CONTRACT NO. 473-17-00001
BETWEEN
THE PUBLIC UTILITY COMMISSION OF TEXAS
AND
SPRINT COMMUNICATIONS COMPANY, L.P.

The parties to this contract are the Public Utility Commission of Texas, an agency of the state of
Texas with its office located at 1701 N. Congress Ave., Austin, Texas 78701 and Sprint
Communications Company, L.P. (“Sprint™), a Delaware limited partnership with offices at 12502
Sunrise Valley Drive, Reston, Virginia 20196.

Article 1. DEFINITIONS
When used in this Contract, the following terms shall have the following meanings:

1.1 “Public Utility Commission,” “PUCT,” or “Commission™ means the Public Utility
Commission of Texas acting through its Executive Director and the agency’s designated
Contract Administrator.

1.2“Contractor” or “TRS Provider,” includes Sprint Communications Company, L.P.
(“Sprint”) and any successors, heirs, and assigns.

1.3 “Services” means any and all services performed and any and all goods and products
delivered by Contractor as specified in Attachment A, Statement of Work (SOW).

Article 2. COMPENSATION

2.1 Compensation. Contractor agrees to provide all Services (including labor, expenses, and
any other services) described in Attachment A, SOW, at the per-minute rates described in
Attachment A, SOW. for a total not-to-exceed price of $9,828,000.

Notwithstanding the foregoing. the Parties acknowledge that in the event the actual amount
payable to Contractor by the PUCT approaches 80% of the not-to exceed price. then prior to
PUCT incurring charges in excess of the not-to exceed amount, the Parties will either; 1) approve
an increase to the not-to-exceed amount by written amendment to this Contract; or 2) terminate
the Contract pursuant to Article 6 or Article 24, as appropriate.

[f Contractor believes that changes in the scope of Services to be performed will require
Contractor to increase its fee, it must request the PUCT’s written authorization to increase its fee.
The Contractor must document the changes in the scope of Services and why they will require
additional effort. The PUCT must approve the increase in fee by written amendment (o this
Contract before the Contractor performs any Services or may invoice the increased fee.

2.2 Payment Process. Contractor shall submit a statement for services or invoice to the PUCT
Contract Administrator no later than the 25th day of the month after the month that the Services
were performed. The invoice must contain the name of the person performing Services and a
brief description of work performed. No payment will be made for administrative overhead,
overtime, etc.

On the statement or invoice, Contractor must include a statement that the invoice accurately
describes the Services performed and the Services were performed in compliance with the
Contract. The statement or invoice must include the vendor identification number issued by the
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Texas Comptroller or Contractor’s federal taxpayer identification number, a description of the
Services provided, and the name and division of the PUCT Contract Administrator.

Contractor shall submit the statement or invoice to the PUCT as lollows;
By email to:  Payables@puc.texas.gov

Or by mail to: Accounts Payable
Public Utility Commission of Texas
P.O. Box 13326
Austin, TX 78711-3326

2.3 Payment for Services. Contractor’s acceptance of payment in full associated with a
particular invoice releases the PUCT of all claims for compensation owed in connection with the
particular invoice referenced with the payment.

2.4 Payments made to Subcontractors. Contractor shall pay any subcontractor hereunder the
appropriate share of payments received not later than the 10th day after the date Contractor
receives the payment. The subcontractor’s payment shall be overdue on the 11th day afier the
date Contractor receives the payment. The PUCT must approve Contractor’s use of any
subcontractor before Contractor engages the subcontractor (see Sec. 5.1).

2.5 Records. Contractor and its subcontractors. if any, shall maintain records and books of
account relating to Services provided under this Contract. Contractor shall, for a period of at
least seven (7) years following the expiration or termination of this Contract. maintain its records
(electronic and paper) of the work performed under this Contract. Records include, but are not
limited to correspondence concerning the subject of this Contract between Contractor and the
PUCT; Contractor’s internal correspondence; and correspondence between Contractor and any
third party. Contractor shall make all records that support the performance of Services and
payment available to PUCT and/or its designees or the State Auditor during normal business
hours with reasonable notice, upon the request of the PUCT Contract Administrator,

Upon reasonable prior written notice, Contractor shall make records relating to the Contract
available to the PUCT at Contractor’s business offices during normal business hours for
inspection, examination, or audit for a period of at least four (4) years afier the end of the term of
the Contract. Further, due to the highly sensitive and proprietary nature of Contractor’s records,
any third party auditor acting on behalf of the PUCT shall be subject to prior approval by
Contractor, such approval not to be unreasonably withheld, and may be required at Contractor’s
sole discretion to execute Sprint’s standard non-disclosure agreement prior to examining
inspecling, copying, or auditing Sprint’s records; provided, however, that the non-disclosure
agreement shall not prevent an auditor from sharing its findings with the PUCT. nor shall it
prevent an auditor from sharing its findings with the Texas Legislature. Auditors employed by
the State Auditor’s Office of Texas are not “third party auditors” and shall not be subject to prior
approval by Sprint.

2.6 Limitations on Review of CapTel Records. Notwithstanding section 2.5, Records, the
following are the only CapTel records that may be reviewed or copicd by authorized
representatives or personnel of the PUCT. CTI and Sprint consider these records to be
confidential information. The PUCT shall not disclose these records to unauthorized parties.
cxcept as required by law. If required by law to disclose the following records, the PUCT shall
give Sprint and CTI notice and the opportunity to oppose disclosure.
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e CTFPs customer service records for CapTel users under the PUCT;

 Call Detail Reports (CDRs) that have been supplied to Sprint for the PUCT’s CapTel
traffic;

¢ CTDs reports on the average monthly speed and accuracy testing scores for CTI CapTel
CAs (not including individual detailed scores or any other related documents);

* Such other records as CTI and Sprint may mutually agree in writing.

The records that may be reviewed and copied do not include any information that is, in whole or
in part, the property of any other CTI customer, including any other state CapTel relay program,
any other TRS Provider, any CapTel user not under the PUCT, or any of CTI’s or any of its
Affiliates’ financial, operational, internal or other information, or any other documents, methods,
procedures, technical, confidential, proprietary, or trade secret information, or any other
information of any kind unless specifically agreed to in writing by CTI and TRS Provider.

2.7 Sole Compensation. Payments under this Article are Contractor’s sole compensation under
this Contract. Contractor shall not incur expenses with the expectation that the PUCT or any
other agency of the state of Texas will directly pay the expense to a third-party vendor
irrespective of the reason for incurring those expenses.

Article 3. CONTRACT ADMINISTRATION

3.1 PUCT Contract Administration. The PUCT designates Jay Stone to serve as its primary
point of contact and Contract Administrator throughout the term of this Contract. Contractor
acknowledges that the PUCT Contract Administrator does not have any authority to amend this
Contract on behalf of the PUCT, except as expressly provided herein. Contractor further
acknowledges that such authority is exclusively held by the Commission or its authorized
designee, Executive Director Brian H. Lloyd.

3.2 Contractor Contract Administration. Contractor designates its Contract Administrator as
follows:  Michaela Clairmonte — Manager, Contract Negotiations and Olivia Dominguez,
Relay Texas Manager.

3.3 Reporting. Contractor shall report directly to the PUCT Contract Administrator and shall
perform all activities in accordance with reasonable instructions. directions, requests, rules, and
regulations issued during the term of this Contract as conveyed to Contractor by the PUCT
Contract Administrator.

3.4 Cooperation. The Parties’ Contract Administrators shall handle all communications
between them in a timely and cooperative manner. The Parties shall timely notify each other by
email or other written communication of any change in designee or contact information.

3.5 Inquiries and Prompt Referral. Contractor understands that the PUCT does not endorse
any vendor, commodity, or service. Contractor, its employees, representatives, other agents, or
subcontractors may not issue any media release, advertisement, publication, or public
pronouncement which pertains to this Contract or the Services or project to which this Contract
relates or which mentions the PUCT without the prior approval of the PUCT. Contractor will
promptly refer all inquiries regarding this Contract received from state legislators, other public
officials, the media, or non-Parties to the PUCT Contract Administrator.
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Article 4. REPORTS AND RECORDS

4.1 Written Reports. Contractor will provide written reports to the PUCT in the form and with
the frequency specified in Attachment A, SOW, or as otherwise agreed in writing between the
Parties.

4.2 Distribution of Consultant Reports. [OMITTED - This contract does not contemplate
creation of any consultant reports.)

Article 5. SUBCONTRACTING PARTIES

5.1 Use of Subcontractors. The Parties acknowledge and agree that at the time of execution of
this Contract, Contractor intends to perform the Services required under this Contract using the
following subcontractors: Goodman Networks, Inc. (Network Maintenance and Support);
Communication Services for the Deaf, Inc.; and CapTel, Inc. Contractor will notify the PUCT
Contract Administrator of any other proposed subcontract and will work with the PUCT HUB
Coordinator to procure such other subcontractor and to submit appropriate subcontractor
selection documentation for approval prior to engaging any other subcontractor, such approval
not to be unreasonably withheld. Any such other subcontract or subsequent substitution of a
subcontraclor must be approved according to the terms of Article 7.

5.2 Sole Responsibility. Contractor is solely responsible for the quality and timeliness of the
work produced by all subcontractors that Contractor may engage to provide Services hereunder
and for the timely payment for all such work produced by all subcontractors that the PUCT
accepts and pays for in accordance with the terms of this Contract.

5.3 Prime Vendor Contract. The Parties expressly agree that this Contract is intended to
constitute a prime vendor contract, with Contractor serving as the prime vendor for delivery of
the Services made the subject hereof. Contractor acknowledges and agrees that it is fully liable
and responsible for timely, complete delivery of the Services described in this Contract,
notwithstanding the engagement of any subcontractor to perform an obligation under this
Contract.

Article 6. TERM, SUSPENSION, AND TERMINATION

6.1 Term. The term of this Contract shall begin on the date signed by the last party to sign and
shall continue in effect until November 30, 2020 unless sooner terminated under Sections 6.3 and
6.4 of this Contract.

6.2 Termination for Cause. If Contractor is in default of any material term of this Contract, the
PUCT may serve upon Contractor written notice requiring Contractor to cure such default.
Unless within thirty (30) days after receipt of said notice by Contractor, said default is corrected
or arrangements satisfactory to the PUCT, as applicable, for correcting the default have been
made by Contractor, the PUCT may terminate this Contract for default and shall have all rights
and remedies provided by law and under this Contract. 1f PUCT terminates Contractor under
Article 18.12, PUCT need not provide any notice or opportunity for curing the default.

Contractor may suspend or terminate Products or Services or this Contract immediately, if (1)
the PUCT fails to cure its default of payment terms of this Contract; (2) the PUCT fails to cure
any material breach of this Contract within 30 days after receiving Contractor’s written notice of
such breach; (3) the PUCT provides false or deceptive information or engages in fraudulent or
harassing activities when ordering, using, or paying for Services; or (4) the PUCT fails to
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comply with applicable law or regulation and the PUCT’s noncompliance prevents Contractor’s
performance under the Contract. If Contractor terminates this Contract under this section, the
PUCT will be liable for any products and services provided up to the date of termination.

6.3 Termination for the Convenience of the PUCT. The PUCT may, upon sixty (60) days
written notice to Contractor, terminate this Contract whenever the interests of the PUCT so
require. Upon notice of termination, Contraclor shall take all reasonable measures to mitigate
termination costs. Contractor shall have sixty (60) calendar days to submit a termination
settlement proposal to the PUCT that shall describe all termination costs for which Contractor is
seeking reimbursement. Contractor will provide the PUCT with supporting documentation and
information that the PUCT deems necessary for a review of the proposal. Payment of any
termination settlement costs will occur only if the PUCT has approved payment of the costs
outlined in the proposal.

6.4 Transfer of Duties. [n the event of termination, Contractor will provide reasonable
cooperation to transfer its duties under the Contract to another entity without disruption to the
provision of Services,

6.5 Remedies for Breach. All remedies available to PUCT for breach or anticipatory breach of
this Contract by Contractor are cumulative and may be exercised concurrently or separately, and
the exercise of any one remedy shall not be deemed an election of such remedy to the exclusion
of other remedies. Liquidated damages, actual damages, cost projections, injunction relief,
and/or performance bonds may also be invoked either separately or combined with any other
remedy in accordance with applicable law.

6.6 Survival. In the event that this Contract expires or is terminated pursuant to its terms. the
rights and obligations of the Parties under it shall end; provided that the provisions of Sections
2.3,25,26,2.7,3.5,6.5,7.5,9.2,9.4 through 9.6. 17.2 and 19.1 through 19.5, 19.9 and Articles
1,10, 12, 14, 15, 16, 20, 21, 23, and 29 shall survive in their entirety.

Article 7. ASSIGNMENT, AMENDMENTS, AND MODIFICATIONS

7.1 Material Change Requests. PUCT may propose changes to Attachment A, SOW. Upon
rcceipt of a written request from the PUCT for a change to Attachment A, SOW, Contractor
shall, within a reasonable time thereafter, submit to the PUCT a detailed written estimate of any
proposed price and schedule adjustment(s) to this Contract. No changes to Attachment A, SOW,
will occur without the Parties’ written consent as provided in accordance with the terms stated in
this Contract.

7.2 Changes in Law, Rules, or Rulings. Subsequent changes in federal or state legislation,
rules and regulations or rulings by the PUCT may require modification of the terms of this
Contract, including an increase or decrease in Contractor’s duties or compensation. I[n the event
of such subsequent changes to statutes, rules, and/or regulations, the PUCT and Contractor shall
negotiate the terms of a contract modification in good faith and incorporate such modification
into this Contract by written amendment.

7.3 No Assignment of Duties. This Contract shall be binding upon and inure to the benefit of
the permitted successors and assigns of any Party (including by merger of Contractor or
otherwise by operation of law); provided however that neither party may assign any rights or
obligations under this Contract without prior written consent of the other party, except that Sprint
may assign this Contract to a parent company, controlled affiliate, affiliate under common
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control. or an entity that has purchased all or substantially all of its assets upon written notice to
PUCT. Any attempt to assign or transfer this Contract or any obligation incurred under this
Contract, in contravention of this paragraph, shall be void and of no force and effect.

7.4 Amendments and Modifications. This Contract may not be amended or modified in any
manner except by written instrument executed by authorized representatives of the Parties in
accordance with the terms of this Contract.

7.5 Binding on Successors. The terms of this Contract shall be binding on any successor
organization of any of the Parties.

Article 8. REPRESENTATIONS, WARRANTIES AND COVENANTS

8.1 Warranty of Performance. Contractor represents, warrants, and covenants that it will
perform the Services outlined in Attachment A, SOW, in a professional and workmanlike
manner, consistent with professional standards of practice in the professional industry, except as,
and only to the extent expressly provided in this Contract or the applicable service level
agreement, products and Services are provided “as is.” Sprint disclaims all express or implied
warranties and in particular disclaims all warranties of merchantability, fitness for a particular
purpose, and warranties related to equipment, material, services. or software.

8.2 Warranty of Services. Contractor warrants that the Services shall be rendered by the
qualified personnel named in Section 19.8 of this Contract. 1f Services provided under this
Contract require a professional license, then Contractor represents, warrants, and covenants that
the activity will be performed only by duly licensed personnel.

8.3 Use of Service

(a) Acceptable Use Policy. If PUCT purchases Products or Services, PUCT must conform to the
acceptable use policy posted at hitp:/www.sprint.com/legal ‘agreement.htl, as reasonably
amended from time to time by Contractor.

(b) Abuse and Fraud. PUCT will not use Products or Services: (1) for fraudulent, unlawful, or
destructive purposes, including, but not limited to, unauthorized or attempted unauthorized
access to, or alteration, abuse, or destruction of information; or (2) in any manner that causes
interference with Sprint’s or another’s usc of the Sprint network. PUCT will cooperate promptly
with Sprint to prevent third parties from gaining unauthorized access to the Products and
Services via PUCT’s facilities.

(c) Permits, Licenses, and Consents. PUCT will obtain all required permits, licenses, or
consents that PUCT is required to obtain to enable Sprint to provide (e.g., landlord permissions.
tax exemption certificates, software licenses, or local construction licenses) the Products and
Services. This provision does not include permits, licenses, or consents related to Sprint’s
general qualification to conduct business.

Article 9. RISK OF LOSS AND PROPERTY RIGHTS

9.1 Risk of Loss. The risk of loss for all items to be furnished hereunder shall remain with
Contractor until the items are delivered to and accepted by the PUCT, at which time the risk of
loss shall pass to the PUCT.

9.2 Ownership. Facilities and equipment owned and used by Contractor to provide Services
remain the property of Contractor and nothing in this Contract will be construed to require
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Contractor to transfer ownership to the PUCT. Data contained in the complaint database or other
customer databases will be transferred to a successor Contractor, if any, at the expiration of this
Contract, subject to the following: for CapTel services, the CapTel databases can only be
provided to another CapTel vendor.

8XX numbers used in providing Services, with the exception of the toll free numbers listed
below, as well as the website domain name, are the property of the PUCT. The following toll
free numbers will remain the property of Sprint or Sprint’s CapTel subcontractor and will not
transfer to PUCT upon the expiration or termination of the Contract:

e 1-800-676-3777 - Sprint Customer Service

e 1-800-676-4290 — Sprint Spanish Customer Service

e 1-877-787-1989 - Sprint Speech-to-Speech Customer Service

e 1-866-931-9027 - Sprint VCO Customer Service

e *787 - Wireless Speech-to-Speech Short Code

e 1-900-230-2303 ~ Texas Sprint 900 Pay-Per-Call Numbers to Not Transfer
e 1-866-334-8193 — CapTel Standard English Data-in Service Number
e 1-877-243-2823 - CapTel Standard English Voice-in Service Number
e 1-800-933-5129 - Texas English Voice to CapTel Service Number

® 1-866-217-3339 - CapTel Standard Spanish Data-in Service Number
e 1-866-217-3362 - CapTel Standard Spanish Voice-in Service Number
e 1-800-933-5417 ~ Texas Spanish Voice-in Service Number

e 1-888-269-7477 - CapTel English Customer Service Number

e 1-866-670-9134 - CapTel Spanish Customer Service Number

9.3 Licensed Software. With PUCT’s advanced written consent, Contractor may obtain
software licenses as an agent of the PUCT for software that is used by Contractor solely for the
purpose of providing Services under this Contract. The PUCT is granted a non-exclusive and
non-transferable license or sublicense 1o use software provided with a Product or Service, in
accordance with the applicable software licensing terms. No rights are granted to source code.
The PUCT cannot use any software on behalf of third parties or for time share or service bureau
activities and cannot reverse engineer. decompile, modify, or enhance any sofiware. Contractor
shall provide the PUCT with a copy of any software license obtained by Contractor as an agent
for the PUCT for the purpose of providing Services under this Contract. Contractor may block or
terminate the PUCT’s use of any software if the PUCT fails to comply with applicable licensing
terms.

9.4 Prior Works. Except as provided herein, all previously owned materials, conceptions, or
products shall remain the property of Contractor and nothing contained in this Contract will be
construed to require Contractor to transfer ownership of such materials to the PUCT.

9.5 Trademarks. The Parties agree that no rights to any trademark or service mark belonging to
another Party or to any non-Party are granted to any other Party by this Contract, unless by
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separate written instrument. The PUCT acknowledges and agrees that use of any trademark
associated with any software provided by Contractor under this Contract does not give the PUCT
any rights of ownership in the trademark or the software.

9.6 Program Information. Contractor shall undertake all reasonable care and precaution in the
handling and storing of PUCT’s information as it relates to the services being provided by
Contractor.

9.7 Provision to be Inserted in Subcontracts. Contractor shall insert an article containing
paragraphs 9.2 and 9.6 of this Contract in all subcontracts hereunder except altered as necessary
for proper identification of the contracting Parties and the PUCT under this Contract.

Article 10. PUBLIC INFORMATION

10.1 Texas Public Information Act. (Texas Government Code Chapter 552). The Parties
acknowledge that notwithstanding any other provisions of this Contract, the Texas Public
Information Act ("PIA") governs the treatment of all information held by or under the control of
the Commission. The PUCT will notify Contractor promptly of: 1) requests for Contractor’s
information as provided under the PIA, and 2) intended disclosures of Contractor’s information.
The PUCT will provide Contractor an appropriate opportunity to seek protection of Contractor’s
Confidential Information.

10.2 Agreement Not Confidential. The Parties acknowledge that not all terms of this Contract
may be confidential pursuant to the Texas Public Information Act, regardless of whether those
terms are marked "Proprietary,” "Trade Secret,” or "Confidential." Contractor further
acknowledges that in the event of a dispute over the release of a proposal or part of a proposal
the PUCT is bound by the decision made by the Office of the Attorney General of Texas.

10.3 Contractor’s Duty to Provide Public Information. Contractor is required, at no
additional cost to the state, to make available in a format that is accessible by the public any
information created or exchanged with the state pursuant to this Contract. For the purpose of
Section 10.3 of this Contract, paper documents, Adobe Portable Document Format files (.pdf).
Microsoft Excel spreadsheets (.xls), Microsoft Word documents (.docx), and Hypertext Markup
Language (.html) files shall be considered “accessible by the public,” unless another format is
specified by the PUCT, at the PUCT’s sole discretion. [f information created or exchanged with
the state pursuant to this Contract is excepted from disclosure under the Texas Public
Information Act, Contractor will not be required to make the information available to the public.
but may be required to facilitate the PUCT’s provision of the information to the Texas Attorney
General for a decision on the information’s confidentiality. The PUCT has no duty or
responsibility to argue a defense of confidentiality to Contractor’s information or data; it shall be
Contractor’s sole responsibility to do so.

Article 11. CONFLICTS OF INTEREST AND EMPLOYMENT RESTRICTION

11.1 No Conflicting Relationships. Contractor certifies to the Commission that no existing or
contemplated relationship exists between Contractor and the Commission that interferes with fair
competition or is a conflict of interest, and that no existing or contemplated relationship exists
between Contractor and another person or organization, whether or not located within the State
of Texas, that constitutes or will constitute a conflict of interest for Contractor with respect to the
Commission.
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11.2 Prohibition on Transactions with Parties Adverse to Commission. Contractor agrees
that during the term of this Contract and any extensions or renewals thereof;, it will neither
provide contractual services nor enter into any agreement, oral or written, to provide services to a
person or organization that is regulated or funded by the Commission or that has interests that are
directly or indirectly adverse to those of the Commission. The Commission may waive this
provision in writing if, in the Commission’s sole judgment, such activities of the Contractor will
not be adverse to the interests of the Commission.

