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Manage marketing and operations budgets related to VRS;
responsible for growing revenues and cutting expenses to
ensure profitability.

Evaluate and recommend modifications and improvements to
Hamilton Relay’s VRS technology, marketing and service
delivery, and work with technical and marketing management
as well as contracted service provider to implement agreed
upon improvements.

Manage all aspects of product testing including
communication flow between testers and technical staff.
Manage contracted third-party mystery shopper program
related to VRS,

Develop marketing programs/materials designed to increase
Hamilton Relay’s VRS market share.

Organize and facilitate focus / user groups for discussion of
quality and effectiveness of relay services, analyze user input
and make recommendations for
modifications/improvements/enhancements.

Interface with current relay users to help determine current
and future relay needs.

Maintain awareness of industry competitors and their
technological advances.

Manage job performance of VRS Technician,

Manage outreach activities of the District of Columbia Relay
Service through direction of the part-time Outreach
Coordinator/Intern.

Hamilton Telecommunications, Aurora, NE * July 2005- August

2006

District of Columbia Outreach/VRS Coordinator

Conducts relay education and outreach which targets the
general public, potential and current TTY users and
professionals in all areas.

Communicate with employees and relay users about new
developments and service enhancements.

Coordinate and conduct prograims on accessing and using
relay services and assistive telecommunications equipment.

Society’s Assets, Inc. « Middleton, WI  October 2003 — July 2005
Customer Service Representaiive

Customer Service for Hamilton Relay.
Provide and schedule presentations, home visits, and referrals
to new and existing relay customers statewide.



e Represents WTRS on various external events related to Relay
for communities that may benefit from Relay Services.

National Association of the Deaf Youth Leadership Camp * Sioux
Falls, SD » July 16, 2003 — Augunst 12, 2003
Camp Counselor
o Oversaw the health and safety of 64 campers
¢ Promote leadership through workshops, classes and activities
¢ Assisted in teaching outdoor living skills

Gallaudet University Campus Life » Washington, DC -
August 2002 — February 2003
Community Facilitator
¢ Coordinate two programs for residents in residence halls
¢ Provide valuable information on bulletin boards per monthly
basis
+ Enforce University policies
Ensure the safety of residents within the residence halls

Gallandet University Health and Wellness Program » Washington,
DC « May 2001 — May 2002
Peer Health Advocate
e Educate the University community about vatious health issues
» Provide wotkshops, presentations to community
* Provide resources and referrals upon requests

Gallaudet University Judicial Affairs + Washington, DC «
May 2001 — May 2002
Hearing Coordinator
» Meet with students to discuss case of grievance or charges
¢ Prepare and run hearings with a board
» Ensure appropriate decision of the board for v1olat10n of
Code of Conduct stated in Gallaudet University Student
Handbook

Crescent Cities Center » Hyattsville, MD » February 2001 — April
2001
Social Work Internship
e Promote knowledge of needs of Deaf Clients in Nursing
home
¢ Provide In-Service training for staff

Presentations

Drug and Alcohol Awareness



e Judicial Board Duties
o First Year Experience

Community Involvement

Junior National Association of the Deaf — 1994-139§
Judicial Affairs Judicial Board — 2000-2001

National Association of Social Workers Metro Chapter BSW Representative —
2001-2002

¢ Past President of the Delta Epsilon Sorority — 2002-2003



Christa Cervantes

1006 Twelfth Street « Aurora, NE 68818 « (800) 618-4781 V/TTY * christa.cervantes@hamilionrelay.com

Education

Kearney State College
Business Major, 1983-1985

Central Community College
Sign Language Classes I - I, 1993-1998

Experience

Hamilton Telecommunications Aurora, Nebraska April 2007 to Present
Account Manager/Marketing Project Coordinator

¢ Responsible for working with the regulatory bodies of designated states on
issues related fo contract compliance. Shall act as the Hamilton POC with the
State Relay administrators.

= Ensures that all information requested by and provided to the Administrators
and/or regulatory bodies is provided in an expeditious and efficient manner.

s Oversees the monitoring and compliance of federal and state requirements
related to relay system performance and develops corrective action in areas that
require improvement.

» Coordinates and contributes to special marketing projects including, but not
limited to RFP activity, print ad development and placement, tradeshow
coordination, newsletter development, and national marketing projects as
assigned.

» Participates in national marketing efforts, including tradeshows, etc. as required.
» Responsible for tracking quality within the centers processing designated states’
calls (i.e. Communication Assistant procedures, consistent language, typing,
spelling, etc.) to ensure that Hamilton’s internal quality standards and all

contract requirements are being met.

» Responsible for determining and recommending how best to improve overall
quality of relay services, along with assisting in implementation of
recommendations that improve call procedures and call processing for relay
users.

s Responsible for determining that the needs of the user community are being met
and for determining the overall effectiveness of outreach activity as well as for
calculating a direct link between outreach activities and a growth in number of
minutes.

« Responsible for representing Hamilton Relay at regulatory meetings with the
TRS Advisory Councils and the Contract Administrators.

¢ Responsible for developing and recommending to the Operations/Center
Manager new features, enhancements and services desired within the relay

CHRISTA CERVANTES




cornmunity based on contact and communication with relay users, Responsible
for assisting Hamilton in its leadership in the dévelopment of new relay features
within the relay industry.

Hamilton Telecommunications Aurora, Nebraska October 2004 ~ April 2007
Relay OQutreach Specialist

¢ Coordinates outreach activities and materials between all of Hamilton’s outreach
personnel.

s Increases outreach activities and effectiveness in all of Hamilton’s states.

s Purchases and maintains an adequate supply of outreach and marketing
materials for National, HIP/VRS, and state outreach.

