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T E l E C O M M U N l C A T I O N E  

lWl Twelfth Street Aurora. Nebraska 68818 
Telephone: 402/694-5101 *TTY 800/821-1834 

E-mall: info@ harniIton.net 
Web site: http.//www.hamifton net 

Toll Fw: 8001821 -1 83 1 FAX. 402/694-2848 

November 10,1999 

Mr. Richard Tudor 
c/o Ms. Blanca Bayo, Division of Records and Reporting 
The Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Dear Mr. Tudor, 

RE: Docket No. 99 1222-TP - Florida Telecommunications Relay Service 

Hamilton Telephone Company is pleased to submit this proposal for providing relay 
service for the State 0.f Florida. Hamilton will provide the relay users of the State of 
Florida with w relay service customized to meet the needs of all groups involved with 
relay. Hamilton agrees to provide the relay service as stated in this proposal at the costs 
listed in the price proposal. 

/.. 

Hamilton Telecommunications will comply with all requirements in the RFP and will 
comply with all terms and conditions. However, Hamilton reserves the right to request 
additional time for im:pIementation and start-up if the date set for the delivery of the letter 
of intent to award (Jarmary 14,2000, in current schedule) is delayed by the State of 
Florida. In addition, Hamilton reserves the right to negotiate a new price structure if the 
FCC mandates additiolnal features andor services. Upon negotiating terms and 
conditions of the contract acceptable to both Hamilton and the State of Florida, Hamilton 
will execute a binding contract. Hamilton will comply with the term of the contract: 3 
years with an optional two-year renewal. 

You will note that certain pages in the bid have labels of confidential or proprietary on 
them. These are documents that Hamilton customarily iabels as confidential and 
proprietary in our norrnal business routine for purposes other than this bid proposal. 
Hamilton is not seeking confidential treatment for these or any other materials contained 
in its bid. 

The undersigned hereby certifies that he is an officer of Hamilton Telephone Company 
and duly authorized to sign this letter of transmittal and proposal on its behalf. For 
purpose of all further correspondence or questions, please contact the following person at 
OUT company: 

P. 

Telephone Communications IBt Relay Services @ Talemarketing r%l lnternei Services Ift Hamilton Long Distance 



F Gary Warren 
Executive Vice President 
Hamil ton Telephone Company 
1001 12th Street 
Aurora, Nebraska 6881 8 

Voice 402/694-5 10 1 
Voice 800/82 1 - 1 83 1 
TTYIVoice 800/82 1-1 834 

E-mail gwarren @hamilton.net 
FAX 4021694-5037 

The undersigned acknowledges that this proposal is submitted in response to the RFP, of 
the State of Florida fix telecommunication relay services. This proposal includes all 
labor, equipment, software, arid services offered and shall constitute a binding offer to 
provide the relay senrice as stated in this proposal at the prices stated herein. If accepted, 
this proposal will bec.ome par( of a finalized contract for the provision of Florida's 
Telecommunications Relay Services for the time period beginning June 1,2000, for the 
term of the contract. 

In addition, Dixie Ziagler, Director of Relay is authorized to make decisions or answer 
questions related to the proposal and y subsequent contract. 

Dixie .Ziegler Voice 4021694-5 10 1 
Direct,or of Relay Voice 800/82 1 - 183 1 
Hamil ton Telephone Company TTYNoice 800/82 1 - 1 834 

Aurora, Nebraska 688 18 E-mail 
1001 12th Stret:t FAX 402/694-5037 

dj whitlow@hamilton.net 

The undersigned: 
Certifies that the bid price contained in the price proposal has been arrived at 
independently without collusion, consultation or communication with any other 
bidder or competitor, that ihe said bid price was not disclosed by the bidder prior to 
filing with the FPSC, arid ihat no attempt was made by the bidder to induce any other 
person, partnership or corporation to submit or not submit a proposal. 
Certifies that Hamilton does not have any conflict of interest as defined on page I6 of 
the RFP. 

The name of Hamilton Telecommunications is used in some of the materials and 
enclosures with this bid. Hamilton Telecommunications is a registered trade name used 
by a group of compmies, whkh includes Hamilton Telephone Company. 

Hamilton has numbered all pages in Tabs A, B, and C consecutively. Most of the 
information in the Attachment,s is not numbered. However, some of the manuals in the 
Attachments contain t.heir own table of contents and thus their ovm page numbering 
system. It was stated in the pre-bid meeting that materials, like manuals, that were 
already numbered, did not need to be changed for this document. These materials are not 
numbered consecutivt:ly as delined in the RFP, but vendors were given permission to do 
this at the pre-bid meeting. 
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A Materials and enclosilres that are collectively intended as a response to the RFP are as 
fOII0 ws : 
(1) All required elements 
(2) 
(3) Other related Attachments 

Sample Outreach Materials - Video 

Hamilton will locate, a center within the State of Florida and have it operational by 
June 1,2000. Hamilton has already looked at several different locations for a relay 
center in Florida. Upon notification of award, Hamilton will secure a site for the center 
within the State of Florida. Hamilton will base its final decision on a particular location 
in Florida on several factors; workforce availability, work ethic of the community, 
availability of bilingual workforce, the community’s exposure to hurricanes, etc. 

Hamilton wili operate the Florida Relay Service working with a Society’s Assets, Inc., a 
Wisconsin based nomprofit corporation. SAI will be responsible for managing all 
Communication Assiistants within the center. SA1 has a great deal of relay experience. 
Please see the Executive Summary at the end of this tab for more information about SAI. 

Hamilton has demonstrated high quality service through its traffic standards. 
Hamilton will meet the demands of the RFP in regards to calls answered within 10 
seconds. Hamilton is unmatched by any of its competitors when it comes to average 
answer seconds, calh answered within 10 seconds, and blockage. Our size allows us 
to be responsive to all standards established by ihe State where our competition cannot. 

r. 

Hamilton has shown great leadership in its outreach activities. Hamilton is 
confident that no other relay provider can match our efforts in regards to outreach. 
Contained in Hamilton’s proposal is a detailed explanation of Hamilton’s relay 
operations, an outline of its outreach activity pians (including an in-state outreach 
program if purchased by the State), and a description of the type of dedication 
Hamilton has to offwing qualiry personalized relay services. PIease see Attachment 2 for 
detailed information about Hamilton’s outreach programs. 

I-Iamilton has been providing relay services to the State of Idaho since 1992 and to the 
State of Nebraska since 1991, Most recently, Hamilton won the contract for the State of 
Louisiana and began providing relay services from a center located in Baton Rouge in 
January 1998. Hamilton began operating the Kentucky Relay Service from this center in 
the fall of 1998. HamiIton beg,an operating the Wisconsin Relay System on February 1 of 
this year from a cente.r located in Madison, Wisconsin. 

Hamilton’s philosophy of quality, personalized relay services has recently been tested in 
several states. Even thouph Hamilton was not the lowest bidder in several recent RFP 
processes, Hamilton was still awarded the contract. In additiun, Hamilton has received 
consecutive bid awurds from Nebraska and Idaho. Humilton ’s past record qf 
performance, dedication to providing staie-o f-the-art features and services, and 

r- 
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wilhpness to ‘‘go ihe extra mik ” for relav user in the State of Idaho, Nebraska and 
Louisiana has allowed Hamilton to satis fv many relav customers. 

Hamilton welcomes the opaorlunity to discuss its propowl &person with the 
Evubatiom Committee and the Public Service Commission. Hamilton respectfully 
submits its proposal i;o provide telecommunications relay service for the relay users of the 
State of Florida. 

Sincerely yours, 

Gary Warren 
Executive Vice President 
on behalf of Hamilton Telephone Company 

- 4 -  
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Florida Relay Service 
Section E 

'I 

Check List 
I t e m  No. 

I n i t i a l s  of 
Bidder s 
Contact 
Person 

1 .  

a .  

3 .  

4 .  

5 .  

I 

I 

6 .  

7. 

8 .  

9 .  

10. 

11. 

12. 

1 3 .  

14. 

15. 

FILING CHECK LIST 

Brief Title 
Page No. Of 
Bidder's 
Proposa 1 

Format (RFP ref. Section C-1 and D) 

Transmittal Letter, AddfesB, Cantact Person, Tel. and Fax No.. 
Legal Name of Bidder, and Statement of Compliance with or lack of 
Compliance with RFP requirements(RFP ref .  C-2) 

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

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

Conflict of Interest (RFP ref. A - 2 8 )  

Can provide by June 1, 2000 (RFP ref .  8-31 

Term of Contract (RFP ref .  8 - 4 )  

Access Numbere (RFP ref. 8-51 

Location of Relay Center (RFC ref .  8-61 

Availability of System t o  Usera (RFP ref. 8-71 

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

CA Training (RPP ref. 8-91 

Staff  Training (RFP ref .  B-10) 

Counseling (RFP ref.  B-11) 

Procedures for Relaying Communications (RFP ref .  8-12) 

Pass / Fa i 1 
OR 

Maximum Points 

Tab A ,  PES.  5-8 

Tab A, pgs.  9-10 

Tab A, pg. .12  

Tab B, pg . 26-29 

Tab B, . p g .  29 

Tab 3, pg.  29 

Tab B ,  PE . 29 

Tab B, pp 34 

Tab B, pg. 34-44 

Tab B ,  pg . 53-54 

Tab B, pp. . 55 
Tab B, pg . 55-59 

Tab B, p g .  45-52 

N/h 

P? F 



Florida Relay Service 
Section E 

Check List 
Item No. 

16. 

1 7 .  

18. 

19. 

2 0 .  

1 21. 

2 2 .  

23. 

2 4 .  

2 5 .  

2 6 .  

2 7 .  

2 8 .  

29. 

30. 

31. 

32. 

3 3 .  

3 4 .  

35. 

m 
I 

~nitials of 
Bidder ' 9 

Contact 
Pereon 

Brief T i t l e  

Interaction with Answering Machines and Voice Response Units (RFP 
ref .  8-13] 
Languages Served (RFP ref .  8- 14) 

Additional Languages Served (RPP ref. B-15) 

Shift Advi8&r/COllSUlLant  (RFP re f .  B-16) 

Confidentiality (RFP ref. B-171 

Voice and Hearing Carryover (RPP ref. B-18) 

Obscenity (RPP ref. B-19) 

Emergency C a l l s  (RFP ref. 8 - 2 9 )  

Blockage IRFP ref.  B-21) 

Answer Time (RFP ref. 8 - 2 2 ]  

Equipment Compatibility (RFP ref. B-23) 

Transmission Levels (RFP r e f .  3 - 2 4 )  

Measuring Equipment Accuracy (RFP ref .  8-25] 

Emergency Operatlone (RFP ref. B-26) 

Intercept MeSSageB (RFP ref. 8 - 2 7 )  

Service Expansion (RFP ref .  B-28) 

N e w  Technology (RPP ref .  B-29) 

Consumer Input (RFP ref. B-30) 

Complaint Resolution (RFP ref. 3-31) 

Charges f o r  Incoming Calls (RFP ref .  B-32) 

Page No. Of Pass / Fa I 1 
eidder's OR 
Proposa 1 Maximum P o i n t s  

Tab B. DP, 59-61 25 

Tab B. PE . 61 P/F 

Tab B, pg . 61  25 

Tab B, -PR. :61 P/ F 

62-70 P/P Tab B, PR. 

Tab B, pg . 70-73 50 

. 7 3 - 7 4  P/F Tab B ,  p~ 

Tab E, p~ . 74 50 

Tab By p g  . 75 200 

Tab B, pg . 75-79 200 

Tab B, pg . 80 p/ F 

Tab B y  pg . .80 p/ F 

T a b 8 0  P/F 

B L - 8  1-83 so 

Tab B, pg, . 84 P/ F 

Tab 3. pe; 84-85 50 

50 

Tab E, PR . 87-90 100 

90-91 2 0 0  Tab 3, p~ 

. 91 P / F  Tab B, pg 

B, ps. 86-87 



Florida Relay Service 
Section E 

Initials of 
Bidder's eage No. Of 

Check List Contact Brief Title Bidder a 
Proposal Item No. Person 

36. 

j i .  

3 8 .  

39. 

4 0 .  

I 41. 
-4 

I 
4 2 .  

4 3 .  

4 4 ,  

4 5 .  

4 6 .  

4 7 .  

4 8 .  

49  I 

50. 

/&aq,i Billing Arrangements (RFP ref. B- 3 3  I 

,&A=-) cger gillin: !RFp re f .  a-141 

Relaying Interstate or International (RFP ref. 8-35] 

End user Selection of Carrier [RFP ref. B-36) 

Recipient of Toll Revenues (RPP ref .  B-37) 

Long Distance C a l l  Billing (RFP ref .  8-38] 

Special Needs (RPP ref. B-39) 

Custom Cal l ing  'Qpe Features (Speed Dialing 6t Three Way Calling) 
(RFP ref .  B-40) 

All Unsolicited Features in Basic Relay Service Price Proposal 
(RFP ref .  B-38) 

rpb-J(LJ - 2E- 
a .  Other Custom Calling Type Services (RFP ref .  8 - 4 2  a)  

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

c. Enhanced Transmission Speed and Interrupt Capability 
(RFP ref. 8-42 c) 

Pa ss/Fa i 1 

Maximum Points 
OR 

Tab B. UE. 9 1-92 

Tab B, pg . 92-94 

Tab B, pg. 94-95 

Tab B, PR 95 

Tab B, ,PR. 109 

Tab B, pf: . 109-111 

Tab B, p g .  111 

Tab B, pg.  111-112 

Tab B, PR. 112 

50 

50 

5 0  

50 

P/ F 

55 

25  

2 5  

200 

Tab B, pg.  121 Optional/o Points 

. 122 Optional/O P o i n t s  Tab E, DQ 

Tab E, p~ . 121 Optional/o Points 

d .  Video Relay (RFP re f .  B-42d) 

e. Speech to Speech Service (RFP ref .  B-42e) 

Tab B, pg . 121-128 Optional/o Points 

Tab 3, pg 129 Optional/o Point s  

Tab 3,  pg, 130 optional/o Points f .  Other Optional Features Not Included in Basic Relay 
(RFP Ref. B-42f) 



Flor ida  Relay Service 
Section E 

Initials of 
Bidder' 8 

Check Li6t Contact 
Item NO. Person 

Page No. Of 
Brief Title Bidder s 

Proposa 1 

5 1 .  

52  

53. 

5 4 .  

5 5 .  

5 6 .  

57. 

5 8 .  

5 9 .  

6 0 .  

61. 

6 2 .  

I 

I 

Submission of Monthly Invoice tRFP ref .  B-44) 

Travel (RPP ref. 8 - 4 5 )  

Reporting Requirement9 (RFP ref.  8-46 ]  

Liquidated Damages (RFP ref. B-47) 

Transfer to New Provider (RFP ref. 8-48)  

Insurance (RFP ref. B-49) 

Experience and customer references (RFP ref. C-51 

Bid  Security Deposit (RFB ref .  C-6) 

Subcontractors {RFP ref. C - 7 )  

PRICE PROPOSAL (RFP ref .  Section D) Muat be filed in a separate 
sealed envelope marked: YSealed - To Be Opened Only By the FPSC 
Rroposal Opening Officer" 

MAXIMUM TOTAL POINTS 

Pass /Fa i l  
OR 

Maximum Point s  

-0 

-1 

31-132 Tab B .  DP. 1 

Tab B. DP. 17 2 

Tab 3, pg.  132 

Tab B, pg. 133 

Tab c, PR * 134 

T k C ,  P R .  134 

Tab r.: P R ~  134-135 

Tab C ,  P E ,  135 

Tab C, pg.  135 

separate See RFP Sec. D & E 
document 

2125 



Certification by the FPSC and FCC 

Hamilton has maintained and currently has FCC Certification br telecommunications relay 
service in all five States it serves. Hamilton is committed to maintaining its FCC Certification. 
In fact, Hamilton conhues to substantially beat the standards established by the FCC for 
maintaining certification. Without question, Hamilton has met all FCC related standards in the 
past and continues to do so today. Hamilton has also readily responded to all FCC regulations 
and is committed to doing the same throughout this contract. 

In addition, when FCC Certification must be renewed, Hamilton will manage the entire 
process. No one on the Public Service Commission or the Advisory Board will need to worry 
about the certification process hecause Hamilton will complete thc necessary FCC filings. 

In accordance witb thc RFP and the &&cation at the &id&: confmmce. I Hamilton will 

Skzrtup 
obtain an? Fh ridq Public S m i c e  Commisse *on Certificutionr reauimd i f  an?, pra ‘or to tbc 

T I 1  E E 0 M M LI N 1 C A T  L 0 M 6 
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A. Administrative Requirements and Procedures 

1. Issuing Entity and Point of Contact 
Hamilton understands and will continue to cornply. All communication concerning this RFP 
has been communicated to Mr. Richard Tudor. Hamilton will continue to do so. 

2. Purpose 
Hamilton understands and will comply. 

3. Other Applicable Lawsltegal Consideration 
Hamilton understands and will comply. Hamilton has and will continue to comply with 
applicable federal, state, and local laws and regulations. 

4. Scope 
Hamilton undersfan& and has complied with all instructions governing this proposal and has 
included the appropriate materials herein. Hamilton has followed all mandatory administrative 
and operational requirements to be eligible for consideration, 

5. Certificate of Public Convenience and Necessity 
1 Please see tbeTage ahead ef this* t ccla ' cationat he 
bidder; con&mce3 f i n o r  'lton wikl obtain any Fib& Public Service Commission Cert$cationF 
reuuiwd i f  anx prior to the Startasp Bat& 

6. DefinitiondAcronyms 
Hamilton understands and will comply. 

7. Key Dates 
Hamilcon understands and will continue to comply. However as stated in our transmittal letter, 
Hamilton reserves the right to request additional rime for implementation and start-up if the 
date set for the delivery of the letter of intent to award (January 14, 2000, in current schedule) is 
delayed by the State of Florida. 

8. Questions Concerning RFP 
Hamilton understands and has complied. 

9. Amendments or Supplements to RFP 
Hamilton has received this information and has complied as necessary. 

l t L C C O M M U N l C A f l O H 5  

10. Restrictions on Communications 
Hamilton understands and has complied. Hamilton wiil continue to comply. 

- t o -  



Ylorida ReGay Service Proposal @ 
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11. Bidders’ Conference 
Hamilton attended the Bidders’ Conference and appreciates the opportunity to ask questions. 

12. Modifications, Withdrawals, and Late Proposals 
Hamilton understands and has complied. Hamilton has submitted both its technical and price 
proposals prior to November 10, 1999, at 3:OO p.m. Eastern. 

13. Bidding Costs 
Hamilton understands and will not hoId the FPSC or the FRS system liable for any costs 
incurred in submitting this bid. 

14. Rejection of Proposals, Correction of Errors 
Hamilton understands and will comply. 

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

Hamilton understands. 

16. Protests 
)? Hamilton understands and will comply. 

17. Letter of IntentlNotification to Bidders 
Hamilton understands. 

18. Award of Contract 
Hamilton understands the criteria the State is using to make an award. Hamilton believes the 
State will find Hamilton’s proposal to mcct all considerations listed in this section. Hamilton’s 
reputation is based on quality and timely service. This bid encompasses both. In addition, 
Hamilton has included many enhancements without significantly increasing cost. Hamilton 
will also have an in-state center fully operational by June 1,2000. 

19. Award without Discussion 
Hamilton understands and has complied. Hamilton’s technical and price proposals are 
complete, understandable and accurate. 

20. Oral InterviewdSite VisitslWritten Data Request 
Hamilton understand;; and will comply. Hamilton welcomes the opportunity to discuss its 
proposal with the Evaiuation Committee. We also welcome the evaluators to any of our centers. 

21. Contract Document - 
Hamilton understand; and will comply. 

- 1 1  - 
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22. Limited Liability 
Hamilton understands and will comply. 

23. Disclaimer 
Hamilton undersrands and will comply. 

24. CancellationlAvailability of Funds 
Hamilton understands and will comply. 

25. Public Bidder Meetings and ProprietarylConfidential 
Information 

Hamilton understands. Hamilton has not asked for confidential treatment of any of the 
material within this response. Hamilton understands all meetings with the FPSC or PRC will 
be public meetings. 

26. Non-Collusion 
Hamilton understands and has complied. As stated in its transmittal letter, Hamilton certifies 
that the bid price contained in the price proposal has been arrived at independently without 
collusion, consultation or communication with any other bidder or competitor, that the said bid 
price was not disclosed by the bidder prior to filing with the FPSC, and that no attempt was 
made by the bidder to induce any other person, partnership or corporarion to submit or not 
submit a proposd. 

27. Changes in Contract 
Hamilton understands and will comply. Authorized representatives of both the FPSC and 
Hamilton will sign all contract amendments. 

28. Conflict of Interest 
Hamilton understands and has complied. As stated in its transmittal letter, Hamilton certifies 
that it does not have any conflict of interest as defined in this section of the RFP. 

29. Minority Business 
Hamilton is not considered a Minority Business. 

4 
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Executive Summary 

Hamilton’s Relay Services Philosophy 
Hamilton has a tradition and reputation for offering quality telecommunication products and 
services. In fact, part of Hamilton’s mission “is to provide our customers with the latest in 
& telecommunications senices . . .’I When the opportunity to add relay services as another 
business line emerged, Hamilton identified it as a telecommunication service that matched its 
overall company philosophy. 

The relay customer always cornc:s first at Hamilton. So when designing its relay platform, 
Hamilton used technology that would be flexible enough to meet the changing needs of relay 
users as well as keep up with the. changes in technology. As relay users demand services that are 
similar to those offered in the hearing community, Hamilton is in a position to implement those 
features quickly since many of the needed pieces are already in place in Hamilton’s relay 
platform. 

r 

Hamilton is not a aatiolusl long disttance company d i n g  its perspective of relay s w i m  
sipif;cantb dffermt. We did not get into the relay business to simply enhance our own long 
distance services. Hamilton truly believes that it has the core competencies, the experience and 
the dedication necdcd to provide the highest quality relay services available. Unlike our 
competition, telecommunication relay service makes up at least 33 percent of Hamilton’s total 
revenue. This large pe:rcentage gets the attcntion of the 3oard of Directors, Senior Management 
and all employees of Fiamilton. Hamilton manages its operation in such a manner that 
mpbasizes low average a m e r  seconds, higb percmmges of c a b  ~nswered within the staplGiarcLF 
set in the W P ,  Conamundcation.Assktants that are Adicaied and howL?dge&e a d  d e  
impLemmtatioa of techicalfiatwes that am second t o  none. 

Beyond technical abilities, Hamilton is able to design and implement personalized relay 
solutions for individud states and individual users. Because of its size, Hamilton is able to 
respond quickly to customer rcyucsts and implement specific services and features without many 
training or technical issues. Hamilton is a Lrge  mough company to start-up, manage and 
operate the Fhrida Relay Smice.  Hamilton bas more then enougb f i n a d l  resoumes to opmate 
the Florida Relay Service. However, Hamilton is small enough to meet the needs of individual 
relay users. 

Hamilton has been providing relay services to the State of Idaho since 1992 and to the State of 
Nebraska since 1991. Most recently, Hamilton won the contracr for the State of Wisconsin and 
began providing relay services from a center located in Madison, Feb. 1, 1999. Hamilton began 
operating the Louisiana Relay Service from a center located in l3aton Rouge in January 1798. 
Hamilton began operaring the Kentucky Relay Service from this center in the fall of 1938. 

Hamilron’s philosophy of quality, personalized relay services has recently been tested in several 
states. Even thou& Hamilton wm no t the lowest bi& in sevmul recent RFP processes, 
Hamilton was still awa rded the con~rac t. In acddition, Hamilton tsar received consecutive bid 
awards +om NebraSBa and IAbo.  Hamilton 5 bast record o fperfomaance, dedication to 

- 1 3 -  
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lad Wisconsin bas ahwed Hamilton user in the State o,f idah 0, Nebraska Losci~ianu, Kentrrch u 
to satisfy many rehv clbstomm. 

d 

And if you don’t take our word for it, read what our relay users say about our service. Following 
are some of the comments that our relay users have made about our relay service in the last few 
months; 

“You have the best voice on the phone. You make the relay so pleasant.” 
“What a wonderful service you provide. What would we do without you CA‘s?” 
“You have helped my friend so much!” 
“You process my calls quickly and make it seem as if I am the one talking.. . I actually forgot 
that I am calling through the relay.” 
“Excellent job! I appreciate what you do,r 
“Operator, you have done a terrific job! Keep up the good work.” 
“It’s been a hard week at work but it’s people like you that give me hope and keep me from 
becoming a bag lady.” 

Throughout this proposal, Hamilton explains its technical abilities to provide relay services as 
well as its Communication Assistant training programs that allow Hamilton to receive the types 
of comments listed above. 

General Information 
Hamilton has entered into a subcontract agreement with Society’s Assets, Inc., to operate the 
Florida Relay Service. SAI has a grcat deal of experience providing relay services. Hamilton is 
currently working with SAI EO operate Hamilton’s center located in Wisconsin. SAl’s trained 
people and knowledgeable staffwill ensure a smooth transition to Hamilton. SAI will perform 
all related Communication Assistant services and Customer Service functions. SAI will perform 
all management and human relations’ functions as it relates to Communication Assistants. This 
includes all hiring, training, payroll and dl other related activities. 

Hamilton looks forward to working with the Florida PSC Administrator to provide the highest 
quality relay service possible. As stated throughout this narrative, the FPSC Adminiswator will 
see a great deal of attention and a high level of responsiveness from Hamilton. 

Gary Warren has the authority to manage all contract changes as wcll as to insure decisions are 
rendered and implemented prornptiy. Dixie Ziegler, Director of Relay Services, will be the 
main contact for Hamiiton. 

Company Description 
Hamilton Telecommunications corporate offices, located at 100 1 12th Street, Aurora, NE 
6881 8, is a Nebraska Corporation. Its business phone number is 4021694-5 101. Hamilton has 
one class of stock (voting common) of which 96.64 percent is held by Nedelco, Inc., a Nebraska 
corporation incorporated in August of 1963. ,One hundred percent of Nedelco’s, Inc.’s srock is 
held by Phillip C. Nelson, Nancy Nelson and James Nelson (two brothers, one sister). Phillip 
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C. Nelson is President of the Company. Hamilton Telephone Company is a local exchange 
carrier certified by the Public Service Commission of the State of Nebraska. Nedelco’s base of 
operation is in Aurora, Nebraska. Nedelco, Inc. also owns 100 percent of the stock in Aurora 
Telemarketing, Inc. This family of company business lines is generally tekcommunications 
related services or products, Nedelco has approximately 325 total employees. In addition, 
Hamilton has located a relay center in 3aton Rouge, Louisiana at 9 107 Bluebonnet Centre Blvd. 
Approximately 110 additional employees are located at the Louisiana Relay Center. Hamilton 
has two employees in Wisconsin as SAI employs all other personnel in Wisconsin. 

Hamilton has been providing l c r d  telephone service in Nebraska since 130 I. Throughout those 
years Hamilton has expanded and diversified to offer its customers a variety of 
telecommunications products and services. Relay services is one such business line. Hamilton’s 
Relay Services currently operates under contract with the Public Service Commission of the 
State of Nebraska for t:he Nebraska Relay Service, under contracr with the Idaho Public Utilities 
Commission for the Idaho Relay Service, for the Louisiana Relay Service under contract with the 
Relay Administration Board in Louisiana, under contract with the Kentucky Public Service 
Commission to provide the Kentuclry Relay Service, and under contract with the Department of 
Administration for the Wisconsin Relay System. 

In Tab 3, Hamilton has endoscd a list of key personnel who will be involved with the operation 
of Relay Florida. Job descriptions can be found in Attachment I. 

6ACKGROUND INFORMATION 

Societv’s Assets. Inc. 
Society’s Assets, Inc. (SAI) is a Wisconsin-based, private non-profit corporation that was formed 
in I974 by a group of persons with disabilities who had a vision of a different life for themselves, 
a life free of barriers they had encountered in daily living that led to dependency. With the 
release of Title VII, Part B moneys by the Federal government, SAI in 1379, became one of the 
seven Centers for Independent Living to be sponsored by the State of Wisconsin. By definition, 
Centers for Independent Living are consumer directed in that rhe majority of their governing 
Boards of Directors must be comprised of persons with disabilities. 

Since its inception, SA1 has acted as a resource center concerned with enabling individuals with 
disabilities to overcome personal barriers to achieving independence and realizing their potential, 
as well as assisting local communities in the removal of physical, societal and attitudinal barriers 
that serve to handicap persons with disabilities. Today SAI has an annual budget of well over 
$1 1 million with offices in Racine, Kenosha and Elkhorn, offering a wide array of services aimed 
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at promoting independent living and self-sufficient life styles for persons with severe physical 
and sensory disabilities living in Racine, Kenosha, Rock, Jefferson and Wdworth counties. Such 
services include supportive home care, assistance with housing and transportation, 
telecommunications relay services for persons who are deaf, hard of hearing andlor speech 
impaired, peer and family counseling, independent living skills training and technical 
consultation on matters pertaining to accessibility and advocacy. SAI employs 835 people 
currently and has the needed resoufces to hire and train CAS for the Florida Relay Service. 

Society’s Assets, Inc. (SAI) has been providing telecommunications relay service in the State of 
Wisconsin to persons who are deaf, hard of hearing andlor speech impaired for 20 years. This 
makes S A L  one of the oldest providers of relay service anywhere in the country, a pioneer in the 
field. SAI first became involved with relay service anywhere in response to appeals from 
RacinelKenosha Deaf Club, long before there was any funding for such services, long before 
state legislation creating such services was passed, long before the Americans with Disabilities Act 
(ADA) was passed requiring phone companies to make their services accessible to persons who 
are deaf, hard of hearing andlor speech impaired; at the time when most phone companies were 
busy resisting attempts to consumers and legislators to get them to assume some responsibilities 
for relay service. 

Society’s Assets history for consumer direction and control also set it apan. As a Center for 
Independent Living, the majority of SAI’s Board of Directors must be comprised of persons with 
physical and sensory disabilities. This membership includes persons who are deaf, hard of 
hearing and speech impaired -- persons who have long been recognized as leaders in such 
consumer organizations as WAD (Wisconsin Association of the Deaf> and SHHH (Self Help for 
the Hard of Hearing). 

From the ontset, when SAI first developed a local relay service in Racine County in 1978, it was 
done with the active involvement of the local deaf communiry. It was the deaf community who 
told S A I  what they needed and how it should operate. They helped train the operators. Their 
role in determining policies and procedures for the service, as well as monitoring and overnight, 
was further formalized through the establishment of a Consumer Advisory Committee. 

This same philosophy of consumer direction was continued when SAI took over operation of 
the State Outreach Line ( O N )  relay service in 1985 when it was let OUT for bid by the State of 
Wisconsin. (The ORL provided relay service to dl areas of the State without local relay service, 
and to those areas with local service when that service was closed}. In talung over operation of 
the ORL, the first thing SAI did was to set up an ORL Consumer Advisory Commitree with 
representation form dI major geographic areas of the State, This Committee was rhe guiding 
force behind all major decisions regarding ORL operating policies and procedures. SAI also 
looks to the TRS Advisory Committee for feedback on any problems consumers might be 
experiencing and recommendations for how the service might be improved. 

SM also has a long history of supporting efforts to expand and improve tekcommunications 
relay services in the State of Wisconsin and nationally. These efforts have taken on a number of 
forms: 
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Helping other Wisconsin communities start local relay services. 
Supporting the original Telecommunications Relay Service bill introduced by 
Representative Peter Barca. 
Working for passage of the Americans with Disabilities Act. 

SAI has staffed the W f R S  Relay Center in Madison since its inception in 1992. 

Purpose of the Company 
Hamilton’s mission is to grow in order to provide our customers with the latest in quality 
telecommunications services at reasonable prices, our people with rewarding career opportunities 
and our investors with a reasonable rare of return. 

Location of the Relay Service 
Hamilton will locate its relay center in the State of Florida. This center will process at least 80 
percent of all Florida calls. Hamilton’s center will have the following accommodations: 

The space will have a relay service operator room that is separated from other business facilities. 
The space will have doors that are clearly marked for admittance only by authorized personnel to 

preserve the confidentiality of rday conversations. The building facility will also contain or have 
access to breakroom facilities, a training area, conference room, support equipment and facilities 
(i.e. computers, copy machines, fax machine, storage facilitics, training library, etc.) and 
sufficient expansion space to accommodate additional workstations and other equipment for any 
reasonably projected growth in traffic. Technical stafFwil1 also be based in this building. 
Battery backup and an uninterruptible power source will operate the equipment, lighting and all 
other peripherals when needed. 

The Nebraska Relay Center, located in Aurora, Nebraska, which currently sewes t h e  Nebraska 
Relay (since January 1, 1991) a.nd the Idaho Relay Service (since December 1, 1992) is located 
at 1001 12th Street in Aurora, Nebraska. This center also has all the equipment and features 
mentioned above. It also has a permanent standby alternate fuel source generator as additional 
backup beyond the batteries. 

Hamilton’s Louisiana Relay Center is located at 9 107 Bluebonnet Centre Blvd in Baton Rouge, 
Louisiana. The center occupies 11,000 square feet and has the ability to add 5,500 square feet if 
needed as a result of growth. The building is located in a secure area where privacy is easily 
maintained. The facility has d’l the amenities mentioned above. 

Hamilton’s Wisconsin Relay Center is Iocated at 8383 Greenway Blvd in Middleton, 
Wisconsin. The center occupics 7,000 square feet with an option to lease an additional 3,000 
square feet if needed as a resuIt of growth. Middleton is suburb of Madison. The center is 
located in a secure area where privacy is easily maintained. This facility also has all the amenities 
mentioned above. 

As one can see, each of these centers has plenty of room to accommodate future growth. 
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Experience of the Company 
The Hamilton Telecommunications family of companies provides telecommunications-related 
products and services (please see Attachment 12>. Hamiiton, through its telemarketing division, 
has gained substantial experience in both inbound and outbound call handling for a wide variety 
of calling patterns and call lengths. 

The combination of our call processing experience, in relay and in our other business lines, plus 
an experienced technical staff to support these kinds of telecommunications operations puts 
Hamilton in an ideal position to provide quality relay services to Florida. 

Hamilton has received national mention for its progressive efforts in providing 
telecommunication-related products and services. Recently CBS News was in Aurora to film a 
story about the impact telecommunication has in rural areas. News articles which appeared in 
the Wall Street Journal and the Omaha World Herald are included in Attachment 12. 

Experience and Capabilities 
With a well-established record of success, Hamilton will meet and exceed the FPSC expectations 
for relay service. Below is a check-list of Hamilton Telecommunications’ qualifications that it 
brings to Florida. 

1. Hamilton is operating FCC certificd telecommunications relay services in the States of 
Nebraska, Idaho, Louisiana, Kentucky, and Wisconsin. Hamilton also encourages the 
Evaluation Committee to contact the references in Tab B and 5 for any necessary 
verification. 

2. 

3. 

Hamilton has been providing telecommunication relay service for 9+ years. 

Hamilton is a facility-based telecommunicarions relay provider. The types of equipment 
used by Hamilton and its nenvork and switching configuration are thoroughly explained 
in Tab B. Wamilron owns and operates all of its own relay equipment. 

Hamilton’s most pertinent experience in the relay operation is its current operation of the 
Wisconsin Relay System under contract with the Wisconsin Department of Administration. 
Hamilton began operating the Wisconsin Relay Center on February 1 of this year. Hamilton 
was selected over Sprint to provide an in-state center. Hamilton orchestrated a smooth 
transition in a very timely manner. Hamilton was notified of award of the contract in late 
October of 1998 and was able to begin providing service from a new center on February 1. 

Hamilton is operating the Louisiana Relay Service under contract with the Relay Administration 
Board of the State of Louisiana. Hamilton recently began operating rhe Louisiana Relay Center 
in Bacon Rouge, Louisiana. Hamilton was the successfd bidder as a result of a bidding process 
that took place in the summer of 1397. The other bidder in this process was Sprint. Actual 
signing of the contract took place in October of 1337 and service start-up for an entire new 
center and new technology took place on schedule, January 15, 1998. Hamilton was able to 
implement this service within 120 days - implementing new technology and hiring enough 
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people to exceed the standards set by the RAB. Hamilton added the State of Kentucky to this 
center in the fall of 1998 (under contract with the FPSC). 

In addition, Hamilton has a great deal of experience from its current operation of the Nebraska 
and Idaho Relay Services under contract with the Public Service Commission of the State of 
Nebraska and the Public Utilitics Commission of the State of Idaho. In Nebraska, Hamilton 
was the successful bidder as a result of a bidding process that took place in mid 1330. The other 
bidders in that process were AT&T, Lincoln Telephone, Arapahoe Telephone Company and 
the Tulsa Center of the Speech and Hearing Impaired. Actual signing of the contract took place 
on September 30, 1990, and service start-up took place on schedule, January 1, 1791. Z k  
sewice start-up wm ac comdhhcd ~ in 90 h v  s and at a time when Hamr 'iton did not bave any of 
the hardware and s o b a r t .  &e loped or in place or gnv r elav C omrnscnication Assism tat on st%$ 
or unv em mimce in & . Hamilton has successfully operated the Nebraska Relay Service for 
seven years now, with call volurncs and minutes continuing to grow. In Idaho the other bidder 
was Sprint. Actual signing of the Idaho contract took place in the faIl of 1992 and service start-  

than 90 & w o r n  date o,f aw ard, That traffic also continues to grow. 
up took place on December 1, 1992. Tbe Idaho Rehr Sewice s taYt -UD was car: comdzsbed m le ss 

Hamilton recently rebid the sfate of Nebraska to renew their current contract. Hamilton was 
awarded the three-year contract with a two-year renewal option. Other bidders included Sprint 
and MCI. Hamilton was awarded the bid wen though they did not submit the lowest bid, 
which suggests that the innovation and level and quality of service provided by Hamilton was 
worth the extra investment. 

r 

Hamilton recently underwent another RFP process with the State of Idaho as well and most 
recently was granted a r e n d .  Hamilton was awarded both contracts even though it did not 
submit the lowest bid in either State. Bv winnitk&shc c ontracts aqain. Hamdton bas reitm_fbrced 

' tl a e&*v . customers. s a t e  Pdtninistrutors and o t  bm rehv-related orpattimtiom &cren Y nd @ e&. 
?a posz 'tion as a v m  hi$ yw litv I rehv provider w1 'tb the abilda, to r e m o d  t o the need of 

Hamilton is more tban aua&fie&~ orour 'de Tehcomrnuni 'cation Rehv Services to the State of 
Florida. As stwed above, Hamihta haf mo re than nine wars cf relay e e r i m c e .  Unlike our 
cornbetitors, Ham ilton is of tbe s ize  h t  it e m  indiuidwiiw state TR$pro_pram to meet the 

ources needed to be succes&l in of the reh? users. In d m o n ,  N amikton b a  tz i i  the res . .  
Fhrida: we bave thepopk  owtsk~nd in zv finuncial s u ~ ~ o r t ,  and a desire t o  del$ .veV tbe best 
possible service to rbe relav wws in Fhrida. 

As the relay user community continues to demand more advanced telecommunication services, 
Hamilton has been able to simulate as closely as possible the telecommunication relay services to 
voice services. As the need for advanced tclecornmunication services grows, Hamilton has the 
necessary components in place to add new features and enhancements as they are developed. 

Throughout this propod Hamilton gives a detailed explanation of its current relay operation as 
well as its ability to mcet future requirements and implement new technology as i t  develops. 
Hamilton is a company that is dedicated to meeting the needs of its customers while 
maintaining a level of quality that is often times unmatched. A a r e d t  ofiis_Rexible techno& 
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and hi& Quakified staff; Hamilton is abk to desim a pmsorralized r e h ~ p  ackaw to mmt the 
need of a state and ofim times, to meet the need o f  I ndividzlal customers. 

Hamilton has many features and enhancements that make its relay product ideal for the State of 
Florida. A list of all the features available to relay users in Florida is contained in Attachment 
1 1. Hamilton Iooks forward to providing the relay users of Florida these features and services 
that make using Hamilton Relay Services a pleasure. 

Financial Resources 
Hamilton Telecommunications has outstanding financial resources. A dose examination of 
Hamilton’s financial statements will indicate that Hamilton has more than enough resources to 
start-up, operate and maintain the Florida Relay Service as well as any associated liabilities. A 
thorough cxamination of our financial statements will reveal that Hamilton’s debt ratio and 
other pertinent numbers show Hamilton to be in excellent financial condition, 

Hamilton’s June 30, 1999 and 1998, financial statements indicate that Hamilton has no long- 
term debt, minima! short-term debt, and cash and liquid assets more than sufficient to operate 
the Florida Relay Service. 

Controlling interest in Hamilton Telephone Company has been in the Nelson family for more 
than 30 years with solid financial performance throughout those years. Hamilton has acquired 
its enviable financial position while at the same time providing dl of its local telephone 
customers with 100% digital service and interexchange services over a fiber optic network which 
includes two redundant self-healing fiber rings. Sustaining a strong growth pattern, Hamilton’s 
gross revenues have doubled in the last five years. At the same time Hamilton‘s local service 
rates are among the lowest in the industry. This track record demonstrates Hamilton’s 
capability to not only be in a position to financially handle all start-up and expansion costs for 
the Florida Relay Service bur also demonstrates its ongoing ability to provide “state-of-the-art” 
services at reasonable prices. 

Mr. Rod Rudebusch 
Farmers State Bank & Trust Co. 
1234 L Street 
P.O. Box 229 
Aurora, NE 68818 
4021694-2 1 1 1 

Mr, Rudebusch can attest to our ability to provide the necessary capital to operate the Florida 
Relay Service as well as a general reference on Hamilton’s management resources. 

Telecommunications Network and Equipment Support 
Hamilton has a staff of technicians that have installed and maintained a variety of 
tekcommunications hardware and s o h a r e ,  including two relay switches, three central ofice 
digital switches, several digital remote line switches and a variety of interconnect equipment 
including PBXs and automatic call distributors. Hamilton’s ability to provide this level of 
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technical support locally is a rat her large advantage. Hamilton also has a total of ten central 
ofice personnel working in the area of the relay service switch platform. Hamilton makes it a 
practice to involve its techniciaris in purchase and installation of equipment in order to 
maximize the internal working knowledge of our technical support personnel. Hamilton 
personnel maintain and program all relay equipment on site. Hamilton will have technical 
personnel located in the Florida. Relay center. 

Hamilton has demonstrated its commitment to "state-of-the-art" technology through its past 
record. HamiIton installed its first central office digital switch in 1781 (the first ITT 1210 
digital switch installed anywhere) with its own technicians and has since installed another digital 
central ofice plus seven remote digital offices. Hamilton recently installed its second generation 
digital switch. The Company's 6500 plus access lines are 100% digital. Hamilton began 
installing fiber to carry interexc.hange traffic in the spring of 1985. By the spring of 1387 
Hamilton had two fiber optic r:ings in place carrying all interexchange traffic among eight of 
Hamilton's nine exchanges. Hamilton provisions diverse toll routes, two being totally fiber 
optic and another that: is part fiber and part copper facilities. The Florida center(s) will have the 
same rypes of network. redunda.ncy and equipment support. 

Hamilton will provide state-of-the-art technology to the State of Florida. Hamilton recendy 
completed the dwelopmcnt of its second-generation relay platform. This platform leads the 
industry in its ability to add new products and sewices. The switching matrix and database 
servers that run the platform are very flexible allowing us to accommodate many call types, call 
processing situations, etc. Workstations are very easy to use making call set-up fast and simple 
for Communication Assistants and relay users. Hamilton looks forward to bringing this type of 
advanced technology to the State of Florida. 

Disability Representation 
Hamilton's policy is to hire qualified people without regard to disability and we have done so, 
particularly in our telemarketing and operator services divisions, where we have had crnployees 
with disabilities. We consider disability awareness a very important aspect of our culture and 
training programs. Henry Brirtkmann, Outreach Manager of the Louisiana Relay Center is deaf. 
Henry is a very active member of the deaf community in Louisiana. His leadership at the center 
has allowed Hamilton to de1ivc:r very high quality relay services to the State of Louisiana. 
Henry's reputation for leadership in the Deaf Community is well known throughout Louisiana 
and the country. Amy Watson, Hamilton's Louisiana Outreach Coordinator, is also deaf. Amy 
assists in teaching deaf culture iin the center and has been a great asset to the Hamilton team as 
she directs outreach activities alcross the state. Amy is the primary contact and interface for relay 
users throughout Louisiana. Amy is also active within the Deaf Community in Louisiana. John 
Nelson, Technical Manager for the Louisiana Relay Center has a hearing disability, which 
although nor requiring the need for relay services, provides sensitivity to the disability issue. 
Paula Rodriqucz is Hamilton's Center Managerhterpreter in the Baton Rouge Center. Paula 
worked as a registered interperm before her employment at Hamilton. Paula teaches sign 
classes to employees and has been very valuable in working with the relay users throughout 
Louisiana. As one can see, Hamilton has a great deal of disability representation within its 
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company as well as an outstanding group of people that assist Hamilton in developing a high 
quality relay service that meets the needs of its customers. 

Kay Darnall, our Nebraska Community Outreach Representative for relay services is deaf and so 
are her husband and sons. Kay and her family are active members in the deaf community. 
Sharyl Rogers, Hamilton’s resident liaison for the State of Idaho, has 15 plus years of experience 
as a sign language interpreter. Rogers has experience working in the Independent School 
District of Boise City in Boise, Idaho. Her duties there include interpreting for deaf and hard of 
hearing students in their mainstream class rooms and works with other school oficials to 
develop a balanced educational program for students. Rogers also teaches sign language. Rogers 
is a very active member of the deaf community and has a great deal of experience from working 
within the deaf and speech disabled community. Lana Erickson, Hamilton’s Account Manager, 
is responsible for providing and garhering information that will help improve the quality of the 
relay service and the number of customers served by Hamilton Relay Services. As Account 
Manager she attends conventions and meetings throughout the country and represents 
Hamilton’s interests as a relay provider. Lana is proficient at sign language and has a great deal 
of experience in deaf culture. Tricia Tighe, Liaison, is responsible for keeping contact with the 
user community throughout Lincoln and Omaha in the State of Nebraska, putting on programs, 
disseminating relay information, obtaining user feedback, and taking such other action as may 
be necessary to insure that the relay center is responsive to the user community. Tricia is deaf 
and fluent in ASL. Hamilton is committed to hiring persons with disabilities and will do so as 
positions become available and qualified applicants apply. Hamilton has a great deal of 
experience serving those with disabilities as a result of its relay performance. 

S A I ,  the party responsible for customer service and the actual management of all “people” 
resources for the Florida Relay Service has several people on staff who are deaf, hard of hearing, 
or speech impaired. Their knowledge and experiences are used to help the Communication 
Assistants process calls effectively and efficiently. Please see Attachment 7 for a detailed 
explanation of how staff members with disabilities are used to promote quality and better relay 
service at SAI. 

FCC Certification 
Hamilton will maintain FCC Certification for Florida and upgrade its relay scrvice platform as 
the technology develops. In fact, Hamilton will substantially beat the standards established by 
the FCC for maintaining certification. Without question, Hamilton has met all FCC related 
standards in the past. Hamilton has also readily responded to all FCC regulations and Hamilton 
will do the same for the State of Florida. Hamilton reserves the right to negotiate a new price 
structure if the FCC mandates additional features andlor services which cause Hamilton to incur 
additional expense. 

Hamilton is also involved in several industry groups to stay abreast of the latest FCC activities, 
user needs, and developing technology. Gary Warren, Hamilton’s Executive Vice President, is 
currently Chairman of the National Exchange Carrier Association (NECA) Relay Advisory 
Board and is active on several industry committees. Gary was elected by his peers in the relay 
industry to fiIl one of two positions on the NECA Relay Advisory Board. 

I E L E E O M M U W l C A T l O N S  
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Hamilton continues to upgrade its services by lowering call set-up times and offering additional 
products and services (see Attachment 1 1). Our financial strength, technical capabilities and 
experienced personnel will allow Hamilton to meet and most times exceed the requirements 10 
maintain FCC Cercification for the State of Florida. 

Conclusion of Executive Summary 
The reason Florida will be pleased with Hamilton as its relay services provider 6 months, 1 year, 
2 years or 3 years into the contract will not only be our quality, but also our responsiveness. 
Hamilton is a relatively small ccimpany (435 employees), but large enough ro successfully 
operate the Florida Relay Service. Hamilton will provide Florida with a vpe of relay service that 
will be responsive to relay users and to the individuals and entities responsible for contracting for 
the relay service. 

Hamilton’s s i x  will be a 
type of individualized service that is flexible and meets the needs of the relay community as well 
as meets the needs of the FPSC. The FPSC and the Administrator and any other parties 
responsible for providing relay services for the State of Florida will receive constant attention 
from Hamilton. Hamilton believes tbut eacb rehv user & s m  es the best seruice availabk to meet 
bidher i n d i d w l  me& , UamiZton wiZ1 ooerate in w h  u manner. 

advmage to Florida. Hamilton’s size allows us to implement a 

y e  Smte ofFlorida with a dedkared rehv cmrer. Eighty percent 
of all Florida relay cdis will be processed by this one center located in Florida. Hamilton has 
supplied pricing for all options limd in Appendix A and B. The benefits of selecting Hamilton 
as your relay provider are greai:. Some of those benefits are listed below: 

r- 

+ A dedicated in-state relay center makes it easy for the TRS Administrator to keep in close 
contact with Hamilton. 

+ Relay procedures can be customized to meet the needs of Florida relay users. 
+ The FPSC and TKS Administrator will receive constant attention from Hamilton. 

Hamilton has a reputation for its responsiveness. 
+ Hamiiton has a subcontract agreement with SAT. SAT has over 20 years of experience in 

providing relay and has spent many years developing and improving relay. Selecting 
Hamilton as the vendor will allow Florida users to  benefit from highly trained 
Communication Assistants. 

+ Hamilton’s outreach programs will be based in the State of Florida with complete 
customization for Florida residents if purchased by the State. 

With an in-state center Florida rehy users will have more control over tbeir smice, tbefiatawes 
that are imphented ,  und tbhc ouerall q d i p  of tbe relay with a dedicated center. Even though 
an in-state center may cost a few more cents, the benefits that Hamilton will deliver will be 
w o h  the investment. 

Hamilton Telecommunicatioiis is a growing relay provider. We have achieved this growth 
without sacrificing quality. Hamilton knows how to operate a successful relay service. We 
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have proven this each time w e  have added another State. Hamilton is not as large of a 
company as its competitors. However, when it comes to providing quality, timely service, 
Hamilton is unmatched in the relay industry. Hamilton does have the financial resources 
needed operate successfully within the State of Florida. It doesn't take billions of dollars to be 
in the relay business. What is does take is state-of-the-art technolog, knowledgeable 
leadership, and a desire to  do the job right. Hamilton has all of these qualities and much 
more. Florida will not be disappointed if it awards the contract to Hamilton. Rather, 
Hamilton's goal is to make sure that the relay users in Florida are delighted. 

Hamilton looksforward to providing tbc Srute ofForida with this ppr of reby service. Hamilton 
Rehy Sewices wdcomcs tbe oppomnip to discuss its proposal in-person with the Florih Public 
S m i c e  Commission, TRS Administrator, and all othm evaluators. 





P 

B. The Service to be Provided 

1. Overview 
Hamilton understands and has complied. Hamilton will also provide optional services as 
defined in the RFP and will comply. 

2. Scope of Service 
Hamilton’s Relay Service is designed to provide the means whereby a hearing andlor speech 
disabled person utilizing a TTY or another form of t a t  telephone can communicate over the 
existing telecommunications nework with a non-TTY user (and vice-versa) through the voice 
assistance of the relay service (Communication Assistant). This proposal contains a 
comprehensive description of the method used to achieve this rype of service. Hamilton’s relay 
platform will also allow relay usm to make VCO to VCO, HCO to HCO, and other rypes of 
VCO and HCO calls. 

Hamilton will operate the Florida Relay Service 24 hours a day, seven days a week. Included in 
this service is 24 hslr  mstumer .-. Hamilton’s relay users have a variety of billing 
arrangements available to them, including collect calls, third party calls, d i n g  card calls, and 
person-to-person calls. 

F- Hamilton’s tclecommunication relay service provides access to all of the major long distancc 
companies and to the telecommunications network in general. A network diagram, which 
visually shows how Hamilton obtains access to the public switched network can be found in 
Attachment 1. Hamilton will csontinue to purchase telecommunications and network services 
from a certified IXC fcrr handling iocd relay traffic. 

Hamilton is committed to maintaining its FCC Certification and to upgrading its relay service 
as the technoiogy develops. In fact, Hamilton continues to substantially beat the standards 
established by the FCC for maintaining certification. Without question, Hamilton has met all 
FCC related standards in the pa.st. Hamilton has also readily responded to all FCC regulations 
and is committed ro doing the 5;arne throughout the next contract period. As the Florida 
Tclecornmunications Relay Provider, Hamilton will meet all FCC and State standards necessary 
TO maintain certification as a “state program”. Hamilton will meet and most times exceed the 
requirements to maintain FCC Certification for the State of Florida. Hamilton will aide the 
FPSC in renewing FCC certification as required. 

If the FCC requires services which causes Hamilton to accrue additional expenses, Hamilton will 
provide a price for those services to the FPSC and will negotiate in good faith for these items 
with the State of Florida. 

,- 

Hamilton is also involved in several industry groups to stay abreast of the latest FCC activities, 
user needs, and developing technology. Gary Warren, Hamilton’s Executive Vice President, is 
currently Chairman of the National Exchange Carrier Association (NECA) Relay Advisory 
Board and is active on several industry committees. Gary was elected by his peers in the relay 
industry to fill one of two positions on the NECA Relay Advisory Board. Hamilton continues 
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to upgrade its services by lowering call set-up times and offering additional products and services 
(see Attachment 12 for more informarion). 

Hamilton will Lrnish dl necessary personnel, teiecommunications equipment, hardware and 
software IO operate the Florida Relay Service in a manner that meets or exceeds all federal and 
state requirements. 

All transmission circuits will be owned by Hamilton or purchased from an authorized 
interexchange andlor local exchange carrier. These facilities will meet or exceed FCC and 
Utility Commission interexchange performance standards for circuit loss and noise. Currently 
all of Hamilton’s relay centers are meeting these standards. 

Hamilton’s Relay Services platform is very functionally equidenr to the service provided to 
those who do not use the relay. Hamilton continues to make advancemcnts which make the 
differences between the two processes less significant. Hamilton believes that the FPSC will find 
Hamilton’s relay service to be very cost efficient. At the same time Hamilton will provide a 
service that is very functional and equivalent to standard telecommunication services. Please see 
the price proposal for Hamilton’s cost effectiveness plan. 

Hamilton has a reputation for offering customized relay services. Because Hamilton is 
continually working to “personalize” its relay services, Hamilton has become quite capable of 
developing innovative solutions and product offerings. Hamilton demonstrates this ability 
throughout this tab. 

3. Commencement Date 

Plan for Service Start-up 
Hamilton will begin to provide smicef iom an in-stup center for F h r A  on June I ,  2000. 
Hamilton will Be ready to provi& a “complete” reby scwice by June I ,  ZOOO, Following is 
Hamilton’s Srart-up Plan. 

Through its past experiences and excellent organizational abilities, Hamilton will be able to 
implement a smooth cutover to Hamilton’s Relay Services. The combination of Hamilton’s 
expertise in relay and in telecommunication products and services will allow Hamilton to 

orchestrare a highly efficient and effective transition that will meet all required deadlines. 

In addition to providing a smooth technical cutover, Hamilton brings several other advantages 
to its transition ptan. By securing Society’s Assets, Inc. (SAI) as a subcontractor, Hamilton has 
ensured that Florida relay users will benefit from the very high quality relay service SAI’s CAS 
deliver on cvery call. Florida customers will notice many technological advances that will make 
call processing flow more smoothly, more reiiably, faster and gives more control to the relay user 
in how their call is processed (Le. caller profile). 

4 

d 

4 Using such tools as the timeline on the following pages, as well as coordinating test efforts with 
the current 800 provider for the TTY, Voice, and ASCII numbers, Hamilton will begin to 
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operate the Florida Relay Servia: beginning on June 1,2000. Florida relay users will benefit 
from Hamilton’s ability to service each call with personal attention and with its ability to deliver 
a level of quality that relay users will find very satisfying. 

Implementation Plan 
The following timcline is based on a start-up date of June 1, 2000, and assumes that the contract 
award will be made approximatc:ly January 14,2000. 

Jan. 14,2000 

Jan. 14,2000 - 
Febr. 1,2000 

Timeline for Single Provider 

-I Contract awarded Hamilton 

- Obtain a building and complete any necessary renovations. 

Jan. 1,2000 

Febr. 1,2000 

Febr. 1,2000 

Mar. 1,2000 

Mar. 1,2000 

Mar. I ,  2000 

Apr. 1,2000 

.- Order relay workstation hardware and software including another switch 
and dl other necessary components. 

- Hire Contract Manager. 

- 0rdc:r workstation equipment required (i.e. computers, panel dividers, 
desk-tops, chairs, etc.) . 

- Ordtr the transition of current TTY, ASCII and Voice 800 numbers to 
Hamilton from current 800 provider. Piace order with an interexchange 
carrier for a customer service, and Spanish to Spanish 800 numbers. 
Be@ testing these numbers as facilities and equipment come online. 

- Meec with TRS Administrator to review proposed starr-up schedule and 
to review community outreach and various publicity efforts that should be 
implemented if the State purchases Hamilton’s proposed outreach 
program. This plan would specifically address Hamilton’s plan 10 
announce and educate the relay community about Hamilton’s Relay 
Service. Hamilton especially wants to give t h e  public access to its %-hour 
customer service number immediately. An outline of some suggested 
community outreach activities are in Attachment 2. 

- Provision and order network facilities from a certified IXC. Obtain equal 
acce,Ps information from carriers who want to participate in relay equal 
acce.ss. 

- Finalize biliing and rating arrangements, including acquisition of local 
EAS data, optiond calling plans, any necessary billing and collection 
agreements, provisioning of access to regionally restricted 800 numbers 
and obtain a list of local Florida emergency numbers. Hamilton also will 
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Ma.  15 2000 - 
Apr. 15,2000 

Mar. 15, 2000 

Apr. 15,2000 

Apr. 15,2000 

May 15,2000 

June 1,2000 

April 1 ,  2000 
July 1, 2000 

July 1,2000 

July 14,2000 

August 14,2000 

ensure that the appropriate N x x ’ s  used by each Florida LEC can be used 
through the relay. 

- Install operator workstation facilities, operator equipment 
hardwarelsobare, and network facilities in Florida Relay Center. 

Begin hiring 130 to 210 C A ’ s  to operate the Florida Relay Service. 
Obtain the necessary management and administrative staff to support the 
Communication Assistants. 

- Testing of all equipment hardwarelsoftware and network facilities. 

- Begin training SAI’s C A ’ s  . 

- Time for any additional testing and training so that a smooth transition 
takes place. 

Florida Relay is operational. Reroute Florida Relay TTI, Voice, and 
ASCII 800 numbers to Hamilton’s Relay Center in Florida. Forward all 
calls to previous provider’s customer sentice number to Hamilton’s 800 
number for Florida customer service. 

- 
- 

- Concentrated effort on distribution of information about Florida Relay 
including news releases to all media and telephone companies, 
distribution of other informational material through various channels 
including all deaf and speech disability organizations, initiate programs 
about relay for various organizations, businesses and groups if outreach 
program is purchased by the State. 

- Begin holding first user group meetings to obtain consumer input. 

- Florida Public Service Commission receives monthly invoice, traffic 
reports and customer service report from Hamilton. 

- Florida Public Service Commission receives monthly invoice, traffic 
reports and customer service report from Hamilton. 

Cutover Plan 
Hamilton will have all telecommunications facilities installed, tested and ready for use well 
before the June 1,2000 cutover. In fact, Hamilton is planning to run a test with the current 
800 provider using a ”test“ 800 number to make sure ali facilities are working and that the 
current 800 provider has the correct programming in place. With all this technical work done 
weeks before the cutover date, Hamilton anticipates a smooth cutover. Essentially all that 
remains is to send the “true” 800 numbers to Hamilton’s relay center. Hamilton’s customer 
service 800 number will be installed as soon as possible. 

4 

4 
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Hamilton will transition the relay 800 numbers to its ccntcr in Florida at midnight on June I ,  
2000. Hamilton will have all the necessary personnel in place during the actual cutover. 
Hamilton also will have additional technical and training staff available during the cutover and 
the next several w e e b  to ensure all procedures and equipment are satisfying the needs of the 
relay users. 

4. Term of Contract 
Hamilton understands and upon contract award, will begin providing the relay service for 
Florida on June 1, 2000. Hamilton also understands that the contract may allow for the term to 
be extended for up to two additional one year periods. By June 1 2002, and June 1,2003, 
Hamilton will notifjr the Florida Public Service Commission of its desire to extend for an 
additional year. 

5. Access Numbers 
Hamilton understands and will comply. Upon award of contract, Hamilton will work with the 
current relay provider to transition the Voice, TTY, and ASCII numbers to Hamilton’s relay 
switching platform. Hamilton will obtain an 800 number for customer service and Spanish to 

Spanish immediately following award of the contract. The customer service number will allow 
customers to contact Hamilton with any questions during the stan-up and transition phase. 

c 
6. Location of Relay Center 
Hamilton will process at least PO percent (as defined in the Addendum) of Florida’s relay cdls 
from a center located in Florida. Hamilton understands the definition of “emergency 
conditions” and will comply. Hamilton also understands all the requirements in the RFP in 
regards to the location of the relay ccnrer and wiIl comply. Hamilton has already made a trip to 
Florida to consider several communities and space options. Currently Hamilton is loohng at 
Tampa, St. Petersburg, and Ocala. Hamilton will process at least 80 percent of the relay calls 
from its in-state center in Flori,da beginning June 1, 2000. Hamilton will supply space with the 
following accommodations: 

The space will have a relay service operator room that is separated from other business facilities. 
The space will have doors that are clearly marked for admittance only by authorized personnel to 
preserve the confidentiality of relay conversations. The building facility will also contain or have 
access to breakroom facilities, a training area, conference room, support equipment and facilities 
&e. computers, copy machines,, fax machine, storage facilities, training library, etc.) and 
suffcient expansion space to accommodate additional workstations and other equipment for any 
reasonably projected growth in traffic of Florida Relay Scrvice. Technical staffwill also be based 
in this building. Bartery backup and an uninterruptible power source will operate the 
equipment, lighting and all other peripherals when needed. 

The Nebraska Relay Center, located in Aurora, Nebraska, which currently serves the Nebraska 
Relay (since January 1, 1991) and the Idaho Relay Service (since December 1, 1392) is located 
at 1001 12th Street in Aurora, Nebraska. This center also has all the equipment and features 

)4 

- 29 - 
t l l l C O M M U N I E A t I O N S  



mentioned above. I t  also has a permanent standby alternate fuel source generator as additional 
backup beyond the barteries. 

Hamilton’s Louisiana Relay Center is located at 9 107 Bluebonnet Centre 3lvd in Baton Rouge, 
Louisiana. The  center occupies 11,000 square feet and has the ability to add 5,500 square feet if 
needed as a result of growth. The building is located in a secure area where privacy is easily 
maintained. The facility has all the amenities mentioned above. 

Hamilton’s Wisconsin Relay Center is located at 8383 Greenway Blvd in Middleton, 
Wisconsin. The center occupies 7,000 square feet with an option TO lease an additional 3,000 
square feet if needed as a result of growth. Middleton is suburb of Madison. The center is 
located in a secure area where privacy is easily maintained. This facility also has dl the amenities 
mentioned above. 

Following is a description of the telecommunications facilities, equipment, and software to be 
used in providing service for the Florida Relay Service. A network design diagram that describes 
the network configuration Hamilton proposes to use can be found in Attachment 1. The text 
beiow describes the way callers access the service and how calls will be processed. The quantities 
and types of inbound and outbound circuits also follow. 

In Attachment 1 is a diagram of the networks Hamilton uses to operate its relay centers. The 
map visually displays how relay calls reach each center and how calls reach the assigned switch 
and how calls are distributed to the correct center. Hamilton mcets interexchange carriers 
through the connecting companies as shown on these diagrams. This map also indicates a 

separate route that allows each center to act as back-up facilities for each other (Le. incoming 
relay calls overflow through thc public switched network to the center that is operational). 

As indicated on the map in Attachment 1, Florida relay calls will be handled in a center located 
in Florida. Workstation equipment, switch database information, and CAS will be located in 
this center. AI incoming relay calls will enter Hamilton’s relay nenvork in Florida. Calls are 
then connected to workstations in Florida for processing. Calls made to the terminating party 
exit through the Florida call network as well. 

Hamilton uses the Public Switched Network between the origination point of the call and our 
interexchange carrier‘s point of presence at the correct switching point and between our 
interexchange carrier’s point of presence and the termination point. Trunking capacity between 
the Local network and the switching points, for both originating cdls and terminating calls, will 
be more than suficicnt to assure that blockage does not occur under any reasonably foreseeable 
operating conditions. Hamilton will add 96 inbound trunks and 36 outbound trunks just for 
the Florida traffc. These trunks will be purchased from a certified IXC and will handle traffic 
back and forth from the main switching point. These trunks will have overflow capabilities 10 
the Louisiana Center. These trunks will be provisioned so that they can be accessed from any 
jurisdiction. Hamilton has no busies at its centers because of lack of trunks. Hamilton’s system 
is currentiy provisioned in such a manner that call blockage never happens. In the last 12 
monthflumilton has exn mimed absolutelv no cafl bhckaqe because of its back-un routing 
capabilities. Hamilton’s system will provide for and seme all of the following types of calls: 
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(1) Local calls originahg and terminating withinFlorida, including EAS and optional 

(2) Intralata, interstate calls which are considered local calls 
(3) Intralata calls origin.ating and terminating within Florida 
(4) Intrastate, interlata calls originating and terminating in Florida 
( 5 )  Interstate and international calls that originate within Florida and terminate outsidc 

(6) Interstate calls that originate outside of Florida and terminate in Florida - Billed to 

(7) Interstate calls that originate outside of Florida and terminate outside of Florida - 

calling plan calls 

of Florida - Billed to NECA 

NECA 

Billed to NECA 

P- 

Hamilton’s service is designed so that all calls made through the ccnter are billed from the 
originating telephone number to the terminating telephone number as if the call were made 
directly. Hamilton will include in its database the necessary information about extended area 
service and optional calling plan arrangements in Florida so that calls madc within an Efls area 
or optional calling area are not c:harged to the customer. ANI information appears at the 
workstation automatically and the terminating number is keyed in by the CA so that a billing 
record can be created. For calls originating in areas where ANI information is not forwarded, 
Hamilton‘s CAS will key in originating number information, however, ANI information cannot 
be changed once ir arrives at the worksration. A general description of how each type of 
incoming call is handled follows: 

TTYlASCll and Voice Call Processing 
Foliowing in this section is an explanation of how Hamilton processes its TTYlASCII and Voicc 
relay calls. 

TWlASClI Call Processing 
Once the call is connected, the 124 will type: 
“FRS CA# M or F number to call pis Q GA.” The CA dials the number requested and 
informs the lTY user of the stxtus of the call via the keyboard (dialing, ringing, line busy, party 
not available, party available, explaining relay, etc.) If the called party has not received a relay 
call bcforc and the Tm user has not requested otherwise, the C A  explains what relay is and how 
it works before beginning to rehy the call. The TTY user then types the initial message, and the 
CA verbally repeats this to the called party. 

Voice Call Processing 
Hamilton’s CA will answer: 
“Florida Relay Service CA# . Area code and number to call please.” The CA extends the 
call to the called number and informs the voice caller of the status of the call (dialing, ringing, 
line busy, party not available, party available, explaining relay, etc.). If the called p a q  has nor 
received a relay call before and the voice user has not requested otherwise, the CA explains what 
relay is and how it works before beginning to relay the call. The voice caller then begins the 
initial message which the CA types to the called party. 
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At the termination of each call, a biiling record is created for use as necessary in the billing cycle, 
Only actual completed conversation minutes are billed to the end-user if a long-distance call is 
made. 

The following is a step-by-step description of the route which relay calls travel using Hamilton’s 
relay center and what would happen to it at each stage of that route. In this network 
configuration Florida relay users use the Public Switched Network via an 800 number to arrive 
at Hamilton’s switch in Florida at which time calls are routed to a workstation located in 
Florida. 

Step One - l T Y  or Voice Caller Dials a Relay Service 800 Number: Hamilton will 
purchase 800 Service from a certified IXC for callers to reach the Florida Relay Service. The 
initial 800 call made to the center will travel over the Public Switched Nctwork for purposes of 
transporting the Florida relay call to the Florida center’s IXC point of presence. 

Step Two - Transport of The Incoming Call (lTYIASCII or Voice) (Please refer 
to the network map in Attachment 1 for a visual picture of what happens to 
each relay call.): A relay call originating anywhere in Florida will come into our IXC’s point 
of presence in Florida. W h e n  the call originates in Florida or anywhere else, it will travel over 
the Public Switched Network until it reaches the FIorida local network switching point for relay. 
At this point calls are placed on dedicated facilities and routed to the relay switch. If for some 
unforeseen reason, the Florida Relay Center is not able to receive any calls or is experiencing any 
type of blockage, &is will be reroured to the Louisiana, Madison or Nebraska Relay Center, 

When a relay call travels 10 the Florida switch, it will come into Hamilton’s IXC Point of 
Presence in Florida. The call is then routed over fiber facilities, 10 the relay switch also in 
Florida. The call is then delivered to a workstation in Fiorida. The relay switch and 
workstations will be in the same building. Hamilton anticipates that its IXC will have a point of 
presence in the same community. 

Step Three - Switching of the Cat1 (Please refer to Hamilton’s internal call flow 
diagram in Attachment 1 for the next steps.): If the d l  is a text calf it will receive 
either ASCII carrier signal or Baudot. Hamilton will use the separate 800 number for ASCII 
callers. Hamilton sends ASCII tones first and then Baudot. The switch then puts the call in 
queue co be answered by a workstation located in Florida. The caIi will be “ringing” at the relay 
center at this point. The recognirion of ASCII and Baudot and the appropriate baud rate 
happens automatically without any intervention by the CA. Hamilton uses a “self learning” 
database which recognizes the ANI of the user and connects the customer’s equipment to the 
relay automatically after the customer’s first use of the center. If a customer changes equipment, 
our system will attempt to connecr at different speeds. HamiLton uses a single modem to 
connect both ASCII and TTY. 

It is important co note that our switch puts all calls in a “queue” (customer perceives this as 
ringing) in order to handle them in the order received and to assign them on a rotating basis to 
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fi 
the various workstations. Hamilton's switch is a high-speed, stand-alone, non-blochng digital 
switching matrix. The system is fuliy redundant to insure quality, reliable performance. 
Common equipment frames can be added to accommodate any expansion necessary. The 
system utilizes a standard T1 ini:erface that enables it to be linked to other digital switches. The 
system is set up to automatically access the secondary operating system on the switch with no 
human intervention. The system auto-detects any problems and moves to the secondary system 
immediately if necessary. 

Step Four - Database ACCESS: The relay switch system and workstations access a database 
for a variety of reasons. This sy:item provides the ASCII and 3audot interfaces to the text user 
and the basic database access. R'cdundant Windows NT servers are used co store the database 
containing dl information required to run the workstation application. 

Hamilton will have at bast two switches which are camble o,f stmd ita ,p abne Tbkprovidm rl 
petwork coonfimrabdon hou tiw divwsirv) which is UT d@icul t to match and v i e  
unbeatable in tmrs of minimiz Sng the potmtiaiwi%r re&? downtime wbm peo& resources are 

~ c i d  cmim Wztb tbzs coonfimr ation our tec hniciam me a Iwa!s in a 
f bauiw several r o s s t i i ~ t i o n s  and 'tcbiw mtion 1 ~ r  a back-up in 

available at tbe umf 
more than o w  SUIZ 

. .  
d T w a r e o  T $0 wi3w are. 

Step Five - Call Arrives at Relay Workstation: This component of the system uses our 
integrated workstation. The wtxkstation provides both voice and data paths 10 support basic 
relay functions. The  workstaticins access the switch host which is a high-speed processor 
running the UNIX operating system to support the programmable relay switch environment. 
The switch host processes requests from the workstation and sends commands IO the switch to 
control the communications environment. 

P 

The workstation also accesses redundant database servcrs, out which are high-speed processors 
running the Windows NT operating system. The database server provides information about 
the call routing, and the user preferences. 

Hamilton has organized its relay workstation software making it easy for the CA to keep track of 
the originating and rerminating parties. Everything typed to or typed by the originating party is 
in capital letters. Everything typed to or typed by the terminating party is in lower case. Each 
party has its own "window" making the system even more efficient - one box contains the text 
conversation received and the other box contains the conversation typed by the CA. Because 
Hamilton can process a variety of call types, including VCO to TTY' in which the CA types to 
both parties, Hamilton has established an easy mechanism that allows CAS to dictate and change 
which party receives typed communication. The workstation has the ability to abbreviate 
standard messages (macro keys:l and handle them with one keystroke rhus saving call set-up, 
connect and wrap-up time. The workstation can also be monitored by the supervisor 
workstation for training and quality assurance purposes. All of these features assist the CA in 
controlling the flow of the conversation, assuring that clear conversation takes place, white at 
the same time promoting efficiency at the workstation. r* 
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Step Six - Call Travels Back to Switching MatrixlBilling Record Created: A call 
record is made for every call attempt through the relay system. Calls that are incomplete or local 
calls will be analyzed for purposes of providing the necessary reports and for management 
purposes. If the call is an interlata or intraIata call, the calier’s carrier of choice terminates the 
outbound portion of the call and the necessary information digits, calling and called number are 
forwarded over the circuit so that that interexchange carrier can bill the customer directly. 
Hamilton is providing equal access in the same manner as suggested by the Interexchange 
Carriers Compatibility Forum as prescribed in 1993. Hamilton connects with the interexchange 
carriers electing to participate in relay equal access. Hamilton uses all call records to buiid its 
reporting information for the TRS Contract Administrator. 

Step Seven - Traffic Reports: Another software tool is utilized to obtain the necessary 
management reports produced by the relay service. These reports contain information about 
average answer seconds, abandoned calls, average work time per call, connected call counts, 
average call length, CA productivity, etc. 

Step Eight - Outgoing Calls are Transported Out (Please refer back to the 
network diagram in Attachment 1): The outgoing traffic from the relay center travels the 
same type of facilities moving back out of each center as the incoming calls did coming into each 
center, with the exception that the various segments of the network are accessed in the reverse 
direction. Also any interlata or intralata calls go out over the caller’s carrier of choice. Hamilton 
rooutes local and EAS outgoing calls over and the IXC’s network. All of this routing takes place 
from the Florida relay center. 

7. Availability of System to Users 
Hamilton will operate the Florida Relay Service 24 hours a day, seven days a week. Included in 
this service is 24 hour customer smi t e  S U D D O ~ ,  Hamilton will relay local, intrastate interstate 
and international calls that originate or terminate in Florida. Hamilton puts no restrictions on 
the length or number of calls placed by customers through the relay center. Hamilton will 
continue to do so for the State of Florida. 

8. Minimum CA Qualificationmesting - 

Hamilton Telecommunications is subcontracting with Society’s Assets, Inc (SAI) to provide 
Communication Assistant Services. Hamilton and SAT understand the Communication 
Assistants’ Proficiency requircments and will comply. Hamilton’s and SAI’s entire training 
program is to designed to teach employees to always be courteous, considerate and efficient 
when dealing with customers and the general public. 

Hiring Procedures 
A four tiered screening process is used by the SAT to determine whether applicants meet the 
criteria required to work as a CA: 

First, a typing test is given to determine the typing speed and accuracy of each applicant. 
Only those applicants with scores of 55 wpm are moved to the second stage of the screening 
process. This Iesting procedure is aimed ar identi$ing applicants who have the ability to 
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type a minimum speed of 515 words per minute within a one percent spelling error margin. 
The applicant will type every word shelhe hears on the recording without the requirement of 
typing capitals or punctuation. The auditory script consists of five paragraphs and is scored 
at 100 words per minute without typing errors. T h e  timing of the test is five minutes. In 
addition a typing test is a cr.itical part of the annual evaluation for dl CAS. 

0 

a 

Second, a spelling test is administered. This tesr consists of a dictated beginning college level 
conversation with 30 words targeted for spelling accuracy. The applicant listens to words in 
contextually correct sentences via dictaphone and rypes the test words correctly. The passing 
criteria is four or fewer speliing errors per test. Only those applicants with four or fewer 
mistakes are moved to the third stage of the screening process. 

Third, when an applicant successfully passes the spelling and typing test they are given a 
VoicinglDiction Skills Test which ascertains a persons ability to speak clearly and to voice a 
variety of voice inflections. 

Fourth, when the applicant successfully passes all tests they are invited to a personal 
interview. The interview is designed to ascertain the applicant’s ability to handle difficult or 
stressful situations, foilow the Code of Ethics and Pledge of Confidentiality. 

The Human Resources Managcr (HRM) evaluates each applicant based upon the cumulative 
results of all four tiers of the screening process. If the t t s t s  show the applicant’s skills and 
abilities match the profile estab1,ished for a successful CA, references will be checked and the 
applicant will be offered a position, 

Relay Accurately Without Intervening 
SMs philosophy focuses on customer control over their call. Communication Assistants are 
trained to voice verbatim what .is typed and to type exactly what is said. The C A ’ s  role is to 
facilitate the communication arid to provide status to the two parties. C A ’ s  are trained not to 
intervene, since doing so would be breaking confidentiality and would mean termination. If the 
customer requests interpretation, TRS will do so. See section 5.3 for specific training 
information. 

a. Basic Skills In English Grammar 
When a CA applicant successfully completes and passes the typing and speHing tests, they are 
invited for an intervicw with the Human Resources Assistant. At this time interview questions 
are asked and a voicing skills te:;t is administered. Applicants are tested on the following voicing 
skills: 

Conveying appropriate voitx inflection 
Conveying appropriate emotions 
Pacing 
General reading ability 

0 

0 Use of English grammar 
Speaking with clarity of diction 
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b. Typing Speed 
S A I  uses an auditory typing test to determine the typing speed and accuracy of each applicant. 
This testing procedure is aimed at identifying applicants who have the ability to type a 
minimum speed of 5 5  words per minute within a one percent spelling error margin. In order to 
simulate relay conditions, the typing resf is given with the use of a dictaphone. The applicant 
will type every word shelhe hears on the recording without the requirement of typing capitals or 
punctuation. The auditory script consists of five paragraphs and it is scored at 100 words per 
minute without typing errors. The timing of the rest is five minutes. In addition a w i n g  test is 
a critical part of the annual evaluation for all CAS. The expectation for all new CAs is that their 
'yping speed will increase to a minimum of 60 wpm by their one-year anniversary date. 

c. Spelling Skills (12th Grade Level) 
All CA applicants must pass a spelling test during their initial testing. This test consists of a 
dictated beginning college level conversation with 30 words targeted for spelling accuracy. The 
applicant listens to words in contextually correct sentences via dictaphone and is required to type 
and spell the test words correctly. The passing criteria is four or fewer spelling errors per test. 
See the next page for the sample Spelling Test. The test administrator evaluates and confirms 
correcf spelling and determination of any spelling versus typing errors. 

d. Understanding Limited English 
. .  presented by a NAD Certified Initial CA training indudes a section called &J. Voi~h~lg 

Interpreter. This unit focuses on providing new CAS with a sample of the variety of calls relayed 
through TRS, in terms of language register and mode (e.g., English, PSE, ASL-gloss, MLS). 
This exposure assists new CAS in better understanding the diverse language used by the TRS 
customer base. Trainees are given an opportunity to practice voicing calls with varying registers 
and give each other constructive feedback on ways to make conversations flow more smoothly. 
SA1 trains CAs to understand customers with limited English skills and if requested will translate 
limited English to correct written English. 

e. Deaf Culture 
Initial CA training includes a number of sections dealing with the customer base, i.e.: 

Who Are Our Customers focuses on the various customers who rely on relay-- Deaf, Hard of 
Hearing, Speech Disabled. This section describes the different Ianguage and culture of the 
various disability groups. 
-With Custo mer$ gives general guidelines for a wide variety of situations when 
deding with people of different personalities and styles, as well as varying levels of relay 
experience. Emphasis is given 10 dealing with difficult situations, putting new relay users at 
ease, staying in a polite, professional and pleasant role as a C A  and how to maintain the 
professiona1 role without controlling callers. 
Relav User Panel includes a panel of relay users from the different disability communities, 
Deaf, Hard of Hearing and Speech Disabled who describe their life experience as well as how 
they individually use relay. 
Dispersed throughout the initial training are &5,L Breakaways presented by SAT staff 
proficient in sign language. The primary goal of these sessions are to introduce new CAS to 
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the visual language of signs a.nd to, teach basic sign vocabulary to assist new CAS in 
communicating with signing staff members. 
Laneuaw Acauisition training sessions utilize group discussion of a powerful documentary, 
“For a Deafsun ,, to begin to instill sensitivity towards Ianguagelintellectud differences in 
persons who are Deaf or Hxrd of Hearing, reinforcing SAI’s belief in nor judging customers. 
This film follows the struggles of a family faced with the realization that their son is deaf and 
the decisions they are then hced with regarding his upbringing. An SAI Staff Interpreter 
facilitates this session. 
ASL Voicing focuses on profiding new CAS a sample of the variety of calls relayed through 
TRS, in terms of language rt:gister and mode (e.g. English, PSE, ASL-gloss, MLS). This 
exposure assists new CAS in better understanding the diverse language of the TRS customer 
base. Trainees are provided :m opportunity to practice voicing calls with varying registers 
and then given constructive feedback on ways to make the conversation flow more smoothly. 

All of these training sessions provide the new CA with a strong overview of the user community. 
See Attachment 7 for the SASS mining manual. 

In addition, SAI offers on site sign language courses for all staff, so they can continually improve 
ASL skiIIs and learn more about the Deaf community. 

f. Ethics 
Code of Ethics 
These standards of conduct, a h g  with those elaborated on in the “Pledge of Confidentiality”, 
(see number 17) consritutes the guiding principles behind all CA operations. 

e I M L L  NOTR€?EAL IDENTIFflNG INFORM4TlONABOUTRELAY 
G E L S  OR COPJSUMEm TO ANYONE, WHILE I A M M P L O Y E D  AT TRS 

I WILL M N Z A I N M Y A N O ~ I I Y  WITHALL CONSUMERS. 

OF THE RELAY PROCESS. 
I WlLL NOT COUNSEL, ADWSE OR INTERJECTPER5ONAL OPINIONS 
DUHNGRELAY 

OR AFTER r LEAVE 

I W ~ L L N O T A C T O ~ ~ I N F O ~ T I O l V  THAT1LEAR.N WHILEPART 

SAI shall hold all d l s  and all related information in strict confidence and act in a professional 
and courteous manner at all times. SAI CAS and all other WTRS staff are required to sign a 
detailed pledge of confidcntiality (See number 17) that includes a point by point outline of 
exactly what confidentiality means and provides clear examples for easy application. Any call 
related conversations necessary will take place in a private area of the relay center during work 
time. 

Call specific information (if necessary to resolve a problem} will not be discussed with anyone 
who is not employed at the relay center at any time. No records of call content is kept aftcr call 
termination. All staff are required to attend initial and foilow up training related to the Pledge 



of Confidentiality I Code of Ethics including a video of descriptive scenarios and 10 review the 
Mental Checklist presented below: 

WHO WILL I 
DISCUSS IT WITH? 

Supervisor, Sup Aide, 
CA Support Meeting, 
other CAS or Admin 

DO I NEED TO 
TALKABOUT 
THIS CALL? 

WHERE WILL WE 
DISCUSS IT? 

CA area, private area, 
CA Support Meeting 

Share frustration 

Staff 
Supervisor, Sup Aide, Share frustration 

Gain insight on 
improving job 
performance 
Gain insight on 
improving job 

Private area 

performance 
Expect Customer 

Supervisor, Sup Aide, 
CAS in Support 

will call in to give 
feedback (positive or 
negative) 

Talk just to have 
something to 
saylshare common 
ground with 
otherslgossip 

CA area, private area, 
CA Support Meeting 

WHAT WILL I 
DISCUSS? 

Meeting, Admin Staff 
Supervisor, Sup h d e ,  

no need to reveal 
ANY identifying 
information 

Private area 

need to reveal 
relevant identifying 
information 

Supervisor, Sup Aide, 
other appropriate 
Admin Staff (who is 

no need to reveal 
ANY identifying 
information 

Private area 

need to reveal 
relevant identifying 
information 

appropriate depends on 
the specific situation) 
No one (at TRS or 
outside of TRS) 

No place 

need to reveal 
relevant identifying 
information 

d 

- .- 

Don’t - serves no 
purpose 

other Admin Staff 

other Admin Staff 

Guidelines To Using the Mental Checklist: 
If it’s not ESSENTIAL for another person to know about the call then do NOT 
talk about it. 
If it IS ESSENTIAL that someone know about the call, THINK about what 
specific information is essential to share in order to resolve the situation. The  
answer is different in every situation, because every call is different. 
Never talk about calls, even in general terms, in the break room, rest rooms, or 
other public areas. TRS has visitors and workers who come in from time to time. 
Ir is NOT professional for them to hear people talking about calls - even in 
general. 

After new CAS have been processing calls for rwo weeks they are S ~ I I K  to an additional 
confidentiality review and discussion session. At this time, CAs review and are provided the 
opportunity to  darify any “gray” areas that were noted during their first two weeks. From initial 
interview throughout the training program and daily on the production floor, it is repeatedly 
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stressed that confidentiality, customer satisfaction and ethical behavior on the part of all TRS 
sraff is essential. 

When a complaint is made, or there are allegations of a breach of confidentiality, the Program 
Director shall suspend the employee immediately until a complete investigation can be done. 
This investigation shall be concluded within 5 business days. The Director shall then meet with 
the employee regarding the findings. The suspended employee shall receive back pay from the 
date of suspension if there is no finding of a breach of confidentiaiiry. The employment of relay 
personnei who, after invesrigation, are found to have violated the confidentiality rules are 
terminared. This individual will not be eligible for re-hire. All call information will disappear 
from the screen upon termination of each call. Consoles do not have the ability to store data or 
text. 

While concerned about a positive working environment for employees, SAI and Hamilton will 
insure that the TRS Center meets the confidentiality needs of customers. The work stations are 
arranged in such a manner to insure privacy. Thcy will have walls preventing others from seeing 
what is ryped andlor 0verhearin.g conversation content. As a self contained arca, general public 
access to the relay center is 1imii:ed to the reception area. 

All entrances, other than the reception area entrance, will contain electronic combination locks. 
No one outside of those directly associated with the relay center will have access to thc 
cornbination. 

I E l E C O M M  W N l C & l l O Y ! i  
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ETHICAL DECISION MAKING 

1. Q) A TTY’ user calls and asks you, the CA, how to make a relay call. What do you do? 

A) The CA will give the Ill’ user the Customer Service phone number or call a supervisor. 

2. Q A voice caller asks you, the CA, how to get in touch with the Customer Service 
Manager’s wife. What do you do? 

A) The CA will call a supervisor. 

3. Q) At the end of a relay call, the IITY user asks you to repeat a telephone number given in 
their last cdI. That call is still on your screen, and will be until the originator hangs 
up. What do you do? 

A) If the terminator is still on the line the CA will direct that question to the terminator. 
If the terminator has disconnected, the CA wiIl type, “Sorry, TU policy does not allow me 
to retrieve information from a previous call.” 

4.  Q During a relay call, the voice consumer asks you if the TTY user is a fast or slow typist. 
How do you respond? 

A) The CA will say, “Sorry, I a m  not allowed to give out that information. My job is only 
to facilitate the call.” 

5 .  Q A f t e r  you have disconnected from the voice terminator, the TTY originator asks you if 
the voice consumer sounded polite. How do you respond? 

A> If no voice tone was typed during the call the CA may give that information when 
asked. 

6. Q) While leaving a message on a voice person’s answering machine, you notice that the 
TiT user has typed the wrong number for relay. What do you do? 

A) The CA will relay what was typed verbatim unless the number appears garbled, then 
will ask the TTY customer to repeat. 

7. Q) While relaying a d1, the voice consumer is having a side conversation with another 
person. They are talking about the TTY user, saying how stupid he is and how this call 
is going to take forever. What do you do? 

A) The CA will relay what is typedlsaid verbatim. 

T I L I C O M M U N I C A T I O H S  
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8. Q During a call between sweethearts, thc TTY user asks you to speak in a sexy, 
seductive voice. What do you do? 

P 

A) The CA will speak in s,exy, seductive voice. 

3. Q A TiY user requests a male CA. What do you do? 

A) The CA will call a Supervisor who will transfer the call to a male CA. 

10. Q Y o u  are relaying a call where a voice consumer (WTRS staff interpreter) is calling a TTY 
user ( W R S  Customer ~ k v i c e  Manager) to call in sick. You hear a lot of people talking 
and laughing and loud music playing in the background. What do you do? 

A) The CA will relay call :as usual including background sounds and voice tones wlo 
judgment or interference. 

11. Q While relaying a call, the voice consumer tells the TTY user that you, the CA, were 
hitting on him and asked him out on a date. How do you respond? 

A) The C A  does not respond but continues to relay the call verbatim. 

P. 12. Q) While relaying a call, you hear a child being spanked and slapped. The child is 
screaming uncontrollable. What do you do? 

A) The CA will relay call as usual including background sounds and voice tones without 
judgment or interference. 

13. Q A T’TY originator types “help help emergency call to 91 1 my husband not home from 
work!!!” W h a t  do you d.o? 

A) The CA will dial 91 1 as instructed by the TTY originator. 

g. Confidentiality 
Confidcntidiry is critical for all reiay providers. SAI and Hamilton stress confidentialiry to all 
employees of the relay throughout the training process, as well as during their continued 
employment. 

0 In the initiai interview confidentiality is discussed. SAT wants people to know before they 
are hired the importance of confidentiality at the center. 
O n  the first day of training, the Pledge of Confidentiality is explained and all personnel are 
required to sign it. A member of the Management Team shows a video of descriptive 
scenarios related to confidentiality and leads a one hour in-depth discussion. 
During all sessions of training confidentiality is discussed. Sticky situations are reviewed and 
CAS are coached on appropriate and inappropriate actions. 
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Late in the rraining, one of the staff interpreters explains the correlation berween the 
Interpreter’s Code of Ethics and the C A ’ s  Code of Ethics. 
Two weeks after the initial training, the new CAS are sent for a follow up review on 
confdentiality. This is an opportunity to clarify “gray” areas that were experienced during 
their first m o  weeks of call processing. 

4 

From initial interview throughout the training program and daily on the production floor, it is 
repeatedly stressed that confidenridity is the one area where there is absolutely NO flexibility. 

All call information automatically disappears from the screen upon termination of each call. No 
records of call content are kept. Consoles do not have the abiliry to store data or text. In the 
joint operation of the current TRS Center, SAI and Hamilton have taken extensive measures to 
insure that the facility meets the confidentiality needs of our consumers. As a self-contained 
area, general public access to the relay center is allowed only to the reception area. Access to the 
relay center is only permitted to employees with key cards. No one, outside of those directly 
associated with the relay, will have access to the relay center. 

The Pledge of Confidentiality (included below) is intended IO clearly detail in a point-by-point 
fashion exactly what confidentiality means. 

h. Clarity of Speech 

are trained on using appropriate tone of voice in order to successfully facilitate a relay call. The 
SAI feels strongly that voice inflection is critical to a good relay call. During initial training CAS 

CA Team that shares the responsibiliry for teaching this unit focuses on the importance of 
maintaining a professional demeanor as a CA while processing the call in a natural, 
conversational manner with the proper voice inflection. The instructors use cartoons, relay 
scripts and hands on experience co allow CAS to practice and receive feedback on their voicing 
ability. 
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In addition throughout the training, during practice calls and times spent with mentors, the new 
CAS are given regular feedback on their voicing ability. 

Basic Etiquette Skills 
SAZ and Hamilton hope to atrract the same type of candidates for CAS in its Florida Relay 
Center. SAI trains ail CAS on appropriate eriquette 10 be used on relay calls. This is done 
during training on Deaf culture and is also emphasized during practice calls throughout the CAS 
initial training. SAI follows guidelines set forth by Telecommunications for the Deaf, Inc (TDI). 

Proficiency Exam ination 
SA1 administers a proficiency test to each new CA at the end of the initial training to assess 
trainees readiness to handle jive relay calls on their own. Trainees must demonstrate proficiency 
in dl areas before they can become a CA. Testing includes simulated relay calls to verify that the 
CA is able 10 put aI1 the concepts taughr: in training together and is able to  do a variety of relay 
calls proficiently. 
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Testing Procedures 
SAI administers follow-up testing at 3 months, 6 months and annually to all CAS. Testing 
includes monitoring of calls, policy and procedure understanding and a typing test. SAI and 
Hamilton will also work with the Department and the TRS Administrator to hrther refine and 
develop pre-employment aptitude tests and on-going testing to be used subsequent to 
employment. Any CA who cannot pass the test within a 3-month period shall be removed. 

SA1 Goes Beyond Minimum Requirements 
Many professionals across the cimntry who are deaf, hard of hearing or speech impaired have 
often expressed interest in having a specialized telecommunication relay service tailored to their 
needs, eg., CAS with a better command of business language, legal and medical terminology. 
Such professionals have also expressed a willingness to pay extra for such a service. The problem 
has been that most relays employ CAS with only high school Icvcl education or less. 

SAI has solved this problem and has been addressing this need for the past seven years (at no 
extra charge to either this group of professionals or the State). Over seventy percent (70%) of 
SAI’s CAS have a post high school education and over 35% have Bachelors degrees with many 
having Masters and Doctorates. Professionals that have used SAI CAS have been positively 
impressed with the qualitative difference, when compared to other relay experiences they have 
had in their travels across the country. - 
CA Performance Monitoring 
Hamilton, through its advanced relay platform, has established a unique “remote” call 
monitoring system. Hamilton uses this call monitoring system to perform monthly evaluations. 
On the foIlowing page you will find the form used to evaluate Communication Assistants. Such 
things as procedures, language, voice quality, decorum, and professional knowledge and skills are 
evaluated each month. 

Hamilton believes quality assurance is of the utmost importance. As a result, Hamilton has 
an enure department that is re:sponsiblt for monitoring Communication Assistant quality 
within each relay center. Quality personnel perform the evaluations and supervisors ucoach” 
CAS on a daily basis. 

Hamilton is constantly monitoring its Communication Assistants. Formal call evaluations are 
completed each month as well as informal “spot checking” every day to insure that 
Communication Assistants are performing propcrly on every call. Hamilton uses NO different 
tools to monitor CA quality. The first form is used to “score” the CA on such functions as call 
processing, typing, spelling and other basic call functions. The second form is used to measure 
decorum. This includes such things as confidentiality, uses professional judgement, 
understanding of deaf culture, attendance, ctc. 

The following paragraphs outline our monthly quality assurance process. As you can see, 
Hamilton pacts a very strong mnzpbasis on quulity assurance, We are continually maluting our 
qm1S’ty meusurmmts and conirinlcally %raising tbe bar” so tbut are CAS are constantly 
improving. 