11.3 Notice of Conflict. Contractor agrees to promptly notify the PUCT of any circumstance
that may create a real or perceived conflict of interest, whether arising prior to or during the term
of the contract. Contractor agrees (o use its best efforts to resolve any real or perceived conflict
of interest to the satisfaction of the PUCT. Contractor’s failure to do so shall be grounds for
termination of this contract for cause, pursuant to Section 6.3.

Article 12. INDEMNIFICATION AND LIMITATIONS ON LIABILITY

12.1 Indemnification. Contractor shall indemnify and defend the PUCT, its directors, officers,
employees, agents and their successors against all third party claims for damages, losses,
liabilities, or expenses, including reasonable attorney’s fees, arising directly from performance of
this Contract and relating to personal injury, death, or damage to tangible personal property that
is alleged to have resulted, in whole or in part, from the negligence or willful misconduct of
Contractor or its subcontractors, directors, officers, employees or authorized agents. Any
defense shall be coordinated by Contractor with the Office of the Attorney General when Texas
State Agencies are named defendants in any lawsuit. Contractor may not agree to any settlement
without first obtaining the concurrence from the Office of the Attorney General. Contractor and
the PUCT agree to furnish timely written notice to each other of any such claim.

With respect to indemnification related to Intellectual Property, Sprint will indemnify and defend
Customer, Customer’s directors, officers, employees, agents, and their successors against third
party claims enforceable in the United States alleging that Services as provided infringe any third
party United States patent or copyright or contain misappropriated third party trade secrets.
Sprint’s obligations under this section will not apply to the extent that the infringement or
violation is caused by (i) functional or other specifications that were provided by or requested by
Customer other than those specifications set forth in the Attachment A, SOW or Sprint’s
Proposal; or (ii) Customer’s continued use of infringing Services afier Sprint provides reasonable
notice to Customer of the infringement. For any third party claim that Sprint receives, or to
minimize the potential for a claim, Sprint may, at its option and expense, either:

(A) procure the right for Customer to continue using the Services; or

(B) replace or modify the Services with comparable Services.

12.2 Direct Damages. Each party's maximum liability for damages caused by its failure(s) to
perform its obligations under this Contract is limited to: (A) proven direct damages for claims
arising out of personal injury or death, or damage to real or tangible personal property, caused by
the party’s negligent or willful misconduct; or (B) proven direct damages for all other claims
arising out of this Contract, not to exceed in the aggregate, in any 12 month period, an amount
equal to the PUCTs total net payments for the affected Services purchased in the six months
prior to the event giving rise to the claim. PUCT"s payment obligations and Contractor’s
indemnification obligations under this Agreement are excluded from this provision.
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Additionally, nothing in this provision shall be construed as a waiver, in part or in whole, of
PUCT’s sovereign immunity.

12.3 Consequential Damages. Neither party will be liable for any consequential, incidental, or
indirect damages for any cause of action, whether in contract or tort. Consequential, incidental,
and indirect damages include, but are not limited to: lost profits, lost revenues, and loss of
business opportunity, whether or not the other party was aware or should have been aware of the
possibility of these damages.

12.4 Unauthorized Access / Hacking. Sprint is not liable for unauthorized third party access to,
or alteration, theft, or destruction of PUCT’s data, programs, or other information through
accident, wrongful means, or any other cause while such information is stored on or transmitted
across Sprint network transmission facilities or PUCT premise equipment.

12.5 Content. Sprint is not responsible for the content of any information transmitted, accessed,
or received by PUCT through Sprint’s provision of the Products and Services, excluding content
originating from Sprint.

12.6 Sprint Disclosures. Sprint is not responsible for any loss, liability, damage, or expense,
including attorney’s fees, resulting from any third party claims alleged to arise in any way from:

(i) the content of any information transmitted by, accessed, or received through Sprint’s
provision of the Products and Services to PUCT, including, but not limited to, claims: (A) for
lible, slander, invasion of privacy, infringement of copyright, and invasion or alteration of
private records or data; (B) for infringement of patents arising from the use of equipment,
hardware, or software not provided by Sprint; or (C) based on transmission and uploading of
information that contains viruses, worms, or other destructive media or other unlawful content;

(i) PUCT"'s breach of the licensing requirements in Section 9.3 of this Contract, Licensed
Software;

(ii1) PUCT’s failure to comply with any provision of Section 8.3(a) of this Contract, Acceptable
Use Policy; or

(tv) Sprint’s failure to pay any tax based upon PUCT’s claim of a legitimate exemption under
applicable law.

Article 13. INSURANCE

Contractor agrees to comply with all state and federal laws applicable to the liability and
payment of Contractor and Contractor’s employees, including laws regarding wages, taxes,
insurances, and workers’ compensation. Neither the PUCT nor the State of Texas shall be liable
to the Contractor, its employces, agents, or others for the provision of unemployment insurance
and/or workers’ compensation or any benefit available to a state employee.

13.1 Minimum Insurance. Contractor shall, at its sole cost and expense, secure and maintain as
a minimum, from the Effective Date and thereafier during the term of this Contract and any
renewals or extensions thereof, for its own protection and the protection of the PUCT and the
State of Texas:
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(a) commercial liability insurance, covering, at a minimum, the following categories of liability
within the following limits: (i) bodily injury and property damage - $1,000,000 limit per
occurrence, $2,000,000 aggregate, (ii) medical expense - $5,000 limit per person, (iii) personal
injury and advertising liability - $1,000,000 limit, (iv) products/completed operations
$2,000,000 aggregate, (v) damage to premises rented - $50,000 limit;

(b) automobile liability coverage for vehicles driven by Contractor’s employees ($500,000 per
occurrence); and

(c) workers’ compensation insurance in accordance with the statutory limits, as follows: (i)
employer’s liability - $1,000,000 each incident, (ii) disease - $1,000,000 each employee and
$1.000,000 policy limit.

The PUCT and the State of Texas shall be named an additional insured on the commercial
liability and automobile policies.

Insurance coverage shall be from companies licensed by the State of Texas to provide insurance
with an “A” rating from A.M. Best and authorized to provide the corresponding coverage.

13.2 Certificates of Insurance. Contractor shall furnish to the PUCT certificates of insurance
and any applicable endorsements, signed by authorized representatives of the surety or insurers,
of all such bonds and insurance and confirming the amounts of such coverage within ten (10)
days of the Effective Date of this Contract, and upon request thereafter. Contractor shall provide
the PUCT Contract Administrator with timely renewal certificates as the coverage renews.
Failure to maintain such insurance coverage specified herein, or to provide such certificates or
endorsements promptly, shall constitute a material breach of this Contract. Contractor shall
provide thirty (30) days written notice of any notice for renewal and/or cancellation of insurance.

Article 14. DISPUTE RESOLUTION

Any dispute concerning performance arising between the partics relating to this Contract, that is
not resolved by mutual agreement of the parties, will be promptly submitted in writing to the
other party in accordance with the Notice requirements of the contract. The parties shall
designate individuals with authority to resolve the dispute and such individuals shall work
diligently and in good faith to resolve the dispute within thirty (30) days. In the event the parties
are unable to resolve the dispute within thirty (30) days, the Parties agree to resolve disputes
arising under this Contract through the dispute resolution process provided for in Chapter 2260
of the Texas Government Code and Subchapter C of the PUCT Rules for Administrative
Services.

Article 15. SOVEREIGN IMMUNITY

The State of Texas and the PUCT do not waive sovereign immunity by entering into this
Contract and specifically retain immunity and all defenses available to them under the
Constitution, the laws of the State of Texas, or the common law.

Article 16. GOVERNING LAW

Notwithstanding anything to the contrary in this Contract, this Contract shall be deemed entered
into in the State of Texas and shall be governed by, construed and interpreted in accordance with
the laws of the State of Texas that apply to contracts executed in and performed entirely within
the State of Texas, without reference to any rules of conflict of laws. The Parties consent to the
exclusive jurisdiction of the State of Texas. The Parties hereby submit to the jurisdiction of the
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courts located in, and venue is hereby stipulated to, the state courts located in Travis County,
Texas. Each Party stipulates that it is subject to the jurisdiction of the courts located in Travis
County, Texas, for any cause of action arising from any act or omission in the performance of
this Contract. Further, each Party hereby waives any right to assert any defense to jurisdiction
being held by the courts located in Travis County, Texas, for any cause of action arising from
any act or omission in the performance of this Contract.

Article 17. COMPLIANCE WITH LAW

17.1 General. Contractor shall comply with all federal, state, and local laws, executive orders,
regulations, and rules applicable at the time of performance. Contractor warrants that all
Services sold hereunder shall have been produced, sold, delivered, and furnished in strict
compliance with all applicable laws and regulations to which they are subject, including, but not
limited to, Equal Employment Opportunity laws. All laws and regulations required in
agreements of this character are hereby incorporated by this reference.

17.2 Taxes. Contractor agrees to comply with any and all applicable state tax laws that may
require any filing with and/or payment to the State of Texas as a result of any action taken as a
result of this Contract. Contractor’s rates and charges for Products and Services do not include
taxes. PUCT will pay all applicable taxes, including, but not limited to, sales, use, gross receiplts,
excise, PAT, property, transaction, or other local, state, or national taxes or charges imposed on,
or based on, the provision, sale, or use of Products and Services.

17.3 Workers’ Compensation. Contractor agrees that it shall be in compliance with applicable
state workers’ compensation laws throughout the term of this Contract and any renewals or
extensions thereof.

17.4 Conflicts. Contractor agrees to abide by the requirements of and policy directions provided
by the Texas statutes and the rules and regulations of the PUCT, and will inform and consult
with the PUCT when further interpretations or directions are needed in order to fully implement
the rules and regulations of the Commission. In the event that Contractor becomes aware of
inconsistencies between this Contract and a Texas statute or PUCT rule, Contractor will so
advise the PUCT immediately and will cooperate fully to revise applicable provisions of this
Contract as necessary.

17.5 Compliance with Deceptive Trade Practices Act. Contractor shall comply with Texas
Business and Commerce Code Chapter 17.

17.6 Compliance with Americans with Disabilities Act. Contractor shall Comply with the
Americans with Disabilities Act, 42 U.S.C. Chapter 126.

17.7 Prohibited Use of Appropriated/Other Funds. Contractor shall comply with Texas
Government Code Sections 556.005 and 556.0055 related to prohibited uses of appropriated and
other funds.

17.8 Certificate of Interested Parties Form. At the time Contractor submits a signed contract
ta the PUCT, Contractor shall submit a “Certificate of Interested Parties” form to the PUCT and
file the form with the Texas Ethics Commission. The form and instructions for filing the form
can be found at: https; www.cthics.state.tx.us/tec/1295-Info.ltm. Contractor shall not perform
any work under the contract, nor receive any compensation prior to filing the form with the
Texas Ethics Commission.
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Article 18. CONTRACTOR’S CERTIFICATION

By accepting the terms of this Contract, Contractor certifies that, to the extent applicable, it is in
compliance with the following requirements and prohibitions. Contractor understands and
agrees that a false certification may lead to termination of this Contract for cause.

18.1 Prohibitions on Gifts, Contractor has not given, offered to give, nor intends to give at any
time hereafier any economic opportunity, future employment, gift, loan, gratuity, special
discount, trip, favor, or service to a public servant in connection with this Contract.

18.2 Delinquent Obligations. Contractor is not currently delinquent in the payment of any
franchise or sales tax owed to the State of Texas, and is not delinquent in the payment of any
child support obligations under applicable state law.

18.3 Terrorist Financing. The PUCT is federally mandated to adhere to the directions provided
in the President’s Executive Order (EO) 13224, Executive Order on Terrorist Financing —
Blocking Property and Prohibiting Transactions With Persons Who Commit, Threaten to
Commit, or Support Terrorism, effective 9/24/2001 and any subsequent changes made to it, via
cross referencing proposers/vendors with the Federal General Services Administration’s System
for Award Management (SAM), htips://www.sam.gov/, which is inclusive of the United States
Treasury’s Office of Foreign Assets Control (OFAC) Specially Designated National (SDN) list.

http://www.treasury.gov/resource-center/sanctions/SDN-List/Pages/default.aspx

Contractor certifies that the Contractor and its principals are eligible to participate in this
transaction and have not been subjected to suspension, debarment, or similar ineligibility
determined by any federal, state or local governmental entity and that Contractor is not listed on
the federal government’s terrorism watch list as described in Executive Order 13224, Entities
ineligible for federal procurement are listed at: https://www.sam.gov/

18.4 Antitrust. Neither Contractor nor anyone acting for Contractor has violated the antitrust
laws of this State, codified in Section 15.01, et seq. of the Texas Business and Commerce Code
or the Federal Antitrust Laws, nor has communicated directly or indirectly to any competitor or
any other person engaged in such line of business for the purpose of obtaining an unfair price
advantage.

18.5 Family Code. Contractor has no principal who is ineligible to receive funds under Texas
Family Code Section 231.006 and acknowledges that this Contract mdy be terminated and
payment may be withheld if this certification is inaccurate.

18.6 Prohibited Compensation. Contractor has nol received compensation from the PUCT, or
any agent, employee, or person acting on the PUCT’s behalf for participation in the preparation
of this Contract.

18.7 Government Code. Under Texas Government Code Section 2155.004, Contractor certifies
that the individual or business entity named in this contract is not ineligible to receive the
specified contract and acknowledges that this contract may be terminated and/or payment
withheld if this certification is inaccurate.

18.8 Outstanding Obligations. Payments due under the contract will be applied towards any
debt that is owed to the State of Texas. including but not limited to delinquent taxes and child
support.
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18.9 Contracting with Exccutive Head of State Agency. Contractor certifies this Contract is in
compliance with Texas Government Code Section 669.003 relating to contracting with the
executive head of a State agency. If Texas Government Code Section 669.003 applies, bidder
will provide the following information in order for the bid to be evaluated: Name of Former
Executive; Name of State Agency; Date of Separation from State Agency; Position with Bidder;
and Date of Employment with Bidder.

18.10 Buy Texas. Contractor will comply with Texas Government Code Section 2155.4441,
pertaining to service contracts regarding the use of products produced in the State of Texas.

18.11 Hurricane Recovery. Under Texas Government Code Section 2155.006, Contractor
certifies that the individual or business entity named in this Contract is not ineligible to receive
the specified contract and acknowledges that this Contract may be terminated and payment
withheld if this certification is inaccurate.

18.12 E-Verify. Contractor certifies and ensures that it utilizes and will continue to utilize, for
the term of this Contract, the U.S. Department of Homeland Security’s E-Verify system to
determine the eligibility of:

1. All persons hired to perform duties within Texas, during the term of the Contract; and

2. All persons (including subcontractors) hired by the Contractor to perform work
pursuant to the Contract, within the United States of America.

The Contractor shall provide, upon request of PUCT, an electronic or hardcopy screenshot of the
confirmation or (entative non-confirmation screen containing the E-Verify case verification
number for attachment to the Form 1-9 for the three most recent hires that match the criteria
above, by the Contractor, and Contractor’s subcontractors, as proof that this provision is being
followed.

If this certification is falsely made, the Contract may be immediately terminated, at the discretion
of the state and at no fault to the state, with no prior notification. The Contractor shall also be
responsible for the costs of any re-solicitation that the state must undertake to replace the
terminated Contract.

This term should not be construed to require Contractor to utilize E-Verify to determine the
eligibility of existing employees, or otherwise use E-Verify in violation of the law.

18.13 Debarred Vendors List. Contractor certifies that it is not on the Debarred Vendors List
located at hup: "www.window .state.tx.us procurement prog/vendor performance/debarred .

Article 19. GENERAL PROVISIONS

19.1 Relationship of Parties. Contractor is and shall remain at all times an independent
contractor, and nothing in this Contract shall be deemed to create a joint venture, partnership,
employment, franchise, master-servant, or agency relationship between the Parties. Except as
expressly provided to the contrary elsewhere in this Contract, no Party has any right or authority
to act on behalf of another Party, nor to assume or create any obligation, liability or
responsibility on behalf of another Party. Under no circumstances shall the relationship of
employer and employee be deemed to arise between the PUCT and Contractor’s personnel.
Contractor shall be solely responsible for achieving the results contemplated by this Contract,
whether performed by Contractor, its agents, employees or subcontractors.
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19.2 Non-Exclusivity. Nothing in this Contract is intended nor shall be construed as creating any
exclusive arrangement between Contractor and PUCT. This Contract shall not restrict PUCT
from acquiring similar, equal, or like goods and/or services from other entities or sources.

19.3 Taxes and Statutory Withholdings. Contractor acknowledges that it is not a PUCT
employee, but is an independent contractor. Accordingly, it is Contractor’s sole obligation to
report as income all compensation received by Contractor under the terms of this Contract.
Contractor is solely responsible for all taxes (federal, state, or local), withholdings, social
security, unemployment, Medicare, Workers’ Compensation insurance, and other similar
statutory obligations (of any governmental entity of any country) arising from, relating to, or in
connection with any payment made to Contractor under this contract. Contractor shall defend,
indemnify and hold the PUCT harmless to the extent of any obligation imposed by law on the
PUCT to pay any tax (federal, state, or local), withholding, social security, unemployment,
Medicare, Workers’ Compensation insurance, or other similar statutory obligation (of any
governmental entity of any country) arising from, relating to, or in connection with any payment
made to Contractor under this Contract. Further, Contractor understands that neither it nor any
of its individual employees is eligible for any PUCT employee benefit, including but not limited
to holiday, vacation, sick pay, withholding taxes (federal. state, local), social security, Medicare,
unemployment or disability insurance, Workers’ Compensation, health and welfare benefits,
profit sharing, 401(k) or any employee stock option or stock purchase plans. Contractor hereby
waives any and all rights to any such PUCT employment benefit.

19.4 Notice. Except as otherwise stated in this Contract, all notices provided for in this Contract
shall be (a) in writing, (b) addressed to a Party at the address set forth below (or as expressly
designated by such Party in a subsequent effective written notice referring specifically to this
Contract), (c) sent by FedEx, with proper postage affixed and (d) deemed effective upon the third
business day after deposit of the notice in the U.S. Mail.

IF TO THE PUCT:

ATTENTION: Brian H. Lloyd, Executive Director

1701 N. Congress Ave., 7" Floor

Austin, TX 78701

With copies to the PUCT Contract Administrator, and Jay Stone. CTPM, CTCM, at the same
address.

IF TO CONTRACTOR:

Attn: Michaela Clairmonte, Legal Dept. — Public Sector
12502 Sunrise Valley Drive

MS: VARESA0208

Reston. VA 20196

With copies to:

Attn: VP Legal Dept. - Sales & Distribution
Mailstop: KSOPHT0101-Z2525

6391 Sprint Parkway

Overland Park, KS 66251-2525
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19.5 Headings. Titles and headings of paragraphs and sections within this Contract are provided
merely for convenience and shall not be used or relied upon in construing this Contract or the
Parties’ intentions with respect thereto.

19.6 Export Laws. Contractor represents, warrants, agrees and certifies that it (a) shall comply
with the United States Foreign Corrupt Practices Act (regarding, among other things, payments
to government officials) and all export laws and rules and regulations of the United States
Department of Commerce or other United States or foreign agency or authority and (b) shall not
knowingly permit any non-Party to directly or indirectly, import, export, re-export, or transship
any intellectual property or any third Party materials accessed by Contractor during the course of
this Contract in violation of any such laws, rules or regulations.

19.7 Preprinted Forms. The use of preprinted forms, such as purchase orders or
acknowledgments, in connection with this Contract is for convenience only and all preprinted
terms and conditions stated thereon are void and of no effect. The terms of this Contract cannot
be amended, modified, or altered by any conflicting terms, provisions, or conditions contained in
a proposal or a preprinted form, such as purchase orders or acknowledgements. If any conflict
exists between this Contract and any terms and conditions on a proposal, purchase order,
acknowledgment, or other preprinted form, the terms and conditions of this Contract will govern.

19.8 Specific Personnel. Contractor has identified the personnel for this assignment (“Team”),
as follows: Olivia Dominguez, Maggie Schoolar, Chris Smith, and Sharon Behringer.

Contractor warrants that it shall use its commercially reasonable efforts to avoid any changes to
the Team during the course of this Contract. Should personnel changes occur during the term of
this Contract or any extensions or renewals thereof, Contractor will recommend to the PUCT
personnel with comparable experience and required qualifications and training. The PUCT must
approve any change in personnel on this project in writing, such approval not to be unreasonably
withheld. Contractor shall provide individuals qualified to perform the tasks assigned to such
individual. At the PUCT's request, Contractor shall remove from the project any individual
whom the PUCT finds unacceptable. Contractor shall replace such individual with another
individual satisfactory to the PUCT as soon as practicable.

19.9 Publicity. Contractor understands and agrees that no public disclosures or news releases
pertaining to this Contract or any results or findings based on information provided, created, or
obtained to fulfill the requirements of this Contract shall be made without the prior written
approval of the PUCT.

19.10 Privacy. Sprint’s privacy policy, as amended from time to time, is available at
www.sprint.com’lesal ‘privacy.html. The privacy policy includes information about Sprint’s
customer information practices and applies to the provisioning of the Products and Services.

Article 20. NO IMPLIED WAIVER

The failure of any party, at any time, to enforce a provision of this Contract will not constitute a
waiver of that provision; will not affect the validity of this Contract or any part of it; and will not
affect the right of any party to enforce each and every provision.

Article 21. ORDER OF PRECEDENCE
In the event of conflicts or inconsistencies between the provisions of this contract and its
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attachment(s), the following are given preference in the order listed below:
1) The terms and conditions of this Contract;
2) Attachment A, SOW, including any exhibits;

3) The Contractor’s proposal.

Article 22. FORCE MAJEURE

Neither the PUCT nor Contractor will be considered in default in the performance of its
obligations under this contract to the extent that the performance of such obligations is prevented
or delayed by any cause beyond the reasonable control of the affected party, which such party
could not, by due diligence have avoided, including but not limited to acts of God, severe
weather, explosions, riots, acts of war, or orders of legal authority. Such causes will not relieve
either party of liability in the event of its failure to use due diligence to remedy the situation and
remove the cause in an adequate manner, with all reasonable dispatch, and to give notice and full
particulars of the same in writing to the other party as soon as possible after the occurrence of the
cause that prevented or delayed performance of the obligations. If the event of Force Majeure
continues for a period of more than one hundred and eighty (180) days, either party thereafier
may terminate this contract upon giving at least ten (10) days prior written notice to the other

party.

