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State of Florida 

n 

CAPITAL CIRCLE OFFICE CENTER 0 2540 SHUMARD OAK BOULEVARD 
TALLAHASSEE, FLORIDA 32399-0850 

DATE : 

TO : 

FROM : 

RE: 

AGENDA : 

SEPTEMBER 2 3 ,  1 9 9 9  

POLICY ANALYSIS & INTERGOVERNMENTAL L I A I S O N  

APPEALS (BROWN 

DOCKET NO. 991222-TP - REQUEST FOR SUBMISSION OF 
PROPOSALS FOR RELAY SERVICE, B E G I N N I N G  IN JUNE 2000,  FOR 
THE HEARING A N D  SPEECH IMPAIRED, AND OTHER IMPLEMENTATION 
MATTERS IN COMPLIANCE WITH THE FLORIDA TELECOMMUNICATIONS 
ACCESS SYSTEM ACT OF 1991. 

10/05/99 - REGULAR AGENDA - INTERESTED PERSONS MAY 
PARTICIPATE 

CRITICAL DATES: THE CURRENT CONTRACT WITH MCI EXPIRES MAY 31, 
2 0 0 0 .  SIGNIFICANT TIME IS NEEDED TO ISSUE THE 
RFP, EVALUATE PROPOSALS, AND SET UP THE SYSTEM. 

FILE NAME AND LOCATION: S:\PSC\CMU\WP\991222.RCM 

EXECUTIVE SUMMARY 

T h i s  recommendation proposes that the Commission give approval 
to t h e  attached Reques t  for Proposa l  (RFP) to provide a 
telecommunications relay service system in F l o r i d a .  If approved, 
t h e  RFP will be i s s u e d  i n  e a r l y  October, with the bidders '  
proposals due by November 10. The c u r r e n t  schedule calls f o r  t h e  
Commission to select a Provider i n  J a n u a r y  and fo r  t h e  Provider  to 
begin furnishing service by June 1, 2000 .  

The attached RFP describes a r e l a y  service which will be in 
compliance with bo th  t h e  F l o r i d a  Telecommunications Access S st m 
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Act (TASA) and t h e  f e d e r a l  Americans w i t h  Disabilities Act (ADA). 
The RFP mandates many f ea tu res  including: 24 hour  a d a y  service 
every day of t h e  year, answering time and b l o c k i n g  s t a n d a r d s ,  
confidentiality conditions, procedures f o r  r e l a y i n g  a call which 
gives substantial con t ro l  to t h e  user in how the call is handled, 
communications assistant (CAI  and s t a f f  requirements, provisions 
f o r  complaint resolution a n d  consumer i n p u t ,  and other  features. 
In addition, t h e  RFP  allows a bidder to provide  unsolicited 
features as part of its basic r e l a y  service f o r  which additional 
e v a l u a t i o n  points may be awarded. Bidders may also propose 
optional services (for which a separate price is proposed) ,  such a s  
9 0 0 / 9 7 6  services, that are n o t  pa r t  of their basic r e l a y  service, 
and f o r  which additional points will not be awarded. Once a 
Provider is selected, t h e  F lo r ida  Public Service Commission (FPSC) 
will determine which of the o p t i o n a l  services it may wish to add to 
t h e  basic relay service and negotiate t h e  conditions under which 
these optional services will be offered.  

The FPSC shall award the contract to the bidder  whose 
proposal is t h e  most advantageous to the s t a t e ,  t a k i n g  into account 
the following considerations in S e c t i o n  4 2 7 . 7 0 4 ( 3 ) ( a ) ,  Florida 
S t a t u t e s :  

a .  

b. 

C .  

d. 

e. 

f .  

The appropriateness and accessibility of the 
proposed telecommunications r e l a y  service for t h e  
c i t i z e n s  of the s t a t e ,  including persons who a r e  
hea r ing  impaired o r  speech impaired; 

T h e  overall quality of t h e  proposed 
telecommunications r e l a y  s y s t e m ;  

T h e  charges f o r  t h e  proposed telecommunications 
relay service system; 

The ability and qualifications of the bidder  to 
provide t h e  proposed telecommunications r e l a y  
service system as outlined in t h e  RFP; 

Any proposed service enhancements and t e c h n o l o g i c a l  
enhancements which improve service w i t h o u t  
significantly increasing cost; 

Any proposed inclusion of provision of assistance 
to deaf persons with spec ia l  needs to access the 
basic telecommunications system; 
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h. 

The ability to meet the proposed commencement da te  
for the FRS; and 

All other factors listed in t h e  RFP.  

Each bidder will be required to submit its bid on t h e  bas i s  of 
a charge per  billable m i n u t e  assuming a three-year c o n t r a c t  would 
be awarded. The  p r i c e  proposal m u s t  be submitted in a sealed 
envelope' separate from the technical proposal. 

The RFP also prov ides  f o r  a point system for evaluating t h e  
proposals. A weight of 60% will be given  to the t e c h n i c a l  a spec t  
of t h e  proposal a n d  a weight of 4 0 %  will be given  to t h e  price 
aspect of t h e  proposal. The Proposal Review Committee ( P R C ) ,  
consisting of three FPSC staff members and t w o  Advisory Committee 
members, will evaluate each proposal. (In addition, staff f r o m  t h e  
Division of Auditing & Financial Analysis will review certain 
financial da ta  in the proposal.) 
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CASE BACKGROUND 

The Telecommunications Access System Act of 1991 (TASA) became 
effective May 24, 1991 and is found in Chapter 427,  P a r t  I1 of t h e  
F lo r ida  Statutes. TASA was developed in response to two needs. 
The f i r s t  was t h e  need for permanent f u n d i n g  f o r  t h e  distribution 
of specialized telecommunications equipment f o r  people who are 
h e a r i n g  and speech impaired (TDDs, volume control telephones, 
e t c . ) .  The second motivation for TASA w a s  the need €or a 
telecommunications r e l a y  system whereby the cost for access to 
statewide basic telecommunications services for persons  who have a 
hearing or speech impairment is no greater than the amount p a i d  by  
o t h e r  telecommunications customers. 

T h e  ADA required te lephone companies t o  develop a r e l ay  sys t em 
f o r  both interstate and i n t r a s t a t e  calls by J u l y  1993; however, 
TASA mandated t h a t  a statewide telecommunications relay service be 
provided ear l ie r ,  beginning June 1, 1992. Florida's TASA required 
the  development of a statewide relay service t h a t  would be capable 
of b e i n g  certified by the FCC. TASA provides funding for the 
distribution of specialized telecommunications devices and 
intrastate relay service through t h e  imposition of a surcharge of 
up to $ .25  per access line per  month. (Accounts with over 25 l i n e s  
are  b i l l e d  f o r  o n l y  25 lines). 

There are several entities identified in TASA. The FPSC h a s  
overall responsibility f o r  implementation and oversight of t h e  
system. T h e  local exchange companies have the responsibility of 
c o l l e c t i n g  t h e  surcharge and submitting it to the Administrator. 
Flor ida  Telecommunications Relay ,  I n c .  ( F T R I )  , a nonprofit 
corporation formed by the L E C s ,  was named by the FPSC to serve as 
t h e  TASA administrator. The Provider  is the  e n t i t y  that, as a 
r e s u l t  of being awarded t h e  c o n t r a c t  r e s u l t i n g  from t h e  RFP, will 
provide r e l a y  service.  

The Advisory Committee (AC) is a group of up to ten 
individuals recommended by various o r g a n i z a t i o n s  representing both 
t h e  telephone industry and individuals with hearing, speech, or 
dual sensory impairments. The Advisory Committee's role is to 
provide input to both  t h e  FPSC and the F T R I  on t h e  development and 
operation of the relay system. S t a f f  met with t h e  Advisory 
Committee on August 27, 1999, to obtain its input and i n c l u d e d  
their suggested changes in the attached d r a f t  RFP. 
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Our contract w i t h  the current relay Provider, MCI, expires May 
31, 2000.  Thus, t h e  RFP needs to be approved f o r  issuance s o  that 
we c a n  remain on schedule and a contract can be signed in J a n u a r y  
2000,  allowing t h e  selected Provider  time to s e t  up t h e  system b y  
June 1, 2 0 0 0 .  
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DISCUSSION OF rssms 

ISSUE 1: Should t h e  attached d r a f t  RFP  be issued? 

RECOMMENDATION: 
RFP. 

Y e s .  The Commission should i s s u e  the attached 

S T A F F A N U Y S I S :  The RFP was draf ted  to describe as specifically as 
poss ib le  the r e l a y  service t h a t  shou ld  be provided. Staff used t h e  
previous RFP as a gu ide  and made changes based on t h e  experience 
gained over t h e  years  since a r e l a y  system w a s  introduced i n  
F l o r i d a  and t a k i n g  into consideration t h e  Advisory Committee's 
recommendations. The attached RFP i s  substantively similar to t h e  
previous R F P .  Furthermore,  t h e  attached d r a f t  is in t y p e  and 
strike format so t h a t  changes from the p r e v i o u s  R F P  may be more 
easily identified. Primary changes are specifically i d e n t i f i e d  
below; however, other changes can be identified be rev iewing  t h e  
t y p e  and strike l a n g u a g e .  It should be noted that underlined t e x t  
is a change from t h e  1996 RFP, n o t  a change from current practice. 
(In a couple of instances, s t a f f  h a s  no ted  i n  t h e  RFP where a 
change has been made s i n c e  the RFF was issued in 1996.) 

PRIMARY CHANGES FROM PREVIOUS RFP OR PROCEDURES 

1. Access Numbers: The dra f t  RFP r equ i r e s  the Provider to continue 
using t h e  existing numbers f o r  TDD access, ASCII access, and voice 
access to the r e l a y  system. In addition, t h e  d r a f t  RFP  now 
r equ i r e s  that t h e  Provider secure a separate tall-free telephone 
number for Spanish user access. S t a f f  believes t h a t  t h e  addition 
of a Spanish access  number will allow calls from Spanish s p e a k i n g  
individuals to be handled more expeditiously. This change was 
recommended and suppor t ed  by t h e  AC. 

2 .  R e l a y  Center Location: The issue of whether  or n o t  t h e  RFP 
should contain a mandate that the r e l a y  center be located in t h e  
S t a t e  of Florida surfaced with t h e  i n i t i a l  draft RFP recommendation 
in July 1991. At that time, the Advisory Committee's position was 
t h a t  s u c h  a mandate be in t h e  RFP. However, Commission s t a f f  
disagreed. The basis f o r  s t a f f ' s  disagreement was t h a t  the t o t a l  
costs  of t h e  system could possibly be lower because of economies of 
scale which  might be achieved by l o c a t i n g  the center in a n o t h e r  
state. The Commission determined t h a t  the r e l a y  center shou ld  be 
located in F l o r i d a ;  acco rd ing ly ,  the mandate w a s  i n c l u d e d  in the 
RFP which was issued in 1991. 
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The location issue was specifica Ly addressed again by t h i s  
Commission in 1996 when it was time to issue t h e  next R F P .  Once 
again it was staff's recommendation that t h e  Commission not mandate 
that t h e  r e l a y  center be l o c a t e d  in F l o r i d a .  While the Commission 
did n o t  mandate that the center be l oca t ed  in F l o r i d a ,  it was 
decided t h a t  up to 100 points could be awarded if a Provider chose 
to locate within the S t a t e .  T h e  points were awarded based on t h e  
amount of t r a f f i c  handled within the State ( e . g . ,  if t h e  Provider  
handled 95% of its Florida t r a f f i c  within Florida, it was awarded 
95 p o i n t s } .  

Based on t h e  input of the AC and t h e  past desire of this Commission 
to locate t h e  center in Florida, t h e  1999 d r a f t  RFP mandates that 
the r e l a y  center be located in F l o r i d a .  In addition, t h e  provider 
is required to handle a minimum of 80% of its Florida t r a f f i c  at 
its Florida center; however, t h e  80% mandate will n o t  be ef fec t ive  
until September 1, 2000. Since the Provider would only have from 
mid-January until May 31, 2000,  to locate  a c e n t e r  i n  Florida, 
s t a f f  believes it is appropriate to delay t h e  80% mandate f o r  three 
months, Accordingly, Florida t r a f f i c  or a portion of it cou ld  be 
handled by t h e  Provider's other centers f o r  t h e  first 3 months. 

This item is now a pass or fail item and no points will be awarded. 

3 .  Interaction w i t h  Answering Machines and Voice Response Units 
In the prev ious  RFP the Provider was required to follow the 
procedures outlined in t h e  RFP when a CA was Xeaving/retrieving 
messages on answer ing  machines  or o t h e r  voice processing systems. 
This procedure, along w i t h  several  o t h e r s ,  was included as p a r t  of 
the Procedures for Relavinq Communications w i t h  a total of 100 
p o i n t s  available. 

In t h e  d r a f t  RFP, Interaction w i t h  Answerins Machines and Voice 
Response Units, is a separate item worth 25 points. T h i s  item now 
asks the bidder  to explain how it will handle  i n t e r a c t i o n s  w i t h  
answering machines and voice response units; this allows t h e  
bidders to d i f f e r e n t i a t e  themselves and encourages the u s e  of the 
most recent technologies and procedures instead of those mandated 
in t h e  RFP.  T h e  Advisory Committee supported t h i s  change and 
suggested t h a t  it be worth  a total of 2 5  po in t s .  
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4. Additional Languages Served: The p r o v i d e r  will not be required 
to serve languages other than English, Spanish, or ASL. However, 
consideration will be given €or additional evaluation points f o r  
proposals that include how t h e  p r o v i d e r  would handle r e l a y  calls 
from one or more additional languages ( e . g . ,  French, Creole, e t c . ) .  
This item was n o t  inc luded  in previous RFPs and was added based on 
t h e  recommendation of t h e  AC members. A bidder  may receive up to 
25 points f o r  this item. 

5 .  Custom Calling Type Features: Speed dialing and last number 
r e d i a l  have been added as custom calling f ea tu res  f o r  which t h e  

bidder can receive a maximum of 25 points. The AC members 
supported the addition of these f e a t u r e s  in t h e  basic relay 
service. 

6.  Complaint Resolution:  A t  the r e q u e s t  of t h e  AC members t h e  
maximum p o i n t s  available for this item has increased from 25 to 
200. The AC believes that this i s s u e  i s  of s i g n i f i c a n t  importance, 
thereby deserving a h i g h e r  point v a l u e .  

7 .  Optional Services N o t  Included in B a s i c  Relay Service B u t  
Available to Provide at Additional Cost: Two new items have been 
specifically included in this category. They are: Video Relay 
Interpreting (VRI) and Speech to Speech (STS)  S e r v i c e .  VRI allows 
t h e  caller, utilizing video conferencing f a c i l i t i e s ,  to use sign 
language to communicate w i t h  t h e  CA who voices t h e  call to t h e  
hear ing  person at t h e  r ece iv ing  end. 

STS r e l a y  enables a person with speech d i s a b i l i t i e s  t o  u s e  relay 
services w i t h  his or her own voice or voice synthesizer, rather 
than using a TDD.  Specially trained communications assistants 
function as  human translators for people with speech-disabilities 
who have t r o u b l e  being understood on t h e  telephone. The STS 
operator  repeats t h e  words of t h e  speech-disabled ca l le r  or speech- 
disabled c a l l e d  p a r t y .  

These features may be available f o r  purchase at a separate p r i c e  
b u t  a r e  n o t  included in the evaluation process. The AC members 
recommended that these feature be added to t h e  list of optional 
features that may be purchased a f t e r  the Prov ide r  is selected.  

We believe t h e  attached d r a f t  RFP will result in bids for 
quality r e l a y  service f o r  Floridians, and recommend that t h e  
Commission authorize s t a f f  t o  issue the RFP. At the end of t h e  
eva lua t ion  process, we w i l l  b r i n g  back to t h e  Commission a 
recommendation on how t h e n  to proceed. 
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ISSUE 2 : Should this docket be c losed?  

RECOMMENDATION: No. 

' STAFF ANALYSIS: R a t h e r  than a FPSC o r d e r  being issued on t h i s  
c o n t r a c t u a l  matter, t h e  RFP will be issued pursuant to S e c t i o n  
1 2 0 . 5 3 ( 5 ) ,  Florida Statute. This docket s h o u l d  remain open 
throughout the l i f e  of t h e  c o n t r a c t  with the Provider selected to 
begin providing service on June 1, 2 0 0 0 .  
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F l o r i d a  Re1 ay Service 
Section A 

REQUEST FOR PROPOSAL 

A. ADMINISTRATIVE REQUIREMENTS AND PROCEDURES 

1. Issuing Entity and Point  of Contact 

This Request F o r  Proposals (RFP) i s  issued by t h e  Flor ida  Publ ic 
Serv ice Commission ( F P S C ) .  The Commission’s Proposals Review Committee (PRC) 
Chai rman i s the  sole po in t  o f  contact concerning t h i s  RFP and a1 1 comnunication 
must be made through t h e  Proposals Review Committee Chairman, Mr. Richard Tudor. 
Mailed AH correspondence must be addressed t o  Mr. Richard Tudor. c /o  Ms. Blanca 
Bay0 , D i  v i  s i  on of Records and Reporting , The F lo r ida  Pub1 i c  Service Comi ssi on, 
2540 Shumard Oak B lvd . .  Tallahassee, FL 32399-0850 and should reference Docket No. 
%&W 991222-TP. Facsimile correspondence can be d i rec ted  t o  t h e  PRC C h a i r m a n  a t  
W ( 8 5 0 )  413-6517. E - m a i l  can be d i rec ted  t o  the  PRC Chairman a t  
rtudormpsc. state. f l  .us 

2. Purpose 

This RFP i s  for the purpose o f  contracting for a F lo r ida  Relay Service 
(FRS) System t h a t  meets the  needs o f  the people of the state o f  F lo r ida  pursuant 
t o  the Telecomnunications Access System A c t  of 1991 and which s a t i s f i e s  or exceeds 
the  re1 ay system c e r t i  f i  c a t i  on requi rements of t h e  Federal Communi cat ions 
Comni ssion under the Americans w i  t h  D i  sabi 1 i t i  es Act. Bidders must comply w i  t h  t h e  
requirements of both laws.  