¢ (Coordinates all Outreach Team travel for National and HIP/VRS events.

Responsible for pre-event communication and coordination with National and

HIP/VRS event organizations.

Coordinates shipping of all materials for National, HIP/VRS, and state events.

Participates in weekly and monthly Outreach meetings.

Assists with bid assembly.

Assists in editing state monthly reports.

Responsible for representing Hamilton Relay at outreach functions that may be

applicable.

s Assesses quality and customer service in the Relay Services area.

Hamilton Telecommunications Aurora, Nebraska 1999 — October 2004
Lead Supervisor

o Interprets American Sign Language.

e Schedules appropriate number of Communications Assistants.

» Attends and represents the relay service at Public Utility Commissions, relay
advisory committees, and appropriate national associations related to relay
services,

s Develops and supervises start up and development of new projects, including
staffing and projections.

« Monitors and reports on relay service quality from employee and users
perspectives.,

¢ Communicates with employees and relay users, new development and service
enhancements,

+ Monitors compliance with federal and state regulations related to relay system
performance and develops corrective action in areas that are non-compliant.

Hamilton Telecommunications Aurora, Nebraska 1995-1999
Supervisor
» Coaches others on the use of computer workstations used to relay conversations.
» Insures Communication Assistant compliance with relay center policies and
procedures.

e Aids in providing consumer training and public awareness related to relay
services.

CHRISTA CERVANTES



Barbara “Babs” Williams

Education

Southern University — Baton Rouge, Louisiana
Mass Communications Studies

University of Phoenix — Baton Rouge Campus
Business Communications

Experience

Hamilton Relay Services « Baton Rouge, Louisiana « 2008 te Present
Maryland TRS/Captioned Telephone Contract Manager
» Manage contract between Hamilton Telecommunications and
Maryland Relay Regulatory Bodies to ensure federal and state
contractual compliance.
Hamilton Relay Services » Baton Rouge, Louisiana « 2007 to 2008
Quireach Planning Coordinator
¢ Research, lead development, and scheduling of outreach activities as
identified in state specific outreach plans in which Hamilton provide
relay services. Required to travel throughout various states as
needed.
Hamilton Relay Services » Baltimore, Maryland « 2007 to 2007
Captioned Telephone Outreach Coordinator
s Provide and gather information to help improve the quality of the
CapTel® service and the number of customers served by Maryland
Relay.
» Deliver presentations to prospective relay users using presentation
skills, visual aids, and written proposals.
Hamilton Relay Services * Baton Rouge, Louisiana + 2005 to 2007
Customer Service / Qutreach Coordinator
s  Answer customer service calls and enter all customer service
information into a database. Perform customer follow up.
Hamilton Relay Services * Baton Rouge, Louisiana « 2004 to 2005
Administrative Assistant
e Receptionist and secretarial responsibilities. Assist HR
Representative with screening and testing prospective applicants.
Hamilton Relay Services « Baton Rouge, Louisiana « 2003 to 2004
Communications Assistant
' » Relay TTY and voice telephone calls. Conveys messages of all
types to TTY users from voice users and vice versa.
WNDC Radio Station « 1995 to 2003
Station Manager/ Program Director
» Produce programs and commercials for air play. Manage station
contracts for FCC compliance and supervise staff.



L ]

Attends and makes presentations at relay related meetings.
Develops and conducts evaluations of Communications Assistants based on
their performance.

Hamilton Telecommunications Aurora, Nebraska 1990-1995
Communications Assistant

Conveys messages of all types to TTY users from voice users and vice versa.
Enters and reads type written text on a standard computer monitor and keyboard.
Stresses quality in all work situations.

Types accurately, keeps pace with the voice party and uses proper relay
procedures.

Relays calls in a conversational manner using voice inflection, speech patterns,
tone of voice, and user’s intent.

CHRISTA CERVANTES



Gregory E. Stephens

100! Twelfth Street « Aurora, Nebraska 68818 « (402) 694-5101 (Via Voice through
relay) « greg.stephens@ hamiltontel.com

Education

Academy X, San Francisco, CA
Java Fundamentals, 2005

New Horizons Training Center, Lincoln, NE
Microsoft’s Course 1013 Mastering Visual Basic, 1999

Breanau University, Gainsville, GA
Masters of Business Administration-Maintained 3.5+ GPA while

at a sea going command in the Navy, 1995

University of Nebraska, Lincoln, NE
BS, Physics

Experience

Hamilton Telecommunications * Aurora, NE ¢ April, 2006 to Present
Relay Technical Manager
» Responsible for technical operations at assigned Relay Centers

Hamilton Telecommunications * Aurora, NE » February, 2000 to
April, 2006
Saoftware Developer
¢ Team member for the first SIP & MPEG4 based Video
conferencing system in the country.
e Convinced Senior Management on the need for additional
programming talent; recruited a developer from Bell Labs.
o First relay provider to utilize AOL’s AIM service for
telecommunications (beating MCI and Sprint)
* Designed, implemented a Video conference system based on
Netmeeting API’s.
¢ Designed, implemented, tested a JAVA enabled web client
into an existing telecommunications network, utilizing a
COM+ architecture. This required developing and extending
my skill set into JAVA, C, COM
¢ Developed applications utilizing Dialogic/Intel’s API’s (C
C++) to telephony control boards.
e Improvement of Legacy system: Worked out bugs and added
enhancements Lo better position ourselves in the market.


mailto:greg.stephens@hamiltontel.com

Baldwin Filters » Kearney, NE * January 1995 to February 2000
Programmer/Analyst

Project management: worked with a software vendor bringing a
multi million dollar warehouse expanston on-line, Duties
ranged from initial design and vendor selection to
implementation as Microsoft SQL DBA. and working with the
vendor on resolving problems and conflicts.