Article 23, SEVERABILITY

[f any provision of this contract is held unlawful or otherwise unenforceable, such provision will
be severed and deemed deleted and the remainder of this contract will continue in full force and
effect, as if such provision had never existed.

Article 24. FUNDING OUT CLAUSE

This Contract is contingent upon the continued availability of funding. If funds become
unavailable through lack of appropriations, legislative or executive budget cuts, amendment of
the Appropriations Act, state agency consolidations, or any other disruptions of current
appropriations, provisions of the Termination Article shall apply, and the PUCT shall give
Contractor reasonable notice of termination due to lack of available funds. Furthermore, PUCT
shall be responsible for payment of fees and charges incurred for services provided prior to the
date the Contract is terminated. Any contract resulting from this solicitation is contingent upon
the continued availability of lawful appropriations by the Texas Legislature. See Texas
Conslitution, Article Il Section 49, State Debts; and Texas General Appropriations Act for the
2014-2015 Biennium, Article 1X, Section 6.03, Excess Obligations Prohibited.

Article 25. DRUG FREE WORKPLACE POLICY

The contractor shall comply with the applicable provisions of the Drug-Free Work Place Act of
1988,41 U.S.C. § 8102, et seq., and 48 CFR § 52.223-6 Drug-Free Workplace) and maintain a
drug-free work environment. The requirements of the Drug Free Workplace Act and the rules
interpreting it are incorporated by reference and the contractor shall comply with the relevant
provisions thereof, including any amendments that may hereafter be issued.

Article 26. SUBSTITUTIONS
Substitutions are not permitted without written approval of the PUCT.
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Article 27. RIGHT TO AUDIT

Subject to Section 2.5, Records of this Contract and pursuant to Section 2262.003 of the Texas
Government Cade, the State Auditor may conduct an audit or investigation of Contractor or any
other entity or person receiving funds from the state directly under this Contract or indirectly
through a subcontract under this contract. The acceptance of funds by Contractor or any other
entity or person directly under this contract or indirectly through a subcontract under this
contract acts as acceptance of the authority of the state auditor, under the direction of the
legislative audit committee, to conduct an audit or investigation in connection with those funds.
Under the direction of the legislative audit committee, Contractor or any other entity that is the
subject of an audit or investigation by the state auditor must provide the state auditor with access
to any information the state auditor considers relevant 1o the investigation or audit. Contractor
will ensure that this clause concerning the authority to audit funds received indirectly by
subcontractors through the vendor and the requirement (o cooperate is included in any
subcontract awards.

Article 28. TECHNOLOGY EVOLUTION.

28.1 In the normal course of technology evolution and enhancement, Contractor continually
updates and upgrades its networks, products and services. In some instances, these efforts will
result in the need to ultimately replace or discontinue certain offerings or technologies. In such
event, Contractor will undertake such efforts in a customer-focused and commercially reasonable
manner. Accordingly and notwithstanding anything in this Contract to the contrary, Contractor
reserves the right, in its sole discretion, after providing the notice set forth in subsection (2)
below, to: (a) migrate a customer to a replacement technology; or (b) discontinue any product,
service, network standard, or technology without any party being in breach of this Contract or
incurring early termination liability relating to the discontinuance of the affected product,
service, network standard, or technology (collectively, a “Technology Change”). If requested by
the PUCT. within a reasonable period of time following Contractor’s notice, Contractor and
PUCT shall meet to discuss 1) the impact to PUCT of the Technology Change, and 2) how
Contractor will implement the Technology Change. If Contractor chooses to migrate the PUCT
to a replacement technology as a result of a Technology Change, and the PUCT reasonably
determines such migration has a material adverse effect on the PUCT’s use of Contractor’s
Product or Service, then the PUCT may terminate the affected Product or Service without either
party being in breach of the Contract or incurring early termination liability relating to the
discontinuance of the affected Product or Service.

28.2 If Contractor takes any action set forth in subsection 28.1 above, Contractor will provide
advance notice reasonably designed to inform the end customer (if affected) of such pending
action. The form of Contractor’s notice may include providing written notice to any address (a)
listed in this Contract for the end customer, (b) Sprint uses for billing, or (¢) set forth in an order.
The parties agree that such notice is reasonable and sufficient notice of Contractor’s pending
action.

Article 29. ENTIRE AGREEMENT

This contract, including Attachment A, SOW, constitutes the entire agreement and understanding
between the parties with regard to its subject matter and supersedes and merges all prior
discussions, writings, negotiations, understandings, and agreements concerning the provision of
these Services. Any terms and conditions attached to a solicitation will not be considered unless
incorporated into this Contract by specific reference.
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In WITNESS WHEREOF both parties by their duly authorized representatives have executed

this contract effective as of the last date signed.

The Public Utility Commission of Texas

B 17

/
7.

Sprint Communigatjons Company, L.P.
> M s
WA &7/

Brian H. Lloyd
Executive Director

Date Signed: HI?@//(«J
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Michaela Clairmonte
Manager, Contract Negotiations

Date Signed:
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Approved by
Public Sector Legal
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ATTACHMENT A
STATEMENT OF WORK

1. Definitions

1l. Management Requirements

A

The Telephone Relay Access Service (“TRS” or “relay service”) account manager must
be stationed at a relay center in Texas. The TRS account manager must be responsible
for TRS in Texas only, including all subcontracted relay services provided by this
contract.

The TRS center(s) must be located in Texas. However, the TRS provider may reroute up
to twenty (20) percent of the total traffic to its relay center(s) in other states if necessary
to meet required average speed answer (ASA). In addition, the TRS provider may
reroute up to 100% of emergency calls and desirable services (such as Speech to Speech
(STS), Spanish TRS, Voice Carry Over and Video Assisted STS) to other relay centers,
including relay centers in different states if necessary.

Although it is a Mandatory Service, up to 100% of Captioning Telephone Voice Carry
Over (VCO) service may be provided from outside of Texas if:

1. The method used to ensure that these services will be continuously monitored,
assessed for quality control, and managed to ensure that each subcontracted service
will maintain the same level of quality as other instate services required by the Texas
TRS contract;

The services are provided more cost effectively from locations(s) outside Texas as
compared to being located inside of Texas.

[}

111. Mandatory Services

A.

Availability.

The TRS provider shall make the TRS accessible and available for all Texans 24 hours a
day, 365 days a year. Callers shall be able to place calls from their primary location and
locations other than their primary location — anywhere in the world where
telecommunications systems exist and from any locations reachable by wireless services
(such as cell telephones) and shall be able to utilize alternative billing arrangements if the
TRS provider bills relay users for long distance calls. The following services which are
not specifically mandated by the FCC or the State are available during limited operating
hours: Spanish CapTel is available for all state relay programs 7 am to 11 pm CT, 7 days
a week.

Compliance with Existing Regulations

The TRS provider shall establish procedures regarding complaints, inquiries, and
comments about the TRS, TRS subcontractors, and all relay calls contracted through
Relay Texas, and all TRS personnel. The TRS provider must ensure that relay callers
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who wish to register a complaint are able to reach a supervisor or administrator while
connected during a relay call. The TRS provider must also include safeguards for
complainant privacy and confidentiality.

The TRS provider must keep all complaints along with detailed reports specifying the
manner in which the contractor responded to the complaint and whether the complaint
was resolved. The contractor shall submit this report monthly and submit an annual report
to the PUCT containing all information required by the FCC including the MARS report,
complaint log report, and others as required by the FCC.

C. Technical Specifications

1. Switching System: The switching system must ensure that no calls are dropped
due to technical failure on the part of the TRS provider. The TRS provider’s
switching system must be capable of undergoing preventive maintenance while the
system is in operation.

2. Network Configuration: The TRS provider's transmission circuits shall meet or
exceed industry interexchange performance standards as identified by the ANSI
T1.506-1990, Network Performance — Transmission Specifications for Switched
Exchange Access Network standards for circuit loss and noise.

3. Service Expansion: The TRS provider must be capable of expanding the
service in response to increasing demand. The TRS shall maintain, throughout the
contract term, all telephone relay performance standards specified in the Request for
Proposals.

4. Uninterruptible Power System: The relay center(s) must have a back-up system
sufficient to allow the center(s) to operate for a minimum of 12 hours after a power
failure. Re-routing to other centers in an emergency situation is acceptable and
encouraged, but does not replace the back-up system.

5. Disaster Recovery Plan: The TRS provider will notify the PUCT Contract
Administrator of any disruption in service that lasts more than 30 minutes. The TRS
provider will provide such notification within three hours of the time the disruption
begins. In its notification of service disruption, the TRS provider shall explain how
the problem will be corrected and give an approximate time and date when relay
service will be in full operation. Additionally, after the service is back in full
operation, the TRS Provider shall submit a written report on the problem and
resolution to the PUCT Contract Administrator. Note: If Average Speed of Answer
(ASA) is over 5 seconds due to disasters beyond control of TRS Provider and the
TRS Provider requests that the penalty fee be waived, then the TRS Provider shall
submit to the PUCT Contract Administrator the request for waiver within 7 days of
the occurrence. The TRS Provider must enroll in the FCC's Telecommunications
Service Priority (TSP) program and continue o operate telephone relay services in
the event of terrorist acts.
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D. Standard Service Specifications

1. Local and Intrastate Toll Calls: The relay service must provide local and intrastate toll
calls.

2. Interstate Toll Calls: The TRS Provider must provide interstate relay service. Funding
for interstate service will come from the interstate jurisdiction as mandated by the
Federal Communications Commission.

3. Billing Requirements: If the TRS provider bills relay users for long distance toll calls,
the TRS Provider must meet the following requirements:

(1) The TRS Provider must have the capability to charge relay users for collect calls,
person-to-person calls, and calls charged to a third party;

(i1) The TRS Provider must have the capability to bill any Texas local exchange
company calling card and any non-proprietary interexchange company calling
card;

(iii) Billing must originate in the geographic locality where the caller is situated and
end in the geographic locality of the called party; and

4. 7-1-1 Service: The TRS must be accessible by dialing 7-1-1. The TRS provider will
utilize a Voice Response Unit (VRU) to answer 7-1-1 dialed calls. The VRU will
answer with a brief voice interactive menu to give hearing persons an opportunity to
press a button to connect to a relay agent to make a voice call. If there is no selection
detected, the call will automatically transfer to TTY mode. The TRS Provider will use
automatic number identification (ANTI) to brand the calls based on the device used for
future relay calls from the same ANI. The User Database configured by relay user
(including hearing persons) will override ANI branding. The TRS Provider shall then
reroute 7-1-1 calls to the relay user's preferred 8xx number (such as VCO, TTY, STS,
etc). The TRS provider shall continue to provide 8XX relay. The TRS provider will
provide a monthly report showing how many relay calls are initiated by 7-1-1 and
8XX users.

5. Automatic Branding: The TRS provider must include automatic branding as follows:

(i) when a relay user calls Relay Texas through 711, automatic number identification
(ANI) will automatically brand the telephone number to 711 for future use;

(i) the next time a relay user uses the same telephone number, the AN will
automatically provide the requested type of call:

(iii) if the relay user uses a different type of call, then ANI will brand the telephone
number with the new type of call for future use.

6. User Database and Relay User Input. To assist in making relay calls more efficient,
the TRS provider must provide a database of users' call preferences such as type of
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call, billing information, speed dialing, slow typing, carrier of choice, etc. This
information, once provided by the relay user must appear on the agent screen when a
user calls the relay center from the registered ANL Relay users must be able to
provide their database information to the relay provider via mail, fax, and Internet.
Note: If a relay user states a preference for a type of call, such as American Standard
Code Information Interchange (ASCII), Voice Carryover (VCO), Speech-To-Speech
(STS), etc. this preference will override the automatic branding. A different relay user
may use the telephone number with permanent branding, but must be able to ask for a
different type of call. The permanent branding remains effective until the relay user
specifically requests that the TRS provider's agent change the user's preference in the
database.

7. Usage. The TRS provider will not place restrictions on the length or number of calls
placed by customers through the TRS, even during peak times.

8. Access to Automated System. The TRS provider’s services must allow users
(including but not limited to TTY, VCO, ASCII, Hearing-Carryover (HCO and STS))
to call services in order to send messages. These services can include paging services,
voice menus, answering machines, or any other automated system that either records
or passes on a voice, text, or electronic messages to the other party.

9. Courtesy and Intercept Messages. After approximately five rings a courtesy message
shall inform callers that they have reached Relay Texas or, when applicable, the
Captioned Telephone service provider. An example of a courtesy message would be
“Welcome to Relay Texas. An agent will be with you shortly." Appropriate intercept
messages shall also be provided if there is a system failure or if all relay stations
continue to be busy. This message will occur no longer than 30 seconds afier the
courtesy message has been invoked and may be repeated. Note: An intercept message
with a customer waiting on the line shall not constitute an answer. Accordingly, the
TRS provider shall not bill the time in queue to the TUSF. Busy signals are not
allowed, unless related to equipment failure of a third party.

10. Carrier of Choice (COC). If the TRS provider bills relay users for long distance, then
the TRS provider must allow the relay user to choose his or her preferred
interexchange carrier (IXC) when placing toll calls through TRS. The relay agent is
not required to offer the option, but must describe the option when asked by a relay
user. An explanation of COC must be included in all appropriate relay publications.
The TRS provider must maintain a list of participating long distance carriers and
share it publicly.

11. Text and Voice Calls. The TRS provider must design its system so that the TRS shall
be capable of receiving and transmitting voice and text calls that may involve
electronic signals, including but not limited to Baudot code and ASCII standards.

12. Type of Transmission. The TRS provider shall be able to process relay calls made by
digital and analog transmissions, including calls placed using enhanced speed options
such as Turbo Code™ and Enhanced Turbo Code with dial-through technology (E-
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Turbo™)as offered by Ultratec (a TTY manufacturer), during the contract period.

13. Charges for Local Calls. In compliance with the PUCT's Substantive Rule §26.414
(b)(3)(A), local exchange carriers shall not impose access charges on calls made
through the TRS which originate and terminate within the same toll-free local calling
scope.

14. Extended Area Service (EAS). The TRS provider must ensure that relay users are not
billed for tol! usage when completing EAS calls, including calls made by or to
subscribers of optional EAS.

15. Charges for Intrastate Toll. Sprint will bill Relay Texas end users who select Sprint
long distance for intrastate toll calls no more than $0.03 per minute.

16. Answering Machine and Voice Mail Procedure: The TRS provider shall use the
following minimum procedures for processing relay calls that reach an answering
machine or voice mail.

(i) The relay agent will inform the caller when an answering machine or voice mail
has been reached. In the event a captioned VCO telephone service provider is
handling the call, the captioned VCO telephone service agent will inform the
caller when an answering machine or voice mail has been reached.

(ii) When the relay caller is a text user and the answering machine message is long,
the agent will record the message, and convey it to the relay user in its entirety.

(iii) The relay agent will relay the complete outgoing message verbatim including the
option for the relay caller to leave a message if stated on the outgoing message.

(iv) The relay agent will leave the relay caller's message (voice or text).
(v) The relay agent will confirm to the caller that the message has been left.

(vi) The relay caller will be charged for only one call (the first call) regardless of the
number of calls that may be required to retrieve and convey the answering
machine message and/or to leave a message.

17. Recording Answer Machine or Voice Mail: If the caller reaches an answering
machine or voice mail, the system must allow the relay agent to record a voice
announcement and relay the message to the caller without having to call back each
time to get the entire message. The system must provide for deletion of the recorded
message once the relay call is completed.

18. Voice Menus Procedure: The system must allow relay agents to convey voice menus
to the relay user quickly in order to process the relay call as quickly as possible. The
TRS provider will charge the relay caller for only one call (the first call) regardless of
the number of calls that may be required to retrieve and convey the voice menu
message.

CONTRACT NO. 473-17-00001
Page 24 of 33



19. One-Line Answering Machine or Voice Mail Retrieval: The system must allow a
relay user to call Relay Texas to retrieve voice messages from answering machines or
voice mail without connecting to the third party. The system must allow the relay
agent to record messages from answering machines or voice mail and then relay the
message to the caller. The system must provide for deletion of the recorded message
once the relay call is completed

20. Number Verification and Identification of Calls. The system must provide a text relay
user with the number dialed and identify the type (local, long distance, toll free) of
call made. This will help users know if a number has been misdialed and be aware
whether the call is local, long distance, or toll free.

21. Access to 9xx and 8xx Pay-Per-Call Services: The system must allow access to and
end-user billing for 9xx and 8xx number pay-per-calls. The system must determine if
the end user's phone number is blocked from making such calls through either the
Customer Profile or through a toll-free 900 access number. The 50% discount rates
for intrastate relay calls do not apply to these calls.

22. Access to Restricted 8xx Numbers: The system must allow access to regionally
restricted 8xx numbers by local relay users in cities or towns where relay centers are
outside these regions.

23. Directory Assistance: The system will allow users to access local and long distance
directory assistance through the TRS. Local directory assistance calls must be billed
to end users at the same rates (or less) that are billed by the local company serving the
end user. Long distance directory assistance calls must be billed at rates no higher
than the tariffed rate of the carrier used for long distance directory and only
conversation minutes used in the call will be compensated.

24. Emergency Calls: The system must include appropriate procedures for handling
emergency calls in the shortest possible time. The TRS provider must offer a system
for incoming emergency calls that, at a minimum, automatically and immediately
transfers the caller to an appropriate Public Safety Answering Point (PSAP). An
appropriate PSAP is either a PSAP that the caller would have reached if he had dialed
911 directly, or a PSAP that is capable of enabling the dispatch of emergency services
to the caller in an expeditious manner. When dialing 911 from a one-line CapTel
call, the call automatically connects to the PSAP (not through Relay Texas). Two-line
users connect directly to the PSAP and may engage the CapTel center for captions on
the second line.

25. Blockage Rate: Mandatory: The system must not allow a caller to receive a busy
signal. The system must utilize a queue service when a busy signal is detected, unless
it is related to an equipment failure of a third party.

26. Average Answer Time: Average speed of answer (ASA) times shall not exceed 5
seconds in a single 24-hour period. This includes special services such as STS.
STS/VCO, Captioning Telephone VCO, etc. The TRS provider shall measure by
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28.

sampling the ASA a minimum of once every 30 minutes for each 24-hour period.
ASA shall be measured from the time the call hits the first measurable switch point to
the point at which a relay agent is dedicated to the call. An answer shall mean that the
relay agent.is ready to render assistance and/or ready to accept information necessary
(o process the call. Each time ASA exceeds 5 seconds in any 24-hour period. the
TRS provider shall be penalized $500, unless the PUCT waives the penalty for good
cause, at the PUCT’s sole discretion.

. Caller-ID: If the relay user has purchased Caller 1D services from their telephone

provider, the system must display a caller's telephone number on the called party's
Caller ID. Caller ID options, such as blocking or anonymous call rejection must be
provided, if purchased from the relay user’s telephone provider.

ASCII Split Screen: The system must provide a "Split-screen” for relay agents
handling ASCII calls upon a caller's request.

E. Service Specifications.

[C)

The system must allow VCO and HCO users to utilize both TTY modes: acoustic
mode and direct connect mode. The system also must allow VCO relay users to set up
a call using voice communication without the TTY transmission that is normally
required to set up the relay call.

Flexibility in Using VCO and HCO: The system must provide VCO and HCO upon
request of the relay user, regardless of the Relay Texas access number being used by
the relay user.,

Releasing Relay Call - TTY to TTY: The system must allow a call that began as a
voice-user 10 TTY call to become a TTY to TTY call. Note: Once the user releases a
relay call, the TRS provider shall not bill the remainder of the call time to the TUSF.

Slow Typing for Deaf-Blind and Visually Impaired Users: Agents shall type at a
slower speed for Deaf-Blind and Visually Impaired relay users. The agent must
maintain the typing speed throughout the call, in order to maintain efficiency.

Default Typing Speed for Deaf-Blind 800 number: The system must have a default
buffer typing speed of 15 words per minute when a caller uses an 800 number for
deaf-blind or visually impaired persons. The relay agent may type at a normal pace,
but the text will come across to the users at a rate of 15 words per minute. This
service must allow the user to request increased or decreased rates of the transmission
of text in increments of 5 words per minute.

Spanish Translation: The system must provide both Spanish-only and translation
services: Spanish to Spanish, Spanish to English, or English to Spanish. Please note
that the FCC reimburses TRS providers for only Spanish-language interstate minutes.
All TRS minutes, including both interstate and intrastate, involving Spanish-to-
English or English-to-Spanish translation will be billed to the State. Spanish CapTel
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(with no translation) is available for all state relay programs 7 am to 11 pm CT, 7
days a week.

7. Unique 8xx and 9xx Telephone Numbers for Services: The TRS provider shall offer
separate toll-free numbers for services to make call set-up more efficient, including the
following current numbers:

Voice (800-735-2988),

TTY (800-735-2989),

ASCII (800-735-2991),

RTX Spanish TRS (800-662-4954),

RTX Spanish Translation TRS (888-777-5861),

VCO (877-826-1789),

Pay Per Call (900-230-2303),

Reduced Typing Speed (877-826-9348),

STS (877-826-6607),

STS/VCO (877-826-6608),

1-800-676-3777 (TTY/Voice/ASCII/VCO/HCO) - Sprint Customer Service,
1-800-676-4290 (TTY/ASCII/HCO/Voz/VCO) - Sprint Spanish Customer Service,
1-877-787-1989 ~ Sprint Speech to Speech Customer Service,
1-866-931-9027 ~ Sprint VCO Customer Service,

*787 - Sprint Wireless Speech-1o-Speech Short Code,

1-866-334-8193 — CapTel Standard English Data-in Service Number,
1-877-243-2823 - CapTel Standard English Voice-in Service Number,
1-800-933-5129 - Texas English Voice to CapTel Service Number,
1-866-217-3339 -~ CapTel Standard Spanish Data-in Service Number,
1-866-217-3362 - CapTel Standard Spanish Voice-in Service Number,
1-800-933-5417 - Texas Spanish Voice-in Service Number,
1-888-269-7477 - CapTel English Customer Service Number,
1-866-670-9134 — CapTel Spanish Customer Service Number

&

Existing 8xx Telephone Numbers: The system shall use existing Relay Texas 8xx
numbers, as listed above, and the TRS provider shall add or reduce the number of
access methods as desired by the State within 60 days at no additional charge.