Section F i s  a copy o f  t h e  annua l  repor t  # m p  provided by the 
current relay provider concerning the F lor ida re lay  t r a f f i c  f o r  the months o f  - June 
1998 through May 1999 h d 9 .  Also, f o r  informational purposes, t h e  Flor ida  
Relay Service b i l l  for the months o f  May, June, and July 1999 H96 was f o r  985,582, 
899,841, and 997,795 Wk-345 b i l l a b l e  minutes, respectively. The Bidder assumes 
a l l  responsib i l i ty  for the accuracy of data from these reports and bil lable minute 
informat ion i n  using them f o r  bidding purposes. 

3 .  Other Applicable Laws/Legal Considerations 

This  RFP and any resu7ting contract sha l l  be governed by the laws o f  
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Sect ion A 

t h e  S ta te  of F lor ida.  The bidders and Provider sha l l  cornp? 
federal, s t a t e  and local laws and regulat ions.  

ri t h  appl i cab1 e 

The contract  shal l  be construed according t o  t h e  laws of t h e  S ta te  o f  
F lo r ida .  Any l e g a l  proceedings against any par ty  r e l a t i n g  t o  o r  a r is ing  o u t  o f  
t h i s  RFP or any resu l tan t  cont ract  o r  contractual r e l a t i o n  sha l l  be brought i n  
S ta te  o f  Florida administrative or j u d i c i a l  forums. Venue w i l l  be i n  Leon County, 
F1 o r i  da . 

4. Scope 

T h i s  RFP contains the ins t ruc t ions  governing the proposal t o  be 
submi tted and the materi a1 t o  be i ncl uded there in,  mandatory admi n i  s t r a t i v e  and 
operat ional  requirements which a bidder sha l l  meet t o  be e l i g i b l e  for 
consideration, spec i f i c  i nstructions f o r  proposal submission and evaluation 
c r i t e r i a .  

5.  C e r t i  f i  cate o f  Pub1 i c Convenience and Necessity 

The provider shall have a Florida c e r t i f i c a t e  o f  publ ic convenience and 
necessi ty or only use f o r  re1 ay serv ice ,  telecommunications providers t h a t  have 
a p p p  a Florida c e r t i f i c a t e  of public convenience and necessity t o  provide 
local and i n t r a s t a t e  interexchange service-+m&k Y S C  pf i~r  t~ OF z t  the time 

FCC author i ty or  only use f o r  relay service, telecomnunications prov iders  t h a t  have 
&y--#w necessary FCC authori ty  t o  provide i n t e r s t a t e  and in te rna t iona l  service 

u I  luI I L l u y  dwwee The FPSC 
reserves the r i g h t  t o  requi re  c e r t i f i c a t i o n  o f  any e n t i t y  pursuant t o  t h i s  
contract .  

r . n  
JL W. The provider shal l  also have necessary 

1 +?  LJ -i+P I L3  I?* p1 -1 4** m n 1 7 > ,  r 

6. D e f i  ni tions/Acronyms 

The following terms, when used i n  t h i s  RFP, have the meaning shown 
bel ow: 

a. Abandoned calls - Calls reaching the relay switch and terminated 
by the  c a l l  er before a communi cat ions assistant answers 
regardless o f  the amount o f  time t h a t  has elapsed s ince  t h e  ca l l  
reached the re1 ay swi tch .  
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b .  Admini strator - A c o r p o r a t i  on not f o r  p r o f i t  incorporated 
pursuant t o  t h e  provis ions of chapter 617, F .S . ,  and designated 
by the  F1 o r i  da Pub1 i c Service Comi s s i  on t o  admi n i  ster t h e  
telecomunications re1 ay se rv i ce  system and t h e  d i  s t r i  bu t ion  o f  
speci a1 i zed tel ecommuni c a t i  ons devices . [ s  . 427.703( 11, F.  S.  1 

c .  Advisory Committee - A group created by 427.706, F.S. ,  and 
cons is t ing  o f  up t o  ten ind iv idua ls  named by t h e  FPSC f o r  the 
purposes described i n  Chapter 427, F.S.  

d .  Answer time - The p o i n t  i n  t h e  progression o f  inbound c a l l  s a t  
t h e  re1 ay center when t h e  communications assis tant  i s  ready t o  
serve. 

e .  B i l l a b l e  Minutes - For the purpose of ca lcu la t ing  and rendering 
b i l l s  t o  t h e  Administrator [S.427.704(2),  F .S . ] ,  b i l l a b l e  minutes 
i s  the elapsed time between t h e  t ime the incoming c a l l  enters the 
FRS provider’s re lay  center switch and the completion o f  re lay  
serv ice .  To ta l  session t ime sha l l  be rounded t o  the nearest one- 
t e n t h  o f  a minute o r  less per session and the t ime for a71 c a l l  
sessions shal l  be added together for a l l  incoming c a l l s  dur ing the 
month t o  produce the t o t a l  b i l l a b l e  minutes per month. The t o t a l  
o f  b i l l a b l e  minutes f o r  the month sha l l  be rounded t o  t h e  nearest 
one-tenth o f  a minute. In a session which includes a mix o f  
in t ras ta te  t o l l  or local c a l l s  and i n t e r s t a t e  o r  in te rna t iona l  
c a l l  s , the time associated w i t h  the i n t e r s t a t e  or i n te rna t iona l  
ca l l s  sha l l  not  be included i n  the b i l l a b l e  t ime f o r  t h a t  c a l l  
session. 

f.  Blocked calls - C a l l s  reaching the re lay  switch which do n o t  
terminate by r i ng ing  a communications a s s i s t a n t  pos i t ion .  

g . Comnunications Assistant (CAI - A person who re1 ays conversati  on 
t o  and from users o f  a relay system, normally convert ing t h e  
conversation between t e x t  and voice. The CA may also be a 
mechanized device t h a t  meets the requi rements described for  t h e  
F1 o r i  da Re1 ay Service. 
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h. Deaf - Having a permanent hearing impairment and being unable t o  
d iscr iminate speech sounds i n  verbal communication, w i th  o r  
without the assistance o f  amp1 i f i  c a t i  on devices . Cs .427.703(3),  
F . S .  3 

i. Dual Sensory Impaired - Having both a permanent hearing 
i mpai rment and a permanent v i  sua1 impai rment and i ncl udes 
deaf / b l  i ndness . [ s  .427.703 (4)  , F . S . I  

j. FPSC - F lo r ida  Publ ic Service Commission 

k.  FRS - F1 o r i  da Re1 ay Service 

1 .  General Assistance Calls - Incoming cal Is t o  t h e  CA t h a t  a re  not  
associated w i t h  an  outgoing relay c a l l .  Such c a l l s  may 
sometimes be t o  provide informat ion about using relay or other  
types o f  c a l l s  t h a t  would normally be handled by customer 
service.  

m. Hard of Hearing - Having a permanent hearing impairmnt which is severe 
enough t o  necessitate the use o f  amp1 i f i c a t i o n  devices t o  discr iminate 
speech sounds i n  verbal communication. [s.427.703(5), F.S. J 

n. Hearing Impaired o r  Hearing Disabled - Being deaf o r  hard o f  hearing and 
includes being d u a l  sensory impaired. [s.427.703(6),  F .S . ]  

0. Hearing Carryover - A feature t h a t  enables a user w i th  a speech d i s a b i l i t y  
t o  u t i l i z e  h i s  useable hearing for  di rec t  reception o f  vo ice  
communications and t o  use t h e  FRS CA for conversion o f  the user's 
communications from TDD t o  voice. 

p .  Incoming Call - An incoming call refers t o  the por t ion  of t h e  
communications connection from the c a l l  i ng par ty  t o  the re1 ay service 
center. An incoming TDD c a l l  i s  a call originated by a TDD user. An 
incoming telephone call i s  a call or ig inated by a telephone user. An 
incorning call includes calls t o  the r e l a y  se rv i ce  telephone number for 
completing a relay call as well as general assistance ca l l s .  

8 
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q. Minor Irregularity - A va r ia t i on  from the request f o r  proposal terms and 
conditions which does not affect  the p r ice  of the proposal ,  does no t  g ive 
the  bidder a s ign i f i can t  advantage or b e n e f i t  not  enjoyed by other 
bidders, o r  does not  adversely impact the i n te res ts  o f  t h e  agency. 

r .  Outgoing Call - An outgoing c a l l  refers t o  t h e  portion o f  t h e  
communications connection from the re1 ay serv ice center t o  t h e  ca l l  ed 
pa r t y .  An outgoing TDD ca l l  i s  a c a l l  t o  a TDD user. An outgoing 
telephone c a l l  i s  a c a l l  t o  a telephone user. 

Provider - The en t i  t y  w i th  whom the FPSC contracts t o  provide F lo r ida  
Re1 ay Service pursuant t o  t h i s  cont rac t .  

- s. 

- ts. PRC - Proposals Review Committee 

- u+. Speech Impaired or Speech Disabled - Havi  ng a permanent 1 oss o f  verbal 
communication abi 1 i t y  which p r o h i b i t s  normal usage o f  a standard 
telephone s e t .  [s .427.704(10>,  F . S .  J 

- v .  STS or Speech t o  Speech - A service t h a t  enables a person w i t h  speech 
d i s a b i l i t i e s  t o  use re lay  serv ice w i t h  h i s  own voice o r  voice 
synthesizer, rather than using a TDD. A special ly t ra ined CA functions 
as  a human t rans la to r  f o r  people w i t h  speech d i s a b i l i t i e s  who have 
t roub le  being understood on the telephone. The STS CA repeats the  
words o f  the speech disabled user t o  the other  par ty  on the c a l l .  

w.tt  - Telecommunications Device for the Deaf (TDD or TTY) - A mechanism which 
i s  connected t o  a standard telephone l ine ,  operated by means of a 
keyboard, and used t o  t ransmi t  or receive s ignals through telephone 
1 i nes . The term i ncl  udes mechani sms equi pped w i  t h  s i g h t  a s s i s t i n g  
devices such as a large p r i n t  screen o r  b r a i l l e  p r i n t e r  and also 
i ncl udes computers. [ s  .427.703( 141, F.  S.  1 

ux. - User - Includes e i t h e r  t h e  c a l l i n g  or ca l l ed  party i n  a re lay  c a l l .  

Video Relay - Video relay i n te rp re t i ng  allows t h e  c a l l e r ,  
u t i  1 i z i  ng video conferenci ng fac i  1 i ti es , t o  use s ign 1 anguage t o  
comunicate w i th  the CA who voices the c a l l  t o  t h e  hearing person 
a t  t h e  recei v i  nq end. 

9 
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WZ . 
I 

7. 

Voice Carryover - A feature t h a t  enables a user w i t h  a hearing disability 
t o  u t i l i z e  h i s  useable speech f o r  d i r e c t  expression o f  voice 
communications and t o  use t h e  FRS operator for conversion o f  t h e  other 
user ' s communi ca t i  ons f r o m  voice t o  TDD . 

Key Dates 

(The following dates are  targets, the FPSC reserves the r i gh t  t o  change 
the  dates.  1 

Release RFP . . . . . . . . . . . . . . . . . . . . . . .  *st  Au, 19% October 7,  1999 

Bidders ' Conference. .- October 14, 1999 . . . . . . . . . . . . . . .  

Deliver F i n a l  Questions About RFP t o  PRC Chai rman. . 
Eastern Time,  October 25, 1999 

Septemkr  E, 2346 3 : O O  pm 

TECHNICAL AND PRICE PROPOSAL DUE DATE & TIME 
4 9 6  
November 10, 1999 

3:OOpm Eastern Time 

Recornmendati on Presentation t o  the FPSC..+eembe~ 2 ,  H% January 11, 2000 

Letter of Intent . . . . . . . . . . . . . . .  .fkembzr IC, 19% January 14, 2000 

Performance Bond Due.. .................... . & w r y  15, 1997 February 11, 2000 

Begin Service. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  .June 1, W 2000 

8. Questions Concerning RFP 

P r i o r  t o  or a f t e r  the bidders '  conference, po ten t ia l  bidders may 
submit, i n  w r i t i n g ,  quest ions regarding the RFP. To t h e  extent pract ical ,  such 
questions concerning the RFP will be responded to a t  t h e  bidders conference. 
Questions f i l e d  a f t e r  the bidders '  conference will be responded to i n  w r i t i n g  t o  
known potent ia l  bidders, i f  time permi ts .  Al l  questions should be received by the  

10 



n 

F1 o r i  da Re1 ay Service 
S e c t i o n  A 

PRC Chairman by 5 4 4 - p + + % ~ C r  . .  1% 19% 3:OO p.m. Eastern T ime,  October 25, 
1999. 

9. Amendments o r  Supplements to RFP 

I n  t h e  event t h a t  i t  becomes necessary t o  r e v i s e  or c l a r i f y  any p a r t  
o f  t h i s  RFP, an amendment or supplement w i l l  be provided t o  each bidder o f  record 
recei v i  ng the  o r i g i  nal RFP. 

10. Restr ic t ions on Communications 

From the issue date o f  t h i s  RFP u n t i l  a provider i s  selected, bidders 
are not  t o  communicate w i t h  any FPSC Commissioner or s t a f f  member or  Advisory 
Cormittee member regarding t h i s  RFP except f o r :  a >  w r i t t e n  correspondence t o  or 
from the PRC Chairman or b )  ora l  discussions a t  the bidders conference OT a t  an 
oral interview or s i t e  v i s i t .  For v i o l a t i o n  o f  t h i s  prov is ion,  the FPSC reserves 
the r i g h t  t o  r e j e c t  the proposal. 

11. Bidders' Conference 

A publ ic bidders' conference i n  connection w i t h  t h i s  RFP wil l  be held 
on mist 28. 19% October 14, 1999. The conference w i l l  be a t  9:30 AM i n  Room 152 
o f  the Easley Bui ld ing,  4075 Esplanade Way, Tallahassee, FL. The FPSC w i l l  
transcribe the proceedings o f  the bidders' conference. An overview o f  the RFP w i l l  
be presented. Written questions submitted i n  compl i ance w i  t h  Paragraph A .  8 .  above 
w i l l  be addressed. In addi t ion,  t h e  PRC w i l l  make every attempt t o  respond t o  
questions from t h e  f l o o r ;  however, depending on the question asked, a complete 
response may have t o  be deferred u n t i l  a f t e r  the conference. 

12. Modi f i  cations, Withdrawal s,  and Late Proposal s 

Proposals may only be modif ied or withdrawn by t h e  bidder up to the  
established f i l i n g  date and time. It i s  the  responsib i l i ty  o f  the bidder t o  ensure 
t h a t  the proposal i s  received by t h e  Div is ion o f  Records and Reporting on o r  before 
the  proposal due date and t ime. Both technical  and p r i c e  proposals must be f i l e d  
by m % k r  2, m-6 November 10, 1999, a t  3 9 0  pm eastern t ime.  Late proposals 
w i l l  not  be accepted. 
(Note - t h i s  l a s t  sentence i s  underl ined f o r  emphasis and i s  no t  a change.) 
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13. Bidding Costs 

Neither the FPSC nor the FRS system i s  l i a b l e  for any costs  incurred 
by a bidder i n conjunction w i t h  development o f  i t s  bid .  

14. Reject ion o f  Proposal s,  Correction o f  Errors 

The PRC Chai rman and FPSC reserve  t h e  r i g h t  t o  re jec t  any or a l l  proposals . 
The PRC Chairman and the FPSC also reserve t h e  r i g h t  t o  accept proposals despite 
minor i rregul ari t i e s  and t o  a1 l o w  a bidder t o  correct such mi nor  i r regu lar i  t i e s .  

15. Publ i c Avai 1 abi 1 i ty o f  Proposal s, News Re1 eases and Publ i c 
Announcements 

Technical and Pr i ce  proposals wi l l  each be made avai lab le t o  t h e  
general pub1 i c  w i th in  ten (10) days a f t e r  each i s  opened. The price proposals w i  11 
no t  be opened u n t i l  a f ter  the technical proposals are eva lua ted .  The FPSC may 
i ssue press releases or public announcements concerning f i l e d  proposals or the b i d  
process. 

16. Protests 

F a i  1 ure t o  f i  1 e a p ro tes t  o f  e i t he r  t h e  RFP o r  the le t ter  o f  i n t e n t  
within the time prescribed i n  subsection 120.5713) 42H3W-W , F lor ida Sta tu tes ,  
s h a l l  constitute a wa i  ver of proceedings under Chapter 120, F lor ida Statutes. 

17. L e t t e r  o f  Intent/Noti f i ca t i on  t o  Bidders 

Upon select ion o f  a po ten t ia l  provider by t h e  Comission, the  
Comnission wi 11 issue a 1 etter o f  in ten t  t o  t h e  potent i  a1 provider.  The 1 e t t e r  o f  
i n t e n t  i s  the po in t  o f  entry t o  p r o t e s t  t h e  award pursuant t o  Section 120.57(3> 
I L W .  2&9, F.S. A contract shal l  be completed and signed by a l l  par t ies concerned i m  r 
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w i th in  th i r ty  (30) days o f  mai l ing the  l e t t e r  o f  i n t e n t .  If  t h i s  date i s  not met, 
through no fau l t  o f  the  FPSC, t he  FPSC may elect: t o  cancel t he  letter o f  intent and 
make t h e  award t o  another bidder.  