F 
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The Supervisor and Quality Assurance Supervisor is able to remotely monitor Communication 
Assistants so that the CA does not know when helshe is being monitored. Cdl monitoring can 
be performed at any time to ensure that all CAS are delivering high quality service on each call. 
Feedback is immediately given to each CA upon the completion of call monitoring. 

Scores from the call moniroring process are calculated and given to the CA so that progress and 
improvement can be tracked each month (see the following page). In addition, a “center” report 
is generated that allows Hamilton to monitor overall quality improvements. This system allows 
Hamilton to set quality improvement goals for individuals as well as for the entire center. 

It is throueh th ese tvr, es of systems. that Hamilton can deliver the hiehest - qud itv I relay service 
to the Smxe of FIorida. In addition, because it is an in-state ce nter. these qual+ 
measureunts can b e adamed to meet the chancinp needs ofth e relav communitv in Florida. 

CA Supervisors will be in constant contact with their assigned team of CAS. A CA Supervisor 
monitors CAS while they are performing their job a predetermined number of times on a 
monthly basis: 

0 CA Tenure 0-3 months = monitored a minimum of five times per month 
C A  Tenure 3-6 months = monitored a minimum of four times per month 
CA Tenure 6 month to one year = monitored a minimum of three times per 
month 
CA Tenure of one or more years = monitored a minimum of two times per 
month 

Strict criteria is used to measure whether CAS are exceeding, meeting or not meeting SASS 
expectations. M e r  CAS have been monitored, their Supervisor meets with them one-on-one and 
provides concrete feedback on how they are doing. If further training is indicated, the CA 
Supervisor coordinates and facilitates that with the CA. 

New CAS will be required to complete a written policy and procedure test after 3 and 6 months 
(respectively) of employment. If the CA Supervisor detects an area of weakness, retraining times 
are scheduled immediately. If a customer provides feedback OD a CA, it is given to the C A  via 
their CA Supervisor. When customer feedback involves issues of quality the CA Supervisor 
reviews correct procedure with the CA and retrains if needed. CAS’ annual evaluations are based 
on customcr feedback, direct call processing monitored by the C A ’ s  primary Supervisor, 
auditory typing speed and the written policy and procedure tesr. CAS are tested at least 
annually. 

In addition, SAI will provide monthly group training sessions in which CAs learn or review 
policy and procedures which have been identified as problem areas. These meetings are also an 
opportunity for CAS to learn from others’ experiences in applying the policies and procedures to 
various call scenarios. CAS are additionally provided regular opportunities for on going training 
such as “Group Facilitation Skills”, “Stress Management”, Ergonomics Video Series”, and ”ASL 
Classes”. 
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9. CA Training 
SAI strongly believes a team approach to training is the best way to train new employees and 
therefore all members of the adrninistrarive st&, and many seasoned CAS act as trainers for the 
initial training. Additionally SA1 continually recruits individuals from the community to 
participate in training who have expertise in various disability issues. 

Basic Cali Processing 

vco VCO call handling. 

Miscellaneous Calls 

Policieslprocedures for relaying 
basic calls. 

9 1 1, answering machines, dtmf, 
recordings. 

Technical aspects of relay. 

COC, Third Party, Calling 8r 
Credit cards. 

Technical Aspects 

Billing 

HCO HCO call handling. 

SAI provides on site, 80 hours of customized training for all new hires. This total represents 60 
hours of classroom instruction, i:elay simulation, group and panel discussion, followed by an 
additional 20 hours of hands on experience under the expert guidance of a CA Mentor. SAI 
uses both simulated and live on-line call handling. 

8;5  hours 

2 hours 

2.50 hours 

30 minutes 

1.75 hours 

1 hour 

SAI has learned that the amount of technical information necessary to absorb at first, can 
become overwhelming. Therefore, SAI believes it is critical to providc a considerable amount of 
hands on application of what has been taught in the training units. For this express purpose SAT 
has developed an excellent memorship program which is described later in this section. 

r‘ 

S A L  like many other relay providers, contracted with Telecommunications for the Deaf, Inc. 
(TDI) for the first TRS introductory CA training. Since that time, SM’s own CA training 
program has evolved far beyond. any available from any outside tnrity such as TDI. It is based 
on years of experience in the relay business and is tailored specifically for our customers. The 
quality of CAS graduating from this training program has become so widely recognized over the 
years, that other relay centers have asked SAX to assist in setting up their own CA training 
pro grams. 

The following represents a general overview of the classroom portion SAI’s training program for 
new CAs: 

Technical Training Issues - 19.5 Hours Total Consisting Of: 

Two-Line VCO 1 Two Line VCO call handling. 1 1 hour 1 
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Observing callslcoachinglpractice 
calls 

15.25 hours 

Ergonomics Correct physical & equipment 
adiustments I behavior 

1 hour 

m- to vco I r vco to TTI 
VCO to TTY and TTY to VCO 1 1.75 hours 

1 Questions on all call Open discussion. I 30 minutes 

CulturallSensitivity Training Issues - 18 Hours Total Consisting 0 .. 

CSD infolrelay history; TTY use 
Drotocol. 

30 minutes Customer Service I TTY 
Etia uette 
Deaf Culture Language, behaviors, social norms 

and attitudes. 
1 hour 

Pcrsonncl Handbook Internal policies. 1.75 hours 

3 hours Meaning, importance l practical 
applications. 
ASL awareness I vocabulary. 

Confidentiality I Code 
of Ethics 
ASL Breakaways 2 hours 

Language Acquisition Awareness of communicarion 
ovtions I sensitivitv. 

1.5 hours 

ASL Voicing 1 hour View various registers of 
conversation. 
Tim & cooine skills. 2 hours Dealing with Customers 

Deaf Panel Develop comfortable rapport wl 
deaf staE, customers. 

1 hour 

General Relay Voicing Voice tone, inflection to be used on 
relay calls. 
Understanding customer 
perspectives & their origins 

1.75 hours 

1 hour Who are Our 
Customers? Needs of 
hearing and speech 
disabled & dual sensory 
imaaired users. 

1.5 hours Relay User Panel Customer perspectives. 

Relay Call Simulation - 16.25 Hours Total Consisting Of: 

Mentoring 

1 tlternai Matters: Total of 6.25 hours consisting of Ice Breakers; Administrative 
papenvork; Scheduling: Settling in time; Lunches and Breaks. 
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Hands on Training: Fol1,owingthe classroom training the new CAS are teamed with 
mentors and spend an additional 20 hours relaying actual calls while receiving feedback and 
advice from the seasoned mentor. The mentor works closciy with the trainer to determine if the 
new trainee is capabie of handIing live calls on his or her own. 

In order to provide comprehensive, well-rounded training, covering a range of different 
perspective, it is SAI’s practice t ’ ~  involve a variety of staff in the New Employee Training. 
During the course of any given training, all of the following experienced personnel are utilized: 

Facilitators (Two Experienced Communication Assistants): These peer 
Facilitators are CAS who have b’een selected by the Supervisors for their exemplary performance 
and ability. C A  Facilitators are responsible for keeping the new CA training moving smoothly 
and to answer questions as thcy arise. Most CA Facilitators have been CAS for two or three 
years. 

Human Resources Manager (HRM): The HRM is a welcomed familiar face for dl 
new CAS (since that is who they went through the screening, interviewing and hiring process 
with). The HRM discusses internal matters such as employment and insurance forms as well as 
participating on the Deaf Panel. 

Customer Service Representatives (CSRS): C S k  are responsible for handling 
the Customer Sew icelTTY Et i cwte  . D eaf Culture and ASL Breakaway portion of the training, 
and participate in the Deaf Panel. 

SUpel’ViSorS: The CA SuEiervisors are responsible for all technical and call processing 
segments of the training, including: &sic Call Processing, VCO. M iscellaneous Calls, Billinv, 
Two Line VCO. VCO to Tm-and HCO. 

Trainer: The trainer oversees the full course of training from sfart to finish, teaches technical 
sessions and administers the post training proficiency test as well as working to continually 
improve the training. 

Mentors: Mentors are CAS who: 
have worked as a C A  for at least 6 months and have satisfactorily completed their lasr 
performance review; 
have been recommended by their primary Supervisor based on their ability to relay calls 
independently, to teach others those skills, and their positive attitude toward customers 
and co-workers; 
have the approval of the entire Supervisory Team 

Mentors spend approximately 15.25 hours of one-on-one classroom time with each new CA 
during the first week of training. Mentors handle actual calls while “wallung” ncw CAS through 
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each process. The mentor obsewes the new trainee, does calls and offers tips and constructive 
feedback. 

Program Director (PD): The PD conducts the first Confidentialiry session, impressing 
upon new CAS the critical importance of abiding by the CA Pledge of Confidentiality. 

Scheduling Supervisor: The Scheduling Supervisor, the resident expert in analyzing 
and implementing the staffing schedules, explains internal matters such as how to request time 
off and schedule changes. 

Staff Interpreters: SAI interpreters, skilled in the facilitation of communication between 

Voicing and the Language Acauisition portions of the training. 
ASL users and English users, share responsibility for conducting the Codc of Eth  *u, BSL 

Voicing Corn m ittee: The Voicing Committee is a group of CAS who have developed 
and been approved to provide training on Voicinz relay calls. Most CAS on this committee have 
over two years CA training experience. As trainers they share their firsr hand experience and 
serve as positive role models to the new CAS. 

Relay Users: A panel (comprised of one person who has a speech disabiliv, one person 
who is hard of hearing and one person who is deaf) talk about how they use relay, which features 
they use, what aspects they like and don’t like, and what to them signifies quality. This panel is 
recruited from the community and is paid for their time. This panel is the highlight for many 
new CAS and leaves a lasting impression on the new trainees. SAI continually selects recruits 
people from the community to be involved on the panel, since we feel strongly that people in 
the community are the experts and it is essential thar we include them in the training. 

Note: Using this “training faculty” approach (opposed to having just one or two trainers on 
staff) allows SAT to take full advantage of a wide range of TRS expertise, experience and 
knowledge that no one individual can possess. 

Training Manual 
The complete SAI training manual can be found in Attachment 7 

Proficiency Test 
SAI administers a proficiency test to each new CA at the end of the initial rraining to assess 
trainees readiness to handle live relay calls on their own. Trainees must demonstrate proficiency 
in all areas before they can become a CA. 

In order to accommodate rhe variety of schedules of new C A  availability, SAI has developed two 
different training schedule templates. One training schedule occurs during regular business 
hours, and the other occurs during evening and weekend hours. Normally there is at least one 
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F group of new CAS being trained each month in order to keep pace with increasing service 
demands. 

Training Content Overlvi ew 
The following offers a brief narriative description of new CA training units: 

Technical Training Units 

Basic Call Proceqsing - This unit is designed to familiarize new CAs with policy and 
procedures for relaying basic ca1l.s (with no special features requested by consumers). Emphasis 
is placed on breaking down the processing of basic calls into individual steps, so new CAS can 
begin to learn the procedures. h o t h e r  large portion of this training focuses on having new CAS 
participate in placing simulated calls so they understand the different perspectives when one is a 
CA, a TTY user or a voice user. 

Due to the length of time neces:sary for this session, it is divided into two time slots, the first 
lasting 3.5 hours, focusing on TTY Originators calling Voice Terminators and the second 
lasting 3.75 hours focusing on Voice Originators calling to T I Y  Terminators. 

Cat1 Handling - This is a 2.5 :hour unit, in which new CAs are instructed in general concepts 
related to handling “normal” rday calls. Here specific call handling policies and procedures as 
well as expectations CAS are held accountable for each time a relay call is placed, are discussed. 
A SA Supervisor conducts this session. 

Voice Carrv Over - This unit teaches new CAS how to set up a VCO call on the keyboard 
and how to apply the current policy and procedures. The bulk of this training session 
concentrates on the two basic types of VCO calls (Le., originators requesting VCO and 
terminators requesting VCO). Two CA Supervisors present this 1.5 hour unit with two CA 
Training Facilitators assisting z; TTY and Voice Users. 

Miscellaneous Ca II Procmssinq - This unit is intended to familiarize new CAS with the 
technical set ups, as well as the ,policies and procedures for call types which are not typical, 
everyday relay calls. Ncw CAS are shown how to handle various situations (e.g. emergency calls, 
answering machines, recordings, automated systems, pagers) with emphasis on what the C A  role 
is, and clarification regarding which situations require guidancelassisrance from a Supervisor. A 
CA Supervisor leads this 2.5 hour session. 

Technical Aspects - This unit shows new CAS how to track technical problems, and to 
know when to call for a Supervisor. Emphasis is given to showing new CAS how to fill out 
technical problem report forms, giving cxamples of when the CA must call a Supervisor, how to 
use the Supervisor key and giving various tips on how the CA console and equipment works. A 
CA Supervisor provides this hour long unit using the data capture sheets and a tape recorder to 
let CAS listen to the differences bcnveen Baudot, ASCII, and Fax tones. r- 



Billing - This unit provides instruction which familiarizes new CAS with dl the different billing 
options, and correct policy and procedures for each option (c.g., collect, person-to-person, third 
party, credit card, carrier of choice, calling cards). Major emphasis is placed on how to set up 
each billing procedure. A CA Supervisor leads this 2.5 hour training unit with the assistance of 
an experienced CA, one of the CA Training Facilitators, an overhead projector and a list of 
phone numbers, credit card numbers and calling card numbers for demonstration purposes. 

4 

Hesrina Carry Over - This unit provides training which familiarizes new CAS with the 
“how’s’’ of HCO set up on the keyboard, as well as the correct poIicies and procedures for 
conducting a successful HCO relay call. Emphasis is placed on the two basic types of HCO 
d l s ,  and specid tips are given regarding specific aspects of HCO calls. One CA Supervisor is 
assisted by two CA Facilitators to provide this 1.5 hour unit. CA’s are given an opportunity to 
experience receiving and placing a number of practice HCO relay calls. 

Two-Line VCO - This unit instructs new CAS in two-line VCO technical set up, as well as the 
correct policy and caII handling procedures. Emphasis is given to understanding the concept of 
Two-Line VCO and what the C A ’ s  role is. One CA Supervisor teaches this 1.5 hour session 
using an experienced SA to assist with the technical set up and one of the CA Training 
Facilitators to play the role of the Two-Line VCO Call Originator. The SAI Two-Line VCO 
video tape is also shown. 

Cultural Sensitivity Training Units: 

Customer Service and l T Y  Etiquette - This unit introduces new CAS to the Customer 
Service Department’s responsibilities and basic TTY etiquette. General information about the 
TRS and the history of relay is provided. Basic TTY etiquette is introduced to give new CAS an 
understanding of this type of telecommunications equipment and its standard rules of use. One 
Customer Service Representative leads this one hour session. 

Deaf Culture - This unit has the primary goal of familiarizing new CAS with Deaf culture and 
the Deaf community, in particular the language, behaviors, social norms and attitudes and how 
these are viewed by andlor directed towards Hearing peopie or people outside of the Deaf 
culture. An emphasis is placed upon exposing new CAS to the culture of a large portion of 
TRS’s customers, and to assist in rhe understanding of differences (both real and perceived) 
between Deaf and Hearing cultures. 

A Customer Service Representative, who is Deaf, presents this one hour session. A wipe Away 
Board is used for illustrative purposes, as well as selected excerpts from a five volume video taped 
series entitled “An Introduction to American Deaf Culture”, by MJ Bienvenu and Betty 
Coionomos. 

CA’S Code of Ethics - This unit informs new CAs of the importance on confidentiality and 
how the code of ethics in relay evolved from the original sign language interpreter’s code of 
ethics. Detailed illustrations demonstrating whey confidentiality is imperative are provided, 
along wirh many hypothetical situations for discussion in order to familiarize new CAS with 4 
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SAI’s policies regarding these areas. The thought process behind discussing ANY relay dl 
(following “The Mental Checklist”) and the best ways to avoid breaching confidentiality are 
discussed. 

The administrative s t a f f  person providing this session uses a range of materials, including copies 
of the CA Code of Ethics (adaped from RID Code of Ethics); Pledge of Confidentiality; 
Mental Checklist; and “Ethical Decision Making”. 

ASL Breakaww - These sessions are designed with the primary goal of introducing new 
CAS to the visual language of sign, along with teaching some basic sign vocabulary to assist new 
CAS in communication with sig,ning staff members. “ASL Breakaways” are provided by signing 
staff members and last 30 minutes each time. 

Lanauaae Acquisition - This unit utilizes group discussion of a powerful documentary, 
entitled “For a Deaf Son”, to be:gin to instill sensitivity towards languagelintellectual differences 
in persons who ate Deaf or Ward of Hearing, reinforcing SAIs belief in not judging customers. 
This film follows the struggles of a family faced with the realization that their son is deaf and the 
decisions they then encounter regarding his upbringing. An SAI Staff Interpreter facilitates this 
session. 

ASL Voicing - This unit focu.ses on providing new CAS a sample of the variety of calls relayed 
through TRS, in terms of language register and mode (e.g., English, PSE, ASL-gloss, MU).  
This exposure assists new CAS in better understanding the diverse language used by the relay 
users. Trainees are provided an opportunity to practice voicing calls with varying registers and 
then given constructive feed balh on ways to make the conversation flow more smoothly. One 
of the Staff Interpreters is used to present this two hour session. An overhead projector is used 
to display transparencies containing language samples. 

)4 

Dealing with Custo mers - This is a unit in which new CAs are given general guidelines for 
a wide variety of situations dealing with people of different personalities and styles, as well as 
varying levels of relay experience. Emphasis is given to dealing with dificult situations, putting 
new relay users at ease, staying in a polite, professional and pleasant role as a CA and how to 
maintain control of the professional role without controliing callers. A CA Supervisor presents 
this 1.5 hour session. 

The Deaf Panel - The goal of this unit is to have new CAS become generally more familiar 
with some perspectives of Deaf culture. The format is of a casual and conversational nature, 
with the majority of time spent: as a question and answer period. 

General Call Voicing - This unit focuses on teaching new CAS the basics of using the 
appropriate tone of voice in order to successfully facilitate a relay call. The C A  Team that shares 
the responsibility for teaching rhis unit stresses the imponance of maintaining a professional 
demeanor as a CA while proccming the call in a natural, conversation manner. During this three 
hour training, a variety of techniques including cartoons, relay scripts and hands on experiences 
are used to accomplish this. 

F 
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Who Are Our dstomers - This unit is presented just prior to the Relay User Panel. The 
primary goal in this session is to enlighten new CAS with regard to the many different types of 
peopk the relay system serves. The focus is one of exploring customers’ varied backgrounds and 
differing perspective, and becoming more familiar with functional equivalence, and customer 
expectations. 

Physical causes of speech disabilities are discussed as weil as the implications these have regarding 
relay use (e.g., a person with cerebra palsy may have limited had use which would make typing 
slow, in addition to the inabiliry to speak.) One presenter from the administrative staff leads 
this cwo hour session and then continues as the facilitator for the “Relay User Panel”. 

Relay Users Panel - The panel will be composed of two persons who have speech 
disabilities, one person who is hard of hearing and two persons who are Deaf, all members of the 
relay using community recruited from around the State of Florida. New CAS often comment 
that this 2.5 hour panel is one of the mosr valuable portions of the training, due to the fact that 
they are able to see and hear first hand the experiences of these relay users. It is very helpful for 
the CAS to notice that what is very important to one customer may be annoying to another, 
thereby emphasizing the importance of never assuming anything abour callers or what they want 
in a relay call. 

4 

Hands On Training Units: 

Eraonomics - This unit instructs new CAS in the correct physical way to work. SAI is 
concerned about the welfare of employees, and strives to make work more comfortable while 
minimizing work-related injuries. As new information is availabte, it is passed on to all CAS, and 
ergonomic tips are usually given out weekly. Emphasis is on the proper way to adjust the 
equipment, and exercises that can be done to prevent injury. A CA Supervisor teaches this 1.5 
hour long unit, using the same chairs found in the CA production area, a vacant cubicle in the 
CA area for demonstrarion purposes and the SAI collection of exercise equipment. 

Mentoring - These sessions are provided by CAS chat have worked as CAS for at least 6 monrhs 
and have: satisfactorily completed their last performance review; been recommended by their 
primary Supervisor based on their ability to relay calls independently, to reach others those skills, 
and their positive attitude toward customers and co-workers; the approval of the entire 
Supervisory Team, are flexible with scheduling and willing to adjust to accommodate training 
time, and are under on written warnings. 

Mentors spend approximately 12 hours of one-on-one time with each new CA during the first 
week of training. During this first week, mentors handle actual calls while walking new CAS 
through each process and procedure being followed. During the second week of training when 
the classroom time is completed, Mentors spend an additional 12 hours per new trainee 
watching as they do firsr portions of calls and then entire calls themselves, offering tips and 
construcrive feedback. 

4 
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IO. Staff Training 
Supervisors hold Informational Meetings on a monthly basis with CAS to review procedures, 
share information and discuss dificult call situations. In addition SAI offers ongoing training to 
all relay center employees including management on a quarterly basis. Seminars may include 
updates on issues pertinent to rday service, including national and state regulation and 
legislation, deaf and disabled communities, technical and procedural changes, and prevention as 
it relates to stress and tension (e.g., Carpal Tunnel Syndrome), Le.: 

Deaf Culture 
Motivational Seminars 

Workplace Safety 
0 Leadership Training 

Stress Management 

Technological Changes 
American Sign Language (ASL) 
EthicslConfidentiality 

Alternatives for How to Deal with Difficult Calls 

Special Needs of hearing, speech and dual sensory impaired uscrs 

These seminars are held on a quarterly basis and will accommodate the different work schedules 
of relay center employces (each session is offered at three different times, Le., first, second and 
third shifts). ASL classes are offered in house on an ongoing basis by S A I  stafFskilled in sign 
language instruction. 

Following is a “sample” tentative s t a f f  training plan. As you can see, the plan avers  such topics 
as ASL, deaf culture, needs of hearing, speech and dual sensory impaired users, ethics, 
confidentiality, and emergency response. Hamilton wants each CA to grow in hislher ability to 
relay calls as well as its managers and supervisors in their ability to operate an efficient and 
effective relay center. By offering the types of courses on the following list combined with all of 
its other training courscs discussed in number 9, Hamilton is able to assist each CA and manager 
in reaching hislher full potentid. This makes for great relay service and satisfied relay users on 
every call. 

Hamilton will develop the samc type of training programs for its Florida Relay Center as 
outlined here. Hamilton will d.evelop a training plan for 2000 - 2001 upon award of the 
contract. The plan will include many of the same topics which are currently included in this 
training plan. Hamiiton propcises to work with a variety of groups throughout Florida to 
develop training programs which will allow our relay personnel to focus on meeting the specific 
needs of relay users in Florida. Hamiiton’s list of preliminary resources to develop its training 
program follows. This list is not all inclusive, but rather a place to begin contacting the 
appropriate people to perform the required training. Hamilton will add to this list as 
appropriate. 
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TIME FRAME 7 American Sign 

DESCRIPTION 
Introduction to ASL, 
Introduction to Deaf 
Communitv 

10 - week course I Language L&I I 
-. 

Review Level I, Putting ASL 
into Conversations 

10 - week coursc American Sign 
Language Level IT 
American Sign 
Language Level I1 
American Sign 
Language Level Tv 
Deaf Culture 
Awareness 

Relay Procedures 

Call Monitoring 

10 - week course Review Level I?, Improving 
exmessive & recentive skills 
Review Level 111, increasing & 
irnmovine aroficiencv 

10 - week course 

Purposc of course is to raise the 
awareness of specific elements of 
deaf and hearing impaired 
culture. (Common ?Ty 

First Quarter 

abbreviations & Etiquette) 
Keeping CAS apprised of 

. .  

. .  

On-going 
changes to existing procedures, 
brought about by requests from 
the Deaf Culture 
Monitoring will serve as a 

learning tool 
On-going 

Reinforcement of the 
importance of confidentiality 
and ethics, along with 
ramifications of not observing 

Daily Ethics and 
Con fidentidiry 

Keeping CAS sensitive to needs 
of wee& impaired communiw 

Second Quarter Speech Impairment 

Kccping CAS updated on the 
needs of the hearing impaired 
community 

Third Quarter Hearing Impairment 

Dual Sensory 
Impairment 

Keeping CAS updated on the 
nccds of the dud sensory 
impaired community 
Keeping CAS updated on proper 
emereencv orocedures. 

Third Quarter 

Emergency Relay IRcrpon.r Fourth Quarter 

Preliminary List of Training and Recruiting Resources within 
Louisiana 
Florida Association for the Deaf University program 

Florida Commission for the Deaf Relay Advisory Board 

Fiorida School for the Deaf 
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11. Counseling of CAS and Staff 
SAI understands that the CAS job can be stressful and therefore provides a number of different 
ways for CAS to vent or talk to someone who can assist them e.%.: 

Supervisors are always available to work with CAS to reduce frustration with specific 
calls. At any time a CA can ask a supervisor to meet with them in private to discuss 
anything that may be a problem. In this manner we aliow CAS to maintain 
confidentiality and yet tie able to share frustrations. 
Supervisors meet with their CAS on a monthly basis to give coaching and to provide 
support in dealing with difficult situations. Many of the supervisors were CAS at one 
time and can empathize with the CAS and provide helpful tools so they can work 
through the stress of the: job. Supervisors also understand the emotional aspects of 
handling relay calls. 
Monthly, the supervisor meets with the full team of CAS to discuss call processing and to 
facilitate discussion on difficult situations. This type of meeting is beneficial for CAS 
and helps decrease the sense of isolation that someone may feel in doing this job. 
SAI has an internal Employee Assistance Program for employees who may need 
counseling or other assistance to reduce the stress in their lives. An employee can talk to 
the Human Resource Manager or a supervisor to assist in finding the necessary resources. 
In addition quarterly training sessions for all staff are established 10 teach ways to reduce 
stress. Other areas of interest are also taught to enhance the life of our employees. 

12. Procedures for Relaying Communications 
Hamilton's procedures are designed to convey the full content of the Communication. 
Hamilton will use the following procedures: 

a. Identification of @A: Gender and ID Number 
At the beginning and end of each call, CAS relay their CA number and gender identification, 
The only situation where a CA would not provide this information to an end user is if the 
originator requests No 1dentific:ation of relay. The customer may also request this information 
anytime during a relay caU and the C A  will give their identification number. This allow for easy 
identification of a CA in the went a complaint is filcd or a user wants to praise the work of a 
CA. 

b. Keeping the User Informed 
Hamilton's standard procedure is to keep the TTY user informed on the status of the call when 
such things as dialing, ringing, 'busy, disconnect, fax  sound, or on hold indications are given. 
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The d e r  will be given call status feedback within 10 seconds of giving the CA the number to 
call and the CA will continue to provide feedback until the cal1 is answered. 

Hamilton’s Communication Assistants are trained to relay all background noise so that a TTY 
user is continually kept informed of what is going on throughout the call. Hamilton puts this 
type of information in parenthesis. 

c. Control of the Call 

*e -rrY user to determine the asp ects of the call he or sh e will handle. Hamilton also gives 

Hamilton provides relay scrvices as directed by the relay user. For example, Hamilton will 
provide hearing carryover and voice carryover services as directed by the relay user and will allow 

relay users the option of whcrher or not to explain and identify relay, identify one’s gender, etc. 
Hamilton does not require the relay user to give hislher name or the name of the party they are 
calling, except when needed for billing purposcs, This information is nwer recorded in any 
form, 

Hamilton’s CAS are trained not to explain relay when the TTY user types NE. Instead of asking 
“Are you familiar with the relay?”, the CA will say “This is Florida Relay CA # - with a relay 
call on line.” 

When a TTY user types NI (no identification) to the CAY Hamilton will not give any indication 
that the call is corning from a TTY users. NO “Gh” wiil be used nor will the CA use any other 
scripted language. 

d. Relaying Verbatim 
Hamilton’s normal call handling procedure is to relay all calls verbatim. Only if a customer 
requests summarization will the CA type anything but verbatim. In addition, Hamilton allows 
TlT users to instruct the Communication Assistant to translate their calls into English so that 
the hearing person can understand the call or to voice everything that is typed verbatim. SASS 
training process dedicates time to learning how to translate American Sign Language to 
Conversational English. A specialized group of SM’s CAs are able to translate calls from limited 
written English language into English for the hearing party so that communication occurs 
between the two parties. If translation or summarization is requested, both parries are informed 
that the call is being summarized or translated. 

e. Explaining Relay 
Hamilton‘s Communication Assistants ask n o n - m  called parties whether they have previously 
used TRS before. If the &led parry says yes, the C A  will begin to relay the call. If not, the CA 
explains relay to the hearing party and when doing so types (explaining relay) in parenthesis for 
the benefit of the TTY user. Conversely, when explaining relay to a Tl” user, the CA will 
inform the voice user that helshe is explaining relay. If requested by the user, Hamilton will not 
announce a call as a relay call or wiil allow the TTY user to explain relay. 

Hamilton uses the foilowing scripted language to explain relay to a voice user. “The person 
calling you is using a text telephone. As their conversation is typed it will be voiced to you. 
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Everything heard will be typed to them. Please direct your conversation to the caller and say 
‘GO AHEAD’ when you are finished speaking. One momen1 for your conversation to begin.” 
Hamilton is willing to make any- changes to this script as directed by the Administration. 
Hamilton will not identify the caller to the called party as hearing or speech disabkd unless 
directed by the TTY user to do so. 

f. Conversational Tone of Voice 

Conveyance of TTY Relay User’s Typed Text and Non-TTY User’s 
Expressive Words 
CAS are skilled in adopting a conversarional tone of voice appropriate to the Type of call being 
made when speaking for the TTY user. For example, when a 
(tired) the C A ’ s  voice reveals the underlying message of laughter, anger or exhaustion. 

user types (ha ha), (mad) or 

All relay d l s  must be relayed so the TTY users’ mood and intent arc evident. CAs are required 
to use the proper voice tone based on what is typed by the W. Proper inflection must be used 
as well, such as raising your voice pitch to indicate a question. This skill is practiced in training 
sessions so that both parties involved in a rday call are satisfied with the relay call experience. 

Conveyance of Non-TTY Relay User’s Tone of Voice 
Proper tone of voice is critical to any successful relay call. CAS are trained to portray themselves 
as genuine, natural and conversational without inviting conversation from either party. 

When a non-TTY relay user’s vcice has a distinctive sound to it, CAs will relay the appropriate 
tone. For example, if the person is angry, the CA would type (sounds angry) or if the person is 
out of breath, CA would type (sounds out of breath). CAS are cautioned NOT to make 
judgment calls on sounds, but instead jusr  relay what they hear. 

CAS are trained to avoid judgmental descriptions. SAI understands the importance of conveying 
tone and is continually training CAS. Training occurs on the floor, in a classroom, during a 

monthly CA meeting, or during; performance evaluations on how to “interpret” the n 0 n - W  
relay user‘s tone of voice into descriptive words. 

SAI would be happy to work with the TRS Contract Administrator to review the current list of 
“tone of voice” acceptable words and modify the list if desired. 

Background Noise Identified 
CAs are trained to relay all back,ground noise so that a TTY’ user is continually kept informed of 
what is going on throughout th,: call. CAs are trained zo describe what they hear and not make 
value judgements. For example the CA would type (sounds like music in bkgd), nor (wild party 
in bkgd). All background sounds are given in parenthesis. 

Hamilton’s Communication Assistanrs identify whether the non-TTY user is (M) male, (F) 
female, or (Child) child at the beginning of every call. If Hamilton‘s CAS are absolutely unsure 
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about whether it is a male, female or child's voice then gender is idcntified by using a question 
mark 0). 

g. Different Person Identified 
Hamilton's Comrnunicarion Assistants inform TTY users when another voice person has 
become involved in the call. Hamilton also identifies the gender of the new party involved in 
the call to the TTY user immediately. All of the above are done automatically unless the user 
asks that it not be done. Again, the caller is always in control at Hamilton. Hamilton's 
Communicarion Assistants identify whether the non-TTY user is (M) male, (F) female, or 
(Child) child at the beginning of every call. If Hamilton's CAS are absolutely unsure about 
whether ir is a male, female or child's voice then gender is identified by using a question mark 
(9. 

h. Communication Assistant Comments 
Hamilton consistently follows the policy of typing to the TTY user or verbalizing to the hearing 
party exactly what is said or typed when the call is first answered and at all times during the 
conversation. All comments directed to either party by the CA or directed to the CA by either 
party will be relayed. Hamilton uses parentheses to keep the T"TY user informed of what is 
being said by the CA or spoken to the CA. Comments between the CA and a relay user at the 
beginning of the call which deal with billing information wiIl not be relayed. 

i. Verification 
Hamilton verifies the spelling of all proper nouns, addresses, numbers, information about 
prescriptions and any other unfamiliar words that are spoken and uses parentheses as discussed 
above so that the TTY user knows the CA has entered the call to complete the verification 
process. 

j. Stay on the Line 
Hamilton's Communication Assistants always stay on the line until both parties have 
disconnected. If one of the parties wants to log a complaint or compliment, the call will be 
rransferred to a supervisor for immediate processing. Only Hamilton's supervisors are allowed 
to terminate a relay call. When this occurs, the supervisor logs the call with the date, time, 
reason for termination, and the CA who handled the call. It is then signed by the supervisor. 

k. Neutral Position 
Policies and procedures prohibit CAs from counseling, advising, interjecting personal opinions, 
makmg any value judgements on the profaniry or obscenity or legality of any messages or 
offering additional information during any relay dl. CAs will not hold personal conversations 
with anyone calling Florida Relay Service, except to extend a concise response when prompted. 
Any type of counseling, advice giving or interjection of personal opinions on a relay Cail is 
considered a breach of confidentiality and results in termination. 

4 

1. No Names Required 
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Hamilton does not require the relay user to give hislher name or the name of the party they are 
d i n g ,  except when needed for billing purposes. This information is Dwer recorded in any 
form. 

rn. Usage 
Hamilton does not and will not place restrictions on the length or number of calls placed by 
customers through the relay center. All CAS will make as many outgoing calls as requested by 
the d e r .  

n. Gender of Caller's Choice 
Hamilton notifies the TTY user of the gender of the CA. Hamilton's Communication 
Assistants, when requested, will switch a call to another Communication Assistant who is of the 
gender requested by the caller ifsomcone of that gender is available at the time of the call. 

'm a call H.miLton, as a matter of mactk,  does not chanF e Communication As sistantsdun E 
Eum at the end o_fs&%. over 
untd it is comp&ted 0 ur txomimce bas been that tb is Drovides mwh we ate7 corn 'nuitv for tbe 

interest or another major emergency exists. Both parties will be notified of the change. 
O t b m  be, Hamiiton s i m ~ l d  not subm 'mte Communication Ass iEtaaPt& 

0. Change of Communication Assistants 

hours, and o ther breaks, Hamilton j Gps s t a y  wzd a c d  

Hamilton will only substitute a CA if obscenity is directed to the CA, perceived conflict of 

If a call does need to be transferred, another CA will replace the CA relaying the call at the same 
workscation, so that the relay wers' call is not interrupted (expect to identify the new CA for 
both parties). A supervisor monitors the change and must approve the change based on the 
situations listed above. 

Most relay centers have a common practice of substituting agents in the middle of calls to 
accommodate breaks, quitting times, etc. Hamilron does not. Hamilton's CAS truly care about 
each call and are dedicated to seeing it through completion. Hamilton is also willing to pay 
overtime for this type of service. 

The main difference between I3amilton and other providers is that Hamilton and SAI hire 
CAS that are willing to go the imra milt fbr FIorida Relay users. Hamilton and SAT work very 
hard at making sure it hires CAS that above all else, care about making the call go through. 
Often times, this is the most important thing to a relay user. Our CAS excel at providing 
outstanding customer service on every relay call. 

13. Interaction with Answering Machines and voice Response 
Units 

CAS are trained in retrieving and relaying TTY messages to voice users and voice messages to 
?Ty users from voice pr0cessin.g systems and will continue 10 provide this service to the State of 
Florida. 
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Hamilton's technology is capable of recording voice maif, prerecorded messages or othcr 
information services and allowing the CA to play it back at t h e  appropriate speed so the entire 
message can be typed. 

CAS are trained to relay recorded messages from, leave recorded messages on telephone 
answering machines or hang up at the request of the caller. 

Answering Machine procedures are as follows:. 

CA informs the relay calling party that an answering machine has been reached. 

the entire recording. If the calling party is a TTY user, the CA will type the entire answering 
machine message. If the calling party is a voice user, the CA will voice the answering rnachinc 
message in its entirety. 

The relay user can tell the CA to simply leave a message if they do not want the CA to type 

onto the answering machine. 
If the calling party would like to leave a message the CA will either voice or type the message 

CA notifies the calling party that the message has been left. 

a. Message Retrieval from Voice Processing Systems 
Hamilton's Communication Assistants are trained in retrieving and relaying TTY messages to 
voice users and voice messages to TTY users from voice processing systems and will provide this 
sewice to the State of Florida. 

Hamilton's Communication Assistants use the following procedures to obtain messages for relay 
users: 

1. 

2. 

3. 

4. 

The user is informed that t h e  C A  has reached a voice processing system. 

If the user requests message retrieval, Hamilton wili obtain the appropriate access codes 
from the user. Hamilton will not obtain or retain access codes or any other information 
needed to access a voice mail system subsequent to the 41. This infiwnatioa is 
cansdered '>all'' infirmation a d  just Like any other call infomaation, is kept tokrlky 
con~a?entirsl. 

After the voice processing system has been accessed, Hamilton's CAS will begin to relay 
any messages that have been recorded. 

If the CA must call again KO finish relaying any messages, Hamilton's CAS will do so 
without billing the end user for subsequent calls. 

b. 
Communication Assistants are trained to retrieve messages from a voice or ?YY answering 
machine or a single line telephone. The caller requests Automatic Message Retrieval (AMR) or 
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Single Line Answering Machine ( S W )  and plays the messages to thc CA by putting the 
handset near the speaker of the answering machine. Hamilton's technology is capable of 
recording those messages, which enables the C A  to capture the information and type or voice it 
back to the reiay customer. Once the information is relayed to the caller and the call is 
completed, the recording is autclmatically erased when the d e r  disconnects. 

c. Long Distance Charges 
The customer is never charged for any redials to capture or leave a full message. 

d. Calk to Voice Processing Systems 
Hamilton currently allows relay users to leave and retrieve messages from voice processing 
systems. Hamilton also allows relay users to respond to automated voice response systems. FRS 
users will be allowed to access arid intcract with called parties utilizing voice response units. 
Hamilton C h  will either type the entire message or if the TTY user knows what option they 
want, the user can tell the CA al: the beginning of the call and the CA will enter that prompt 
immediately without typing the cntirc message. This is much better and faster service for the 
user and costs the State less. 

14. Languages Served 
To provide Spanish to Spanish calls, Hamilton will use a separate 800 number for relay users to 
access Spanish relay services. These calls will be handled by CAS who have passed all proficiency 
tests and are capable of processing Spanish to Spanish relay calls. SAI will employ C A ' s  who are 
fluent in Spanish. Spanish speaking CAS will be available 24 hours a day. 

Additionally, SAI will employ qualified ASL interpreters who are adept at interpreting between 
ASL-like typing and spoken English. The ASL requests by a relay user will be handled via the 
customer profile. Once the customer completes a profile requesting an ASL interpreter, each of 
their calls corning into the relay will flag the CA that there is an interpreter request. The CA 
will call the Supervisor to page i:he interpreter. The interpreter then acts as the CA for the 
duration of the call. If a reIay user does not wanf an interpreter for each call they place, they can 
simply request one at the beginning of a specific call. The same process described above will 
occur. Interpreters will bc available at all times. Interpreters will translate ASL to English and 
English to typed ASL. 

15. Additional Languages Served 
Hamilton will not provide any :additional languages in its base price. However SAT will employ 
bilingual staff and if a CA is flucnt in other languages, Hamilton will provide other languages as 
they are available. 

16. Shift Advisor/consultant 
Hamilton understands and will comply. On each shift SM will employ at least on e person, 
who is highiy knowledgeable o f  ASL to interpret and assist CAS in understanding the intent of 
messages and properly communicating the full concent of that communication. 

T E L E C O M M U N I C A T I O H S  
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17. Confidentiality of Calls 

Pledge of Confidentiality & FRS CA Code of Ethics 
Note: Occasionaliy CAS may be asked to or find it necessary 10 disclose limited information 
about calls for the purposes of: 

a. 
b. 
C. 

d. for billing purposes 
e. emergency calls disconnected mid-call 
f. 

clarifying a policy or procedure 
releasing frustration about a difficult call 
helping to diagnose a technical problem 

documenting what happened on a d l  for CS purposes 

The only time such disciosure will occur is with appropriate TRS Staff and shall omit any caller 
identifying information. Only information critical to resolving the situation is disclosed. 
Identifying information includes but is not limited to: name, phone number, address, place of 
work, businesslagency, content of the call, etc. None of this information is to be disclosed by 
the CAS or their supervisors under any circumstances except those identified above. CAS are 
trained to ask questions about procedures without revealing names or specific information that 
will identify the caller. Depending on specific circumstances it could aIso include caller’s 
gender, type of call (HCO, VCO), age, day of week, time of year, city, state or any other details 
that could in some way identify a consumer. 

All call information automatically disappears from the screen upon termination of each 4 1 .  No 
records of call content are kept. Consoles do not have the ability to store data or text. In the 
joint operation of the current TRS Center, SAT and Hamilton have taken extensive measures to 
insure thar the facility meets the confidentiality needs of our consumers. As a self-contained 
area, general public access to the relay center is allowed only to the reception area. Access to the 
relay center is only permitted to employees with key cards. No one, outside of those directly 
associated with the relay, will have access to the relay center. 

Hamilton will only monitor calls as stated in the RFP. A mpy of the confidentiality policy is 
available shall be provided to relay users at no cost. 

Premise #1 

I WILL KEEP ALL RELAY CALLS AND REIATED INFORMATION STRICTLY 
CONFIDENTIAL. I WILL NOT REVEAL IDENTIFYING INFORMATION ABOUT 
RELAY CALLS OR CONSUMERS TO ANYONE WHILE I AM EMPLOYED AT TRS O R  
AFTER I LEAVE. 

Guidelines: CAS shall not reveal information about any call, any employee of the FRS, or any 
phone number. This includes the fact that a CA handled a call for a certain individual. 
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Even seemingly unimportant information could be damaging in the wrong hands. Therefore, to 

avoid this possibility, CAS must not say anything about any relay. 

When participating in training or stress reduction exercises by the method of sharing actual 
experiences, the relay personnel should not reveal any of the following information: 

0 

0 

name, sex or age of the customer; 
time of day, day of week o r  time of year the situation occurred; 
the location of the city, statc or name of the agency involved; 
names or identifiers of other persons involved and; 
unnecessary specifics about the situation. 

CAs wiil not keep any type of electronic or written record of any conversations including those 
which may be of an illegal nature. 

Examples: 

Situation: 

Inamrotxiat%; 

Amromiate: 

& 
Situation: 

XnaegroDriate: 

Auaronriate: 

why: 

Situation: 

Amromiate: 

Taking with another CA 

Letting rhem know that I just handled a call for Joe Brown who is 
running for mayor. 

Kccp it I:O yourself. 

No need to share this information with anyone, it is pure gossip. 

Talking with a CSR 

Venting, “There is this 60 year old male, VCO caller from Marshfield 
whose speech is not clear and it’s very frustrating.” 

Share at a CA support meeting or with a supervisor without a g ,  & 
or & e.g,, “I am frustrated by a VCO caller who has speech I can’t 
understmd.” 

The reason you are sharing it is to vent about how difficulr this person is 
to understand. 

Talhng to CA sitting across from me. 

Venting, “There is this witch named Betty who works for the Video 
Station in Verona.” 

“Whew that was a tough Cali!!” (no identifying info) or share at a CA 
support meering (with no identifying info) or with your supervisor (with 
no idemifying info) e.g., “One place I’ve had to place calls to several 
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Situation: 

Inamromiate: 

times has a very uncooperative person who is hateful on relay calls! How 
can I deal with that attitude?” 

Talking to another CA. 

“This woman from Boscobel just had her 5* child with the 4& different 
man!” 

Say nothing to anyone, 

This is gossip - no constructive purpose for sharing. 

Amrotxiate: 

w h y :  

Premise #2 

1 WILL MAINTAIN M Y  ANONYMITY WITH ALL CONSUMERS. 

Guidelines: The only information the CA may disclose to a relay customer is their C A  
identification number and, if asked, their gender. 

Examples 

SituarioE 

Inaamonriate: 

ADDxoDriat e: 

why: 

zituation: 

Amrovriate: 

w h y :  

I recently relayed a customer service calk to one of the TRS Customer 
Service Representatives. When I a m  on break I see the person who 
accepted the customer service call. 

I approached them to tell them about how good a job I felt they did on 
the d l .  

I remain anonymous to all callers including customers in house. 

There is no need to share this with the Customer Service Rep. 

During the day 1 relay a call for a person on the Relay Panel (relay 
customers who participate in CA trainings). That night I am pan of the 
audience for the Panel. 

I say, “Today when I relayed your C a l i  you sounded confused when the 
other party was ready to hang up, why did you do that?” 

Say nothing. 

There is no need to share this information, you should remain 
anonymous to all consumers. 

d 
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Situation: 

Inamrowiate: 

AaDroDriate: 

Xb- 

Siruarioxa: 

Inamroariate; 

Av P ro fi & 

why: 

b a t i o n :  

InamroDriate: 

Amrop riate: 

Why: 

A voice c:onsumer cdls into relay and sounds confused about how to use 
relay. Th.ey have just gotten a message on their answering machine to call 
a person back but have no clue whar it is about (You lek that message.) 

Tell the person, “Oh I left the message and a m  familiar with the situation 
and can ‘handle this call for you.” 

Explain :relay to the caller, help them understand what relay is and that 
you can assist them in returning their call. 

No need IO identify yourself as the CA that left the message. 

While relaying a 4 1 ,  the voice consumer starrs asbng me questions 
about my life. Do you live in Madison? Arc you married? Do you have 
children? 

Answeri.ng any of these questions. 

Politely let the caller know your role is only to voicc what is typed and 
type wh,at is voiced. Once you have explained this ask for the number to 
dial. 

You must remain professional at all times and stay in your role as CA. 

Voice originator recognizes your voice and says, ”you have done my calls 
before riight?” 

You answer yes or no. 

“Due t o  confidentiality requirements I am not able to disclose that.” 

As a CA. you must preserve your anonymity. 

Premise #3 

1 WILL NOT ACT ON ANY INFORMATION THAT I LI5W.N WHILE PART OF THE 
RELAY PROCESS. 

Guidelines: No matter how well intentioned, a CA may not in any way make use of any 
information they may obtain during the course of a relay dl. 

Example: 

Situation: During a relay, a consumer sounds suicidal and gives their address. 
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After the relay I try to contact them or send them information about 
where to go for help. 

4 

&Somiare: Do nothing. 

why: The consumer was talking to another person on relay, not to you. Any 
responsibility is with the person they were talking to. 

Situation: During a relay call someone gives information on a stock that is about to 
become very valuable. 

Inamrowiate: Call my stock broker and buy these stocks for myself. 

Amro miate: Do nothing. 

w h y :  You are not party to this conversation. The information was not given to 
you. 

Premise W4 

I WILL NOT COUNSEL, ADVISE OR INTERJECT PERSONAL OPINIONS DURING 
RELAY. d 

Guidelines: Just as CAS may not omit anything that is said, they may not add to anything 
that is said. They may not add anFhing to the situation, even when they are asked to do so by 
the other parties involved. 

A CA is only present in a given relay situation because two or more people have no other way to 
communicate via the telephone system. Thus, the CAS only function is to facilitate 
communication. The CA shall not become personally involved because in doing to, helshe 
accepts some responsibility for the outcome, which does not rightly belong to the CA. 

Examples: 

Situation: A consumer asks me, as the CA, to give the person they are talking to 
directions to Madison. 

W r Q P r i a i e :  I proceed to give directions to Madison. 

AD Droariate: (CA here, I can only relay what you type.) 

w h y :  You must remain in your professional roIe as CA, and nor. become 
personally involved in the conversation. 



e 
Situation: 

Inao t3ro p r i m :  

AD Dro Driate: 

why:  

Situation; 

Inamroatiate; 

A c~nsu~ner is calling many different attorneys to represent them. In 
benveen calls, the consumer asks me which one I would recommend. 

I let them know that I have worked with attorncy Frank Johnson and 
would highly recommend him. 

(CA hertz, sorry 1 cannor be involved). 

You must remain in your profession4 role as CA and not become 
personally involved in any way. 

During relay, the voice consumer asks me what in the world this person 
is talkin{, ' a  b out. 

I let the caller know that I have done numerous relays for this person and 
think thly want to know if this person has a room to rent. 

(I cannot interpret, but are you asking for an interpreter?). 

You must remain in your professional role as CA and not become 
personally involved. 

c 

Premise #5 

I WILL RENDER THE MESSAGE FAITHFULLY, ALWAYS CONVEYING THE 
CONTENT AND SPIRIT OF THE SPEAKER TO THE FULLEST EXTENT POSSIBLE, 
I WILL USE THE APPROPRMTE INTONATION AND VOICE INFLECTION. 

Guidelines: CAs must not e,dit. They must transmit everything that is said in exactly the 
same way it was intended. This is especially difficult when the CA disagrees with what is being 
said or feels uncomfortable when profanity is being use. CAS must remember that they are not at 
all responsible for what is said, only for conveying ir accurately. In extreme circumstances, if the 
CAS own feelings interfere with rendering the message accurately, helshc shall ask to be relieved 
from the situation. 

When asked to interpret, the CA should communicate in the manner most easily understood OX 

preferred by the deaf or hardd-hearing pcrson. 
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Premise #6 

CAS WILL NOT REQUIRE CUSTOMERS TO IDENTIFY THEMSELVES EXCEPT FOR 
BILLING PURPOSES. 

Premise #7 

CAS SHALL FUNCTION IN A PROFESSIONAL MANNER APPROPRlATE TO THE 
SITUATION. 

Guidelines: At times, CAS will need to exerclse good professional judgement when deciding 
where to “draw the line” when educating the population about relay use. 

Although it is preferred that the CA remain courteous, the caller’s intent may not be courteous 
and this should not be confused with the intent of the CA. 

BREAKING CONFIDENTIALITY RESULTS IN IMMEDIATE TERMINATION. 
I HAVE READ AND UNDERSTAND THIS POLICY. 

SIGNED BY 

DATE 

This document is intended to clearly detail in a point-by-point fashion exactly what 
confdcnriality means. This is extremely important since a breach will result in the employee’s 
immediate termination. Claiming failure to understand that thcir actions represent a breach of 
confidentiality will not be accepted as a defense. 

Any call related convcrsations will take place in a private area of the center during work time. 
Call specific information (if necessary to resolve a problem) will not be discussed with anyone 
who is not cmployed at the relay center at any time. No records of call content are kept after call 
termination. All call information automatically disappears from the screen upon termination of 
each call. Consoles do not have the ability to store data or text. 

During the required new staff orientation, employees are exposed TO the importance of 
confidentiality the first day. It is then that a mcmbcr of the Management Team shows a video of 
descriptive scenarios related to keeping the Code of Ethics and confidentiality. The Manager 
then explains how to  apply the Mental Checklist to every possible scenario. The “Mental 
Checklist” is posted in each CA cubicle for quick reference (see Tab G). 
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Each day during the training Confidentiality is discussed. Potentially “sticky” situations are 
reviewed and CAS are coached o.n appropriate and inappropriate actions. On the third day of 
training, one of the staff interpreters explains the correlation between the Interpreter’s Code of 
Ethics and the CA’s Code of Ethics. 

After new CAS have been processing calls for two weeks they are sent for follow up (CWO hour) 
review of the video tape. There is also the opportunity to clarify any “gray” areas that were noted 
during their first two weeks. From initial interview throughout the training program and daily 
on the production floor, it is repeatedly stressed that confidentiality is the one arca where there 
is absolutely NO flexibility. 

When a complaint is made or there are allegations of a breach of confidentiality, the Program 
Director shall suspend the emphyee immediately until a complete investigation can be done. 
This investigation shall be concluded within five business days. The Director shall then meet 
with the employee regarding the finding. The suspended employee shall receive back pay from 
the date of suspension if there is no finding of a breach of confidentiality. The employment of 
relay personnel who, after investigation, arc found to have violated the confidentiality rules are 
terminated. This individual will not be cligible for re-hire. 

In the joint operation of the current FRS Center, SAI and Hamilton will take extensive 
measures to insurc that the facility meets the confidentiality needs of our consumers. The CA 
work stations will be arranged in such a manner to insure privacy. They will havc walls 
preventing others from seeing what is typed and overhearing conversations. As a self-contained 
area, general public access to the relay center is allowed only to the reception area. 

All entrances will contain electronic combination locks or a key card reader. No one, outside of 
those directly associated with th.c relay center, will have access to the relay center. 

Conf ideritial and Proprietary Information 

As an employee, vendor, subcoritractor or employee of a subcontractor, I recognize and 
acknowledge that during the course of my relationship with Hamilton Telecommunications (the 
company) I may acquire knowledge or confidential business information and trade secrets. Such 
information may include but is not limited to any and all aspects related to Company owned 
software, procedures and practices. As an employee, vendor or subcontractor, I agree to keep all 
information confidential and fu-rther agree not to publish, communicate, divulge, use or 
disclose, directly or indirectly for my own benefir or for the benefit of another individual or 
organization, either during or after my relationship with the Company, any confidential business 
information or trade secrets. Upon termination or expiration of my relationship with the 
Company, I shall deiiver to H a i d t o n  Telecommunications all records, data, information, and 
other computer media or documents I have produced or acquired. All such material shdl 
remain the property of Harniltc-)n Telecommunications. 

T I  L l C O M M  U N I C A  T I  ONL 

Employee name (print) 
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rd! 
Employee signature Date 

Company Representative Date 

When a complaint is made or there are allegations of a breach of confidentiality, the employee is 
suspended immediately until a complete investigation can be done. This investigation shall be 
concluded within five business days. The HR Manager meets with the employee regarding the 
finding. The suspended employee shall receive back pay from the date of suspension if there is 
no finding of a breach of confidentiality. The employment of relay personnel who, after 
investigation, are found to have violated the confidentiality rules are terminated. This individual 
is not eligible for re-hire. 

18. Voice and Hearing Carryover 
Hamilton will provide Voice and Hearing Carryover services. Hamilton provides relay users 
with the ability to call to or receive a call from a voice-capable caller who is hearing-disabled 
permitting the caller to speak his or her own message directly to a call recipicnt who is hearing- 
capable without such transmission being processed by the CA (Voice Carryover). The CA then 
typcs any conversation spoken to the VCO user so it can be read on the TTY. Hamilton can 
dso provide VCO to TTY or VCO to ASCII services where the CA types to both parties, 
preventing the VCO user from having to type their part of the conversation. This is a great 
relay enhancement and Hamilton is pleased to offer it to Florida Relay Service. In addition, 
Hamilton will provide VCO to VCO services to Florida relay users. Hamilton also allows relay 
users to request VCO services without the normal TTY transmission that is typically required. 
A VCO user can connect voice and say “VCO” and Hamilron connects the call. 

Hamilton’s Relay Service also places calls to or receives calls from a hearing-capable caller who is 
speech disabled permitting the caller to hear the communication directly from the call recipient 
without such transmission being process by the CA (Hearing Carryover). The CA then voices 
any conversation typed by the HCO user to the other party. Hamilton has HCO to HCO, 
HCO to TTY, and HCO to ASCII services also available. Hamilton allows VCO and HCO 
users to utilize both TTY modes; acoustic mode and direct connect mode. 

This proposal contains a comprehensive description of the method used to achieve this type of 
service. 

VCO - TRS IN 

VCO users calling a voice person will experience the following: 

The CA will say to the voice person, “Florida Relay Service CA #-. Are you familiar with the 
relay?” 

I E L E C O M M U N I C A T I O N S  

4 

If yes: “Are you familiar with Voice Carry Over?” 

If yes: “One moment please.” 
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If no: “The person calling you has requcstcd voice carryover so they will be speaking directly to 
you but everything heard will bc: typed to them. Please direct your conversation to the caller and 
say ‘Go Ahead’ when you are finished speaking.” 

“One moment for your conversation to begin.” 

If no, the person is not familiar with the relay: 

“The person calling you is using a text telephone. The caller has requested voice carry over so 
they will be speaking directly to you, but everything heard will be typed to them. Please direct 
your conversation to the caller and say ‘Go Ahead‘ when you are finished speaking.” 

“One moment for your conversation to begin.” 

HCO - TRS IN 

HCO users calling a voice perscln will experience the following: 

The CA will say to the voice person: “Florida CA #-. Are you familiar with the relay?” 

If yes say: “One moment plat:.’’ Say to the TT user: “TDD caller GA.” 

If no: The person calling you has requested hearing carry over. As their conversation is typed it 
will be voiced to you but they will hear you speaking to them. Please direct your conversation to 
the caller and say ‘Go Ahead‘ when you are finished speaking. 

One moment for your conversation to begin.” 

If no, the person is not familiar with the relay: 

“The person calling you is using a text telephone. The caller has requested Hearing Carry Over, 
so as their convcrsation is typed. it will be voiced to you, but they will hear you spe&ng to 
them. Please direct your conversation to the caller and say ‘Go Ahead’ when you are finished 
speaking. 

One moment for your conversa.rion to begin.” 

Other Call Types 
Hamilton has several call types available for relay users. All of these call types follow the call 
flow process described above. Hamiiton will provide aH of these additional call types as part of 
its base price. 

-71  - 
~ - 

I E L E G  O M  M U N I C A t l 0 N : i  



VCO to HCO and HCO to VCO 
This enhancement allows someone that is Deaf or Hard of Hearing to use their own 
voice to communicate with someone rhar has a speech disability. With this feature the 
CA sets up the call and the VCO caller voices to the speech disabled party. The hearing 
impaired party then uses the TTY to respond. The VCO caller gets the response on 
their TTY without C A  intervention. 

HCO to TTV or ASClt and l T Y  or ASCII to HCO 
HCO to ?TY is a feature that enables a parry with a speech disability to communicate to 
another TTY user. This allows the HCO user to hear the conversation rather then read 
the TTY response. The CA voices the typed conversation from the TTY user to the 
HCO user. The HCO user's typed response goes directly to the other TTY user with no 
intervention from the CA. 

VCO to TTY or ASCII and TTY or ASCI1 to VCO 
VCO to TTY is a feature that enables a parv that is Deaf or Hard of Hearing to 
communicate by voice to another TTY user. The VCO user voices the conversacion and 
the CA' types it to the other 'XTY user. This prevents the VCO user from having to 
type hislhcr own conversation. The TTY user then types their response back to the 
VCO user without any intervention from the CA. 

Two-line VCO 
SAI first conceived the Two-Line VCO calling feature in 1992, in response to a 
Wisconsin customer's calling needs expressed through the Customer Service line. This 
feature allows a customer who cannot hear but has inteligible speech to use ASCII while 
maintaining complete control and inter-activity during phone calls. SAI's nationally 
recognized expertise in this area has led to numerous requests for presentations about the 
Two-Line VCO fearure at national conventions held by such groups as the Association 
of Late Deafened Adults, Self Help For Hard of Hearing People and the Southeast 
Regional Institute on Deafness. These presentations have varied from verbal explanation 
of the Two-Line VCO concept to the actual hands on step by step instruction of setting 
up and completing a call. Feedback from presentation participants has been extremely 
enthusiastic. 

To place a Two-Line VCO d l ,  the ASCII user calls relay via the ASCII line, connects 
with a CA and requests that the CA make a caIl to their voicc (second) line. The relay 
user must have two telephone lines and 3-way calling. Once connected in voice the 
ASCII customer dials out and conferences in the third party (the party they want to 
speak with). Now, the CA only types what the third party says. The C A  is virtually 
invisible to the voice customer. The advantages to this feature include: 

freedom in dialing calls from originator's own telephone 
use of ASCII for enhanced speed and elimination of turn taking (lag 
time) 

4 

4 
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total call control 
CAIRelay invisibility 

REVERSE Two-Liine VCO 
It is necessary to use rwme Two-Line VCO when a person who cannot hear but can 
speak receives a call from a standard phone user. The use of reverse Two-Line VCO can 
greatly reduce the frustra.tion of receiving a call and not being able to understand what is 
being said. 

When their phone rings, the Two-Line VCO user answers normally with their voice and 
asks the caller to hold a moment. The Two-Line VCO user then speed dials the relay, 
and conferences the CA into the call. The CA is then instructed to call their second 
(ASCII) line. All of this occurs in a matter of seconds and from that point on, the CA 
focuses on typing what the voice caller is saying. Again the CA and relay are invisible. 

The advantages to this feature indudc: 

total call control 
rn CNRelay invisibility 

freedom in receiving (not only placing) calls as they come in 
use of ASCII for enhanced speed and elimination of turn taking (lag time) 

vco to vco 
A new enhancement called VCO to VCO (or voice to voice VTV) calls are available 
upon request. This process allows two people who are hard of hearing or late deafened 
(who may be elderly and find typing difficult) to use their own voices. To initiate a 
VTV call, after dialing into and connecting with the Florida Relay Service, the caller 
types VTV, the C A  then proceeds. 

A new type of TTY without a keyboard, called the Ameriphone, makes using the phone 
“normal” again for custcirners who have grown up using the standard telephone. VTV 
calls are ideal for persons who never learned to type or for whom typing is too difficult. 
For example, two elderl;?, hard of hearing, friends can chat with one another via Florida 
Relay, understanding everything the other says (by reading it on their visual display) but 
nwer needing to type. ’The VTV feature is available from all workstations. 

HCO to HCO 
HCO to HCO allows speech impaired person to know that hislher typed text is being 
voiced properiy. The CA voices the typed conversation from each HCO user to the 
other HCO user. Hamilton is currently making this service available to its relay users. 
Hamilton is hopehl this service will be in place prior to June 1,2000. 

19. Obscenity Directed to the CA 
Hamilton’s standard procedure for any obscenities direcred at a Communication Assistant is to 
request that the supervisor on duty rake over the call. The supervisor on duty is instructed to 
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determine why the obscenities are being directed to the Communication Assistant and explain 
the inappropriateness of such comments in an attempt to resolve the situation to caller’s 
satisfaction. Normally our supervisor would continue IO handle any calling activity on that 
particular call unless the supervisor is comfortable that the call can be turned back over to the 
Communications Assistant and successfully continued. 

20. Emergency Calls 
Hamilton currently handles emergency calls as expeditiously and effectively as possible even 
though the center is not designed to be a substitute for 91 1 centers. Hamilton’s procedure for 
handling such calls is as follows: 

If the caller has the local emergency numbers, which needs to be accessed, the call is promptly 
placed and handled in the same manner as any other relay call. 

In the event that the caller does not have the access number to 91 1 and the emergency appears 
to be of such a nature that time will not permit the caller to hang up and call directly to 9 11 or 
t h e  relay user does not have access to 31 1 services, Hamilton has access to an emergency database 
that is a part of its relay database package. When a call has been determined to be an emergcncy, 
the CA selects the “emergency call” box option on the software at the workstation. Hamilton’s 
relay software rhen takes the NPNNXX information from the ANI of the incoming call and 
matches it to information in its database. The ANI indicates what city OK county a call is 
coming from. This information is then cross-referenced to a Iist of towns and counties in the 
State of Florida stored in the database, Once this search is compiete (it only takes a few seconds) 
the correct emergency telephone number is loaded automatically into the “outdid” box and the 
CA can immediately dial the appropriate emergency personnel. 

The key to providing the best service in emergency situations is 10 maintain an updated list of 
Public Emergency Service Answering Point numbers. Hamilton does this today for Nebraska, 
Idaho, Louisiana, Kentucky and Wisconsin and would provide the same type of service to 
Florida at no additional cost. Hamilton believes this is just one more feature that takes 
Hamilton’s Relay Service package to a higher level of quality and completeness. 

Hamilton is not intending to be a 91 1 center; however, as stated above we will not turn away an 
emergency situation and Hamilton will take dl reasonable steps possible to get the call placed 
and summon any necessary help. During the course of any such calls, the Communication 
Assistant continually atrempa co solicit as much information as possible about the nature of the 
emergency so that in the event that the caller cannot complete the call for any reason, the CA 
may have an opportunity co seek out the appropriate emergency assistance. The CA then gives 
the dispatcher any pertinent information collected on the call. If time allows, the CA will let the 
relay user give this information to the dispatcher through normal call practices. 

4 

4 

Hamilton’s automated emergency database brings a great deal of security to relay users. 
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21. Blockage 
Under normal circumstances no more than 1 call in 100 will receive a busy signal when calling 
the relay Center. Currently, Harnilton has never even come close to as high as I call in 100 
receiving a busy signal. For the most recent 12 month time period in which statistics are 
available 0% of our calls received a busy signai when d i n g  any of Hamilton’s relay ccntcrs. 

Blockage never happens. The overflow circuits to Louisiana described in this Tab and in 
Attachment 3 and in the Disaster Recovery Plan section provides additional capacity in the 
went that our primary incoming trunks arc used or for some reason are out of service. There 
has been no blockage at our Louisiana or Nebraska switch because our local switching and 
network capaciry is well in aces:; of any peak load requirement. Relay users never receive a busy 
signal form Hamilton. If a relay user docs rcach a busy signal, there is a problem somewhere else 
in the network that is not under Hamilton’s control (i.e. local network, long distance nerwork, 
etc.), Hamilton always sends continuous ringing. If Hamilton’s switch is down (very unlikely) 
intercept messages are used. Hamiiton’s nenvork maps in Attachment 1 show how much 
flexibility Hamilton has in call processing. It also shows the number of incoming trCULkS. 
Hamilton will add nearly 96 tnrnks to its system fbr Florida t&c. As a result, biockage will 
not exist. 

22. Answer Time 

Cornmunicaton Assistant to answer the call. Hamilton is &icated t o r  P ourdanr b i ~  && 

Hamilton wil answer 90 percent of all TRS calls within 10 seconds and average answer time 
shall not cxcced 3.3 seconds on a daily basis. Relay users do not wait long for a Hamilton * .  

s m m  to ad F ~ S  wm and wzll mai ‘ntuin h id  standards fir& &ah Rehv Service. 

Average answer time is posted in the relay room on a routine basis daily. The Supervisor 
workstation rcccives an indicaricin on screen if cdls are coming in queue waiting to be answered. 
The Supcrvisors are responsibie for making sure that when that alert comes up that all available 
CA resources are logged in to the system and answering calls. 

Hamilton understands the definition of answer time in the RFP and will calculate this average 
appropriately. These numbers are compiled daily to measure the quality of our relay services. 
The percentage of calls answered within 10 seconds will be reported to the TRS Administrator 
on the Monthly Statistics Report each month (see sample reports in Attachment 3). 

Hamilton has the ability to monitor this statistic on a real-time basis via a monitoring system 
that is acccssibIe to managemeni: and supervisors. This allows Hamilton to respond accordingly 
by adding more Communicator. Assistants when necessary. Daily activity reports used for 
internal management purposes adso track this information. The information reported to the 
TRS Administrator is raken frorn Call Detail Records ensuring the accuracy of the data. Each 
call detail record tracks the amount of time a call waits to be answered. This “queue time” field 
is analyzed and reported to the TRS Administrator. 

Hamilton begins measuring average answer time from the moment a relay call arrives at its relay 
switch. Hamilton has no control over the amount of time it takes a call to reach Hamilton’s 
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switch since the call is routed over the public-switched network, nor can Hamilton measure this 
time. Please refer to the pricing proposal for a “graphical” timeline that explains when 
Hamilton begins timing relay calls (from rhe moment 
Hamilton’s timing is vety accurate as no rounding takes place sincc this time is measured in 
seconds. 

inbound call reaches our switch). 

Average Answer Seconds is probably the most important indicator of quality in a relay center. 
It is probably the most “telling” statistic in terms of whether a relay caller has to wait for a CA to 
answer. In this most important area, Hamilton’s average answer performance is far superior. 
No competitors can match Hamilton’s performance. 

Hamilton consistently answers faster than any of its competitors. In fact, Hamilton typidy 
produces the lowest average answer seconds in the relay business. This is an impomnt 
distinction. For example, if another provider has an average answer second time which is 3 or 4 
seconds compared to Hamilton’s 2 or 3 seconds (or lower), and you add this to 10,000 or 
20,000 calls during a month, relay users are waiting an additional 3 to 6 hours each month for a 
CA at other relay centers. This docs not happen at Hamilton. 

Hamilton will meet the 90 percent of all calls answered in 10 seconds standard in the WP. 
Hamilton understands how to calculate the percentage of calls answered within 10 seconds and 
will comply. All calls that wait over 10 seconds will be included in Hamilton’s rneasurment 

Following you will find performance statistics from Hamilton’s d a y  centers over the last few 
months. As you can see, Hamilton’s answer performance leads the industry. 
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T E L E C O M M U N I C A T I O N S  

Nebraskalldaho Quality Report 
April 1999: 
Average Answer Seconds I .6 seconds 

97% 
99% 

Percentage of Calls Answered within IO Seconds 
Average PercentaEe on Performance Testing 
May 1999: 
Average Answer Seconds 
Percentage of Calls Answered within 10 Seconds 

I .9 seconds 
96% 

Average Percentage on Performance Testing 99% 

June 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

2.1 seconds 
96% 

Average Percentage on Performanice Testing 
July 1999: 

98% 

Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.8 seconds 
95% 

Average Percentage on Performarice Testing 99% 

I .4 seconds 
96% 

August 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 
Average Percentage on Performarice Testing 

September 1999: 
Average Answer Seconds 2,8 seconds 
Percentage of Calls Answered within I O  Seconds 95.6% 

99% Average Percentage on Performarice Testing 
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I! T E L E C O M M U N I C A T I O N S  

I 

11 Louisiana/Kentucky Quality Report 

August 1999: 
Average Answer Seconds 

April 1999: 
Average Answer Seconds 2.15 seconds 
Percentage of Calls Answered within IO Seconds 
Average Percentage on Performance Testing 

May 1999: 
Average Answer Seconds 3.05 seconds 
Percentage of Calls Answered within IO Seconds 

92.5% 
96.30% 

92% 

Average Percentage on Performance Testing 98% 

Average Percentage on Performance Testing 95.1 I% 
June 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.3 seconds 
96% 

Average Percentage on Performance Testing 97.13% 
I 

July 1999: 
Average Answer Seconds 1.3 seconds 
Percentage of Calls Answered within IO Seconds 96.5% 
Average Percentage on Performance Testing 97.13 

I .75 seconds 
Percentage of Calls Answered within IO Seconds 
Average Percentage on Performance Testing 

95% 
% 

September 1999: 
Average Answer Seconds 1.80 seconds 
Percentage of Calls Answered within IO Seconds 95% 



T E L E C O M M U N I C A I I O W I  

Wisconsin Quality Report 
April 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

I .O seconds 
97% 

May 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

I .2 seconds 
97% 

June 1999: 
Average Answer Seconds IS seconds 
Percentage of Calls Answered within IO Seconds 97% 

July 1999: 
Average Answer Seconds 
Percentage of Calls Answered witlhin IO Seconds 

1.1 seconds 
97% 

August 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

2.1 seconds 
94% 

September 1999; 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

2.1 seconds 
94% 
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23. Equipment Compatibility 
Hamilton has dl of the necessary equipment needed to be capable of receiving and transmitting 
either Voice, ASCII or Baudot formats. Hamilton’s modems can also auto-detect the difference 
between ASCII and Baudot signals within the same modem so that each call is connected 
correctly. Hamilton’s workstations and switching mechanisms are flexibie enough to process 
other codes as they become industry standards. Hamilton will also furnish all necessary 
telecommunications equipment and software to be capable of communicating with ASCII calls 
at the correcr Baud rate. Hamilton’s relay platform is compatibie with all the basic protocol of 
TDDs distributed in Florida. 

Hamilton has an automatic identification of connection speed system within its relay platform. 
This feature provides automatic connection at the speed of the equipment used by the caller for 
any caller who has used Hamilton’s Relay Services at least one time before. Our switch has a 
“self-learning database which is updated the first time callers reach our center with their 
originating telephone number and the speed at which they connected 10 our center. Hamilton 
first sends turbo code signals and then ASCII signals to the new relay user. If no connection is 
made, Baudot tones are then sent. Once a connection is made, this information is recorded and 
stored with the relay user’s associated ANI in Hamilton’s database. A first time caller through 
Hamilton’s relay center call type identification time will vary depending on the equipment used. 
Since Baudot tones are the last tones sent, relay users with this type of equipment will wait a few 
seconds more on the first call. However, after the relay user’s first call, the connect time is 
reduced significantly since Hamilton recognizes the user’s ANI and connects at Baudot 
immediately on the next call. After tbe f i s t  call, our cenm’s w-mt automata 
g t  tbe correct meed $be next tr ‘me it is connected to tbut oarticuh r tehhone number. The 

rclav wer is that connections are ma& fmter WJ ‘th more r e k b i h  Ou I 
ed it saves 

advanwe to the 
g n ~ i  testr ‘tor indkatts tb&t &r_feature a nd $be m n n m  in wbich we have h h v  
uqwber cf i .orn2to5$& o f  call set-tlD time cornoared to otber cmw+$. 

connem 

* 0 .  

24. Transmission Levels 
All transmission circuits will be owned by Hamilton or purchased from an authorized 
interexchange andlor local exchange carrier. These facilities will meet or exceed FCC and Public 
Service Commission interexchange performance standards for circuit loss and noise. Currently 
all of Hamilton’s relay centers are meeting standards outlined in the American National 
Standard Institute (ANST T1.506-1977) and will continue to meet any updated standards 
during the term of the contract. 

25. Measuring Equipment Accuracy 
Hamilton understands and will comply. Today, Hamilton’s accuracy greatly surpasses 97 
percent. Hamilton will provide a very high level of reporting accuracy to the State of Florida. 
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26. Emergency Operations and Uninterruptible Power 

Disaster Recovery Plan 
Hamilton’s disaster recovery plans are designed to insure an efficient and effectivc return to 
operation. Throughout this sea:ion, Hamilton describes several different scenarios and how 
Hamilton will continue its opccations. 

Through the routing and backup capabilities that Hamilton has as a result of four centers, 
Florida Relay Service should rarcly if ever experience any type of downtime. The Baton Rouge 
and Nebraska centers connect to fiber facilities on sonet rings to carry incoming and outgoing 
relay traffic from our IXC’s poirit of presence to the center. (See below). Hamilton uses dud 
processor switches in its two switches and wiI1 do so for its third switch in Florida. This type of 
nctwork security guarantees continuous technical service. It would take many major trunk 
outages on several major independent routes for Hamilton to be without service in any of its 
centers. With this configuration our technicians are almost always in a position of having at 
least one routing option and more than one switching option as a backup in the went of any 
failure in hardware or software. 

Switching System 
Hamilton’s switching systems mntain a fully redundant central processing unit on hot standby 
with automatic fadover. It also has a redundant powcr supply on hot standby. Hamilton 
maintains an inventory of spare critical components for the switching system onsite to ensure 
that the required levels of servke are met. 

The onsite switching y t e m  spares include: 
D4 channel bank 
All required channel bank cards 
T1 CSU packs 
Switching system data port card with multiple cards 
Switching system line card with multiple lines 

If one of Hamilton’s switching systems cannot be returned to sewice by transferring control to 
redundant equipment, the calls automatically will overflow to the other switching system. 
Hamilton’s switching systems arc designed to provide a very high level of operational security 
with two fully redundant prowsors and power supplies. Two fully redundant control systems, 
which include keyboard, monitor and printer capabilities, are used to control and monitor each 
of the switching systems. The montrol systems provide online system monitoring and real-time 
programming capabilities that will not take the system off-line and the ability to perform 
preventative maintenance or repair while the system is online. Remote capabilities are also 
provided so the system can be r,cmotely monitored, reconfigured or controllcd as necessary. All 
of this is provided to insure the required levels of service are always met. 

(1) If a disaster &ects incoming circuits on the public switched nctwork, t r aac  is 
automatically rerouted around fiber rings in the local or IXC nenvork without any call 
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interruption. These circuits are on redundant fiber rings and can survive physical cuts in one 
location without interruprion to relay cails. 

(2) 
entire network on at1 facilities (vey unlikely) then the t d i c  would bc rerouted by automatic 
overflow through a diverse and separate existing public switched route to the unaficted switch 
site. The Nebraska Center’s provisioned public switched network routes provide us the option 
of going three different directions for the incoming and outgoing circuits needed to operate the 
Nebraska center. One direction is through fidlities going east from Aurora using our cast fiber 
ring and then continuing east using a combination of copper and fiber facilities owned by 
Lincoln Telephone to the carrier’s point of presence in Lincoln, Nebraska. Another route which 
is used for ourgoing interiata trafFic goes west ofAurora using our second fiber ring through 
Doniphan, Nebraska then Hastings, Nebraska and onto Lincoln Telephone‘s fiber ring back to 
all of the major carrier’s point of presence in Lincoln. A third route, which is all fiber, and is the 
primary route used for all incorning and outgoing intralata relay traffic runs bctween Aurora and 
Grand Island, Nebraska. Once in Grand Island, incoming call traffic reaches Hamilton’s Point 
of Prcscncc in Grand Island and is hauled to the Nebraska Relay Center. Depending on the 
location of the disaster, Hamilton can assign priority t&c to go on any of thcse routes. (Please 
see Hamilton’s network diagram in Attachment 1 for a visual picture of Hamilton’s multiple 
routes.) The Louisiana Center aIso has multiple routes and the Florida Relay will have the samc. 

If the disaster is such that the outbound andlor inbound circuits are effected on the 

With multiple redundant routes even at the local loop level, Florida Relay Service tr&k will 
reach a Hamilton relay switch for caI1 processing. This type of configuration assures network 
security for Florida relay users. With three switches, Hamilton will be able to process relay &Is. 
When one site is down, calls will automatically be routed to a switch in operation. 

If the Florida switch is not operational, all incoming caIh will automatically be rerouted over 
another network facility (see Attachment 1 for derailed information about Hamilton’s relay 
nenvork) to the Louisiana Center immediately or vice versa. This will be prc-programmed into 
the network. Full reporting capabilities will be maintained throughout this whole process. If 
cdi volumes are higher than what can be processed in Louisiana, Hamilton has intercept 
messages in place. 

(3) If a disaster would result in the destruction of our equipment requiring replacement 
components not maintained on-site, Hamilton will overflow all of its relay traffic to the three 
centers not affected by the disaster. Traffic simply can be routed to the other centers still in 
operation while the other ccntcr becomes operational again. This acts as an additional level of 
security. 

When provisioning the network for the Relay Center, Hamilton installed the necessary circuits 
to connect the Wisconsin Center in Madison to the Louisiana Center in Baton Rouge for call 
routing and switching. A complete facility in Aurora, Madison and in Louisiana including 
alternate circuits, equipment, and staff act as an alternate facilities as needed. 

1 I L E C O M  MU N L C A T I  0 N L 
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In addition, calls will be rerouted back to another center for ovcrflow purposes if we arc 
experiencing long queue times at any center. No calls will be dropped during this overflow 
process and users wilt not notice any difference in call processing. 

Hamilton will notify the Florida TRS of my disruption of service that last more than 5 minutes 
as soon as possible. Hamilton will inform the Florida TRS Administrator of the problem, how 
ir wil1 be corrected and when relay service will return to MI operation. Hamilton will submit a 
written report to the Florida TRS Administrator for any disruptions in service. As emphasized 
above, Hamilton has all of the nixessary network and switching mechanisms that it can control 
in place to prevent all downtime. 

n 

Hamilton's working disaster recovery plan is in Attachment 6. This document covers specific 
disasters and the specific steps to follow to restore service. This document continues to evolve as 
new technoiogy and procedures are implemented. 

Uni nterrupti ble Power System 
Hamilton's FIorida Relay Centcr will fully comply with the requirements set forth in the RFl' 
An uninterruptible power sourcc: will be available to operate the center at full capacity for 
extended periods of time. 

The power system will support the switch and its peripherals, switch room environmentah (air  
conditioning, fire suppression system, emergency lights & system alarms), CA 
consoleslterminals, CA work-site lighting and Call Detail Record (CDR) recording. 

Hamilton provides auxiliary power sources for nine central ofices in addition to dl its relay 
centers. The Company has significant experience at purchasing, installing, taring and insuring 
that such bad-up equipment is in place. All of Hamilton's back-up power systems are 
comparable to central o 6 c e  auxiliary power sources in terms of time and capacity. 

Employees will be given instructions to follow during emergencies. In addition if an emergency 
in the State cause voiumes to go up Hamilton will overflow and route calls to othcr centers. 
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27. Intercept Messages 
Hamilton will provide a system with automated backup capability to orher centers. This should 
eliminate the need for intercept messages if people resources are available at the unaffected 
center. If t h e  traffic cannot be rerouted due to multiple circuit failures or for my other reason, 
the callers will be notified with the appropriate type of intercept messages. All intercept 
messages for problcms with the inbound circuits are under the control of the inbound service 
provider. 

28. Service Expansion 
Hamilton currently has additional capacity at all of its relay ccntcrs. The Florida Relay Center 
will also have to accommodate the current traffic volumes for the State of Florida as well as any 
growth throughout the term of the contract. Hamilton has always maintained at least 10 
percent more workstations than normally needed at peak load times to accommodate sudden 
growth and will do the same at the Florida Center. 

The following factors have all been taken into consideration should expansion to accommodate 
increased call volumes be necessary: 

Hamilton currently has 45 to 50 workstations in operation in the 3aton Rouge facility with 
capacity to add 10 to 15 more workstations. Thirty-two workstations are in operation in the 
Madison facility with the capacity to add 10 to 1 1 more workstations. The Wisconsin 
facility can easily be remodeled to accommodate another 20 to 25 workstations for a total of 
30 to 40 ncw workstations in the Wisconsin facility. There is more than enough capacity 
among Hamilton’s current relay facilities to accommodate any growth for Florida. The 
combination of workstation capacity available in all of Hamilton’s relay centers and the 
fact that the Florida Relay Center will also have additional capacity for more workstations 
will certainly provide for adequate expansion. Hamilton can obtain workstations within 
one week if needed. 

As described in the equipment description portion of this proposal, Hamilton’s equipment 
hardware and software is more than adequate to expand for any lweI of traffic reasonably 
anticipated by FRS. Trunking capacity in our toll routes and our interexchange routes going 
out of the Florida Center wiil be adequate for any level of expansion. All of the technical 
requirements could be provisioned to handle any increase in call volume and could be put in 
place quickly. If additional incoming circuits and outgoing circuits are needed from our 
network service provider, we can provision additional circuits within one month while using 
overflow routes to other centers handie traffic in the meantime. 

As a matter of practice for all of our centers we project traffic levels out for 12 months ahead 
and will do so for Florida, This has allowed us to suficiendy predict Communication 
Assistants needed, workstations and other facility needs. Any expansions made for Florida 
relay traffic would be done while still continuing to maintain all standards in the RFP. 
Hamilton has a great deal of experience in meeting the traffic demands of relay users. Our 
experience and dedication to serving thc relay community wili continue to be an important 
benefit and certainly positions Hamilton to meet the needs of Florida relay users. 
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Hamilton and SAI are alway:; looking for professional and qualified people to become 
Communication Assistants. Hamilton has certain standards and work practices that must be 
met and for these reasons, Hamilton never wants to pass up a qualified C A  candidate. 
Hamilton has also been very successful in the past at getting employees to volunteer to work 
over time to cover unexpected increases in traffic load unril such time as scaffng needs are 
met. Hamilton has met in it:s current states and will meet for Florida Relay Service all 
service standards and contract requirements. 

With thcsc pieces in place, Handton can easily accommodate any increases in traffic volume 
for the State of FIorida 

Staffing for Call VolumelUsage Patterns 
Hamilton monitors staffing pattmns on a daily and weekly basis and compares it to hourly 
answer times and call volurnc reports to ascertain the efficiency of stafEng schedules and the 
need for adjustments on a daily, weekly or monthly basis. Hamilton has developed an advance 
scheduling tool that uses the Erlmg formula to predict the number of CAS needed for each hour 
of each day. Hamilton generate:; historical data reports and future scheduling rcports to 
determine if enough CAS are available to meet projected demand for each day. 

Hamilton estimates hiring 180 t'o 210 Communication Assistants to begin operating the Florida 
M a y  Scrvice. For every increase of approximately 5,000 minutes in operator work time per 
month an additional Communication Assistant: will be hired. This may vary as usage peaks and 
valleys develop. However, the fcdlowing graph which depicts expansion levels by staffing 
category is based on adding a Communication Assistant for w t r y  increase of 5,000 minutes in 
operator work time per month. 

Communication 
Assistants 

180 
190 
200 
210 
220 
230 
240 

Supervisor 
11 
11 
12 
12 
13 
13 
14 

Assistant 
Manager 

1 
1 
1 
1 
1 
1 
1 

Manager 
1 
1 
1 
1 
1 
1 
1 

Hamilton believes that the following expansion schedule will meet and exceed the FCC 
standards for relay service over the Iife of this contract. However, Hamilton recognizes t h e  
changes in technology and use of the relay may change during the contract and will make the 
necessary changes to its plan (if any arc required) to ensure that all standards arc met and 
exceeded. 
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29. New Technology 
As stated throughout this proposal, Hamilton’s relay platform is in the best position ro upgrade 
ro new technology. 

As one can see, Hamilton’s relay platform makes use of the latest switching and 
telecommunication technology available. Hamilton’s swirch is a high-speed, stand-alone, non- 
blocking digital switching matrix. The system is fuily redundant to insure quality, reliable 
performance. Common equipment frames can be added to accommodate any expansion 
necessary. The system utilizes a standard T1 interface that enables it to be linked to other digital 
switches. The system is set up to automatically access the secondary operating system on the 
switch with no human intervention. The system auto-detects any problems and moves to the 
secondary system immediately if necessary. The relay switch system and workstations access a 
database to provide the ASCII and Baudot interfaces to the text user and the basic database 
access. Redundant Windows NT servers are used to store the database containing all 
information required to run the workstation application. 

Hamilton’s integrated workstations provide both voice and data paths to support basic relay 
functions. The workstations access the switch host which is a high-speed processor running the 
UNIX operating system to support the programmable relay switch environment. The switch 
host processes requests from the workstation and sends commands to the switch to control the 
communications environment. 

The workstation also accesses redundant database servers, out which are high-speed processors 
running the Windows NT operating system. The database server provides information about 
the call routing, and the user preferences. 

Hamilton has organized its relay workstation sofnvare making it easy for the Communication 
Assistant to keep track of the originating and terminating parties. Everything typed to or typed 
by the originating party is in capital letters. Everything typed to or typed by the terminating 
party is in lower case. Each party has its own “window” making the system wen more efficient - 
one box contains the t a t  conversation received and the other box contains the conversation 
typed by the Communication Assistant. Because Hamilton can process a variety of call types, 
including VCO to TTY in which the CA types to both parties, Hamilton has established an easy 
mechanism that allows Communication Assistant to dictate and change which party receives 
typed communication. The workstation has the ability to abbreviate standard messages (macro 
kcys) and handle them with one keystroke thus saving call set-up, connect and wrap-up time. 
The workstation can also be monitored by the supervisor workstation for training and quality 
assurance purposes. All of these features assist the CA in controlling the flow of the 
conversation, assuring that clear conversation takes place, while at the same time promoting 
efficiency at the workstation. 

Using flcxible sohare and hardware (ie. common equipment frames, standard T! interfaces, 
windows NT servers, UNIX operating System, etc.) where components can easily be modified in 
order to accommodate new technology, Hamilton has the ideal relay platform for today’s rapidly 
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changing technologically advanced environment. Hamilton can quickly add new features and 
make changes based on the input from relay usrs and from our internal evaluations. 

Hamilton is involved in several national organizations which allows it to keep abreast of 
emerging technologies. Gary Warren, Hamilton’s Executive Vice President, is currently 
Chairman of the NECA Relay A.dvisory Committee. Hamilton is also a sponsor of NASRA and 
participates on several Relay Industry Teams. Through thcse organizations and its participation 
in national meetings and tradeshows, Hamilton is kept well informed of the latest happenings 
within the relay industry. Hamilton will keep the Florida Public Service Commission and the 
TRS Administrator informed about any new types of technology. 

When determining if new technology is viable, Hamilton tries to balance the benefit of the new 
technology with how acccssiblc the new technology would be to the majority of relay users and 
how much it would cost relay users in new equipment IO receive the benefit of the new 
technology. If the benefits are greater then the costs and the new technology could be accessed 
by the masses and some type of ,standard has been developed in the industry for the new 
technolog (the scwice is reliabllc, telecommunication network elements are in place and 
accessible, the service has been tested and approved by Hamilton’s equipment vendor, ctc.) 
Hamilton will go ahead and implement the new feature if so desired by the State The Florida 
Public ScMce Commission will be given the opportunity to purchase any enhancements or 
upgrades Hamilton makes during the life of the contract. 

If Hamilton develops a new feature or service, Hamilton will share this information with the 
State of Florida. Depending on the nature of the circumstances, Hamilton will indicate to the 
Department and the TRS Administrator whether or not certain information is proprietary. 
Hamilton will then take the appropriate action to secure confidentiality from the State via some 
type of nondisclosure agreement. 

P 

Hamilton has a history of impkmenting new types of technology and services without charging 
the stares any additional amount. Routine improvements are a part of our service and will 
continue to be implemented without further charge TO the State. If ncw technology dwelops 
with different cost elements, Hamilton will, in good faith, negotiate an appropriate pricing 
structure with the State. A sample formula which Hamilton may use to price these new types of 
technologies is cost plus 10 percent. Depending on the type of feature, it is difficult to know if 
prices would be based on a per minute rate or a flat fee. All of this is certainly negotiable as new 
technology dcvclops. 

30. Consumer Input and Participation in Advisory committee and 
F PSC Proceedings 

Hamilton has a reputation for responding to the needs of its customers. This is because 
Hamilton understands the importance of relay user input in providing a high quality relay 
service. Through the various input mechanisms Hamilton has in place to gather consumer 
input to its friendly staffwho are willing to go the extra m i l e  for all customers, Hamiiton 
Relay Service delivers a very high quality relay service. 

F 
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Hamilton will continually seck input from the Advisory Committee and the Cornmission in 
regards to the quality of the relay service. Advisory Committee members and the Commission 
are encouraged to use the relay often. In other states that it serves, Hamilton has estabIished a 
network of users over the internet to gain instant fcedback and to gain feedback ofcen. 
Hamilton staffwill initiate e-mail to key Ieaders in the relay using community asking for 
feedback. Hamilton takes this feedback and makes any changes immediately. In addition, 
Hamilton anticipates meeting with the Advisory Committee and Commission Staff (as needed) 
frequently. This feedback will be invaluable to Hamilton as we strive to provide the best relay 
service in the country for the State of Florida. Hamilton has not included travel or per diem 
costs of the FPSC or its Advisory Committee in its bid price. 

Wamilron also uses a survcy to gain feedback from relay users. A sample survey results page can 
be found in Attachment 3. This survey will be given to user groups, to Advisory Committee 
members, to Commission Staff, and to as many other relay users as possible. Hamilton uses this 
tool to determine if the relay is improving and to identify areas of weakness. Hamilton has had 
a great deal of success with its survey tool and will continue to use it and twcak it so that 
Hamilton can continue to monitor its progress. The results of any service quality evaluations 
shall be reported to the FPSC ofice within 15 calendar days after the last month in each quarter. 

Hamilton also does its own monitoring for quality. Please see section number 8 in this tab for 
detailed information about Hamilton’s internal quality processes. 

Some of the ways Hamilton garhers its consumer input are listed below: 
1. Hamilron actively uses its customer service number to gather input from relay users. Any 
time a suggcstion, compliment, policy review request, or complaint is given, Hamilton makes a 

record and responds appropriately via a letter, more information or through its complaint 
resolution process (see number 31 in this tab). 

2. Hamilton currently works through the various associations of users, which can be identified in 
Idaho, Nebraska, Kentucky, Wisconsin and Louisiana, and would do rhe same for the purpose 
of lining up such user group meetings in Florida. Hamilton has and will continue to use some 
survey options that might be employed for further determining and obtaining customer 
feedback. User group meetings will be held in various regions of rhe State. 

3. Hamilton’s Contract Manager will solicit consumer input through evaluations and other 
informal mechanisms from the relay community. The Contract Manager will be a resident of 
FIorida and will be very involved in the relay community through organizations, groups and 
one-on-one sessions. Relay users will be given the opportunity to express their opinions and 
offer suggestions each time the Contract Manager is present. 

4. Hamilton will use the Advisory Committee and other organizations to determine the 
satisfaction of Florida Relay customers with the quality of service provided. Hamilton will, as a 
regular procedure, meet with customer user groups and focus groups at various locations in the 
State of Florida for purpose of obtaining additional input. These groups will be made up of 
individuals independent from the relay center. Hamilton will file a report with the Florida 
Public Service Commission ofice as to the number of user group or focus group meetings held, 

d 
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the results of evaluation efforts, :recommendations, and actions Hamilton has taken to respond 
to any actions which would appear necessary from those consumer input devices. Hamilton 
currently works through the vari.ous associations of users which can be identified in Idaho, 
Nebraska, Louisiana and Kentucky and would do the same in Florida for further input. 

F 

Recommendations made by users will be carefully evaluated by Hamilton and shared with the 
Advisory Committee. If the resxnmendation seems to benefit the majority of relay users and 
docs not cost anything adhtiond to provide, Hamilton will implement with the permission of 
the FPSC. If the recommendation will cause Hamilton to incur additional expense, Hamilton 
wiIl so state and present the needed figures to the FPSC. The FPSC can then decide whether or 
not to implement the recommendation. 

6. Users will be able to access Hamilton's Florida Relay Customer Service 24 hours a day and is 

$mace hnctzum- rtr n o - w h e  FPSC Hamilton's customer service department 
will instruct relay users on how to place d l s  through the relay, share tips for improving 
efficiency, and answer questions about ncw services or about any changes which have been 
made. Hamilton's Customer Service Department will also assist relay users with billing 
questions, equipment testing, and provide a variety of referral numbers to State Organizations, 
other long distance carriers, and ADA inquiries. This information will also be distributed 
through a variery of, user group meetings which will be held throughout the state and through 
the many deaf, hard or hearing, and speech impaired organizations throughout the State of 
Florida. This number is also thse contact point for people wishing to cornplimcnt or complain 
about the service. 

accessible to both TT"y and non-TTY uscrs. This line will be wed to C O o m P l e t e  c all W t O f n t T  

e 

All information gathered will br: presented to the Advisory Committee and discussed as 
necessary. Hamilton looks forward to using the input of users across the Srate of Florida in 
order to develop a truly customized relay service that meets the needs of the relay users in 
Florida. 
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Hamilton’s Contract Manager shall pmicipate in all mcctings of the Advisory Committee and 
all FPSC workshops and hearing relating to relay sentice. From time to time, Hamilton’s 
Director of Relay Service, Dixie Ziegler, will also participate in these meetings, 

31. Complaint Resolution 
Hamilton will provide a 24 hour a day, 7 days a week customer service via a toll-free telephone 
number, accessible from anywhere in the U.S., to assist callers with Florida TRS inquiries. 
Trained SM personnel wili staff this 800 line. Customers may also contact Hamilton via e-mail 
through a web-site that will be developed strictly for Florida Relay; through a Supervisor on the 
relay floor; in person; as well as in writing. CAS will not handle any inquiries or complaints. 
Any cdlcr to the relay canter having a complaint will be able to reach a supervisor or customer 
service representative while still on line during a relay call. AI personnel who handle Customer 
Service inquiries will have extensive training on Deaf Culture and the needs of people with 
speech and hearing disabilities. 