F. Relay Agent Specifications

1. Identification of Relay Agent — Gender and Number: Each relay agent who
processes Relay Texas calls, TRS, and captioned telephone VCO service will be
assigned an identification number. When answering a relay call, the relay agent will
answer with his or her number and gender identification such as: "RTX 105M". The
relay caller must be able to request an agent of a specific gender.

1~

Confidentiality: TRS must be provided in a manner that ensures confidentiality
regarding existence and content of conversation as required by applicable laws. The
TRS Provider must outline disciplinary and/or termination procedures in writing if
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relay agents violate confidentiality laws. Chapter 82 of the Texas Human Resources
Code (as amended) contains confidentiality requirements for relay agents and
interpreters and may be found at the following URL:
htp://www.statutes.legis.state.4x.us/Docs/LHR htm/[1R.82.hum.

3. Relay Agent Training: TRS Relay agent training must include instruction on proper
translation/interpretation of typed ASL (ASL gloss and ASL grammar). information
about deaf culture, and information about the needs of hard-of-hearing, speech-
disabled, and deaf-blind users. Training will involve simulated call handling.
Appropriate parts of agent training shall be provided by persons from the deaf, hard-
of-hearing, speech-disabled, and deaf-blind communities with expertisc in the field of
language interpreting, ASL. A minimum of three days (24 hours) of training should
be focused on understanding basic American Sign Language. New relay agents may
not be released from probationary status prior to showing a basic understanding of
written ASL gloss for a minimum of three months. This requirement should in no
way alter the at-will status of relay agents’ employment. The TRS provider shall
provide increased oversight to probationary agents.

4. Relay Agent Counseling: The TRS provider shall provide counseling and support
programs to assist TRS and CTS VCO relay agents in dealing with the emotional
aspects of relaying calls. The programs must maintain confidentiality as required
above.

5. Procedures for Relaying Communication: All relay agents must convey the full
content, context, and intent of the relayed communication style being translated.
Throughout the phone call, relay agents must strive to maintain functional
equivalency to a standard (non-TRS) phone call. All secondary activities that would
normally be known to a hearing person engaged in a telephone conversation must be
relayed whenever possible. Unless the relay user requests otherwise, the agent shall
relay all calls according to the following procedures:

(i) Relay agents will explain the service, using brief and concise language, as
appropriate. This section is not applicable to CapTel in which the relay agent is
transparent.

(ii) The originating relay user retains full control of the call: The caller shall have the
option of telling the relay agent what aspects of the call she or he will handle. For
example, a text relay caller may request that he or she introduce relay services to
the called party, rather letting the relay agent do the introduction.

(iii) Relay agents shall maintain a neutral position: Relay agents shall not counsel.
advise, or interject personal opinions or additional information during a relay call,
even if the relay communication breaks down. An exception to this occurs when
either the relay caller or called party requests assistance from a relay agent or
during an emergency call. Even then, a neutral position must be maintained to the
extent possible. Relay agents shall not offer any advice based on personal
judgments regarding the content of any relay communication (i.e.. "Don't do what
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he is asking you to do" or "he's trying to rip you off"'). Relay agents shall not have
a personal conversation with anyone who calls the TRS at any time, except to
extend a polite and concise response when prompted, such as "thank you" if a
relay user comments on a job well done.

(iv) Relay agents shall keep both parties informed on the status of the relay call: This
information includes, but is not limited to, an indication of such signals as dialing,
ringing, busy, disconnected, recording, fax sound, or holding. Captioned
telephone VCO relay agents shall keep CTS VCO users informed regarding the
status of a call, including but not limited to an indication of such signals as
dialing, ringing, busy, disconnected, recording, fax sound, or holding.

(v) To the extent possible, the relay agent shall identify to the text and CTS VCO
relay user whether the hearing or voice user is female or male by using
parentheses at the beginning of a call as follows: "(M)" or "(F)"

(vi) All comments directed to either party by the relay agent shall be relayed to the
other party. For example, if the relay agent asks a hearing party, "Will you accept
a collect call?" these words will be relayed to the text and CTS VCO relay user in
parentheses. Likewise, all comments directed to the relay agent by either party
shall be relayed. For example, if a text relay user types, "Yes, | will accept the
charges," these words will be relayed to the other relay party as “(The party says,
“Yes, I will accept the charges.")."

(vii) Relay agents shall, to the best of their abilities, convey to the text and CTS
VCO relay user the voice relay user's tone of voice. Whenever possible,
characterizing of tone of voice will first be conveyed with descriptive words such
as "yelling," "crying," "loud," "quiet," or "foreign accent.” These words shall be in
parenthesis. If it is clear to the relay agent that the tone of voice is more emotional
than the descriptive sound words can provide, then relay agent can type
something such as "(sounds angry)" in addition to the descriptive sound words if
it makes conversation clearer. Such descriptions and other similar utterances shall
be in parenthesis, preceded by the word "sounds." Relay agents may also be
creative in the ways that they may convey the hearing person's vocalizations to
the text user. If the voice Relay User "groans” or "hums" these could be relayed as
"O0O0hh" or “hmmm.” An excited "yes" may be relayed as "yesss!!!". The TRS
and CTS VCO Provider shall provide training in voice tone conveyances as part
of the overall agent training.

(viii) When the relay agent verbalizes for the text relay user, the agent shall
adopt a conversational tone of voice appropriate to the type of call being made. If
a text user types an expression (for example "000h") the relay agent shall
verbalize accordingly.

(ix) The relay agent will identify background noise (e.g. "baby crying,” "music," and

“coughing") to the text and CTS VCO relay user whenever possible.
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(x) There shall be no censorship or omission by relay agents in any situation. Relay
agents must convey everything, including profanity, to the other party.

G. Relay Agent Skills and Proficiency

The TRS provider shall ensure that no relay agent who, within the training period,
lacks the skills listed in the following subsections shall be used as a relay agent, with
the few exceptions as noted.

1. Relay agents must possess 12th grade level spelling skills. The TRS provider shall
appropriately test applicants to determine grade level spelling skill. The PUCT
Contract Administrator may request that the TRS provider submit reports on relay
agent spelling skills and the TRS provider shall comply within a reasonable period of
time not to exceed 30 days.

o

TRS relay agents must be able to type at a speed of 60 words per minute (wpm) for
five minutes by the first day of actual relay agent work. These relay agents must be
tested every six months to ensure that the 60-wpm for five minutes standard (voice to
text) is maintained. These periodic tests shall simulate actual working conditions and
must not be standard typing tests. Tests should be modified with sufficient frequency
to ensure that relay agents cannot "learn" the test. The PUCT Contract Administrator
may request that the TRS provider submit reports on relay agent typing speed scoring,
and the TRS provider shall comply within a reasonable period of time not to exceed
30 days.

3. The relay agent's speech must be clear and easily understood by hearing relay users.

4. In order to assist in clearer understanding between the two parties. relay agents must
translate the typed languages of relay users whose primary language may be ASL or
whose written English language skills are limited to grammatically correct
conversational English. If text users instruct the relay agent to type verbatim, agents
shall follow such instructions. This section is not applicable to CapTel as the
captioners do not translate ASL.

5. During all shifts, TRS relay agents fluent in Spanish must be available to provide
translation when one or both relay users communicate in Spanish. Most Spanish
speakers in Texas are familiar with the Spanish spoken in Mexico.

H. TRS and CapTel Audits

The contractor will be responsible for engaging an independent auditor to conduct the
audits specified below. The audits must be completed within 90 calendar days after the
fiscal year has ended (August 31st). The contractor must receive the Relay
Administrator's written approval of the audit firm and of the proposed scope of work
before the audit begins.

l. Year One and Three — The contractor will engage an independent auditor to conduct
quality assurance audits on all aspects of relay service delivery covered by the
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contract to determine whether the expected level of service is being met. The scope of
these audits will include, but is not limited to, the following performance criteria:

(i) Typing speed/captioning speed

(ii) Typing accuracy/captioning accuracy
(iii)Average accuracy with and without corrections
(iv)Reason for errors

(v) Average connect time

(vi)Conversation minute length

2. Years Two and Four - The contractor will engage an independent auditor to conduct
a SSAE 16 Type Il audit on administrative and operational procedures for the fiscal
years ending August 31, 2018: and August 31, 2020.

I. The cost of these audits will be billed as a separate line item on the relay service invoice
and will be paid from USF funds. Upon completion of each audit, the contractor will
provide the auditor's written report with management response to the PUCT. The written
report must include all processes and procedures that were examined and the results of
the examination.

1V. Outreach
A. Budget

The TUSF will reimburse the TRS provider up to $100,000 per year (beginning
December 1, 2016) for outreach and promotional items to Texas localities including up to
$5,000 per year for website development and maintenance. The TRS provider shall
perform outreach activities and provide monthly reporting of outreach activities. Monthly
reporting can be part of the monthly invoice as noted in Exhibit G. The TRS provider
shall coordinate/provide annual Relay Texas outreach projects including but not limited
to: a Relay Texas website; participation in events that provide disability-related
information for people with hearing and/or speech loss; promotional give-aways with
Relay Texas logo; and promoting general public awareness.

B. Annual Approval

The TRS provider annually shall outline costs and activities for each outreach project and
submit them to the PUCT Contract Administrator for review.

C. Promotional Items

The TRS provider will work closely with the PUCT Contract Administrator in designing,
developing, and approving promotional items intended to educate Texans about Relay
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Texas and thus bring its services to all potential users. These items may include but are
not limited to brochures, giveaways, and videos (informational or training).

D. Website Development and Maintenance

The TRS provider shall maintain a Relay Texas web site accessible by and useful to
consumers in order to provide pertinent relay service information including service
provider contact information. The TRS provider will work closely with the PUCT
Contract Administrator in designing, developing, and approving website information
intended to educate Texans about Relay Texas. The relay service contract manager shall
report all updates and changes to the website to the PUCT Relay Administrator as they
occur. The website shall be operational by December 1. 2016. Costs incurred shall be
reimbursed up to $5,000 per year.

V. Reporting Requirements
A. Mandatory Records Maintenance

1. The TRS provider must maintain its records of all relay operations to permit the
review and confirmation of TRS and CTS VCO data as well as other data by the
PUCT Contract Administrator.

I

The TRS Provider must report enough information to local exchange companies to
enable them to meet the statutory prohibition on charging access charges on calls that
originate and terminate within the same local calling area.

B. Monthly Reports

The following are mandatory monthly reports. (Refer to Attachment B for formatted copies
of mandatory reports from April 2016.)

1. Reporting discrepancies, errors, and misconduct

Contractor shall provide a detailed explanation of any discrepancies or errors
uncovered in a review of the monthly data provided in the monthly invoice

(i) If the PUCT requires any corrective action arising from audit reports, Contractor
shall provide a monthly status report to the PUCT Contract Administrator
addressing any corrective action arising from audit reports. This information shall
include, but shall not be limited to, the status of actions regarding billing or data
reporting errors.

(ii) Contractor shall provide notification to the PUCT Contract Administrator of
actual or suspected waste, fraud, abuse, or other potential misconduct in writing
within seven working days of discovery.

S

Annual Reports - Report on Texas Relay activities from previous years, proposed
outreach activities for next fiscal year, all FCC complaint Logs and MARS reports.
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VI. Compensation
A. Rates per conversation minute
1. TRS -8$2.37
2. CapTel - $1.97

B. Conversation Minutes are the time that all three parties (caller, called party, and relay
agent) are connected during a relay call, calculated on a per-minute basis of usage. The
called party can include answering machines, answering services, voicemail. voice
menus, etc. Time spent beginning a call, time between calls, or time spend ending a call
when only the relay agent and one other party are connected is not included in
conversation minutes. Conversation minutes are captured within a tenth of a second
precision, recorded in seconds, and rounded by service category at the end of the month
to the nearest hundredth of a minute.

C. Texas Universal Service Fund (TUSF) - the fund established by Texas law in Texas
Utilities Code Chapter 56, Subchapter D (Section 56.101 et seq) from which payment is
made to compensate the TRS provider. The TUSF administrator will make monthly
payments, as provided by the contract, to the TRS provider after the PUCT approves each
invoice.
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS

SERVICE COMPENSATION INVOICE FOR THE MONTH OF:

April 2016

INVOICE DATE: 5/10/2016 Revised: 5/17/2016

INVOICE NUMBER: 98040162000013

SERVICE COMPENSATION:

Usage Charges / TRS
Usage Charges / CapTel

Total Usage Charges for this Invoice

ASA NON-COMPLIANCE:

ASA Non-Compliance and overbilling

Total Service Compensation with ASA Non-Compliance and overbilling

PUBLICITY EXPENSE:

Outreach Expense Non-reimbursement for April 2016
Outreach Expense Reimbursement for April 2016

Total Service Compensation with Outreach Expense Reimbursement
AUDIT EXPENSE:

Audit - Year Four (September 2014 - August 2015)
Quality Assurance Audit

Total Service Compensation with Audit Expenses

LAST MONTH'S BALANCE LEFT OVER AFTER PAYMENT BY RELAY TEXAS:

TOTAL AMOUNT DUE (**):

$44,701.67
$135,209.62

$179,911.29

$0.00
$179,911.29

$0.00
$0.00
$179,911.29

$0.00
$0.00
$179,911.29

$211,911.95

$391,823.24

| certify that the above charges are to the best of my knowledge accurate, current, just and have not been billed except as

indicated and that payment therefore has not been received by Sprint.

Dloni vV Doraingeoos,

Olivia Dominguez, Customer Relationship Manager

Jay Stone, Relay Texas Administrator

5/25/16

Date

Date

** See Texas invoices & payments reflecting payments received through May 9, 2016
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS
DETAILS OF COMPENSATION AND STATISTICS - TRS
(Mandatory)
APRIL 2016
INVOICE NUMBER: 98040162000013
Conversation Minutes 39,988.08
Less Interstate Minutes 7,828.61
Total Billable Minutes 32,159.47
Price per Minute of Service $1.39
Billable Minute Compensation $44,701.67
Publicity Expense (non reimbursable) $0.00
Publicity Expense $0.00
ASA-Non Compliance Penalty $0.00
Audit Expense - Year Three $0.00
Quality Assurance Audit Expense $0.00
Total Compensation $44,701.67
Number of Billable Calls 7,616
Average Length of Outbound Calls (conversation minutes) 517
Average Length of Completed Relay Calls (session minutes) 6.53
Average Call Setup/Wrap Up Time (minutes) 20.83%
ASA (in seconds) 0.60
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS

DETAILS OF COMPENSATION AND STATISTICS - CAPTEL

(Mandatory-Optional)
APRIL 2016

INVOICE NUMBER: 98040162000013

Conversation Minutes 86,813.42
Less Interstate Minutes 11,277.32
Total Billable Minutes 75,536.10
Price per Minute of Service $1.79
Billable Minute Compensation $135,209.62
Publicity Expense $0.00
ASA-Non Compliance Penalty $0.00
Total Compensation $135,209.62
Number of Billable Calls 32,309
Average Length of Outbound Calls (conversation minutes) 2.69
Average Length of Completed Relay Calls (session minutes) 3.08
Average Call Setup/Wrap Up Time (minutes) 12.66%
ASA (in seconds) 0.73
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS
YEAR-TO-DATE PAYMENT HISTORY
Texas invoices & payments
Account number: 926099087

Invoice No. Usage Period Invoice Amt Payment Amt Difference Date Received
98090142000013 9/1/14 - 9/30/14 $240,488.84 $240,488.84 $0.00 11/19/2014
98100142000013 10/1/14-10/31/14 $238,960.98 $238,960.98 $0.00 12/26/2014
98110142000013  11/1/14 - 11/30/14 $225,529.62 $225,529.62 $0.00 1/16/2015
98120142000013  12/1/14 - 12/31/14 $291,037.96 $291,037.96 $0.00 2/9/2015

Accounts Receivable adjustment $0.01 2/9/2015
98010152000013 1/1/15-1/31/15 $262,385.81 $262,385.81 $0.00 3/13/2015
98020152000013 2/1/15 - 2/28/15 $215,481.12 $215,481.12 $0.00 4/15/2015
98030152000013 3/1/15 - 3/31/15 $299,023.67 $299,023.67 $0.00 5/15/2015

Accounts Receivable adjustment $0.04

Accounts Receivable adjustment $0.01

Accounts Receivable adjustment $0.02
98040152000013 4/1/15 - 4/30/15 $214,476.88 $214,476.87 $0.01 6/10/2015

Accounts Receivable adjustment $0.01 ($0.01)

Accounts Receivable adjustment $0.01
98050152000013 5/1/15 - 5/31/15 $203,844.47 $203,844.47 7/27/2015
98060152000013 6/1/15 - 6/30/15 $210,612.57 $210,612.57

Accounts Receivable adjustment $0.01
98070152000013 71/15-7/31/15 $220,479.23 $220,479.23 $0.00 10/14/2015
98080152000013 8/1/15 - 8/31/15 $237,579.16 $237,579.16 $0.00 10/14/2015

Fiscal Sep. 14 - Aug. 15 Totals $2,859,900.36 $2,859,900.36 $0.00

Amount owed for Fiscal Sep. 2014-Aug. 2015 $0.00
Total amount owed $0.00

Invoice No. Usage Period Invoice Amt Payment Amt Difference Date Received
98090152000013 9/1/15 - 9/30/15 $193,090.35 $193,090.35 $0.00 11/20/2015
98100152000013  10/1/15 - 10/31/15 $205,875.30 $204,299.75 $1,575.55 12/22/2015
98110152000013 11/1/15-11/30/15 $195,107.10 $193,406.35 $1,700.75 1/22/2016
98120152000013 12/1/15-12/31/15 $261,320.06 $259,739.68 $1,580.38 3/22/2016
98010152000013 01/1/16 - 01/31/16 $188,963.56 $188,373.99 3/22/2016

$589.57 $0.00 4/20/2016
98020152000013  02/1/16 - 02/29/16 $181,374.30 $181,374.30 $0.00
On Account Cash $3,281.14 3/22/2016
98030152000013  03/1/16 - 03/31/16 $210,336.41 $210,336.41
98040162000013 4/1/16 - 4/30/16 $179,911.29 $179,911.29

Fiscal Sep. 15 - Aug. 16 Totals

$1,615,978.37

Amount owed for Fiscal Sep. 2015-Aug. 2016

Total amount owed

$1,224,155.13
$391,823.24

$391,823.24
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TAB

RFP 473-17-00001
ATTACHMENT B

SPRINT - RELAY TEXAS CONTRACT
CHECKLIST OF DELIVERABLES:
For the period of: April 2016

Report Name

Was the Report included
with the Monthly Invoice?

Sign-off Page Yes
Details of Compensation and Statistics TRS Yes
Detail of Compensation and Statistics CapTel Yes
YTD Payment History Texas Invoices and Payments Yes
Checklist of Deliverables Sprint - Relay Texas Contract Checklist of Deliverables Yes
Invoice Summary Relay Texas Service Compensation Invoice Yes
Publicity/ Outreach Fiscal Year 2016 Texas Publicity/Outreach Activities and Expenses Yes
TRS Statistics Relay Texas Traffic Report-TRS Conversation Mintues Yes
TRS Charts Relay Texas 2015-2016 Yes
English Call Detail Calls to Relay Texas by Device (English) (SGACB003-2) Yes
Spanish Call Detail Calls to Relay Texas by Device (Spanish) (SGACB003-2) Yes
TRS Intrastate Texas Relay on Intrastate (SGACB101-3) Yes
TRS Interstate Texas Relay on Interstate (SGACB101-3) Yes
Attempted Calls Breakdown Relay Texas Attempted Calls Breakdown Yes
CapTel Statistics FY 2015-2016 Texas CapTel Service Patterns Conversation Mins. Yes
CapTel Charts September 2015-August 2016 Texas CapTel Statistics Charts Yes
(STS) Speech to Speech Relay Texas Speech to Speech Yes
Usage Chart September 2015-August 2016 TexasAccess to Relay Products Yes
Account Summary Relay Texas Services Invoice Summary Yes
Traffic Patterns SGACB001-1 Texas Traffic Pattern Statistics Yes
Speech to Speech Texas Speech to Speech Statistics Yes
Attempted Call Breakdown Texas Blockage Report Yes
CapTel Summary Report CapTel Standard Reporting Package Yes
Regular Reports
SGACB003-1 Call Detail Report for Texas Yes
SGACB003-2 Calls to Relay Texas by Device Yes
SGACB101-1 Telecommunication Relay Services Daily TRS Call Summary Yes
SGACB101-3 Telecommunication Relay Services Intrasate/Interstate for TX Yes
SGACB700-1 Telecommunication Relay Services Call Detail Reports TX inbound Calls Yes
Emergency Calls SGACB911-1 Texas Monthly Emergency Calls Yes
Speech to Speech Detail Speech to Speech Yes
Delayed Call Reports Delayed Call Reports Yes
Customer Contacts Yes

| certify that the above mentioned contractual deliverables were received, reviewed and in order to the acceptance of the

Contract guidelines. | approve payment of this invoice.