Designed and implemented an application (full Life cycle
responsibilities) that is used by sales fleet (100+ salesmen) for
surveying end users equipment for potential sales, using Visual
basic and Access, and the WIN 32 API.

Report writing for various manufacturing needs.

WAN administration on legacy system. 3 Remote sites-
responsible for communications between sites and all HP
peripherals. Also dealt with System management functions for
legacy systems, such as determining need for memory and disk
upgrades. As well as planning for disaster recovery,
backups/restores etc.

Tools/Platforms

e ® #» & & ¢ & 2 & & P & & & 2 & >

Visual Basic/ NET

C/C++
Java
ATL
COM

DCOM

MTS

COM+

WIN NT

WIN 2000/03
MS Access
SYBASE
MYSQL
MSSQL Server

SQL

HP3000
IBM PC
CITRIX



Fred Hackett

1001 Twelfth Street » Aurora, NE 68818 + (402) 694-5101 (Via Voice through relay) «
fred hackert@hamiltontel. com

Education

University of lowa, lowa City, IA
Masters in Business Administration, May 1995

Minnesota State University, Mankato, MN

Bachelor of Science (Double Major} - Computer Science and Electmmc
Engineering Technology, June 1984

Experience

Hamilton Telecommunications, Aurora, NE « May 2003 - Present
Information Technology Services Director
o Currently a director overseeing a department of 13 full
time (three remotely) and 3 part time IT staff providing
services to 5 business lines.
s Routinely acted as interface between non-IT employees
and IT Services at all levels.

Independent Contractor * January 2002 - May 2003

e Performed a review and analysis of an Internet Service
Provider’s help desk and developed and implemented
improvements to better their customer service.

¢ Performed a risk analysis and documented an initial
business continuity plan.

¢ Analyzed, developed and implemented plans to deploy
a value added service to the ISP subscribers including
developing marketing and informational
documentation.

¢ Performing the requirements analysis and preparing a
detailed project plan with cost estimates to publish an
accounting and service tracking application executing
on an AS/400 using Citrix MetaFrame XP.

Mutual of Omaha, Omaha, NE » January 2000 - January 2002
Senior Project Manager

¢ Developed new processes, procedures and testing that
reduced the failure rate of automated software
deployments from 30% to less than 2%.

e (reated new processes to manage the migration of
software into a 6,000 machine environment reducing
errors by more than 80%.



Routinely acted as interface between non-IT employees
and IT Services at all levels,

Manage projects utilizing formal project management
methodologies.

Instrumental in developing standards for hardware and
software.

ConAgra Foods, Omaha, NE « December 1997 - February 2000
Information Technology Manager

Managed the team responsible for 60 NT file, print and
application servers and 2,000 Windows 95 and NT
machines at numerous remote sites. This included
responsibility for a 13-server farm running Citrix
Metaframe to provide application services to 400
internal and dial up users.

Routinely acted as interface between non-IT employees
and IT Services at all levels.

Negotiated and approved purchases of computer
equipment and consulting services ensuring
conformance to corporate and business standards.
Planned and implemented infrastructure upgrades,
changes and new installations to meet the computing
needs of the business.

Integrated two division technical support staffs and
their functions into one department as part of a
corporate wide re-organization.

NCS - Pearson, Iowa City, 1A » June 1984 - December 1997
Technical Support Mavager, 1994 - 1997

Managed teams ranging from one to 22 technical and
clerical people providing opportunities for their
professional growth, assessment of performance as well
as hiring and termination.

Held full “red line” responsibility and kept within
budget for budgets to nearly three million dollars.
Coordinated support team and Ethernet conversion
project activities and managed migration issues and
problem resolution between conversion team, support
staff, network staff, contractors and non-IS employees.
Routinely acted as interface between non-IT employees
and 1T Services at all levels.

Negoatiated and approved purchases of computer
equipment and consulting services ensuring
conformance to corporate and business standards.
Planned and implemented infrastructure upgrades,
changes and new installations to meet the computing
needs of the business.



Programmer, Senior System Analyst, Database Administrator,
1984 - 1994

Database Administrator providing support, consultation
and training for more than 40 DB2 and TMS databases
including logical and physical modeling and standards.
Introduced the use of PC based modeling tools to
design, document and manage databases.

Developed logical and physical schemas for new
database applications.

Developed interna! training for database access and
design, ER modeling and normalization SQL
programming, database security and application coding
to access databases. '

Analysis, design, implementation, maintenance, support
and consultation for assembler and Cobol programs
written for real-time, batch and online systems in the
operational, development, financial and customer
service areas in a mainframe environment.



Wayne Hahn

1001 Twelfth Street » Aurora, Nebraska 68818 = (402) 694-5101 (Via Voice through
relay) » wayne. hahn@hamiltontel com

Education

Central Community College - Hastings
Associate of Applied Science in Computers and Automation, August, {9588
Associate of Applied Science Degree in Digital Electronics, August 1988

Experience

Hamilton Telecommunications * Aurora, Nebraska « 1988 to Present
Network Administrator
PBX Technician
¢ Installed and mainiain relay system for Nebraska and Idaho
+ Engineered and connected long-distance carriers to operator
system for toll operator assistance
s Shared in the responsibility of the creation, upgrading and
maintenance of all new relay related software and hardware