In t h e  wcnt of complaints regarding Florida Relay Service, trained stafFwiH follow an 
established procedure of complaint resolution. This process varies depending on the gravity of 
the situation. 

0 Inquiries for materials will be directed to the Florida Relay Service Ourrcach Manager. This 
person wiU be rcsponsible for sending the appropriate materials and insuring the customers’ 
requests have been met. 

e Feedback invoiving CA ‘s will be directed to the C A ’ s  Supervisor and the Assistant Program 
Director. Positive feedback will be shared with the CA. Constructive feedback will be 
shared with the CA and appropriate coaching, re-training and counseling steps will bc taken 
by the primary Supervisor to resolve the situation. 

complaints rcgarding servicelprocedurc issues are directed to the appropriate internal 
personnel. Technical issues are given to Hamilton’s technical support staff and addressed 
immediately. 

All contacts made through the toll-free Customer Service number, in writing or in person 
including complaints will be documented in the Customer Service database. All complaints and 
resolutions are documented in this database. All customer service information is kept on file and 
available to the Commission upon request. (See sample of the screen in Attachment 1. As one 
can see each database record indudes the name andlor address of the cornplaint, the date and 
time received, the CA identification number, the name  of the complaint, the result of the 
investigation, the resolution of the complaint and date of the investigation. The customer 
service representative responsible for handling the complaint is also indicated. All reports arc 
reviewed by the Contract Service Manager to ensure that any complaints have been resolved ro 
the customers’ satisfaction. Most customer service cornplaints are resolved by the Customer 
Service Team. If further action is needed, the complaint is escalated to the SM Program 
Director, the Hamiicon Contract Manager, the Director of Relay Service for Hamilton, and 
lastly to the TRS Contract Administrator. AI1 complaints will be resolved within 10 calendar 
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days depending on the cornplexky of the problem. All customer service acrivity will be reported 
Hamilton’s Contract Manager shall participate in all meetings of the Advisory Committee and 
all FPSC workshops and hearing relating to relay service. From time to time, Hamilton’s 
Director of Relay Service, Dixie .Ziegler, will also participate in these meetings. 
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32. Charges for Incoming Calls 
Customers will reach Florida Relay Service by dialing either the Voice, TTI, Spanish or ASCII 
800 number. The call rings intci the relay center at which time a CA answers and requests the 
called telephone number. The d l  is then routed to the local number in Florida for cdl 
completion. The CA then begiris to relay the call. Hamilton’s entire call process and CA 
procedures are designed to makc: the relay center seem invisible. To the relay user, a call looks 
like it was placed from his or her primary location to the call destination. Relay wcrs do not see 
or get billed for the “links” going to and from the relay center. Relay users will receive no billing 
for local calls. Intrastatc/intralat:a calls wiil be billed by the cusmmer’s carrier. Hamilton does 
not charge the user for making c:dls to the relay service, 

33. Billing Arrangements 
Hamiiton is capable of processing non-coin-sent paid, collect calls, person-to-person 4 1 s  and 
calls charged to a third party. H.amilton is also able to process local exchange d i n g  cards and 
all non-proprietary intercxchange company calling cards that are accessed by dialing an 800 
number. All billing is based on minutes of conversation. Relay users simply inform Hamilton’s 
CAS when they want to use an alternate form of billing. The CA selects the correct billing 
method from an on-screen menu and the call is then placed. The customer's carrier of choice 
actually biHs the call (based on conversation time) as for dl rypes. Hamilton performs no 
billing. 
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Hamilton is able to bill al local exchange line-based calling cards and all non-proprietary 
interexchange company c lling cards, which use an 800 number. From past cxpcrience, most 
relay users have calling cards that can be validated through a national LIDB, which Hamilton 
has a validation link to or are validated by dialing another 800 number to gain access to the 
calling card's database. Hamilton allows relay customers to use either type of card. If a Florida 
LEC has a proprietary calling card without an 800 number, Hamilton will work to gain access to 
the card's database. Once the LEC gives Hamilton access to the calling card's database, 
Hamilton will be able to bill to the proprietary calling card. All interlata and intralata calls can 
be billed to a calling card. 

As stated above, Hamilton accepts all LEC-based calling cards, non-proprietary interexchange 
calling cards with 800 numbers. Hamilton has established a validation link to validate all major 
carrier calling cards (AT&T, Sprint and MCI). Hamilton relay users also arc able to use pre- 
paid cash cards and other debit cards for intrastate and interstate calls. 

Hamilton performs no billing. Hamilton will forward information on each toll call to the 
customer's carrier and the carrier is responsible for all billing and collection functions, not 
Hamilton. The record will contain: the originating and terminating numbers and the call type 
(e.g., person-to person, collect). Interlam and intralata billing records will be created by the 
interexchange carrier as a result of the information digits and calling and called number data 
being sent to the interexchange carrier at the time the call is made. Billing and collection is then 
the rcsponsibility of the interexchange carrier who carries the call. The format of the bill for 
intralata and interlata toll calls will be determined by the carrier, however, the information in 
the record submitted to the carrier directly from Hamilton will identify the call as a Florida 
ReIay Call and will further designate the types of calls (i.e. third number call, direct dial call, 
collect caIl and person-to-person d l ) .  Hamilton bills no calls and receivcs no revenue. All 
billing is performed by the carrier. 

Hamilton will obtain any needed billing information from the Florida LEG. This information 
will include any FAS andlor 1 0 4  optional calling pian data. Hamilton will request this 
information at time of relay set-up and periodically during the contract term. Hamilton wiIl 
follow FPSC activity so Hamilton is aware when local calling plans have been changed. 
Hamilton will adjust its database so all relay users continue to receive expended local area &is 
free of charge. 

34. End User Billing for Intrastate Calls 
Hamilton will provide loml and intrastate calling to the users of the Florida Relay Service. 
Hamilton will obtain the neceSSary information (NPAINXX) to build a database to identify the 
difference between i o d  and intrastate calls (this includes expanded local information). This 
information will be obtained by contacting all Florida LECs, The calling number's ANI is then 
compared to the called number. The database determines if it is a local or intrastate toll call and 
gives the C A  notification if b i h g  information is required. If it is a local call, no billing 
arrangements are necessary. If it is a toll call, Hamilton will send the call to the customer's 
carrier of choice for billing purposes. 

4 
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The customer’s carrier of choice ,will bill all intrastate calk. This diminates the need for 
Hamilton to submit any rate schedules for intralata 4 1 s .  Hamilton will offer each relay user 
inrralata presubscription, meaning that the customer can pick which arrier they want to use for 
their intralata, intrastate calls. This gives complete control over billing to the relay user. When 
a call has been defined as an intrdata, intrastate d l ,  Hamilton scnds this call to its relay 
switching tandem. The correct tarrier code is sent with each call so that the tandem sends the 
call to the customer’s carrier. In addition, Hamilton also forwards the appropriate information 
digits, calling number and called number on each d l  as part of the call information so that the 
long distancc company can bill the customer directly or through whatever thcir normal billing 
mechanisms may be. Each call is identified as a relay call. If relay users have signed up with 
their carrier of choice for a “relay” discount, thc carrier will bill the d l  as a relay call and pass on 
any discounts. Hamilton has no control over these discounts, as Hamilton is not acting as a 
carrier. Relay users wili receive cine bill from their carrier of choice just like they do for all of 
their direct calls. Hamilton explains this mc of billing arrangement at all outreach activities, in 
newsletters, ctc. so that relay users understand how to select a carrier and find the best long 
distance rates. 

Operator services are handled in the same manner as explained above. All intrastate operator 
assisted calls are sent to thc customers’ carrier of choice for processing. 

The type of arrangement explained above gives the control to rhe relay user. The relay user 
a n  pick their carrier of choice (Hamilton has approximately 10 different carriers that have 
agreed to participate in relay equal access), receive one bill for all of their calls, and the relay 
user can shop for the best rates, just like they do today for cal ls  not made through the relay. 
Hamilton sccs this as a signiticant advantage to relay users. The relay mer can continue to 
work with one carrier and the d a y  remains invisible. Hamilton looks f o d  to providing 
this type of service to the State of Florida. 

Charges for Flat-Rate ILocal Calls 
When obtaining EAS and other information from each LEC in Florida, Hamilton wilI ask each 
LEC for information in regards to flat-rate local calling plans. Hamilton obtains the milcage for 
each of these plans and adds this information to its database (Le. calls made within the particular 
mileage area dictated by the LE!: are local calls). Hamilton’s database indicates if a call is local 
or long distance so that the CA can process the call using the correct billing arrangements when 
necessary. Because Hamilton has no way of receiving “timely” information from each LEC in 
regards 10 which customers haw: which calling plans, Hamilton gives the most beneficial 
arrangement to dl relay users. This ensures that customers who subscribe to the plan are not 
charged for calls that are defined as “locai” as a result of a flat-ratc local calling plan. Hamilton is 
using the first approach described in the RFP. 

Charges for Expanded1 Local Calls and Intrastate Calls 
As stated throughout this proposal, Hamilton is not a carrier. As a result, Hamilton will not be 
billing relay users for expanded local calls or intrastate calls. As explained above, Hamilton will 
obtain the information for Expanded Local Calling areas from each LEC in Florida. Hamilton 
wiIl build its “localllong distance calling” database with this information. Every relay user will 
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receive the benefit of an expanded lo& calling area as Hamilton has no way of tracking which 
relay user subscribes to what individual LEC calling plan. This means that every relay user will 
receive “local” calling for each expanded local calling area as defined by each LEC. No billing 
will be generated for any relay user (even if they do not subscribe to the expanded calling plan) 
when calling within an expanded local calling area. This arrangement eliminates the need for 
Hamilton to submit any rate schedules for expanded local d i n g  areas. 

4 

35. Relaying Interstate and International Calls 
Hamilton will provide interstate and international calling to Florida Relay. Hamilton already 
provides interstate and international relay service to Idaho, Nebraska, Louisiana, Kentucky, and 
Wisconsin as well as any other interstate relay users which choose to use Hamilton’s Relay 
Service. 

All long distance companies which are eligible will be asked to participate in Hamilton’s equal 
access process. As a result, Hamilton will have access to all major carriers (Hamilton already has 
approximately 10 major carriers). Hamilton’s relay users are then able to use the long distance 
network of their carrier of choice. As described above Hamilton’s database identifies if a call is 
local, intrastate, interstate or international. This information is delivered to the Communication 
Assistant’s workstation where the appropriate billing information is obtained. Hamilton will ask 
dl eligibie carriers in Florida to also panicipate in equal access. 

Interstate and international long distance toll charges are recorded and billed by the relay users’ 
carrier of choice in the same manner as the carrier bills that customer for orher interstate long 
distance calls. On each interstate d l ,  Hamilton fonvards the appropriate information digits, 
calling number and called number on each call as part of the call information so that the long 
distance company can biI1 the customer directly or through whatever their normal billing 
mechanisms may be. 

4 

Hamilton understands and will bill the NECA fund established by the FCC for the relay costs 
associated with providing interstate and international TRS services to Florida residents. 
Hamilton will provide access to interstate and international calling as a part of its contract price. 
Hamilton will report rninurcs billed to NECA and to the State. 

All the major carriers (including AT&T, Sprint and MCI) which are participating in relay equal 
access have established the necessary trunking with Hamilton’s relay switching sites providing 
Hamilton’s relay users with a choice for their Iong distance provider. Hamilton will continue to 
offer equal access to all carriers who choose to participate. Hamilton will establish the same type 
of arrangement for the Florida Relay Center and offer equal access to ail eligible carriers in 
Florida. 

The carriers establish rates for interstate and international calls since Hamilton performs no 
billing. Hamilton does not limit relay users to one carrier, Hamilton docs allow access relay 
users to access their carrier’s calling cards as long as that carrier is participating in relay equal 
access. If the state’s d i n g  cards are accessed by dialing an 800 number (Le. the relay user calls 
the 800 number to access the relay, gives the 800 number to the CA on the calling card, and J 
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- 
then gives the CA the calling wrd number), Hamilton will be able to pro- state credit card 
calls. As explained above, Hamilton will process interstate calls originating andlor terminating 
in Florida 

Hamikon does not control the rates of carriers for interstate or international d l s  nor does 
Hamilton bill any of these call typcs. If a relay user wants to make a call that originatcs in 
Florida to a foreign country, that call is delivered to the customer’s carrier of choice for 
processing and billing in the same manner that is described above. The carrier is responsible for 
rating and billing this call and the customer is responsible for any charges. Collect and third 
party international calls are also delivered to the carrier and at that point in timc the carrier may 
be using an automated response system or a live operation. 

36. End User Selection of Carrier 
Hamilton allows a carrier to selcct an available inrerexchange company. Following are the 
standards Hamilton follows in providing carrier of choice. 
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ICCF 
Industry Carriers 

Compatibility Forum - .  
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Hamilton has developed a customer profile program that provides automatic connection to the 
carrier of choice (AT&T, Sprint, MCI, etc.) for both interlata and intralata calls made by the 
relay user, so that relay users obtain the rates of their long distance carrier and receive their relay 
calls on that carrier’s bill every ti:me. Relay users can complete a profile and Hamilton will add 
this information to its database o r  users can notify the Communication Assistant of their carrier 
of choice when making a relay a l l .  In the event a d a y  user elects to change hislher carrier of 
choice, rhe Communication Assistant will be able to do so. This eliminates any repeated 
requests for carrier of choice, thus reducing set-up time. Hamilton has provisioned the necessary 
trunks at each of Hamilton’s relaby switching tandems for all long distance companies 
participating in equal access so that they can receive Hamilton’s relay traffic. 

n 

CAS no longer need to ask relay users the name of their carricr and consequently call set-up time 
is shortened. Jt also insures &a I: relav users ee t their relay calls b illed t h r o w h e  same & 

ce to relav users and a. u ‘me saver for both use rs and 
&vu e for other d s  alaced from that ~ d c u l a r  telephone line. Thi S e i s a s  

v the most 
caulvale nt method o f providine carr ier of choice a d  ’ ble today. H d t p n  

ton performs no provides both intralata and interl-r of &ce. As a result. H 
billinv functionst 

Hamilton’s Customer Service Rcpresentatives are prepared to discuss carrier of choice with relay 
users and are also prepared to direct them to other telephone numbers including telephone 
numbers accessible through the relay service to access more information from particular carriers. 
Hamilton keeps an updated file of the appropriate access numbers to the long distance 
companies that are available to consumers upon request. Hamilton also prints carrier of choice 
information in all appropriate relay materials. 

r‘- 

37. Recipient of Toll Revenues 
Hamilton will not be performing any billing functions under this contract. All long distance 
calls (Le. intralata, interlata, and international calls) will be billed by the relay user’s carrier of 
choice. As a result, Hamilton will not be retaining any toll revenues. 

38. Long Distance CidI Billing 
Hamilton performs no long distance billing. The customers’ carrier of choice performs all 
timing functions. Hamilton has no control over the timing functions of other carriers. 
However Hamilton does control when billing should stop. Billing ends as soon as either party 
disconnects from the call. Hamilton automatically and immediately sends this “disconnect” 
notification to the customers’ carrier of choice so that billing is performed correctly by the 
customers’ carrier. Because Hamilton performs no billing functions, Hamilton docs not use a 
billing systcm except to the cment necessary to bill the State of Florida and to generate monthly 
repom. Hamilton does use a wry detailed d detail record process {in fact, Hamilton’s d 
detail record has more informalion than typically generated by long distance providers - 
please see below) to generate billing for the State and to generate reports. This assures billing 
accuracy for t h e  Smte of Florida. This system is explained below. Hamilton’s billing functions 
are very efficient. Please see the pricing tab for information in regards to how Hamilton is able 
to save the Srate of Florida relay dollars. 

m 
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Call Billing Records contain the following information. Hamilton’s call billing record system is 
completely automated. 

Calling Number 
Vaiidation Codes Completion Code Outgoing Call Type (Collect, Third, etc.) 
Outgoing Call Class Connect Date Connect Time 
Disconnect Time System Time Queue Time 
Operator Time Charge Time Incoming Call Type 
Operator ID Operator Position Calling Trunk Group 
Called Trunk Group 

Called Number Bill Number (for card or third party) 

All of chis information is recorded in Hamilton‘s relay platform. This also records the following 
call events as illustrated below. As one can see Hamilton performs these functions in 
chronological order. In addition all timing reflects the appropriate time zone. 

-+--*--_-----_----_ Call initiated (off-hook detected) 
System Time 
-rrr--rrrrr-rrrrrrrr 

Queue Time 
--__Id-----*444--_ 

Operator Time 
rrrrrrr-----rrrr--r Call dialed and ringing 
System Time 
rrrrrr--r-r-rrrrrr- 

Charge Time 

Call is placed in queue 

Call is assigned to CA 

Call completed (&led party off-hook) 

Call breakdown {either party off-hook) 

The following text describes the process of how relay users will be billed for calls. After records 
have been made for each call with the information listed above, it is transmitted daily from the 
relay platform to the t d i  processing computer system via magnetic tape. Within this system, call 
jurisdicrtions are defined by linking the calling and called numbers to geographic data tables that 
contain NPA-NXX information. Calls are then identified as intralata, interlata or IocdlEAS. 
This also is done at the workstation during the call. (Interstate and Intrastate toll calls are billed 
by the customer’s carrier of choice at the time of the call.) Incomplete, I o c a l l ~ ,  intrastate and 
interstate call information is retained for calculation of session minutes (as defined in the RFP). 
Hamilton then takes the charge time as recorded for each record and uses it to make its billable 
amount calculation to the State of Florida and to NECA for interlata relay calls. 

-4 

Interlata and Intralata calls are recorded, rated and billed by the customer’s carrier of choice at 

the time of the call. Please see section 36 for how Hamilton delivers billing information to 
carriers while the call is actually taktng place. Toll processing records are retained, as well as all 
local/EAS records, so that all proper data is available to complete the settlement process with the 
Stare of Florida and NECA. 
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Hamilton maintains dl billing rtmrds at its Nebraska location. This is Hamilton’s corporate 
site and all reporting functions are performed in Nebraska. Records can be transferred with an 
appropriate notice, to a particu1a.r center for auditing purposes. 

39. Special Needs 
Hamilton provides several relay :features that can be classified as Special Needs Services. 
Hamilton has a “notes” section in its customer profile that allows relay users TO give special 
instructions for relay call processing. Notes such as “translation” can be listed here. When a CA 
sees “translation” in the notes selxion, the C A  immediately calls over a translator to translate 
written ASL to spoken English and English into simpler English for the ASL user to understand. 
Users can also indicate such things as “slow typing’’ in the notes section of their profile. Slow 
typing assists those with dual-sensory disabilities. Hamilton does not charge for these services - 
it is included as part of the base price for relay. To use these services or to request other forms of 
“special” call handling, relay customers simply nccd to reach customer service (which will be 
available 24 hours a day for Florida) and inform the customer service representative of the specid 
need. Hamilton will make any necessary accommodation to assist relay users will call processing. 

Hamilton will also promote through its customer service number and via outreach functions, 
any equipment that can be used by those with physical limitations. Hamilton’s customer service 
team see themselves as a resoum: to assist relay users with all types of issues - whether temporary 
or permanent. 

40, Custom Calling Type Features 

Access to Local Exchange Company Enhanced Services 
As a local telephone company and relay provider, Hamilton has a great deal of experience 
working with relay users who have purchased enhanced services from their local telephone 
companies. For example, if a th-ree-way call is desired and three-way calling is available from the 
LEC, the customer can use the l-eature to either tie the third party directly into the conversation 
or to tie the third party in by making a second call to the relay center. Call forwarding and call 
waiting can also be provisioned on the relay customer’s line by the LEC; for example, if the user 
puts his telephone on call fonvarding the relay call will be automatically forwarded to the new 
location. HamiIton wil  interface with these types of fcarures at no additional cost to the state 
nor will the relay user experience any additional costs except to the extent that a relay user is 
biIIed for enhanced services by t:he LEC or that a three-way call results in two toll calls. 

a. Speed Dialing 
Hamilton has Speed Dialing available via its Customer Profile. Relay users simply need to 
complete the Spccd Dialing Section of Hamilton’s customer profile (please see Attachment 2 for 
Hamilton’s cusfomer profile). Customers effortlcsdy list up to 1 O telephone numbers along 
with an associated name for each number on their custpmer profile. This information is then 
stored in Hamilton’s customer Idatabase. When rnakmg a relay call from the telephone number 
associated with the customer’s profile, the relay user oniy has to type to the CA the name of the 
person they want to calI. The CA then goes to the speed dialing list and selects that name. The 
correct number is automatically dided. This prevents the CA from entering a wrong number 
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and provides faster service to the relay user. Hamilton will provide this service as part of its base 
relay price. 

b. Last Number Redial 
Hamilton will provide this service to the State of Florida within six months of the start-up date 
for the contract. This feature will allow the caller to have the relay dial the last number called 
via relay without the caller having to give the number 10 the CA again. Hamilton anticipates 
provisioning this service in a manner thar will make it very easy for the customer to usc. All the 
c d e r  will need to do is tell &c CA to “redial” and the CA will automatically dial the last 
number called through the relay. just like speed dialing, last number redial will give relay users 
fast and accurate relay service. 

41. Unsolicited Features in Basic Relay Service 
Hamilton will provide a plethora of fcaturcs and additional services to the relay users in the 
State of Florida. These features and services will be provided at no additional charge to the 
Florida Public Service Commission. Those features are listed throughout this section. As one 
can see from this list, Hamilton goes beyond simply providing relay service. Hamilton provides 
a very high quality of service and believes that the customer should always come first. The 
features and services listed below allow Hamilton to provide high quality service that is easy and 
fast to use for the relay customer. Hamilton’s caring, dedicated people and these extra features 
listed below allow Hamilton to Connect every Relay Call with Care. 

Access to Restricted 800 Numbers 
Hamilton’s relay service will allow access to restricted 800 numbers. Hamilton has a great deal 
of experience in gaining access to restricted 800 numbers and will continue to make sure that dl 
of the relay users in Florida have access to all 800 numbers. Because Hamilton’s e n t e r  will be 
located in Florida, Hamilton will be able to readily purchase any nccded circuits in Florida to 
secure acccss to regionally restricted 800 numbers. 

Customer Profile Database 
Hamilton currently stores each relay user’s speed of connection information based on the user’s 
ANI in its database (see number 26). As a part of a recent enhancement, Hamilton has the 
ability to add additional information to its database including carrier of choice, preference for 
handling the call, VCO or HCO, if the person wants the cat1 interpreted, and any other d l  
handling requests. 

This feature allows Hamilton to customize its relay service for each relay user. Relay users can 
add specific information about their call handling preferences to their profile. When a relay user 
calls the relay, the customer’s profile appears on the C A ’ s  screen. This allows the CA 10 process 
the a i l  according to the customer’s preferences. 

Customer profile information that a relay uscr can customize and what is presented to the CA 
each time the relay user calls the relay is listed below: 
1. Connection Mode - TN, Voice, VCO, HCO, ASCII 
2. Terminating Mode - TTY, Voice, VCO, HCO, ASCII 
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3. 

4. 
5 .  

6.  
7. 
8. 

9. 

If the relay users prefers a cuatomized greeting and if so, what the customized greeting 
should sfate 
If the relay user does not want the CA to explain the relay 
A list of frequently called nu.mbers and who is at that number if so desired. For example a 
relay user could type call Momm and the CA will dial that number on the list. 
If the relay user prefers to have their call translated 
If the relay user prefers to have the CA identify the relay or not 
Call restrictions (for example, no long distance, no 300 or 976 calls, etc.) 

Can block specific telephone numbers. This is done automatically. Thc CA cannot did 
restricted numbers if re1a.y users indicate this in their profiles. 

Long Distancc Carrier of Choice 
10. Preferred billing (for example, direct, calling card, etc.) 
11. Notes section for special instructions (Le. slow typing for dual-sensory impaired, etc.) 
12. As explained in Section 26,13amilton does have “self-learning” speed of connection and the 

relay user‘s next call is autoniacidly set up using the recorded information. However, 
Hamilton does not ‘‘self-leam* VCO or HCO. Rather customers can indicate this 
preference on their c a l k  profile. Connection speeds are the same for both caller profilc and 
“self-learned” connections. ‘The reason that Hamilton does not self-learn VCO and HCO is 
that because many VCO and HCO users do not always use VCO or HCO on every call. 
For example, many deaf people who have good voicing abilities, will use VCO with people 
who are familiar with their voice, but may use a Tm with people who are not familiar with 
their voice. Hamilton believes that this type of arrangement gives the maximum control to 
relay users in how their relay calls are connected. 

To use the customer profile feature, a relay user contacts Hamilton Relay Services via its 
customer service number or completes a customer profile form (please refer to Attachment 2 for 
a copy of this form). A detailed description of the features in the profile is in Attachment 2. 
Hamilton’s Technical team input the form. The next time that relay user calls the relay, the 
customer profile appears on the C A ’ s  screen so that the CA can properly process the call. 
Hamilton allows the C A  to make some changes to the profile on a one-time basis. Permanent 
changes to the profile must be made through customer service. 

Customer profiles are based on ANI. This provides a very high level of security and keeps all 
confidentiality practices intact. The database can only be accessed internally (the database 
resides on site and is part of Hamihon’s relay platform and a password system is used to further 
secure the data). Hamilton will provide this enhancement as a part of its base price. 

In addition to dl the fkatures listed above, Hamilton will also provide all of the features and 
services listed on the next four pages at no additional charge to the Smte of Florida. It is this 
list of features and services that: d y  defines Hamilton’s quality relay offering and puts us 
ahead of our competition. 

1. Hamilton will have a 24-hour, toll-free customer service number and web site available to 
Florida Relay users. This, along with WamiIton’s web-site and In-State outreach program (if 
purchased by the State) gives t h e  State of Florida an extensive outreach program that is 
personalized to not only meet the State’s needs, bur the individual needs of rcIay users. 
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Hamilton’s one-on-one approach to relay has been very successful in Nebraska, Idaho, 
Louisiana, Wisconsin and Kentucky. Hamilton believes that Florida relay users will see great 
benefits from this type of outreach program. 

2. Hamilton will obtain all emergency numbers across the State of Florida. Hamilton will use 
this information to provide emergency relay services to relay users as is needed. Hamilton 
has developed an automated emergency number database. 

When a call has been determined to be an emergency, the Communication Assistant seIects 
the “emergency a11” box option on the sohare  at the workstation. Hamilton’s relay 
pIatform then takes the NPNNXX information from the ANI of the incoming call and 
matches it to information in its database. The information in the database indicates what 
city or county a caIl is coming from. This information is then cross-referenced ro a list of 
towns and counties in the State of Florida. Once this search is complete (it only takes a few 
seconds) the correct emergency telephone number is loaded automatically into the “outdid” 
box and the CA can immediately dial the appropriate emergency personnel. 

3. AI1 calls through the reIay are always handled with complete confidentiality. 

4. Two Line VCO allows relay users who have conference calling capability to use one line for 
voicing and the other line for receiving Baudot or ASCII tones. Since the two-line VCO 
user is directly connected to the hearing party, the two-line VCO user can talk direcdy to 
the hearing party, allowing the VCO user to have more ”control” of the call. 

5. Hamilton has Spell Checking S o h r e  on its relay piatform. This s o h a r e  checks the 
Communicarion Assisrants typinglspelling before ir is sent to the TTY user. The software 
automatidly corrects any commonly misspelled words. Hamilton has programmed the 
database to only change misspelled words. Proper nouns are not affected. Hamilton can 
update the database as needed. Hamilton’s relay users have seen the benefits as few typing 
errors are ever seen by the TTY user. This is one more way Harnilxon continues to bring 
q d t y  sewice to its relay customers. 

6. Such features as ANI, Carrier of Choice and the Self-Learning Database were covered 
extensively in this tab. Hamilton continues to make these types of services easy for the relay 
community to use as well as functionally-equivalent to what is available in the voice 
network, 

7. Hamilton has complete switching and nctwork redundancy within its relay network. This 
allows Hamitton to automatically reroute calls to prevent service interruptions. Hamilton 
has several layers of redundancy to ensure access to the relay at all timcs. 

8. Hamilton’s relay system is highly efficient and effective. Hamilton uses a variety of macro 
keys 10 assist the CAS with commonly used phrases. This promotes accuracy and saves time. 
A list of Hamilton’s programmed macro keys can be found in the Communication Assistant 
Procedure Manual. Hamilton’s highly advanced relay platform has many other timesaving 
devices to promote faster call processing. This includes relay call processing software that 
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makes ir easy for the Communication Assistant to keep track of the originating and 
terminating parties. Everything ryped to or typed by the originating party is in capital 
letters. Everything typcd to or typed by the terminating party is in lower case. Each party 
has its own “window”, making the system even more eacient. Because Hamilton can 
process a variety of call types, including VCO to TTY, in which the CA rypes to both 
parties, Hamilton has cstablished an easy mechanism that allows Communication Assistants 
to dictate and change which party receives typed communication. All of these features assist 
the CA in controlling the flow of the conversation, assuring that clear conversation takes 
place, while at the same time promoting efficiency at the workstation. 

9. Hamilton’s billing, reporting and technical platform all has great flexibility. Hamilton’s 
billing and reporting system is flexible enough to provide the data requested by the TRS 
Administrator or FPSC. 

10. Hamilton provides many call types using VCO and HCO. Relay users can make VCO to 
TTY and HCO to TIT call!;. Hamilton also provides VCO-to-VCO and several other call 
types outlined on the followiing pages. 

1 I. Hamilton allows the relay us.er to control all aspects of the calls. In addition, Hamilcon puts 
no restrictions on the number or duration of calls placed through the Florida Relay Service. 
Relay uscrs will also be able KO request a specific CA gender. 

12. Hamilton’s Communication. Assistants will provide tone and background information and 
wil1 meet all grammar, spelling, and typing requirements. 

13. Hamilton provides Directory Assistance Services in a very functionally equivalent manner. 
The customer simply gives t:he CA the area code and name of the person or business. 
Hamilton dials the area code plus 555-1212 and relays the directory information just like 
any other call. 

14. Hamilton will meet all blodage and answer time standards. In fact, there is no competitor 
that can match Hamilton’s recent answer performance. Please see section 21 and 22 for 
Hamilton’s latest answer performance statistics. 

15. Hamilton will be able to accommodate any level of growth for Florida Relay. Hamilton 
already has room to expand in all of its centers and will build in expansion room into its 
Florida Center. 

16. All relay users in Florida will1 be given many opportunities and many different ways to 
communicate their ideas and feedback KO Hamilton. Hamilton believes that the only way it 
will be able to customize its service for Florida is to obrain as much feedback as possible in 
regards to its performance and service. 

17. Hamilton’s technology is flexible enough 10 accommodate today’s changing environmenr. 
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18. Hamilton will obtain all needed EAS, optional d i n g  plans, and cxtcnded d i n g  area 
information from all the LECs in Florida to ensure that relay users are not charged toll for 
local calls. 

19. Hamilton’s complaint resolution process is fast and efficient. Relay users will get immediate 
answers to their questions. Hamilton will not give up until a customer is satisfied. 
Hamilton’s customer service activity will be reported to the State monthly. 

4 
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Florida Relay Services Package: 

CUSTOMER SERVICEIOIITREACHIPERSONNEL 
* Customer Service 

User Assistance 
Customer Service via ithe Internet 
Florida Relay Service 'Web Pages 
Complete Confidentiality 
Person-to-Person Outreach Program/In-State Liaison 

by the State 

Advanced CA Training 
Remote Monitoring of CAS 
CA Counseling Servic.es 
Emergency Call Hanclling/Emergency Database 

if purchased 

ENHANCED FEATURE S :  
+ Customer Profile Database (see the following): 

Answer Mode Preference - VCO, HCO, TTY, ASCII, Voice, etc. 
Long Distance Carrier 
Billing Preferences - Direct, Collect, Calling Card, etc. 
Call Restrictions - 1+, 0+, International, 9001976, etc. 
Blocked Telephone Numbers 
Commonly Called Numbers - Speed Dialing 
Spell Check 
Customized Calling - Interpretation, Customized Greeting, etc. 
Notes far Special Instructions 

Voice Carryover 
Hearing Carryover 
Two-Line VCO, Reverse Two-Line VCU 
Connect VCO wit.hou.t tones 
VCO and HCO with enhancements 

A variety of Call Types using VCO and HCO: 
vco to 'rTy - TTY to vco 
VCU to ASCII - ASCII to VCO 
HCO to TTY - TTY to HCO 
HCU to ASCII - ASCII to HCO 
TTY to ASCII - ASCII to TTY 
vco to ' K O  
HCO to HCO 
VCO to :HCO and HCO to VCO 
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+ Error Correction Software 
+ Variable Time Stamp Macro 
4 Answer Machine Recording Capabilities 
+ 
4 

* Spanish to Spanish 
+ S S 7  Functionality (pending) 
+ 

+ Turbo Code 

Carrier of Choice Long Distance Calls for both Intralata and Interlata Calls 
Access to Enhanced LEC Features 
Access to Restricted 800 or 888 Numbers and 900 and 776 Numbers 

Identify and Inform Relay User if' Placing a Local or Long Distance Call 
Speech to Speech (if purchased by the State from Hamilton) 

Video Relay (if purchased by the  State from Hamilton) 

NETWORK and REPORTING: 
+ Self-Learning Database 

Automatic Branding of Call Speed 
+ Automatic Number Identifiation 
+ Complete Switching and Network Redundancy 
4 Enhanced Back-up Power 
+ Automatic Rerouting of C d s  to Prevent Service Interruptions 

Technical Flexibility 
+ Flexible Reporting System 
4 Year 2000 Compliant 

DISASTER RECOVERY PLAN: 
+ Detailed Disaster Recovery Plan 

4 

AI1 features Iisted above are included in Hamilton's basic per minute rate unless otherwise stated. As you 
can see, Hamilton provides a whole range of advanced ReIay features at no additional cost to the Slate of 
Florida. 
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Top Reasons to Select Hamilton Relay Services 
There are numerous reasons thar: Hamilton has stated throughout this proposal and in its 
attachments to this proposal, which form a sound basis for the FPSC and Advisory Committee 
to select Hamilton as its relay provider. We would like to highlight some of the key points that 
we hope you will consider and believe are particularly key reasons to award this bid to Hamilton: 

(1) 
aggressive in the pursuit of new technology and new services in telecommunications. 

Hamilton as a company, has a long-standing reputation of being innovative and 

(2) 
the same time, Hamilton is small enough that Florida will get the attention and the full response 
of Hamilton resources and pcrsonnel at all times. 

Hamilton is Iarge enough and more than financially able to implement this service. At 

(3) Hamilton has a subcormact arrangement with Society’s Assets, Inc. to provide 
Communication Assistant services. SAI has more than 20 years of experience in relay. 

(4) 
believe that if you contact the contract administrator in the Stare of Idaho, State of Nebraska, 
State of Louisiana, State of Kenrucky, and the State of Wisconsin and rwiew our past record, 
you will find that our company has bccn responsive to all needs. 

Hamilton has as track re:cord of doing what it takes to get the job done right. We 

(5) 
Thcir dedication, professiondisi*t and willingness to satisfy every relay customer shows through 
time and time again. 

Hamilton’s Communication Assistants are truly the heart of Hamilton’s relay operation. 

(6) 
be a long-term player in the relay business and continues to explore other new and technological 
innovations that will assist the relay user community. 

Hamilton is involved at the national level in relay industry issues. Hamilton intends to 

(7) 
of relay services significantly difrerent. We did not get into the relay business to simply enhance 
our own long distance services, nor do we feel an “obligation” to provide relay services. 
Hamilton truly believes that it has the core competencies, the experience and the dedication 
nccdcd to provide the highest quality relay services available. This allows us to manage our 
operation in such a manner that emphasizes low average answer seconds, produces high 
percentages of calls answered wj,thin 10 scconds, allows us to hire Communication Assistants 
that are dedicated and knowledgeable, and build technical features that are second to none. 

Hamilton Relay Service is not a national long distance company malung its perspective 

Hamilton will also provide the foliowing services that were listed as “optional” in the RFP as 
part of its base price. 
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Other Custom Calling Type Services 
As indicated above in section 40, Hamilton will allow access to three-way calling, call 
forwarding, cdl waiting, speed dialing, last number redia!, etc. through the relay at no additional 
charge to the State of Florida. 

Access to 900 and 800 Pay Per Call 
Hamilton’s relay platform allows relay users to access 800, 900 and 376 pay-per-call services in 
which the company providing the service bills the end-user directly. Hamilton has estabhhed 
the necessary trunking to the carriers participation in relay equal access so that the carrier can bill 
directly for this cdl. Hamilton will provide this service to Florida as a part of its base price. 

A relay user simply calls the voice or TTY relay number and gives the 800, 900 or 976 number 
to the CA. The CA places the call just as normal and begins relaying the call. The calling party 
is billed for the call by the 900-service provider or the carrier, whichever is appropriare. 
Hamilton bills NECA and the State using the percentage split defined by NECA for 800, 900, 
and 976 calls. 

Hamilton’s CAS will notify rhc user of the potential for charges before dialing a 900 or 776 
number. The relay user can then disconnect if so desired. 

Customers who do not want 976/900 calls made from their telephone line through the relay, 
must complete a customer profile form. The customer profile contains an option that wil  block 
900 and 976 calls made through the relay. This prevents anyone from d i n g  a 300 or 976 from 
that particular telephone line. If someone tries to call a 300 or 976 number through the relay 
from a Iine that has a block on it, the CA will receive notification at the workstation that this 
call is restricted and will not be able to place the call. 

Enhanced Transmission Speed & Interrupt Capability 
Hamilton will provide Turbo Code, an enhance protocol, to  the State of Florida as part of its 
base price. This is a proprietary dternate protocol developed by Ultratec. This protocol is faster 
than Baudot (Turbo Code is similar to “real-time”) and does not have the limitation ofASCII. 
Turbo Code also allows for “interrupt” capabiliry while one party is still typing. Hamilton is 
providing Turbo Code in Wisconsin and will soon be in Nebraska. Hamilton will secure 
another license from Ultratec for the Florida Center to use this protocol in its relay modems. 
Florida relay users will be able to automatically connect “Turbo Code” to the Florida Relay 
Center. Hamilton’s modems will auto-dctcct the end-user’s equipment for Turbo Code. If 
Turbo Code is found, Hamilton will automatically connect in “Turbo Code” to the relay user. 

4 
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42. FPSC Optional Stwices Not Included in Basic Relay Service 
but Available to F’rovide at Additional Cost 

Hamilton understands and wilI tmnply. 

42.a. Other Custom Calling Type Services 
Hamilton is including this as part of its base price. 

42.b, Access to 90019716 Services 
Hamilton is including this as part of its base price. 

42.c. Enhanced Transmission Speed & Interrupt Capability 
Hamilton is including this as part of its base price. 

42.d. Video Relay 
Hamilton will provide Vidco Relay Scrvicc to the State of Florida if so desired. A description of 
Hamilton’s Video Relay offering follows. 

The following is a brief description of how Hamilton proposes to provide Video Relay to the 
State of Florida. Hamilton has done considerable work in determining how video relay would 
work with its current relay platform and could begin providing Video Relay Service to Florida if 
so requested. 

There are many decisions that Florida needs to make before pricing could be provided. This 
includes equipment decisions, site locations, CA interpreting skill levels, etc. These items are 
discussed in more detail throughout this document. Hamilton is in a position to begin these 
discussions at any time with Flo.rida. 

This document is technical in nature. Diagrams are used to give a visual understanding of how 
video relay calls flow through the relay. The following also provides detailed information about 
how Hamilton will make use of the public-switched, telephone network to deliver Video Relay 
Services as well as how the Video Relay will be integrated into the CA workstation. 

Hamilton’s Video Relay Service (VRS) will accommodate calls from any compatible video- 
conferencing system. To use VRS, the user will did an 800 number from their video systcm. In 
addition, Hamilton will integrate VRS into the current C A  workstation simplifying d i n g  
procedures for Video Relay usen. 

VRS calls will route over the pulblic-switched, telephone network 10 one of Hamilton’s centers 
equipped with Video Rday equi.pment. A certified interpreter (CI) working at a Video Relay 
workstation will then answer thi: video call. The CI greets the user in sign language, receives the 
called number, and dials out the voice call, through the same station being used for regular relay 
calls. 

t t l l C O M M U N I E A T I O H 5  
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j%oriXa Relay Service Proposal 

Hearing users will also be able to reach VRS by dialing an 800 number. The CI answcrs the call 
in voice, greets the user and receives the called number. The CI then places the video call to the 
number provided. If a hearing person answers t h e  video call, the CI uses the audio channel to 
request the desired party to come to the video equipment to take the call. The procedure 
parallels the steps followed when a hearing person answers a call to a TTY user. 

By integrating video calling capabilicy into the reIay workstation, call set-up is as convenient as a 
standard relay call. The integrated workstation handles billing data collection and call timing 
identically to standard relay-in effect, video connections are just another communications 
mode: an alternative to TTY, ASCII, and voice. 

To make a VRS call, the user must call from an H.320 compatible video system. The user may 
call from any othcr system, public or private. There are no limitations as to where Video Relay 
users can call as long as the equipment is H.320 compatible and uses an ISDN or compatible 
telephone line. 

The H.320,384kbs data rate and 30 frames per second transfer rate allow for dear, rapid 
communications with a level of user convenience that cannot be compared to traditional TTY- 
based relay. T o  ensure maximum accessibility by private equipment owners, the system also 
accepts calls at data r a m  from 56kbps, 64kbps, 128kbps, etc., up to thc maximum rate of 
384kbps. This means that users that have one ISDN line can call in from their home and 
business and make use of Video Relay. 

To ensure maximum flexibility and ease of use, PanlTiltlZoom cameras with far-end control 
and Picture in Picture display are included as a part of the video equipment. These features 
allow the user and interpreter to obtain visual feedback on the image being sent. In addition the 
interpreter and the user can adjust the image being received. 

4 
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To make a VRS call, the user dials directly to a VRS interpreter using the vidco equipment. See 
Figure 1 : Video Call Origination. The interpreter answers the video call, greets the user and 
requests the called number. The: interpreter dials the voice call and as rapidly as with standard 
relay, the user begins the conversation. 

Deaf Party 
(Calling) 

1) Caller dials In on 
video system to relay 
workstation. 

10 /ca Public 

Network 
\ 

Hearing Party 
(Called) 

2)  Certified Interpreter 
answers and dials the 
number to call. 

Certified 
Interpreter using 

Video Relay 
Walrkstation 

Figure 1 : Video CdJ 
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Placing a voice originated VRS call is equally straightforward. The user dials the VRS voice 
access number and thc next available interpreter answers the call, greets the user, and receives the 
called numbers. See Figure 2: Voice Call Origination. The interpreter then dials the video call, 
requests the called party and begins relaying the conversation. To speed set-up of VRS calls 
made to the same number, the user may request Hamilton to store thc video numbers in a 
customer profile. 

4- 

Hearing Party 
(Calling) 

Deaf Party 

1) Caller dials relay 
service using phone. 

2) Certified interpreter 
answers and dials the 
number to d l .  

Certified 
Interpreter using 

Video Relay 
Workstation 
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Figure 2: Voice Call 
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Home and Business User Access 
Home and business users of the Video Relay Service will need H.320 compliant video 
equipment with access to ISDN .service. The user will did the video access number and the 
equipment at the operator workstation and the video user's equipment will automatically set-up 
for the highest speed at which the two units can mutually operate. This means that a video user 
with a single BRI (128kbps) will successfully connect at that speed. Users with up to three BRls 
will connect at speeds up to 384kbps, according to their equipment's maximum capability. 

Florida can choosc from three levels of equipment - good, better, best - for public Video Relay 
sites. I t  is the cost of this equipment that affects the cost of Video Relay service. States will also 
need to decide the number of pu.blic sites, the locations for these sitcs, and the accessibility of 
these sites. Other factors to consider are the times that Video Relay Service would be available 
and the skill level for certified interpreters. 

VRS Interpreters Qualifications and Training 
Communication Assistants would qualify for video relay interpreting by passing test certification 
levels of the MID-AMElUCA QUALITY ASSURANCE SCREENING TEST (QAST) or a 
similar test. Certified Zntcrpreters would be state andlor RID certified. Successful candidates 
would bc ablc to interpret or trainslitcrate a minimum of 90% of the performance screening. 
They will be able to handle one-on-one situations and group sessions. Their skills would 
include EngIish and PSE (translitcrating) skills and strong ASL interpreting skills. QAsT is the 
Mid-America Quality Assurance Screening Test. (Please see the next cwo pages for more 
information on QAST). HamiLon would train dl interpreters as Communication Assistants so 
that they have a complete undemanding of relay. All Certified Interpreters will comply with the 
RID Code of Ethics. Certified hterpreters would also be trained like regular Communication 
Assistants and wil1 have additi0n.d training for Video Relay. All Certified Interpreters will 
follow the standards and proced,ures for CAS. 
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FUNCTIONAL DESCRTPTIONS AND LENGTH OF VALIDATION OF QAST LEVELS 

Level I 

Level I is the Entry beginners level for the candidate who is able to expressively and receptively interpret or transliter- 
ate fifty percent of the performance screening. It is basically for one-to-one situations on a non-technical basis which 
the interpreter has an opportunity to stop for cliarification and feedback from the deaf consumer. 

One-on-one situations where communications can be interrupted easily for clarification 
Limited voicing 
Limited ASL (Interpreting), stronger PSE or English (Transliterating) 

Should nol be used in the following: 
Legal 
Mental Health 
Educational 
Platform 
Serious medical 
Critical situations of any nature 

Level XI 

Level I1 is an Intermediate beginner's level for the candidate who is able to interpret or transliterate sevenw percent of 
the performance screening. The interpreter will be able to interpret for deaf individuals in job applications, orienta- 
tion sessions and basic tutoring sessions, and simple non-technical medical examinations. These interpreting situa- 
tions may or may not permit the interpreter to stop the consumefis) for dairification. 

One-on-one situations where sommunication can be interrupted occasionally for clarification 
Limited voicing 
Limited platform 
Limited group sessionlworkshops where communication can be interrupted easily for clarification 

Should not be wed in Ihe followina: 
Legal 
Mental health 
Education 
Serious medical 
Critical situations of any nature 

LEVEL 111 

Level I11 is an Advanced beginner's level for the candidate who is able to interpret or transliterate a minimum of 
ninerv percenf of the performance screening. Most groups sessions are easily handled if there Is a minimum of 
voicing required. Most one-on-one situations are easily handled. 

Most one-on-one situations 
Most group sessions 
Most workshops with limited voicing 
Stronger ASL and PSE than Levels I or I1 

Should not be used in the followina: 
Legal 
Mental health 
Serious medical 126 
Critical situations of any nature 
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LeveI IV 

Level IV is a Qualified level for the candidate who i s  able to interprethamliterate a minimum of seventv trercenl of 
&he advanced performance screening. Can fuinction well expressively and receptively in most technical situations. 

Can function well as an interpreterltri~nsliterator 

Should not be used in the following: 
Civil or criminal court cases 
Extensive mental health thempy 

Level V 

Level V is an Accomplished level for the candidate who is able to interpretltransliterate a minimum of nine& percent 
of the advanced performance screening. Can function expressively and receptively as an interpreterltransliterator in a 
majority of situations. 

No restrictions are indicated. 
Use of professional judgement. 

3eginner's Levels 

Level I, II, m: Expires in 2years 

If you are re-screened before your expiration date and you do not obtain your current level, you cannot lose 
the present level held. 

If you are screened after your expiration date, you could be issued no level, a higher level, a lower level, or 
the same level you had held before. 

Advanced LRveIs 

Level IV: Expires in 5 years 

If you are re-screened before your expiration date and you do not obtain your current level, you cannot lose 
the present level held. 

Level V: Permanent 

127 



Relay Serv ice  proposal 

In addition to technical capabilities, Hamilton has becn exploring options that would increase 
Video Relay usage. Hamilton is designing a video-confcrencing system that would allow 
individual users to did in from personal computer systems at home or work (with the proper 
equipment). This will increase the number of minutes, but many potential users may not have 
access to this type of equipment. One possible solution is to work with owners of privately held 
video-conferencing sites (Le. Kinkos, hospitals, etc.) to make their sites accessible 10 Video Relay 
users. 

Recently, Hamilton as company, has gained a great deal of experience in the video-conferencing 
area. Hamilton recently completed the installation of interactive video classrooms for area 
schools served by our locd telephone company, These systems are DS-3 compatible. In 
addition, Hamilton has installed desktop video-conferencing systems (similar to those proposed 
in this document) for schools and a local science center. As a result, Hamilton has gained a great 
deal of knowledge and experience in working with video-conferencing equipment. 
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42.e. Speech to Speecln Service 
Speech KO Speech (STS) is a specialized feature of relay that offers persons who have spccch 
impairments to have their spoken words transliterated by CAS. Speech to Speech can be used a 
variety of ways: 

Two hearing individuals, wii:h the CA repeating the words of the person with the speech 
disability. 
Two individuals with speech. disabilities with the CA repeating both persons words. 
A TTY’ user and a person with a speech disability without a TTY, with the CA typing the 
words of the person with thc: speech disability. 
Regular Hearing Carry Over with the person with a speech disabiliry typing what they 
would like to say and thc CA voicing it to the hearing user. 

Hamilton will use SAI to provide STS services from either the Wisconsin or Florida Center. 
SAI has successfully provided Speech to Speech services for the past 18 months. From 
December 1997 until Feb 1, 1399 S A l  personnel handled California and Wisconsin Speech to 
Speech with MCI. Since Fcb 1, 1939 SAT has provided Speech to Speech for Wisconsin with 
Hamilton Telecommunications. With a staff of highly trained CAS, SAI and Hamilton will 
provide the best service possible to this emerging group of relay users. 

Hamilton will develop a separate video tape and outreach materids specifically for Speech to 
Speech to be distributed to a l l  organizations that may have contact with people with speech 
disabilities. This includes groups such as American Cancer Society, Hospids and Clinics, 
Muscular Dystrophy Association, Cerebral Palsy Associations, Multiple Sclerosis Sociery and 
Rehabilitation Service Centers. 

Communication Assistants Qualifications and Training 
SAI currently employs CAS with expertise in working with and understanding people with 
speech disabilities. AH Speech to Speech CAS must pass the requirements for a “regular” CA as 
stated in Tab 3. In addition, STS CAS must pass an audio test to determine their ability to 
understand people with speech disabilities and an interview focused on previous experience with 
people with speech disabilities and questions to ascertain if they have the required patience 
needed to do STS. 

All STS CAS go through the ”regdar” training for CAS spend and additional ten hours training 
specifically for STS calls. This specialized training focuses on understanding speech disabilities 
and learning the technology and the procedures for using STS. SAI has been providing STS 
relay services for over a year, with excellent results, opening the world of telecommunication to a 
whole new group of relay users. 

Hamilton will provide Speech to Speech for an additional charge. Relay users will not be billed 
“extra” for using this service. Only normal long distance charges will apply. Hamilton will 
comply with any F.C.C. requirements involving Speech to Speech. 
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42.f. Other Optional Features Not Included in Basic Relay 

Caller ID 
Hamilton is in the process of analyzing several methods available to provide Caller ID over the 
SS7 network. Hamilton’s new relay platform is SS7 compatible and can be retrofitted to deliver 
Caller ID in the same manner that these services are deiivered today in the public switched 
network. Hamilton is in the best position in the industry to deliver Caller ID services in the 
manner in which they were intended to be used. 

Today, relay users who subscribe to caller ID will see the relay center’s name and number on 
thcir caller ID box or phone. Hamilton will provide this service to Florida relay users as part of 
its base price. This indication appears on local calls where caller ID is available and some long 
distance calls if the carrier the customer selects for carrier of choice has caller ID capability. 

Hamilton wouid like to provide caller ID where the actual name and number of the calling party 
(not the relay center number) appears on the caller ID box to the State of Florida. Hamilton 
believes that its relay switching platform is capable of this. Its switching system is SS7 
compatible. Howwer, the other network elemencs must also be in place. Hamilton has not yet 
tested this service (it has been tested in a lab, but not in the field) and Hamilton does not 
control the other network pieces that  must dso be SS7 compatible. Once Hamilton has this 
feature operational, Hamilton would like to offer it to the State of Florida for an additional fee. 

Hamiiton and i~ subcontractor SAI will deliver high quulity relay services and a high b e l  of 
respomiveness f m  its center in Fbridn. F*lor;da reby users wifl have more control over Aeir 
sewice, the fiatures that are i m p h m t e d  and d e  opelerall quliiy of de relay witb an in-state 
CeYZ&. 

Hamilton looksfiwurd to provding the State of F&o& with an in-state tebcommunicutiom 
rehy center. Hamilton Relay Sewice welcomes the opportuniv t o  discuss its pmposal in-pmon 
with tbe Florida Public Service Commission and TRS Administrator. 

43. Performance Bond 
Hamilton understands and will comply. Please note that it is clearly stated in our bid bond 
(which meets all the requirements listed here), that a performance bond is forth coming upon 
execution of the contract. 

44. Submission of Monthly Invoice 
Hamilton understands and will comply. Please see Attachment 3 for a sample invoice. By the 
141h of day of the following month, Hamilton will submit a detailed invoice showing billablc 
minutes for the previous calendar month and rates to the Administrator. Hamilton will bill for 
its services at the rate stated in the price proposal. Hamilton will include the foIlowing elements 
on its monthly invoice: 

Amount due for services based on session time. 
The number of minutes of session time (billable minutes) as defined in the RFP. 
The number of interstate minutes billed to NECA. 

4 

4 
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45. Travel 
Hamilton understands and will comply. Hamilton will not request separate payment from the 
FPSC or the Administrator for a.ny travel expenscs that occurs as a result of this contract. 

46. Reporting Requirements 
Introductions 

Hamilton will meet the State’s reporting requirements for telecommunications relay services. 
All reports will be specifically designed 10 meet the requirements contained in the Florida RFP. 

and billing systems. The Floridia TRS Administrator will receive Hamilton’s rcports by the 25 
of each monrh for the activity in the previous month. 

All reports are electronically produced and automatically tracked through Hamilton’s switchin 5 

-. Please refer to Attachment 3 for the reporting format that Hamilton will submit to the Florida 
TRS Administrator. As one can see from these reports, Hamilton will report everything listed in 
the RFP plus provide some additiond information. 
a. As stated in the RFP, Hamilron will report the foliowing information by the 25‘h of each 
calendar month for the previous month. 

0 Number of incoming calls associated with incoming call categories (Le. Baudot, Voice, 
ASCII, English andlor Spanish, and general assistance) - Report B 
Number of incoming call minutes associated with incoming call categories (Le. Baudot, 
Voice, ASCII, English andlor Spanish, and general assistance) - Report C 
Number of outgoing calls completed and incomplete calls and calls terminating as 
Baudot, ASCII or Voice - Report D 
Number and percentage of incoming Florida calls received at each relay center handling 
Florida calls - Report A 

Ali of this information can be fimnd in the rcports in Attachment 3. 

b. Sce Report F in Atrachment 3. 

c. See Report F in Attachment 3. 

d. See Report E in Attachment 3. - e. See Reports G 8: H in Attachment 3. 

f. See Report A in Attachment 3. 
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g. See Report D in Attachment 3. 

h. See Attachment 3 for a sample customcr service report that includes number of complaints 
by topic. 

i. See Customer Feedback Survey in Atrachmcnt 3 

j. Hamilton understands and will comply 

k. Hamilton will provide to the Florida Relay an annual report of operations, traffic patterns 
and accounting data pertinent to Florida by March 1. Hamilton will also provide to Florida 
forecasted usage figures and associated costs for the upcoming year. In its operations report, 
Hamilton will outline the major highlights of the year, including the peak day of the annual 
cycle, any ncw features and services which were implemented, outreach activities, and any 
developments or other related information. Graphs and other charts will be used to visually 
display traffic patterns. Hamilton will use this information to make projections for the 
upcoming year. A sample report to be used by Hamilton is in Attachment 3 

Ad Hoc Reports 
Hamilton is able to customize its reporting system to match the needs of the Florida TRS 
Administrator and FPSC. Hamilton can supply the TRS Administrator with dl types of call 
information and call statistics -- beyond what may be required by the State, including any ad 
hoc reports that may be requested. In fact, upon award of the contract to Hamilton, 
representatives from Hamilton’s accounting department will review with the Florida TRS 
Administrators dl of the types of reporting available. Hamilton looks forward to determining 
the specific uses of the data being provided so that the data can be furnished in a manner that 
satisfies the needs of the State. Hamilton wants 10 bring meaning to the numbers. As 
demonstrated throughout this proposal, Hamilton’s systems and infrastructure arc flexible. 
Again, Hamilton wants to develop a true partnership with the Florida TRS Administrator and 
FPSC. Reporting is part of the equation. 

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

Hamilton undcrstands and will comply. Hamilton understands that it must answer 90 percent 
of all calls within 10 seconds on a monthly basis to avoid fines up to $25,000 per month. In 
addition, Hamilton understands that it must begin provider service on June I, 2000 to avoid 
any fines. Hamilton also understands all other liquidated damage ciauses. Hamilton will 
comply as required. 

48. Transfer to New Provider 
Hamilton undersrands and will comply, Hamilton will turn over all 800 numbers associated 
with Florida Relay to a new provider if required. 
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Florida 

49. Insurance Coverage 
Hamilton understands and will comply. Upon award of conrract, Hamilton will supply the 
necessary certificates for proof of insurance for all items listed in this section of the RFP. 

M 
I I L t e o M M u N I C A T  I O  IY S 
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C. The Technical Bid Proposal Format 

1. Format 
Hamilton understands and has complied. Hamilton’s proposal is organized in the 
same order as the items listed in the check list form in Section E. 
Hamilton understands and has complied. Hamilton has submitted 13 copies and 1 
original copy of its proposal to the FPSC. 
Hamilton understan’ds. Hamilton has numbered all pages in Tabs A, B, and C 
consecutively. Most of the information in the Attachments is not numbered. 
However, some of the manuals in the Attachments contain their own table of 
contents and thus their own page numbering system. It was stated in the pre-bid 
meeting that materiaJs, like manuals, that were already numbered, did not need TO be 
changed for this document. These materials are not numbered consecutively as 
defined in the RFP, but vendors were given permission to do this at the pre-bid 
meeting. 
Hamilton understands and has complied. Each page in this proposd has Hamilton’s 
name on the page. 
Hamilton understands and has complied. Hamilton has used white 8 ‘/i by 11 
paper. 

2. Transmittal Letter 
Hamilton understands and has complied. The original copy has the original manual signature 
of the person submitting Hamilton’s proposal. The other nineteen copies contain copies of the 
original transmittal letter. Hamilton has included all requested information in its transmittal 
letter. Hamilton Telecommunications will comply with all requirements in the RFP and will 
comply with dl terms and conditions. However, Hamilton reserves the right to request 
additional time for implcmentarion and start-up if the date set for the delivery of the letter of 
intent to award (January 14,2000, in currcnt schedule) is delayed by the State of Florida. In 
addition, Hamilton reserves the right to negotiate a new price structure if the FCC mandates 
additional features and/or servicts. 

3. Public Entity Crimes Provision 
Hamilton understands and will continue to comply. Hamilton is not in violation of this statute 
and is thus eligible to submit a lbid and be awarded the telecommunications relay service 
contract within the State of Florida. 

4. Financial Information 
Hamilton understands and has complied. Please see Attachment 4 for Hamilton’s and Society’s 
Assers, Inc. financial statements,. Also included in this Attachment is a letter of reference from 
Hamilton’s primary banking source. 

5. Experience and Customer References 
Please see Attachment 5 fbr the  information requested in this section in regards to experience, 
volumes, duration of contracts, and testing information. In addition several letters of 
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recommendation can be found in this attachment. Following are the names of three customer 
references, including specific contact name and phone number, for three Hamilton relay 
customers. 

Gene Hand, Telecommunications Director 
Nebraska Public Service Commission 
300 The Atrium 
1200 N St. 
P.Q. Box 34927 
Lincoln, NE 68503-4927 
Phone: 402/471-3101 Voice 

Bob Dunbar 
Idaho TRS Administrator 
12763 Sandy Drive 
Donnelly, ID 8361 5 
Phone: 20813254308 Voice 

Merilyn Crain, Executive Director 
Relay Administration Board 
315 South College Rd. 
Suite 208 
Lafayette, LA 70503 
Phone: 3 181266-3620 Voice 

6. Bid Security Deposit 
Following at the end of this Attachment in the Original Copy is the Bond for the Security 
Deposit which meets all of the requirements of this paragraph, Hamilton understands and will 
comply with all requirements in regards to the bid security and performance bond requirements. 

7. Subcontractors 
Hamilton is proposing to work with Society’s Assets, Inc., a Wisconsin based non-profit 
corporation as a subcontractor. SAI will be responsible for managing dl the Communication 
Assistants within the Center as well as all associated management and human resource staff. SAT 
is responsibIe for hiring and training all Communication Assistants. In addition SAI is 
responsible for performing dl customer service functions. $AI has a great deal of relay and 
customer service experience. Please see the Executive Summary at the end of Tab A for detailed 
information about SAl’s relay experience. 

8. Check List of Proposal Content 
Hamilton understands and has complied. The cvaluation check list can bc found immediately 
after the transmittal letter in Tab A. Gary Warrcn has initialed each item on the check list 
indicating that each item is contained in the proposal and in the same order as the item appears 
on the check list. Mr. Warren has also indicated beside each item the page number where the 
item can be found in this proposal. 

d 

d 
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D. The Price Proposal Format 
Hamilton understands and has complied with dl pricing requirements. Hamilton has 
submitted a base price (a flat rate per billable minute for all billable minutes and it does not vary 
depending upon volume of tr&,c) for providing the Florida Relay Service in the price proposd. 
Hamilton has also induded in its price proposal additional pricing information as appropriate 
for ohcr optional services. (Hamilton has included some of the optional services identified in 
the RFP in its base price.) The price proposal is in a separate sealed envelope marked: 
“SEALED - TO BE OPENED ONLY BY T H E  FPSC PROPOSAL OPENING OFFICER”. 
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E" The Evaluation Method To Be Used And Filing Check 
List 

d 

Hamilton understands the evaluation method to be used and will comply. 
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NDV BE3 1999 16:12 FR M M M E I X I F i l  SURETY 5152236292 70 14026942848 P. 01101 

November 8, 1999 

Hamilton Telephone 
1001 1ZthSt 
Aurora, NE 68318 
Am: Betty 

Re: State of Florida Licensing 

This letter is ifi response to your phone conservation with Stepahnit Watts with the 
Harry A. Koch Company this morning rr@g the Iicenshg af USF&G in the State of 
Florida. USF&G, which. is a company of St. Paul, is fuIly licensed in all states of the 
United Stam, including Florida, Our combined surety operation is the largest in the 
world with business condzlctcd in many foreign cottntfies and totaI premiums amounting 
to over $3 33,000,000 million dollars in 1 998. 

The w u r y  listing for IJSF&G is $73,974,000 million, meaning we can write a bond 
for any o m  project up to that amount before having to purchase reinsurance. 

If you have any questions, please fed free to call. 

‘surtty Underwriter 
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BID BOND 

Conforms with The Amerlcan Institute of 
Archltects, A1.k Document No. A-310 

KNOW ALL BY m S E  PRESENTS, That we, -Hamilton Telephone Company dba Hamilton Telecommunications 

1001 12th St.. Aurora. Ne. 6881 8 

as Principal, hereinafter called the Principal, 

and the United States Fidelity and Guaranty Company 
1 

of Baltimore, Md. 

the laws of the State of Md 

, a corporation duly organized under 

, as Surety, hereinafter called the Surety, are held and firmly bound unto 

Dollars (% 500,000.00 
Surety, bud ourselves, our heirs, executors, administrators, successors and assigns, jointly and severally, M y  by these presents. 

1 , for the payment of whch s u m  well and truly to be made, the said Principal and the said 

WHEREAS, the Principal has submitted a bid for Telecommunications Relay Service System in Florida 

NOW, THEREFORE, if the Obligee shall accept the bid of the Principal and the Principal shall enter into a Conmact with the Obligee 
in accordance with the terms of such bid, and givc such bond or bonds as may be specified in the bidding or Contract Documents with 
good and sufficient surety for the faithful performmce of such Contract and for the prompt payment of labor and material h s h e d  in 
the prosecution thereof, or in the event of the Eailure of the Principal to enter such Contract and give such bond or bonds, d the 
PrincipaI shall pay to the Obligee the diffmence not to exceed the penalty hereof between the amount specified in said bid and such 
larger amount for which the Obligee may in good faith conhct with another party to perform the Work covered by said bid, then this 
obligation shall be null and void, otherwise to remain in full force and effect. 

November . 1999 , 

Hamilton Telephone Company dba Hamilton 
Telecomrnunicatlons (Seal) 

Pnncipal 

Signed and sealed this 10th I_ day of 

c- c.- f? 
TitIe 

Wihess 

@n R. Neu, Florida Resident Agent 

United States Fidelity and Guaranty Company 

A 

Attorney- in-Fact 

S-WWGEEF 7/08 
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POWER OF ATTORNEY 
Seaboard Surety Compnny 
St. Paul Fire and Marine Insurance Company 
St. Paul Guardian h u r a n c e  Company 
St. Paul Mercury Insurance Company 

United Stat= Fidelity and Guaranty Company 
Fidelity and Guaranty Insurance Company 
Fidelity and Gueranty Insurance Underwriters, Inc. 

Power of Attorney No. 20782 Certificate No. .. , 

KNOW ALL MEN BY THESE PRESENTS: That Seaboard Surety Company is a corporation duly organized under the laws of the State of jrlew York, and that 
St. Paul Fire and Marine Insurance Company, St. Paul Guardian Insurance Company and St. Paul Mercury Insurance Company are corporations duly organized under 
the laws of  the State of Minnesota, and rhat United States Fidelity and Guaranty Company is a corporation duly organized under the laws of the State of Maryland, and 
that Fidelity and Guaranty Insurance Company is a corporation duly organized under the laws of the State of Iowa, and that Fidelity and Guaranty Insurance 
Underwriters, Inc. is a corporation duly organizd under the laws OP the State of Wisconsin (herein collectively coiled the “Companies”), and that the Compmes do 
hereby make, constitute and appoint 

Douglas G. Durbin, Harry D. Koch, Peggy Sapianza, David G. Jesse, Stephanie Watts, Pairicia A. Jwsen, Sharon K. Murray and 
Kendra Sorensen 

of the City of Omaha -+ State Nebraska , thew me and lawful Attorney{s)-ln-Fact, 
each in their separate capacity tf more than one IS named above, to sign its name as surety to, and to execute, seal and acknowledge m y  and all bonds, undemhgs ,  
contracts and other written 1 guaranteemg the fidelity of persons, guaranteeing the 
performance of contracts and tions or proceedings allowed by law 

IN WITNESS WHEREOF, day of Julv 1999 

Seaboard Surety Company 
St. Paul Fire and Man 
St. Paul Guardian lnsur 

<Whited States FideIity and Guaranty Company 
Fidelity and Guaranty Insurance Company 
FldeUty and Guaranty h-ce Underwritem, Inc. ~ x\v 

MICHAEL 8 KEEGAN, Vice Resident 

Stare of Maryland 
City of Baltimore MICHAEL R MCKIBBEN, Assistant Secretary 

On this A day of July . 1 999 , before me, the undersigned officer, personally appeared Michael B. Kcegan and 
Michael R. McKibben, who acknowledged themselves to be the Vice Prtsident and Assistant Secretary, respectively, of Seaboard Surety Company, St. Paul Fire and 
Macine Insurance Company, St. Paul Guardian Insurance Colnpany, St. Paul M m r y  Insurance Company, United States Fidelity and Guaranty Company, Fidelity and 
Guqmty Insurance Company, and Fidelity and G u a r ~ t y  Insurance Underwriters, Inc. and that they, as such, being authorizod so to do, executed the foregoing 
instrument for the purposes therein contained by signing the names of the corporations by themselves as duly authorized oficen. 

Xtl Wltnms Whereof, I h m u n t o  set my hand and official w.1. 

My Commission expires the 13th day of July, 2002. 

rsclu(o-R”bcd-r&W 
REBECCA EASEY-ONOOKALA. N o w  Public 

86203 Ed. 5-99 Printed In U.S.A. 140 
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This Power of  Attorney is granted under and by the authority of the following resolutions adopted by the Boards of Directors of Seaboard Surety Curnpany, St. Paul 
Fire and Marine Insurance Company, St. Paul Guardian 1n:iurance Company, St. Paul Mercury Insurance Company. United States Fidelity and Guaranty Conipany, 
Fidelity and Guaranty Insurance Company, and Fidelity and Guaranty Insurance Underwriters, Inc. on September 2, 1998, which resolutions are now in full force mnd 
effect, reading as follows: 

RESOLVED, that in connection with the fidelity and s u m y  insurance business of the Company, a11 bunds, undenakings, contracts and other instruments relating 
to said business may be signed, executed, and acknuwlesiged by persons or entities appointed as Attorney(%)-in-Fact pursuant to a Power of Attorney issued in 
accordance with these resolurions. Said Power(s) of Atiomey for and on behalf of the Company may and shall be executed in the name and on behalf of the 
Company, either by the Chairman. or the President. or any Vice President. or an Assistant Vice President, jointly with the Secremty or an Assistant Secremq, 
under their respective designations. The signature of sucli officers may be engraved. printed or lithographed. The uignature of each of the foregoing officers and 
the seal of the Company may be affixed by facsimile to ;my Power of Attorney or to any certificute relating thereto appointing Attorney(s)-in-Fact for purposes 
vnly of executing and attesring bonds and undertakings and other writings obligatory in the nature thereof, and subject to any limitations set forth therein, any 
such Power of Attorney or certificate bearing such facsiinile signature or facsimile seal shall he valid and binding awn the Company, and any such power so 
executed and certified by such facsimile signature and facsimile seal shall be valid and binding upon the Company with reapect to any bond or undertaking to 
which it is validly attached and 

RESOLVED FURTHER, that Attorney(s)-in-Fact shall have the power and authority, and, in any case, subject to the terms and Iimitiltions of the Power of 
Attorney issued them. to execute and deliver on behalf of the Company and to attach the seal of the Company to any and all bonds and undertikings, and other 
writings obligatory in the nature thereof, and any such in!;trument executed by such Attorney(s)-in-Fact shall be as binding upon the Company as if signed by an 
Executive Officer and .waled and attested to by the S e c r e t w  of the Company. 

I. Michael R. McKibben, Assistant Secretary of Seaboard Surety Company, St. Pnul Fire and Marine Insurance Company. St. Paul Guardian Inwrance Company, 
St. Paul Mercury Insurance Company, United States Fidelity and Guaranty Company, Fidelity and Guumty Insurance Company, and Fidelity and Guaranty Insurance 
Undenvnten, Inc. do hereby certify that the above and forcg3ing is a true and correct copy of the Power of Attorney executed by said Companies, which is in full force 
and effect and has not been revoked. 



NEBRASKA STATUTORY R I D m  

The State of Nebraska Code, S e c t i o n  44-4040 requires the  name of the 
soliciting agent and the  name and address of the agency to be shown 
on each bond issued by a Nebraska A g e n t  or f o r  any bond issued to a 
Principal or Insured residing i n  Nebraska. 

This rider is to comply with the  statutory requirements of the State 
of Nebraska. 

Name of Soliciting Agent: Robert E. Jovce 

Name of Insurance Agency represented by the Soliciting Agent: 

Harry A. Koch Co. 

A d d r e s s  of Agency: 1194,9 rqQrw Street, O m a h a ,  NE 68145-0279 

A copy of this rider should be attached to the or ig ina l  and a l l  copies 
of any bond issued. 
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I Hamilton Telec hrnunications 
ORGANIZATIONAL STRUCTURE 

President F 
Executive 

Vice-president 

NEBRASKA RELAY CENTER 
- 

- ’  I-?-- 1 . 7 - 7  ---- -, - 

Christa Gemantes 

Supervisors 1 ‘” I 
Lead Communication 

, h s s F n t s  I 
Communication 

Assistants 
(40) 

r 

Information Systems Business office Telemarketing 

Jerty Petermann 

Supervisory & 
Data Processing Front Line 

Wayne Wayne Hahn Personnel Ann Ford Manager Ad rri nistrator 

Hinerman 

Account 
Manager 

Lana En’ckson 

Liaison 

Triua T i g h  

Specialist PC Technician Telephone 
Specialist 

Supervisory & 
Front Line 
Person n e I 

Harnl ton Telecommunications 
1001 12th Street 
Aurora, NE 68818 

Phone: 402-694-51 01 
Fax: 4026946037 



SOCIETY'S ASSETS, INC. TRS ORGANIZA TIOhlAL CHART 

Society's Assets, Inc. 
Board of Directors 

I 

Executive Director 1 

Bruce Nelsen 

t + AmunttnglPay roll 

TRS Program Director 
Patti Kraemer 

Assistant Program Director 
Carol Larsen 

I I 

Relay Operators 1 (60-80 FTE) 

Human Resources Mgr. 
Renee Postl 

Wendy Jacobson 

Customer Service Mgr. 
Veronica Sch uurman s 

Customer Sen. Interpreters 
Representatives 

I Assistants 



SOCIETYS ASSETS, INC. TRS ORGANILATIONAL CHART 

Executive Director 1 I BruceNelsen I -1 

Human Resources 
Mgr. 

Assistant Director Clerical Support 

1 TRS Center Director 

Customer Service 
Mgr. 

Scheduler Supervisors 

Communicaton 
Assistants 

(180-200 FTE) 

I 

I I 1  

Customer Service 
Representatives 



LOUISIANA RELAY CENTER 
ORGAIVIZA710NAL STRUCTURE 

Director of Relay 
Dim’e Mitlow I -I+- 1 I-- 

Operations Human Resource 

Paula Rodriguez Cam Allison 

I- 

Trainer 
Dee Evans 
‘ _ I  Receptionist 

I Technical Support 
John Nelson 

Asst. Operations Relay Technical 
Coordinator 

Sue Roberts Mchdle Berg 

Quality 
Assurance SupeMsOrs 

r- 
-I 

Communication 
Assistants 

Communication 
Assistants Lead I 

Program Manager 
Henry Brinnkmann 

_..’. .- 

I Louisiana 
Outreach 

Coordinator 
Amy Watson 

Kentucky 
Outreach 

Coordinator 
Bob Stuckey 

Hamilton Telecomun ications 
9107 Bluebonnet Centre 8oulevard 
Baton Rouge, LA 70809 

Phone: 225-2914500 
Fax: 225-293-3583 
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T E L E C O M M U  N I C  A T  I O N S  

Nebraskalldaho Quality Report 
Aprif 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

I .6 seconds 
97% 

Average Percentage on Performance Testing 
May 1999: 

99% 

Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.9 seconds 
96% 

Average Percentage on Performance Testing 99% 

June 1999: 
Average Answer Seconds 
Percentage of Calls Answered within 10 Seconds 

2.1 seconds 
96% 

Average Percentage on Performame Testing 98% 

July 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.8 seconds 
95% 

Average Percentage on Performa.nce Testing 99% 

August 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

I .4 seconds 
96% 

Average Percentage an Performa.nce Testing 
I 

September 1999: 
Average Answer Seconds 
Percentage of Calk Answered within IO Seconds 

2.8 seconds 
95.6% 

Average Percentage on Performa.nce Testing 99% 



T E L E C O M M I J  N l C A l l O N S  

Lou is i a n alK,e n t u c ky Qua I i ty Re po rt 
April 1999: 
Average Answer Seconds 2.75 seconds 
Percentage of Calls Answered within IO Seconds 
Average Percentage on Performance Testing 

92.5% 
96.30% 

May t 999: 
Average Answer Seconds 
Percentage of Calls Answered within 10 Seconds 

3.05 seconds 
92% 

Average Percentage on Performant:e Testing 

June 1999: 
Average Answer Seconds 1.3 seconds 
Percentage of Calls Answered within IO Seconds 
Average Percentage on Performance Testing 

July 1999: 
Average Answer Seconds 1.3 seconds 
Percentage of Calls Answered within I O  Seconds 
Average Percentage on Performant:e Testing 

August 1999: 

95.1 I% 

96% 
97.13% 

96.5% 
97.13 

Average Answer feconds 
Percentage of Calls Answered within IO Seconds 

t .75 seconds 
95% 

Average Percentage on Performanc:e Testing % 

September 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.80 seconds 
95% 

Average Percentage on Performance Testing 98% 



T E L E C O M M U N I C A T I O N S  

Wisconsin Quality Report 
April 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.0 seconds 
97% 

May 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

I .2 seconds 
97% 

June 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

1.1 seconds 
97% 

July 1999: 
Average Answer Seconds 1. I seconds 

97% Percentage of Calls Answered within IO Seconds 

August 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

2.1 seconds 
94% 

September 1999: 
Average Answer Seconds 
Percentage of Calls Answered within IO Seconds 

2.1 seconds 
94% 
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Community Outreach 

As a relay provider, Hamilton h.as been very aggressive and proactive in its outreach approach. 
Hamilton has a history of dcveloping outreach projects, which arc, just like its relay service: 
individualized and designed to work with relay users and the general public in a Uonc-on-onen 
setting. 

As an optional service if purchaxd by the State, Hamilton will provide the State of FIorida with 
a personalized outreach program to educate the public about the Florida Relay Service. This 
program will go beyond gaining customer feedback. Rather, this program will be designed to 
educate and market relay servia:s across the State. 

Hamilton can provide outreach at several Iwels. The outreach activities in this scction 
demonstrate a full-blown outre:& campaign in which Hamilton will hire an outreach 
coordinator. This in-state outreach coordinator will be responsible for traveling across the State 
of Florida and informing relay users and potential relay users about the many benefits, features 
and services available through the Florida Relay Service. The outreach coordinator will meet 
with the Florida Relay Service Administrator on a regular basis to gather feedback about the 
effectiveness of outreach programs. Further, the FRS outreach coordinator will gather 
additional information about the outreach needs that have been identified across the State of 
Florida. e 

Following is a list o f  activities daat Hamilton will provide to the State of Florida. The next 
several pagcs of this proposal are designed to give you an idea of the rype of ourreach programs 
Hamilton has done in the past and proposes to provide to the State of Florida. 

The key to Hamilton's outreach success in the other States it serves has been its outreach 
coordinator who is a resident of the State being served by Hamilton. This liaison for Hamilton 
is responsible for implementing and running many of Hamilton's community outreach 
programs and promotional campaigns. Some specific responsibilirics include general education 
of the public, including the buainess and relay using community, resolving any service problems 
with customcr-owned equipment, facilitates any inquiry processes in a one-on-one setting, gives 
programs to organizations, businesses and other groups and this lists goes on and on. Please see 
the job description for this posixion in Attachment 10 - Job Descriptions. This person Will be 
proficient in ASL. 

Public communication and owreach to the residents of Florida about Florida Relay Service is a 
project that wil involve a variety of entitics and groups. Hamilton will approach this 
communication process seekin]; involvement and input from di interested parties in Florida, 
including the Florida Relay Service Administrator and other government entities. Following is 
an o u t h e  of items that Hamiliron recommends as part of the communication and outreach 
program for the Florida ReIay :Service. These programs have been implemented successfully in 
Nebraska, Idaho, Louisiana, Kentucky and Wisconsin. This list is not intended to be complete 
or all-inclusive, but rather to i h t r a t e  the types of activities that would be ongoing and would 

T I L t C O M M U M t C A T I O N S  



@ 
be part of Hamilton’s outreach program subject to the approval, and suggestions of the Florida 
Relay Service Administrator: 

(a) 
change in providers and make a toll-free 800 customer service number available to the all people 
in the State of Florida upon notification of the award of the contract. This number will be used 
to support Hamilton’s outreach efforts and will give relay users and other parties an opportuniry 
to ask questions and become familiar with Hamilton’s relay services. Hamilton will use a variety 
of media including deaflhard of hearing and speech organizations, local telephone companies, 
advocacy groups and any other mediums that exist to announce the change. 

During the time period prior to the cutover, Hamilton will notify customers of the 

Hamilton’s outreach coordinator for the State of Florida will be hired immediately upon 
receiving the award co begin cantacting organizations and other groups for presentations. The 
outreach coordinator also will be available for individual discussions. Hamilton will distribute a 
variety of press reIeases and public news announcements to reach as broad an audiencc as 
possible. 

Hamilton will use outreach opportunities to “educatc” a broader audience about relay in general. 
Hamilton believes that therc will be great benefits to the deaf/hard of hearing and speech 
disabled as more hearing residents and businesses in Florida become familiar with relay services. 
Hamilton has materials available to educate the hearing community about the relay. Please see 
the conclusion of this section for more information. 

4 
(b) 
it serves. Hamilton will hire an individual who is deaf or has a great deal of experience in the 
hearing and speech disabled communities to act as Hamilton‘s outreach coordinator for the 
State of Florida. The outrcach coordinator will be responsible for implementing all outreach 
activities, (including those discussed above) presenting relay information to organizations and 
groups, meeting with business, schools and other public and private entities to describe relay and 
how it works and meeting with individuals or groups of relay users to demonstrate equipment 
and answer questions. The owreach coordinator also will work with the Florida Relay Service 
Administrator as needed. The outreach coordinator will work with the elderly and speech 
disabled to promote use of the relay. That will be accomplished through participating in 
organizational activities that attract these groups. The outreach coordinator will have a variety 
of Florida Relay Service specific materials available, completed by Hamilton’s marketing staff. 
Hamilton’s marketing staff, with assistance from the outreach coordinator, also will design and 
implement pubiic relations campaigns, deveiop press and video releases (see PSA on video) and 
work to expose relay to a broader audience of people throughout Florida, As stated before, 
Hamilton has had great success by personalizing its outreach efforts through an in-state liaison. 
Hamilton Iooh forward to the opportunity to expose the Florida Relay Service Admihistrator to 
these outstanding outreach activities that are personalized and designed to meet the needs of the 
relay using community. 

Hamilton’s in-state outreach coordinator program has been very successful in the States 



f i  
(c) 
relay users, thc Administrator, related government agencies and other entitics that scrve as 
providers for or advocates for the deaf, hard of hearing and speech impaired communities (i.e. 
associations and clubs, Commissions for the speech and hearing impaired, advisory boards and 
educational institutions for hearjng or spccch impaired people. 

Regular newsletters and d a y  service update sheets will be distributed to all identified 

( 4  
the speech and hearing disabled community, Hamilton will provide announcements and 
updates about Florida Relay Senricc through those television stations. PSAs will be distributed 
to all broadcast television stations in Florida. Please see the video for Hamilton’s latest PSA in 
Nebraska. Hamilton promotes rhe existence and use of the relay through public service 
announcements. Hamilton also uses a variety of press releases to inform the public about the 
relay. A prcss release that Hamillton distributed to all newspapers across the State of Louisiana 
can be found in this Artachmenl:. This press release was sent prior to DeafAwareness week and 
was picked up by many newspapers and radio stations across the State. 

To the extent that particular channels or public television networks arc actively uscd by 

(e) 
follows in included in this Attachment. This brochure contains an explanation of relay TT”y 
etiquette, including common TIY abbreviations. Hamilton also has produced a brochure in 
braille and will do so if needed for thc State of Florida. Other information sources are located in 
this Attachment, including wallist size instruction cdl-me cards, magnets and note pads. 
Hamilton will continue to develop and distribute written materials as needed. 

Hamilton will develop a brochure about the Florida &lay Service, Hamilton’s brochure 

(f) Upon notification of the award, Hamilton will customize its video for the Florida Relay 
Service. This video will be distributed to local telephone companies and available for use by all 
types of organizations, groups and individuals. The Nebraska video, which is enclosed, is 
designed for relay users and is highly educational. The video also is designed to educate the 
hearing community and non-tradirional relay users (late deafness, etc.) about relay services. 
Hamilton has distributed this video to businesses, schools, l o d  telephone companies and a 
variety of other groups. Hamilton’s videos are closed captioned for use in standard VCRS. 
Hamilton currently is producing new videos for Nebraska, Idaho, Louisiana, Kentucky, 
Wisconsin and Hamilton Relay Services. Hamilton’s new video would bc ready for the Florida 
Relay Service by the time of stprice start-up. 

(g) 
telephone companies throughout the State of Florida. The suggested directory pages we 
developed for use in the States where Hamilton currently provides service are included in this 
Attachment. The language may change to some extent to fit any specific requirements of the 
Florida Relay Service Administrator, specifically, some new language related to new product 
information. Hamilton will wclrk with all of the LEG in Florida to ensure that appropriate 
information about the FIorida Relay Service is included. 

Hamilton will develop amera-ready materials for use in telephone directories by the 



Hamilton will develop a suggested bill insert format at least once annually for local exchange 
carriers to use in promoting the relay. This bill insert will bc designed for both business and 
residential customers. 

(h) 
community activities in the States it serves, During thesc activities, Hamilton’s outreach 
coordinator has taken the opportunity to distribute relay materials, explain how the relay works 
and answer any questions. Hamilton has been able to reach a wide audience of users by 
participating in these activities and plans to become involvcd upon signing of the contract in 
Florida. For a partial list of the outreach activities Hamilton has been involved with in Idaho, 
Nebraska, Louisiana, Kentucky and Wisconsin since the award date, see the end of this 
Attachment. 

Hamilton has been very active in supporting a variety of dcaflhard of hearing 

(i) 
Hamilton has devcloped a unique one-to-one approach in its outreach programs through its 
outreach coordinator position, potenrial relay users of dl types are sought out and educated 
about the relay. Hamilton does this through attendance at organizational meetings, which cater 
to non-traditional relay users, i.e. senior citizen centers, hard of hearing groups, etc. Hamilton 
also attends a variety of events that cater to these groups. Hamilton has worked with the Lion’s 
Club Organizations in Neb& since their interests have also turned to working with the 
hearing impaired. In addition, Hamilton has made several presentations at Senior Center 
Nursing Homes and Health Fairs. Hamilton would do the same in Florida. At all of these 
events or activities, Hamilton demonstrates how to use t h e  relay. VCO and HCO call types and 
equipment also are demonstrated. 

Hamilton uses a variety of activities to reach non-traditional relay users. Because 

Hamilton uses a variety of print, radio and television PSAs to inform both hearing and non- 
traditional relay users abour the relay. Hamilton uscs its videotape ro introduce the benefits of 
using the relay as well as gives instructions. This video has been distributed throughout the 
hearing community as well as to traditional and non-traditional relay users. Hamilton will 
submit articles to insurance companies and hospitals for their newsletters. Hamilton also plans 
to participatc in several health fairs to reach more non-traditional relay users. 

Florida already has many resources available to deaf, hard of hearing, and speech impaired State 
residents. Hamilton looks forward to working with these groups to enhance their ability to 
promote the use of relay. Hamilton works with the key group leaders that have an interest in 
performing outreach activities. Hamilton supplies these leaders with the appropriate 
information, materials and equipment, and also provides any other assistance to help any group 
reach potential relay users. This type of outreach has been very effective in reaching non- 
traditional rclay users. 

Hamilton always maintains the “golden rule” of effective outreach - keep it simple. Hamilton’s 
one-to-one approach allows us to customize our outreach efforts so that we are relating to relay 
users at the appropriate level. These rules certainly are more important as we begin to do more 
outreach to non-traditional users and to the voice community. 

T f  L I C O M M U N I C A T I O N I  



Hamilton will manage its community outreach program with the in-stare Florida outreach 
coordinator, and current manage:ment staff in Nebraska and Louisiana. Hamilton believes that 
it is very important for its people to be involved in the community outreach program in order to 
enhance the sensitivity of our relay personnel to the needs of the user community. Hamilton 
also will make use of existing cornmunir)l outreach liaisons and organizational activities already 
in place in Florida. Use of residcnt resources and other channels of communication in Idaho, 
Nebraska, Kentucky, .Wisconsin and Louisiana have enhanced our community outreach 
significantly and we intend to continue to do so whercver it is practical. Outreach is a boundless 
task and it would bc folly to exclude any groups who have meaningful input and have a 
willingness to devote time or resources to this task. 

The following positions are responsiblc for customer servicelourreach: 

Florida Outreach Coordinator 
Director of Relay 
National Account Manager 
Hamilton’s Marketing Department 
Florida Contract Manager 

As discussed above, Hamilton performs a variety of activities to inform the telecommunications- 
using public about relay. From attendance at a variety of activities, which cater to relay users, to 
educating businesses and other groups about relay, Hamilton is promoting the use of the relay. 

P 

Hamilton also will use the Internet to communicate with relay users as well as to keep them 
informed of new service cnhanccments and changes made to the relay. As more and more relay 
users gain access to the Internet, Hamilton wants to be able to use this communications medium 
as another vehicle by which to communicate with relay users. Currently, Hamilton’s Web site 
contains a feedback form for d a y  users to use in communicating with thc relay center. The site 
also contains a link to the latest State-specific relay newsletter, and further includes instructions 
about how to use the relay. Lin.ks are provided through the relay site that will link uscrs to other 
sites that users may find valuable. Hamilton encourages thc Florida Relay Service Administrator 
to visit Hamilton’s site at http:/lwwv.hmilton.net/hamilton/ 
relay.htm. Hamilton has a grca.t deal of experience with Internet service, as the Company 
provides local Internet access to people across central Nebraska as well as acting as a “hub” for 
scvcral other small telephone companies. 

Hamilton will implement a separate outreach campaign targeting speech impaired individuals, 
Speech pathologists and other professionds who traditionally interact with the consumer base of 
speech impaired indidduds if Speech-to-Speech is purchased by the State. Training individuals 
from the State and other counselors in related organizations about the value of Speech-to-Speech 
will assist the State of Florida in reaching potential Speech-to-Speech relay users. It is 
Hamilton’s position that this g,roup of users is one that has not been reached via general 
outreach efforts, but instead must be found and worked with more on a one-to-one basis. - 



j%rid&a  day Service Proposal 

“Training the Trainers” has been a very succcsshl philosophy for Hamilton and Hamilton 
believes this approach will be successful for Florida. In addition, Hamilton has produced a video 
to encourage use of the Speech-to-Speech service. The video educates users on how to make 
Speech-to-Speech relay calls. This video wilt be customized for the State of Florida. 

Hamilton currently is in the process of working with three of its relay states to develop an 
enhanced “media campaign” offering. Ncbraska, Louisiana, Wisconsin and Hamilton are 
splitting the costs of developing some advanced advertising materials that are designed to 
educate the hearing community and the hard of hearing community about the relay. The 
groups participating in the campaign all agreed that if the hearing community would stop 
hanging up on relay calls and if the hard of hearing community became more familiar with the 
relay, relay usage would increase and relay users would have an easier time completing their calls. 
These are t h e  gods of our media campaign. 

If Hamilton is awarded the contract for basic relay service, Florida certainly is welcome to 
participate in this campaign. The Florida Relay Service would receive newspaper ads (which 
could also be used in a variety of print publications), radio ads and television ads to bc used as 
the State sees fit. These materials could be placed as PSAs or the State could decide to purchase 
some media time and pay to have the ads placed. Some of the States participating are planning 
to purchase media time and others are pianning to use the materials as PSAs. There is an 
additional one-time cost (see price proposd) to participate in the program. This is the same 
amount it has cost all of Hamilton’s States to participate. Hamilton looks forward to its 
professional outreach materials and introducing the Florida Relay Service to its unique and 
collaborative approach to performing outreach activities. 

Hamilton is of rhe opinion that its outreach plans go beyond the basic elemenrs; we approach 
outreach in a cooperative way with other agencies. There is no practical way that the relay 
center can do all the outreach possible nor is there a practical way for any agency to do all the 
potential outreach that might be dcemcd necessary by some interested parties. Hamilton wiU 
work with the Florida Relay Service Administrator and dl other interested government agencies 
to develop effective outreach programs. We suggest that the Florida Relay Service Administrator 
talk to the TRS Administrators in Nebraska, Idaho, Kentucky and Louisiana and ask them 
specifically how responsive Hamilton Telecommunications has been regarding community 
outreach and the level of community outreach we have provided. 

At the conclusion of this Attachment is an outline of the program Hamilton presents to TRS 
users. This program, which will be adapted for the Florida Relay Service, will be presented 



across the state and used by all personnel who perform outreach activities, especially the in-state 
outreach coordinator. This outline is updatcd when changes are made to the relay. 

Those references that you should specifically contact are: 
Gene Hand 
Director of Telecommunications 
Nebraska Public ServicE Commission 
300 The Atrium, 1200 N S trcet 
P.O. Box 94927 
Lincoln, NE 68503 -4927 
Voice 402-471 -3 10 1 
Tx"y 402-471-0213 

Bob Dunbar 
Idaho TRS Administrator 
12963 Sandy Drive 
P.O. Box 775 
Donnely, Idaho 836 1 5 
PhonelFax number 20 8-325-8308 

Merilyn Gain 
Executive Director 
Louisiana Relay Admi:nistration Board 
3 15 South College Rd., Suite 208 
Lafayette, LA 70503 
Voice 3 13-266-9620 

Jim S tevcns 
Public Service Commksion 
730 Schenkel Lane 
P.O. Box 615 
Frankfort, KY 40602 
Voice 5 0 2- 5 64-3 94 0 
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FLORIDA RELAY SERVICE 

Florida Relay Service... 

