Interpreting Standards
- & Cochlear Implant Controversy » Working with a Sign Language Inierpreter
. ¢ What is ASL? + PRules of ASL
ASLPt. 1 [ ¢ History of ASL ¢ Five Parameters of ASL
) | # ASL Recognized as Language # English vs. ASL Idioms
ASL Pt. 2 .+ Evolution of ASL ¢ Transiate ASL to English and Vice Versa
. +  ASL Syntax 4 TTY Language Samples ]
+  First Teletypewriter # TTY Courtesy
gm':;:;y &TTY + Evolution & History of the TTY ¢ Development of Relay Service Market
¢+ Telecom Laws of Accessibility -
+ Stafistics from National Institute | ¢ Relaying for Deaf Customers
Deaf Customers on Deafness and Other
Communication Disorders
¢ Characteristics of Deaf Cusiomers | + Establishment of Hearing Lass Association
 Hard of Hearing | &  Assistive Devices for Deaf of America (HLAA)
and Late- Customers ¢ Deaf Seniors
Deafened ¢ Voice Carry Over (YCQ) ¢ Military Veterans
Customers + Establishment of Association of ¢ Relaying for Late-Deafened Customers
Late-Deafened Adults (ALDA) |
+ What Does Deaf/Blind Mean ¢ Deai/Blind Pacing - Allows the CA to slow
Deal/Blind ¢ Characteristics of Deaf/Blind down the transmission to the Braille
Customers Customers machine
¢  Assistive Devices + Relaying for the Deal/Blind
Speech/ ¢ Speechlmpaired Customers + Physicaily & or Cognitively Disabled
Cognitively + Assistive Devices Customers
Disabled i+ STS ¢« Traumatic Brain Injury
Customers ¢ Gommunication Effects ¢ Stroke -
Hearing ¢ Statistics ¢ Relaying for Hearing Customers
Customers
i & Technical Issues + Network Failure
Technical & Threats ) + Trouble Ticket/Threat Forms
- + Emergency Center Evacuation S
| & Spanish Greeting, Announcement ¢  Systern Generated Messages
; Spanish & Explanations + Descriptive/Background Words
+ Macros ¢ Customer Service
} New Hire + Confidentiality % FCC Consent Decree |
Grientation ¢ Training Attendance ¢ T-Mobile Code of Ethics
4+ 19719 Property Rights ¢ Vetting (center appropriate} |
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Simulated and Live On-Line Call Handling

After CAs pass initial training, they are monitored on live calls by supervisory staff. No one is
permitted to watch or listen to actual calls except CAs and supervisory staff to relay, assist in-call

GA replacement, or monitor the call for training purposes. In cases of live call monitoring, all
confidentiality guidelines are strictly enforced,

Bilingua! CAs

T-Mobile’s bilingual CAs must successfully complete a specially designed certification program
that validates their ability to read, write, speak, and understand Spanish at a 12th grade level, An
independent vendor specializing in the assessment of language skills conducts the evaluation.
Spanish-speaking CAs receive monthly evaluations. If the CA does not demonstrate an
appropriate level of translation skills, he/she will receive additional training and re-testing.

Other Training Topics

During initial and ongoing training, CAs and call center staff attend detachment training to deal
with stress. This highly customized training provides tools and techniques for relay call center
staff to utilize when dealing with relay users including, de-stressing techniques, tools to redirect
relay users, and appropriate phrases o ¢alm situations.

CAs also receive training on emergency procedures and complaint handting,

CapTel CAs

All CapTel providers use training devetoped by Captioned Telephone Inc. (CTI). CA training has
been developed by the CapTel technology provider and is consistently delivered in all our CapTel
call centers, including the TRS call centers that process CapTel calls.

Orientation

Crientation consists of introductions, building tour, required employment paperwork,
introduction to call center policies, confidentiality requirements, and expected standards that
must be met to pass training. In our TRS centers, we have added supplemental Diversified Culture
training specifically targeted towards people who use CapTel including seniors, veterans, and
others with a hearing loss,

Training Class

Initial Training consists of 10 days of classroom and hands-on training. CapTel training is an
interactive class combining video and hands on instruction. Each class introduces a skill and
allows time to practice the skill. CapTel training uses simulators that allow the CA to listen to pre-
recorded scripts and hear the voice of the hearing person to practice captioning. During the
second week, timing tests are given each day to check CAs’ transcription rate and accuracy. The
improvement rate is evaluated.

Training Transition & Graduation

All CAs that pass two rounds of timing tests consecutively are paired with a mentor for a week.
This mentor provides one-onone coaching for every call. If the CA meets performance
expectations on live calls, the trainee graduates and can process calls independently.

Ongoing CapTel Training

We provide necessary ongoing training for CAs. CAs are monitored on each shift and if they are
found to need additional training ar re-training, they are taken offline and given the necessary
training. In addition, CAs are retrained on new features and capabilities of the CapTe! platform
including any new or improved voice recognition systems used in the platform.
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CapTel Testing

CapTel CAs are monitored on each shift. If there are any areas of concem, the CapTel CA is
remeved from live calls and completes the necessary training. CapTel CAs are tested monthly
through the administration of timed scripts in a test environment that simulate working conditions.
T-Mobile works with CTl to quantify and evaluate options to improve transcription speed and
accuracy.
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Item 17 -Staff Training (RFP ref. B-7)

All relay center staff, including management, shall receive training in ASL, deaf culture, needs of
hearing, speech and dual sensory impaired users, ethics, and confidentiality. Each proposal
should include an outline of a staff training plan indicating training topics and time frames as well
as explaining how individuals or organizations (such as deaf service centers, state agencies,
Florida Telecommunications Relay, Inc., universities, etc.) representing the hearing and speech
impaired community would be used to assist with the training.

I-Mobile has read. understands, and will continue to compiy with all RFP B-7 requirements.

An outline of our comprehensive, proven successful training plan/policies and procedures is
presented in ltem 16.

T-Mobile trains CAs and supervisors to serve as TTY/ASL translators/interpreters to process relay
calls. Our approach trains all CAs to perform ASL-to-conversational English translation. This
technique ensures ASL translation/interpretation is always available. CAs are provided initial and
ongoing training on accurately interpreting written ASL (ASL Gloss) for relay users whose primary
language is ASL. CAs progress through a TTY/ASL workbook building ASL glass interpretation
and translation skill. CAs are tested on ASL gloss interpretation/iranslation skills before
completing the training. CA trainees are required to pass a valid and unbiased test to demonstrate
they can correctly interpret typewritten ASL phrases. CAs are also provided with ongoing training
on accurately interpreting ASL Gloss. After initial training, each CA is supplied with a second
ASL workbook completed and returned to the supervisor. The supervisor and CA review the
workbook and the CA’s ability to translate ASL to conversational English. The CA keeps this
manual for future reference. Supervisors and/or Lead CAs are available on the call center floor
24/7 and can assist any CA who is challenged with understanding the Florida Relay TTY user.
Throughout employment, CAs expand their skills and improve their understanding of ASL Gloss
and Deaf culture.

Cenfidentiality

All T-Mobile CAs and supervisors are required to sign and abide by a pledge of confidentiality. In
conjunction with signing T-Mobile's confidentiality agreement, CAs role-play various scenarios
that teach the correct way to ask for assistance from a supervisor without divulging call-specifics.
Examples of confidentiality breaches are reviewed and discussed with CAs.

T-Mobile strictly enforces confidentiality policies, which include:

¢ Prospective employees are screened during the interview process an issues regarding
ethics and confidentiality.

On training day one, employees must sign a Pledge of Confidentiality Agreement Form.

4 During initial training, employees are presented with examples of potential breaches of
confidentiality.

¢ Stress can be a factor in maintaining confidentiality. - CAs receive training on healthy
detachment.

# After graduation from initial training, employees are reviewed yearly on the Pledge of
Confidentiality and are required to re-sign promises not to disclose the identity of any
caller or any information learned by relaying calls.

+ Breach of confidentiality may result in employment termination.
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T-Mobile employees also receive training on the appropriate proiocol to protect Florida Relay
users’ privacy and how to prevent unintentional disclosure of communications. When trainees
observe calls and ask questions once back in the training room, trainers lead a discussian on the
appropriate method to seek clarifications without divulging confidential information. CAs are
given examples of ethical issues and challenging circumstances. During initial training, CAs are
required to pass a series of written and skills-demonstration tests, which include their
understanding of the Relay Center Code of Ethics and how to apply the code to hypothetical
situations. CA trainees who do not pass these tests are not utilized as CAs. The Confidentiality

forens are presented in ltem 16.
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ltem 18 - Counseling of CAs and Staff (RFP ref. B-8)

Bidders are required to outline a program for counseling and support that will help CAs and staff
deal with the emotional aspects of relaying calls. Those providing this staff support shall have
training in dealing with the emotional aspects of handling relay calls. However, in counseling
sessions, the CA shall not give to the support persen the names of callers involved. The
counseling support system shall follow the confidentiality provisions of this RFP.

and will continue to comply with ali REP B-8 requiremenis.

T-Mobile has read. understands.
T-Mabile deals with stress in a unique way. What may cause stress for one individual may be
completely normal for another. As a part of initial training, T-Mobile conducts Healthy Detachment
Training. CAs and staff are trained to identify which subjects or words are their own personal
“triggers.” CAs are taught proven, effective techniques to deal with these triggers. Like watching
a scary movie, many people can break the automatic emotional response by doing common
actions, such as breaking eye-contact with the screen or even taking a deep breath, Above all, T-
Mobile employees are taught to empathize with all relay users while protecting their own
emotional well-being.

Periodically T-Mabile provides additional “Healthy Detachment” training reminders and tips for
dealing with stress. In addition to retraining and refresher training, T-Mobile call center
supervisors annually meet with each individual CA fo review performance and discuss concerns.
T-Mobile adheres to the following procedures:

4+ While on the job, if a CA or relay staff needs counseling, supervisors and management are
trained to work with the employee.

# Should a CA experience a difficult, emctional, er frustrating call, he/she may signal
supervisor or management support. The supervisor or manager provides support or
guidance throughout the call. If necessary, the supervisor will recommend a call takeover,
which is done only in compliance with company policies.

4 |f after the call or call takeover, the CA states he/she had difficulty or appear visibly
distressed or troubled by the incident; the supervisor or manager will provide continued
support.

# Meetings between the CA and supervisor or manager take place in a closed and
uninterrupted location, such as a conference room or office, and are conducted in a one-
on-ane manner o preserve confidentiality.

Venting one’s emotions and frustration is encouraged; however, all existing rules regarding TRS
confidentiality policies must be followed. All communication between the employee and
supervisor or manager is held in the strictest confidence, and the content of relay calls is never
discussed, including the names of callers involved. [ the supervisor determines the CA needs
additional counselling, be/she will encourage the CA to contact the Employee Assistance Program
(EAP). Details of any conversation of this type are kept confidential unless directed by a member
of senior management for a legitimate business need.

Employee Assistance Program

T-Mabile offers no-cost counselling administered by a third-party. This program encourages
emplovees to resolve problems that may or may not be worlcrelated, including the emational
aspects of relaying calls. All communication between the employee and counselor is held in the
strictest confidence, and the content of relay calls is never discussed, including the names of
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callers involved. Counselors are available 24x7 by telephone and in person, or by appointment.
Through the programs, T-Mobile employees also have access to confidential counseling sessions
- also provided at no charge to the employees.

Communication Services for the Deaf, Inc. (CSD) EAP

CSD fallows T-Mobile Accessibility’s standard procedures for counseling GAs or other relay center
staff. In addition, GSD also contracts with an outside EAP provider to provide a wide array of
independent and confidential support services for employees. The Village EAP provides a service
that helps assure employees' emotional health and well-being. CSD employees may contact the
Village to talk with an intake specialist who will then refer the employee to the appropriate
counseling service that meets their specific needs. The Village counselors are required at least
a master’s degree and have intensive training in counseling. Supervisors at the relay center have
been trained on how to effectively refer an employee to the Village EAP when a situation comes
up that requires professional counseling. The Village EAP is open 24x7 and employees can
access the services via a tollfree number (both voice and TTY). The Village EAP is aware of the
utmost confidential nature of the job and CAs are trained not to release any information about any
of the calls they relay during any conversations, including those in counseling sessions.

CapTel Counseling

T-Mobile has also worked with CTl1 to ensure all CapTel CAs have access to counseling assistance.
CapTel provides complete and confidential captioning to all clients. From time to time, CAs may
be confranted with calls of a highly emotional or frustrating nature. Although captioning these
calls is a necessary aspect of the position, CapTel is committed to providing CAs with measured
and appropriate support for expressing their emotional needs. To properly respond to a GA, while
maintaining the highest level of confidentiality, the following procedures shall be adhered to:

¢ Should a CA experience a difficult, emotional, or frustrating call, he/she signals a CA

# supervisor, using a keyboard macro to request a call take-over. This should be done
pursuant to the current policy regarding call take-over usage.

+ If after the call take-over the CA states he/she had difficulty and appear visibly distressed
or troubled, the supertvisor may forward the CA to a member of the Administration team,
consisting of Human Resources, an operations supervisor, or the operations coordinator,

¢ Any meetings must take place in a closed and uninterrupted location, such as a
conference room or office.

+ Venting one’s emotions and frustration is encouraged; however, all existing rules
regarding CapTel Client Confidentiality must be followed.

¢ Details of any conversation of this type will be kept confidential unless directed by a
member of Upper Administration for a legitimate business need.

+ Additional resources may be available from Human Resources.

4 Should an employee express continued need after speaking to a member of the
Administration team, the CA may be put in contact with a licensed psychologist.

+ I the employee is full time and has benefits, packages provide coverage for mental health
needs.

+ If the employee is not full time or does not have employee health benefits, arrangements
will be made to connect the employee with a local mental health provider.
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Item 19 - Procedures for Relaying Communications (RFP ref. B-9)

T-Mobile has read, understands, and will continue o comply with all RFP B-9 reguirements.

T-Mobile's CAs are trained to convey the full content, context, and intent of the conversation.
Nothing is edited or omitted from the content of the conversation or the spirit of the speaker. T-
Mobile’s professional, transparent service enables relay users to maintain full control of their call.
T-Mobile follows all call-handling preferences provided to the CA or registered as part of the
Customer Profile.

For Florida Relay users who have not expressed a preference for how their calls are handled, T-
Mobile will provide service that complies with the minimum requirements outlined in this section
of the RFP and FCC standards. To ensure all requirements are met, T-Mobile monitors
compliance to ensure CAs are following all procedures for relaying communication. Each CA is
remotely monitored twice each month to ensure they are following protocol and being responsive
to the needs of relay users.

T-Mobile’s relay service delivery ensures all users maintain control of their calls and the full
content of conversations is relayed to the users.

The system shall be designed to convey the full content of the communications. Unless requested
otherwise by a user, the CA shall relay all calls according to the following procedures.
a. The CA is to be identified by a number (not name) followed by “M” if male and “F" if
female. The provider shall establish a method which will allow identification of the CA in
the event a complaint is filed, or a user wants to praise the work of the CA.

T-Mobile will continue to comply. Each CA is assigned a unique number that is provided at the
beginning and the end of each call. For TTY calis, the system automatically sends the |D number
and the gender at the beginning of the call and the end of each call. The branded Florida Relay
TTY greeting is as follows; FRS OPR 1234 (F) OR (M)} NUMBER CALLING PLS Q GA.

On voice-generated calls, the CA verbally states his/her CA ID number. Such identification allows
the Florida Relay user fo be able to identify the CA’s gender. The branded Florida Relay voice
greeting is FRS OPERATOR 1234. MAY | HAVE THE NUMBER YOU ARE CALLING PLEASE?

T-Mobile makes it easy for a Florida Relay user to request a CA’s gender; preferences can be
made through registration using the Customer Profile Database, or at any time by asking the CA.
T-Mabile has the largest CA workforce in the country. With T-Mobile, it is more likely for CAs of
both genders to be available to Florida Relay users.

b. The user shall be kept informed on the status of the call, such as dialing, ringing, busy,
disconnected, or on hold throughout the call session. The system shall provide feedback
to callers on the call status within 10 seconds after a caller has provided the number to
call and continue to provide feedback until the call is answered.

T-Mobile will continue to comply. CAs do not omit or censor any aspect of the relay call. TTY
callers are informed of background neises and voice tone by descriptive words during the call
through typing in parentheses. Call status scenario information typed by the GA is enclosed in
parenthesis to clarify the CA is typing, not the voice caller. For example, the CA will notify a TTY
user when a new person comes cn the line by typing the gender in parenthesis. CAs are trained
to use their voices to convey an appropriate conversational tone to the type of call made by a
Florida Relay TTY user. CAs are trained in phone image, voice inflection, voice tone, audibility,
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and voice quality by participating in exercises and role-plays that require thé use of these
compoenents. Focus is also given to ASL translation and conversaticnal flow to assure relay calls
are as natural as possible. CAs are trained to convey to the TTY user the non-TTY user’s tone of
voice without making subjective judgments. If it is clear the tone of voice is more emotional than
the descriptive words can provide, the CA will further clarify. For example, SOUNDS ANGRY or
VOICE GETTING LOUDER. These descriptions will be typed in parentheses and preceded by the
word “sounds.” CAs receive training in voice conveyance as a part of skills enhancement.

o

‘Status : Action
Dialing When the CA dials the call, an automated message is sent to the text user that confirms
Confirmation | the number to be dialed and the type of call: DIALING 123-456-7890 -
Ringing l If the line rings, the CA presses a hot key which notifies the relay user. This timed

macro continues to send additional rings until the next status update is entered. If
| the call is not answered after 10 rings, the Florida Relay user is prompted for
| additional instructions: RINGING 1.2. 3. 4.5.6.7.8. 9, 10, STILL RINGING GA

Busy | If a busy signal is reached, the CA will press a hot key that notifies the Florida Relay
text user, such as: (LINE IS BUSY) GA
Holding | If the Florida Relay text relay user is placed on hold, T-Mahile has a timed macro to

keep the user informed. The CA initiates the macro, and the system continues to
| send dots to maintain contact with the TRS user: (HOLDING .,.,.,STILL HOLDING) |

Caller | When the other party disconnects, T-Mobile will inform the caller: {PERSON HUNG
Disconnects | UP} FRS OPR 1234M GA OR SK

If someone hangs up while the TTY user is typing, T-Mobile also provides additional
| information to keep the user informed: PERSON HUNG UP <HOW LONG AGO>
| SECONDS AGO AND THE LAST FIVE WORDS RELAYED WERE <LAST RELAYED>
FRS 1234M GA OR SK

6. All users shall have the option of telling the CA how to greet the called party and what
aspects of the call that he/she will handle. For example, the TDD user may voice the call
(Voice Carry-Over), rather than have the CA do it or the caller may ask that relay be
explained as soon as someone answers the call,

T-Mobile wiil continue to comply. Florida Relay users can personalize how CAs greet their called
party and how to handle other aspects of the call. T-Mobile encourages Florida Relay users to
remain fully in control of his or her call. From the moment a call is answered until the last party
disconnects, each CA does everything in his/her power to make the caller delighted with our
service. T-Mobile allows Florida Relay callers to decide if they would like the relay service
announced and/or explained to the called party. These options are available on a per-call basis
or can be added to the Gustomer Profile.

When a Florida Relay user asks the CA not to announce relay, the CA fully honors that request.
CAs will not announce the call as originating from Florida Relay, will not provide a CA
identification number, and will not use standard relay scripts such as “Go Ahead.”" In other words,
the CA processes the call without giving any indication ta the called party that the call is a relay
call.

Florida Relay users can also elect to have the CA not explain relay. When a Florida Relay user
requests this option, the CA fully honors the request. Instead of asking the outbound voice user
if he or she has used relay (e.g., “Are you familiar with relay?" or “Have you received a relay call
before?”), the CA will simply announce the call and begin relaying immediately, for example:
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“GOOD MORNING THIS IS THE FLORIDA RELAY SERVICE. THIS IS OPERATOR 1234. ONE

MOMENT FOR YOUR CALL TO BEGIN.”

Alternately, Florida Relay users can provide modified scripts for the CA to announce or explain
relay services, This can be provided on a per call basis or in Customer Notes. When not provided
or unclear, the CA will confirm the relay user's preferences: (HOW WOULD U LIKE UR CALL
ANNOUNCED Q) GA. The CA will follow any script provided by the relay user, such as: THIS IS
MARY RETURNING A CALL. | NEED TO SPEAK TO THE NURSE. Florida Relay users can also
elect to announce and explain relay services themselves, T-Mobile honors these requests and
leaves full control with the Florida Relay user.

The Florida Relay user can also inform the CA of other areas of the call that he/she would like to
handle directly, rather than the CA. For example, Florida Relay VGO users may wish to voice their
own answering machine message rather than having the CA do it. T-Mobile honors these
requests.

d. When the call is first answered, and at all times during the conversation, the system shall
type to the TDD user or verbalize to the non-TDD user verbatim what is said or typed unless
the relay user specifically requests summarization. If the CA summarizes the
conversation, the GA shall inform both parties that the call is being summarized.

T-Mobile will continue to comply. T-Mobile CAs convey the full content, context, and intent of the
relay communication they translate. CAs will type to the Florida Relay TTY user or verbalize to
the non-TTY user exactly what is said, verbatim, when the call is first always answered and during
the conversation, unless either user specifically requests summarization or interpretation on an

ASL call.

Florida Relay users will continue to be assured that T-Mobile CAs will not interfere with the
independence of the user and users maintain control of the conversation. If summarization is
requested by either user, the request is relayed to ensure neither user objects fo the

summarization request.

e. When the CA is asked to explain relay to a user, the CA shall express the term "explaining
relay" to the other user on the call to let them know what is happening rather than
transmitting all of the explanation.

T-Mobile will continue to comply. When T-Mobile explains relay, the CA informs the other party
by typing or vaicing the fact he/she is “explaining relay” rather than relaying the full explanation.
When placing & call, T-Mobile announces the relay service to all called parties, unless requested
by the calling party to do otherwise. For example, the call may be announced to voice users:
"HELLO. A DEAF OR HARD OF HEARING PERSON (OR NAME IF GIVEN) IS CALLING YOU
THROUGH THE FLORIDA RELAY SERVICE. THIS IS OPERATOR XXXX. HAVE YOU RECEIVED A
RELAY CALL BEFORE?" If the caller says yes, the call begins and is processed as normal. If the
caller says no, the CA provides a standard explanation based on the call type. Florida Relay users
may moadify this for each call or in the Gustomer Profile.

Flonida Relay Service Explanations
| TTY | "THE PERSON WHO HAS CALLED YOU IS EITHER DEAF OR HARD OF HEARING. THE
CALLER WILL BE TYPING THE CONVERSATION, WHICH WILL BE READ TO YOU. WHEN YOU
HEAR THE PHRASE, ‘GO AHEAD,’ PLEASE RESPOND DIRECTLY TO THE CALLER. THE
| | OPERATOR WILL TYPE EVERYTHING THAT IS HEARD BACK TO THE CALLER." B |

—
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Florida Relay Service Explanations I
VCO | "THE PERSON WHO IS CALLING WILL BE SPEAKING DIRECTLY TO YOU. WHEN THE
CALLER SAYS THE PHRASE 'GO AHEAD' THAT INDICATES THE CALLER ARE DONE
| SPEAKING AND ARE READY FOR YOU TO RESPOND. WHEN YOU TALK, THE AGENT WILL
 BETYPING EVERYTHING HEARD BACK TO THE CALLER." - |
HGO  “THE PERSON IS USING THE RELAY SERVICE TO COMMUNICATE WITH YOU. THE CALLER |
WILL TYPE THE CONVERSATION AND | WILL READ IT TO YOU. WHEN YOU HEAR THE
WORDS "GO AHEAD" IT IS YOUR TURN TO SPEAK AND THE CALLER WILL BE ABLE TO
HEAR YOU. PLEASE SPEAK DIRECTLY TO THE CALLER AND SAY, ‘GO AHEAD' WHEN YOU
|l ARE READY FOR A RESPONSE." - o
| STS | "THE PERSON WHO IS CALLING YOU CAN HEAR AND HAS A SPEECH DISABILITY. THE
CALLER WILL SPEAK DIRECTLY TO YOU AND | WILL REPEAT WHAT THEY SAY. WHEN YOU
' HEAR ‘GO AHEAD' PLEASE RESPOND DIRECTLY TO YOUR CALLER. PLEASE SAY ‘GO
AHEAD' EACH TIME YOU ARE THROUGH SPEAKING." |

Individual User Gustomization
T-Mobile provides Florida Relay users with the ability to customize the explanatron including the
following on a per call basis or in notes section of the Gustomer Profile:

¢ Forthe CA not to announce Florida Relay, which allows the user to elect to announce the
call themselves

9 Forthe CA not to explain how the relay service works, which allows the caller to explain in
their own words

+ For the CA to read a customer-specific greeting (“This is FLORIDA RELAY OPERATOR
1234 WITH A CALL FROM JOE SMITH.")

f. When speaking for the TDD user, the CA shall adopt a conversational tone of voice
appropriate to the type of call being made and conveying the intent and mood of the
message. The CA shall also indicate identifiable emotions by typing those in parentheses,
{e.g., he's laughing, he's crying). Any identifiable background noises shall be relayed to
the TDD user in parentheses. The CA shall identify to the TDD user, if identifiable, the
gender of voice users when they first come on the line. All of the above should be done
automatically unless the user asks that it not be done.

T-Mobile will continue to comply. T-Mobile provides a natural and complete calling experience
for Florida Relay users. This includes the CA speaking in a conversational tone and relaying all
items that may impact the call such as identifiable emotions, background noises, and new
speakers. All of this is done automatically unless the Florida Relay user specifically asks for them
to be turned off for the call or in the Customer Profile.

T-Mobile CAs are taught to assess a Florida Relay TTY user's mood, emotion, and intent using
specific cues. CAs relay the conversational manner using these cues to aid in conveying the spirit
and meaning of the message. T-Mobile relays calls so the full context of the Florida Relay TTY
user's message is clear. When apprapriate, CAs will speak in a voice that conveys emotions such
as excitement, happiness, anger, sadness, or surprise. CAs provide the best calling experience
and will even sing Happy Birthday, if requested. CAs receive both initial and ongoing training on
this critical skill.

T-Mobile CAs let the Flarida Relay TTY user know any identifiable emotions observed. T-Mobile’s
process for keeping Florida Relay users informed of the tone and emotion was extremely well
received. CAs can easily select from these almost 100 pre-approved phrases. T-Mobile makes it
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easy and fast for CAs to select and automatically send to TTY users {(with no manual typing). Tone

of voice descriptions are also available in Spanish.
Tt Sample Tone of Voice Descriptions

| {SOUNDS ANGRY) (SOUNDS CONFUSED]) {SOUNDS MAD)

| (SOUNDS BORED) (SOUNDS EXCITED] (SOUNDS NERVOUS)
| {SOUNDS BUSY) (SOUNDS FRUSTRATED) {SOUNDS SICK)

| (SOUNDS CARING) | {SOUNDS HAPPY) (SOUNDS SLEEPY)

If it is clear the tane of voice is more emotional than the descriptive words can provide, the CA
will further clarify. For example, “(SOUNDS ANGRY)" may be conveyed as “(VOICE GETTING

LOUDER).”

Expressive Typing
T-Mobile’s CAs are also taught how 1o convey the voice user's emotion using different typing

styles and punctuation. Expressive typing can create a more complete picture of the conversation.
For example, if a voice user has a sarcastic tone of voice, the CA attempts to describe the sarcastic

tone using expressive fyping.

Expressive Typing Examples

Normal tone of WHAT Q THAT IS JUST BRILLIANT MAYBE WE ALL SHOULD HAVE DONE THAT
voice | GA

Rude or sarcastic | WHAAAT QQ {SIGH) THAT I8 JUST BRILLIANT  MAYBE WE ALL SHOULD

tone of voice HAVE DONE THAT (SOUNDS SARCASTIC) GA J

The CA exaggerates the words that are sald with a rude or sarcastic tone of vaice. Spaces can
also be used to emphasize the words that the voice person stresses. Together, it is much clearer
to see the intended message of the voice caller with the expressive typing.

Background Noises
T-Mobile also provides background noise descriptions, so Florida Relay TTY users receive a truly

functionally equivalent service. As the CA hears and identifies sounds, the CA relays those to the
Florida Relay TTY user. CAs can quickly notify Florida Relay TTY users of background noises by
selecting one of 262 pre-approved background noises. These background noises are
automatically transmitted to the user after selection. These phrases are available in Spanish.

Sample Background Noises e

i {BABY CRYING} | (DOOR SLAMMING) | (SNEEZE)

| {COUGHING) | (EATING SOUNDS) (TYPING)

_(CRYING) | (KNCGKING ON DOOR) (WATER RUNNING)
(DOG BARKING) | {LOUD TV} - (YAWN)

At the beginning of each call, the CA will type the gender of the speaking person to the Florida
Relay TTY user. The CA informs the Florida Relay TTY user of the gender of the person speaking

in parenthesis (M) or (F).
T-Mobile CAs automatically speak in a conversational tone and relay all items that may impact the

call such as identifiable emotions, background noises, and new speakers. Florida Relay users
wha prefer not to receive these notices can tell the CA or register a Gustomer Profile. T-Mobile

will honor these customer preferences.
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g. CAs shall indicate to the user, if known, if another person comes on the line.

T-Mobite will continue to comply. T-Mobile CAs will indicate to the Florida Relay user if another
person comes on the line, if known. T-Mobile will notify Florida Relay TTY users by pressing a
hot key that indicates to the TTY relay user the gender of the person (M or F). Voice users are
also notified it the CA is aware a new TTY user is on the line. T-Mobile informs Florida Relay TTY
users of the gender of recordings. In addition, T-Mobile confirms each new voice user that comes
on the line is familiar with relay (unless the relay user has requested othenwise).

h. All comments directed to efther party by the CA or to the CA by either party shall be
relayed. These comments shall be typed in parentheses. However, comments between
the GA and a relay user at the beginning of a call which deal with billing information need
not be relayed to the other user.

T-Mobile will continue to comply. T-Mobile CAs relay all comments during a conversation o either
parly. To reduce confusion, comments by the CA are typed in parenthesis, such as: [ASKING
FOR CHERYL) or (EXPLAINING RELAY). Comments directed between the CA and Florida Relay
user at the beginning of the call required to set up the call may not be relayed ta the other user.

i. CAs shall verify spelling of unfamiliar proper nouns, numbers, addresses, information
about drug prescriptions and other unfamiliar words that are spoken and are to be relayed.

T-Mabile will continue to comply. When necessary, T-Mobile CAs verify the spelling of proper
nouns, unfamiliar technical, or specialized terms, numbers, and addresses that are spoken. T-
Mohbile knows it can be frustrating for callers to repeat spellings multipie times. To minimize this,
CAs use a scratchpad feature to temporarily save unfamiliar terms. CAs can copy and paste
information from the scratchpad into the conversation later, if appropriate. This process ensures
that customers do not have to continually repeat the spelling of difficult or unfamiliar terms. This
time-saving feature has been greatly appreciated by refay users. The CA scratchpad is
immediately deleted after each inbound call to preserve confidentiality.

j»  CAs shali stay on the line for & minimum of ten (10) minutes before allowing a change in
CAs. For STS calls, the CA must stay on the line a minimum of twenty (20) minutes. If a
user requests that the same CA be used during the entire conversation, the system shall
comply whenever possible until both parties have terminated the call.

T-Mobile will continue io comply. T-Mobile exceeds all FCC minimum requirements regarding
transitioning of CAs. We ensure each CA remains on the call for at least 10 minutes (or 20 minutes
for 8TS calls). Calls are not taken aver unless it is necessary. As a matter of practice CAs do not
request an in-call replacement to accommodate a lunch or a break. The situations in which a CA
would transition during a call prior to the FCC minimum standard include:

+ The Florida Relay user requests a CA of the opposite gender or different CA
End user verbal abuse or obscenity towards the CA

Call requires a specialist {STS, Spanish)

CA iliness

At the request of the Florida Relay user for any reason

CA becomes aware of a conflict of interest (friends or family)

* ¢ > > &
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There are situations which may require a CA 1o transition the call to a different GA, which is only
approved after the CA has remained on the call longer than the FGC minimum standard of 10 or

20 minutes (for STS calls). These include: -

+ Shift change
+ CA fatigue normally because of a call in-progress more than 30 minutes with difficult call
content or speed or B0 minutes or more

If transition of CAs is unavoidable, it occurs with minimal disruption to either Florida Relay
participant inciuding the following:
+ T-Mobile attempts to honor any requests for a specific gender during call transitions.
+ The second CA observes the call leng enough to learn the spirit of the call. The second
CA also reviews relay user call handling preferences provided during the call or as part of
the Customer Profile. The second CA will inform all parties.

k. CAs shall not counsel, offer advice, or interject personal opinions or additional information
into any relay call. This also means the CAs shall not make any value judgments on the
profanity or obscenity or legality of any messages. Furthermore, the CAs shall not hold

" personal conversations with anyone calling the system.

T-Mobile will continue to comply. CAs do not counsel, advise or interject personal opinions. CAs
do not counsel, advise, or interject personal opinions or additional information during a call, even
if the relay communication breaks down, involves obscenities orillegal activity. CAs do not make
any value judgments on the content of any relay communication and will not hold personal
conversations with anyone calling Florida Relay. CAs are trained to convey the full content,
context, and intent of the conversation. CAs are prohibited from intentionally altering a relayed
conversation and must relay all conversation verbatim, unless specifically requested 1o do
otherwise.

CAs are frained to relay all calls without judgment, even when the conversation between the
inbound and outbound party refers directly to the CA and can be construed as obscenity. When
this happens, the CA remains calm and professional, and relays the call. GAs do not censor
conversation between two users or interject personal opinions. CAs remain calm and use
detachment techniques to maintain a professional phone image. At any time, if either calling
party requests a different CA or register a complaint about the services received, we will honor
the request and attempt to resolve the Florida Relay user's concern,

. Users shall not be required to give thelr names or the name of the party they are calling,
unless needed for billing.

T-Mobile will continue to comply. T-Mobile does not require relay users to give their names or the
names of the parties they are calling, urless required for billing purposes. Usernames are never
recorded in ahy form without the permission and knowledge of the relay users.