Skills

UNIX System Administration

T1 installation and troubleshooting
C programming

TCP/IP networking

UNIX Shell programming

PC troubleshooting

X25 networking


mailto:wayne.hahn@hamiltontel.com

Amy Miller

1001 Twelfth Street » Aurora, Nebraska 68818 « (402) 694-5101 (Via Voice through
relay) » amy.miller@hamiltontel.com

Education

Nebraska Wesleyan University
Bachelor of Science, May 2003
Major: Business Administration, Minor: Communication
Emphases: Marketing, Management & Human Resource Management

Experience

Hamilton Telecommunications * Aurora, Nebraska ¢
Human Resource Manager January 2007 - Present
e (oordinate, plan, and implement all phases of human resource
activities
¢ Responsible for payroll and employee benefit administration,
recruiting, screening, hiring, and evaluations of employees
o Oversee educational programs and resources including the
coordination and development of on-site educational
opportunities for personnel
¢ Supervise personnel within human resource department

Information Technology, Inc, « Lincoln, Nebraska °

Human Resources Coordinator May 2003 — January 2007
Payroll & Benefits administration for 600+ employees
Coordinate hiring and new employee orientation

Process terminations; Conduct exit interviews

Affirmative Action Coordinator

Employee Relations

Communicate with Executive Council regarding HR issues

Lincoln Benefit Life + Lincoln, Nebraska
Retention Analyst January 2003 — May 2003

Process term applications for conservation

¢ Maintain databases utilizing Microsoft Access
» Provide assistance to conservation unit
¢ Communicate with agents & clients
Human Resources Intern June 2002 — December 2002

» Facilitate online selection process by processing resumes and
coordinating online applications

o Communicate with applicants regarding employment status

¢ Schedule interviews

» Complete paperwork for recruiters; Prepare new employee
orientation packets



Dillard’s * Lincoln, Nebraska »

Sales Associate February 2001 — June 2002
¢ Sell merchandise and provide assistance to customers
s Promote sales through aftractive visual merchandising
s Assist in opening and closing the store
s Process sales; reconcile register

Nebraska Wesleyan University ¢ Lincoln, Nebraska «
Phonathon Representative October 2000 - February 2001
s Contacted alumni seeking donations for NWU

Activities & Honors

Outclass the Competition Training — Information Technology, Inc.

Chosen to speak at Information Technology, Inc.’s Annual Business Meeting
Wellness Committee — Information Technology, Inc.

Nebraska Wesleyan University Student Ambassador

Collegiate Business Association

Wesleyan Communication Association

Founding member of NWU’s Society for Human Resource Management Chapter
Nebraska Wesleyan University Academic Honors List

Nebraska Wesleyan University Leadership Nominee

Volunteered & attended 2002 State Society for Hurman Resource Management
Conference



Jerry D. Petermann

1001 Twelfth Street » Aurora, Nebraska 68818 » (402) 694-5191 (Via Voice through relay)
Jjerry.petermanni@hamiliontel. com

Education

Kearney State College
Bachelor of Science in Business Administration, 1978

Central Community College
Associates of Applied Science in Business Administrations, 1975

Experience

Hamilton Telecommunications « Aurora, Nebraska « 1995 to Present
Accounting Manager
» Manage the accounting department including the supervision of
four employees
e Develop and enhance financial reporting systems for four
operating entities
» Direct and coordinate the preparation of financial statements,
budgets, and all related activity
s Interpret operating results affecting financial aspects of four
operating entities

Mid-Nebraska Truck & Trailer Sales, Inc. * Grand Island, Nebraska ¢
1992 to 1995
Controller
* Managed the accounting department including supervision of
five clerical employees
s Administrated Novell Computer Network
e Administrated flexible benefits and 401(K) plan
¢ Prepared monthly financial statements and various timely
management reports

Central Mortgage Corporation * Grand Island, Nebraska « 1987 to
1989
Financial Reporting Manager
e Managed the accounting functions of the regional
administration office and six branch offices _
¢ Computer support person for regional administration office


mailto:jerry.petermann@hamiltontel.com

Pat Shaw

1001 Twelfth Street » Aurora, NE 68818 « (402) 694-5101 (Via Voice through relay) «
pat.shaw@hamiltontel.com

Education

Awurora High School
High School Diploma, 1982

Experience _
Hamilton Telecommunications, Aurora, NE « October 2004 - Present
Plant Manager

o Supervises all plant and central office personnel

¢ Oversees the installation, maintenance and repair of telephone
cable and switching facilities, as well as a cable TV distribution
system

e Develops the short and long term plans for telephone and cable
television

» Develops and guides a continuous improvement plan for the
outside plant and central office which is customer focused

o Oversees the efficient operation of a relizble telephone network
in order to maintain the availability of the network at the lowest
long-term cost

e Maintains proper records of all outside plant and service
department records

» Participates in facility and network planning, including
coordination with other carriers and large customers

* Oversees the maintenance and repair of buildings and grounds
in the Hamilton Telephone Company’s service area, as well as
vehicle upkeep

Hamilton Telecommunications, Aurora, NE * October 1995 — October 2004
Central Office and Transmission Technician

» Installed, repaired, tested and maintained hardware and
software for local telephone company central office digital
switch, operator and relay switch, and work station terminals

o Installed, repaired and maintained all transmission facilities on
both copper and fiber optic cable, along with digital cross-
connect equipment and digital loop carrier equipment

o Installed, repaired and maintained central office data lines and
customer high capacity circuit in central offices and on |
customer premise

¢ Installed, repaired and maintained all Central Office Power,
Back-up power and Ground equipment, including gas and
natural gas generators


mailto:pat.shaw@hamiltontel.com

Communicated with internal and external customers to resolve
questions and service concerns

