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INTERRT Pl

COVMENTS ON THE STS NOTI CE OF PROPCSED RULE MAKI NG
- Revised 7/5/98

As a user of Speech-to-Speech (STS) | would |ike to make the foll ow ng
comment s.

REGULATORY | SSUES - GENERAL

It will be difficult for many consuners and potential consumers to
respond to this Notice of Proposed Rul emaki ng (NPRM) because of
the nature of their nultiple disabilities. Pl ease understand that the

eve of responses you receive may be | ower than the actual hlevel of
nterest.

| support the Federal Communications Commission's (FCC
tentative conclusion that STS be required nationally;

cost should not prevent establishnent of a national requirenent.
STS is a relatively inexpensive service.

(The cost of Speech-to-Speech plus outreach

for California for 1997 was |ess than $im.)

The state administrators who questioned naking STS a national
requi renent because of unknown costs nay have not been aware of
the California costs at the tine. (See NPRM paragraph 24).

| support the FCC s tentative conclusion that the costs of
providing interstate STS should be reinbursed fromthe interstate
Tel ecomruni cati ons Relay Service (TRS) Fund. This conclusion is
based on, and consistent with, the statutory duty not to

di scourage the inplenentation of inproved TRS.

While STS may have operational differences that nake conpliance
with certain Conmi ssion standards for tty relay infeasible,

I reconmend that a panel of consumers and providers be convened to
determne the appropriateness of conpliance with each standard.

For instance, the STS standards should deviate from those of TRS in the
definition of confidentiality. Wiile general confidentiality is

vital, confidentiality should not be defined as specifically for
3738 as for TTY relay.

REGULATORY | SSUES - QUALITY OF SERVI CE

Conpetition will encourage provision of quality
Speech-t o- Speech  servi ce. (It is inmportant to keep in mnd that this

popul ation is less able to advocate for quality of service as is the deaf
"TRS community.)

STS vendor's should be required to provide consistent, reliable,
hi gh-qual ity

connections, adequate volunme, voice transmission, and all other elenents
of telephonic telecomunications which able-bodied users enjoy wth
standard tel ephone communication systens.

Users should not have to endure noticeable volume changes during a call,

echoes, wunwanted disconnects, problens reaching

800#s, etc. Vendors nust provide a consistently high quality of

software, hardware, and other conmmunications devices including

lines, connection between lines, area codes, etc.



Vendors should also provide the state with nmonthly STS-call vol une
data consistent with data collection criteria outlined by FCC

All services and practices offered TTY relay users and their

callers will be offered Speech-to-Speech users and their callers
in a manner appropriate to their use.

TRS quality control standards, such as speed of answer,

should apply to Speech-to- Speech.

VWil e the del ay between when the conmunications assistant (CA)
answers the inbound call and when the outbound call begins nay be

| onger because of speaking tine, the

required response tine for inbound calls should not be relaxed. Thi s
should be nade equal to that for TTY relay.

O her exanpl es include:

Speech-t o- Speech must be available 24 hours a day,

seven days a week, year
round.

Speech-to- Speech nust include directory assistance, since 411 operators
often hang up on people with speech disabilities when the person is not
easily wunderstood. In addition, many people wth speech npairnants >
cannot use the 411 services provided for the deaf because they cannot type.

REGULATORY | SSUES: PRACTICES OF COWUN CATI ONS ASSI STANTS

Cas shoul d never revoice what the speech disabled caller says
based on a guesswork, but should request clarification when he/she

is unsure if they have properly conprehended what the consunmer has
voi ced.

If a line is busy, the CA should immediately repeat aloud the

nunber dialed to verify that the CA understood the nunber
correctly.

One avail abl e option should be that
machi ne messages in which

the called party hears the user's voice and the CA re-voicing for

the consuner. Alternatively, the consumer may choose to ask the CA to
voice their message exactly as the consuner dictates the nessage to the CA

i.e.: "This is a message for Jim Smth from John Doe. Please
call M. Doe after 7 p.m at 444-5555."

users thensel ves nmay | eave answering

After each call, ¢as should offer to make another call for the
consumer .

‘Wile cas should not counsel, advise, or interject personal
opinions into a conversation, they nmay ask questions to clarify
what was said particularly if the neaning or context is unclear.