Jay Stone
Relay Texas Administrator

N/A

Yes

No, with comment
Incomplete
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RFP 473-17-00001
ATTACHMENT B

Relay Texas Service Compensation Invoice

2015 - 2016

ACCOUNT NUMBER: 926099087

New Contract Compliance beginning December 2011, TRS and STS calls - Conversation Minutes at $1.39; CapTel calls - Conversation Minutes at $1.79

2015 2016

Service Compensation:
C i i p October November D January February March April May June July August Total
Total Service,
Includes TRS and STS $55,012.36 $58,435.91 $56,626.96 $56,642.53 $49,719.07 $49,203.43 $49,152.90 $44,701.67 $419,494.83
Ci i i (Usage)
Total Service,
Includes CapTel $138,077.99 $147,600.23 $140,055.69 $144,789.97 $140,780.73 $132,619.02 $138,333.31 $135,209.62 HUHHHH
Ci i i (Usage)
Service Compensation
with ASA Non-compliance $0.00 ($160.84) ($1,575.55) ($1,700.75) ($3,281.13) ($589.57) $0.00 $0.00 ($7,307.84),
(Liqui D
Publicity/Outreach $0.00 $0.00 $0.00 $61,588.31 $1,744.89 $141.42 $1,525.20 $0.00 $64,999.82
Audit - Year Four $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
Quality Assurance Audit $0.00 $0.00 $0.00 $0.00 $0.00 $0.00 $21,325.00 $0.00 $21,325.00
Actual Total Due for this Month $193,090.35 $205,875.30 $195,107.10 $261,320.06 $188,963.56 $181,374.30 $210,336.41 $179,911.29
Relay TX RPM signature Olivia Dominguez | Olivia Dominguez | Olivia Dominguez | Olivia Dominguez | Olivia Dominguez | Olivia Dominguez | Olivia Dominguez | Olivia Dominguez
RTX Payment History $0.00 $458,058.39 $193,090.35 $204,299.75 $193,406.35 $0.00 $451,394.81 $181,963.87
Sprint Billing $458,058.39 $651,148.74 $398,965.65 $400,982.40 $458,002.71 $453,559.92 $634,934.22 $393,875.82
"Balance from Last Statement” e T R Do e D D D
Difference that RTX Owes (NOT $458,058.39 $193,090.35 $205,875.30 $196,682.65 $264,596.36 $453,559.92 $183,539.41 $211,911.95

this month's ges)
Publicity/Outreach
Monthly Expense $0.00 $773.49 $824.82 $69,990.00| $1,744.89 $141.42 $1,525.20 $0.00 $74,999.82
Publicity/Outreach
Non-Reimbursable Expense $0.00 $773.49 $824.82 $8,401.69 $0.00 $0.00; $0.00; $0.00 $10,000.00
$10,000
Publicity/Outreach
Reimbursable Expense $0.00 $0.00 $0.00 $61,588.31 $1,744.89 $141.42 $1,525.20 $0.00 $64,999.82
$100,000
Sprint Commitment
$10,000 $10,000.00 $9,226.51 $8,401.69 $0.00 $0.00 $0.00 $0.00 $0.00 $0.00
PUCT
$100,000 $100,000.00 $100,000.00 $100,000.00 $38,411.69 $36,666.80 $36,525.38 $35,000.18 $35,000.18 $35,000.18
PUBLICITY/OUTREACH BALANCE $110,000.00 $109,226.51 $108,401.69 $38,411.69 $36,666.80 $36,525.38 $35,000.18 $35,000.18 $35,000.18
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RFP 473-17-00001
ATTACHMENT B

Fiscal Year 2016 Texas Publicity/Outreach Activities & Expenses

Date Total Description of Expense Cost YTD
. - Attendees
Description of Activity
September
Total September $ - -
Date Total Description of Expense Cost YTD
- - Attendees
Description of Activity
October
17 Texas School for the Deaf Homecoming Booth $ 100.00
22 Hispanic Women's Network of Texas Houston Presenter Expense Dominguez $ 673.49
Total October $ 773.49 773.49
Date Total Description of Expense Cost YTD
- - Attendees
Description of Activity
November
1 Retiree Appreciation Day 2015 Kileen, TX Presenter Expense Dominguez $ 254.33
1 FedEx Kinkos 2016 Relay Texas Marketing plan/McAllen, TX  $ 55.49
1 DM Multimedia domain name for Texas $ 15.00
16 Winter Fest 2016 McAllen, TX booth $ 500.00
Total November $ 824.82 1,598.31
Date Total Description of Expense Cost YTD
- - Attendees
Description of Activity
December
21 Buell Advertising Rio Grande Valley TV Ads $ 69,990.00
Total December 69,990.00 71,588.31
Date Total Description of Expense Cost YTD
I . Attendees
Description of Activity
January
5 FedEx Kinkos Annual report $ 80.65
14 Winter Fest 2016 City of McAllen electricity $ 70.36
17 Winter Fest 2016 McAllen, TX Presenter Dominguez $ 1,093.88
26 TX Speech and Language Hearing Assoc. TSHA Booth $ 500.00
Total January $ 1,744.89 73,333.20
Date Total Description of Expense Cost YTD
- - Attendees
Description of Activity
February
16 The Expo Group TSHA 2016 booth electricity $ 141.42
Total February $ 141.42 73,474.62
Date Total Description of Expense Cost YTD
. - Attendees
Description of Activity
March
1 FedEx Kinkos Cositics Quality Assurance Report $ 109.09
1 Presentor Odominguez Tcard expense Tcard expense for Rio Grande Valley outreach 5.93
5 Presentor Odominguez Tcard expense Premise Visits/Trg TXWFC Rio Grande Valley $ 996.11
13 TX Speech and Language Hearing Assoc. TSHA Presenter Dominguez $ 414.07
Total March $ 1,525.20 74,999.82
Date Total Description of Expense Cost YTD
- - Attendees
Description of Activity
April
Total April $ - 74,999.82
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Relay Texas Traffic Rep&FFPTB$3-17-00001
* CONVERSATION Ming‘P?A("HMFNT R

2015 2016
Sep | Oct | Nov Dec Jan Feb Mar Apr May June July Aug TOTAL

BILLABLE MINUTES (ACCOUNT SUMMARY)
Total Conversation
Minutes 51,737 54,655 51,995 52,899 46,598 45,098 44314 39,392 386,688
Less Interstate 3,296 3,227 2,198 2,729 2,566 2,208 2,039 1,410 19,673
Less International 4 42 129 171 346 268 403 135 1,498
Less Toll-Free (51%) 9,022 9,912 9,213 9,701 8,364 7,586 6,952 6,128 66,878
Less Interstate DA 20 32 2 8 9 5 2 9 87
Less 900 (51%) 0 0 0 0 0 0 0 0 0
Less Test Calls 0 0 0 0 0 0 0 0 0
STS Billable Minutes 183 598 286 460 457 368 444 450 3,246
TOTAL Billable Minutes 39,578 42,040 40,739 40,750 35,770 35,399 35,362 32,160 301,798
Billed to State $55,012.36  $58,435.91 $56,626.96 $56,642.43 $49,719.07 $49,203.43 $49,152.90 $44,701.67 $419,494.73
NUMBER OF TOTAL CALLS (SGACB101-3-REG does not include STS) AVERAGE
(Billable)
Local 7,357 7,465 7,013 7,755 8,247 6,634 6,313 5,772 7,070
Intrastate 374 395 291 499 604 529 399 346 430
Intrastate Toll-Free 1,226 1,258 1,001 858 699 671 601 568 860
900 Pay Per Call 0 0 0 0 0 0 0 0 0
Intrastate DA 67 48 69 51 33 61 35 35 50
Other 0 0 0 0 0 0 0 0 0
TOTAL 9,024 9,166 8,374 9,163 9,583 7,895 7,348 6,721 8,409
(NON-Billable)
Interstate 551 603 445 628 565 415 480 269 495
Interstate Toll-Free 1,277 1,309 1,041 893 728 698 625 591 895
International 3 7 16 27 123 39 64 32 39
Interstate DA 9 18 1 5 4 1 1 3 5
900 Pay Per Call 0 0 0 0 0 0 0 0 0
Intrastate Busy Ring/No
Ans 0 0 0 0 0 0 0 0 0
Interstate Busy Ring/No
Ans 0 0 0 0 0 0 0 0 0
General Assistance 0 0 0 0 0 0 0 0 0

TOTAL 1,840 1,937 1,503 1,553 1,420 1,153 1,170 895 1,434
Total Relay Calls 10,864 11,103 9,877 10,715 11,003 9,048 8,518 7,616 9,843
ACCOUNT SUMMARY AND TRAFFIC PATTERNS AVERAGE
Average Length of Call
(Mins.) 4.07 413 4.25 3.92 3.14 4.05 4.29 4.20 3.97
Total # of Calls 57,041 57,807 57,619 69,696 71,936 58,975 56,149 49,248 59,809
Total # of Inbound Calls 53,009 53,859 53,834 65,693 67,745 55,300 52,742 46,108 56,036
Total # of Outbound
Calls 12,708 13,243 12,222 13,510 14,819 11,130 10,323 9,389 12,168
Total Completed Calls 10,864 11,103 9,877 10,715 11,003 9,048 8,518 7,616 9,843
NUMBER OF CALLS TO RELAY (DELAYED CALL REPORT) AVERAGE
Offered 53,897 54,833 55,093 67,815 68,648 55,430 52,891 46,004 56,826
Answered 51,745 52,823 53,040 64,789 66,983 54,295 52,066 45,300 55,130
In Queue 53,897 54,833 55,093 67,815 68,648 55,430 52,891 46,004 56,826
Abandoned in Queue 2,152 2,010 2,053 3,026 1,665 1,135 825 704 1,696
SPEED OF ANSWER (ASA and SVL) AVERAGE
Service Level | 93%] 93%] 92%] 91%] 94%] 96% 98%] 98%] 94.4%
Monthly Avg. | 2.0] 22] 2.5] 40] 2.0] 13 0.8 0.6] 1.9
CUSTOMER CONTACTS - TRS TOTAL
Complaints 1 0 0 0 2 1 0 0 4
Commendations 1 0 0 2 3 0 5 1 12
Inquiries/Other 124 127 96 114 124 150 120 121 976

Total 126 127 96 116 129 151 125 122 992
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RFP 473-17-00001

ATTACHMENT B
Relay Texas 2015 - 2016 (TRS)

Total Minutes

| Sept | Oct | Nov | Dec | Jan | Feb | Mar | Apr | May | Jun | July | Aug
Sept 2015 - Aug
2016 51,737 54,655 51,995 52,899 46,598 45,098 44,314 39,392
Total Billable Minutes to Texas

| Sept | Oct [ Nov | Dec | Jan | Feb | Mar | Apr | May | Jun | Jduly | Aug
Sept 2015 - Aug
2016 39,578 42,040 40,739 40,750 35,770 35,399 35,362 32,160
Total Call Volume

| Sept | Oct | Nov | Dec | Jan | Feb | Mar | Apr | May | Jun | July ] Aug
Sept 2015 - Aug
2016 10,864 11,103 9,877 10,715 11,003 9,048 8,518 7,616

Total Minutes

OSept 2015 - Aug 2016

Total Billable Minutes

70,000

50,000

60,000
50,000
40,000
30,000 + 1

20,000

Sept Oct Nov Dec

45,000

40,000

35,000

30,000

Jan Feb Mar Apr May

Jun

25,000

20,000

Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug

July  Aug

Total Call Volume

OSept 2015 - Aug 2016

20,000

15,000

10,000

5,000

Sept Oct

Nov

Dec Jan Feb Mar Apr May Jun July Aug

Charts

62 of 161

Page 1



Calls to Relay Tex85bY/ DeVi&YEnglish)

(SGACBOO35NT B

2015 2016
TTY- Baudot Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug | Average |
Outbound Calls 4,372 4,796 3,915 4,229 3,817 4,008 3,587 3,256 3,998
% of Total Calls 37.85% | 38.34% | 35.26% | 33.60% | 27.77% | 38.83% | 38.49% | 38.86% 35.73%
Minutes of Service 20,871 | 23,012 | 22,567 | 23,263 | 21,802 | 20,848 | 18,654 | 17,592 21,076
Average Length 4.77 4.80 5.76 5.50 5.71 5.20 5.20 5.40 5.27
Inbound Calls 22915 | 22,934 | 24,136 | 31,260 | 32,789 | 25,858 | 23,962 | 20,478 25,542
TurboCode
Outbound Calls 1,191 1,335 1,396 711 160 308 233 131 683
% of Total Calls 10.31% | 10.67% | 12.57% | 5.65% | 1.16% | 2.98% | 2.50% | 1.56% 6.11%
Minutes of Service 2,916 3,617 1,905 1,327 593 834 891 659 1,593
Average Length 2.45 2.71 1.36 1.87 3.71 2.71 3.82 5.03 2.96
Inbound Calls 4,226 3,820 3,670 2,382 1,453 1,571 1,263 994 2,422
ASCII
Outbound Calls 188 242 172 199 98 169 193 118 172
% of Total Calls 1.63% | 1.93% | 1.55% | 1.58% | 0.71% | 1.64% | 2.07% | 1.41% 1.54%
Minutes of Service 433 611 443 454 207 508 569 388 452
Average Length 2.30 2.52 2.58 2.28 2.11 3.01 2.95 3.29 2.63
Inbound Calls 311 389 284 279 151 281 409 244 294
Voice
Outbound Calls 1,456 1,926 1,461 3,235 5,898 2,196 1,498 1,550 2,403
% of Total Calls 12.60% | 15.40% | 13.16% | 25.70% | 42.91% | 21.27% | 16.07% | 18.50% 21.47%
Minutes of Service 3,980 4,697 4,302 4,693 4,453 5,110 5,128 4,806 4,646
Average Length 2.73 2.44 2.94 1.45 0.76 2.33 3.42 3.10 2.40
Inbound Calls 19,218 | 20,809 | 20,029 | 25,651 | 27,175 | 21,559 | 20,802 | 18,926 21,771
VCO
Outbound Calls 4,314 4,099 4,098 4,135 3,623 3,479 3,675 3,222 3,831
% of Total Calls 37.34% | 32.77% | 36.91% | 32.85% | 26.36% | 33.70% | 39.44% | 38.46% 34.23%
Minutes of Service 21,033 | 21,027 | 20,039 | 21,122 | 17,426 | 16,117 | 17,112 | 13,804 18,460
Average Length 4.88 5.13 4.89 5.11 4.81 4.63 4.66 4.28 4.80
Inbound Calls 3,426 3,245 3,334 3,390 2,901 2,931 2,995 2,628 3,106

63 of 161



Calls to Relay Tex85bY/ DeVi&YEnglish)

(SGACBOO5M5NT B

2015 2016
HCO Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug | Average |
Outbound Calls 3 1 2 5 6 20 4 2 5
% of Total Calls 0.03% | 0.01% | 0.02% | 0.04% | 0.04% | 0.19% | 0.04% | 0.02% 0.05%
Minutes of Service 4 7 1 77 3 82 29 46 31
Average Length 1.33 7.00 0.50 15.40 0.50 410 7.25 23.00 7.39
Inbound Calls 5 1 5 5 5 26 6 3 7
Deaf Blind Using ASCII
Outbound Calls 0 0 0 0 0 0 0 0 0
% of Total Calls 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% 0.00%
Minutes of Service 0 0 0 0 0 0 0 0 0
Average Length 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Inbound Calls 0 0 0 0 0 0 0 0 0
Deaf Blind Using Baudot
Outbound Calls 3 4 0 2 7 10 0 0 3
% of Total Calls 0.03% | 0.03% | 0.00% | 0.02% | 0.05% | 0.10% | 0.00% | 0.00% 0.03%
Minutes of Service 41 31 0 1 2 105 0 0 23
Average Length 13.67 7.75 0.00 0.50 0.29 10.50 0.00 0.00 4.09
Inbound Calls 8 11 4 1 3 15 1 11 7
Speech-to-Speech
Outbound Calls 25 105 58 71 136 133 129 99 95
% of Total Calls 0.22% | 0.84% | 0.52% | 0.56% | 0.99% | 1.29% | 1.38% | 1.18% 0.84%
Minutes of Service 519 519 519 519 519 519 519 519 519
Average Length 20.76 4.94 8.95 7.31 3.82 3.90 4.02 5.24 7.37
Inbound Calls 34 92 48 116 188 396 431 306 201
Total
Outbound Calls 11,552 | 12,508 | 11,102 | 12,587 | 13,745 | 10,323 | 9,319 8,378 11,189
Minutes of Service 49,797 | 53,521 | 49,776 | 51,456 | 45,005 | 44,123 | 42,902 | 37,814 46,799
Inbound Calls 50,143 | 51,301 | 51,510 | 63,084 | 64,665 | 52,637 | 49,869 | 43,590 53,350
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Calls to Relay T%%%%%i' -ooogge (Spanish)
(SGACB003-2)
2015 2016
TTY- Baudot Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug Average |
Outbound Calls 167 160 183 173 137 153 178 108 157
% of Total Calls 14.14% | 19.05% | 15.53% | 17.40% | 11.32% | 16.28% | 15.71% | 9.73% 14.66%
Minutes of Service 781 486 842 609 478 592 485 280 569
Average Length 4.68 3.04 4.60 3.52 3.49 3.87 2.72 2.59 3.62
Inbound Calls 289 224 255 227 237 235 291 235 249
Turbo Code
Outbound Calls 0 0 0 0 0 0 0 0 0
% of Total Calls 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% 0.00%
Minutes of Service 0 0 0 0 0 0 0 0 0
Average Length 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Inbound Calls 0 1 0 1 0 1 0 0 0
ASCII
Outbound Calls 1 2 1 2 3 3 2 3 2
% of Total Calls 0.08% | 0.24% | 0.08% | 0.20% | 0.25% | 0.32% | 0.18% | 0.27% 0.20%
Minutes of Service 4 11 6 10 19 17 12 19 12
Average Length 4.00 5.50 6.00 5.00 6.33 5.67 6.00 6.33 5.76
Inbound Calls 1 2 1 2 3 3 2 3 2
Voice
Outbound Calls 99 95 108 117 134 121 81 87 105
% of Total Calls 8.38% | 11.31% | 917% | 11.77% | 11.07% | 12.87% | 7.15% | 7.84% 9.81%
Minutes of Service 130 94 126 58 118 115 113 83 105
Average Length 1.31 0.99 1.17 0.50 0.88 0.95 1.40 0.95 0.99
Inbound Calls 1,937 1,876 1,710 2,105 2,569 2,456 2,509 2,205 2,171
VCO
Outbound Calls 914 583 886 702 936 663 872 912 809
% of Total Calls 77.39% | 69.40% | 75.21% | 70.62% | 77.36% | 70.53% | 76.96% | 82.16% 75.33%
Minutes of Service 1,543 1,061 1,764 1,285 1,496 770 1,321 1,715 1,369
Average Length 1.69 1.82 1.99 1.83 1.60 1.16 1.51 1.88 1.69
Inbound Calls 672 547 402 388 456 360 501 378 463
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Calls to Relay T%%%%%i' Ice (Spanish)
(SGACBO003-2)
2015 2016
HCO Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug | Average |
Outbound Calls 0 0 0 0 0 0 0 0 0
% of Total Calls 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% 0.00%
Minutes of Service 0 0 0 0 0 0 0 0 0
Average Length 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Inbound Calls 0 0 0 0 0 0 0 0 0
Deaf Blind Using ASCII
Outbound Calls 0 0 0 0 0 0 0 0 0
% of Total Calls 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% 0.00%
Minutes of Service 0 0 0 0 0 0 0 0 0
Average Length 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Inbound Calls 0 0 0 0 0 0 0 0 0
Deaf Blind Using Baudot
Outbound Calls 0 0 0 0 0 0 0 0 0
% of Total Calls 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00% 0.00%
Minutes of Service 0 0 0 0 0 0 0 0 0
Average Length 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Inbound Calls 0 0 0 0 0 0 0 0 0
Total
Outbound Calls 1,181 840 1,178 994 1,210 940 1,133 1,110 1,073
Minutes of Service 2,458 1,652 2,738 1,962 2,111 1,494 1,931 2,097 2,055
Inbound Calls 2,899 2,650 2,368 2,723 3,265 3,055 3,303 2,821 2,886
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(SGACB101-3)