When a caller chooses to provide such information, it will not be reported or kept on file, except
with the permission of the caller for purposes of complaints, commendations ar for toll- billing.
When the inbound caller provides the GA with their name and/or the name of a specific person,
department, or extension, the CA will specify the names when announcing relay. The CA will
notify the TTY caller by transmitting the following, “(ASKING FOR (NAME).”
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m. The system shall transmit conversations between TTY and voice callers in real time.

T-Mabile will continue to comply. T-Mobile relays all conversations in real time. All conversations
between voice and TTY callers are transmitted in compliance with FGC regulations and T-Mobile’s
policies.

n. For each incoming call, the CA shall without delay make as many outgoing calls as
requested by the caller.

T-Mobile will continue to comply. T-Mobile's CAs make immediate, unlimited, subsequent
outgoing calls as requested by the caller, without exception. When the Florida Relay user
provides the number to dial, T-Mobile CAs are expected to dial the requested number within five
seconds. If the caller provides special instructions in the Customer Profile or as a onetime
request, it may take CAs a little longer (up to 10 seconds) to review and dial the requested number.
With T-Mobile, Florida Relay users remain in full contral of their calls and may make as many
outgoing calls as they desire. T-Mobile supplies adequate staff to accommodate relay users’
calling needs.

o. [f a user requests that a CA of a specific gender be used, the provider shall make best
efforts to accommodate the request when a call is initiated and at the time the call is
transferred to another CA.

T-Mobile wiil continue to comply. Each CA is assigned a unigue number that is provided at the
beginning and the end of each call. For TTY calls, the system automatically sends the ID number
and the gender at the beginning of the call and the end of each call. The branded Florida Relay
TTY greeting is as follows: FRS OPR 1234 (F) OR (M) NBR CALLING PLS Q GA.

On voice-generated calls, the CA verbally states his/her CA ID number. Such identification allows
the Florida Relay user to be able to identify the CA’s gender, The branded Florida Relay voice
greeting is: FLORIDA RELAY OPERATOR 1234. MAY | HAVE THE NUMBER YOU ARE CALLING
PLEASE?

T-Mobile makes it easy for a Florida Relay user to request a CA’s gender; preferences can be
made through registration using the Customer Profile Database, or at any time by asking the CA.
T-Mobite has the largest CA workforce in the country. With T-Mobile, it is mare likely for CAs of
both genders to be available to Florida Relay users.

p. The provider shall provide a customer profile database. Such data may not be used for
any purpose other than to connect the TRS user with the called parties desired by that
TRS user. Such information shall not be sold, distributed, shared or revealed in any other
way by the relay center or its employees, unless compelied to do so by lawful order.

T-Mobile will continue to comply. T-Mobile provides Florida Relay users with a customizable
Customer Profile. Florida Relay users can customize their call according to their preferences.
Many Florida Relay users have registered permanent call-handling preferences in their Customer
Profile, including:
4 For the CA not to announce Florida Relay, which allows the user to elect to announce the
call him/herself or begin the conversation immediately.
+ For the CA not to explain how relay service works, which allows the caller to explain in
his/her own words.
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+ Forthe CA to read a customer specific greeting (“THIS 1S FLORIDA RELAY OPERATOR

1234 WITH A CALL FROM JOE SMITH.”).
Callers can request customization for single calls directly with the CA. T-Maobile's service has

been designed to leave full control of each call with the callers, rather than the GA. The CA will
follow any instructions given by the Florida Relay user regarding definitions of the portions of the

call to handle.

T-Mabile's Customer Profile makes it easy for customers to access their preferences from any
location. Florida Relay callers can provide their username and password to quickly have access
to frequently dialed numbers and call handling preferences.

Entering or Modifying Information
T-Mobile believes the relay user owns his/her own Gustomer Profile data and makes it easy for
the customer to view, update, or verify their Customer Profile Data. Florida Relay TRS users will
be able to view, update, or verify their profile using the following:

4 24%7 hour tollfree customer service

# Secure website to enter changes directly

# Onthe line with a CA
Personal Information
The personal information section of the Gustomer Profile includes general relay user contact
information and account settings, including the following:

Field B i kfanationi

+ AN| ¢+ Gustomer’s telephone number
¢ Name # First name, middle initial, and last name
+ Email + Email address used for account verification and communication
4+ Optn (emall + Allows Florida Relay user to receive T-Mobile updates via email
| marketing} ¢ Indication the Florida Relay user is the owner of the phone and can
¢ Head of Household | set line restrictions that apply to all users
Speed Dial Numbers
S an = | N : _Explanation
¢ Frequently ¢ Up to 100 speed dial name and numbers can be registered by the user.
Dialed Numbers This makes it possible for Florida Relay users ta say, “Call Mom."
¢ Emergency ¢ Up to 30 emergency speed dial contacts can be registered by the relay
" Numbers | user {primary care givers, doctors, home health nurses, or hospitals) |

Preferences
The preference section allows a Flarida Relay user to provide specific information on how his/her

call is handled.

pléﬂaﬁon
¢ CA Gender | ¢ Preference for male or female CA
¢+ Answer Type ¢ Preferred answer/communication mode for relay {TTY, VCO, HCO, §TS,
¢+ Language Voice)
¢ Announce Relay | & English or Spanish
4 Ability to request the service not be announced by the CA (if an
alternate announcement is desired, this information is put in the notes.)
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¢ Explain Relay + Ability to request that the CA not explain relay. Alternately, Florida
Relay users can provide modified scripts for explanations in Customer
| Notss.
| # Background | ¢  Ability to turn off background noise descriptions (dogs barking)
Noise
| # Tone of Voice | + Ability to turn off tone of voice descriptions (“sounds angry”)
| ¢ Type Recordings | + Ability to request recardings be typed out verbatim -
¢ Long Hold + Ability to remain on hold for long periods of time (while connect to
Times another caller) without the CA asking if the Florida Relay user would like
! to continue to hold
¢+ Slow Down i % Ability to requesi slower than normal typing. Florida Relay users can
specify speed (in 5 wpm increments) with the minimum speed being 15
L wpm.
+ Abbreviation + Florida Relay TRS users can select to receive commaon TTY
L abbreviations or to request the use of full words - _
+ Typing ¢ Ability to receive faster typing from CA without manual typing
Corrections corrections
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Iltem 21 - Additional Languages Served {(RFP ref. B-11)

The pravider will not be required to serve languages other than English, Spanish, or ASL,
However, additional evaluation points may be given for proposals that include how the provider
would handle relay calis using one or more additional languages (e.g., French, Haitian Creole,
etc.). Additional languages should be identified.

I continue to comply with REP B-11 requirements.

FMobile has read, understands, and wil

T-Mobile’s bid far Florida Relay includes TRS services in English, Spanish, and written American
Sign Language (ASL Gloss). T-Mobile will provide additional language support for ASL Gloss-
English, ASL Gloss-Spanish, English-Spanish, and Spanish-English translation services. Like
leaming a foreign language, using a TTY for the first time can be confusing for those who are
unfamiliar with standard jargon. T-Mobile offers a |language support optian for Florida Relay TTY
users that eliminates the confusion. “no TTY abbraviations” enhancement removes unfamiliar
TTY abbreviations to make the relay service easierto-understand for new users. T-Mobile provides
Spanish TRS Customer Service - at no additional cost or per minute charge to the FPSC.
Greetings, macros, and phrases in each language support the same high-quality services for our
English-speaking users.

ASt Gloss

ASL Interpretation

At the heart of everything we do at T-Mobile is strengthening connections, in more ways than one.
T-Mobile Relay is commiited to providing quality services to all customers including those who
type in ASL. T-Mobile trains all its TRS CAs and supervisors to serve as ASL translators/
interpreters to process relay calls, T-Mobile’s approach of training all CAs to perform ASL-o-
conversational English translation ensures that ASL transitation/interpretation is always available

to callers 24x7.

To accomplish this, T-Mobile utilizes two ASL Workbooks developed especially for relay CAs to
increase their literacy of TTY-ASL in order that our CAs are better equipped to translate TTY-ASL
into spaken conversational English. Each workbook was designed for relay CA keeping in mind
that they may or may nat possess ASL skills. The'workbook exercises help CAs better understand
ASL linguistics and to improve translation to understandable English. .

ASL Workbook 2 is the secend part of our master plan; on-going training will bring our GAs toward
the mastery of TTY-ASL translation on relay calls. By fully participating, our CAs have an increased
confidence in performing the TTY-ASL transiation. Upon completion of both workbooks CAs will
receive a certificate of completion.

For new relay users who may not be familiar with traditional TTY abbreviations, T-Mobile offers a
language support option that automatically expands TTY abbreviations. T-Mobile ensures that alf
CAs are trained to understand written ASL with 24x7 availability for ASL to Conversational English
translation. T-Mobile also ensures a lead CA or supervisor is available to assist.

Performance

The Performance Survey addresses, among many aspects of quality relay performance,
appropriate grammar, spelling, voice clarity and articulation, typing speed and accuracy, TTY-
ASL interpretation, etiquette, language, and cultural understanding. Translation of ASL Gloss is
one of the categories that CAs are evaluated on twice each month as a part of the GA Performance
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Survey. Monthly, each CA is observed remotely processing live calls. This skill is continually
monitored for quality assurance and any areas of deficiency are immediately addressed.

Spanish

T-Mobile {formerly Sprint) began providing Spanish-language relay services in 1991, long before
it was mandated by the FCC or offered by other TRS providers. T-Mobile will continue to provide
Spanish-Spanish, Spanish-English, and English-Spanish TRS services for Florida Relay. Please
note, the FCC reimburses providers for only Spanish-language interstate minutes. All minutes,
including both interstate and intrastate, involving Spanish-English or English-Spanish transiation
will be billed to the FPSC. Spanish-language GapTel is offered 8:00 a.m.-12:00 a.m. ET and
translation is not available for GapTel calls. This is true for all CapTel providers and is nota T-
Mobile limitation. Spanish language relay service is handled by proficient bilingual CAs 24x7,
Spanish language relay service is handled by proficient bilingual CAs 24x7. CAs who are hired
to provide Spanish services are required to pass an evaluation of their ability to read, write, speak,
and understand Spanish. Berlitz, an independent vendor that specializes in the assessment of
language skills, conducts this evaluation. CA workstations are modified to provide macros and
other functions to the caller in Spanish. Bilingual CAs are trained tc meet the specific needs of
Spanish-speaking relay users and can adapt to various dialects and regional variations. T-Mabile
handles dialects from all parts of Latin America and the Caribbean.

Spanish language variations are like those found in American English as spoken across different
parts of the world. The default is to use standard Latin American Spanish where it does not create
confusion, and use regional variations when clarity is needed. CAs can switch to regional words
where necessary.
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ltem 25 - Call Release Functionality (RFP ref. B-15)

Call release functionality is a feature that allows the CA to sign-off or "release” from the telephone
line after the CA has set up a telephone call between the originating TTY caller and a called TTY
party, such as when a TTY user must go through a TRS facility to contact another TTY user
because the called TTY party can only be reached through a voice-only interface, such as a
switchboard.

The provider shall also immediately release a call when a TTY user using the relay system is
inactive for more than thirty (30} seconds

T-Mobile has read, understands, and will continue to comply with BFP B-15 requirements.

Offering Call Release Functionality allows the CA to sign-off or release from the telephone line
after the CA has set up a telephone call between the originating Florida Relay TTY caller and a
called TTY party. T-Mobile also immediately release a call when a Florida Relay TTY user is
inactive for more than 30 seconds. Our solution also complies with all FPSC and federal
requirements. Florida Relay users are already familiar with T-Mobile’s Call Release functionality.

Call Release Functionality for TTY Users

T-Mobile will continue to support Call Release Functionality for Florida Relay TTY users when
requested as part of the call set-up or as needed. T-Mobile’s Call Release for Florida Relay TTY
users (also known as TTY-TTY Call Set-Up) is often requested as a part of call set-up when the
Florida Relay TTY user knows that the called party can only be reached through a switchboard or
an automated voice response unit. When this happens, the CA relays the call as normal until both
TTY users are on the line. Atthat point, the CA releases the call, and the conversation is removed
from the CA's screen, ensuring confidentiality. Florida Relay TTY callers are then able to conduct
their conversation directly,. When the call is signed off or ‘released’ by the CA, the call ceases to
be a relay call and is no longer subject to the per-minute reimbursement. T-Mobile also supports
Call Release functionality “on the fly” when the calling party has not specifically requested TTY-
to-TTY Call Set Up. When this happens the inbound Florida Relay TTY user has complete control
over the call and requests Call Release or can request a voice user and have the CA relay the call.

Standard Call Release Process
When a TTY user informs the CA that he/she would like to place a call to another Florida Relay
TTY user, T-Mobile uses standard processes to honor the request quickly and easily.
Call Release for TTY Users
I The Florida Relay TTY user asks the CA to dial a telephone number they know will be answered by a
TTY PLEASE DIAL 123-456-7890 FOR TTY-TO-TTY CALL SET UP GA
The CA confirms hisfher understanding of the request and places the call, keeping the Florida Relay
user informed of the status (AGENT WILL CONNECT YOU) (ONE MOMENT PLS) DIALING LOCAL
123-456-7890

; Voice Answers
CA immediately connects If the call is answered using voice, the CA will announce the call and ‘
the callers and informs the | request the Florida Relay TTY user, “HELLO THIS IS FLORIDA RELAY
Florida Relay user, “CA NO | SERVICE WITH A CALL FOR ATTY USER (NAME IF GIVEN). I8

| LONGER ONLINE GA” (NAME) AVAILABLE?"

The CA keeps the Florida Relay TTY user informed, (M) ABC STORE

: THIS IS JOE (ASKING FOR TTY USER)

| Once the Florida Relay TTY user is online, the CA bridges the callers

I | and notifies the parties CA NO LONGER ONLINE GA

| After the calll is ‘released’ by the CA, the call is no longer subject to the | per-minute reimbursement.
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“On the Fly” Call Release for TTY Users
T-Mobile does not assume all Florida Relay TTY users wish to be directly cennected to another
TTY user. There are situations where a Florida Relay TTY user places a call and the call is
unexpectedly connected to another Florida Relay TTY user. In these instances, T-Mobile informs
the inbound caller and allows them to decide how to proceed. For example, a Florida Relay TTY
user may place a call 1o a business that has both voice and TTY access, If a switchboard operator
answers the call and immediately transfers the CA to the TTY line, the CA will inform the inbound
Florida Relay TTY user and let the user decide if he/she would like to connect directly or use
Florida Relay to communicate.
] “On the Fly" Call Release for TTY Users e i

When the CA hears TTY tones, the CA informs the calling party and asks how to proceed TTY TONES
WOULD U LIKE TO CONNECT TTYTO TTY Q) GA
i "Yes® If *No” B
| The CAimmediately redials = The CA redials {o ask for the voice user REDIALING TO ASK FOR

and ¢onnects the callers VOICE PERSON PLS HD

and informs the user, “CA | The CA redials and announces the call fo the cutbound Florida Relay
NO LONGER ONLINE GA™ = TTY user, FRS CA 1234F WITH A CALL (FOR A VOICE PERSON ARE

| THEY AVAILABLE) GA o |
| If"Yes” if “No” -
If the voice user is The CA places the outhound Florida Relay
available, the call is TTY user on hold by typing ONE MOMENT
processed as normal. PLS

The CA notifies the inbound TTY user
PHONE ANSWERED BY TTY VOICE

‘ PERSON NOT AVAILABLE |

The inbound TTY user can choose to be

connected to the outbound caller or can

leave a brief message

T-Mobile has processes and technology that allows the Florida Relay TTY user flexibility in
determining how he or she wishes to communicate. There are situations where TTY-TTY Call Set-
Up is not desired by the inbound TTY user. Call Release is an option for Florida Relay TTY users;
but each Florida Relay TTY user has complete control over how his/her call is processed.

User Inactivity

T-Mobile ensures that when a Florida Relay TTY user is inactive {and does not on an outbound
call) for more than 30 seconds, the CA immediately releases the call. Atthe end of each call, the
CA sends a macro to inform the caller, {PERSON HUNG UP) FRS OPR 1234F GA OR SK. The CA
confirms transmission and waits for the TTY user to respond. If no response, the CA types "SKSK”
and waits 30 seconds. |fthe caller is unresponsive, the CA types “SKSK” again and immediately
disconnects.
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Item 26 - Speed Dialing (RFP ref. B-16)

A feature that allows a TRS user to place a call using a stored number maintained by the TRS
facility. In the context of TRS, speed dialing allows a TRS user to give the GA a "short- hand"
name or number for the user's most frequently called telephone numbers.

T-Mabile has read, understands. and wiil continue to comply with RFP B-16 requirements,

T-Mobile will continue to offer Florida Relay users Stored Number functionality designed to make
the Florida Relay user experience more functionally equivalent to a traditional phone user. Stored
Number features are included with T-Mobile’s standard service and offered at no cost. T-Mobile
enables Florida Relay users to store up to 100 speed dial entries. T-Mobile's speed dialing
functionality (frequently dialed numbers) allows Florida Relay users to provide the CA with the
“short-hand” name or code associated with that number. A Florida Relay caller can request
“Please call Mom,” and the CA will dial the associated 10-digit without delay or clarification. This
efficient system provides faster service for the Florida Relay user and fewer billable minutes to the
FPSC. Florida Relay CapTel users can store up o three speed dial numbers on a CapTel phone,
To place a call using a speed dial number, the Florida Relay CapTel user ensures captioning is
turned on and presses the number of the Speed Dial entry.

Additional numbers can be stored as contacts.
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Item 27 - Three-Way Calling Functionality (RFP ref. B-17)
A feature that ailows more than two parties to be on the telephone line at the same time with the
CA,

T-Mobile has read, understands. and will continue fo comply with BFP 8-17 requiremants.
o Sk R R = e S,

T-Mobile continues to comply with the FCC requirement 47 C.F.R. §64.604(a)(3)(vi){C) that
supports local exchange carrier (LEC)-based three-way calling. Florida Relay users who have
purchased three-way calling or conference calling capability from their LEC can use this feature
when placing a calf through Florida Relay. This feature allows the Florida Relay user to place the
call through Florida Relay and then conference in a third-party. An example of three-way calling
takes place when a Florida Relay TTY user places a zall to a voice user and then conferences in
another TTY user on the line. It then becomes a conversation between two TTY users and one
voice user. This process also applies if two voice users and one TTY user are on the line
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Item 28 - Voicemail and Interactive Menus (RFP ref. B-18)

CAs must alert the TRS user of the presence of a recorded message and interactive menus
through a hot key on the CA’s terminal. The hot key will send text from the CA to the consumer's
TTY indicating that a recording or interactive menu has been encountered. Relay providers shall
electronically capture recorded messages and retain them for the length of the call. The provider
may not impose any charges for additional calls, which must be made by the relay user in order
to complete calls involving recorded or interactive messages.

I-Mobile has read, understands. and will continue te comply with all REP B-18 requirements.

T-Mobile will continue to comply. T-Mobile CAs will continue to alert Florida Relay users of the
presence of a recorded message and interactive menu. T-Mobile will electronically capture
recorded messages and retain them for the length of the call. CAs will inform Florida Relay users
when reaching an answering machine, voicemail, or interactive menu. The CA will hit a “hot key”
which reads: (ANS MACH) or (REGORDING). Hearing users will be informed orally of call status
messages. T-Mobile will not impose charges for additional calls made by the Flerida Relay user
to complete calls involving recorded or interactive messages.

The CA will confirm with the caller that his/her message has been left. Once the GA has left the
message on the answering machine or voicemail, the CA will confirm orally or send a pre-
programmed response to the Florida Relay caller stating, “(UR MSG LEFT) OPR XXXX M/F GA”.

The bidder shall explain how messages will be left on or retrieved from answering machines and
how interaction with voice response units will be accomplished. The bidder shall explain how
any access code used to retrieve messages will be confidentially handled.

T-Mobile wil cantinue to comply. T-Mobile CAs will continue to retrieve messages from any voice
processing system accessed via telephone. The CA will retrieve messages from answering
machines by placing an outbound call to a remote location or to the same location. When a
Florida Relay user requests the CA to retrieve messages from a voicemail system, the CA will
follow the Florida Relay user’s instructions for outdial, pin entry, access codes, and/or system
commands to retrieve new messages, play messages, save, and/or delete messages. To ensure
confidentiality of access code information, the CA can utilize a scratchpad. This allows the CA
to retain necessary information to complete the call. At the end of the call, all information
pertaining to the call is automatically erased from the CA position.

The bidder shall explain if and how messages will be retrieved from an answering machine if the
originating party calling the relay center is at the same location as the answering machine, For
example, if a person is at home and cannot retrieve his messages from his own answering
machine, how will the relay center accomplish retrieving the message and relaying the
information to the deaf or hard of hearing person when only one telephone line exists to the

residence?

T-Mobile will continue to comply. T-Mobile will continue to allow Florida Relay users to retrieve
messages from an answering machine at the same location as the relay user using a single
telephone line. T-Mobile uses the following standard procedures to process Answering Machine
Retrieval (AMR) calls. When a Florida Relay user asks for AMR, the CA will instruct the Florida
Relay user to place the phone near the answering machine to play the messages (PLS PLACE UR
HANDSET NEXT TO ANS MACH AND TURN ON) GA. The CA will use the recording feature to
record all messages. Once the messages have been recorded, the CA will wait for the Florida
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Relay user to place the handset back on the TTY. The CA will replay messages using the
recording feature at a speed that allows the CA to relay all messages verbatim to the Florida Relay
user, When all messages have been typed, the CA will inform the Florida Relay user and await
further instructions (END OF MESSAGES) GA. As with all other recordings captured as a part of
call processing, AMR recorded messages are automatically deleted from the CA’s terminal once
the relay call is completed.
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Item 29 - Voice and Hearing Carry-Over (RFP ref. B-19)

The provider shall provide both voice and hearing Carry-Over upon request of the user. A TDD
user may request Voice Camy-Over (VCO) which will allow him/her to speak directly o the
telephone user and receive the message typed back on the TDD. In addition, a TDD user may
request Hearing Carry-Over (HCO) which wifl enable the TDD user to directly hear what the
telephone user is saying and type back hisfher message, which will be spaken by the operator.

As part of Its proposal, the bidder shall describe in detail how incoming 2-line VOO calls will be
handled. As part of its proposal the bidder shall also describe in detail how cutgoing 2-line VCO
calls will be handled.

The provider shall make provision for two persons who have a hearing loss to speak for
themselves by means of Voice Carry-Over {o Voice Carry-Over (VCO to VCO) and for two persons
who are speech disabled to hear for themselves by means of Hearing Garry-Over to Hearing Carry-
Over (HCO to HCO).

T-Mobile has read, understands, and will continue io.comply with all RFP.B-18 requirements.

T-Mobile will continue to comply. T-Mobile honors all requests for Voice Carry Over (VCO} and
makes it easy for Florida Relay users to access the service by registering a Customer Profile,
requesting to use this service call-by-call or by dialing the dedicated toll-free number.

Hearing Carry Over (HCO) allows a person to listen directly to the person he/she is calling and
respond by text through the CA (and viceversa). This advancement eliminates the Florida Relay
HCO user's need for reading macros or other functions and allows him/her to hear the call set-
up, ringing, and the called party answering the telephone.

VCO allows a user to speak directly to the person they are calling and receive responses by text
through the CA. The steps for a standard VCO-to-Voice call are:

¢ Florida Relay VCO user talks to voice caller directly

¢ Voice caller talks 1o CA

¢ CA types voice caller's message

¢ Florida Relay VCO user reads the message on the TTY screen

In addition to basic YCO service, T-Mabile provides the following VCO features:

+ Connect Options: T-Mobile provides access through direct connect mode or acoustic
mode. With a VCO phone, Florida Relay VCO users can set up calls using their voice as
opposed to having to set up calls via TTY transmission,

¢ VCO Aftribute-Based Routing: T-Mobile provides VGO Attribute-Based Routing via the
designated toli-free number. CAs who demonstrate a high degree of proficiency in
handling VCO calls receive specialized VCO training and can receive VCO calls. VGO
dedicated tollfree access numbers also assist VCO users calling from PBX lines or dual
household members.

& VGO with Privacy: This popular feature provides the YCO caller with added privacy on the
call. The GA does not hear the Florida Relay VCO user’s voiced messages, and no “GA”
is needed from the Florida Relay YCO user. The voice user is heard by the CA and gives
the “GA” each time to alert the GA he/she is finished speaking.

4 VCO Branding: Florida Relay VGO users may choose to have their telephone numbers
permanently branded as VCQ calls. When a telephone number is branded VCO, each call
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into 711 or T-Mobile Accessibility Customer Gare receives a unigque greeting that allows
the user to voice his/her call set-up instructions directly to the CA,

VGO User Experience

¢+ The Florida Relay VGO user dials the dedicated VCO access numbher, registers a VCO
preference in the Customer Profile, or requests YCO during direct communication with the
CA.

+ The CA requests the number the user would |'ke to dial. This number can be typed or
spoken. In addition, the Florida Relay VCC user may elect to provide additional ¢all
handling preferences, which the CA will follow.

+ After the CA connects ta the called party, GAs are trained to use a brief announcement to
explain VCO to the end-user.

T-Mobile recognizes that Florida Relay VCQ users may prefer to announce and explain their calls
themselves. The CA honors the Florida Relay VGO caller’s preference regarding announcing or
explaining each call. The CA always processes calls according to the Florida Relay VCO user's
preferences, FCC guidelines, and Florida Relay requirements.

T-Mobile makes it possible for Florida Relay VCO users to custamize their calling experience,
including:
¢ Feature Gustomizable Options Announcing the Call: Florida Relay VCO users can
determine if and how their calls are announced.
+ Explaining the Senvice: Florida Relay VCO users can also determine if and how service is
explained to callers. Florida Relay VGO users can select to use a standard explanation or
a personalized script.
+ Requesting Privacy: Florida Relay VCO users can make their calls private, allowing only
the CA to listen to the other party while the VCD's veice is muted.
+ Flexibility to Switch ta TTY: Florida Relay VCO users can switch between voicing with VCO
and typing on the TTY any time during their call including during cafl set-up, conversation,
or during call wrap-up.

T-Mobile provides 2-Line VCO (2LVCO) as a standard service. 2LVCO allows a Deaf or Hard of
Hearing person with two telephone lines to use one line for speaking directly to a hearing person
while the second line is used to receive the hearing person's typed responses. This feature
provides a more natural flow of conversation without the pauses of singleline calls. The basic
steps for users with multiple phones who wish te use 2LVCO are:

+ Dial the VCO phone number.

+ The relay center answers with the GA’s number, the CA's gender, and VOICE (OR TYPE)
NOW GA. , '

+ The Florida Relay VCO user types the area code and telephone number associated with
the second line and then types TWO LINE VCO GA. This information can also be stered
in a Florida Relay 2LVCO user’s profile.

+ When the second line rings, the Florida Relay 2LVCO user answers using voice and asks

the CA to hold.
¢ The Florida Ralay 2LVCO user presses the conference button and dials the third party's
number.
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4 The Florida Relay 2LVCO user presses the conference button again to "bridge” all three
parties.

The basic steps for users with three-way calling wanting to use 2LVGO are:

4+ Follow the first four steps of the 2LVCO process.

+ Press and release the receiver button or flash key on the phone.

4 Dial the third party's number.

# Press and release the receiver button or flash key again to bridge all three parties,

¢ Once the Florida Relay 2LVCO user is connected to the voice caller, the 2LVCO call
progresses.

4 The Florida Relay 2LVCQ user and voice user can speak directly to each other
simultaneously,

% The CA types the voice caller's message to the Florida Relay 2LVCO user.

4 The Florida Relay 2LVCO user reads the text message on the TTY,

¢ The CA's microphone is muted to enhance the caller’s privacy.

The Florida Relay user's line must have conference/three-way calling capability. T-Mobile advises
Florida Relay users to contact their phone company for adding three-way calling. To speed up
the call set-up process, T-Mobile aids Florida Relay users in establishing Customer Profile notes
that contain the Florida Relay user’s 2LVCO personal preferences and instructions.

Reverse Two-Line VGO (R2LVCO}

Voice users can place a call 1o the Florida Relay R2LVCO user. The Florida Relay R2LVCOQ user
receives the call and connects to the CA via a standard telephone with three-way calling. The CA
dials the second {TTY) telephone at the Florida Relay R2LVCO user’s location. The Florida Relay
R2LYCOQ user speaks to the hearing person on one (voice) line and uses the second (TTY)
telephone to receive the CA’s typed responses voiced by the hearing person. Like 2LVCO, there
is no need to give the “GA” or wait a turn, thereby allowing for a smoother and maore natural flow
of conversatian.

T-Mobile provides the following VCO features and enhancements:

# VCO Acoustic and Direct Connect Mode: T-Mobile’s carry over services have been
designed to offer Florida Relay users with the most flexibility possible. Caller can either
type requests for VCO or setup VGO calls using their voice, without requiring TTY
transmission.

¢ Dedicated VCO Toll-Free Number: T-Mobile will continue to provide a dedicated tollfree
number to support VCO. This dedicated number is answered with the acoustic mode
automatically turned on, which allows the Florida Relay VCO user to immediately speak ta
the CA, minimizing the call set-up time and provide faster service for customers. [f the
Florida Relay VCO user prefers to type his/her instructions, the CA can easily switch to
read the Florida Relay user's typing. These numbers are especially helpful to users calling
from PBX lines and/or dual household members.

¢ 711 Access: Florida Relay 711 Callers can request HCO at any time. When reguested,
the CA will confirm the request {send a macro: “{(VCO ON) GA™}.

¢ VCO Gate (Attribute-Based Routing): While all CAs receive training on how to process
VCO calls, T-Mohile identifies CAs that demonstrate a high proficiency in handling VGO
calls. This specialized group of CAs receives YCO calls.
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¢ VCO Permanent Branding: Florida Relay callers can request to always have their calls
answered as a VGO caller. When requested, the following macro is displayed to the Florida
Relay user: “FL RELAY OPERATQR XXXXM/F VOICE {OR TYPE) NOW GA”. The telephane
line is open so the CA can hear the Florida Relay VCO user speak or press a button to
read, if the Florida Relay VCO user prefers to type instructions.

¢ Standard VCO Announcement. When placing a call, the CA is trained to use a brief
announcement to explain VCO to the hearing user. For example, “HELLO. A PERSON
WHO MAY BE DEAF OR HARD-OF-HEARING IS CALLING YOU THROUGH FLORIDA
RELAY. THIS IS CA XXXX. HAVE YOU RECEIVED A VOICE THRU CALL BEFORE?"

¢ Custom VCO Announcement: Florida Relay VCO users have the option to personalize how
a VCO call is announced to the voice user. For example, some YCO customers prefer to
have the CA remain silent and not to announce they are on the call.

¢ Standard VCO Explanation: If the hearing party has received a VCO call before, the call
will begin. [f not, the CA sends a macro to the Florida Relay VCO user which informs
him/her that he/she is explaining relay. The CA provides a brief VCO explanation to the
hearing user, such as: “THE PERSON WHO IS CALLING WiLL BE SPEAKING DIRECTLY
TO YOU. WHEN HE/SHE SAYS THE PHRASE, “GO AHEAD,” THAT INDICATES THEY ARE
DONE SPEAKING AND ARE READY FOR YOU TO RESPOND. WHEN YOU TALK, THE CA
WILL BE TYPING EVERYTHING HEARD BACK TO THE CALLER. ONE MOMENT FOR
YOUR CALL TO BEGIN.”

¢ Custom VCO Explanation: The Florida Relay VCO user may also elect to customize how
VCO is explained to the voice user or may elect to explain the relay service directly.

4 VCO with Privacy: Florida Relay VCO users can request VCO with Privacy/No GA. This is
a popular feature with VCO users. The feature provides the Florida Relay TTY caller with
added privacy, because the CA does not hear the Florida Relay VCO users’ voiced
messages. No “GA” is needed from the Florida Relay VCO user. The voice user is heard
by the CA and gives the “GA” each time to alert the CA that he/she is finished speaking.

+ VCO-TTY and TIY-VCO: T-Mobile ensures Florida Relay VCO users and TTY users can
communicate. The CA types the VCOQ's voiced message to the Florida Relay TTY user.
The Florida Relay TTY user types his/her message directly to the Florida Relay VCO user.

¢+ VCO-VCO: T-Mobile's CAs process VCO-VCO calls in which the CA types to each party’s
voiced message to the other user.

+ Two-line VCO: T-Mobile provides Two-Line VCO (2LVCO) when the Florida Relay VCO
user has two-lines and three-way calling to connect a separate text line with relay, and
voice connection with the called party.

¢+ Reverse 2LVCO: T-Mobile enables voice users to contact Florida Relay VGO users using
the 2LVCQO method. During these calls, the GA does not announce the service, unless
specifically requested by the Florida Relay VCO user.

¢ VCO-STS: T-Mobile provides support for Florida Relay VGO users who wish to call a person
with a speech-impairment (who does not own a TTY).

¥ VCO featuring re-voicing support STS Voice Carrv-Over: |If desired, T-Mobile will provide a
VCO service featuring re-voicing support for Florida Relay VCO users. This feature enables
persons with Hearing Loss, Low Vision, and Speech Disabilities to use their voice to
commupnicate on the telephone. This form of VCO service utilizes T-Mobile’s specially
trained STS CAs, who can recognize and relay the speech of Florida Relay users with
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speech disabilities. Specially trained STS CAs function as voice facilitators for users with
speech disabilities who have trouble being understood over the telephone. The Florida
Relay STS VCO user uses his/her own voice, speaking directly to the voice caller.
Depending on the needs of the Florida Relay STS/VGO user, the STS CA is ready to assist
only if the voice user cannot understand the Florida Relay STS VGO user, or if the Florida
Relay STS VCO user requests the STS CA re-voice the entire VCO conversation. During
the call, the STS VCO CA will type the hearing person’s voice response to the Florida Relay
STS VGO user. While the Florida Relay STS VCO user is talking, the STS CA will not type.

+ Pacing for VCO Users: Florida Relay VCO users may select the speed in which they receive
typing from the CA. Originally developed for DeafBlind users, T-Mobile ensures the Pacing
feature appeals to many Florida Relay VCO users who wish to receive slower typing from
the CA.