... Connecting with 
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Relay Service Magnets 
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Relay Service 
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Nebraska Outreach Activities 1999 - Partial List 

/- 

DATE 
Jan. 12 
Jan. 16 
Jan. 18 
Jan. 19 
Jan. 26 
Jan. 30 
Feb. 2 
Feb. 3 
Feb. 9 
Feb. 10 
Feb. 12 
Feb. 13 
Feb. 17 
March 3 
March 16 
March 17 
March 24 

April 15 
April 17 
Aprii 20 
April 20 
April 29 
May 4 
May 4 
May 13 
May 14 
May 15 

March 27-28 

May 17 
May 19 
May 19 
June 5 
June 8 
June 8 
June 9 
June 9 
June 10 
July 8-1 1 

ACTIVITY 
User Group Meeting - Grand Island, Nebraska 
Omaha Association of the Deaf Meeting - Omaha, Nebraska 
Kiwanis Club Presentation - Seward, Nebraska 
User Group Meeting - Lincoln, Nebraska 
User Group Meeting - Omaha, Nebraska 
Deaf Center Pancake Feed - Lincoln, Nebraska 
User Group Meeting - Broken Bow, Nebraska 
User Group Meeting - Lexington, Nebraska 
User Group Meeting - Holdrege, Nebraska 
User Group Meeting - Kearney, Nebraska 
Deaf Center Spaghetti Dinner - Lincoln, Nebraska 
Aurora Health Fair Exhibit - Aurora, Nebraska 
League of Human Dignity Workshop - Lincoln, Nebraska 
Calvert Elementary School Presentation - LincoIn, Nebraska 
User Group Meeting - North Platte, Nebraska 
User Group Meeting - Ogallalq Nebraska 
Washington Elementary School Presentation - Omaha, Nebraska 
Vital Signs Health Fair - Hastings, Nebraska 
Presentation to Tiger Cub Troupe - Lincoln, Nebraska 
Deaf Art Festival Information Booth - Lincoln, Nebraska 
User Group Meeting - Chadron, Nebraska 
User Group Meeting - Scottsbluff, Nebraska 
Relay Presentation at the Rose Theatre - Omaha, Nebraska 
User Group Meeting - Kimball, Nebraska 
User Group Meeting - Sidney, Nebraska 
Lincoln Area on Aging Senior Citizen Festival - Lincoln, Nebraska 
Relay Advisory Meeting - Lincoln, Nebraska 
Information booth and presentation - Nebraska Commission for the Deaf 

Anniversary Festival - Mahoney State Park 
League of Human :Dignity Workshop - Lincoln, Nebraska 
Deaf Senior Citizen Luncheon - Omaha, Nebraska 
Omaha Association of the Deaf Meeting - Omaha, Nebraska 
Deaf Foundation Annual Golf Tournament - Grand Island, Nebraska 
User Group Meeting - Hebron, Nebraska 
User Group Meeting - Fairbury, Nebraska 
Presentation to Senior Citizen Group - Red Cloud, Nebraska 
User Group Meeting - Hastings, Nebraska 
League of Human Dignity Workshop - Lincoln, Nebraska 
Nebraska Association of the Deaf/ Nebraska School for the Deaf Alumni 

Association Conference (Exhibit and Information) - Omaha, Nebraska 



Nebraska Outreach Activities 1999 - Partial List Continued 

National Activities: 
April 7-1 0 
June 27-30 
July 13-1 7 

Deaf Seniors of America Convention - Atlanta, Georgia 
SHHH National Convention - New Orleans, Louisiana 
Telecommunications for the Deaf, Inc. Conference - Seattle, Washington 

On an Ongoing Basis: 
0 Advertise annualiy in TDI directory 

Distribute informational literature and videotapes 
Respond to questions and comments of relay users 
Meet individually with user to train them on the use of assistive equipment and the relay 
service 



Idaho Outreach Activities 1999 - Partial List 

DATE 
Feb, 11 
Feb. 1 1 
March 22 
March 22 
March 26 
March 26 
March 27 
May 1 
June 9 
June 17 - 20 

ACTMT’ 
Legislative Breakfast & Information Table at the Capitol - Boise, Idaho 
Council for the Deaf& Hard of Hearing Board Meeting - Boise, Idaho 
Demonstration at the Easter Seals’ Office - Twin Falls, Idaho 
User Group Meeting - Twin Falls, Idaho 
Demonstration at the Easter Seals’ Ofice - Pocatello, Idaho 
Demonstration at the LIFE Center - Idaho Falls, Idaho 
Health Fair Exhibit - Preston, Idaho 
Council for the Deaf& Hard of Hearing Board Meeting - Boise, Idaho 
SHHH Hearing Help Workshop - Coeur d’Alene, Idaho 
Idaho Association of the Deaf/Washington Association of the Deaf 
Joint Statt: Conference - Spokane, Washing 

National Activities: 
April 7- 10 
June 27-30 
July 13-1 7 

Deaf Seniors of America Convention - Atlanta, Georgia 
SHHH National Convention - New Orleans, Louisiana 
Telecommunications for the Deaf, Inc. Conference - Seattle, Washington 

On an Ongoing Basis: 

0 

0 

Advertise annually in TDI directory 
Write articles for the Idaho Council for the Deaf‘s newsletter 
Distribute informational literature and videotapes 
Respond to questions and comments of relay users 
Meet individually with user to train them on the use of assistive equipment md the relay 
service 
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Louisiana Outreach Activities I999 - Partial List 

DATE 
Jan. 7 
Jan. 8 
Jan. 12 

Jan. 19 
Jan. 25 
Jan. 26 
Jan. 27 
Jan. 29 

Feb. 3 

Feb. 5 

Feb. 5 
Feb. 6 

Feb. 13 

Feb. 20 

Feb. 22 

Feb. 25 
Feb. 25 
Feb. 26 
March 1 

March 2 

March 6 

March 11 

March 12 

March 25 

March 27 

April 7-1 1 

ACTlVITY 
EBR Council of Aging Presentation - Baton Rouge, Louisiana 
Tour of the Center Presentation -LRS Center - Baton Rouge, Louisiana 
Baton Rouge Chapter SHHH Meeting - LRS Center 

Summit Hospital Presentation - Baton Rouge, Louisiana 
Summit Job Placement Agency Presentation - New Orleans, Louisiana 
Madison Council on Aging Presentation - Tallulah, Louisiana 
Highland Hospital Presentation - Sbreveport, Louisiana 
Telephone Access Program Board Meeting - LA Rehabilitation Services 

SLU-Speech Pathologists/Audiologists Presentation to Graduate Students 

Summit Hospital Presentation to Speech PathologistslAudiologists 

V A Hospital Presentation - Shreveport, Louisiana 
Community Supported Mardi Gras Event Meeting - BRAD Clubhouse 

Community Supported Mardi Gas Event - Landmark Hotel 

National SHHH Meeting for the Convention ’99 - LRS Center - 

SLU-Speech PStthoIogistslAudiologists Presentation to Graduate Students 

Cajun Council on Aging Presentation - Lafayette, Louisiana 
Speech & Hearing Center Presentation - Lake Charles, Louisiana 
Livingston Council on Aging Presentation - Denham Springs, Louisiana 
Regional Communication Fair Preliminary Planning Conference Meeting 

Lafayette, Louisiana 
“Read me a Story” ‘Read Across America’ Program Meeting 

Louisiana School for the Deaf - Baton Rouge, Louisiana 
New Orleans Advisory Board Meeting Presentation - 

Greater New Orleans Assn. Of the Deaf - New Orleans, Louisiana 
Mega Market for Regional Businesses Presentation - Baton Rouge 

Chamber of Commerce - Baton Rouge, Louisiana 
Communication Fair initial Planning Conference Meeting - 

Baton Rouge, Louisiana 
In-Service Staff Training Presentation - Woman and Children’s Center 

Lake Charles, Louisiana 
Deaf Community Town Meeting Presentation Sponsored by LA Relay 

Service with: Louisiana Commission of the Deaf, Louisiana 
Association of the Deaf, Deaf Action Center of New Orleans - 
Houma, Louisiana 

Baton Rouge, Louisiana 

Baton Rouge, Louisiana 

Hammond, Louisiana 

Shreveport, Louisiana 

Baton Rouge, Louisiana 

New Orleans, Louisiana 

Baton Rouge, Louisiana 

Hammond, Louisiana 

National Deaf Senior Citizens Conference Exhibition - Atlanta, Georgia 

4 



Louisiana Outreach Activities 1999 - Partial List Continued 

DATE 
April 14-16 

April 17 
April 28 

April 29 

April 30 

May 5 

May 14 

May 20 

May 21 
May 22 

June 3-5 

June 16- 19 

June 22 
June 24 

June 26- 29 

ACTMTY: 
LA Association of Higher Education and Disability Inaugural Conference 

User Meeting Presentation - Deaf Action Center - Covington, Louisiana 
Opelousas Medical Center Presentation to Speech Pathologists/ 

General Pukllic Education Presentation - Jones Creek Library 

Telephone Access Program Board - LA Rehabilitation Services - 

Oschner Health Plan Staff Training Presentation - Oschner Health 

University Medical Center Presentation to Speech 

Business Ccimunity Tradeshow Exhibition - Baton Rouge Chamber of 

Calcasieu Council on Aging Presentation - Sulphur, Louisiana 
DeRidder User group Meeting Presentation - DeRidder Association of the 

4 1 St Biennial State Convention Exhibition - Louisiana Association of the 

1 6* Nationall Rainbow Convention Exhibition - Hotel Inter-Continental 

Cassia Beauty College Presentation - New Orleans, Louisiana 
Communication Fair Planning Session Meeting University of Southwest 

Self Help fca the Hard of Hearing (SHHH) Convention Exhibition - Hyatt 

Exhibition - Baton Rouge, Louisiana 

Audiiologists Opelousas, Louisiana 

Baton Rouge, Louisiana 

Baton Rouge, Louisiana 

Metairie, Louisiana 

Pathologists/Audiologists - Lafayette, Louisiana 

Commerce - Baton Rouge, Louisiana 

Deaf - DeRidder, Louisiana 

Deaf - Lafayette, Louisiana 

New Orleans, Louisiana 

Louisiana - Lafayette, Louisiana 

Regency Hotel - New Orleans, Louisiana 

National Activities: 
April 7- 10 
June 27-30 
July 13-17 

Deaf Seniors of Anierica Convention - Atlanta, Georgia 
SHKH National Ccinvention - New Orleans, Louisiana 
Telecomunicatioiis for the Deaf, Inc. Conference - Seattle, Washington 

On an Ongoing Basis: 
mWrite Relay Articles for Bayou State Bulletin and other newsletters 
+Distribute informational literature and videotapes 
eAnswer questions and concerns from relay users 



Kentucky Outreach Activities 1999 - Partial List 

DATE 
Jan. 13 
Jan, 28 

Feb. 9 
Feb. 9 

Feb. 11 
Feb. 20 

Feb. 24-26 

March 4-5 

March 6 & 8 
March 17-19 
March 30-3 1 

April 1 
A p d  6-1 1 

April 13 
April 14 
April 14 
April 20 
April 26 
April 28 
A p d  30 
May 11 
May 13 

May 14 
May 15 

May 18 
May 20-21 

June 2 

June 5 
June 17 

June 18-20 

ACTIVITY 
South Central Bell Co-op - Glasgow, Kentucky 
Communication & Technology Expo - Commonwealth Convention Center 

Presentation for Lions Club - Ramada Inn - Louisville, Kentucky 
SHHH Club, United Way Agency "Town Hall" Meeting 

ASL Class at Manual High School - Louisville, Kentucky 
Kentucky School for the Deaf Homecoming Basketball Game 

Kentucky Speech-Language-Hearing Association Convention 

Kentucky Educational and Technology Convention - Commonwealth 

Kentucky Relay Service Open House - Louisville, Kentucky 
Governor's Conference on Aging - Galt House, Louisville, Kentucky 
Disabilities Awareness Activities - Jefferson Community College 

ASL Classes - Jeffersontow High School - Louisville, Kentucky 
Deaf Senior Citizens' Convention Exhibit - Hyatt Regency Hotel - Atlanta, 

Grisby-Thacker Telephone Company Presentation- Hinkman, Kentucky 
Berea Hospital Presentation - Berea, Kentucky 
Baptist Regional Hospital Presentation - Corbin, Kentucky 
Daviess County Public Library Presentation - Paducah, Kentucky 
Logan Telephone Co-op Presentation - Auburn, Kentucky 
Coalfield Telephone Company Presentation - Harold, Kentucky 
Mt. Rural Telephone Company - West Liberty, Kentucky 
Catholic Center Presentation and Exhibit - Florence, Kentucky 
Southside Primary School Presentation and Exhibit - Shelbyville, 

Daviess Public Library Presentation - Owensboro, Kentucky 
Pikeville Deaf Club Presentation - Jubilee Christial Assembly Church - 

London Community Center Presentation - London, Kentucky 
Gallaudet University Regional Conference Exhibit and Sponsorship - 
Radisson Hotel - Lexington, Kentucky 
Cumberland Valley Development Agency Presentation - London, 

Fern Creek Deaf Club Presentation - Louisville, Kentucky 
WEKU Radio Show Interview - Eastern Kentucky University - Richmond, 

KADKYRID Convention Exhibit and Sponsorship - EKU - Richmond, 

Louisville, Kentucky 

Louisville, Kentucky 

Danville, Kentucky 

Drawbridge Hotel - Ft. Mitchell, Kentucky 

Convention Center - Louisville, Kentucky 

Louisville, Kentucky 

Georgia 

Kentucky 

Pikeville, Kentucky 

Kentucky 

Kentucky 

Kentucky 
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Kentucky Outreach Activities 1999 - Partial List Continued 

DATE 
June 22 

June 23 
June 24 
June 29 

June 30 
June 30 

ACTivITl j 
diAbilities Coalition Group Presentation - Kenton County Public Library - 
Covington, Kentucky 
Western Kentucky Legd Service Presentation - MadisonviIle, Kentucky 
Western Kentucky Legal Service Presentation - Paducah, Kentucky 
ASL Class Presentation - Eastern KY University (EKLJ) - Richmond, 
Kentucky 
WDNS 93.3 Radio Show Interview - Bowling Green, Kentucky 
Barren River Health Department Presentation - Bowling Green, Kentucky 

National Activities: 
April 7- 10 
June 27-30 
July 13-1 7 

Deaf Seniors of Anierica Convention - Atlanta, Georgia 
SHHH National Cclnvention - New Orleans, Louisiana 
Telecommunications for the Deaf, Inc. Conference - Seattle, Washington 

On an Ongoing Basis: 
Advertise biannually in GASK newsietter 
Distribute informational literature and videotapes 
Respond to questions and comments of relay users 
Meet individually with users and train them on the use of their equipment and the Relay 
Service 
Maintain contact with disability organizations 



Wisconsin Outreach Activities 1999 - Partial List 
----. 

DATE 
Feb. 18 
Feb. 19 
Feb. 20 
Feb. 25 
Feb. 26-27 
March 2 
March 3 
March 8 
March 4 
March 12 
March 13 

April 13 
April 21 
April 28 
April 6 
April 14 
April 16 
May 18-19 

April 13-15 

May 25-26 
._ May 26 

May 5 
June 25-26 
June 25 
June 8 
July 1 

ACTIVITY 
“Deaf Empowerment and Leadership” Meeting - Madison, Wisconsin 
Greater Madison For Concerned Deaf Citizens - Madison, Wisconsin 
ALDA Meeting - Madison, Wisconsin 
VCU Home Visit - Madison, Wisconsin 
WSHA Convention - Madison, Wisconsin 
91 1 - Madison, Wisconsin 
UW Whitewater - Whitewater, Wisconsin 
SHHH - Appleton, Wisconsin 
Council for DeafMard of Hearing Meeting - Madison, Wisconsin 
Deafirst Open House - Madison, Wisconsin 
Deaf Awareness Day Booth - Madison, Wisconsin 
Training Sit Workshop - Green Bay, Wisconsin 
Retired Men’s Association Presentation - Green Bay, Wisconsin 
WIS ADARA Meeting - Brookfield, Wisconsin 
Department of Workforce Development - Milwaukee, Wisconsin 
Public Service Commission Hearing - Madison, Wisconsin 
Statewide Rehab and Transition Conference - Kohler, Wisconsh 
Combined Locks Town Hall Meeting 
CWAG (Coalition of Wisconsin Aging Groups) - Madison, Wisconsin 
Governors Statewide Training Conference - Madison, Wisconsin 
Governors Statewide Training Conference - Madison, Wisconsin 
Ultratec Meeting - Madison, Wisconsin 
Wisconsin Association of the Deaf Convention - Madison, Wisconsin 
Wisconsin Association of the Deaf Convention - Madison, Wisconsin 
Home Visit - Dousman, Wisconsin, Wisconsin 
Shore to Shore Presentation - Madison, Wisconsin 

National Activities: 
April 7- 10 
June 27-30 
July 13-17 

Deaf Seniors of America Convention - Atlanta, Georgia 
SHHH National Convention - New Orleans, Louisiana 
Telecommunications for the Deaf, Inc. Conference - Seattle, Washington 

On an Ongoing Basis: 
0 Advertise biannually in GASK newsletter 



Nebras,ka Outreach Activities 1998 

DATE 
Jan. 1 
Jan. 17 
Jan. 22 
Jan. 29 
Jan. 30 
Feb. 5 
Feb. 6 
Feb. 14 
Feb. 18 
Feb. 21 
Feb. 21 
March 14 
March 20 
March 21 

April 4 
April 8 
April 16 

April 21 
April 23 
April 30 
May 1 
May 9 
May 27 
May 28 
May 29 
May 30 
May 30 
June 5 
June 19 
June 23 
June 24 
Aug. 10 
Aug. 10 
Aug. 11 
Aug. 12 
Aug. 22 
Aug. 28 
Sept. 1 
Sept. 2 
Sept. 3 
Sept. 15 
Sept. 16 

March 28-29 

April 17-18 

ACTIVITY 
LAD Meeting 
OAD Meeting 
Nebraska Relay Advisory Board Meeting 
Paxton Lion’s Club Presentation 
Sidney U:ier Group Meeting 
Grand Isbmd ESU Technology Fair 
Columbus ESU Technology Fair 
Aurora HiAth Fair 
Mid-Nebraska Regional Deaf Day 
LAD Meeting 
Lincoln League of Human Dignity workshop 
OAD Meeting 
NCDHH Board Meeting 
LAD Meeting 
Hastings :Health Fair 
Deaf Art ‘Festival (Lincoln) 
Lincoln Deaf Senior Citizen’s Luncheon 
Omaha Deaf‘ Senior Citizen’s Luncheon 
Dome College Multi-cultural fair 
UNK 0ra.l Rehabilitation Class presentation 
Beatrice User Group Meeting 
Paxton El~ementary 6” grade presentation 
Scottsbluff User Group Meeting 
LAD Meeting 
Valentine User Group Meeting 
Norfolk IJser Group Meeting 
O’Neill User Group Meeting 
OAD Meeting 
Deaf Foundation Benefit Golf Tournament 
NCDHH Board Meeting 
NeRID Amuai Convention 
Alliance User Group Meeting 
Chadron User Group Meeting 
York Ladies’ Group Presentation 
South Sioux City User Group Meeting 
Wayne User Group Meeting 
Columbus User Group Meeting 
Nebraska Association of the Deaf Conference 
NCDHH Board Meeting 
Relay Advisory Board Meeting 
Nebraska State Fair exhibit 
Cornhusker Kiwanis Club 
Scottsbluff User Group Meeting 
Sidney User Group Meeting 



Nebraska Outreach Activities 1998 - Continued 

Sept. 17 
Sept. 19 
Sept. 22 
Oct. 1 
Oct. 2 
Oct. 8 
Oct. 8-9 
Oct. 13 
Oct. 15 
Qct. 15 
Oct. 22 
Oct. 29 
Nov. 9 
Nov. 10 
Nov. 14 
Nov. 18 
Nov. 21 
Nov. 21 
Dec. 9 
Dec. 10 
Dec. 31 

Ogallala User Group Meeting 
Deaf Awareness Carnival 
Prescott Elementary School Presentation 
Blair User Group meeting 
Boystown Conf. on issues in language & deahess 
Fremont User Group Meeting 
Nebraska Speech Language Hearing Asso.Conv. 
Greater Omaha SHHH 
Lincoln SHHH 
Wahoo Wser Group Meeting 
Plattsmouth User Group Meeting 
David City User Group Meeting 
Lexington User Group Meeting 
North Platte User Group Meeting 
LAD Meeting 
Washington Elementary School workshop 
Salvation Army Presentation 
OAD Meeting 
Lincoln Deaf Senior Citizen’s Christmas Party 
Omaha Deaf Senior Citizen’s Christmas Party 
OAD New Year’s Party 

National Activities: 
June 1 1 - 14: 
July 6- 12: 
Sept. 13-15: 
Advertise biannually in GASK publication 

SHHH National Convention, Boston, MA 
National Association of the Deaf Bi-Annual Conference, San Antonio, TX 
National Association of State Relay Administrators, Denver, Co 

On an Ongoing Basis: 
0 

0 

Advertise annually in TDI directory 
Distribute informational literature and videotapes 
Respond to questions and comments of relay users 
Meet individually with user to train them on the use of assistive equipment and the relay 
service 



Idaho Outreach Activities 1998 

DATE 
Feb. 3 
Feb. 3 
Feb. 26 
Feb. 28 
March 27,28 
April 18 
April 24,25 
May 1 
June 19 
June 20 
June 22 
July 30 
Aug. 28 
Sept. 19 
Nov. 14 
Nov. 14 
Dec. 4 

ACTIVITY 
Idaho Council for t h e  Deaf & Hard of Hearing Board Meeting 
Informaticrn table and sponsorship of Idaho State Legislative Breakfast 
West Idaho SHHH meeting 
Panhandle SHHH Meeting 
Idaho Registry of Interpreters for the Deaf Workshop 
Presentation and exhibit at ISDB Parent's Weekend 
Idaho Reg,istry of Interpreters for the Deaf Workshop & Meeting 
Idaho Council for the Deaf& Hard of Hearing Board Meeting 
Lewiston User Group Meeting 
Couer d'PJene User Group Meeting 
Boise User Group Meeting 
Idaho Vocational Rehabilitation In-service 
Idaho Council for the Deaf and Hard of Hearing Board Meeting 
Panhandle SHHH Meeting 
Pocatello User Group Meeting 
Idaho Falls user Group Meeting 
Idaho Council for the Deaf and Hard of Hearing Board Meeting 

National Activities: 
June 1 1-1 4: 
July 6-1 2: 
Sept. 13- 1 5 : 
Advertise biannually in GASK publication 

SHHH National Convention, Boston, MA 
National Associaticin of the Deaf Bi-Annual Conference, San Antonio, TX 
National Associaticin of State Relay Administrators, Denver, CO 

On an Ongoing Basis: 
Advertise annually in TDI directory 
Write articles for the Idaho Council for t h e  Deaf's newsletter 
Distribute informational literature and videotapes 
Respond to questions and comments of relay users 
Meet individually with user to train them on the use of assistive equipment and the relay 
service 



Louisiana Outreach Activities 1998 

DATE 
Feb 8; 
Feb. 9 & 10: 
Feb 14: 
Feb 21: 
Feb 25: 
March 3: 
March 5 :  
March 8: 
March 14: 
March 18: 
March 21: 
March 25: 
March 30-April2: 

March 3 1 : 
April 1: 
April 3: 
April 4: 
April 7-8: 
April 24: 
April 26: 
May 9: 
May 15:  
May 19: 
May 19: 
May 20: 
May 25: 
May 30 
June 1: 

June 15: 
JUIX 12-14: 

June 15: 
June 24: 

July 16: 
July 20: 
July 25: 
July 25: 
Aug. 1: 
Aug. 7 :  
Aug. 14: 
Aug. 15: 
Aug. 16: 

July 6-1 1 : 

ACTIVITY 
Presentation to St. Alphonsus Church’s Sign language classes 
Presentation to SLU’s Communication Disorders program 
Deaf Access 11 Fonun 
Mardi Gras Ball 
LRS presentation at LSU’s speech pathology class 
LRS Center tour 
Presentation to SLU’s sign language class 
Presentation to SHHH of New Orleans Chapter 
Exhibit at ‘Cause we Care’ Resources Fair 
Presentation at N.O. Memorial Medical Center Audiologists consortium 
Meeting with Deaf Relay users in New Orleans 
In-Service training on Relay Services at USL 
Exhibit at Supdonference for Educators and Parents of Students with 
Disabilities 
Presentation with Louisiana School for the Deaf‘s Students 
Meeting with FirstcaII network 
Presentation at New Orleans Deaf Action Center Open House 
“LRS Connector” Newsletters mailed 
“Planning the Future” Seminars with LSD’s students 
Presentation at Southeast Regional Conference of VR counselors 
Meeting with Deaf Relay Users in Lafayette 
Meeting with Deaf Relay Users in Alexandria 
Telephone Access Program Board meeting 
Exhibit at Families Helping Families resources Fair 
Meeting with Deaf Relay users in DeRidder 
Presentation with Leesville Senior Day Hospital 
Morning News Show in Baton Rouge 
LRS Grand OpeninglCommunication Fair 
Cell phonehelay segment for Evening News Show 
Exhibit at Family Learning Vacation at LSD 
In-Service training on Relay Services at New Horizons Independent living 
center 
Presentation at Shreveport Northwest chapter SHHH 
In-Service training on Relay Services at Hahnville 91 lcdl center 
44’h Biennial Conference of the National Association of the Deaf 
SHHH kickoff meeting for the National Convention ’99 
LRS Center Tourlmeeting with sign language student from SU 
New Orleans Advisory Group meeting 
Baton Rouge Advisory Group meeting 
“LRS Relay Connector’’ Newsletters sent out 
Relay User’s home 
Telephone Access Program Board meeting 
Meeting with Deaf Relay Users in New Orleans 
Exhibit at the LSD’s Registration Day 



Louisiana Outreach Activities 1998 - Continued 

Aug. 26: 
Aug. 29: 
Aug. 29: 
Sept. 2: 
Sept. 1 1 :  
Sept. 17: 
Sept. 19: 
Sept. 19: 
Svt. 24-25: 
Sept. 25: 
Oct. 3: 
Qct. 3: 
Oct. 16: 
Oct. 17: 
Oct. 27: 
Nov. 5 :  
Nov. 7: 
Nov. 13: 
Nov. 19: 
Nov. 19: 
Dec. 1-2: 

Dec. 4-5: 
Dec. 16: 
Dec. 17: 
Dec. 21 : 

In-Service training at Belle of Baton Rouge Call center 
Meeting with Deaf Relay Users in Lafayette 
Meeting with Deaf Relay Users in Lake Charles 
LRS Center ‘Tour 
Meeting of tlne Deaf Women of Baton Rouge 
LRS presentation at Ascension College 
Meeting with Deaf Relay Users in Shreveport 
Meeting with Deaf Relay Users in Monroe 
Exhibit at Louisiana Registry of Interpreters of the Deaf Convention 
Presentation with BRAD’S members 
LRS Center Tourhest calls with VCO user 
LSD Homecoming activities 
Relay User’s home 
Presentation at LCDC De-lind Retreat 
Exhibit at Senior Celebration Day 
Exhibit at Dalgrado College’s Deaf Awareness Day 
BRAD’S 50“’ Anniversary event 
Telephone Access Prograni Board meeting 
Presentation to the Parent’s group at LSD 
LRS presentation with LSU’s Communication Disorders class 
Exhibit and :presentation at La. Association of Network on Aging 
conference 
Exhibit at Deaf Symposium 
Presentation at Lee High school 
LRS Center Tour 
“LRS Relay Connector” sent out 

On an ongoing basis: 
mWrite Relay Articles for Bayou State Bulletin and other newsletters 
@Distribute informational literature and videotapes 
+Answer questions and concerns h m  relay users 



DATE 
Sept. 5 
Oct. 27 
Dec. 9 

Kentucky Outreach Activities 1998 

ACT I V I TY 
Kentucky DeaFest - Louisville, Kentucky 
Louisville User Group Meeting (Topic: Using VCO) 
Deaf Catholic Center "Town Hall Meeting" - Louisville, Kentucky 

On an ongoing basis: 
0 

0 

Advertise biannually in GASK newsletter 
Distribute informational literature and videotapes 
Respond to questions and comments of relay users 
Meet individually with users and train them on the use of their equipment and the Relay 
Service 
Maintain contact with disability organizations 



Telephone sewices for 
Nebraskuns who have diflculty 

hearing or speaking 
Nebraska Equipment Distribution Program (NEDP): 
NEDP was established to provide financial assistance 
for telephone equipment to people with a hearing or 
speech disability. The program provides qualified 
applicants with vouchers to purchase amplifiers, 
TTYlfDDs, and alert systems that allow Deaf, Hard of 
Hearing, and Speech Disabled people to enjoy equal 
access to telephone communication. 

Nebraska Relay Service (NRS): 
The Nebraska Relay Service provides a telephone 
connection between people who use a TTYmDD and 
those who use a standard teleDhone. Calls are retaved 

L 

For more 
information: 

Equipment Distribution 
Program : 

j -800-545-6244 vrrry 
1-800-526-0017 

through highly trained operatom called Communicafion 
Assistants who type everything a hearing person says 
so it can be read on a Tp(, and then reads the TIT 

Nebraska 
1-800-322-5299 vm 

user's response. The relay is open year round, 24 
hours a day. There is no sign up to access the relay, 
and the only charges are regular long distance charges 
for any long distance relay calls made. 

To make a relay call: 
1-800-833-7352 T N  
1-800-833-0920 Voice 



For more 
information: 

Idaho Relay Service: 

V o i c e m  

To make a relay call: 

I -800-377-1 363 Voice 

1-800-368-61 85 

1-800-377-3529 l T Y  

Telephone services fur people 
who have difficulty hearing 

UP speaking 
Idaho Relay Service (ITRS): 
The Idaho Relay Service provides a telephone 
connection between people who use a TTYmDD and 
those who use a standard telephone. Calls are relayed 
through highly trained operators called Communication 
Assistants (CAS). During a relay conversation, a CA 
Will type everything a hearing person says so it can 
be read on a TIY, and then read the TTY user's 
response. 

The Idaho Relay is open year round, 24 hours a day. 
No re istration is needed to access the relay, and the 

charges for any long distance relay calls made. 
only c a arge to use the service is regular long distance 
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Using the Idaho 
Relay Service: 

Making calk with Deaf, Hard of 
1 Iearing, and Speech Disabled peopk 

The Idahi, Relay Service is a 24-hour service 
that provides operators who cottnect telephone 
calls between 7TY users who may be Deaf, Harr 
of I Iearing, or Speech Disabled and hearing 
t e l e p l m e  users. 

To make a relay calk 
Voice ( f  Iearing) users dial: 

1-800-377*1363* 
When the conversation begins, 

use the term “Go Ahead” to tell the 
TTY user it is hisher turn to respond. 

TTY (TDD) users dial: 
1-800-377-3529 

Tell [lie CA any special options you 
iieeri before the CA dials. 

’he Idaho Relay Service can be accessed, free 
If clm-gc, any lime to discuss anything. 
~ ~ ~ i - ~ l ~ e i i i ~ o t ~ ,  all Irlalio Relay calls are completely 
(111 tiden tial. 1’0 learii more about usiiig the 
daho Relay, contact ITRS Customer Service: 

1 -800-368-6 185 VoicelTTY, 

REm@dce 
I D A H O  

Using the Idaho 
Relay Service: 

Making calls with Deaf, Hard of 
Hearing, and Speech Disabled peoplr 

The Idaho Relay Service i s  a 24-hour service 
that provides operators who connect telephone 
calls between TTY users who may be Deaf, Hard 
of Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1-800-377- 1363, 
When the conversation begins, 

use the term “Go Ahead” to tell the 
TTY user it i s  hidher turn to respond. 

TTY (TDD) users dial: 
1 -800-377-3529 

~ .. .. le11 tne C n  any qieciai options y m  
need before the CA dials. 

The Idaho Relay Service can be accessed, free 
if charge, anytline to discuss anything. 
htlierniore, all Idaho Relay calls are completelj 
:onCidentiat. To learn more about using the 
daho Relay, contact ITRS Customer Service: 

1-800-368-6185 VoicelTTY. 
n 

I D A H O  

Someone Important is on tire Line. .. ,, L-----l 
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Using the Idaho 
Relay Service: 

Making calls with Deaf, I lard of* 
Hearing, and Speech Disabled peqh 

The Idaho Relay Service is a 24-hoiir service 
that provides operators who connect tetqihoiic 
calls between ?TY users who may be Deaf, I bar c 
o f  Hearing, or Speech Disabled and liearing 
telephone users. 

To make a relay call: h 

Voice (Hearing) users dial: 
1-800-377-1363. 

When the conversation begins, 
use the tern “GO Ahead” to tell the 

TTY user it is hidher turn to respond. 

TTY (TDD) users dial: 
1 -8OO-377-3529 

Tell the CA any special options you 
need before the CA dials. 

The Idaho Relay Service can be accessed, free 
if charge, anytime to discuss aaytliing. 
hthermore, aU Idaho Relay calls are conipletuly 
:onfideritiaL To learn more about iisiiig (tic 
d a h  Relay, contact II‘RS Customer Setvice: 

1-800-368-61 85 Voicel’I’TY. 

-&Lice 
I D A H O  

Someone Important is an the L h e  ... 
1 - .---- --.r- 

( 



For more 
information: 

Louisiana Relay Service: 

To make a relay call: 

1-800-947-5277 Voice 

1-888-699-6869 TTYN 

1-800-846-5277 TIY 
1 -888-550-5277 ASCI I 

Louisiana Relay Service (LRS): 
The Louisiana Relay Service provides a telephone 
connection between people who use a lTTTDD 
and those who use a standard telephone. Calls are 
relayed through highly trained operators called 
Communication Assistants who type everything a 
hearing person says so it can be read on a I T ,  and 
then read the TTY user's response. The relay is 
open year round, 24 hours a day. There is no sign 
up to access the relay, and the only charges are 
regular long distance charges for any long distance 
relay calls made. 



Using the Louisiana 
Relay Service: 

Making calls with Deaf, Hard of 
Hearing, and Speech Disabled peopll 

1 -80 0-9 4 7-5 2 77 

The Louisiana Relay Service is a 24-hour servic 
that provides operators who connect telephone 
calls between TTY users who may be Deaf, Har 
of Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1-800-846-5277, B 

The Louisiana Relay Service can be accessed, 
h e  of charge, anytime to discuss anything, ant 
all Louisiana Relay calls are completely 
confidential. To learn more about using the 
Louisiana Relay, contact LRS Customer Service 

1-888-699-6869 Voice/TTY. 

L O U I S I A N A  - 
Someone Important is  on the L~PIR. .  

/ 

-. 
Using the Louisiana 

Relay Service: 
Making calls with Deaf, Hard of 

Hearing, and Speech Disabled people 

The Louisiana Relay Service is a %hour service 
that provides operators who connect telephone 
calls between T N  users who may be Deaf, Harc 
of Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1-800-846-5277. B 
When the conversation begins, 

use the term “Go Ahead” to tell the 
TTY user it is hisher turn to respond. 

TTY (TDD) users dial: 
1-800-947-5277 

m lei, I1 khe ZA iiriy- specIai WP~[Wrn yo-u 

need before the CA dials. 

The Louisiana Relay Service can be accessed, 
hee of charge, anytime to discuss anything, and 
all Louisiana Relay calls are completely 
confidential. To learn more about using the 
Louisiana Relay, contact LRS Customer Service: 

1-888-699-6869 VoicelTTY. 
L O U I S I A N A  

n 

Someone Importunt i s  oil the Line ... 
------3 

Using the Louisiana 
Relay Service: 

Making calls with Deaf, Hard of 
Hearing, and Speech Disabled peopk 

The Louisiana Relay Service is a 24-hour servic 
that provides operators who connect telephone 
calls between ‘ITY’ users who may be Deaf, Har 
of Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1-800-846-5277. B 
When the conversation begins, 

use the term “Go Ahead” to tell the 
TTY user it is hisher turn to respond. 

TTY (TDD) users diai: 
1-800-947-5277 

T - 1 1  l C l l  tL- U I G  c* LA A Ully n.-.-,.;.-,l Jpb’ilUl U p b l U l l i l  A.-.t;Ancl J U U  

need before the CA dials. 

The Louisiana Relay Service can be accessed, 
Free of charge, anytime to discuss anything, ani 
RII Louisiana Relay calls are completely 
:onfidential. To learn more about using the 
Louisiana Relay, contact LRS Customer Service 

1-888-699-6869 Voice/TTY, 
L O U i S I A N A  

a i w i c e -  
Someone Important is on the Line ... 



For more 
information: 

Kentucky Retay Sewice: 
1-888-699-6869 l T Y N  
502-897-9500 l T Y  

To make a relay call: 

1-800-648-6057 Voice 
1 -800-648-6056 TTY 

Telephone services fur peuple 
who have dvjcul@ hearing 

or speaking 

Kentucky Relay Service (KRS): 
The Kentucky Relay Service provides a tele hone 

and those who use a standard telephone. Calls are 
relayed through highly trained operators called 
Communication Assistants who type everything a 
hearing person says so it can be read on a 7Ty, and 
then reads the l lY  user’s response. The relay is 
open year round, 24 hours a day. There is no sign 
up to access the relay, and the only charges are 
regular long distance charges for any long distance 
relay calls made. 

connection between people who use a TTY R DD 



/ 

Using the Kentucky 
Relay Service: 

Making calls with Deaf, Hard of 
Hearing, and Speech Disabled people 

The Kentucky Relay Service is a 24-hour servict 
that provides operators who connect telephone 
calls between TTY users who may be Deaf, Hm 
of Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1 -800-648-6057. 
When the conversation begins, 

use the term “GO Ahead” to tell the 
TTY user it is hisher turn to respond. 

TTY (TDD) users dial: 
I-800-648-6056. 

‘Teti h e  CA any speciai options you 
need before the CA dials. 

The Kentucky Relay Service can be accessed, 
kee of charge, anytime to discuss anything, and 
111 Kentucky Relay calk are completely 
mnfidential. To learn more about using the 
Centucky Relay, contact KRS Customer Service: 

1-888-662-2406 VoicelTTY 
or 50 2 -8 9 7-9 50 0 TTY. 

K E N T U C K Y  

Someone Important is on fhe Line ... 

-- / 

Using the Kentucky 
Relay Service: 

Making calls with Deaf, Hard of 
Hearing, and Speech Disabled peoplr 

The Kentucky Relay Service is a 24-hour servicr 
that provides operators who connect telephone 
calls between ITY users who may be Deaf, Harc 
D f  Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1-800-648-6057. 
When the conversation begins, 

use the term “GO Ahead” to tell the 
‘ITY user it is hidher turn to respond. 

lTY (TDD) users dial: 
1-800-648-6056. 

m .. >. le,, me CA spei;iai u p ~ ~ ~ ~ l s  yo-u 
need before the CA dials. 

The Kentucky Relay Service can be accessed, 
Yee of charge, anytime to discuss anything, anc 
111 Kentucky Relay calls are completely 
ronfidential. To learn more about using the 
Centucky Relay, contact KRS Customer Service 

1-888-662-2406 VoicelTTY 
or 502-897-9500 TTY, 

K E N T U C K Y  

REml@rvk 
Someone Important ir on the Line. .. 

___I ------7 
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Using the Kentucky 
Relay Service: 

Making calls with Deaf, Hard of 
Hearing, and Speech Disabled people 

The Kentucky Relay Service is a 24-hour service 
that provides operators who connect telephone 
calls between Tm users who may be Deaf, 1 Iard 
of Hearing, or Speech Disabled and hearing 
telephone users. 

To make a relay call: 
Voice (Hearing) users dial: 

1-800-648-6057. 
When the conversation begins, 

use the term ”Go Ahead” to tell the 
TTY user it is hisher turn to respond. 

TTY (TDD) users dial: 
1-800-648-6056, 

T - 1 1  +LA P A  n.-.-r m - a n i n l  n.r+;rmo r r n i i  l b 4 l  uicr LA airy o p u i u i  U Y b S W I I L 1  JVU 

need before the CA dials. 

f i e  Kentucky Relay Service can be accessed, 
free of charge, anytime to discuss anything, and 
311 Kentucky Relay calls are completely 
lonfidential, To learn more about using the 
Centucky Relay, contact KRS Customer Service: 

1-888-662-2406 VoicelTTY 
or 502-897-9500 TTY. 

n 
K E N T U C K Y  

Someone Important is  on the Line ... 
1 



T 
access 7 
the relay: 
TTY 
I -800-947-3529 
ASCII (Computer)\ 
I-800-272-1 773 
Voice (Telephone) 

Speech to Speech 
1-800-947-6644 

1-800-833-7637 
The Wisconsin Relay System is a 24-hour system that provides operators 
who facilitate telephone calls between TTY users who may be Deaf, Hard 
of Hearing, or Speech Disabled and hearing telephone users. The relay can 
be accessed, free of charge, anytime to discuss anything (contact your long 
distance carrier for information on long distance rates for relay calls). All 
calls handled by the Wisconsin Relay System are completely confidential. 
For more information, contact a customer service representative at 
1-800-283-9877 TTY or 1-800-395-9877 Voice. 



n HAMILTON PELECOM MU NI CATIONS 

91 07 Bluebonnet Centre Blvd 
Baton Rouge, LA 70809 

Deaf Awareness Week a good opportunity 
to expand Communication 

For Immediate Release 
Contact: Lana Erickson 

Hamilton Telecommunications 

1 -800-61 84781 

Baton Rouge, LA - What does your telephone and Deaf Awareness week have in 

common? According to the Louisiana Relay Service, everything. The Louisiana Relay 

is a state funded telephone service that enables people who are Deaf, Hard of Hearing, 

or Speech Disabled to cornmimicate with hearing people on the telephone. More than 
F 

400,000 people in the State of Louisiana have a hearing OF speech disability. Of these, 

thousands of people across the state currently use the relay to talk with friends, family, 

customers, and businesses. If you do not know how to use the Louisiana Relay, Deaf 

Awareness week is the perfect time to learn. 

People who are unable to hear or speak use special equipment called a Tp( (also 

called a text telephone or TDD) to communicate by telephone. A TTY looks like a small 

typewriter and works by sending modem tones across phone lines, similar to a computer 

or fax machine. These modem tones are then translated into ietters that another TTt' 

user can read. However, if a Deaf, Hard of Hearing, or Speech Disabled person wants 

to call a person without a T Y ,  communication can become difficult. This is where the 

relay comes in. 
n 



The Louisiana Relay Service acts as the "invisible link" between l l Y  users and 

standard telephone users. Highly trained operators called Communication Assistants 

facilitate calls by speaking everything the TTY user types and typing everything the 

hearing person says. This allows both parties to enjoy a fully interactive conversation 

without worrying about telephone equipment! 

Both TTY and hearing users can access the relay 24 hours a day through a toll-free 

number (1-800-846-5277 by TlY and 1-800-947-5277 by Voice). No sign-up is 

required, and the only charge is regular long distance fees if a user chooses to place a 

long distance call. There is no charge to access the relay or to place a local call. 

"During Deaf Awareness Week, we would like everyone to become familiar with the 

Louisiana Relay Service," commented Dixie Whitlow, Relay Director for Hamilton 

Telecommunications, provider of the Louisiana Relay. "If you get a call and hear a 

Communication Assistant say, 'This is the Louisiana Relay CA 1999, are you familiar 

with the relay?' Do not hang up! It is simply a hearing or speech disabled person who 

would like to have a conversation with you." 

National Deaf Awareness Week is celebrated annually on the last full week of 

September in commemoration of the first meeting of the World Federation of the Deaf. 

The week is highlighted by activities across the nation designed to inform the public 

about Deafness and to enhance the quatity of life for Deaf people everywhere. 

4 
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For more information about the Louisiana Relay Service or Deaf Awareness Week, 

contact Louisiana Relay Customer Service at 1-888-699-6869 or send e-mait to 

larelay@hamilton.net. 

4' 
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Coin-sent: paid outreach activities 
Developed informational, video tape for each state served by Hamilton. Video 
includes a section on obtaining and using calling cards through the relay 
service. 

Provide relay calling cards for the states of Nebraska and Idaho as well as an 
interstate relay calling card available for use by relay users throughout the 
United States. 

Developed brochures explaining the benefits of using relay calling cards for 
Nebraska, Idaho, and niational use. Distribute brochures at focal and national 
outreach events on an ongoing basis. 

Distribute coin-sent paid explanation cards at state and national events on an 
ongoing basis. 

0 Discuss the necessity of using calling cards for long distance relay calls from 
a pay phone in individual state newsletters and user group meetings. 
lnctuded in these discu:;sions is information about obtaining and using pre- 
paid and credit calling c.ards and ,the “no charge” practice for local pay phone 
calls through the relay. 
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Fall Issue 
1999 

Y2K and the Relay: What you should know 
The holiday season is just 

around the corner. This year, 
the traditional countdown of 
shopping days until Christmas 
has been replaced by the 
number of days until Y2K. 
What is Y2K1 

So what’s dl the publicity 
about? When computers first 
started being used, “memory” 
was a big problem. Computer 
programmers looking to save 
memory and money decided to 
shorten dates by leaving out the 
first two numbers of the year. 
Instead of typing in 1999, 
computers could save two 
spaces by reading the year as 
only 99. This space saver 
wurked well as long as the first 
two numbers did not change. 

On January 1, the first two 
numbers in the year will 
change. Many people are 
concerned that this change wili 
cause problems with computer 
systems and other machines that 
use computer chips. 
Businesses around the world are 
preparing fur the new year by 
testing and repairing their 
equipment to make sure the date 
change will not affect 
performance. 

Y2K stands for “Year 2000.’’ 

Will Y2K affect the relay? 
The company the provides 

the Nebraska Relay, Hamilton 
Telecommunications, is 
currently repiacing and testing 
technology. The replacements 
are Y2K ready and will give 
NRS users some new options 
beginning January 1, 2000. 

Can I call on January 1’9 
Like everv other dav of the 

your area may experience 
problems. Check the 
battery back-up in your 
TTY or VCO phone to 
ensure you can make calls 
with or without electricity. 
Don’t be afraid to ask. If 
you want to know if a 
service you use is Y2K 
ready, simply contact that 
service and ask. Most - ,  . 

companies are 
aware of the 
problem and 
will be able to 
answer your K questions 

year, the 
Nebraska Relay 
Service will be 
available to relay 
your calls on 
January 1,2000. 
How&, while we have tested 
and replaced equipment at the 
relay for Y2K, we have no 
control over your local or long 
distance services. Your local 
and long distance tdephone 
companies must also be Y2K 
ready for your calls to work. 
I€  you are concerned that your 
local or long distance 
telephone companies will not 
work, you should contact them 
directly for more information. 
When you think Y2K, 
remember this: 

There is always the 
possibility that services in 

If everyone who uses a 
telephone tries to make a 
call at exactly midnight on 
January I ,  this will cause 
many more problem than 
the Y2K bug ever could. 
Piease do not test all of 
your services (including the 
relay service) first thing on 
January 1”. Enjoy your 
new year’s celebration and 
wait to make a call or use 
other services until you 
need them. Following your 
normal routine will help 
keep services working in 
Y2K! 

When the Relay can’t place your call 
The Nebraska Relay Service 

is available to assist phone 
communication between a 
person with a text telephone 
(TTYmD)  and a person who 
uses a standard phone. A 
Communication Assistant (CA) 
voices everything that is typed 
from a T N  user and types 
everything heard from the 
hearing person. The Nebraska 
Relay Service helps thousands 
of relay users to keep in touch 
with their families, friends, and 
mainstream businesses and 
services. 

The Nebraska Relay currently 

offers 14 caH types. These 
include TTY to Voice, Voice 
to lTY, various VCO and 
HCO services, and ASCII 
(computer) to Voice calls. 
However there are some call 

types that are not allowed. 
No calls between two Voice 
parties OT two TTY users can 
be handled through the relay. 
When a CA becomes aware 

Continued on page 2 
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Relay Restrictions: Sume calls are "dial direct" 
Continued from Pagc 1 by anohm TlY user, the CA 
that a relay call is being If the permn who amwered will type the following to the 
answered in this manner she does u 5 ~  a TTy oT original caller: 'I'm sorry 

you will need tm? call &em not connect the m, the CA is required to inform the 
hack directly Without the must inform the calling party caller that the call is 
relay." The CA will then the following: "I'm sorry prohibited. 
end the d l  with the TTY Voice to Voice Calls you will need to call them 

back direc~y without tbe user who answered. me 
ariginal caller may place cail through the relay and relay." Messages from one 
another call to a different another hearing p e r m  voice party to another cannot 

answers the call, the CA be passed through the relay 
must tell the person who CA. For more in€ormation about 
answered, "Nebraska Relay TTy to cak: poIIcies far restricted calls, 
CA 08 with a relay call €or If a text teIepRone (ml contact customer service at 

Mephone* ''we user's relay call is answered 

connect the TTY". 

~f a haring person p ~ a e s  a 

1-800-322-5299 TTYN. 

Larry Cahill QI Omaha shows off the new 'I'l Y ha 
won at the W A D  convention. NE3 was happy to I donale the TTY as a door orize. 

Outreach at a glance 
The NRS ou-ach team covered the map 

this summer with a variety of interesting 
outreach activities. Here are just a few of the 
interesting places we went this summer to 
promte the relay: 

Deaf Foundation's Annul Golf 
Tournament in Grand Island 
NeAWNSDAA annual convention 

Customer 

r -SHHHTationaT G G i X i W  in New- - 
Orleans, LA 
Appeared on two Grand IslandKearuney 
TV station news program €OT Deaf 
Awareness week. 

Service: Need help? Call us! 
What do you do when your 

relay call does not go the 
way that it should? What 
should you do if a CA 
mishandles your call or 
technical problems leave you 
'frustrated? 

Although we d~ our best to 
satisfy each caller, there are 
times when things do not go 
as planned. Should that 
happen, we want to know 
about i t !  Here's what you 
can do: 
4 Write down the date, 

time, and idendfication 
number of he ck who 
relayed the call. 
Call NRS Customer 
Service at 1-800-322- 
5299 m N !  

4 Explain in as much detail as quickly as possibIe. 
as possible what If the problem in related 
happened. Details that to your equipment, we 
may not seem important can refer you to 
to you, might help us someone who will be 
figure out your problem able to assist you. 
mare quickly. The Many people are afraid to 
customer service call Customer Service 
representative may ask 
you more questions to 
help determine what 
G ~ U S ~  the problem. 

like a mistake by a CA 
may turn out to be a 
technical prob1em. If the 
problem is && 

discuss it with ow 
technicians and call you 
hack with an explanation 

because they think either 
their call wiI1 not be 
answered, or there is nothing 
that we can do. Neither of 

There is someone availabIe ' 
to answer bath l T Y  and 
Voice calls 24 hours a day. 

I n  ahtost every Situation, 
we are able to f ix  the 
problem once we know about 
it. If you have difficulty'of 
my find, please call us! 

4 Sometimes, w h t  looks these statements is true. 

equipment, we wiIl 

Long Distance 101: 
<now your cornpan) 

With all the changes to rates, 
new calling plans, and 
company merge=, sometimes 
people forget that Iong 
d i s t w  edls through the r d q  
are billed just like direct long 
distance calls. 

The fmt time you make a 
long distance call through the 
relay, a Communications 
Assistant will teequest what 
long distance c o m p y  you 
wish to urn. From that day on. 
the long distance company yo1 
choose will be stored in lhe 
NRS database. When you 
make a call €tam your number. 
we can aum-natiticaliy identify 
what company you want for a 
long distance call. 

Knowing how long distance 
works through the relay is 
important. If you change long 
dismce carriers, but forget to 
@rj the T&Y, we will 
continue to bill your calls to 
the eompny you had befare. 
3ilIing d a y  calls m a 
company that you do not have 
an account with sarnetimeh cai 
lead to higher rates and more 
expensive bills. The relay is 
not responsibk for these 
charges, if yau have not 
informed us af your long 
distance change. 

If you change long distance 
companies, b t  us know by 
calling wsmmer service at 1- 
8W-322-5299 TTYNaice. 
We're available to process 
your changes 24 hours a day, 
seven days 81 week 

If you use a long distance 
ctlmpny that is not available 
through the relay, cantact that 
company and let them knQw 
YOU wish to use their services 
through the relay. If they are 
willing, request that a 
representative call Rday 
Director Dixie Ziegllw at 1- 
800-821-1831 fbr more 
information. - 

d 

d- 
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A Making Nebraska Relay calls 
r .  Communication Assistants are 

trained to relay your caIls to fit your 
needs. When a TTY user calIs a 
hearing user, the CA begins the call 
with a standard greeting to the hearing 
user: “NRS CA 00 with a relay caI1. 
Are you familiar with the relay?” This 
greeting may not work in all situations. 
It is your choice if you would Iike hi: 
CA to say something different, or 
perhaps, not to identify the relay at aI1. 
Following are some special 
instructions you can give ta the CA 
before your relay call begins: 
Customized Greeting: 

You can decide the type of greeting 
that will bc the cleaest ~ O T  the person 
you are calling. The quicker you let 
someone know who you are and why 

you are calling, the easier it will be for 
that person to respond to your cd1. 
For axampIe, if you are calling a 
business, you can insWct the CA to 
use a greeting like, “Hi, this is William 
Smith a cummer of your GO~ZPURY. I 
am calling though the relay service, 
Can you help me?” You may use any 
greeting you feel fits your situation, 
hawever you must remember to type 
the greeting before the CA dials your 
caII. 
NE - DO Not E~plaia Relay : 
NE means that you do not want to 

the CA to explain how a relay call 
works. This option works best with 
people you call often. If you use NE, 
type a customized greeting before the 
CA dials. This will let the person you 

What happens when you dial the  
“Caller” dials the 

f i  
I 

d 

your way 
are calling h o w  who you are, and it 
will dimhate any awkward pauses. 

Sometimes you may experience a 
first time relay user hanging up on you 
repeatedly. Although the CA rehying 
your call will try 10 prevent this, a 
customized greeting may stop the 
problem quickly. For example, “ I  am 
Deaflhrrrd sf kearhg,  etc). Pdease 
dun ’t hang up, I need to speak with 
(give the m m e  of the persan you m e  
calling for or the rason for your 
call). ” 

Don’t hang up! 

NRS would like your tlps for making 
effective d a y  calls. To share your 
ideas in this newsletter, contact 
customer service at 1-800-322-5299 
RYNoice .  

Nebraska Relay? 

A “switch” is a large - - 

c ~ r n p u F 3 Z ~ r ~ -  
calls. When you did a 

- 

number, the switch 
I guides your call to the 

company switch 

s are directed to the CA through the --- 
dials the number you want to call 

A CA connects the 
incoming call then dials. 

Afer the CA i p e s  
dialing, NRS has no 
mnrml over how long 
your cali takes. Ir m y  
take many rings before 

calling answers. You 

up ar any time. 

?ha “Culled” parry upaswers rhe 

!- I the person yoac are 

telephone switch 



N E B R A S K A  

1001 Twelfth S m t  
Aurora, ME 68818 

gar me infomation an any af 
these ewm* p b a  contwt 
Nebraska Relay CUStWmef 
&rice 18M)r32262B TTY/ - 

e n o w  of any 
companies that do not 
know how to use Relay? 
Let us know .who they are 
and we will try to set up a 
presentation for them! 
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MMMM D, Y k W  

T C L E C O M M U N I C A T I O N S  

1001 Twelfth Street - Aurora, Nebraska 68818 
Telephone: 402/694-5101 .TIY W821-1834 
Toll Free: 8001821-1831 * FAX: 4021694-2848 

E-mail: infoahamikon net 
Website: http i iw.hami l tan.net  

TRS Administrator 
Department 
Location Address 
Mailing Address 
City, State NNNNN-NNIW 

1- Relay Service Invoice 

MMMM YYYY 

TRS session minutes 

Less interstate session minutes 

Net billable session minutes 

Applicable rate per minute 

Total due 

Adjuslments: 

Total amount due 

NNN,NNN.NN 

(NN.NNN.NN') 

NNN,NNN.NN 

N.NN 

$ NNN,NNN.NN 

$ NNN,NNN.NN 

Please dxect any questions concerning this billing to Jerry Petermann 
at (402) 694-5 101 during normal business hours. 

Tdghone Cornmunirations @ Relay Serv~es a Telemarkeling Internet ZewkM 



T E L E C O M M U N I C A T I O N S  

1001 Twelfth Street - Aurora, Nebraska 6 M 8  
Telephone: 40216945101 .W, 803'821-1834 
Toll Free: 8001821-1831 - FAX: 4OU694-2848 

E-mail: info@hamilton.net 
Website: http //www.hamilton.net 

MMMM D, YYYY 

TRS Administrator 
Department 
Location Address 
Mailing Address 
City, State NNNNN-NNIW 

XXXXK Relay Service Monthly Statement 

MMMM YYYY 

Balance forward MMMM 1, YYYY 

Billing for M!MMM YYYY 

Payments: 
MM/DD/YY 

Adjusments: 

Balance due MMMM 3 1, YYYY 

Subsequent payments: 

Current balance due 

$ NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

$ NNN,NNN.NN 

Teiephwle Comrnuniration!, 6 Relay ScMcm a Telemarketing e tntemet services 



Run Date: MMIDDIYY 

Confidential & Proprietary 

XX RELAY SERVICE 

Jurisdiction Summary 

Report A 

Data Month: MMM YYYY 
h 

Session 
Minutes 

Conversation 
Minutes 

Number 
Quaus 

% of All 
Gm 

All Calls Handled 
General Assistance NNN,NNN.NN NNNNN NNN.NN 

Local 

Intrastate Intralata 

Intrastate Interlata 

Interstate 

NNN,NNN.NN NNNNN NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.Nw 

NNN.NN 

NNN.NN 

NNN.NN 

International 

Toll Free 8xx 

Total Outbound Call Attempts 

NNN.NN 

NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN NNN.NN 

Month Total NNNNN NNN.NN 

h 
Completed Calls 
Local NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN 

NNNNN 

NNNNN 

NNNNN 

NNNNN 

NNNNN 

NNN.NN 

m . N N  

m . N N  

m . N N  

m . N N  

Intrastate Intralata 

Intrastate Interlata 

Interstate 

International 

Toll Free 8xx 

Month Total 

NNN,NNN.NN 

NNN,NNN.NN 

NNN,NNN.NN NNN,NNN.NN 

NNN.NNN.NN 

NNN.NN 

NNN,NNN.NN NNN.NN 

Total Minutes with Toll Free Allocalion 
Intrastate + 36% of Toll Free NNN,NNN.NN NNN,NNN.NN 

NNN,NNN.NN 

NNN.NNN.NN 

Interstate + 64% of Toll Free NNN,NNN.NK 

Month Total NNN.NNN.NN 

TRS Center Summary 
Handled in XX Center 
Handled in Other Centers 

t of C& 
NNN 
NNN 

NNNNN 
NNNNN 



h 

RunDate: MM/DDTYY 

Confidential & Proprietary 
Report B 

Number of Inbound Calls by Method Data Month: MMM WYY 
XX RELAY SERVICE 

Q U  
1 Sun 
2 Mon 
3 Tue 
4 Wed 
5 Thu 
6 Fri 
7 Sat 

8 Sun 
9 Mon 
10 Tue 
11 Wed 
12 n u  
13 Fri 
14 Sat 
15 Sun 
16 Mon 

17 Tue 
18 Wed 
19 Thu 
20 Fri 
21 Sat 

22 sun 
23 Mon 
24 Tue 
25 Wed 
26 Thu 
27 Fri 
28 Sat 

29 Sun 
30 Mon 

31 Tue 

MQnuQid  
Gen Assist 

NNNNN 

N N N N N N N N N N  NNNNN NNNNN 

VOICE 

EudlsllisWllah 
N N N N N N N N N N  
NNNNNNNNNN 
N N N N N N N N N N  
N N N N N N N N N N  
N N N N N N N N N N  
NNNNNNNNNN 
N N N N N N N N N N  
N N N N N N N N N N  
NNNNN ?wNNN 

NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
N N N N N N N N N N  
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
N N N N N N N N N N  
NNNNN NNNNN 
NNNNN NNNNN 
N N N N N N N N N N  
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 
NNNNN NNNNN 

NNNNN NNNNN NNNNN 



~ RunDate: MM/DD/YY 

Confidential & Proprietary 

lix RELAY SERVICE 

Session Minutes by Inbound Method 

w 
1 sun 
2 Mon 
3 Tue 
4 Wed 
5 n u  
6 Fri 
7 Sat 
8 sun 
9 Mon 
10 Tue 
11 Wed 
12 n u  
13 Fri 
14 Sat 

15 Sun 
16 Mon 
17 Tue 
18 Wed 
19 n u  
20 Fri 
21 Sat 

22 Sun 
23 Mon 
24 Tue 
25 Wed 
26 Thu 
27 Fri 
28 Sat 
29 Sun 
30 Mon 
31  Tue 

ASCII - Stlanish 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,wNN.NN 
NN,NNN.NN NN,NNN.NN 
N N , m . N N  NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN.NNN.NN N N . m . N N  

TTY 
Ennlish SDanlsh 

NN,NNN.NN NN,NNN.NN 
'NN,NNN.NN wN,NNN.NN 
'W,NNN.NN NN,NNN.NN 
w,NNN.NN NN,NNN.NN 
'vN,NNN.NN NN,NNN.NN 
'\JN,NNN.NN NN,NNN.NN 
:w,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
lW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
lW,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IvN,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
1w;NNN.m NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN NN,NNN.NN 
IW,NNN.NN N N , W . N N  
1w;NNN.m NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 

1W.NNN.NN NN.NNN.NN 
- IW,NNN.NN NN,NNN.NN 

Report C 
Data Month: MMM YYYY 

VOICE 

IEnelish suulsh 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN.NNN.NN NN,NNN.m 
NN,NNN.NN NN,NNN.NN 
NN.NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN.NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.Nh 
NN,NNN.NN NN,NNN.NK 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN N N , m . N N  
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN,NNN.NN NN,NNN.NN 
NN.NNN.NN m.NNN.NN 

TOTAL 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.m 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.Nh 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN,NNN.NN 
NNN.NNN.NN 

-MmmQtd 
GenAssist NN,NNN.NN NN,NNN.NN NN,NNN.NN NN,NNN.NN NN,NNN.NN NN,NNN.NN NNN,NNN.NN 



- Run Date: MM/DD/YY 

Confidential & Proprietary 

m 
1 sun 
2 Mon 
3 Tue 
4 Wed 
5 n u  
6 Fri 

7 Sat 

8 Sun 
9 Mon 
10 Tue 
11 Wed 
12 n u  
13 Fri 
14 Sat 

15 Sun 
16 Mon 
17 Tue 
18 Wed 
19 Thu 
20 Fri 

21 Sat 

22 Sun 
23 Mon 

24 Tue 
25 Wed 
26 Thu 
27 Fri 
28 Sat 

29 Sun 
30 Mon 
31 Tue 

n 

XX RELAY SERVICE 

Call Statistics by Outbound Method 

Complete to ASCII Complete to TTY 

W ~ W ~  
NN.NN NNNNN 
NN.m NNNNN 
NN.m MWNN 
NN.NN NNNNN 
NN.NN NNNNN 
m.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.m NNNNN 
NN.m NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.m NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.m NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.m NNNNN 
NN.NN NNNNN 
NN.m NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 
NN.NN NNNNN 

NN.NN 
m.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
w.NN 
NN.NN 
NN.m 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 

m.NN 
m.NN 
m.NN 
NN.NN 
NN.NN 

NN.NN 
NNNNN NN.NN NNNNN NN.NN 
NNNNN NN.NN NNNNN NN.NN 

Complete to VOICE 

~~ 

m.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.m 
NN.m 
NN.NN 
NN.NN 
W.NN 
NN.NN 
NN.NN 
NN.NN 
NN.m 
NN.m 
NN.m 
NN.NN 
NN.NN 
NN.NN 
m.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
NN.NN 
m.NN 
m.NN 
m.NN 
NN.NN 
NN.NN 

NNNNN NN.NN 
NNNNN NN.NN 

Report D 

Data Month: MMM YYYY 

Total Complete 

w -  
NNNNN m.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.m 
NNNNN NN.NN 
NNNNN NN.m 
NNNNN NN.w 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.m 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.m 
NNNNN NN.m 
NNNNN NN.m 
NNNNN m.NN 
NNNNN NN.NN 
NNNNN NN.NN 
NNNNN NN.m 

NNNNN m.NN 
NNNNN NN.NN 
NNNNN NN.NN 

Total Out 

w 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
NNNNN 
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R u  
1 sun 
2 Mon 
3 Tue 
4 Wed 
5 Thu 
6 Fri 
7 Sat 

8 Sun 
9 Mon 
10 Tue 
11 Wed 
12 n u  
13 Fri 
14 Sat 

1s sun 
16 Mon 
17 Tue 
18 Wed 
19 Thu 
20 Fri 
21 Sat 

22 Sun 
23 Mon 
24 Tue 
25 Wed 
26 Thu 
27 Fri 
28 Sat 
29 Sun 
30 Mon 
31 Tue 

0- 
lhb 

NNN 
NNN 
NNN 
NNN 
NNN 
NN-N 
NNN 
NNN 

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
WNN 

m 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

10.01 - 
a h l n  

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

XX Relay Service 

Osutbound Calls by Conv Minutes 

20.01 - 
xmu 

NNN 
NNN 
rn 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

NNNN 
I- 

30.01 - 
mnu 

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

NNN 
NNN 
NNN 

40.01 - 
amu 

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
m 
NNN 

' Report E 
Data Month: MMM YYYY 

50.01 - 
mDin 

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
N w  
NNN 
WN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

Over 

mnb 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
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NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
NNNN 
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NNNN 
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NNNN 
NNNN 
NNNN 
NNNN 
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Q u  
1 Sun 
2 Mon 
3 Tue 
4 Wed 
5 n u  
6 Fri 
7 Sat 
8 sun 
9 Man 
10 Tue 
11 Wed 
12 n u  
13 Fii  
14 Sat 

15 Sun 
16 Mon 
17 Tue 
18 Wed 
19 Thu 
20 Fri 
21 Sat 

22 sun 
23 Mon 
24 Tue 
25 Wed 
26 n u  
27 Fri 
28 Sat 

29 Sun 
30 Mon 
31. Tue 

Percent 
Bloclred 

NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 

Minimum Answer Sec N 
Maximum Answer Sec NNN 

XX Relay Service 

Daily Statistics 
Report F 

Data Month: MMM WW 

Percent 
m 10 Sec 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNPJ 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
NNN 
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1999 Annual Report of Operations 

200Q 
4999 1999 Projected 2000 
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Service Performance 
9 Trends 

Corn plainblComptimenfs 
Problem Resolution Initiatives 
New Relay Features Added 
Other Reby Advancements; and Imgrovemenb 
Outreach Activities 

or Sedan MSnutes Achial 
hrntate 

Lmal 

Generalassistance 

Usage (Statistical Ioforma~tion) 
Traffic AnaIysis 

costs Usage COStS 

I 

Planned Enbaacements 
r 

Busy-No Answer 
800 

Total 
Conversation of 

I 

Contact: Gary Warren 
Address: 1001 12th Street 
City, State, Zip: Aurora, NE 68818 
TeIephone: 402-694-51 01 



Customer Feedback Survey 
l#ANUrnN T I L I E O M M U M I C A T I O M S  

Average rating for questions asked 
on TTY customer feedback form 

LRS answers my calls within 10 seconds. 
I always get connected tci LRS on the first call. 
I aet some aarblina when callina LRS. 
The CAS is professional with a friendly attitude. 1 
The CA has aood tvaina :skills. 
The CA includes background noise when 
relaying the call. 
The relay helps me manage my business 
better. 
My family and friends USE! the relay to call me. 
The CA handles calls quickly with few 
connection delays. 
Customer Service answers my call and 

Customer Service and ty to resolve the 

Key: 5-Afways, 4-Mostly, 3-0ften, ZSometimes, 1 -Never 

On the back of the form relay users are asked to give our service a grade. The following two 
tables show the total iiuinber of surveys submitted with the grades that were given for each 
individual issue by customers. 

TTY and Voice user grading scales 

6 C D NIA 

I Total Resmnses t 

Communication Skills 
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A - Pinlnacle Bank 
Member FDIC 

November 2, 1999 

Review Committee Chairman Mr. hchard Tudor 
YO Ms. Blanca Bay0 
Division of Records and Reporting 
The Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL. 32399-0850 

RE: Docket No. 99 1222-TP, Florida Relay Service Request for Proposal 

Dear Mr. Tudor: 

I am writing a letter ofreference for Hamilton Telephone Co., dba Hamilton 
Telecommunications. We have had deposit accounts with Hamilton Telephone Co. 
since 1968, and at times we h.ave also had loan accounts with them. At the present time 
they have a seven-figure balance on deposit with us, and they do not have any loan 
accounts. We feel very confident in the financial position of Hamilton 
Telecommunications, and we would not hesitate to extend credit to them if necessary. 

Hamilton TeIecommui~cations provide many communication services to our 
community, including telephone, deaf relay, cable TV, Internet, and telemarketing. All 
of these services are provided in an efficient and cost effective manner. Hamilton 
Telecommunications is considered to be a well-managed company and a responsible 
corporate citizen in our comniunity. You will pleased with their services. Please contact 
me if you need additional information. 

Sincerely, 

Rod Rudebusch 
President 

P.O. Box 229 
2234 L St. 
Aurora, NE 68818 
(402) 694-21 11 



Dohman, Akerlund 8;: Eddy, LLC 
CERTIFED PUBLIC ACCOUNTANTS 
1 1  t7 Twelfth Street P.O. Box 470 
Aurora, Nebraska 6881 8-0470 Telephone (402) 694-6404 Fax (402) 6946405 

IndeDendent Auditor's Report 

The Board of Directors 
The Hamilton Telephone Company: 

We have audited the accompanyling balance sheets of The Hamilton Telephone Company as of 
June 30, 1999 and 1998, and the related statements of earnings, stockholders' equity, and cash 
flows for the years then ended. These financial statements are the responsibility of The 
Hamilton Telephone Company's management. Our responsibility is to express an opinion on 
these financial statements based on our audits. 

We conducted our audits in accordance with generally accepted auditing standards. Those 
standards require that we plan and perform the audit to obtain reasonable assurance about 
whether the financial statements are free of material misstatement. An audit includes 
examining, on a test basis, evidence supporting the amounts and disclosures in the financial 
statements. An audit also incltides assessing the accounting principles used and significant 
estimates made by management, as well as evaluating the overall financial statement 
presentation. We believe that OlJr audits provide a reasonable basis for our opinion. 

In our opinion, the financial statements referred to above present fairly, in all material respects, 
the financial position of The Hamilton Telephone Company as of June 30, 1999 and 1998, and 
the results of its operations and its cash flows for the years then ended in conformity with 
generally accepted accounting principles. 

August 27, 1999 



THE HAMILTON TELEPHONE COMPANY 

Balance Sheets 

June 30,1999 and 1998 

Assets - 1999 - 1998 

Current assets: 
Cash and cash equivalents 
Available-for-sale securities (note 4) 
Due from subscribers and agents, less 

allowance for doubtful receivables of 
$22,000 in 1999 and $20,000 in 4998 (note 2) 

Note receivable from affiliated 
company, current podion (note 2) 

Due from affiliated companies (note 2) 
Accrued interest receivable (note 2)  
Prepaid expenses 
Inventories, at cost 

$ 2,870,743 
10,505,301 

578,372 
6,240,632 

767,336 768,217 

31 3,643 
4,230 
8,379 

205 
35,036 

336,450 
23,003 
76,492 

205 
109.253 

Total current assets 7,948.7 I 4 14,688.783 

Other assets: 
Miscellaneous physical property (notes 2 and 3) 

Less accumulated depreciation 
1,074,510 
294,417 

1,074,U 0 
328.263 

746,247 780,093 Net miscellaneous physical property 

44,612 
260,988 

Other investments (note 5) 
Cash surrender value of life insurance 
Note receivable from affiliated 

Due from affiliated companies, noncurrent (note 2)  
company, noncurrent (note 2) 

45,243 
271,381 

1,14831 2 
4,317,345 

802,102 
3,680,446 

Total other assets 6,551,550 5,545,4 1 9 

Property and equipment, at cost (note 6) 
Less accumulated depreciation 

8,240,765 
5 249,143 

8,458,606 
5,505 937 

Net property and equipment 2,991,622 

17,491,886 

2,952.669 

$23.786,871 

See accompanying notes to financial statements. 



Liabilities and Stockholders' Ecruitv 

Current liabilities: 
Accounts payable (note 2) 
Accrued taxes 
Accrued interest payable 
Accrued employee services 
Due to parent for income taxe!; (notes 2 and 7) 
Deferred income taxes (note 7) 

Total current liabilities 

Deferred income taxes (note 7) 

Total liabilities and deferred income taxes 

sh Stockholders' equity: 
6% cumulative preferred stock of $100 par value 

per share. Authorized 863.15 shares; none issued 
Common stock of $1 5 par value per share. 

Authorized 6,666.6 shares; issued 3,237 
Net unrealized holding gains on 

available-for-sale securitie!; (note 4) 
Retained earnings 

Total stockholders' equity 

- 1999 

$ 973,848 
56,550 

829 
27,381 
173'91 0 

3,957,300 

51 89,818 

425,000 

5614,818 

48,555 

4,203,117 
13,320,381 

17,572,053 

- 1998 

536,296 
59,016 

24,822 
547,039 

2,304,300 

- 

3,47 1,473 

426 500 

3,897 973 

48,555 

1,592,448 
11,952.910 

13,593,913 

$23.186,871 17,491,886 



THE HAMILTON TELEPHONE COMPANY 

Statements of Earnings 

Years Ended June 30, I999 and 1998 

Operating revenues (note 2): 
Local service 
Toll service and access charges 
8illing and collection revenue 
Directory revenues, net 
Other operating revenue 

Less provision for doubtful accounts 

Total operating revenue 

Operating expenses (note 2): 
Plant specific operations 
Plant nonspecific operations 
Customer operations 
Corporate operations 

Total operating expenses 
Operating income 

Operating taxes: 
tncome taxes, current (note 7) 
Income taxes, deferred (note 7) 
Other 

Total operating taxes 

Net operating income, carried forward 

- I999 

$1,201,023 
3,083,864 
190,831 
120,371 
130,909 

4,706,998 
6 964 

4,700,034 

1,067,912 
649,490 
502,098 
679 063 

2.898.563 

1,801.471 

709,500 
(6,000) 
44.620 

748,120 

$ 1,053,351 

534, I00 
(500) 

46,663 

580.263 

782.07 1 

- 1998 

996,213 
3,009,697 

288,977 
1 11,796 
101.572 

4,508,255 

4,508,255 

1,136,956 
589,071 
699,820 
720 074 

3.145.921 

1.362.334 

4 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Statements of Earnings 
(Continued) 

Yeairs Ended June 30, I999 and 1998 

Net operating income, brought forward 

Other income (deductions): 
Interest income (note 2) 
Dividend income (note 4) 
Rental income, net of related expenses 

including depreciation of $33,846 
in 1999 and $34,038 in 1998 (note 2) 

Gain on disposition of equipment 
Charitable contributions 
Other, net (note 5) 
Nonoperating income taxes (note 7) 

Total other income, net 

1 nterest expense 
Net earnings 

Earnings per common share 

See accompanying notes to financial statements. 

- 1999 

$ 1,053,351 

458 243 
163,763 

17,667 

(32,869) 
3,492 

(1 92,500) 
417.796 

1,471,147 

6.566 

$ f ,464,581 

$452.45 

- 

- 1998 

782.071 

346,251 
154,665 

16,076 
45,550 
(20,Z 17) 
24,36A 

(1 60.400) 

406,286 

1,180,357 

126 

1 I 188,231 

- 367.08 - 

.... 



THE HAMILTON TELEPHONE COMPANY 

Statements of Cash Flows 

Years Ended June 30, 1999 and 1998 

Increase or Decrease in Cash and Cash Eauivalents 

Cash flows from operating activities: 
Cash received from subscribers and agents 
Cash paid to suppliers and employees 
Investment income received 
Cash contributions 
Interest paid 
Income taxes paid 

Net cash provided by operating activities 

- 1999 

$4,767,226 496 1,507 
(2,218,903) (2,557,859) 

553,893 496,915 
(32,869) (20,217) 

(I ,277,629) (291,000) 
(6,5661 (726) 

1,791,152 

Cash flows from investing activities: 
Net repayment of advances made to 

Salvage from assets retired - 
Expenditures for property and equipment 
Expenditures for removal of property and equipment 

parent and other affiliated companies 941,929 

(337,434) 
(5,968) 

598,329 Net cash provided fused) by investing activities 

Cash flows from financing activities, dividends paid 

Net increase (decrease) in cash and cash equivalents 

Cash and cash equivalents at beginning of year 
Cash and cash equivalents at end of year 

- 1998 

(97.1 70) 

2,292,371 

578.372 
$2,870,743 

2.589.220 

(2,941,947) 
46,227 

(291,t 28) 
I1 3,017) 

(3,199,865) 

(97,f la)  

(707,755) 

1,286.127 

578.372 

(Continued) 
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THE HAMILTON TELEPHONE COMPANY 

Statements of Cash Flows 
(Continued) 

Years Ended June 30, 1999 and 1998 

Reconciliation of Net Earnings to 
Net Cash Provided bv Operatinn Activities 

Net earnings 

Adjustments to reconcile net earnings to 
net cash provided by operating activities: 

Provision for doubtful accounts 
Depreciation expense 
Provision for deferred income taxes 
Gain on disposition of equipiment 
Net partnership earnings 
Decrease (increase) in: 

Due from subscribers and agents 
Accrued interest receivable 
Prepaid expenses 
Inventories 
Cash surrender vaiue of life insurance 
Recoverable bid de posit 

Increase (decrease) in: 
Accounts payable 
Accrued taxes 
Accrued interest payable 
Accrued employee services 
Due to parent for income taxes 

Total adjustments 

Net cash provided by operating activities 

- 1999 

$1,464,581 

6,9M 
416,200 
(6,000) 

16,083) 
(68,113) 

(74,217) 
( 1 0,393) 

- 

437,552 
(2,466) 

829 
2,559 

(369,630) 
326,57 1 

$ 1,791,152 

- 1998 

1 ,I 88.231 

- 
407,700 

(3001 
(45,550) 
(2,257) 

368,899 
(4,001 1 
1,191 

18,345 
(1 9,113) 
450,000 

(209,221) 
2351 8 - 

8,478 
403,300 

1,400,989 

See accompanying notes to financial statements. 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statement 

June 30, 1994 and 1998 

Sianificant Accountins Policies 

General 
The Hamilton Telephone Company (the Company), a 97% owned subsidiary of 
Nedelco, tnc., a holding company, is headquartered in Aurora, Nebraska. The 
companies have common management. The Hamilton Telephone Company was 
organized in 1905 and provides service in the area of Hamilton County, Nebraska. The 
Company operates under the rules and regulations of the Nebraska Public Service 
Commission. The Company is affiliated through common ownership and management 
with Aurora Telemarketing, Inc., a telemarketing company, and Hamilton Long 
Distance, a long distance service company, each of which are subsidiaries of Nedelco, 
Inc.; and through common management with Mid-State Community Tv, lnc., a 
company providing cable television service in several central Nebraska communities. 

In preparing the financial statements, management is required to make estimates and 
assumptions affecting the reported amounts of assets and liabilities as of the date of 
the balance sheet and revenues and expenses for the year. Actual results could differ 
significantly from those estimates. 

Cash eauivalents 
For purposes of the statements of cash flows, the Company considers all highly liquid 
debt instruments purchased with a maturity of three months or less to be cash 
equivalents. 

Miscellaneous phvsical property 
Depreciation of miscellaneous physical property is computed using straight-line and 
accelerated methods over the estimated useful Me of the related asset. 

Property and eauipment 
Maintenance and repairs of property and replacements of items determined to be less 
than units of property are charged to expense. Replacements and renewals of items 
considered to be units of property are charged to the property and equipment accounts. 
Property and equipment retired or othewise disposed of in the ordinary course of 
business, together with the cost of removal less salvage, is charged to accumulated 
depreciation. Depreciation of property and equipment is determined for financial 
statement purposes using the straight-line method based on the estimated service 
lives. 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

h o m e  taxes 
The Company uses the asset-and-liabilrty method of accounting for income taxes. 
Under the asset-and-liabiliity method, deferred income taxes are recognized for the tax 
consequences of "temporary differences" by applying enacted statutory tax rates 
applicable to future years to differences between the financial statement carrying 
amounts and the tax bases of existing assets and liabilities. if it is more likely than not 
that some portion of a deferred tax asset will not be realized, a valuation allowance is 
recognized, The effect Ion deferred taxes of a change in tax rates is recognized in 
income in the period that includes the enactment date. 

The Company's operations are included in the consolidated income tax returns of its 
parent. The Company ,provides for income taxes in amounts equal to the tax that 
would have been due on a separate return basis and these amounts are remitted to its 
parent company. 

Earninas Der  common shartz 
Earnings per common share is computed by dividing net earnings by the weighted 
average number of shares outstanding during each year. 

(2) Affiliations and Reiated Party Transactions 

The Company has made net advances to Nedelco, Inc. totaling $3,685,910 at June 30, 
1999. Advances totaling $3,680,446 are classified as a noncurrent asset as repayment 
terms have not been determined. An average interest rate of 6.83% was charged on 
the advances during 1999 with interest income recognized totaling $277,772 in 1999 
and $142,473 in 1998. 

The Company also has a 6.83% note receivable due from Nedelco totaling $1 , I  38,552 
at June 30, 1999, of which $336,450 is receivable during 2000. Interest income of 
$88,698 and $1 10,725 was recognized on the note during I999 and 1998, respectively. 

At June 30, 1998, the Company owed Nedelco, Inc. $177,910 for income taxes 
currently payable. 

Nedelco, Inc. provides employee services to the Company at scheduled rates per hour. 
Related employee services cost was $818,389 for 1999 and $882,768 for 1988, 
including amounts capitalized of $86,876 and $109,879 in I999 and f498, respectively. 

The Company paid management fees to Nedelco, lnc. of $330,000 in both 1999 and 
1998. 

(Continued) 

. ... 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

Data processing equipment Is leased to the Company by Nedelco, Inc. on a rnonth-to- 
month basis with related lease expense totaling $14,058 in 1499 and $29,068 in 1998. 
Nedelco, Inc. charged the Company $304,501 in 1999 and $472,645 in 1998 for billing 
and collection services, and $17,615 for operator services in 1998. Nedetco, Inc. also 
charged the Company $97,604 in 1999 and $93,050 in 1998 for providing vehicles, 
work equipment, and related sswices to the Company, of which $11,266 and $14,918 
were capitalized in 1999 and 1998, respectively. The Company paid Nedelco, Inc. 
$3,000 for rent of a shop building in both 1999 and 1998. The Company billed 
Nedelco, Inc. $366,089 in 1999 and $203,154 in 1998 for telephone local and toll 
services. Included in due from subscribers and agents at June 30, 1949 and 1998 is 
$24, I36 and $1 6,177, respectively, due from Nedelco, Inc. for toll services. Included in 
accounts payable at June 30, 1999 and 1998 is $476,400 and $134,495, respectively, 
due to Nedelco for previously described services. 

During 1997, the Company entered into an operating lease agreement to lease digital 
switching system equipment from Nedelco, Inc. for a period of five years. Related 
rental expense for the years ended June 30, 1999 and 1998 totaled $434,026 and 
$423,816, respectivety. Future minimum rental payments required are as follows: 

Year Ending June 30, 
2000 
2001 
2002 

$434,026 
434,026 
397,857 

The Company leases a building to Aurora Telemarketing, Inc. (ATI) with related lease 
income totating $48,000 in both 1999 and 1998. During 1999 and 1998, the Company 
billed AT1 approximately $58,503 and $223,922 , respectively, for telephone local and 
toll services. Included in due from subscribers and agents at June 30, 1999 and 1998 
is $4,284 and $5,770, respectively, due from AT1 for toll services. Miscellaneous 
advances to AT1 at June 30, 1999 totaled $1,277, along with a miscellaneous payable 
to AT1 at June 30, 1998 of $1,639. 

Included in due from affiliates and customers were amounts totaling $383 and $1,612, 
respectively, due from Hamilton Long Distance (HLD) at June 30, 1999 and 1998. 
Local and long distance revenues recognized from HLD during 1999 and 1498, 
respectively, were $746 and $346 while circuit rental expense paid to HLD was $38,583 
and $24,966 for the years ended June 30, 1999 and 1998. 

At June 30, 1998, $886 was receivable from Mid-State Community lV, Inc., along with 
a payable to Mid-State Community W, Inc. of $182 at June 30, 1999. 

(Continued) 
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THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

(3) Miscellaneous Phvsical Propertv 

A summary of miscellaneous physical property is as follows: 

Classification 

Land 
Buildings 
Building improvements 

Less accumulated depreciation 

Life in 
Years 

- 
19-31.5 

5-7 - 

June 30, 
1999 - 1998 - 

$ 50,668 50,668 
983,7 1 3 

40,129 40,129 

1,07431 0 1,074,510 

328.263 294,417 

$ 746,247 780,093 

983,? 1 3 

(4) Ava ilable-for-Sals Securities 

The following is a schedule of unrealized holding gains, net of deferred income taxes, for 
available-for-sale equity securities as of June 30, 1999 and 1998: 

- 1999 - 1998 

Avaitable-for-sale 
securities at market value 

Financial statement cost basis of 
avai lable-for-sale sewrities 

Unrealized holding gains 

Deferred income tax liatility 
on unrealized holding gains 

Net unrealized hcrlding gains 
on avai lable-for-sale securities 

The available-for-sale securities are 
Communications, Inc. mmrnon stock. 

$ 10,505,301 6,240,632 

(3,639,184) (3,639,184) 

6,866,117 2,601,448 

2,663,000 1,009,000 

$ 4,203.1 17 1,592.448 

comprised of 227,449 shares of Aliant 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

(5) Investments 

A schedule of other investments at June 30, 1999 and 1998 fotlows: 

12.5% interest in FOSDR partnership 
Aurora Construction Enterprises, 

limited liabilrty company interest 
Various development corporations' stock 
Various cooperative equity ownership 
Other 

- 1999 

$ 1,526 

28,036 
12,850 

209 
2,622 

$45,243 

- 1998 

1,478 

27,453 
12,850 
209 

2.622 

44,612 

The investments are recorded at cost, with the exception of the FOSDR partnership 
and Aurora Construction Enterprises, a limited liability company, which are accounted 
for on the equity method. No quoted market values were available for the investments. 

Aurora Construction Enterprises, L.L.C., began operations in 1994 and is a builder of 
residential housing in Aurora, Nebraska. The Company owns an 1 1.7% equity interest 
in the limited liability company with the Company share of the limited liability company's 
profits for 1999 and I998 being $583 and $2,513, respectively. 

The FOSDR partnership was organized in June 1990 for the purpose of owning and 
leasing a fiber optic splicer. Leasing operations began in 1991 with the Company's 
share of the partnership gain (loss) for 1999 and 1998 being $48 and $(256), 
respect ivety . 

4 

4 

(Continued) 
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THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

(6) Propefiv and Equbment 

A summary of telephone property and equipment is as follows: 

June 30. 
1999 - 1998 - 

Land 
Buildings 
Central office equipment 
Station apparatus 
Station connections 
Public telephone terminals 
Pole lines 
Aerial cable 
Buried cable 
Furniture and office equipment 
Motor vehicles and other work equipment 

Less accumulated depnsciation 

$ 31,930 
568,194 

1,705,234 
1,807 

585,543 
62,213 
20,110 

119,737 
5,125,311 

195,671 
42,856 

8,458,606 

5.505,937 

$2.952,669 

The composite depreciation rate was 4.54% for 1999 and 4.60% for 1998. 

(7) Income Taxes 

Components of income ta.x expense (benefit) are as follows: 

Currently payable: 
Federal 
State 

Deferred: 
Federal 
State 

1999 
Operating Nanoperatinq Total 

$576,500 
133.000 

709,500 

(5,000) 
(1,000) 
C6,OOO) 

$703,500 

156,500 
36. OQQ 

t 92.500 

192.500 

733,000 
169,OQO 

902 ~ 000 

(5,000) 
(1,000) 
(6,000) 

896,000 

31,981 
554,650 

1,665,683 
1,807 

585,543 
60,973 
20,110 

11 9,953 

195,023 
125.748 

8,240,765 

4,a79,294 

5249,143 

2,991,622 

1998 
Total 

5W600 
129,700 

694.300 

C o n r i n  uedl 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

Income tax expense totaled $896,000 in 1999 (an effective rate of 38.0%) and 
$694,000 in I998 (an effective rate of 36.9%). The actual tax expense for both 1999 
and 1998 differs from the "expected" tax expense for those years (computed by 
applying the average U S .  federal corporate tax rate of 34% to earnings before incume 
taxes} as shown below: 

- 1999 1998 

Computed "expected" tax expense 
Increases (reductions) in taxes resulting from: 

State income taxes, net of 
federal income tax benefrts 

Dividends received deduction 
Lobbying expense 
Other 

3 

The sources of deferred tax liabilities and the income tax effect 
1999 and I998 are as follows: 

1999 
Current Lonq -te rm 

S 802,598 639,959 

Deferred tax asset, financial 
stat em e nt a I Iowan ce 
for doubtFul accounts 

Deferred tax liabilities: 
Excess of bases of property 

and equipment for financial 
statement purposes over 
bases for income tax purposes 

Unrealized gain on exchange 
of investments in merger 

Unrealized holding 
gains on available- 
for-sale securities 

Total deferred tax liabilities 

Net deferred tax liabilities 

$ 8.500 - 

110,880 85,536 
(38,976) (36,810) 
14,415 - 
7,083 5.31 5 

896.000 694.000 

of each as of June 30, 

1998 
Current Lona-term 

7,500 - 

* (425,000) - (426,500) 

{I ,302,800) - (I ,302,800) I 

@.663,000) - (1,009,0001 - 
(3,965,800) (425,000) c2,311,800) (426.500) 

$(3,957.300) (425,ooo) (?,3Op,300) (426,500) 

(8) Reclassification 

Certain amounts for 1998 have been reclassified to conform with current year 
presentation. 



Dohm.an, Akerlund & Eddy 
CERTIFIED PUBLIC ACCOUNTANTS 
1117 Twemh Street + P.O. Box 470 
Aurora, Nebwska 688184470 Telephone (402) 694-6404 Fax (402) 694-6405 

IndeDendent Auditor's Reaort 

The Board of Directors 
The Hamilton Telephone Cornpamy: 

We have audited the accompanying balance sheets of The Hamilton Telephone Company as of 
June 30, 1998 and 1997, and th43 related statements of earnings, stockholders' equity, and cash 
flows for the years then ended. These financial statements are the responsibility of The 
Hamilton Telephone Company's management- Our responsibility is to express an opinion on 
these financial statements based on our audits. e 

We conducted our audits in ar;cordance with generally accepted auditing standards. Those 
standards require that we plan and perform the audit to obtain reasonable assurance about 
whether the financial statements are free of material misstatement. An audit includes 
examining, an a test basis, evidence supporting the amounts and disctosures in the financial 
statements. An audit also includes assessing the accounting principles used and significant 
estimates made by management, as well as evaluating the overall financial statement 
presentation. We believe that our audits provide a reasonable basis for our opinion. 

In our opinion, the financial statements referred to above present fairly, in all material respects, 
the financial position of The Hamilton Telephone Company as of June 30, 1998 and 1997, and 
the results of its operations and its cash flows for the years then ended in conformity with 
generally accepted accounting principles. 

l 
August 21, 1998 



THE HAMILTON TELEPHONE COMPANY 

Balance Sheets 

June 30, 1998 and 1997 

Assets __. 1998 - 1997 

Current assets: 
Cash and cash equivalents 
Available-for-sale securities (note 4) 
Due frcrPn subscribers and agents, less 

Recoverable bid deposit 
Note receivable from affiliated 

company, current portion (note 2) 
Due from affiliated companies (note 2) 
Accrued interest receivable (note 2) 
Prepaid expenses 
Inventories, at cost 

allowance for doubtful receivables of 
$20,000 in 1998 and $28,000 in I997 (note 2) 

$ 578,372 
6,240,632 

1,286,127 
4,435,256 

768,217 - 1,137,115 
450,000 

31 3,643 
4,230 
8,379 

205 
35.036 

8,056 
4,378 
-! ,396 
53,381 

Total current assets 7.375,709 7 948.7 1 4 

Other assets 
Miscellaneous physical property (notes 2 and 3) 

Less accumulated depreciation 
1,061,840 
260,379 

1 , 0 7 4 3  0 
294-41 7 

Net miscellaneous physical property 780,093 801,461 

Other investments (note 5) 
Cash surrender value of life insurance 
Note receivable from afftliated 

Due from affijjated companies, noncurrent (note 2) 
company, noncurrent (note 2) 

44,612 
260,488 

42,355 
241.875 

1,148,512 
4,317.345 2,833,728 

Total other assets 3.91 9,419 6,551.550 

Property and equipment, at cost (note 6) 
Less accumulated depreciation 

8, O t  8,083 
4,943,597 

8,240,765 
5,249,143 

Net property and equipment 2,991,622 

$17,491,886 

3,074,486 

14,369,614 

See accompanying notes to financial statements. 



- 1998 - 1997 Liabilities and Stockholders' Eauity 

Current liabilities: 
Accounts payable (note 2) 
Accrued taxes 
Accrued employee services 
Due to parent for income taxes (notes 2 and 7 )  
Deferred income taxes (note :7) 

745,517 
35,498 
16,344 

149,439 
1,600,800 

536,296 
59,016 
24 822 

547,039 
2 ~ 304,300 

3,471,473 2,547,598 Total current liabilities 

424.600 Deferred income taxes {note 7) 426.500 

Total liabilities and deferred income taxes 2,972,198 3,897,973 

Stockholders' equity : 
6% cumulative preferred stock of $1 00 par value 

Common stock of $15 par value per share. 

Net unrealized holding gains on 

Retained earnings 

per share. Authorized 863.5 shares; none issued 

Authorized 6,666.6 shares; issued 3,459 shares 

available-for-sale securities (note 4) 

- 

51,885 51,885 

487,072 
10,938,984 

11,477,941 

80,525 

'I 1,397,416 

1,592,448 
12,030,105 

13,674,438 

Less cost of 222 common shares in treasury 80,525 

13,593,913 Total stockholders' equity 

1 4,369,6 1 4 $ 17,49t,886 

... .. 



THE HAMILTON TELEPHONE COMPANY 

Statements of Earnings 

Years Ended June 30, 1998 and 1997 

Operating revenues (note 2): 
Local service 
Toll service and access charges 
Billing and collection revenue 
Directory revenues, net 
Other operating revenue 

Less provision for doubtful accounts 

Total operating revenue 

Operating expenses (note 2): 
Plant specific operations 
Plant nonspecific operations 
Additional non-recurring depreciation 

Customer operations 
Corporate operations 

on central ofhe  equipment (note 6) 

Total operating expenses 

Operating income 

Operating taxes: 
Income taxes, current (note 7) 
Income taxes, deferred (note 7) 
Other 

Total operating taxes 

$ 996,213 
3,009,647 

288,977 
11 1,796 
101,572 

4,508,255 

4.508.255 

1,136,956 
589,071 

- 
699,820 
720.074 

3,145,921 

1 362 I 334 

534,100 

46.663 

580,263 

(500) 

Net operating income, carn'ed foward $ 782,071 

665,304 
830,658 

907,224 
1,334,902 

748,565 

4.486,653 

669 760 

641,000 
(430,600) 
53,441 

263.841 

405,919 

- 1997 

820,360 
3,206,928 

842,483 
99,777 

205 097 

5q74-645 

18,232 
5,156,413 

4 

(Continued) 



THE HAMtLTON TELEPHONE COMPANY 

Statements of Earnings 
(Continued) 

Years; Ended June 30,1998 and 1997 

Net operating income, brought fovrvard 

Other income (deductions): 
Interest income (note 2) 
Dividend income (note 4) 
Rental income, net of related expenses 

including depreciation of $34,038 
in 1998 and $34,375 in 1997 {note 2) 

Gain on disposition of equipment 
Charitable contributions 
Other, net (note 5) 
Nonoperating income taxes (note 7) 

Total other income, net 

Interest expense 
Net earnings 

Earnings per common share 

See accompanying notes to financial statements. 