RFP 473-17-00001
Relay Texas - Interstatg\TT ACHMENT B

2015 2016
Interstate Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug Average
Inbound Calls 460 479 388 522 540 313 428 243 422
Outbound Calls 707 787 574 858 864 531 635 394 669
Completed Calls 551 603 445 628 565 415 480 269 495
Busy Ring No Answer Calls 156 184 129 230 299 116 155 125 174
BRNA Session Min 329 271 242 326 404 182 375 187 290
Conversation Min 3,296 3,227 2,198 2,729 2,566 2,208| 2,039 1,410 2,459
TOTAL Session Min 4,362 4,304 3,062 3,864 3,662 2,951 3,100 1,973 3,410
Toll Free (51%)
Inbound Calls 1,103 1,122 1,137 822 594 560 489 419 781
Outbound Call 1,433 1,518 1,526 1,174 823 819 771 747 1,101
Completed Calls 1,277 1,309 1,041 893 728 698 625 591 895
Busy Ring No Answer Calls 157 209 485 282 95 120 145 156 206
BRNA Session Min 179 241 551 314 146 151 139 164 236
Conversation Min 9,022 9,912 9,213 9,701 8,364 7,586| 6,952 6,128 8,360
TOTAL Session Min 11,447 12,101 10,974 11,126 9,518 8,705 7,897| 7,091 9,857
Interstate DA
Inbound Calls 3 13 0 3 4 0 1 3 3
Outbound Call 9 18 1 5 4 1 1 3 5
Completed Calls 9 18 1 5 4 1 1 3 5
Busy Ring No Answer Calls 0 0 0 0 0 0 0 0 0
BRNA Session Min 0 0 0 0 0 0 0 0 0
Conversation Min 20 32 2 8 9 5 2 9 11
TOTAL Session Min 33 66 3 12 14 6 5 13 19
900 NPA Access (51%)
Inbound Calls 0 0 0 0 0 0 0 0 0
Outbound Call 0 0 0 0 0 0 0 0 0
Completed Calls 0 0 0 0 0 0 0 0 0
Busy Ring No Answer Calls 0 0 0 0 0 0 0 0 0
BRNA Session Min 0 0 0 0 0 0 0 0 0
Conversation Min 0 0 0 0 0 0 0 0 0
TOTAL Session Min 0 0 0 0 0 0 0 0 0
International
Inbound Calls 2 3 8 16 34 25 34 19 18
Outbound Call 3 12 23 36 156 54 98 52 54
Completed Calls 3 7 16 27 123 39 64 32 39
Busy Ring No Answer Calls 0 5 7 9 33 15 34 20 15
BRNA Session Min 0 5 7 10 33 18 58 34 21
Conversation Min 4 42 129 171 346 268 403 135 187
TOTAL Session Min 8 62 155 248 544 340 557 223 267
Total Interstate
Inbound Calls 1,568 1,617 1,533 1,363 1,172 898 952 684 1,223
Outbound Call 2,152 2,335 2,124 2,073 1,847 1,405 1,505 1,196 1,829
Completed Calls 1,840 1,937 1,503 1,553 1,420 1,153 1,170 895 1,434
Busy Ring No Answer Calls 313 398 621 521 427 251 334 301 396
Session Min 508 517 800 650 583 351 572 385 546
Conversation Min 12,342 13,213 11,542 12,609 11,285 10,067 9,396 7,682 11,017
TOTAL Session Min 15,850 16,533 14,194 15,250( 13,738 12,002| 11,559 9,300 13,553
General Assistance
GA Inbound Calls 44,333 44,564 45,397 56,186| 57,117 47,845| 45,826| 39,859 47,641
GA Session Min 25,151 26,681 27,149 34,934| 32,465 37,351 29,015| 25,656 29,800
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2015 2016
Local Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug Average
Inbound Calls 5,779 6,268 5,564 6,832 8,208 5,612 5,179 4,862 6,038
Outbound Calls 8,617 8,887 8,200 9,494 11,255 8,184 7,549 7,022 8,651
Completed Calls 7,357 7,465 7,013 7,755 8,247 6,634 6,313 5,772 7,070
Busy Ring No Answer Calls 1,260 1,422 1,187 1,739 3,008 1,550 1,236 1,250 1,582
BRNA Session Min 1,632 1,632 1,462 2,130 2,928 1,853 1,502 1,624 1,845
Conversation Min 29,159| 30,183| 29,979| 28,890/ 25,105 25,209| 26,331] 23,787 27,330
TOTAL Session Min 40,071| 41,340 40,247| 40,935| 37,760/ 36,002 36,210 33,355 38,240
Intrastate Intralata
Inbound Calls 61 65 35 35 39 81 39 51 51
Outbound Calls 171 138 59 67 72 142 83 93 103
Completed Calls 120 85 33 45 49 109 61 76 72
Busy Ring No Answer Calls 51 53 26 22 23 33 22 17 31
BRNA Session Min 69 78 32 34 35 52 29 35 46
Conversation Min 454 286 160 245 409 475 322 422 347
TOTAL Session Min 686 480 231 336 515 687 438 545 490
Intrastate Interlata
Inbound Calls 195 252 197 473 625 306 266 237 319
Outbound Calls 324 377 303 697 822 552 411 326 477
Completed Calls 254 310 258 454 555 420 338 270 357
Busy Ring No Answer Calls 70 67 45 243 267 132 73 56 119
BRNA Session Min 88 75 58 221 264 151 97 58 127
Conversation Min 981 1,336 1,329 1,719 1,684 1,954 1,491 1,544 1,505
TOTAL Session Min 1,357 1,840 1,747 2,434 2,560 2,592 2,001 1,990 2,065
Toll Free (49%)
Inbound Calls 1,059 1,078 1,092 789 570 538 469 403 750
Outbound Calls 1,377 1,458 1,467 1,128 790 786 740 717 1,058
Completed Calls 1,226 1,258 1,001 858 699 671 601 568 860
Busy Ring No Answer Calls 150 200 466 270 91 116 140 149 198
BRNA Session Min 172 232 530 302 140 145 133 158 227
Conversation Min 8,668 9,523 8,852 9,321 8,036 7,288 6,679 5,888 8,032
TOTAL Session Min 10,999| 11,626] 10,544| 10,690 9,145 8,364 7,587 6,813 9,471
Intrastate DA
Inbound Calls 14 15 16 15 14 20 11 12 15
Outbound Calls 67 48 69 51 33 61 35 35 50
Completed Calls 67 48 69 51 33 61 35 35 50
Busy Ring No Answer Calls 0 0 0 0 0 0 0 0 0
BRNA Session Min 0 0 0 0 0 0 0 0 0
Conversation Min 133 114 133 115 79 105 95 69 105
TOTAL Session Min 244 231 245 194 161 244 164 137 203
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2015 2016

900 NPA Access (49%) Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug | Average
Inbound Calls 0 0 0 0 0 0 0 0 0
Outbound Calls 0 0 0 0 0 0 0 0 0
Completed Calls 0 0 0 0 0 0 0 0 0
Busy Ring No Answer Calls 0 0 0 0 0 0 0 0 0
BRNA Session Min 0 0 0 0 0 0 0 0 0
Conversation Min 0 0 0 0 0 0 0 0 0
TOTAL Session Min 0 0 0 0 0 0 0 0 0
Other

Inbound Calls 0 0 0 0 0 0 0 0 0.0
Outbound Calls 0 0 0 0 0 0 0 0 0.0
Completed Calls 0 0 0 0 0 0 0 0 0.0
Busy Ring No Answer Calls 0 0 0 0 0 0 0 0 0.0
BRNA Session Min 0 0 0 0 0 0 0 0 0.0
Conversation Min 0 0 0 0 0 0 0 0 0.0
TOTAL Session Min 0 0 0 0 0 0 0 0 0.0
Total Intrastate

Inbound Calls 7,108 7,678 6,904 8,144 9,456 6,557 5,964 5,565 7,172
Outbound Calls 10,556 10,908| 10,098| 11,437 12,972 9,725 8,818 8,193 10,339
Completed Calls 9,024 9,166 8,374 9,163 9,583 7,895 7,348 6,721 8,409
Busy Ring No Answer Calls 1,531 1,742 1,724 2,274 3,389 1,831 1,471 1,472 1,929
BRNA Session Min 1,961 2,017 2,082 2,687 3,367 2,201 1,761 1,875 2,244
Conversation Min 39,395| 41,442| 40,453| 40,290/ 35,313] 35,031 34,918] 31,710 37,319
TOTAL Session Min 53,357 55,517| 53,014| 54,589| 50,141| 47,889| 46,400 42,840 50,468
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2015 2016
Texas TTY Sept Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug | Average
Attempted 28,182| 28,157| 30,025| 41,930| 44,092| 30,919| 27,547 22,670 31,690
Completed 28,073| 28,057| 29,886 41,776 43,942 30,805 27,435 22,570 31,568
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 90 90 106 123 131 99 101 94 104
Texas VOICE
Attempted 13,563| 13,998| 12,797| 13,082 12,755| 12,532 12,787 12,071 12,948
Completed 13,423| 13,848| 12,656| 12,954 12,612 12,394| 12,650/ 11,914 12,806
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 135 140 132 121 135 115 131 146 132
Texas 711
Attempted 9,659| 11,154 10,893| 10,760 9,714 9,027 9,944 9,564 10,089
Completed 9,334/ 10,708 10,468 10,400 9,389 8,719 9,573 9,194 9,723
Blocked 0 0 0 0 0 1 0 1 0
Abandoned 163 255 262 207 181 173 231 232 213
Texas 711 TTY
Attempted 6,364 7,060 7,113 6,845 5,774 5,454 6,060 5,782 6,307
Completed 6,257 6,941 6,982 6,727 5,658 5,354 5,965 5,689 6,197
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas 711 VOICE
Attempted 1,019 1,041 1,093 ,185 1,010 995 1,084 1,091 1,065
Completed 1,011 1,033 1,085 1,177 1,007 989 1,074 1,084 1,058
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas 711 SPEECH-TO-SPEECH
Attempted 832 737 669 725 704 756 751 734 739
Completed 831 734 668 724 704 756 751 731 737
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas VCO
Attempted 1,790 1,631 1,659 1,864 1,657 1,891 1,990 1,644 1,766
Completed 1,789 1,628 1,657 1,863 1,655 1,841 1,990 1,643 1,758
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 1 2 1 1 1 0 0 1 1
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2015 2016
Texas SPANISH Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug | Average
Attempted 2,928 2,751 2,621 2,871 3,156 2,902 3,175 2,674 2,885
Completed 2,920 2,745 2,613 2,853 3,152 2,895 3,167 2,672 2,877
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 7 5 7 2 2 3 5 2 4
Texas SPANISH INTERPRETER
Attempted 262 276 258 306 436 317 325 294 309
Completed 262 276 257 306 436 317 325 294 309
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas ASCII
Attempted 241 403 278 234 200 657 420 242 334
Completed 239 402 276 233 199 653 418 239 332
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 2 1 2 1 1 4 2 3 2
Texas SPEECH-TO-SPEECH
Attempted 38 98 54 125 202 418 456 327 215
Completed 36 97 54 125 202 416 456 326 214
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 2 1 0 0 0 1 0 1 1
Texas VCO SPEECH-TO-SPEECH
Attempted 0 0 1 3 5 1 2 3 2
Completed 0 0 1 3 5 1 2 3 2
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas 900
Attempted 0 0 0 0 0 1 0 0 0
Completed 0 0 0 0 0 1 0 0 0
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas FRENCH
Attempted 2 0 7 4 5 4 1 3 3
Completed 2 0 7 4 5 4 1 3 3
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0
Texas TELEBRAILLE
Attempted 4 6 6 107 119 214 0 5 58
Completed 4 6 6 107 119 214 0 5 58
Blocked 0 0 0 0 0 0 0 0 0
Abandoned 0 0 0 0 0 0 0 0 0

71 of 161




RF.Feil -17 OOBg1

Relay Texas - Cgﬁ_,_ | Service Patterns - Conversation Minutes
2015 TACUITIVICINT D 2016

Sept Oct Nov Dec Jan Feb Mar Apr May June July Aug Average Total
Billable Minutes 77,139 82,458 78,243 80,888 78,648 74,089 77,281 75,536 78,035 624,282
CapTel Traffic Patterns Average Total
Data In 28,519 29,444 27,850 29,293 27,131 24,921 26,212 25,353 27,340 218,723
Voice In 7,901 8,034 7,646 7,854 7,403 7,117 7,723 6,956 7,579 60,634
Total Calls 36,420 37,478 35,496 37,147 34,534 32,038 33,935 32,309 34,920 279,357
Number of Calls by each Traffic Pattern Average Total
900 5 0 2 2 5 3 1 4 3 22
Answering Machine 132 145 106 129 148 104 129 98 124 991
General Assistance 5,319 5,668 5,500 5,154 5,180 4,671 5,236 4,666 5,174 41,394
2-Line 3,174 3,190 2,897 3,064 2,910 2,919 3,351 2,798 3,038 24,303
International 25 35 23 20 29 15 35 11 24 193
Inter-state 1,567 1,495 1,383 1,477 1,222 1,329 1,263 1,178 1,364 10,914
Intra-state 23,484 24,183 23,207 24,698 22,688 20,794 21,797 21,360 22,776 182,211
Others 500 595 537 727 671 583 540 510 583 4,663
Toll-Free 2,214 2,167 1,841 1,876 1,681 1,620 1,583 1,684 1,833 14,666
Total Calls 36,420 37,478 35,496 37,147 34,534 32,038 33,935 32,309 34,920 279,357
Total Conversation Min Average Total
900 0.00 0.00 0.22 0.00 0.00 0.42 0.00 0.62 0.16 1.26
Answering Machine 139 146 124 124 160 101 120 90 125 1,003
General Assistance 0 0 0 0 0 0 0 0 0 0
2 Line 7,420 7,800 6,776 7,727 7,159 6,617 8,129 7,114 7,343 58,742
International 45 77 79 52 56 45 55 1 51 409
Inter-state 7,614 7,031 6,272 6,511 6,459 7,291 7,304 6,253 6,842 54,734
Intra-state 64,692 69,431 65,999 67,917 66,514 62,904 64,294 64,371 65,765 526,122
Others 1,082 1,001 1,078 1,131 1,172 1,076 1,032 669 1,030 8,240
Toll-Free 9,434 10,079 10,228 9,876 9,042 8,406 9,389 8,316 9,346 74,769
Total Conversation Min 90,425 95,564 90,555 93,338 90,563 86,440 90,323 86,813 90,503 724,021
Monthly Call Report Average Total
AVG Conversation Min. 2.48 2.55 2.55 2.51 2.62 2.70 2.66 2.69 2.60
ESN Count 729 712 700 701 670 653 675 645 686 5,485
?i'r?qheeSt User Conv. 1,394 3,038 1,247 1,245 1,501 1,537 1,533 1,368 1,608 12,864
Blockage 0 0 0 0 0 0 0 0 0 0
Inbound Calls 36,476 37,626 35,610 37,305 34,657 32,119 34,049 32,420 35,033 280,262
Abandoned Calls 56 148 114 158 123 81 114 111 113 905
Answered Calls 36,420 37,478 35,496 37,147 34,534 32,038 33,935 32,309 34,920 279,357
GA Calls 5,319 5,668 5,500 5,154 5,180 4,671 5,236 4,666 5,174 41,394
Completed Calls 27,206 27,825 26,010 27,895 25,552 23,794 24,969 24,111 25,920 207,362
Busy/NA Calls 3,895 3,985 3,986 4,098 3,802 3,573 3,730 3,532 3,825 30,601
Ave Ans Sec 0.56 0.64 0.66 0.67 0.61 0.58 0.57 0.64 0.62 4.93
:/v"/ :l;‘:n'” 10 Sec 99.32% 98.58% 98.86% 98.60% 98.93% 99.24% 99.16% 98.92% 98.95%
% in 10 Sec no Aban 99.47% 98.97% 99.17% 99.01% 99.28% 99.49% 99.49% 99.26% 99.27%
Ave Queve Seconds 0.58 0.72 0.71 0.77 0.69 0.65 0.68 0.73 0.69
Conv Minutes 90,424.87 95,563.51 90,555.19 93,338.02 90,562.70 86,439.98 90,322.73 86,813.40 90,503 724,020
Session Minutes 104,458.56 109,850.60 104,213.24 107,666.17 103,976.03 98,841.10 103,202.46 99,401.48 103,951 831,610
Customer Contacts Average Total
Complaints 0 0 0 0 1 0 0 0 0 1
Commendations 1 1 1 3 0 0 1 0 1 7
Inquiries 40 26 19 17 17 26 28 14 23 187
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2015 TACUITIVICINT D 2016
Distribution Sept Oct Nov Dec Jan Feb Mar 6253 May June July Aug Average Total
Inter-state Billable Min 7,614 7,031 6,272 6,511 6,459 7,291 7,304 4,241 6,590 52,723
Less Toll Free (51%) 4,811 5,140 5,216 5,037 4,612 4,287 4,789 783 4,334 34,675
Less Two Line Session 816 858 745 850 788 728 894 0 710 5,679
Min (11%)
Less International 45 77 79 52 56 45 55 0 51 409
Less 900 (51%) 0.00 0.00 0.00 0.00 0.00 0.21 0.00 75,536 9,442.03 75,536.21
Billable to Texas 77,139 82,458 78,243 80,888 78,648 74,089 77,281 11,277 70,003 560,023
TRS Fund Minutes 13,286 13,106 12,312 12,450 11,915 12,351 13,042 12,637 88,462
Revenue Average Total
State Revenue $138,077.99 | $147,600.23 | $140,055.69 | $144,789.97 | $140,780.73 | $132,619.02 | $138,333.31 | $135,209.62 $139,683.32 | $1,117,466.56
TRS Fund Revenue $25,103.90 $24,770.34 $23,269.68 $23,530.50 $22,519.35 $23,343.39 $24,649.38 $21,313.53 $23,562.51 $188,500.07
Grand Total $163,181.89 | $172,370.57 | $163,325.37 | $168,320.47 | $163,300.08 | $155,962.41 | $162,982.69 | $156,523.15 $163,245.83 | $1,305,966.63
Sprint Billed to State $138,077.99 | $147,600.23 | $140,055.69 | $144,789.97 | $140,780.73 | $132,619.02 | $138,333.31 | $135,209.62 $139,683.32 | $1,117,466.56
Sept Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Average Total
September 2015 - 77,139 82,458 78,243 80,888 78,648 74,089 77,281 75,536 78,035 624,282
August 2016
CapTel Billable Minutes
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September 2015 - August 2016 Relay Texas - CapTel shitfsficd tha
ATTACH

Total Number of Calls
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Data Voice
Sep 28,519 7,901
Oct 29,444 8,034
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Dec 29,293 7,854
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Billable Conversation Minutes
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Relay TexdsP3pedciydesSpeech

2015 ATTACHMENT B 2016
Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug Average
Total Conversation Min 242 928 556 786 690 456 658 596 614
Less Interstate 0 18 28 104 31 19 0 1 25
Less International 0 0 0 6 0 0 0 0 1
Less Toll-Free (51%) 59 312 242 216 202 69 214 145 182
Less Interstate DA 0 0 0 0 0 0 0 0 0
Less 900 Conversation (51%) 0 0 0 0 0 0 0 0 0
Less Test Calls Conv. Min 0 0 0 0 0 0 0 0 0
Total Billable Speech-to-Speech 183 598 286 460 457 368 444 450 406
Sept Oct Nov Dec Jan Feb Mar Apr May Jun July Aug
183 598 286 460 457 368 444 450
Texas STS Traffic Patterns
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September 2015 - August 2016 Texas Access to Relay Products

2015 2016
Sept Oct Nov Dec Jan Feb Mar Apr May Jun July | Aug Total %
Texas | 39,578 | 42,040 40,739 40,750 35,770 35,399 | 35,362 32,160 0 0 0 0 301,798 33%
CapTel | 77,139 | 82,458 78,243 80,888 78,648 74,089 | 77,281 75,536 0 0 0 0 624,282 67%
Total 116,717 | 124,498 | 118,982 | 121,638 | 114,418 | 109,488 | 112,643 | 107,696 0 0 0 0 926,080 100%
140,000
o
120,000 — ] S .
P — —
100,000
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60 OOO ETexas
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INVOICE

BLOCKAGE REPORT

TEXAS CAPTEL
e CAPTEL SUMMARY

RFP 473-17-00001
ATTACHMENT B

TEXAS RELAY SERVICES
TABLE OF CONTENTS

TRAFFIC STATISTICS REPORT
AVERAGE SPEED OF ANSWER REPORT
WEIGHTED SERVICE LEVEL REPORT

RELAY OPERATIONS ACD SUMMARY REPORT

e CAPTEL REPORTING PACKAGE

SGACB441-20 Daily Traffic Statistics
SGACB441-21 Daily-Weekly

SGACB442-6 Traffic By Jurisdiction
SGACB442-7 Daily Average Call Handling Time
SGACB443-6 Traffic Pattern Statistics
SGACB500-6 Originating City

e CAPTEL BLOCKAGE & CA STATISTICS

TEXAS TRADITIONAL TRS

REPORT SGACBO003-1
REPORT SGACBO003-2
REPORT SGACB101-1
REPORT SGACBI101-3
REPORT SGACB101-4
REPORT SGACB150-2
REPORT SGACB150-3
REPORT SGACB616-1
REPORT SGACB700-1
REPORT SGACB710-1
REPORT SGACBO911-1

Call Detail Report

Calls to Relay Texas By Device (English and Spanish)
Daily TRS Call Summary
Intrastate/ Interstate

Modality

Daily Call Setup/Wrapup Averages
Calls By Jurisdiction

NPA Usage STATISTICS

Inbound Calls

Average Length of Call by Hour
911 Emergency Report

TEXAS SPEECH TO SPEECH

e REPORT SGACB101-1
e REPORT SGACB101-3
e REPORT SGACB101-4

Daily TRS Call Summary
Intrastate/ Interstate
Modality

DELAYED CALL REPORTS
e TRADITIONAL TRS & SPEECH TO SPEECH

Total Calls Offered
Call Summary

Total Calls Handled
Total Calls Abandoned

TRS includes 690 detail
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RELAY TEXAS
MANAGEMENT BILLING ADVANTAGE

PAGE:

ACTIVITY THROUGH:
MASTER ACCOUNT ID:
INVOICE ACCOUNT ID:
INVOICE NUMBER:

1
4/30/16
926080420
926099087
98040162000013

IMPORTANT NEWS FROM SPRINT:

Thank you for using Sprint Relay Services! Check out
www.sprintrelay.com for up to date service information.

If you have any questions or concerns about your invoice,
please contact your designated Refay Program Manager.