A. Hearing Carryover HCO:
The TRS must accept calls from a hearing-capable caller who is speech-disabled and
permit this caller to receive transmission directly from the other party without any
intervention from the CA.

T-Mobife wifl continue to comply. HCO allows a person ta listen directly to the person he/she is
calling and respond by text through the CA (and vice-versa). This advancement eliminates the
Fiorida Relay HCO user’s need for reading macros or other functions and allows him/her to hear
the call setup, ringing, and the called party answering the telephone. The steps for a standard
HCO-to-Vpice call are.

¢ The Florida Relay HCO user types his/her conversation to the CA.
4 The CA then voices the typed message to the voice caller.
® The voice caller talks directly to the Florida Relay HCO user.

In addition to basic HCO service, T-Mobile provides the following HCO features:

« HCO with Privacy: This enhancement offers the Florida Relay HCO caller added privacy
on a call because the CA does not hear the hearing users’ voiced messages. The CA is
engaged only to voice the Florida Relay HCO user's typed message.

+ HCO Branding: Florida Relay HCO users may choose to have their telephone numbers
permanently branded as HCQO. When a telephone number is branded as HCO, each call
into relay receives a unique greeting allowing the Florida Relay HCO user io listen directly
to the CA rather than initiating contact through the TTY.

HCO User Experience

¢ The Florida Relay HCO user dials 711 or the Florida Relay toll-free access number,
registers an HCO preference in the Customer Profile, or requests HCO through the CA.

# The CA will voice the request for the number the user wants to dial {if the user has asked
for HCO). The Florida Relay HCO user may provide call-handling preferences, which the
CA will follow.

¢ The CA will dial the call. The Florida Relay HCO user hears the phone ringing, a busy
signal, or how the phone is answered.

The CA provides an HCO announcement to the end-user. If the hearing party has received an
HCO call before, the call commences immediately. The Florida Relay HCO user can begin typing
his/her conversation, and the CA will read it. If the hearing party is unfamiliar with HGO, the CA
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will expiain the service, T-Mobile recognizes that Florida Relay HCO users may prefer to announce
and explain their cafls. The CA processes the call according to the Florida Relay HCO user's
preferences, FCC guidelines, and Florida Relay's requirements.

T-Mobile provides 2-Line HCO (2LHCO) as a part of T-Mobile standard service offer. 2LHCO
provides close to realtime conversations between a Florida Relay HCO user and a voice caller.
Two telephone lines and three-way calling are required. The Florida Relay 2LHGO user listens to
the hearing person on one (voice} line and uses the second (TTY) telephone line to type his/her
responses to the CA, who then voices to the voice caller. There is no need to give a “GA" or wait
a turn, which facilitates a smoother and more natural conversation.

Reverse Two-Line HCO (R2LHCO)

A voice caller can initiate a call to a Florida Relay R2LHCO user. The Florida Relay R2LHCO user
receives the call and connects to the CA via the standard phone with three-way calling. The CA
dials the second (TTY) telephone at the Florida Relay R2LHCO user’s location. The Florida Relay
R2LHCO user listens to the voice caller on one (voice) line and uses the second (TTY) telephone
to type their responses to the CAs, who then voices to the hearing person. There is no need to
give the "GA” or wait a turn, allowing for a smoother and more natural conversation.

T-Mobile provides the following HCO features and enhancements:

+ HCO Acoustic and Direct Connect Mode: T-Mobile’s HCO services have been designed
to offer Florida Relay users with the most flexibility possible, Florida Relay HCO users ¢an
immedijately hear the GA (acoustic mode) or can request the CA type during the call.

¢+ Voice Progression Technology: This advancement eliminates the Florida Relay HCO
user’s need for reading macros and allows him/her to hear the call set-up, ringing and the
called party answering the telephone.

¢ 711 Access: T-Mobile does not limit HCO usage to the dedicated numbers. Callers can
request HCO at any time. When requested, the CA will confirm the request (speak to the
Florida Relay user by saying, “(HCO ON) GA”).

¢ HCO Permanent Branding: Florida Relay users can request to always have their calls
answered as an HCO caller. When a call arrives, the CA will speak directly to the Florida
Relay HCO user: “HELLO. FL RELAY OPERATOR XX)XXM/F MAY | HAVE THE NUMBER
YOU ARE CALLING PLEASE?”

¢ HCO Announcement: When placing a call, the CAs are trained to use a brief
announcement to explain HCO to the hearing user. For example, “HELLO. A PERSON IS
CALLING YOU THROUGH FLORIDA RELAY. THIS IS CA YXXXX. HAVE YOU RECEIVED A
HEARING THRU CALL BEFORE?"

+ HCO Explanation: If the hearing party has received an HCO call before, the call begins.
If not, the CA provides a brief HCO explanation, such as: “THE PERSON WHOQ IS CALLING
YOU CAN HEAR BUT DOES NOT SPEAK. YOU WILL BE ABLE TO SPEAK DIRECTLY TO
YOUR CALLER AND THEY WILL BE ABLE TO HEAR YOUR MESSAGE. WHEN YOU ARE
FINISHED SPEAKING, PLEASE SAY THE WORDS “GO AHEAD" AND THAT WILL INFORM
THE CALLER THAT IT IS THEIR TURN TO RESPOND. THEY WILL TYPE THEIR
RESPONSE, WHICH WILL BE READ TC YOU. ONE MOMENT FOR YOUR CALL TO
BEGIN.”

4 HCO with Privacy: Florida Relay HCO users can request ‘HCO with Privacy’. This feature
provides the Florida Relay TTY caller added privacy on his/her call because the CA does
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not hear the hearing users’ voiced messages. The CA is engaged anly to voice the Florida
Relay HCO user's typed message.

¢ HCO-TTY and TTY-HCO: T-Mobile ensures Florida Relay HCO users and TTY users can
communicate. The CA voices the TTY's typed message to the Florida Relay HGO user.
The Florida Relay HCO user types his or her message directly to the TTY user.

+ HCO-HCO: T-Mobile's CAs process HCO-HCO calls in which the CA voices to each Florida
Relay HCO user the typed message of the other user.

4 Two-Line HCO: 2LHGCO provides close to realtime conversations between people with
speech disabilities and the hearing people. Two telephone lines and three-way calling is
neaded for this type of relay. The Florida Relay 2LHCO user listens to the hearing person
on one {voice) line and uses the second (TTY) telephone line to type their responses to
the CA who then voices to the hearing person. There is no need to give the “GA” or wait
a turn, allowing for a smoother and more natural flaw of conversation.

& Reverse Two-Line HCO: T-Mobile enables voice users to contact Florida Relay HGO users
using the 2LHCO method.

+ HCO-STS: T-Mobile provides support for a Florida Relay HCO user that wishes to call a
person with a speech disability (who does not own a TTY).
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Item 30 - Captioned Telephone Voice Carry-Over (RFP ref. B-20)

The provider shall provide as part of its proposal a description of how Captioned Telephone or
its equivalent service will be provided, including 2-line captioned service. If an equivalent service
is provided, it must be compatible with the existing Gaptioned Telephone telephones currently
in use by end users. The provider shalf price the Captioned Telephone service separately from
ather relay services in its price proposal. No roaming or guest options are to be allowed.

The provider shall conduct monthly test calls on live calls using a statistically valid sample of its
Florida captioned telephone calls, with results being submitted to the cantract administrator on
a monthly basis. The provider shall use prepared scripts that reflect a typical conversation and
calling through the relay captioned telephone system the same as other live calls. The purpose
of these calls will be to ensure all federal and state requirements for relay service are met. The
provider shall explain as part of its proposal how it will conduct the test calls to determine the
adequacy of service provided by the captioned telephone service.

T-Mobile has read. understands, and will continue to comply with all RFP B-20 requitements.

T-Mobile will continue to provide CapTel that meets FCC minimum standards. CapTel offers
Florida Relay users functionally equivalent communication options for Deaf, Hard of Hearing and
Late-Deafened Floridians.

Captioned Telephone Inc. (CTI) is the partner for all relay providers (who contract with states}) to
ensure strict quality standards and active control over CapTel operations and technology.

¢ All CapTel traffic is processed using CTI's platform and technology.
¢ CTl routes calls to CapTelenabled call centers.
+ T-Mobile’s Quality team reviews customer feedback and works with CTl on quality

assurance.

CapTel allows people with a hearing loss who can speak to voice their conversation directly to a
voice user. A specially trained CA uses speech recognition technologies to transcribe the speech
of the non-CTS party into text and correct transcription errors to provide captions to the GapTel
user. A CapTel phone is required to use CapTel service.

Florida Relay CapTel Service Specifications

¢ Accessible: CapTel will continue to be accessible 24x7. Spanish CapTel service is also
available from 8 a.m.-12:00 a.m. ET.

+ Appropriate: T-Mobile will continue to bill the FPSC for CapTel calls with ANlbased
reporting. With this option, the telephone numbers of the calling and called party are
used to determine jurisdiction. ANl-based billing is the method employed by other types
of relay (traditional TRS and ST8). This approach to billing allows the FPSC to set calling
restrictions such as requiring either the calling party or called party must be using a
Florida-based telephone number.

4 State Specific: T-Mobile will continue to offer the FPSC CapTel reporting including
average speed of answer (ASA), service level with and without abandons, and abandoned
calls.

¢ Helpful: Specialized CapTel Customer Care is staffed 24x7. Specialized CT! Customer
Care is closed on New Year’s Day, Memorial Day, 4th of July, Labor Day, Thanksgiving
Day, Day After Thanksgiving, Christmas Eve, Christmas Day. On those days, Florida Relay
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CapTel users have the option to leave a message or to contact the Customer Care general

access number, which is always available.
# Compliant: T-Mobile's CapTel service is compliant with all state and federal requirements,

Compatibility with Existing CapTel Phones and Features

T-Mobile's CapTel service permits wireline CapTel-device owners to take full advantage of the
phone’s built-in features. T-Mobile supports current and previous wireline CapTel phones,
including the 200, 800, and 840 models. T-Mobile works closely with users to determine which
new features are desired. T-Mobile will continue to work with CTl to develop new phone features.
As a CapTel leader, T-Mobile is working to ensure each Florida resident who is eligible to receive
a phone, receives the right phone.

Standard Call Features

- Call Feature Explanation

Flarida Relay CapTel users can place calls to or retrieve messages from answering
machines and vaicemail systems. Florida Relay CapTel users can also retrieve
captions for answering machine messages from their same physical location. When a
Machines caller leaves a message on the CapTel phone, captions are recorded once. The
Florida Relay user can play back captions and audio as many times as they would like
without incutring additional answering machine retrieval charges to the FPSC.

Answering

‘ When a Florida Relay 2-line CapTel (2LCT} user hears (or reads “beep” in the captions
to inform the user a call is waiting), the Florida Relay CapTel user presses the flash

1 Call Waiting  button to switch to speak to the second caller with captions. When finished, the

: Florida Relay CapTel user can switch back to the first caller by pressing the flash

| button again,
Defaullf . The FPSC can determine its own default amplification settings an CapTel devices. The
Amplification . ) .
Settings 40 dB maximum can be turned on/off based on the Florida Relay’s needs.
| T-Mobile provides full access to all types of recordings. CapTel CAs can pause or slow ]
g down the canversation to fully capture a recording or conversation and provide
Recordings . . . .
accurate captions. Florida Relay CapTe! users can make selections by pressing
| buttons on the CapTel phone.
Florida Relay CapTel users can store up to three speed dial numbers in the CapTel
| Speed phone. To place a call using a speed dial number, the Florida Relay GapTel user
Dialing ensuyres captioning is turned on and presses the number of the Speed Dial entry. .
| Additional numbers can be stored as contacts.
' T-Mobile provides three-way calling for Florida Relay CapTel users. Florida Relay 2LCT ‘
users can host, join, or be added to any three-way call in the same way as traditional
Three-Way . I .
Calling telephone users. Florida Relay 1LCT users can join any three-way call in progress. To

be added, the host of the three-way call dials the CapTel number and enters the
| Florida Relay CapTel user's phone number.

Types of Calls Supported
T-Mobile provides access fo all types of calls, except those waived by the FCC. The following
chart defines T-Mobile’s call types:

Call Feature ] Explanation

Emergency Florida Relay 2LCT users can continue to place 911 calls where one line is routed
Calling (2LCT) ! directly to the appropriate 811 center and the second line is routed to the center.
[ This allows the Florida Relay user to receive captions on one line and hear the
| conversation on the other line.
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Call Feature

Explanation

Emergency When calling 911 in emergency situations, the Florida Relay 1LCT user's call is
Calling automatically routed to the appropriate 911 center directly and does not go through
(Standard the captioning service. The CapTel phone functions as a VCO phone so there are no
1LCT) delays reaching emergency personnel.
Interstate & Florida Relay CapTel users will continue to have access to interstate and
International international calling. Voice access from international locations is available. These
minutes are billed to the Interstate TRS fund.
Local Florida Relay CapTe! users will continue to have unlimited access to local calling.
Regional Florida Relay CapTel users will continue to place regionally directed or regionally
numbers restricted toll-free calls. T-Mobile also provides access to N11 numbers (211).
Tollfree Florida Relay CapTel users can continue to place calls to all tollfree numbers.

2LCT is an optional way to use the CapTel phone that is more convenient and transparent for
Florida Relay CapTel users and their callers. By using two telephone fines instead of just one,
the CapTel phone displays captions on every call, at any point in the call. T-Mobile offers 2LCT
for the same rate as standard CapTel.

The Florida Relay CapTel user will continue to receive the benefits of the standard telephone
service with 2LCT. With a purchase of a second phone line, Florida Relay CapTel users receive
calls directly, as with standard telephone services. Extension phones in the house can be used
at the same time and the Florida Relay user can choose to see captions at any time during a call
or turn them off.

Standard CapTel (1-Line}

Captions and voice are provided across one line.

2-Line CapTel
Conversation is carried on one line; captions
are provided on the second.

Captions must be initiated at the start of a call.

Captions can be turned on or off on demand, at
any point in a conversation.

Voice callers must first dial a toll-free Florida Relay
CapTel number, then the Florida Relay CapTel
user’s number.

Incoming calls are automatically captioned.
Voice callers dial the CapTel user's phone
number directly.

Call-waiting tones may interrupt captioning support.
Call-waiting cannot be used during a captioned call.

Call-waiting can be used with 2LCT calls.

Automatic call-back (*68) option cannot be used.

Automatic call-back {*69} option is supported.

Callsto 911 and 711 are treated as VCO calls and
routed to 911 and Florida Relay, The 911 or CA's
typed messages appear on the CapTel display, but
no sound is provided while receiving captions.

Calls to 811 and 711 are captioned through

CapTel on the second line. The voice f

conversation is conducted on the first line.

Both sounds and captions are provided on the
call.

Calls are automatically routed through the service
on outgoing calls only.

| Calls are direct between parties with captions
| on all calls.

Requires one standard (analog) telephone line.

| Requires two standard (analog) telephone lines.

Because 2LCT uses separate voice and data connections, it offers the most efficient way to access
emergency services via 911 response centers. With 2LCT, the Florida Relay user is connected
directly to 911 on a standard voice connection. The captions are connected on the second line.
When using 2LCT to call 911, the call is connected:

¢ In the fastest time
¢ To the most appropriate 911 Center every time
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+ With a reliable voice_grad_e connection
& With full speed captions

T-Mobile continues to support calls from a Florida Relay CapTel user to a Florida Relay TRS user.
The Florida Relay CapTel user dials the Florida Relay voice toll-free number. The Florida Relay
CapTel user is automatically connected to a CapTel CA for captioning. Simultaneously, the call
connects to the TRS CA who dials the outbound TTY, VCO, or HCO. For STS calls, T-Mobile
recommends Florida Relay CapTel users call the STS number directly or ask the TRS CA for a
transfer to an STS CA. These calls do require the use of two CAs to provide relay services to both
parties using separate technology. As with any CapTel call, the CapTel CA is transparent to the
Florida Relay user.

T-Mobile will continue to process calls from Florida Relay TRS users to Florida Relay CapTel users,
To place these calls, the Florida Relay user may inform the CA he/she is placing a call to someone
with a hearing loss who uses CapTel or may provide dialing instructions. Additionally, T-Mobile
provides voice users with access to CapTel through 711. When a hearing caller dials 711 and
requests to dial a Florida Relay CapTel user, the TRS CA will immediately transfer the caller to
CapTel. The hearing caller will not be required to hang up and dial a separate number.

While access to 711 is waived for Florida Relay CapTel users, T-Mobile makes it possible for
Florida Relay CapTel users to access Florida Relay’s TRS. After dialing 711 from a CapTel phone,
the user is connected to T-Mobile’s TRS platform and is programmed to default to its VCO-mode
settings.

Florida Relay CapTel users are never re-routed to another relay call type. Since the access number
for the CapTel phone is transparent and never dialed by the Florida Relay user, the number is
captioned without any need to be re-routed to the CA for call processing. Since the CA is
transparent, there is no interaction between the Florida Relay user and the CA.

The following is available to Florida Relay users who operate a CapTel phone as a VCO phone
and use TRS:

+ Florida Relay users can reach TRS by dialing 711.

+ Dialing 711 on the CapTel phone will enable users to reach Florida Relay TRS service,
which is separate from the captioning service.

¢ Dialing 711 on the CapTel phone puts the phone into VCO mode to facilitate conversations
via traditional VCQ.

Spanish CapTel

T-Mabile offers Spanish language CapTel calis to Florida Relay. The FCC has granted a waiver
for providing 24x7 service for Spanish CapTel, T-Mobile’s Spanish CapTel service is available
between the hours of 8:00 AM-12:00 AM ET, 7x365. Specially designed workstations have been
modified to provide voice recognition software and macros to the caller in Spanish.

Florida Relay CapTel callers can turn Spanish on or off for outbound calls by dialing (*7726 or
*SPAN) on the CapTel phone or by adjusting the Caption Settings in the Menu. Calls must be
processed in only one language. If the party chooses Spanish, the called party must speak
Spanish during the entire conversation. Alternatively, a Florida Relay CapTel customer can also
contact customer care. Customer Care will direct the Florida Relay CapTel user regarding
selecting Spanish. For future calls, the Florida Refay CapTe} user can turn Spanish on/off based
on the type of call he/she wants to make. Spanish-speaking Florida Relay CapTel users may dial

Docket No. 20210049-TP Page 84

166



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

T-MOBILE =
T RS Ly i
711 during non-operating hours to access Spanish; the CapTel phone is designed fo work as a
VCO phone with Florida Relay when 711 is dialed.

Test Calls
T-Mobile will continue to comply with the FPSC's request for monthly test calls, with results

submitted monthly. Scripts will continue to reflect “typical conversation.” Testing will ensure T-
Mobile continues to comply with Federal and State requirements. .

A third-party company, experienced in evaluating CapTel service, will continue to conduct monthly
test calls using a statistically valid sample of Florida Relay CapTel calls. T-Mobile believes a
neutral evaluator offers a fair and impartial test of a service provider's actual service and brings
additional value to the FPSC. T-Mobile, CTi, and the independent evaluator will work closely to
develop and deliver testing parameters that mimic true-life scenarios. Prepared scripts will be
used that allow adequate time to assess each CA's performance. Test calls will be presented to
the call center in the same manner as all other live calls. The CA will have no inside knowledge
that the Florida Relay CapTel user is conducting a test call. T-Mobile's Florida CapTel testing will
ensure CAs meet Federal and FPSC requirements including the 80-wpm transcription rate and
verbatim transcription,
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The provider shall provide Turbocode™, or its functionally equivalent, service that allows the relay
user to interrupt the CA or other TDD user as part of the basic relay system.

Pricing for this service shall be included in the basic relay price in the bidder's price proposal.

T-Mobile has read. understands. and wilf continue to comply with all RFP B-21 requirements.

—

T-Mobile will continue fo offer enhanced protocol/turbo software functionality to Florida Relay
users. T-Mobile will continue to offer Florida Relay users the flexibility to set the preferred answer
mode for each tollfree number. T-Mabile will answer all calls to 711 from Florida Relay callers
who have not registered a preference by voice. Florida Relay callers who have registered a
preferred connection mode are answered using that mode. If the caller has previously dialed
Florida Relay, T-Mobile will answer the call using the caller's last known communication mode to
speed up the call set-up.

All relay telecommunications equipment assigned to support Florida Relay receives and transmits
in Voice, Baudot, and ASCIl codes, with Baudot (TTY) as the primary setting. Access via all
commonly used TTY protocols, including 2400 and ASCII rates, are available at each CA position.
When a call is received by the CA, TTY signals are automatically identified as either Baudot cr
ASCll; if ASCII, the Baud rate is detected. ASCIl rates up to and including 19,000 bps are
supperted. Additionally, the U.S. TTY Baud rate of 45.5 and the international TTY rate of 50 Baud
are supported. Automatic identification of calltypes for incoming calls provides a quick and
efficient technique for vatied relay user input and reduces the average CA work time.

Intelligent modems allow the CA to handle voice/data lines from the same CA station.
Additionally, T-Mobile's equipment can send and receive Dual Tone/Multi-Frequency signals, so
the CA can navigate Interactive Voice Response Units (VRUs), answering machines, and other
automated systems.

Turbo Code

Turbo Code technology saves time and money on every call - automatically. Unlike traditional
Baudot communication that slows down transmissions, Turba Code displays TTY characters in
realtime - as fast as typing occurs. Turbo Code allows users to interrupt one another, giving a
mare natural, back-and-ferth feeling to the conversation. T-Mobile’s modems have an auto-detect
feature to connect in Turbo Code,

Turbo Code Benefits

4+ Faster Typing: One of the most popular benefits of the Turbo Code protocol is the ability
to receive typing as quickly as the other party types. For some Florida Relay Turbo Code
TTY users, the enhanced speed can be too fast. |If the Florida Relay user desires, the CA
can decrease his/her typing speed for Florida Relay Turbo Code users. Florida Relay
Turbo Code TTY users can also scroll back using the device to view the previous text.

+ Interrupt Functionality: TTY conversations have historically required the two parties to
take turns talking, with each party giving the “Go Ahead” to the other party when they are
dane typing. The Turbo Code protocol allows users to interrupt each other. CAs receive
interrupt reguests directly from Florida Relay Turbo Code TTY users.
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CAs can also disable Turbo Code. For example, a caller can dial Florida Relay and establish a
Turbo Gode connection. If garbled messages occur (poor line quality), the CA can disable Turbo
Code and downshift to a Baudot connection, eliminating interference and allowing the user to
receive communication.

ASCH

T-Mcbile’s TRS modems also support faster transmissions using ASGI| protocols for TTY devices
(300 baud) and computers (2400+ baud). T-Mobile makes it easy for Florida Relay users ta take
advantage of ASCII features built-in their TTY devices. To use ASCII, Florida Relay users enable
the ASCII TTY default settings or configure the following settings for computers: 8 bits, no parity,
one stop bit, and full duplex. T-Mobile was the first relay provider to develop automated ASCH
detection and connection that allow Florida Relay ASCII users to be detected without manual CA
interaction, resulting in time and cost savings for Florida Relay.

Detecting Faster Protocols

T-Mobite’s intelligent modems automatically detect faster transmission protocols (Turbe Code and
ASCIl). The modems also allow switching between voice and TTY protocols. To reduce set-up
time, T-Mobile offers a selflearning database that answers calls using the last known
communication mode. Florida Relay users will also be able to register a permanent
communicatioh mode as a part of the Gustomer Profile that overrides the temporary selHearning
database.

Basic Relay Rats

Turbe Code and ASCII protocols are available to Florida Relay as part of T-Mobile's standard
features. Enhanced protocols speed up call processing that saves time for Florida Relay users
and results in fewer billable minutes o the FPSC. Using faster protocols can save 10-45% of the
time needed to make a call.
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ltem 32 - Speech-to-Speech (RFP ref. B-22)
The provider must offer Speech to Speech (STS) users the opticn to maintain at the relay center
a list of names and telephone numbers which the STS user calls. When the STS user requests
one of these names, the CA shall just repeat the name and state the telephone number to the
STS user. This information must be transferred to any new STS provider, ‘

Pricing for STS service shall be included in the basic relay service price in the bidder's price
proposal.

T-Mobile has read, understands, and will continue ta comply with all REP B-Eé’req_u._‘remenrs.

T-Mobile will continue to provide a list of names and telephone number that Florida Relay STS
users call. When the Florida Relay STS user requests one of these names, the CA will repeat the
name and state the telephone number to the Florida Relay STS user. This information would be
transferred to a new provide, if applicable. STS is a standard T-Mobile service. STS pricing is
included basic relay service pricing.

T-Mobile understands the desire of people with speech disabilities to be able to express
themselves on their phone calls. The STS is a relay enhancement that enables them to make their
own phone calls. STS CA are specially trained to understand different speech patterns and ensure
that Florida Relay STS users will be understood by the other party. Florida Relay STS users can:

¢ Listen to the other party during their phone calls
# Instruct the STS CA to repeat words upon request or re-voice their side of the conversation

+ Allow their voice to be heard by or be muted to the other party

T-Mobile facilitates communication without interfering with a Florida Relay STS user’s
independence. STS CAs do not counsel, advise, or interject personal opinions. STS CAs are
trained to re-voice the Florida Relay STS user's message as instructed. STS CAs ask Florida Relay
STS users to repeat or rephrase as needed to clarify a spoken message. -

With a Florida Relay STS user’s permission, STS CAs retain information from one inbound call for
use in subsequent outbound calls. Data is only retained for the duration of the inbound call. Per
FCC regulations, the information provided for the call set-up, remains confidential and cannot be

used for any other purpose.

T-Mobile understands there are people with speech differences who may prefer to have their voice
muted to the other party. STS calls can be. processed so that the other party hears only the STS
CA’s voice as they repeat the Florida Relay STS user’s message. Florida Relay STS users can
select these preferences in their TRS Customer Profile.

T-Mobile is the gnly company to provide dedicated Accessibility Care for STS which offers one-on-
one assistance and support for people with speech disabllities. This service is available 24x7 - at
no additional cost. STS users dial 877-787-1989 to reach Accessibility Care for STS.

Accessibility Care for STS Representatives are trained and prepared to:

¢ Describe how to make and receive STS calls and explain what to expect during the STS

call.

¢ Explain call setup opportunities including preferences for handling calls that can be
shared with the STS CA before placing an STS call.

¢ Explain strategies used by STS CA to assist with clarifying speech patterns.
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4 Review TRS Customer Profile options and assist with creating a profile.
4+ Make practice calls with the Florida Relay STS user.

T-Mobile knows STS is much more than an enhancement to the traditional relay service and will
continue to explore innovative ways to improve the Florid Relay STS users’ telecommunication
experience.

Basic Features of Speech-to-Speech (STS)

T-Mobile provides immediate access 1o STS service with automated 711 call routing for registered
Florida Relay STS users. For non-registered Florida Relay STS users, quick access to STS is
available by dialing the STS dedicated tolHree number or dialing 711 and asking for STS. .

T-Mobile complies with the FCC requirement for a “mute” feature which allows the Florida Relay
STS user o speak.only to the STS CA who then re-voices a message to the other party. The other
party hears only the voice of the STS CA. This “mute”® feature can be turned on or off at any point
and can be saved in the Florida Relay STS user’s TRS Customer Profile.

With the Florida Relay STS user’s permission, the STS CA retains information from one inbound
cali to assist the Florida Relay STS user with subsequent calls. When the Florida Relay STS user
hangs up, all temporary information is deleted to protect confidentiality.

The STS CA stays online with the Florida Relay STS user for their calls for at least 20 minutes of
effective communication before changing the STS CA. This long connection helps to reduce the
disruptions of the STS conversations due to the changing STS CA.

T-Mobile Enhancements fo STS -

*787 Wirsless Access

T-Mobile offers *787 (*STS on dial pad) dialing option for their wireless customers on T-Mobile
network. This short code allows a person with a speech disability to reach STS service to make
calls.

TRS Customer Profile

TRS Customer Profile helps speed up call processing for $T$ calis. Florida Relay STS users can
select their preferences and pravide instructions in their TRS Customer Profile;

Call Preferences

Florida Relay STS users select preferences for STS CA gender and language (English or Spanish).

Call Handling Options

Florida Relay STS users have the option of instructing the STS CA to repeat his/her words upon
request or re-voice their side of the conversation. The Florida Relay STS user also has the option
of having their voice heard by the other party or be muted so that the other party hears only the
re-voiced message via the 8TS CA.

Frequently Dialed Numbers

Florida Relay STS users may create and maintain a list of up to 100 names and telephone numbers
as their Frequently Dialed Numbers. At the beginning of a Florida Relay STS call, the Florida
Relay STS user provides the STS CA with the name of the other party to which he/she wants fo
call. The STS CA confirms the name and number before dialing and connecting with the other
party.
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Emergency Numbers
Florida Relay STS users may create and maintain a list of up to 30 phone numbers for quick
emergency calls {local police, doctor, attorney). Atthe start of a Florida Relay STS call, the Florida

Relay STS user provides the STS CA with the name of the emergency contact.

Permission Options for Quigoing Calls
Florida Relay STS users have the option to block calls being dialed from their phone number.
This can include calls to directory assistance or 800 numbers, in addition to specific phone
numbers.
Notes
Florida Relay STS users may provide instructions to STS CAs:

4 Before dialing the other party, ask me “Shall | inform the other party who is calling?”

% Always leave my name and phone number when [ leave a message on an answering

machine.

8TS Calt Setup
This optional feature enables the Florida Relay STS user fo provide additional information for a
specific STS call. Providing call setup instructions in advance can make the Florida Relay STS
user feel more comiortable and give greater context for the STS CA. This online form is to be
submitted 2-24 hours in advance and can include information such as:

¢ Phone number of the other party the Florida Relay STS user want to call

4+ Name of the other party

+ Additional instructions for the STS CA, for example:

= Announce lo the other party: °"Hi Vet, this is John calling about his dog.”

STS CAs
T-Mobile is the STS leader and offers comprehensive training for STS CA. To qualify to become

an STS CA, an applicant must successfully achieve:

+ Six months of employment as a relay aperator

+ Recommendation or approval from their supervisor or manager

# Proficiency in all areas of relay call processing including grammar, enunciation, and
vocabulary

4 Hearing acuity test administered by an audiologist using calibrated equipment to perform
a speech recognition test and pure tone test

After meeting all the above qualities, the STS applicants complete specialized training, testing,
and ongoing development programs, including:
# S$TS Training: T-Mobile's STS training has been developed in coordination with multiple
STS users and includes topics such as the increasing understanding of speech-disabled
users, the role of the STS CA, and facilitating communication without interfering with a
caller's control. To pass STS CA fraining, the employee must have successfully
demonstrated their ability to listen and understand audio spoken by individuals with a
variety of speech disabilities.
¢ Hearing Acuity Testing: Prospective STS CAs are required to pass a hearing acuily test
using calibrated equipment to perform & speech recognition test and pure tone test. Each
potential STS CA needs to score 92% or higher in each ear using a 50-ward, W-22, or NU6
speech recognition test. Each STS CA is required to possess a hearing acuity of 20dB or
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less in each ear using a pure tone sensitivity test at 250 Hz, 500 Hz, 1000 Hz, 2000 Hz,
and 4000 Hz. T-Mabile uses state-licensed professional audiclogists who are certified by
the American Speech-Language-Hearing Association with a Certificate in Clinical
Competence in Audiology {CCC-A) to conduct tests.

¢ STS Training Final Written Test: To graduate STS training, trainees must demonstrate an
understanding of all aspects of STS call processing as well as the ability to understand
speech patterns of people with a variety of speech disabilities. STS applicants must score
at least 90% on this test to graduate.

+ STS Performance Survey: After initial training, the STS CA's performance is assessed
through individualized surveys conducted twice a month. Supervisors evaluate each STS
CA while observing conduct on at least one STS call. The Performance Survey includes
listening skills, caller control, focus, and professional phone image. To pass this
evaluation, the STS CA must score at least 90%.

+ Quarterly Training: T-Mobile is committed to the ongoing training and evaluation of STS
CAs. Quarterly training is conducted to ensure STS CAs continue to develop skills
regarding the speech patterns of people with speech disabilities. Audio of people with
mild-to-severe speech disabilities, and STS users using an augmentative communication
device, is part of the refresher training or performance improvement activities.

T-Mobile's STS truly provides an excellent customer experience. We continue ta educate our STS
and Hearing Carry Over {(HCC) consumers about our functionally equivalent communication
options. Inaddition, T-Mobile STS website includes educational TS wehinars, an award-winning
STS video, informative flyers, customized “STS Call Me” cards and additional rescurces for
people with speech differences. With T-Mobile’s STS Florida Relay STS users have the freedom
ta make calls with confidence.
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item 33 -~ Access to Pay Per Call Services (i.e., 900/976) (RFP ref. B-23)

The provider shall provide access to pay per call services such as 900/976 numbers.

The bidder should explain how it will provide relay. service users with access to pay per call
services. Bidders are to describe how such access can be provided, how callers can disconnect
without being charged, and a methodology for billing the user directly for any charges incurred
from the pay per call service. The bidder should describe how it would deal with denied pay per
call calls and high bill complaints for 900/976 calls. Before placing the call, the GA shall advise
the caller that there will be a charge for the call.

The bidder shall explain in the proposal how interstate and inirastate pay per call charges shall
be separated for end user payment purposes.

nd will continue to comply with afl BEP B-23 requirements.

e

T-Mobile has read, understands, a

Calls to 9XX numbers are provided at no charge to the calling party. If a Florida Relay caller wants
to call a pay-percall service, he/she can dial 711 and provide the 8XX/3XX for the call. Almost ali
pay-percall vendors have migrated to 8XX numbers. Callers used fo pay for these calls via local
phaone bills, now these vendors require a debit/credit card.

The FCC requires that each pay-per-call provider include an introductory message at the start of
the call that includes the name of the company, a brief description of the information or service
to be provided, and the price terms of the transaction prior to beginning the charge for the call.
The recording will then be relayed to the Florida Relay. If the Florida Relay user chooses to accept
the charges, the pay-per-calil service provider will rate and bill the Florida Relay user.
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Item 34 - Caller ID (RFP ref. B-24)

When a TRS facility is able to transmit any calling party identifying informaticn to the public
network, the provider must pass through, to the called party, at least one of the following: the
number of the TRS facility, 711, or the 10-digit number of the calling party.