A71 bidders w i l l  receive a copy o f  t h e  l e t t e r  o f  i n t e n t  by c e r t i f i e d  
m a i  1 , re tu rn  receipt requested. 

18. Award o f  Contract 

The FPSC shal l  award the  contract t o  the bidder whose proposal i s  t h e  
most advantageous t o  t h e  s ta te ,  t a k i  ng i nto account the fol lowing considerations 
i n  Section 4 2 7 . 7 0 4 ( 3 ) I a ) ,  Flor ida  S t a t u t e s :  

a .  

b .  

C. 

d .  

e. 

f .  

g .  

h .  

The appropri ateness and accessi b i  1 i t y  o f  the proposed 
tel ecomnuni cations re1 ay service f o r  the c i  ti zens of the  s t a t e ,  
i nc l  udi ng persons who are hearing impai red or speech i mpai red; 

The overall qua l  i t y  o f  the proposed tel ecomunications re1 ay 
sy s tern : 

The charges f o r  the proposed telecommunications re1 ay service 
sys tern : 

The a b i l i t y  and qua l i f i ca t i ons  o f  t he  bidder t o  provide the 
proposed telecommunications re1 ay serv ice system as out1 i ned i n  
t h e  RFP; 

Any proposed service enhancements and techno1 ogi ca l  enhancements 
which improve service w i thout  s i g n i f i c a n t l y  increasing c o s t ;  

Any proposed i ncl  usi on of p rov i  s i  on o f  ass1 stance t o  deaf 
persons w i th  special needs t o  access t h e  basic 
t e l  ecomuni cations system: 

The a b i l i t y  t o  meet the proposed commencement da te  for  the FRS; 

All other  factors  listed i n  t he  RFP. 

13 
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19. Award Without Discussion 

The FPSC reserves the r i g h t  to make an award wi thout  discussion o f  
proposals w i t h  the bidder. Therefore, i t  i s  important t h a t  each technical and 
price proposal be submitted i n the most  comp7 ete,  understandable and accurate 
manner poss i b l  e.  

20. Oral I n t e r v i  ews/Si t e  V i  s i  ts/Wri t t e n  Data  Request 

Bidders may be asked t o  participate i n  oral i n te rv iews ,  respond t o  a 
wr i t ten data request, make the i r  f a c i l i t i e s  avai lab le for a s i t e  inspect ion by t h e  
PRC or make t h e i r  f inanc ia l  records ava i lab le  f o r  FPSC audi t .  Such in terv iews,  
s i t e  v i s i t s  and/or audits w i l l  be a t  the b idder 's  expense except t h a t  t h e  PRC w i l l  
pay for  i t s  own expenses t ranspor tat ion,  meal s ,  housing, etc. 1 Bidders should 
come t o  ora l  interviews prepared t o  answer t h e  PRC's  questions and the bidder 's 
primary contact person (person signing t h e  1 e t t e r  of transmi t t a l  accompanying the 
RFP or his designee) shal l  be present a t  a l l  meetings w i t h  the PRC or FPSC. 

21. Contract Document 

The successful bidder w i l l  be required t o  sign a cont ract  which w i l l  
include t h e  f o l  lowing elements : 

a. The RFP, 

b .  The b idder 's  Proposal i n  response t o  the RFP, 

c .  A document i d e n t i f y i n g  any modif icat ions o r  c l a r i f i c a t i o n s  t o  t h e  
proposal and i den t i f y i ng  opt ional  i terns contained i n  the proposal and 
desired by the FPSC t o  be included in the FRS. 

A l l  o f  t h e  above items together w i l l  cons t i t u te  a complete i n i t i a l  
cont ract  t h a t  w i l l  be approved by the FPSC's Executive Di rector  on behalf o f  the 
FPSC . 

14 
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22. Limited L i a b i l i t y  

To the extent provided for i n  F lor ida Statute 427.707, t h e  FPSC, i t s  
Advisory Comnittee and PRC assume no l i a b i l i t y  w i th  respect t o  the RFP, proposals 
or any matters re la ted  thereto unless there i s  malicious purpose o r  wanton and 
w i l l f u l  disregard o f  human r i g h t s ,  safety  or property i n  the establishment, 
p a r t i  c i  pa t i  on i n or  operat i  on o f  the tel ecommuni cat ions re1 ay service.  To the 
f u l l  e s t  extent perrni t t e d  by 1 aw, a1 1 prospective service providers and the i  r 
assigns or successors by t h e i r  pa r t i c i pa t i on  i n  the RFP process, sha l l  indemnify, 
save and hold t h e  FPSC and i t s  employees and agents, inc lud ing  t h e  Advisory 
Committee and PRC, f r ee  and harmless from a l l  s u i t s ,  causes o f  act ion,  deb t s ,  
r igh ts ,  judgements, claims, demands, accounts, damages, costs,  1 osses and expenses 
of whatsoever k ind i n  l a w  o r  equ i ty ,  known and unknown, foreseen and unforeseen, 
a r i s i n g  from or out  of the RFP andlor any subsequent acts re la ted  the re to ,  
i nc lud ing  but  not l i m i t e d  t o  the  recommendation o f  a bidder t o  the  FPSC and any 
act ion brought by an unsuccessful bidder . 

23. Disclaimer 

A l l  i n f o r m a t i o n  contained i n  t h e  RFP, inc lud ing  any amendments and 
supplements thereto,  ref1 ects the best and most accurate informat ion a v a i  1 ab1 e t o  
the  FPSC a t  the time of t h e  RFP preparat ion.  No inaccuracies i n  such informat ion 
shal l  const i tu te  a basis for change o f  the payments t o  the provider nor a basis f o r  
legal  recovery of damages, e i  t he r  actual , consequenti a1 , o r  puni t i v e .  

24. CancelIationlAvailability o f  Funds 

The FPSC shal l  have the r i g h t  t o  u n i l a t e r a l l y  cancel, terminate, or 
suspend any ensuing contract ,  i n  whole or i n  pa r t ,  by g i v i n g  the Provider s i x t y  
( 6 0 )  days w r i t t e n  no t ice  by c e r t i f i e d  m a i l ,  If  a breach o f  t h e  contract by the 
Provider occurs, the FPSC may, by w r i t t e n  no t ice  t o  the Provider,  terminate t h e  
contract upon 24 hours not ice.  Said no t i ce  shal l  be del ivered by c e r t i f i e d  m a i l ,  
return receipt  requested, o r  i n  person w i t h  proof o f  delivery.  The provisions 
herein do no t  l i m i t  the FPSC’s r i g h t  t o  remedies a t  l a w  or t o  damages. 

During t h e  life o f  the contract ,  should funds become unavailable t o  
support t h e  telecommunications re1 ay serv ice system, the FPSC reserves the r i g h t  
t o  discontinue the service f o r  a period o f  t ime, t o  ad just  serv ice spec i f i ca t ions ,  
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o r  t o  discontinue the prov is ion o f  certai 'n serv ices i n  order t o  reduce costs. 

25. Pub1 i c  Bidder Meetings and Proprietary/Confidential Information 

Writ ten requests f o r  c o n f i d e n t i a l i t y  sha l l  be considered by the FPSC 
as described i n  Chapter 364.183, F.S. Ru le  25-22.006. F.A.C. ,  should be followed 
i n  making a request. 

Meetings held between the FPSC or PRC and bidder sha l l  be open t o  t h e  
general publ ic .  Should the need ar ise  t o  discuss any conf ident ia l  mater ia ls ,  the 
FPSC or PRC w i l l  attempt t o  hold such a discussion by referr ing t o  the conf ident ia l  
m a t e r i a l  i n  a general way wi thout  c los ing the meeting. A l l  meetings w i th  bidders 
w i  11 be t ranscr ibed. 

A l l  material submitted regarding t h i s  RFP becomes t h e  property of t h e  
FPSC and subject t o  Chapter 119, F .S .  (Pub1 i c  Records Law). The PRC reserves the 
r i g h t  t o  use any or a l l  informationlrnaterial presented i n  reply t o  the RFP, subject 
t o  any conf ident ia l i t y  granted v i a  Chapter 364, F.S. D isqua l i f i ca t ion  o f  a bidder 
does not  el iminate t h i s  r i g h t .  

26. Non-Collusion 

By submitt ing a proposal, the bidder a f f i r m s  t h a t  the proposed b i d  
p r i c e  has been arr ived a t  independently wi thout  c o l l  usion, consul t a t i o n  or 
comnunication w i t h  any other bidder or competitor, t h a t  t h e  sa id b i d  p r i c e  was n o t  
disclosed by the bidder p r i o r  t o  f i l i n g  w i t h  the FPSC, and tha t  no attempt was made 
by the  bidder t o  induce any other person, partnership or corporat ion t o  submit o r  
not subrni t a proposal. 

27. Changes i n  Contract 

Any change i n  the contract shal l  be accomplished by a formal w r i t t en  
contract  amendment signed by authorized representatives o f  both the FPSC and the 
provider.  No other document o r  o r a l  communication shal l  be construed as  an 
amendment t o  the con t rac t .  

16 
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28. Conflict o f  ' Interest  

The award hereunder i s  subject  t o  the provis ions o f  Chapter 11.2, 
Florida Statutes (Public Off icers and Employees). A1 1 bidders sha l l  disclose w i t h  
t h e i r  b i d  the name o f  any o f f i cer ,  d i r e c t o r ,  or agent who i s  also an  employee o f  
the  s t a t e  o f  Flor ida,  or any o f  i t s  agencies. Further,  all bidders shall disc lose 
the  name of any s ta te  employee who owns, directly o r  i n d i r e c t l y ,  an  i n t e r e s t  o f  
f i v e  percent  or more i n  t h e  b idder 's  firm or  any o f  i t s  branches. 

29. Minority Business 

I t  i s  the po l i cy  o f  the  Commission t o  encourage par t i c i pa t i on  by 
m ino r i t y  business companies (as def ined i n  s .  287.012, F. S . )  i n  Commission 
contracts.  If two i den t i ca l  bidslproposals t o  an i n v i t a t i o n  for bids or request 
for proposals a r e  received and one response i s  from a minor i ty  owned company, the  
Commission shal l  enter i n t o  a contract  w i t h  the  m ino r i t y  owned company. I f  
appl icable,  the bidder should include i n  i t s  proposal evidence t h a t  i t  q u a l i f i e s  
for t h e  d e f i n i t i o n  o f  a minority business. 

17 
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B. THE SERVICE TO BE PROVIDED 

1. Overview 

This sect ion of t h -  RFP l i s t s  and describes t h e  s p e c i f i c  basic 
features of the  re lay  serv ice required t o  be provided. A t  t h e  end o f  t h i s  
sec t ion ,  t h e  FPSC a l s o  requests t h e  bidder t o  comment on (and i n  i t s  p r i ce  
proposal, propose a p r ice  separate from the  p r i c e  f o r  basic serv ice f o r )  the 
prov is ion  o f  opt ional  services which are n o t  required t o  be provided. The 
optional services offered w i l l  not  be evaluated u n t i l  a f te r  a bidder i s  selected: 
a t  t h a t  t ime, the FPSC may choose t o  purchase some o r  a l l  o f  those serv ices i n  
addi ti on t o  the  basic services . 

2. Scope o f  Service 

The relay service shal l  be designed t o  provide t h e  means by which a 
hearing, speech or dual sensory impaired person using a TDD can comunicate over 
t h e  e x i s t i n g  t e l  ecommunicati o m  network wi  t h  a non-TDD user (and v i  ce-versa 1 
through the  use o f  the  relay system. The serv ice sha l l  a lso provide other 
telecommunications services t o  persons w i t h  hearing and speech d i  sabi  1 i ti es as 
f u r t h e r  described below. 

The FPSC i s  interested i n  prov id ing a r e l ay  serv ice t h a t  i s  as cos t  
e f f i c i e n t  as possible wh i le  a t  the same t i m e  providing a se rv i ce  as  equivalent 
t o  standard te lecomunicat ions s e r v i c e  as poss ib le .  

3 .  commencement Date 

The cornencement date for the service i s  June 1, W 2 0 0 0 .  Bidders 
shal l  provide a work schedule showing how they can meet t h a t  deadline and sha l l  
provide a statement t h a t  they can provide the  complete service by t h a t  d a t e .  

4. Term o f  Contract 

Service s h a l l  begin on June 1. H - 2000. The term o f  the 
contract w i l l  be an  i n i t i a l  three year period. Upon m u t u a l  agreement between the 
FPSC and the provider. the contract  may a l l o w  for t h e  term t o  be extended for m 

u I  7 1  I l n r . 7  pLl ~3 up t o  two addi t ional  one year periods. By June 1, 2002, and 
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June 1, 2003, the provider should noti fy the  F1 o r i  da Pub1 i c  Serv ice  Commission 
of i t s  desi r e  t o  extend for an a d d i t i o n a l  year .  

5.  Access Numbers 

There shal l  be a single access number f o r  TDD users, and a s ing le  
access number f o r  voice users, a sing1 e access number for ACSII users, and a 
single access number fo r  Spanish users. TDD access shal l  be by using the number 
800-955-8771, and voice access shall be by using the number 800-955-8770, and 
ASCII accesssha l l  be by using the number 800-955-1339. The provider shal l  
secure a t o l l  f ree telephone number for Spanish access. At i t s  C i i w e t : o ~ ,  t h ?  

. .  C P T T  4-fi-m 

The provider must request FPSC au thor i ty  t o  use addi t ional  numbers for relay 
access ( e . g . ,  ! l J l l  U L L  w m, STS, o ther  fo re ign  1 anquages, e tc .  1.  
I f  a c a l l e r  cx t he  wrong access number, the system sha l l  process t h e  c a l l  
wi thout requi r i n g  t h e  c a l l  er  t o  red ia l  . 
(Note - The s ing le  access number for ASCII users i s  underl ined r e f l e c t i n g  a 
change from the  l a s t  RFP. However, during the last  contract period, an amendment 
was made t o  provide a separate ASCII number and so there i s  cur ren t ly  a separate 
ASCI I number i n  place. 1 

A n n  +,+at, s n + - l ~  7-  - r n n i m ~ f n  n 
Jbll LLl 

r h  3-r 

6. Location o f  Relay Center 

The provider shal l  be required t o  locate a relay center i n  t h e  S t a t e  
o f  F lor ida.  A minimum o f  80 percent o f  F lo r ida  relay t r a f f i c  sha l l  be handled 
by t h e  F lor ida located center except when emergency condi t ions e x i s t  a t  the 
F1 orida center. Emergency condi ti ons t h a t  mu1 d j u s t i  fy  hand1 ing  wha t  i s normal 7y 
Florida t r a f f i c  outside t h e  s t a t e  would include s i tua t ions  such as natural 
d isasters,  bomb th rea t ,  e t c .  and would not  inc lude t r a f f i c  sp ikes .  

Notwi thstandi  ng t h e  above requi rement, d u r i n g  the months o f  June, 
Ju ly  and August, 2000, the provider may handle a l l  F lo r ida  re lay  t r a f f i c  using 
out-of-state relay centers. The 801 minimum F lor ida  t r a f f i c  handled ou t  o f  a 
F lor ida center must be met beginning w i t h  the  m n t h  o f  September, 2000. 
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7,  Availability o f  System t o  Users 

The se rv i ce  shall be designed t o  relay loca l ,  i n t ras ta te  toll and 
interstate and internat ional  calls t h a t  or ig inate or terminate i n  F lo r i da .  Relay 
se rv i ce  s h a l l  be available 24 hours per day every day o f  t h e  year. 

No r e s t r i c t i o n s  shall be placed on the length or number of calls 
p l  aced by customers through t h e  re1 ay center. 
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8. M i  nimum CA Qual i f i c a t i  ons/Testi ng 

The provider sha l l  adequately supervise and t r a i n  i t s  employees t o  
always be courteous, considerate and e f f i c i e n t  i n  thei  r contact and dealings w i t h  
i t s  customers and the  publ ic i n  general, and shal l  make checks from t ime t o  time 
t o  ensure t h a t  courteous se rv i ce  ac tua l l y  i s  being rendered. 

Bidders shal l  specify how they plan t o  demonstrate t h a t  CAS meet a l l  
necessary proficiency requi rernents. CAS shal l  be ab1 e t o  quickly and accurately 
type TDD relay messages. The provider sha l l  use v a l i d ,  unbiased t e s t s  f o r  CAS 
on subjects inc lud ing,  but not  l i m i t e d  t o :  

a .  B a s i c  s k i l l s  i n  English grammar 

b.  A minimum typ ing speed o f  55 co r rec t  words per minute. 

c .  Minimum spel l ing s k i l l s  s u f f i c i e n t  t o  quickly and eas i l y  spe l l  
words cornparabl e t o  a begi nning c o l l  ege leve l  conversation. 

d . An understanding o f  character is t ics  o f  1 i m i  ted w r i t t e n  Engl i sh 
and American Sign Language (ASL) as i t  may be re f l ec ted  i n  t h e  
written 1 anguage o f  TDD users. 

e.  Deaf cu l tu re .  

f .  Ethics, e.g., how a CA deals w i t h  s i tuat ions he may encounter 

g . Con f i den ti a 1 i ty  . 

h. Clar i ty o f  speech. 

Any person who has not passed t h i s  examination shal l  no t  be u t i l i z e d  
as a CA. CAS sha l l  be retested a t  l e a s t  annually. 