Hamilton Telecommunications, Aurora, NE ¢« January 1988 — October 1995
Troubleshooter/Installer

Activities

Communicated with internal and external customers to resolve
service concerns and service questions

Installed, tested, repaired and maintained outside plant facilities
for telephone

Installed, repaired and maintained copper and fiber facilities
Installed, repaired, operated and maintained necessary test
equipment for the testing of the outside plant

Obtained schooling and attended seminars relating to technical
skills, customer service skills and management skills
Installed, tested, repaired and maintained cable TV facilities
Bonded and grounded all types of telephone and coaxial cable
Participated and developed understanding of quality of service
concepts in conjunction with overall company continuous
improvement efforts

Responsible for buildings and grounds maintenance and
appearance

Aurora Public Schools, Board Member
Aurora Optimist Club, Member



Keith L. Penner

1001 Twelfth Street « Aurora, Nebraska 68818 » (402) 694-5101 (Via Voice through
relay) skeith. penner@hamiltontel. com

Education

Aurora High School
High School Diploma, 1964

Military Service
United States Marine Corps
Honorable Discharge, 1967

Experience
Hamilton Telecommunications ¢« Aurora, Nebraska ¢ 1968 to Present
Central Office Supervisor
e Supervise nine exchanges and associated fiber and
copper facilities
¢ Supervise of T1 span and central office equipment data
lines and analog circuits '

e Supervise toll-voice circuits
s Supervise installation and maintenance
s  Oversee work scheduling and pay time
e Oversee purchasing Central Office and associated
equipment
» Maintain records of Central Office functions
Central Office Member

o Installation and repair of Stromberg Carlson, ITT North,
Alcatel, analog and digital equipment and associated
vendor equipment in nine telephone exchange offices

Line Crew Member

e (Cable splicer

» Telephone/television location and repair of buried cable

» Installation and repair of telephone equipment



Position title: Ohio Relay Outreach Coordinator

Department: Ohio Relay

Reports to: National Outreach Manager

Position summary: Position is responsible for Qutreach, marketing, and gathering information

which will help improve the quality of the relay service and the number of customers served by
Hamilton. Individual will be required to travel.

Essential functions:

e Coordinates the outreach activities of Ohio Relay.

¢ Responsible for all communication and interface with relay users, including newsletter
development, profile completion, and all other communication with relay users. Performs
related office duties.

¢ Communicates with relay users on new development and service enhancements.

¢ Designs, coordinates and conducts programs on how to access and use the relay service.

o (Coordinates convention reservations including the completion of forms, reservations, and
shipping arrangements as necessary.

* Attends conventions, association meetings and other meetings as assigned which are open for
attendance to the relay using community.

o Designs and coordinates training programs about relay services for businesses, residents, and
any other organizations. This includes the development of general program outlines,
materials, and other similar information regarding Hamilton’s relay service.

* Organizes and facilitates focus / user groups for discussion of the relay services quality and
cffectiveness.

» Assesses focus / user group input and makes recommendations for modifications and
improvements based on that input. Gathers information and conveys the relay users needs to
Hamilton to assist them in the development of new features for the relay and overall
improvement of the relay services.

* Monitors and assesses reports on telay service quality from users.

¢ Stays abreast of technological changes occurring in the relay industry.

» Increases outreach activities and effectiveness to the end goal of increasing the number of
relay minutes.



o Implements marketing services and promotions designed to increase the awareness and use
of the relay service.

» Delivers presentations to prospective relay users using presentation skills, visual aids, and
written proposals.

» Provides input for the design of program materials such as videos, brochures, etc.

¢ Plans and organizes effective meetings with an agenda, minutes and appropriate follow up.
s Assesses quality and customer setvice in the relay services area.

e Stresses quality in all work situations.

Other responsibilities:

o Performs other work related duties as assigned.
e Travels to current and potential customer locations.

o Possesses an ability, willingness and desire to obtain schooling and attend seminars related to
enhancing skills.

Preferred education, experience and skills:

s Communicates fluently through the use of American Sign Language and written English.

e Associate or Bachelor’s Degree or comparable work experience along with a minimum of
three years public relations expetience.

¢ Experience in public relations activities.

e Direct work experience with a Telecommunications Relay Service preferred.
e Deafand hard of hearing individuals are encouraged to apply.

e Ability to organize and prioritize work and meet deadlines,

¢ Strong written, analytical and interpersonal skills,

o Hold a drivesr’s license and ability to travel alone.



Position title: Vice President of Relay

Department: Relay

Reports to: President of Hamilton Relay

Position Summary: Responsible for the management of all areas of the Relay business line,

including operations, marketing, account management, and technical services. Responsible for
the overall financial results of this corporate entity.

E.ssential Functions:

* Responsible for financial outcome of this business line, including profit and loss for its
operations. :

» Develops operating budget each fiscal year.
e Manages expenses within the fiscal year’s budget.

s Directs operational manager to ensure appropriate and profitable staffing while maintaining
high quality service. ,

» Directs technical manager fo ensure operational 24 hours a day and that competitive products
are released to the market place in a timely fashion to increase overall usage of Hamiiton

Relay.

» Directs marketing manager to ensure fulfilling all state outreach requirements and to ensure
that national marketing efforts increase overall usage of Hamilton Relay.

» Directs account manager to ensure all FCC and state contract requirements are met.

» Provides timely, concise and accuraie reports to senior management and the Company’s
Board of Directors.

» Manages the overall business line in a manner consistent with corporate policies, procedures
and principles.

« Communicates on a consistent basis through various mediums with all Hamilton
Telecommunications managers.

e Performs corporate development activity to continue the growth of the division. Researches
and recommends new features and services.

