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CC Docket No. 98-67

In the Matter of:

Tel ecommuni cations Rel ay
Services and Speech-to- Speech
Services for Individuals wth
Hearing and Speech Disabilities

EXECUTIVE SUMMARY OF
FLORI DA PUBLIC SERVICE COMMISSION C- S

In general, the Florida Public Service Conm ssion (FPSC)
comrents support the FCC s tentative conclusions that:

1) "inproved" relay services be reinbursed by the
interstate TRS fund,;

2) video relay interpreting not be mandated by FCC rul es;

3) i mpl ementation of nultilingual relay service be left to
the states;

4) pay-per-call services via TRS should not be nandatory;

5) communi cations assistants may summarize information;
and,

6) the FCC's TRS answer time standard should be clarified.

In addition, the FPSC provides conments regarding our
procedures for handling conplaints and how the public, relay
users included, are nade aware of our conplaint resolution
program

The FPSC comments do not support the FCC s tine-frane

regarding the provisioning of speech-to-speech (STS) services.
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The FCC tentatively concluded that, within two years of the
publication of the Federal Register of a Report and Oder al
conmon carriers nust ensure that STS services are available. The

FPSC believes it would be nore appropriate to time the provision

of STS to current contract expiration dates.
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Comments of the Florida Public Service Comm ssion
In Response to the Notice of Proposed Rul emaking
Dated May 20, 1998

. | nt roduction

Pursuant to Florida's Tel econmuni cati ons Access System Act of
1991, the Florida Public Service Comm ssion (FPSC) inplenented the
Florida Rel ay Service beginning June 1, 1992. Wth the assistance
of an appoi nted Advisory Commttee consisting of representatives
from the deaf, hearing and speech inpaired communities as well as
the telecomunications industry, the FPSC established the
operati onal standards and procedures to be followed by its relay
provider. These standards and procedures have been nodified and
updat ed through consultation with the Advisory Conmttee and the
t el ecommuni cation's industry. The Florida Relay Service is
certified by the Federal Communications Conm ssion, pursuant to the

requi renents specified in 564.605 State Certification of the FCC s

rul es.
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I'l. Comrents

Qur comments are identified below by titles and paragraph

nunbers used in the NPRM

A Coverage Under Title
1. Scope Oof TRS Generally (1 15)

The FCC has tentatively concluded that the costs of providing
interstate "inproved" relay services should be reinbursed fromthe
interstate TRS Fund. It was also tentatively concluded that two
services shall be classified as "inproved' TRS services and thus
the cost of providing these services should be recoverable: (1) STS
(speech to speech) service and (2) VR (video relay interpreting)
servi ce. The FPSC agrees with these concl usions. W al so agree
that allowing recovery for the interstate costs of these two
services Wi ll spur further devel opment of these services.

2. Speech {0 Speech (STS) Relay Service (1 23)

The FCC has tentatively concluded that, within two years of
the publication in the Federal Register of a Report and Order in
this proceeding, all common carriers providing voice transm ssion
must ensure that STS services are available to callers with speech
di sabilities throughout their service territory. Ve disagree with
this time frame. The FPSC believes it would be nore appropriate to

tine the provision of STS to current contract expiration dates; no
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sooner than one year but no nore than three years fromthe date of
publication in the Federal Register of a Report and Oder in this
pr oceedi ng. For exanple, the FPSC’s current contract with M
expires on May 31, 2000. The next contract we enter into,
begi nning June 1, 2000, mght address the provision of STS service.
The new contract could accommbdate any special operational or cost
| ssues which woul d arise because of the provision of STS. It
appears that many existing relay contracts are for a period of 2-3
years. Tieing the provision of STS service to current contract
expiration dates could reduce the instances of renegotiating

exi sting contracts. Li kewi se, anv_chancre in the FCC s required

services or standards should allow tine for nost current contracts
to expire thus elimnating the need to renegotiate existing
contracts.

3. Video Relay Interpreting (VRI) Services (1 32 & 37)

The FPSC supports the FCC s tentative conclusion that VR
shoul d not be mandated by its TRS rules at this time. Not only is
the technology still at a relatively early stage of devel opnent,
but we believe there are few individuals that have the necessary
equi pnent in their hone to benefit from VR, thereby requiring that
they travel to a distant location for a video conference. The FPSC

further agrees that nmandating VRI when it is still at an early
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stage of devel opnent could renove conpetitive incentives for the
devel opnent of innovative and quality VR offerings by TRS
providers. Many states, Florida included, may inplement VRl if and
when the state believes the time and costs are appropriate
Al though the FCC has tentatively concluded the cost of interstate
VRl is recoverable fromthe interstate TRS Fund, it still may be

too cost prohibitive at this tine to inplenent.