9. CA Training 

Each bidder shal l  demonstrate i n  i t s  proposal how ongoing CA t ra in ing  
w i l l  be provided by i nc lud ing  w i t h  i t s  proposal an o u t l i n e  o f  a proposed CA 

. . 
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t ra in ing p l a n .  The provisions for CA t ra in ing  sha l l  inc lude, bu t  not  be l i m i t e d  
t o ,  an understanding of l i m i t e d  w r i t t e n  English and A X ,  deaf  cu l tu re ,  needs o f  
hearing and speech disabled and dual sensory impaired users, a b i l i t y  t o  speak i n  
a tone o f  voice consistent w i th  t h e  i n t e n t  and mood o f  the conversation, 
operati on o f  re1 ay tel ecomnuni ca t i  ons equi wen t ,  how t o  hand1 e hea r i  ng and v o i  ce 
carryover, e th ics,  conf ident i  a l  i t y  and other requi rements o f  the Provider 's 
operat i  ng pol i c i  es and procedures. Training shal l  i ncl  ude both s i  mu1 ated and 
l i v e  on - l i ne  c a l l  handling. 

10. S t a f f  Training 

A1 1 re1 ay center staff ,  including management, shal l  rece ive  t ra in ing  
i n  ASL, deaf cu l ture,  needs o f  hearing, speech and d u a l  sensory impaired users, 
and eth ics and con f iden t ia l i t y .  Each proposal should include an ou t l i ne  o f  a 
s t a f f  t r a i n i n g  plan ind ica t ing  t r a i n i n g  top ics and t ime frames as w e l l  as  
expl a i  n i  ng how i ndi v i  dual s or  organizations (such as deaf serv i  ce centers , state 
agencies , un i ve rs i t i es  , etc .  1 representing t h e  hearing and speech i mpai red 
community would be used t o  a s s i s t  w i th  t h e  t ra in ing .  

11, Counsel ina o f  CAS and S t a f f  

Bidders are required t o  ou t l i ne  a counseling and support program that  
w i l l  help CAS and s t a f f  deal w i t h  the  emotional aspects o f  relaying ca l l s .  Those 
providing t h i s  s t a f f  support shal l  have t r a i n i n g  i n  deal ing w i t h  t h e  emotional 
aspects o f  handling relay c a l l s .  However, i n  counseling sessions, the CA shal l  
n o t  g i v e  t o  t h e  support person the names o f  c a l l e r s  involved. The counseling 
support system sha l l  f o l l  ow t h e  conf i  dent i  a1 i t y  provi s i  ons o f  t h i s  RFP. 

12. Procedures for  Relaying Communications 

The system sha l l  be designed t o  convey t h e  fu l l  content of t h e  
communication. Unless requested otherwise by a user, the CA sha l l  relay a l l  
ca7 1 s according t o  the f o l  1 owing procedures. 

a .  The method t o  be used i n  the system i s  for the CA t o  be 
i den t i f ied  by a number (not  name) followed by "M" if male  and 
"F"  i f  female. The provider sha l l  estab l ish a method which 
w i l l  a l l o w  i d e n t i f i c a t i o n  of the CA i n  the event a complaint 
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C .  

d.  

e.  

f .  

i s  f i l e d  or a user wants  t o  pra ise the work o f  the CA. 

The system sha l l  keep t he  user informed on t he  s t a t u s  of t h e  
c a l l .  such as d ia l ing ,  r ing ing,  busy, disconnected or on hold 
throughout t h e  c a l l  session. The system shal l  provide 
feedback t o  c a l l e r s  on c a l l  s t a t u s  w i t h i n  10 seconds a f t e r  a 
ca l l e r  has provided t h e  number t o  c a l l  and continue t o  provide 
feedback un t i  1 the c a l l  i s  answered. 

A71 users shal l  have the  option o f  t e l l i n g  the CA what aspects 
o f  the  c a l l  t h a t  he/she wi l l  handle. For example, the TOD 
user may voice the  c a l l  ( v o i c e  carryover), rather t h a n  have 
the CA do i t  or the ca l l e r  may ask t h a t  re lay  be explained as 
soon as someone answers the c a l l .  

When t h e  c a l l  i s  f i rst answered and a t  a17 times during t h e  
conversation, the system sha l l  type t o  the TDD user or 
verbal i ze t o  the non-TOD user verbatim w h a t  i s  sa id  or typed 
unless the re1 ay user speci fical ly requests sumnari z a t i  on. If  
the CA summarizes the conversation, the CA sha l l  in fo rm both 
par t ies  t h a t  t he  c a l l  i s  being summarized. 

When the  CA i s  asked t o  explain relay t o  a user. the  CA shal l  
express t h e  term "explaining re lay"  t o  the other  user on the 
c a l l  t o  l e t  them know what i s  happening rather  than 
t ransmi t t ing  a l l  o f  t h e  explanation. The CA sha l l  not  in form 
t h e  telephone user t h a t  the TDD user i s  hearing o r  speech 
d i s a b l e d  unless the TDD user asks t h e  CA t o  do so. 

When speaking for the TOD user, t he  CA sha l l  adopt  a 
conversational tone o f  vo ice  appropr iate t o  the type o f  c a l l  
being made and conveying the i n t e n t  and mod o f  the message. 
The CA sha l l  a lso  i nd i ca te  i d e n t i f i a b l e  emotions by typ ing 
those i n  parentheses, (e .$,  he 's  laughing, he's crying) .  Any 
i d e n t i f i a b l e  background noises sha l l  be relayed t o  t h e  TDD 
user i n  parentheses. The CA shal l  i d e n t i f y  t o  t h e  TDD user. 
i f  ident i f iab le ,  the gender of vo ice  users when they f i r s t  
come on t h e  l i n e .  A l l  o f  the above should be done 
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9. 

h. 

i 

j .  

k .  

F: 

automatical l y  unless the user asks t h a t  i t  not be done. 

CAS sha l l  ind ica te  t o  t h e  user, if known, i f  another person 
comes on the  l i n e .  

A17 comments d i rec ted  t o  e i t h e r  party by the CA or t o  t h e  CA 
by e i t h e r  par ty  sha l l  be relayed. These comments shal l  be 
typed in parentheses. However, comments between t h e  CA and a 
relay user a t  the beginning o f  a c a l l  which deal w i t h  b i l l i n g  
informat ion need not  be relayed t o  the other user. 

CAS shal 1 verify spel l  i ng of unfami 1 i ar proper nouns, numbers, 
addresses, informat ion about  drug prescr ip t ions and other 
unfami l iar  words tha t  are spoken and are t o  be relayed. 

The CA w i l l  stay on t h e  l i n e  u n t i l  both pa r t i es  have 
terminated the cal  1 . 

CAS shal l  not  counsel, advise o r  i n t e r j e c t  personal opinions 
o r  addi t ional  information i n to  any re lay  c a l l .  This also 
means the CAS shal l  not  make any v a l u e  judgements on t h e  
profani ty or obscenity or 1 egal i t y  of any messages. 
Furthermore, the CAS shal l  not  hold personal conversati  o m  
w i t h  anyone c a l l  i ng the  system. 
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13. - 

ff-: - 1 .  Users shal l  not be required t o  g ive t h e i r  names or t h e  name of 
t h e  party they are c a l l i n g ,  unless needed for b i l l i n g .  

e - m. For each incoming c a l l ,  the  CA shall  w i t h o u t  delay make as 
many outgoing c a l l s  as requested by the c a l l  e r .  

13 2 .  If a user requests t h a t  a CA o f  a speci f ic  gender be used, the 
system sha l l  comply whenever possible. 

0 .  If a user requests tha t  the same CA be used dur ing t h e  e n t i r e  
conversat i  on, the sys tern sha l l  comply whenever possi b l  e .  

Interaction with Answering Machines and Voice Response Units 

The bidder sha l l  exp la in  i f  and how messages w i l l  be l e f t  on or 
retr ieved from answering machines and i f  and how i n t e r a c t i o n  w i t h  voice response 
uni t s  w i  1 1 be accompl i shed . 

- a .  The bidder should explain how any access code used t o  r e t r i e v e  
messages w i  17 be confident1 a1 l y  hand1 ed. 

- b.  The bidder should expla in  i f  and how messages w i l l  be 
re t r i eved  from an  answering machine i f  t h e  o r i g i n a t i n g  party 
c a l l i n g  the re lay  center i s  a t  t he  same loca t i on  as the  
answering machine. For example, i f  a person i s  a t  home and 
cannot r e t r i e v e  h i s  messages from h i s  own answering machine, 
how w i  11 the  re1 ay center accompl i sh r e t r i e v i  ng the  message 
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and re1 aying the informat ion t o  the hearing impai red person 
when only one telephone l i n e  e x i s t s  t o  the residence? 

- c .  The bidder should explain how charges for  long distance re lay 
c a l l s  wi 11 apply when mu1 t i p l e  cal I s  are necessary t o  complete 
leav ing  or r e t r i e v i n g  a message on a n  answering machine or 
r e t r i e v i n g  a message from a voice response u n i t .  

- d .  The bidder should explain i f  and how ca l l s  w i l l  be handled i n  
order for t h e  c a l l e r  t o  i n t e r a c t  w i t h  voice response u n i t s .  
( E . G . ,  “Press 1 t o  . . . ’7. 

- 1433. Languages Served 

A t  a l l  times, the provider shall make avai lab le CAS w i th  t h e  
capabi 1 i ty t o  provide re1 ay service t o  users who use either Engl i s h  , Spanish o r  
AS1 (American Sign Language) on the i r  relay c a l l .  Translat ion from one language 
t o  another i s  not  requi red. 

15. Additional Languages Served 

The provider w i l l  not be required t o  serve languages other than English, 
Spanish, or ASL. However, addl t i ona l  evaluation points may be given for proposal s 
t h a t  inc lude how t h e  provider would handle re lay calls using one or more 
addi t ional  languages (e.$ French, o r  Creole e tc .  ) .  

- 1634. Shi f t Advi sor/Consul tant 

On each s h i f t  t he  provider shall employ i n  the re lay center a t  least 
one person who i s  h igh l y  knowledgeable o f  ASL i n  order t o  serve as an 
advi sorkonsul  t a n t  t o  ass i s t  CAS i n  understandi ng t h e  i n t e n t  o f  messages and 
proper ly communicating the f u l l  content o f  communication. 

- 1725. Confi denti  a1 i ty o f  Call s 

As required by s.427.704Il)(c), F.S. ,  a l l  c a l l s  sha l l  be t o t a l l y  
conf ident ia l ;  no wr i t t en  or e lect ron ic  s c r i p t  shal l  be kept beyond the duration 
o f  the c a l l .  CAS and supervisory personnel shal l  not reveal information about the 
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content o f  any call and, except for the minimum necessary for  b i  11 ing,  compl a i n t  
processing , s t a t i s t i c a l  repor t ing  o r  trai n i  ng purposes as f u r t h e r  descri bed i n  
t h i s  RFP, shall not  reveal any in format ion about a ca l l .  CAS and supervisory 
personnel shall be required t o  sign a pledge o f  c o n f i d e n t i a l i t y  promising not t o  
d isc lose t he  identity o f  any callers (except for the reasons discussed i n  this 
section) or any information learned dur ing the course o f  relaying ca l l s ,  e i the r  
dur ing the period of employment as a CA o r  after terminat ion o f  employment. 

a.  When t r a i n i n g  new CAS by the method o f  shar ing p a s t  
experience, t r a ine rs  shall not  reveal any o f  t h e  fol 1 owing 
informat ion:  

i .  

i i .  

names o f  the p a r t i e s  t o  the call 

o r i g i n a t i n g  o r  terrni n a t i  ng points o f  spec i f i c  ca l l  s 

i i i . spec i f i cs  of the i nformation conveyed 

b .  CAS shall not  d iscuss ,  even among themselves o r  t h e i r  
supervisors, any names or spec i f i cs  o f  any relay ca 1 ,  except 
as necessary i n  instances o f  resolving complai i t s ,  b i l l  
processing , emergencies or f o r  trai n i  ng purposes. CAS may 
discuss a general s i tua t ion  w i t h  which they need ass stance i n  
order t o  clar i fy how t o  process a particular type  o f  re lay  
cal l .  CAS should be trained t o  ask questions about procedures 
w i t h o u t  reveal i ng names or speci fi c information t h a t  w i  11 
i dent i  fy t h e  call er . 

C. 

d. 

Watching or l i s ten ing  t o  actual  calls by anyone other than the 
CA i s  prohibi ted except f o r  t ra in ing  or monitoring purposes o r  
other purposes spec i f i ca l ly  authorized by the Commission. 
FPSC s ta f f  shall be permitted t o  observe live calls for 
monitor ing purposes but  shall also comply wi th  t h e  
conf i  denti a1 i t y  provis ions above. 

A copy o f  t he  Con f iden t ia l i t y  Po l i cy  shall be provided t o  a 
user upon request and a t  no cost.  
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- 18%. Voice and Hearing Carryover 

Provider shal l  provide both voice and hearing carryover upon request 
of the  user. A TDD user may request voice carryover N C O )  which w i l l  a l low 
him/her t o  speak d i r e c t l y  t o  the telephone user and receive t h e  message typed 
back on the  TDD. Also,  a TDD user may request hearing carryover (HCO) which w i l l  
enable the TDD user t o  d i r e c t l y  hear what t h e  telephone user i s  saying and type 
back his/her message which wil l  be spoken by t h e  operator. 

bidder should describe i n  de ta i  1 how i ncomi ng 2-1 i ne VCO c a l l  s wi 11 be hand1 ed. 
As p a r t  o f  i t s  proposal t h e  bidder should a lso  describe i n  d e t a i l  how outgoing 
2 - l i n e  VCO c a l l s  w i l l  be handled. whick wlll ; I k v i  ;i rchy 1 1 s ~  G t h  twe 

fin l,nr*r 3 r n m C n n m n - - n  f ~ ? + l j m n  +m I L P  n AC h- .- 1 7  nnr fnr. 9 Tnn , - ~ l l  I I L  I I I I L J  u L W I I I L I  L I I L I I I  ILULUI  L LLJ U e - W l L  V I  1 1 1 3  I lllL3 I U I  u IUU L U I  4 

Thn nnwrin* r h ~ l l  m n a ; A r r  3 1:nn 
L L I I I I L  W As p a r t  o f  i t s  proposal t h e  

The provider sha l l  make prov is ion f o r  two persons who are hearing 
disabled t o  speak for themselves by means o f  voice carryover t o  voice carryover 
N C O  t o  VCO) and for tw persons who are speech disabled t o  hear f o r  themselves 
by means o f  hearing carryover t o  hearing carryover (HCO t o  HCO) . 

- 1W. Obscenity Directed a t  the Operator 

CAS do not have t o  to lerate obscenity d i rected a t  them. A proposal 
should speci fy how the provider w i l l  handle these s i  tuat ions.  

- 2028. Emergency Call s 

A1 though most o f  F lor ida i s  covered by 911 communication centers 
prepared t o  handle TDD c a l l s  d i r e c t l y ,  the bidder sha l l  develop and fo l l ow  a 
policy for handling and re fe r r ing  emergency c a l l s .  The policy may include 
procedures for refer r ing c a l l  ers  t o  emergency services and numbers other than 
911. 

- 2133. B1 ockage 

Provider i s  responsible for ensuring t h a t  99% of c a l l s  reaching t h e  
relay center per day are ei ther  answered or continue t o  receive a ringing s ignal .  
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Calls t h a t  are blocked must receive a netmrk blockage signal  o f  120 
impul ses per minute.  

- 22%. Answer Time 

Provider i s  responsible for answering 90% o f  a l l  calls per d-zy month 
wi th in  10 seconds o f  reaching t h e  relay switch.  Elapsed t ime i s  calcu lated from 
the  t ime inbound c a l l s  reach the relay swi tch.  I n  ca l cu la t i ng  the percentage of 
c a l l s  meeting the answer t ime standard, t he  numerator sha l l  be t h e  t o t a l  number 
o f  cal ls  per daymnth tha t  are answered (w i th  a CA ready t o  serve) i n  10 seconds 
or  l e s s .  The denominator shall be the t o t a l  number o f  calls per m o n t h  
reaching the  relay switch except tha t  the t o t a l  shall not include calls abandoned 
w i t h i n  10 seconds af te r  reaching the re lay  switch.  However, c a l l s  abandoned 
a f t e r  10 seconds sha l l  be included i n  the denominator. (Exception: I f  t h e  
Provider i s  unable t o  d i f ferent ia te between call s abandoned w i th in  10 seconds and 
those abandoned a f t e r  10 seconds o f  reaching the relay switch, then a l l  abandoned 
c a l l s  shal l  be inc luded i n  t h e  denominator. 1 

- 233%. Equipment Compati bi 1 i ty 

It i s  necessary for the system t o  be capable o f  receiv ing and 
t ransmi t t i ng  i n  both Baudot and ASCII codes as we l l  as voice.  It i s  a lso 
requi red tha t  re1 ay systems be capable o f  automatical l y  i d e n t i f y i n g  incoming TDD 
signals as  e i t he r  Baudot or ASCI  I. A1 1 equipment shal l  be compatible w i t h  t h e  
basic 
Model 

protocol o f  TDDs d is t r ibuted i n  F lo r i da  through the Administrator (U1 t ra tec  
Nos. 100, 200, 400, 425, 1140 

- 2422. Transmission Level s 

Transmi ssi  on 1 eve1 s must 

and 4425 and Ameriphone Dialogue K O ) .  

be m a i  n ta i  ned w i t h i n  industry s t a n d a r d s s  
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out1 i ned in the American National Standards I n s t i t u t e  - Network Performance - 

Switched Exchange Access Network Transmission Speci f icat ions (ANSI T1.506- 1997).  
Provider must provide updates t o  those standards as amended by A N S I  dur ing t h e  
t e r m  o f  t h e  contract and must meet t h e  amended standards.  w i 4  
t ? I ~ Z t a f t ~ G f l  fG? XIGy c;::s. Liclclz; m i s t  p r a i c l e  G l W i t h  j t s  prmJ;l 2 q - j y  
Gf t ? M I  5;; or7 1 eve1 s t r n r b s  ; d a @ ~ ~ ~ - ; ~ y  * . .  

ts t%S2 St?FidardS cis m e c l  iwiilg tk t e r r  of t h e  cGnti-;ct a€hwHR& t h ?  