¢ Develops effective compensation plans and strategies for relay management and ensures the
same is carried out throughout the division.



Coordinates with Human Resource Manager to ensure that personnel and human resource
1ssues are handied proactively and on a timely basis.

Shows a high commitment to education and encourages individuals to continue to grow their
skills and knowledge.

Other Reguirements:

Develops strategic plans making use of company-wide input mechanisms.
Actively participates in company-wide strategic and long term planning efforts.

Demonsirates a high level of leadership and visibility in relay management and Hamilton
Telecommunications management.

Performs similar work related duties as assigned.

Hold a valid driver’s license and have the ability to travel alone.

Preferred education, experience and knowledge:

Bachelors degree in business, marketing, telecommunications or related field.
Two to three years experience in relay management or related field preferred.

Ability to read, write, speak and understand English well, with strong verbal, written and
interpersonal communication skills.

Ability to handle multiple projects and meet multiple deadlines.

Strong computer skills including knowledge of computer networks, word processing
software, spreadsheet software, and telecommunications networks.



Position title: Director of Operations

Department: Relay

Reports to: Vice President of Relay

L.ocation: Baton Rouge, LA

Position Summary: Directs all relay operations and related operations activities for all of

Hamilton’s relay centers and business lines (traditional relay, internet relay, wireless relay and
video relay) with primary emphasis on quality and efficiency. Oversees the development of
Relay Senior Managers, Relay Center Managers and all other staff to ensure success of the
company. Has primary responsibility for ensuring that relay services, features, and quality
standards meet the expectations of all types of relay users. This new position has become an
integral part of the Relay management team.

Essential Functions:

Responsible for growing all types of relay minutes through solid operational performance in
all business lines. :
Responsible for improving and measuring the overall quality of all types of relay services,
including benchmarking programs that monitor the competition. Develops or recommends
service or quality improvements based upon the feedback of relay employees and users.
Responsible for monitoring all operational related line items on the financial statements and
adhering to budgetary constraints as i relates to the management of all centers and specific
projects.

Monitors compliance with federal and state requirements related to relay system performance
on a daily basis and develops corrective actions in areas that are in noncompliance.

Develops precise scheduling models i in order to ensure appropriate staffing to meet traffic
demands.

Manages all personnel issues in a manner that follows center pohcles and procedures.
Understands, monitors, maintains, and communicates policies and procedures clearly,
accurately, and in a timely fashion.

Conducts and assists with performance evaluations and wage calculations.

Responsible for decreasing employee turnover.

Works with Technical manager to improve workstation functionality with the end goal of
higher efficiency.

Analyze report data and recommend improvements.

Shows a high commitment to education and encourages individuals to continue to grow their
skills and knowledge.

Be an active participant in Relay Management to evaluate Relay’s effectiveness and
efficiency in meeting operational and program goals. Leads new programs and projects as
needed.



Ability to work a flexible schedule when needed.
Assume other duties and responsibilities as assigned.

Preferred education, experience and skills:

Bachelor's Degree or equivalent work experience. Muliiple years of experience managing
multiple call centers.

Experience and knowledge of American Sign Language or deaf culture is desirable.

Must have the ability to interact professionally and work productively with the public,
industry and agency representatives and other external and internal customers.

Must have the ability to maintain objectivity and confidentiality when dealing with a variety
of complex and potentially sensitive projects.

Must have the ability to communicate effectively in both oral and written English.

Ability to stand, sit and walk for extended periods of time.

Hold a valid driver’s license and have the ability to travel zlone.



Position title: Senior Relay Center Manager

Department: Relay

Reports to: Director of Operations

Position Summary: Directs all relay operations and all related operations activities within the
Relay Center with primary emphasis on quality and efficiency. Oversees the development of
Supervisors, Communication Assistants and other staff to ensure success of the company. Has
primary responsibility for insuring that relay services, features, and quality standards meet the
expectations of relay users.

Essential Functions:

o Oversees quality on the relay floor. Responsible for determining how to improve the overall
quality of relay services by making suggestions that improve call procedures and call
processing for relay users. Develops or recommends service or quality improvements based
upon the feedback of relay employees and users.

o Supervises the development of tools and implementation of quality measurement tracking
systems to evaluate Communication Assistant quality on 2 continual basis.

» Responsible for monitoring the Relay Center financial statement and adhering to budgstary -
constraints as it relates to the management of the center.

s Monitors compliance with federal and state requirements related to relay system performance
and develops corrective actions in areas that are in noncompliance.

» Reviews relay statistics on a daily basis and uses such information to increase the efficiency
of the center and enhance the quality of service to end-users.

s Responsible for scheduling and meeting staffing requirements. Continuously develops
contingency plans to meet peaks and valleys of relay traffic.

» Develops incentive programs that allow us to meet the needs of our customers as well as
motivate employees.

» Manages all personnel issues in a manner that follows center policies and procedures.

» Understands, monitors, maintains, and communicates policies and procedures clearly,
accurately, and in a timely fashion. Sets “rules” of decorum, etc. on the relay floor and for
general activity within the center.

» Manage, mentor and coordinate supervisory staff, quality assurance staff, and
Communication Assistants. Supports activities of Human Resource Representative.



Conduct performance evaluations for Assistant Relay Center Manager and Trainer. Oversees
petformance evaluation process for Communication Assistants.

Computes proposed wage rate changes for all personnel and does so in a highly confidential
manner.

Implement and oversze programs that decrease employee turnover.

Manage and develop new programs to reduce absenteeism and continuously make
suggestions to improve these programs.

Participates in outreach activities to gain feedback from relay user community.

Communicates with employees and relay users about new development and service
enhancements.