It should be pernmissible for CAs to interact with users who may

Experience difficulty using the service to provide reassurance. CAs may
reassure
users that the CA has conprehended the consuner's speech, if necessary.

It will also be inportant at tines for the CAs to interact with consuners



to help the consumer use

the service nore effectively. This is particularly necessary

when working with devel opnental | y-del ayed users with short-term

nmenory | oss. (For exanple, a CA may correct a telephone nunber

that the user received from a caller but repeats in error, upon

their attenpt to callthe nunmber that they were given in a previous
call.) However, CAs must never attenpt to assist users in ways

that could interfere with the user's independence. (This reconmendati on
may appear self-contradictory, but is not in light of the

wide variance in intellectual capacity within this user group.)

In a word, an opportunity for a CAto facilitate conmunication should
Take priority over transparency. However, the CA should not facilitate
if there is a great risk of dimnmnishing conmunication.

Before dialing, the CA should offer to tell the call's recipient who is
cal ling.

At the start of the call, the CA should announce that he/she
will voice for the speech disabled person throughout the call
unless either party asks, and both parties agree, that CA should
not revoice (except if the caller is profiled for voicing only
when his/her caller doesn't understand.)

Prior to a call, a user should be able to ask the CA to wite down
Information that may be given during the ensuing call, for use during
consecutive

cal I s.

Consuners should be able to ask the CA to assist the consuner to record
An out goi ng message (OGM) on consuner's voice nmail or answering machine. In
such a case, the consumer wll dictate the desired OGM to the CA and

will give the CA any

directions the CA may need to activate the voice mail or answering

machine OGM recording nechanism

tf the CA nust talk to several people at the number called, in order to
reach the desired party, the explanation of Speech-to-Speech need only be
given to the desired party, unless the user specifies otherw se.

REGULATORY | SSUES: SERVI CES THAT DI FFER FROM TTY RELAY

Because there are relatively few STS consuners in each jurisdiction,
it would not be efficient for local jurisdictions to train energency
personnel (such as 911 phone staff) to handle energency calls for
these consumers with speech disabilities. Such calls should be

made through STS. Under these circunstances, TRS centers should be
required under the Commission's rules to convey a caller's ALl Autonatic
nunber

identification) to energency services phone personnel. (Qurrent TRS
confidentiality

rules prohibit a CAfromrevealing a consuner's AL1 wi thout the
consumer's prior consent.)

FCC regul ati ons should enable consuners to have STS
retai n messages for 24 hours, during which tine the consumer may
call back STS and attenpt again to reach an answering nachine.



Typically, the consumer will inform the CA that he/she wishes to |leave a
nmessage on an answering machine and that they prefer to dictate

the message to the CA before the CA dials the nunber. [f the nunber is
busy, the Cas should offer to retain the nessage, so that the custoner
may call later to | eave the nessage when the answering machine is free.

It may take a long tine before the answering machine |ine

is free. Currently, the only way a consumer can avoid
redictating the message is to stay on the line with the CA and
have her/him keep redialing the nunber. This policy places an
onerous burden on the consuner with a speech disability for whom
the process of dictating a message may take an extrenely |ong
time. Many consuners do not possess the manual dexterity to
record the message thenselves. (Under present rules, the consumer
must call back STS and revoice the nessage as many tines as it
takes until the CA reaches the other nunber.)

Speech-to- Speech needs to have its own separate 800 nunber
(separate from the TTY relay nunber). Only one Speech-to-Speech
nunber is necessary for each state. Eventually, there should be
one national Speech-to-Speech nunber.

User assistance (such as STS customer service staff and

conpl aint resol uti on personnel) must have the resources necessary
to provide services to Speech-to-Speech users (by voice) of the
sanme quality available to other users. Customer service staff
shoul d have conprehensive training and know edge and access to
witten policy and procedure manuals enployed by STS staff.

Vendors should call each user annually to confirmthe accuracy
of the user's profile.

Users should be able to register their hone and busi ness tel ephone
Nunbers in their personal Speech-to-Speech profile and indicate what
time and where they can be reached. This will allow speech-able

users to request the speech disabled person by nane rather than

by tel ephone nunber. This service is provided because nany speech

di sabl ed people have trouble saying nunbers. Requi ri ng STS consuimers to
give their tel ephone callers both an 800 nunber and their own

t el ephone nunber would discourage telephone use.