. .  

~ n n n n +  7 h1 m ULLLV LUIJ I L 
i n 
1 I I 

n+h T P  nII 4.- q m  *nrl , , r n n ' +  
I I L l I  u 3  LU I I m- 

Measuring €qui pment Accuracy 

Every meter, recording and t i c k e t i n g  device used t o  capture c a l l  
d e t a i l s  for billing subscribers or t h e  FPSC/Administrator as w e l l  as f o r  
providing t ra f f i c  information shal l  be tested prior t o  i t s  I ns ta l l a t i on  and shall 
be accurate 97 percent o f  t h e  t ime t o  w i th in  a 1 second grace period. All 
equipment sha l l  be maintained i n  a good s t a t e  o f  repa i r  consistent w i t h  safety 
and adequate service performance. 

26.3. Emergency Operations and Uni nterrupti b l  e Power 

In addi t ion t o  a minimum o f  t h i r t y  (30) minutes ba t t e ry  capacity 
suf f ic ient  t o  operate each relay center processing F lo r ida  re lay  t r a f f i c  a t  busy 
season busy hour load, each re lay  center shal l  have i n s t a l l e d  emergency power 
generating equi pment capable o f  maintaining t h e  re7 ay center's operations for  
extended periods o f  ti me. The uni n te r rup t i  bl e power system shal l  support t h e  
switch system and i t s  peri  pheral s , switch room envi ronmental ( a i  r condi t ioning , 
f i r e  suppression system, emergency l ights and system alarms), operator 
consol esltermi nals  , operator work s i t e  emergency 1 i ghts , and C a l l  Detai 1 Record 
recording . Provisions shal l  be made t o  meet emergencies resul ti ng from f a i  1 w e  
o f  power service, sudden and pro1 onged increases i n  t r a f f i c ,  storms, 1 i ghtni ng , 
etc .  Employees shal l  be i ns t ruc ted  as to the procedures to be followed i n  t h e  
event o f  emergency i n  order t o  prevent or mit igate i n te r rup t i on  or impairment o f  
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re1 ay serv ice.  

The bidder s h a l l  describe i t s  plan f o r  deal ing w i t h  a l l  types o f  
natural and man-made problems (e.g. ,  hurricanes, 1 i g h t n i  ng s t r i kes ,  f i r e s ,  e tc .  ) 
which e i ther  i so la te  the relay center and prevent c a l l s  f rom reaching the  center 
or cause the  center t o  be unabl e t o  operate. I n  addi t i o n ,  the  plan should detai  1 
the steps which w i l l  be taken t o  deal w i t h  the problem and restore relay service. 

The provider sha l l  in form t h e  contract  manager o f  any major 
interrupt ions t o  the operation o f  the re1 ay center extending beyond fi ve m i  nutes 
duration. The contract manager sha l l  a lso be informed when i t  becomes known t o  
the r e l a y  center t h a t  any por t i on  o f  the s ta te  i s  i so la ted  for  more than f i v e  
minutes from the re lay  center. The provider sha l l  a lso provide a repor t  a f t e r  
res to ra t ion  o f  serv ice .  

- 2725. Intercept Messages 

In te rcept  messages as appropriate sha l l  be provided if a system 
f a i  1 ure occurs. 

- 28%. Service Expansion 

Bidder shal l  show the  capab i l i t y  o f  expanding services i n  response 
t o  increasing demand. Bidder sha l l  develop and i l l u s t r a t e  i n  i t s  proposal a 
detai led plan o f  how t h i s  expansion w i l l  be accomplished. The plan shal l  include, 
b u t  not  be l i m i t e d  t o ,  t runking capaci ty,  CA work s ta t ions ,  personnel s t a f f i n g  
and equipment capacity. The plan sha l l  also i nd i ca te  how any t ime l a g  sha l l  be 
avoided t o  meet any increased c a l l  volume. The above plans sha l l  a l low the 
provider t o  be able t o  maintain a l l  standards l i s t e d  i n  the  RFP. 

- 29s. New Technology 

The users  should be allowed t o  bene f i t  f r o m  advancing technology. 
Bidder should describe the methodology and process i t  w i l l  use t o  keep abreast 
o f  technological changes i n  the prov is ion of re lay  serv ice,  t o  in form t h e  FPSC 
and Administrator tha t  nw enhancements are ava i lab le  and a t  wha t  p r ice ,  and t o  
provide the  FPSC the opportunity t o  purchase such enhancements or upgrades t o  t h e  
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se rv i  ce. 

I 3028, 

of serv ice 

Consumer Input and Par t i c ipa t i on  i n  Advi sory Committee and 
FPSC Proceedings 

The telephone users shal l  have input  on the q u a l i t y  o f  the del ivery  
Bidders shal l  develop a p lan t o  include t h e  Commission and i t s  

Advisory Cornittee i n  any evaluation of the system. A bidder shal l  not  include 
t r a v e l  or  per diem costs o f  the FPSC or i t s  Advisory Committee i n  i t s  b i d  p r i c e  
since those costs w i l l  be funded by the State. An o u t l i n e  o f  t h i s  plan shal l  be 
included w i th  t h e  b idder 's  proposal. The p l a n  should explain methods f o r  
consumer input  and how the recommendations from these evaluations w i l l  be 
incorporated i n t o  the po l i c ies  of t h e  relay center. This does not  preclude the 
provider from conducting addi t ional  in te rna l  evaluations which use relay s t a f f .  
The resu l ts  o f  any service q u a l i t y  evaluation sha l l  be reported t o  the FPSC 
of f ice w i th in  15 calendar days a f t e r  the l a s t  month i n  each quarter cpwkt+y. 

Bidders are encouraged t o  include in the consumer i npu t  plan methods 
for working w i t h  organi z a t i  ons serving hearing and speech impai red ind iv idua ls  
statewide t o  conduct per iod ic  community forums. The community forums shal l  be 
for  t h e  purpose o f  gaining user input  on the q u a l i t y  o f  re lay  service and for 
responding t o  user questions and problems on use o f  t h e  relay service. The 
comnuni ty  forums s ha1 1 be p l  anned and conducted i n conjunction w i  t h  organi za t i  ons 
serving people wi t h  hearing and speech i mpai rments . 

The provider shal l  pa r t i c i pa te  i n  a l l  meetings of the Advisory 
Committee and a l l  FPSC workshops and hearings r e l a t i n g  t o  relay service unless 
excused by t h e  contract  manager. 

- 3129. Complaint Resolution 

The provider shal l  establ i s h  procedures regarding cornpl a i  n ts  , 
I nqui ries and comments regarding system services and personnel . The provider 
s h a l l  ensure t h a t  any caller t o  the relay center having a complaint w i l l  be able 
t o  reach a supervisor or administrator wh i le  s t i l l  on l i n e  dur ing a re lay  c a l l .  
All complaints received by supervisors o r  i n  w r i t i n g  shal l  be documented. 
including t h e i  r resolut ion,  and kept on fi 1 e and ava i  1 able t o  the Comni ssion upon 
request. I n  addit ion, the re1 ay center shal l  have a to1 1 - f ree Customer Services 
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telephone number ava i  1 ab1 e and accessible t o  the pub1 i c  s t a t m d e  for the purpose 
o f  report ing service or other def ic ienc ies.  Records of such repor ts  and copies 
o f  w r i t t e n  reports regarding service o r  other d e f i  c i  enci es sha l l  be mai n ta i  ned 
f o r  the l i fe  o f  the contract and for twelve (12) m n t h s  a f t e r  conclusion o f  the 
contract  per iod.  This record sha l l  inc lude the name andlor address o f  t h e  
complainant, the  date and time received, the CA i den t i f i ca t i on  number, the nature 
o f  the complaint, the result o f  any i nves t iga t ion ,  the d i spos i t i on  o f  the 
complaint and the date of such d i s p o s i t i o n .  Each signed l e t t e r  o f  complaint 
sha l l  be acknowledged i n  w r i t i n g  o r  by contact  by a representat ive o f  the 
provider.  The necessary rep1 i es t o  i nqui ri es propounded by the Comi s s i  on’s 
s ta f f  concerning service or other complaints received by the Cornmission shall be 
furnished i n  w r i t i n g  w i t h i n  f i f t e e n  (15) days f r o m  the date o f  the Commission 
i nqui ry . 

3230. Charges for Incoming Calls 

The Provider sha l l  make no charge t o  t h e  users for making c a l l s  
( i ncomi ng 1 t o  t h e  re1 ay serv i  ce. 

- 3334. Billing Arrangements 

Provider shall  b i  17 f o r  charges for coll ec t  c a l l  s ,  person-to-person 
c a l l s ,  c a l l s  t o  or f r o m  hotel rooms and pay telephones, and c a l l s  charged t o  a 
t h i r d  party. Provider sha l l  a lso arrange f o r  b i l l i n g  t o  any indus t ry  standard 
local  exchange company or a1 t e rna t i  ve l oca l  exchange company c a l l  i ng card. For 
c a l l s  b i l l e d  by or  on behalf of the provider, the bidder shal l  include a complete 
descr ipt ion of how users w i l l  be b i l l e d  f o r  a71 cal ls .  This descr ip t ion  sha l l  
i ncl ude the bidder ’ s procedures for obtai n i  ng bi  11 i ng i nforma ti on f rorn t h e  1 ocal 
exchange and a 1  t e rna t i  ve 1 ocal exchange companies , whether the bi 11 i ng w i  11 be 
performed d i  r e c t l y  by t he  provider i t s e l f  or contracted,  spec i f i c  c r e d i t  cards 
o r  telephone calling cards t o  which c a l l s  can be b i l l e d ,  and a sample b i l l  
format. The bidder shal l  also explain how i t  w i l l  respond t o  customer i nqu i r i es  
about erroneous b i l l s  and how c red i t s  w i l l  be issued o r  refunds made. 

3432. - End User Billing f o r  Intrastate Calls 

In t rastate t o l l  c a l l s  placed through the re lay  system and b i l l e d  by 
or on behalf  o f  the provider shal l  be b i l l e d  t o  the voice o r  TDD c a l l e r  at 50% 
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of the provider's ra te  for non-relay calls. An addi t ional  10% discount (60% 
t o t a l  discount) sha l l  apply t o  c a l l s  t o  or from the dual -sensory impai red: the 
prov ider  shall develop a system for i d e n t i f y i n g  such users and applying t h e  
discount t o  t h e i r  c a l l s .  Timing f o r  timed in t ras ta te  c a l l  b i l l i n g  shal l  begin 
when the re1 ay operator advises a party Wkpaat ;  -2: t o  proceed w i t h  the call and 
shall not include any i n i t i a l  time by the operator t o  explain how relay service 
works. 

The bidder shal l  explain h m  i t s  discount t o l l  plan subscribers would 
be b i l l e d  f o r  relayed ca l l s  b i l l e d  by or on behalf o f  the provider. For example, 
i f  a b idder o f f e r s  a discount f o r  over 5 hours of usage per month, t h e  bidder 
should exp la in  how a subscriber t o  t h a t  s e r v i c e  would be b i l l e d  f o r  any relay 
c a l l s  made dur ing t h e  month. 

The provider shal l  not charge the end user mre f o r  non-message t o l l  
re1 ay c a l l  i ng than would be charged for t h e  same ca l l  if bi 11 ed by the end user's 
1 ocal exchange o r  a1 t e rna t i  ve 1 ocal exchange company. The provider can 
accomplish t h i s  by obtaining necessary b i  1 1 i ng informat ion about the end user's 
local company i n  order t o  ensure t h a t  i t  does not  b i l l  i n  excess of those rates 
( e . g .  , extended area service cal I s ,  extended c a l l  i ng  serv ice c a l l  s ,  e t c .  1 

I n  the a1 te rna t i  ve, the provider can col7 ec t  necessary b i  11 i ng 
information and t u r n  t h a t  b i l l i n g  information over t o  the end user's loca l  
company so tha t  the  end user's local company can b i l l  for relay c a l l s  under t h e  
local company's rates. I f  t h i s  a l ternat ive approach i s  taken, the provider shal l  
submit t he  b i l l i n g  informat ion t o  the loca l  company i n  an indust ry  standard 
format and the provider shal l  incur whatever costs are required t o  co r rec t l y  
fo rma t  the b i l l i n g  information so t h a t  the loca l  company can b i l l  the c a l l s .  

O f  the two approaches described above, the  bidder should i nd i ca te  how 
i t  w i l l  i n i t i a l l y  b i l l  cal ls  and t h e  provider shall advise the contract  manager 
whenever i t changes b i  11 i ng method01 ogi es . 

- 3533. Re1 aying In te rs ta te  and International Call s 

The provider shall be required t o  relay interstate and in ternat ional  
calls tha t  or ig inate or terminate i n  Florida. The provider sha l l  not  include i n  
i t s  b i l l  f o r  Florida relay service any charges or time associated wi th in te rs ta te  
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or in te rna t iona l  ca7 1 s .  

If  relayed in te rs ta te  or internat ional  c a l l s  are t o  be b i l l e d  by the 
provider t o  the end user a t  a ra te  higher than the r a t e  f o r  a nonrelay c a l l ,  the 
prov ider  sha l l  quote t h e  rate t o  the par ty  t o  be billed before beginning t h e  
c a l l  . The bidder should i nd i ca te  how i t s  r a t e  f o r  i n t e r s t a t e  and in te rna t iona l  
c a l l s  w i l l  compare t o  the rate for  nonrelay c a l l s  and whether any discounts or 
addi t ional  charges w i  11 apply t o  i n t e r s t a t e  and i nte rna t i  m a l  re1 ay c a l l  s . 

I 3634. End User Selection of Carrier 

The provider shal l  a l low a ca l l e r  t o  select an interexchange company 
1; such G z z ,  the i ; W e  other than the prov'ider f o r  b i l l i n g  purposes. 

wt;= Gf tk ' L l G  t3 +,k ; e w s t c d  ; f i tmxch;Ke c-4 k 
K s p m ~ b - k  for  t h e  cGst o f  ;ccz;s t h r W ; z t c c f  l x ; ?  2- 

LU, I V I  L"mLL1wIJ LU L I IC  

lllJ I uLLLzs. The provider must meet current  
and subsequent requirements o f  t h e  Network Interconnect ion Interoperabi 1 i ty 

u L  I I I Ly Forum for handl i ng end user requests for a 
carrier other than the  provider. The bidder should include a copy o f  t h e  current 
standard along w i t h  i t s  proposal and the provider sha l l  provide t o  the FPSC any 
subsequent updates i n  t h e  standard as  soon as they are adopted. 

P..-%PP i r  *n+ I CRYl ,-.* ,-+7 z- f h  +h 

Gn yl nC ?,-fin 

. . .  7 t ~  h, 1 -  + 

- 3735. Recipient o f  Toll Revenues 

The re1 ay provi der or i t s  underlyi ng tel ecomunications provider shal l  
be allowed t o  re ta in  the  t o l l  revenues for  a71 long distance calls b i l l e d  by or 
on behalf  of the re1 ay provider or i t s  under1 y i  ng t e l  ecomunicati ons provider. 

3836. - Long Distance Call Billing 

Operator- handl ed cal l  s shal l  be care fu l l y  supervised and disconnects 
made promptly. A check o f  the  t im ing  c lock  sha l l  be made a t  least once each 
twenty-four (24) hours t o  ensure t h a t  t h e  clocks are synchronized and t h a t  the  
t ime i s  correct. Clock deviat ions shal l  n o t  be i n  excess o f  12 sxonds. Bidders 
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shall specify the  record system for ident i f y ing  and documenting long distance and 
toll calls for b i l l i n g  purposes. The record s h a l l  contain, a t  a minimum, t h e  
fo l low ing  informat ion:  

a .  

b. 

C. 

d. 

e. 

f .  

telephone number or c r e d i t  card number t o  be b i l l e d  
(NPA-prefix-1 i n e  number) 

o r i  g i  na t i  ng and termi nat i  ng tel ephone number NPA-pref i x -  1 i ne 
number 1 

ori  g i  na t i  ng and terrni n a t i  ng exchange name 

date 

s t a r t  t i m e  

c a l l  durat ion t o  the f u l l  second ( t h e  t ime i n  between s t a r t  
t ime and end t ime) 

Long distance c a l l s  b i l l e d  t o  subscribers shall be l i s t e d  
chrono log ica l l y  and r e f l e c t  t h e  connect t ime o f  such c a l l s  based on the 
appropriate time zone. Bidders shal l  also f u l l y  describe t h e  b i l l i n g  system and 
b i l l i n g  process t h a t  w i l l  be used. inc lud ing  i d e n t i f i c a t i o n  o f  any 
subcontractors, specif ic du t i  es o f  the subcontractors, and how the  b i  11 i n g  record 
d e t a i l  w i l l  be t ransmit ted t o  t h e  b i l l i n g  agent ( i f  a n y > .  

I 3937. Special Needs 

The provider wi 11 not be requi red t o  provide Speci a1 Need s e r v i c e s  . 
However, consideration w i  11 be given for addit ional  eval ua t i  on points for 
proposals t h a t  include Special Need services (beyond any other services for basic 
re1 ay described elsewhere i n  t h i s  RFP) as a p a r t  of the  basic re1 ay se rv i ce .  