T-Mobile has read. understands. and will continue 1o cc?mp/y with all RFP. B-24 requitrements.

T-Mobile’s Caller ID service passes the calling party’s 10-digit number to the called party. This
ability increases efficient call set-up to Florida Relay users, even those who do not subscribe to
the service. To use Caller ID service, Florida Relay users need a telephone or other equipment
with a caller-ID display device and to subscribe to the service through their local phone company.
When placing calls, T-Mobile's relay platforms will be able to tell automatically if the caller prefers
to send his/her Caller ID or block it. If blocked, the Caller ID is not passed to the called party. If
not blocked, the calling party’s 10-digit number is displayed (rather than the TRS facility).

Caller ID Blocking
T-Mobile CAs can add a Caller ID block to a Florida Relay TRS user's line for use on that Florida

Relay call. When a Florida Relay TRS user dials into Florida Relay (without a Caller ID block
registered from the LEC) and asks the CA to block Caller ID, the CA can easily add a temporary
block. This is especially helpful for callers who have difficulty navigating the traditional *67 per-
line Caller ID blocking feature. This feature is also extremely helpful when multiple calis are being
made. For example, a Florida Relay TTY user may place a call to family and wishes Caller ID to
be displayed. On the next call, to respond to a classified advertisement, the Florida Relay TTY
user may wish to block his Caller ID. In this instance, the Florida Relay TTY user can ask the CA
directly to block Caller ID. This approach saves the Florida Relay TTY user time - he/she does
not need to hang up and redial into Florida Relay to make the second call with the Caller ID block.

Per Call Un-Blocking
Likewise, the CA can un-block a line that has registered a per-line or per-call Caller ID block with

the LEG. Many phone users do not accept calls from unknown users and will ignore the call or
block it completely using the “Anonymous Gall Rejection” LEG feature. If this happens through
Florida Relay TRS, the Florida Relay TRS user can ask the CA to unblock the Caller 1D and
immediately place the call. The Florida Relay TRS user will not have to hang up from Florida

Relay and call back in.

Return to Default

All requests for Galler ID and Caller ID blocks handled by the CA are available on a per-call basis.
The Florida Relay TRS user can select Caller ID settings on a peroutbound call basis. T-Mobile
does not save this information far future calls.

Anonymous Call Rejection

Anonymous Call Rejection prevents calls from callers who have blocked their Caller ID information
and is typically offered by landline carriers as a standard part of the Caller ID package. Florida
Relay users who have access to Anonymous Call Rejection from their carrier will continue to have
this service available through Florida Relay as this feature is activated by the LEC.

Fiorida Relay users who have enacted this feature will not receive calls from Florida Relay users
with their Caller ID blocked, When a Florida Relay user (with blocked Caller ID) places a call to
someone with the Anonymous Call Rejection feature, the CA will relay the LEC recording (“We're
sorry the party you have reached is not accepting private calls, if you want to alfow your number
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to be displayed hang up dial *B2 and redial the number.") to the inbound caller. If the inbound
Florida Relay caller wants to redial and send Caller 1D, the caller will need to hang up, unblock

his or her Caller ID, and redial the Fiorida Relay service and provide the CA with the telephone
number or ask the CA for last number redial (LNR),
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Last Number Redial allows the caller to have the system dial the last number called via relay
without the caller having to give the number to the CA.

T-Mobile has read, understands, and will continue te comply with REP B-25 requiremenis.

T-Mobile offers automated redial capability to make it easier for Florida Relay TRS users to redial
the last number they called through Florida Relay, even after they have hung up from Florida
Relay. -Like a redial button on a traditional telephone, Florida Relay TRS users can redial the last
called number. Florida Relay callers dial 711 (or other TRS access number) and say, “call the last
number,” “last number redial,” or “LNR.” The CA will press the appropriate keys to redial the
last number dialed through Florida Relay from that caller’s telephone number automatically.

Docket No. 20210049-TP Page 97

184



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2
U TMOBILE E
o AR Ry 7=
This page intentionally left blank.
Docket No. 20210049-TP o o Page 98

185



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Obscenities

186



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Ploiion

T} | T-MOBILE ZAS
P REES By HE=Y

Item 36 - Obscenity Directed at the Operator (RFP ref. B-26)

CAs do not have to tolerate obscenity directed at them. A proposal shall specify how the provider
will handle these situations.

T-fohiie has read. understands, and will continue to comply with all RFP B-26 requirements,

T-Mobile CAs do not counsel, advise or interject personal opinions. CAs do not counsel, advise,
or interject personal opinions or additional information during a call, even if the relay
communication breaks down, involves obscenities or illegal activity. CAs do not make any value
judgments on the cantent of any relay communication and will not hold personal conversations
with anyone calling Florida Relay. T-Mobile CAs are trained to convey the full content, context,
and intent of the conversation. CAs are prohibited from intentionally altering a relayed
conversation and must relay all conversation verbatim, unless specifically requested to do

otherwise.

T-Mobile’s CAs are trained to relay all calls without judgment, even when the conversation
between the inbound and outbound party refers directly to the CA and can be construed as
obscenity. When this happens, the CA remains calm and professional, and relays the call. CAs
do nat censor conversation between two users or interject personal opinions. CAs remain calm
and use detachiment techniques to maintain a professional phone image. At any time, if either
calling party requests a different CA or register a complaint about the services received, T-Mobile
will honor the request and attempt to resolve the user’s concern.

Comments Directed at the CA
Diffusing difficult situations for relay users is one of the things T-Mobhile does best. CAs and relay

center staff are trained to use techniques to diffuse potentially volatile situations where relay users
may direct abscenity at the CA before, during, or after a relay call. The staff remains calm,
professional, and polite, and try to understand the issue and resolve the issue without escalating
the relay user’s frustration. T-Mobile focuses on satisfying and delighting callers while supporting
the well-being of our CAs.

T-Mobile also has established escalation procedures for obscenity/abuse in instances where the
obscenity/abuse is hindering communication. For example, if a caller dials Florida Relay and
immediately begins cursing or using obscenity at the CA instead of providing dialing instructions,
the CA will attempt to re-focus the caller.

When redirection is not successful, CAs will escalate the call to a supervisor or management. The
supervisor will introduce him/herself and allow the relay user the opportunity to explain his/her
concern or to request relay service using a different CA. In the extremely rare case, the Florida
Relay user does not wish to move forward and make a relay call or register a complaint, the
supervisor or management staff will explain to the relay user obscenity/abuse is not appropriate
for the relay service and will encourage the relay user to redial when they would like to use the
setvice again.

Only after several attempts to satisfy the relay user and resolve the situation, will the supervisor
or manager disconnect a Florida Relay user. All instances are documented, and the logs are kept
on file. A call cannot be disconnected without official approval. Purposely disconnecting a relay
user may lead to disciplinary action, including termination.
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Item 37 - Emergency Calls (RFP ref. B-27)

The provider must use a system for incoming emergency calls that, at a minimum, automatically,
and immediately transfers the caller to an appropriate Public Safety Answering Point (PSAP). An
appropriate PSAP is either a PSAP that the caller would have reached if he had dialed 811 directly,
or a PSAP that is capable of enabling the dispatch of emergency services to the caller in an
expeditious manner. In addition, a CA must pass along the caller's telephone number to the
PSAP when a caller disconnects before being connected to emergency services.

T-Mobile has read, understands, and wijl continue to comply with all RFP B-27 requirernents.

T-Mobile accepts incoming emergency calls and automatically and immediately transfers those
calls to appropriate PSAPs. All T-Mobile CAs and staff members are trained to handle emergency
calls.

Emergency Call Procedures

T-Mobile always acts on the word “emergency.” o
CA hits a hot key to designate an emergency call. This prompts the system to use the Florida Relay
caller's NPA/NXX ta route the call to the 911 center. If the Florida Relay caller hangs up, the Florida
Relay caller's information is shared with the 911 center.
CA alerts a supervisor who assists the CA in processing the cali if needed.
Caller's ANlis p d to 911 as Caller ID.
CA identifies the call to the authorities.
| CA advises the inbound caller emergency services are on the line.
CA relays the call.
| Upon request, the CA connects the Florida Relay TTY caller directly to the PSAP (TTY).
| CA completes an “Emergency Incident Form” to document the call. |

T-Mobile ensures every CA and supervisor receives in-depth training on all emergency processes
and procedures. This training is reinforced through ongoing refresher training where relay call
center staff must demonstrate knowledge and proficiency of emergency processes and
procedures. Supervisors are available 24x7 to assist CAs when an emergency call occurs. CAs
also have immediate access to call processing steps via an online help screen. There are many
things that can happen during an emergency call, which require immediate action outside
traditional call processing.

If the inbound caller disconnects before connecting to 911, T-Mobile's CA software will continue
dialing the PSAP/emergency call center. The CA or supervisor will notify the PSAP call center of
the premature disconnect and provide the Florida Relay user's information to the PSAP. If a
Florida Relay user calls into the center, types “HELP GA” and hangs up, we will treat this as an
emergency call. Since the Florida Relay user does not give an emergency service name, T-Mobile
always connects the caller to 911. The CA will notify the supervisor who calls the PSAP and passes
on all known information about the call. The CA will also fill out an Emergency Incident Form as
a record. The PSAP will determine the emergency and dispatch emergency services.

Voice Emergency Calls
If a voice customer misdials 711 when he/she requires assistance from 911, the CA will

immediately connect the caller to emergency services. The CA will inform the caller: YOU HAVE
CONNECTED TO A TELEPHONE RELAY SERVICE FOR THE DEAF AND HARD OF HEARING. IF
POSSIBLE, YOU SHOULD HANG UP AND DIAL 911. IF NOT, WE CAN ATTEMPT TO CONNECT
YOU TO A 911 CENTER NEAR YOUR ASSIGNED TELEPHONE NUMBER, BUT THERE COULD BE
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SIGNIFICANT DELAY IN GETTING ASSISTANCE. T-Mobile never refuses a 911 call and will
process the emergency call if the voice caller does not disconnect.

CapTe!
CapTel phones are designed to connect with 911 directly rather than relying on the relay service

fo connect.

Sensitive Topics
T-Mobile has established procedures for calls where the CA hears or reads things that may be
designated as suspected emergency calls, including the following:

+ Suicide Declaration to the CA: If Florida Relay caller dials Florida Relay and tells the CA
he/she is going to commit suicide, the call is ireated as an emergency call. The CA will
dial the PSAP and allow 911 personnel to determine the best course of action.

¢« Crisis/Hotline Galls: Calls to crisis/hotline numbers are processed in the same manner
as all other relay calls. If the caller requests a number for a hotline, the CA will dial
Directory Assistance and provide the number, which ¢an he called directly {if TDD number
available) or through Florida Relay.

4 Privileged Communication: If the CA overhears abuse {child, elderly, or spousal abuse),
suicidal statements, cr potentially illegal activity, the CA remains neutral and processes
the call without paraphrasing, editing, or showing any personal bias.

Emergency Numbers

Sprint always advises relay users to dial 911 in an emergency. But we know from listening to our
customers that in some situations TRS users prefer to contact people other than emergency
services. With T-Mobile, Florida Relay TRS users can continue to designate up to 30 contacts in
their Customer Profile as their emergency numbers. This can be anyone who they feel may aid
them in an emergency including primary caregivers, home health nurses, doctor’s office, a poison
control center, or the local hospital.

Detailed 911 Reporting
T-Mobile will continue offer detailed 911 PSAP reporting to the FPSC monthly. This reporting will

demonstrate the number of 911 calls, by call type for each day of the month, and the associated
conversation minutes and session minutes.

CapTel

CapTe! phones are designed to connect with 211 directly rather than relying on the relay service
to connect.
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Item 38 - Blockage (RFP ref. B-28)

The provider is responsible for ensuring that 99 percent of ali calls reaching the provider's relay
center per day are either answered or continue to receive a ringing signal. Calls that are blocked
must receive a network blockage signal of 120 interruptions per minute.

rstands, and wilf continue to comply with all BFP B-28 requirements.

T-Mobile has read, unde
Per state customer and FCG requirements, T-Mobile and CTI have adequate hardware, software,
and facilities 1o ensure compliance with P.01 {blockage). T-Mobile's internal objective for call
completion for network availability is 99.995% - well above FGCC minimum requirements. T-Mobile
highly redundant architecture and excess capacity virtually eliminate blocked calls. The
redundant system provides quality and reliable performance, making blockage or any downtime
nearly impossible, The system auto-detects any problems, including reaching pre-determined
capacity levels, and moves to the secondary systems, immediately if necessary. The network
supports proactive and realtime monitaring.

T-Mobile 's relay network technology utilizes Session-Initiation Protocol {SIP).

+ All call paths are geographically redundant and monitored to provide high-quality service,
4 An IP solution allows sustainability and longevity for the TRS platform.

¢+ The IP network will enable future technological advances, such as RealTime Text (RTT),

whose requirements are under development by the FCC.

Proactive Measures

For 31 years, T-Mobile {formerly Sprint) Accessibility users have rarely experienced an inability ta
place calls. Call centers are staffed with spare positions and platform compenents to deal with
all types of technical issues. The network offers automated alarming to natify personnal of issues.

Redundancy is built into our infrastructure to deliver outstanding performance for all our TRS
customers. These attributes will ensure functional equivalency for relay callers during disasters.
The benefits of our leading-edge platform and flexible configuration include:

¢« Redundant connections between sites, the 800 netwark, and call centers

+ If the problem is within T-Mobile's center, the Call Genter Service Assurance Center

(CGSA) performs maintenance

& Centralized routing and reporting systems enable T-Mobile to treat the entire call center
complex as a single virtual call center rather than standalone call centers
All positions are capable of handling calls for any state customer
All training seats are configured and immediately ready to take production traffic
T-Maobile has pre-established plans for all types of outages
T-Mobile automatically routes calls away from a center undergoing a service recovery
event. If a fire drill forces CAs to evacuate, the call router automatically sends calls to

other relay centers,
T-Mobile has historically been the best at dealing with natural and man-made disasters. With each

incident, T-Mobile has been prepared and ensured ongoing setvice delivery. T-Mobile's
processes consider every aspect of an outage or natural disaster that includes a higher call volume

likelihood due to the natural disaster.

v * @ @
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Site recovery plans are in place for all locations, prioritizing options for relocation and ensuring
agility when faced with disaster recovery issues. Tap boxes readily connect the output of a
portable generator in the event of primary generator issues. ’

T-Mobile has processes in place if a known weather event is encountered. These known
contingency plans are designed to mitigate our customers’ degradation of service and are
maintained by the TMCC. Each service has backup locations to ensure redundancy.

The Activation Criteria Plan will be used when either weather or other events cause a potential
increase in call volumes (more than 25%) or one or more TRS call centers is offline for more than
two hours, using the following procedure:

Automated alarming or a TRS call center notifies TMCC

TMCC contacts CCSA

CCSA sends notification to a pre-established distribution list

¢+ CCSA establishes a conference call fo resolve the issue with impacted groups

* 4 >

After fix agencies cannot re-establish center operations, the Business Continuity Plan (BCP) is
invoked, and Management will notify the BC Management Team.

CapTel-Specific Disaster Recovery Information

Performance at CapTel call centers is monitored continuously by GT! technicians 24x7. CTI (CTI)
and T-Mobile have a complete plan for natural and man-made events. T-Mobile will be notified by
CTl immediately upon determining a natural or man-made problem that causes disruption.

CTI and T-Mobile have established contingency plans in the event of a complete and extended
loss of a CapTel call center. The plan includes several steps based on the estimated duration of
the outage. The first phase is organized to initiate the recovery process within hours, and fully
complete the process within days. This involves expanding service to available space in the
operating call center locations and other CapTel facilities:

+ All training seats are configured and immediately ready to take production traffic.
4 Additional production seats are established in unused and available space within the
existing facilities.

Intercept Messages

T-Mobile will provide appropriate intercept messages if a system failure occurs within the relay
platform. Our TRS platform is supported by redundant inbound connections. If a portion of the
network is affected, the rest of the network will continue to process calls. T-Mobile can reduce
impact by having CAs log into unaffected CA workstations.

Our TRS architecture virtually eliminates the need to play intercept messages. However, in the
extremely unlikely event the network fails completely, or callers are blocked by a carrier in the
public switched telephone network (PSTN) before connecting to the TRS platform, the call will be
blocked. These callers will receive either a fast busy signal or an intercept message on the
carrier’s network such as, “I'M SORRY ALL TRUNKS ARE BUSY NOW, PLEASE TRY YOUR CALL
AGAIN LATER.”

In the highly unlikely event that a Florida Relay user reaches T-Mobile’s TRS network and is unable
to connect to a call center, the Florida Relay caller will receive an intercept message in voice or
text (TTY), such as: “THE RELAY SERVICE CANNOT COMPLETE YOUR CALL AT THIS TIME.
PLEASE TRY AGAIN LATER.”
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If a call center experiences a complete and instant shutdown {such as a local disaster that requires

immadiate evacuation) an emergency intercept message may be enabled to notify callers in
queue, such as, “DUE TO A LOCAL EMERGENCY, CAs NEED TO LEAVE THE CENTER. PLEASE
HANG UP AND CALL AGAIN; YOUR CALL WILL BE MOVED TO A DIFFERENT CENTER.” Florida
Relay users with calls in progress are advised of the situation by the CA. Our router sends calls
to the other call centers that prevent more calls from being received at the impacted cali center.
Once the situation is resolved, all systems are returned to normal status.

If approved by Florida Relay, T-Mobile can provide a temporary delay message for Florida Relay
users turned on only when long hald times may occur because of weather or other event
impacting service. For example, if there were a natural disaster that significantly increased the
number of calls to the relay center, we ¢an add a temporary recording that alerts voice and TTY
users, such as: “THE RELAY CENTER {S EXPERIENCING LONGER THAN NORMAL HOLD
TIMES. PLEASE HOLD FOR THE NEXT AVAILABLE CA OR TRY YOUR CALL AGAIN LATER."
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Iltem 39 - Answer Time (RFP ref. B-29)

The provider is responsible for answering, except during network failure, 85 percent of all calls
daily within 10 seconds of reaching the relay switch by any method which results in the caller's
call immediately being placed, not put in a queue, or on hold. Elapsed time is calculated from
the time inbound calls reach the relay switch. In.calculating the percentage of calls meeting the
answer time standard, the numerator shall be the total number of calls per day that are answered
{with a CA ready to serve) in 10 seconds or less. The denominator shall be the total number of
calls per day reaching the relay switch. Answer time shall not be reported as an average speed
of answer or by using a weighted service level.

T-Mobile has read. understands, and will contintuie ta comply with all RFP 8-29 reguirements.

To meet FCC standards, T-Mobile will continue to answer at least 85% of all calls daily within 10
seconds, including abandons. A T-Mobile CA is always ready to process the call immediately.
Florida Relay users deserve the same calling experience as traditional phone users. When Florida
Relay users dial 711 {or other access numbers}, access is almost instantaneous. T-Mobile
achieves speed-of-answer results by using superior technology and people. All call centers are
connected by a central call routing system, workforce-scheduling system, and a workforce
management team,

Please note, the FCC has a temporary waiver in place through August 31, 2021, This waived the
“requirement that non-Video Relay Service {YRS) TRS providers answer 85% of calls within 10
seconds, measured daily, conditional on the TRS provider ensuring that 85% of calls are
answered within 120 seconds, measured monthly.”  T-Mobile will advise the FPSC regarding
changes to this waiver.

Netwark Solution
T-Mcbile continues to maintain the largest network of TRS and CapTel call centers in the U.S.
with a centralized TMCC. With the cost of GA work time being the single most expensive part of
providing relay service, many factors play into doing it more efficiently. T-Mobile’s TMCC has
processes in place that review each center's results and anticipate changes in staffing levels to
determine each center's capacity to handle forecasted calls. T-Mobile ensures total network traffic
is supported and accounted for by each of the centers. This provides Florida Relay with a
significant CA resource pool across all the call centers and ensures the most efficient and cost-
effective method for processing various call types. The TMCC understands call processes, call
volumes, distribution patterns, contract requirements, and call routing, thus ensuring the
appropriate number of CAs are always available. The TMCG is dedicated to TRS. It performs
many duties, including scheduling for all TRS call center employees, TRS call routing, forecasting
TRS usage (for every 15 minutes of each day), operational reporting, and customer
communication.
Real-Time Display
Every 30 seconds, refay call centers and the TMGC receive the latest network information. The
real-{ime display provides:

+ Daily speed of answer (% of calls answered within 10 seconds)

¢ # of current calls

4 # of calls on hold

¢ # of CAs logged in to the system
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¢ # of CAs ready and available o take calls
+ # of daily calls {with abandons)
¢ # of daily calls (without abandons)

The realtime display makes it easy for us to instantly act, if needed. For example, if we have
fewer calls than expected, we may choose ta hold additional training sessions. Alternately, we
may increase staffing or reschedule activities.

Call Router

While it sounds simple to receive a relay call and route it to the next available CA, it is a science.
With the cost of CA work time being the single most expensive part of providing relay service,
there are many factors that play into doing it more efficiently, T-Mobile has invested in its call
router to ensure we are doing it faster and better. Our call router can route calls across the
network seamlessly and transparently io users., When a Florida Relay caller hits the T-Mobile
network, our call router uses “routing scripts” to determine which call center and CA should
handle the cail. With the information available to cur cali router, we can base that information on
many key elements.

Platform Health

Automatically, before sending a call 16 a call center, T-Mobile checks to see which call centers
are open. We also verify there are no technical or other issues affecting the center.

Service Needed .

T-Mobile analyzes the type of relay service is being requested. If a Florida Relay user dialed a
dedicated number or has a Customer Profile for STS or Spanish, T-Mobile gets the Florida Relay
user to the correct CA the first time - without forcing them to redial or be transferred.

Multiple Avaltable CAs

When more than one CA is available, we can choose which CA will receive each call. We can
monitor a CA’s workload. This gives us the option to route relay calls to & CA who has not been
as busy, giving the busier CA a break.

Anticipated Hoid Tine

T-Mobile minimizes hold times whenever possible. There are times when no CAs are readily
available. T-Mobile uses a network solution. T-Mobile analyzes many factors before making the
decision what call center will be assigned the call.

Florida Relay Scripts

T-Mobile will continue to use and create special routing scripts for Florida Relay, These scripts
will be based on the RFP requirements but may be customized based on the time-of-day, day-of-
the-week, or day-ofthe-year.

Bzek-Up Call Router

T-Mobile's primary router is reliable and rarely experiences any type of outage. In the unlikely
event that the primary call router has an outage, T-Mobile has a back-up call router that delivers
calls to the relay centers.
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Call Centers

We currently have a call center in Otlando and another call center in Tampa, FL {highlighted in
the follawing table). Florida Relay calls will continue to be routed to the first available Gold Star
CA in following centers:

Center Services Provided

Appleton, W/ | GapTal 3 ]
Arlington, TX | CapTel
Austin, TX TRS, Spanish TRS, VCO, §TS, and CapTel
Columbia, SC CapTel -

| Dayton, OH TRS, Spanish TRS, STS, VCO, and CapTel
Lubbock, TX TRS, Spanish TRS, VCO, and CapTel |
Madison, Wl CapTel, CapTel Gustomer Service

‘Milwaukee, WI CapTel B
Moorhead, MN TRS, STS, VCO, CGustomer Care, Spanish TRS

Orlanda, FL CapTel
Overland Park, KS Customer Care
| Syracuse, NY TRS, Spanish TRS, VCO, and CapTel

Florida Relay users will continue to benefit from T-Mobile's intelligent call routing {ICR}, which
ensures the next available TRS or CapTel CA answers each call. T-Mobile’s ICR provides Florida
Relay with a large resource pool and ensures the most efficient and cost-effective method for
processing various call types. Based upon predefined routing scripts, T-Mobile’s ICR can send
calls to any CA in 13 geographically diverse call centers (or T-Mobile Accessibility Customer Care),
which is the largest relay network in the U.S. Specific scripts are executed for each call type and
scripts are scheduled to be used based on the time of day, day of the week, and year. These
scripts are selfinvoking and require no human intervention. T-Mcbile's ICR has complex formulas
available to determine the most efficient utilization of resources.

TRS and CapTel Work from Home

T-Mobile's Florida Relay solution will continue to include TRS and CapTel CAs that work from
home. We have deployed a trained work from home workforce that allows for business continuity
during natural or man-made disasters.

1) A portion of T-Mobile’s workforce can process Florida Relay calls with agents virtually
attached to existing centers but not physically located in a call center. CAs work from
home in a safe, secure envirenment. They abide by FCC standards for confidentiality,
specifically {47 C.F.R. §64.604(a){2)(ii) for Conversation Content). If there is natural or
man-made disaster, agents can continue to process calls. CAs are located close to
existing call centers, so they may continue o participate in ongeing training, and they
have access to local technical support resources.

2) CapTel Agents can arrange a call take over after reaching the mandatory minimum
standard for a CapTel call. For a better customer experience, agents can take over the
call remotely, in'the same call center, or from another call center.

Calculation

T-Mobile will continue to begin measuring speed-of-answer at the time the call hits the relay
switch. Elapsed time continues to accrue until the call is answered by a live CA ready to process
the call. T-Mobile’'s equation for answer time has the numerator representing the total number of
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calls answered in 10 seconds or less. The denominator is the total number of calls reaching the

switch.

Answer Time =  The tatal number of calls answered i seconds or less
Total number of calls
T-Mobile’s equation will use actual results of all Florida Relay calls. No sampling, weighted, or
average methodology will be used. Compliance will continue to be evaluated daily and reported
to the FPSC monthly.
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Item 43 - Emergency Operations and Uninterruptible Power (RFP ref. B-
33)

The provider shall provide an uninterruptable power system sufficient to operate each relay center
processing Florida relay traffic at busy season busy hour load. The uninterruptible power system
shall support the switch system and its peripherals, switch room environmental (air conditioning,
fire suppression system, emergency lights and system alarms), operator consoles/terminals,
operator worksite emergency lights, and Call Detail Record recording. Provisions shall be made
to meet emergencies resulting from failure of power service, sudden and prolanged increases in
traffic, storms, lightning, etc. Employees shall be instructed as to the procedures fo be followed
in the event of emergency in order to prevent or mitigate interruption or impairment of relay
service.

The bidder shall describe its plan for dealing with all types of natural and man-made problems
(e.g., hurricanes, lightning strikes, fires, etc.) which either isolate the relay center and prevent
calls from reaching the center or cause the center to be unable to operate. [n addition, the plan
should detail the steps which will be taken to deal with the problem and restore relay service.

The provider shall inform the contract manager of any major interruptions to the operation of the
relay center extending beyond five minutes duration. The contract manager shall also be
informed when it becomes known to the relay center that any portion of the state is isolated for
more than five minutes from the relay center. The provider shall also provide a written (or e-mail}
report to the contract manager after restoration of service.

Although it is not mandatory, the FPSG urges the provider to subscribe qualifying facilities for
priority restoration under the Telecommunications Service Priority Program.
all BEP B-33 requirements.

T-Mobile has read, understands, and will continue 1o comply with

The following pages outline T-Mobile's Disaster Recovery Plan.
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The T-Mobile Approach to Business Coﬁtinuity

What is Business Continuity?

Business Continuity (BC) is the process of planning and developing arrangements and
procedures that enable an organization to respond to a debilitating crisis in a way that allows
critical business processes to continue.

T-Mobile maintains an enterprise-wide BC Program to:

¢ Maximize employee and customer safety
4 Resume business processes quickly
+ Provide ongoing customer support

T-Mobile BC Program Gaverning Principles:

+ Committed to employee and customer safety

¢ Committed to preserving business operations and service to T-Mobile customers

+ BC is a shared respansibility across all management levels, all business units, and the BC
praofessionals within the business units.

+ BC professionals and incident Management Teams (IMTs) must be knowledgeable, well
trained and prepared to respond when activated

+ Continual improvement, flexibility, and maturity is necessary for success

BC Threats
Acts of Nature Tornadoes, Hurricanes, Earthquakes, Floods, Blizzards, Wildfires,

Volcanic Eruptions, Land or Mud slides, Avalanches, Pandemics

Man-Made Fire, Explosion, Hazardous Materials, Terrorist Acts, Civil Disorder,

Work Stoppage, Violent Acts, Accidents, Digging

s craaenileei| Widespread Power Qutage, Telecomm Grid Outage, Water or Sewage

System Break, Major Processing Disruption

|
Incidend
occurs

l 14

| ATs activate fncident
ment aid assign « e | LBESESEIAORSE] 4
oAt wilh el teams
—_— engaged nietovery

| Updetes are provided to custemers and governmental agencies as ]
needed
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T-Mobile Disaster Recovery Teams & Tools

Redundant Avaya Switches

Staffed 7 .am to B pm CT, 7 days a week
On Call 24/7/365
Centralized staffing and workforce management

Traffic
Management
Contro! Center

Superior TRS .
Platform » Secure Switch Site Locations |
Technology s (isco’s Intelligent Contact Manager {ICM) Router |
13 Domestic Call e 6 Call Centers supporting TRS |
Centers = 11 Call Centers supporting CapTel (4 co-located with TRS centers)
Local Call Center e Experienced call center management with clear reporting structures
Resources » |Local Safety Marshalls
TRS Platiorm o Automated Alarming
Support e On-call Support
TRS and CapTe! s Live 24/7
Customer Service ¢ 3 locations

[ ]

®

L ]

T-Mobile TRS is supported by the proven T-Mobile wireline network,

superior platform technology, and a large support staff to provide
uninterrupted service to relay users.
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TRS Platform Switches

Physical Security and Resiliency
T-Mobile’s multiple TRS Platform switches are located at wireline switch sites, which provide a
higher degree of physical security and resiliency, including the follawing:

®
+
&

+

Steel frame structures with exterior block walls, two-story design

Slab on grade floor construction and rocf support system

FM global approved roofing systems (building within a building including roofing membrane
over lid)

Structural design to withstand earthquakes, hurricanes, and windstorms

Energy efficient, with fresh air intake and zero external thermal factors

Very Early Warning Fire Detection (VEWFD) and alarms, clean agent suppression [AnalLASER
or YESDA “sniffers”}

Two-hour fire-rated wall exists between other tenants

Where possible, located outside of a 500-year flood plain and at least outside of a 100-year
flood plain

High physical security with steel doors, perimeter controls, electronic access control
equipment, alarmed doors, CCTV equipment, Intrusion detection equipment and, 24x7
remote monitoring, lighted parking

Located within twe miles of a Public Switched Telephone Network (PSTN) Tandem Switch, if
possible

No existing towers with a crumple zone within reach of the building/generator

Switch Building Automation and Monitoring

All

sites have a full Building Automation System‘ (BAS) installed. This system automatically

switches to redundant HVAC units any time the primary unit fails to perform.

L4
»
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Facility engineers continually monitor HVAC unit and generatar performance

Generators can be signaled from the Network Operations Center (NOC) 1o start and transfer
site load

Flood control additions

Load Diversity (electrical and mechanical diversification)

Generator system transfer bus and service entrance additions

Fiber entrance diversity

Grounding and lightning protection upgrades

Underground storage tank upgrades (double wall and AST)

Outside air ventilatian/cooling systems

T-Mobile’s TRS platform switches are located at secure switch sites

providing more security and resiliency than call centers.
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Outbound Calling Redundancy
The T-Mobile TRS platform supports outbound calling using two types of circuits and connections,
including:
+ Multiprotocol Label Switching {MPLS) Circuits allowing for Session Initiation Protocol (SIP)
outhound telephony phone calls
¢ |ISDN connections to the local exchange company (LEC) support lacal calls and is the backup
solution for tolHree calls

Inbound Calling Redundancy

T-Mobile Wireline Network

T-Mobile's wireline service is provided over an all-fiber backbone network with digital switching
architecture and is supporfed by sophisticated management control networks. These elements
are combined to provide a highly reliable, proven, and redundant network. The T-Mobile network
design contains survivability as a mandatory objective. The network minimizes service
interruptions' adverse effects due to equipment failures, cable cuts, network overload conditions,

or reglanal catastrophes.

Call Routing for Relay Platform
T-Mobile’s ICM assesses the network's health and routes the call to one of six TRS and Customer

Care centers. If the primary call router is ofine, a secondary call router automatically routes the
call based on pra-determined logic.

Redundant and Segmented Switches

T-Mobile’s TRS platform is supparted by redundant switches connected by twe redundant
inbound connections. If one switch goes down, calls are automatically routed to the unaffected
switches and call centers. Each switch is also segmented to support pods of CA workstatians at
the relay center. If a single portion of the switch is affected, T-Mobile can continue to process

calls by having CAs log into unaffected CA workstations.
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Relay Call Centers Business Continuity Plans
for TRS and CapTel

T

Weather Events

+ Early detection/active monitoring

+ Proactive planning by Traffic Management Control
Center (TMCG)

+ Estimate Impact

+ Offer Overtime incentives

+ Implement backup specialty gates (Spanish, 5TS,
Customer Service)

¢ Extend hours of un-impacted centers

+ Implement emergency routing

Evacuation Events
+ ldentify situation/assess threat
+ Designated chain of command
+ Evacuate to designated safe zone
¢ Notification Procedures
o Local Authorities (911}
o Call Genter Service Assurance Center (CCSA)
o Call Center Management
o T-Mobile Corporate Security
+ Ensure all personnel are safe
¢ Re-enter building only after given permission from emergency services personnel
+ Document event

Technology and Personnel
+ TRS and CapTel platform with automated alarming
+ Uninterruptible Power Supply (UPS) and generators
to support
o Switch system and peripherals
o Switch room environment
o CA positions (consoles/terminals and emergency
lights)
o Emergency lights (self-contained batteries)
o System alarms
o Call Detail Record recording
+ Spare Positions and Platform Components
On-call support 24x7x365
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Disaster Recovery Solutions

T-Mobile offers emergency options and uninterruptible power that exceeds minimum
requirements by providing an endto-end approach unmatched in the industry. T-Mobile knows
that a large-scale commercial power loss is one of the most critical factors impacting
communication access. We have programs to keep that from affecting relay services. Both TRS
and CapTel offer uninterruptible power supplies and generators to ensure relay users will continue
to have access to the service in the event of power outages.