- 1998 

$ 782.071 

346,251 
154,665 

16,076 
45,550 
(20,217) 
24,361 

(160.400) 
406.286 

1,188.357 

126 
$ 1  a188.231 

$367.08 - 

- 1997 

405,919 

209,035 
141,033 

17,091 

(37,163) 
14,770 

(82.500) 

262,266 

668,185 

327 

667,858 

- 206.19 

- 

- 



THE HAMILTON TELEPHONE COMPANY 

Statements of Cash Flows 

Years Ended June 30, 1998 and 1997 

Decrease in Cash and Cash Eauivalents 

Cash flows from operating activities: 
Cash received from subscribers and agents 
Cash paid to suppiiers and employees 
Investment income received 
Cash contributions 
Interest paid 
Income taxes paid 

Net cash provided by operating activities 

Cash flows from investing activities: 
Net advances made to 

parent and other affiliated companies 
Salvage from assets retired 
Expenditures for property and equipment 
Expenditures for removal of property and equipment 

Net cash used by investing activities 

Cash flows from financing activities: 
Purchase of treasury stock 
Dividends paid 

Net cash used by financing actjvities 

Net decrease in cash and cash equivalents 

Cash and cash equivalents at beginning of year 
Cash and cash equivalents at end of year 

- 1998 - 1997 

$4,961,507 5,119,864 
(2,557,859) (3,170,633) 
44631 5 351,624 
(20,2 1 7) (37,163) 

(2913000) (553,000) 
(126) (327) 

2,589.220 1-71 0,365 

(2,941,947) (2,287,004) 
46,227 95,944 

(291 I 128) (423,541 1 
(13,017) (2,777) 

(3- 199,865) (2,617,378) 

- 
(97,110) 

197.710) 

(707,755) 

1,286,127 

$ 578,372 

(2,000) 
(97,170) 

(99,170) 

(1,006,183) 

2242,310 

1,286,127 

4 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Statements of Cash Flows 
(Continued) 

Years Ended June 30, 1998 and 1997 

Reconciliation of Net Earnings to 
Net Cash Provided bv Oiaeratina Activities 

Net earnings 

Adjustments to reconcile net earnings to 
net cash provided by operating activities: 

Provision for doubtful accounts 
Depreciation expense 
Provision for deferred income taxes 
Gain on disposition of equipment 
Net partnership (earnings) loss 
Decrease (increase) in: 

Due from subscribers arid agents 
Accrued interest receivalble 
Prepaid expenses 
Inventories 
Cash surrender value of life insurance 
Recoverable bid deposit 

Increase (decrease) in: 
Accounts payable 
Accrued taxes 
Accrued employee services 
Due to parent for incomie taxes 

Total adjustments 

Net cash provided by operating activities 

See accompanying notes to finiancial statements. 

- 1998 

$ 4,188.237 

368,899 
(4,001 1 
1,191 

18,345 
(1 9’1 13) 
450.000 

(209 22 I ) 
23,518 

8,478 
403,300 

1,400,989 

- 1997 

667,858 

18,232 
1 ,568 , 063 
(459,206) 

108 
- 

(132,659) 
1,556 
9,768 

822 
(1 8,473) 

(450,000) 

308,248 
(4,401 1 
7,343 

199,106 
1.042,507 

1.71 0,365 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statement 

June 30, 1998 and 1997 

(1 1 Siqnificant Accounting Policies 

General 
The Hamilton Telephone Company (the Company), a 97% owned subsidiary of 
Nedelco, Inc., a holding company, is headquartered in Aurora, Nebraska. The 
companies have common management. The Hamilton Telephone Company was 
organized in 1905 and provides service in the area of Hamilton County, Nebraska. The 
Company operates under the rules and regulations of the Nebraska Public Service 
Commission. The Company is affiliated through common ownership and management 
with Aurora Telemarketing, Inc., a telemarketing company, and Hamilton Long 
Distance, a long distance service company, each of which are subsidiaries of Nedelco, 
Inc.; and through common management with Mid-State Community TV, Inc., a 
company providing cable television service in several central Nebraska communities. 

In preparing the financial statements, management Is required to make estimates and 
assumptions affecting the reported amounts of assets and liabilities as of the date of 
the balance sheet and revenue and expenses for the year. Actual results could differ 
significantly from those estimates. 

4 
Cash equivalents 

For purposes of the statements of cash flows, the Company considers all highly liquid 
debt instruments purchased with a maturity of three months or less to be cash 
equivalents. 

Miscellaneous nhvsical praperhr 
Depreciation of miscellaneous physical property is computed using straight-line and 
accelerated methods over the estimated useful life of the related asset. 

Property and equbment 
Maintenance and repairs of property and replacements of items determined to be less 
than units of property are charged to expense. Replacements and renewals of items 
considered to be units of property are charged to the property and equipment accounts. 
Property and equipment retired or othewise disposed of in the ordinary course of 
business, together with the cost of removal less salvage, is charged to accumulated 
depreciation. Depreciation of property and equipment is determined for financial 
statement purposes using the straight-line method based on the estimated senrice 
lives. 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

Income taxes 
The Company uses the asset-and-liability method of accounting for income taxes. 
Under the asset-and-liability method, deferred income taxes are recognized for the tax 
consequences of "temFlorary differences" by applying enacted statutory tax rates 
applicable to future years to differences between the financial statement carrying 
amounts and the tax bases of existing assets and liabilities. If it Is more likely than not 
that some portion of a deferred tax asset will not be realized, a valuation allowance is 
recognized. The effect on deferred taxes of a change in tax rates is recognized in 
income jn the period that includes the enactment date. 

The Company's operaticsns are included in the consolidated income tax returns of its 
parent. The Company provides for income taxes in amounts equal to the tax that 
would have been due on a separate return basis and these amounts are remitted to its 
parent company. 

Earninus per common share 
Earnings per common share is computed by dividing net earnings by the weighted 
average number of shares outstanding during each year, net of common shares in 
treasury . 

(2) Affiliations and Related Party Transactions 

The Company has made net advances to Nedelco, Inc. totaling $4,319,958 at June 30, 
t 998. Advances totaling $4,317,345 are classified as a noncurrent asset as repayment 
terms have not been determined. An average interest rate of 6.8% was charged on the 
advances during 1998 with interest income recognized totaling $192,973 in 1998 and 
$1 18,924 in 1997. 

The Company also ha!; a 6.83% note receivable due from Nedelco totaling $1,462,155 
at June 30, 1998, of 'which $313,643 Is receivable during 1999. Interest income of 
$1 10,125 was recognkred on the note during 1998. 

At June 30, 1998, the Company owed Nedelco, Inc. $547,039 for income taxes 
currently payable. 

Nedetco, Inc. provides employee services to the Company at scheduled rates per hour. 
Related employee services cost was $882,768 for 1998 and $770,498 for 1997, 
including amounts capitalized of $109,879 and $124,957 in q998 and 1997, 
respectively. 

P- 
The Company paid management fees to Nedelco, Inc. of $330,000 in both 1998 and 
1997. 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

Data processing equipment is leased to the Company by Nedelco, Inc. on a month-to- 
month basis with related lease expanse totaiing $29,068 in 1998 and $30,658 in 1997. 
Nedelco, Inc. charged the Company $472,645 in 1998 and $1,154,801 in 1997 for 
billing and collection services, and $17,615 and $45,836 for operator services in 1998 
and 1997, respectively. Nedelcu, Inc. also charged the Company $93,050 in 1998 and 
$86,191 in 1997 for providing vehicles, work equipment, and related services to the 
Company, of which $14,918 and $17,982 were capitalized in 1998 and 1997, 
respectively, The Company paid Nedelco, Inc. $3,000 for rent of a shop building in 
both 1998 and 1997. The Company billed Nedelco, Inc. $203,154 in 1998 and 
$155,297 in 1997 for telephone local and toll services. Included in due from 
subscribers and agents at June 30, 1998 and 1997 is $16,177 and $11,141, 
respectively, due from Nedelco, Inc. for toll services. Included in accounts payable at 
June 30, 1998 and 1997 is $139,495 and $281,113, respectively, due to Nsdslco for 
previously described services. 

During 1997, the Company entered into an operating lease agreement to lease digital 
switching system equipment from Nedelco, Inc. for a period of five years. Related 
rental expense for the years ended June 30, 1998 and t997 totaled 5423,816 and 
$30,152, respectively. Future minimum rental payments required are as follows: 

Year Ending June 30, 
1999 
2000 
2001 
2002 

$434,026 
434,026 
434,026 
397.857 

The Company leases a building to Aurora Telemarketing, Inc. (ATI) with related lease 
income totaling $48,000 in both 1998 and 7997. During 1998 and 1997, the Company 
billed AT! approximately $223,922 and $~,016,00U, respectively, for telephone local 
and toll sewices. Included in due from subscribers and agents at June 30, 1998 and 
1997 is $5,770 and $144,108, respectively, due from AT1 for toll services. 
Miscellaneous advances to AT1 at June 30, 1997 totaled $1,050, along with a 
miscellaneous payable to AT! at June 30, 1998 of $1,639. 

Included in due from affiliates and custumers are amounts totaling $1,612 due from 
Hamilton Long Distance (HLD) at June 30, 1998. Local and long distance revenues 
recognized during 1998 were $346 while circuit rental expense paid to HLD was 
$24,966 for the year. 

At June 30, 1998 and 1997, $886 and $1,208, respectively, was receivable from Mid- 
State Community Tv, Inc. 

(Continued) 
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THE HAPdILTON TELEPHONE COMPANY 

Notes to Financiat Statements 

(3) Miscellaneous Physical Proofm 

A summaty of miscellaneous physical property is as follows: 

Life in June 30, 
1998 - 1997 Classification Years - 

Land - $ 50,668 50,668 
19-31.5 983,713 983,7 13 

27,459 

1,074,510 1,061,840 
Less accumulated depreciation 294,417 260,379 

$ 780.093 801 -461 

Buildings 
5-7 40.129 Building improvements - 

f i  (4) Available-for-Sale Securitie@ 

The following is a schedule of unrealized holding gains, net of deferred income taxes, for 
available-for-sale equity securities as of June 30, 1998 and 1997: 

Available-for-sals 
securities at market value 

Financial statement cost basis of 
available-for-sale securities 

Unrealized holding gains 

Deferred income tax liability 
on unrealized holdin!g gains 

Net unrealized holding gains 
on available-for-sale securities 

The available-for-sale! securities are 
Communications, Inc. common stock. 

1998 _I 1997 

$6,240,632 4,435,256 

- 

(3,639,184) (3.639.184) 

2,601,448 796,072 

1.oo9,ooo 309, OQO 

$1,592,448 487,072 

comprised of 227,449 shares of Aliant 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Notes tu Financial Statements 

(5) Investments 

A schedule of other investments at June 30, 1998 and 1997 follows: 

- 1998 - 1997 

12.5% interest in FOSDR partnership 
Aurora Construction Enterprises, 

limited liability company interest 
Various development corporations’ stock 
Various cooperative equity ownership 
Other 

1,478 1,734 

27,453 24,940 
12,850 12,850 

209 209 
2,622 2,622 

42.355 - $44,612 - 
The investments are recorded at cost, with the exception of the FOSDR partnership 
and Aurora Construction Enterprises, a limited liability company, which are accounted 
for on the equity method. No quoted market values were available for the investments. 

Aurora Construction IEnterprises, L.L.C., began operations in t994 and is a builder of 
residential housing in Aurora, Nebraska. The Company owns an t 7.7% equity interest 
in the limited liability company with the Company share of the limited liability company’s 
profits for 1998 and 1997 k i n g  $2,513 and $151, respectively. 

4 

The FOSDR partnership was organized in June 1990 for the purpose of owning and 
leasing a fiber optic splicer. Leasing operations began in 1991 with the Company’s 
share of the partnership loss for 1998 and 1997 being $256 and $259, respectively. 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

Nlotes to Financial Statements 

(6) ProDerN and Eauioment 

A summary of telephone praperty and equipment is as follows: 

June 30, 
1998 - 1997 - 

Land 
Buildings 
Central office equipment 
Station apparatus 
Station connections 
Public telephone termhalls 
Pole lines 
Aerial cable 
Buried cable 
Furniture and office equipment 
Motor vshictes and othm work equipment 

Less accumulated depreciation 

$ 31,981 
554,650 

1,665,683 
1,807 

585,543 
60,973 
20,110 

119,953 
4,879,294 

1 95,023 
125,748 

32,133 
554,650 

1,574,187 
1,807 

585,543 
53,084 
20,110 
120,673 

4,678,921 
262,757 
134.218 

8,240,765 8,018,083 
5249,143 4 ~ 943 597 

$2,991,622 3 074,486 

The composite depreciaition rate was 4.60% for 1998 and 7.93% for 1997 

Due to changes in teclnnotogy, customer growth, and usage demand, the Company 
entered into a lease agreement for central office digital switching equipment in 1997 
from Nedelco. The implementation of this system upgrade caused the early retirement 
of certain existing digitail switching equipment prior to expiration of its anticipated useful 
life. As a result, the Company recognized an additional non-recurring depreciation 
charge of $907,224 in 1997. The after-tax impact of this non-recurring, non-cash 
charge to earnings was approximately $555,000. 

(Continued) 



TH€ HAMILTON TELEPHONE COMPANY 

Notes to Financial Statements 

(7) Income Taxes 

Components of income tax expense (benefit) are as follows: 

Currently payable: 
Federal 
State 

Deferred: 
Federal 
State 

1998 
Operatinq NonoDerating Total 

$434,300 
99,800 

534, IOU 

130,300 
29,900 
160,200 

564,600 
129,700 
694,300 

1997 
- Total 

61 1,500 
140.606 

752.1 06 

(ZOO) (373,500) 
j85,?06) 

(300) (459,206) 
$533.600 160,400 694,000 292,900 

200 - .-I 
(400) 

(100) 

1500) 200 

Income tax expense totaled $694,000 in 1998 (an effective rate of 36.9%) and 
$292,900 in I997 (an effective rate of 30.5%). The actual tax expense for both 1998 
and 1997 differs from the "expected" tax expense for those years {computed by 
applying the average U.S. federal corporate tax rate of 34% to earnings before income 
taxes) as shown below: 

Computed "expected" tax expense 
Increases (reductions) in taxes resulting from: 

State income taxes, net of 
federal income tax benefits 

Dividends received deduction 
Intercompany capitalized profit 
Other 

- 1997 

$639,959 326,658 

85,536 36,234 
(36,810) (33,562) 

(39,227) 
5.31 5 2,797 

$694,000 292,900 

- 

4 

(Continued) 



THE HAMILTON TELEPHONE COMPANY 

.- 

Notes to financial Statements 

The sources of deferred tax liabilities and the income tax effect of each as of June 30, 
1998 and 1997 are as follows: 

1998 1997 - Current Lonq-term Current Lono-term 

Deferred tax asset, financial 
statement allowance 
for doubtful accounts $ 7.500 - 11,000 - 

Deferred tax liabilities: 
Excess of bases of property 

and equipment for financial 
statement purposes over 
bases for income ,tax purposes 

Unrealized gain on exchange 
of investments in 'merger 1,302,800 1,302,800 

Unrealized holding 

- 426,500 424 600 

- 

gains on available- 
for-sate securities. 1,009,000 - 309.000 - 

Total deferred tax Iiabilitias 2.31 1,800 426,500 1,611.800 424.600 

Net deferred tax liabilities $c2.304,300) (426,500) (1,600,800) (424,600) 

(8) Reclassifications 

Certain reclassifications of amounts in the Company's 1997 financial statements have 
been made to conforrn with 1998 presentation. 



Dohman, Akerlund & Eddy, LLC 
CERTIFIED PUBLIC ACCOUNTANTS 
t 11 7 Twelfth Street * P.O. BOX 470 
Aurora, Nebraska 68818-0470 Telephone (402) 694-6404 Fax (402) 694-6405 

The Board of Directors 
Nedelco, Inc.: 

We have compiled the accompanying consolidated balance sheets of Nedelco, Inc. and 
Subsidiaries as of June 30, 1949 and 1998, and the related consalidated statements of 
earnings, stockholders‘ equity, and cash flows for the years then ended, and the accompanying 
schedules 1 tbrough 4, which are presented only for supplementary analysis purposes, in 
accordance with Statements on Standards for Accounting and Review Services issued by the 
American institute of Certified Public Accountants. 

A compilation is limited to presenting in the form of financial statements and supplementary 
schedules information that is the representation of management. We have not audited or 
reviewed the accompanying consolidated financial statements and supplementary schedules 
and, accordjngly, do not express an opinion or any other form of assurance on them. d 

Management has elected to omit substantially all of the disc!osures required by generally 
accepted accounting principles. If the omitted disdosures were included in the consolidated 
financial statements, they might influence the user’s conclusions about the Company’s financial 
position, results of operations, and cash flows. Accordingly, these consolidated financial 
statements are not designed for those who are not informed about such matters. 

i/ 
September 16, 1999 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Balance Sheets 

June 30, 1999 and 1998 
(See Accountants' Compilation Report) 

Assets 

Current assets: 
Cash and cash equivalents 
Available-for-sale securities 
Accounts receivable: 

Due from subscribers and agents, 
less allowance for doubtlid accounts 
of $22,000 in I999 and $20,000 in 1998 

Due from officers and stockholders 

- 1999 

$ 3,072,997 
1 0,505,307 

3,229,955 
2,108 

Net accounts receivable 3,232,061 

Current portion of installment contract r8EiVabk 8,391 
Accrued interest receivable - 
Inventories, at cost 171,483 
Due from affiliated companies, 62,355 

379,750 Deferred income tax charge 
Recoverable income taxes 654,550 
Prepaid expenses 84.41 8 

P. 

Total current assets 18,171,306 

Investments and other assets: 
Cash surrender value of life insurance 
Other investments, at cost 
Security deposits 

271,381 
149,734 
19,667 

Total investments and other assets 440,782 

Property, plant and equipment, at cost: 
Land 
Buildings 
Telephone plant 
Operator and dual relay equipment 
furniture and office equipment 
Motor vehicles and other work equipment 

83,675 
1,834,300 

10,397,016 
3,59 1,487 
1,713,088 

5O2,49 1 

18,122,557 

F. Less a cc u m u I a t e d de p re c i at i 0 n t 1 S87.839 

Net property, plant and equipment 6,534,718 

$ 25,146,806 

- 1998 

800,148 
6,240,632 

2,133,066 
406 

2, t 33,472 

1,040 
28 

102,167 
12,152 
92,000 

239,928 
21,635 

9,643.202 

260,988 
1,550,562 

18,725 

1330,275 

83,725 
1,747,737 

10,058,473 
3,158,928 
1,515,736 

476,748 

17,041,347 

9,804.857 

7,236,490 
18,709,967 



tiabilities and Stockholders' Eauity 

Current liabilities: 
Current maturities of: 

Long-term debt 
Obligations under capital lease 

Cash overdraft 
Accounts payable 
Accrued expenses 
Deferred income taxes 

Total current liabilities 

Other liabilities and deferred credits: 
Long-term debt, excluding current maturities 
Obligations under capital, 

Minority interest in subsidiary 
Deferred income taxes 

lease, exduding current maturities 

Total other liabilities and deferred credits 

Total liabilities and deferred credits 

Stockholders' equity: 
Preferred stock of $5 par value per share. 

Common stock of $5 par value per share. 

Accumulated other comprehensive income 
Retained earnings 

Authorized 130,000 shares: none issued 

Authorized 30,000 shares: issued 1,500 shares 

- 1999 

? '  

- 1998 

5,OI 5 4,715 
1,303 1,146 
2,896 - 

1,481,878 829,741 
861,255 687,211 

3 957.300 2,304,300 

6,309.647 3,827,113 

7,169 12.327 

2,017 3,320 
569,991 440,951 
386.000 387,000 

965,177 843,598 

7,274 824 4,670.71 1 

7,500 7,500 
4,066,779 1,540,793 

13,797,703 12.490,963 

4 

17,871,982 14,039,256 

-4 

$25.146.806 18.709.967 



NEDIXCO, INC. AND SUBSIDIARIES 

Consoiidated Statements of Earnings 

Years Ended June 30, 1999 and 1998 
(See Accountants' Compilation Report) 

Operating revenue: 
Local service 
Toll service and access chargas 
Billing and collection revenue 
Directory advertising 
Telephone equipment sates, 

Employee service contracts 
Operator services 
Vehicle and equipment sewici? 
Data processing service 
Mobile and pager service 
Telemarketing fees 

Dual relay services 
Other operating revenue 
Estimated uncollectible revenue 

leases, and maintenance contracts 

/-. Long distance revenue 

Total operating revenue 

Cost of sales 

Net operating revmue 

Operating expenses 
Loss on disposition of operating investment 

Total operating expenses 

Operating income, carried fonvard 

- 1999 

$ 1,065,591 
2,725,914 

202,680 
120,37 1 

370,053 
121,442 

5,868 
12,284 
3 , 060 
13SW 

6,262,206 
370,373 

7,497,292 
805,814 
(47 2 1 8)  

19,529,294 

10 126.079 

9,403,215 

7,319,648 
1 q 000.000 
8.31 9.648 

$ 1.083.587 

- 1998 

920,025 
2,598,428 

303,615 
1 1 1,796 

354,294 
11 3,048 

8 
10,688 
3,150 

14,728 
4,595 I 574 

255,630 
2,835,396 
516,309 
(1 1,582) 

12,621, t 07 

6 626 273 
5,994,834 

5,527,278 - 
5 I 527.278 

467.556 

(Continued) 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Statements of Earnings 
(Continued) 

Years Ended June 30, 1999 and 1998 
(See Accountants’ Compilation Report) 

Operating income, brought fonnrard 

Other income (deductions): 
Dividend income 
Interest income 
Rental income 
Rental property expense 
Depreciation, miscellaneous physical property 
Interest expense 
Gain on disposition of investment and equipment 
Other, net 

Total other income 

Earnings before income taxes and minority 
interest in net earnings of subsidiary 

Income taxes: 
Current 
Deferred 

Total income taxes 

Earnings before minonty 
interest in net earnings of subsidiary 

Minority interest in net earnings of subsidiary 

Net earnings 

- 1999 

$ 1,083.567 

163,763 
188,207 
24,626 

(1 1,937) 
(33,846) 

(911) 
234,549 
(70.970j 
493,481 

1,577,044 

427,050 
1289,7501 

137,300 

1,439,748 

(47,508) 

$ 1,392.240 

- 1998 

467,556 

154,665 
47,830 

2,250 
(1 2, I 36) 
(34,038) 

(5,341 1 
46,446 

(826) 

198,850 

666.406 
d 

194,100 
(8 850) 

185.250 

481,156 

(38,543) 
442,613 



NEDlELCO, INC. AND SUBSIDIARIES 

Consolidated Statements of Cash flows 

Years Ended June 30, 1999 and 1998 
(See! Accountants' Compilation Report} 

- 1999 - 1998 Increase or Decrease in Cash and Cash Eauivalents 

Cash flows from operating activi!:ies: 
Cash received from su bscribm and agents 
Cash paid to suppliers and employees 
Dividends received 
Interest received 
Interest paid 
Income taxes paid 
Income taxes refunded 

$18,348,743 12,452,145 
(14,995,991) (9,599,911) 

163,482 154,490 
188,235 52,233 

(91 1) (5,341) 
(947,000) (331,000) 
105.328 128 

2,861, .886 2.722.744 Net cash provided by operating activities 

Cash Rows from investing activities: 
Net (advances to) repayment of 

Principal payments received on 

Net (advances to) repayment of 

Principal payments received on 

Proceeds from investment sold 
Proceeds from assets sold 
Expenditures for additions tci 

Expenditures for removal of telephone plant 

advances to offrcers and stockholders 

installment contracts and inotes receivable 

advances to affiliated companies 

notes receivable from affiliated company 

property, plant and equiplnent 

67 1 

2,497 

(50,203) 13,990 

27,607 

55,446 
- 

- 
734,469 

* 

(3,305,328) 
I1 3,017) 

(321 8,134) 

(1,173,739) 
(5,967) 

(404.383) Net cash used by investing activities 

Cash Aows from financing activities: 
Ptincipal payments on long-term debt 
Principal payments on obligations under capital tease 
Dividends paid 
Subsidiary dividends paid tcr minority interest 

Net cash used by financing activities 

(4,858) 
(1,140) 

(85,500) 
(3.150) 

(94,654) 

(4,441) 
(71 8) 

(82,500) 
13. t SQ) 

(90,809) 

Net increase (decrease) in cash and cash equivalents 2,272,049 (586,199) 

Cash and cash equivalents at beginning of year 

Cash and cash equivalents at end of year 

800,148 

$ 3.072.997 
1.386,M7 

800.148 

(Continued) 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Statements of Cash Flows 
(Continued) 

Years Ended June 30,1999 and 1998 
(See Accountants' Compilation Report) 

Reconciliation of Net Earnings to 
Net Cash Provided bv Operatha Activities 

Net earnings 

Adjustments to reconcile net earnings 
to net cash provided by operating activities: 

Depreciation of property, plant and equipment 
Provision for deferred income taxes 
Gain on disposition of investment 
Loss on disposition of operating investment 
Net partnership earnings 
Non-cash dividends 
Minority interest in net earnings of subsidiary 
Decrease (increase) in: 

Due from subscribers and agents 
Installment contracts and notes receivable 
Recoverable bid deposit 
Accrued interest receivable 
Inventories 
Recovera&le income taxes 
Prepaid expenses 
Cash surrender value of life insurance 
Security deposits 

Increase (decrease) in: 
Cash overdraft 
Accounts payable 
Accrued expenses 

Total adjustments 
Net cash provided by operating activities 

- 1999 

$ 1.392240 

1,855,109 
(289,750) 
(234,549) 
1,000,000 

(631) 
(281 ) 

47,508 

(t,096,889) 
(I 08,288) 

20 
(69,316) 

(4 1 4,622) 
(62,783) 
(10,393) 

(W 

- 

2,896 
678,505 
174,044 

1,464.646 

$ 2.861.886 

Supniemsntal Disclosure of Cash Flaws Infarmation 

- 1998 

442.61 3 

(165,087) 
(6,125) 

450,000 .r( 

4,403 
10,436 

( 1 36,772) 
10,885 

(19,?13) 
(1 8,725) 

* 

67,904 
173.930 

2,280.131 

2,722.744 

Included in accounts payabte at June 30, 1998 was $26,368 for the acquisition of plant and 
equipment. Additionally, property, plant and equipment costing $ 5 1  84 was acquired through a 
capital lease during 1908. 



n Dohnian, Akerlund &" Eddy 
CERTIFIED PUBLIC ACCOUNTANTS 
1117 Twelfth Street P.O. Box 470 
Aurora, Nebraska 68818-0470 . Telephone (,402) 6WMM 4 Fax (402) 694-6405 

The Board of Directors 
Nedelco, lnc.: 

We have compiled the accompanying consolidated balance sheets of Nedelco, Inc. and 
Subsidiaries as of June 30, 1'498 and 1997, and the related consolidated statements of 
earnings, stockhoiders' equity, and cash flows for the years then ended, and the accompanying 
schedules 1 through 4, which are presented only for supplementary analysis purposes, in 
accordance with Statements on Standards for Accounting and Review Services issued by the 
American Institute of Certified Public Accountants. 

A compilation is limited to presenting in the form of financial statements and supplementary 
schedules information that is the representation of management. We have not audited or 
reviewed the accompanying consolidated financial statements and supplementary schedules 
and, accordingly, do not expressl an opinion or any other form of assurance on them. 

,e- 

Management has elected to omit substantially all of the disclosures required by generatly 
accepted accounting principles. If the  omitted disclosures were included in the consolidated 
financial statements, they might influence the user's conclusions about the Company's financial 
position, results of operations, and cash flows. Accordingly, these consolidated financial 
statements are not designed for those who are not informed about such matters. 

V 
September 46, 1998 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Balance Sheets 

June 30, 1998 and 1997 
(See Accountants' Compilation Report) 

1997 - 1998 - 
Current assets: 

Cash and cash equivalents 
Available-for-sale securities 
Accounts receivable: 

Due from subscribers and agents, 
less allowance for doubtful accounts 
of $20,000 in I998 and $28,000 in 1997 

Due from officers and stockholders 

Net accounts receivable 

Current portion of installment contract receivable 
Notes receivable from affiliated company 
Recoverable bid deposit 
Accrued interest receivable 
Inventories, at cost 
Due from affiliated companies 
Deferred income tax charge 
Recoverable income taxes 
Prepaid expenses 

Total current assets 

Investments and other assets: 
Cash surrender value of life insurance 
Security deposit 
Other investments, at cost 

Total investments and other assets 

Property, plant and equipment, at cost: 
land 
Buildings 
Telephone plant 
Operator and dual relay equipment 
Furniture and office equipment 
Motor vehicles and other work equipment 

Less accumulated depreciation 

Net property, plant and equipment 

$ 800,148 1,386,347 
6,240,632 4,435,256 

2,133,066 1,843,792 
406 1,077 

2,133,472 1,844,869 

1,040 

- 
28 

102,167 
12,152 
92,000 

239,928 
21.635 

1,794 
27,607 

450,000 
4,431 

11 2,603 
26,142 
79,750 d 
103,156 
32.500 

9,643.202 8.504,455 

260,988 241 875 

1,550,562 I, 543,748 

1,830.275 1,785,623 

18,725 * 

83,725 83,877 
1,747 , 737 t,590,827 

10,058,473 9,558,742 
3,158,928 1,653,145 
1 3 1  5,736 1,539,567 

476.748 453-1 17 

17,041,347 14,879,275 

9.804,857 7,966,113 

7,236,490 6-91 3,162 
4 

$18.709.96? 17,203,240 

2 



Liabilities and Stockholders' Equitv 

Current liabilities: 
Current maturities of: 

Long-term debt 
Obligations under capital lease 

Accounts payable 
Accrued expenses 
Deferred income taxes 

Total current liabilities 

Other liabilities and deferred credits: 
Long-term debt, excluding tun-ent maturities 
Obligations under capital, 

Minority interest in subsidiary 
Deferred income taxes 

lease, excluding current maturities 

r' 

Total other liabilities 

Total liabilities and deferred credits 
and deferred credits 

Stockholders' equity: 
Preferred stock of $5 par value per share. 

Common stock of $5 par value per share. 

Net unrealized holding gains 

Retained earnings 

Authorized 130,000 shares: none issued 

Authorized 30,000 shares: issued 1,500 shares 

on available-for-sale securities 

- 1998 1997 - 

$ 4,715 4,441 
1,146 - 

829,741 1,701,251 
607,211 51 3,281 

2.304.300 1,291 .BOO 

3.827,113 3,51 Oa?73 

12,327 17,042 

3,320 - 
440,951 369,702 
387,000 696.100 

843.598 1.082.844 

4.670.71 1 4,593 -61 7 

7,500 7,500 

1,540,793 47 1,273 
12,490,963 12,13O.850 

14,039,256 12,609,623 

$18.709.967 17,203.240 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Statements of Earnings -4 

Years Ended June 30, 1998 and 1997 
(See Accountants' Compilation Report) 

Operating revenue: 
Local service 
Toll service and access charges 
Billing and collection revenue 
Directory advertising 
Telephone equipment sales, 

Employee service contracts 
Operator services 
Vehicle and equipment service 
Data processing service 
Mobile and pager service 
Telemarketing fees 
Long distance revenue 
Dual relay services 
Other operating revenue 
Estimated uncollectible revenue 

leases, and maintenance contracts 

Total operating revenue 

Cost of sales 

Net operating revenue 

Operating expenses 

Operating income 

1998 
I - 

Other income (deductions): 
Dividend income 
Interest income 
Rental income 
Rental property expense 
Depreciation, miscellaneous physical property 
Interest expense 
Gain (loss) on disposition of equipment 
Other, net 

Total other income 

Earnings before income taxes and minority 
interest in net earnings of subsidiary 

Balances carried forward 

$ 920,025 
2,598,428 
303,615 
1 t 1,796 

354,294 
11 3,048 

8 
10,688 
3,150 

14,728 
4,595,574 

255,630 
2,835,396 

516,309 
{ 1 1 582) 

12,621,107 

6,626,273 

5 994,834 

5,527,278 
467 556 

154,665 
47,830 

2,250 
( 1 2,q 36) 
(3,038) 
(5,341 1 
46,446 

(826) 

1 98,850 

666,406 

$ 666,406 

- 1997 

781,091 
2,216,497 

861,491 
99,777 

326,952 
21,384 
169,810 

3,075 
15,198 

3,166,727 

I 5 ,  a08 

- 
1,933,548 
391,633 
(20.474) 

9,982,517 

4 

3,937 234 

6,045,283 

5,177,755 

867,528 

141,033 
94,364 
2,250 

(1 t ,534) 
(34,375) 
(1,948) 

(72 582) 
(3,377) 

1 13.831 

981,359 

981.359 4 

(Continued) 



Balances brought fomvard 

NEDIILCO, INC. AND SU8SIDIARlES 

Consolidated Statements of Earnings 
(Continued) 

Years Ended June 30, ?998 and 1997 
(See Accountants' Compilation Report) 

Income taxes: 
Current 
Deferred 

Total income taxes 

Earnings before minority 
interest in net earnings of subsidiary 

Minonty interest in net earnings of subsidiary 

Net earnings 

1998 - 1997 - 
$ 666,406 981 359 

194,100 762.939 

785,250 297 -683 

(8. aso) (46 5.256) 

487 156 

(38,543) 

$ 442.613 

683,676 

(22.495) 

661.181 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Statements of Cash Flows 

Years Ended June 30, 1998 and 4997 
(See Accountants' Compilation Report) 

Decrease in Cash and Cash Eauivalents 

Cash flows from operating activities: 
Cash received from subscribers and agents 
Cash paid to suppliers and employees 
Dividends received 
Interest received 
Interest paid 
Income taxes paid 
Income taxes refunded 

Net cash provided by operating activities 

Cash flows from investing activities: 
Net repayment of advances to officers and stockholders 
Principal payments received 

Net repayment of advances to affiliated companies 
Principal payments received on 

Expenditures for other investments 
Proceeds from assets sold 
Expenditures for additions to property, plant and equipment 
Expenditures for removal of telephone plant 

Net cash used by investing activities 

on installment contracts receivable 

notes receivable from affiliated company 

Cash flows from financing activities: 
Proceeds from long-term debt 
Principal payments on long-term debt 
Principal payments on obligations under capital lease 
Dividends paid 
Subsidiary dividends paid to minority interest 
Purchase of Treasury stock 

Net cash provided (used) by financing activities 

Net decrease in cash and cash equivalents 

Cash and cash equivalents at beginning of year 

Cash and cash equivalents at end of year 

$ 12,452,145 9,694,433 
(9,599,911) (7,304,426) 

154,490 141,033 
52,233 96,277 
(5,347 1 (1,948) 

(331,000) (823,380) 
128 * 

2,722,744 1,801.989 

671 

2,497 
13,990 

512 

2,101 
2,539 

27,607 66,597 
- (1,000,000) 

55,446 104,037 
(3,305,328) (2,005,486) 

(13.017) (2,777) 

13,218.134) (2,832,477) 

(4,441 1 
(71 8 )  

(82,500) 
(3,150) 
- 

(90,809) 

(586,199) 

f ,386.347 

$ 800,148 

24,300 
(2,817) 

I 

(3,210) 
(2.000) 

16.273 

(1 ,014,215) 

2,400,562 

1,386.347 

- 1998 - 1997 

d 

(Continued) 



NEDELCO, INC. AND SUBSIDIARIES 

Consolidated Statements of Cash Flows 
(Continued) 

Years Ended June 30, 1998 and 1997 
(See Accountants' Compilation Report) 

Reconciliation of Net Earnings to 
Net Cash Provided bv Ooeratins Activities - 1998 

Net earnings $ 442.613 

Adjustments to reconcile net earnings 
to net cash provided by operating activities: 

Depreciation of property, plant and equipment 
Provision for deferred incoime taxes 
Loss (gain) on disposition of equipment 
Net partnership (earnings) loss 
Non-cash dividends 
Minority interest in net earinings of subsidiary 
Decrease (increase) in: 

Due from subscribers and agents 
Installment contracts receivable 
Recoverable bid deposit 
Accrued interest receivable 
Inventories 
Recoverable income talxes 
Prepaid expenses 
Cash surrender value of life insurance 
Security deposit 

Increase (decrease) in: 
Accounts payable 
Accrued expenses 

Total adjustments 

7 ,927,600 
(8,850) 

(46,446) 
(2,257) 

(1 75) 
38,543 

(1 65,087) 
(6,125) 

450,000 
4,403 

10,436 
(1 36,772) 

10,865 
(19,113) 
(18,725) 

67,904 
173,930 

2,280,131 

Net cash provided by operating activities $ 2,722,744 

- 1997 

661,t81 

2,172,349 
(465,256) 

72,582 
108 

22,495 

(290,334) 

(450,000) 
1,913 
(6,804) 
(60,441 ) 

3,483 
(1 8,473) 

(201 1 

- 

- 
66,188 
93.204 

1.140.808 

1 .801,989 

SuDplemental Disclosure of Cash Flows Information 

Included in accounts payable at June 30, 1998 and 1997 was $26,368 and $965,782, 
respectively, associated with acquisition of plant and equipment. Additionally, property, plant 
and equipment costing $5,184 was acquired through a capital lease during 1998. 
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3 Carttfied Publlc Accwntants b Cordultonts 

Independent Auditor’s Report 

Board of Directors 
Society’s Assets, Inc. 
Racine, Wisconsin 

We have audited the accompanying consolidated statements of h a n d  position of Society’s 
Assets, Inc. and its subsidiary as of h 1 e  30,1498 and 1997, and the related ConsoIidated statements 
of activities and cash flows for the years then ended, and the related consolidated statement of 
program sewices for the year ended June 30,1998. These consolidated financial statements are the 
responsibility of the organization’s management. Our responsibility is to exprss an opinion on 
these consolidated kancia l  statement!s based on our audits. 

We conducted o w  audits in accordance with generally accepted auditing standards. Those 
standards require that we plan and pafonn the audit to obtain reasonable assurance about whether 
the h c i a l  statements are free of miaterial misstatement. An audit includes examining, on a test 

.m7 basis, evidence supporting the amounts and disclosures in the financial statements. An audit also 
includes assessing the accounting principles used and significant estimates made by management, 
as well as evaluating the overall hancial statement presentation. We believe that OUT audits 
provide a reasonable basis for our opinion. 

In our opinion, the consolidated hmcial statements referred to above present fairly, in all material 
respects, the M c i d  position of Society’s Assets, Inc. and its subsidiary as of June 30, 1998 and 
1997, and the changes in its net assets and its cash flows for the years then ended in conformity 
with generdly accepted accounting principles. 

Our audits were made for the purpos,e of forming an opinion on the basic consolidated financial 
statements taken as a whole. The accompanying suppIemental information is presented for 
purposes of additional analysis and is not a required part of the basic consolidated financial 
statements. Such information has been subjected to the auditing procedures applied in the audits of 
the basic consolidated financial statements and, in our opinion, is presented fairly, in all m a t e d  
respects, in relation to the basic consolidated financial statements taken as a whole. 

h 
Racine, Wisconsin 
September 17,1998 

Members Of 

PMERiCPN INSTITUTE 
OF CERTIREZ FUBUC 

~CWNTANTS ARIZSNA CZLORACC IL?INCIS lNClANA IOWA MARYLAND MISSOURI OHIO TEXAS VIRG-NIP WISCONSIN 



SOCIETY’S ASSETS, INC. AND ITS SUBSIDIARY 
CONSOLIDATE33 STATEMENTS OF FINANCIAL POSITION 

June 30,1998 and 1997 

ASSETS 

Cash and equivalents 
Certificate of deposit 
Investments 
Accounts receivable 

Private pay 
Medical assistance 
Medicare 
other 

Grants receivable 
hventory 
Preqaid expenses 
Eqwpent, net of accumulated depreciation 

TOTAL ASSETS 

Accounts payable 
Trade 
Private pay 
Medicare 

Deferred grant revenue 
Accrued liabilities 

Total liabilities 

Net assets 
unrestricted 

Designated 
General 

Total net assets 

$ 858,153 - 
1,045,608 

42,318 
255,890 
12 1,743 
21,875 
53 1,324 

89 1 
79,697 

63.931 

LIABILITIES AND NET ASSETS 

$ 66,887 
815 

42,170 
262,243 

586.291 

TOTAL LIABILITIES AND NET ASSETS 

958.406 

10,624 
2.051.510 

2.062.224 

$2,392,077 
62,858 

c 

30,139 
253,418 
66,100 

239 
176,629 

3,452 
58,355 

62.329 

$ 48,003 
1,704 

55,012 
809,173 

574.574 

4,6 14 
1.612,51 

r.617.130 

These consolidated financial statements should be read only in connection with 
the accompanying summary of significant accounting policies 

and notes to consolidated financial statements. 



SOCIETY'S ASSETS, INC. AND ITS SUBSIDIARY 
CONSOLIDATED STATEMENTS OF ACIWITIES 

Years Ended June 30,1998 and 1997 

PUBLIC SUPPORT AND REVENUE 
Public support 

Government grants 
Contributions 

Total public support 
Revenue 

Private pay 
Medical assistance 
Medicare 
Fund raising 
Investment income 
Net appreciation of invcsments 
Miscellaneous 

TotaI revenue 

Total public support and revenue 

EXPENSES 
Program sewices 
Depreciation 
Transportation 
Fund raising 
Other 

Total expenses 

Changes in net assets 

NET ASSETS, BEGINNING OF YEAR 

NET ASSETS, END OF YEAR 

$6,689,379 $ 7,081,880 
7.831- 

23 1,561 232,698 
3,603,940 3,073,633 

455,378 359,969 
25,228 42,664 
51,155 32,242 
33,616 - 

2.895755 
4.403.773- 

10,590,689 10,112,497 
21,227 23,397 
7,498 6,412 

20,871 25,686 
15.7n4- 
10.655.98910.183.634 

444,994 647,217 

969.913 

These consolidated financial statements should be read only in connection With 
the accompanying ~;ummary of significant accounting policies 

and notes to consolidated financial statements. 



SOClETY’S ASSETS, INC. AND ITS SUBSIDIARY 
CONSOLIUATFJI STATEMENTS OF CASH FLOWS 

Years Ended June 30,1998 and 1997 

CASH FLOWS FROM OPERATING ACTIVTIES 
Changes in net assets 
Adjustments to reconcile changes in net assel 

to net cash provided by (used in> operathg activities: 
Depreciation 
Investment income reinvested 
Net appreciation of investments 
Effects of changes in operating assets and liabilities: 

Accounts receivable 
Grants receivable 
Inventory 
Prepaid expenses 
Accounts payable 
Deferred grant revenue 
Accrued liabilities 
other deferred revenue 

Net cash provided by (used in) operations 

CASE FLOWS FROM INVESTING ACTIVITIES 
Proceeds h m  sale of investments 
Purchase of investments 
Purchase of equipment 

Net cash used in investing activities 

leea Em 
$ 444,994 $ 647,217 

21,227 
(1 3,627) 
(33,616) 

(91,930) 
(3 54,695) 

2,561 
(21,342) 

5,153 
(546,930) 

11,717 - 

64,493 
(1,000,000) 

(21.929) 

1957.436) 
NET INCREASE (DECREASE) IN CASH AND EQUIVALENTS (1,533,924) 

CASH AND EQUIVALENTS, BEGINNING OF YEAR 

CASH AND EQUIVALENTS, END OFYEAR 

2.392.072 

23,3 97 - 
- 

(123,596) 
162,925 

(3,452) 
(24,254) 
3,753 

65 1,607 
108,157 

_112.0821 

c 

(3,065) m 

1,411,426 

980.651 

These consolidated h c i a l  statements should be read only in connection with 
the accompanying summary of significant accounting policies 

and notes to consolidated fmancial statements. 
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socrEws ASSETS, INL . . x D ITS SUBSTDIARY 
CONSOLIDATED STATEMENT OF PROGRAM SERVICES 

Year Ended June 30,1998 
With Comparative Totals for 1997 

Horn 
tIHlth Private 

$ 412,118 E 147,134 
care& 

Supportive 
Home Care 

Service 
S 1,806,887 

307.730 
2.114.617 

2,420 
3,120 

13,155 
44,247 
6,469 

23,301 
13,451 

886 
14,571 
4,340 

10,430 
7,470 
1,795 
4,433 

38 
10,468 

160.5;94 
L-zaull 

Telecummunicat ions 

Services 
s 2,976,907 

independent 
Living 

S e r V L  

S 207,762 

Medical 

f 2,647,062 

1998 
Total 
S 8,197,870 

m - 
12,086 
17,009 
79,482 

!68,?4? 
20, I98 
72,302 
55,905 
8,425 

37,967 
1 1,359 
52,782 
40,306 

8,480 
36, I90 

221,300 
529 

2,s 15 
33,021 

8,885 
66 

lt591 
941.481 
$-usQhD 

47,834 

1997 

S 7,741,853 

1.460.895 
9.2021748 

8,409 
15,015 
69,449 

!50,5!? 
20,071 
86,948 
63,986 
t 4,843 
29,228 
8,801 

48,823 
3 1,994 
9,281 

38,718 
192,9 IO 
3,240 

55,274 

42,202 
4,7 19 

15.319 
909.749 
s lO.lL&QI 

A 
Sataties 

Payroll taxes and employee 

Total salaries and related expenses 
benefits J 25.968 

A- 

Membership and dues 
Insurance 
Travel 
Office space 
Postage 
Office supplies 
Telephone 
Equipment maintenance 
Printing 
Photocopying 
Professional services 
Outside services 
Publications 
Training 
Subcontract services 
Uncollectible charge 
Recruitment 
Assislive tech. equipment 
Education and outreach 
Medical supplies 
Medical waste 
Miscellaneous 

Total other expenses 
Total program services 

2,890 
5,180 

3 1,722 
34,267 
3,285 
4,778 
i I ,484 
3,590 
5,655 
1,843 
7,558 
1,924 
2,109 

620 

5,63 1 
473 

1,727 
1,277 

16 
,325 
294 

,256 
457 

2,058 

5,442 
3,306 

12,753 
59,066 
4,244 

28,53 I 
2 I ,362 

520 
tS,102 
3,350 
9,963 
7,058 
1,964 
6,l IO 

lS,032 

334 
3,907 
8,3 I2 

4,154 

1,920 
3,000 

704 

20,286 
17,064 
2,157 

10,810 

n .I* 
Y,*7 

1,000 
876 

11,482 

1,573 
13,965 
6,411 

413 
610 

1,532 
3,289 
5,333 

45s 
3,557 

161,520 

sc con 
I J , - l O Z  

1,038 
256 

10,242 
59.524 

49 1 
6,245 

5,474 
8,885 
66 

t.B6i! 
209.079 - 

SI2 15,577 
2,515 

27,547 

16.940 - 
These consolidated financial statements should be read only in connection with 

the accompanying summary of significant accounting policies 
and notes to consolidated financial statements. 



SOCZETY’S ASSETS, INC. AND ITS SUBSIDIARY 
SUMMARY OF SIGNIFICANT ACCOUNTING POLICIES 

June 30,1998 and 1997 

Society’s Assets, Inc. was incorporated on July 18,1974 in the State of Wisconsin to help persons 
with disabilities in the field of housing, transportation, telecommuniCations, personal care, 
independent living skills, barrier-h architecture and to help such persons with disabilities to 
function as independently as possible h Society. On September 28, 1995, Society’s Assets, hc. 
formed a separate corporation, SAT Home Health Care, Inc., to provide home health care sewices 
primarily to elderly and disadvantaged individuals. The fiscal year-end of both Organizations is 
June 30. Significant accountkg policies followed by the organization are presented below: 

PRINCIPLES OF CONSOLmATION 

The accompanyiug consolidated financial statements include the accounts of Society’s Assets, Inc. 
and its subsidiary, SAI Home Health Care, hc. Intercompany transactions and bdanca have been 
eliminated in consolidation. 

NOT-FOR-PROFIT 

The organization was fonned under Wisconsin statutes as a Wisconsin not-for-profit corporation, 
without stock, is exempt from Wisconsin income tax and Fed& income tax under Section 501(c)3 
of the Intemal Revenue Code and is not a private foundation. 

NET ASSETS 

Net assets are classified into one of three classes of net assets based on the existence or absence of 
donor-imposed reshictions. The following is a description of each class: 

Unrestricted 
Unrestricted net assets include all net assets which are neither temporarily or permanently 
rehcted, 

Temporarily Restricted 
Temporarily restricted net assets includes contributed net assets for which donor imposed time and 
purpose restrictions have not been met and the ultimate purpose of the conlribution is not 
permanently res~cted. 

Permanently Restricted 
Permanently restricted net assets includes contributed net assets which require, by donor restriction, 
that the corpus be invested in perpetuity and only the income be made available for program 
operations in accordance with donor restrictions. 

USE OF ESTIMATES IN PREPARING FINANCIAL STATEMENTS 

The preparation of financial statements in confomity with generally accepted accounting principles 
requires management to make estimates and assumptions that affect the reported amounts of assets 
and liabilities and disclosure of contingent assets and liabilities at the date of the financial 
statements and the reported amounts of revenues, expenses, gains, losses, and other changes in net 
assets during the reporting period. Actual results could differ h m  those eshates. 

CASH EQUIVALENTS 

The organization considers all highly liquid investments with a maturity of three months or less 
when purchased to be cash equivalents. 



SOCIETY’S ASSETS, INC. AND ITS SUBSIDIARY 
SUMMARY OF SIGNIFICANT ACCOUNTING POLICZES 

June 30,1998 and 1997 

GRANTS RECEIVABLE AND DEFERRED REVENUE 

The organization has recognized grants receivable for program expemes h c m d  that exceeded 
program revenues received and defmect grant revenue for program revenues received that exceeded 
program expenses incurred. Profits or loss on contracts are recognized ai the end of each contract. 
Contracts are generally for a one year pi=ricd. 

INVENTORY 

Medical supply inventory is valued at the lower of cost or market and the first-in, &bout method. 

EQWIPMIENT AND DEPRECIATICIN 

Equipment is stated at cost and depreciation is provided on the straight-line basis over the estimated 
useful lives of the assets. 

CONTRIBUTIONS 

All contributions are considered to be available for unreshicted use unless specifically restricted by 
the donor. 

+ 

FLTNCTIONAL ALLOCATION OF EXPENSES 

The organization allocates its expemes on a functional basis among its various programs as 
summarized on the statement of propim semices. Expenses that can be identified With a specific 
program are docated directly according to their natural expenditure classifxation. 

INVESTMENTS 

Marketable securities are stated at fair market value. For the purposes of the statement of cash 
flows, the organization considers its money market fund to be short-term investments rather than 
cash equivalents. 

This information is an integd part of the accornpanyrng consolidated financial statements. 



SOCIETY’S ASSETS, INC. AND ITS SUBSIDMY 
NOTES TO CONSOLIDATED J?INMCIAL STATEMJZNTS 

June 3 4  1998 and 1997 

NOTE 1 -INVESTMENTS 

Money market fund 
Equity securities 
Fixed hcome securities 

NOTE 2 - EQUIPMENT 

Net value 

NOTE 3 - LONG-TERM LEASES 

E U  
$ 190,334 $ 168,405 
127.303- -- 

The organization has operating leases for office space with terms ranging h m  a month-to-month 
basis to five years and has a funding-out cIause with respect to the office space leases that provides 
for cancellation of the lease if the organization’s funding was reduced by 50% or more. Total rental 
expense under operating leases was $150,805 in 1998 and $139,456 in 1997. 

Estimated minimum future obligations on operating leases in effect at June 30,1998 are: 

1999 
2000 
2001 

$ 134,030 
134,030 
52,367 

NOTE 4 - NOTES PAYABLE 

The organization entered into an unsecured business note agreement which provides a demand loan 
not to exceed $250,000 with interest payable at prime plus 1 % floating (9.50% at June 30, 1998 and 
1997). At June 30, 1998 and 1997, the organization had no outstanding obligation With respect to 
this agreement. 

NOTE 5 - RETIRJZMENT PLAN 

The organization provides an employer funded IRA for employees who meet certain eligibility 
reguiXements. Contributions to the plan totaled $93,534 in 1998 and $86,060 h 1997. 

NOTE 6 - DESIGNATED NET ASSETS 

During the year, the Board of Directors approved a plan to use the net proceeds from the annual 
golf outing towards future scholarships. The net proceeds h m  the annual golf outings were 
$6,000 in 1998 and $4,614 in 1997. 

This information is an integral part of the accompanying consolidated financial statements. 
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PUBLIC SUPPORT AND REVENUE 
Public support 

Government grants 
Contributions 

TotaI public support 
Revenue 

Private pay 
Medical assistance 
Medicare 
Fund raising 
Investment income 
Net appreciation of invatments 
MisceUaneous 
Management services 

Total revenue 

Tota! public support and revenue 

S0cZE;Ty’S ASSETS, INC. AND ITS SUlBSIDIARY 
CONSOLlJlATING STATEMENT OF ACTIVITIES 

Year Ended June 30,1998 
I 

EXPENSES 
Program services 
Depreciation 
Transportation 
Fund raising 
Other 
Interest 
Management services 

Total expenses 

Change in net assets 

NET ASSETS, BEGINNING OF YEAR 

NET ASSETS, END OF YFXR 

Totd -lhwkdEu - . .  . Society’s SAI  Home 

s 6,689,379 $ s 
7.831 

5.6922111 - 

195; 167 .lh,11)4 

455,378 

67,595 643 (17,0831 

76.008 -LzSQQB)  
3.882.922 613.942 -1 

3,482,4 13 121,527 

25,228 - * 

33,616 - 
2,895 * 

$ 9,966,276 5 624,413 $ 

13,627 2,600 * 

7,498 
20,871 
15,704 

17,083 (1 7,083) 
- J -1 

10,028,976 720,104 193,09 1) 

551,156 (1 06,162) 

1.7127511156.6111 
$ 2.324.917 $ [262.791) $ 

$ 6,689,379 

6.697.2 1 Q 
4 

2?!,56! 
3,603,940 

455,378 
25,228 
51,155 
33,616 
2,895 

m 
_11.10Q983 

3 10,590,689 
21,227 

7,498 
20,87 1 
1x704 

10,655,989 

444,994 - 
1E 7062 174 
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November 4, 1999 

To: Richard Tudor 
Division of Records and Reporting 
The Florida Public Service Commission 
2540 Shumard Oak Bhd. 
Tallahassee, FL 32399-0850 A ~ 

From: BobDunbar 

P.O. Box 775 
Donnelly, ID 83615 
208-325-8308 

Subject: Hamilton Telecommunications 

Having worked with Hamilton Telecommunications for more than six years, I 
have been asked to share with, you my thoughts concerning their level of performance. 
The Tdaho Telecommunications Relay Service is quite comfortable in stating our 
complete satisfaction with o w  Hamilton relationship. 

by Hamilton. This is a comptiny of dedicated employees who are proud of the service 
they provide and are always looking for further ways to improve upon current conditions. 
They are flexible in their approach to providing service and are quick to respond to 
inquiries or to initiate changes in sewice or reporting matters. 

The technology provided has proved to be quite satisfactory. Flexibility of 
service, dedicated CA’s and supervisors, knowledgeable technical personnel, an active 
and growing outreach program, plus accessible management have proved to be a 
successful combination for Idaho. 

have a history of providing customized, flexible, quality service and I am confidant they 
will continue to do so. 

Our community has grown accustomed to the superior service provided to Idaho 

1 have no hesitation in recommending to you Hamilton Communications. They 

Should you have any questions for me, please do not hesitate to call. 

h 



Louisiana Relay Administration Board 
klERlLYN CRAIN, Executive Director 

31 5 South College Road Lafaystte, Louisiana 70503 
(31 8 )  266-13820 1-888-296-1 995 Fax: (318) 266-9618 

November 8,1999 

RE: Hamilton Telecommunications Relay Service 

Mr. Richard Tudor 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Dear Mr. Tudor: 

I understand that Hamilton Telecommunications is bidding for the contract to serve as the vendor 
for telecommunications relay service in Florida. 

I consider it a pleasure to recommend Hamilton Telecommunications. 

Hamilton began providing service in the state of Louisiana on January 15 of last year. Prior to 
their service, our traffic was handed by another vendor through an out of state center. The 
change was, therefore, undertakm with no small trepidation. During the course of the time in 
which we have interacted with Hamilton, I have found them to be a company who does not only 
give lip service to the provision of a quality service but also has a real commitment to actually 
providing it. During the bid process, I found that they paid a great deal of attention to detail and 
addressed the needs of our state individually. Indeed, their bid was customized to reflect the 
individual components which we felt important in this state. We encountered a number of 
difficulties in the transition proci:ss of changing both vendors and from an out of state to an in 
state center, but they met each ofthe difficulties as a challenge and worked to resolve them 
efficiently. 

Our new center involved not just a change of location of centers, but a totally new staff and 
operating platform. Additionally, we were offering services which had not been previously 
offered. I would be dishonest not to admit they we have not had some difficulties in such a 
dramatic changeover. However, I can say, without hesitation, that in each instance in which we 
had a problem, Hamilton addressed the problem immediateiy and aggressively and brought about 
a satisfactory resolution. They did so without pressure on our part which I believe to be a 
dramatic and forceful illustration of the corporate policy which they operate under. My 
experience in this business has taught me that the failure is not in falling, but in failing to get up. 
Hamilton has seldom faltered but when they have they have immediately gotten up! 



Hamilton has put in place a technological platform which is adaptive to changes. This flexibility 
ensures that as new and different demands are put on the vendor by technological advances and 
consumer demand, they will be able to efficiently address such changes. Their personnel have 
been extremely responsive to our needs. Their reporting formats are customized and reflect all of 
the data which we have requested and are submitted in a timely fashion. The company has 
committed to a controlled growth policy which will ensure that all of the states served will 
continue to receive the quality of service expected as new states are added. Their bids are 
designed, I believe, not simply to garner a portion of the market but to reflect the cost at which 
they can effectively provide a quality service. The relay component of their total business 
constitutes a substantial portion of their business, and, as such, it receives a great deal of 
attention and direction from the head of the company down to the communications assistants. 
Indeed, the president of the company was on site personally the night of the cut over in Louisiana 
staying up through the night to ensure that things went well. Such personal attention and 
commitment is reflected throughlout the company. 

In conclusion, I would recommend Hamilton TeIecommunications to Florida as a provider of 
their relay service and would be pleased to answer any further questions you may have at any 
time. 

Sincerely, 

’ Merilyn C& 
Executive Director 



STATE OF WISCONSIN 
DEPARTMENT OF ADMINISTRATION 
101 East Wilson Sheet, Madison, Wisconsin - TOMMY G. THOMPSON 
GOVERNOR 

MARK D. BUGHER 
SECRETARY 

Division of Technology Management 
101 East Wilson St., 8* Floor 

Post Office Box 7844 
Madison, WI 53707-7844 

Voice (608) 267-0627 
Fax (608) 267-0626 

Web Site: www.doa.state.wi.us/dt~/dtm.htm 
T I T  (608) 267-9629 

November 5. 1999 

Mr. Richard Tudor 
C / o  Ms. Blanca Bayo, Div of Records & Reporting 
The Florida Public Sentice Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Recently, Hamilton Telecommunicattons informed me of their intent to respond to the current RFP 
from Florida for the provlsion of Telecommunlcation Relay Senices (TW). 

Hamilton began providing TRS for W1 in February of this year. For the first 6 years another vendor 
was used. Needless to say, changing vendors after having become accustomed to another for such 
an extended time was challenging. In addition, the TRS Contract Administrator position was in a 
state of transition. I started as the Contract Administrator after Hamilton had been operational in 
WI for only 15 days. Due to this intt:rnal transition, there were some ambiguities of expectations for 
the state as well as for Hamilton. I am pleased to inform you that we have been able to successfully - work as a team to resolve these areas while continuing to provide quality relay in WI. 

At the State’s request, Hamilton located and leased a new facihty, set up, trained staff on a new 
operating platform and implemented. servlce within very a limited time. This was accomplished by 
biting additional personnel and worldng 80 hour weeks - something that not every vendor is willing 
to undertake. In fact, I have worked directly with two other TRS vendors, and can tell you that 
Hamilton has been by far the most grounded in the desire to provide what their customer desfres 
within a reasonable time m e  for a reasonable cost. I would only expect the same speedy, yet 
quality driven set up in FL, In WI that  guiding principle is highly regarded and appreciated. 

I have also found Hamilton quick to cooperate and respond to requests for technical or procedural 
changes as well as alternate reportlrig formats. I have made numerous requests for changes to 
reports in order to make them more user fnlendly. Hamilton has consistently researched the issue 
and then implemented the changes wlthin the next billing cycle. 

Technically, Hamilton’s hardware and software provide a good range of options and flexibility for 
customers and operations personnel. W e  have noticed a substantial reduction in the amount of 
time it takes to receive and process calls in WI. The result is having more CAS available to handle 
more calls! H d t o n  is continuously h e  tuning these technical aspects too. 

I t  has been refreshing to work with the straight forward people at Hamilton and I’m sure you will 
find the same. I would be happy to discuss more specific information regarding the WI Relay at 
your request and have enclosed my Imsiness card for your quick reference. 

Stephanfe Buell, WI Relay Contract Administrator 



As <I t r -n th1  l y  deaf te lephone  u s e r ,  I highly rec:orrrnend Hami 1 Lt;ir-i T e l  e- 
cclmiuni r a t  i o n s  f o r  y o u r  T T Y  R e  l ay  . 

F::x many y e a r s  I c o u l d  not u s e  t h e  t e l e p h o n e  at ~11.1. beccmiricj total- 
l y  d e p e n d e n t  on cLh*?rs to do any t.e !ephnni r .y .  When H a m i  l t o n  Cc~iru11u- 
r i i v a t i c l n s  began t h p  Idei'io Relay i t  .JI-IS~_ npened u p  d w h o j e  new w o r l d  
f w  me. 1 now t a l k  fic family and f r i e n d s  a l l  over  t h e  1 j . S .  r3n 4j 

regulai-  b a s i s .  Tclc). since we live 4 5  miles f r o m  t h e  nea res t  town, 
i t  1 3  v e r y  i m p o r t a n t  t ~ s  be a b l e  to telephone ahead  to see w h e r e  arid 
w h e n  t h i n g s  a r e  available. 

- 

The p e o p  I e at H a m i  1 t o n  Cmunun I cat 1o1-i~ dha Idaho Re 1 a y  a r e  cl iways 
friendly a n d  h e l p f u l  a t  a n y  houi- 01 the  d ~ y  or n i g h t  a n d  i t  Sure 
dces r n m n  a 1 ot t o me , 

JrJhn Cant 1 i n  



Experience and Capatiilities 
With a wcll-established record of success, Hamilto will meet and exceed the FPSC expectatio 
for relay service. Below is a check-list of Hamilton Telecommunications’ qualifications that it 
brings to the Florida Relay Service. 

1. 

2. 

3. 

S 

Hamilton is operating €CC certified telecommunications relay services in the States of 
Nebraska, Idaho, Louisiana, Kentucky, and Wisconsin. Hamilton also encourages the 
Evaluation Committee ‘to contact the references in Attachment 5 for any necessary 
verification. 

Hamilton has been providing telecommunication relay service for 9+ years. 

Hamilton is a facility-based telecommunications relay provider. The types of equipment 
used by Hamilton and its nerwork and switching configuration are thoroughly explained 
in Tab B. Hamilton ovlms and operates all of its own relay equipment. 

Following in this section is detailed information about when Hamilton began operating the 
relay service for each State and i:he total duration of each contract. 

Hamilton’s most pertinent experience in the relay operation is its current operation of the 
Wisconsin Relay System under contract with the Wisconsin Department of Administration. 
Hamilton began operating the ’Wisconsin Relay Center on February 1 of this year. Hamilton 
was selected over Sprint to provide an in-state center. Hamilton orchestrated a smooth 
transition in a very timely manner. Hamilton was notified of award of the contract in late 
October of 1798 and w a s  able to begin providing service from a new center on February I .  
Hamilton’s contract with the P7isconsin Department of Administration is a three year contract 
with two one year automatic rmewals. 

Hamilton is operating the Louisiana Relay Service under contract with the Relay Administration 
Board of the State of Louisiana., Hamilton recently began operating the Louisiana Relay Center 
in Baton Rouge, Louisiana. Hamilton was the successful bidder as a result of a bidding process 
that took place in the summer of 1797. The other bidder in this process was Sprint. Actual 
signing of the contract took place in October of 1997 and service start-up for an entire new 
center and new technology tools place on schedule, January 15, 1998. Hamilton was able to 
implement this service within 120 days - implementing new technology and hiring enough 
people to exceed the standards set by the RAB. Hamilton’s contract with the Louisiana Relay 
Administration Board is a three: year contract with two one year optional renewals. Hamilton 
added the State of Kentucky to this center in the fall of 1998 {under contract with the PSC). 
Hamilton’s contract with the Kinsuch  Public Service Commission expires September of 2000. 

Hamilton aIso has a great deal of experience from its current operation of the Nebraska and 
Idaho Relay Services under contract with the Public Service Commission of the State of 
Nebraska and the Public Utilities Commission of the State of Idaho. In Nebraska, Hamilton 
was the successful bidder as a r d t  of a bidding process that took place in mid 1730. The other 
bidders in that process were AT&T, Lincoln Telephone, Arapahoe Telephone Company and 

T I  1 I C  O M  A U H 1 C A T I O N ! ;  



rhe Tulsa Center of the Speech and Hearing Impaired. Actual signing of the contract took place 
on September 30, 1390, and service start-up took place on schedule, January I, 1991. Z$& 
service start-uB was accomplished in 9 U  & ~ s  and at a time wbm Hamilton did not have any of 
the hardware and software developed or in d w e  o r  any Commutpicataon Assistant on s t a f o r  my 
a m i m c e  in reh?. Hamilton has successfully operated the Nebraska Relay Service for nine 
years now, with call volumes and minutes continuing to grow. In Idaho the orher bidder was 
Sprint. Actual signing of the Idaho contract took place in the fall of 1392 and service start-up 
took place on December 1, 1992. The Idaho R&v Service start-ga wm accomdhhed in less 
than YO &yys fiom date ofaward. That traffic also continues to grow. 

Hamilton re-bid the srate of Nebraska three years ago, Hamilton was awarded the three-year 
contract with a two-year renewal option. Other bidders included Sprint and MCI. Hamilton 
was awarded the bid wen though they did not submit the lowest bid, which suggests that the 
innovation and levei and quality of service provided by Hamilton was worth the extra 
investment. In addition, Hamilron was recently awarded the “renewal” for the relay contract in 
Nebraska. Hamilton will continue to operate the Nebraska Relay Service through June 30, 
2002. 

Hamilton recently underwent another RFP process with the State of Idaho as well and most 
recently was granted a renewal. Hamilton will continue to operate the Idaho Relay Service 
through November of 2000. Hamilton was awarded both contracts even though it did not 
submit the lowest bid in either State. J3v winninp tbe contraca aFaain, Ham dton has reinforced . .  d& b P S l C l 0  n a s a v m  &gh  puli^ re&qtprovih with the abi& to r e < . o d  to tbe needs of 4 
cuftom ers, state administrators and other r e L q - r e k d  orgaraktions &cimtl?, and @em ‘velv. 

Hamilton is more than awlified to movide T&comrnuPriccation R&J S e w i s  to the State of 
Fkori&. As stated a h ,  H.umilton has more tban nine years of w h ~  e9erietaca 

O n  the following page you will find the requested staristical information in Section C, number 5 
- the total number of outgoing calls and the total number of completed calls for each state 
Hamilton provides relay service, 



State Completed Cads Outgoing Calls 
Total Total 

JULY 

LA 52,932 80,337 

KY 33,376 52,740 

NE 22,914 16,843 

ID 7,393 10,494 

WI 49,383 62,219 
AUGUST 

LA 52,353 79,217 

KY 33,709 52,421 

17,555 

6,738 

24,098 

988 1 

48,40 1 61,353 

LA 

KY 

NE 

ID 

WI 

47,383 66,445 

3 1,324 44,260 

15,345 19,637 

8,413 11,016 

45,920 28,080 

T I  L E  C O M  M U N  I C A T 1 0  N IC 



Test i ng Information 
In all of the States that Hamilton is providing relay service, any caller located in any state can 
place an interstate call. This means that all of the states listed above are available for testing as 
long as the person making thc test calls makes an interstate call. This means that the person 
making the relay test calls from Florida, needs to call a person in another state. Please see the 
next page for those telephone numbers. 

4 

1 E L E C O M M U N I C A T I O N C  



INebraska Relav Servi 
TTY Number = 1 -800-833-;?2 
Voice Number = 1 -80% 8 3 3 -0920 

Idaho Relav Se rvice 
TTY Number = 1-800-377-3529 
V'oice Number = 1-800-377- 1363 

Hamilton Relav S ervice 
TTY Number = 1-800-833-5833 
Voice Number = 1-800-833-7833 

!Louisiana Relav Service 
TTY Number = 1-800-846-5 277 
Voice Number = 1-800-947-5277 

.- Kentucky Relav Service 
TTY Number 1-800-648-6056 
Voice Number = 1-800-648-6057 

Wisconsin Relav Svs tern 
TTY Number = 1-800-947-3529 
Voice Number =Z 1-800-947-6644 

T i L E C O M M V N I E A t l O N  5 



List of References 
Nebrmk4 
Hamilton has provided the State of Nebraska Telecommunications Relay Services since January 
1, 1991 from an in-state center located in Aurora, Nebraska. Names and phone numbers of 
persons within the area that could respond to requests for the quality of services rendered in 
compliance with contractual obligations are: 

Mr. Gene Hand 
Director of Telecommunications 
Nebraska Public Service Commission 
300 The Atrium, 1200 N Street 
P.O. Box 94927 
Lincoln, NE 68509-4927 
Voice (402)471-3 101 
TTY (402)47 1-02 13 

Mr. Frank Landis 
Nebr. Public Service Commission 
300 The  Atrium, 1200 N Street 
Lincoln, NE 68509-4927 
Voice (402)471-3 10 1 

Mr. LoweIl Johnson 
Nebr. Public Service Commission 
300 The Atrium, 1200 N Street 
Lincoln, NE 68503-4927 
Voice (402147 1-3 10 1 

Mr. Rod Johnson 
Nebr. Public Service Commission 
300 The Atrium, 1200 N Street 
Lincoln, NE 68503-3 10 1 
Voice (40347 1-3 10 1 

Jim E. Kamas 
1208 Mulder Dr. 
Lincoln, NE 68510 
Voice (4a9488-5 11 1 

Mr. Chuck Leach 
Goodwill Industries 
1804 South Eddy Streer 
Grand Island, NE 68801 
TTY (308)384-7896 

(Primary staff person responsible 
for relay, member of NASRA) 

(Nebraska Public Service 
Commissioner and its first 
representative on Nebraska's 
relay advisory committee) 

(Nebraska Public Service 
Commissioner and its current 
representative on Nebraska's relay 
advisory committee) 

(Nebraska Public Service Commissioner) 

{A Nebraska Relay Advisory 
Board member when contract 
was awarded and service started 
in Nebraska) 

(active in SHHH in the area - 
user of relay) 

T t l t C O M M U N I C A T I O H S  



,- 

Ms. Phyllis Gabler 
1939 No. 67 
Lincoln, NE 68505 
TTY (402)466-6350 

Ms. Tanya Wendel 
Executive Director of the Nebraska 
Commission for the Hearing Impaired 
4600 Valley Road 
Lincoln, NE G85 10 
'PTIIVoice (402)471-3533 

Mr. Eric Carstensorr 
Nebr. Telephone hsociation 
121 South 13" Strect 
Lincoln, NE 68508 
Voice (402)476-2423 

(A Nebraska Relay Advisory 
Board member when contract 
was awarded and service started 
in Nebraska - user of relay) 

(Key participant in development 
of relay legislation, prior experience 
in relay, participates in almost all 
relay related meetings) 

{Member of Nebraska's Relay 
Advisory Committee and President 
of the Nebraska Telephone Association) 

& 
Hamilton has provided the Stare of Idaho Telecommunications Relay Services since December 
1, 1932. Names and phone numbers of persons within the area that could respond to requests 
for the quality of services rendered in compliance with contractual obligations are: 

Mr. Bob Dunbar 
Idaho TRS Adminktrator 
12963 Sandy Drive 
P.O. Box 775 
Donnelly, Idaho 8%15 
VoicelFax (208)325-8308 

Mr. Ralph Nelson 
President and Commissioner 
Idaho Public Utilities Commission 
472 West Washington 
Boise, ID 83702 
Voice (208) 3 34-03190 

Ms. Pennie Cooper 
Executive Director 
Idaho State Council for the Deaf 
and Hearing Impaired 
1720 Westgate Drive 
Boise, ID 83704 
TTY'IVoice (208)3,34-0828 

l t l E C O M M U N l E A T l O N  6 

(Primary interface between state 
and relay provider, continues 
to monitor a11 phases of relay 
for state of Idaho, member of NASR4) 

(Oversees relay in Idaho) 

(Provides interface between state 
council and relay provider) 



Mr. John Centa 
11303 Hayden Bluff Lane 
Hayden Lakc, ID 83535 
TTYlVoice (208) 772-3033 

Mr. Jonas (Sonny) Cabbage 
668 W. Waterbury Dr. 
Meridian, ID 83642 
TTY (208)888-2385 

Mr. William H. Andrew 
P.0.  Box 112 
Gooding, ID 83330 
VoicelTm (208)934-4457 

(Active in SHHH in the area, also 
Co-Chairman for the Idaho State 
Council - user of relay} 

(Relay user) 

(Superintendent, School for the Deaf, 
also, Co-Chairman for the Idaho 
State Council) 

Louislknu 
Hamilton has provided the State of Louisiana Telecommunications Relay Services since January 
15, 1998, from an in-state center located in Baton Rouge. Names and phone numbers of 
persons within the area that could respond to requests for the quality of services rendered in 
compliance with contractual obligations are: 

Mrs. Mcrilyn Crain 
Executive Director 
Louisiana Relay Administration Board 
315 South College Rd., Suite 208 
Lafayette, LA 70503 
Phone (3 18)266-9620 

Mr. Bill Prickett 
Louisiana Relay Administration Board 
P.O. Box 3074 
Baton Rouge, IA 70821 
Phone (504)769-8 1 GO 

Ms. Carolyn Devitis 
Louisiana Relay Administration Board 
P.O. Box31154 
Baton Rouge, LA 70821-3154 
Phone (504)342-3157 

Mr. Ron Delvisco 
Louisiana Association of the Deaf 
4854 Constitution Ave., Suite 1-D 
Baton Rouge, LA 70808 
Phone (504)323-1266 

(Primary administrative person responsible for 
relay, member of NASRA) 

(President of the Relay Administration Board, 
Superinrendent at Louisiana School for the 
Deaf) 

(Secretary of the Relay Administration Board 
and Public Service Commission Judge) 

(Executive Director of the Louisiana 
Association of the Deaf) 



Ms. Peggy Thompson 
L.A. Self Help for Hard of Hearing 
Louisiana State Coordinator 
5 17 Oriole Lane 
Shreveport, IA 71 105 
Phone (31 81868-2383 

(State Coordinator for the LA. Self Help for 
Hard of Hearing and primary contact for 
public relations) 

K + ! L  
Hamilton has provided the State of Kentucky Telecommunications Relay Services since 
September 20, 1998. The sewke is provided from an out-state center located in Baton Rouge, 
Louisiana, -- the same facility from which Hamilton provides the Louisiana Relay Service to 
Louisiana state users. The name and phone number within the area that could respond to a 
request for reference include: 

Jim Stevens 
Staff Member 
Kentuclcy Public Service Commission 
730 Schenkel Lanc 
p. 0. Box 615 
Frankfort, KY 40602 
Phone 502-564-3340 
Fax 502-564-7279 

Betty Tirnon 
630 Truman Lane #512 
Bellvue, KY 41073 
Phone 606-26 1-222 1 

(Primary s t a f f  person responsible for d a y )  

(Board member of the Kentucky PSC's TRS 
Advisory Board) 

Wbcomin 
Hamilton has provided the State of Wisconsin Telecommunications Relay Services since 
February 1, 1999. The service js provided from an in-state center located in Madison, 
Wisconsin,-- the same facility from which Hamilton proposes to provide the Florida Relay 
Service from. The name and phone number within the area that could respond to a request for 
reference include: 

Stephanie Buell 
Contract Administrator 
Department of Administration 
101 E. Wilson, Sth Floor 
Madison, WI 53707 
Phone 608-267-06 13 
TTY 608-267-6934 
Fax 608-266-2 164 

(Primary administrative person responsibie for 
relay) 

I l l E E O M M U N I C A T I O N S  



Tom Smew 
Previous Contract Administrator 
Department of Administration 
101 E. Wilson, S* Floor 
Madison, w1 53707 
Phone 608-267-06 13 

(Reference for Society's Assets, Inc.) 





D I SASTE R 
RECOVERY PIAN 

T E L E C O M M U N  t C A T I O N S  I I  



TYPE OF DISASTER: 
n 

4 One of the centers is destroyed by fire or any other type of disaster. 

PERSON RESPONSIBLE FOR PLAN: 

+ BarbHandrup 
512 Matson St. 
Aurora, NE 68818 
Phone (402)694-3976 

T E L I C O M M U N I E A T I O N S  



PREVENTION: (Action steps that can be taken to prevent or assist in the prevention of 
the disaster; name who is responsible for taking that action step and when or how 
frequently it should be done). 

ACTION STEP ONE: 
Have facilities in place to handle overflow and to provide back-up capabilities so that 
calls can be rerouted to the centers still in operation. Hamilton will have 4 centers 
and at least two switching sites. 

PERSON RESPONSIBLE: 
+ Wayne Hahn 

216 13th St. 
Aurora, NE 
Phone (402)694-4246 
Cellular (402)694-8437 

Wayne Hinerman 
91 4 Waynoka 
Hastings, NE 
Phone (402)481-4712 
Cellular (402)694-11 I 

Pat Shaw 
815 15th St. 
Aurora, NE 
Phone (402)694-2828 
Cellular (402)694-8449 

John Nelson 
8008 Bluebonnet #1619 
Baton Rouge, LA 70810 
Phone (225181 9-0075 
Cellular (504)933-0791 

~ 

WHEN OR HOW OFTEN: 
4 Test every 3rd month: 

(Jan u a rylAprillJ u IylOcto ber) 

ACTION STEP lW0: 
Review the disaster recovery plan monthly. 

PERSON RESPONSIBLE: 
+ Barb Handrup Wayne Hinerman 

512 Matson St. 944 Waynoka 
Aurora, NE 68818 
Phone (402)694-3976 

Hastings, NE 68901 
Phone (402)46147 I 2 
Cellular (402)694-1111 

Paula Rodriguez John Nelson 
1609 Southland Court 
Baton Rouge, LA 70810 
Phone (225)753-9084 
Pager (225) 332-9928 

8008 Bluebonnet #I619 
Baton Rouge, LA 70810 
Phone (225) 81 9-0075 
Cellular (504) 933-0791 

1/ WHEN OR HOW OFTEN: 
15th of each month. 

T E L E C O M M U N I C A T I O H S  



PREPARATION: (Following are the action steps to be taken to prepare us for this type 
of disaster; persons responsible for taking each action step, when or how frequently it 
should be done and how the plan is going to be reviewed and tested for validity). - 

ACTION STEP ONE: 

+ Check service providler's 800 number to call to reroute traffic 
to other centers. (In1 

PERSON RESPONSIBLE: 

+ BahHandrup John Nelson 
512 Matson St. 8008 Bluebonnet #1619 
Aurora, NE 68818 Baton Rouge, LA 70810 
Phone (402)694-3976 Phone (225181 9-0075 

Cellular (504)933-079 i 

WHEN OR HOW OFTEN: 

+ Monthly 

,HOW REVIEWED OR TESTEID: 

+ Review switching procedures for overflow and back-up. 

ACTION STEP TWO: 

4 Be sure all nameslnumbers are correct in plan. 

PERSON RESPONSIBLE: 

+ Barb Handrup John Nelson 
51 2 Matson St. 8008 Bluebonnet #I 61 9 
Aurora, NE 68818 Baton Rouge, tA 70810 
Phone (402)694-3976 Phone (225181 9-0075 

Cellular { 5O4)933-0791 

WHEN OR HOW OFTEN: 

+ Monthly 

HOW REVIEWED OR TESTE.D: 

+ Plan on file. Be sure all testing is up to date. 



ACTION STEP THREE: 

+ Test overflow and back-up. 

PERSON RESPONSIBLE: 

+ Waynetlahn Pat Shaw John Nelson 
216 43th St. 815 15th St. 8008 Bluebonnet #1619 
Aurora, NE Aurora, NE Baton Rouge, LA 7081 0 
Phone (402)694-4246 Phone (402)694-2828 Phone (225)BI 9-0075 
Cellular (402)694-8437 Cellular (402)694-8449 Cellular (504)933-0791 

WHEN OR HOW OFTEN: 

4 Monthly 
~ ~ 

HOW REVIEWED OR TESTED: 

Place calls - cause overflow. 

I E L L C O M M U N I C I T 1 O H S  



DURING THE DISASTER: 

,- 

+ Following is a list of names and numbers who should be notified during the 
disaster: 

NHO IS IN CHARGE: 

Barb Handrup 
51 2 Matson St. 
Aurora, NE 68818 
Phone (402)694-3976 

Paula Rodriguez 
1609 Southland Court 
Baton Rouge, LA 70810 
Phone (225)753-9084 
Pager (225) 332-9928 

Dixie Ziegler 
204 South 4 5th Strest 
Aurora, NE 68818 
Phone (402)694-2770 
Cellular (402)694-9'192 

John Nelson 
8008 Bluebonnet #I 61 9 
Baton Rouge, LA 70810 
Phone (225)819-0075 
Cel I u la r (504)93 3-079 1 

Wayne Hahn 
216 13th St. 
Aurora, NE 68818 
Cellular (402)694-8437 

INTERNAL PERSONNEL WHO SHOULD BE IMMEDIATELY NOTlFtED: 

Name: 
Pat Shaw 
Barb Handrup 
Christa Cervantes 
Gary Warren 
Phil Nelson 
Keith Penner 
Wayne Hinerman 
John Nelson 
Paula Rodriguez 
Michelle Berg 
Dixie Ziegler 
Lana Erickson 
Wayne Hahn 

--- 
Add res:;: 
815 15th -Aurora, NE 
512 Matson - Aurora, NE 
1414 10th -Aurora, NE 
19 10 "0" - Aurora, NE 
1920 "N" -Aurora, NE 
t709 Birch - Aurora, NE 
914 Waynoka - Hastings, NE 
8008 Bluebonnet - Baton Rouge, !A 
1609 Southland Ct.- Baton Rouge, LA 
38021 Morris Dr. - Prairieville, LA 
204 So. 15th St. - Aurora, NE 
775 Bader Ave. - Seward, NE 
216 13"' Street - Aurora, NE 

PERSON RESPONSIBLE FOR NOTIFICATION: 

Phone Number@) 
(402)694-2828 
(402)694-3976 
(402)694-6439 
(402)694-624 1 
(402)694-5555 
(402)694-5710 

(504)293-3 133 
(225)753-9084 
(504)673-3480 
(402)694-2770 
(402)643-6966 

(402)46 1 47 I 2 

(402)694-4246 

+ Supervisor on duty. 



Name: 

Richard Tudor 
The Florida PSC 

Stephanie Buell 
Contract Administrator 

Jim Stevens 

Merilyn Crain 
RAB - Executive Director 

Gene Hand 
Nebraska Public Service 
Commission 

Bob Dunbar 
Idaho TRS Administrator 

FCC 

4dd ress : 

4ddress 

101 E. Wilson 8th Floor 
Dept. of Administration 
P.O. Box 7869 
Madison, WI 53707 

Kentucky PSC 
730 Schenkel Lane 
P. 0. Box 615 
Frankfort, KY 40602 

315 South College Rd. 
Suite 208 
Lafayette, LA 70503 

300 The Atrium 
t200 N St. 
P.O. Box 94927 
Lincoln, NE 68509-4927 

12963 Sandy Drive 
Donnelly, Idaho 8361 5 

Washington, DC 

Phone Number(s): 

Phone 

Phone (608) 267-061 3 

Fax (608) 266-21 64 
TTY (608) 267-6934 

Phone (502)564-3940 

Phone (31 8)266-9620 

Phone (402)471-3101 
l T Y  {402)47 1 -4927 
Fax (402147 1 -0254 

PhonelFax (208)325-8308 

Network Services Division 
Phone (202)418-2320 
Fax 120214q 8-2345 

WHEN SHOULD EXTERNAL PERSONlENTlTlES BE NOTIFIED: 

As soon as service is back on-line or determined it will be out 30 
minutes or more. 

PERSON RESPONSIBLE FOR NOTIFICATION: 

Dixie Ziegler Phone (402)694-2770 
204 so. 15" St. 
Aurora, NE 68818 

4 
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4CTIONS TO BE TAKEN DUF, 

1) Do overFlow procedure - 

Call in additional CAS to work at Centers that is still operating* 

~ ~~ ~ 

:3) Contact FCC within 90 iminutes about initial outage. 
4 Network Services Division 

Phone (202)418-2320 
Fax (202)418-2345 

:4) Make calls to internal and external contacts not yet notified. 

(5) Do outage report to: 
4 Contact: 

4 Richard Tudor 
The Florida IPSC 

4 Stephanie Buell 
Contract Administrator 
8th Floor 
Dept. of Administration 
P.O. Box 7869 
Madison, WI 53707 
Phone (608:) 267-061 3 

Fax (608) 266-2164 
TTY (608) 267-6934 

+ Merilyn Crain 
RAB Executive Director 
315 South College Rd., Suite 208 
Lafayette, LA 70503 
Phone (31 8)266-9620 

Bob Dunbar, ldaho TRS Administrator 
12963 Sandy Dr. 
P.O. Box 775 
Donnelly, IC) 83615 
PhonelFax (208)325-8308 



4 Gene Hand, Nebraska Public Service Commission 
300 The Atrium 
P.O. Box 94927 
Lincoln, NE 685094927 
Phone (402)471-3101 

Fax (402147 1 -0254 

1200 N St. 

l lY (402)471-02 1 3 

+ Jim Stevens 
Kentucky PSC 
730 Schenkel Lane 
P. 0. Box 615 
Frankfort, KY 40602 
Phone (502)564-3940 

FOLLOWING THE DISASTER: 
responsible for taking those action steps and when the action step should be taken). 

(Any action steps that need to be taken, who is 

ACTION STEP ONE: 
+ Determine extent of equipment damage. 

Order replacement equipment. 

WHO: 
+ Wayne Hahn Wayne H inerman John Nelson 

216 13th St. 914 Waynoka BOOB Blue bonnet #? 61 9 
Aurora, NE Hastings, NE Baton Rouge, LA 7081 0 
Phone (402)694-4246 Phone (402)461-4712 Phone (225)819-0075 
Cellular (402)694-8437 Cellular (402)694-1 I I 1 Cellular { 5O4)933-0791 

WHEN: 

+ immediately after operational. 

d 
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ACTION STEP TWO: 

+ Determine new location for switch or arrange temporary 
set-up. 

WHO: 

Dixie Ziegler 
204 So. 15’h St. 
Aurora, NE 
Ph (402)694-2770 

Gary Warren 
1910 0 St. 
Aurora, NE 
Ph (402)694-6241 

Phil Nelson 
1920 N St. 
Aurora, NE 
Ph (402)694-5555 

~ _ _  

WHEN: 
+ Within 72 hours after disaster. 





TRAl N I N G 0 U T L I N E 
and 

TRAINING MANUAL 

T E L E C O M M U N I C A T I O N S  



COMMUNICATION ASSISTANT (CA) TRAINING MANUAL 

Policieslprocedures for relaying basic 
calls. 
VCO call handling. 

91 1, answering machines, dtmf, 
recordings. 

Technical aspects of relay. 

8.5 hours 

2 hours 

2.5 hours 

30 minutes 

COG, Third Party, Calling & Credit cards. 
HCO call handling. 

1.75 hours 
1 hour 

Two-Line VCO Two Line VCO call handling. 

K O  to TTY and TIT to VCO 

1 hour 

1.75 hours 

1 Language Acquisition 

Open discussion. 

I hours 
Awareness of communication options I 
sensitivitv. 

30 minutes 

CSD infolrelay history; TTY use protocol. 

Language, behaviors, social norms and 
attitudes. 
internal policies. 

Meaning, importance I practical 
applications. 
ASL awareness I vocabulary. 

30 minutes 

1 hour 

1.75 hours 

3 hours 

2 hours 

ASL Voicing 

Jnterns I Matte rs Total of 6.25 hours consisting of Ice Breakers; Administrative 
paperwork; Scheduling; Seding in time; Lunches and Breaks. 

View various registers of conversation. 
Tips & coping skills. 
Develop comfortable rapport wl deaf staff, 
Customers. 
Voice tone, inflection to be used on relay 
calls. 
Understanding customer perspectives & 

1 hour 
2 hours 
1 hour 

1.75 hours 

1 hour 
I their origins 

Observing calls I coaching 

Correct physical 8 equipment adjustments 
/ behavior 

15.25 hours 

I hour 



TECHNICAL TRAINING UNITS 

pasic Call Processinq - This unit is designed to familiarize new CAS with policy and 
procedures for relaying basic calls (with no special features requested by consumers}. 
Emphasis is placed on breaking down the processing of basic calls into individual steps, so 
new CAS can begin to learn the procedures. Another large portion of this training focuses on 
having new CAS participate in placing simulated calls so they understand the different 
perspectives when one is a CA, a TTY’ user or a voice user. 8.5 hours. 

Voice Carrv Over - This unit teaches new CAS how to ser up a VCQ call on rhe keyboard 
and how to apply the current SAIlTRS policy and procedures. The bulk of this training 
session concentrates on the two basic types ofVCO cdk (i-e., originators requesting VCO 
and terminators requesting VCO). CA Supervisors present this 2-hour unit with two CA 
Training Facilitators assisting as TTY and Voice Users. 

Miscellaneous Call Processinq - This unit is intended to familiarize new CAS with 
the technical set ups, as well as the policies and procedures for call types which are not 
typical, everyday relay calls. New CAS are shown how KO handle various situations (cg. 
emergency calls, answering machines, recordings, automated systems, pagers) with emphasis 
on what the CA role is, and clarification regarding which situations require 
guidancelassistance from a Supervisor. A CA Supervisor leads this 2.5-hour session. 

Technical AsDects - This unit shows new CAS the technical information involved with 
relaying calls. Emphasis is on showing new CAS how to fill out technical report forms, 
giving examples of when the C A  must call a Supervisor, how to use the Supervisor key and 
giving various tips on how the CA console and equipment works. A CA Supervisor provides 
this 30-minute unit. 

Billina - This unit provides instruction which familiarizes new CAS with all the different 
biiiing options, and correct policy and procedures for each option (e.g., collect, person-to- 
person, third pary ,  credit card, carrier of choice, calling cards). Major emphasis is placed on 
how to set up each billing procedure. A CA Supervisor Ieads this 1.75-hour training unit 
with the assistance of the CA Training Facilitators. 

Hearina Carrv Over - This unit provides training which familiarizes new CAS with the 
“how’s’’ of HCO set up on the keyboard, as well as the correct policies and procedures for 
conducting a successful HCO relay call. Emphasis is placed on the two basic cypes of HCO 
calls, and special tips are given regarding specific aspects of HCO calls. One CA Supervisor 
is assisted by two CA Facilitators to provide this I-hour unit. C A ’ s  are given an opportunity 
to experience receiving and placing a number of practice HCO relay calls. 

d 
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Two-Line VCO - This unit instructs new CAS in two-line VCO technical set up, as well as 
the correct policy and call handling procedures. Emphasis is given to understanding the 
concept of Two-Line VCO and what the C A ’ s  role is. One CA Supcrvisor teaches this 1- 
hour session using an experienced CA to assist with the technical set up and one of the CA 
Training Facilitators to play the role of h e  Two-Line VCO Call Originator. 

. :; 



to vco a nd VCO to 1 - This unit instructs CAS on how to do TTY to VCO, 
VCO to Tm and VCO to VCD calls. CAS are given the opportunity to do calls and TO be 
the end users. Supervisors and scasoncd CAs teach this 1.75-hour unit. 

CULTURAL SENSITIVITY TRAINING UNITS: 

Customer Service and TIT Etiquette - This unit introduces new CAS to the 
Customer Service Department’s responsibilities and basic TlY etiquette. General 
information about TRS is provided. Basic TTY etiquette is introduced to give new CAS and 
an understanding of this rype of telecommunications equipment and its standard rules of 
use. One Customer Service Rcpresentative leads this 30-minute session. 

Deaf Culture - This unit has the primary goal of familiarizing new CAS with Deaf culture 
and the Deaf community, in particular the ianguage, behaviors, social norms and attitudes 
and how these are viewed by and/or directed towards Hearing people or people outside of 
the Deaf culture. An emphasis is placed upon exposing new CAS to the culture of a large 
portion of TRS’s customers, arid to assist in the understanding of differences (both real and 
perceived} between Deaf and Hearing cultures. A Customer Service Representative, who is 
Deaf, presents this 1 -hour sessj on. 

ConfidentiaIitvlCode of Ethics - These units inform new CAS of the importance on 
confidentiality and how the code of ethics in relay evolved from the original sign language 
interpreter’s code of ethics. Detailed illustrations demonstrating whey confidentiality is 
imperative are provided, along wirh many hypothetical situations for discussion in order to 
familiarize new CAS with TRS policies regarding these areas. The thought process behind 
discussing ANY relay call and i:he best ways to avoid breaching confidentiality are discussed. 

The administrative staff person providing these sessions uses a range of materials, including 
copies of the CA Code of Ethils (adapted from RID Code of Ethics); Pledge of 
Confidentiality; and  a videotape developed by CAS chat provides skits are correct and 
incorrect behavior. 

AS1 Breakawavs - These sessions are designed with the primary goal of introducing new 
CAS to the visual language of sign, along with teaching some basic sign vocabulary to assist 
new CAS in communication with signing staff members. ASL Breakaway are provided by 
signing staff  members and last 15 minutes. 

. .  Lanauacle - A c w t  ion - This unit utilizes group discussion of a powerful documentary, 
entitled “For a Deaf Son”, to bsegin to instill sensitivity towards languagelintellectual 
differences in persons who are Deaf or Hard of Hearing, reinforcing SAIs belief in not 
judging customers. This fdm follows the struggles of a fimily faced with the realization that 
their son is deaf and the decisions they &en encounter regarding his upbringing. An SAI 
Staff Interpreter facilitates this 1.5 hour-session. 

ASL Vo icinq - This unit focluses on providing new CAS a sample of the variety of calls 
relayed through TRS, in terms of language register and mode (e+, English, PSE, ASL-gloss, 



MLS). This exposure assists new CAs in better understanding the diverse language used of 
the TRS customer base. Trainees are provided an opportunity to practice voicing calls with 
varying registers and then given constructive feed back on ways to makc the conversation 
flow more smoothly. One of the Staff Interpreters is used to present this 1-hour session. An 
overhead projector is used to display transparencies containing language samples. 

Dealina with Customers - This is a unit in which new CAs are given general guidelines 
for a wide variety of situations dealing with people of different personalities and styles, as 
well as varying levels of relay experience. Emphasis is given to dealing with difficult 
situations, putting new relay users at ease, srayino in a polite, professional and pleasant role as 
a CA and how KO maintain control of the professional role without controlling callers. A CA 
Supervisor presents this 2-hour session. 

? 

The Deaf Panel - The goal of this unit is ro introduce new CAs to in-house Deaf TRS 
staff members, ailow them to become more acquainted with their differing individual 
backgrounds and to become generally more familiar with some perspectives of Deaf culture. 
The format is of a casual and conversational nature, with rhe majority of time spent as a 
question and answer period. 

General Call Voicing - This unit focuses on teaching new CAs the basics of using the 
appropriate tone of voice in order to successfully facilitate a relay call. The CA Team thar 
shares the responsibility for teaching this unit stresses the importance of maintaining a 
professional demeanor as a CA while processing the cal1 in a natural, conversation manner. 
During this 1.75-hour training, a variety of techniques including cartoons, relay scripts and 
hands on experiences are used to accomplish this. 