Special Needs i s  defined as limiting factors of a physical or 
1 i teracy nature t h a t  preclude a person who i s  hearing, speech or dual -sensory 
(both hearing and v i s u a l l y  impaired) disabled from using basic relay service,  
Speci a7 Needs i ncl udes : (1 1 physical 1 i m i  t a t i  ons , e l  t he r  temporary o r  permanent, 
which preclude use of a TDD w i t h  o r  wi thout adaptations f o r  persons wi th  manual 
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dexter i ty  l im i ta t ions  (e.g. ,  paralysis,  severe a r t h r i t i s ,  broken f ingers) and ( 2 )  
markedly l i m i t e d  a b i l i t y  e i t he r  t o  read o r  w r i t e  English o r  Spanish which 
precludes user  from being able t o  use the  relay serv ice.  ( I t  should be 
understood t h a t  relay service does not  include t r ans la t i on  from one language t o  
another f o r  t h e  Special  Needs populat ion or f o r  any other consumers. 1 Special 
Needs does not  include (1) u n a v a i l a b i l i t y  o f  telephone serv ice a t  the c a l l e r ' s  
home o r  business, ( 2 )  i n a b i l i t y  t o  communicate i n  e i t h e r  English or Spanish 
(i . e . ,  where c a l l e r  can only communicate i n  a language other than English or 
Spanish), o r  (3)  handling complex c a l l s  l e . g . ,  in tervening i n  a call w i t h  a 
doctor t o  expl a i  r~ a medical procedure. 1 

The bidder shal l  describe what steps w i l l  be taken t o  provide 
t e l  ecomuni c a t i  ons assistance t o  persons wi t h  heari ng , speech and dual -sensory 
impairments who have speci a1 needs. This descr ipt ion sha l l  i ncl ude t h e  types of 
services t h a t  would be provided, the pr ices t o  end users ( i f  any) f o r  those 
services, how those services would opera t iona l l y  be provided, how par t i es  other 
than the provider would be involved i n  prov id ing Special Needs services and how 
the provider would assure t h a t  those p a r t i e s  would f u l f i l l  t h e i r  po r t i on  o f  the 
se rv i  ce ob1 i ga ti on. 

I 40. Custom Calling Type Features 

The bidder should expl a i  n separately how the fol lowj ng features would 
be provided. An explanation should be provided o f  what act ions a caller would 
have t o  take t o  use the  services. 

Bidders should explain how these features would be provided and what 
act ions the c a l l e r  w i l l  have t o  take i n  order t o  use these features.  

- a )  Speed D i a l  ing 

This feature allows a c a l l e r  t o  prearrange t o  i d e n t i f y  ce t a i n  
The system would know the number t o  c a l l  i f  t h e  c a l l e r  numbers by name. 

asked t h e  CA t o  call a p a r t i c u l a r  name. 

Last  Number Redial 

This would al low the c a l l e r  t o  have the system d i a l  the l a s t  number 
called v i a  re lay  w i thou t  the c a l l e r  having t o  g i v e  t h e  number t o  the  CA. 
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- 4138. Unsol i c i  ted Features in Basic  Re1 ay Service 

The provider wi 11 not be required t o  provide unsol ic i ted features i n  
i t s  basic re1 ay s e r v i c e .  However, consideration w i  11 be given for addi t ional  
evaluation points for  proposal s that  i ncl ude m o l  i c i  ted features. The cos t  t o  
the s tate f o r  these unsol ic i ted features must be included w i t h i n  the basic relay 
service p r i c e  proposal. 

Any addit ional features not  described elsewhere i n  t h e  RFP, and which 
the bidder i s  inc lud ing i n  i t s  basic re lay service and p r i c e  proposal, which a 
bidder w u l d  l i k e  t o  propose should be f u l l y  described ind icat ing how the feature 
would work, how i t  would improve the system, which users would benefit from the 
feature and any other information which would a l l o w  the  FPSC and PRC t o  evaluate 
the feature. Examples might include features such as :  (a lprov id ing a c a l l e r  
prof i 7 e i dent i  f y i  ng t o  the CA the  ca l l  er ' s preference regardi ng use o f  c a l l  i nq 
card, car r ie r  o f  choice, use o f  HCOIVCO, descript ions o f  background noise: v ideo 
in terpret ing;  use o f  speech synthesis equipment instead o f  a CA t o  conver t  t e x t  
t o  speech: use o f  vo ice recogni t ion equipment instead of a CA t o  convert speech 
t o  t e x t ;  ( b )  enhanced transmi s s i  on speed and i n t e r r u p t  capabi 1 i t y  , etc .  

4239. - _  FPSC Optional Services Not Included in Basic Relay Service But 
Available t o  Provide a t  Additional Cost 

The fo l low ing  services w i l l  n o t  receive evaluation points for the 
purpose o f  determining which bidder w i l l  be selected t o  provide re lay service.  
However, once a provider i s  selected, the FPSC will  determine which o f  the 
fol  1 owing services i t may w i  sh t o  add t o  the basic re1 ay serv ice and negot iate 
the conditions under which these opt ional  services may be of fered. If a bidder 
o f f e r s  a service i n  t h i s  sect ion and the FPSC chooses t o  purchase t h e  service, 
the provider must provide the s e r v i c e .  

For  each i t e m ,  the bidder should inc lude the pr ice  per b i l l a b l e  
minute (or  other  bas i s )  which i t  would charge for the purchase o f  the optional 
serv ice  over  and above t h e  p r i c e  f o r  basic relay serv ice.  That p r i c e  per 
b i l l a b l e  minute ( o r  other basis)  should be l i s t e d  separately i n  the p r i ce  
proposal. The proposal should also indicate how each feature would work, how i t  
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would improve the  system, which users wuld benefit from the feature, any direct 
charges t h a t  would be billed t o  the user, and  any other information t h a t  would 
allow t h e  FPSC t o  evaluate the f e a t u r e .  

3942. - a .  Other Custom Call i ng Type Servi ces 

The provider will not be required t o  provide custom calling type 
services unless requi red fo r  certification by the FCC. No additional eval uation 
points will be awarded t o  a bidder based on a proposal t o  provide services which 
o f f e r  functionalities similar t o  those o f  one o r  more o f  the following custom 
call i ng services. The proposed charge t o  t h e  Admini strator for custom call ing 
service should be separately stated in the price proposal. 

The bidder shall explain how a user could receive functionalities 
s i m i l a r  t o  those o f  the following services i n  conjunction with a relayed cal l .  
The bidder shall  also indicate w h a t  additional cost would apply t o  the relay user 
&H-ef=, i f  any. If  no separate charge t o  the relay user i s  s t a t ed ,  i t  will be 
assumed there i s  no separate charge. 

a .  Three-way calling which would allow a user w i t h  only one 
telephone l ine t o  conduct a conversation with two other  
p a r t i e s  a t  the same time. 

LI I L U l U l  1CI I  W l U  UlIm t I l l  L U I I L I  L W  U l U l  bl IL 

Pe:;y C E t E  Eld-bwe thc clz d;;l thc  1-cr ciilled u;a 
fl?ky+dw+w*Mcr t,G the c,I. 

eb. - Call trace which would allow the caller t o  dial t h e  relay 
center and  have the CA provide the number of the las t  ca l l  
made t o  t h e  caller via relay. 

k n m  *AA, 9 1  h 1 A  7 1 1  +hn r - l l n n  +n A i - 1  i-hq 

3942.b. - Access t o  900/976 Services 

The provider w i l l  no t  be required t o  provide access t o  900/976 
service unless requi red for certification by the FCC. No additional eval uati on 
points  will be awarded t o  a bidder based on a proposal t o  provide 9001976 
service. The proposed charge fo r  900/976 service should be separately stated i n  
t h e  p r ice  proposal. 
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The bidder shod  d expl a i  n how i t  could provide re1 ay service users 
w i t h  access t o  976 and 900 number services. Bidders are t o  describe how such 
access can be provided, how callers can disconnect wi thout  being charged and a 
methodology f o r  b i l l i n g  the user d i r e c t l y  for any charges incurred f rom t h e  
900/976 service. The bidder should describe how i t  would deal w i t h  denied 
900 /976  c a l l s  and high b i l l  complaints fur 9001976 c a l l s .  If t h i s  se rv i ce  i s  
provided, before placing the ca l l ,  the CA shal l  advise the caller t ha t  there w i l l  
be a charge for the c a l l .  

3942. I c .  Enhanced Transmi ssion Speed & In te r rup t  Capabi 1 -i ty 

The provider w i l l  not  be required t o  provide the enhancements 
described below unless required for c e r t i f i c a t i o n  by t h e  FCC. No addi t ional  
evaluat ion points w i l l  be awarded t o  a bidder based on a proposal t o  provide 
t h e s e  enhancements. The proposed charge t o  the Administrator for t h e  
enhancements below should be separately stated i n  the pr i ce  proposal. 

Enhancements may include the ability both t o  send and receive typed 
communications a t  t he  same speed as typed or transmitted. Enhanced protocols may 
also include the a b i l i t y  t o  send and receive i n t e r r u p t  signals wh i le  another 
party i s  typing. The bidder should s t a t e  what requirements would e x i s t  i n  order 
for t h e  relay user t o  be able t o  u t i l i z e  t h e  above enhancements. 

42.d. Video Relay 

The provider w i  11 not be requi red t o  provide video re1 ay in terpret ing 
unless requi red for c e r t i f i c a t i o n  by the FCC. No addi t ional  eva lua t ion  points 
will be awarded t o  a bidder based on a proposal t o  provide video relay 
in terpret ing . The proposed charge f o r  t h i  s service s h o d  d be separately stated 
i n  the p r ice  proposal. 

The bidder should explain how i t  w i l l  provide and b i l l  re lay  se rv i ce  
users  w i t h  video re lay  i n te rp re t i nq .  If t h i s  se rv i ce  i s  provided, before 
completing t h e  c a l l ,  the CA sha l l  advise t h e  c a l l  er o f  any user charge fo r  t h e  
c a l l .  
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42.e. Speech t o  Speech Service 

The provider w i  11 no t  be requi red to  provide speech t o  speech service 
unless requi red f o r  c e r t i  f i  c a t i  on by t h e  FCC. No addi ti onal  eval uat ion poi nts 
w i l l  be awarded t o  a bidder based on a proposal t o  provide speech t o  speech 
service. The proposed charge for t h i s  service should be separately stated i n  t h e  
price proposal. 

The bidder should explain how i t  wi 11 provide and bi  11 re1 ay serv ice 
users w i t h  speech t o  speech serv ice.  If t h i s  se rv i ce  i s  provided, before 
completing the c a l l ,  the CA shall  advise the c a l l e r  o f  any user charge arount for 
t h e  c a l l .  

%42. - f. Other Optional Features Not  Included i n  Basic Re1 ay 

Any addi t ional  fea tures  n o t  described elsewhere i n  the  RFP which a 
bidder w u l d  li ke t o  propose should be f u l l y  descri bed. V g h t  i nc l  ube. 

lulwLr 1Y rw 
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unso l ic i ted  features of fered under t h i s  sect ion should be separately stated i n  
the pr ice proposal. A f t e r  a bidder i s  selected t o  be t he  prov ider ,  t h e  FPSC may 
contract for not only basic relay serv ice but  also for  o ther  opt ional  features. 
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4943 - Performance Bond 

The Provider w i l l  be required t o  fu rn i sh  an acceptable performance 
bond, c e r t i f i e d  o r  cashiers check o r  bank money order equal t o  t h e  estimated 
t o t a l  f i r s t  year p r i c e  o f  t h e  contract .  The bond shal l  be i n  e f f e c t  fo r  the 
e n t i r e  dura t ion  o f  the contract  and provided t o  t h e  FPSC by t he  date shown i n  
Section A . 7 .  o f  t h i s  RFP. 

To be acceptable t o  the FPSC as surety f o r  performance bonds, a 
Surety Company sha l l  comply w i t h  the f o l  1 owi ng p rov i s ions  : 
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A .  

B. 

C .  

D .  

The Surety Company shall be admit ted t o  do business i n  t h e  Sta te  o f  
F lo r ida .  

The Surety Company shall have been i n  business and have a record of 
successful continuous operations f o r  a t  l e a s t  f i v e  (5) years. 

The Surety Company shal l  have minimum Best 's  Pol icy Holder Rating of 
A and Required Financial Rating o f  VI11 from Best's Key Rating 
Guide. 

A I  1 bonds shal l  be signed by a F lor ida Licensed Resident Agent who 
holds a current  Power o f  Attorney from the Surety Company issu ing 
the bond. 

W 4 .  - Submission o f  Monthly Invoice 

8y the 147th calendar day o f  the month (o r  the subsequent business 
day i f  t h e  147th fa l l s  on a Saturday, Sunday or holiday), the provider shal l  
submit a d z a i l e d  invo ice (showing b i l l a b l e  minutes and rates) t o  t h e  
Admi n i  s t ra to r  [defined i n s .427.703( 1) 3 a t  the contracted pr i ce  for the previous 
month's ac t i v i t y .  The accounting per iod used t o  prepare monthly invoices shal l  
be t h e  calendar month. Payment sha l l  not  exceed the pr ices contained i n  t h e  
contract. The invoice and support ing documentation sha l l  be prepared i n  such a 
way as to a1 low the Admin is t ra to r  o r  t h e  FPSC t o  aud i t  t h e  invo ice.  A copy o f  
the monthly invoice shal l  be submitted t o  the contract manager a t  t h e  same time 
i t  i s submitted t o  t h e  Admi n i  s t ra to r ,  

4?45. - Travel 

The Provider w i  11 not be en t i t l ed  t o  a separate payment from the FPSC 
o r  the  Administrator for any travel expense which occurs as a r e s u l t  o f  t h i s  
contract .  

4346. - Reporting Requi rements 

The provider shal l  provide t o  t h e  Commission's Div is ion o f  
Communications and the Admi n i  s t r a t o r  the fol 1 owing w r i t t e n  reports by t h e  25th 
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calendar day o f  each month report ing data for the previous month. (More frequent 
o r  more detailed reports sha l l  a1 so be provided upon request. 1 

a .  T o t a l  d a i l y  and monthly 

7 .  

i i .  

number o f  incoming c a l l  s (separately s t a t i n g  whether 
incoming c a l l s  or ig inate as Baudot, ASCII or voice calls 
and also separately s t a t i n g  whether each type o f  c a l l  i s  
Engl i s h ,  Spanish or other foreign language c a l l s  . I  The 
number of incoming c a l l s  which are general assistance 
c a l l  s sha l l  be footnoted on the repor t .  

number o f  incoming c a l l  minutes associated w i t h  each o f  
t he  categories o f  incoming c a l l s  i n  a . i  . above 

i i i .  number o f  outgoing c a l l s  (provide two breakdowns o f  t h i s  
t o t a l  : one separately s t a t i n g  completed calls and 
incomplete c a l l  s ,  and one separately s t a t i n g  whether 
c a l l s  terminate as Baudot, ASCII o r  voice c a l l s )  

i V .  number and percentage o f  i ncomi ng F1 o r i  da c a l l  s recei ved 
a t  each relay center handling F lor ida calls epem=W-kk 

nr&&t= (Total should equal the number o f  incoming 
c a l l s  i n  i tem a . i .  above.) 

b. Average d a i l y  and monthly blockage ra te .  

c .  Range o f  answer times for the  month and d a i l y  and monthly 
number and percent o f  incoming calls answered w i t h i n  10 
seconds. 

d .  To ta l  d a i l y  and monthly number o f  outgoing c a l l s  ( inc lud ing  
bo th  compl eted and i ncompl ete) o f  t h e  fo l  1 owing 1 engths : 

e 0 - 10 minutes 
a =-lo - 20 minutes 

>20 - 30 minutes 
e >30 - 40 m i  nutes 
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e. 

f .  

g. 

h. 

i 

k .  

>40 - 50 minutes 
e >50 - 60 minutes 
e >60+ minutes 

Total o f  d.  should equal t o t a l  o f  a .  i i i .  

On a d a i l y  basis for the month, number of outgoing calls and 
average length of c a l l s  by hour of day. (Total should equal 
t o t a l  o f  a . i i i . 1  

Number o f  outgoi ng loca l  , i n t r a L A T A  to1 1, i nt ras ta te  
interLATA, interstate and in te rna t iona l  c a l l s  f o r  the month. 
(Total  should equal t o t a l  of a .  i i i . I  

Number of outgoing c a l l s  and average leng th  of completed 
outgoing c a l l s  o r ig ina ted  by TDD users and voice users 
( i den t i f i ed  separately). (To ta l  number of c a l l s  should equal 
t o t a l  i n  a . i i i . 1  

The provider shal l  provide monthly sumnary reports t o  the FPSC 
and t h e  Administrator regarding number o f  compl a i  n ts  received 
categorized by top ic  areas. 

The provider sha l l  repor t  monthly t o  t h e  FPSC and t h e  
Admi n i  s t r a t o r  the resul t s  of any user eval u a t i  ons conducted. 

The provider shal l  report  monthly on new subcontractors being 
used t o  a s s i s t  i n  prov id ing re lay  se rv i ce  and sha l l  i d e n t i f y  
the scope o f  t h e i r  ro le  i n  the process and t he  re la t ionsh ip  o f  
the subcontractor t o  the provider. 

By March 1, the provider sha l l  provide t o  t h e  Admin i s t ra to r  
and the contract  manager forecasted re1 ay usage f igures and 
costs t o  the Comi s s i  on f o r  the upcomi ng fi scal year (July 1 - 
June 30) .  