Cali Center Power Solutions
T-Mobile provides a costeffective solution with a UPS using a combination of standard battery
backup and an auxiliary generator to provide uninterrupted power for an unlimited duration for
critical components:
¢ Air conditicning, if required to maintain service
Fire suppression systems
Emergency lights and system alarms
CA consoles/ terminals
CA worksite emergency lights
+ CDR

T-Mobile ensures UPS system capacity is sufficient to operate the call center during busy season
and busy hour lcad. T-Mobile has installed power-generating equipment capable of operating
call centers for extended periods. During a power outage, the UPS and backup power generator
ensure seamless power transition until standard power is restored. UPS is used enly long enocugh
for the backup power generators to come online - a matter of minutes. Backup power generators
are supplied with sufficient fuel to maintain operations for at least 24 hours. Generators can stay
in service for longer periads if fuel is supplied. As a safety precaution (in case of a fire during a
power failure), the fire suppression system is not electrically powered. Once the backup generator
is online, stable power is established and maintained 1o all TRS system equipment and facility
environmental controls until commercial power is restored.

All T-Mobile employees are trained on emergency procedures to minimize or prevent disruption
to relay users. T-Mobile instructs staff on procedures to be followed in the event of an emergency
or service impacting issue. T-Mobile provides annual training to ensure familiarity with systems
and processes. Ad-hoc training is conducted for new procedures or team members.

T-Mcbile has a Business Continuity (BC) plan to deal with all types of natural and man-made
issues, which may prevent calls from reaching the relay center or impact operation. The plan
identifies how T-Mobile minimizes impact to relay users and restores relay services, T-Mobile’s
BC methodolegy and implementation standards are consistent with industry-wide best practices
and trusted by experts in the field.

Call Center Evacuation Events

T-Meobile has plans to deal with call center events. Each call center has a designated Safety
Marshal and a ¢clear chain of command. As a first step, the situation is identified, and the threat
is assessed. |f evacuation is necessary, the local authorities are immediately alerted along with
the GCSA and the TMCC. Gall center management and T-Mobile Corporate Security are also
alerted. Traffic will be routed immediately to other non-impacted call centers. Once the issue is
resolved, CAs return to the center, and the incident is fully documented.

* + &

Docket No, 20210048-TP Page 117

209



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Florids.

T iRy i
Proactive Measures

For 31 years, Sprint (now T-Mobile) Accessibility users have rarely experienced an inability to
place calls. Call centers are staffed with spare positions and platform components to deal with
all types of technical issues. The network offers automated alarming to notify personnel of issues.

Redundancy is built into our infrastructure to deliver outstanding performance for all our TRS
customers. These attributes will ensure functional equivalency for relay callers during disasters.
The benefits of our leading-edge platform and flexible configuration include:

+ Redundant connections between sites, the 800 network, and call centers

+ |f the problem is within T-Mobile's center, the CCSA performs maintenance

+ Centralized routing and reporting systems enable T-Mobile to treat the eritire call center
complex as a single virtual call center rather than standalone call centers

All positions are capable of handling calls for any state customer

All training seats are configured and immediately ready to take production traffic
T-Mobile has pre-established plans for all types of cutages

T-Mobile automatically routes calls away from a center undergoing a service recovery
event. For example, if a fire drill forces CAs to evacuate, the call rauter automatically
sends calls to-other relay centers.

L. R

T-Mobile has historically been the best at dealing with natural and man-made disasters. With each
incident, T-Mobile has been prepared and ensured ongoing service delivery. T-Mobile’s
processes consider every aspect of an outage or natural disaster that includes a higher call volume
likelihood due to the natural disaster.

Site recovery plans are in place for all locations, prioritizing options for relocation and ensuring
agility when faced with disaster recovery issues. Tap boxes readily connect the output of a
portable generator in the event of primary generator issues.

T-Mobile has processes in place if a known weather event is encountered. These known
contingency plans are designed to mitigate our customers’ degradation of service and are
maintained by the TMCC. Each service has backup locations to ensure redundancy.

The Activation Criteria Plan will be used when either weather or other events cause a potential
increase in call volumes (more than 25%) or one or more TRS call centers is offline for more than
two hours, using the following procedure:

+ Automated alarming or a TRS call center notifies TMCG

+ TMCC contacts CCSA

+ GOCSA sends notification to a pre-established distribution list

+ CCSA establishes a conference call to resolve the issue with impacted groups

After fix agencies cannot re-establish center operations, the Business Continuity Plan (BCP) is
invoked, and Management will notify the BC Management Team,

CapTel-Specific Disaster Reécovery Information

Performance at CapTel call centers is monitored continuously by CTl technicians 24x7. GTl and
T-Mobile have a complete plan for natural and man-made events. T-Mobile will be notified by CTI
immediately upon determining a natural or man-made problem that causes disruption.

CTI and T-Mobile have established contingency plans in the event of a complete and extended
foss of a CapTel call center. The plan includes several steps based on the estimated duration of
the outage. The first phase is organized to initiate the recovery process within hours, and fully
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complete the process within days, This involves expanding service to available space in the

operating call center locations and other CapTel! facilities:

& All training seats are configured and immediately ready to take production traffic.

% Additional production seats are established in unused and available space within the

existing facilities.

The recovery plan includes a second phase for extended outages. To support this longer
duration, GTI has identified additional disaster recovery locations with appropriate facilities in the
metropolitan area of each of the call centers.
If inclement weather affects the staffs’ ability to arrive at work, with minor adjustments, CTl can
still meet the call volume demand with enough staff coverage. If necessary, T-Mobile and CTi will
institute proven tactics to motivate, encourage, and enable GapTel GAs to be present or pickup
additional hours so CTl can meet its service level requirements during inclement weather. Agents
working from home enables rapid mobilization of additional capacity.
To provide our customers with the most complete and timely information on problems affecting
relay service, T-Mobile's trouble reporting procedure for TRS and CapTel includes three levels of
response:

4 An immediate report (within three hours of disaster or event lasting more than 30 minutes}

+ A 72-haur status report (if unresolved)

+ A comprehensive final report within 7 business days
Within 72 hours of relay service disruption, an intermediate report provides problem status, and
an action plan. In most cases, the 72-hour report reveals the problem has been corrected, and
full relay service has been restored,

The final report will include a comprehensive look at the disruption, including:

+ How the problem occurred

When the prablem occurred

The number of impacted customers {if known)

What was required fo correct the problem

Time and date the relay service resumed full aperation
Aveidance plan for future (if applicable)

L Y
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Customer Notification Procedures

To pravide our customers with the most complete and timely information on problems affecting
TRS and CapTel, T-Mobile’s trouble reporting procedure for these services includes three levels
of response:

+ An immediate report {within three hours of disaster or event lasting more than 30 minutes)

+ A 72-hour status report {if unresolved)

¢+ A comprehensive final report within 7 business days

Within 72 hours of the refay service (TRS and CapTel} disruption, an intermediate report provides
status and an action plan. [n most cases, the 72-hour report reveals the problem has been
corrected, and full relay service has been restored. The final report will include a comprehensive
look at the disruption, including:

How the problem occurred

When the problem occurred

The number of impacted customers (if known)

What was required to correct the problem

Time and date the relay service resumed full operation
Avoidance plan for future {if applicable)

+ ¢ B & b &

Escalation Points of Contact
To provide our customers with 24x7 escalations, the following points of contact are available:

Level Three s

Level One Level Two

T-Mobile Accessibility Customer | T-Mobile Accessibility T-Mobife Accessibility Director |
Service National Customer Relations | Mike Ellis
TRS Managers michael.l.ellis@i-mebile.com
tmobile trscustserv@tmobile.com | John Moore 720-982-4938 {mobile)
B77-877-3291 Fax lohn.e.mocre@-mobile.com 720-445-2737 (assistant)
800-676-3777 Voice 925-895-8176 (mobile}
877-787-1989 STS Karl Ewan
| B00-676-3777 TTY karl.ewan @tmokiie.com
800-676-4290 Spanish 512-893-4581 (mobile} |
CapTel
CaoTel@cantel.com
8BB-269-7477 Voice | |
| 800-482-2424 TTY
866-670-9134 Spanish
Online chat: |
www.cartel.com supnonicustom !
erservice/# ) i [ | |
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Item 44 - Intercept Messages (RFP ref. B-34)

Appropriate intercept messages shall be provided if 2 system failure occurs.

T-Mobile has read, understands, and will cantinue ta comply with all RFP B-34 requirements.

T-Mobile will provide apprapriate intercept messages if a system failure occurs within the relay
platform. Our TRS platform is supported by redundant inbound connections. If a portion of the
network is affected, the rest of the network will continue to process calls. T-Mobile can reduce
impact by having CAs log into unaffected CA workstations.

Our TRS architecture virtually eliminates the need to play intercept messages. However, in the
extremely unlikely event the network fails completely, or callers are blocked by a carrier in the
public switched telephone network (PSTN) before connecting to the TRS platform, the call will be
blocked. These callers will receive either a fast busy signal or an intercept message on the
carrier's network such as, “I'M SORRY ALL TRUNKS ARE BUSY NOW, PLEASE TRY YOUR CALL

AGAIN LATER."

In the highly unlikely event that a Florida Relay user reaches T-Mobile's TRS network and is unable
to connect to a call center, the Florida Relay user will receive an intercept message in voice or
text {TTY), such as: “THE RELAY SERVICE CANNOT COMPLETE YOUR CALL AT THIS TIME.
PLEASE TRY AGAIN LATER.”

If a call center experiences a complete and instant shutdown (such as a local disaster that requires
immediate evacuation) an emergency intercept message may be enabled to notify callers in
queue, such as, “DUE TO A LOCAL EMERGENCY, CAs NEED TO LEAVE THE GENTER. PLEASE
HANG UP AND CALL AGAIN; YOUR CALL WILL BE MOVED TO A DIFFERENT CENTER.” Florida
Relay users with calls in progress are advised of the situation by the CA. Our router sends calls
to the other call centers that prevent more calls from being received at the impacted call center,
Once the situation is resolved, all systems are returned to normal status.

If approved by Florida Relay, T-Mobile can provide a temporary delay message for Florida Relay
users turned on only when long hold times may occur because of weather or other event
impacting service. For example, if there were a natural disaster that significantly increased the
number of calls to the relay center, we can add a temporary recording that alerts voice and TTY
users, such as: “THE RELAY CENTER IS EXPERIENCING LONGER THAN NORMAL HOLD
TIMES. PLEASE HOLD FOR THE NEXT AVAILABLE CA OR TRY YOUR CALL AGAIN LATER.”

CapTel Intercept Messages
CTI's platform technology instantly recognizes a problem anywhere in the relay system and routes
the calls to another operating CapTel call center or supporting data center within seconds. This
process is automated and does not require manual intervention. This should eliminate the need
for intercept messages. However, the following is a description of times where any type of
intercept message is delivered:
¢ |f a network failure occurs prior o being delivered to the CapTel platform, the Florida
Relay caller may receive a fast busy signal, alarm tone, or a standard error message (,
“Sorry all trunks are busy, please try again later.”) Since a CA is not yet present on the
call, these messages are delivered only in voice. As the caller has not connected to the
service, minutes of use are not included in billable minutes.
+ If a system failure occurs after reaching the CapTe! platform but prior to reaching a CA,
the system is not programmed to send an error message. In these instances, the Florida
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Relay CapTel user would receive only a caption that says, “Waiting for the CapTel
Operator” or “Waiting for Captions. Captioning Service Line is Ringing.” In these
instances, there is not a voice recording. As the CA is not on the call, minutes of use are
not included in the billable minutes.

+ Ifa network failure occurs after connecting with the CA, the Florida Relay CapTel user can
hear any telephone company recordings (“Serry all trunks are busy, please try your call
again later”} or indicators (fast busy signal or alarm signal). These signals are also
captioned for the Florida Relay CapTel user. Likewise, voice users who encounter a
network failure after connecting with a CA will hear telephone company recordings.
Minutes of use attributed to these calls are included in billable minutes.

+ Ifan emergency ocours at the center or if a switch failure occurs preventing the processing
of calls while still allowing the CA to communicate with the Florida Relay CapTel user, the
CA will provide appropriate text messages (“Due to an emergency, CAs need to leave the
center. Please hang up and try your call again.”} }f the Florida Relay CapTe! user is in
the middle of a conversation, the FPSC will be charged for the associated minutes, If this
occurs prior to connecting the user with the called party, the FPSC will only be charged if
it selects to be billed based on session minutes.
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Item 45 - Service Expansion (RFP ref. B-35)

The bidder shall show the capability of expanding services in response to increasing demand.
The bidder shall develop and illustrate in its proposal a detailed plan of how this expansion will
be accomplished. The plan shall include, but not be limited to, trunking capacity, CA
workstations, personnel, and equipment capacity. The plan shall alsc indicate how any time lag
shall be avoided to meet any increased call volume. The above plans shall alfow the provider to
be able to maintain all standards listed in the RFP. -

. T-Mobile has read, understands, and will continue to comply with all RFP 8-35 requirements.

T-Mobile will continue to provide Florida Relay with existing personnel and facilities.

T-Mobile continually monitors and manages all areas of capacity, including traffic, CA
workstations, personnel staffing, facilities, and other relay service equipment. T-Mobile plans
expansion when usage studies indicate that system components operate at greater than 75%
capacity. The FPSC will not incur additional charges if additional expansion is required
throughout the life of the contract.

The key to providing a consistent, quality experience is to ensure routine, periodic analysis of
relay service components. Usage studies ensure optimum capagcity requirements are met to keep
costs at a minimum while guaranteeing maintenance to all service standards.
¢ Capacity reports, including busy-hour information, daily and weekly to ensure capacity
levels remain within thresholds.

¢ Historical call volumes fo determine short-/long-term staffing.
¢ Equipment utilization and the number of CAs are monitored weekly and quarterly,

T-Mobile reviews each center's results for the previous six weeks, as well as anticipated changes
in staffing levels to determine each center's capacity to handle forecasted calis. Once the forecast
has been determined, T-Mobile ensures total netwark traffic is accounted for by each of the
centers. By continually monitoring current capacity with regards to trunking, CA workstations,
staffing and equipment, lag time between anticipated need and implementation are minimized.

Once capacity thresholds (25%) are breached and the determination is made that additional
capacity is needed in the T-Mobile network, approximately 16 weeks is needed in a worst-case
scenario if additional capacity is needed in all areas. The example schedule highlights a typical

service expansion schedule,
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The key to providing a consistent quality experience is to ensure routine, perindic analysis of all
components of Florida Relay. Usage studies of TRS system components ensure that optimum
capacity requirements are met to keep costs at a minimum while ensuring maintenance to all
service standards detailed in the RFP. Trunking capacity repaorts, including busy-hour
information, are captured, and reviewed daily and weekly to ensure that capacity levels remain
within thresholds. T-Mobile reviews historic call volume to determine shortterm and long-term
personnel staffing needs on a pericdic reoccurring basis. Equipment utilization, including the
number of CA positions, is monitored weekly and quarterly.

Sl

Decreases in Call Volume

From a long-term perspective, T-Mobile expects TRS call volumes in the industry to continue to
transition from TRS to emerging forms of relay. T-Mobile continually evaluates the most cost-
effective and efficient call center configuration for all its customers. T-Mobile has taken drastic
steps to minimize costs while ensuring high quality is maintained. T-Mabile will continue to work
directly with the FPSC to ensure the most cost-effective use of avaiiable resources is maintained
so the cost to the FPSGC and Florida Relay users is fair and competitive.

CapTel Expansion

T-Mobile works with CTI, the FTRI, and the phene manufacturer to monitor the number of phones
sold, active users, and anticipated call volume to ensure adequate capacity is available. As CTI
currently handles 100% of the operations for Florida CapTel, there will be no immediate additional
capacity necessary for the transition to T-Mobile. |f CapTel capacity thresholds are reached, it
may become necessary during the term of the contract to expand. If so, this will be done at no
additional charge fo the FPSC, and T-Mobile will provide ar expansion schedule based on the
project scope.
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ltem 47 - Consumer Input and Participation in Advisory Committee and
FPSC Proceedings (RFP ref. B-37)

The telephone users shall have input on the quality of the delivery of service. Bidders shall
develop a plan to include the FPSC and its Advisory Committee in any evaluation of the system.

A bidder shall not include travel or per diem costs of the FPSC or its Advisory Committee in its
bid price since those costs will be funded by the State. An outline of this plan shall be included
with the bidder's proposal. The plan shall explain methods for consumer input and how the
recommendations from these evaluations will be incorporated into the policies of the relay center.
This does not preclude the provider from conducting additional internal evaluations which use
relay staff. The results of any service quality evaluation shall be reported to the FPSC office within
15 calendar days after the last month in each quarter.

Bidders are encouraged to include in the consumer input plan, methods for working with
organizations serving individuals with hearing and speech loss statewide to conduct periodic
community forums. The community forums shall be for the purpose of gaining user input on the
quality of relay service and for responding to user questions and problems on use of the refay
service. The community forums shall be planned and conducted in conjunction with
organizations serving people with hearing and speech loss.

The provider shall participate in all meetings of the Advisory Committee and all FPSC workshops
and hearings relating to relay service unless excused by the contract manager.

T-Mobile has read. understands, and will continue to comply with all RFP B-37 requirements.

T-Mobile has not included travel or per diem costs for the FPSC or its Advisory Committee in its
bid price as it understands the FPSC funds these expenses.

T-Mobile also understands this RFP requirement does not preclude T-Mobile's staff from
conducting additional internal evaluations. T-Mobile will report Florida Relay results from
additional internal quality evaluations to the FPSC office within 15 calendar days of the last month
in each quarter.

Consumer Input Plans

T-Mobile will continue to seek input from the FPSC, the Advisory Committee, the FTRI, Florida
organizations, and Florida Relay users on our service quality. We will also continue to solicit
ideas and suggestions for new and improved products and services,

T-Mobile diligently collects customer feedback and evaluates procedures across all service
aspects to streamline processes and re-create successes. We will continue to provide customer
updates regarding any issues. We will continue to engage in the following activities to ensure we
are meeting state customer and consumer requirements. ’

4 Feedback crovided to Client Executive: Jeffrey Branch, Client Executive, serves as day-to-
day Florida Relay point of contact. His continue interaction with Florida Relay users, the
FPSC, the Advisory Committee, the FTRI, and Florida organizations that connect with
Floridians who are Deaf, Hard of Hearing, DeafBlind, and those who experience speech
disabilities.

¢ Personal Communication during Events; Every year, T-Mobile participates in hundreds of

virtual and in-person events throughout the U.S. fo educate attendees about available
products and services. Feedback is provided to T-Mobile representatives at these events.
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+ Feedback provided through websites: Gonsumers can comment on current products and
services or provide input on communication needs through www.t-mobile.com/ access or
on any of T-Mobile Accessibility’s state relay websites.

# Feedback aiven to Customer Care: T-Mobile offers 24x7 access to live Customer Care and
collects complaints and compliments through care representatives,

¢ State Telecommunication Administrators of Relay by T-Mobile (START!; We sponsor an
annual virtual/in-person conference for START members. The START conference enables
T-Mobile's state relay customers to discuss current FCC rules and upcoming industry
trends, updates on relay products and services, and marketing plans. START conferences
include time for state relay administrators to discuss ideas and provide feedback to T-
Mobile regarding service quality and suggestions for enhancements. We have also hosted
virtual meetings to update our state TRS contract administrators on current FCC events
and other events that may affect relay service.

+ Feedback from social media channels: All consumers can provide feedback to the T-
Mobile Accessibility social media team through Facebook, Twitter, and Linkedin.

-

Working with Florida Organizations

T-Mobile will continue to solicit feedback from community agencies and community forums
regarding Florida Relay service quality and will educate the users on new and emerging features
and to respond to questions or issues. T-Mobile will continue to plan and conduct forums in
conjunction with organizations serving Floridians with hearing loss and speech disabilities. T-
Mobile (formerly Sprint) has enjoyed success in meeting with Floridians about service quality and
product information, We have enjoyed in-person and online meetings to collect Florida Relay user
feedback and responding to user guestions and concerns regarding Florida Relay.

T-Mobile will invest $15,000 annually in Florida Relay outreach activities. The budget will include:

¢ Continuing our partnership with FTRI - Attend virtual/in-person events to promote TRS,
CapTel and RCC

4+ Updating the relay section of FTRI’s website

¢+ Host a Taste of Technology, Career Day, and Communications Summit designed to
educate Florida School for the Deaf and Blind students, parents, and staff. Members of
the T-Mobile team and other community members will provide students with the knowledge
and tools needed in various settings such as higher education, vocational training,
informational interviews, and mentoring.

+ Attend/Host local events ~ Goffee meet and greets, relay workshaps and training

4 Interactive webinars, social media activities, and training videos

The T-Mabile Team - Accessibility Consultation Experts (ACEs)
ACEs will provide guidance to the FPSC, the FTRI, and Floridians regarding:

¢ User Experience - T-Mobile Accessibility’s team is comprised of daily users of relay
products and services. These employees and their spouses, children, parents, friends,
and siblings have the same communication needs and concerns as Florida Relay users.

+ Product Development, Service Quality, Network Reliability, Emerging Technologies -
Experts that have helped shaped the relay industry: TRS, CapTel, Internet-Protocol CapTel
(IPCTS), Relay Conference Captioning (RCGC), Speech-to-Speech (STS), DeafBlind, Low-
Vision, Late Deafened, and others. Team members that are Certified Professiconals in
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Accessibility Core Competencies (CPACC), as sanctioned by the International Association
of Accessibility Professionals (I1AAP).

¢ FCC Experience - Information on FCC minimum standards, MARS filings, FCC Re-
Certification, FCC updates on Declaratory Rulings, Notices of Inquiry, Further Notices of
Proposed Rulemaking, and other FCC notices. Regulatory representation that provides
comments on pending rulings

¢ Website Equivalence - Web Content Accessibility Guidelines (WCAG) 2.1 website
upgrades for Blind ad Low Vision individuals

#+ OQutreach and Education - Forming relationships in communities where we live and work,
reaching communities virtually and in-person, creating and executing social media
strategies, demonstrated wireless expertise

Qutreach Experts, Inc.

T-Mobile may engage Qutreach Experts, Inc. (OEl} to offer additional personnel supporting cne-
on-one CapTel outreach, without charge fo the FPSG's budget. The OEI team is staffed with
experts who understand the struggles faced by the broad range of people who can speak on the
phone but struggie to capture the full message from the other party. The OEI team provides
presentations; attend CapTel events, and supports personal one-on-one training, installations,
and follow-up. OF! and Florida Relay operate on a separate plan and budget.
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Item 48 - Complaint Resolution (RFP ref. B-38)

The provider shall establish procedures regarding complaints, inquiries, and comments
regarding system services and personnel. The provider shall ensure that any caller to the relay
center having a complaint will be able to reach a supervisor or administrator while still online
during a relay call. All complaints received by supervisors, or in writing, shall be documented,
including their resolution, and kept on file and available to the FPSC upon request. In addition,
the relay center shafl have a tollfree Customer Services telephone number available statewide
and accessible to the public for the purpose of reporting service or other deficiencies. Records
of such reports and copies of written reports regarding service or other deficiencies shall be
maintained for the life of the contract and for twelve (12) months after conclusion of the contract
period. This record shall include the name and/or address of the complainant, the date, and
time received, the CA identification number, the nature of the complaint, the result of any
investigation, the disposition of the complaint, and the date of such disposition. Each signed
letter of complaint shall be acknowledged in writing or by contact by a representative of the
provider. The necessary replies io inquiries propounded by the FPSC's staff concerning service
or other complaints received by the FPSC shall be furnished in writing within fifteen {15) days
from the date of the FPSC inquiry.

A complaint log compliant with the FCC reporting requirements shall be provided to the FPSC's
contract manager in a timely manner for filing with the FCC.

T-Mobile has read, understands, and will continue to comply with all RFP B-38 requirements.

T-Mobile is fully compliant with all FCC guidelines regarding complaints and inquiries.

T-Mobile will continue to provide toll-free Customer Service that is accessible to all Florida Relay
users 24x7. T-Mobile will allow the FPSC to determine how Gustomer Service calls are announced
on the general access number - as either “Florida Relay Customer Service” or “T-Mobile
Accessibility Customer Service.” The tollfree Customer Service number will support all
communication modes (TTY, ASCIl, VCO, HCO, STS, Deaf-Blind Pacing, and CapTel). T-Mobile
also provides specialized Customer Service options for GapTel, Spanish-speaking users, STS,
and VCO users. All of T-Mobile’s Customer Service solutions are available from anywhere in the
U.S. T-Mobile does not assess per-minute charges for its Customer Service Training Lines (STS
or VGO).

T-Mobile also offers Gustomer Service access through our national tollfree Customer Service
access numbers, if that is preferred by the FPSC:

Florida Relay Customer Service
¢ TTY: 866-462-6509
¢ Spanish: 800-855-2886

T-Mobile TRS Customer Service

¢ Voice: 800-676-377
Speech-to-Speech: 877-787-1989
TTY: 800-676-3777
Voice Carryover: 866-931-9027
Spanish: 800-676-4290
E-mail: access@t-mobile.com

& P oA o B
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¢ Fax: B77-877-3291
T-Mobile empowers its Accessibility Customer Care staff to be an advocate for Florida Relay users

- rather than an extension of the sales team. Accessibility Customer Care is empowerad to make
changes directly on the Florida Relay’s behalf in T-Mabile’s systems.

T-Mobile Accessibility Customer Care Philosaophies

T-Mobile believes our relay service is not just hardware, software, or a CA in a call center. It is
our customers, employees, and our communities in touch and in sync working together for the
betterment of the Florida Relay community. An integral part of this is T-Mobile Accessibility
Gustomer Care.

4+ Customer Care should be free. T-Mobile has never charged our state customers or end
users a per-minute fee for Customer Care. We believe Gustomer Care is a part of doing
the right thing for our customers and should not be a revenue generator.

¢ Care Staff should be empowered. T-Mobile empowers its Gustomer Care Representatives
with the ability to make realtime updates to Customer Profiles. T-Mobile Accessibility
Customer Care has access to the TRS Customer Profile database and can make reaktime
changes.

¢ Care should be available everywhere. All of T-Mobile Accessibility Customer Care is
available from anywhere in the U.S. We do not limit access to Florida residents,

Complaints, Inquiries, and Comments

T-Mobile’s procedures ensure complaints, inquiries, and comments regarding the relay system or
staff will continue to be addressed quickly and to the Florida Relay user’s satisfaction. If a Florida
Relay user requests to talk to a supervisor, T-Mobile honors the request. T-Mobile makes
supervisors or administrators 24x7. Callers are not directed to dial a different number to talk with
a supervisor; it is done while on the call. All complaints and resolutions are reviewed by the
Florida Relay QA Manager and shared with members of the management team.

All complaints are documented and entered in a Customer Contact Online Database (CCOD). The
GCOD is a tool to record and track user contact information, which also meets the standards set
by the FCC for reporting and monitering customer complaints. The CCOD automatically notifies
the Florida Relay QA Manager of any complaint entry for Florida Relay.

Upon receipt of a complaint, T-Mobile will provide the Florida Relay user with procedures to
resolve the complaint and offer follow-up communication. If the complaint concerns a specific
CA, a floor supervisor follows up to resolve the complaint. The roie of the supervisor is to:
+ Accept all types of complaints
Handle all service type complaints
Resolve complaints with CAs
Resolve complaints with Florida Relay users
Document all information
+ Send completed Florida Relay Customer Contact forms to the Florida Relay QA Manager

* & > &

If the supervisor is unable to resolve the complaint, the supervisor immediately forwards the
complaint to the Florida Relay QA Manager.

T-Mobile handles tracking all technical complaints and follows-up with relay users an resolutions.
If a complaint is filed with T-Mobile Accessibility Gustomer Care, a trouble ficket is submitted, and
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the ticket number is documented on the Customer Contact form. Additionally, the Florida Relay
QA Manager receives a copy for resolution and follow-up. The Florida Relay QA Manager sends
a written response to the Florida Relay user outlining how his/her complaint was resolved.
Otherwise, the Florida Relay QA Manager follows-up with a phone call. Copies of all resolved
complaints are sent to the FPSC. The FPSC may alert the Florida Relay QA Manager if they wish
to appeal the resolution of a complaint.
The Florida Relay QA Manager is responsible for tracking all monthly commendations and
complaints, sending copies of Customer Contacts to the FPSC by the invoice due date of the
following month. The Florida Relay QA Manager alsoc compiles an annual summary every June for
the previous year.
Step 1: Florida Relay contacts T-Mobile with a complaint, inquiry, or comment.
T-Mobile ensures Florida Relay user complaints or suggestions are addressed quickly to the
Florida Relay user's satisfaction. T-Mobile accepts commendations and complaints via the
following:

+ Overthe phone with a supervisor or administrator

¢ T-Mobile Accessibility Customer Care (phone, email, fax, mail)

+ CapTel Customer Service

+ Speaks to the Client Directar/Account Manager

¢ Florida Relay user contacts the FPSG or FTRI

Step 2: T-Mobile thoroughly documents the issue.
It ts crucial 1o make sure T-Mobile understands the Florida Relay user’s concern or compliment.
T-Mobile gathers as much information as possible and records information provided by the Florida

Relay user.

Step 3: The Fiorida Relay user's comment is classified and assigned (if applicable).
Once we receive a comment, T-Mobile classifies the information as a compliment, a complaint, or
an inquiry.

¢ Compliments: Compliments for specific individuals are forwarded in the CCOD system to
the employee’s call center. T-Mobile and its subcontractors formally acknowliedge CAs
and other personnel who delight Florida Relay users. Compliments are posted on bulletin
boards in the call center to recognize performance and maotivate center employees.
Florida Relay user information is removed before posting.

4+ General Complaints: Complaints are classified by category (service, technical,
miscelianeous) and subcategories for tracking and reporting. If complaints are not
immediately resclved, personnel are assigned based on the complaint category.

# Service Complaints: Feedback involving specific call center staff is directed to the
employee's manager through the CCOD system. The manager will meet with the empleyee
to discuss the Florida Relay user's complaint. The manager will verify that the employee
understands the correct procedures and performance expectations. The manager may
recommend coaching, retraining, or take disciplinary action depending on the complaint,
If a technical issue impacted the cail, the manager immediately creates a trouble ticket
with the technical team.
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4 Technical Complaints: The employee who spoke with the Florida Relay user documents

technical complaints in the CCOD system. After the technical team investigates, a trouble
ticket is entered, and the ticket number is noted in CCOD.

Step 4: T-Mobile follows-up with the Florida Relay user regarding resofution.

When a Florida Relay user files a complaint or compliment, he/she can provide contact
information for follow-up communication. If the Florida Relay user is not satisfied with the
resolution, T-Mobile will provide information to the Florida Relay user on how he/she can escalate
the issue to the FPSC or the FCC,

Step 8: Records are finalized and available for reporting and analysis.

Once the Florida Relay user contact form is complete, the Florida Relay QA Manager reviews
records to make sure the form is accurate and complete. All complaints and resolutions are
documented and available to the FPSC upon request. Weekly, the Florida Relay QA Manager
reviews all complaints to ensure Florida Relay users are satisfied with complaint resolutions. Also,
a complaint report is shared with the T-Mobile management team.

Notifications

When a Florida Relay user's contact is entered into the CCOD system, and a resource is assigned,
the CCOD system notifies the Florida Relay QA Manager via email. Automated reminder emails
using pre-determined thresholds ensure the contact receives prompt attention. When the Ficrida
Relay QA Manager logs into the system, he/she is reminded of the contacts assigned to him/her
or an associated workgroup.

The CCOD systern provides confidentiality and security protections. Only authorized staff has
access, Any changes and updates to Florida Relay user contacts are recorded, along with the
person making the change. Once a complaint has been added to the system, protectians exist to
keep it from being deleted. T-Mobile also has policies to protect Florida Relay user contact
information,

T-Mobile's CCOD system supports ongoing QA efforts for individual states and performance on a
network, GA, and call center level:

+ Florida Relay Service Report: Monthly tracking number, date of complaint, CA ID, type of
complaint, nature of complaint, date of resolution, and explanation of resolution status
(upon request).

¢ Florida Relay Service Tally Report: Total commendations and total complaints by
classification and category number (available upon request).

# Total Tafly Report: This internal report is part of our QA program. It contains consolidated
compliment and complaint infermation by category number for all products.

¢ Florida Relay Account Report: This internal repori provides a snapshot of Florida Relay’s
user contact files and open and closed files for each month (available upon request).

# Annual FCC Tally Report: This report will be shared with the FPSC for annual FCC
reporting.

Specialized Customer Service Options

While anyone can use the general access number for T-Mobile Accessibility Custoner Care, we
also offer specialized Customer Care for select Florida Relay user groups who may need further
assistance in learning to use the service, submit feedback, or have questions.
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CapTel Customer Service and Training Line

As a part of T-Mobile's provision of CapTel, Florida Relay CapTel users will have access to CTl's
dedicated CapTel Customer Service. CapTel Gustomer Service is staffed by representatives wha
specialize in assisting CapTe! users who have questions, feedback, or need assistance in
establishing service. CapTel Custormer Service has immediate access to CTI technology and

personnel to quickly resolve concerns.
CapTel Customer Service is open 24x7, excluding select holidays. On holidays, T-Mobile gives

Florida Relay CapTel users the option to leave a message directly with CapTel Customer Service
for follow-up the next day or Florida Relay CapTel users may call the general access number for
assistance.
Spanish Customer Service and Training Line
T-Mobile provides a separate national Customer Service number for Florida Relay customers who
speak Spanish. This number is answered by a customer care representative 24 hours-a-day for
the purpose of assisting with information on placing & Florida Relay call, tips for improving the
efficiency of relay calls, information on new relay service functions, changes in relay service, and
to accept commendations and complaints.
STS Customer Service and Training Line
T-Mobile provides nationwide STS Customer Care to assist Florida Relay STS users and caregivers
such as family, friends, medical professionals, businesses, and organizations. This service is
available 24x7. T-Mobile's STS customer representatives assist people with:

+ Understanding the basics of STS calls, including CA's role

+ Establishing, explaining, or updating STS Customer Profile and call handling options

4 Providing information on enhanced features such as E-Mail Call Set-Up or Message

Retention
#+ Referting callers o the FTRI for questions on accessibility equipment
+ Explaining the processes T-Mobile CAs will use to help clarify speech patterns

4 Making practice calls

VCO Customer Service and Training Line
T-Mobile has the industry’s first national VCO-specialized Custamer Service and Training Line. T-

Mcbile's VCO Customer Care Representatives can help Florida Relay VCO users and advacates
with:

+ Understanding the basics of VCO calls, including TTY etiquette and abbreviations

+ Establishing Customer Profile and branding as a Florida Relay VCO user

+ Explaining VCO basics (access numbers, and call handling preferences)

+ Educating Florida Relay users on enhanced VGO features

2-Line VGO and Privacy
# Empowering Florida Relay VCO users to personalize their service with examples such as
leaving answering machine messages
Establishing long distance service accounts or assist with billing inquiries
Referring callers to the FTRI for questions on accessihility equipment
Making practice calls

& & &

Docket No. 20210049-TP ~ Page 133

229



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Elarids

T-MOBILE i -A
ACCESSIBILITY 7t

Qutreach

The Florida Relay Client Director/Account Manager will continue to be responsible for ensuring
complaint and appeal processes are identified in outreach and marketing materials. T-Mobile wil}
incorporate the complaint and appeal process in Florida Relay educational materials - an
overview of complaint/feedback procedures are included in printed and online materials.
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Item 56 - Special Needs (RFP ref. B-46)

The provider is not required to provide Special Needs services. However, cansideration will be
given for additional evaluation points for proposals that include Special Needs services (beyond
any other services for basic relay described elsewhere in their proposal) as a part of the basic
relay service.