MAIL TO:

RELAY TEXAS

JAY STONE

1701 N CONGRESS AVE
AUSTIN, TX 78701-1402
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS PAGE: 2
1701 N CONGRESS AVE INVOICE ACTIVITY THROUGH: 6/30/16
AUSTIN, TX 78701 INVOICE ACCOUNT ID: 926099087
SUMMARY INVOICE NUMBER: 98040162000013
INVOICE DATE: 5/10/16

CURRENT MONTH CHARGES DISCOUNTS/CREDITS

USAGE CHARGES
TR

S $179,911.29
TOTAL USAGE CHARGES §179,911.29
TOTAL NON-USAGE CHARGES $.00
TOTAL DISCOUNTS $.00
GOVERNMENT TAXES AND FEES $.00
SPRINT SURCHARGES $.00
TOTAL CURRENT CHARGES DUE BY b5/30/16 §$179,911.29
BALANCE FROM LAST STATEMENT §$393,875.82
PAYMENT RECEIVED 4/20/16 FOR INV # 98010162000013 -$589.57
PAYMENT RECEIVED 4/20/16 FOR INV # 98020162000013 -181,374.30
TOTAL AMOUNT DUE §$391,823.26

IF YOU HAVE QUESTIONS ABOUT YOUR INVOICE, PLEASE CALL CUSTOMER SERVICE AT 1 866 617-6703
PLEASE SEE REVERSE SIDE FOR TERMS AND CONDITIONS
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RFP 473-17-00001
ATTACHMENT B

KEY RATING INFORMATION: The codes that appear in the “* column describe the rate in effect at the beginning of the call.
D = DAY OR PEAK RATE E = EVENING OR OFF-PEAK RATE N = NIGHT CR OFF-PEAK RATE

Dl=Dialed: 01=Custom 02=Public (NADP} 03=700 Access 04=INT'L Public 05-08=VPN Connection Svcs. 02-12=nter-Network
DT =Destination Features: 01=U.S. On-Net 02=INT’L On-Net 03=NADP Off-Net 04=INT’L Off-Net RT =Route Choice

A
sSaUppyY
ssaUppy

038 < * - @
52£3 gE |
TERMS AND CONDITIONS: doa- 23 : "
o) -_ —
ing Spri 53 g B
Thank you for using Sprint. +p 30 ] =1
gx%s= 2e o
In addition to Sprint’s Rates, Terms and Conditions of Service that can be found at www.sprint.com/ratesandconditions, the following gi’igm 5] 2 -]
terms and conditions are applicable only to Sprint long distance services billed on this invoice. S va =1 =& [y}
R ) . . . L . £z
This bill is due and payable upon presentation, and is past due if unpaid after the date shown on this bill. Customers will be assessed Z Q%a gg s
a late fee on balances that remain unpaid for more than 30 days from the invoice date. The late fee will be applied to the entire g_E 5o o5 -
unpaid balance, including taxes. Sprint may charge you interest on the entire unpaid balance equal to the lesser of 1%% per month €‘< 3 3 Eg — L
or the maximum allowed by law. Please make check or meoney order to Sprint in U.S. Dollars. Do not send cash. If your payment 2 :%""< s & 2 ™
is not received within 30 days of the invoice date, or within the time allowed by your state’s Public Utility Commission, Sprint ‘g o © So L= -] o
may begin procedures to cancel all services to you. You will be informed of such an action if required by law. @ =3 o %8 S a-=_|- g
=1 =ng e
Sprint may charge you up to $15.00 if your check, bank draft or electronic funds transfer is returned for insufficient funds. You are E .@ﬁ O_% % -]
responsible for paying this charge for each returned check, bank draft or electronic funds transfer. — By ¢ g A a
A = [zl =] -
If you have any questions about your bill, please call us: the number is listed on this bill. Most of your questions can be quickly and g g_a-gg gg b
conveniently handled to your satisfaction over the phone. =] 30 =9 ‘é"» - g
= o w3 5T
If you would like to question an item SPRINT OR Register at www.Sprint.com to view 8 2 —3 Q' w5 &=
on your bill or comment on our service Customer Service and manage your account online. | aFa: oy 2
in writing, please address your letter to:  P.O. Box 15255 ° S % 25 s & o
Shawnee Mission, KS 66285-5955 3 A00, =%
8 STgs 58 E
Please include your name and your company name, account number, the specific question or comment about the bill, and the dollar 2 » o%a 2 [
amount of the item{s} in question. We assure you we will respond to your letter as soon as possible. 171 é S c s :- o
0O g —" < g
While the item{s} in question are being investigated, you do not have to pay them; however, the amount not in question is still due and a ég c8 s g %
payable upon receipt of your bill. @ 2 g § = S - é"
o . ) ' ) ) ' ) ~ 3540 e 3 3
Periodically, you may see charges appear on your invoice covering a prior period that, for various reasons, were not previously billed. S ag = @ (1) &
Extended payment terms may be available on certain backbilled or late-billed charges. Contact Sprint for details. 5 © g_% § E &
. . . . . o . L _ §3=4 s = 5
DISPUTED CHARGES: You may withhold a disputed charge for interstate or international service if you provide Sprint with a written 20485 A -—
description of your dispute by the invoice due date. Otherwise, you must pay the amount due and may pursue your dispute by following Sﬂé'g 3 E =] |
the dispute resolution procedure outlined in your Custom Service Agreement or if you do not have a Custom Service Agreement, Sprint’s Ea i - .
Rates, Terms and Conditions of Service that may be found at www.sprint.com/ratesandconditions. You may also obtain a copy of Sprint’s ERN ® g = s
Rates, Terms and Conditions of Service by writing to the address listed above, or by calling the Customer Service number shown on page I I 0 o Q 5
two of your bill. Refer to this same Customer Service number for billing dispute questions. 3__0_2 5 % 54
== = -
0~ —_
NOTICE OF JURISDICTION: If you are a Sprint residential customer, the jurisdiction for disputes will be governed by the dispute resolu- L3g gh 8
tion procedure outlined in Sprint’s Rates, Terms and Conditions of Service that may be found at www.sprint.com/ratesandconditions. —_0oz @ 17 =
Pursuant to K.S.A. 80-308 (b} {11), as a business customer, you may be subject to jurisdiction in Kansas for any dispute relating to lw) © g 2 g 1]
your telephone service with Sprint. This is because you have arranged for or continued to receive phone service managed, operated or 8 332‘ 5 - g
monitored in the State of Kansas. @ 335 S, &
| 3z 5 2 g
o = E]
CREDIT 7/ PREPAYMENT: If your credit or payment history is unsatisfactory to Sprint or your credit does not support the amount of 729 Q _— 2
Sprint services you use, Sprint may require you to make a prepayment or provide other security. Sprint will not request prepayment that ~ Tuo % = -
exceeds the estimated charges for six months of services. If you terminate Sprint service, Sprint will apply your prepayment to any unpaid opo 2 (=)
bills or service and refund any remaining balance to you. If you make a prepayment, you still must pay your invoices as required 28 ® c=p
in the Sprint’s Rates, Terms and Conditions of Service that can be found at www.sprint.com/ratesandconditions. - : 2 3 2 = O
-] .
CUSTOMER REQUEST FOR DISCONNECT: Sprint will disconnect your service within 30 days after receiving your request for disconnect, Z ;%“2 ; = g
or such shorter term and under such conditions as may be required by your Public Utility Commission. o ﬁg % E_ 3
o e
CHANGE OF ADDRESS OR ACCOUNT HOLDER NAME: Address changes may be noted on the form found on page two or by calling ;mE :,-:’- I _*
Customer Service at the number listed on page two. If account name changes are necessary, please call the Customer Service number o §_.2 e -
shown on page two of this bill. 28 4 B
== =
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS PAGE:
ACTIVITY THROUGH:

1781 N CONGRESS AVE
AUSTIN, TX 78701

STATEMENT OF ACCOUNT ACTIVITY

INVOICE ACCOUNT ID
INVOICE NUMBER

3
4/30/16
: 926099087
: 98040162000013

TRANSACTION DATE

THIS STATEMENT REFLECTS TRANSACTIONS POSTED AS OF 5/10/16
10/31/15 98100152000013 $1,575.55 $.00 $.00 $1,575.55
11/30/15 98110152000013 1,700.75 .00 .00 1,700.75
12/31/15 98120152000013 1,580.38 .00 .00 1,580.38
1/31/16 98010162000013 589.57 589.57 .00 .00
2/29/16 98020162000013 181,374.30 181,374.30 .00 .00
3/31/1é 98030162000013 210,336.41 .00 .00 210,336.41
4/30/16 98040162000013 179,911.29 .00 .00 179,911.29
TOTAL STATEMENT OF ACCOUNT ACTIVITY $577,068.25 $181,963.87 $.00 $395,104.38

ACCOUNT AGING
CURRENT * 1-30 DAYS 31-60 DAYS 61-90 DAYS >90 DAYS BALANCE
$179,911.29 $.00 $210,336.41 $.00 $4,856.68 $395,104.38

% CURRENT AMOUNT INCLUDES PAYMENTS APPLIED ON-ACCOUNT OR OVER PAYMENTS
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RFP 473-17-00001
ATTACHMENT B

RELAY TEXAS PAGE: G ITR1
1781 N CONGRESS AVE ACTIVITY THROUGH: 4/30/16
AUSTIN, TX 78701 ACCOUNT SUMMARY INVOICE ACCOUNT ID: 926099087

INVOICE NUMBER: 98040162000013

SERVICE / PRICE/ TaTAL
CHARGE TYPE MINUTES CALLS AVERAGE MINUTE ADJUSTMENTS CHARGES
TOTAL SESSION MINUTES OF SERVICE 77,795.87
TOTAL CONVERSATION MINUTES OF SERVICE 39,391.95
LESS INTERSTATE CONVERSATION MINUTES -1,410.20
INTERNATIONAL CONVERSATION MINUTES -134.72
INTERSTATE TOLLFREE CONVERSATION MINUTES 51% -6,127.88
INTERSTATE DIRECTORY ASSISTANCE CONVERSATION MIN -9.62
900 CONVERSATION MINUTES 51X .00
TEST CALL CONVERSATION MINUTES .00
TOTAL BILLABLE INTRASTATE CONVERSATION MINUTES 31,709.6%
TOTAL SPEECH TO SPEECH SESSION MINUTES 1,359.70
TOTAL SPEECH TO SPEECH CONVERSATION MINUTES 596.13
LESS INTERSTATE CONVERSATION MINUTES -1.02
INTERNATIONAL CONVERSATION MINUTES .00
INTERSTATE TOLLFREE CONVERSATION MINUTES 51% -145.28
INTERSTATE DIRECTORY ASSISTANCE CONVERSATION MIN .00
900 CONVERSATION MINUTES 51X .00
TEST CALL CONVERSATION MINUTES .00
TOTAL BILLABLE INTRASTATE SPEECH TO SPEECH MINUTES 449.83
TOTAL MINUTES OF SERVICE COMPENSATION 32,159.47 1.3900 44,701.67
TOTAL BILLABLE CAPTEL CONVERSATION MINUTES 75,536.10 1.7900 135,209.62
NUMBER OF CALLS INTO RELAY SERVICE RELAY TEXAS 49,600
AVERAGE LENGTH OF CALL FOR SESSION MINUTES 1.69
AVERAGE LENGTH OF CALL FOR CONVERSATION MINUTES .85
AVERAGE LENGTH OF COMPLETED CALLS 10.28
CALL SETUP/WRAPUP TIME (IN MINUTES) 1.39
CALL SETUP/WRAPUP TIME (IN PERCENT) 82.22
TOTAL NUMBER OF CALLS 49,600
TOTAL NUMBER OF INBOUND CALLS 46,%14%
TOTAL ACCOUNT SUMMARY £179,911.29
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RFP 473-17-00001
ATTACHMENT B

SGACB001_1
Texas Traffic Pattern Statistics
For the Month of April / 2016
1 Total Number of Inbound Calls Handled 46,108
2 Monthly Weighted Average Speed of Answer 0.6
3 Monthly Weighted Service Level 98%
4 Total Number of Calls Offered and Abandoned
Abandoned
Offered Answered InQueue In Queue
Number of Calls to Relay 46,004 45,300 46,004 704
5 Total Number of Calls Placed By End Users 49,248
6 Total Number of Completed Calls Placed By End Users 7,616
7 Total Number of Completed Calls Placed By End Users By Jurisdiction
Conversation Session Outbound Completed % Completed
Minutes Minutes Calls Calls to Total
Local 23,786:58 31,731:00 7,022 5,772 75.79%
Intrastate ** 1,965:51 2,441:40 419 346 4.54%
Interstate 1,410:12 1,785:25 394 269 3.53%
Originating in state 1,133:09 1,495:53 0 254 0.00%
Terminating in state 277:03 289:32 0 15 0.00%
General Assistance 00:00 25,656:11 0 0 0.00%
Interstate Busy Ring/No Answer 00:00 00:00 0 0 0.00%
Intrastate Busy Ring/No Answer 00:00 00:00 0 0 0.00%
Toll Free 12,015:27 13,582:26 1,464 1,159 15.22%
Directory Assistance 78:46 150:07 38 38 0.50%
900 NPA Access 00:00 00:00 0 0 0.00%
US Territorial/International 134:43 188:52 52 32 0.42%
Marine 00:00 00:00 0 0 0.00%
Other 00:00 00:00 0 0 0.00%
Busy Ring/No Answer 00:00 2,260:11 0 0 0.00%
Total 39,391:57 77,795:52 9,389 7,616 100.00%
General Assistance Calls 39,859
Busy Ring No Answer Calls 1,773
Total Number of Relayed Calls 49,248
** |Intrastate Intralata 76
Interlata 270
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Average Length of Call
Work Time (minutes)

Set-up/Wrap-up Time (minutes)
Conversation Time (minutes)

RFP 473-17-00001
ATTACHMENT B

Texas Traffic Pattern Statistics
For the Month of April / 2016

Conversation Time Based on Call Type

(in minutes)
TTY-Baudot

Turbocode

ASCII

Voice

Voice Carryover

Hearing Carryover

Deaf/Blind ASCII

Deaf/Blind Baudot

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Spanish-Speaking Users
Speech Impaired Users
French-Speaking Users

Outbound
08:17
00:15
04:12

5.31
2.59
0.00
0.00
5.03
0.00
0.00
0.00
7.46
6.33
0.00
0.00
2.99
0.95
1.04
0.00
3.75
1.88
0.00
0.00
23.08
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
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ATTACHMENT B

Texas Traffic Pattern Statistics

For the Month of April / 2016

9 Total Number of Calls by Call Type
Usage Min Inbound Outbound % of Total ASAI*
TTY-Baudot Calls 17,871:55 20,713 3,364 35.83% 0.74
Spanish - Speaking Users 280:09 235 108
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
Turbocode Calls 658:35 994 131 1.40% 0.84
Spanish - Speaking Users 00:00 0 0
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
ASCII Calls 406:33 247 121 1.29% 2.61
Spanish - Speaking Users 19:00 3 3
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
Voice Calls 4,889:21 21,134 1,637 17.44% 1.42
Spanish - Speaking Users 82:42 2,205 87
Speech Disabled Users 11:27 3 11
French-Speaking Users 00:00 3 0
Voice Carryover Calls 15,519:23 3,006 4,134 44.03% 1.46
Spanish - Speaking Users 1,714:41 378 912
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
Hearing Carryover Calls 46:10 3 2 0.02% 0.33
Spanish - Speaking Users 00:00 0 0
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
Deaf/Blind ASCII Calls 00:00 0 0 0.00% 0.00
Spanish - Speaking Users 00:00 0 0
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
Deaf/Blind Baudot Calls 00:00 11 0 0.00% 0.09
Spanish - Speaking Users 00:00 0 0
Speech Disabled Users 00:00 0 0
French-Speaking Users 00:00 0 0
Total Spanish 2,096:32 2,821 1,110
Total English 37,295:25 43,287 8,279
GRAND TOTAL CALLS 39,391:57 46,108 9,389

*Average Speed of Agent Interaction measures the time between the switch answering the
call and the agent interaction with the caller.
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RFP 473-17-00001
ATTACHMENT B

Texas Traffic Pattern Statistics
For the Month of April / 2016

Additional Call Type Breakout % of Total
VCO to VCO 16 27.59%
VCOto TTY 38 65.52%
TTY to VCO 2 3.45%
VCO to HCO 1 1.72%
HCO to HCO 0 0.00%
HCOto TTY 0 0.00%
TTY to HCO 1 1.72%
HCO to VCO 0 0.00%

TOTAL 58
AMR 367

*Answering Machine Retrieval

Cost Per Call

(Total Service Compensation / Number of Calls Placed For End User) $ 0.91

Average Number of Weekend/Weekday Calls Placed for End

Users WEEKEND WEEKDAY
745 2,026
Total Number of Subscribers 30,435
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Texas SPEECH TO SPEECH STATISTICS

Total Session Minutes
Total Conversation Minutes

Less Interstate Conversation Minutes of Use

International Conversation Minutes of Use
Interstate Toll Free Conversation Minutes of Use 51%
Interstate DA Conversation Minutes of Use

900 Conversation Minutes of Use 51%

Total Billable Intrastate Speech to Speech Conversation Minutes of Use

Inbound Calls
Outbound Calls
Completed Calls

Average Length of Call

Local Calls
Intrastate Calls
Interstate Calls
Directory Assistance Calls
General Assistance Calls
International Calls
900 Calls
Toll-Free Calls
Marine Calls
Busy Ring/No Answer Calls
Other Calls
TOTALS

306
99
87

6.60

Conversation
Minutes
309:28
0:46
1.01
0:00
0:00
0:00
0:00
284:52
0:00
0:00
0:00
596:07

Session
Minutes
441:53
3:19
5:20
0:00
553:06
0:00
0:00
338:13
0:00
17:51
0:00
1,359:42

FOR THE MONTH OF APRIL/2016

AN AN AN AN

1:01)
0:00 )
145:17 )
0:00 )
0:00 )

Completed
Calls
60

N

N
NO OONMNMNOOOOW

(00}

1,359:42
596:08

449:50

Outbound
Calls
70

w

N
OO OO WOOoOOoOOoOW

©

89 of 161



Texas Weighted ASA:

0.6

RFP 473-17-00001
ATTACHMENT B

Requirement: 3.3 seconds Daily

Apr Austin Dayton Honolulu Lubbock Moorhead Syracuse

2016 Total Total Daily MTD
Call
Date Calls ASA Calls ASA Calls ASA Calls ASA Calls ASA Calls ASA Secs Calls ASAD ASA
1 667 0.6 64 15 0.5 1038 0.7 97 0.6 6 0.9 1307 1872 0.7 0.7
2 45 0.8 692 4.0 42 3.8 2 39 2962 781 3.8 1.6
3 59 1.6 496 1.0 24 1.1 2 1.8 609 581 1.0 15
4 957 0.7 90 0.7 0.4 1481 0.6 72 0.6 8 0.8 1643 2608 0.6 11
5 815 0.4 69 0.8 0.4 1072 0.5 55 0.5 5 0.8 939 2016 0.5 0.9
6 847 0.5 76 1.6 0.4 870 0.6 55 0.5 3 0.7 1078 1851 0.6 0.9
7 728 0.6 88 0.7 25 795 0.8 68 0.5 5 0.6 1211 1684 0.7 0.9
8 765 0.5 83 0.7 0.4 656 0.5 65 0.4 1 0.5 791 1570 0.5 0.8
9 39 0.4 639 0.5 37 0.6 4 0.5 358 719 0.5 0.8
10 44 0.5 459 0.7 24 0.7 1 0.6 381 528 0.7 0.8
11 889 0.5 93 1.2 0.4 1305 0.5 75 0.5 10 0.6 1216 2372 0.5 0.8
12 904 0.4 73 0.8 0.4 946 0.5 71 0.4 9 0.5 958 2003 0.5 0.7
13 818 0.4 106 1.3 0.4 823 0.5 63 0.4 0.4 949 1815 0.5 0.7
14 617 0.6 98 0.9 0.9 849 0.7 48 0.5 0.9 1122 1621 0.7 0.7
15 695 0.6 62 15 0.4 744 1.0 102 0.6 18 1.1 1341 1621 0.8 0.7
16 51 0.5 685 0.6 47 0.7 0.5 474 792 0.6 0.7
17 62 0.5 656 0.6 20 0.5 0.7 446 740 0.6 0.7
18 1059 0.4 109 0.8 0.5 1230 0.5 136 0.5 10 0.6 1263 2544 0.5 0.7
19 915 0.4 54 0.8 0.5 937 0.6 61 0.4 12 0.4 1012 1979 0.5 0.7
20 857 0.5 54 0.9 1 0.4 781 0.7 115 0.4 30 0.5 1054 1838 0.6 0.7
21 816 0.4 88 0.6 0.4 714 0.6 61 0.4 9 0.5 769 1688 0.5 0.7
22 767 0.4 76 0.9 0.4 728 0.9 51 0.4 0.8 1029 1623 0.6 0.7
23 36 1.0 540 0.5 25 0.5 12 0.7 332 613 0.5 0.7
24 45 0.4 536 0.4 25 0.7 1 0.8 271 607 0.4 0.7
25 829 0.5 84 0.6 0.4 1257 0.4 85 0.5 6 0.5 1034 2261 0.5 0.6
26 1006 0.4 65 0.7 0 750 0.7 66 0.4 11 0.4 941 1898 0.5 0.6
27 981 0.4 118 15 0 810 11 86 0.4 21 0.5 1450 2016 0.7 0.6
28 796 0.4 56 0.7 0 659 0.4 97 0.4 0.4 647 1613 0.4 0.6
29 754 0.7 57 0.7 0 862 0.9 115 0.6 0.5 1415 1797 0.8 0.6
30 38 0.4 776 0.6 55 0.4 12 0.6 538 881 0.6 0.6
17,482 0.5 2,082 0.9 1 0 24,786 0.7 1,943 0.6 238 0.6 29540 46532 0.6
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Texas Weighted Service Level:

98%

RFP 473-17-00001
ATTACHMENT B

Requirement: 85% within 10 seconds

Apr Austin Dayton Honolulu Lubbock Moorhead Syracuse
2016 Total Total Daily MTD
SVL

Date Calls SVL Calls SVL Calls SVL Calls SVL Calls SVL Calls SVL Pts. Calls SVLD SVL
1 667 97.8 64 97.3 98.4 1038 97.9 97 98.6 6 97.2 183222 1872 98 98
2 45 95.7 692 90.4 42 92.4 2 88.9 70916 781 91 96
3 59 95.8 496 96.8 24 97.2 2 94.2 56197 581 97 96
4 957 97.8 90 98.5 98.8 1481 98.2 72 98.2 8 97.6 255784 2608 98 97
5 815 99.0 69 98.7 100.0 1072 98.8 55 99.0 5 98.1 199355 2016 99 97
6 847 97.9 76 97.6 99.3 870 98.1 55 98.8 3 97.7 181463 1851 98 98
7 728 98.2 88 98.0 99.0 795 97.0 68 98.5 5 98.6 164481 1684 98 98
8 765 98.6 83 98.5 98.9 656 98.1 65 98.9 1 98.5 154457 1570 98 98
9 39 98.1 639 98.8 37 99.0 4 98.4 71003 719 99 98
10 44 98.7 459 97.8 24 97.8 1 97.5 51667 528 98 98
11 889 98.7 93 98.6 98.4 1305 98.7 75 98.8 10 98.6 234198 2372 99 98
12 904 99.4 73 98.6 99.1 946 98.3 71 98.4 9 98.8 197885 2003 99 98
13 818 98.6 106 98.2 99.0 823 98.2 63 99.2 98.9 178670 1815 98 98
14 617 98.2 98 98.4 98.3 849 97.6 48 98.6 97.1 158687 1621 98 98
15 695 97.5 62 95.4 99.4 744 96.9 102 98.2 18 96.8 157491 1621 97 98
16 51 98.5 25.0 685 98.2 47 98.3 98.2 77815 792 98 98
17 62 97.6 656 98.4 20 98.7 96.6 72737 740 98 98
18 1059 98.7 109 98.0 99.2 1230 98.3 136 98.8 10 98.2 250631 2544 99 98
19 915 98.5 54 98.6 99.3 937 98.2 61 98.9 12 99.3 194700 1979 98 98
20 857 99.0 54 98.1 1 98.8 781 97.9 115 98.9 30 98.2 181056 1838 99 98
21 816 99.1 88 98.5 99.5 714 98.9 61 99.2 9 98.8 167056 1688 99 98
22 767 99.0 76 98.2 97.5 728 98.3 51 99.0 1 97.5 160133 1623 99 98
23 36 98.4 540 98.1 25 98.0 12 97.8 60164 613 98 98
24 45 98.2 536 98.7 25 98.6 96.8 59873 607 99 98
25 829 98.6 84 98.9 99.7 1257 98.7 85 99.0 6 98.9 223166 2261 99 98
26 1006 98.5 65 98.5 98.6 750 98.6 66 98.9 11 99.3 187065 1898 99 98
27 981 98.6 118 97.9 99.2 810 97.7 86 98.9 21 98.8 198041 2016 98 98
28 796 99.4 56 98.9 98.4 659 98.5 97 99.3 99.0 159693 1613 99 98
29 754 97.9 57 98.3 97.7 862 97.9 115 98.6 98.9 176049 1797 98 98
30 38 98.3 776 97.5 55 98.0 12 97.8 85972 881 98 98
31