The provider sha l l  i ncl  ude i nformati on on i t s  capabi 1 i t y  and w i  11 i ngness 
t o  provide ad hoc reports inc lud ing new informat ion i n  t h e  bidder's database o r  
new formats f o r  ex i s t i ng  informat ion.  

44 

53 



n n 

F1 ori da Re1 ay Service 
Section B 

4447. Liquidated Damages for Failure t o  Initiate Services on Time or t o  
Provide Contracted Services for the L i f e  o f  the Contract. 

Implementation of t he  F lor ida Relay Service i n  a t ime ly  matter i s  
essent ia l .  Failure by the Provider t o  implement the  service by June 1, 39% _I 2000 
shal l  be considered a s i g n i f i c a n t  and material breach o f  t h e  Provider's 
commitment. For every day the service i s  delayed, the Provider sha l l  pay t o  the 
Administrator, f o r  deposit i n  i t s  operating fund, t h e  sum o f  $25,000 per day. 

Liquidated damages shall accrue i n  amounts up t o  the  fo l low ing  
amounts per day o f  v i o l  a t i  on: 

a .  For f a i l u r e  t o  meet am&? tlme- , blockage r a t e  or transmission 
level requirement - $5,000 
b .  For f a i l u r e  t o  meet complaint reso lu t ion  requirement - $1,000 
c .  For f a i l u r e  t o  provide reports - $500 
d .  For f a i l u r e  t o  provide contracted services for the l i f e  o f  t h e  
contract ,  the  FPSC reserves the r i g h t  t o  require the payment by t h e  
Provider,  o f  liquidated damages i n  a n  amount commensurate w i t h  t h e  
durat ion and ex ten t  of the system def ic ienc ies.  

L iquidated damages shal l  accrue i n  amounts up t o  $25,000 per month 
f o r  f a i l u r e  t o  meet answer t i m e  requirements. 

Any l i qu ida ted  damages may be paid by means o f  the Administrator 
deducting t h e  amount o f  the l iqu ida ted  damage from a mnthly payment t o  the 
provider.  Such act ion sha l l  only occur upon order of the FPSC. 

4548. - Transfer t o  New Provider 

When re lay  serv ice i s  t ransferred t o  a new prov ider ,  the provider 
shal l  make every e f f o r t  t o  ensure tha t  service 'is transferred t o  t h e  new provider 
so t h a t  re1 ay users do not  experience an in te r rup t i on  i n  service.  The re1 ay 
s e r v i c e  and consumer serv ice 800 or other  telephone numbers sha l l  be made 
avai lable t o  the new provider, w i th  the new provider paying any costs  associated 
w i t h  t rans fe r r i ng  the numbers t o  t h e  new provider's use. 
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4644. Insurance Coverage 

The provider s h a l l  provide insurance coverage f o r  i t se l f  and a l l  o f  
i t s  employees used in connection w i t h  performance o f  serv ices under t h i s  
Agreement and ensure t h a t  a1 1 subcontractors shall be si m i  1 arly covered. Such 
policies shall be issued by a financially sound carrier andlor carr iers .  Such 
insurance coverage shall hold the FPSC harmless from all clajms o f  bodily injury, 
i n c l u d i n g  death, and property damage, including loss of use, by provider, i t s  
empl oyees, agents or subcontractors and t h e i  T employees. T h i s  insurance w i  11 
include Worker's Compensation as requi red by 1 aw and comprehensive general 
1 i abi 1 i t y  and bodi l y  injury insurance i n  amounts t h a t  are comnerci a1 l y  reasonable 
under t h e  g i ven  c i  rcurnstances . 
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C. THE TECHNICAL B I D  PROPOSAL FORMAT 

1. Format 

a 

The bidder's proposal should be organized i n  t h e  same order as t h e  
items 1-isted i n  t h e  check l is t  form i n  Section E .  The bidder should 
provide i nforrnation concerning each i tern i n  the check1 i s t ;  however, 
fo r  i tems rated as pass / fa i l ,  bidder may simply note t h a t  i t  has 
reviewed the i t e m  and agrees t o  comply w i t h  the item. For items for 
which points  may be awarded, the bidder should expla in  how i t  will  
provide the s e r v i c e  described i n  the RFP. 

Twenty (20 )  two-sided copies of t h e  complete proposal should  be 
f i led .  

The technical  proposal should be contained i n  a t h r e e - r i n g  binder 
i n d i c a t i n g  the name of the bidder and ind i ca t i ng  t h a t  the contents 
of the binder i s  the technical b i d  proposal on ly .  (The p r i c e  
proposal s h a l l  be submitted i n  a separate sealed envelope - see 
Section D . )  

Each page o f  the e n t i r e  proposal should be numbered a t  t h e  bottom 
center of each page and each page should be consecutively numbered 
w i t h  no r e p e t i t i o n  of page numbers i n  the e n t i r e  proposal. For 
example, there should only be one page 1, one page 50 and one page 
500 i n  the e n t i r e  proposal .  Page numbering should only be done i n  
Arabic numerals w i t h  no pages numbered w i t h  other characters such as  
5.7, ii i ,  6 - a ,  X I X ,  o r  s im i l a r  numbering systems. 

I n  t h e  t o p  o r  bottom margin of each page, t he  name o f  the company 
should be i d e n t i f i e d .  

To the  f?xtent possible, a17 pages of t h e  proposal should be on 8% x 
11" white paper. However, indiv idual  presentat ions which the bidder 
i s  u n a b l e  t o  place on an  8% x 11" page i n  a readable format may be 
presented on a la rger  page. 

47 

5 6  



F1 o r i  da Re1 ay Service 
Section C 

2. Transmit ta l  Letter 

O f  the twenty copies o f  the complete proposal, the transmittal l e t t e r  
on one should contain the or ig ina l  manual signature o f  the person submitt ing t h e  
proposal  on behalf of t h e  bidder. A l l  twenty copies should also contain t h e  
signer's name and t i t l e  typed. The t r a n s m i t t a l  l e t t e r  shal l  c lear ly  i d e n t i f y  the 
complete legal  name of the bidder. 

Each person signing a proposal c e r t i f i e s  t h a t  he/she i s  t h e  person 
i n  the bidder's organization authorized t o  make the proposal. The signer sha l l  
provide h is lher  a f f i l  i a t i o n  w i th  the  bidder, address, telephone and fax numbers. 
If di f fe ren t  from t h e  person signing t h e  proposal, t h e  t ransmi t ta l  l e t te r  
@%pa4 shall  iden t i f y  the person or persons (name, t i t l e ,  mai l inq address, e-  
m a i l  address, telephone and f a x  number) authorized t o  make decisions or answer 
questions re1 a ted  t o  t h e  proposal and any subsequent contract .  

I n  the transmittal l e t t e r  the bidder should s t a t e  t h a t  i t  w i l l  comply 
wi th a l l  requirements o f  the RFP. If the bidder i s  unable t o  so s ta te ,  i t  should 
i n  the transmittal l e t t e r  i den t i f y  the sections o f  t h e  RFP w i th  which i t  cannot 
comply and expand on t h a t  explanation i n  the body o f  i t s  proposal. 

3 .  Pub1 i c  Entity Crimes Provision 

Pursuant t o  Section 287.133, Florida Statutes, a person o r  a f f i l i a t e  
who has been placed on t h e  convicted vendor l i s t  fo l lowing a conv ic t ion for a 
pub l i c  e n t i t y  crime may not submit a b i d  on a cont ract  t o  provide any goods or 
services t o  a publ ic ent i ty ,  may not be awarded or perform work as a cont ractor ,  
suppl i e r  , subcontractor, or  consul tant  under a cont ract  w i th  any pub1 i c  e n t i t y  , 
and may not transact business w i t h  any public e n t i t y  i n  excess of t h e  threshhold 
amount provided fo r  i n  Flor ida S t a t u t e  287.017 f o r  Category Two ($11,000)  f o r  a 
period of 36 mnths from t h e  date of being pl aced on t h e  convicted vendor 1 i s t .  

4. F i  nanci a1 Information 

To a l low the FPSC t o  evaluate the f inanc ia l  respons ib i l i t y  o f  t h e  
bidding company, the fol lowing items shal l  be submitted wi th the  proposal fo r  t h e  
b idd i  ng company and i t s  parent company, i f appl i cab l  e> : 
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1. Audited Financial Statements (o r  a SEC 10K Repor t )  for t h e  
most recent two (2) years ,  i nc lud ing  a t  a minimum: 

a .  Statement o f  income and re la ted  earnings, 

b .  cash f l o w  statement, 

c .  balance sheet, and, 

d .  opinion concerning f inanc ia l  statements from an 
outside CPA; 

2.  Primary Banking Source l e t t e r  o f  reference. 

5.  Experience and Customer References 

For each s ta te  i n  which the bidder has or i s  providing relay service, 
the bidder sha l l  ind ica te :  (1) when the bidder began operat ing the system, (2 )  
the number o f  outgoing c a l l s  f o r  the most recent month, and ( 3 )  the t o t a l  
duration o f  the contract. I f  the bidder’s relay service i s  avai lable for t es t i ng  
by means o f  a number t h a t  can be d ia led  from w i t h i n  F lor ida,  bidder should 
prov ide the  telephone numbers t h a t  can be used t o  d i a l  t h e  bidder’s relay 
se rv i ce .  

The bidder sha l l  provide the names o f  three customer references, 
including speci f ic  contact name and phone number, t o  whom the  bidder has provided 
t h e  b i d  service or a s i m i l a r  serv ice .  If no customer references are avai lab le 
o r  appl i cab1 e,  expl a i  r l  and provide three a1 t e r n a t i  ve references expl a i  n i  ng t h e  
re la t ionsh ip  o f  the reference t o  the bidder.  

6. Bid Security Deposit 

A bid secur i ty deposit i n  the amount o f  $5OO,OOO sha l l  be fu rn i  shed 
t o  t h e  FPSC w i t h  t h e  original  o f  the proposal. The b i d  secur i ty  deposi t  sha l l  
be i n  t h e  fo rm o f  a bond, a c e r t i f i e d  o r  cashier’s check, or bank money order 
t h a t  i s  va l i d  through a t  l e a s t  d a i w ~ . ~ , 7  February 28, 2000 and i s  payable 
t o  the Florida Telecomunications Re1 ay, Inc. The b i d  secur i ty  deposi t  w i  11 be 
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he1 d w i  thout cas h i  ng . 

If  a bond i s  used, the bond shal l  be issued from a r e l i a b l e  surety 
company acceptable t o  the FPSC, licensed t o  do business i n  the S t a t e  o f  F lor ida 
and shal l  be signed by a F lor ida Licensed Resident Agent. Such a bond shal l  be 
accompanied by a duly authenticated power o f  attorney evidencing t h a t  t h e  person 
executing the bond on behalf  o f  the Surety had t h e  au thor i ty  do so on the date 
o f  t h e  bond. 

The unsuccessful bidders ' b i d  secur i ty  deposit sha l l  be returned, 
without in te res t ,  w i th in  t h i r t y  (30) days a f t e r  d i squa l i f i ca t i on ,  withdrawal or 
signing o f  the contract. The successful bidder's b id  secur i ty shall be returned, 
w i t h o u t  i n t e r e s t ,  upon signing o f  the contract  and fu rn ish ing  the Performance 
Bond as spec i f ied  herein. If the successful bidder f a i l s  t o  s ign a contract 
w i t h i n  t h i r t y  (301 days a f t e r  the Le t te r  of I n ten t  o r  f a i l s  t o  de l i ver  the 
Performance Bond as specif ied herein, the b id  secur i ty sha l l  be fo r fe i t ed  t o  the 
F lor ida Te l  ecommuni c a t i  ons Access System Fund. 

7. Subcontractors 

I f  t h e  bidder proposes t o  use subcontractors, the bidder shall 
i den t i f y  those subcontractors and i nd i ca te  the scope o f  t h e i r  role i n  the 
provision o f  relay service. The bidder should also i nd i ca te  what experience the 
subcontractor has i n  providing the service f o r  which i t  would contract  w i t h  the 
Provider. 

8. Check L i s t  o f  Proposal Content 

As a p a r t  o f  the bidder's proposal, the t ransmit ta l  l e t t e r  should be 
followed by t he  evaluation check l i s t  i n  Section E .  In the  blank beside each 
i t e m  on the  check l i s t ,  the company contact person who i s  responsible for the 
proposal and any subsequent contract and who signs the t ransmi t ta l  l e t t e r  should 
i n i t i a l  ( n o t  check) each i t em i n  the check l i s t  which i s  contained w i th in  t h e  
proposal. The person i n i t i a l i n g  the check l i s t  should ensure t h a t  each i t em i n  
t h e  check l i s t  i s  also contained i n  i t s  proposal and i n  the  same order as the 
i t e m  appears i n  the check l i s t .  The bidder should  also ind icate beside each i tem 
i n  the check l is t  the page number i n  i t s  proposal where the i tem i n  the check l i s t  
can be found. 
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D. THE PRICE PROPOSAL FORMAT 

Bidders shall submit t he i r  bids on the  bas is  of a charge per b i l l a b l e  
minute for a l l  services described w i t h  the exception o f  those op t iona l  services 
described i n  items 42 a,b,c,d,e. and f 39 2 3 b I L ,  UI -M . The pr ices per 

d s h a l l  be separately s t a t e d .  A format s i m i l a r  t o  t h a t  shown below should be 
used f o r  t h e  p r i c e  proposal. 

b i l l a b l e  minute (o r  other basis)  for i tems 42 a,b,c ,d,e,  and f -M I , ,  

NOTE: THE PRICE PROPOSAL SHALL BE FILED I N  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 $ .xx PER BILLABLE MINUTE 
( B i d  p r i c e  should be on t h e  basis of a f l a t  r a t e  per b i l l a b l e  minute f o r  all 
billable minutes and n o t  vary depending upon the volume of t r a f f i c ) .  

2 .  OPTIONAL FEATURES 
a .  

b.  

C .  

d .  - 

Other Custom C a l l i n g  Type Services $ .xx PER BILLABLE MINUTE (or other 

(see RFP i t e m  B.42.a) 
Access t o  9001976 $ .xx PER BILLABLE MINUTE (or  other bas is )  

bas i s  1 

(see RFP item B.42.b) 
Enhanced Transmission $ .xx PER BILLABLE MINUTE ( o r  other basis)  
Speed and I n t e r r u p t  
Capabi 1 i t y  
(see RFP i t e m  B.42.c) 
Video Re1 ay $ .xx PER BILLABLE MINUTE (or  other  bas i s )  
(see RFP i t e m  B.42.d) 

e .  Speech t o  Speech Service $ .xx PER BILLABLE MINUTE (o r  o ther  bas is)  
(see RFP i t e m  B.42.e) 

(see RFP i tem B .42 . f )  
f .  Optional Feature #1 $ .xx  PER BILLABLE MINUTE (o r  o ther  bas is)  

g. Optional Feature #2 $ .xx PER BILLABLE MINUTE (or other  basis)  
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E .  THE EVALUATION METHOD TO BE USED AND FILING CHECK LIST 

Technical proposals w i l l  be e v a l u a t e d  using a pass or fail  cri teria for 
some elements and using a p o i n t  r a t i n g  c r i t e r i a  for other elements. The PRC 
Chairperson reserves, a t  h i s  d isc re t ion ,  the r i g h t  t o  n o t i f y  and a l l o w  a bidder 
a rn-inimum t ime per iod t o  cure minor i r r e g u l a r i t i e s  i n  both items rated on a 
pass/fail or a po int  bas is .  Fai lure t o  cure such minor i r r egu la r i t i es  may r e s u l t  
i n  e l iminat ion o f  the proposal from fu r ther  evaluation. 

For items t h a t  are rated on a po in t  bas is ,  each member o f  the PRC will ra te  
each item giv ing i t  a r a t i n g  o f  between zero and t h e  maximum p o i n t  ra t i ng  shown 
on t h e  check l i s t  on the fo l lowing pages. 

The technical rat ings w l l  be based on the PRC member's evaluation o f  the 
eval uated i tern using t h e  f o l  1 owi ng scal e.  

ere maximum 

T o t a l  points from each PRC evaluator on the technical proposal will be 
added together for a total  technical score. The technical score t o t a l s  f o r  each 
bidder w i l l  be compared by using the point  t o t a l  f o r  the bidder w i th  t h e  highest 
po int  t o t a l  as the  denominator o f  a f ract ion w i t h  each bidder's i nd iv idua l  po in t  
t o ta l  as the numerator. Each bidder's percentage will then be mu l t i p l i ed  by 60% 
t o  a r r i v e  a t  t h e  weighted score f o r  each b idder 's  technical proposal. 

Next, a weighted score f o r  each bidder 's p r ice  proposal shal l  be calculated 
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as follows. Each bidder's p r i c e  will be compared by using the lowest bidder's b i d  
price for basic re lay service as  the numerator of a fraction w i t h  each bidder's 
pr i ce  as  t h e  denominator. Each b idder 's  percentage w i l l  then be m u l t i p l i e d  by 
40% t o  a r r i ve  a t  the  weighted percentage score f o r  each b i d d e r ' s  p r i c e  proposal. 

Each bidder's weighted percentage score for i t s  technical proposal and f o r  
i t s  price proposal w i l l  be added together and t h e  bidder w i t h  the  highest to ta l  
will be recomnended by the PRC t o  t h e  FPSC. However, the  FPSC reserves the r i g h t  
t o  r e j e c t  the  PRC ' s  recommendation. 