“Special Needs” means limiting factors of a physical or literacy nature that preclude a person
who is hearing, speech or dualsensory (both hearing and visually impaired) disabled from using
basic relay service. Special Needs includes: {1) physical limitations, either temporary or
permanent, which preclude use of a TDD with or without adaptations for persons with manual
dexterity limitations (e.g., paralysis, severe arthritis, broken fingers) and (2) markedly limited
ability either to read or write English or Spanish which precludes the user frem being able to use
the relay service. (However, relay service does not include transtation from one language to
another for the Special Needs population or for any other consumers). Special Needs does not
include: (1) unavailability of telephone service at the caller's home or business, (2) inability to
communicate in either English or Spanish (i.e., where caller can only communicate in a language
other than English or Spanish), or (3) handling complex calls (e.g., intervening in a call with a
doctor to explain a medical procedure).

The bidder shall describe what steps will be taken to provide telecommunications assistance to
persons with hearing, speech and dual-sensory impairments who have special needs. This
description shall include the types of services that would be provided, the prices to end users (if
any) for those services, how those services would operationally be provided, how parties other
than the provider would be involved in providing Special Needs services, and how the provider
would assure that those parties would fulfill their portion of the service obligation.

T-Mobile has read, understands, and will continue to comply with all RFP B-46 requirements.

T-Mobile's goal is to provide functionally equivalent communication options for all.

Experts in Technology and Requirements

When the FCC proposes new requirements or seeks comments, T-Mobile will identify possible
impacts, develop action plans for compliance, and provide feedback to the FCC. T-Mobile will
cooperate with Florida Relay to implement changes to the service if FCC requirements affect the
provision of Florida Relay. We may also discuss cost impacts with the FPSC.

T-Mobile's treatment of opportunities for growth and expansion and product and service
development will continue to shape the industry. T-Mohile has 31 years of experience introducing
innovative solutions in the accessibility marketplace and providing high-quality service to
customers. T-Mobile also has @ history of embracing and initiating technology evolution. T-Mobile
is the only Tier 1 wireless and wireline service provider in the relay industry. T-Mobile will continue
to provide products and services to enable accessibility.

Part of the team currently supporting Florida Relay are subject matter experts who research and
analyze emerging technologies. T-Mobile customers who need functional communication options
will continue to benefit from the development of next-generation technology. T-Mobile legal
specialists have detailed knowledge about TRS FCC standards and state requirements.

T-Mobile personnel also attend conferences to learn about technology. One example is the
California State University - Northridge (CSUN) Assistive Technology Conference. The
conference provides researchers, exhibitors, end-users, and experts with an opportunity to share
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information about “best practices in the field of assistive technology.” The team also participates
in other national conferences.

User Experience

T-Maobile develops products and creates a superior customer experience.. T-Mobile's team is
comprised of daily users of relay products and services. These employees and their spouses,
children, parents, friends, and siblings have the same communication needs and concerns as
Florida Relay users, T-Mobile is fully committed to frue functional equivalency and doing
everyifliing to provide the best service possible. T-Mobile's experience remains unmatched by
other TRS providers.

Internet Protecol Relay (IP Relay)

T-Mabile provides Internet Relay (IP Relay} that can be How Barint IP Relay Worke
used on internetconnected devices {computers, tablets,

phones). IP Relay is available at no cost to FPSC.

In 2002, Sprint {now T-Mobile) develaped and launched .@. E4 Q * D
IP Relay service. Sprint continued to offer IP Relay after
many |P Relay providers discontinued this valuable
service. We believed the DeafBlind community would
lose telecommunications options. In late 2014, Sprint

became the sole provider of IP Relay service. We are still  [-7 ;@X
the only IP Relay provider, and we are FGC certified.

IP Relay allows Floridians who are Deaf, Hard of Hearing,
DeafBlind, or have a speech disabilify to use an internet-
connected device to access a relay operator. A Floridian using IP Relay types what he/she wants
to say to an operator. The operator relays the message to the IP-Relay caller and types his/her
response back to the IF Relay user.

T-Mobile offers simplified access to |P Relay by assigning one phone number for the web and
mabile applications, allowing Florida Relay users to make or answer IP Relay calls from their
preferred device with the added convenience of mobility. T-Mobile will continue to enhance the
|P Relay product and services based on feedback received from people who are Deaf, Hard of
Hearing, or have a speech disability.

Peaple with speech disabilities also use |P Relay to conduct daily telephone conversations without
the stress of using their voice. IP Relay provides them independence and privacy when making
calls while on the go.

T-Mobile provides Spanish-to-Spanish and English-to-English IP Relay. The FCC does not allow
translation service for this product. IP Relay users can change the web and mobile applications
from English to Spanish, They can also select the spoken language for the CA.

In the event ona or both parties disconnect during a 911 call, the CA will attempt to reconnect the
call, T-Mobile complies with FGC TRS Rules for E911 section §9.14 {formerly §64.605). When a
Florida Relay {P Relay user has an emergency call, we access an emergency call center (ECC) to
request the Florida Relay user’s current location to identify the nearest PSAP for the caller,

If the FCC transfers IP Relay jurisdiction to states, T-Mobile will provide information to the FPSC
and we will work with the FPSC regarding implementation details.

Docket No. 20210048-TP Page 136

233



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

JXLELY

Ty i

Wireless Apps
T-Mobile provides information to its wireless customers about accessibility features inherent in
wireless phones. T-Mobile's wireless technology can assist Florida Relay users.

Hearing Aid Compatibility (HAC)

HAC refers to the relationship between a handset and hearing aids, concerning the level of
operation that is capable vs. the amount of electromagnetic interference produced by the
handset. T-Mobile's handset inventory is over 95% HAC compliant, according to FCC standards.

Video-Assisted STS

T-Mobile will continue to support this product for Florida Relay users. T-Mobile’s VA-STS supports
a one-way video call between the CA and Florida Relay STS user. The video connection assists
the CA in understanding the Florida Relay STS user’s speech. At the Flarida Relay user’s request,
the STS CA will establish a separate video connection with the Florida Relay STS user. VA-STS
allows the STS CA to listen to a person with a speech disability and see them via a videosupported
connestion. The advantage of this service is the STS CA uses visual clues (facial expressions} to
provide re-voicing assistance, Florida Relay STS users enter contact information in their STS
Profile to reduce set-up time. Florida Relay is only charged for the STS portion of these calls and
is not charged a premium or additional cost for the video connection.

Automated 711 for STS and Spanish

T-Mobile will continue to support this product for Florida Relay users. T-Mobile offers Automated
711 for STS and Spanish at no charge to the FPSC. T-Mobile makes it easier for Florida Relay
users who use STS or Spanish to use 711. T-Mobile TRS CAs are trained to immediately transfer
STS callers to STS CAs upen request (without requiring the caller to redial). This service is
inctuded in the TRS pricing.
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Item 57 - Unsolicited Features in Basic Relay Service (RFP ref. B-47)

The bidder will not be required to provide unsolicited features in its basic relay service. However,
additional evaluation points will be considered for proposals that include unsolicited features.
The cost to the state for these unsolicited features must be included within the basic relay service
price propasal.

Any additional features not described elsewhere in the RFP, and which the bidder is including in
its basic relay service and price proposal, which a bidder would like to propose shall be fully
described indicating how the feature would work, how it would improve the system, which users
would benefit from the feature and any other information which would allow the FPSC and PRC
to evaluate the feature. Examples might include features such as: video interpreting; use of
speech synthesis equipment instead of a CA to convert text to speech; use of voice recognition
equipment instead of a CA to convert speech to text; enhanced transmission speed or any
proposed service enhancements and technological enhancements which improve service.

T-Mobile has read. understands, and will comply with 2l BFP B47 requirements.

We present the following unsolicited features to the FPSC and Florida Relay users.

Relay Conference Captioning {(RCC)

Florida residents who need to join in conference calls, webinars, or video meetings can
participate by following along via RCC. RCC ensures meeting attendees who are Deaf, Hard of
Hearing, or have a speech disability are in sync with their colleagues and can view content via
online and or transcripts. RCC is available for online meetings with two or more attendees, RCC

is intended for business purposes only.

The same high-quality captioners who produce closed captioning for television shows will deliver
fast and accurate captions to meeting attendees, Florida RCC meeting participants join a
conference call or webinar. RCC participants have two options to speak directly or type their
responses, and the captioner will read and speak directly through the conference bridge or web
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conferencing audio connection while viewing captions 2T e o
via an internet-connected computer or mobile device. ok N @l ; H \

e & -2 -
RCC is currently available Monday - Friday 8:00 a.m. - ) _ "A..\;‘ 3 N .
G:UDlp.m. ET. We would be w:ll!ng to d'xscuss expfmded ettt veiriacrive | Youlhses
service hours. Please contact your Client Executive for Speak N
more details. P e,

*

RCC is easy to schedule and requires no special u
software or downloads. High-speed intemet is reguired.

RCC meetings are secure. SSL encryption is included —— Sy
for each event. Participants You Spask

With Florida RCC users can:

4+ Confirm conversations using realtime transcripts

4 Recognize and use specific workplace lingo

4+ Communicate with clients and co-workers

+ Make business decisions based on clear, accurate information

Easy Reservation System

A Florida RCG meeting requestor visits a website dedicated to Florida RCC and fills out a request
form. Reservations should be requested 48 hours in advance. After the form is submitted, the
event is scheduled, and the meeting requestor can specify how transcripts are treated during and
after the event. The meeting requestor will receive an email confirmation with the meeting link
and confidential event ID number. Before the event’s start time, the captionist will join the
scheduled audio conference bridge and caption the conference call or web conferencing
meeting. Cancellations must be requested 24 hours in advance.

For the new contract, if the FPSC desires, we will work with the FPSC to design an approval
pracess for Florida RCC reservations, Implementing this new process will take 60 days after
contract signature.

ContactInformation

Firgt Hame" Last Mwme*

Emall Adress >

L

(=]} fhat Refay C Capi i intenderd for partivipating M conferance cals, webinars of mulbpary catis.

{3  cerlity | amrauesting REG for mysell of particioants who a9 Deal of Hans of Heanng 1 onder o pariicipate on 8 confarence call, webinar

or mutparty cas. -
Fhane furmber © ARernative contact iformatiog
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Evant Information

Talsconfovence Phons flmnher Seseas Coda

Wieb Confesence URL (Optional) Event Titke ar Sutiject Matter ©

Event Roles

Date and Time of Event

Bate of Event* BeginTine !lll'l‘hlltumv H
Har ¢ Mrse~ & am pm Hour ¥ Mme~ Eam Cpm

£, 2020747
Yime Zone®
Alzve ~

Transeript Option *

O Ratan coby of e Fansonol on server
= Destroy transcript after event 1o profatt iy corfidentiady

Participant Options*

o Allowy i foview i
3 Aliow pariciparis ko view & save tranecript
&1 Paric’pants cannot vasw or gave ransospt when call has endad,

e Trovpint ~wts o 80 schEd L ads Ems

information and Preferences
Optimized for Internet Explorer, Chrome, Firefox, or Safari

Minimum System | JavaScript and cookies enabled in the browser
Requirements | High-speed Internet connection required
| 800 x 600 screen resolution, 1024x768 or higher recommended
|7 Background Color
Text Color
Display Font Style
Preferences Font Size {up {o 72 pt.)
Refresh rate for new text
New text highlighting color
View transcript*

Transcripts Save or email transcript*
Save transcript as text*
Help [ Frequently asked questions |
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*The Florida RCC meeting requestor may limit participants’ ability to view, print, and save the

transcript.

Captionist Qualit

RCC captionists transcribe conversations at an average of up to 180-wpm and maintain an average
98% accuracy. Captioning is performed in realtime, and an occasional error may occur when
the captionist is not familiar with terms or names or misspells a word. RCC includes safeguards
to protect against offensive words displayed during business events. T-Mobile works to enhance
the skills of the captioning team. The host of the RCC event can help with captionist accuracy by
providing information about the event during registration, including proper names, agendas,
speaker notes, or presentations relevant to the topic.

Confidentiality
All captionists are required to sign and abide by a pledge of confidentiality:

1. All event-related information will be kept strictly confidential. The captionist will not reveal
any information acquired during an event or any preparatory or other materials associated
with the event. The captionist will only discuss event-related questions or problems with
management or human resources personnel. The captionist agrees to keep confidential
all information for the duration of employment and after employment ends.

2. No records of Florida RCC user information or content of any event will be kept beyond
the event's duration, with limited exceptions for authorized procedures. The captionist
will not keep a record of any Florida RCC user information or conversation content beyond
the length of the call except billing and user profile information. The captionist will destroy
all such records immediately upon completion of their authorized use.

3. Nothing may be intentionally edited or omitted from the content of the conversation or the
speaker's spirit. The captionist will transmit exactly what is said in the way it is intended
in the language of the Florida RCGC user's choice.

4, Nothing may be intentionally added or interjected into the content of the canversation or
the spirit of the speaker. The captionist will not advise, counsel, or interject personal
opinions, even when asked by the Florida RCC user. )

The captionist will be flexible in adapting to the Florida RCC user’'s needs.
6. The captionist will further skills and knowledge through continued training, workshops,
and reading of current literature in the field.

o

All captionists must agree to comply with these terms. Failure to do so will lead to disciplinary
action.

Transcripts

RCC transcripts are an invaluable tool, and they are provided at no additional charge. Transcript
settings must be established when a meeting request is submitted. Should a transcript be
requested, participants can email, save, or print transcripts immediately after the event. The
Florida RGC meeting requestor must indicate if and how he/she wants transcripts to be delivered.
{f the transcript is set to destroy at the end of a meeting, it will not be available once the captioning
window is closed.

Schedulinag and Technical Sunoort
If a Florida RCC meeting requestor needs help scheduling an RCC event or if technical assistance
is required, a 24x7 help desk can be reached at 833-250-2784 or cantionina@t-mobile.com, The
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help desk can also be reached via email. For scheduled events, provide the event ID to the
support team.

Web Conferencing

RCC also makes captions available through popular web conferencing applications, including
WebEx, Adobe Connect, and YouTube Live - at no additional charge. Florida RCC meeting
organizers using web conferencing can embed RCC captions into the event by the web link,
provided within the confirmation email, into the web conferencing software. Other popular
webinar platforms may be used, but two web browsers are required to view captions - one for the
web conferencing screen and the second for the captioning player.

Mobile RCC

Mobile RCC gives Florida RCC participants the freedom to participate in a conference call while
using an internet-connected device with a web browser. RCC is a data-intensive application, and

wireless data rates may apply.
Billing and Heporting
T-Mobile will continue to provide the FPSC with monthly RCC invoicing and reporting. Two reports
will accompany the invoice:

+ Daily meeting activity, including the name and a description of each meeting and start/end

time
+ Total number of monthly minutes by day and by week
Augus! 20t ABC Corporstian Dady Bitable Minines

446000 e, e n——

350.08
30008
!m.oa 4

18000

BR Z
980 fl

122458 7B SI0MI2IB1416167 1R IB NN 2EVMSBFB/INY
Day

RCC Pricing Conditions
¢ RCCG is intended for online meetings with two or more attendees, and does not include
support for cursing, vulgarities, or language that is derogatory, condescending,
discriminatory, or ethnic slurs, or words otherwise considered offensive to any protected
class, as defined under U.S. federal laws.
¢ Minimal Increment Billing Unit: 15-minute intervals with an initial minimum of 30 minutes
Minimum fee for any event: 1/2 of the hourly rate for the event
# All events will be billed in full far the amount requested and 15-minute intervals thereafter.
Cancellations must be reguested 24 hours in advance.

Video-Assisted STS
T-Mobile will continue to support this produst for Florida Relay users. T-Mobile’s VA-STS supports

a one-way video call between the CA and Florida Relay STS user. The video connection assists
the CA in understanding the Florida Relay STS user’s speech. At the Florida Relay user's request,
the STS CA will establish a separate video connection with the Florida Relay STS user. VA-STS
allows the STS CA to listen 10 a person with a speech disability and see them via a video-supported
cannection. The advantage of this service is the STS CA uses visual clues {facial expressions) to
provide re-voicing assistance. Florida Relay ST3S users enter contact information in their ST§

L
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Profile to reduce set-up time, Florida Relay is only charged for the STS porticn of these calls and
is not charged a premium or additional cost for the video connection,

Automated 711 for 8TS and Spanish

T-Mobile will continue to support this product for Florida Relay users. T-Mobile offers Automated
711 for STS and Spanish at no charge to the FPSC. T-Mobile makes it easier for Florida Relay
users who use STS or Spanish to use 711. T-Mobile TRS CAs are trained to immediately transfer
STS callers to STS CAs upon request {without requiring the caller to redial). This semwice is
included in the TRS pricing.
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Item 58 - |P-Relay Service, IP-Captioned Telephone Service, and Video
Relay Service (RFP ref. B-48}

If required by the FGC, the bidder shall be capable of providing IP-Relay service. If required by
the FCC, the bidder shall be capable of providing |P-Captioned Telephone Service. If required
by the FCC, the bidder shall be capable of praviding Video Relay Service.

=

ad, understands, and will continue to comply with all REP B-48 requircments.

T-Mobiie has re

Internet Protocol Relay {IP Relay)

T-Mobile provides Internet Relay {IP Relay) that can be How Sprind IF Relay Woris

used on internet-connected devices {computers, tablets,

phones). fi’“ .
Ugo L] . ‘e

In 2002, Sprint (now T-Mobile} developed and launched T aAa D

IP Relay service. Sprint continued to offer IP Relay after -

many |IP Relay providers discontinued this valuable

service, We believed the DeafBlind community would lose +
telecommunications options. In late 2014, Sprint became
the sole provider of IP Relay service. We are still the only « @ - ED
IP Relay provider, and we are FCG certified.

You Bass VreReisy Your Gallar Speais

IP Relay allows Floridians who are Deaf, Hard of Hearing,
DeafBlind, or have a speech disability to use an internet-
connected device to access a relay operator. A Floridian using IP Relay types what he/she wants
to say to an operator. The cperator relays the message to the IP Relay caller and types his/her
response back to the [P Relay user

T-Mobile offers simplified access to IP Relay by assigning one phone number for the web and
mobile applications, allowing Florida Relay users to make or answer IP Relay calls from their
preferred device with the added convenience of mobility, T-Mobile will continue to enhance the
IP Relay product and setvices based on feedback received from people who are Deaf, Hard of
Hearing, or have a speech disability.

People with speech disabilities also use IP Relay to conduct daily telephone conversations without
the stress of using their voice. IP Relay provides them independence and privacy when making
calls while on the go.

T-Mobile provides Spanishto-Spanish and English-to-English IP Relay. The FCC does not allow
translation service for this product. IP Relay is available at no cost to the FPSC. IP Relay users
can change the web and mabile applications from English-to-Spanish. They can also select the
spoken language for the CA.

In the event one or both parties disconnect during a 911 call, the CA will attempt to reconnect the
call. T-Mobile complies with FCC TRS Rules for E911 section §9.14 (formerly §64.605). When a
Flotida Relay IP Relay user has an emergency call, we access an emergency call center (ECC) to
request the Florida Relay user’s current location to identify the nearest PSAP for the caller.

If the FCC transfers IP Relay jurisdiction to states, T-Mobile will provide information to the FPSC
and we will work with the FPSC regarding implementation details.
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Video Relay Service ‘
While VRS is currently not an offer through Florid Relay, T-Mabile will work with the FPSC and
Florida Relay users to determine the need for VRS. Please contact your Client Executive for more
information.

IP-Captioned Telephone Service (IPCTS)

%-e\rfrom T Mobile

Enjoy Using the Phone Again
Hearing loss shouldn't isolate you from the people you care about. With a CapTel from T-Mobile
phone, you'll hear what you can and read what you miss on calls. Read captions of everything
your caller says, in realtime. No more missed details. No more asking someone to repeat
themselves. No more waiting for a quiet room to make a call. Your CapTel phone makes every
word count. Even befter, you may qualify to get your phone at no cost!
&

CapTel Phones Web CapTel Blind-Low Vision

CanTel 940 Serfes

CapTel 8801

A T-Mobile IP CapTel phone works just like the traditional CapTel phone but uses an internet
connection to deliver captions. The service, |IP CapTel phone, and installation are all available at
no cost to the user with a signed third-party verification form. T-Mobile has worked to ensure our
IP CapTel services can be used by all user groups. In 2019, T-Mobile released the 830iB which
enables a blind user to connect a braille board ta their CapTal phone and receive captions. The
2400i alsu is the only device in the marketplace that allows for Bluetooth connectivity. Users with
hearing aid streamers or Cochlear implants with Bluetoath connectivity, can connect directly to
the CapTel phone and hear the conversation through those devices. T-Mobile continues to work
with their manufacturer to find additional technology advancements that assist those who utilize
a Captioned Telephone. For more information, please see hitps://capfelromtomobile.com.

[P CTS Team
T-Mabile Associate Accessibility Relationship Managers {AARMs) raise IPCTS awareness among
Florida Relay users who have hearing loss and the professionals who serve them. The AARMs:

¢ Attend virtual and in-person events, on a national, state, and local level, to provide one-
on-one education about IPCTS

+ Give presentations on IPCTS, relay services, and support services to seniors, veterans,
caregivers, Veteran Service Officers (V50)s, and hearing health professionals

¢ FEducate hearing healthcare support personnel, VS0s, and IPCTS certifying professionals

¢ Create comprehensive print, digital, and broadcast marketing campaigns

T-Mobile offers an IPCTS service that compliments the offerings of state-based CapTel. As CapTel
users in Florida transition from legacy analog telephone networks to newer technology, T-Mabile
IPCTS is available with the same reliability and quality of service.

Current vertical customer channels include:
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Hearing Heaith Professionals

Difficulty hearing on the phane is often the first symptom of hearing loss, and one with the most
significant impact on a patient’s quality of life. T-Mobile CapTel enables patients to hear and read
their phone calls, restoring confidence and independence. Often, hearing health providers report
better patient outcomes for captioned phone users. |IPCTS phones are available at no charge
with a signed certification form from a professional qualified to evaluate hearing loss, such as an
audiologist or doctor. T-Mobile, through Florida Relay, provides information and demonstration
devices to hearing health providers who wish to share information with their patients. T-Mobile
does not offer any type of incentives for hearing health providers and does not support joint
marketing agreements in violation of FCC regulations.

Careqivers
Many Florida Relay GapTel users rely on caregivers such as senior living professionals, social

workers, or immediate family caregivers for information. T-Mcbile works closely with these groups
to provide marketing materials about the services offered through T-Mobile CapTel.

T-Mobile focuses on these customer vertical channels to bring value to Florida Relay CapTel. Our
overall mission is to offer IRCTS products and marketing that complements (rather than competes)
with Florida Relay. Sprint's goal is to serve all Florida Relay CapTel users and present functionally
equivalent communication options to them. Our approach sets us apart from other CapTel
providsrs as the most effective in serving CapTel users in a way that enhances the provision of
the state-based business. We look forward to continuing this evel of service in Florida.

Veterans

Many veterans have experienced hearing loss because of their service and have trouble
participating in telephone conversations. Florida veterans need to know about the CapTel
through Florida Relay. T-Mobile Accessibility has the honor of werking with national veterans’
groups such as the Veterans of Foreign Wars (VFW) and the Blinded Veterans Association (BVA).
While we have leveraged those relationships far national campaigns, T-Mobile will utilize local
organizations to ensure veterans can communicate with friends, families, business associates,
doctors, and others, T-Mobile Accessibility has established relationships with VSQOs in many
states. V8Os answer questions, give advice, and educate individuals and groups on the benefits
of federal, state, county, and local resources. YSOs can provide information about Florida Relay
CapTel to Florida veterans.. T-Mabile is proud to be a military-friendly company committed to
providing resources and programs to assist veterans, active military personnel, and their families.
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Item 59 - Redundancy (RFP ref. B-49)
Please provide information regarding redundant coverage offered nationally, such as the number
of call centers.

and will continue to comply with al! RFP B-48 requirenients.

I-Mobile fas read understands,
Per our state customer and FCC requirements, T-Mobile and CTi have adequate hardware,
software, and facilities to ensure compliance with P.01 (blockage}. T-Mobile’s internal cbjective
for call completion for network availability is 99.895% - well above FCC minirmum requirements.
T-Mobile highly redundant architecture and excess capacity virtually eliminate blocked calls. The
redundant system provides quality and reliable performance, making blockage or any downtime
nearly impessible. The system auto-detects any problems, including reaching pre-determined
capacity levels, and moves to the secondary systems, immediately if necessary. The network
supports proactive and realdime monitoring.

T-Mobile 's relay netwark technology utilizes Session-Initiation Protocol (SIP).

¢ All call paths are geographically redundant and monitored to provide high-quality service.
4 An IP solution allows sustainability and longevity for the TRS platform,

¢ The IP network will enable future technological advances, such as Real-Time Text (RTT),
whose requirements are under development by the FCC.

Proactive Measures

For 31 years, Sprint (now T-Mobile) Accessibility users have rarely experienced an inability to
place calls. Call centers are staffed with spare positions and platform components to deal with
all types of technical issues. The network offers automated alarming to notify personnel of issues.

Redundancy is built into our infrastructure to deliver outstanding performance for all our TRS
customers. These attributes will ensure functional equivalency for relay callers during disasters.
The benefits of our leading-edge platform and flexible configuration include:

+ Redundant connections between sites, the 800 network, and call centers

¢ [f the problem is within T-Mobile's center, the CCSA performs maintenance

¢ Centralized routing and reporting systems enable T-Mobile to treat the entire call center
complex as a single virtual call center rather than standalone call centers
All positions are capable of handling calls for any state customer
All training seats are configured and immediately ready to take production traffic
T-Mobile has pre-established plans for all types of outages
T-Mobile automatically routes calls away from a center undergoing a service recovery
event, For example, if a fire drill forces CAs 1o evacuate, the call router automatically

sends calls to other relay centers.
Back-Up Call Router

T-Mobile's primary router is reliable and rarely experiences any type of outage. In the unlikely
event that the primary call router has an outage, T-Mobile has a back-up call router that delivers

calls to the relay centers.

> &+ & @

Call Centers
We currently have a call center in Orlando and ancther call center in Tampa, FL (highlighted in

the following table). Florida Relay calls will continue to be routed to Gold Star CA in following
call centers:
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Appletan, WI CapTel
Arlington, TX CapTel

Austin, TX TRS, Spanish TRS, VCO, STS, and CapTel
Coiumbia, SC CapTel
Dayton, OH TRS, Spanish TRS, STS, VCO, and CapTel
Lubbock, TX TRS, Spanish TRS, VCO, and CapTel
Madison, Wi CapTel, CapTel Customer Service
Milwaukee, WI CapTel ]
Moorhead, MN TRS, 8T8, VCO, Customer Care, Spanish TRS |
QOrlando, FL CapTe!
Overland Park, KS | Customer Care |
Syracuse, NY TRS, Spanish TRS, VCQ, and CapTel i

Tampa, FL Caple!

Florida Relay users will continue to benefit from T-Mobile's intelligent call routing {ICR}, which
ensures the next available TRS or CapTel CA answers each call. T-Mobile’s ICR provides Fiorida
Relay with a large resource pool and ensures the most efficient and cost-effective methad for
processing various call types.

Based upon predefined routing scripts, T-Mobile’s ICR can send calis to any CA in 13
geographically diverse call centers (or T-Mobile Accessibility Gustomer Care), which is the largest
relay network in the U.8. Specific scripts are executed for each call type and scripts are scheduled
to be used based on the time of day, day of the week, and year. These scripts are self-invoking
and require no human intervention. T-Mobile's ICR has complex formulas available to determine
the most efficient utilization of resources.

TRS and CapTel Work from Home

T-Mobile's Florida Relay solution will continue te include TRS and CapTel CAs that work from
home. We have deployed a trained work from home workforce that allows for business continuity
during natural or man-made disasters.

1} A portion of T-Mobile's workforce can process Florida Relay calls with agents virtually
attached to existing centers but not physically located in a call center. CAs work from
home in a safe, secure environment. They abide by FCC standards for confidentiality,
specifically (47 C.F.R. §64.604(a)(2)(ii) for Canversation Content). If there is natural or
man-made disaster, agents can continue to process calls. CAs are located close to
existing call centers, so they may continue to participate in ongoing training, and they
have access to local technical support resources.

2} CapTel Agents can arrange a call take over after reaching the mandatory minimum
standard for a CapTel call. For a better customer expetience, agents can take over the
call remotely, in the same call center, or from another call center.
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Item 63 - Reporting Requirements (RFP ref. B-53)

The provider shall provide to the contract manager and the Administrator the following written
reports by the 25th calendar day of each month reporting data for the previous month. More
frequent or more detailed reports shall also be provided upon request.

T-Mobile has read. understands, and will continue to comply with aill REP B-53 requirements

During T-Mobile’s tenure with Florida Relay, we have provided reports that meet FPSC
requirements, and we will continue our collaborative relationship with the FPSC. The FPSC
should expect T-Mobile to continue ta meet this RFP’s reporting requirements,

Additionally, T-Mobile has introduced a new capability that will allow the FPSC's Contract
Manager and Administrator to view monthly invoices and reporting online. The FPSC will also
view historical invoices and reports. The secure site enables the FPSC to download files.

T-Mobile will provide the FPSC's Coniract Manager and Administrator with reports by the 25th
calendar day of each month. The reporling data will consist of the previous month's activity.

Billable Minutes

The billable time for each individual call is calculated in seconds and converted into decimal
minutes, rounding to a single decimal place [onetenth minute, a six-second increment) and
calegorized by billable service. At the end of the month, each decimal minute call is muitiplied
by the approptiate service rate and rounded to two decimal places ta create a rated call.

a. Total daily and monthly

{1} Number of incoming calls {separately stating whether incoming calls originate as
Baudot, ASCII or voice calls, and also separately stating whether each type of call is
English, Spanish, or other foreign language calls). The number of incoming calls
which are general assistance calls shall be footnoted on the report.

{2) Number of incoming call minutes associated with each of the categories of incoming
calls in a.{l) above,

{3} Number of outgoing calls {provide two breakdowns of this total: one separately stating
completed calls and incomplete calls, and one separately stating whether calls
terminate as Baudot, ASCII or voice calls).

(4) Number and percentage of incoming Florida calls received at each relay center
handling Florida calls. Total should equal the number of incoming calls in item a.{1}
above.

b. Average daily and monthly blockage rate.
c. Daily answer times for the month and daily number and percent of incoming calls
answered within ten (10) seconds for the month.
d. Total daily and manthly number of outgoing calls (including both completed and
incomplete) of the following lengths:
(1) 0-10 minutes
(2) >10- 20 minutes
{(3) >20 - 30 minutes
(4) >30 - 40 minutes
{5)  >40-50 minutes
{6} > 50 - 60 minutes
(7) > 80+ minutes
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e. On a daily basis for the month, number of outgoing calls and average length of calls by
hour of day. {Total should equal total of a.(3)).

f.  Number of outgoing local, intral ATA toll, intrastate interLATA, interstate and intemational
calls for the manth. (Total should equal total of a.(3))..

g. Number of outgeing calls and average length of completed outgoing calls originated by
TDD users and voice users (identified separately). (Total number of calls should equal
total of a.(3})}.

h. The provider shall provide monthly summary reports to the FPSC and the Administrator
regarding the number of complaints received categorized by topic areas. The provider
shall alse provide a complaint summary to the FFSC in the format necessary to submit to
the FCC in compliance with 47 CFR 64.604(c)(1)(ii), by June 15 cavering the previous 12
months of complaints ending May 31 of that year.

i. The provider shall report monthly to the FPSC and the Administrator the results of any
user evaluations conducted.

j- The provider shalt report monthly on new subcontractors being used to assist in providing
relay service and shall identify the scape of their role in the process and the relationship
of the subcontractor fo the provider.

k. By March 1, the provider shall provide to the Administrator and the contract manager
forecasted relay usage figures and costs to the FPSG for the upcoming fiscal year (July 1 -
June 30}.

I The provider shall report monthiy on Captioned Telephone or its equivalent service listing
the daily answer time, minutes of use for international, interstate, and intrastate: billable
session minutes and service levels.

m. The provider shall submit the necessary documentation to the FPSC that complies with
the state certification requirements of 47 CFR 64.606 when required.

n. The provider shall provide reports to the FPSC as necessary to complete the five-year re-
certification of Florida Relay Service with the FCC.

o. A provider opting to locate a call center in Florida shall file quarterly reports with the
.FPSG's contract manager demonstrating a minimum of 75 percent of Florida relay traffic
is handled by the Florida located center except when emergency conditions exist at the
Florida center.

The bidder shall include information on its capability and willingness ta provide ad hoc reports
including new information in the bidder's database or new formats for existing information.