Who Are Our Customers? - This unit is presented just prior to the Relay User Panel. 
The primary goal in this session is to enlighten new CAS with regard to the many different 
vpes of people rhe relay system serves. The focus is one of exploring cusromers' varied 
backgrounds aiid differing perspecrive, and becoming more familiar with fuiictional 
equivalence and customer expectarions. 

Physical causes of speech disabilities are discussed as well as the implications these have 
regarding relay use (e.g., a person with cerebral palsy may have limited had use which would 
make typing slow, in addition to the inability to speak.) One presenter from the 
adminisrrative staff leads this one hour session and then continues as the facilitator for the 
Rdav User Panel 

Relay Users Panel - The panel is composed of one person who has a speech disability, 
one person who is hard of hearing and one person who is Deaf, all members of the relay 
using community recruited from around the State of Wisconsin. New CAS often comment 
that this 1 .S-hour panel is one of the most valuable portions of the training, due to the fact 
that they are able to see and hear first hand the experiences of these rday users. It is very 
helpful for the CAS to notice that what is very important to one customer may be annoying 
to another, thereby emphasizing the importance of never assuming anything about callers or 
what they want in a rchy call. 



HANDS ON TRAINING UNITS: 

Mentorinq - These sessions are provided by CAS that have worked as CAS for at least 6 
months and have: 
0 satisfactorily completed their last performance review 

been recommended by their primary Supervisor based on cheir ability to relay calls 
independently, co teach others chose skills, and their positive attitude toward customers 
and co-workers 
rhe approval of the entire Supervisory Team 
willingness co be flexible with their schedule and adjust to  accommodate training time 

0 

0 no wricteri warnings. 

Mentors spend approximate1;i 12 hours of one-on-one time with each new CA during the 
first week of rraining. During this first week, mentors handle actual calls while walking new 
CAS through each process and procedure being followed. During the second week of 
training when the classroom # : h e  is completed, lMentors spend an additional 12-20 hours 
per new trainee wacching as they do first portions of calls and then entire calls themsehes, 
offering rips and constructive feedback. 
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CONFIDENTIAL 

What is Relay? 

“Relay” is a service that provides the vital link for telephone 
communication between people who are unable to hear or speak 
and those who can hear. Many people who are unable to use a 
conventional telephone because of hearing or speech impairment 
can utilize a text telephone (also called a TTY or a TDD). A text 
telephone is a device that allows a person to type and read their 
telephone conversations instead of listening and speaking. 
However, if a text telephone user wishes to “talk” on the phone 
with a conventional (hearing) telephone user, they must use the 
relay. Hamilton employs skilled Communication Assistants 
(CAS) who act as the “invisible link” between TTY and 
conventional phone users. Communication Assistants “connect” 
relay users by speaking everything typed by the TTY user and 
typing everything spoken by a conventional telephone user. By 
using the relay, text telephone users can call anyone they want, 
even if the person does not have special equipment. 

(Excerpt fiom http : //www. hami It on. net) 

Hamilton Telecommunications provides relay service to the residents of 
Nebraska and Idaho through a center in Aurora, NE; to the residents of 
Kentucky and Louisiana through a center in Baton Rouge, LA; and to 
residents of Wisconsin through a center in Middleton, W1. 

-Relay service is open 24 hours a day, seven days a week 

*No time limit on calls 

*No charge for making relay call 

(long distance charges do apply) f 

d 
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CONFIDENTIAL 

Relay Centers 

Mission Stat em en t 
Our mission is to provide our customers with the latest in quality 
telecommunications services at competitive prices, our people with rewarding 
career opportunities and our investors with a reasonable rate of return. 

Louisiana Relay Centel: 
9 107 Bluebonnet Centre Blvd. 
Baton Rouge, LA 70809 
Phone: 225-291 4500 
Fax: 225-293-3583 

F 

Nebraska Relay Centeq 

1001 12thSt 

Aurora. NE 68818 1 

L 
m Phone: 402-694-5 101,800-82 1 - 183 1 

Fax:402-694-5 03 7,2848 

Wisconsin Relay Centel: 
8383 Greenway Blvd. 
Suite 90 
Middleton, W 53 562 
Phone: 608-827-0401, 800-947-6644 
Fax: 608-827-0402 

P 
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CONFIDENTIAL r- Relay Numbers 

Louisiana Relay Service (318,225,504) 
TTY users: 800-846-5277 
Voice users: 800-947-5277 
ASCII users: 800-550-5277 
Customer Service (TTYNoice): 888-699-6869 

Kentucky Relav Service (502.606) 
TTY users: 800-648-6056 
Voice users: 800-648-6057 
Customer Service (TTYNoice): 8 8 8-662-2406 

Nebraska ReIav Service (402,308) 
TTY users: 800-833-5833 
Voice users: 800-833-7833 
Customer Service( TTYIVoice): 800-3 22-5 299 

Idaho Relav Service (208) 
TTYlASCII users: 800-377-3529 
Voice users: 8O0-377- 1363 
Customer Service (TTYNoice): 800-368-6 185 

Wisconsin Relay Service (715,608,414) 
TTY users: 800-947-3529 
Voice users: 800-947-6644 
ASCII users: 800-272-1 773 
Spanish to Spanish: 800-833-78 13 
Speech to Speech: 800-833-7637 
Customer Service (Voice): 8 00-947-6644 
Customer Service (TTY): 800-283-9877 

Introduction to Relay 4 m.wm 
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CONFIDENTIAL 
I 1 Hamiltion Relay Personnel 

Paula Rodriguez 
Operations Manager 
Ext. 204 
Pager: 332-9928 
Home: 753-9084 
Email: prodrinuez@,hamilton.net 

Sue Roberts 
Assistant Operations Manager 
Ext. 212 
Pager: 3 3 2-9240 
Home: 291-6732 
Email: sroberts63,hamilton.net 

Cherisse M Prater 
Trained QA Coordinator 
Ext. 205 
Pager: 332-9280 
Home: 291 -4880 
Email: cmpraterahamilton.net 

Kristine Duecker 
QA Coordinator 
Ext: TBD 
Pager: 332-9933 
Home: 344-3713 
Email: kdueckeraham ilton.net 

Claude11 Johnson 
Relay Supervisor 
Ext. 214 
Pager: 346-9884 
Home: 358-0422 
Email: claudelli@ham ilton.net 

Linda Griffen 
Relay Supervisor 
Ext. 217 
Pager: 409-47 19 
Home: 355-9212 
Email: lnriffen@hamilton .net 

Lateacha Berger 
Relay Supervisor 
Ext: 217 
Pager: 332-993 1 
Home: 473-3246 
Email: IbernerG!ham ilton .net 

Sheryl Westbrook 
Relay Supervisor 
Ext. 214 
Pager: 339-8188 
Home: 75 1-7079 
Email: swestbrook@hamilton.net 

Cam AlIison 
Human Resources Representative 
Ext. 200 
Pager: 346-7986 
Home: 272-91 77 
Emaii: callison~,hamilton.net 

Amy Watson 
Outreach Coordinator 
TTY Ext. (LA) 237 
TTY Ext. (KY) 239 
Pager: 332-9930 
Home: 761-9855 TTY 
Email: awatson@,hamilton.net 

Henry Brinkman 
Program Manager 
TTY Ext. 233 
Pager: 332-9927 
Home: 275-5375 l T Y  
Email: hbrinkman@hamiIton.net 

Michelle Berg 
Relay Technical Coordinator 
Ext. TBD 
Pager : TBD 
Home: 673-3480 
Cell: 772-3480 
Email: mberp@hamilton.net 

John Nelson 
Computerflelephony Systems 
Specialist 
Ext. 224 
Pager: 346-7348 
Home: 293-3133 
Cell: 933-0791 
Email: johnnelson@,hamilton.net 

mmN Introduction to Relay 
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Hamilton Relay Personnel 

4 

Hamilton Telecommunications 
1001 12th st 
Aurora, NE 688 18 
TTYNoice: 402-694-5 101 
TTYNoice: 800-821-1 831 
FAX: 402-694-5037 Administrative 
FAX: 402-694-2848 General 

Nebraska Relay 

Voice: 800-83 3-7833 
Customer Service: 800-322-5299 

T Y :  800-833-5833 

P hiliip Nelson 
President 
Ext: 236 
Cellular: 402-694-9225 
Email: phil@hamilton.net 

Gary Warren 
Vice President 
Ext. 237 
Cellular: 402-694-924 1 
Ernail: parren @ham ilton . ne t 

Dixie Whitlow 
Director of Relay 
Ext: 261 
Cellular: 402-694-9 192 
Email: dwhitlow@,hamilton.net 

m m Y  
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CONFIDENTIAL 
1 I 1 Pledge of Confidentiality 1 

I, the undersigned Relay System Communications Assistant for the Relay Center, do 
hereby recognize the serious and confidential nature of this position and therefore promise 
in all good faith and conscimce to abide by the following guidelines. 

1. Under no circumstances .will I disclose to an individual the identity of any caller or 

2. Under no circumstances will I act upon any information that I may learn while relaying. 

information I may learn .about the caller while relaying hidher messages. 

3. Under no circumstances will 1 disclose to anyone the names, schedules or personal 
information of any feHow Relay System Communications Assistant or supervisor 
working here at the Relay Center. 

4. I will not share any information about a caller with any person with the exception of 
relay center supervisory personnel and then only to the extent necessary to resolve 
complaints, collect or Cli i fy  personal information necessary to provide and bill for relay 
services, such general information as may be necessary for the supervisor to assist in 
clarifying how to process a particular type of relay call, and such specific information as 
may be necessary for tht: supervisor to assist in clarifying how to process a particular 
type of relay call, and such specific information as may be necessary for a supemisor to 
assist in expeditiously addressing an emergency situation. 

5 .  In the event of my resignation or termination of employment, I will continue to hold in 
strictest confidence all hformation related to the work I have performed as a Relay 
System Communications Assistant. 

Name @rint>: 

Name (sign): 

Date: 

7 1  Introduction to Relay 
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CONFIDENTLAL 

I Employee Responsibilities 1 
*Always be on time! We need you here. Have 
your headset on and be signed on by the time 
your shift starts. 

.Full attention should be on the call as soon as 
you hear the “beep beep” in your headset. No 
talking while on a call. 
.Remove all reading material from the area 
around your key board while on a call. 
*Clean your work station when you leave for 
the day. 
*No discussing calls unless it is with a 
supervisor for the purpose of clarifying 
procedures. 
*If you perceive a conflict of interest or know 
either of the parties on a call, raise your flag 
and ask a supervisor to take over the call. 

Dress Code: 
Maintain a respectable appearance: 
Daytime M-F - business casual (no jeans) 
Evenings M-F - (after 1 :OO) (neat jeans 
accepted) 
Weekends and Holidays-Shorts are okay and 
jogging suits are acceptable as a set. 

.Keep headsets in lockers when not in use. 

.Sleeping on the job is not acceptable on any 
shift. 
.Sit upright in your chair at all times. 
#No talking to your neighbor while any 
evidence of a call is on your screen. 
.No food, candy or gum allowed on the relay 
floor. Throat lozenges are allowed, but should 
be taken out of your mouth when on a call. 

#Keep your feet off of the computer stations, 
tables, chairs and partitions. 
*Pagers and/or cell phones are not allowed 
on the reiay floor. 

Above all: 
0 Enjoy and have fun! 
0 Take it to the source. 

0 Reach for maximum performance. 

Ask for help immediately when: 
>You sense the customer is becoming 
frustrated. 
BYou become frustrated. 
>You need anyhng. 

Top Tea 
Call LanguageProcedure Reminders: 
OKeep both users informed. 
ODial the right number. 
IZIUse the correct language. 
ElIrnmediately respond to calls. 
OPay attention to your customer profile 
information. (ie. NE, NI, interpret) 
WBe polite. 
IZIType carefully with minimal to no 
mistakes. 
OKeep updated on technical issues. 
IZIRead articles about Deaf Culture. 
Elsmile. 

Introduction to Relay m*m!Y 
Revised 06/04/99 CONFIDENTIAL 

8 



CONFIDENTIAL 

Revised June 2,1999 

Attendance Policy 

Hamilton Telecommunj cations is strongly committed to meeting and exceeding 
our customers’ expectations in both service and quality. You are important to 
the overall success of t h i s  commitment. When you are not here, someone else 

must do your job, and in that situation, meeting our goals becomes more 
difficult. Your company believes that it is entitled to the regular attendance of 

all its employees. 

Your company views ylmr attendance and punctuality as a reflection of your 
commitment to your job. Each employee’s attendance record is taken into 
consideration when opportunities for advancement arise, individual pay 
increases are considered, or awards given. 

Hamilton has built a great deal of flexibility into this policy. This policy is 
designed to be a “no fault attendance policy.” This means that the employee 
controls all circumstances. No “excuses” or “extra consideration” will be 
given. Hamilton is not going to ask why you were absent; you are responsible 
for managing your absences so that you do not reach more than 4 absences 
within any 90-day period. Employees have an opportunity to “make-up” a 
portion of absences and will be rewarded for perfect attendance. Hamilton 
understands that circumstances arise over which an employee has no control. 
The policy is designed so that if you have benefits (available paid time off), no 
absences will be accrued unless you are tardy. This policy covers those 
employees who do not have benefits or have used aI1 available paid time off. 

If an employee has benefits and is absent from work for whatever reason, 
benefit time will be paid. There is no “unpaid” time if you are a benefited 
employee. I f  you have benefits, you will be paid and you will not receive an 
absence. If you use all of your benefits or do not receive benefits, you will 
receive an absence. 

Introduction to Relay 
CONFIDENTIAL 

9 



CONFIDENTIAL 

Hamilton's expectation is that you will demonstrate your positive 
commitment to your job with consistent attendance and punctuality. 
Fulfilling that expectation will have a positive effect on your wage rate as 
we11 as additional consideration in promotions and performance rewards. 

If you have any questions about this policy, please see your supervisor. 

Attendance Policy 

Within this policy, there are two classifications; leave with advanced notice, 
and leave without advanced notice. 

.Leave with advanced notice is defined as any absence fiom scheduled work 
hours, which has been approved. To qualify for this classification, the 
employee must complete a time-off request form 3 weeks prior to the start 
time of the scheduled shift. This type of leave covers requested paid 
vacation and floating holiday time for eligible employees. If an emergency 
arises that requires time-off, eligible employees can take paid time off 
without being pre-approved. Excessive abuse (more than 2 per month) of 
giving short notice for vacatiodfloating holiday time will result in an 
absence for each additional occurrence. However, if benefits are available 
you will be compensated with available paid time off even though an absence 
was recorded. 

When an employee requests time off under this category, he or she is 
respon'sible for the completion of the "request for time off" form and the 
collection of the supervisor's approval signature stating that vacation time is 
available. If each of the above conditions is met, no absence will be recorded 
except when it is considered excessive abuse. 

Schedule changes must be requested in writing and approved by the 
scheduler. Approval will be based on scheduling needs and whether or not 
others have requested similar changes. In most cases, scheduled changes 
will be granted on a first come, first serve basis. 

HANlH#@N Introduction to Relay 10 
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.Leave without advanced notice is defined as any absence fkom scheduled 
work hours that does not fall into the leave with advanced notice category. 
There are three different types of leave without advanced notice: 

I - TardyLeave Early: For any employee (benefited and non-benefited 
employee) who shows up less than two hours late without having the time off 
pre-approved will receive one-half of an absence (more than 2 hours will 
result in a full absence). Benefited employees will also receive benefit pay for 
any missed time. 

Non-benefited employees who leave two hours early fioom hidher scheduled 
end time will receive one-half of an absence (more than 2 hours will result in a 
full absence). Benefited employees will not receive one-half absence and will 
receive benefited pay fix any missed time. Benefited employees who 
excessively abuse this (more than 2 per month) will receive one-half 
absence for each additional occurrence. 

In extreme cases of illness, Hamilton reserves the right to request employees 
to leave early. In this event, no absence will be recorded. 

Tardy Allowance: Each employee (benefited and non-benefited) will receive 
“free” 10 minutes each month. These ten minutes can be used to cover being 
late to work, from break, or from lunch. Once an employee exceeds ten 
minutes, one half absence will be recorded for each tardy as result of being 
late to work, from breaks, or lunch. Hamilton will no longer track the 
difference between a minor and major tardy. 

2. Absence: For any employee who misses more than two hours of their 
scheduled shift, but notifies his or her supervisor at the earliest possible time 
(at least one hour before the shift), one full absence will be recorded for each 
day missed. If vacation time is available, no absence will be recorded and the 
employee will receive ;available vacation pay. Excessive abuse (more than 2 
per month) of giving short notice for vacation and floating holiday time will 

Introduction to Relay 
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result in an absence for each additional occurrence. Employees without 
benefits or employees who have used all applicable paid time off, will receive 
an absence for each incident. An employee must call every day when absent 
to avoid being counted as a no calllno show. In extreme cases of illness, 
Hamilton reserves the right to request employees to go home. In t h i s  event, no 
absence will be recorded. 

3, No call / no show: Any employee who is unable to attend their scheduled 
work hours and does not notify his or her supervisor at the earliest possible 
time, will be considered a voluntary resignation. Employees who call in during 
their scheduled shift will receive two absences. A "no call" at any time during 
a scheduled shift will be considered a voluntary resignation. 

Regardless of the reason for your absence, always notify a Supervisor as soon 
as you know you will be absent, ideally, no later than one (1) hour before your 
scheduled shift. If you are unable to call a Supervisor, you are responsible for 
having someone do so for you and, 

1 .  Notifying a Supervisor when you expect to return; 
2. Making up missed time, if hours are available, within the same pay week in 

order to remain eligible for company sponsored benefit programs. 

It is imperative that you call and notify a supervisor of your absence. If a 
supervisor is not available it is your responsibility to leave a message AND 
continue to call until you successfully contacted a supervisor. 

Rolling Quarter 

Absences will be recorded for each employee on the basis of a rolling quarter. 

Four full absences in a rollina quarter will result in termination. Once the 
fourth absence is recorded, no make-up will be allowed nor can a month of 
perfect attendance be used to remove % absence. 

HAMLw:lU Introduction to Relay 
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A rolEa’na quarter will bre defined as “ a three month period that keeps 
moving.” For example, an infraction on Sept. 1st will stay on the record 
until Dec. Is’. The slate is not wiped completely clean every 3 months - it 
changes daily. 

The absence total is calculated based on the total number of absences that 
have occurred within the rolling Quarter or any given 90-day period. 

Make-ups 

Employees without benefits or those employees who have used all their 
benefits, have the opportunity to “make-up” half an absence by working 
make-up hours in the same week that the infraction took place. The number 
of hours worked during the make-up shift should equal the number of hours 
scheduled when the absence occurred. The maximum that can be made 
up is ’/z an absence per absence - employees can never completely make 
up the absence. If the infraction happens on a weekday, hours can be made 
up during the week at the discretion of a supervisor. All make-up hours will 
only be scheduled for times when the company needs your assistance. To 
continue to be eligible for benefits, full-time employees must work 40 hours 
each week. Absences or one-half absences as a result of lates or early 
leaves cannot be made-,up. 

Weekend and Holiday Absences 

Make-ups are not allowed for absences accrued on a weekend andor 
holiday in which an employee is scheduled to work. Employees who miss 
their scheduled weekend andlor holiday to work, whether the employee has 
benefits or not, will be required to work the following weekend or the next 
holiday (whichever is Etpplicable). If the employee does not have benefits, 
he/she will receive an absence and be required to work the following 
weekend or holiday (whichever is applicable). If the employee has benefits, 
helshe will receive paid sick or vacation time (whichever is applicable) and 
be required to work the following weekend or holiday (whichever is 
applicable). 
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Absences for Illnesses 

1 Day Illness - 1 absence (if no paid time off is available) 

2 Day Illness - I absence (if no paid time off is available) 

3 or More Days Absent Due to Illness - 1 absence (doctor’s note is 
required releasing employee for return to work). This would be considered 
a serious medical condition that effectively keeps an employee from 
carrying out hisher normal job functions. The company reserves the right 
to use discretion in cases such as this. Leaves of this duration will impact 
benefit eligibility. 

A three-day illness may be defined as an illness that requires an employee 
to be absent from work three consecutive scheduled shifts. It is also 
defined as an illness that requires an employee to be absent from work two 
days with regularly scheduled days off between the two. 

Individuals who do qualify for (have worked continuously for 12 months 
leading up to the leave and have worked at least 1250 hours during those 
12 months) under the strict requirements of the Family Medical Leave Act 
(FMLA) will not be charged for any absences during the leave period. The 
employee must formally notify the €€R department of their need for leave 
and must provide qualifying medical certification. Please refer to your 
handbook, posted employment related material and the HR department for 
additional information related to FMLA. Individuals who do not qualify 
for FMLA that are absent for 2 consecutive weeks due to illness will be 
separated from employment. These employees may re-apply for 
available positions when ready to return to work. 
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Employees must call in at least one hour ahead of their scheduled shift to 
notify a Supervisor of an illness for every day that they are going to be 
absent. If paid time off is available, no absences will be recorded and sick 
time will be deducted. If paid time off is not available, an absence will be 
accrued. If an emp1oye:e does not call in, the no call/ no show policy will 
be enforced. Excessive! use or abuse of sick time will be evaluated during 
performance evaluations. 

Make-ups are available at the discretion of the supervisor for absences 
related to illnesses as well. Please see the previous page for more 
information. 

Related Absences 

A related absence is defined as an absence that requires more than one 
day off. For example, if you chldren are sick, this would be considered 
a related absence if more than one day off is required. As stated earlier, 
this policy covers employees who do not have paid time off available. 
Benefited employees will receive paid-time off for these types of 
absences. 

1 Day Absent - 1 absence (if no paid time off available) 

2 Days Absent - 1 absence (if no paid time off available) 

3 or More Days Absent - 1 absence (formal proof for leave required) 
The company resewes the right to use discretion in cases such as this. 

If time is used for a death in the family, the policy in the handbook 
applies, but without pay (non-benefited employees). This means that an 
employee can take one day with one absence for non-immediate family 
members and can take ,three days with one absence for immediate family 
members. 
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A three-day absence may be defined as an absence that requires an employee to 
be absent from work three consecutive scheduled shifts. It is also defined as SUI 
absence that requires an employee to be absent from work two days with 
regularly scheduled days off between the two absences. 

individuals who do not qualify for the Family Medical Leave Act (FMLA) 
that are absent for 2 consecutive weeks will be separated from employment. 
These employees may reapply for available positions when ready to retwn to 
work. Application for employment for these individuals will be considered 
with the same criteria used during the standard hiring process. 

Employees must call in at least one hour ahead of their scheduled shift to notify 
a Supervisor of an absence for every day that they are going to  absent. If 
vacation time is available, no absences will be recorded. If vacation time is not 
available, an absence will be accrued. If an employee does not call in, the no 
call/ no show policy will be enforced. From time to time this type of absence 
will be necessary for our employees. However, Hamilton expects this to be a 
rare occurrence. If a Supervisor beIieves that this has become excessive, 
additional absences may be recorded. 

Make-up are available for absences at the discretion of the supervisor. 
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Perfect Attendance Program 

Employees with perfect: attendance for the entire calendar month will each 
receive both a '/2 of a make-up toward an existing absence and will be entered 
into a drawing for $100.00. There will be a day shift drawing and an 
eveninglovernight shift drawing. The eveninglovemight shift includes all 
employees who normally begin work at I :00 p.m. or later, Employees who 
have changed their regular shift within the month and who are eligible to 
participate in the drawing will take part in the drawing coinciding with their 
new shift. The first day of each month offers each employee the 
opportunity to win $100.00!!!! 

Employees with perfect attendance for three consecutive months will receive a 
gift certificate for dinner and a movie. Employees with perfect attendance for 
six consecutive months, will receive a gift certificate for dinner and a movie 
and $50.00 in cash. Employees with perfect attendance for nine consecutive 
months will receive a gift certificate for dinner and a movie and $75.00 in 
cash. Employees with perfect attendance for 12 consecutive months will 
receive a gift certificate for dinner and a movie and $1 00.00 in cash. 

New employees will be: eligible to participate in the Perfect Attendance 
Program the first full calendar month of employment. For example, if an 
employee starts September 20, they are eligible to participate in the month of 
October drawing (held in November). 

If an employee (benefited or non-benefited) has any Tardieskeave Earlies, 
he/she will not be eligible for any perfect attendance awards. If Hamilton 
requests an employee to leave early or go home due to extreme illness, the 
employee is still eligible for perfect attendance. 

Benefited employees who have earned paid vacation hourslfloating holidays 
and use those paid benefits during the month will be considered eligible (only 
when those times were pre-approved). Absence for illness will make you 
ineligible for the program. 
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Volunteer Time 

The same rules above apply to all volunteer time with the following 
exceptions. *An employee who has benefits and calls in sick for 
volunteer hours at least one hour prhr to the shift, will not receive an 
absence for the first time during a given quarter. The employee will not 
receive compensation for paid time off. Additional call-ins for volunteer 
hours during the same quarter will be recorded as an absence. 
"Employees without benefits who call in sick will not receive an absence 
for the frst time during a given quarter if they call and notify their 
supervisor at least one hour prior to the shift. Additional call-ins during 
the same quarter will be recorded as an absence. 

Employees with or without benefits who are tardy or late for volunteer 
hours follow the same policy as outlined above (your monthly 1 0-minute 
window applies to volunteer hours). 

If you are late one time in a quarter, but still make the shift within two 
hours, you will not accrue % an absence (benefited and non-benefited 
employees) if you call at the earliest possible time to notify a supervisor. 
Each additional tardy (less than two hours) in the same quarter will count 
as one-half an absence. 

Vacation or sick time will not be paid for missed volunteer hours. 

A no show or no call will be considered a voluntary resignation. 

Missing volunteer hours for whatever reason, makes an employee 
ineligible to participate in ad&tional volunteer hours and the perfect 
attendance program for the remainder of the quarter. 

*Absences are recorded for all call-ins if the volunteer hours also pay a 
bonus mount. 
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Switching Shifts 

Switching shifts is permissible. Employees who switch shifts must 
complete the proper fona and have the approval of a Supervisor. If an 
employee who has switched shifts does not work the appropriate shift, 
the employee will be suspended fiom switching for 30 days and will 
receive an absence unless benefits are available. There are no make-up 
available when absent Cor a “switched” shift. All procedures in this 
policy apply to switched shifts. 

Resignation without Notice 

Employees who give 1e;ss than a two-week notice when ending 
employment with Hamilton, will not be eligible to work again at 
Hamilton nor will they receive a reference fiom Hamilton unless other 
arrangements have been made with the Operations Manager prior to 
ending employment. 
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Scheduling Infomation 
Because all Hamilton centers will be set up to handle overflow for other 
sites, scheduling for all sites is currently handled through Nebraska. 

Schedule Change Requests 

Forms are available in a box outside the supervisors’ office. Fill out the 
forms and return them to the accompanying box. Schedules are prepared 
up to three weeks in advance so the forms must be turned in no later than 
three weeks prior to the time the schedule change is desired. 

If the desired shift is available, notification will be sent to the CA 
through a supervisor. If the desired shift is not available, the request will 
be held until it is available. 

Requests are taken on a “frst come, first serve” basis. 

Full-time and Part-time Requests 

If someone requests a change in status from full-time to part-time or vice 
versa, these requests will be responded to within a week. These are 
handled on a case-by-case basis and will depend on need. 

Vacation and Days Off 

Vacation requests will be dealt with immediately to allow employees to 
make plans. These requests are handled on a “first come, first serve” 
basis. Up to two people during the day shift and two people for the night 
shift will be granted vacation time for a specific day. If a third person 
requests vacation on the same day, the request may or may not be 
granted. Vacation requests can be put in months in advance. 
Requests for Days Off (days when vacation is not used) 
will be approved when the schedule is completed. 
Forms must be in at least three weeks prior to the 
day that the schedule is made. These requests are 
filled on a “first come, first serve” basis. 
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Lockers 

All CAS will be assigned. a personal locker and provided a combination 
padlock for the locker. Keep the locker combination private. 

The purpose of these lockers is two-fold. 

1. A safe place for belongings (purses, back packs, etc.) while working. 

2. A place to store headsets while away from work. Do not bring headsets 
home or take them in your car. If a headset is forgotten at home, the CA will 
be sent home to retrieve it and t h i s  will count as a tardy. 

Introduction to Relay m.mB! 
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CA Decorum 
Code of Ethics: 

Relay operators shall: 

*Maintain all calls relayed in strict confidence. 

.Repeat conversations relayed exactly, word for word, without rephrasing any 
words in any way and without interjecting comments or opinions of you own or 
offering any advice. (Exception--At the request of the TTY and Voice user, the 
relay operator shall interpret the conversation when necessary for clarity 
between parties.) 

*Handle all calls in a courteous and professional manner. 

.Respect a relay user’s request to not identify andor explain the relay service to 
the party they are calling. 

Confidentiality 

Absolutely no discussing of the calls will be allowed unless it is with a 
supervisor for the pwpose of clarifying procedures. If discussion with your 
supervisor is NECESSARY, please keep it general. Confidentiality is the 
backbone of service to our customers. There are moral, ethical and legal 
ramifications to any breach of trust. Therefore, any variance from this procedure 
will result in immediate termination. 

Voice Level 

Never talk over the top of a CA on a call. Always keep your voice level down! 
When you are on a call, concentrate on yow call, A11 other activities must stop! 
You must put reading material aside. Cover your microphone and put it on mute 
when seeking assistance. Absolutely no visiting, reading andor personal 
writing until your cal1 has cleared the screen. 
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Dress Code 
When selecting what t c ~  wear to work, please keep in mind 
that you are representing yourself and the company in 
many ways. Maintaining a respectable appearance can 
have a strong positive influence on your organization. 

WEEKDAYS: Dresses, skirts, and skorts must be no shorter than 2 
inches above the kneecap. Nylons or socks must be worn before 
1 :OOpm. Skirts and skorts must be worn with a nice sweater, dressy 
blouse, or coordinating jacket. Skorts must look like a skirt when 
standing and flair out towards the bottom. Straight or cuffed legs are 
shorts and are not appropriate. 

Slacks, dress pants, stirrup pants, and stretch pants must be ankle 
length and be loose fitting or worn with a long shirt or sweater that goes 
over your hips. No sprindex or leggings are to be worn. No blue jeans 
before 1:00 pm (including dark, light, stone washed or any shade of blue) 
and they should not be faded, worn, or torn. Colored jeans are acceptable 
if worn with a nice sweater, dressy blouse, nice shirt, or coordinating 
jacket and must not be worn, torn, or faded. 

Tank tops must be worn under another shirt, blouse, or jacket. Plain T- 
shirts worn during the day must be worn with another shirt, jacket, 
sweater, or vest. Clothing with advertising pictures or words cannot be 
worn before 1 :00 pm (except on weekends or holidays). 

Shoes must be clean and without holes. They must also look appropriate 
with the outfit you are wearing. 

WEEKENDS/HOLIDAYS: Sweat pants and jogging suits are 
acceptable if they are a. matched set. Sweat pants and a T-shirt are not 
acceptable. 

Dress shorts are allowed if they are no shorter than 2 inches above the 
kneecap. No denim shorts. 

Clothes must be without holes, cleaned and pressed, and not tight fitting 
(i.e.no panty-line, buttons on blouses should not gap). 
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The following items are unacceptable: T-shirts with offensive pictures or 
words, clothing worn inside out, clothing designed with holes or cut-outs, 
uncovered midriff, and bra showing through the arm holes on shirt. 

4 

If you are in violation of the dress code, you can expect to be sent home to 
change. 

Headsets - Boundaries 

Keep headsets on at all times. Do not stretch the headsets out of the stations. 
If you need to get something outside your station, please ask the charge person 
to get it for you. You need to remain at your station and in the call rotation. 

No Sleeping 

Sleeping on the job is not acceptable on any shift. You must be sitting upright 
in your chair at all times. Resting your head on any part of your workstation 
including the partition is not acceptable under any circumstance. 

Charge Person 

Lead CAS are assigned various responsibilities that assist the supervisors. 
Charge person is one of these duties. A charge person will be walking the 
floor from 6:OO am till 1 :00 am to help you with questions or problems that 
may arise. If you have a question or problem while you are on a call, put your 
help flag up to call for the charge person. Whoever is in charge will come to 
help you. When the supervisor is not on the floor, the charge person will 
handle any problems that arise andor call the supervisor as needed. 
Designated stations are resewed for Lead CAS. You may sit there if all other 
stations are busy or a Lead CA is not on duty. 

d 

Relay 800 Numbers 

NEVER use the Relay's 800 number for personal calls. If someone would 
call you on that number they should never know it's you because you answer 
with your CA number. Direct them to call 291-4500 to reach an employee of 
the Relay. The 800 numbers are for RELAY USERS ONLY. For abusing 
those lines you will be IMMEDIATELY TERMINATED!! 
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Punctuality 
Always be on time! We need you here. You should 
have your headset on and be signed on by the time 
your shift starts. 

If you are late or unable to come to work call ASAP to: WEEKDAYS: Call 
291-4500 and talk to: Supervisors - Linda Griffen, Sheryl Westbrook, , 
Lateacha Berger, or Claude11 Johnson or Operations Manager - Paula 
Rodriguez, or Assistant Operations Manager - Sue Roberts. I f  none of 
these people are at work;, please observe the following procedure. 

Supervisor on Call Weekdays 

The supervisors working the day shift are on call from 4:OO a.m. to 4:OO 
p.m. The supervisors working the evening shift are on call from 490 p.m. 
to 4:OO a.m. 

SUPERVISORS : 
LATEACHA BERGER Home 265-8493 
LINDA GRIFFE;N Home 355-9212 
CLAUDELL JOHNSON Home 358-0422 
SHERYL WESTBROOK Home 75 1-7079 

OPERATIONS MANAGER: 

ASSISTANT OPERATIONS MANAGER: 
PAULA RODRIGUEZ Home 753-9084 

SUE ROBERTS Home 29 1 -673 2 

Pager 3 32-993 1 
Pager 407-47 19 
Pager 346-9884 
Pager 339-8 188 

Pager 332-9928 

Pager 332-9240 

Weekends 

The supervisors working the weekend are on call fiom 4:OO a.m. Saturday 
until 4:OO a.m. Monday. When calling in sick or late YOU MUST SPEAK 
TO A SUPERVISOR, not a lead CA or other relay employee. 

Remember: You need to call at least one hour before your shift starts, as 
explained in the employee handbook. 
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Answering the Business Phone 

If you have to answer the business phone, answer by saying, "LOUISIANA 
RELAY CUSTOMER SERVICE, THIS IS . MAY I HELP 
YOU?" If you have to answer the phone and it is a TT call, the correct 
wording is programmed on the TT at the platform. The TT on the 
supervisor's desk in the office has pre-programmed buttons to use when 
answering the phone. 
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Phone Calls 

Place personal calls on your break time. If you receive B phone call on the 
customer service line a message will be taken, so that you can return the call 
on your break. 

Pagers andlor Cellular Phones 
Pagers and/or cellular phones are not allowed on the relay 
floor. If someone needs to reach you for an emergency they 
need to call (225) 291 -4500. 

Emergency Calls 

Only call from the relay room if it is an emergency. The customer service 
line is a business phone - if you receive a call on that line, a message will be 
taken for you. You can return the call on your next break. All emergency 
phone calls wiIl be handled on a case by case basis. 

Attendance Board 

For all 15 min. or longer breaks, please stamp out and stamp in when you 
return. There is a sign in board behind the platform. When you come to 
work your name will already be on the board in the proper order. Please 
remember to stamp in and out for breaks and indicate whether you will be in 
the break room or out of the building. Please make sure your name is an the 
board at the start of your shift. The board is used by the supervisors and 
Lead CA's or anyone else answering the phone to see if you are at work. 
Your caller is told you are not here if your name is not on the board. The 
Lead CA's will take your name off the board at the end of the shift 
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Breaks 

Please do not leave your station for break until you 
have received permission from the charge person. 
It is understood that calls may delay the break rotation. 
Please let the charge person know when you are back from break. You 
will have a 15-minute brei& after every two hours of work time if call 
traffic permits. This includes volunteer time and regular time. EX: 
Volunteering 2 hours before or aRer your regular shift, you will have a 
15-minute break at the start or end of your shift. 

Door Monitor 

The employee entrance arid the break room entrance have a coded entry 
system. There is a camera located at the employee entrance door so 
anyone who does not have an entry code can push a signal button that will 
activate several flashing white lights on the center ceiling. When you 
notice the lights flashing, you can look at the monitpr to see who is at the 
door. The monitor in the relay room is located on the wall behind the 
platform. You can press the button on the intercom box and speak with 
whomever is there. Everyone who contacts us with this monitor should 
be directed to the front office during business hours. Please do not let 
people in this door. If someone buzzes this door please call the charge 
person and let them handle the situation. 

Call Back 

An intercom is located in the break room. The intercom system is used to 
caIl CAS back when calls are in queue. 

Leave On Time Notes 

You may hand in a note a.t the beginning of your shift, requesting to leave 
on time for an appointmeint or other specific reasons. Leave On Time 
notes should only be used during special circumstances and not on a day- 
to-day basis. These notes must be turned in at the beginning of your shift 
and the same day as the request. If something comes up during the day 
requiring you to leave on time, please discuss your needs with the 
supervisor on duty. 
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I f  a Leave on Time Note has been submitted, a lead or supervisor will 
place your station on Standby 5 minutes prior to the end of your shift. If a 
call goes in queue during this 5 minutes, you should come off of Standby 
and take the call. If you are on a call at the end of the shift and another CA 
is available, the call will be taken over by that CA with the assistance of a 
lead or supervisor. 

You must lei the charge person or supervisor know that you have to 
leave on time for an appointment at the beginning of your shift. This 
inciudes the evening shifts, If an emergency comes up during the day, 
please discuss it with the supervisor on duty. 

Calls at  the End of Your Shift 

If you are on a call at the end of your shift, please stay with the call. You 
will be paid for the overtime. If you are still on a call one hour after your 
shift is over and there are no calls in queue, raise your orange flag 
to have a supervisor come release you from the call. 

Any time you need to leave right on time and you 
have handed a written note in at the beginning of 
your shift for that day, call the charge person so they can help with the 
change. YOU MUST contact the supervisor or charge person before 
changing CAS during a call. 

Volunteer Hours 

Volunteer hours are posted in a binder on the platform. When you sign up 
for volunteer hours, please sign your own name in pen for the hours you 
will be working. If a mistake is made, please contact the supervisor 
immediately. Any changes or white out used but not initialed by the 
supemisor will be considered scheduled hours. 

Standby 

A CA may ask to go on STANDBY 5 minutes before their shift ends, if 
they wish. If a call queues up, the CA must take it. Going on STANDBY 
for breaks and lunch is not allowed. 
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Colored Flags 

We have different colored flags that are to be used to show the charge person 
when you need help, whein you need to go home, etc. PLEASE use these 
flags whenever you are leaving your station, in order to keep the charge 
person informed of who is in the room and who is gone. 

Yellow - Break 

Red - Restroom 

Orange - Need Immediate Help 

Green - Time to go home 

Blue - Non-urgent Question 

Pink - Empty Stathn 

Purple - Disconnect 

Keyboard Cleaning 

At the end of your shift, place the keyboard on the desktop and push the 
keyboard tray under the dlesktop. Clean the keyboard and mouse with the 
alcohol pads provided at each desk. Make sure that you are logged off and 
that your headset is unplugged before you clean off your keyboard. Also, 
please clean around the keyboard and not the keyboard 
itself when you first take out the pad. The pad is very 
wet and the excess moisture may damage the keyboard. 

Night Time Duty List 

The CAS working the night shiR (regular and part time) are to do the cleaning 
in the relay room. This is part of the job description when working this shift. 

This is a checklist that should be followed: 
1. Dust each station. 
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2. Make sure station is equipped with: 
a) The correct notebooks 
b) Scratch paper 
c) At least one sharp pencil 
d) One each of the colored flags 
e )  One box of Kleenex 

3. Empty the trash can. 

4 .Vacuum the room and under each station. 

5. Special projects: Sometimes projects may be left for you to do during this 
shift. Specific instructions will be left with each project. 

Food and Beverage at Workstations 

No food, candy or gum should be consumed in the 
relay room. Throat lozenges are allowed, but should 

Water is allowed in approved cups only. 

Seating & Foot Apparel 

Keep your feet off of the computer stations, tables, chairs, partitions, etc. If 
you sit with your legs crossed under you or on one leg, your shoes must not 
be on the fabric of the chair. 

be taken out of your mouth when on a call. 0 

Keep your shoes on at all times. Remember shoes need to look appropriate 
with what you are wearing. 

Memos 

A message will be put on the board if there is a new memo added to the 
memo book. Please read it promptly. 

Past Memos 

Refer to the memos which are placed in a memo notebook at each station. 
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CA Meetings 

CA meetings will be held every other month. The meeting 
time will be announced each month. Clock in and out for 
these meetings. The place for the meeting will be posted 
the day before. 

Respect the Office Culture, Take time to learn and follow the unwritten as 
well as the written rules. For instance, in this office, everyone pitches in to 
meet a deadline or deal with a crisis. It doesn't matter what your job is. If 
your hands or mind are needed, it's an unwritten rule that you'll help. That 
might mean working late or coming in on Saturday. 

Never Gossip. It's never a good idea to fan emotional fires. 

Let the Boss Know About Anything That Could Be A Problem. Bosses 
don't usually get upset about mistakes, but they always get upset when they 
find out about them from a customer who's canceled an order. In any office, 
information is power. When the boss knows what's going on, he or she can 
do damage control. 

Be Inclusive. Maybe you don't have much in common with the other 
employees. But if you're going to work there, get to know them and respect 
their ways. Ask about their interests, family and friends. Never isolate 
yourself. 

Finally, and Probably Most Important, Keep Your Commitments. If 
you say you'll do something, do it. If you're not sure you'11 be done in the 
time required, let the person who asked you to do it know so they can have 
alternate plans. And if fclr some reason you don't get done, be sure to make 
it known. 
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Drug Free Workplace Policy 

Hamilton Telecommunications is committed to providing an employment 
environment that is safe and provides appropriate motivation to ensure a 
creative and productive work force. To this end, Hamilton 
Telecommunications unequivocally endorses the philosophy that the work 
place should be free fiom detrimental effects of illicit drugs. To ensure 
workers safety and workplace integrity, Hamilton Telecommunications 
prohibits the illegal manufacture, possession, distribution or use of controlled 
substances in the workplace by its employees. 

In an effort to bring about a "DRUG FREE WORKPLACE" and to assure 
employees of a workplace free from illegal drugs and their effect, Hamilton 
Telecommunications will implement the following DRUG FREE 
WORKPLACE Policies. 

A. SCOPE: Applicable to all employees. 

B. POLICY: Our policy is to prohibit the illegal manufacture, possession, 
distribution or use of controlled substances in the workplace. 

C. PROCEDURES: 

I. All employees will receive a copy of this policy. 

11. If an employee violates the drug free workplace policy, disciplinary 
action may be imposed. 

111. If an employee is convicted of violating any criminal drug statute 
while in the workplace, he or she will be subject to discipline up to and 
including termination. Alternatively, Hamilton Telecommunications 
may require the employee to successfully finish a drug abuse program 
sponsored by an approved private or governmental institution. 
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Service Agencies and 
Support Groups 

Louisiana Association for the Deaf 
3 1 12 Valley Creek, Suite C 
Baton Rouge, LA 70808 

225923- 1266 (voicelm) 
225-923-1235 ( f a )  

Louisiana Commission for the Deaf 
c/o Director Jan Faulkner 
8225 Florida Blvd 
Baton Rouge, LA 70806-4834 

Voice: 800-256-1 523 

Interpreters Service (BR) 225-925-41 78 

Local: 225-925-4175 

TDD: 225-925-4179 

Louisiana School for the Deaf 
c/o Bill Prickett or Vicki Kelly 
P 0 Box 3074 
Baton Rouge, LA 7082 I -3074 
225-769-8 160 (voiceltty) 

Telephone Access Program Board 
c/o Vice Chair Carolyn De Vitas 
Public Service Commission 
One American Place, Suite 1630 
Baton Rouge, LA 70821 
225-342-3 157 

LA Self Help for Hard of Hearing (SHH) 
Peggy Thompson, 
Louisiana State Coordinator 
517 Oriole Lane 
Shreveport, LA 71 105 
3 18-868-2983 

LA Self Help for Hard of Hearing (SHHH) 
Janet Meyer, 
President NW Chapter 
6436 Creswell 
Shreveport, LA 7 1 106 
3 1 8-868- 1969 

LA Self Help for Hard of Hearing (SHHH) 
Jane Campbell, 
President Care and Share SHHH 
6886 Bostwick Rd 
Shreveport, LA 7 3 107 
3 1 8-929-0244 

LA Self Help for Hard of Hearing 
Catherine Good, 
Leader B.R. SHHH 
5055 Nicholson Dr. Apt #303 
Baton Rouge, LA 70820 

LA Self Help for Hard of Hearing 
John Rullman, 
President Crescent City SHHH 
33 Woodvine Ct 
Covington, LA 70433 
504-893-231 8 

DAC of Louisinna-Shreveport 
David Hylan 
601 Jordan St 
Shreveport, LA 7 1 1 01 
3 18-425-778 1 (voiceltty) 

-Continued on next page- 
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DAC of Northeast-Monroe 
1900 N 18th St Sui,te 424 
Monroe, LA 71201 
3 18-324-0607 (voiceltty) 

DAC New Horizon-Central LA 
1758 Elliot St Suite 1 & 2 
Alexandria, LA 71301 
3 18-487-4322 (voiceltty) 

DAC of Lafayette 
Myra Mouton 
1408 Cannel Ave 
Lafayette, LA 70501 
3 18-232-3463 

DAC of Greater New Orleans 
Kathy Treubig 
123 1 Prytank St. 2,nd floor 
New Orleans, LA 70130 
504-525-0700 (voice) 
504-525-3323 (tty) 

DAC of North Sharre 
Val Patterson 
19352 N Second St, Suite 3 
Covington, LA 704,33 
504-892-258 1 

Catholic Deaf Center 
Bill Dugas 
2585 Brightside La.ne 
Baton Rouge, LA 70821 
225-766-93 20 (voice/tty/fax) 
225-769-0223 (answering machine) 

DAC of Lake Charles 
3820 Legoin St 
Lake Charles, LA 70601 

31 8-433-5600 (voice) 
3 18-433-5606 (tty) 
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Telephone Access Program Board 
Mary Smith, Chair 
Louisiana Commission for the Deaf 
P 0 Box 3074 
Baton Rouge, LA 7082 1 
225-769-8 160 (voicekty) 

Max Ray 
LAD Rep 
10248 Ridgely Dr 
Baton Rouge, LA 70809 
225-292-22 16 (rty) 

Huey Barbin 
Deaf Community Rep 
290 Kenwood Ave 
Baton Rouge, LA 70806 

Della Mae Childress 
LA Acadiana Deaf-Blind Citizen Rep. 
4421 Kawanee Dr 
Metairie, LA 70006 
504-888-3571 (tty) 

Jane Hollier 
Hard of Hearing Rep. 
5800 Navaho Trail 
Alexandria, LA 7 1302 
3 1 8-487-SO1 3 (fax) 

VACANT 
LATAN Rep. 
POBox14115 
Baton Rouge, LA 70898-41 15 
225 -925-95 00 (voiceltty) 
800-270-61 85 (voice/tty) 

Carolyn DeVitis, Vice Chair 
Public Service Commission Rep. 
One American Place, Suite 1630 
Baton Rouge, LA 70825-1 697 
225-342-9888 (voice) 

Harrell Freeman 
Public Service Commission Public Rep 
3100 Fifth St 
Metairie, LA 70002 
504-837-8330 (voice) 

Bonnie Eades 
South Central Bell Rep 
365 Canal St. Room 1560 
New Orleans, LA 70140 
504-528-2090 (voice) 

Larry Henning 
LA Telephone Assoc Rep 
7266 Tom Dr Suite 205 
Baton Rouge, LA 70806 
25-927- 1377 

Karen Archer 
AT&T Rep 
One American Place, Suite 1404 
Baton Rouge, LA 70825 
225-346-0332 (voice) 

Lynn Loupe 
LRID President Rep, Ex-Officio 
P 0 Box 3074 
Baton Rouge, LA 70821-3074 
225-769-8 160 (voice/tty) 

Bill Prickett 
LA School for the Deaf, Superintendent, 
Ex-Officio 
P 0 Box 3074 
Baton Rouge, LA 70821 
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1 LA Commission for the Deaf 
Kathy Treubig, Program Manager 
Voc. Rehabilitation Services foir the Deaf 
8225 Florida Blvd 
Baton Rouge, LA 70806 
225-925-41 57 

Ron Delvisco, Designee 
LAD 
3 1 12 Valley Creek Dr, Suite C 
Baton Rouge, LA 70808 
225-923- 1266 (voiceltty) 

Lynne Loupe, President 
LA Registry of Interpreters for the Deaf 
P 0 Box 3074 
Baton Rouge, LA 70821-3074 
225-769-8 160 Ext 3 16 (voicdtty) 

Bill Prickett, Superintendent (Vice Chair) 
LA School for the Deaf 
P 0 Box 3074 
Baton Rouge, LA 70821 
225-769-8 160 

William Hightower, Designee 
Secretary, Dept. of Social Services 
755 Third St 
Baton Rouge, LA 7082 1 
225-342-67 15 (voice) 
225-342-8636 (fax) 

June Street, Designee (Secrehy) 
Superintendent, Dept of Educaxion 
P 0 Box 94064 
Baton Rouge, LA 70804-9064 
225-342-6 1 1 0 (voice) 

225-3424 880 (fax) 
225-219-4588 (tty) 

Trella Bennett, Designee 
Secretary, Dept. of Labor 
P 0 Box 94094 Capitol Station 
Baton Rouge, LA 70804-9094 
225-342-3 05 7 (voice-work) 
225-654-5046 (voice/tty-home) 

Rep. Yvonne Welch, Designee 
Speaker, House of Reps. 
1662 Thomas Delpit Dr. 
Baton Rouge, LA 70802 
225-342-9700 (work) 
225-381-0024 (fax) 

Dr. Michael Walsh, Designee 
Dept. of Health & Hospitals 
23515 Hwy 190 
P 0 Box 3850 
Mandeville, LA 70470-3850 

Sen. Ron Landry, Designee 
President of the Senate 
P 0 Box 189 
La Place, LA 70069 
504-652-23 79 (voice-work) 
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Members Appointed by the Governor 

Medford Magill 
Deaf Representative 
132 Cloud Dr 
3aton Rouge, LA 70806 
225-927-01 36 (tty) 

Mary Smith, Chair 
Deaf Representative 
22 13 Bernwood Dr 
Baton Rouge, LA 708 16 
225-752-8952 (home) 
225-769-81 60 (work) 

Mary Ann Veade 
Parent Representative 
47 16 Richland Ave 
Metairie, LA 70002 
504-885-8027 
5 O4-887-0800 
504-942-9954 (pager) 

Joe Broussard 
Professional Representative 
604 Emancipation Dr 
Broussard, LA 705 18 
3 18-364-641 8 {work) 
3 18-837-9339 

Vacant Seat 
Parent Representative 

vacant seat 
Professional Representative 

Peggy Thompson 
Hard of Hearing Representative 
5 17 Oriole Lane 
Shreveport, LA 71 105 
3 18-868-2983 

I Interpreter Certification Board 
James Vidrine, ICB Chair 
225 Cloud Dr 
Baton Rouge, LA 70806 
225-757-33 18 
225-925-335 1 

Harry Scofield 
LCD Representative 
1538 Chippenham Dr 
Baton Rouge, LA 70808 
225-767-1 974 (e) 

Rebecca Carlson 
LRID Representative 
109 N Dabney 
Slidell, LA 72458 
504-64 1-45 12 (home) 

Vacant Seat 
Educational Interpreter Rep 

Vacant Seat 
LAD Rep 
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Introduction to ASL 
Many people mistakenly believe that American Sign Language (ASL) is 
English conveyed through signs. Some think that it is a manual code for 
English, that it can express only concrete information, or that there is one 
universal sign language used by Deaf people around the world. 

Linguistic research demonstrates, however, that ASL is comparable in 
complexity and expressiveness to spoken languages. It is not a form of 
English. It has it's own distinct grammatical structure, which must be 
mastered in the same way as the grammar of any other language. ASL 
differs from spoken languages in that it is visual rather than auditory, and is 
composed of precise handshapes and movements. 

ASL is capable of conveying subtle, complex, abstract ideas. Signers can 
discuss philosophy, literature or politics as well as football, cars, or income 
taxes. Sign Language can express poetry as poignantly as can any spoken 
language, and can corn~rnunicate humor, wit, and satire just as bitingly. As in 
other languages, new vsocabulary items are constantly being introduced by 
the community in response to cultural and technological change. 

ASL was developed by American Deaf people to communicate with each 
other and has existed, 21s long as there have been Deaf Americans. 
Standardization began in 1 81 7 when Laurent Clerc and Thomas H. 
Gallaudet established the first School for the Deaf in the U. S. Students 
afterwards spread the use of ASL to other parts of the U.S. and Canada. 
Traditionally, the language has been passed from one generation to the next 
in the residential school1 environment, especially through dormitory life. 
Even when signs were not permitted in the classroom, the children of Deaf 
parents, as well as Deaf teachers and staff, would secretly pass on the 
language to their students. Approximately one-half million Deaf people in 
the US. and Canada now use ASL, 
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Since the late 18OO's, Deaf people have been discouraged from using ASL. 
Many well-meaning but misguided educators, believing that the only way 
for deaf people to fit into the hearing world is through speech and lip- 
reading, insisted that the deaf children try to learn to speak English. Some 
have even gone so far as to t ie  down deaf children's hands to prevent them 
from signing. Despite these and other attempts to discourage signing, ASL 
continues to be the preferred language of the Deaf community. Far fiom 
seeing the use of sign as a handicap, Deaf people regard ASL as their 
natural language, which reflects their cultural values and keeps their 
traditions and heritage alive. 

WHEN DO I FJNGERSPELL? 

When two languages co-exist in any community, the language of the 
majority culture may influence the language of the minority culture. One 
of the ways that ASL is influenced by English is in the incorporation of 
certain fingerspelled English words. 

In general, fingerspelling is used to give: 

.Names of people 

.Names of cities and states 
@Titles of movies or books 
*Brand names 

Fingerspelling is also used for " fingerspelled loan signs." These are two-to 
five-letter, commonly used words that have their own unique patterns of 
movement. These movement patterns are different fiom ordinary 
fingerspelling: the words have become ASL signs rather than fingerspelled 
words. Some of these you may already know, LE. OK, car, bus. 
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StrateEies for Finrerspelhq 

When you see a fingerspelled word, try to see the shape and movement 
pattern of the word rather than trying to see each letter. Read the whole 
word as it is spelled just as you would read a printed word. (Also try to 
keep your eyes on the signer’s face while doing this.) 

When you yourself fingerspell words, be sure to keep your hand slightly to 
the right of your face and below your chin (or to the left if you are left- 
handed). Keep your elbow down, close to your body, and your arm 
relaxed. 

When you fmgerspell, work on the flow of movement and the blend of 
handshapes in the whole word, rather than focusing on articulating each 
letter. Avoid “bouncing” each letter. 

Remember that the fingerspelling is not a substitute for signing. Do not 
spell a word as your first alternative for expressing an idea for which you 
don’t know a sign. Instead, point, describe, act out, gesture, draw - 
anything but fingerspell. 

KEEPING EACH OTHER INFORMED 

If you were late for a history class, what would you do when you entered 
the classroom? Most people would quietly take their seat. That would be 
considered courteous behavior. 

In a sign Language class, however, that would not be appropriate. In 
addition to entering quietly you would be expected to take a moment to 
explain why you were late. You might say as briefly as possible, “Sorry 
for being late. I was talking to my friend Sarah.” Sharing information is 
the norm in the Deaf community; especially when there is a change in the 
routine or expectations,, an explanation is warranted. These are not to be 
viewed as giving excuses but rather viewed as a way of talking. 
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Why is this? 
Deaf people have formed cohesive and mutually supportive community. 
As one would expect, this close-knit community encourages a greater 
sense of familiarity. This is evidence in the kinds of information shared. 
Deaf people in everyday conversations share a great deal of information 
about their day-to-day lives-talking about family, fiends, what they’ve 
been doing, community news and events. 

You will need to teach yourself to share more information about yourself 
when talking with Deaf people than you normally would with hearing 
people who are not close friends. This may seem like a small difference 
between hearing and Deaf cultures, but it is not. As you become more 
proficient in ASL, you will begin to appreciate how keeping others 
informed with affect how well you get to know Deaf people and how 
much of the Deaf community you will experience. 

Begin by developing the following habits of informing others: 
.If you are late or need to leave early, inform the other people and include 
an explanation. 
.Let people know when you are leaving a group situation, not just one 
person or the host, but most people that you know. 
.If you’re leaving for a short while, tell someone where you’re going and 
when you’ll be back. 

If you get up and leave a casual conversation, even if you were not 
directly involved, someone is likely to ask the group where you went. If 
you’ve told someone, that person will inform the group and the 
conversation will continue normally. In this way the expected level of 
information sharing is maintained. 
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MEETING OT€IXRS 

In a classroom situation,, a hearing student would introduce himselfherself to 
a Deaf person. The Deaf person would ask the student key questions that 
have a definite cultural limction. She/ He may ask where the student was 
leaming ASL whether or not her teacher was deaf, and the first and last name 
of the teacher. 

This is a typical interaction strongly rooted in Deaf culture. The information 
exchanged explains how a person is connected to or affiliated with the Deaf 
community; in this case her affiliation is as a Sign Language student. 

When Deaf people meet each other for the first time, the information 
exchanged is used to establish each other’s community ties. In an 
introduction, the following information is shared: 

.Where they are from 
Which residential school they attended 

.Including the year they entered and the year they graduated 

.Whether they attended Gallaudet University, if yes what class. @e. Class of 
1975). 

Based on this information they will begin to talk about people they might 
know in common, and share personal information. In the Deaf community, 
almost everyone’s connection can be established either directly or indirectly. 
How is this? Most deaf children attend residential schools. They live at 
these schools througho~it the school year, from kindergarten through high 
school. Most students view the school as their home, and their fellow 
students as part of their extended family. After completing school, Deaf 
people continue to strengthen their social bonds by participating in various 
Deaf community activities, (i.e., athletic tournaments, clubs, churches, 
picnics and other social events). Former classmates, co-workers, friends and 
acquaintances drive for miles to attend these events, maintaining contact with 
each other and sharing news about themselves, mutual friends, and the 
community at large. 
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Deaf people you meet for the first time will be interested in finding out about 
your connection to the Deaf community. When introducing yourself be 
prepared to share the following information: 
.Your first and last name 
@Whether you are deaf, hard of hearing or hearing 
.Who is teaching you the language and culture 
emere you are studying 
.Why are you learning the language 

NAME SIGNS 

When a deaf child first enters residential school, a dorm counselor will often 
assign a name sign using the first letter of the child’s name. 

In the cases where children have Deaf parents, name signs are given at birth. 
Not everyone has a name sign. Thee- and four-letter names are ofken just 
fingerspelled. 

Name signs are used for identifying and referring to people both present and 
not present. Name signs are not used in direct addresses, that is when you’re 
signing to Mary you would not use her name sign to say, “I don’t think so, 
Mary.” 

There are two kinds of name signs: arbitrary and descriptive. The examples 
above are arbitrary: They use the first letter of the person’s name, and their 
location and movement are governed by linguistic rules. Descriptive name 
signs are derived from distinctive physical features, (i.e. a description of 
someone’s hairstyle, a mole on the cheek, cleft chin). These are similar to 
descriptions used in identifying people. Descriptive name signs are often 
given by peers (Le,, other children in residential school) and are almost 
always replaced in adulthood by an arbitrary name sign. 
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Descriptive name signs me sometimes given to hearing Sign Language 
students for use in the classroom. These differ from the descriptive name 
signs given by deaf peers in that they often use the first letter of the 
student's name in conjunction with some descriptive feature. These should 
not be used as a way of identifying oneself outside of class. It is not until 
hearing people are involved in the community, either through work or social 
relationships that an arbitrary name sign may be given. Name signs should 
be given by a Deaf person; hearing people should not invent their own name 
signs. Even if you have an arbitrary name sign, when asked your name, you 
must first spell your full name. 

HOW DO DEAF PEOIPLE. .... ??? 

Know when a baby is crying or the phone is ringing? How do deaf people 
know when there's someone at the door, or if a smoke detector is going off? 
For all of these sounds, there are flashing-light signaling devices. When the 
baby cries a light flashes and the Deaf person knows to check on the baby. 
The light will also flash when the telephone rings. Doorbell and smoke 
detectors can be attached to similar devices. The lights flash in a distinctive 
rhythm so the deaf perscm knows what to respond to. 

Wake up in the morning! For the people who don't wake up on their own, 
there are special alarm clocks attached to either a flashing light or a bed 
vibrator that is activated when the alarm goes off, 

Understand TV? Many television shows are captioned. To be able to see 
these captions on screen, deaf people must have a device called a "decoder" 
attached to the TV. According to the ADA (American with Disabilities 
Act), all televisions that are made after July 1993, must have the caption 
chips in them. You may tum the caption on by using the menu on your 
remote control. This docs nut only benefit people with hearing loss, but 
also for those who are 1e:aming English as their second language. Captions 
appear like subtitles on the bottom of the screen so that deaf people can read 
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what’s being said. These captions also mention sounds that are off-screen, 
such as applause or a telephone ringing. Many newer models of televisions 
have a built-in caption. 

Talk on the phone? There is a special telecommunication device that enables 
deaf people to use the telephone. In the Deaf community this device is called a 
TTY (short for teletypewriter), while hearing businesses use the term TDD 
(Telecommunications Device for the Deaf). When the telephone rings, the deaf 
person places the receiver on a coupler attached to the TTY device. The device 
has a small keyboard and the conversation takes place by typing back and 
forth. 

In order for a conversation to take place, there must be a TTY at both ends. 
However, some community agencies or businesses provide relay services to 
mediate communication between TTY and voice calls. A relay service 
operator types what the hearing person says, and then reads aloud what the deaf 
person types. 

CROSS-CULTURAL COMMUNICATION 

Ninety percent of all deaf children have hearing parents. A small percentage of 
these parents learn sign language. Consequently Deaf people at a very early 
age develop strategies for communication with people who do not sign. Some 
of the most common strategies are described below: 

.Pen and Paper are used for seeking information, conducting business (Le., 
getting directions, and placing orders), or having conversations. This is most 
common strategy for cross-cultural communication. 

#Gesturing is usually used with people seen regularly and in situations where 
the interaction is predictable. This form of communication is used to manage 
limited social contact with people like the regular waitress at the local coffee 
shop, relatives, co-workers, and neighbors. If the interaction continues, other 
strategies such as peon and paper are usually used. 
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.Lipreading and speech are among the least preferred strategies for most 
Deaf people. Approximately thirty percent of spoken English can be 
understood by lipreading;, which leaves the Deaf person in an untenable 
position. This percentage can increase if the hearing person or the subject is 
familiar or if the content is predictable (i.e., “how are you?” in a greeting). 
Lipreading leaves considlerable room for misunderstanding, and because of 
this, it is held to a minimum. The use of speech varies with each individual. 
Few Deaf people feel coimfortable using speech with strangers. 

.Adapting signs to other,s (or modifying Sing Language for communicative 
purposes) is used with hearing people with v q i n g  degrees of signing ability. 
Deaf people will vary their signs to match the language skills of the other 
person. This might mean the inclusion of more fingerspelled words, more 
mouthng of words, gesturing, simple sentences, slower pace, and more 
English-like word order. The goal is to communicate so Deaf people will use 
whatever combination of methods is most effective. This is similar to what 
you would do with a person who is obviously foreign born and not fluent in 
the English language. 

musing a third person to interpret is another strategy to help make 
conversations between Deaf and hearing person flow more smoothly. The 
third person would sign what was said and voice what was signed. In many 
situations such as medical, legal, educational and professional, Deaf people 
prefer to use certified Sign Language interpreters who not only know the 
language fluently, but are sensitive to Deaf and hearing cultures as well. 

Strategies for Sim Language students: 

.Let the Deaf person know you can sign 
*Let the Deaf person set the communication pattern to be used. 
.Avoid talking (using voice) in the presence of a Deaf person without 

relaying the information in signs. It is considered rude not to keep the Deaf 
person informed. 

you intend to introduce yourself. 
.If you see other people signing, avoid watching their conversation unless 
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MAINTAINING CONTINUITY IN RELATIONSHIPS 

d 

One day, a Deaf woman was invited to a beginning ASL class. The instructor 
introduced the woman by giving information about her community ties and 
her personal life. The students were asked to introduce themselves, and 
include information such as marital status, number of children, line of work, 
and any other personal comments. The visitor chatted briefly about these 
things with each student. (There were about twenty students in the class.) 
After the last student introduced herself, she jokingly said to the visitor, 
“That% a lot to remember.’’ The visitor replied, “I remember most of it,” and 
proceeded to amaze the class by going around the room restating information 
about each student, pointing out similarities between students’ lives, and 
recalling personal comments. 

The students thought the visitor had an exceptional memory. The instructor 
explained, however, that she possessed no extraordinary talent but rather 
reflected a learned cultural behavior. She has done what most Deaf persons 
do naturally-she attended to information that established a person’s 
community ties, that assists her in identifying that person to others in the 
community and that helps her maintain continuity in the relationship (or in 
this case the “acquaintanceship”). 

Deaf culture is called a “high-context” culture. Deaf people have an extensive 
information-sharing network among families, friends, and community 
members, and are involved in a host of familiar relationships. Among Deaf 
people, there is a great deal of shared knowledge, common experiences, goals 
and beliefs, common friends and acquaintances, a common way of talking; 
that is, their lives share a common context. 

When two Deaf people meet for the first time, they establish this context by 
giving information about their community ties. They attend to specific 
information and retain it. When they meet again, they expect each other to 
remember their previous exchange and will begin to talk from that basis. Each 
will learn a little more about the other, which in turn will be remembered. 

4 

~ 

w!mB 
Re vised 0 6/04/99 

Deaf Culture 

CONFIDENTIAL 



CONFIDENTIAL 

f- 

This maintains continuit,y not only in that relationship; the information is fed 
back into the information-sharing network to help contextualize each person 
in relationship to the overall fabric of the community. 

As you begin to meet Deaf people in the community, you should volunteer 
information about yourself and make a point of retaining relevant information 
about others. The next time you meet you should be able to recall the 
information exchanged in the first meeting, and from that context begin to 
build a relationship. Your ability to maintain continuity in relationships 
depends on your ability to remember relevant information about people. This 
developed skill will allow you to understand and participate in conversational 
patterns common in the Deaf community. 

BRIEF HISTORY OF DEAF AMERICA 

In I8 17 Laurent Clerc, a Deaf teacher fkom the National Royal Institution for 
the Deaf in Paris, came to the United States to help Thomas H. Gallaudet, a 
hearing American, start American’s first School for the Deaf in Hartford, 
Connecticut. CIerc brought Erom the Paris school a highly effective teaching 
method using Sign Language, the language of Deaf people. 

Graduates of the Hartford School went on to establish similar residential 
Schools for the Deaf in other states. Many Deaf people became teachers of 
the Deaf and Sign Language was the language of instruction in the classroom. 
Then in 1864, a charter signed by President Lincoln established the First 
University of the Deaf (now called Gallaudet University). 

Late in the 1Yh century thle tide began to turn against Deaf people and their 
language. In 1880, the International Congress on Education of the Deaf in 
Milan, Italy adopted a resolution banning the use of Sign Language in 
teaching deaf children. The “oral method” of teaching gained momentum; 
speech and lip-reading became the primary educational goal. Deaf people 
were discouraged form entering the teaching profession and Sign Language 
was no longer permitted i:n the classroom. 
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Also in 1880 the Natiunal Association of the Deaf (NAD) was founded in 
Cincinnati, Ohio. This organization brought Deaf people together fiom 
around the country to work for their common interests and fight 
discrimination in school and workplaces. Around the tum of the century, 
because of a growing concern that American Sign Language would be lost, 
the NAD established a fund used to make a series of films in Sign Language. 
One of these films is George Veditza’s Preservation of Sign Language. Over 
the years, the NAD has fought public ignorance of deafness, 
underemployment of Deaf people, discrimination against Deaf people who 
were denied driver’s licenses, discrimination against Deaf teachers, double 
tax exemption for Deaf people and the strictly oral method in education of 
the Deaf. 

The years from 1900 to 1960 could be considered the “Dark Ages” of Deaf 
history. What sustained the community during this period of strong oralism 
and lack of social understanding was the Deaf clubs. Local. clubs provided a 
place where Deaf people could congregate to socialize, share the latest news, 
organize around political issues, plan events and outings, and in later years, 
watch captioned films. The clubs nourished the sense of group loyalty and 
community, m’aintained the culture and preserved the cherished language. 

The 1960’s ushered in an era of change, as evidenced by the following 
milestones : 

.Teletypewriters for the Deaf (TTYs) were invented by a deaf man in 1964, 
and began to take hold during the 1970’s. Later, with the invention of 
telcaption decoders, television too became accessible to Deaf people. 

.The National Registry of Interpreters for the Deaf was founded in 1864, 
leading to increased respect for, and greater proficiency within, the 
profession. 

.The first linguistic study of American Sign Language was published in 
1965. The study was made by William Stokoe at Gallaudet, and had great 
impact on continued research and recognition of ASL. 
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*The educational philosophy of “Total Communication” began to gain 
acceptance, and signs were again permitted in the schools. 

.In 1966, the NAD fought for the right of a Deaf couple in California to 
adopt a foster child. The judge had said that the child would not have a 
normal home environment with Deaf parents. After an outpouring of 
support from the Deaf community all over the U S ,  the couple was awarded 
custody of the child. 

*The National theatre of the Deaf first toured in 1967, spreading awareness 
and appreciation of ASL throughout the world. 

.Section 504 of the Rehabilitation Act of 1973 (often called the civil rights 
act for disabled people) was finally signed into law in 1976. This law 
requires that any institution receiving federal funds be accessible to a11 
disabled people. Sign Language interpreting services began to be provided 
at many colleges around The country, as well as in hospitals, courtrooms, 
government agencies and various workplaces. 

.In 1979, when the movir: “Voices” was produced featuring a hearing 
performer in the roIe of a Deaf character, Deaf people staged a successful 
boycott of the movie in several cities, forcing the distributor to withdraw the 
film form the market. Since the, Deaf performers have become more visible 
on television, stage and film, and Deaf people are more often hired to 
perfom in Deaf roles. 

In recent years, there has been increased academic acceptance of American 
Sign Language in colleges and universities. There has also been a growing 
recognition of Deaf culture by the genera1 public. Deaf individuals are 
beginning to attain decision-making positions where they can make a 
difference in the lives of Deaf people. The “Deaf President Now” rally at 
Gallaudet University in the spring of 1988 drew widespread support not 
only from the members of‘the Deaf community, but from many people in all 
walks of life. What happened at Gallaudet that fateful week was the 
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culmination of a people’s struggle to break the chains of paternalism. This 
struggle for Deaf r ights  and self-determination continues. The protest at 
Gallaudet is seen by many as the beginning of a new chapter in the life of 
Deaf America. 

d 

-_c---I---Ic---_---I- 

Jack R. Gannon, Deaf Heritage: A Narrative History of Deaf America. 
National Association of the Deaf. Silver Spring, Maryland. 1981. P. 222. 
Form more information on the history of Deaf American see Gannon’s 
book and other NAD publications, as well as Harlan Lane, When The 
Mind Hears: A History of the Deaf. Random House, NY. 1984. 
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Welcome new employee! 

1 CONFZDENTIAL 1 

On behalf of your colleagues, I welcome you as a new SAI employee and wish you every success 
here. 

We beIieve that each employee contributes directly to SAI's growth and success, and we hope 
you will take pride in being a member of our team. 

This handbook was developed to describe some of the expectations of our employees and to 
outline the policies, programs, and benefits available to eligible employees. Employees should 
familiarize themselves with the contents of the employee handbook as soon as possible, for it 
will answer many questions about employment with S A I .  

We hope that your experience here will be challenging, enjoyable, and rewarding. Again, 
welcome! 

Sincerely, 

Bruce Nelsen 
Executive Director 
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25 EMPLOYEE ACKNOWLEDGEMENT FORM 
FOR RECEIVING EMPLOYEE HANDBOOK AND OPERATION GUIDELINlES 

The employee handbook and operation guidelines describe important infomation about S A I ,  and 
I understand that I should consult the Human Resources Department regarding any questions not 
answered in the handbook andor guidelines. I have entered into my employment relationship 
with S A I  voIUntariiy and acknowledge that there is no specified length of employment. 
Accordingly, either I or SAI  can terminate the relationship at will, with or without cause, at any 
time, so long as there is no violation of applicable federal or state law. 

Since the information, policies, and benefits described here are necessarily subject to change, I 
acknowledge that revisions to the handbook andor guidelines may occur, except to SM’s policy 
of employment-at-wilI, All such changes will be communicated through official notices, and 1 
understand that revised information may supersede, modify, or eliminate existing policies. Only 
the Executive Director of S A I  hsts the ability to adopt any revisions to the policies in the 
employee handbook. Only the Program Director has the ability to adopt any revisions to policies 
in the operation guidelines. 

Furthermore, I acknowledge that this handbook and guidelines are not a consact of employment, 
a legal document, nor does it provide employees with any guarantee of employment. I have 
received the handbook and guidelines, and I understand that it is my responsibility to read and 
comply with the poIicies contained in this handbook and guidelines and any revisions made to it. 

EMPLOYEE’S SIGNATURE 
Please witdsign clearly or print 

DATE 

*This page must be returned to the Human Resources Manager. 
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30 ORGANIZATION DESCRIPTION 
m 

I. Services Provided 
SAI is one of eight Centers for Independent Living in the State of Wisconsin. The purpose 
of SAI is to foster an environment which affords every person, regardless of disability, the 
opportunity to lead a self-sufficient and independent life. 

11. Facilities and Location(s): SAI has four offices: 
Racin e; 
Washington Square: Suite 225 
5200 Washington Avenue 
Racine, WI 53406 
Kenosha: 
1202 60th Street Suite 116 
Renosha, WI 53 14,O 
Eikhorn : 
35 S. Wisconsin Street 
Elkhorn,W 53121 
Madison: 
Wisconsin Relay System 
8383 Greenway Blvd. Suite 90 
Middleton, Wl 53,562 

111. SAI's History 
SA1 was established in 1974 by a group of persons with disabilities who had a vision of a 
different life for themselves, a life free of barriers they encounted in daily living which led 
to dependency. With the release of Title VU, Part B monies by the Federal government, S A I ,  
in 1979, became one of five centers for Independent Living to be sponsored by the State of 
Wisconsin. Since its inception S A I  has grown to over 550 employees, our sentice area 
includes five southeastem Wisconsin counties, Rock, Jefferson, Walworth, k i n e  and 
Kenosha. Today SAI offers a wide a m y  of services aimed at promoting self sufficient 
lifestyles for persons with disabilities. Services include independent living skills training, 
information and referral, peer support, advocacy, supportive home care services, home health 
senices adaptive equipment and home modifications, Americans with Disabilities Act 
(ADA) services, financial. and medical benefits consultation, housing and transportation 
information and telecommunication relay system. 

IV. Organizational Structure 
SAI is governed by a Board of Directors. All offices are the under the direct responsibility 
of the Executive Director, with management staff reporting directly to the Executive 
Director. 

V. Role of Human Resourccs 
The role of t h e  Human R.esources Department is to make sure that all new personnel stre 

processed correctly and th.at each individual is aware of their benefits with Society's Assets. 
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40 INTRODUCTORY STATEMENT 

This handbook is designed to acquaint you With SAI and provide you With information about 
working conditions, empioyee benefits, and some of the policies affecting your employment. 
You should read. understand, and comply with all provisions of the handbook. It describes many 
of your responsibilities as an employee and outlines the programs developed by SAI to benefit 
employees. One of our objectives is to provide a work environment that is conducive to both 
personal and professional growth, 

No employee handbook can anticipate every circumstance or question about policy. As SAI 
continues to grow, the need may arise and SAI reserves the right to revise? supplement, or 
rescind any policies or portion of the handbook from time to time as it deems appropriate, in its 
sole and absolute discretion. The only exception to any changes is our employment-at-will policy 
permitting you or SAI to end our relationship for any reason at any time. Employees will, of 
course, be notified of such changes to the handbook as they occur. 

This employee handbook is not a contract and the employer does not guarantee employment for 
any employee. 

41 OPEN DOOR POLICY 

Because of the nature of the business SAI does, good communication is of the utmost 
importance. Communication is a joint responsibility shared by the agency and you. If you have 
any questions about the information contained in this handbook or about any aspect of your job, 
we welcome your questions. Feel free to talk to any member of management about issues that 
concern you. Your opinions, concerns and questions are important to us. 

Generally, if you are having a problem with another employee, we encourage you to 
communicate your concerns to the individual and attempt to resolve the conflict. If the problem 
is not resolved go to your immediate supervisor next. You and your supervisor may decide it is 
necessary to discuss the problem with the next higher level of management personnel. We 
encourage you to talk to SA1 management staff to prevent a small conflict from escalating to a 
larger one. 
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101 NATURE OF EMPLOYMKNT 

Employment with SAI is voluntarily entered into, and the employee is free to resign at will at 
any time, with or without cause. Similarly, SAI  may terminate the employment relationship at 
will at any time, with or without notice or cause, so long as there is no violation of applicable 
federal or state law. 

Policies set forth in this handbook are not intended to create a contract, nor are they to be 
construed to constitute contractual. obligations of any kind or a contract of employment between 
SAI and any of its employees. The provisions of the handbook have been developed at the 
discretion of management and, exlcept for its policy of employment-at-will, may be amended or 
cancelled at any time, at SAI's sole discretion. 

These provisions supersede all existing policies and practices and may not be amended or added 
to without the express written approval of the Executive Director of S A I .  

102 RECRUITMENT 

Whenever the need arises to fill a new or vacant position, the Program Director will insure that: 
A. In all cases positions Will be posted internally and, if desired by Progmm Director, 

simultaneously listed for open competition with local job information and placement 
centers and with advertisements in major area newspapers. 
In all cases the job posting shall contain the job title, the job description, minimum 
qualifications a d o r  requirements, wage and benefit statement, an indication of where, 
when and how applications will be accepted and a statement that SAI is an Affirmative 
ActiodEqual Opportunity Employer. 

B. 
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103 EQUAL EMPLOYMENT OPPORTUNITY 

In order to provide equal employment and advancement opportunities to all individuals, 
employment decisions at SA1 will be based on merit, qualifications, and abilities. SAI does not 
discriminate in employment opportunities or practices on the basis of race, color, religion, sex, 
national origin, age, disability, sexual orientation, or any other characteristic protected by law. 

SA1 will make reasonable accommodations for qualified individuals with known disabilities 
unless doing so would result in an undue hardship. This policy governs all aspects of 
employment, including selection, job assignment, compensation, discipline, termination, and 
access to benefits and training. 

In addition to a commitment to provide equal employment opportunities to all qualified 
individuals, S A I  has established an affirmative action program to promote opportunities for 
individuals in certain protected classes throughout the organization. 

Any employees with questions or concerns about any type of discrimhation in the workplace are 
encouraged to bring these issues to the attention of their immediate supervisor or the Human 
Resources Department. The agency's Affirmative Action Ofiker is available to handle any 
questions or concerns. Employees can raise concerns and make reports without fear of reprisal. 
Anyone found to be engaging in any type of unlawful discrimination Will be subject to 
disciplinary action, up to and including termination of empio yment 

104 IMMIGRATION LAW COMPLIANCE 

SAI is committed to employing only United States citizens and aliens who are authorized to 
work in the United States and does not unlawfully discriminate on the basis of citizenship or 
national origin. 

In compliance with the Immigration Reform and Control Act of 1984, each new employee, as a 
condition of employment, must complete the Employment Eligibility Verification Form 1-9 and 
present documentation establishing identity and employment eligibility. Former employees who 
are rehired must also complete the form if they have not completed an 1-9 with SA1 within the 
past three years, or if their previous ?-9 is no longer retained or valid. 

Employees with questions or seeking more information on immigration law issues are 
encouraged to contact the Human Resources Department. Employees may raise questions or 
complaints about immigration law compliance without fear of reprisal. 
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EMPLOlylMENTSTATUS & RECORDS 
201 EMPLOYMENT CATEGlORIES 

It is the intent of S A I  to clarify th.e definitions of employment classifications so that employees 
understand their employment status and benefit eligibiIity. These classifications do not 
guarantee employment for any specified period of time. Accordingly, the right to terminate the 
employment relationshp at will a t  any time is retained by both the employee and S A L  

Each employee is designated as either NONEXEMPT or EXEMPT from federal and state wage 
and hour laws. NONEXEMPT employees are entitled to overtime pay under the specific 
provisions of federal and state laws. EXEMPT employees are excluded from specific provisions 
of federal and state wage and how laws. An employee’s EXEMPT or NONEXEMPT 
classification may be changed only upon written notification by SAI  management. 

WRS speci$c: 
REGULAR FULL-TIME won-ExempWExempt) employees are those who are not in a temporary or 
introductory status and who are regulariy scheduied to work S A W S ’ S  full-time schedule. Generally, they 
are eligible for SAI’s benefit package, subject to the terms, conditions, and limitations of each benefit program. 

REGULAR PART-TIME (PTA) won-Exempt) employees are those who are not assigned to a temporary or 
introductory status and who are regulariy scheduled to work less than the full-time work schedule, but at least 
25 hours per week. Regular part-time employees are eligible for some benefits sponsored by SAL subject to 
the terms, conditions, and limitations of each benefit program. 

PART-TIME (PTB Non-Exempt) empbyees are those who are not assigned to a temporary or introductory 
sratus and who are regularly scheduled to work between 20-24 hours a week. Regular part-time employees art 
eIigible for some benefits sponsored by SAI, subject to terms, conditions, and limitations of each benefit 
program. 

PART-TIME (PTC) won-Exempt) employees are those who are not in a temporary or introductory status and 
who are regularly scheduled to work less than 20 hours a week. While they do receive all legally mandated 
benefits such as Social Security and worker’s compensation insurance, they are ineligible for all SAI’s other 
benefit programs. 

CASUAL employees are those who have established an employment relationship with SA1 but who are 
assigned to work on an intermittent andor unpredictable basis. While they receive all legally mandated 
benefits (such as workers’ compensaticin insurance and Social Security), they are ineligible for all of SAI’s 
other benefit programs. 

INTRODUCTORY employees are that whose performance is being evaluated to determine whether hrther 
employment in a specific position or with SA1 is appropriate. Employees who satisfactorily complete the 
introductory period (90 days) will be notified of their new employment classification. 

TEMPORARY employees are those who are hired as interim replacements, to temporarily supplement the work 
force, or to assist in the completion of a specific project. Employment assignments in this category are of a 
Iimited duration, Employment beyond any initially stated period does not in my way imply a change in 
employment status. Temporary emplciyees retain that status unless and until notified of a change. While 
temporary employees do receive all legally mandated benefis such as Social Security and workers’ 
compensation insurance, they are ineijgibie for all SAI’s other benefit programs. 
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202 ACCESS TO PERSONNEL FILES 

SAI maintains a personnel file on each employee. The personnel file includes such information 
as the employee’s job application, resume, records of eaining, documentation of performance 
appraisals and salary increases, and other employment records. 

Personnel files are the property of SAI, and access to the informalion they contain is restricted 
and confidential. 

Generally, only supervisors and management personnel of SAI who have a legitimate reason to 
review information in a file are allowed to do so. 

Employees who wish to review their own file should contact the Human Resources Manager. 
With reasonable advance notice, employees may review their own personnel files a maximum of 
2 times per year in SAI‘s offices and in the presence of an individual appointed by SAI to 
maintain the files. Employees have the right to copy their personnel files but SAI may charge a 
reasonable fee for the copies. 

203 EMPLOYMENT REFERJ3NCE CfIECKS 

To ensure that individuals who join SAI are well qualified and have a strong potential to be 
productive and successhi, it is the policy of SAI to check the employment references of all 
applicants. 

SAI will respond to dl reference check inquiries from other employers. Responses to such 
inquiries wil1 confirm only dates of employment, wage rates, and position(s) heid. 

204 PERSONNEL DATA CHANGES 

It is the responsibility of each employee to promptly notify S A I  of any changes in personnei data. 
Personal mailing addresses, telephone numbers, number and names of dependents, individuals to 
be contacted in the event of an emergency, educational accomplishments, and other such status 
reports should be accurate and current at all times. If any personnel data has changed notify the 
Human Resources Manager. 
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F 205 INTRODUCTORY PERIOD 

The introductory period is intende:d to give new employees the opportunity to demonstrate their 
ability to acheve a satisfactory level of performance and to determine whether the new position 
meets their expectations. SAT uses t h i s  period to evaluate employee capabilities, work habits, 
and overall performance. Either t.he employee or SAI  may end the employment relationship at 
will at any time during or after the introductory period, with or without cause or advance notice. 

All new and rehired employees wmork on an introductory basis for the first 90 calendar days after 
their start date. Employees who are promoted or transferred within SAT must complete a 
secondary introductory period of ithe same length with each reassignment to a new position. Any 
approved leave will automatically extend an introductory period by the length of the absence. If 
SAI determines that the designated introductory period does not allow sufficient time to 
thoroughly evaluate the employee's performance, the introductory period may be extended for a 
specified period. 

In cases of promotions or transfers within S A I ,  an employee who, in the sole judgement of 
management, is not successful in the new position can be removed from that position at any time 
during the secondary introductoy period. If this occurs, the employee may be allowed to retum 
to his or her former job or to a comparable job for which the employee is qualified, depending on 
the availability of such positions and SAI's needs. 

Upon satisfactory completion of the initial introductory period, employees may enter the 
"regular" employment classification. 

During the initial introductory period, new employees are eligible for those benefits that are 
required by law, such as workers' compensation insurance and Social Security. After becoming 
regular employees, they may dscl be eligible for other SAI-provided benefits, subject to the terms 
and conditions of each benefits program. Employees should read the information for each 
specific benefits program for the details on eligibility requirements. 

Benefits eligibility and employment status are not changed during the secondary introductory 
period that results fiom a promotion or transfer within SAL 

206 EMPLOYMENT APPLICATIONS 

SAT relies upon the accuracy of information contained in the employment applicationlresume, as 
well as the accuracy of other data presented throughout the hiring process and employment. A n y  
misrepresentations, falsifications, or material omissions in any of this information or data may 
result in SAI's exclusion of the individual from further consideration for employment or, if the 
person has been hired, termination of employment. 
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207 PERFORMANCE EVALUATION 

CONFIDENTIAL 

Supervisors and employees are strongly encouraged to discuss job performance and goals on an 
mforrnal, day-to-day basis. Formal performance evaluations are conducted at the end of an 
employee’s initial period in any new position. This period, known as the introductory period, 
allows the supervisor and the employee to discuss the job responsibilities, standards, and 
performance requirements of the new position. Additional f o r d  perfonnance evaluations 
(usually annual) are conducted to provide both supervisors and employees the opportunity to 
discuss job tasks, identify and correct weaknesses, encourage and recognize strengths, and 
discuss positive, purposeful approaches for meeting goals. Some of the job factors that are 
reviewed are: quality of work, dependability, thoroughness, job knowledge, judgement, 
initiative, ability to get along with other staff, attitude and attendance. 

WRS spec@: 
Perfomance evaluations for Communication Assistants are scheduled at their first 3 and 
6 month of employment then annually coinciding generally with the anniversary of the 
employee’s date of hire. 

Performance evaluations for Adminismtive s ta f f  occur every July coinciding generally 
with the fiscal-year end. 

Merit-based pay adjustments are awarded by SAI/WRS in an effort to recognize truly supenor 
employee perfomance. The decision to award such an adjustment is dependent upon numerous 
factors, including the information documented by this formal performance evaluation process. 
All increases are dependent on the availability of funds and SAI Board of Directors action. 
General wage increases may be given to reflect changing economic conditions. Individual wage 
increases are given only when supported by a performance review. 

208 LICENSURE RENEWALLPDATES 

Employees are required to maintain proper licensure if applicable to job qualifications. The 
maintaining of proper licensure must include proper renewal and updates as required by 
lawslcodeslstatutes. If licensure is withdrawn or expires, employee must notify Department 
Director andor Human Resources Department. This poIicy also applies to any job qualification 
which includes drivers iicense requirements. 
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EMPLOWMENT BENEFIT PROGRAMS 

301 WAGE INCmASES 

All increases are dependent on the availability of funds and SAI  Board of Directors action. 
General wage increases may be given to reflect changing economic conditions. Individual wage 
increases are given only when supported by a performance review. Advancement is and shall be 
based entirely on your achievements, performance, ability and potential. Employees who are the 
subject of a written warning are not eligible for a scheduled increase until the conditions for the 
disciplinary action are met. 

WRS spec@c: 

Administrative Staff that have satiisfactorily completed their introductory period but have been 
with the agency andlor in their current position less than 12 months are not eligible for a full 
annual raise. However, they are eligible to receive a pro-rated annual raise as follows: All raises 
are on st Merit Raise Scale, the maximum percentage will be designated by S N ’ s  Board of 
Directors on a yearly basis. All rzuses are to be based on a scale of 0% to the maximum allowed 
by the Board. 

7 months of employment = 0 - 57% of maximum percentage of annual merit rate 
8 months of employment = 0 - 64Y0 of maximum percentage of a n n d  merit rate 
9 rnonrhs of employment = 0 - 75% of maximum percentage of annual merit rate 
IO months ofemploymenr = 0 - 82% of maximum percentage of annual merit rate 
1 I months of employment = 0 - 89% of maximum percentage of a n n d  merit rate 
I2 months ofemployment = 0 - 100% of maximum percentage of mual merit rate 
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302 EMPLOYEE BENEFITS 

Eligible employees at SAI are provided a wide range of benefits. A number of the programs 
(such as Social Security, workers' compensation, and unemployment insurance) cover all 
employees in the manner prescribed by law. 

Benefits eligibility is dependent upon a variety of factors, including employee classification. The 
Human Resources Department can identify the programs for which you are eligible. Details of 
many of these programs can be found elsewhere in the employee handbook. 

The following benefit programs are available to eligible employees: 

Auto Mileage 
Bereavement Leave 
Dental Insurance 
Disability Insurance 
Family Leave 
Holidays 
Jury Duty Leave 
Life Insurance 
Major Medical lnsurance 
Medical Leave 
Membership Dues 
Military Leave 
Personal Days 
Personal Leave 
Retirement BenefitATax-Sheltered Annuities 
Sick Leave Benefits 
Vacation Benefits 

Some benefit programs require contributions from the employee, but most are fully paid by SAI. 

After a 60 calendar day waiting period an employee may be eligible (depending on 
classification) for the following benefits: vacatiodsicklbo€iday pay and healthldental 
insurance. An employee with a start date on or before the 15th of the month will be 
considered a '1st of the month' start date; an employee starting after the 15th of the month 
is considered a '1st of the next month' start date. 

I CONFrDENTIAL 1 
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- 303 VACATION BENEFITS 
Vacation time off with pay is availiable to eligible employees to provide opportunities for rest, 
relaxation, and personal pursuits. Employees in the foUowing employment classification(s) are 
eligibie to earn and use vacation time as described in this policy: 

Regular full-time employees 
Regular part-time employees (at leust 25 hours per week) ** 

The amount of paid vacation time employees receive increases over time based on the length of 
their employment as shown in the following schedule: 

VACATION EARNING SCHEDULE 
______I- --- -__ __  - - - - - - - . 

YEARS OF ELIGIBLE SERVICE RATE OF ACCRUAL TOTAL VACATION 
PER MONTH DAYS EACH YEAR 

First Year, Upon initial eligibility 1.000 day 10 days 
After 1 year 1.250 days 15 days 
After 5 years 1.667 days 20 days 

** Regular part-time emalwees will remive pro-raled vacation time based on a 40 hour work week 
The length of eligible service is calculated on the basis of a "benefit year." This is the 12-month 
period that begins when the employee starts to earn vacation time. An employee's benefit year 
may be extended for any significant leave of absence except military leave of absence. Military 
leave has no effect on this calculation. (See individual leave of absence policies for more 
information'). Once employees emer an eligible employment classification, they begin to earn 
paid vacation time according to the schedule. They can request use of vacation time after it is 
eamed. 

Vacation requests will be reviewe:d and then approved or denied based on a number of factors, 
including the date of your request, if there are others requesting the same time off, business needs 
and staffing requirements. 
Vacation time off is paid at the employee's base pay rate at the time of vacation. It does not 
include overtime or any special fmns of compensation such as incentives, commissions, 
bonuses, or shift differentials. 

As stated above, employees are encouraged to use available paid vacation time for rest, 
relaxation, and personal pursuits. During the first year of employment the maximum amount of 
accrual is 10 days. On your anniversary date this time is available to be used over the next year, 
which is known as the 'benefit year'. The maximum amount of accrued vacation time that can be 
carried over from one benefit year to another is one week. It is SAI's policy that vacation time is 
available to be used as it is accrued. 

Upon termination of empioyment, employees will be paid for unused vacation time that has been eamed through the 
last day of work. Accrued vacation tima will not be paid to any employees that terminate their employment with 
SA1 without giving two weeks notice. 
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304 GROUP MF,DICAL/HOSPITAL & DENTAL INSURANCE 

Employees in the following employment classification(s) are eligible to receive health and/or 
dental insurance as described in this policy: 

Exempt Regular full-time employees 
Non-Exempt Regular full-time employees 
Non-Exempt Regular part-time employees (3 0 hrdwk) 

Exempt Regular full-time employees: 
Single or family health and dental coverage is available and paid for by SAI upon approval of 
insurance company, providing family coverage is not available from another insurance company 
for exempt regular full-time employees. A minimal employee participation contribution is 
required. 

Non-Exempt Regular full-time employees: 
Single health and dental coverage is available and paid for by SAI upon approval of insurance 
company €or non-exempt regular full-time employees. A minimal employee participation 
contribution is required. In addition, if a non-exempt, regular employee purchases into an 
additional medicalhospital insurance plan (i.e.: employee & spouse, employee & children, 
employee and full-family) S A I  will contribute 25% of the cost difference between plans. 

Regular Part-time Employees (30 hrslwk): 
Any regular employee scheduled and working at least 30 hours per week is entitled to purchase 
inlo any medicalhospital health plan. SAI will contribute 25% of any purchased 
medicalhospital plan. 

Part-time employees: 
Any part-time employee that regularly works at least 20 hours per week is entitled to purchase 
into any health plan at full employee purchase cost. 

* Health and dental insurance can be converted to an individual plan at t h e  of termination. 
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305 HOLIDAYS 
~~ ~ 

WRS spec$c: 
New Year's Day (January 1) 
Martin Luther King, Jr. Day (3rd Monday in January) 
Memorial Day (last Monday in Miyy) 
Independence Day (July 4) 
Labor Day (first Monday in September) 
Thanksgiving (fourth Thursday in November) 
Christmas Eve (December 24) 
Christmas Day (December 25) 

S A I  will grant paid holiday time clff to all eligible employees who have completed the 
introductory period of service in an eligible employment classification. Holiday pay will be 
calculated based on the employee's straight-time pay rate (as of the date of the holiday) times the 
number of hours the employee wcdd otherwise have worked on that day for all regular full-time 

r- employees. 