Eva1 ua ti on Exampl e 

The following -is an example of how the PRC would evaluate the bidders. The 
numbers used are st r ic t ly  for i l lust rat ive purposes and not  intended t o  provide 
any guidance i n  terms o f  what the  FPSC anticipates the  pr ice.  p r ice  relat ionships 
or usage levels t o  be. 

Assumptions : 
a >  Sum of t o t a l  technical  po ints  by a l l  evaluators: 

Bidder A - 7,500 
Bidder 8 - 7,000 
Bidder C - 5.500 

b )  Bidders' p r ice  proposals for basic relay serv ice :  
Bidder A - $ 3 5  per b i l l a b l e  minute 
Bidder B - $A0 per b i l l a b l e  minute 
Bidder C - s.50 per b i l l a b l e  minute 

The technical evaluation i s  as fol lows: 

Bidder A (7,500 po in ts )  - 7,500/7,500 = 1.000 x 60% = ,6000 
Bidder B (7.000 points)  - 7,000/7.500 = -9333 x 60% = .5600 
Bidder C (5,500 po ints)  - 5,500/7,500 = -7333 x 60% = .4400 

The price evaluation i s  as follows: 

Bidder A ($.55 per billable minute) - $.50/$.55 = .go91 x 40% = .3636 
Bidder B ( $ . 6 0  per b i l l a b l e  minute) - $.50/$.60 = .8331 x 40% = .3333 
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Bidder C ( $ . 5 0  per billable minute) - $.50/$.50 = 1.000 x 40% = .4000 

The total i s  calculated as follows: 

Bidder A - .6000 (technical 1 + .3636 (p r ice)  = .9636* 
Bidder B - 5600  ( technica l  1 + .3333 ( p r i c e )  = .8933 
Bidder C - .4400 (technical) + .4000 ( p r i c e )  = .8400 
* Recommended by PRC t o  FPSC. 
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Check 
List 

Item No. 

Initials of 
Bidder I s 
Contact 
PersQn 

1. 

2. 

3 .  

4 .  

5. 

6. 

7. 

8 .  

9. 

10 f 

FILING CHECK LIST 

Page No. Of 
B r i e f  Title Bidder 7 s 

Propos a1 

N/A Format (RFP ref .  Section C - l  and D) 

Transmittal Letter ,  Address, Contact Person, Tel. and F a x  No., 
and Legal Name of Bidder, and Statement of Comliance w i t h  or 
lack of Compliance w i t h  RPP reauirementsIRFP re f .  C-2)  

Check List (RFP ref. C-8 and E) 

Certification by FPSC and FCC (RFP ref. A-5)  

Conflict of Interest (RFP ref.  A-28)  

Can provide by June 1, 2000 (RPP ref. B-3) 

Term of Contract (RFP ref. B-4) 

Access Numbers (RFP r e f .  13-51 

Location of Relay Center 

Availability of System to 

RFP re f .  B - 6 )  

Users (RFP ref.  B-7) 

Pass/Fail 
OR 

Maximum P o i n t s  

N/A ) 

P/F 
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Check 
L i s t  

I t e m  No. 

Initials of 
Bidder a 
Contact Brief T i t l e  Bidder ' E: OR 
Person Proposal M a x i m u m  Points 

Pas 8 / Fai  1 Page No. Of 

11. 

12 - 

13 * 

14. 

15. 

s- 
17. 

18. 

19. 

2 0 .  

21. 

Minimum CA Qualifications and Testing (RFP ref. B-8) 

CA Training (RFP ref .  B - 9 )  

S t a f f  Training (RFP ref. B-10) 

Counseling (RFP ref. B-11) 

Procedures €or Relaying Communications (RPP r e f .  B-12) 

Interaction w i t h  Answering Machines and Voice Response Units 
(RFP ref .  B-13) 
Languages Served (RFP ref. B-14 3 3 1  

- Add i t io na 1 Lanquase s Served IRFP re f. 3-15) 

- 
Shift Advisor/Consultant (RFP ref. B - X W )  

- 

Confidentiality (RFP r e f .  B - U H )  
- 

Voice  and Hearing Carryover (RFP ref. B - U H )  
- 

100 

100 ( 

100 

25 

100 

- 25 

P/F 

2 5  - 

p/ F 

P/F 

50 
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Ini t ia l s  of 
Bidder s Page No. Of Pass/Fail 

Check Contact B r i e f  T i t l e  Bidder s OR 
L i s t  Person Proposal Maximum Poin t s  

I t e m  No. 

22. 

23. 

2 4 .  

25. 

2 6 .  

27. 

Obscenity (RFP ref. B - U # )  
- 

Emergency Calls (RFP ref. B - a M )  
- 

Blockage (RFP ref. B-2133) 
- 

Answer T i m e  (RFP ref.  B - a W )  
- 

Equipment Compatibility (RFP ref. I3 
- 

Transmission Levels (RFP ref. B-2422) 
- 

2 8 .  

29. 

3 0 .  

31. 

32. 

33. 

Measuring E q u i p m e n t  Accuracy (RFP r e f .  B - X B )  

Emergency Operations (RFP ref. B-X.Zdk) 
- 

Intercept Messages (RFP re f .  B-2725)  

- 

Service Expansion (RFP r e f .  B-2826) 
- 

New Technology (RFP re f .  B - D B )  
- 

Consumer Input (RFP ref.  B - X B )  
- 

P/F  

50 

200 

200 

P/F 

50 

P/F 

50  

50  

100 
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Check 
List 

Item No. 

34. 

35 * 

36. 

37. 

38. 

39 f 

40. 

41. 

42 

3 L  

* 4 4 .  

da Relay Serv ce 
on E 

Initials of 
Bidder's 
Contact 
Person 

B r i e f  T i t l e  
Page No. Of 
Bidder s 
Proposal 

Pass /Fail 
OR 

Maximum Points 

Complaint Resolution (RFP re f .  B - 3 1 2 4 )  

Charges fo r  Incoming Calls (RFP ref. B-3238) 

Billing Arrangements (RFP re f .  B-=*) 

End U s e r  Billing (RFP ref .  B-3432) 

Relaying Inters ta te  or International (RFP ref. B-3533) 

End user Selection of Carrier (RFP ref .  B-z3-&) 

Recipient of Toll Revenues (RFP ref. B - Z % )  

Long Distance Call Billing (RFP r e f .  B-S*)  

Special Needs (RFP ref. B-Xi3) 

Custo m Callins Tvu e Features ISDeed Dialins & Three Wav 
Call ins 1 
(RFP re f .  B - 4 Q I  

All Unsolicited Features in Basic Relay Service Price Proposal 
{RFP re f .  3-W 41) 

58200 

P/F ( 

50 

50 

50 

50 

P/F 

50 

25 

25 

200 

58 6 7  
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Check 
List 

Item No. 

Initials of 
Bidder I s 
Contact 
Person 

Brief Title 
Page No. Of Pass/Fail 
Bidder s 
Propos a1 Maximum P o i n t s  

OR 

Optional Services N ot In Basic Relay Service Price 
ProDosal 

a. Other Custom Calling m e  Services (RFP ref. B-39 
- 42  a) 

b. 900/976 Services (RFP ref. B-* 42 b) 

c. Enhanced Transmission Speed and Interrupt  

{RFP re f .  B-34 42 c) 
Capability 

d. Video Relay (RFP ref. B-42d) 

e. SDeech to Speech Service (RFP ref. B - 4 2 e )  

d. Other Optional Features pot Included in Basic 
Re 1 av 

(RFP Ref. B - 3 W  42f) 

Submission of Monthly Invoice (RFP r e f .  B-4*  44) 

Travel (RFP ref .  B-42 45) 

Reporting Requirements IRFP r e f .  B-43 46) 

Liquidated Damages (RFP r e f .  B-48 47) 

59 

1 O p t  i onal / 0 
Points 

Optional / 0 
Points 

Optional/o 
P o i n t s  

Optional/O 
Points 

.- 

Optional/O 
P o i n t q  

Optional/O 
P o i n t s  

) 
P/F  



F1 or 
Sect 

Check 
L i s t  

Item No. 

*55. 

61. 

62. 

da Relay Serv ice  
on E 

Initials of 
3idder s 
Contact 
Person 

3rief Title 
Page No. Of 
Bidder ‘ E: 
Proposal 

Transfer to New Provider (RFP ref. B-45 48) 

Insurance (RFP ref. B-46 49) 

Public Entity Crimes (RFP ref. C - 3 )  

Financial Information (RFP r e f .  C-4)  

Experience and customer references (RFP ref .  C - 5 )  

B i d  Security Deposit (RFP re f .  C-6) 

Subcontractors (RFP ref. C - 7 )  

PRICE PROPOSAL (RFP ref. Section D) Must be filed in a 
separate sealed envelope marked: “Sealed - To Be Opened Only 
By the FPSC Proposal Opening Officer” 

Pass /Fail 
OR 

Maximum P o i n t s  

P / F  ( 

200 

See RFP Sec. D & 
- E 

MAXIMUM TOTAL POINTS _ _  21252888  
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MCI WorldcotdFRS is pleased to submit the following report 
summarizing the seventh year of operation 

This report responds to section 2.619(d) of the Florida Relay Service 
Request for Proposal, (RFP) response contract document, which 
specifies that an 01~d summary report be provided. 

THIS REPORT IS INTENDED FOR THE SOLE USE OF THE 
RECIPIENT AM) IS NOT INTENDED TO BE FURTHER COPIED 
OR DISTRIBUTED. 

7t 
62 



c 

CONTENTS 

n 

MESSAGE FROM THE PROGRAM MANAGER .......................................... 1 

PROGRAM OVERVIEW ...................................................................... 2 

PROGRAM STATISTICS AND OPERATlONALDATA .................................... 3 

Monthly Incorning Cdls ......................................................... 4 

Monthly Incoming Calls by Type .............................................. 5 

Monthly Incoming and Outgoing Calls.,. ..................................... 7 

Monthly Outgoing Cdb Type ................................................... 9 

Monthly Incoming Cdls- TIY vs . Voice ..................................... .6 

Monthly Outgoing Calls .......................................................... 8 

Monthly Outgoing Calls Type Local vs . Long Distance .................. 10 

Completed Outgoing Call Distribution ........................................ 11 

OUTREACH .................................................................................... 12 

63 "17- 



PROGRAM OVERVIEW 

Beginning in the I970’s, various community based relay services provided telephone 
access between TTY users and the community at large. Since the inception of Florida 
Relay Service the service has evolved from a “one volunteer, one TTY, and one 
telephone” operation to its m e n t  sophistication and a staf f  of nearly 300 
Communication Assistants. 

In its seventh year of MCI WorZdCom operation, Florida Relay Swvice handled 
1,955,072 billable calls, which comes to an average of 162,9 18 calls per month and 
represents an increase of more than 4.5% over the 1997- 1998 operation year. 

Florida Relay Service provided 1,955,072 call minutes of service to Florida residents. 
On the average, calls were answered at a speed of 4.8 seconds during this report period, 
with an improvemcnt of 2 seconds in the last quarter. 

Customer Service is always a good barometer of performance. In its seventh year, Florida 
Relay Strvice responded to 6,930 customer service information requests 4 issues. 

MCI WorZdCm developcd a teaming approach to the deIiv& of relay Scrvicts through 
the subcontract relationship with Vista IT. in Miami. This insures that customers have a 
sense of ownership of the relay scrVice and that the improvements in technology and 
services remain focused on the needs of its customers. 

Under this management philosophy, MCI WddCorn has primary responsibility for the 
overall operation of its relay service in Florida including but not limited to: 

0 Prime contractor relationship with Florida Public Swvice Commission 
Development, application, and maintenance of enhanced relay technology 
Access to the telecommunications network 
Management and security of the d a y  center 
Community relations and outreach activities 
customer service issuep 

The role of Via@ IT idudes: 

0 Recruiting, screening olnd hiring Communication Assistant st& 
e Initial and on-going training of Communication Assistants 

Supervision and management of Communication Assistants 

64 13 
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Florlda Relay Service - Jum 1998 thnr May 1999 us. June f997 thnr May 1998 

Total tncoming Calls 
Jun 170,178 

Total Incoming Calls 
Jun 161,155 

Jul 
Aug 
sept 
Od 
Nov 
Dec 
Jail 
F& 
Mar 
Apr 
May 177,141 175,339 
1-1 2,040,974 Total 1,888,219 

151,443 
108,230 
161,488 
165,4# 
164,925 
187,739 
173,585 
157,857 
183,039 
169,855 

1 65,795 
170,208 
183,149 
165,367 
149,940 
188,304 
180,783 
105,918 
lb3.716 
175,026 

8.2 % increase in volume over the previous year. 

TOW Month@ Incoming Calls 
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Flonda Reiay Smiw - June 1998 thru May 1989 

BDR - Report 1 

Incoming m 1 n c o m i n g 
(Baudot+A8CIl) Vok. 

Juri 134.1 05 32,078 
Jul 
Aug 
SeP 
oct 
Nov 
Dec 
Jan 
F eb 
Mar 
A M  

120,297 
151,591 
122,071 
127,392 
13131 7 
133,325 
133,058 
125,208 
1 45,107 
134,Q!n 

2 7 , a  
42,132 
35,887 
34,541 
28,719 
29,531 
30,M 9 
20,382 
32,838 
30,040 

May 1483285 32,458 
T&ai t.6m.m 3a4.m 
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Florida Relay S W  - June f 998 thnr May 1999 

Monthly Outgd110 MIS 

BDR * Report 1 

O u t a o l n O ~ ~ n g  outiooiw 0-w ouww oulroolna ouwno 0-w 
Baudot ASCH B a W - 1  V h  vco HCO corn- Inoompkta -ng 

Jun 21,160 58 21,218 ?24,157 18,260 254 163,889 77,133 24?,022 
Jul 17,144 41 17,185 ?13,792 18,862 104 147,793 63,974 21 7,787 
Aug 30.523 53 30,57% 144,038 ?S,571 195 191,380 82.975 274,355 
sap 2e,72e 56 28,782 110,778 15,723 125 753,408 69,?07 222,595 
oct 24,888 35 24,903 115,576 18,878 109 157,488 72,545 230,011 
Nov 18,364 34 18,398 1 i 7,489 21,183 123 157,193 69,847 227,040 
Dee 18,485 27 18.512 11 8,541 20,309 I13 15?,475 68,988 226,463 

71,412 234,978 Jan 18,601 t5 18,%16 124,090 20,772 88 163,568 
Feb 17,405 19 17,424 1 i 5 , m  17,624 35 150,902 66,242 217,144 
Mar 20,198 33 2 0 , m  133,935 20,135 210 174.509 74,310 248,810 
Apr 18,408 24 70.432 124,088 18,514 142 161,158 64.m 226,118 
May 20,180 30 20,210 138,180 19,767 133 178,290 70,759 247,049 
Tat01 252,080 425 252,485 1,475,463 225,- 1,711 1,955,027 852,332 2,807,3% 

VCO and WCO nporting in saparatm stacting August 1997 
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Florida Relay Service - June 1898 thru May 1989 

Monthly Outgoing kll rypsS - Loul Calls w Long Distance Calls 

8DR - Report 3 

lntsrlrtil Total 
L d  1-m InttlutpG lntsntllbs Inbrnatbld LongDistaw 

Juri 181,593 5,153 12,531 15,830 1 28 33,642 
Jul 
Awl 
SeP 
OCt 
Nov 
DeC 
Jan 
Feb 
Mar 
Apr 

163,964 
204,404 
159,498 
167,124 
174,417 
174,038 
180,520 
1 67,340 
191,587 
175,808 

3,500 
12,953 
13,988 
11,409 
3,35a 
3,105 
2,404 
2,188 
2,870 
2,611 

11,755 
13,669 
12,937 
12,673 
13,434 
12,520 
12,385 
12,591 
13,285 
12,859 

14,470 
18,415 
14,382 
15,032 
14,929 
14,974 
15,050 
i 3 , a n  
15,264 
13,679 

135 
1 52 
1 71 
197 
135 
1 62 
27s 
250 
380 
223 

29,880 
45,189 
41,463 
3931 1 
31,856 
30,781 
30,710 
28,854 
31,779 
29,372 

May 191,332 2,077 13,702 15,731 180 32,490 
Total 2,132,203 68,482 154,821 181,589 2,395 405,287 

IO 



n 

OUTREACH ACTIVITIES 

outreach  and public information is an important activity of Florida Relay Service. The 
focus in the seventh year of Florida Relay Service under MCI Worldcorn management 
has been to inform public and private sector employers and service providers of 
availability, access and utilization of FIorida Relay Service. 

Broward County Association for the Deaf 
Palm Beach County Association for the Deaf 
St. John County Association far the Deaf 
Florida School for the Deaf and the Btind 
Center of Independent Living, Orlando 
Center of Independent Living, Jacksonville 
DSC, Pinellas Park 
Deaf Services Bureau, Miami -Open House 

Safety Harbor Library 
Safety Harbor Elementary School 
All Streams Conference 
Emergency Management Team, Miami 
Self Help for the ward of Hearing, Orlando 
ALDA, Tampa 
Tdlahassee- Community Forum 
National Association for the Deaf Senior Citizens Confertnce 
Palm Beach County -Open House 
Broward County -Open House 
Miami Dade Community College W e a t  
Miami Herald article on Florida Relay SCnicc 
Florida Telecommunications Relay Inc., Retreat 
PEACH, Pinellas Park 
Distressed Women of Browlud County 
ADAoffice, Orlando 
FAD nwwsletter d c l t s  on Florida Relay Service 
FTRI ncwslater articlea on FIorida Relay Service 
Pinellas Park High School 
Morgan Fitzgerald Middle School 
Cross Bayou Elementary School 
PBCAD Luncheon 
Flagler College 
Deaf Women United 

cocbltar Implant support Group 