Assists in the start-up and development of new projects, including staffing and operating
estimates and projections.

Shows a high commitment to education and encourages individuals to continue to grow their
skills and knowledge. Provides on-going training and supervision to improve empioyee
abilities.

Provides a strong source of motivation to Supervisors and Communication Assistants.
Develops and fosters a positive, energetic, enthusiastic work atmosphere that stresses team
above self.

Participates as an active team member with other Senior Relay Managers and with other
company leadership.

Other responsibilities:

Develops and implements special projects as needed.

Performs other work-related duties as assigned.

Ability to work a flexible schedule when needed.

Makes efficient use of technology for optimum production results.

Works consistently with minimal supervision.



Preferred education, experience and skills:

Bachelor’s Degree or equivalent work experience
Experience and knowledge of American Sign Language or deaf culture is desirable.
Ability to organize and prioritize work.

Strong verbal, written, analytical and interpersonal communications skills including the
ability to read, speak and understand English well.

Twao to three years management experience in a call center, relay or telecommunications
environment.

Ability to stand, sit and walk for extended periods of time.

Hold a valid driver’s license and have the ability to travel alone.



Position title: Center Manager

Department: Louisiana Relay
Reports to: Director of Operations

Position Summayy: Directs all relay operations and all related operations activities within the
Relay Center with primary emphasis on quality and efficiency. Oversees the development of
Supervisors, Communication Assistants and other staff to ensure success of the company. Has
primary responsibility for insuring that relay services, features, and quality standards meet the
expectations of relay users as well as the State of Louisiana.

Essential Functions:

s Oversees quality on the relay floor. Responsible for determining how to improve the overall
quality of relay services by making suggestions that improve call procedures and call
processing for relay users. Develops or recommends service or quality improvements based
upon the feedback of relay employees and users.

o Supervises the development of tools and implementation of quality measurement tracking
systems to evaluate Communication Assistant quality on & continual basis.

» Responsible for monitoring the Relay Center financial statement and adhering to budgetary
constraints as it relates to the management of the center.

e Monitors compliance with federal and state requirements related to relay system performance
and develops corrective actions in areas that are in noncompliance. Will be the primary
contact with the State of Louisiana. Will act as Account Manager.

¢ Reviews relay statistics on a daily basis and uses such information to increase the efficiency
of the center and enhance the quality of service to end-users.

¢ Responsible for scheduling and meeting staffing requirements. Continuously develops 7
contingency plans to mect peaks and valleys of relay traffic.

¢ Develops incentive programs that allow us to meet the needs of our customers as well as
motivate employees.

¢ Manages all personnel issues in a manner that follows center policies and procedures.

¢ Understands, monitors, meintains, and communicates policies and procedures clearly,
accurately, and in a timely fashion. Follows and establishes “rules” of decorum, etc. on the

relay floor and for general activity within the center.



e Manage, mentor and coordinate supervisory staff, quality assurance staff, and
Communication Assistants. Supports activities of Human Resource Representative,

* Conduct performance evaluations. Oversees performance evaluation process for
Communication Assistants. Computes proposed wage rate changes for all personne! and
does so in a highly confidential manner.

+ Implement and oversee programs that decrease employee turnover. Manage and develop new
programs to reduce absentezism and continuously make suggestions to improve these
programs,

« Communicates with employees and relay users about new development and service
enhancernents.

» Shows a high commitment to education and encourages individuals to continue to grow their
skills and knowledge. Provides on-going training and supervision to improve employee
abilities. '

s Provides a strong source of motivation to Supervisors and Communication Assistants,
Develops and fosters a positive, energetic, enthusiastic work atmosphere that stresses team
above self.

» Participates as an active team member with other company leadership.

QOther responsibilities:

+ Develops and implements special projects as needed.

o Performs other work-related duties as assigned.

* Ability to work a flexible schedule when needed.

e Makes efficient use of technology for optimum production results,

o Works consistently with minimai supervisios.

Preferred education, experience and skills:

» Bachelor’s Degree or equivalent work experience. Two to three years management
experience in a call center, relay or telecommunications environment,

» Experience and knowledge of American Sign Language or deaf culture is desirable.

» Ability to organize and prioritize work. Strong verbal, written, analytical and interpersonal
communications skills including the ability to read, speak and understand English well.

» Ability to stand, sit and walk for extended periods of time.

» Hold a valid driver’s license and have the ability to travel alone.



Position title: Assistant Relay Center Manager
Department: Nebraska Relay Center

Reports to: Senior Relay Center Manager

Position Summary: Assists in the management of Supervisors and Commmunication Assistants
within the Nebraska Relay Cenier with an emphasis on quality and efficient operations. Aids in
the skill and career development of Supervisors and Communication Assistants to ensure the
needs and desires of individuals who are Deaf, Hard of Hearing or Speech Disabled are met. Has
responsibility for insuring that the Communication Assistants are skilled to meet the expectations

of relay users.

Essential Functions:

» Assists the Senior Relay Center Manager in developing and fostering a positive, energetic,
enthusiastic work atmosphere that stresses team above self. Actlvely participates on the relay

floor.

e Oversees quality on the relay floor. Assists and supports all related Quality Programs. Is.
responsible for assuring that each Communication Assistant has the needed skills (strong
verbal skills, typing skills, spelling, procedures, language, etc.) to meet the needs of relay
users. Culfivates an environment that expects quality.

¢ Identifies problems and areas of weakness on the relay floor and in call processing for
individual Communication Assistants and for the entire team. Communicates these issues
with the appropriate administrative staff and implements solutions.