Regular full-time employees 

To be eligible for holiday pay, erriployees must work the last scheduled day preceding and the 
first scheduled day following the holiday. 
A recognized holiday that falls on a Saturday or Sunday will be observed on a workday 
designated by t h e  Program Director. 

If a recognized holiday fdls duririg an eligible employee's paid absence (such as vacation or sick 
leave), holiday pay will be provided instead of the paid time off benefit that would otherwise 
have applied. 

If eligible nonexempt employees work on a recognized holiday, they will receive holiday pay 
plus wages at one and one-half times their straight-time rate for the hours worked on the holiday. 

Paid time off for holidays will not be counted as hours worked for the purposes of determining 
overtime. (WRS Specific: Regular part-time (at least 25 hrs. week) salaried employees will be 
compensated at a rate of one and a half times the regular rate worked on a holiday. In addition, 
employee will accrue pro-rated holiday time based on a 40 hour work week). 
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306 WORKEXS' COMPENSATION INSURANCE 

1 CONFIDENTIAL 1 

S A I  provides a comprehensive workers' cornpensation insurance program at no cost to employees. This 
program covers any injury or illness sustained in the course of employment that requires medical, 
surgical, or hospital treatment. Subject to applicable legal requirements, workers' compensation 
insurance provides benefits after a short waiting period or, if the employee is hospitalized, immediately. 
Employees who sustain work-related injuries or illnesses should inform their supervisor 
immediately. No matter how minor an on-the-job injury may appear, it is important that it be reported 
immediately. This will enable an eligible employee to qualify for coverage as quickly as possible. Any 
work restrictions must be reported to your supervisor immediately upon return to work. 

307 RETURN TO WOFtK POLICY 

This agency takes an active approach to workers' compensation claims in an attempt to return employees 
to work as soon as possible. It is our policy to investigate and follow-up on all claims and to report any 
suspicious claims to the authorities as it is a crime to report a fraudulent workers' compensation claim. 

It is the intention of S A I  to provide a safe working environment to all employees and to prevent work 
related injuries in every way possible. However, work related injuries do occur and it is our experience 
that a "RETURN TO WORK PROGRAM" is the fastest means avaiiable to return employees to full 
earning capacity and to maximize efforts to control insurance costs. 
Studies have shown that a "RETURN TO WORKMODIFIED DUTY PROGR4M" is  therapeutic, helps 
to speed the recovery process and prevents the employee from becoming dependent upon a disability 
system. By returning employees to work as soon as is possible, the employee stays in touch with the 
work environment, fellow employees and consumers. The agency benefits by maintaining an 
experienced work force. 
Within 24 hours of any injury requiring an employee to stay home, SA1 will maintain contact with the 
employee, usually via the telephone. Our personnel staff will investigate the facts surrounding the 
accidedincident and find out what the medical provider's prognosis is particularly as it relates to when 
the employee will return to work and what, if any, restrictions the employee will have. 

SA1 will attempt to find the employee work that he/she is able to perform with medical restriaions. Our 
staff will follow-up with the employee's medical providefls) on a weekly basis and will inform the 
provider(s) that lighdmodified duty exists with our agency. Since modifiedllight duty jobs are temporary 
in nature, each return to work case will be re-examined on a week-to-week or month-to-month basis, 
depending on the circumstances. 
All employees are required to maintain phone contact or have face-to-face contact with our personnei 
staff on a weekly basis or as required when a workers' compensation claim is pending or in existence. 

Neither SA1 nor the insurance carrier will be liable for the payment ofworkers' compensation benefits 
for injuries that occur during an employee's voluntary participation in any off-duty recreational. social, or 
athletic activity sponsored by SAL 
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308 SICK LEAVE BENEFITS 

S A I  provides paid sick leave benefits to all eligible employees for periods of temporary absence due to 
illnesses or injuries. EIigible emp1oye:e classification(s): 

Regular fuIl-time employees 
ReguIar part-time employees ( WRS speci$c: PTA)** 

Eligible employees will accrue sick leave benefits at the rate of 10 days during the first year of 
employment and 12 days per year thereafter (1 day for every full month of service). Sick leave benefits 
are calculated on the basis of a "benefit year," the 12-month period that begins when the employee starts 
to earn sick leave benefits. 

** Sick pay for regular part-time employees will be pro-rated based on a 40 hour work week. 

Eligible employees may use sick leave benefits for an absence due to their own iIIness or injury or that of 
a family member who resides in the e:mployee's household and the presence of the employee is 
absolutely necessary because of the severity of the situation. Sick pay can be used for a dentist or doctor 
appointment. At no time is a sick day to be granted or used as vacation time or for personal reasons other 
than outlined. Employees who axe unable to report to work due to illness or injury should notify their 
direct supervisor ( WRS specific: at least two hours prior to the scheduled time). The direct supervisor 
must also be contacted on each additional day of absence. 

Before returning to work from a sick leave absence of five calendar days or more, an employee may be 
required io provide a physician's verification that he or she may safely return to work. 

Any work restrictions need to be reported to your supervisor immediately upon return to work. 

Sick leave benefits will be calculated based on the employee's base pay rate at the time of absence and 
will not include any special forms of compensation, such as incentives, commissions, bonuses, or shift 
differentials. 

In the event that a full-time or regular part time (at least 25 hours per week) employee has accumulated 
sick time and changes status to less than 25 hours per week, the accumulated sick time is 
removedelirninated. 

Sick pay must be earned by the emp:loyee before being granted. 

Unused sick leave benefits will be al.lowed to accumulate until the employee has accrued a total of 60 
work days (480 hours) worth of sick leave benefits. If  the employee's benefits reach this maximum, 
further accrual of sick leave benefits will be suspended until the employee has reduced the balance below 
the Iimit. 

Sick leave benefits are intended so1e:ly to provide income protection in the event of illness or injury, and 
may not be used for any other absence. Unused sick leave benefits will not be paid to employees while 
they are employed or upon termination of employment. 
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309 BEREAVEMENT LEAVE 

Employees who wish to take time off due to the death of an immediate family member should 
notify their supervisor immediately. 

Up to a maximum of thee days af paid bereavement leave will be provided to eligible employees 
in the following classification(s): 

Regular full-time employees 
Regular part-time employees (WRS specflc: PTA)** 

Bereavement pay is calculated based on the base pay rate at the time of absence and will not 
include my special forms of compensation, such as incentives, commissions, bonuses, or shift 
differentials. **Bereavement pay for regular part-time employees will be pro-rated based on a 40 
hr. work week. 

Approval of bereavement leave will occur in the absence of unusual operating requirements. 
Employees may, with their supervisors' approval, use any available paid leave for additional time 
off as necessary. 

SAI defines "immediate family" as the employee's spouse, parent, child, sibling, stepparents; the 
employee's spouse's parent, child, or sibling; the employee's child's spouse; grandparents or 
grandchildren. 

SAI will allow time off of work to attend the funeral of other relatives, a friend, or another staff 
member's immediate family but the employee will not be compensated in the form of 
bereavement pay or sick pay. To receive cornpensation for time away from work in this instance, 
vacation time would have to be used. 3ereavement pay will also be allowed if the Executive 
Director requests 3 specific agency representative to attend the funeral of a consumer or a staf f  
member's immediate family. 

310 RETIREMENT 

Eligible classification: Regular Full-time Employees 

After one fuII year of employment S A I  will contribute an amount equal to 3% of the employee's 
annual gross sa lary  based on a 40 hour work week, to an IRA account established with Mutual of 
America in employee's name. After 3 years the contribution will increase to 4% and after 5 years 
t h e  contribution will increase to 5% of the employee's gross annual wage. This contribution is 
made on a quarterly basis. 

- Page 22 - 

I CONFIDENTIAL I 

4 



-. I CONFIDENTIAL 1 

311 JURYDUTY 

SA1 encourages employees to fulfill their civic responsibilities by serving jury duty when 
required. Employees in an eligible classification may request up to two weeks of paid jury duty 
leave over any one year period. 

Jury duty pay will be calculated on the employee's base pay rate times the number of hours the 
employee would otherwise have worked on the day of absence. All compensation received for 
jury duty must be reported to SAI  payroll department and the amount received for duty will be 
deducted from gross wages on thr: next available payroll check. EmpIoyee classifications that 
qualify for paid jury duty leave are: 

Regular full-time employees 
Regular part-time employees ( WRS spec$c: PTA) 

If employees are required to serve jury duty beyond the period of paid jury duty leave, they may 
use any available paid t h e  off (for example, vacation benefits) or may request an unpaid jury 
duty leave of absence. Employees must show the jury duty summons to their supervisor as soon 
as possible so that the supervisor may make arrangements to accommodate their absence. Of 
course, employees are expected to report for work whenever the court schedule permits. f l  

Either SAI or the employee may request an excuse from jury duty if, in SAI'sjudgment, the 
employee's absence would create serious operational difficulties. 
SAI will continue to provide health insurance benefits for the full term of the jury duty absence. 

Vacation, sick leave, and holiday benefits, will continue to accrue during unpaid jury duty leave. 

312 EDUCATIONAL & PROFESSIONAL LEAVE 

Leaves of absence for professional study may be granted to staff members when such leaves Will 
serve to enhance the individual 2nd services of the agency as and when determined by the 
Program Director. At the discretion of the Program Director, short leaves with payment for 
periods of not more than three working days may be granted under the following circumstances: 

A. Approval received by the Executive Director 
B. Staff member has at bast six months service time, 
C . When special educational opportumties arise, 
D. When conditions in t h e  agency permit such leave. 

A request for leave of absence form must be completed. 
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313 CONFERENCE, INSTITUTE & WORKSHOP LEAVES 

Conference expenses must be assumed by the individual staff member unless the agency finances 
permit reimbursement. Determination will be made by the Program Director through the 
Executive Director. Certification andlor documentation that verifies “proof of attendance” 
should be received and submitted to the Human Resources Department. 

314 PROFESSIONAL GROWTH 

S A I  encourages and supports professional growth and development for all of its staff. 
Opportunities are made available by the administration and individuals are encouraged, upon 
their initiative to seek out programs relevant to their professional function. 
In house training opportunities are posted at each location site. 

315 BENEFITS CONTINUATION (COBM) 

The federal Consolidated Omnibus Budget Reconciliation Act (COBRA) gives employees and 
their qualified beneficiaries the opportunity to continue health insurance coverage under SAI‘s 
health plan when a “qualifying event“ would normally result in the loss of eligibility. Some 
common qualifying events are resignation, termination of employment, or death of an employee; 
a reduction in an employee‘s hours or a leave of absence; an employee’s divorce or legal 
separation; and a dependent child no longer meeting eligibility requirements. 

Under COBRA, the employee or beneficiary pays the full cost of coverage at SAI’s group rates 
plus an administration fee. SA1 provides each eligible employee with a written notice describing 
rights granted under COBRA when the employee becomes eligible for coverage under SAI’s 
health insurance plan. The notice contains important information about the employee’s rights 
and obligations {see “Rights of Employees under C O B M  and HIPA4” #803). 
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316 COMPENSATORY TIME 

NON-EXEMPT (HOURLY) EMPLOYEES 
Non-exempt employees are not eligible for compensatory time. Nonexempt employees will be 
paid straight time up to 40 hours each week. Unless employment classification is exempt from 
overtime pay (see $507 - Overtime), employees will be compensated time and one-half their 
hourly rate of pay for all hours worked in excess of 40 each week. 

FULL-TIME EXEMPT (SALARIED EXEMPT} EMPLOYEES 
Full-time, exempt employees are eligible €or compensatory time. If a full-time, exempt 
employee works over their regulx hours, compensatory time may be given. Both the accrual and 
utilization of compensatory time nust be approved in advance by the employee’s immediate 
supervisor andor Program Director and must be earned before being used. Compensatory time 
should be expended within 30 days of the time in which it is accrued, as opposed to accumulated 
and carried over indefinitely for use at some later date. Furthermore, Compensatory time will 
only be allowed under special circumstances (Le: evening or week-end meetings; not for catching 
up on regular responsibilities, but for events or appointments which could not take place during 
regular business hours, Mon. - Fdi. 8:OO am to 5:OO pm). 

317 PERSONAL TIMEIFLOATING DAYS 

SA1 provides personal days also called “floating days” per calendar year. Eligible employee 
classification(s): Regular full-time employees 

Regular part-time A employees (work at least 25 hours a week) 

Full-time employees will accrue lone personal day three times er year (every 4 months 
worked). The first timelperiod of the year ending on April 3 d ,  the second timdperiod ending 
on August 3 lst, and the third timelperiod ending on December 3 1 a. Employees must work the 
full 4 month timelperiod to accrue a personal day. The personal day that is accmed in the third 
timelperiod (December 3 1st) ma:y be used anytime the following year - all other personal days 
must be used in the calendar yea. that they are accrued. 

Personal time off is paid at the employee’s base pay rate at the time of personal time use. It 
does not include overtime or any special forms of compensation such as incentive, 
commissions, bonuses, or shift differentials. 

Part-time A employees accrue pro-rated hours of personal time which will be considered ‘‘one” 
personal day per year (1 2 month:;). PTA employees must maintain at least 25 hours a week for 
a full year to be eligible and will receive “one” personal day on their anniversary date. The one 
personal day must be used prior to their next anniversary date. 

Upon termination of employment, employees will be paid for unused personal time that has 
been earned through the last day of work. Accrued personal time will not be paid out to any 
employees that terminate their einployment with S A l  without giving two weeks notice. 
Employees must note on their time sheet or payroll exception form specifically which type of 
time they use. 
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TIMEKEEPINGPA YROLL 

401 TIMEKEEPING 

Accurately recording time worked is the responsibility of every employee. Federal and state 
laws require SAI to keep an accurate record of time worked in order to cdculate employee pay 
and benefits. Time worked is all the time actually spent on the job performing assigned duties. 

Overtime work must always be approved before it is performed. 

Altering, falsifying, tampering with time records, or recording time on another employee’s time 
record may result in disciplinary action, up to and including termination of employment. 

~ 

WRS specfzc: 
Non-exempt employees should accurately record the time they begin and end their work, as well 
as the beginning and ending time of each meal period. This is done by punching in and out their 
time card on a time clock. They should ais0 record the beginning and ending time of any split 
shift or departure from work for personal reasons. 

Non-exempt employees should report to work no more than seven minutes prior to their 
scheduled starting time nor stay more than seven minutes after their scheduled stop time without 
expressed prior authorization from their supervisor. 

For Communication Assistants, the time clock is located in the Operations Area. Time cards are 
provided to ensure an accurate record of your work hours. Hourly employees are required to 
punch in and out each day to reflect the starting and ending times including lunch period and any 
time when leaving the building for personal reasons. Do not punch other employees’ time cards, 
have someone else punch yours or falsify a time card or time record for any reason. 

If a Communication Assistant uses any of accumulated time such as vacation, sick, personal or 
holiday time, the CA needs to complete a payroll exception form and have it signed by the CA 
and the primary supervisor prior to the end of the pay period. 
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402 PAYDAYS 

All employees are paid biweekly on every other Friday. Each paycheck will include earnings for 
all work performed through the end of t h e  previous payroll period. 

In the event that a regularly scheduled payday falls on a day off such as a holiday, employees 
will receive pay on the last day of work before the regularly scheduled payday. 

If a regular payday falls during an employee’s vacation, the employee’s paycheck will be 
available upon his or her return frcim vacation. 

Employees may have pay directly deposited into their bank accounts if they provide advance 
written authorization to S A L  Employees will receive an itemized statement of wages when SAI 
makes direct deposits. Employees should refer to their location site policy regarding 
availabilityltimes for paycheck distribution. 

403 EMPLOYMENT TERMINATION 

Termination of employment is an inevitable part of personnel activity within any organization, 
and m y  of the reasons for termination are routine. Below are examples of some of the most 
common circumstances under which employment is terminated: 

RESIGNATION - voluntary employment termination initiated by an employee. 

DISCLURGE - involuntary employment termination initiated by the organization. 

LAYOFF - involuntary employment termination initiated by the organization for nondisciplinary 
reasons. 

Since employment with SAI  is based on mutual consent, both the employee and SAI  have the 
right to terminate employment at will, with or without cause, at any time. Employees will 
receive their final pay in accordance with applicable state law. 

Employee benefits will be affecte:d by employment termination in the following manner. AH 
accrued, vested benefits that are clue and payable at termination will be paid. Some benefits may 
be continued at the employee’s expense if the employee so chooses. The employee will be 
notified in writing of the benefits that may be continued and of the terms, conditions, and 
limitations of such continuance. 
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404 PAY ADVANCES 

S A I  does not provide pay advances. 

405 ADMINISTRATIVE PAY CORRECTIONS 

SAI takes all reasonable steps to ensure that employees receive the correct amount of pay in each 
paycheck and that employees are paid promptly on the scheduled payday. 

In the unlikely event that there is an error in the amount of pay, the employee should promptly 
bring the discrepancy to the attention of the Payroll Department so that corrections can be made 
as quickly as possible. 

406 PAY DEDUCTIONS 

The law requires that S A I  make certain deductions fmm every employee‘s compensation. 
Among these are applicable federal, state, and local income taxes. SA1 also must deduct Social 
Security taxes on each employee‘s earnings up to a specified limit that is called the Social 
Security ”wage base.“ SAI matches the amount of Social Security taxes paid by each employee. 

SAI offers programs and benefits beyond those required by law. Eligible employees may 
voluntarily authorize deductions from their pay checks to cover the costs of participation in these 
programs. 

If you have questions concerning why deductions were made from your pay check or how they 
were calculated, your supervisor can assist in having your questions answered. 

407 GARNISHMENTS 

In certain situations, creditors may take court action to force the employer to withhold funds 
from employee wages for personal debts, including whatever court costs the creditor incurred. 
The company will withhold funds from an employee’s pay only where required by law. Due to 
the cost of processing garnishments, Society’s Assets will charge a minimal “processing fee” for 
each garnishment. The “processing fee” will automatically be deducted from the payroll check 
along with the required garnishment. 

4 
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n WORK CONDITIONS & HOURS 
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501 SAFETY 

To assist in providing a safe and healthful work environment for employees, customers, and 
visitors, SAI has established a workplace safety policy. This policy is a top priority for S A L  Its 
success depends on the alertness and personal commitment of all. 

SAI provides information to employees about workplace safety and health issues through regular 
internal communication channels such as supervisor-employee meetings, bulletin board postings, 
memos, or other written comunications. 

Each employee is expected to obey safety rules and to exercise caution in all work activities. 
Employees must immediately report any unsafe condition to the appropriate supervisor. 
Employees who violate safety standards, who cause hazardous or dangerous situations, or who 
fail to report or, where appropriate, remedy such situations, may be subject to disciplinary action, 
up to and including termination of employment. 

In the case of accidents that result in injury, regardless of how insignificant the injury may 
appear, employees should immediately notify the appropriate supemisor. Such reports are 
necessary to comply with laws an.d initiate insurance and workers' compensation benefits 
procedures. 

502 WORK SCHEDULES 

Work schedules for employees vary throughout our organization. Supervisors will advise 
employees of their individual work schedules. S a n g  needs and operational demands may 
necessitate variations in starting and ending times, as well as variations in the total hours that 
may be scheduled each day and week. 

504 USE OF PHONE AND MAIL SYSTEMS 

Employees may be required to reimburse SAI  for any charges resulting from their personal use of 
the telephone. Public pay phone infomation and other relevant information regarding phone 
usage will be given to you at yocr location site. 
The use of SAI-paid postage for personal correspondence is not permitted. 
To ensure effective telephone communications, employees should always use the approved 
greeting and speak in a courteous and professional manner. Please confirm information received 
from the caller, and hang up only after the caller has done so. 
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505 SMOKING 

In keeping with S M ’ s  intent to provide a safe and healthful work environment, smoking is 
prohibited throughout the workplace. 
This policy applies equally to alI employees, customers, and visitors. 

506 REST AND MEAL PERIODS 

All full-time employees are provided with one meal period each workday. Supervisors will 
schedule meal periods to accommodate operating requirements. Employees will be relieved of 
all active responsibilities and restrictions during meal periods and Will not be compensated for 
that time. 
Refer to your location site for information regarding specific breaks and lunch time policy and 
procedures. 

507 OVERTIME 

When operating requirements or other needs cannot be met during regular working hours, 
employees Will be given the opportunity for overtime work assignments. All overtime work 
must receive the supervisor‘s prior authorization. Overtime assignments will be distributed as 
equitably as practical to all employees qualified to perfom the required work. 

Overtime compensation is paid to ail nonexempt employees in accordance with federal and state 
wage and hour restrictions. Certain employment classifications, under specific circumstances, are 
exempt from overtime premium pay. 

Overtime pay is based on actual hours worked. Time off on sick leave, vacation leave, or any 
leave of absence will not be considered hours worked for purposes of performing overtime 
calculations. 

Employees who work overtime without receiving prior authorization from the supervisor may be 
subject to disciplinary action, up to and including possible termination of employment. 

- Page 30 - 

d 

CONFIDENTIAL 



1 CONFIDENTIAL 1 

- 
508 BUSINESS TRAVEL EXPEINSES 

SAI will reimburse employees for reasonable business travel expenses incurred while on 
assignments away from the normal work location. All business travel must be approved in 
advance by the P r o w  Director. Staff members must maintain the minimum car insurance 
coverage of $1,000,000/$300,000 'liability. 

Employees whose travel plans have been approved are responsible for making their own travel 
arrangements. 

When approved by the Program Director, the actual costs (within pre-set limits established by 
S A I )  of travel, meals, lodging, and other expenses directly related to accomplishing business 
travel objectives will be reimbursed by SAI. Employees are expected to limit expenses to 
reasonable amounts, and within the cost limits set by the State of Wisconsin. 

Employees who are involved in an accident while traveling on business must promptly report the 
incident to their immediate supemisor. 

With prior approval, employees on business travel may be accompanied by a family member or 
friend, when the presence of a cornpanion will not interfere with successfi.d completion of 
business objectives. Generally, eimployees are also permitted to combine personal eavel with 
business travel, as long as time away fiom work is approved. Additional expenses arising from 
such nonbusiness travel are the responsibility of the employee. 

P 

When travel is completed, emp1o:yees should submit completed travel expense reports within 14 
days. Reports should be accompi~ed by receipts for all individual expenses. Mileage must be 
reported on the mileage log giving the date, mileage and the purpose for each separate trip. 
When stopping off for work related business on your way in to the office from home, or on your 
way home from the office, you should only claim the number of miles you were taken out of 
your way (not the round trip distmce between where you stopped off and the office). All 
monthly travel logs must be turned into the employee's supervisor for approval by the 15th of the 
following month. 

Employees should contact their supervisor for guidance and assistance on procedures related to 
travel arrangements, expense reports, reimbursement for specific expenses, or any other business 
travel issues. 

Abuse of this business travel expenses poIicy. including falsifying expense reports to reflect costs 
not incurred by the employee, can be grounds for disciplinary action, up to and including 
termination of employment. 
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509 VISITORS IN TIIE WORKPLACE 

To provide for the safety and security of employees and the facilities at S A I ,  only authorized 
visitors are allowed in the workplace. Restricting unauthorized visitors helps maintain safety 
standards, protects against theft, ensures security of equipment, protects confidential information, 
safeguards employee welfare, and avoids potential distractions and disturbances. 

AH visitors should enter SAI at the reception area. Authorized visitors will receive directions or 
be escorted to their destination. Employees are responsible for the conduct and safety of their 
visitors. 

WRS spc$c: 
All visitors should enter WRS at the reception area. Authorized visitors will be 
escorted to their destination. Employees are responsible for the conduct and safety of 
their visitors. Under no circumstances may a visitor be taken to the Operation Area 
without the specific permission of the Program Director or the Human Resources 
Manager. This also includes children and previous employees. Any visitor approved 
to enter the Operations Area must read and sign the Pledge of Confidentiality. 

If an unauthorized individual is observed on SAI's premises, employees should immediately 
notify their supervisor a d o r  management, and if necessary, direct the individual to the reception 
area. 

510 SEVERE WEATHER 

Because it i s  necessary for our agency to stay open for serYice regardless of weather conditions, 
employees are expected to report to work. However, weather conditions may cause employees to 
be late to work. If you expect to arrive to work late or if you are unable to get to work, contact 
the ofice and your supemisor as soon as possible. Time missed from wurk due to inclement 
weather conditions will not be paid. Any employee wishing to receive compensation for th is  
time off may use any accrued vacation time. If  the agency closes early on a severe weather day, 
only those employees who reported for work that day or who were previously excused for the 
day will be compensated for the time the agency is closed. 

511 MAILBOXES 

All staff will have hisher own mail bodreceptacle located in a designated area. Please be sure to 
check your bodreceptacle on a regular basis. All information in mail boxes is confidential. 

I CONFIDENTIAL 1 
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It is every employee’s responsibility to know the fire safety plan for your office. If you discover 
a fire, please follow the specific plicy and procedure at your location site. 
At some paint in your employment, you may be called upon to participate in a fire drill. 

513 PERSONAL APPEARANCEDRESS CODE 

Dress, grooming and personal cleanliness standards contribute to the morale of all employees and 
affect the business image of SAI  presents to customers and visitors. 

Employees are expected to present a clean and neat appearance and to dress according to the 
requirements of their positions. 

WRS specific: 
The following are not considered proper office attire for the Administrative staff: jeans, 
sweatshirts or sweatpants, casual shorts and T-shirts. Nice shorts may be only worn if they 
are professional type and worn with nylons and work shoes. 

Communication Assistants are allowed to wear jeans, sweatpants, casual shorts, T-shirts, 
sweatshirts and running sneakers. 

Moderation and good taste in dress and grooming are expected of all employees, 

Employees who appear for work inappropriately dressed will be sent home and directed to 
return to work in proper attire. Under such circumstances, employees will not be 
compensated for the time away from work. 

All staff  may observe “casual dress” excluding sweatpants and casual shorts on: third shift, 
Fridays, weekends and holidays, if so desired. 

Consult with the Human Resoimes Manager if you have questions as to what constitutes 
appropriate attire. 
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514 LOCKER POLICY 

WRS spec$e: 
Wisconsin Relay System provides lockers, locks, and keys to employees of S A L  In an 
effort to provide the highest level of protection for our agency and employees, a 
“controlled locker program” has been developed. 

The Controlled Locker Program ensures the employer’s right to inspect lockers. The 
Human Resources Director must deem any search  onable" able". In the absence of the 
HR Director, the Program Director andm Assistant or Human Resources Manager 
will make a determination. The “reasonable” search will include having a legitimate 
business objective. Any search will include at least two agency representatives 
present during the search. One representative will be responsible to log or record 
anylall items in locker. A copy of loghecord will be sent to the Human Resources 
Manager. 
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601 MEDICALLEAVE 
S A I  provides medical leaves of absence without pay to eligible employees who are temporarily unable to 
work due to a serious health condition. The policy of S A I  is to provided the same leave as required by 
state and federal law. For purposes of this policy, serious health conditions include inpatient care in a 
hospital, hospice, or residential medical care facility; continuing treatment by a health care provider; and 
temporary conditions associated with pregnancy, childbirth, and related medical concerns. 

Employees in the following employment classifications are eligible to request medical leave as described 
in this policy: Regular full-time e:mployees 

Regular part-time mployees 

Eligible employees should make requests for medical leave to their supervisors andlor Human Resources 
Manager at least 30 days in advance of foreseeable events and as soon as possible for unforeseeable 
events. To be eligible for medical leave you must have worked for S A I  at least 1,000 hours in the 
preceding 52 weeks and for at least 52 weeks. 

A health care provider's statement must be submitted verifying the need for medica1 leave and its 
beginning and expected ending dates. Any changes in this information should be promptly reported to 
SAX. Employees returning from medical leave must submit a health care provider's verification of their 
fitness to return to work. 

Eligible employees are normally gimted leave for the period of the serious health condition, up to a 
maximum of 12 weeks within any 12 month period. Any combination of medical leave and family leave 
may not exceed this maximum limit. If the initial period of approved absence proves insufficient, 
consideration will be given to a request for an extension. Employees will be allowed to first use any 
accrued paid leave time before taking unpaid medical leave. 

Employees who sustain work-related injuries are eligible for a medical leave of absence for the period of 
disability in accordance with all applicable laws covering occupational disabilities. 

Subject to the terms, conditions, and limitations of the applicable plans, SAI will continue to provide 
health insurance benefits for the full period of the approved medical leave. If at the end ofthe medical 
leave the employee does not come back to work on a full time basis (40 hours per week), the employee is 
then responsible for all health and dental premium payments since the beginning of the leave. The 
employee will be offered insurance through COBRA. 

Benefit accruals, such as vacation., sick leave, or holiday benefits, will be suspended during the leave and 
will resume upon return to active Implopent. So that an employee's return to work can be properly 
scheduled, an employee on medicid leave is required to provide SAI with at least two weeks advance 
notice of the date the employee intends to return to work. When a medical leave ends, the employee will 
be reinstated to the same position, if it is available. or to an equivalent position for which the employee is 
qualified. 

If an employee fails to report to work promptly at the end of the medical leave, S A I  will assume that the 
employee has resigned. 
All  Medical leaves will be considered under both F M U  and WFML-4, running concurrenrly. 
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602 FAMILYLEAVE 

S A I  provides family Ieaves of absence without pay to eligible employees who wish to take time off from 4 

work duties to fulfill family obligarians relating directly to childbirth, adoption, or placement of a foster 
child; or to care for a child, spouse, or parent with a serious health condition. The policy of S A I  is to 
provide the same leave as required by state and federal law. A serious health condition means an illness, 
injury, impairment, or physical or mental condition that involves inpatient care in a hospital, hospice, or 
residential medical care facility; or continuing treatment by a health care provider. 

Employees in the following employment classifications are eligible to request family leave as described 
in this policy: 

Regular full-time employees 
Regular part-time employees 

Eligible employees should make requests for family leave to their supervisor andlor Human Resources 
Manager at least 30 days in advance of foreseeable events and as soon as possible for unforeseeable 
events. To be eligible for family leave you must have worked for SAI at least 1,000 hours in the 
preceding 52 weeks and for at least 52 weeks. 

Employees requesting family leave related to the serious health condition of a child, spouse, or parent 
may be required to submit a health care provider's statement verifying the need for a family leave to 
provide care, its beginning and expected ending dates, and the estimated time required. 

Eligible employees may request up to a maximum of 12 weeks of family leave within any 12 month 
period. Any combination of family leave and medical leave may not exceed this maximum limit. If this 

Employees will be allowed to first use any accrued paid leave time before taking unpaid family leave. 
Married employee couples may be restricted to a combined total of 12 weeks leave within any 12 month 
period for childbirth, adoption, or placement of a foster child; or to care for a parent with a serious health 
condition. 

initial period of absence proves insufficient, consideration will be given to a request for an extension. 4 

Subject to the terms, conditions, and limitations of the applicable plans, S A I  will continue to provide 
health insurance benefits for the full period of the approved family leave. If at the end ofthe family 
leave the employee does not come back to work on a full time basis (40 hours per week), the employee is 
then responsible for all health and dental premium payments since the beginning of the leave. The 
employee will be offered insurance through COBRA. 

Benefit accruals, such as vacation, sick leave, or holiday benefits. will be suspended during the leave and 
will resume upon return to active employment. 

So that an employee's return to work can be properly scheduled, an employee on family leave is required 
to provide SA1 with at least two weeks advance notice of the date the employee intends to return to work. 
W h e n  a family leave ends, the employee will be reinstated to the same position, if it is available, or to an 

equivaient position for which the employee is qualified. 

If an employee faiis to repon to work promptly at the end of the approved leave period, SA1 will assume 
that the employee has resigned. The employee will also be responsible for all insurance benefits paid for 
himher  since the beginning of the family leave. 
All Family Leaves will be considered under both FMLA and W F M U ,  running concurrent/?:. 4 

- Page 36 - 

CONFIDENTIAL 



603 PERSONAL LEAVE 

CONFIDENTIAL 

SA1 provides leaves of absence without pay to eligible employees who wish to take time off from work 
duties to fulfill relevandpertinent personal obligations. These obligations should be of a serious nature. 
Employees in the following employment classification(s) are eligible to request personal leave as 
described in this policy: 

Regular hull-time employees 
Regular part-time employees 
Part-time employees 

As soon as eiigible employees become aware of the need for a personal leave of absence, they should 
request a leave from their supervisoir andlor Human Resources Manager. 

Personal leave may be granted by thie Human Resources Manager for a period of up to 30 calendar days 
every one year. If this initial period of absence proves insufficient, consideration will be given to a 
written request for a single extension of no more than ten calendar days. With prior approval from the 
Human Resources Director, an employee may take any available sick leave or vacation leave as part of 
the approved period of leave. 

Requests for personal leave will be evaluated based on a number of factors, including anticipated work 
load requirements and staffing comiderations during the proposed period of absence and nature of the 
obligation for the employee. 

Subject to the terms, conditions, and limitations of the applicable plans, health insurance benefits will be 
provided by SAI until the end of t h e  month in which the approved personal leave begins. At that time, 
employees will become responsiblr: for the full costs of these benefits if they wish coverage to continue. 
When the employee returns from personal leave, benefits will again be provided by S A I  according to the 
applicable plans. 

Benefit accruals, such as vacation, sick leave, or holiday benefits, will be suspended during the leave and 
will resume upon return to active empioyment. 

When a personal leave ends, every reasonable effort will be made to return the employee to the 
same position, if it is available, or to a similar available position for which the employee is qualified. 
However, SA1 cannot guarantee reinstatement in all cases. 

If an employee faiIs to report to work promptly at the expiration of the approved leave period, S A I  will 
assume the employee has resigned. 
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A military leave of absence will be granted to employees, except those occupying temporary positions, to 
attend scheduled drills or training or if called to active duty with the U.S. armed services. 

Employees will receive partial pay for two-week training assignments and shorter absences (if training 
falls on employees scheduled days of work). Upon presentation of satisfactory military pay verification 
data, employees will be paid the difference between their normal base compensation and the pay 
(excluding expense pay) received while on military duty. The portion of any military leaves of absence 
in excess of two weeks will be unpaid. However, employees may use any available paid time off for the 
absence. 

Subject to the terms, conditions and limitations of the appiicable plans for which the employee is  
othenvise eligible, health insurance benefits will be provided by SA1 for the full rem of the military 
leave of absence. 

Benefit accruals, such as vacation, sick leave, or holiday benefits, will be suspended during the leave and 
will resume upon the employee's return to active employment. 

Employees on two-week active duty training assignments or inactive duty training drills are required to 
return to work for the first regularly scheduled shift after the end of training, allowing reasonable travel 
time. Employees on longer military leave must apply for reinstatement in accordance with all applicable 
state and federal laws. 

Every reasonable effort will be made to return eligible employees to their previous position or a 
comparable one. They will be treated as though they were continuously employed for purposes of 
determining benefits based OR length of service, such as the rate of vacation accrual and job seniority 
rights. 

605 PREGNANCY-RELATED ABSENCES 

SA1 will not discriminate against any employee who requests an excused absence for medical disabilities 
associated with a pregnancy. Such leave requests wifl be made and evaluated in accordance with the 
medical leave policy provisions outIined in this handbook. 

Requests for time off associated with pregnancy andlor childbirth (apart from medical disabilities 
associated with these conditions) will be considered in the same manner as any other request for an 
unpaid personal or famiIy leave. 

CONFIDENTIAL 
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EMPLOYEE CONDUCT & DISCIPLINARY ACTION 

701 EMPLOYEE CONDUCT A L N D  WORK RULES 

To ensure orderly operations and provide the best possible work environment, S A I  expects 
employees to follow rules of cond,uct that will protect the interests and safety of all employees 
and the organization. 

It is not possible to list all the fomas of behavior that are considered unacceptable in the 
workplace. The following are examples of infractions of rules of conduct that may result in 
disciplinary action, up to and including termination of employment: 

.Theft or inappropriate removal or 
possession of agency property 

*Dishonesty or falsification of 
timekeeping records 

.Working under the influence of dcohol 
or illegal drugs 

*Possession, distribution, sale, transfer, or 
use of dcohol or illegal drugs in the 
workplace, while on duty, or while 
operating employer-owned vehicles or 
equipment 

.Negligence or improper conduct leading to 
damage of employer-owned or Icustomer- 
owned property 

ahsubordination or other disrespectful 
conduct 

*Unsatisfactory performance or of 
conduct 

.Unauthorized solicitations or 
distributions 

.Failure to report injury or accident 
immediately 

~ D ~ s c o ~ ~ ~ ~ o u s  treatment of 
customers 

*Unauthorized disclosure of 
"secrets" or confidential information 

OF i gh tin g, unethi caUunprofessiona1 
conduct, threats, intimidation, 
or harassment of consumers 
or employees 

.Violation of personnel policies 

*Violation of safety or health rull:s *Sleeping on the job 

*Sexual or other unlawful or unwelcome 
harassment 

*Possession of dangerous or unauthorized 
materials, such as explosives or firearms, 
in the workplace 

*Excessive absenteeism 

*Not showing up for work and not 
contacting the ofice without good 
cause (x2) 

*Discrimination on the basis of color, 
creed, national origin, 

political affiliation, disability, 
ancestry sexual preference, marital 
status, sex or age 
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Employeeslstaff have access to confidential consumer and agency information. Discussion of 
consumer, services or agency information is to remain confidential. 

WRS specific: 

Discussion of consumer or agency information (Le. employee records or identify calls 
that were relayed) is to remain confidential and not to be disclosed to or discussed with 
any persons inside or outside the agency. Discussion of confidential infomation is 
permissible only within agency guidelines and to the extent necessary to carry out your 
job responsibilities. 

Intentional or unintentional violation of confidential information wilI be regarded as a breach of 
professional ethics and a direct violation of Society's Assets, Lnc., Confidential Infomation 
Policy. Breach of confidentiality is grounds to immediate termination. 
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703 DRUG AND ALCOHOL USE - 
It is Society's Assets, Inc. desire to provide a drug-free, healthful, and safe workplace. To 
promote this goal, employees are required to report to work in appropriate mental and physical 
condition to perform their jobs in a satisfactory manner. 

While on Society's Assets, Inc. premises and while conducting business-related activities off 
Society's Assets, Inc. premises, nlo employee may use, possess, distribute, sell, or be under the 
influence of alcohol or illegal drugs. The legal use of prescribed drugs is permitted on the job 
only if it does not impair an emp1,oyee's ability to perform the essential functions of the job 
effectively and in a safe manner that does not endanger other individuals in the workplace. Any 
employee who is taking any preaxibed medications which helshe feels may affect hidher 
behavior, performance, or ability to work should report such medication to their supervisor. 

Society's Assets, Inc. has established a drug-free policy which reads as follows: 

1. It is the intention of Society's Assets, Inc. to maintain a drug free work place. This agency will make a 
"good faith" effort to maintain. a drug-free work place by meeting the requirements of The Drug-Free Work 
Place Act of 1988. 
This policy serves notice to all employees that the unlawful manufacture, distribution, possession, or use of 
a controlled substance in the work place is prohibited. Criminal conviction of any of the above mentioned 
actions in the work place will result in discipIinary action that could include required participation in an 
approved drug rehabilitation program or termination from employment. 
It is a requirement that all employees of this agency abide by this policy statement and notify hidher 
supervisor if he/she is convicwd of a criminal drug offense occurring in the work place within five days 
after the conviction. 
Society's Assets, Inc. will provide information on drug awareness, drug counseling, and rehabilitation 
programs to any employee who requires andlor requests such information. 

2. 

)I 3. 

4. 

Violations of this policy may l e d  to disciplinary action, up to and including immediate 
termination of employment, andior required participation in a substance abuse rehabilitation or 
treatment program. 

Employees with questions or coacerns about substance dependency or abuse are encouraged to 
discuss these matters with their supenrisor to receive information regarding assistance for drug 
counseling, rehabilitation and employee assistance programs or referrals to appropriate resources 
in the community. 
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704 SEXUAL AND OTHER UNLAWFUL HARASSMENT 
SAI is committed to providing a work environment that is free of discrimination and unlawfid 
harassment. Actions, words, jokes, or comments based on an individual's sex, race, ethnicity, 
age, religion, or any other legally protected characteristic will not be tolerated. As an example, 
sexual harassment (both overt and subtle) is a form of employee misconduct that is demeaning to 
another person, undermines the integrity of the employment relationship, and is strictly 
prohibited . 

Any employee who wants to report an incident of sexual or other unlawful harassment should 
promptly report the matter to his or her supervisor. If the supervisor is unavailable or the 
employee believes it would be inappropriate to contact that person, the employee should 
immediately contact the Human Resources Manager or any other member of management. 
Employees can raise concerns and make reports without fear of reprisal. 

Any supervisor or manager who becomes aware of possible sexual or other unlawful harassment 
should promptly advise their immediate supervisor or the Human Resources Manager who will 
handle the matter in a timely and confidential manner. 

Anyone engaging in sexual or other unlawful harassment will be subject to disciplinary action, 
up to and including termination of employment. 

705 ATTENDANCE AND PUNCTUALITY 

Regular attendance is expected of each employee. 4 

To maintain a safe and productive work environment, SAI expects employees to be reliable and 
to be punctual in reporting for scheduled work. Absenteeism and tardiness place a burden on 
other employees and on S A I .  In the rare instances when employees cannot avoid being late to 
work or are unable to work as scheduled, they should notify their supervisor as soon as possible 
in advance of the anticipated tardiness or absence. Each day of absence is considered and 
incident. 

Poor attendance and excessive tardiness are disruptive. Either may lead to disciplinary action, up 
to and including termination of employment. Our counseling and discipline procedures are based 
on your entire attendance record and the individual policy on reporting absences and tardiness at 
each agency location. 

Two unexcused absences from work without calling in or notifying the ofice Will be considered 
a voluntary resignation. 

Any leve1 of absence within introductory period is unacceptabJe and may result in disciplinary 
action and/or immediate termination. 

Sick pay benefits are intended to provide income protection in the event of self illness or injury. 
Further sick leave benefits are found under #308 Sick Leave Benefits. 

4 
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- 707 RETURN OF PROPERTY 

Employees are responsibie for st11 property, materials, or written information issued to them or in 
their possession or control. Empbyees must r e m  all SAI  property immediately upon request or 
upon termination of employment. Where permitted by applicable laws, SAI may withhold from 
the employee's check or final paycheck the cost of any items that are not returned when required. 
SAI may also take all action deemed appropriate to recover or protect its property. 

708 RESIGNATION 

Resignation is a voluntary act initiated by the employee to terminate employment with S A L  
Although advance notice is not required, SAI requests at least two weeks Written resignation 
notice submitted to the Human R.esources Manager from all employees. In order to receive 
accrued vacation andlor holiday :pay, the resigning employee must work their regular two week 
schedule prior to the last day of employment. Refer to your Iocation Resignation Guidelines for 
specific information regarding exit interview. 

709 PROGRESSIVE DISCIPLINE 

The purpose of th is  policy is to state SAI's position on administering equitable and consistent 
discipline for unsatisfactory conduct in the workplace. The best disciplinary measure is the one 
that does not have to be enforced and comes from good leadership and fair supervision at all 
employment levels. 

14 

SMs own best interest lies in ansuring fair treatment of d i  employees and in making certain that 
disciplinary actions are prompt, uniform, and impartial. The major purpose of any disciplinary 
action is to correct the problem. prevent recurrence, and prepare the employee for satisfactory 
service in the future. 
Although employment with SA1 is based on mutual consent and both the employee and SAI have 
the right to terminate employmnt at will, with or without cause or advance notice, SAI may use 
progressive discipline at its discretion. 

Disciplinary action may call for any of four steps -- verbal warning, written warning, suspension 
with or without pay, or terminahon of employment -- depending on the severity of the problem 
and the number of occurrences. There may be circumstances when one or more steps are 
bypassed. 
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Progressive discipline means that, with respect to most disciplinary problems, these steps will 
normally be followed: a first offense may call for a verbal warning; a next offense may be 
followed by a written warning; another offense may lead to a suspension; and, still another 
offense may then lead to termination of employment. 

4 

SAI recognizes that there are certain types of employee problems that are serious enough to 
justify either a suspension, or, in extreme situations, tennination of employment, without going 
through the usual progressive discipline steps. 

While it is impossible to list every type of behavior that may be deemed a serious offense, the 
EMPLOYEE CONDUCT AND WORK RULES policy includes examples of problems that may 
result in immediate suspension or termination of employment. However, the probiems listed are 
not all necessarily serious offenses, but may be examples of unsatisfactory conduct that will 
trigger progressive discipline. 

By using progressive discipline, we hope that most employee problems can be corrected at an 
early stage, benefiting both the employee and S A I .  

I CONFIDENTIAL I 
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710 PROBLEM RESOILUTJ0:N (GRIEVANCE PROCEDURES) 

SA1 is committed to providing the best possible working conditions for its employees. Part of this 
commitment is encouraging an open and frank atmosphere in which any problem, complaint, suggestion, 
or question receives a timely respon,se from S A I  supervisors and management. Supervisory personnel 
shall report to the Program Director all complaints, grievances and settlements reached. 

SA1 strives to ensure fair and honest treatment of a11 employees. Supervisors, managers, and employees 
are expected to treat each other with mutual respect, Employees are encouraged to offer positive and 
constructive criticism. 

If employees disagree with established rules of conduct, policies, or practices, they can express their 
concern through the problem resolution procedure. No employee will be penalized, formally or 
informally, for voicing a complaint with SA1 in a reasonable, business-like manner, or for using the 
problem resolution procedure. 
If a situation occurs when employees believe that a condition of employment or a decision affecting them 
is unjust or inequitable, they are encouraged to make use of the following steps. The employee may 
discontinue the procedure at any step. 

I .  Employee presents problem to immediate supervisor after incident OCCUTS. The supervisor will make 
careful inquiries into the facts and circumstances of the employee’s complaints and who will attempt to 
resolve the problem fairly and promptly. If supervisor is unavailable or employee believes it would be 
inappropriate to contact that person, employee may present problem to the Human Resources Manager. 

2. Supervisor responds to problem during discussion or after consulting with appropriate management, 
when necessary. Supervisor documents discussion. An employee, who is dissatisfied with the decision 
of hidher supervisor may request ;3 meeting with the Human Resoums Manager, who shall assist in 
resolving the problem fairly and promptly. 

F 

3.  Any employee who is dissatisfied with the decision of Human Resources Manager shall submit the 
grievance, in writing, to the Program Director. The grievance must give a full explanation and details of 
the grievance. 

4. The Program Director will: 
a. immediately arrange a conference with the employee. 
b. Notify the Human Resources Director and Executive Director. 
c.  Within five working da~ys, give a written resolution of the grievance to the employee, the 
employee’s immediate supervisor and the Human Resources Director and Executive Director. 

5 .  Any employee who is dissatisfied with the decision of the Program Director shall request, in writing, 
that the Program Director submit the written grievance to the Human Resources Director and Executive 
Director. Both the Human Resources Director and Executive Director will review all facts and 
circumstances of the employee’s complaint. The Executive Director shall, within ten working days, 
inform, in writing, the employee, the employee’s immediate supervisor and the Program Director of the 
disposition of the grievance. 
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6. Any employee who is dissatisfied with the decision of the Executive Director may present hisher 
grievance to the Equal Employment Opportunity Commission or the Dept. of Industry, Labor and Human 
Relations. 

7. There will be no direct communication with the Board of Directors or Executive Director. All 
communications in the grievance procedure must pass through the Program Director. The Executive 
Director may request a conference with the employee filing a grievance through the Program Director at 
any time. 

Not even problem can be resolved to evervone's total satisfaction, but onlv through understanding and 
discussion of mutual Droblems can employees and management develop confidence in each other. This 
confidence is  imDortant to the oneration of an efficient and harmonious work environment. and helm to 
ensure evervone's iob securitv. 

712 ETHICAL, BEHAWOR POLICY 

We expect staffto relate to the consumer, families, visitors, service agencieslproviders and 
employees in the kindest and most understanding m e r  possible. Society's Assets, Inc., basic 
rules of ethics are as follows: 

d Confidentiality policy appiies at all times to consumers, families, visitors, and fellow 
employees. 
Regardless of the situation, consumers, families, visitors and all employees are to be treated 
with dignity and respect at all times. 
Conduct yourself in a professional manner in all aspects of your relationship with consumer, 
family members, and fellow employees. 
Stealing is prohibited. Consumingltakinglborowing of any items is prohibited and will be 
treated as theft. 
Society's Assets, Inc. property may not be used for personal reasons. 
If any employee becomes involved in a conflict of interest, an ethical responsibility to 
resolve conflict will be expected. 
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714 E-MAIU, POLICY 

SAI has established a policy with regard to access and disclosure of electronic mail messages 
(e-mail) created, sent or received by SAI employees using the electronic mail system. 

I wRs spec@c: 
The electronic mail system hardware is SAI mdor Hamilton property. Additionally, all messages 
composed, sent, or received on the electronic mail system are and remain the property of SAI 
mdor Hamilton. They are not the private property of any employee. The use of the electronic 
mail system is reserved solely for the conduct of business at SAVHamilton. It may not be used 
for personal usage. The electronic mad system is not to be used to create any offensive or 
disruptive messages. Fraudulent, harassing or obscene messages are prohibited. 

All messages communicated on, the electronic mail should have your name attached. No messages 
will be transmitted under an assumed name. 
SAI andor Hamilton resews dhe right to review, audit, intercept, access and disclose all messages 
created, received or sent over the electronic mail system for any purpose. 

SAI employees are not authorkd to retrieve or read any e-maiI messages that are not sent to them, 
such messages should be treatr:d as confidential by other employees and accessed only by the 
intended recipient. Any exceptions to this policy must receive prior approval by the employer. Any 
SAI employee who violates this policy or uses the electronic mail system for hnproper purposes 
shall be subject to discipline, up to and including termination. 
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715 INTERNET CODE OF CONDUCT POLICY 

Access to the Internet has been provided to SAI employees for the benefit of the organization and 
its customers. It allows employees to connect to information resources around the world. Every SAI 
employee has a responsibility tu maintain and enhance SAI’s public image, and to use the Internet 
in a productive manner. To emure that dl employees are responsible, productive Intemet users and 
are protecting S a ’ s  public image, the following guidelines have been established for using the 
Internet. 

SM employees accessing the Internet are representing the company. AI1 communications should 
be for the conduct of business at S A I .  SAT employees are responsible for seeing that the Internet is 
used in an effective, ethical and lawfir1 manner. Use of the Internet must not disrupt the operation 
of the company network or the networks of other users. 

Each SAI employee is responsible for the content of all text, audio or images that they place or send 
over the Internet. Fraudulent, harassing or obscene messages are prohibited. All messages 
communicated on the Internet should have your name attached. No messages will be transmitted 
under an assumed name. 

To prevent computer viruses from being kansmitted through the system there will be no 
unauthorized downloading of any software. AI1 software downloads will be done through the 
System Manager. 

4 

All messages created, sent or retrieved over the Internet are the property of S A I ,  and should be 
considered public information. SAI reserves the right to access and monitor all messages and files 
on the computer system as deemed necessary and appropriate. Internet messages are public 
communication and are not private. AI1 communications including text and images can be disclosed 
to law enforcement or other third parties without prior consent of the sender or the receiver. 

Violations of any guidelines listed above may result in disciplinary action up to and including 
termination. 

- Page 48 - 
1 CONFIDENTIAL 1 



CONFIDENTIAL 

- 
720 USE OF EQUIPMENT 

Equipment essential in accomplishing job duties is often expensive and may be diflicult to 
replace. When using property, employees are expected to exercise care, perfom required 
maintenance and follow all operaling instructions, safety standards and guidelines. 

Please notify the supervisor if my equipment, machines or tools appear to be damaged, defective 
or in need of repair. Prompt reporting of damages, defects and the need for repairs could prevent 
deterioration of equipment and possible injury to employees or others. The supenisor can 
answer any questions about an employee’s responsibility for maintenance and care of equipment 
used on the job. 

WRS specrfc: 
All staff will be issued specific equipment relevant to employment at WRS. 

Upon termination of employment, properties of Hamiltan and S W S  must be returned 
prior to receiving the final paycheck. 

The improper, careless, negligent, destructive or unsafe use of operation of equipment can 
result in disciplinary action, up to and including termination of employment. 
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MISCELLANEOUS 

800 LIFE-THREATENING ILLNESSES IN THE WORKPLACE 

Employees with life-threatening illnesses, such as cancer, heart disease, and AIDS, often wish to 
continue their normal pursuits, including work, to the extent allowed by their condition. S A I  
supports these endeavors as long as employees are able to meet acceptable performance 
standards. As in the case of other disabilities, SAI will make reasonable accommodations in 
accordance with all legal requirements, to allow qualified employees with life-threatening 
illnesses to perform the essential functions of their jobs. 

Medical infomation on individual employees is treated confidentially. SAI will take reasonable 
precautions to protect such information from inappropriate disclosure. Managers and other 
employees have a responsibility to respect and maintain the confidentiality of employee medical 
information. Anyone inappropriately disclosing such information is subject to disciplinary 
action, up to and inciuding termination of employment. 

801 AMERICANS WITH DISABILITIES ACT COMPLIANCE 

S A I  is committed to all provision of the Americans with Disabilities Act (ADA). Any employee 
requiring reasonable accommodation consideration(s) should contact their supervisor or 
Personnel Manager. 

AMENDMENTS 

Society's Assets, Inc. reserves the right to amend, alter, revoke andor make changes in these 
provisions when it is deemed to be in the best interests of the agency. 
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900 AFFIRMATIVE ACTION POLICY 

Revised: 6/99 

AF’FIRMATIVE 
ACTION 

PLAN 

SOCIETY’S ASSETS, INC. 
5200 WASHINGTON AVENUE 

RACTNE, WISCONSIN 53406 
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C O N F I D r n I B L  SOCIETY’S 
AM m... NOT O W L I M  4 ASSETS 

SOCZETY’S ASSETS, INC. 

AFFIRMATIVE ACTION AND EQUAL OPPORTUNITY 
POLICY STATEiMENT ,. . 

S A I  is in compliance with the equal opportunity policy and standards of the Wisconsin Department of 
Health and Social Services and all applicable state and federal statutes and regulations relating to 
nondiscrimination in employment and service delivery. 

It is the policy of SAT not to discriminate against any employee or any applicant for employment because 
of age, race, creed, marital status, political affiliation, religion, color, handicap, sex, physical condition, 
developmental disability, sexual orientation, national origin, veteran’s status, or any other protected 
stams. This policy shdl include, but not be limited to , the following: recnriment, interviewing and 
employment, evaluation, promotion, demotion, transfer, compensation, training, discharge and 
termination. In order to ensure equal access to employment, SAI  provides reasonable accommodations 
for persons with disabilities. This company further agrees to take affirmative action to ensure equal 
employment opportunities. 

No other qualified applicant for services or service recipient shall be excluded from participation, be 
denied benefits, or o t h e d s e  be subject to discrimination in any manner on the basis of race, color, 
national origin, sex, religion, age or disability. This policy covers eligibiIity for and access to service 
delivery, and treatment in all of our agency programs and activities. 

4 

Until such time as said statures, regdations and laws are replaced or amended, S A I  shall comply with 
s.16.765, Wis, Stats., state regulations and federal laws relating to equal employment opportunities and 
affirmative action. This agency shall continue to work cooperatively with government and community 
organizations to take affirmative action to insure equal employment and advancement opportunities. SAI  
reaffirms its commitment to equal opportunity and affirmative action for all persons and in all agency 
programs and facilities. 

To assist us in complying with all applicable equd opportunity rules, regulations and guidelines and 
compliance uiith Section 504 of the Rehabilitation Act of 1973 (nondiscrimination against the 
handicapped), I have appointed Carol Wolf, Human Resources Director, as Equal Opportunity 
Coordinator. You are encouraged to discuss any perceived discrimination problems in employment or 
service delivery with this employee. Ms. Wolf may be reached on Mondav - Friday ffom 8 : O O A M  - 
5 :OOPM at 14 141637-9 128. Information about our discrimination complaint resolution process is available 
to you upon request. 

Date 

I 

C o ~ m l A L  
5200 WASHINGTON AVENUE, SUITE 275, RACINE, WISCONSIN 53406 (41 4) 637-97 28 V/rrY FAX - (41 3)  637-8646 

With Offices In Kenosha, Elkhorn and Madison 

A Nonprofit Organization serving People W t h  Disabilities 



SAI Home Health Care, Inc. 

SPJ HOME HEALTH CARE, INC. 

AFFIRMATI'VE ACTION AND EQUAL OPPORTUNITY 
POLICY STATEMENT 

SAI  is in compliance with the equal opportunity policy and standards of the Wisconsin Department of 
Health and Social Services and all applicable state and federal statutes and regdations relating to 
nondiscrimination in employment and service delivery. 

it is the policy of SA1 not to discriminate against any employee or any applicant for employment because 
of age, race, creed, marital status, political affiliation, religion, color, handicap, sex, physical condition, 
developmental disability, sexual onentation, national origin, veteran's status. or any other protected 
status. This policy shall include, hut not be limited to , the folIowing: recruitment, interviewing and 
employment, evaluation, p r o m o t h  demotion, transfer, compensation, training, discharge and 
termination. In order to ensure equal access to employment, S AI provides reasonable accommodations 
for persons with disabilities. This company further agrees to take affirmative action to ensure equal 
employment opportunities. 

No other qualified applicant for srmices or service recipient shall be excluded from participatior?, be 
denied benefits. or otherwise be subject to discrimination in any manner on the basis of race, color, 
national origin! sex, religion, age or  disability. This poIicy covers eligibility for and access to scrvice 

. delivery, and treatment in all of our agency programs and activities. 

Until such time as said statures, re:gulations and laws are replaced or amended, S A I  shall comply with 
s.16.765, Wis, Stats., state regulations and federal laws relating to equal employment opportunities and 
affirmative action. This agency shall continue to work cooperatively with government and community 
organizations to take afinnative m i o n  to insure equal employment and advancement opportunities. S M  
reaffirms its commitment to equal opportunity and affirmative action for all persons and in all agency 
programs and facilities. 

To assist us in complying with all applicable equal opportunity d e s ,  regulations and guidelines and 
compliance with Section 504 of the Rehabilitation Act of 1973 (nondiscrimination against the 
handicapped), I have appointed Carol Wolf. Human Resources Director, as Equal Opportunity 
Coordinator. You are encouraged. to discuss any perceived discrimination problems in employment or 
service delivery with this ernployrze. Ms. Wolf may be reached on Mondav - Fridav from 8 : O O A M  - 
5:OOPM at 14 14637-9 128. Information about our discrimination complaint resolution process is available 
to you upon request. - )&&--- 6 - C??' 

Neisen. President Date 

C O m m I B L  

5200 Washington Avenue, Suite 227 Racine, Wisconsin 53406 
Telephone: 414 632-5886 ( V m )  800 260-7704 yVYiTY) Fax: 414 632-0074 
Offices in Kenosha, Elkhorn, and Madison 
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11. EQUAL OPPORTUNITY POLICY STATEMENTIPERSONlYEL POLICIES 

This will sene to reiterate the policy of SAI: and the management of its facilities to work continually towar 
improving recruitment, employment, development, training, compensation, and promotional opportunities for 
minority employees and for women. 

~ 

Certainly, one of the most compkx and tragic problems which conhnts our agency and our nation today is the 
absence of me equal opportunity for dl people without regard to race, color, religion, sex, age, national origin, 
political belief and affiliation, disabilities and sexual orientation. 

While there have been civil rights laws enacted during the past decades to assure such equality, many individuals 
and institutions have been negligent in meeting the requirements of these laws to the extent that equal 
opportunity for all people, in fact, is not a reality. 

Consequently, the denial of e q d  access to opportunities for development and growth has permitted 
discrimination to continue in a variety of forms. This means that proposed remedies must go beyond the mere 
announcement of equal opportunity policy. We, at SAT, must recognize and accept our responsibiiity to design 
and implement programs which strike at the total problem rather than simply overt manifestations. 

In a similar manner, women have found themselves locked into sexual role stereotypes which have acted to 
exclude their full participation in the mainstream of the working world. Attitudes towards women have 
prevented women from realizing their full potential and achieving equality within the institutions of society. 

We must, therefore, strive aggressively to insure the entry and growth of minorities, women, persons wi! 
disabilities in our workforce until it is emphatically clear that equality of opportunity in the agency is a fact as4 
well as an ideal. To achieve dtimate effectiveness in this matter, our efforts toward equal opportunity for all 
people in our employment and to recipients of S M s  program of services must extend above and beyond the 
letter of the law - that is, total commitment to this goal on the part of every SAI employee. 

The staffs cooperation and support in kE"ative Adon is essential in assuring equal employment opportunities 
in all agency operating facilities. 
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n1. RECRlLTIMENTPERSONNEL POLICIES 

Whenever the need arises to fill t i  new or vacant position, the Executive Director of SAI  will insure 
that: 

A. 

B. 

C. 

In all cases positions will be posted internally and simultaneously listed for open competition 
with local job information and placement centers and with advertisements in local and 
regional newspapers, eg., the Racine J o d  Times, the Kenosha News and the Milwaukee 
JournaVSentinel. 

In all cases the job posting shall contain the job title, the job description, minimum 
qdifications andor requirements, wagehenefit statement, and indication of where, when 
and how applications will be accepted and a Statement that S A I  is an Equal 
OpportunitylAffinnativt: Action Employer. 

Reasons for rejection of an application shall include, but are not limited to the following: 

1. 

2. 

Applicant does not possess the minimum qualifications or requirements for the 
position applied for. 

Applicant has estabiished an unsatisfactory employment or personnel record, as 
evidenced by reference of such a nature as to demonstrate job related unsuitability 
for employment. 

3. Applicant has made false statements or practiced deception in the application. 

4. Applicant is not a "qualified individual with a disability" as defied in the Americans 
with Disabilities Act (ADA), Section 1630.2(g). 

5.  Applicant does not respond to mail inquiry Within ten (1 0) days or does not rem a 
telephone inquire within five ( 5 )  days. 

6. Appiicant fails 'to accept appointment or report for duty within two (2) days of the 
start date. 

7. 

8. 

Applicant is a member of an organization which advocates violent overthrow of the 
government of &e United States. 

Application form (when applicable) is not filled out completely. 

n 
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SEL POLXCLES 

A. The selection process shall maximize reliability, objectivity and validity through a practical and job- 
related assessment of applicant attributes necessary for successful job performance and career potential. - 
The Executive Director of S A I  shall be responsible for determining when and if formal selection devices 
are to be used to screen applicants for job vacancies which may include, but are.not limited to: a review 
of training and experience, work sample and performance tests, practical written tests and reference 
inquiries . 

The Executive Director or his designee shall determine the most qualified applicants. These applicants 
shall be interviewed by the Executive Director or the head of the department and one or more other 
person of the Executive Director's choice (if deemed appropriate) and rated on a set of standardized 
questions developed for the specific position. 

B. If an applicant feels that he has been discriminated against on any basis during the selection process, he 
may appeal, in writing, to the Executive Director within ten (10) calendar days of receiving notice of non 
selection. The Executive Director will meet with the applicant within ten (10) calendar days of the 
receipt of the appeal, notify the Executive Committee of the Board of Directors of that appeal and issue 
a written response to the appeal to the applicant, which shall include an outline of the appeal process, 
within ten (1 0) calendar days of his meeting with that applicant. 

If the applicant is not satisfied with the response of the Executive Director, hdshe may request, in 
writing, within ten (1 0) caIendat days of the Executive Director's response that the appeal be presented 
to the Executive Committee, the Executive Director shall do so immediately. The Executive Committa d 
shall, within twenty (20) calendar days, issue a written decision to the applicant and the Executive 
Director. 

If  the applicant is not satisfied with the decision of the Executive Committee, a cornpiah? may be filed 
with: 

EQUAL EMPLOYMENT OPPORTUNITY COMMISSION 
3 10 West Wisconsin Ave., Suite 800 
Milwaukee, W 53203-2292 

DEPARTMENT OF INDUSTRY, LABOR AND HUMAN RELATIONS 
819 N. Sixth Street 
Milwaukee, W 

C. Promotion will be based on performance and capability. Current employees from any level of operation 
are encouraged to apply for any opening in the SAI  organization for which they meet the basic 
requirements and believe they have the potential to perform. 



V. 

Tee Form DOA - 3022 (C 2/89) P 

Based on our Work Force M y s i s  and the Labor Market Data received h m  Job Service, SAI achieves a 
balanced work force for total employees. SAI  is committed to the achievement of a balanced work force in each 
of the job categories we have identified as applicable to our agency, particdady minority representation in the 
job categories of ”Officials & Mamge:rs” and “Professionals“. 

SAI  has identified anykdl minOrity :representation in the job categories of “Officials and Managers” and 
“Professionals” and has incorporated ;appropriatelapplcable goals under # IV, “Aflknative Action Goals”. 
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AFFIRMATIVE ACTION GOALS 

SAI is committed to equitable representation of minorities, women and persons with disabilities in dl of the jot  
categories as specified on the Work Analysis by immediate implementation of the following goals: d 

A. SAI  will broaden recruhent and position vacancies to include community organhtions, agencies and 
leaders promoting the interests of minorities, women and handicapped persons 

B. All job descriptions Will be reviewed yearly to ensure that job descriptions accurately reflect the necessary 
job dutieslessentid functions being performed. 

C. SAI  will determine for transfer and promotion, the qualifications of the employees in relation to the 
particular requirements of the job position for which an employee is being considered. Employees will 
be selected for promotion or transfers without regard to race, color, sex, religion, national origin, age, 
disability, and sexual orientation except where they are essential occupational requirements. This policy 
shall be communicated to all employees engaged in recruitment, hiring, and training activities. 

D. SAI will continue to advise all of its recruitment sources of the agency’s policy of Equal Employment 
Upportunity/Affimative Action. All advertisements will state that S A I  is an Equal Employment 
OpportunitylAffrnnative Action Employer. 

E. SAI will continue to provide reasonable accommodations to all persons with disabilities according to the 
Americans with Disabilities Act, Section 1630.2 (0) .  

199940 New Goals include: 

- Expand effort(s) to refer minorities and people with disabilities - Job Categories: “Officials 
and Managers: and “Professionals”: 

Will continue to receive the greatest effort and continued strategic planning will be developed 
to recruit minorities and persons with disabilities. 

Coordinated efforts with Wisconsin Workforce Development, Universities, and Technical 
Colleges will be implemented in an effort to place minority and persons with disabilities 
into available positions. 

Equal Opportunity Coordinator will actively participate in continued educationltraining 
that includes an emphasis in “recruitment and retention in relationship to minorities and 
and persons with disabihties:. Equal Opportunity Coordinator will also seek out educatiod 
training in “mentoring programs” for minorities and persons with disabilities, to comply 
with E q d  Opportunity Coordination recommendations. 

Equal Opportunity Coordinator will actively participate in continued educationltraining in 
the area of ADA, with pimary focus: “providing reasonable accommodations”. 

4 
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E. 
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A copy of this plan will be givm to all employees (current and new) of SAI  and will be incorporated in 
S M s  personnel policies. This will begin 7/94 and be an on-going process. 

The agency's commitment to this plan and the implementation of this plan will be communicated to staff 
at staffmeetings and Staffaainilng sessions. Staffmeetings arc held monthly. CommUnication with st& 
will begin immediately and be on-going. 

SN will affirmatively market its programs and semices to organizations, agencies and the media. 

A copy of this plan will be given to the Board of Directors, the governing body of S A I  at the next 
monthly meeting of the Board and on a yearly basis thereafter. 

A copy of this plan will be provided to dl agency advisory committee members. 

All advertisements for ernp1o:ymentlrecruiment will include a statement that this agency is "an equal 
employment opportunity/fimative action employer." 

SAI will incorpomte an equal opportunity/&Imative action policy statement in purchase orders, 
contracts, annual reports, and brochures. 

Applications for employment and any other staffrecruitment forms wiH include an equal opportunity and 
affirmative action poiicy statement. 

Any and ail suggestions and complaints regarding the Affmnative Adon Plan may be presented to the 
agency's appointed Equal Employment Opportunity Officer, Carol Wolf, Human Resources Director, 
phone (4 14) 637-9 128, 

andor the 

State Equal Employment Upportunity Commission 
3 10 West Wisconsin Ave., Suite 800 
Milwaukee, WI 53203-2292 

andor the 

Equal Rights Division, , 

Wisconsin Dept. of Workforce Development 
201 East Washington Ave., Room #403 
P.O. Box 8928 
Madison WI 53715 

andor 

Office of Federal Contract Compliance 
US Dept. of Labor 
230 South Dearborn Street 
Chicago IL 60603 I CONFIDENTIAL 1 
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Internal Monitoring 

The Equal Employment Opportunity Officer, the Executive Director and the Board of Directors of 
SAI are responsible for implementing, monitoring, and evaluating the effictiveness of the 
M m a t i v e  Action Plan. 

’ The Executive Director shall be accountable to the Board of Directors for: 

A. 

E. 

Assuring and enforcing equal opportunities for employment, promotion, training and staff  
development for all staff on an on-going basis. 

Developing and marketing the programs and services of the agency in compliance and 
adherence to the AfErmative Action Plan on an on-going basis. 

The Equal Employment Opportunity Officer is responsible to the Executive Director for the design 
and implementation of reporting, monitoring, and evaluating procedures to measure the effectiveness 
of and continuous conformity to the Affirmative Action Plan. The Equal Employment Opportuniv 
OEcer and the Executive Director will meet twice per year to review the effectiveness of the 
Afhnative Action Plan and to identify the consequences of this review. New strategies and gods 
to enhance and enforce the affirmative action committment of this agency will be identified in 
writing at least on a yearly basis. 

The Executive Director will require d1 supervisory and management personnel to be responsible for 
the implementation of affirmative action initiatives within their designated areas of rcsponsibiiity. 
Supervisory and management personnel are required to adhere to affirmative action principles when 
completing six-month probationary and yearly employee performance appraisals and compensation 
reviews. Supervisory and management personnel will meet with the Executive Director at least on 
a quarterly basis to discuss review and accomplishment of affirmative action initiatives. 
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Service Delivery and Employment Discrimination Complaint Form 

Name of Complainant: 
Address: 
City, State, Zip: 
Telephone Number: 

Basis for Discrimination Cornplaint: 
(Such as Age, Race, Religion, Color, Disability, Sex, National Origin) 

Name of the Agency andlor Eimployee Against Whom the Complaint is Filed: 

DESCRIPTION of the action or treatment which you think was discriminatory. Include 
information about who, what, when where, how, why and the names, addresses, and 
phone numbers of any witne:5ses, if you know them. You may write this on another 
sheet of paper if you need more room. In the space beIow, please say how many 
pages are attached if you mad to add pages. 

There is more on the back of this page, including the place to date and sign your 
complaint. The information below the double lines on the next page is to be completed 
by the person at the agency who receives your complaint, must look into it and respond 
to you. 

I CONFIDENTIAL I 
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Society’s Assets, Inc. 
Compliance with Section 504 
of the Rehabilitation Act 

SECTION 504 GRIEVANCE INFORMATION 

Section 504 of the Rehabilitation Act prohibits discrimination based on handicap. In 
accordance with Section 504 Regulation, any program participant, participant 
representative, prospective participant, or staff member who has reason to believe that 
shelhe has been mistreated, denied services or discriminated against in any aspect of 
services or employment because of handicap may file a grievance. In order to 
implement this policy, this agency has adopted an internal grievance procedure 
providing for prompt and equitable resolution of complaints alleging any action 
prohibited by the U.S. Department of Health and Human Services regulation (45 CRF 
part 84) implementing Section 504 of the Rehabilitation Act of f973 as amended (29 
U.S.C. 794). Section 504 states, in part, that “no otherwise qualified handicapped 
individual . . . shall, solely by reason of his handicap, be excluded from the participation 
in, be denied the benefits, of or be subjected to discrimination under any program or 
activity receiving Federal financial assistance. . .” The law and regulations may be 
examined in the  office of Carol Ann Wolf, Human Resources Director 

5200 Washinston Avenue Suite 225. Racine WI 53406, (414)637-9128 who 
has been designated to coordinate the efforts of Society’s Assets, Inc. to comply with 
the regulations. 

1 CONFIDENTIAL I 
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DESCRIPTION OF THE RELIEiF OR SATISFACTION YOU WANT: e 

SGNATURE: Date: 

NOTE: 
{Complainant or Complainants Representative) 

You may call our Equal Opportunity Coordinator, Carol Ann Wolf @* 

form. 
(414)637-9128 or same #, TDD if you would like help in filling out this 

Informal Comoiaint Formal ComDlaint 
Date Received - Date Received 
By (Name) By (Name) 
Title Title 
Agency Agency 

Program and Individual(s) to be investigated Program and Individual(s) to be investigated 

Findings Findings 

(Complete within 30 days) 
Action Taken Action Taken 

(Complete within 30 days) 

Further Action Required 

If yes, what action is recommended? 

Further Action Required 
Yes NO 

if yes, what action is recommended? 
- Yes No - 

Written Response sent to Complainant on Written Response sent to Complainant on 

Signed by: Signed by: 

CONFIDENTIAL 



Society’s Assets, Inc. ( S A I )  

Consumer Grievance Mechanism 

1. 

2. 

3, 

4. 

1 CONFIDENTIAL I 

The types of comalaints/Prievances accepted bv SA1 - Because SAI is 
concerned about providing consumer focused and directed, quality services, 
SAI will accept all types of complaints relating to Independent Living andor all 
Home Care Services, eg., complaints about personal care workerslaides, the type 
and frequenc y/schedule oVjob performance, etc.. 

Row complaints are received bv SA1 - Complaints are accepted through: 

numbers to call are: 
Racine Office - (4d 41637-91 28 
Kenosha Ofice - (414)657-3999 
Elkhorn Office - (41 4)723-8181 

- Telephone Calls, . * .  . . . . . . . * .  . 
- Letterdwritten communication 
- In person contacts 

Complaints are received fi-om consumers, and other service providers, 
relatives, friends and neighbors of the consumer, as well as other interested 
individuals. 

While complaints may be received at any time, in the case of home care services, 
they are routinely solicited as part of SM Home Care Supervisors’ monthly 
contact with each consumer. 

Copies of Society’s Assets, Inc., “Service Delivery Discrimination Complaint 
Form” will be providedlavailable to any individual requesting such 
information. All forms are available upon immediate request from the 
agency’s Equal Opportunity Coordinator, Card Ann Wolf at (414)637-9128. 

Which rrositionls) or person(s) accept and process such comDlaints - Most 
consumer complaints are initially received by Home Care Supervisors. 
All complaints must be forwarded to S A Y S  Director of Home Care Services or 
Director of Independent Living. The overriding emphasis is always on resolving 
the problem at the lowest level possible. However, if the Home Care Supervisor 
or Independent Living Coordinator is unable to resolve the matter, it must then be 
directed to the Director of Home Care of Director of Independent Living. 

The types and IeveIs of appeals available to recipients receiving sewices 
from SA1 - SAT’S personnel policies, with regard to formalIy established 
grievance procedures read as follows: 

Home Care Policies and ProceduredGrievance Procedure Home Care Program 
Revised 8/98 1 CONFIDENTIAL 
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A. Policy: 

B. 

2. 

1 CONFIDENTIAL 1 

1. 

2. 

3. 

4. 

The most effective accomplishment of the work of S A I  requires 
prompt consideration and equitable adjustment of employ.ee(s) or 
consuMer(s) grievances, 
It is the desire of SAT to adjust complaints and grievances infomalIy 
and both supervisory personnel and employees or consumers are 
expected to make every effort to resolve problems as they arise. 
It is recognized that there will be grievances which will be resolved 
only after formal review and appeal: thus, procedures for such 
resolvement are provided herein. 
Supervisory persmnel shall report to the Executive Director all 
complaints, grievances, and settlements reached. 

Procedures - A ~ e v a n c e  is a wrong, real or believed to be real, considered 
by an employee or consumer as grounds for complaint. 

1. Step 1 - An employee or consumer shall first orally present hw’her 
grievance to hidher immediate supervisodassigned Independent Living 
Coordinator or Home Care Supervisor who shall make careful inquiry into 
the facts and circumstances of the employee’s or consumers’ complaints, 
and who shall a0:empt to resolve the problem fairly and promptly. 
Independent Living Coordinators or Home Care Supervisors shall notify 
their Program Director of all grievances. Consumers have the right to 
address any grievance directly to the Director of Independent Living or the 
Director of Home Care. 

Step 2 - Any employee or consumer who is dissatisfied with the 
decision of hisher supervisor/assigned Independent Living Coordinator or 
Home Care Supervisor or Program Director (Step 1) shall submit the 
grievance in writing to the Executive Director. The grievance must give a 
full explanation and details of the grievance. 
The Executive Director shall: 

a. 

b. 

Immediately arrange a conference with the employee or 
consumer. 

Noti@ the Executive Committee of the Board of Directors 
of the grievance. 

Home Care Policies and ProcedureslGrievance Procedure Home Care Program 
Revised 8198 
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3. 

4. 

1 CONFIDENTIAL 1 

C. Within five ( 5 )  working days, give a written resolution of the 
grievance to the employee or consumer, the employee’s or 
consumer’s immediate supervisor/assigned Independent Living 
Coordinator or Home Care Supervisor, the Director of Independent 
Living or the Director of Home Care Services and the Executive 
Committee. 

Step 3 - Any employee or consumer who is dissatisfied with the 
decision of the Executive Director (Step 2) shall request, in writing, 
that the Executive Director submit the written grievance to the 
Executive Committee of the Board of Directors. The Executive 
Director shall do so immediately. 

I. 

The Executive Committee shall, within ten (10) working days, inform, in 
writing, the employee or consumer, the employee’s or consumer’s 
immediate supervisorhdependent Living Coordinator or Home Care 
Supervisor, the Director of Independent Living or the Director of Home 
Care Services, and the Executive Director of the disposition of the 
grievance. 

Step 4 - A n y  employee who is dissatisfied with the decision of the 
Executive Committee (Step 3) may present hisher grievance to: 

Equal Employment Opportunity Commission 
342 N. Water Street 
Milwaukee, WI 53202 

Department of Workforce Development 
8 19 North Sixth Street 
Milwaukee WI 53203 

Consumers receiving services funded through the Wisconsin Medical 
Assistance Program who are dissatisfied with the decision of the Executive 
Committee (Step 3) may present hisher grievance to: 

Wisconsin Medical Assistance Program 
Bureau of Health Care Financing 
P.O. Box 309 
Madison, WI 53701 

.. 
Home Care Policies and ProceduredGrievance Procedure Home Care Program 
Revised 8198 I CONFIDENTIAL 
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n Consumers receiving services through the Independent Living Services 
have the right to file an appeal through CAP (Client Assistance Program). 

Client Assistancr; Program 
1 W. Wilson St. ,  Room 558 
P.O. Box 7852 
Madison, WI 513 707 
1 -800-3 62- 1 290 VoicelTDD 

5 .  An empIoyee or consumer may use documented written material 
andor legal witriesses when filing or carrying out a grievance. 

6. There shall be no direct communication with the Board of Directors. 
All communications in the grievance procedure must pass through the 
Executive Director. The Executive Committee may request a 
conference with the employee or consumer filing a grievance through 
the Executive Director at any time. 

5 .  The system by which SAT acts upon recommendations following the 
complaint - Both the ‘&written resolution“ or “disposition of the grievance,” 
cited in the “Grievanci: Procedures” presented above under #3, specify what 
corrective action if any, is required, how it is to be carried out, when (or by 
what date - typically ranging from immediately to within thirty days) and by 
whom. The person, or persons, charged with canying out the corrective 
action must provide documentation of actions taken to the Executive andor 
the Executive CommilRee of the Board of Directors. 

c 

6 .  The measures taken to ensure the confidentiality of the complainant, 
including the protection of the complainant against any retribution 
during and following; the complaint investigation. Great care is always taken 
to safeguard confidentiality. However, some consumer specific complaints 
cannot be investigated or corrected without releasing the consumer’s name. In 
such cases, the consumers must sign a written release in order for the 
investigation to proceed. 

Complaints involving a personal care worker in many instances may require an 
immediate change in personal care workers (removal from the home of 
whomever; is accuseti of wrong doing), depending on the nature of the complaint. 
Consumers are then given the option of re-securing the worker if the complaint is 
resolved to everyone’s satisfaction. 

Home Care Policies and Procedures/Grievance Procedure Home Care Program 
Revised 8/98 
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I have received and reviewed (or someone has reviewed with me) this 
L 4 C ~ n ~ ~ m e r G r i e ~ a n ~ e  Mechanism” and I have received a copy for my records. 

Consumer Signature or Responsible Party 

~ -- 

Date 

Home Care Policies and ProcedurtslGrievanct Procedure Home Care Program 
Revised 8/98 I CONFIDENTIAL I 5 



I CONFIDENTIAL, I 

n APPLICANT & EMPLOlYEE AFFIRMATIVE ACTION DATA RECORD 

It is the policy of Society”s Assets, Inc. (SAI) to maintain and promote qual employment 
opportunity. Candidates will be selected for employment on the basis of their qualifications for 
the job. Decisions regarding compensation, opportunity for mining, advancement, upgrading 
and promotion and all aspects of employment will be made without regard to age, sex, race, 
creed, physical condition, sexual orientation, political affiliation, martial status, religion or 
national origin, Vietnam area & disabled veterans. 

This data is for analysis and affirmative action only. Completion of this form is 
voluntary and will not jeopardize your employment in any way. All information will remain 
confidential and will not be included in your personnel file if you are hired for a position with 
S A I .  

Your cooperation in comlpleting this s w e y  is optional. Thank you. 

Date: 

Name: Phone: 

Address: 

Position Applied For: 

Referral Source: 

Please check below where appropriate: 

Sex Male 5 Female 

RacelEthnic Group Caucasian American IndidAlaskan Native 

African herican Hispanic 

0 hianPacific Islander 

Vietnam Era Veteran Ei 

Disabled Veteran a 
Disabled Individual cl 

Please explain the type of disabi.lity in reasonable detail and what type of accommodations (if 
any) you beIieve would be necessary to assist you in performing the job. 

CONFIDENTIAL 



SOCIETY'S ASSETS, INC, ( 
COMPLIANCE WITH TlTLE VI OF 
THE CIVIL RIGHTS ACT OF 1964 

COMMUNICATlON WITH HARD OF HEARINGIDEAF CLIENTSIAPPLICANTS 

POLICY: 

One of the primary goals of SAl, a Center for Independent Living, is to ensure the 
rights of all persons with disabilities to live and function as independently as 
possible in their community. SA1 provides qualified sign-language interpreters to 
afford such persons equal opportunity to benefit from the services provided by 
the agency and to apply for employment with the agency. interpreters and 
auxiliary aids will be provided at no cost to the client or applicant. All SA1 ofices 
have Tp('s for immediate access to services and communication with staff 
personnel. 

It is the policy for SA1 to employ Independent Living Coordinators who are 
proficient at communicating with deaflhard of hearing persons who receive 
services from SAl. Currently, there are five (5) Independent Living Coordinators 
(in-house staff) who are proficient at communicating with the deafhard of hearing 
(signing). 

SA1 also operates the Wisconsin Relay System (WRS) 24 hours a day, seven 
days a week. WRS is a worldwide, comprehensive dual party relay system 
which enables people who use a Tp( for their telecommunications needs to talk 
to people who access the standard telephone network without specialized 
equipment, 

PROCEDURES: 

1. 

2. 

3. 

4. 

SA1 staff must contact Racine ofice ReceptionistlSecretary to arrange 
for interpreters (through interpreter request formlprocedure). Interpreters 
are available through,, the statewide Interpreters' Coordination Service, 
Milwaukee, Wl. c 

Advance notice (at least two weeks) of the need for an interpreter is 
required unless there is an emergency situation. 

All heard of hearing or deaf clients or applicants for employment are 
asked how to most effectively meet their communication needs, in order 
to provide the best accommodation. 

a -< , 

SAI is not required to pay for services volunteered by t he  client or 
applicant. 

Any request to use family or friends by the  hard of hearingldeaf person 

d 

1 
C:Wy Documents\Home Care Policies and Procedures\Ttle VI - Civil Rightsdoc 
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SOCIETY'S ASSETS, INC, 
COMPLIANCE WITH TITLE VI OF 
THE CIVIL RIGHTS ACT OF 1964 

5. 

following the offer by the facility to provide an interpreter will be 
documented in 1:he client's file or the applicant's file and will be honored 
unless SA1 feels the person seiected is not sufficiently qualified and elects 
to provide another interpreter. Documentation will include a written 
statement signed by the client, applicant, or responsible party. 

SA1 may exercise discretion as to when an interpreter is necessary as 
routine visits may not require extensive communication. 

2 
C:My Doeurnents\Home Care Policies and ProceduresTitle VI - Civil Rightsdoc 
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SOCIETY’S ASSETS, INC. ( 
COMPLIANCE WlTH T!TLE VI OF 
THE CIVIL RIGHTS ACT O f  1964 

COMMUNICATION WITH LlhrHTED-ENGLISH-PROFlCf ENT PERSONS 

POLICY: 

SA1 shall provide for communication with limited-English-proficient persons, 
including current and prospective clients, family, interested persons, etc., to 
ensure them an equal opportunity to benefit from senrices. The procedures 
outlined below will ensure that information about obligations, ete. are 
communicated to limited-English-proficient persons in a language which they 
understand. Also, it provides for an effective exchange of information between 
stafflemptoyees and clients andlor the families while services are being provided. 

PROCEDURE: 

Whenever a translator is needed, SA1 supervisory staff personnel are authorized 
to contact the agencies listed below to obtain the translator. The supervisor must 
notify the agency Equal Opportunity Coordinator (EOC), Carol Ann Wolf, that a 
translator has been contacted. 

For a Spanish-speaking translator - For Kenosha, Racine, Wahnrorth, Jefferson 
or Rock Counties, please contact the following agencies for assistance: 

Dora Mendez, Outreach Case Manager 
The Spanish Center of Racine, Kenosha and Wakvorth 
5900 - 1 1 th Ave. 
Kenosha, WI 53140 
Ph: (414)657-2160 

Dino Arestegi - Director Social Services 
The Spanish Center of Milwaukee 
614 W. National Ave: 
Milwaukee, WI 
Ph: (41 4)384-3700 Ext. #228 

Note: 

Family members or friends of the limited-English-proficien’t p%& may not be 
used.as translators unless specifically requested by that individual after an offer 
of a translator has been made by SAI. Such an offer and the response must be 
documented in the person’s file. Other clients may not be used to translate. 
These restrictions are to ensure confidentiality of information and accurate 
communication. 

The need for translators for other languages besides Spanish should be 
presented to the EOC, Carol Ann Wolf. 

3 
C:Wy Oocuments\Home Care Policies and Promdures\Title VI - Civil Rightsdoc 
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SOCIETY’S ASSETS, INC. (5 
COMPLIANCE WITH TITLE VI OF 
THE CIVIL RIGHTS ACT OF 1964 

n 
INTERPRETER REQUEST PROCEDURE 

Policy: 

One of the primary gods of SAI, is to ensure the rights of ait persdns with 
physical and sensory dlisabilities to live and function as independentiy as 
possible in their communtty. Interpreters and auxiliary aids will be provide at 
no cost to the clientlapplicantlemptoyee. 

Procedure: 

When staff need to request an interpreter, proceed as follows; 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

Complete the  Interpreter Request Form. 

Submit comple?:ed form to your supervisor for approval. 

Upon approval, the completed request wilt be given to Secretary/ 
Receptionist in the Racine office, who will make the request to 
Independence IFirst. Secretary will keep all original requests. 

If Independencia First cannot fulfill request, SecretarylReceptionist 
will utilize P. LE. (Professional Interpreter List. 

Upon confirmation, the SecretarylReceptionist will inform the staff 
who initiated request. 

Try to submit requests 2 weeks in advance, if possible. 

When bill is received, it will be routed to Supervisor for ‘approval for 
payment’ then routed to accounts payable. 

C:\My Docurnents\Horne Care Policies and ProceduresiTifle Vl-  Civil Rightsdoc 
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mBlrLurnrrmu. 
Interpreter Request Form 

Person using Interpreter: 

?erson requesting Interpreter: 
d. 

Date. of AppoinmZent: T i e :  

Address of Appohtmmt: 

Length of Appointment: 

Names of Participants 
in Appointment: 

Details of 
Appointment : 

! Billing Address: 

Client'hterp. 
Preference: 

Client Communication 
Mode: . r- 

L 

A -62. . 

Supervisor Approval: 

Date Called: Time: Contact Person: 

3ate and Time Confirmed: 
d-  

Date & Time Denied: 
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I Communicating Effectively with 
TTY Users 

4 

*Spell Check - 

The System has a Spell Check feature that is on for each call. 

If a CA types “teh” instead of “the,” the system 
will automatically correct it. The CA will see “teh (C) the” 
however the TTY user will only see the corrected word. 
There will be times when you need to turn this feature off. 
These special cases will be discussed later in this manual. 

.Don’t Use Punctuation 
In most cases, commas, periods, colons, and apostrophes are not necessary when 
typing a call to a TTY. Leave spaces in place of punctuation for added readability. 
The phrase “I went to Joe’s store. I bought 5 bananas.” would be typed as “I 
WENT TO JOE S STORE 

Times may also be typed without a colon or period. The time 4:OO can be typed as 
“4 00” or “4” depending on the context. 

A dollar amount, such as $5.99 should be typed as “5.99” or “5 dollars and 99 
cents” depending on the context. 

Questions should be noted by typing a “Q” at the end of the sentence rather than a 
(?) question mark. The sentence, “Where is he now?” would be typed, “WHERE 
IS €€E NOW Q” 

* I BOUGHT 5 BANANAS” 

*Space after typing to the TTY 
After typing to a TTY, a space must be left after the last word in order for it to 
register. This is especially important after typing GA (Go ahead) or SKSK which 
indicates it is the TTY user’s turn to talk. 

m.!a%m 
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.Keep the Users Informed 
Calls should be relayed using the callers' intent. Proper inflection should be 
used to relay the user's meaning and intent, such as raising voice pitch to 
indicate a question has been asked and using proper voice tone to relay 
anger, sadness, happiness, etc. 

When relaying to TTY users, use adjectives that will help convey what the 
Voice user sounds like, what is happening in the background, and how the 
call is progressing. These words are considered comments therefore they 
should be set apart from dialogue by using parentheses. Examples: 

Caller: (YAWNING) (COUGHING) (SNEEZING) (CHUCKLING) 
(LAUGHING) (YELLING) (HUMMING) (MUMBLING) 
(SIGHING) (CRYING) (SNIFFING) (HA HA) (WHXSPERING) 

Background: (CAR HONKING) (WATER RUNNING) (MUSIC) (BABY 
CRYING) 

Progress of Call: (TRANSFERRING) (HOLDING) (RINGING) 

&Provide Gender Designation 
The gender of the CA is provided each time the CA number is provided. For 
example: LRS CA F NBR PLS GA 

The gender of the voice party should be provided in parentheses after a 
greeting and any time the :  voice party changes. Use the following 
abbreviations: M = Male;; F = Female; C = Chld; ?? = Unsure of gender. 

Examples: 

LRS CA ---- (g) WITH[ A RELAY CALL (FI GA 

HELLO THIS IS MIKE fm GA 

*Dial the Right Numiber 

If the relay user does not give the area code, assume that it is the same as the 
area code they are calling from. "Always verify the number with your voice 
party as customers are billled for wrong numbers. 

. . ..- . 

HAMBWBN System Procedures 3 
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.Wait for GA 
Do not type a response until the TTY user types "GA." If both parties 
type at the same time, garble will appear. When this happens, say to the 
Voice party, "I'm sorry, part o f  the conversation came across 
garbled, it continues with ..." 
*Watch for a Specified Called Party 

If a TTY user specifies a name, extension, or department, ask for 
the party as soon as the relay has been identified. It is not 
necessary to explain the relay to the person answering the phone, 
unless they are the desired party. Greet and identify the relay by 
saying: 

"This is {state) Relay with Q relay call for  {extension/ 
person/ department)," 

*Verify Information 

Verifying numbers, such as prices, addresses, account numbers, 
etc., is a judgement call. I f  a voice person is speaking too fast, 
repeat the information back before giving the GA to the TTY 
user. If there have been transmission problems or garble, it may 
be necessary to have the TTY party repeat. Example: 

(CA HERE! WAS THE ACCOUNT NBR Q) GA 
*Use Hot Keys 

.Use Abbreviations 

m.mN 
Revised 06/04/99 
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Hot Keys 
( A N S  MACWINE LEAVE MSG Q) GA 

CA-__-  (G)  NUMBER BUSY GA 

LRSIKRSICA ---- (G)WITH A RELAY CALL 

DIALING 

(EXPLAJNNG RELAY) 

CA - - -. - (G) ANOTHER CALL Q GA 

(RECOELDNG) 

(HLD FOR INTERPRETER) 

CA - - - . -  (G) NO ANSWER GA 

CA - - -. - (G)  CONTINUING UR CALL 

( A N S  MACHINE LEAVING UR MSG PLS J%D) 

LRS/KR.S CA ---- (G) NBR PLS GA 

(ONE MOMENT PLS) 

(PERSON HUNG UP) 
RINGING 

PLS HL:D TRANSFERRING UR CALL FOR 

(UR MSG HAS BEEN LEFT) 

(VCO ON) 
(CA HERE U NEED TO CALL THEM BACK DIRECTLY 
WlOUT THE RELAY) 

THK U :BYE CA _ _ _ _  (G) SKSK 

(REDIALING PLS STAY ON THE LINE) 

(HOLDING) 

m.!zm 
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AM 
A N S  MACH 
A N S  SERVICE 
CLD 
CLG 
ccc 
cuz 
DDD 
DR 
GA 
HAHA 
HD 
HOSP 
ILY 
IRLY 
MIN PLS 
MSG 
MTG 
NE 
NI 
QFC 
OIC 
QPR 
PLS 
PM 

R 
s 
SK 
TDD 

Q 

Abbreviations 
Morning 
Answering Machine 
Answering Service 
Called 
Calling 
Credit Card Call 
Because 
Direct Distance Dialing 
Doctor 
Go ahead 
Laughing 
Hold 
Hospital 
1 love you 
I really love you 
One moment please 
Message 
Me et i n g 
Do Not Explain Relay 
Do Not Identify Relay 
Office 
Oh I see 
Operator 
Please 

THOT 
THRU 
TMW 
TTY 
TT 
U 
UR 
XQXOXO 
xxx 

Evening or Afternoon 
Question 
Are 
Speech Impaired 
Stop Keying 
Telecommunications Device for the Deaf 

Thought 
Through 
Tomorrow 
Teletypewriter 
Text Telephone 
You 
You are 
Hugs & Kisses 
Mistake 

Days of the week months of the year are abbreviated as: 
MON TUE WED THU FRI SAT SUN 
JAN FEB MAR APR MAY JUNE JULY AUG SEP OCT NOV DEC 

CAS may also use an abbreviation within the same call after the TTY party uses it. 

m.!zm System Procedures 
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Log In Procedure 

GRAPHIC OMITTED 

=Plug in headset 

sPress  “#” on key pad until tone stops 

=Enter CA number (4 digits) in ‘2ogin ID” 

*Enter Pass Code (4 letters) in ALL CAPS 

=*Enter state abbreviation in “Skills” ONLY if instructed 
to do so by a Supe:rvisor or Lead. 