17,482 98.6 2,082 98.1 1 99 24,786 97.9 1,943 98.6 238 98.1 4569625 46532 98
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ATTACHMENT B

BLOCKAGE REPORT

SPRINT TELECOMMUNICATIONS RELAY SERVICE (TRS)
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Date
04/01/2016
04/02/2016
04/03/2016
04/04/2016
04/05/2016
04/06/2016
04/07/2016
04/08/2016
04/09/2016
04/10/2016
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Attempts
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367
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181
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45
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87

31

40
141
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61

43
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35

51
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82
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65

29

20

18

38

52

42

37

34

27

26

Completed S.Blocked GOS Abandoned Other

215
138
98
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194
158
149
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202
231
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140
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356
233
256
223
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115
135
239
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175
242
155
83
51
45
134
102
110
109
87
31
40
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121
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86
83
61
43
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91
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35
51
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82
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65
29
20
18
38
52
42
37
34
27
26
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RFP 473-17-00001
ATTACHMENT B

RELAY OPERATIONS ACD SUMMARY - Total TRS
April 2016
12M - 6A 6A - 12N 12N - 6P 6P - 12M Total Day

DATE NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA[ NCH ATT SVL ASA
1 Fri 846 92 | 94| 14 [ 7549 [ 136 | 99 [ 05 | 10466 | 168 [ 97 | 1.0 | 3281 | 173 [ 97 | 11 22,142 | 1549 98 | 038
2 Sat 700 | 94 | 98 | 04 | 3143 | 136 | 95 | 22 | 4980 | 142 | 97 | 09 [ 2380 [ 212 | 78 | 87 11,203 | 1524 92 [ 29
3 Sun 708 | 95 | 90 | 34 | 2231 | 138 | 97 | 1.0 | 3,688 | 154 | 95 | 1.7 [ 2541 [ 182 | 97 [ 06 9,168 |[1536| 96 [ 13
4 Mon | 510 70 | 99 | 03 | 8800 | 151 | 99 | 0.4 | 12306 | 163 | 97 | 09 | 3630 | 171 [ 98 | 06 25246 | 1579 98 | 0.7
5 Tue 595 76 | 99 | 04 | 7494 | 157 | 99 | 0.4 | 10266 | 167 | 99 | 06 | 3514 | 190 [ 98 | 0.8 21,869 | 1650 99 | 0.6
6 Wed | 524 | 101 [ 99 | 03 | 6817 | 155 | 98 | 05 | 9,758 | 166 | 98 [ 09 | 3399 | 190 | 98 | 07 20,498 | 1648 98 | 07
7 Thu | 722 68 | 99 | 04 | 6796 | 153 | 99 | 0.4 | 9565 | 161 | 98 | 07 | 3413 | 197 [ 96 | 0.9 20,496 | 1613 98 | 0.7
8 Fri 535 | 8 | 97 | 05 | 6666 | 151 | 99 | 05 | 9,161 | 168 | 99 | 0.4 [ 3,042 [ 189 | 98 [ 08 19,404 |[1632| 98 [ 05
9 Sat 587 76 | 98 | 04 | 2938 | 149 | 99 | 05 | 4639 | 138 | 99 [ 05 | 2273 | 175 [ 98 | 0.6 10,437 [ 1457 99 [ 05
10 Sun 468 | 108 | 97 | 08 | 1,98 | 124 | 99 | 05 | 3,756 | 142 | 99 | 05 [ 2525 [ 169 | 96 [ 08 8,735 |[1438| 98 [ 06
11 Mon | 680 98 | 98 | 04 | 8417 | 149 | 99 | 04 | 12250 | 154 | 99 [ 08 | 3,654 | 181 [ 98 | 0.7 25001 | 1549 99 | 0.6
12 Tue 603 83 | 98| 04 | 7370 | 153 | 99 | 05 | 10,310 | 168 | 99 | 05 | 3272 | 191 [ 98 | 06 21,555 | 1640 99 | 05
13 Wed | 589 71 | 99 | 04 | 6552 | 146 | 99 | 04 | 9508 | 163 | 98 | 07 | 3280 | 181 [ 98 | 05 19,929 |[157.8| 99 [ 06
14 Thu | 481 85 | 99 | 03 | 6349 | 161 | 99 [ 06 | 9349 | 177 [ 98 | 0.7 | 3,450 | 189 | 97 | 10 19,629 |[1719| 98 [ o7
15 Fri 464 77 | 98| 04 | 6264 | 156 | 94 | 1.8 | 9048 | 172 | 99 [ 05 | 3147 | 175 [ 97 | 1.0 18,923 [ 1650 97 [ 1.0
16 Sat 625 61 | 99 | 04 | 3034 | 148 | 98 | 06 | 4439 | 152 | 98 | 05 | 2422 | 175 [ 98 | 0.7 10,520 | 150.8| 98 | 06
17 Sun 658 81 | 97 | 08 | 2136 | 131 | 98 | 05 | 3472 | 144 | 99 [ 04 | 2489 | 166 [ 96 | 0.9 8,755 | 142.4| 98 | 06
18 Mon | 645 81 | 98 | 03 | 8570 | 146 | 98 | 06 | 11428 | 151 | 99 | 05 | 3626 | 186 [ 98 | 0.6 24269 | 1529 98 | 0.6
19 Tue 540 | 93 | 98 | 04 | 7463 | 151 | 99 | 05 | 9,734 | 170 | 99 | 05 [ 3260 [ 187 | 99 [ 05 20,997 | 1640 99 | 05
20 Wed | 623 76 | 98 | 03 | 6794 | 156 | 99 | 0.4 | 9089 | 167 | 98 | 06 | 3424 | 176 [ 98 | 0.9 19,930 |[1620| 98 [ 06
21 Thu | 609 58 | 99| 03 | 6484 | 151 | 99 | 04 | 8978 | 155 | 99 [ 05 | 3,053 | 190 [ 98 | 05 19,124 [ 1563 99 [ 05
22 Fri 557 9 | 98 | 04 | 6246 | 155 | 99 | 07 | 9049 | 166 | 98 | 07 | 2995 | 175 [ 98 | 05 18,847 |[1613| 98 [ 07
23 Sat 672 65 | 97 | 05 [ 2950 | 130 | 99 | 05 | 4150 | 144 | 99 [ 07 | 2119 | 182 [ 96 | 0.9 9,891 |[1428| 98 [ 06
24 Sun 491 62 | 98 | 04 | 1,924 | 131 | 99 | 04 | 3152 | 153 | 99 | 04 | 2283 | 171 | 96 | 11 7,850 | 147.1( 98 | 06
25 Mon | 534 | 75 | 98 [ 03 | 8119 | 156 | 99 | 05 | 11,286 | 160 | 99 | 04 | 3,494 | 168 | 97 | 06 23433 | 157.7( 99 | 05
26 Tue 651 60 | 99 | 04 | 7,032 | 150 | 99 | 05 | 9791 | 159 | 99 | 05 | 3317 | 167 [ 98 | 05 20,791 | 1541 99 | 05
27 Wed | 726 | 87 | 97 | 04 | 6925 | 151 | 99 | 0.7 | 9584 | 156 | 99 [ 07 | 3233 | 193 [ 97 | 0.9 20,468 | 157.7( 98 | 0.7
28 Thu | 650 57 | 98 | 04 | 6194 | 150 | 99 | 0.4 | 9235 | 162 | 99 | 04 | 3279 | 183 [ 99 | 038 19,358 [ 1582 99 [ 05
29 Fri 622 75 | 97 | 04 | 6302 | 146 | 99 | 05 | 9446 | 166 | 98 | 08 | 3223 | 178 [ 98 | 0.6 19,593 |[158.7| 98 [ 06
30 Sat 735 63 | 98 | 05 | 3281 | 134 | 98 | 06 | 4566 | 144 | 98 | 05 | 2585 | 143 [ 97 | 05 11,167 | 1354 98 [ 05
31 Sun
TOTAL 18350 [ 79 | 98 | 0.6 | 172,826 | 149 | 98 | 0.6 | 246,449 | 161 [ 98 | 0.7 | 91,603 | 180 | 97 | 09 [ 529,228 [157.7] 98 | 07
Note: NCH Number of calls handled

ATT Average talktime

SVL Service Level

ASA Average speed of answer
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RELAY OPERATIONS ACD SUMMARY - Texas
April 2016
Total Austin and Lubbock
12M - 6A 6A - 12N 12N - 6P 6P - 12M Total Day

DATE NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA
1 Fri 296 79 | 94 | 25 | 3077 | 127 | 99 | 04 3310 | 159 | 97 | 07 784 | 154 | 98 | 05 7,467 |[142.2] 98 | 06
2 Sat 103 90 | 99 | 03 970 | 139 | 94 | 3.0 1192 | 172 | 94 | 1.9 620 | 198 | 79 | 9.9 2,885 |[1636] 91 | 3.9
3 Sun 100 95 | 97 | 13 541 | 160 | 99 | 0.4 948 175 | 96 | 1.3 534 | 209 | 97 | 08 2,123 |[176.2] 97 | 1.0
4 Mon | 154 56 | 97 | 03 | 3641 | 163 | 99 | 0.3 4753 | 168 | 97 | 0.8 857 171 | 98 | 05 9,405 |1645| 98 | 0.6
5 Tue 154 57 | 98 | 03 | 2,966 | 171 | 99 | 0.4 4167 | 171 | 99 | 06 733 | 199 | 98 | 0.7 8,020 [171.1] 99 | 05
6 Wed | 147 80 | 99 | 03 | 2,855 | 167 | 99 | 05 3880 | 175 | 98 | 05 502 | 208 | 96 | 0.9 7,384 |1725] 98 | 05
7 Thu 160 53 | 99 | 04 | 2,696 | 150 | 99 | 0.4 3490 | 161 | 98 | 07 497 191 | 92 | 22 6,843 |[156.5]| 98 | 0.7
8 Fri 174 61 | 96 | 03 | 2,848 | 153 | 99 | 05 3295 | 169 | 98 | 05 520 | 175 | 98 | 05 6,837 |160.0| 98 | 05
9 Sat 116 | 108 | 100 | 0.3 774 | 188 | 98 | 08 1,310 | 168 | 99 | 03 545 | 200 | 99 | 05 2,745 | 1776 99 | 05
10 Sun 63 66 | 98 | 03 505 | 133 | 99 | 06 1,010 | 155 | 97 | 09 432 | 204 | 97 | 07 2,010 |[157.1] 98 | 0.8
11 Mon | 178 55 | 99 | 03 | 3523 | 162 | 99 | 0.4 4735 | 172 | 98 | 06 847 | 160 | 99 | 0.4 9,283 |164.7] 99 | 05
12 Tue 134 69 | 99 | 04 | 3,206 | 163 | 98 | 06 3906 | 181 | 99 | 04 769 | 188 | 98 | 05 8,015 [172.7] 99 | 05
13 Wed | 175 53 | 99 | 03 | 2,753 | 168 | 99 | 0.4 3694 | 186 | 98 | 05 507 154 | 96 | 1.2 7129 |[1736] 98 | 05
14 Thu 118 83 | 99 | 03 | 2503 | 159 | 99 | 05 3131 | 194 | 98 | 07 571 185 | 96 | 1.0 6,323 |177.1] 98 | 0.7
15 Fri 115 60 | 97 | 03 | 2590 | 156 | 96 | 1.2 3130 | 189 | 99 | 05 668 | 167 | 97 | 09 6,503 |[171.1] 97 | 08
16 Sat 82 56 | 98 | 0.3 823 | 177 | 99 | 07 1,252 | 188 | 98 | 06 617 | 205 | 98 | 05 2,774 |1846] 98 | 0.6
17 Sun 147 70 | 98 | 04 638 | 141 | 99 | 04 1,134 | 179 | 99 | 0.4 503 | 196 | 96 | 1.4 2422 |1656] 98 | 0.6
18 Mon | 169 89 | 99 | 03 | 3,713 | 154 | 99 | 04 4803 | 169 | 99 | 05 892 | 173 | 98 | 05 9,577 |161.9] 99 | 05
19 Tue 193 40 | 98 | 04 | 3,290 | 158 | 98 | 0.7 4074 | 173 | 99 | 04 626 | 204 | 98 | 05 8,183 |[166.3]| 98 | 05
20 Wed | 191 65 | 98 | 03 | 2,999 | 162 | 99 | 0.4 3650 | 182 | 99 | 05 489 133 | 93 | 37 7,329 |167.4] 98 | 0.7
21 Thu 163 44 | 99 | 03 | 2544 | 159 | 99 | 0.4 3664 | 161 | 99 | 05 544 | 195 | 97 | 07 6,915 |[160.3| 99 | 05
22 Fri 192 98 | 98 | 03 | 2,617 | 146 | 99 | 1.0 3395 | 162 | 99 | 04 636 | 197 | 98 | 04 6,840 |[157.1] 99 | 0.7
23 Sat 117 50 | 93 | 1.3 941 | 127 | 98 | 05 1373 | 181 | 99 | 03 588 | 198 | 97 | 07 3019 |[162.3] 98 | 05
24 Sun 82 89 | 98 | 03 610 132 | 99 | 03 1,086 | 170 | 99 | 0.4 568 | 186 | 98 | 06 2,346 | 161.0] 99 | 04
25 Mon | 119 | 120 | 98 | 03 | 3287 [ 170 | 99 | 04 4505 | 167 | 99 | 04 775 | 156 | 96 | 08 8,686 |166.3| 99 | 04
26 Tue 171 40 | 99 | 03 | 2,986 | 163 | 99 | 0.7 4140 | 168 | 99 | 04 694 | 130 | 97 | 09 7,991 |[160.1] 99 | 0.6
27 Wed | 229 39 | 97 | 03 | 2905 | 165 | 99 | 08 4005 | 173 | 99 | 04 474 | 163 | 91 | 38 7613 |1655| 98 | 08
28 Thu 182 49 | 98 | 03 | 2335 | 145 | 99 | 04 3208 | 160 | 99 | 04 668 | 168 | 98 | 05 6,393 |[152.3] 99 | 04
29 Fri 183 60 | 96 | 03 | 2582 | 145 | 99 | 07 3307 | 150 | 98 | 1.0 677 | 182 | 97 | 06 6,749 |149.1| 98 | 08
30 Sat 128 42 | 99 | 11 918 141 | 97 | 09 1,386 | 154 | 98 | 05 676 | 156 | 98 | 05 3,108 |[146.2] 98 | 0.7
31 Sun
TOTAL 4535 | 65 | 98 | 05 | 68636 | 157 | 99 | 0.6 | 90933 | 171 | 98 | 0.6 | 18813 | 179 | 96 | 1.2 | 182,917 | 163.9| 98 | 0.6
Note: NCH Number of calls handled

ATT Average talktime

SVL Service Level

ASA Average speed of answer
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RELAY OPERATIONS ACD SUMMARY - Austin
April 2016
12M - 6A 6A - 12N 12N - 6P 6P - 12M Total Day

DATE NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA|NCH ATT SVL ASA| NCH ATT SVL ASA
1 Fri 1556 | 104 | 99 | 03 | 1,392 | 148 | 97 | 07 3 45 | 100 | 03 | 2,951 |1248] 98 | 05
2 Sat
3 Sun
4 Mon 1515 | 109 | 99 | 03 | 1,875 | 128 | 98 | 08 2 639 | 100 | 0.0 | 3,392 | 119.3| 98 | 06
5 Tue 1,159 | 133 | 99 | 04 | 1,902 | 127 | 99 | 04 3,061 | 12903 99 | 04
6 Wed 1234 | 120 | 98 | 05 | 1,753 | 132 | 98 | 04 4 831 | 100 | 03 | 2991 | 1282| 98 | 05
7 Thu 1336 | 124 | 99 | 04 | 1,880 | 132 | 98 | 07 1 | 2323|100 00 | 3217 [12906] 99 | 05
8 Fri 1,449 | 125 | 99 | 04 | 1,795 | 134 | 99 | 05 3244 | 130.2| 99 | 04
9 Sat
10 Sun
11 Mon 1,347 | 107 | 99 | 04 | 1,843 | 127 | 99 | 05 3 | 1578 | 100 | 03 | 3193 [1201] 99 | 05
12 Tue 1,415 | 120 | 99 | 04 | 1,760 | 126 | 99 | 04 2 | 2207|100 | 05 | 3177 | 1254 99 | 04
13 Wed 1,292 | 115 | 99 | 04 | 1555 | 140 | 99 | 04 2 146 | 100 | 05 | 2,849 | 1287 99 | 04
14 Thu 1,263 | 128 | 99 | 04 | 1,384 | 173 | 98 | 07 2 864 | 100 | 0.0 | 2,649 | 1520| 99 | 06
15 Fri 1,390 | 123 | 97 | 07 | 1480 | 148 | 98 | 05 1 | 3042 | 100 00 | 2871 1367 98 | 06
16 Sat
17 Sun
18 Mon 1,396 | 104 | 99 | 04 | 1,984 | 117 | 99 | 04 3 271 | 100 | 03 | 3,383 | 111.7| 99 | 04
19 Tue 1,509 | 108 | 99 | 03 | 1,846 | 140 | 99 | 0.4 2 | 1488 | 100 | 1.0 | 3357 [126.2] 99 | 04
20 Wed 1,401 | 107 | 99 | 04 | 1,791 | 140 | 99 | 05 5 851 | 100 | 0.0 | 3,197 | 1270| 99 | 04
21 Thu 1,026 | 133 | 99 | 04 | 1,974 | 118 | 99 | 0.3 2 | 1045 100 | 0.0 | 3102 | 1241 99 | 0.3
22 Fri 1,288 | 132 | 99 | 04 | 1,805 | 127 | 99 | 0.3 2 | 3519|100 | 1.0 | 3095 | 1315| 99 | 04
23 Sat
24 Sun
25 Mon 1275 | 131 | 99 | 04 | 1,766 | 130 | 99 | 04 1 | 1877 | 100 | 00 | 3042 |131.0] 99 | 04
26 Tue 1,420 | 115 | 99 | 04 | 2,010 | 111 | 99 | 04 1 692 | 100 | 1.0 | 3,431 | 1128| 99 | 04
27 Wed 1,349 | 106 | 99 | 04 | 1872 | 132 | 99 | 04 1 | 2344 | 100 00 | 3222 [1221] 99 | 04
28 Thu 1,225 | 110 | 100 | 04 | 1633 | 123 | 99 | 04 2,858 | 1176| 99 | 04
29 Fri 1,265 | 123 | 99 | 03 | 1517 | 128 | 98 | 08 3 | 1408 | 100 | 00 | 2,785 |[127.1] 98 | 06
30 Sat
31 Sun
TOTAL 28210 | 118 | 99 | 04 | 36817 | 132 | 99 | 05 40 | 1234 | 100 | 0.3 | 65067 | 126.1| 99 | 0.4
Note: NCH Number of calls handled

ATT Average talktime

SVL Service Level

ASA Average speed of answer
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RFP 473-17-00001
ATTACHMENT B

RELAY OPERATIONS ACD SUMMARY
April 2016
12M - 6A 6A - 12N 12N - 6P 6P - 12M Total Day

DATE NCH ATT SVL ASA |NCH ATT SVL ASA|NCH ATT SVL ASA|NCH ATT SVL ASA| NCH ATT SVL ASA
1 Fri 5 179 | 83 0.2 393 | 57 | 94| 06 | 466 | 77 | 93 | 07 | 81 | 188 | 95 | 08 | 945 [ 786 | 93 | 06
2 Sat 10 | 577 | 100 0.3 02 | 123 | 93 | 24 | 174 | 173 | 96 | 04 | 51 | 769 | 91 | 04 | 337 |2569| 94 | 1.0
3 Sun 3 | 1641 | 100 0.7 39 | 273 | 95| 04 | 79 | 171 | 94 | 25 | 39 | 298 | 97 | 06 160 |2546| 95 | 15
4 Mon | 14 | 135 | 93 0.4 446 | 86 | 95 | 04 | 544 | 60 | 91 | 06 | 94 | 112 | 90 | 23 | 1,098 | 760 | 93 | 07
5 Tue 10 38 | 100 05 425 | 55 | 97 | 04 | 522 | 97 | 93| 13 | 79 | 233 | 92 | 04 | 1,036 | 898 | 95 | 08
6 Wed | 8 26 | 89 0.4 391 | 92 | 96 | 05 | 474 | 80 | 96 | 06 | 69 | 306 | 94 | 1.8 | 942 [101.0| 95 | 06
7 Thu 7 26 | 100 0.6 361 | 114 | 95 | 07 | 451 | 80 | 93| 08 | 71 | 117 | 90 [ 05 | 890 | 964 | 94 | 07
8 Fri 9 13 | 100 0.3 347 | 50 | 97 | 05 | 416 | 92 | 99 | 04 | 72 | 187 | 99 | 04 | 844 [ 819 | 98 | 04
9 Sat 6 90 | 100 05 95 54 [100] 03 | 153 | 55 | 96 | 04 | 48 | 236 | 98 | 04 | 302 | 841 | 98 | 04
10 Sun 2 668 | 100 05 36 91 [100] 03 | 69 | 266 | 97 | 15 | 34 | 395 | 97 | 03 141 |[258.0| 98 | 09
1 Mon | 5 18 | 100 0.2 435 | 62 | 95 | 05 | 647 | 51 | 97 | 06 | 105 | 145 | 97 | 04 | 1,192 [ 633 | 9 | 05
12 Tue 9 21 | 90 0.6 378 | 82 | 95| 08 | 516 | 95 | 97 | 05 | 76 | 173 | 93 | 04 | 979 [ 953 | 9 | 06
13 Wed | 9 125 | 100 0.0 356 | 60 | 95 | 03 | 454 | 78 | 96 | 09 | 84 | 110 | 99 | 03 | 903 | 743 | 9 | 06
14 Thu 8 70 | 100 0.4 337 | 8 | 97 | 04 | 42