T-Mobile continue to comply with these requirements.
FPSC Reporting/Billing Requirement 3 _ How T-Mohbila Complies I
a. Total daily and monthly | T-Mobile will continue to provide the daily and monthly
{1) Number of incoming calls (separately number of incoming calls, incoming call minutes, and
stating whether incoming calls originate | oulgoing calls which includes the call type {Baudot,
as Baudot, ASClI or voice calls, and ASGI, voice) and language. T-Mobile will also continue
also separately stating whether each | to provide the number and percentage of incoming
type of call is English, Spanish, or other | Florida TRS calls received at each relay center handling
forelgn language calls). The number of | Florida calls,
incoming calls which are general
assistance calls shall be footnoted on
the report. | |
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FPSC Reporing/Billing Requirement
(2) Number of incoming call minutes
associated with each of the categories
of incoming calls in a.(l} above.
{5} Number of outgoing calls (provide two
| breakdowns of this total: one
separately stating completed calls and
incomplete calls, and one separately
stating whether calls terminate as
Baudot, ASCII or voice calls).

(6) Number and percentage of incoming
Fiorida calls received at each relay
center handling Florida calls. Total
should equal the number of incoming
calls in item a.({1) above.

Floride

TH™=Y,

How T-Mobile Comblies

b. Average daily and monthly bleckage
rate.

T-Mobile will continue to comply by offering the FPSCa |
report with the daily and monthly average toll-free
blockage rate.

c. Daily answer times for the month and

| daily number and percent of incoming
calls answered within ten {10} seconds
for the month.

T-Mobile’s reports to the FPSC will continue to include
the daily TRS answer times for the month, and daily
number and percent of incoming calls answered within
10 seconds for the month.

d. Total daily and monthly number of
outgoing calls {including both
completed and incomplete} of the
following lengths:

0- 10 minutes

T-Mobile’s reports to the FPSG will continue to include
the Total daily and monthly number of outgoing calis
(including both completed and incomplete} of the
following lengths:

¢ 0~ 10 minutes

>10 - 20 minutes ¢ >10 - 20 minutes

>20 - 30 minutes & >20 - 30 minutes

>30-40 r!'llnutes ¢ > 30 - 40 minutes !

:05.05-06?22::2565 ¢ > 40 - 50 minutes i

> 80+ minutes ¢ > 50 - 60 minutes E
| ¢ > 60+ minutes

e. On a daily basis for the month, number
of outgoing calls and average [angth of
calls by hour of day. (Total should
equal total of a.{3}).

Number of outgoing local, intraLATA
toll, Intrastate interLATA, interstate and
international calls for the manth. (Total
should equal total of a.(3)).

T-Mobile’s current reports to the FPSC will continue to
detail the number of outgoing calls and average [ength
of call by hour of day for all TRS calls daily. The total of
“these calls will match the overall total referenced in &a.3.
T-Mobile's reporting will continue to provide the
number of outgoing calls by jurisdiction (local,
intraLATA toll, intrastate interLATA, interstate, and
international) TRS calls for the month. The total of
these calls will match the overall total referenced in a.3.

g. Number of outgoing calls and average
length of completed outgoing calls
originated by TDD users and voice
users (identified separately). (Total
number of calls should equal total of
a.l3)).

T-Mobile’s reparts will continue to include the number |
of outgoing calls and average length of completed
outgoing calls originated by TDD {TTY)users and voice
users, identified separately. The total of these calls will
match the overall total referenced in a.3.

The provider shall provide monthly
| summary reports to the FPSC and the

T-Mobile welcomes the opportunity to discuss with the
| FPSC the various available monthly reports and ad-hoc

Docket No. 2021004%-TP

Page 153

254



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION

TELEPHONE SERVICE (CTS) TO FLORIDA

T

EXHIBIT 2

T-MOBILE
ACCESSIBILITY

Sigrfga

I

How T-Mobile Complies

FPSC Reporting/Billing Requirermneant

- Administrator regarding the number of

complaints recelved categorized by
topic areas. The provider shall also
provide a complaint summary to the
FPSC in the format necessary to submit
to the FGG in compliance with 47 CFR
64.604(c)(1)(ii}, by June 15 covering the
previous 12 months of complaints
ending May 31 of that year.

information available to keep the FPSC Contract
Administrator fully apprised of Florida Relay user
complaints and compliments. Based on the level of
information and frequency desired by the FPSC, T-
Mobile will provide the available information in a
reascnable timeframe that aliows for information to be
consolidated and delivered. T-Mobile wiil centinue to
provide monthly summary reports to the FPSC and the |
Administrator regarding the number of complaints
received categorized by topic areas. T-Mobile will also
provide a complaint summary to the FPSGC in the format
necessary to submit to the FCC in compliance with
§64.604{c)(ii), Code of Federal Reguiations by June 15
covering the previous 12 months of complaints ending
May 31 of that year.

The provider shall report monthly to the
FPSC and the Administrator the results
of any user evaluations conducted,

T-Mobile will continue to provide a monthly report to the |
FPSG and the Administrator the results of its user ‘
evaluations including the monthly typing tests results
and any consumer input results.

The provider shall report monthly on
new subcantractors being used to
assist in providing relay service and
shall identify the scope of their role in
the process and the relationship of the
subcontractor to the provider.

T-Mobile's Client Director/Account Manager will

continue to report any new subcontractors being used

to assist in the providing of relay service. The report

will continue to include the name and scope of service

of the new subcontractor. ‘

By March 1, the provider shall provide
to the Administrator and the contract
manager forecasted relay usage figures
and costs to the FPSC far the upcoming
fiscal year (July 1 - June 30).

By March 1 of each year, T-Mobile will continue to !
pravide the forecasted relay usage figures and costs to
the FPSC for the upcoming fiscal year (July 1 - June

] 30).

The provider shall report monthly on
Captioned Telephone or its equivalent
service listing the daily answer time,
minutes of use for international,
interstate, and intrastate; billable
session minutes and service levels.

T-Mobile will continue to provide GapTel monthly
reporting with the daily answer time, minutes of use by
jurisdiction, billable session minutes, service levels and
more. CapTel reports are developed from a
combination of Call Detail Records and CTl-pravided
information. T-Mobile will continue to validate the
informatian and provide a concise CapTel reporting.

. The provider shall submit the necessary

documentation to the FPSC that
compilies with the state certification
requirements of 47 GFR 64.608 when
required.

T-Mobile will continue to supply necessary
documentation to the FPSG to comply with state
certification requirements of 47 C.F.R § 64.605 when
required

. The provider shall provide reports to the

FPSC as necessary to complete the five-
year re-certification of Flerida Relay
Service with the FCC.

| T-Mabite will supply additional information and reports. =

T-Mabile will continue to comply. One of T-Mobile’s
strengths is the level of our support to State customers
to complete the FCC’'s mandatory re-certification. T-
Mobile will put together a draft application in adequate
time for the FPSC to review and modify. Upon request,
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FPSC Reporting,/Billing Reguirement

Fisiian

m=y

iHow T-Mobile Complies

Our goal is to ensure Florida Relay maintains its
cerification with.

A provider opting to locate a call center
in Florida shall file quarterly reporis
with the FPSC's contract manager
demaonstrating a minimum of 75 percent
of Florida relay traffic is handled by the
Florida located center except when
emergency conditions exist at the
Florida center.

in conjunction with GTI, T-Mobile will continue to

operate call centers in Orlando and Tampa. We will file |
quarterly reports with the FPSC’s contractor. Qur

routing will operate the same way users have
experienced throughout our tenure as the current
provider. Routing may not reflect 75% Florida Relay's ‘
traffic is handied within the state.

The bidder shall include information on its
capability and willingness to provide ad
hoc reports including new information in
the bidder's database or new formats for

| existing information.

T-Mobile will continue to communication with the FPSC
to identify meaningful additional reports. The Client
Executive/Account Manager will continue to respond to
the FPSC’s hilling/reporting questions ar concerns. T-
Mobile will continue to provide continued professional
billing/reporting interpretation, analysis, and
explanations. T-Mokile will continue to work as the
FPSC’s partner for reporting reguirements. Once the ‘
request is received, T-Mobile will investigate if the
information is available, and the level of effort required.
Then, T-Mobile will meet with the FPSC to provide
sclutions. Depending on complexity, T-Mobile will
negotiate delivery time frame and cost (if applicable).
T-Mabile cannot be obligated to provide any custom
reports that it determines in its discretion are
impractical or unduly burdensome to T-Mobile or its
subcontractors from an operational, financial or system
limitation basis. [n addition, T-Mobile reserves the right
to not deliver retroactive reporting in formats later
agreed upon by T-Mobile and the FPSC. However, T-
| Mobile wants te continue to delight the FPSC and will
make reasonable efforts to research each request for ad
hoc billing/reporting and respond in a timely manner.
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[tem 66 - Optional Florida Call Center (RFP ref. B-56)

A bidder may, at its option, elect to place a call center in Florida through which relay traffic may
be routed. A bidder proposing an aptional call center shall maintain the call center throughout
the term of the confract. A minimum of 75 percent of Florida relay traffic shall be handled by the
Florida located center except when emergency conditions exist at the Florida center. Percentage
of traffic routed through the Florida relay call center shall be reported to the FPSC's contract
manager on a quarterly basis, The Florida call center shall be fully operational by March 1, 2022.
Bidders meeting the criteria for a Florida call center will be awarded 100 points. Partial points
will not be awarded in this category.

T-Mobile has read, understands. and widl continue to comply with BFP B-36 requirainints,

We currently have a call center in Orlando and another call center in Tampa, FL (highlighted in
the fallowing table).

Our routing will continue to cperate the same way that Florida Relay users have experienced
throughout our tenure as the current provider. Routing may not reflect 75% of Florida's Relay
traffic is handled within the state.

T-Mobile’s network of relay centers is operated by T-Mobile and its long-term subcontractors
Communication Services for the Deaf {CSD) - a non-profit organization dedicated to serving the
Deaf and Hard-ofHearing community and CapTel, Inc. (CTI) - an Ultratec corporation with a long
history of advancing assistive technology.

Call Centers
Florida Relay calls will continue to be routed to the first available Gold Star CA in following call
centers:
Apoleton, Wl CapTel .
Arlington, TX | CapTel
Austin, TX TRS, Spanish TRS, VCO, STS, and CapTel !
Columbia, SC CapTel - !
Dayton, OH TRS, Spanish TRS, §T5, VCO, and CapTel i
Lubbock, TX TRS, Spanish TRS, VCQO, and CapTel
Madison, Wi CapTel, CapTel Customer Sarvice
Milwaukee, WI CapTel
Moorhead, MN TRS, STS, VGO, Customer Care, Spanish TRS
Orlando, FL CapTel
| Dverland Park, KS Customer Care
Syracuse, NY TRS, Spanish TRS, VCO, and CapTel

Florida Relay users will continue tc benefit from T-Mobile’s intelligent call routing {ICR), which
ensures the next available TRS or CapTel CA answers each call. T-Mobile's IGR provides Florida
Relay with a large resource pool and ensures the most efficient and cost-effective method for

processing various call types.

Based upon predefined routing scripts, T-Mobile’s ICR can send calls to any CA in 13
geographically diverse call centers {or T-Mobile Accessibility Customer Care), which is the largest
relay networkin the U.S. Specific scripts are executed for each call type and seripts are scheduied
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to be used based on the time of day, day of the week, and year. These scripts are self-invoking

and require no human intervention. T-Mobile's ICR has complex formulas available to determine
the most efficient utilization of resources.

T-Mabile continues to maintain the largest network of TRS and CapTel call centers in the country
with a centralized TMCG. With the cost of CA work time being the single most expensive part of
providing relay service, many factors play into doing it more efficiently.

T-Mobile’s Traffic Management Control Center (TMCC) has processes in place that review each
center’s results and anticipate changes in staffing levels to determine each center's capacity to
handle forecasted calls. T-Mobile ensures total network traffic is supported and accounted for by
each of the centers. This provides Florida with a significant CA resource poal across all the call
centers and ensures the most efficient and cost-effective method for processing various call types.
The TMCG understands call processes, call volumes, distribution patterns, contract requirements,
and call routing, thus ensuring the appropriate number of CAs are always available. The TMCC
is dedicated to TRS. It performs many duties, including scheduting for all TRS call center
employees, TRS call routing, forecasting TRS usage (for every 15 minutes of each day),
operational reporting, and customer communication. The TMCG is in Overland Park, KS and a
TMCC traffic analyst is always on-call.

TRS and CapTel Work from Home

T-Mobile’s Florida Relay solution will continue to include TRS and CapTe! CAs that work from
home. We have deployed a trained work from home workforce that allows for business continuity
during natural or man-made disasters.

3} A portion of T-Mobile’s warkforce can process Florida Relay calls with agents virtually
attached to existing centers but not physically located in a call center. CAs work from
home in a safe, secure environment. They abide by FCC standards for confidentiality,
specifically (47 C.F.R. §64.604(a)(2)(ii} for Conversation Content). [f there is natural or
man-made disaster, agents can continue to process calls. CAs are located close to
existing call centers, so they may continue to participate in ongoing training, and they
have access fo local technical support resources.

4} CapTel Agents can arrange a call take over after reaching the mandatory minimum
standard for a CapTel call. For a better customer experience, agents can take over the
call remolely, in the same call center, or from another call center.
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:FI T-MOBILE W)
ACCESSIBILITY - V.
item 68 - Financial Information (RFP ref. C-4)

To ailow the FPSG to evaluate the financial responsibility of the bidding company, the following
items shall be submitted with the proposal for the bidding company (and its parent company, if
applicable). Online access via a secure website is an acceptable method to submit these items:
{A bidder may file a claim of confidentiality pursuant to Rule 25-22.006(5), F.A.C., or the bidder
may file a formal request for confidential classification pursuant to Rule 25-22.006(4), F.A.C.
Documents received by means of the Internet cannot be considered confidential.)
a. Audited financial statements {or a SEC 10K Report) for the most recent two (2) years,
including at a minimum:
() Statement of income and related earnings,
(2) Gash flow statement,
(3) Balance sheet, and,
{4) Opinion concerning financial statements from an outside CPA;
b. Primary Banking source letter of reference.

T-Mobile has read and understands RFP B-56 requirements.

T-Mobile and Sprint are now one company operating under the name T-Mobile. The merger closed
on April 1, 2020, Sprint Communications Gompany L.P. is the entity through which Sprint (now
T-Mobile) Accessibility provides state and federal relay services. Sprint Communications
Company L.P. is an indirect, wholly owned subsidiary of T-Mobile.

T-Mobile USA, Inc. is a wholly owned subsidiary of T-Mobile US, Inc., a publicly traded company
(NYSE: TMUS). As a result, T-Mobile USA, Inc. does not produce audited financial statements or
a 10K report as a standalone entity. However, quarterly press releases with relevant financial data

T-Mabile 5-Year Financial Summary
The following selected financial data are derived from our consolidated financial statements,

2020 2018 2018 2017 2016
Total Revenues 68,397M 44,998M 43,310M | 40,604M 37,490M
Net income 3,064M 3,468M 2,888M 4,536M 1,460M

*2020 is a combined, post-merger view, prior years are T-Mobile only.

Banking Details
| US Bank
Bank Name & Address 1420 Fifth Ave, 10" Floor
Seattle, WA 98101
Jermaine Nguyen
Senior Service Banker -

Point of Contact U.S. Bank Commercial Gustomer Service

- 866-715-2599 B
ABA Number 021052053 o
Account Number 54179829

Please see the following bank letter for more information:
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152020

Re: ACH Instnocfions Sor T-Mabie (£S5A

Thi i i of US Bank NA

Acoount tumber 6170828
ABA nzins20ee

¥ you have any quesions. phease contaot LIS Bank Commerial Cusiomer Sarvics sl
BG9-715-2590.

Hirtexanty,

e

Jerrnaine Nguyen
Senior Sendce Barker
1.5. Bark Cosmmersial Cusinnes Servios

(Shbhank
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item 69 - Experience and Customer References (RFP ref. C-5)

For each state in which the bidder is providing relay service, the bidder shall indicate:

a. When the bidder began operating the system.

b. The number of cutgoing calls for the most recent month.

c. The total duration of the contract.
If the bidder's relay service in other states is available for testing by means of a number that can
be dialed from within Florida, the bidder shall provide the telephone numbers that ean be used
to dial the bidder's relay service.
The bidder shall provide the names of the contract administrator for the active contracts

requested above. Also provide a specific phone number and e-mail address for each contract
administrator. The FPSC will contact these administrators for customer references.

T-Mobiie has read, understands, and complies with RFP C-5 requiremients.

We are:
+ Honored io have been the provider for Florida Relay for over 16 years, and we are
enthusiastic about the opportunity to continue eur partnership.
¢ The largest provider of relay services in the U.S, We have over 31 years of experience
serving communities wha need relay services.

Due to certain state laws and regulations regarding confidentiality, unfortunately T-Mobile cannat
provide the FPSC with the number of minutes for each custcmer. However, we can provide a
range of call valumes for each state. Please contact your Glient Executive for more information.

Regarding testing relay quality, we have a dedicated Quality Assurance manager who will continue
to ensure call consistency and quality in performance and training. Additionally, T-Mabile will
continue to engage an independent third-party tester to evaluate a statistically valid sample of
Florida TRS calls by performing monthly typing “secret shopper® test calls. This company has
worked with T-Mobile since 2005 and is T-Mobile’s current contractor for monthiy Florida Relay

typing tests,

Customer Contracts
T-Mobile is proud to be a trusted partner to the following customers:
Drigenal
Cuslomer Senaces Contract
Stan Date

Centract

; Point of Contac informanion
Duration

Mites Gegner, Sr. Acct Mgr. AL/MS Telecomm
! Assoc.
Alabama TRS, CapTel 3/1/04 17 years | 100 N. Union St. Ste 826
Montgomery AL 36104
| | 334-242-5218 miles,geuner@ sc.aalabama.cov
John Paul {Jess) Manaois, Common Catrier
| Specialist, Regulatory Commission of AK
Alaska TRS, CapTel i/1/02 18 years | 701 W. Bth Ave. Ste. 300
Anchorage, AK 99501
| _ 907-276-6222 ohn.paul, panzois @aaska. oy
] | Carlos Castiflo, Business Mgr,
Arizona ‘ TRS, CapTel, RGC 2/27/14 7years | AZ Commission for the Deaf & Hard of Hearing
‘ | 100 N. 15th Ave Ste 104
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Contract
Start Date

Coniract
Duration

7=

Point of Centact inform

Phoenix, AZ 85007
§02-542-3857 c.castillo@acdhh.az.ov

Arkansas

TRS, CapTel

1/1/04

Lisa Lake, President, AR Deaf & Hard of Hearing
Telecom, Svcs. Corp.

1401 W. Capitol Ave Suite 420

Lite Rock, AR 72201

:501-373-5903 M:501-563-8230 993@at.com

Colorada

TRS, CapTel, RCC

0170172007,

5/25/2012 | °Fvears

Holly Bise, State Administrator, GO Public
Utilities Commission

1560 Broadway Ste. 250

Denver, CO 80202

303-894-2024 1i:]lv. bhise®stale co.us

Connecticut

TRS, CapTel, RCC

7/1/93 | 27 years

Richard Skarzynski Asst, Rate Specialist

Public Utilities Reg Authority CT Dept. of Energy
& Environmental Protection

10 Franklin Sq.

New Britain, GT 06051

860-827-2816 richard.skarzenski Tot.aov

Delaware

TRS, CapTel, RGC

i
|
1/1/06 | 15 years

Ron Jackson Magr of Network Engineering Dept.
of Technelogy and information

BO1 Silver Lake Bivd,

Dover, DE 19904

Federal
Government
Agencies

| Hawaii

TRS, CapTel,
VRS/VRI, RCC, IP
Relay & STS

TRS, CapTel, RCC

4/1/93 18 years

Cralg Blkowskl Contfactmg Oﬁlcers [
Representative (COR) GSA/FAS/QT3CF '
1800 F Street, NW

Washington, DG 20405

202-401-1194 craig.bikowski@osa. nov

07/01/2003 | 17 years

Jaclyn Young, Public Utilities Commission
465 S, King St. Kekuanao Bldg. Rm. 103
Honolulu, Hi1 96813
808-586-2069 faclin.n.vouna@hawaii.gov

Hllinois

TRS, CapTel

2/1/00 21 years

| Voice/TTY 800-841-6167 imeneal@itaciiv.or:

Jeffrey S. McNeal, ITAC
3001 Montvale Drive, Suite A
Springfield, IL 62704

Indiana

|

‘ TRS, CapTel

10/1/92 19 years |

Ginny Barr, Director of Gperations IN
Telecormmunications Relay Access Carp.,
7702 Woodland Dr. Ste. 130
Indianapolis, [N 46278

317-334-1413 ginny. barr@re avirdiana.com

Kansas

| TRS, CapTel

1/1/19 2 years

Paula Artzer, Kansas Corporation Commission
1500 SW Arrowhead Rd.

Topeka, KS 66604 ‘
785-271-3293, _.artze-@kce ks.cov

Maine

[ gas
Minnesota
|

TRS, CapTel, RCG
|

| TRS, CapTel
|

11419 2 years

7/1/96 25 years

Nanette Ardry, Senior Counsel Oic of the Public
Advocate, Maine TRS Councit |
103 Water St, 3rd F. Hallowell ME 04347 I
207-624-3686 nan-ite.m -
Rochelle Garrow, TAM Admlmstratur. MN Dept.
of Commerce’

85 7th Pl. E. Ste. 600

Emaire.q |
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Original Contract

. Point of Contact Information
Buration

Customer Semvices Contract
Start Date

St. Paul, MN 55101
_800-657-3599 mn.rela, Estete. ma.us

Mr. Jody Ray, MS Public Service Commission
e 501 N. 5t. Woolfolk State Office Bidg.
Mississippi | TRS, CapTel 771103 17 years Jackson, MS 39201

601-961-5449 jcdy.ray@psz.stae ms.us
John Van Eschen, MO Pukblic Service
Commissian
Missouri TRS, CapTel, RCC 9/1/91 29 years | P.O. Bax 360
Jefferson Clty, MO 85102
| | 573-751-5525 ‘chn.vaneschen@psc.mo.gov
i | Steve Stovall, Accountant Gommunications
| Dept,
Nebraska | TRS, CapTel 71708 | 12 years ;’U%ﬁi‘;"xtiim‘;;g;’;g“;;“"
| | Lincoln, NE 68508
| 800-526-0017 stave stove'|@rehraska. aov
| Rondz Miller, Purchasing Officer Il

7/1/04-
515 E. Musser Street, Ste. 300
Nevada ; TRS, CapTel 6,’2334‘27., 2+ years Carson City, NV 89701
| ’ 7756840182 rimiller@admin.av. oy

Amanda Noonan Director Consumer Affairs Div,
New NH Public Utitities Commission
Hampshire TRS, CapTel, RCC 11/1/91 30 years | 21 8. Fruit St. Ste. 10

Concord, NH 03301
603-271-1164 amanda.noenzn o0e nh.aov
Jimarli Figueiredo, Administrative Analyst
NJ Board of Public Utilities Div of Telecomm
New Jersey | TRS, CapTel, RGC 2/1/06 ‘ 15 years | 44 8. Clinton Ave. 9th Flr, W. P.Q. Box 350

Trenton, NJ 086250350

973-633-9727 jimatli finueirda@bpu.nl vy

‘ George Boothby TAF Administrator, Targeted

Accessibility Fund of NY, Inc.

New York | TRS, CapTel B/1/97 24 years | 4 Tower Place, 2nd Fi

Albany, NY 12203-3710

| N 518-445-6285 ghaothby@nyogol.crg

; Becky Rosenthal, Telecomm Resources
Program Mgr., Div of Services for the Deaf & the

North Hard of Hearing
Carclina | TRS, CapTel, RCC 3/30/00 21 years | 820 S. Boylan Ave. 2301 MSC
' | Raleigh, NC 276992301

0 816-527-6941, VP 919-760-3833, ¥ 919-527-
68947 beck. .rosentha /@dhhs.nc.oov
Doug Hay, Business Analyst, Information
North | Technology Department
Dakota TRS, CapTel, RCC 7/26/93 17 years | 4201 Normandy St. North -

Bismarck, ND, 58503
701-328-2080 dhav@nd.goy
Beth Blackmer, Public Utilities Gommission
Ohia TRS, CapTel NAeT | 24years | Lot B SRE R

i 614-466-4054 beth.blackper@nuc stete.oh.us
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Custamer Services Con :
Duration

Start Date

Paint of Cortact Informaticn

f Tom Karalis, Executive Vice President, OTA -
| The Oklahoma Rural Broadband Assaciation
Oklahema TRS, CapTel 11/15/93 27 years | 3806 N. Classen Suite #215
| Oklahoma Gity, OK 73118
0 405-525-7700, C 918-636-1313 tom@oklata.orz
Jon Cray, Public Utility Cammission of Oregon
Oregon | TRS, CapTel 411792 29 years | gi(llg"iag\;t;v;éggusmal Dr. SE

| 503-373-1400 ‘on.cra @state.or.us
Roberto Miranda Special Aide, Puerto Rico
Telecomm Regulatory Board
Puerte Rico | TRS 8/30/01 20 years | 500 Ave. Roberto H. Todd (Paradz 18-Santurce)

| i San Juan, PR D0307

787-756-0804 Ext 3052 rmiranca@iripr.pr.acy

| Rudy Falcone, Rhode Island Public Utilities

Rhode | . Commission
Island TRS, CapTel, RCC 12/1/16 4 years } 89 Jefferson Blvd.
| Warrick, Ri D2838
401-780-2151 yudolzh.s falconzpue.fi.gov
| Kari Munn, Sr. Pregram Mgr of Telecomm Office
South of Regulatory Staff
Carolina | TRS, CapTei, RGC 3713792 29 years | 1401 Main St. Ste. 825
| Columbia, SC 29201
803-737-0821 kmunnDors.sc.30v
Shayna Ebben, Deaf Services & Training
South Specia!is.t
Dakota TRS, CapTe! 3713792 29 years | 1310 Main Ave S STE 107
| Brookings, SD 57006
605-688-4224 shayna.ebhenfstate sd.us
TRS. § Monique Brazelion, Relay Mgr., TN Reg.
’ Authority
| Tennessee | TRS, CapTel 6/1/15 g::; | 502 Deaderick St. 4th FI.
| 1 year Nashville, TN 37243
615-770-6B78 moniaue.brazelionFtn. sov
Jay Stone, Texas Public Utilities Commissian
Texas TRS, CagTel, RCG |  9/1/90 | 30 years ﬂm e
888-282-8477 Ext. 7425 jay stone@puc.texas aov
Jennifer Matarangas-King, VP Pub Rel & Gov
Affairs, Viya
U.S.V.L TRS 5/1/13 8 years | 4006 Estate Diamond
Christiansted, ¥i, 00821
| | 340-712-5053 ikira@ siva.vi
| Clay Purvis Director, Telecom & Connectivity
Div., Department of Public Sve.
| Vermont TRS, CapTei, RGC 7/1/02 18 years | 112 State St. FI. 2
! Montpelier, VT 05620 .
= ll- 802-371-9655 =~ =y rurvis@vermont. ooy I
West David Howell, Utilities Analyst, West Virginia [

|
TRS, GapTel, RCC 9716702 11 years : Public Service Commission

Virginia | =1 | 201 Brooks St. PO Box 812 B
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Customer

EXHIBIT 2

Onginai
Contract

Start Date

Contract
Duration

Erorinn

Point of Contact Information

Charleston, WV 25323
304-3400451 dhowel Dpsc.state wy.us

Billy Mauldin, Direcior Telecamm Relay Service

& TEPP
4822 Madison Yards Way

6082344781 bitli mauldin@wisconsin. wov

Wisconsin TAS, CapTel 12/28/09 11 years P.0. Box 7854
Madison, W1 53707
Rehabilitation

Wyoming TRS, CapTel, RCC 8/1/1 9years | 851 Werner Ct. Ste. 120

‘Lori Cielinski, Division of Yocational

Cagper, WY B2601
Tei/TTY 800-452-1408 |ori.cielinski®eno. agy

Docket No. 20210048-TP
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2| EMoBuE %

ACCESSIBILITY
Item 70 - Subcontractors (RFP ref. G-6)
If the bidder proposes to use subcontractors, the bidder shall identify those subcontractors and
indicate the scope of their role in the provision of relay service. The bidder shall also indicate

what experience the subcontractor has in praviding the service for which it would contract with
the provider. Once the contract is awarded, any change in subcontractors shall be reviewed and

acknowledged by the FPSC.

T-Mobile has read, understands, and complies with RFP C-6 requuremeants.

T-Mobile utilizes subcontractor relationships with CST for TRS, CTI for CapTel, VITAC for RCC
for:

Proposed Subcontracior Services to be Provided by the Proposed Subcentractar

Name and Address | 3 i :
Communication Service for the Deaf | CSD will continue to provide CA resources for this contract.
(CSD} C8D manages several TRS call centers for T-Mobile. CSD

2028 E Ben White Blvd, #240-5250 currently provides staffing and operations for several existing
Austin, Texas 78741 TRS and CapTel call centers. T-Mobile has a supply
Established in 1975 agreement directly with GSD. Agreements are also in place
between Captioned Telephone Inc. (CT) and CSD for the
provision of CapTel in CSD-operated relay centers.

Captioned Telephone Inc. {CTI) CTI will continue to provide CapTel and CA resocurces for this |
450 Science Drive contract. CTI miaintains CTS platform techneology for all
Madison, Wi 53711 wireline CapTel providers., T-Mobile has a supply agreement
Esiablished in 1978 directly with CTI. Agreements are also in place between CTI

and CSD for the provision of CapTel in the CSD-operated relay
centers. CTI provides the technology, call center services,
training, and processes supporting CapTel.

VITAG, Corporation (VITAC) If the FPSG chooses RCC for the new contract, RCC will

8300 E. Maplewood Ave. Ste. 310 continue to be pravided by T-Mobile through a subcontractor
Greenwood Village, CC 80111 agreement with VITAC. VITAC provides technology and
Established in 1991 service operations.
Docket No. 20210049-TP Page 167

272



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2
T-MOBILE ; =
T Ry ) S
This page intentionally left blank.
Docket No. 20210049-TP Page 168

273



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Bid Security Bond

274



CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
TELEPHONE SERVICE (CTS) TO FLORIDA

EXHIBIT 2

Fiarida

| MOBILE %
q}l ACCESSIBILITY =)

Item 71 - Bid Security Deposit (RFP ref. C-7)
A $500,000 bid security deposit shall be furnished to the FPSC with the original of the proposal.
The bid security deposit shall be in the form of a bond, a certified or cashier's check, or bank
money order thai is valid through the point of execution of the contract, and is payable fo the
Florida Telecommunications Relay, Inc. The bid security deposit will be held withaut cashing.

If a bond is used, the bond shall be issued from a reliable surety company acceptable to the
FPSC, licensed to do business in the state of Florida. Such a bond shall be accompanied by a
duly authenticated Power of Attorney evidencing that the person executing the band on behalf of
the surety had the authority to do so an the date of the bond. Please clearly identify the expiration
date of the bond if a bond is submitted as the bid security instrument. .

The unsuccessful bidders' security deposits shall be returned, without interest, within thirty (30)
days after disqualification, withdrawal, or signing of the contract with the successful bidder. The
successful bidder’s bid security shall be returned, without interest, upon signing of the contract
and furnishing the Performance Bond as specified herein, If the successful bidder fails to sign
a contract within thirty (30) days after the Letter of Intent or fails {o deliver the Performance Bond
as specified herein, the bid security shall be forfeited to the Florida Telecommunications Access

System Fund.

F-Mobiie has read. understands, and has complied with RFP C-7 requirements.

Please see the following bid security deposit.

Docket No. 20210049-TP Page 169
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Document A310™ — 2010

Conforms with The American Institufe of Architects AIA Document 310

Bid Bond

CONTRACTOR: SURETY:

{Nase, loged statees and addresy) (Name, legal status and prineipul plaee of hnstness)

Sprint Communications Company, L.P.  Liberty Mutual Insurance Company

) “This documant has imporiant

6100 Sprint Parkway 175 Berkeley Street legal consequences. Consultation
MA with en attorney is encouraged

Overland Park, KS 66251 Esten, 02118 with respet to Its completion of

OWNER: modification,

(Name, legal statns and address) Any elngular reference lo

Fiorida Telecommunications Relay, Inc. mf:‘;‘;}; ey il

1820 E Park Ave Suite 101 pluralwhare applicable.

Tallahassee, FL 32301

BOND AMOUNT: $ $500,000 Five Hundred Thousand Dollars and 00/100

PROJECT:

(Namu, location or address, and Profect inmber, {if any}
PROVIDE TELECOMMUNICATIONS RELAY SERVICE IN FLORIDA: DOCKET NO. 20210048-TP

The Contraclor and Surety are bound to the Owner in the smonnt set forth abave, for the paymott of which the Contractor and Sercty bind
themselves, their heirs, exeentors, administrators, successors and ossigns. jointfy and severally, 0s provided herein, The condiifans of this
Bond aro such that if the Cwner aceepts the bid of the Cantraotor within the tine spocified in the bid documents, or within snch time period
as may be agreed to by the Qwner and C -, and the C either (1} enters into a contract with the Owner in accordance with
the tenns of such bid, and gives such bond or bouds as may be speeified in the bidding or Contract Documents, with a surety admitted in
the jurisdiction of the Projiest and otherwise acceptable to the Gwner, for the faithful performanee of such Contract ond For the prompt
poyment of kber aud material fumished in te prosecution thereof: or (2) pays to the Cwner the difference, not 1o exceed the mnount of
this Bond, between the amount spesified in said bid and such larger amount for which the Owner may in good faith contract with another
party to porlomm the work covered by safd bid, then this obligation shall be null znd veid, etherwise to remain in [ull farce and effect, The
Surety hereby waives any sotice ol an ugreensent between the Qwaer and Conteacter 1o extend the time in which the Ovmer iay aceept the
bid, Waiver ol notice by the Surely sholl not apply (o my extension exceeding sixty (60) days in the uggregate beyond the time for
aoseptmue of bids speeilicd in the bid documents, and the Owner and Contractor shall obfuin the Surety's consent for an eXtension beyond
slxty {60) duys.
I this Bond is issucd in connection with a subconteactor's bid to a Cont the term Contractar in this Bond shall be deemed to be
Subcontrastor and the term Qwaer shall be deemed to be Contractor.
Whey (his Bord has been tumished 1 comply with & statutory or ﬂlhe; Tegal :tquin:mcnt in the locativn of the Project, uny provision in

T Tt

{his Bond comtlicting with sid satutory or legal requi it shall be and provistons cunloraing lo such
statutory or utlier legal requirement shall be deemed incarpurated hersin. When so fumished, the intent is thut this Bond shall be construed

a3 a sululory hond and nol as a common law dond,
Signedand scaled this  17th  dayof June, 2021

Sprint Communications Company, L.P.