Many people with speech disabilities have nmenory probl ens and
many also find it easier to say one nunmber over again than to say
different nunbers. Therefore, the 800 nunber chosen for

Speech-t o- Speech shoul d have asmany of the same nunbers as
possi bl e.

Users shoul d not be required to give the area code for |ocal

calls, since the user's area code will be displayed on the provider
automati ¢ nunber indication (AMI) equiprment. (This will decrease
the speaking requirenents for users with speech disabilities.)

CAs nmust be able to turn up the volune on their consol e

because sonme people with speech disabilities either have a

hearing | 0ss. The volume control on the console should be able to
i ndependently increase the volume of the CA and both callers.

If all Speech-to-Speech CAs are engaged in other calls, the



user should hear a recording directing themto wait on the STS
l'ine.

Speech-t o- Speech users should be able to make regular relay calls to TTY,
VCO, HCO users through Speech-to-Speech.

Users should be allowed to submit to the STS vendor (by
tel ephone or other neans) lists of names and
t el ephone nunbers of people that they call regularly. Each entry

will be conprised of a name and tel ephone nunber which CAs will
empl oy after accessing the consuner's personal [ist. In effect,
this list of names and tel ephone nunbers will be am ni-database

unique to each consunmer. These |lists are necessary because CAs
may have difficulty understanding the name and tel ephone nunber
of the person that the speech disabled custoner is calling;
(unlike other utterances, this information has no context.)

The vendor shoul d denonstrate adequate know edge of and

i nvol venent with the speech disabled community to provide a

service which neets the needs of that comunity. These net hods

can include, but are not limted to, enploying an STS Program
Manager who has a speech disability; or enploying a speech

di sabl ed consultant who spends regularly scheduled tine at the relay
assisting the STS program

An open line with no switching nust be provided so that the
CA, the speech disabled caller and the speech-able caller can all

hear each other at all tines. The outcone would be simlar to
that observed in three way calling.

Speech-t o- Speech users should have the option of asking
fior people with speech disabilities by name rather than by
t el ephone nunber. The consuner nust first established his/her
personal profile (ie: database, Hofrmann |ist).

Vendor rmust provide a database that is adequate to
provide useful consuner profiles.

Consumers should be informed that their call may be nonitored.

OTHER | SSUES

COVMUNI CATI ONS ASSI STANTS: TRAI NI NG, SELECTI ON, RETENTI ON, AND WORK
ENVI RONMVENT

Vendor should be required to provide nmonthly or bi-nonthly
comuni cation sessions between STS CA staff and managenent whereby CA
staff may freely make suggestions for inprovenent of service, policies that
are
nore user-friendly, and the like, as well as a
forum for venting frustrations.
These foruns will also provide a venue for CAs to share
techni ques and nethodology that they nay have developed to assist
conprehension or other skills required to work wth consuners
whose speech or cognitive functions are particularly chall enging
to the CA Consuner's privacy shall be protected at all tines,
but identifying information my be shared anobng CAs, in a private
and confidential area, so that Cas will be able to identify the



consumer for whomthe special techniques/nethod of working with
the consuner has been devel oped.

Al'l cas and supervisors who take STS calls shoul d thoroughly
understand and respect the Speech-to-Speech protocols,
requi rements, and philosophy.

Counseling personnel, enployed by the vendor to assist Cas
with job stress, should learn the values of the Speech-to- Speech
Service before counseling Speech-to-Speech CA staff.

The cas' work area should be quiet and the partitions between
the CA work stations should be sound proof enough so that CAs can
concentrate intensely on hearing the caller's speech.

(cas need nuch nmore sound proof cubes than used for TTY relay.
Calls may lack confidentiality if it is difficult for a CA to
voice an STS call over anbient noise.)

The vendor should develop a small bank of Ccas for the service. This
bank nmust be | arge enough to handle the traffic but small enough
so that Cas becone accustoned to nost of the users' speech
patterns.