4, 1] Rela ' MRS and Tranal ati on
Sexrvices (1 37 & 39)

The FCC has tentatively agreed with those parties that assert
that, at this time, the decision as to whether to inplenent MRS is
best left to the state TRS prograns. The FPSC agrees. States are
better able to determ ne the | anguage needs of its citizens.
Florida currently requires that at all tines its relay provider
(MZl) make avail abl e comruni cations assistants (CAs) wth the
capability to provide relay service to users who use either
Engl i sh, Spanish, or ASL on their relay call.

The FCC tentatively concluded that any "translation" TRS,
especially foreign-language translation services, are val ue-added
TRS offerings that go beyond the "rel aying" of conversation between
two end users. Therefore, the interstate portion of such services
shoul d not be reinbursable fromthe interstate TRS Fund. The FPSC

agrees. Qur current contract does not require translation fromone
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| anguage to another. However, as discussed below in our conments
on ¥ 46, translation of ASL should be all owed.

6. Access to Enhanced Services (1 45)

Aside froma variety of technical issues there are many
noteworthy practical issues related to the provision of pay-per-
call (PPC) services through TRS. Many PPC services are offered at
unregul ated per mnute rates which exceed rates typically charged
for toll calls. Thus, assum ng that the technical issue of
ensuring that the correct telephone nunmber is available to the PPC
provider for billing, the relay user nust assune the burden of
costs that will often be nore than double that charged to other
users because of the additional tine to conplete a relay call.
Moreover, the FPSC regularly receives conplaints about unauthorized

and/or fraudul ent charges for such services. Wth the availability

of these services through TRS will likely cone extremely high and
perhaps unauthorized charges. It nust also be recognized that sone
PPC services are free, for a short duration. Because of the

extended tinme necessary for TRS users to interact with voice
response units, the available free time will probably have el apsed
before the TRS user benefits fromthe free offering. It is also

likely that insufficient price disclosure will be nade to the TRS

cal l er before charging begins.
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Techni cal i1issues to overcone include nmaking avail able the
ability to block access to 900-number and ot her service access
codes used by PPC providers. Since access to TRS services is
usual 'y acconplished via the 800 service access code, relay users
may circunmvent LEC 900-number bl ocki ng services. Thus, if 900-
nunber services are authorized, it should be required that the
relay provider offer a 900-number bl ocking service conparable to
the LEC service available to other subscribers. A et hod of
determ ning who has the authority to establish a block with the TRS
provider and to renmove a block is required. The Texas approach of
requiring TRS callers to access the relay service via a separate
900-number may well be an acceptable way to ensure that LEC 900-
nunber bl ocking services are also available to TRS users.

Wiet her the PPC service is interstate or intrastate is an
issue with respect to the relay provider's recovery of costs for
the call. W know of no way a relay provider can deternine where
the 900-number service of another carrier termnates. \Wether the
carrier providing the 900-number has a presence for the handoff of
carrier of choice relay traffic is also a factor in how PPC service
wll function via relay. Such a direct handoff allows the
receiving carrier to accept the TRS caller's nunber automatically

for billing, wthout interpositioning an operator to create an
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alternative billing record. Assuming that the relay provider can
pass the TRS caller's ANl forward through the relay switch to a
renotely | ocated 900-number service provider, calls to those 900-
nunber service providers may be confusing with respect to whether
bills for the service will show the caller's originating exchange
or the exchange of the relay provider. Wthout conplete resolution
of these issues, the FPSC concurs that PPC services via TRS shoul d

not be mandated by the FCC.

Verbati m Relav ( 1 46)

The FCC has tentatively concluded that its rules should be
amended to allow communi cations assistants (CAs), when encountering
an interactive recorded nessage during a TRS call that cannot be
rel ayed verbatim due to technical limtations, to alert the TRS
user to the presence of a recorded nessage. The CA also should be
permtted to inquire as to whether the TRS user wi shes the CA to
summari ze the nmessage or to listen for specific information. The
FPSC supports this concl usion.