*Press <ENTER> 

m.!zm 
Revised 06/04/99 
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Call Types 

CAS will encounter different combinations of callers. Such as: 
TTY to Voice 
Voice to TTY 
Answering Machines (TRS In) 
Answering Machines (TRS Out) 
VCO to Voice 
Voice to VCO 
HCO to Voice 
Voice to HCO 
HCO to TTY 
TTY to HCO 
VCO to TTY 
TTY to VCO 
vco to vco 
2LVCO 

Notes: 

Hw!!Mm 
Revised 0 6/04/99 
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TTY to Vo ice (TRS In) 

=>Listen for BEEP-BCEEP in headset to indicate an incoming 

*Look for State and Call Type (Baudot) 
call 

GRAPHIC OMITTED 

a w a i t  for Connect ‘TTY to appear in the TRS Window 

=Press the Space Bair 
twice 

=Send Hot Key 
<CTRL> N 

[LRSKRS CA ---- 
(CY) NBR PLS GA] 

LRS CAI 001 (!T) NBR PLS GA 

GRAPHIC 
OMITTED 

Revised 06/04/99 
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GRAPHIC 
OMITTED 

4 

=Press F5 for Billing 
Options 

=Enter area code and 
phone number 

*Press F9 to Dial 
Forward 

*Send Hot Key <CTRL> D 
[DIALING TOLLLOCAL XXXXXXXXXX] 

*If there is no answer after 10 rings, send Hot Key 
<CTRL> J 
[CA- - - - (G) NO ANSWER GA 

sllf the line is busy, send Hot Key <CTRL> B 
EC& I - I @)NUMBER BUSY GA 

=Send Hot Key <CTRL> R, then count out each ring 
[RINGING 1 2 31 

System Procedures 
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.-At the same time- 
*When called party answers, say: 

"This is (state) Relay 
CA- - II -* Are you familiar 
with the relay?" 

=If the party says "Yes," say: 
"One moment f o r  your 
conversation t o  beg i n ." 

=If the party says "NO," 
> Send Hot Key <CTRL> E 
[EXPLAINTNG RELAY 

> Say: "The person calling you 
is using a text telephone. 
As their conversation is 
typed it will be voiced t o  
you. Everything heard will 
be typed to them. Please 
direct your conversation 
t o  the caller and say 'Go 
A head' when you are 
finished speaking. One 
moment f o r  your 
conversati on t o  begin." 

=Type the called party's 
greeting and the gender of the 
called party 

[THANK YOU FOR 
CALLING JIM'S HOUSE OF 
BARBECUE THIS IS J E W  
(F)1 

-0R- 

=Type GA to allow TTY to 
begin typing 

-CONVERSATION BEGfNS- 

Note: The conversation will be in ALL CAPS. 

V!!Zm System Procedures 
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Closing a Call 
The end of the call may be initiated by either party. 
If the TTY user is the first party to say good-bye, 
they will type “GA to SK” at the end of the sentence. - d- 

The CA reads this as ”Go ahead and your party is ready 
t o  close.“ If the TTY initiates the the closure by only typing 
“SKSK,” treat it like “GA to SK.” 

If the Voice party is the first to say good-bye, they may or may 
not know to say “GA to SK.” The CA will need to notice the 
closure of call (Le. voice party says “Good-bye. Go ahead.”) 
and type “GA to SK.” 

Once the initial GA to SK is sent the following Lcgood-bye’’ 
should be followed with SKSK. The CA reads “SKSK” as 
“...And your party has closed.’’ 

The following are examples of how a call may end. 

@Initiated by Voice party: 

Voice says: “Okay talk to you later. Bye. Go ahead.” 

CA types: OKAY TALK TO U LATER BYE GA TO SK 

TTY types: BYE BYE SKSK 

CA voices: “Bye Bye and your party has closed. 

System Procedures 12 m ! m Y  
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6% Initiated by TTY p;urty: 

TTY types: OKAY CALL ME BACK TMW GA TO SK 

CA reads: “Okay, call me back tomorrow. Go ahead and 

Voice says: “Sou.nds good. Bye.” 

CA types: SOup\DS GOOD BYE SKSK 

CA says: “And your party has closed.” 

your party is ready to close.” 

After the conversation has ended, the called party should hang 
up. If they do not, state that the other party has closed, then press 
<TERM IUS> to hang up the called party. Always give some 
indication that the othr:r party has closed before hanging up the 
outbound call! ! 

6 To notify a TTY user (Term) that the other party has closed, 
send Hot Key <CTRL> P and Hot Key <CTRL> X. 

[PERSON HUNG UP] THK U BYE CA ---- (G) SKSK 

0 To notify a Voice user that the other party has closed, say: 
“Your party has closed.” 

m*mN System Procedures 
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After releasing the outbound call, ask the calling party if they 
want to make another call, 

6 To ask a TTY caller if they would like to make another call, 
send Hot Key <CTRL> F. 

[CA- - - - (G) ANOTHER CALL Q GA] 

If the TTY party replies, “no” send Hot Key <CTRL> X. 
[THK U BYE CA ---- (G) SKSK] 

@ To ask a Voice caller if they would like to make another call, 
say: “This is CA your party has closed. 
Would you like t o  make another call?“ 

If  the calling party gives an “SKSK” but does not hang up or 
respond to the offer to make another call, verify that the caller has 
left the phone by typing: 

[CA HERE HELLO ARE U THERE Q GA] 

Do not send a message asking the party to hang up. 

If there is still no response after 60 seconds, raise the disconnect 
flag for a supervisorllead to release the call and document it. 

Questions 
If, at the end of a call, the called party does not hang up, but starts 
asking questions of the CA, it is okay to answer the questions only 
if the call was local. If the call was long distance, the call will 
continue to bill even though the calling party has disconnected. If 
the call was long distance, refer the party to the appropriate 
customer service number or take a message including name, phone 
number, and whether the customer is a TTY or Voice user. 

4 
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Voice to TTY (TRS Out) 

SPEAKING 
t b  

TYPING - 
sListen for BEEP-BE:EP in headset to indicate 
=Look for State and Call Type (Voice) 

an incoming call 

GRAPHIC OMITTED 

=Say "{State) Relay CA 
Area code and number t o  
call please." 
sPress F5 for Billing Options 
sEnter area code and phone 

number 
=Say "That number 

GRAPHIC 
OMITTED 

is {repeat number]" 
=Press F9 to Dial Forward 
*Say "That number lis 

being dialed." 
System Procedures 15 
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S f  a voice party answers, say "{State) Relay CA 
with Q relay call for  the text telephone. Please 
connect the I T "  If they do not use a TTY, say "I'm 
sorry you will need t o  cafI them back directly 
without the relay," 

*If the line is busy, press <TERM RLS> and say 
"I 'm sorry that line is busy. This is C A  
would you like t o  make another call?" 

*If there is no answer after 10 rings, press <TERM RLS> 
and say, 
"I'm sorry there is no answer. This is C A  
would you like t o  make another call?" 

=If the call connects, listen for TTY tones indicating that a TTY 
user has answered. Press F7 to connect Baudot (if F7 does not 
work, press F8, T, and B) 
or F6 to connect ASCII 
(if F6 does not work, 

press F8, T, A). 

s W a i t  for Connect TTY 
in TRS Window OMITTED GmpH1ck 

*Press Space Bar twice 

=Send Hot Key <CT€U> C, then type the gender of the voice 
person and GA 
[ l r shs  ca _ _ _ _  (g) with a relay call (g) gal 

Note:Typed text will be in lower case when TTY is on the TERM side. 

-CONVERSATION BEGINS- 

4 
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Answering Machines-TRS In 
Call begins as a TRS In (TTY to Voice) call, 
however a voice answering machine answers 
and plays a message. 

=Type the Answerhg Machine message, then the gender of 
the person speaking on the machine 

[U HAVE FEACHED 5 5 5  4567 WE CAN T COME TO 
THE PHONE SO E'LS LEAVE A MSG (F)] 

-Press <TERM RLS> to hang up the outbound call when the 
"beep" sounds 

asend  Hot Key <CT'RL> A 

CANS MACHINE ILEAVE MSG Q) GA] 

s I f  the TTY user states they do not want to leave a 
message. Send Hot Key <CTRL> F 

*If the TTY user types a message to be left, wait for the 
complete message to be typed, 
send Hot Key <CTRL> Y 

[(REDIALING PL;S STAY 
ON THE LINE)] 

3 Press F5, <ALT:> S, and N 
to redial the call without charge. 

=Check that the telephone number 
has not changed in the dial box, 
then press F9. 

I GRAPHIC I 
I OMITTED I 

System Procedures 
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a s e n d  Hot Key <CTRL> D 

[DIALING TOLLLOCAL XXXXXXXXXX] 

=Send Hot Key <CTRL> R, then count out each ring 

[RINGING 1 2 31 

Hot Key <CTRL> L 
3 *When Answering Machine picks up the second time, send 

[ A N S  MACHINE LEAVING UR MSG PLS HLD] 

=After the machine beeps (or gives other indication to leave 
message) say "(State) Relay C A  the caller's 
message is ..." then read the message as typed (do not say 
"GA t o  SK' or "Your party is ready t o  close.") 

SPress  <TERM RLS> 
*Send Hot Key <CTRL> U 

[UR MSG HAS BEEN LEFT] 

=Send Hot Key <CTRL> F 
tC& - - - (G) ANOTHER CALL Q GA] 

*Note: If a Voice party answers on the redial, say "This is 
Louisiana Relay C A  I ' m  sorry, the party wants 
this call billed differently. They will call you back." 

&If the TTY user states "If it is an answering machine, please 
leave this message.. ." ask them "DO YOU WANT ME TO 
TYPE THE ANSWERING MACHINE MSG Q GA" 

System Procedures 18 m . m Y  
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n Answerin,g Machines-TRS Out 

Call begins as a TRS Out (Voice to TTY) call, then a 
TTY answering rnalzhine answers the call and types a 
message on the CA"s screen. 

=Say to the Voice party: 
"You have reached an Answering Machine. The 
message is ... (read message) ... Would you like t o  
leave Q message?" 
*If the Voice party says WO" press (TERM RLS> and 

say: "CA- - -. - would you like t o  make another 
CUI I?" 

*If the Voice party says "Yes" send Hot Key <CTRL> C, 
then type the gender of the voice party, the message from 
the voice party, and SKSK 

[LRSKRS CA --.-- WITH A =LAY CALL (g) 
{message}SKSK] 

sSay"Your messaqe has been left. CA would 
you like t o  make ailother call?" 

*Press (TERM RLS> 

If a voice answering machine picks up on a TRS Out call: 

=Say "I'm sorry yaiu have reached Q voice answering 
machine. If you want t o  leave Q message you will need 
t o  call them back directly. This is C A  would 
you like t o  make another call?" 

System Procedures 19 
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CA t y p e  
to vco 
Party 

VCO to Voice 

:S 

/ 
VCO party speaks 
directly to voice party 

Voice party 

\speaks to CA 

Call begins as a TRS In call, TTY user requests VCO 
when asked for phone number to call. 
*Listen for BEEP-BEEP in headset to indicate an incoming 

=Look for State and Call Type (Baudot) 
=>Wait for Connect TTY to appear in the TRS Window 
sPress the Space Bar twice 
=Send Hot Key <CTRL> N 

[LRS/KRS CA ---- ((3) NBR PLS GA] 
s T T Y  party's response may be to only 

request VCO or to request VCO 
give the telephone number to dial. 

call 

6 VCO ON PLS GA 

6 VCO ON PLS DIAL 
225-295-4100 GA 

GRAPHIC 
OMITTED 

mmN System Procedures 
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I - i O N X I D E N T  TTY requests VCO only 

=Press F8 for Connect Modes 

-Press “0” for Originator 

*Press “C” for VCO 

=Press <ENTER> (turns. screen 
red) 

a h f o r m  the VCO user that VCO is 
on by sending Hot Key <CTRL> 
V, GA, and <ENTER=. (screen 
blue) 

[VCO ON GA] 

-Press F5 for Billing Options 

-Enter area code and phone 
number as VCO Party voices it 

=Press F9 to Dial Forward, 
then <ENTER> (screen red) 

aPress F8 for Connect Modes 

-Press “0” for Originator 

=Press T” for VCO 

=Press <ENTER> (turns 
screen red) I 

*Inform the VCO user that 
VCO is on by sending Hot 
Key <CTRL> V 

[VCO ON] 

*Press F5 for Billing Options 

SEnter area code and 
phone number 

*Press F9 to Dial Forward 

-~ 

=Send Hot Key <CTRL:* D 

=If there is no answer after 10 rings, send Hot Key <CTRL> J 
=If the line is busy, send Hot Key <CTRL> B 

= Send Hot Key <CTRL> R, then count out each ring 

m.- System Procedures 
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=When called party answers, 
3 Say, "This is (State) Relay CA . 

Are you familiar with the relay?" 

a At the same time, type the called party's greeting and gender 
[ E L L O  (M)1 

d f  the party answers "Yes," say: 
"Are you familiar with Voice Carry Over?" 

3 I f  the party answers "Yes," 
Say:"One moment fo r  your conversation t o  begin." 

3 If the party answers ''No," send Hot Key <CTRL> E and 
Say: "The person calling you has requested voice 
carry over, they will be speaking directly t o  you, 
but everything heard wift be typed t o  them. Please 

ahead" when you are finished speaking. One moment 
f o r  your conversation t o  begin" 

direct your conversation t o  the caller and say "Go d 

-If the party answers "No," send Hot Key <CTRL> E and say: 
"The person calling you is using a text telephone and has 
requested voice carry over. They will be speaking 
directly t o  you, but everything heard will be typed t o  them. 
Please direct your conversation to the catler and say "Go 
Ahead" when you are finished speaking. One moment for 
your conversation t o  begin." 

a After you deliver the explanation, type GA and press <ENTER> to 
instruct the VCO user to begin speaking. 

System Procedures Hw!!!mN 
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Auto VCO to Voice 

Call connects as VCO 

SListen for BEEP-BIEEP in headset to indicate an incoming 
call 

=Look for State and Call Type (VCO) 

I 1 

GRAPHIC OMITTED 
I 1 

a w a i t  for Connect TTY to appear in the TRS Window 

*Press <ENTER> (:screen now red) 

*Press the Space B;ar twice 

3 Inform the VCO user that VCO is on by sending Hot 
Key <CTRL> V 
[VCO ON] 

System Procedures 23 mrn 
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3 Send Hot Key <CTRL> N 
[LRS/KRS CA _ _ - -  (G) NBR PLS GA] 

SPress <ENTER> (screen now blue) 

3 Press F5 for Billing Options, enter area code and phone 
number, and press €79 to Dial Forward and <ENTER> 

s S e n d  Hot Key <CTRL> D 

*If there is no answer, send Hot Key <CTRL> J, <ENTER> 
*If the line is busy, send Hot Key <CTRL> B, <ENTER> 

s S e n d  Hot Key <CTRL> R, then count out each ring 

*When called party answers, 
=, Say: “This is {state) Relay CA . Are you 

familiar with the relay?” 

3 At the same time, type the called party’s greeting and 
gender 

>If the party answers “Yes,” say: 
“Are you familiar with Voice Carry Over?” 

3 If the party answers “Yes,” 
Say:”One moment f o r  your conversation t o  
b eg i n . I’ 

System Procedures 24 m*!mlu 
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If the party answers “No,” send Hot Key <CTRL> E and 
Say: ”The person calling you has requested voice 
carry over, they will be speaking directly t o  you, 
but everything heard will be typed t o  them. Please 
direct your ,conversation t o  the caller and say “Go 
ahead” when you are finished speaking. One 
moment f o r  your conversation t o  begin” 

=If the party answers “~VO,’’ send Hot Key <CTRL> E and say: 
“The person calling you is using Q text telephone and has 
requested voice carry over. They will be speaking directly 
t o  you, but everything heard will be typed t o  them. Please 
direct your conversration t o  the culler and say “Go Ahead” 
when you are finished speaking. One moment f o r  your 
c o nversa t i on t o  beq I i n .” n 

3 Type: GA and <ENTIER> to instruct the VCO user to begin 
speaking 

-CONVERSATION BEGINS- 

IMPORTANT TO REMEMBER 
CA Twing: = Screen Red! 
VCO Speaking = Screen Blue 

Note: If VCO connects aiutomatically on the terminating side, it is 
important NOT to press F7 or F6 if TTY tones sound. This will 
override the auto-connect feature and delay the call. 

System Procedures 25 
, . L I I ~ . I . I Y . I T I , I . * I  

Rev is e d 0 6/04/99 CONFIDENTIAL 

e 



CONFIDENTIAL 

Voice to VCO 
Call begins as a TRS Out call. Voice user calls TTY. TTY 
answers and requests VCO. 

=Listen for BEEP-BEEP in headset to indicate an incoming 
call 

=Look for State and Call Type (Voice) 

-Say "{State} Relay CA Area code and number t o  
cal I please." 

-Press F5 for Billing Options and enter area code and phone 
number, and Press F9 to Dial Forward 

=Say, "That number is {Repeat Number]" 

=Say "That number is being dialed." 

3 T T Y  tones will sound when the phone is answered by a TTY. 
Press F7 to connect Baudot (if F7 does not work press F8, T, B) 
or F6 for ASCII. 

=>Wait for Connect TTY in TRS Window 

=Press Space Bar twice 

=Send Hot Key <CTRL> C, then type the gender of the voice 
person and GA 
[ l r sks  ca ---- (g) with a relay call (8) gal 

m.mN System Procedures 
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a T T Y  party requests VCO* 

=>Press F8 for Connect :Modes* 

-Press “T’’ for Terminator* 

=Press “C” for VCO* 

=Press <ENTER> (screen should now be red) 

3 Inform the VCO user that VCO is on by sending Hot 
Key <CTRL> V 
[VCO ON] 

*Type GA 

=Press <Enter> (screen should now be blue so VCO party may 
speak) 

-CON’CrERSATION BEGINS- 

NOTE: For Auto VCO on the TERM side after TTY connects: 

aPress Space Bar twice 

-Press <CTRL>V [VCO ON] 

-Press <CTRL> C then type (G) gender and GA 

[ l r sks  ca - _ - _  (8) with a relay call (g) gal 

He!MEFF System Procedures 
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HCO to Voice 

4 

HCO party 
types to CA 

Voice party speaks 
directly to HCO party 

CA reads text to 

Call begins as a TRS In call. TTY User requests HCO, then 
calls a Voice party. 
sListen for BEEP-BEEP in headset to indicate an incoming 

>Look for State and Call Type (Baudot) 
*Wait for Connect TTY to appear in the TRS Window 
=Press the Space Bar twice 
s S e n d  Hot Key <CTRL> N 

sTTY party states number to dial and requests HCO 
d n f o r m  the HCO user that HCO is on 

call 

[LRSKRS CA _ _ - -  (G) NBR PLS GA] 

by typing: 
[HCO ON] 

SPress F8 for Connect Modes 
*Press ‘‘0” for Originator 
SPress “H” for HCO 
= Say: “HCO on. That 

number is being dialed.“ 

System Procedures vim!!! 
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=Press F5 for Billing Olptions and enter area code and 

=When called party answers, say: “This is {state) Relay 

phone number, and F’ress F9 to Dial Forward 

CA- ..I I-* Are you familiar with the relay?” 

=If the party answers “lfes,” say: 
“Are you familiar with Hearing Carry Over?“ 

+If  the party answers “Yes,” 
Say:“One moment f o r  your conversation t o  
beg i n .I’ 

Say: “The person calling you has requested hearing 
curry over. As their conversation is typed it will be 
voiced t o  you, but they will hear you speaking t o  
them. Pleasle direct your conversation t o  the caller 
and say “Go ahead“ when you are finished speaking. 
One moment f o r  your conversation t o  begin.” 

+ If the party answers ‘‘No,” 

=If the party answers “No” say: 
“The person calling you is using a text telephone and 
has requested heairing carry over. As their conversation 
is typed it will be voiced t o  you, but they will hear you 
speaking t o  them. Please direct your conversation t o  
the caller and say “‘Go Ahead” when you are finished 
speaking. One moment f o r  your conversation t o  begin.” 

= Say: “TbD Caller 90 ahead” to instruct the HCO user to begin 
typing. 

-CCINWRSATION BEGINS- 

System Procedures m . m N  
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Auto HCO to Voice 
Call Connects as HCO 

*Listen for BEEP-BEEP in headset to indicate an incoming 
call 

aLook at System Status for State and Call Type (HCO) 

=Say: "HCO on, (State} Relay CA Area code and 
number t o  calf please'' 

=Press F5 for Billing Options and enter area code and 
phone number, and Press F9 to Dial Forward 

=Say: "That number is being dialed." 

=When called party answers, say: "This is (State) Relay 
CA- - I-* Are you familiar with the relay?" 

d f  the party answers "Yes," say: 
"Are you familiar with Hearing Carry Over?" 

+If the party answers "Yes," 
Say:"One moment f o r  your conversation t o  
beg i n, ' I  

m.mN System Procedures 
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-3 If the party answers "No" 
Say: "The pe:rson calling you has requested hearing 
carry over. As their conversation is typed it will be 
voiced t o  ycu, but they will hear you speaking t o  
them. Pfeasiz direct your conversation t o  the caller 
and say "Go ahead'' when you are finished speaking." 

>If the party answers "~VU,'' say: 
"The person calling you is using a text telephone and 
has requested hearing carry over. As their conversation 
is typed it will be uoiced t o  you, but they will hear you 
speaking t o  them. Please direct your conversation t o  
the caller and say "Go Ahead" when you are finished 
speaking. One moment f o r  your conversation t o  begin." 

3 Say: "Tbb Caller go ahead" to instruct the HCO user to begin 
typing. 

-CONVERSATION BEGINS- 

- 
System Procedures m.mN 
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Voice to HCO 

Call begins as a TRS Out call. Voice user calls TTY. TTY 
answers and requests HCO. 
*Listen for BEEP-BEEP in headset to indicate an incoming 

call 

=Look for State and Call Type (Voice) 

=Say "{State) Relay CA Area code and number t o  
caf I please." 

=Say "That number is (repeat number)" 

*Press F5 for Billing Options and enter area code and phone 
number, and Press F9 to Dial Forward 

=Say "That number is being dialed." 

=Listen for TTY tones indicating that a TTY user has answered. 
Press F7 to connect Baudot (If F7 does not work, press FX, T, 

B) 

=>Wait for Connect TTY in TRS Window 

=Press Space Bar twice 

System Procedures 
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S e n d  Hot Key <CTRI,> C, then type the gender of the voice 
person and GA* 

[lrdkrs ca ---- (g) with a relay call (9) gal 

a T T Y  party requests HCO 
Type [HCO ON] * 

aPress F8 for Connect Modes* 

sPress "T" for Terminator* 

=Press "H" for HCO* 

=Say: "Tbb Caller, Go ahead." 

-CONVERSATION BEGXNS- 

"Note: If the called party connects as an Auto HCO user, these steps are 
deleted and the CA will amounce the call and identify the relay by voice. 

SSay,  "{State) Relay CA with Q relay call. HCO is 
on. Tbb user , Go ahead." 

m . m M  System Procedures 
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HCO to TTY 

Call begins as a TRS In call. TTY User requests HCO, 
then calls a TTY party. 

-Listen for BEEP-BEEP in headset to indicate an incoming 

=Look for State and Call Type (Baudot) 
=Wait for Connect TTY to appear in the TRS Window 
*Press the Space Bar twice 
--.Send Hot Key <CTRL> N 

call 

[LRSKRS CA _ _ - -  (G) NBR PLS GA] 
...**.....................................***....~,....*......~***....~........~. 
*TTY party states number 

to dial and requests HCO 

=Inform the HCO user that 
HCO is on by typing: 

[HCU ON] 

*Press F8 for Connect Modes 

=Press “O” for Originator 

-Press “H” for HCO 
3 Say: “HCO on. That 
number is being dialed.’’* 

GRAPHIC 
OMITTED 
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=Press F5 for Billing Options and enter area code and phone 
number, and Press F!) to Dial Forward 

d f  the line is busy, press <TERM RLS> and say 
"I'm sorry that line is busy. This is CA 
would you fike i o  make another call?" 

s I f  there is no answer, press <TERM RLS> and say, 
"I'm sorry there is no answer. This is CA 
would you like To make another call?" 

*Listen for TTY tones indicating that a TTY user has answered. 
Press F7 to connect Baudot (If F7 dues not work, press F8, T, 
and B one at a time) 

*Wait for Connect TTY in TRS Window 

=Press Space Bar twice 

=Send Hot Key <CTRIL> C, then GA. 
[ l rsks  ca _ _ _ -  (8) with a relay call (HCO) gal 

-CONVERSATION BEGINS- 

Note: The conversation typed by the TTY user will be in lower 
case. The CA will voice to the HCO user. The HCO user's typed 
message will automatically be sent to the TTY user. 

*If the HCO party does not give telephone number when 
requesting HCO, the correct phrase here would be, "HCO on. GO 
ahead ,I' 
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TTY to VCO 
Call begins as a TRS In call. TTY user calls TTY user who requests 
vco. 
=Listen for BEEP-BEEP in headset to indicate an incoming call 

=>Look for State and Call Type (Baudot) 

>Wait for Connect TTY to appear in the TRS Window 

=>Press the Space Bar twice 

=Send Hot Key <CTRL> N 
[LRSKRS CA -A1- (G) NBR PLS GA] 

-Press F5 for Billing Options, enter area code and phone 
number, then press F9 to Dial Forward 

=Send Hot Key <CTRL> D 
[DIALING TOLLLOCAL -1 

= S e n d  Hot Key <CTRL> R, then count out each ring 
[RINGING 1 2 31 

2 T T Y  tones will sound when the phone is answered by a TTY. 
Press F7 to connect Baudot. (If F7 does not work, press F8, 
T, and B one at a time.) 

=Press the Space Bar twice 

=Send Hot Key <CTRL> C, then type TTY call and GA 
[ l r s k s  ca _ _ _ -  (g) with a relay call (TTY) gal 
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a T T Y  party requests VCO* 

*Press F8 for Connect Modes, ‘&T” for Terminator, and “C” for 
vco* 

*Press <ENTER> (screen should now be red) 

s Inform the VCO user that VCO is on by sending Hot 
Key <CTRL> V and GA 
[VCO ON GA] 

aPress <Enter> and 4IFUG S E b  (screen should now be blue 
for VCO to begin speaking) 

*Type what VCO party voices (will be in ALL CAPS) 

s When TTY user begins typing response (hear TTY tones), 
press <ENTER> (TTY user’s conversation will transfer 
directly to VCO user and will be in lower case.) 

3 Remember immediately after the GA press <Enter> and 
<ORIG SEL> and begin typing what VCO party voices. 

*Note: If the called party connects as a VCO user, these steps are deleted. If 
the terminating party does riot request VCO or connect as a VCO, PRSS 

<TERM € U S >  and send Hot Key <CTRL> W and 4XlU> F. 
[(CA E R E  U NEED TO CALL THEM BACK DIRECTLY WIOUT 
RELAY) CA _ _ _ _  (G) ANOTHER CALL Q GA 
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VCO to TTY 

Call begins as a TRS In call. TTY user requests VCO, 
then calls a TTY user. 

*Listen for BEEP-BEEP in headset to indicate an incoming 
call 

=Look for State and Call Type (Baudot) 

=Wait for Connect TTY to appear in the TRS Window 

*Press the Space Bar twice 

=Send Hot Key <CTRL> N 
[LRS/KRS CA ---- (G) NBR PLS GA] 

*TTY party requests VCO** 

=Press F8 for Connect Modes, W’’ for Originator, and “C” for 
vco 

-Press <ENTER> (screen now red) 

=Inform the VCO user that VCO is on by sending Hot 
Key <CTRL> V 

[VCO ON] 

=Press F5 for Billing Options, enter area code and phone 
number, then press F9 to Dial Forward 
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=Listen for TTY tones indicating that a TTY user has answered. 
Press F7 to connect Baudot (If F7 does not work, press F8, T, 
and B one at a time) 

=Send Hot Key <CTRIi> C, then type VCO call, and GA 

[lrdkrs ca ---- (g) with a relay call (vco call) gal 

=> When TTY user begins typing a response (hear TTY tones), 
press <ENTER> (screen turns red) 

-When TTY types “ga,” press <ENTER> and (TERM SEL> and 
type everything VCO party says 
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vco to vco 
Currently this call type cannot be placed through the 
Louisiana Relay Service so customers must be referred 
to our Nebraska office. 

Type to Originating party: 

TO PLACE THIS CALL PLS CALL 1 800 833 5833 
AND A CA WILL BE HAPPY TO HELP YOU GA TO 
SK 
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- TWO Line VCO 
This call appears like a TTY to Voice call, but is actually a VCO to 
Voice call. The VCO usler must have special equipment including: 
two telephone lines, a ccnferencing feature, a TTY or a computer 
with TTY software. 

The VCO user will call in on the TTY, then have the CA call to the 
VCO user’s voice line, hence making the call appear as a TTY to 
Voice. The VCO user will then place the CA on hold while dialing 
to the desired party through a conferencing feature. The CA will 
type the Voice party’s conversation, while the VCO party will 
speak directly to the Voice party. The set up of this call lends itself 
well to the NI (do not identify relay) option. 

CA types to TTY 
what Voice party 
says 

/ F v 

w 

VCO speaks directly to Voice party on 

Voice party directs 
conversation to VCO 
P W  (speaks 
indirectly to CA) 
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=Listen for BEEP-BEEP in headset to indicate an incoming call 

-4 

*Look for State and Call Type (Baudot) 

=Wait for Connect TTY to appear in the TRS Window 

SPress  the Space Bar twice 
=Send Hot Key <CTRL> N 

[LRS/KRS CA - _ _ _  (G) NBR PLS GA] 

two line VCO call or a conference call. 
a T T Y  user will type number to call and may say that it will be a 

=Press F5 for Billing Options 

SEnter area code and phone number 

=Press F9 to Dial Forward 

-Send Hot Key <CTRL> D 

[DIALING TOLLLOCAL -1 
=Send Hot Key <CTRL> R, then count out each ring 

[RINGING 1 2 31 

=The TTY user will answer 

“CA, can you hear me?” 

=Respond to TTY user by typing, 
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=Press “MUTE” button, as there will be no need to talk 

a The TTY (now VCO) user will place the CA on hold while 

during this call 

dialing to the desired party. 

a s e n d  Hot Key <CTRL> R, then count out each ring 
[RINGING 1 2 31 

*When voice party answers, type their greeting and gender. 

[HELLO (MI1 
*Continue typing everything voice party says during the 

conversation. There is no need to use “GA” or to wait for 
“GA” durmg the conversation as the VCO user will be 
reading from one :line and speaking on the other. 

= D o  NOT press q l E R M  € U S >  at the end of the 
conversation. The VCO user will disconnect the Voice 
Party. 

Note: This call type requires the CA to type rapidly, as there is 
no opportunity to ask the Voice party to speak slower. 
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t Language 

1 1 Y User Keach Pager 

Voice User Reach Pager 
(*The exception would be 
a TTY pager) 
No Response kroiiiTIY 

PACjEK LkAVk NBK Q CjA 

I’m sorry you wiil need to cull them back directly without 
the relay. 

[CA HERE HELLO ARE u THEW2 (2 

d 

m!zm 
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1 

’m sorryplease speuk one ab a time and idenlilfy yoursev 
before speaking so that the TT user will know who is 
alking. Please say “Go ahead” and the person ’s name 

when you m e  finished speaking. This will help everyone 
know who is talking and when it is their turn. 
(CA HERE PLEASE TYPE ONE AT A TIME AND 
IDENTIFY YOURSELF BEFORE U BEGIN TYPING SO 
EVERYONE KNOWS WHO IS SPEAKING PLS USE 
GA AND THE PERSON’S NAME WHEN U R FINISHED 
SPEAKING THIS WILL HELP EVERYONE KNOW 
’WHO IS TALKING AND WHEN IT IS THEIR TURN) 
Ptn sorry part oj your conversniion came across garbled. It 

ERE SOME TYPE GARBLED) 
LouisiandKentucb Relay C A  - - I - please repeat how you 
lrnswered the phone. Then Are you familiar with the Relay? 
Row would you like this call billed? 

I’m sorry the number you are callingfrom is a restricted 
number. Do you have another number to bill to? 
That is being directed to the person calling. 
If they say “I am putting you on hold” then, 
That is up to you. The party will be informed that you want 

CA HEKE, I CANNO’I’ HOLD YOU NEbU TO H A V t  
YOUR NUMBERS READY WHEN YOU CALL IN GA 

HUW W o m D  YUU L m  T m  CALL l3- 

WatelRe@Y c-4- - - - with a R e l y  call online. GA 

I ’rn sorry, the party wants 

ce answering machine. 
ave a message you will need to call them buck 

would you like lo make another 

MACHINE MSG Q GA 
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from the list of carriers that have expressed a 

carriers can be viewed by pressing F7. 
desire to be available. The list of available 

Long Distance Calls 

GRAPHIC 
OMITTED 

Customers may bill long distance calls directly to the ANI (Automatic 
Number Identifier), collect to the party called, or to a third party. 
Customers also have the option of Station to Station or Person to Person 
calling. 

.No Bill 
No Bill is used to place a call for a customer 
without charge. This feature is only used 
when redialing to leave a message on an 
answering machine or voice mail. The call 
must be set to “NO Bill” prior to dialing (F9). 

To set a call to “No Bill,” press F5, < A L P  S, 
and ‘W’ 

GRAPHIC 
OMITTED 

.Long Distance Carriers 
Hamilton allows customers to choose a long 
distance carrier (Interstate Exchange Carrier) 

Customers can request that a specific IEC be 
used for all direct dial long distance calls by 
calling Hamilton’s Customer Service 800 
number and having it entered into the 
customer’s profile. Customers may also 
change the carrier for specific calls. 

If no carrier is requested the call will be 
placed through AT & T. 
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c 

.International Calls 
Before dialing an international number, ask the 
caller if they will be reaching an English speaking 
person. If not, the call cannot be placed as Hamilton 
does not have fore igtl language interpreters. 

When calling from the United States to an international number 
without the relay, m e  must dial 01 1 first. This is not the case 
with the relay. After pressing F5, enter the telephone number 
without 01 1 ,  press F12 to mark the call international, then press 
F9 to dial. 

Keep in mind that international numbers vary in length. 

*Restricted Calls 
If the party is calling from a restricted line, ask "HOW would YOU 
I i ke this call bil lled?" If they don't understand, explain as "I'm 
sorry the numbler you are calling from is a restricted 
number. Do you have another number t o  bill to?" 

eHotellMote1 Calls 
If a relay user ca1l.s fiom a hotel or motel, long distance calls 
must be billed Third Party, Collect, Calling Card, or Pre-Paid 
Calling Card. Local calls can proceed normally. 

OD irectory Assistance 
If a TTY user neeids to get a telephone number from directory 
assistance, ask in which area code the desired party lives. Place 
the call as a regular relay call, by dialing the area code + 555-  
1212. 

Directory Assistance calls cannot be placed from restricted 
numbers or phone booths. 
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Collect Calls 
TTY to Voice 

=Press F5, <ALP= S ,  C 
=Enter the number to ca 1 to and the 

caller’s name. The field titled “DI” 
shouId be left blank. 

=Press F9 to dial 

0 An operator will come on the line and 
get acceptance for the charges from 
the Voice person. 

GRAPHIC 
OMITTED 
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Voice to TTY 
*Press F5 

3 Enter the number for ithe MCI Deaf 
herator  Services at :I -800-688-4486 I I 

GRAPHIC 
OMITTED 

I 

*Press F9 to dial 

*Press F7 when TTY tones sound 

=Type to Operator: 
I 1 

THIS IS {CALLER) AND I WOULD 
LIKE TO CALL COLLECT TO 
(PHONE NUMBER) GA 

0 The Operator will gain acceptance 

UDo not identify the relay or give the 

from the TTY party and connect you. 

AT&T operator your CA number. 

*h I 
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Person to Person 
TTY to Voice 
Person to Person calls do not begin billing 
until the Called Party comes to the phone. 
Person to Person collect calls are billed at a 
higher rate than regular coIlect calls. 

=Press F5, < A L P  P, P, B 

*Enter Number to Call, Called Person, and 
Caller's Name 

-Press F9 to dial 

=Say to Operator: 
"This is {state) relay CA 
with Q Person t o  Person call t o  
(perso n}. 

Voice to TTY 
3CaIl  Deaf Operator Services at 

8006884486 

=Type to Operator: 
I WOULD LIKE TO MAKE A PERSON 
TO PERSON CALL TO (PERSON) AT 
(PHONE NUMBERIGA 

GRAPHIC 
OMITTED 
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Th.ird Party Calls 
TTY to Voice 

Third party calls allow the caller to 
place a long distance caLl and bill it to a 
number different from the calling and 
called numbers. 

=Press F5, < A L P  S, T 

=Enter the number to call to and the 
number to bill to. The field titled 
"DI" should be left blank. 

GRAPHIC 
OMITTED 

*Press F9 to dial 

=Say to Operator: "This is {state) 
relay CA- --- with a third party 
call to  bill t o  {number t o  bill)." 

f l  

Voice to TTY [Billed to TTY) 
=$Press F5 

=>Enter 800 688 4486 

*Press F9 
I I GRAPHIC I 

OMITTED =Press F7 when T"TY tones sound 

Say to Operator: "I would I i ke t o  
make a third party call t o  {number 
t o  call) billed t o  (number to  bill)." 
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Credit Card Calls 

Customers may also biIl calls to a long 
distance calling card (minimum of 14 
digits) or a major credit card (minimum 
of 16 digits) through the relay. 

=Press F5, < A L P  S, D 

=Enter the number to call to in the 
“1  st Called Number” field 

-Enter the Card Number 

*Enter the Expiration Date 

-The field titled “DI” should be left 
blank. 

-Press F9 to diaI 

GRAPHIC 
OMITTED 
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Other Liong Distance Calls 
Prepaid Calliw Cards Usi i i~  800 Access 

=Press F5, enter 800 access number (FYI: This information is usually found 
on the back of the prepaid card), press F9 

 follow instructions to enter account number and phone number on dial box 
keypad. 

BOO Numbers 
Customers can call to all toll-free numbers beginning with 
1+800, 1-t-888, or 1+877. If a recording plays stating “the toll-free number 
cannot be dialed from your area,’’ use the re-originating dial-tone access 
number. 

Louisiana 

-.Press F5, < A L P  S ,  N, enter 318-332-0541, and press F9 (Do Not 
send <CTRL> D) instead type [DIALING] 

*When dial tone sounds, enter toll-free number on metal key pad box. 

Kentucky 

*Press F5, < A L P  S, N, enter 502-858-5556, and press F9(Do Not 
send <CTRL> D) instead type [DIALTNG] 

*When dial tone sourids, enter toll-free number on the dial box keypad. 

557 Numbers RE: Bell Sorm 
Area code (557) cannot be dialed from a workstation to reach Bell South. 
For Kentucky, first change to no bill, then dial 502-858-5556 for the re- 
originating dial tone. Then dial one of the following 800#s. 
Bell South KY Residential: 800-477-4459 

Business: 800-766-9 1 1 5 
For Louisiana 
Bell South LA Main: 800 982 2891 

10-1 0 - x x x  
Relay users cannot access discount lines which require the user to  dial a PIC 

numbers, such as 10-1 0-32 1. 
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Customer Profile 

GRAPHIC OMITTED 

The window that appears to the left of the computer screen when a call 
arrives to a workstation contains customer specific information. 

- All changes must be requested by the customer through customer 
service. The only exception is the carrier preference which can be 
changed by the CA on a per call basis. To change the carrier: 

1. Bring up the IEC box and make the necessary change for the current 

For a permanent change of carrier or for any other changes to their 
profile, direct the customer to call customer service at 1-888-699-6869 
(Louisiana) or 1-888-662-2406 (Kentucky). 

call. (see page 46) 

d 
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Connect Mode 

IntraCIChterCIC 

Spell Check 

Explainlldenti f y  

ASL 

Frequently Called 

Call Restrictions 

Notes 

Indicates Baudot, ASCII, VCO, Text or HCO 
and will be an automatic connection when 
the call arrives. 

Automatically selects the customer’s carrier of 
choice 

If spell check is set to yes, it will automatically 
be turned on. 

Watch for “NO” in these blanks to indicate that 
the customer does not want the relay explained 
or identified. 

If the caller uses ASL and wants a translator 
for their c a k  

Customer can provide Hamilton with up to 10 
numbers and names they frequently dial. The 
customer may simply give the CA a name to 
dial. To dial numbers in this list, press F5, 
enter * and the speed dial digit(s), then press 
F9 to dial. 

Customers may restrict call types or specific 
phone numbers. The system will automatically 
block an attempt to make restricted calls. 

Other notes may be listed here. Le. Watch for 
notations that the customer is a frequent VCO 
user. 
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Recording 

Due to confidentiality issues, Hamilton does not record any 
conversations between customers. This includes recordings for 
training or quality assurance, 

There are occasions when a customer is calling to a recorded 
message that plays faster than it can be typed so that a temporary 
recording of the message is made to aid in providing the customer 
with a complete transcription. After the call ends, the recording is 
deleted and cannot be retrieved. These types of recording are 
helpfbl in situations Iike caIling movie theaters and retrieving 
voice mail. 

=Press F11 to enter Recording Mode 
*Press <'> to begin recording 
=Send Hot Key <CTRL> G 

=Type (CA HERE COLLECTING 

=When recording is finished, press 

(RECORDING) 

INFO PLS HLD) 

<TERM R L S  

& To stop recording or playback + To play back the recording 
t To rewind 1/1 o of recording 
+To fast forward 1/10 of recording 
<SHIFT> To rewind to beginning 
<SHIFT> 3 To fast forward to end 

1 

GRAPHIC I 
OMITTED 1 
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I Single Line Answering Machines 

This service allows Kentucky customers to call into the relay with a voice 
answering machine, play the messages to the CA, and have the messages 
typed back to them on the TTY. There will not be a Terminator or Called 
party, only an Originator. 

This service is only offered to Kentucky customers. 

=Customer calls in on TTY and requests Answering Machine 
Retrieval or “AMP:” 

=Type to the customer: 

(CA HERE PLS PILACE HANDSET NEXT TO UR ANS 
MACHINE AND ‘ r u m  ON) GA 

*Press <F 1 l> for the Recording Tab 

=Press <RECORD> 

=Press <STOP> when recording finishes 

=>Press <PLAY> mcl type messages to customer 

System Procedures 

Revised 06/04/99 CONFIDENTIAL 

57 



CONFIDENTIAL 

Emergency 91 1 Calls 

We encourage users to dial directly as all 
emergency numbers should be equipped 
with TTY equipment, however if a TTY 
customer calls in stating they have an 
emergency or 91 1 call place the call. 

*Press F4, and immediately raise your flag 

*Ask the caller what parishhunty 
they live in and select the 
corresponding number. 

If the parisWcoUnty is not on the 
list, click in the County Search 
field and type the parishkounty 
name. 

=Find the correct parishlcounty, 
press the corresponding number 
(F5 screen will appem with the 
number in the “Called Number” box) 

GRAPHIC 
OMITTED 

=Press F9 
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The customer’s profile may also have 
“Explain” and “Identify” marked “NO” 
to indicate that these instructions should 

NE & NI 

GRAPHIC 
OMITTED 

TTY users may give the instructions 
“NE” andor “M” when placing a call. 

I I 

be followed for all ca lk  

NE 

“NE” means the TTY -user does not want 
the CA to  explain the relay. When the 
voice party is called, the correct greeting to use would be 
“{State) Relay C A  With a relay cull on line.” 

NI 

‘WI” means the TTY user does not want the CA to explain or 
identify the relay. TTY users should provide a greeting to use 
when the voice party answers. If not, type the greeting as quickly 
as possible so that the TTY may reply. 

When “NX” is requested the CA must give no indication that the 
relay is being used. Do not use the conventional scripted language 
including: 

*”Go ahead” 
*“Your party is: ready t o  close’’ 
*“Please repeat after ... It 

If the voice party reali.zes that the relay is being used begins 
saying “Go ahead,” it i s  acceptable for the CA to begin saying 
“Go ahead.” 
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Fast Busv/ Reorder 4 

A fast busy or reorder signal means that the prefix and area code 
combination does not exist or that there is trouble on the line. 

=Type to the TTY: 
CA HERE THAT CALL DID NOT GO THRU ONE 
MOMENT PLS 

*Verify that the number dialed matches what the TTY user gave. 

d t e d i a l  the number and watch for a city and state designation. 

3 If none appears, then the prefix does not exist in that area code. 
Inform the user by typ,ing: 

OUR RECORDS INDICATE THAT THERE IS NO 
PREFIX IN THE --- AREA CODE 

If the party insists the number is correct, respond: 

THEN THERE IS PROBABLY TROUBLE ON THE LINE 
YOU MAY WANT TO TRY UR CALL LATER 

3 If the city and state appear, but the call does not go through 
again, type: 

CA HERE UR CALL DID NOT GO THRU I M HEARING 
A SIGNAL THAT INDICATES THERE MAY BE 
TROUBLE ON THE LINE 

=Send Hot Key <CTRL> F 
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CA Station Observations 

Required Informdim 

mtc: 

Time: a am. 0 p.m. 

0 Voice 
Bsudot 
Turbo 

a ASCII 
0 vco 
0 HCO 

NONE 

Explain in detail whsd happened: 

What was the result?: 





JOB 4 

DESCRIPTIONS 

N' 
T E L E C O M M U N I C A T I O N S  



Position title: Florida Outreach Cloordinator 

Department: Florida Relay 

Reports to: Florida Contract Manager 

Position summary: Position is responsible for providing and gathering information which will 
help improve the quality of the re1a.y service and the number of customers served by Florida 
Relay Services. Individual will be required to travel throughout the state of Florida as needed. 

Essential functions: 

Coordinates the outreach activities of the Florida Relay Service. 

Responsible for all communication and interface with relay users from the Florida office, 
including newsletter development, profile completion, and all other communication with 
relay users. Performs related office duties. 

Communicates with relay users. on new development and service enhancements. 

Designs, coordinates, and conducts programs on how to access and use the relay service all 
across the State of Florida. 

Coordinates convention reservsitions including completing forms, reservations, and shipping 
arrangements as necessary for state events. 

Attends conventions, association meetings and meetings as assigned which are open for 
attendance to the TTY user conmunity as well as all other relay using communities in 
representation of Hamilton’s interest as a relay provider across the State of Florida. 

Designs and coordinates training programs in Florida about relay services for businesses, 
residents, and any other relevant organizations. This includes the development of general 
program outlines, materials, and other similar information regarding Hamilton’s relay 
service. 

Organizes and facilitates focus I user groups for discussion of the relay services quality and 
effectiveness. 

Assesses focus I user group input and makes recommendations for modifications and 
improvements based on that input. Gathers infomation and conveys the relay users needs to 



Hamilton to assist them in t h e  development of new features for the relay and overall 
improvement of the relay services. 

Monitors and assesses reports on relay service quality from users. 

I Stays abreast of technological changes occurring in the relay industry. 

Increases outreach activities and effectiveness to the end goal of increasing the number of 
relay minutes for the State of Florida. 

Implements marketing services and promotions designed to increase the awareness and use of 
the Florida Relay Service. 

0 Delivers presentations to prospective clients using presentation skills, visual aids, and written 
proposals. 

Recommends topics for the training of Communication Assistants. 

0 Assists with the training of Communications Assistants as it relates to the translation of 
American Sign Language to spoken English and the reverse. 

0 Provides input for the design of program materials such as videos, brochures, etc. 

Plans and organizes effective meetings with an agenda, minutes and appropriate follow up. 

Interfaces with current users and user groups on a continual basis to determine their current 
and future Relay needs. 

Assesses quality and customer service in the Relay Services area. 

Stresses quality in all work situations. 

Other resaonsibilities: 

Performs other work related duties as assigned. 

Travels to current and potential customer locations. 

Possesses an ability, willingness and desire to obtain schooling and attend seminars related to 
enhancing marketing skills. 



0 

a 

e 

c 

Preferred education, experience m d  skills: 

Communicates fluently through the use of American Sign Language. 

Associate or Bachelor’s Degree or comparable work experience along with a minimum of 
three years public relations experience. 

Experience in public relations activities. 

Direct work experience with a Telecommunications Relay Service preferred. 

Deaf and hard of hearing indivi,duals are encouraged to apply. 

Ability to organize and prioritize work and meet deadlines. 

Strong written, analytical and interpersonal skills. 

Hold a Florida driver’s license ;md ability to travel alone. 



Position title: Contract Manager 

Department: Florida Relay 

Reaorts to: Director of Relay Services 

Position summaw: Manages the contract between Hamilton Telecommunications and 
Society Assets, Inc. (SAI) and the contract between Hamilton Telecommunications and 
the State of Florida. Oversees the actions of all parties involved to ensure contract 
compliance in both contracts. Responsible for determining that each party successfully 
completes all assigned duties and responsibilities. Will also assist with Hamilton’s 
marketing efforts for relay services. 

Essential functions: 

Carries out or enforces, as may be applicable, the policies and procedures for the 
statewide relay service established by the Florida Relay Advisory Board, the State 
Contract Administrator and as contained in the contract and RFP. 

Responsible for representing Hamilton Telecommunications at regulatory meetings 
with Advisory Boards and the Contract Administrator, SAI staff meetings as needed 
and at other outreach hc t ions  across the  State of Florida that may be applicable. 

Responsible for managing the contract between Society’s Assets, Inc. and Hamilton 
Telecommunications to determine that SA1 is carrying out all assigned 
responsibilities and duties. 

Oversees the monitoring and compliance of federal and state requirements related to 
relay system performance and develops corrective action in areas that require 
improvement. 

Responsible for managing all other Hamilton personnel Iocated at the Florida Center. 

Attends conventions, association meetings and meetings as assigned which are open 
for attendance to the TTY user community as well as all other relay using 
communities in representation of Hamilton’s interest as a relay provider across the 
State of FIorida. 

Assesses focus / user group input and makes recommendations for modifications and 
improvements based on that input. Gathers information and conveys the relay users 
needs to Hamilton to assist them in the development of new features for the relay and 
overall improvement of the relay services. 



Organizes and facilitates focus / user groups far discussion of the relay services 
quality and effectiveness. 

Responsible for monitorinl; the Florida financial statement for Hamilton and adhering 
to budgetary constraints as it relates to the management of the contracts identified 
above. 

Responsible for monitoring SAI’s scheduling and staffing process to ensure contract 
compliance requirements. 

Responsible for tracking qimlity within the center (Le. Communication Assistant 
procedures, consistent language, typing, spelling, etc.) to determine that Hamilton’s 
internal quality standards and all contract requirements are being met. 

Responsible for determining how to improve the overall quality of relay services by 
making suggestions that improve call procedures and call processing for relay users. 

Responsible for tracking differences in call processing between the Hamilton Centers. 
Responsible for communicating these differences with Hamilton’s operation’s 
managers and determining if there are any customer affecting issues as result of these 
differences. 

Responsible for determining that the needs of the user community are being met and 
for managing the overall effectiveness of Hamilton’s outreach activity as well as for 
calculating a direct link between outreach activities and a growth in number of 
minutes. 

0 Will assist Hamilton technical personnel in assessing problems, fmding solutions, and 
setting priorities. Will act as a liaison between Hamilton technical personnel and SAL 

Responsible for identifying any potential conflicts or other needs within the Florida 
Center and reporting those concerns or ideas to the Director of Relay Services. 

Responsible for developing and recommending to the Director of Relay new features, 
enhancements and services desired within the relay community based through 
involvement in user organizations in Florida. Responsible for assisting Hamilton to 
become a leader in the development of new relay features in the relay industry. 

Monitors the competition within the relay industry by reading trade publications, 
attending meetings, etc. and keeps the Director of Relay informed of new features 



within the industry, the strengths and weaknesses of Hamilton as compared to its 
competition, and other similar competitive information. 

Will assist the Director of Relay in marketing Hamilton Telecommunications to other 
states. This includes coordinating t h e  bid process, writing bids, developing 
presentations, etc. 

Will participate in national marketing efforts, including tradeshows, etc. 

0 Will assist in the development of materials, newsletters, give-aways, etc. for 
Hamilton. 

0 ther responsibilities: 

Maintains strict confidentiality of all relay calls. 

Effectively organizes and prioritizes multiple deadlines and projects. 

Continue to obtain schooling and attend seminars that relate directly to job 
responsibilities . 
Performs similar work related duties as assigned. 

Preferred education, exDerieace and skills: 

Associate or Bachelor's Degree in Business Administration and or Public Relations or 
two to three year's management related work experience in a relay center or 
comparable work experience. 

Ability to access center operations and call processing using visual and audio queues. 

Strong knowledge and or experience working with individuais or organizations within 
the deaf andlor speech impaired community, is helpful. 

Strong written, analytical and interpersona1 skills. 

Experience and knowledge of American Sign Language. 



TRS JOB DESCRIPTION 
PROGRAM DIRECTOR m 

.- 

Job Summary: 
Directs the activities of the TRS center, ensuring quality services for the customer base, while creating an 
environment for employees to carry out TRS' values and mission statement. Promotes community 
involvement that demonstrates our corporate citizenship, while contributing to the agency's financial 
stability. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may b e  made to enable individuals with disabilities to perform the essential 
functions. 

Financial: Responsible for at1 expisnses incurred by the TRS to ensure that projected budgets are not 
exceeded. Responsible for obtaining gross margins by maintaining cost per minute targets. Analyzes 
actual work time versus projections. Completes analysis of monthty expenditures. 
Quality: Develops and fosters the agency philosophy creating an environment that lives up to SAl's 
values and mission statement. This is accomplished through the selection of qualified personnel, 
ensuring quality training, and conducting periodic feedback meetings with all employee levels. Relay 
quality is monitored through random sampling of customer service reports to ensure that the highest 
quality of service is maintained. 
Development: Responsible for monitoring service levels and projecting trends over time in order to 
both adjust and forecast staffing, equipment and facility needs. Retains overall responsibility for 
recruitment, hiring and evaluation of qualified personnel necessary to ensure the relay center 
maintains consistently high standards of performance. Ensures adherence to policies and procedures 
established for the center, while directing their ongoing refinement as needed. 
Supervisory: Acts as primary supervisor of Assistant Program Director, Customer Service Manager, 
Human Resources Manager and Administrative Services Coordinator. Carries out supehrisory 
responsibilities in accordance witln the organization's policies and applicable laws. Responsibilities 
include interviewing, hiring, and training employees; planning, assigning and directing work; appraising 
performance and providing positive and negative feedback: addressing complaints and resolving 
problems. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 

Non-Essential Job Functions: 
Other duties as assigned by the SA1 IIxecutive Director 

Accountability: 
The TRS Program Director is directly accountable to the SA1 Executive Director. 

Employee Status: 
The positions of TRS Program Direchr is designated as an exempt position. 

Requirements: 
Bachelor's degree in business, humain services administration or related fietd. Master's degree preferred. 
Previous administrative or supervisoiy experience, preferably in Telecommunications Relay or related 
field. Knowledge of Deaf Culture. Slmng organizational, planning and program development skills. 
Strong written and oral communication skills. Ability to communicate via text telephone using ASL gloss 
or English as appropriate. Ability to work in a fast-paced and sometimes stressful work environment. 
American Sign Language fluency preferred or willingness to learn. 
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TRS ASSISTANT PROGRAM DIRECTOR 

Job Summaw: 
Under the supervision of the TRS Program Director, provides coordination of relay services and provides 
primary supervision of all RO supewisors. Helps to ensure quality sewices for our customer base, while 
creating an environment in which employees can cany out the TRS values and mission statement. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perfon the essential 
functions . 

Supervisory: Acts as direct supervisor of all Relay Operator Supehrisors. Carries out supervisory 
responsibilities in accordance with the organlation's policies and applicable laws. Responsibilities include 
interviewing, hiring and training employees; planning, assigning, and directing work; appraising 
performance and providing positive and negative feedback; and addressing complaints and resolving 
problems. Acts as a resource and support person for supervisory staff. 

Quality Assurance: Fosters an environment that lives up to the TRS mission statement and values. 
Assists in decision-making related to internal policies and procedures and shares changes and new 
information with appropriate staff. Facilitates or attends regular meetings to promote open communication 
on all staff levels in all departments. 

Training and Development: Evaluates and coordinates changes for monitoring performance evaluation of 
, Relay Operators. Discipline procedure fo r  RQs. 

Administration: Assists with monitoring service levels and projecting trends over time in order to both 
adjust and forecast staffing, equipment and facility needs. 

Attend job appropriate TRS meetings. 

Sign and abide by the TRS Oath of Confidentiality even after employment is terminated. 

Non-Essential Job Functions: 
Act as a Relay Operator when needed. 

Accountabilitv: 
The Assistant Program Director is directly accountable to the TRS Program Director. 

Employee Status: 
The position of Assistant Program Director is designated as an exempt position. 

Requirements: 
Minimum of four years supervisory experience. Two years post-high school education in business, 
management, related field or equivalent. Experience in telecommunications relay operations. Experience 
interviewing and hiring employees. Experience writing and presenting formal performance evaluations of 
RO supervisors. Ability to effectively monitor relay calls and provide objective feedback to staff on their 
performance. Experience scheduiing staff for 24 hours a day operation. Experience using Excel and 
word-processing programs. Ability to work in a fast-paced and sometimes stressful work environment. 

Strong receptivelexpressive communication skills. Organizational planning and problem-solving skills. 

Work schedule flexibility (including weekends and holiday hours) in order to maintain effective supervisory 
coverage in the Operations Center. Be available for all 24-hour-shift supervisors. 

American Sign Language fluency preferred or willingness to )earn. Comprehensive knowledge of ASL in 
gloss form as well as English grammatical structure preferred. 

4 
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TRS RELAY OPERATOR SUPERVl!;OR 

Job Summaw 
Supenrises and coordinates activities of Relay Operators (ROs), carries out supervisory responsibilities in 
accordance with the organization's pcllicies and applicable.laws. 

Essential Job Functions: 
To perform this job successfutly, an iridividual must be able io perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 

a 
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Supervise, monitor and formally evaluate ROs job performance. 
Maintain a positive work environment by providing daily support and assistance to ROs. 
Provide continuous feedback to ROs regarding job performance. 
Maintain personnel files for primary ROs. 
Assist with monitoring call demand and making the necessary RO schedule adjustments. 
Perform portions of initial RO training as well as assisting with ongoing training of ROs. 
Update and train ROs regarding new policy andlor procedure changes when necessary. 
Provide Customer Service Line coverage as needed. 
Support and direct ROs experiencing difficulty with ASL gloss calls. 
Develop technical understanding of the telecommunications relay system and communicate this 
information to ROs. This include!;, but is not limited to, daily technical updates resulting in procedural 
changes. 
Organize and facilitate meetings of ROs on a monthly basis. 
Act as primary person of responsibility for the entire relay facility when appropriate. 
Attend job appropriate TRS meetings. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 
Flexible with schedule, rotating weekends and covering for other supervisors as needed. 

Non-essentlal Job Functions: 
e 

a 

Act as a Relay Operator when needed. 
Interpret calls from ASL gloss to spoken English and vice versa when requested - if qualified to interpret. 
Perform any additional duties as assigned by the Assistant Program Director or the Program Director. 

Accountability: 
The Relay Operator Supervisors are directly accountable to the Assistant Program Director. 

Emplovee Status: 
The position of Relay Operator Supervisor is designated as an exempt position. 

Requirements: 
Hiah School diDloma or equivalent; at least two years business-related undergraduate study preferred. At 
le& two years previous supervisory experience. Experience conducting formal performance evaluations 
with subordinate staff. Ability to effectively monitor relay calls and provide objective feedback to staff on 
their performance. Strong receptive and expressive communication skills. Ability to communicate via text 
telephone using ASL gloss or English as appropriate. Ability to work in a fast-paced and sometimes 
stressful work environment. Work schedule flexibility (induding weekend and holiday hours) in order to 
maintain effective supervisory coverage in the Operations Center; including being "on-call" as needed. 
American Sign Language fluency preferred or willingness to learn. 
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TRS RELAY OPERATOR SCHEDULING SUPERVISOR 

Job Summaw: 
Coordinates and schedules Relay Operators (ROs), and carries out supervisory responsiblifies in 
accordance with the organization's policies and applicable laws when needed. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 
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Maintain a positive work environment by providing daily support and assistance to employees. 
Define goals for staffing based on call volume and desired occupancy for the entire staff at TRS. 
Process and authorize absence requests for operations sbff. 
Process and authorize changes in availability for the operations staff. Balance RO availability and 
preference with staffing goals. Process status changes with the exception of granting Full Time status 
and leaves. 
Provide periodic reports on recruiting goals and current staffing to the Human Resources Manager 
and the Assistant Program Director. 
Process and distribute operations schedules. Provide RO staff with their schedules, supervisors with 
daily rosters and graphs of staffing levels for the TRS staff. 
Analyze Automatic Call Distribution (ACD) and staffing reports. Initiate and produce other reports that 
will enhance our ability to cover trafk and absence tracking and other lost time reports to the 
Assistant Program Director and the Program Director as requested. 
Assist with monitoring call demand and making the necessary RO schedule adjustments. 
Provide technical support to all SA1 personnel. 
Develop technical understanding of the telecommunications relay system and communicate this 
information to ROs. This includes, but is not limited to, daily technical updates resulting in procedural 
changes and documentation needs. 
Act as a RO supemisor when needed. 
Act as primary person responsible for the entire relay facility when appropriate. 
Attend job appropriate TRS meetings. 
Train new employees on scheduling policies and procedures as well as other development of training 
materials. Update and train ROs regarding new policy andlor procedure changes when necessary. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 

Non-Essential Job Functions: 
0 

I 
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Act as a Relay Operator when needed. 
Provide Customer Service Line coverage as needed. 
Support and direct ROs experiencing difficulty with ASt'gioss calls when qualified. 
interpret calls from ASL gloss to spoken English and vice versa when requested - only if qualified to interpret. 
Perform any additional duties as assigned by the Assistant Program Director or the Program Director. 

Aceountabllitv: 
The Relay Operator Scheduling Supervisor is directly accountable to the Assistant Program Director. 

Emplovee Status: 
The position of Relay Operator Scheduling Supervisor is designated as an exempt position. 

Rea uirements : 
High School diploma or equivalent; at least two years business-related undergraduate study preferred. At 
least two years previous supervisory experience with the addition of fluency in DOS, Wndows and UNlX 
operating systems, Microsoft Excel, workforce manager system, communication and word processing 
software. Familiarity with network setups and troubleshooting is a plus. Ability to communicate via text 
telephone using ASL gloss or English as appropriate. Strong receptive and expressive communication 
skills. Ability to work in a fast-paced and sometimes stressful work environment. Work schedule flexibility 
(including weekend and holiday hours) in order to maintain effective supervisory coverage in the 
Operations Center; including being "on-call" as needed. American Sign Language fluency preferred or 
willingness to learn. 
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TRS RELAY OPERATOR (RO) 

Job Summary: 
Responsible for providing the means ,For equal access to telecommunications services and systems for four 
groups of peopie: deaf, hard of healing, speech disabled and hearing who use a text telephone (W). 
Perlorms, with supervision, a variety of tasks concerned with relaying calls between text telephone users 
and users of a standard phone. This includes Voice Carry Over (VCO) and Hearing Carry Over (HCO) 
users as well. 

)I 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be! made to enable individuals with disabilities to perform the essential 
functions . 

Professionally and courteously relay a variety of call types distributed to their work station using a 
computer and special software. 
Type at a rate of 50+ words per minute. Use accurate spelling when relaying catls. 
Sufficient hearing skills to process phone calls. 
Ability to speak clearly with a varicity of tones and inflections from typed words. 
Abide by the Oath of Confidentiality and Code of Ethics, even after employment has been terminated. 
Participates in all assigned meetings and training sessions. 
Monitor technical issues on relay calls and report to appropriate staff. 
Other duties as assigned. 

Non-essential Job Functions: 

e Other duties as assigned 
Translate calls from English to ASL and ASL to English when qualified. 

Work Environment and Physical Demands: 
While performing the duties of this job, the employe is frequently required to sit; and use hands to work 
on a computer 

n 

Accou ntabllitv: 
The Relay Operators are directly accountable to their assigned primary supervisor. 

EmPlovee Status: 
The position of the Relay Operator is designated as a nonexempt position. 

Reau irements: 
0 Must have the ability to type 50+ words per minute. 

Ability to type from voice dictation with accuracy and correct spelling. 
Ability to perceive the nature of sounds on relay calls. 
Ability to speak clearly when voicing typed words using the appropriate tone and inflection. 
Ability to deal with customers in a professional and courteous manner. 
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TRS TRAINER 

Job Summaw: 
Responsible for coordinating all Relay Operator job training and assisting wrth Administrative staff training. 
Participates in training by providing call handling policy and procedure twining on site and off site. 
Organizes and provides on-going technical and policy training as needed. 

Provides coverage on the RO floor as a Supervisor when necessary. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 

Coordinate RO training sessions with the management team. 
Implement training programs with the assistance, if needed, of the Assistant Program Director or 
Program Director and schedule all segments. Not@ all staff of training schedute(s). 
Perform segments of initial RO training as necessary. 
Choose and train RO facilitators prior to RO trainings. Coach and evaluate new trainees performance 
during and after training. 
Schedule supplementary training staff. Act as a resource and advisor for training segments and the 
technical sst-up required. 
Evaluate and maintain training quality standards with the assistance of the Assistant Program Director 
and the Program Director. 
lmplement and direct assessment of ROs within two weeks after training for quality assurance. 
Provide follow-up training for those who do not meet assessment goals. 
Oversee on-going quality assurance of ROs each month through scripted calls and other assessment 
instruments. 
Provide on-going training for ROs and Administrative staff as needed, including technical, procedural 
and policy updates for informational meetings. 
Act as a liaison with Hamilton to assure standardization of relay procedures and training issues. 
Attend job appropriate TRS meetings. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 
Maintain a positive work environment by providing daily support and assistance to TRS staff. 
Act as a primary person of responsibility for the entire Operations Center when appropriate. 

Non-Essential Job Functions: 
Act as a Relay Operator when needed. 
Provide Customer Service Line coverage as needed. 
Perform any additional duties as assigned by the Assistant Program Director. 

Accountability: 
The Trainer is directly accountable to the Assistant Program Director 

EmDloves Status: 
The position of Trainer is designated as an exempt position. 

Requirements: 
High School Diploma or equivalent; at least two years experience business-related undergraduate study 
preferred. At least two years previous training and presentation experience. Ability to communicate via 
text telephone using ASL gloss or English as appropriate. Experience and ability to effectively implement, 
monitor and assess training programs for quality assurance. Excellent leadership, interpersonal and 
public relations skills. Strong receptive and expressive communication skills. American Sign Language 
fluency preferred or willingness to learn. Work schedule flexibility, including weekend and holiday hours, 
in order to maintain effective coverage in the Operations Center and to train when necessary. That 
includes being "on-call" as needed. Ftexi&le with work schedule, rotating weekends and covering for 
other RO Supervisors when needed. 
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TRS CUSTOMER SERVICE MANAGER 

n 

Job Summary: 
Responsible for the activities of the Customer Service Department at TRS including coverage of the North 
Carolina Customer Service Line. The CSM is the principal point of contact for TRS customers and 
represents customers on the TRS administrative level. Helps to ensure quatity services for our customer 
base, while creating an environment. in which employees can carry out the TRS values and mission 
statement. 

Essentiat Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 

Supervisory responsibilities: Directly supervise employees in the Customer Service Department including 
Customer Service Representatives arid Staff lnterpretersl Associate Customer Services Representatives. 
Carry out supervisory responsibilities in accordance with the otganization's policies and applicable laws. 
Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing 
work; appraising performance and providing positive and negative feedback; and addressing COmplaintS 
and resolving problems. 
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Act as the primary representative of TRS customers on the management team. 
Responsible for scheduling coverage of TRS Customer Service Line. Recommend corrective sewices 
to address customer complaints. 
Oversee Customer Service Tracking system, review pertinent information on calls received on 
Customer Service Line and ensure quick and appropriate follow-up. 
Produce monthly reports for state contract administrator on customer service activities. 
Responsible for providing TPI customer perspectives for CA training, including Deaf Culture, Deaf 
Panel, and l T  etiquette. 
Attend job appropriate TRS meetings. 
Sign and abide by the TRS Oath #of Confidentiality, even after employment is terminated. 

Nondsssntial Job Functlons: 
Other duties as assigned by the Program Director 

Accountabillty: 
The Customer Service Manager is directly accountable to the Program Director. 

Employee Status: 
The position of Customer Service Manager is designated as an exempt position. 

Reauirsments: 
Bachelol's Degree in Business Administration or other related field from four-year college or universib. 
Two or more years supervisory iaxperience. Five or more years exposure to the culture and 
communication needs of persons who are deaf, hard of hearing, andlor speech disabled. Strong 
communication skills. Fluency in American Sign Language required. Familiarity with a variety of computer 
programs including Microsoft Excel., Wordperfect and Microsoft word. Basic working knowledge of 
spreadsheets and managing a database of information. Familiarity witb publisher software as well as e- 
mail programs preferred. 
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TRS CUSTOMER SERVICE REPRESENTATIVE 

Job Summary: Senres as the principal point of contact for TRS consumerS. Performs a variety of job 
functions in order to provide an optimum level of relay customer service. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 

0 

Answer the Customer Service line for TRS, enter all calls into customer service tracking system, and 
keep Customer Service Manager informed of developments among relay customers. 
Maintain contact with relay customers, enter issues into tracking system, and ensure appropriate 
follow-up, Work with Program Manager and Customer Senrice Manager to resolve any problems and 
complaints. 
Upon request, assist Relay Operators and supervisors with any problems that may arise during the 
course of a relay call. 
Attend job appropriate TRS meetings. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 

Nan-Essential Job Functions: 
Teach American Sign Language to TRS staff. 

Perform other job-related duties as assigned by the Customer Service Manager. 

AccountabllitY: 
The Customer Senrice Representatives report directly to the Customer Sewice Manager. 

., - Employee Status: 
The position of Customer Service Representative is designated as an exempt position. 

Reau irements: 
Bachelor's degree. Preference for studies in Communications or Social Sciences. Three or more years 
exposure to the culture and communication needs of people who are deaf, hard of hearing andlor speech 
impaired. Ability to communicate on the phone and in person with mlay consumers. Effective time 
management skills. Flexibility in schedule. Fluency in American Sign Language. Basic data entry skills 
and knowledge of word-processing programs including Publisher. 

d 
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TRS HUMAN RESOURCES MANAGER 

Job Summaw: 
Plans and carries out policies relating to all phases of human resources activity. Helps to ensure quality 
services for our customer base, white: creating an environment in which employees can cany out the TRS 
values and mission statement. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essentiat 
functions. 
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Assist employees with employment related issues. 
Monitor Current staffing numbers (based on FTE and scheduling goals) to determine hiring needs and 
guide in approval or denial of RO status changes. 
Recruit, screen, interview and reciommend qualified applicants for TRS positions as needed. 
Plan and conduct new employee orientation to foster a positive attitude towards company goals. 
Keep current records of all personnel changes. Prepare monthly personnel reports for Executive 
Director, Program Director and Assistant Program Director. 
Prepare monthly and quarterly personnel reports for Hamilton Program Manager. 
Maintain employee handbook. Reviselupdate as needed. Review entire handbook and recommends 
changes annually. 
Developlupdate TRS job descriptions as necessary, (including the physical dimensions of jobs), in 
accordance witb current taw. 
Maintain integrity of wage admini!itration and act as payroll liaison with SA1 headquarters. 
Monitor s t a f h g  needs and apprwe employee requests for famiIylmedicallpersonaI leave of asbsence. 
Act as a liasion between workei% compensation insurance carrier and employees for work-related 
injuries. 
Prepare employee separation notices and related documentation and conduct employee exit 
interviews. 
Represent the organization at peinonnel related hearings and investigations. 
Assist Supervisors and other appropriate staff in maintaining a fair and equitable employee 
performance review system whicli meets criteria set forth in SAYS contractual agreement. 
Provide training, coaching and Creative problem solving assistance related to supervisory and 
administrative issues. 
Maintain employee personnel files, in accordance with current law. 
Attend job appropriate TRS meetings. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 

Non-Essential Job Functions: 
Act as a Relay Operator when needed. 

Accountabil ibr : 
The Human Resources Manager is directly accountable to the TRS Program Director. 

Employee Status: 
The position of Human Resources M,anager is designated as an exempt position. 

Requirements: 
Bachelors degree from 4 yr. accredited college or university; at least 2 years previous Human Resources 
or related job experience andlor equivalent combination of education and experience. Strong receptive 
and expressive communication skills. American Sign Language fluency preferred or willingness to learn. 
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TRS STAFF INTERPRETEWASSOCIATE CUSTOMER SERVICE REPRESENTATIVE 

Job Surnmarv: 
The primary function of a Staff Interpreter is to interpret between TRS staff members and to interpret 
during educationloutreach activities of TRS. 

The secondary function of an Associate Customer Service Representative is to provide customer service 
related support to the Customer Service Department. 

Essential Job Functions: 
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 

Interpret on-site when necessary far interaction between TRS staff. 
Interpret TRS business & staff meetings. 
tnterpret relay calls when interpretation has been requested. 
Teach conceptually accurate ASL and vocabulary in classroom setting when requested. 
Assist ROs in voicing ASL iikeelMLS calls. 
Train new ROs in the areas of Language Acquisition, Voicing ASL, Confidentiality, and €ode of Ethics. 
Provide assistance to ROs who are processing diffjcult calls due to language issues. 
Answer Customer Service Line, provide answers, information and referral and keep Customer Service 
Department informed of pertinent situations. 
Enter Customer Service calls into the computer for tracking purposes. 
Perform other duties including office maintenance duties as assigned by the Customer Service 
Manager. 
Attend job appropriate TRS meetings when sufficient interpreting serviceisupport is provided. 
Sign and abide by the TRS Oath of Confidentiality, even after employment is terminated. 

Non-Essential Job Functions: 

+ 

Act as a Relay Operator when needed. 
Act as a Relay Operator Supervisor when needed. 
Answer supervisor and emergency calls, answer supervisor desk phone, assist ROs with processing 
relay catls, share feedback with ROs, direct ROs within TRS for resolution of problems and concerns . 

Accounta bilitv: 
The Staff Interpreters are directly accountable to the Customer Setvice Manager. 

Employee Status: 
The position of Staff Interpreter is designated as an exempt position. 

Reauirements: 
Three or more years experience interpretingiexposure to Deaf Culture. Strict adherence to Confidentiality 
and Code of Ethics. Ability to interpret between ASL and English effectively. Ability to perceive the nature 
of sound and tone of voice and to express the appropriate tone of voice and inflection while interpreting. 
Membership in any Association of the Deaf and immersion or past immersion in the "Deaf Community" is 
preferred. 
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TRS OFFICE ASSISTANT 

Job Summaw: 
The primary function of the Office Assistant is to offer professional and courteous support in operating the 
Administrative Area with the primary fixus in Human Resources Department. 

Essential Job Functions: 
To perform this job effectively, an individual must be able to perform each essential duty satisfactorily. 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 

Assist HRM in performing recruiting tasks e.g. responding to requests for empioyment appljcations, 
providing typing & spelling tests to applicants and doing reference checks of applicants and typing 
hire letters. 
Conduct interviews with Relay Operator applicants. 
Provide training to new employees on HR aspects. 
Oversee with producing and maintaining training materials for new employees. 
Create and organize personnel filles of new empioyees. File alt papenrvork in personnel files on daily 
basis. 
Update personnel information of employees in AccesslALMAS on monthly basis. 
Handle and distribute paychecks to employees on paydays. 
Maintain and track employees for insurance enrollments. 
Manage a variety of other project!; requiring clerical skills as assigned by the HR Manager. 
Perform Human Resources tasks e.g. answering phones and refer to HRM with an interpreter when 
appropriate. 
Oversee the operation of the Front Desk and oversee staffing coverage at Front Desk. 
Handle any problems with ofke equipment to the appropriate representative. 
Handle incoming and outgoing miail including postage calculation. Maintain sufficient supplies for 
postage and mailing. 
Handle and send monthly expense reports to SA1 Main Opfice. 
Maintain inventory of office supplies and order new supplies with the approval of the Program 
Director. Dispense supplies wheii they arrive. 
Serve as contact person for vending machines and coffee sewice, maintain vending refund moneys 
and purchase paper goods and general kitchen supplies. 
Attend job appropriate TRS meetings. 
Sign and abide by the TRS Oath of Confidentiaiity, even after employment is terminated. 

Non-Essential Job Functions: 
a Answer phones, direct callers to destination and take messages at front desk when necessary. Greet 

guests - assist with directing them in the appropriate manner. 
Act as a Relay Operator when needed. 
Other projects as assigned by the Human Resources Manager. 

Aeeou ntabilltv: 
The Office Assistant is directly accountable to the TRS Human Resources Manager. 

Employee Status: 
The position of the Office Assistant is designated as a non-exempt position. 

Reauirements: 
Ability to type 45 wpm, clerical skills, knowledge of Word Perfect, Word for Windows, Microsoft Works, 
Access and Excel, strong organizational skills, strict adherence to confidentiality, strong interpersonal 
skills. 

I I L t C O M I I U N l C A I I O N l  Ofhasasst. Hmdisk Jan 1999 



Key Personnel and Staff 

Following is a list of the key personnel who will be involved with the operation of the Florida 
Relay Service upon award of the contract. 

Phillip C. Nelson President General Manager. 

Phil Nelson is the president and one of the owners of Hamilton Telecommunications. 
He has been dosely involved in the development of the Nebraska, Idaho, Louisiana and 
Kentucky and Wisconsin Relay Services and continues to monitor their operations. Phil 
perpetuates an open channel of communication with these states' regulatory bodics 
concerning the ongoing operation of each relay service. Phil, a graduate of the 
University of Nebraska, has been with Hamilton Telecommunications for 31 years, 
serving the last several years as Hamilton's President. 

Gary Warren Executive Vice Planning and 
Presiden t coordination for rday servicc. 

Gary Warren assists in the general management of Hamilton Telecommunications with a 
parricular emphasis in development of new projects, including relay. Gary, a University 
of Nebraska Law School graduate, has been at Hamilton for 10 years. He has served and 
continues to semc on several relay industry teams on a national basis, including the TRS 
Coin-Sent-Paid board, and currently is serving as chairman of the NECA Relay Advisory 
Board. Gary holds overall responsibility for relay at the senior management level. 

Dixie Whitlow Director of Oversees all aspects of 
Relay Services relay services and manages relay 

operations. Primary contact 
throughout t h e  relay contract. 

Dixie Whitlow is Hamilton's Director of Relay Services. With the Company since 1334, 
Dixie is responsible for overseeing all aspects of relay service in t h e  states where Hamilton 
currently holds conrracts. Dixie also is responsible for the start up of relay service and 
contract management. Dixie is a Dana College graduate with a Bachelor of Science 
degree in marketing and communications. 



Barbara Handrup Nebraska Relay Oversees daily operations of 
Center Manger all aspects of relay operations in 

Nebraska and Idaho. 

Barbara Handrup, an employee of Hamilton for 20 years, has been managing Hamilton’s 
relay division since its birth in 1990. Barbara has played a key role in the advancement 
of relay communimtions technology and growth at Hamilton. 

Paula Rodriguez Louisiana Relay Oversees daily operations of all 
Center Operations 
Manager Louisiana and Kentucky. 

aspects of d a y  operations in 

Paula Rodriguez has a great deal of experience in the deaf and hard of hearing culture. 
Paula is a certified interpreter and has experience in managing people in a variety of 
organizations and institutions. Paula’s leadership skills have proven to be very valuable 
to Hamilton. Paula is directly responsible for all internal operations of the Louisiana 
M a y  Center. 

Henry Brinlunann Relay Program Ovcrsccs outreach programs and 
Manager all extended functions for the 

stares of Louisiana and Kentucky. 

Henry has been involved in the telecommunications relay industry for more than five 
years and has been a driving force in Hamilton’s Louisiana Relay Center from the onset. 
In addition 10 his relay experience, Henry is an active member in several deaf 
organizations. 

Dee Evans 

Lana Erickson 

Louisiana Relay Prepares and teaches 
Training Coordinator comprehensive training programs 

designed to maximize the 
effectiveness of new and existing 
Communication Assistants. 

Relay Account 
Manager service quality by facilitating 

Improves and maintains relay 

information exchange between 
Hamilton and relay user 
communities. 

Lana Erickson joined H:milton Telecommunications in August 1397 after graduating 
with a Bachelor O f  Arts degree from the University of Nebraska-Lincoln. Lana acts as an 
information hub and support system for all of Hamilron’s state relay outreach programs. 
Her duties include accompanying state outreach pcrsonncl at various outreach events to 



obtain feedback from relay users, dweloping and implementing outreach and markering 
programs and materials to increase relay user minutes and coordinating all national 
outreach activities. 

Jerry Petermann Accounting Manager Provides support services to 
relay in the areas of reports 
and data processing. 

Jerry Petermann joined Hamilton Telecommunications in 1995 with 16 years of 
experience in high growh companies. He was recruited by Hamilton to provide 
accounting leadership and to take the company to the next level of revenue growth. Jerry 
holds a B.S. in Business Administration with an accounting emphasis from Kearncy State 
College. 

Ann Ford Billing & CABS 
Administrator 

Provides support services to 
relay in the arcas of reports 
and data processing. 

A n n  Ford prepares the monthly relay billing and statistical information provided to the 
various state relay commissions and NECA. Ann also works closely with the IAN 
administrarors and thc Director of Relay in developing and maintaining procedures for 
TRS reporting. 

Wayne Hinerman LAN Administrator Perform all the implementation 
8r Wayne Hahn LAN Administrator and support of switching 

technology at the Ncbraska and 
Louisiana Relay Centers. 

Wayne Winerman and Wayne Wahn provide Hamilton Telecommunications with 
extensive experience in computer system networking, switch management, s o h e  
development and maintenance and telecommunications technolog management. They 
are responsible for implemenring new relay technology at both of Hamilton’s relay 
centers. 

John Nelson Computer Telephony Provides on-site support for 
all equipment and s o h a r e  
related to the Louisiana Relay 
Center. 

Systems Specialist 

John Nelson recently returned to Hamilton Telecommunications from a posirion as 
System Administrator at a Breckenridge, Colorado, resort. John has extensive experience 
in the support and maintenance of telecommunications cquipment, along with strong 
skills in s o h c  development and troubleshooting. In addition to being the t echnid  



backbone of the Louisiana Relay Center, John is an active board mcmber for Hamilton’s 
parent company. 

Gary Bemer Planr Manager Oversees plant facilities and 
switching for Hamilton’s LEC. 

Gary Berner contributes 23 years of expcrience in telecommunications engineering and 
planning to HamiIron Tetecommunications. A member of Hamilton since 1395, Gary 
holds a Bachelor of Science degree in business Administration from Dome College and 
an Associates degree in clectronics from Centraf Community College. 

Keith Penner 

Shirley Strotman 
Brad Snyder 
Pat Shaw 

Central OAice Manager 

1 ?e c h n i c i an s 

Oversees Ccntral Oficc 
switch system for Hamilton’s 
LEC. 

Install equipment and provide 
technical S U P ~ O ~  for s o h a r e  
and hardware for both relay 
and Central Of& equipment. 

Keith Penner, a Hamiltcrn Telecommunication’s employee for 20 years, supervises 
Hamilton’s Central OfFce and switching functions. Central Ofice and swirching 
technicians, Shirley Strorman, Brad Snyder and Pat Shaw have worked as a team to 
install and maintain equipment for relay, including back-up power systems. 



Hi ring Procedures 
As a first step in our employment procedures, the relay department assesses employment need 
based on volume of calls, cnrrent employee levels and future needs. When a need occurs or a 
projected need is forecasted, the Relay Department makes a request to the Human Resources 
Department for Communications Assistants. 

Phase one of the hiring process consists of the production of advertising aimed at seebng highly 
qualified applicants from the most diverse popularion possible. The Human Resource 
Department oversees this.  Advertising can include current employee referrals, newspaper, cable 
television, radio, community college placement centers, the Job Service and other resources. 

Afier the advertising is in place, applications are accepted for a specified period of time, usudly 
two weeks. During this time, a Human Resource Representative evaluates each and every 
application for general skills, work history, education and work consistency and compiles a list of 
applicants which our company may be interested in pursuing. Testing also is completed during 
this phase. 

After the application phase has been completed and a sufficient pool of qualified applicants has 
been received, the Human Resource Representative sets up an interview with each of the chosen 
applicants. During the intewiew, the Human Resource Representative conducts a 
comprehensive interview with the applicant covering all bona fide occupational qualifications as 
well as any points of interest on the application, and any questions the applicant may have. 
Additionally, the Human Resource Representative will take this opportunity to explain the 
expectations and demands of the position as well as supply the applicant with information about 
the deaf culture. This interview consists of an in-depth Iook at the applicants qualifications 
including: Typing speed 140 w.p.m. minimum}, attitude, communications abilities as well as a 
discussion that covers confidentiality issues, wage rates, attendance expectations and the special 
considerations that come with a position thar requires such commitment, sensitivity and 
professionalism. If all relevant questions have been asked and answered by both parties, the 
interview ends with information pertaining to hiring time frame, how the applicant will be 
notified and an open offer to d l  if they have any additional questions. 

’ 

After all interviews have been conducted, the “information package” consisting of the 
applications, resumes, typing rest results and interview notes are evaluated and compared. From 
this comparison, a final candidate is selected and rekrences are checked. The reference check is 
intended to act as a final screening in which it is determined that the candidate has solid work 
habits, takes pride in their work, has good attendance and has the propensity to respect and 
adhere to all confidentiality issues. 

W h e n  a final candidate is selected and hired, a start date is set and a new employee orientation 
takes place. This orienration consists of the completion of the 1-9 form, W-4 form and our own 
employee information form, After the completion of these forms, the employee is familiarized 
with his or her employee manual and any questions are answered. After brief tour of the 
facilities are given to help the new employee feel more at home, he or she is then brought to their 
supervisor and the new employee training program discussed larer in this section begins. 
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CUSTOMER SERVICE/OUTREACH/PERSONNEL: 
+ Customer Service 

User Assistance 
Customer Service via the Internet 
Florida Relay Service Web Pages 
Complete Confidentiality 
Person-to-Person Outreach ProgramlIn-State Liaison - if purchased 

by the State 
Advanced CA Traini,ng 
Remote Monitoring of CAS 
CA Counseling Servjices 
Emergency Call Hanidling/Emergency Database 

ENHANCED FEATURES: 
4 Customer Profile Daitabase (see the following): 

Answer Mode Preference - VCO, HCO, TTY, ASCII, Voice, etc. 
Long Distance Carrier 
Billing Preferences - Direct, Collect, Calling Card, etc+ 
Call Restrictions - 1+, 0+, International, 9001376, etc. 
Blocked Telephone Numbers 
Commonly Callled Numbers - Speed DiaIing 
Spell Check 
Customized Calling - Interpretation, Customized Greeting, etc. 
Notes for Special Instructions 

+ Voice Carryover 
+ Hearing Carryover 
+ 
+ Connect VCO without tones 
+ 

Two-Line VCO, Reverse Two-Line VCO 

VCU and HCO with enhancements 
A variety of Call Types using VCO and HCO: 

vco to * c n  - TTY to vco 

HCO to ' r n  - TTY to HCO 

TTY to pLscrI - ASCII to TTY 

VCO to ASCII - ASCII to VCO 

HCO to ASCII - ASCII to HCO 

vco toVCO 
HCO to 14CO 
VCO to HCO and HCO to VCO mmN 

I t 4 l C O M Y U N I C A T I O N I  



Florida Relay Services Package Cont'd: 

Carrier of Choice Long Distance Calls for both Intralata and Interlata Calls 
Access to Enhanced LEC Features 
Access to Restricted 800 or 888 Numbers and 900 and 976 Numbers 
Error Correction S o b a r e  
Variable Time Stamp Macro 
Answer Machine Recording Capabilities 
Identify and Inform Relay User if Placing a Local or Long Distance Call 
Speech to Speech (if purchased by the State from Hamilton) 
Spanish to Spanish 
SS7 Functionality (pending) 
Video Relay (if purchased by the State from Hamilton) 
Turbo Code 

NETWORK and REPORTING: 
4 Self-Learning Database 

Automatic Branding of Call Speed 
Automatic Number Identification 
Complete Switching and Network Redundancy 
Enhanced Back-up Power 
Automatic Rerouting of Calls to Prevent Service Interruptions 
Technical Flexibility 
Flexible Reporting System 
Year 2000 Compliant 

DISASTER RECOVERY PLAN: 
+ Detailed Disaster Recovery Plan 

d 

All features listed above are included in Hamilton's basic per minute rate unless otherwise stated. As you 
can see, Hamilton provides a whole range of advanced Relay features at no additional cost to the State of 
Florida. 
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To set up your relay Customer Profile, you must provide this PWSOMI 
identjflcation intormation. 

I All information on this Profile Is CONFIDENTIAL. 
1 Return to: I 
I 
I Louisiana Relay Service Phone Number: ( 
I 9107 Bluebonnet Centre Btvd. ; Lnsr Name: 
I Baton Rouge, LA70809 , I 
I 

I 1-888-649-6869 rrYlVoice 

A new Profile must be completed for each phone number you have. 

1 First Name. Middle hitial: 
I I Customer Service: 1 I 

I 
I I 

I I 
I Relay Numbers: I City: State: Zip: 

1 -800-84&5277 TTY r 
1-888-550-5277 ASCII 

I 
B 
I 1-800-947-5277 Voice 
I I 
I I 

I 
I Invent a password between 4 end 10 characters (ietters or numbem) Mat Is w s y  for you fo 
1 remember. This will protect your Profi/e so fh8t you am fhe only person who can change It. 
I Ynu will no! have to say it on every call,, but wiIl need to know it if you wish to make 

changes to your Profile. 

b - - r r i r i r - r r r - - i r r r d  

Every option you mark on this Cusibomer Profile application will be used for all relay calls made 

I f  there is an option you or;rly want occasionally, do mt mark it on this form. 

from your telephone. Only fill out the sections you want to be used on every relay call. You may leave 
a section blank if it is something you do nut want to use. 

IEvery time I call  relay, I use .... (check oniy om). 

- m 
- Voice Phone* 
- TTY with ASCII code 
- Personal Computer 
- Voice Carry Over (VCO)* 

- Wearing C m y  Over (HCO) 
- Telebraille 

- with keyboard wlout keyboard 

*Voice Carry Over (VCO) users should select 
VCO not Voice. I 

When I answer-a reby call, I use .... (check only one). 
- TTY 
- Voice Phone 
- l T Y  with ASCII code 
- Personal computer 
- Voice C a q  Over (VCO) 
- with keyboard 
- Hearing Carry Over (HCO) 
- TeIebrailie 

- wlout keyboard 

If your phone is sometimes answered in a different way, p l e w  
leave this section blank. WCO users with TIT answering 

When I make long distance relay calls, I want this 
company to bill me.. .. (check only one). 

- Allied Frontier - Sprint 
- American Teiecom - Telehub 
- AT&T - QwesdLCI 
- Cable k Ukeless  - World Ccrm 
- MCI - Eclipse Telecom 
- Ixc Communicat~ons 

t 
For information about long distance rates. 

you should calI each company directly. 

1 would like to be included on the Louisiana Relay mailing 
list. 

You wil1 receive a free newsletter 1 times a year plus other 
important relav notices. All information on our mailing 
list is confidential and will not be used for any purpose 

other than the Louisiana Relay Service. 



include them here*. Any number you list here can not be 
called through the relay from your phone. Limit five. 

1. 
- Long Distance calls 
- 9001976 calls 

International calls 3. - 
I_ Directory Assistance c a k  (for assistance in 3. 

4. 
5 .  

finding a person’s phone number) 
_I Operator Assistance calls (for assistance in 

mafung collect, calling cad, and other kmds of 
calls} 

1 *Relay can not prevent anyone from calling your number. 

Use these options to help pewnalize your relay calk Remember, any options checked will be used for even  relay d 
you make. If you do not want an option for every call or do not understand the options below, leave this section blank 

I_ CaU hterpretation: Check ths if you are an ASL user and you want an interpreter to voice whar you have typed 
in grammatically correct English, then type what the hearing person says in ASL. lfyau choose this uplion, your 
call m q  rake longer ro process. 

- No Explanation of Relay: If you choose this option, the CA wiIl not explain how the relay works to the people 
you call. If you choose “No Explanation“, it may be helpful for you to type your own greeting before you place a 
call to hearing people who do not know how to use the relay. 
Do Not Identify Relay: When you check this, the CA will not tell the person you call that you are using the relay. 
The CA will not type VA’’ or “SK” unless the person you call uses those terms. This option can be confusing. It is 
helpful if you type a greeting or explanation for the person you are calIing before the CA dials the phone number. 

- Customized Greeting: If you want the CA to begin conversations to people that you axe calling with a special 
greeting, please Write your greeting below (Iimt 50 characters including spaces). This is not a grecting for an 
answering machine. It will be used only when you are making relay calls. 

I 

List the names and nurnkrs of people you call the most (no more than 10 names). When you want to call a person on t h e  
list, tell She CG the name and the CA will automatically dial their number. You must tell the CA exady the same name t 
call as you wrote on this form. The relag can not read your list to you during a relay call due to confidenti&ty. If you 
forget or want to &age B name on your list, contact Customer Service. 

Name Number - 1 
1. 
2. 
3. 
4. 
5 .  
6 .  
7 .  
8. 
9 .  

Louisiuna Rela! Service i s  provided to you bJ 
Notnilton Telecnmmunican’ons 



BUSINESS LINES 



Hamilton Telecommunications 
began burying fiber optic cable in 
the early 1980s. I n  the 1990s, our 
Telephone Communications 

Internet Connections) 
Cellular Services 
Calling Features and Services 
Paging Systems 



Personal 800 Numbers 
Telephones in many styles with 
enhanced features available 
Calling Cards 
Data Transmission Services 
Telephone Systems for Business 
and Residential U s e  
Inside Wiring Plans for Business 
and Residential Customers 

The list of products and services 
grows and changes as new 
technology is developed and the 

Communication 
Consultants 
with Commitment 
Our Telephone Communications 
Division stands ready to assist you 
with all of your telecommunications 

I 

J 

needs. Whether you are looking 
for a telephone system to connect 
250 people within your business or 
just want to make sure that you 
never miss a call at home, let 
Hamilton Telecommunications 
develop a solution that matches your 
demanding schedule and personal 
needs. 

Our people represent years of 
experience and dedication. Many of 
our associates "grew up" within the 
telephone industry. Our willingness 
to exceed your expectations in a 
timely fashion has been our trademark 
of service. When you are looking 
for quality telecommunications 
products and services, look to 
Hamilton Telecommunications, 
leading the way in Central Nebraska. 

J 

Call Hamilton Telecommunications' 
Telephone Communications Division 
at 402-694-5 10 1 or 800-82 1 - 183 1 for 
all of your telecommunications needs. 
We are "Your Teiecommunications 
Partner". 

Your Teelecommunrcniions Purmer 

, m c . m , u n m . R . N - ~ ~ s * * m - k r r m h c a p  J 

1001 12th Streel' Aurora, NE6881&2[)97 
Telephone 402894-5101 'Toll Free gWIB21-1831 

FAX 40m94-2~ 
E-Mail hnfo@hamllton ne1 

VqVW http Ihvm humlHcm net 
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