Cz.vd[\ S/ (Frneie) or)
A5t — S
¢iFimess) By: //4 / C f P ;//fff’_

Tl =

Liberty Mutual insurance Company
Suresy) B (Seul)

Y n [
By: / jﬁ‘l L-’r Jl/t/ )
- {ﬁr?c)Chnsty rg IBil aile  Abomey-in-Fact

Surety'®bbne No.  617-357-8500

S-0054/AS 8110
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an, letter of credit,

Not valid for morli

te .. residual value guarantees.

gage, ne

EXHIBIT 2

This Power of Attorey limits the sots of those nemed henoin, and they have no authortty to
bind the Compeny except in the manner and to the extert. hereln stated,

leert}’ Liberty Mutual Insurance Cempany:

. Mutua_]_' The Ohio Casualty Insurance Company Cerfficaie N 8205063-674009 -
— West American Insurance Gompany
SURETY
POWER OF ATTORNEY

KNCVN ALL PERSONS BY THESE PRESENTS: That The Chio Casualty lnsurance Carrpany is @ torporation duly orgarized under the laws of the State of New Harmpshire, that
Liberty Mutal Insurencs Compeny s & corporetion duly ongarized uncer the [awe of the State of Messachusetis, and West Arerican insurance Carmpany is a eorparalion duly onganized
uncer the lavis of the State of inciana (hersin colectively cafied the *Cormparies”), pursuant fo and by autharity herein sef forth, doss hereby rarre, consiivle and appaint, C. Stephens
Gripgs, Charissa D. Lecuyer, Charles R. Teter, 1L Christy M. Braile, Debra J. Scarborough, Evan D. Sizemore, J Jeffrey C, Carey, Kelife A. Meyer, Lauren Scott, Mary
T. Flanigan, Patrick 1. Pribv], Rebeccs S. Leal, Tahitia M. Fry, Veronica Lawver == —

diofhectyd " KansasCity  sawed MO "~ eachirdicksly if there: be more $hian ore nared), its tiue ard lawfU attormey-nadt to eke,
exene, sad, sckontadge cetiver, fir and onits behalf 35 surely and as s ack and desd, Ay and al Lndentakings, fords, recogrizances snd ofher sursty ohligations, in pursuance
cihser.tmnsammallbeaHrﬁim@nﬁemsi!mmmwysigwbylremmwwwmmdhmhﬂﬁrmm
persons.
INW'IP&SWIE?E:F,mmdﬁﬁmwrsbemwwbymMMera’oﬁdddumaﬂhw&esﬂsdhmmmaﬁm
teretotis_ 19th  dayet  March 2021 .

quiries,

muivaleom.

Sigle of FENNSYLVANIA
Caurty of MONTGOWVERY

Onthis_ 19th diyof  Muwsh |, 2021 belaenapasa'dhjama'edmidmcuremmadcwuedgadrﬁrwﬁobeﬂ'emmmyduwtyMMlm\
Oon'paw,TTaGioMCmpamvammlmmmdmmms:d\beirgalhnizedsotndqaemsmfaegohglrswm{u&enmh

{hesein contained by sigring on behalf of the corporations by hirselfas 8 duly authorized officer.
| IV TNESS WHEREOF, | heve hereunito subsaribed my rarme and affived my notariel sedl at King of Pressia, Perveyivenia, onthe day and year first above wiitien

verification in

R@liberymutual.com.

2R

5@‘
%
For bond and/or Power of Attorney (POA

3
(,'_"9

frios

r“h‘;;‘\ B E—— .
& | Commamwmalinct Pennsyianta - Notary Saal
(d Yeresa Paste!la, Rotary Pablic

»
) } | wmm;,shnupuesc::lglﬂ.m By: f\gf_é/wl‘—‘— M

‘eresa Pastells, Notery Public

ITHsterdmmwisrradeaﬂemtmpum*lma'dtya.ﬂ'oﬂydhfdlwﬁrgBflwsamﬁwnﬁzaﬂusufhﬂioc:ﬁﬂwlmmmﬂmm
_Ilmm,ﬂmmmlmmmmmdemhﬁl!rumandaﬁedmdrgasﬂm
ARTICLE IV =OFFICERS: Secfion 12. Power of Attomey.
kyulﬁ:a'aothercfﬂdaldhwmaﬂnﬁmﬂfa&dmmwﬁmw&auﬁn‘muﬂeﬁﬁmmﬁmmm&mllnﬂﬂimasﬂedﬂnmnml
Prea‘thrlrrwprauiba,ﬂﬁiawdnmmwasmybemmybadhWfdmmwm.mﬂ.mmwdﬂmsmi
waﬁsﬂuﬂaﬁdrgs.m.:axgimsﬁdresuetydﬁgaﬁmMMWMMMMMMQMhMrdemWMH
m.emmmwﬂﬂempaﬁimWﬂﬂrdgmnmamamﬁmofa'usuu‘:lrwmaisaulamaﬂﬂmﬁ:eseﬂdihampum‘mvvmsuamm,.surr-'
iranne'tssrdlheastindrgasifsigwdtyﬂena'datarﬂamedmwmmyAMmuaﬂuﬁygmwwmummmmg
pmﬁasdﬁsaﬂdeuwberevdedalawﬁnebyﬂe&ad.muﬁmﬂeMMuwmmwwmmgﬂiq&mmam.
ARTIGHE Xill - Exacution of Contrants: Section 5. Surety Bonds and Underiakings.
kydﬁrxdﬂemmawammmdfmﬂﬂpminwﬂigbyhddmu%mmardaﬁedb%lkﬁtdiwsmﬂndu‘nmnu:feprai@mmﬂa
smllamoims.manorwﬁ—lmad.asmr;bereczswytoadlnb&dfdmemmmmbmmw,mmadgeam&uvaamayavaﬂdmwﬂdm
bunds,mmg'izamssaﬂdtﬂsudydiigaﬁanSmmnmmmﬁelimtaﬁmsdmlnmmedm.s‘dlmﬁ.npcma'labkdtz
mwwﬂws@mwmmdwwmadmmﬁmﬂnseddhmm.msoam.ledmmmmrlssrdbeslirdrgasif
sigred by the president and attested by the secretary.
carﬁﬂmofﬂwgrmm-ﬂ'eﬁaﬁdmdmmnm.adlrgmmtoﬂeayimdmmrpammmmmﬁdmCaw.ﬁeﬁstal&naarymappdrimaﬂmw
fusnwheremymadmhaﬁfdﬁawmmmmam.aivmlaigeamaai\e'asmywaﬂaﬂuﬂaﬁdrgs,bam,mﬁma‘dcﬂe’wﬂy
ohligaticns.
Mmlzallon-Byuaﬁnusumertdﬁ‘eCaWs&:aﬂofDmmmmmmmleumwmmdwmmdh
Oar;zy.vlneuea)pem‘rgmeamﬂiﬁedwp/dwmdmmyhﬁmbyhmwnmaﬁmﬁhsuaymslﬂlbeva!idaﬂﬁrdrgtpmﬂ'emmaywm
the sarre forme and effed as fiough maneally affixed.
|,maumtmmmmmm,mwowmmm,ummmmy.nmmmvmmmm
w@lmwmmwﬂmﬁmdmmmmmbaﬁﬂ.mmmmmdﬂapmsdmmamjedwwdmisinh!lfaueaﬂdfed.aﬂ
has not been revokerl
1N TESTIMOKNY WHEREOF, | have hereunio set rmy hand and afficed he sedfs of seid Corpanissfhis_ 17t deyol  Jume , 2021 .

currency rate, interest ra
please call 610-832-8240 or emai

L

LMS-1 2873 LMIC OCIC WAIC Munl Co 02f21
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| FLORIDA DEPARTMENT OF FINANCIAL SERVICES

CHRISTIANA MARIE BRAILE
License Number : W693124

Non Resident Insurance License Issue Date
« 0920 - NONRES GEN LINES (PROP & CAS) 10122/2020

MOTICE - This non-resident license is fimited <o the classes of insuranse séfleclec above and
& further limites to ONLY those dlasses of iInsurance for which You are Heevssed In your home W
state. f};.r

gase Notp; » loamse may ooy et desurarge wHh an ecive ppoiat by en ol wauwer of mployes I you e acdg @ b ook Enog agent pobit adper, o ,r
minaursnce  slemediay ™0 Rpesibrakarn, jou BiKkdd Deww an ApRSITITARY recoeden N your oWM namR on Bia wn the Depermenl H you B wnsww of yow Rownak N Jmnymzmma
bz e siicidd contad L Flords Depsndat of Prancal Sevices Immediaisly Ths licea Wi exprs f more thom 46 Mardic SOpER WINGW 20 apRMmes G Chlef Financial Nilicer
vah sess of hisumnce Beisd, If such wriaton omturs, We keadvidual o be mequred fo ke guaby ms w Mrmnirp aspioast, If dnis deansn web potained by paain & Mo
imnsin exwminlien ofioed by fhe FRNds Depsanend of Fsnei Ssoes, e Fomses o meusad b tomply st corfirung sdusalion repuimes Gocleied i Srate of Florida
SB241E o GNIES, Fhode Sister A Gommsss may ek el eawnong edkstin mguwsrasls sorpblal o aseded B Ut AP oot B
Mrpsiscafitiicom. To weidaia LW RoUFACY ol Yus aomrsp yeu muy rovisw b Idiidus IoAres ecort under TLioansee SesmT’ on to Fortn Departrend of
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ATTACHMENT A - FLORIDA RELAY STAFF RESOURCES

ACCOUNT EXECUTIVE, JEFFREY BRANCH

Jeffrey will continue to be the FPSG's point of contact for services and pricing
presented in this response. He received his Bachelor of Science degree in
Business Administration at Gallaudet University in Washington, D.C. He has
been in the TRS industry for 22 years. Jeffrey is involved with the Model
Secondary School for the Deaf Alumni Association, Inc. He also volunteers
with the Greater Dunedin Little League in Dunedin, FL. leffrey is an
organization member of the Florida Association of the Deaf (FAD). He is fluent

in ASL.

SENIOR IMPLEMENTATION PROGRAM MANAGER, ANGIE OFFICER

Angie will continue to be Florida Relay's Senior Implementation Program
Manager. She has over 29 years of telecommunications relay experience. She
will continue to work with T-Mobile's internal groups and the FPSC to develop,
implement, and manage Florida Relay’s implementation. Angie will also
address any new products/services released during the contract. She began
her career with Sprint in 1992. The National Business and Disability Council
recognized Angie with the NBDC's Silver Employee of the Year Award for
exemplifying the council's philosophy that qualified peopie with disabilities make significant
contributions to their employers. In 2000, she earned RIT/NTID’s Distinguished Alumni of the
Year, and, in 2013, she was selected RIT Volunteer of the Year. She served on the FCC’s Disability
Advisory Committee (DAC) from 2014-2018. She received the FCG Certificate of Appreciation for
her exemplary leadership and contributions to the FCC DAC committee from 2014-2018. Angie is

fluent in ASL. "
QUALITY ASSURANGE (QA) PROGRAM MANAGER, LORAINE OVERLAND g

Loraine is dedicated to ensuring call consistency and quality in performance
and training to provide Florida Relay users with a high-quality communication “

—

experience. Loraine began working as a Sprint long-distance operator in 1990.
She lives and works in Florida. ‘&{

The T-Mobile Team - Accessibility Consultation Experts (ACEs)
ACEs will provide guidance to the FPSG, the FTRI, and Floridians regarding:

¢+ User Experience - T-Mobile Accessibility’s team is comprised of daily users of relay
products and services. These emplioyees and their spouses, children, parents, friends,
and siblings have the same communication needs and concerns as Florida Relay users.

¢ Product Development, Service Quality, Network Reliability, Emerging Technologies -
Experts that have helped shaped the relay industry: TRS, CapTel, Internet-Protocal CapTel
{IPCTS), Relay Conference Captioning (RCC), Speech-tc-Speech (STS), DeafBlind, Low-
Vision, Late Deafened, and others. Team members that are Certified Professionals in
Accessibility Core Competencies (CPAGC), as sanctioned by the International Association
of Accessibility Professionals (IAAP).

4 FCC Experience - Information on FCC minimum standards, MARS filings, FCC Re-
Certification, FCC updates on Declaratory Rulings, Naotices of Inquiry, Further Notices of
Proposed Rulemaking, and other FGC notices. Regulatory representation that provides
comments on pending rulings.

Docket No. 20210049-TP Page 175
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+ Website Equivalence - Web Content Accessibility Guidelines (WCAG) 2.1 website
upgrades for Blind and Low Vision individuals
+ Qutreach and Education - Forming relationships in communities where we live and work,
reaching communities vidually and in-person, creating and executing social media
strategies, demonstrated wireless expertise

Florida Relay Account Team Roles and Responsibilities

Name and Title
leffrey Branch,
Client Director

*

Duties
Cultivates relationships with
contract administrators

Qualifications
Graduate of Gallaudet University with '
a Bachelor of Arts degree in

Fluent in ASL ¢ Provides customer advocacy Business Administration |

+ Partners with internal staff to Over 22 years in the industry

! deliver and execute on contractual
j requirements as defined by
customers

Angie Officer + Coordinates planning and Began her career with Sprint
Senior implementation for new services Accessibility in 1992 - over 29 years
Implementation and anhancements of experience
Program + Conducts contractual compliance Graduate of RIT with a Bachelor of
Manager and service quality reviews as Fine Arts in Graphic Design and
Fluent in ASL requested by management Marketing

+ Provides direct support to Account |

Management and Sales =]

Lorraine + Oversees all areas of training, Graduate of Florida State College in
Overland quality assurance, monthly testing, Jacksonville, FL with an Assaciate of
Florida Relay and customer feedback Arts degree
Quality + Works with the FPSC & interna) T- 15 years of experience in the Relay
Assurance Mabile groups ta address needs & industry and over 30 years ot
Program requirements industry expetience
Mariager B B
Sharon ¢« Develops TRS training materials 30 years of industry experience
Behringer + Internal/external QA testing
Program + Researches customer issues

Manager - TRS

Jan Pollard-
| Haskey
Manager
Business Care

including user complaints and
concerns

Oversees TRS daily traffic routing
and staffing réquirements to meet
daily service levels

Dennis Selznick

Development
Manager
Fluent in ASL

CapTel Business |
|

-

Develops enhancements and
applications for CapTel and IPCTS
Ensures product is compliant with
Federal regulations

Bachelor of Science degree

32 years of experience at Sprint in
Operations and Call Center
Management
Graduate of California State
University, Northridge with a
Bachelor of Science in Business
Administration

Over 18 years of experience in the
Relay industry, with 15 years in
current position.

CPACC as sanctioned by the IAAP

“Barbara Garcia
1P and RCC
Business

Develops enhancements and
applications for IP Relay and RCC

Graduate of the University of Texas
with a degree in Business
Administration

Docket No. 20210048-.TP
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Qualifications

Name and Title

Over 30 years of experience in the

Development Ensures FCC-mandated products | #
Manager are compliant with Federal relay industry, with 13 years in
Fluent in ASL regulations a _current position
Mark Tauscher Supervises product development, | # Bachelor of Science degree and a
Senior Manager implementation, and proposal master's degree in Business
Project development teams Administration
Management ¢+ DOver 24 years of industry experience
Fluentin ASL + CPAGC as sanctioned by |AAP
Shawn Daniels Designs and develops + Graduate of Kansas State University
Manager - enhancements and technologies in Manhattan, KS with a Bachelor of
Product and farthe TRS platform Science degree in Computer Science
Technology Tests and implements new + Over 20 years of Sprint experience
develapments and platform | with 15 years in Sprint/T-Mobile
configurations Accessibility
Administers system maintenance
, Michaela Administers TRS contracts + Graduate of James Madison
f Clairmonte | University with a degree in Business
Senior Manager ! Administration; University of VA,
Contracts School of Continuing and
Negotiation Professional Studies Graduate
Certificate in Procurement and
Contracts Management
+ Over 18 years of telecommunications
contract management experience
TBD Communicates FCC information + TBD
Manager and updates to the T-Mobile team
Government and and state customers
Compliance Ensures compliance with
Fluent in ASL applicable FGC regulations and
’ certifications |
Mike Ellis Manages a team responsible for + Bachelor and master's degrees
Director T-Mabile developing and maintaining ¢ Over 20 years of Sprint experience
Accessibility relationships with relay customers, | + CPACC as sanctioned by the IAAP.
Fluent in ASL product quality, new product and
enhancement development,
marketing, and sales support

Exiended Resources
One of T-Mobile’s key strengths are the number of extended resources we have as a large

corporation supporting our relay customers. These groups will offer a wealth of experience,
knowledge, and integrity to our role as the Florida Relay provider.

HResponsibility
Dedicated Security organization with 24x7 managed security operations center.

. Corporate Security

Teams Includes firewall engineers, incident response engineers, security consultants,
risk managers, a vulnerability assessment team, software security consuitants,
and varicus other functional security staff.

Ensures T-Mobile remains fully compliant with all applicable laws and

Regulatory
| regulations including the filing of tariffs. |
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Call Center IT Group | Responsible for designing and developing new enhancements and
technalogies for the TRS platform, testing and implementation, systems,
network, and capacity managementi.

Operations & Quality | Plans and designs CA training and QA programs including implementing,

Assurance evaluating, and monitoring all relay QA programs.
Traffic Management | Provides workforce management, scheduling, reporting, and traffic routing to
Gontrol Center ensure T-Mobile meets its contract requirements and operates efficiently to
(TMCC) deliver the highest quatity at an affordable price.
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CONTRACT TO PROVIDE TELECOMMUNICATIONS RELAY SERVICE (TRS) AND CAPTION
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ATTAGHMENT B - FCC MINIMUM STANDARDS

The following table demonstrates T-Mobile’s compliance with federal standards.

FCC Mimimum Standard

CA Training
47 C.F.R. §64.604(a)(1)(i)

|

T-Mobile's Approich
T-Mobile offers a training program designed to provide the best quality i
service to all relay users. T-Mobile's program insludes training on diversified
culture, compliance with regulatory requirements, and the operation of T-

Mobile's systerns.

CA Skills
47 C.F.R. §64.604{a){1)(i)

| culture and diversity training. |

T-Mobile ensures all Communication Assistants (CAs) are skilled in typing,

grammar, spefling, and interpretation of typewritten American Sign Language
{ASL), famltiar with hearing and speech disability culture, language, and |
etiquette; and have clear and articulate voice communication skills, T-Mobile
conducts pre-hire screening and a comprehensive training that includes deaf

CA Typing | T-Maobife’s CAs type/transcribe conversations at a rate greater than 60 words
47 G.F.R. §64.804{a)(1){iii) | per minute (wpm). CA testing is conducted at least quarterly.
Call Takeover T-Mobile allows CA takeovers only when necessary. T-Mobile’s CAs stay with

l 47 C.F.R. §64.604(a){1)(v)

Gender Preference
47 C.F.R. §64.604(a)(1)(v}}

any given call for a minimum of 10/20 minutes for speech4o-speech {STS), as
defined by the FCC.
T-Mobile makes its best efforts to accommodate users’ requests regarding
the gender of the CA handling their calls — at both call initiation and/or call
takeover.

Real-time
| 47 C.F.R. §64.604(a){1){vii}

T-Mobile’s sophisticated software and operational procedures enable real-
time communication for all relay users,

Confidentiality Rule
47 C.F.R. §64.604(a)(2){i)

T-Mobile has systematic and operational processes intended to prevent
disclosure of call content and/or Customer Proprietary Netwark Infarmation
{CPNI), except as authorized by 47 U.5.C. §605. STS CAs may retain info
from a call to facilitate the completion of consecutive calls, at the request of
the user.

Gonversation Content
47 C.F.R. §64.604(=)(2)(ii)

T-Mobile prohibits CAs from disclosing the content of any relayed
conversation, except where authorized by law. T-Mobile prohibits CAs from
keeping any record of the contents of communications handled. T-Mobile
CAs are required nat to intentionally alter a relay conversation and must be
relayed verbatim.

Sequential Calis
47 C.F.R. §64.604{a){3)(1)

T-Mabile CAs do niot refuse single or sequential calls.

| Calf Length
47 C.F.R. §64.604(a}{3}(i)

T-Mobile never limits the length of a relay call.

Types of Calls
47 C.F.R. §64.604(a)(3)(ii)

Except 1o the extent the requirements are walved, not permitted, or as the
FCC determines it is not technologically feasible to do so, T-Mobile services
can handle any type of call normally provided by telecommunications
carners.

Call Combinations
47 C.F.R. §64.604(a)(3){v)

Text-to-voice & Volceto-text
47 C.F.R. §64.604{a)}{3)(v){A)

T-Mobile's relay services support all mandatery FCC call types: Text {ASGII,
TTY, Turbo Code)-to-Volce, Volceto-Text (ASCII, TTY, Turbo Code), Yoice
Carry Over (VGO) with/without privacy, VCO-to-TTY/TTYto-VGO, ¥CO-to-VCO, |
Hearing Carry Over {HCO) with/without privacy, HCC+to-TTY/TTY-40-HCO,
HGO4to-HCO, YCO-10-HCO/HCO40-VCO, CapTel to other TRS types {Voice,
TTY, VCO, HCOQ, 5T8), 911, Spanish-to-Spanish for all TRS call types,
Spanish-io-Spanish for all CapTal call types, and STS (English, Spanish) to
other TRS types (Voice, TTY, VCO, HCO, §TS).

T-Mohile's relay services support all mandatory FCC call types: Text (ASGlI,
TTY, Turbo Code, Voice-to-Text (ASCIL, TTY, Turbo Gode), VCO with/without
privacy, YCOHo-TTY/TTY40-VCO, VCO40-VCO, HCO with/without privacy,
HCOHo-TTY/TTV-to-HCO, HCO40-HCO, VCO-t0-HCOHCO-10-VEO, 911,
CapTel to other TRS types (Voice, TTY, VCO, HCO, §T8), Spanish-to-Spanish |
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T-Mabile's Approach
far all TRS call types, Spanish-to-Spanish for all GapTel call types, and STS I
(English, Spanish) to other TRS types (Voice, TTY, VCO, HCQ, STS).

TTY, & VCO-40-VCO
47 G.F.R. §64.604{a)(3)(v)(B)

1-line VGO, 2dine VCO, VCO-to-

T-Mobile's relay services support all mandatory FCC call types: 1-line VCO,
2ine VGO and VYCO to VCO, VCO with/without Privacy, VCO-0-TTY/TTY-to- j
VGO, and YCO-ta-VCO. 1-line HCO, 2-line HCO, HCO with/without privacy,
HGO4o-TTY/TTY-t0-HCO, HGO-to-HCO, VCO-to-HCG/HCQ-10-VC O Spanish-to-
Spanish for all TRS call types.

47 C.F.R. §64.804(a)(3)(vi}{B)

Call Release | T-Mobile provides TTY-TTY call set-upTthich allows the CA to set-up the cail i
| 47 C.F.R. §64.604(a)(3)(vi){A) | and drop off the line, if not needed to facilitate conversation.
Speed Dial -

T-Mobile supports speed diafing through the user's on-premises equipment. i
We offer Frequently Dialed (speed dial) capabillties for all relay users. |

Three-Way Galling
47 G,F.R. §84.804{a){3)(vi}{C)

T-Mobile supports local exchange carrier (LEC)-based three-way calling.

Interactive Menus & Voicemail
47 G.F.R. §64.804{z)(3)

T-Mobile electronisally captures recordings and makes interactive

| recordings, vaicemail, andfor answering machines available to refay

customers.

Emergency Calls for TTY-based
providers
| 47 C.F.R. §64.604(a){4)

| emergency services.

T-Mobile complies with the emergency calling requirements in Section §9.14
{formerly §64.605) of the FCG TRS Rules. T-Moblle Accessibility
automatically and immediately connects emergency calls to an appropriate
Public Safety Answering Point (PSAP), which is capable of dispatching

STS Called Numbers
47 C.F.A. §64.604(a)5)

T-Mobile allows STS users to register a Gustomer Frofile, which includes
Speed Dlal and other enhancements. CAs repeat the name and phons
number for any speed dial requested call to the STS user.

ASCIl & Baudot
47 G.F.R. §54.604(b)(1)

| International Calling
47 C.F.R. §64.604(a)(7)

T-Mobile's TRS (TTY] platform supports all communication modes generally
in use including Baudot {domestic and international), ASCI|, and Turbo '
Code.

International calling is available on Internet Protocal Captioned Telephone |
Semvice (IPCTS) devices. Additionally, the international TTY rate of 50 Baud |
is supported. International calling is net available for web based IPCTS or |
IPTRS.

Speed af Answer & Biockage
47 C.F.R. § 64.604{b)}(2)(i}
Call Volume/Network Failure
47 C.F.R §64.604(b)2)011)

T-Mobile answers at least 85% of all calls daily within 10 seconds, including
abandons. T-Mobile's systems exceed the P.01 standard.

T-Mobile answers at least 85% of all calls daily within 10 seconds, including
abandons. T-Mabile's systems exceed the P.01 standard.

Call Delivery
47 C.F.R §64.804{b)(2){3i)(A)

The T-Mobile's network records the time each call enters the network, and
that time is placed in the call detail recard (CDR) for that call.

Abandoned Calls
47 C.F.R §64.604{b)(2)(ii)(B)

T-Mobile answers at least 85% of alt calls daily within 10 seconds, including
abandons.

Daily Measurement
47 C.F.R §64.604{b}{2){ii)(C)

T-Mobile answers at least 85% of all calls daily within 10 seconds, including
abandoens.

P.0% Standard
47 C.F.R §64.804(b)(2)(ii)| D}

T-Mobile answers at least 85% of all calls daily within 10 seconds, including
abandons. T-Maobile Accessibility’s systems exceed the P.01 standard.

Call Attempts/Blocks
47 C.F.R §64.604(bX2)(i(E}

The provider servicing the TRS platform provides automated call counts and
blockage data for terminated calls to the TRS platiorm.

Equal Access to Interexchange
Carriers
47 C.F.R. § 64.604(b)(3)

tn Aug. 2016, FCC issued a waiver of long-distance Carrier of Choice (COC)
and billing options for wireline relay providers who choose not fo pass any
charges to the end user. As a result, T-Mobile offers domestic calling with no
long-distance fees or long-distance call billing for all TRS and CapTel users.
On Aug. 5, 2020 the FCC made this a permanent waiver,

TRS Facilities
47 C.F.R, §64.604{b){4){i)

T-Mobile provides mandated services 24x7 using redundant facilities
functionally.

Redundancy
47 C.F.R. §64.604({b){4)(ii)

T-Mobile provides mandated services 24x7 using redundant facllities
functionally.,
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FCC Min-mum Standard T-Motule's Approach
§ Technology | T-Mobile exceeds the minimum mandatory services and routinely upgrades |
' 47 C.F.R. §64.604(b)(5) its products to increase functional equivalency.
Caller 1D | T-Mobile transmits any calling party identifying information received from the
47 G.F.R. §64.604(b)(6) public network on the incoming call through, to the called party for all ealls
STy 3V | unless caller 1D blocking is enabled or requested by the end user. [
STS 711 Calls | T-Mabile offers muitiple solutions to meet this requirement: Autc 711 [

| 47 C.F.R. §64.604(b)(7)

Routing for STS users connects callers with a Gustomer Profile directly to
STS CAs. CAs answering 711 for callers without a profile will immediately
transfer the caller to an STS CA. T-Mobile offers a wireless short code to STS
for T-Mobile wireless users. T-Mobile's 711 Interactive Voice Recording (IVR)
systems, where available, allow connectivity directly to an STS CA using the
same level of prompts the IVR uses for other forms of TRS.

Voluntary At-Home Pilot
47 C.F.R. §64.604(p)(7)

| Any Video Relay Service (VRS) provider that holds a conditional or full
certification to réeceive compensation from the TRS Fund pursuant to §64.606
as of Mar. 23, 2017 may participate in the Voluniary At-Home VRS call
handling pilot program, that shall be in effect for one year, for service
provided by participants beginning Nov. 1, 2017 ending Aug. 31, 2021. T-
Mobile will advise the FPSC regarding changes or extensions.

Consumer Complaint Logs &
Procedures
| 47 C.F.R. §64.604{c)(1)

T-Mobile maintains 24x7 Customer Care and logs all complaints received. T-
Mobile provides customers with a complaint summary that meets FGCG
standards.

. Contact Persons
47 C.F.R. §64.604{c)(2)

Scott Freiermuth is T-Mabile's Regulatory point of contact: 6450 T-Mobile |
Parkway Overland Park, KS 66251 813-315-8521 scotir.i~iermuth@t
modile.com,

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

| T-Mobile has educated the public on TRS at the local, state, and federal
level. Examples include media advertisements, Public Service |
Announcements (PSAs), brochures, and sponsoring/attending local/nationat
conferences/conventions. T-Mobile's websites provide info on relay
products and services. T-Mobile has social media presence for educational
purposes.

| Cost Information & Data
! Submission
| 47 C.F.R. §64.604(c)(5)

T-Mobile contributes to the Interstate TRS Fund and submits the required |
cost data to the FGC and to the Fund ad ministrator to receive
reimbursement.

TRS Fund
47 C.F.R. §64.604(c)(5)(iii)

Data Collecticn & Audits

47 C.F.R. §64.604(c)(5)(ii1}{D)

T-Mobile contributes to the Interstate TRS Fund and submits the required
cost data to the FCC and to the Fund administrator to receive

| reimbursement.
T-Mobile provides all the required information to the FCC and the fund
administrator to receive reimbursement.

TRS Fund
47 C.F.R. §64.604(c){5)(ill)(F)

Eligibility for Payment from the

T-Mobile has TRS facilities operated under contract by certified state TRS
programs and the FGC.

| Notification of Intent to
i Participate

| 47 G.F.R. §64.604(c}5)IN(G)

Whistleblower Notice
47 G.F.R. §64.604(c)(5){M)

T-Mobile notified the administrator of its intent fo participate in the TRS
Fund. T-Mobile has met this requirement and updates required Provider
forms as requested by the TRS Fund Administrator on Jan. 8, 2015

T-Mobile has a Whistleblower Protection policy. T-Mobile provides copies of
the whistieblower protections to all its employees including instructions for
reporting noncompliance to the FCC’s whistleblower hotline.

Complaint Resolution

47 C.F.R. §64.604(c}(6}

Treatment of Customer
Information
47 C.F.R. § 64.604(c)(T)

T-Mobile supports timely and effective complaint resolution and meets all the |
FCC's requirements for formal and informal complaints and reparting. |
T-Maobile follows a Do Not Contact (DNC) policy. Customer Info may only be
used for the purposes of identity verification and 911 location info. T-Mobile
does not use any Customer Info far marketing purposes. T-Mobile does not
use Customer Profile data for any purpase other than to process cafls and

wil! not sell, distribute, share, or reveal the profile data unless compelled by
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FCC Minimum Standard T-Mobile's Appreach

law. During state TRS transitions, T-Mobile provides Customer Profile data at
least 60 days before transition in a usable format,

T-Mobile does not offer or provide any person or entity that registers to use
{PCTS any form of direct or indirect incentlves, financial or otherwise, to i
No Incentives to Use IPCTS register for or use IPCTS, T-Mobile does nof ofier or provide hearing health

47 G.E.R. §64.604(c)(8} professionals any direct or indirect incentives, financial or otherwise, tied to

a consumer's decigion to register for or use IPCTS. T-Mabile does not enter
joint marketing arrangements with hearing health prolessionals.

IPCTS Default Setiings
47 C.F.R, §64.604(c)(10)

TRS calls requiring multiple CAs
47 G.F.R. §64.604(c)(14)

T-Mobile’s default setting for the IPCTS phone is to have captions on.

T-Mobile complies for YCO-VCO calls between multiple CapTel users,
IPGTS/CapTel users and IPCTS users; CapTel/IPCTS users and TTY users;
| CapTel{/IPGTS users and YRS users.
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Iltem 72. The Price Proposal Format (RFP ref. Section D)
Bidders shall submit their bids on the basis of a charge per billable minute for all services
described with the exception of Captioned Telephone in item B. 20. The prices per billable

minute for Gaptioned Telephone in B. 20 shall be separately stated. A format similar to that shown
below should be used for the price proposal.

NOTE: THE PRICE PROPOSAL SHALL BE FILED IN A SEPARATE SEALED ENVELOPE MARKED:
“SEALED - TO BE OPENED ONLY BY THE FPSC PROPOSAL OPENING OFFICER”

SERVICE PRICE PER BILLABLE MINUTE

T-Mobile has read, undersiands, and complied with RFP Section D.

T-Mabile offers the FPSC the following pricing for Florida Relay:

Basic Relay Service - TRS $1.60/session

Captioned Telephone - CapTel $1.67/session

Relay Conference Captioning- RCG | First 30,000 minutes annually, included at no charge

After 30,000 minutes, $3.26/minute

RGG Pricing Conditions

4 RGC is intended for online meetings with two or more
attendees, and does not include support for cursing,
vulgarities, or language that is derogatory,
candescending, discriminatory, ar ethnic slurs, or words
otherwise considered offensive to any protected class, as
defined under U.5. federal laws.

+ Minimal Increment Billing Unit: 15-minute intervals with
an initial minimum of 30 minutes

4 Minimum fee for any event: 1/2 of the hourly rate for the
event

4 All events will be billed in fuli for the amount requested
and 15-minute intervals thereafter. Cancellations must
be requested 24 hours in advance.

Notes
TRS pricing includes:
¢ $15,000 annual outreach budget
¢ Client Executive/Account Manager travel fo bi-annual TASA meetings
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