Because the psychol ogi cal effect of changi ng operators during

a call is often disruptive to people with speech disabilities,

m nimum ti me-on-call shall be established to which Cas should be
required to conform In the initial stages of a call, there is a
settling-in time whereby the caller and the CA get accustonmed to
each other. During this tinme the caller with the speech
disability devel ops the assurance that the CA will understand

hi mf her. Rotation of a CA during a call disrupts this
assurance and the speech disabl ed consuner's confidence, and may
actually cause the user to speak less clearly.

The CA should only be changed if an outbound call (the
call placed by the CA on behalf of the consuner) |asts nore than
five mnutes. The CA should then not be changed again unless the
i nbound call (a call initiated by the person with a speech
disability to the Speech-to-Speech relay service) lasts nore
than 30 mi nutes.

A change of CA is rarely necessary during Speech-to-Speech
calls as repetitive notion injury is not an issue as it is with
the TTY relay. Performance standards should be created that
allow a CA to take his her schedul ed break or other tine off the
phone (bathroom lunch, staff neetings, etc.) wthout changing
CAs during calls

As part of his/her training, every CA should have a mnimum of

8 hours of training by a speech disabilities professional or
consunmer expert. STS CA training should include introduction to
various technol ogi es used by consuners to conmuni cate incl uding
voi ce synthesizers. Training should include introduction to nany
speech disabilities. Sone training may be provided by video tape.

In order to famliarize STS nanagenent w th consuners, the STS
vendor's technology, and the developing culture of STS, the



service itself, and provide first hand experience of CA role,
supervisors should be required to perform direct STS l|ive phone
service, in the role of a CA 4 hours per week. The live phone

wor k that supervisors performshould be in tinme segnents a m ni mum
of 30 ninutes each in duration.

CAs must be fluent in English, able to speak English wthout a

distortional accent. CAs should be tested for hearing acuity,
speech conprehension, and English |anguage skills including
vocabul ary, grammar, and syntax. This wll apply to English and

and all other languages offered to STS users. National standards
nmust be devel oped in order to ensure consistent performance and
practice by each vendor and their enployees.

It is desirable that Cas have life experience related to people
with speech disability.

Al communications assistants should be called operators
because they are a third-party on the line and the termw |l be
less confusing than comunications assistant.

The FCC shoul d establish national standards of hearing acuity
for Communi cations Assistants (CaAs}.

STS CAs should have a toll-free nunber, that is confidential

and safe, where they can call to report perceived abuses of STS
by vendor nmanagenent.

CAs should be able to give their input to relay advisory comrttee

without fear of recrinination or job |oss. Per haps the Cas could vote
for a representative who would regularly nake presentations to
advisory committee. Presentations could include list of technical
probl ems, policy problenms, and other suggestions for making the

service nore consuner-friendly (and better working conditions for
CAs) .

Vendors shoul d define acceptable CA hearing acuity and speech
conprehension levels and insure that all cas neet that criteria.

The STS supervisor will identify CA and renove Cas from
Speech-to- Speech duties if: 1) Cas hearing or concentration has
become i npaired because of a cold or other (tenporary or

permanent) nedical condition. 2) CAis no longer extremely patient
and courteous to custoners.

STATE | SSUES

The state relay advisory committee should include a
representative of the Speech Disability Conmunity which
representative should be a Speech-to-Speech user.

Each state should have the option of offering an additional two
hours of training nonthly whereby the vendor pays Cas' sal aries
for the training and trainers are provided at the state's expense.

Each state should assign at |east a one quarter-time person who
is either a know edgeable consuner or has at |east one year of



training in speech disability to nonitor STS service quality and
insure that the vendor abides by the contract. This person could
also be enployed to perform STS outreach.

QUTREACH | SSUES

Vendors who pronote Speech-to-Speech should do so in a manner
appropriate to the target audience.

Each state should assign at |east a one three-fourth-tine person
who is either a know edgeabl e consunmer or has at | east one year

of training in speech disability to provide outreach. Soneone

with an MSW (or equivalent) and with experience working in the
speech disabled comunity would be best equipped to do the outreach.
Many speech disabl ed people are very isolated and require extensive
encour agenent and counseling before they will be willing to try >
Speech-t o- Speech.