W believe sunmarization is appropriate for all relay calls
when the rel ay user specifically requests summarization and
infornms all parties that the call is being sunmarized; the FCC s
rul es should so specifically state. This would be especially

hel pful in translating ASL to spoken English.



Comments of the Florida Public Service Conm ssion
CC Docket 98-67

B. Mandatory Minimum St andards

1. Speed-of-Answer Requirements (1 50, 52, & 53)

The FPSC agrees that the FCC's TRS Answer Time Standard shoul d
be clarified. W believe also that the FCC s standard should be
considered a mninmm standard and not preclude states from
establ i shing higher standards, consistent with the needs of their
citizens.

The FPSC has recognized in its relay contract that answer tinme
may be nmeasured several ways and that averaging answer time over an
ext ended period may nmask inferior perfornmance during certain
periods. To address these concerns, Florida' s relay contract
provides for two measurenents of answer time. First, on a daily
basis the relay provider should answer 90% of the calls reaching
its relay switch within 10 seconds and be ready to serve. Those
call s abandoned by the caller within 10 seconds need not be
count ed. Those abandoned after 10 seconds have el apsed nust be
counted in the speed-of-answer calculation. We agree that the
standard shoul d be nmet on a daily basis. Qherw se poor service
may be masked by averagi ng over extended periods of time. A daily
neasur ement seens to be a reasonabl e conprom se between neasuring

on an hourly, or nore frequent basis, and nonthly.
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The FPSC also requires that on a nonthly basis the relay
provi der be ready to serve and answer 90% of the test calls
initiated by staff within 20 seconds after the last digit is
di al ed. This neasurenent is intended to mrror the service
received by a TRS user for both TDD to voice and voice to TDD from
various |locations around the state. In this calculation, it is
assuned that 10 seconds of network set-up tine is sufficient for
the call to reach the provider's system then another 10 seconds is
allowed for the relay provider to answer and be ready to serve.
Since the nunber of test calls per day is not substantial, we
believe it is appropriate for this neasurement to average the calls
on a nonthly basis. W believe this measurenent is inportant in
our oversight of the quality of service provided in Florida. Wile
t his measurenent need not be included in federal requirenents,
neither should it be precluded.

Since each of the proposals the FPSC received in 1996 from
maj or TRS providers asserted their ability to nmeet our nore
stringent answer time requirenent, i.e., counting the abandoned

calls within the neasurenent, the FPSC believes it is certainly

reasonable for the FCC to require conpliance with a standard that

i ncl udes abandoned calls.
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| f the provider cannot distinguish between those calls
abandoned after 10 seconds and those with a shorter duration, then
al | abandoned calls should be counted. It is certainly true that
many calls are abandoned in a relatively short tine and the relay
provider has insufficient tine to answer. However, the calls
abandoned after 10 seconds are nore likely to be abandoned after an
extended tine fromthe caller's frustration with a delay in
answer i ng. Thus, calls abandoned after 10 seconds shoul d be
count ed because the calls probably woul d not have been abandoned i f
they were timely answered. Qt herwi se the provider has |ess
incentive to ever answer a call for which the provider has already

m ssed the answer threshol d.

D. Enf or cement (17 5 & 7 6 )

The FPSC routinely accepts conplaints and ensures appropriate

corrective action is taken where warrant ed. The public is made
aware of our conplaint resolution programthrough nedia rel eases
and various public service announcenents. In addition, every
t el ephone book in Florida, both in English and Spanish on the
inside front cover or first page, provides information on how to
contact us, toll-free by phone and fax and by using Internet e-mai

for any conplaints against a regulated utility. This would appear

to satisfy the FCC s goal of ensuring that TRS users have
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functionally equival ent information on conpl aint procedures,
Wi thout setting up a separate conplaint notification systemfor TRS
users that goes beyond what is available to the general public.

A typical witten conplaint to the FpsSC’s Division of
Communi cations is acknow edged within 5 days and is usually
resolved within thirty days. Conplaints are accepted by tel ephone
and are also generally resolved, by the Division of Comunications,
within thirty days. In addition, the relay provider reports
nmonthly on the nunber of conplaints the provider receives.
Therefore, the FPSC sees no need to anmend state certification

requirenents with respect to conplaints.

Respectful ly submitted,

A YA

_RYNTHIA B. MILLER
' SENI OR ATTORNEY

Florida Public Service Conmm ssion
2540 Shumard Oak Boul evard

Tal | ahassee, Florida 32399-0850
(850) 413-6082

DATED: July éf 1998
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