Providing inadequate outreach may result in disappointingly low rates of
STS use. The service should not be allowed to fail due to insufficient

outreach efforts.

(California enployed two master's |evel counselors for the

first year and a half of operation in order to recruit and train
150 consuners.)

Because Speech-to-Speech is so new, there is a great
influx of new users. Many new users require one-to-one contact
with trained counselors as an introduction to the service.

That contact is necessary because:

A Potential wusers often require individual contact
through the following multiple step process.

First, outreach staff establish contacts wth

prof essionals who interact with people with speech

disabilities. These professionals then refer consuners

to Speech-to-Speech thenselves, because such

prof essi onal s coul d not rel ease consuners' nanes to the

STS CQutreach Staff with outd breaking confidentiality.

These professionals include: 1. physicians and

organi zations of physicians specializing in neurology,

physical nedicine, and ENT., 2. Department of
Rehabilitation Counselors, 3. Staff of Area Boards and

> Regi onal Centers on Devel opnental Disabilities, 4. Speech

therapists specializing in severe speech disabilities and

their professional organizations, 5. Special Education

teachers, 6. College Centers for People wth

Di sabilities.

Thus, contact with the non-speech disabled
community is essential in order to reach people wth
speech disabilities. At the same tine, this contact

encour ages non-speech di sabl ed people to call users with
speech disabilities.

Second, staff also identify potential users through



consunmer oriented organizations. These organizations can
sonetinmes provide users' names and telephone nunbers wth
the user's pernission. These organizations include: 1.
Local Assistive Technology Centers, 2. United Cerebral

Pal sy Association Centers, 3. Lost Chord Cubs (for

peopl e who have had | aryngectom es), 4. Multiple

Sclerosis and Miscular Dystrophy Societies, 5.

Parkinson's and ALS organizations and 6. |ndependent
Living Centers.

Third, while some users can use Speech-to-Speech with no
further assistance, many users require individual
training by outreach staff. For call volune to be
sufficient, effective outreach nust include both easy to
reach and difficult to reach users.

B. Many potential users have never used the tel ephone
and do not accept the usefulness of the telephone or
Speech-t o- Speech. This acceptance often r-equires intense

one-to-one counseling.

C. Many users have difficulty overcom ng "denial" and
ot her psychol ogi cal obstacles to the use of Speech-to-
Speech. As the California Public Wilities Conmssion's
response to the FCC s Notice of Inquiry states, "... the
potential wuser may still have great reluctance to try,
for fear of failure and the experience of rejection.”

D. Qutreach staff nust also teach users who l|ack the
social skills to relate appropriately with agents in
Speech-to- Speech's interactive environment. Speech-to-
Speech agents often must interact extensively wth users
having them repeat words or say phrases a different way.
Qutreach staff nust teach users, many of whom have
l[imted social skills, to nmaster the Speech-to-Speech
process w thout becoming overfamliar with the agents.

E. Famly nenbers and caretakers (who often "voice" for
potential Speech-to-Speech wusers) may resist
Speech-t o- Speech use, because they find it threatening.
Speech-to- Speech deprives a famly nenber or caretaker of
the voicing role for a user. This role deprivation can
threaten the co-dependency between user and voicer,
because it limts the voicer's know edge and control over
the user's telephone calls. Speech-to-Speech outreach
staff provide one-to-one professional counseling to help
potential users, famly nenbers and caretakers resolve
these issues.

F. Transportation barriers make it difficult to gather

potential users in one spot for education about
Speech-t o- Speech.

Qutreach staff often work with them effectively
one-to-one by telephone and in person. Staff often
trains users to facilitate their initial wuse of



Speech-to-Speech and elimnate barriers to regular
t el ephone use.

G Users, famlies, and caretakers need training and help
resolving practical problens related to telephone
equi prent and disability certification. This includes

obtaining and installing body positioning devices,
speaker phones, etc.

H. Users often have cognitive linitations necessitating
one-to-one training. This training nust include inmediate
feedback in the learning situation.

I. People with speech disabilities have no role nodels
for tel ephone use.

Thank you for your consideration of these comments.

LuRetta Fairman

5008 M Street

Sacranento, CA 95819

916- 454-5964 hone; 916-492-3350 office
E-Mail: 1lfairman@cris.com