¢ Manages all personnel issues in a manner that follows center policies and procedures.
Understands, monitors, maintains, and communicates policies and procedures clearly,
accurately, and in a timely fashion.

» Provides on-going training and supervision to improve Supervisors and Communication
Assistants abilities. Encourages individuals to continue to develop their skills and knowledge

and assists Communication Assistants in reaching the next skill “level.”

» Responsible for ensuring all Communication Assistants are trained on new technical
enhancements as implemented.

» Manage, mentor and coordinate supervisory staff. Trains supervisors and provides them with
additional educational opportunities. '

o Assists Customer service personnel] and oversees the customer service database.



s Conduct performance evaluations for Supervisors. Computes raises for all personnel
reporting to the Assistant Relay Center Manager and does so0 in a highly confidential manner.

« Oversees the Supervisors to ensure that performance evaluation and monitoring for CAs are
completed in a timely fashion.

» Assists Senior Relay Center Manager in setting “rules” of decorum, etc. on the relay floor and
for general activity within the center.

» Provides input into programs designed to reduce absenteeism and continuously makes
suggestions fo improve these policies. Assist Senior Relay Center Manager in developing
programs that decrease employee turnover.

» Reviews and analyzes state reports on a monthly basis.

s Reviews relay statistics on a daily basis to monitor compliance with federal and state
requirements related to relay system performance and assists the Senior Reiay Center

Manager in developing corrective actions in areas that are in noncompliance.

» Reviews and analyzes a variety of reports on a daily basis to monitor CA activity, quality and
productivity. Makes suggestions for improvement as necessary.

» Assists Senior Relay Center Manager with assessing and meeting staffing requirements
including forecasting human resource needs.

» Continuously develop contingency staffing plans to meet peaks and valleys of relay traffic.
» Presents a professional image to customers, clients, and co-workers on and off the telephone,
» Participates in oufreach activities to gain feedback from relay community.

« Participates as an active team member with other Senior Relay Center Managers and with
other company leadership.

Other responsibilities:

s Provides direct assistance to the Senior Relay Center Manager

» Performs other work-related duties as assigned.

« Ability to work a flexible schedule.

s Makes efficient use of technology for optimum production results.
s  Works consistently with minimal supervision.



Preferred education, experience and skills:

» Associate or Bachelor’s Degree in Business Administration or two to three years work
experience at a relay center or comparable management work experience.
¢ Experience and knowledge of Deaf Community is helpful.

e Ability to organize and prioritize work.,
» Strong verbal, written, analytical and interpersonal communications skills including the

ability 1o read, speak and understand English well.
e Ability to stand, sit and walk for extended periods of time.
o Hold a valid driver’s license and have the ability to travel alone.



Pgsition title: Training Coordinator
Department: Louisiana Relay
Reports to: Relay Center Manager

Position Summary: Prepares and teaches comprehensive training programs that are designed to
maximize the effectiveness of new and existing Communication Assistants.

Essential functions:

» Constructs training programs designed to provide Communication Assistant trainees with the
skills and knowledge necessary to succeed in their positions.

¢ Gains and maintains a strong understanding of all relay related information relevant to
Communication Assistants and the training of Communication Assistants.

» Manages Monitoring Supervisor and Quality Assurance Department for center.

» Identifies shortcomings in trainees and informs the Quality Assurance Department and
Supervisors of these weaknesses,

» Responds to Quality Assurance Department and Supervisor feedback on existing
Communication Assistants and determines an appropriate training based solution for
improvement,

s Assesses the abilities of each Communication Assistant Trainee and determines a realistic
timeframe for beginning full CA responsibilities.

» Utilizes existing presentation and training materials in a creative and effective manner and
creates new training materials aimed at improving training relevance and effectiveness.

o Trains on a multitude of topics such as Deaf Culture, relay procedures, and company policies.
» Adjusts training program to fit the continually changing needs of the relay environment.

» Measures recruiting and training methods and reports information to the Human Resources
Manager and Relay Center Manager.

»  Organizes training programs in conjunction with the Outreach Coordinator aimed at teaching
Communication Assistants the translation of American Sign Language to spoken English,
and the reverse.



s Solicits and utilizes recommendations for training topics from many resources including the
Relay Center Manager, Monitoring Supervisor, Supervisors, and external resources.

s Utilizes a variety of methods to aid the improvement of each Communication Assistant as it
relates to call processing.

s Works with Supervisors and Quality Assurance Department to identify training needs and
will assist Supervisors and Quality Assurance personnel in training Communication

Assistants as call handling weaknesses are identified.

» Develops and fosters a positive, energetic, enthusiastic work atmosphere that stresses team
abave self,

¢ Develops and initiates professional Communication Assistant call processing techniques and
directs all CAs in applying the same standards and techniques to their calls,

* Develops training programs and implements training techniques to shortening the amount of
training time as well as increase the effectiveness of the training program,

o Communicates with CAs, floor supervisors and all other management personnel in a positive
manner.

Other Responsibilities:

s Maintains the ability to work flexible hours as will teach day and evening training classes.
o Performs other work-related duties as assigned by the Relay Center Manager.

» Responsible for all center communication including procedure books, training manuals,
newsletters, and all other Communication Assistant communication.

s Carries out “special project” needs as assigned.
»  Willingness to act as a Communication Assistant when needed.

Preferred education, experience and skills:

» A combination of three to five years work experience or schooling related t¢ education or
training is desirable.

s Experience working with the deaf and hard of hearing community or relay experience is
desirable.

« The ability to develop a comprehensive understanding of relay policies and procedures.



Strong verbal, interpersonal and presentation skills.
Ability to organize and prioritize work.

Ability to maintain strict confidentiality.

Proficient with computers and software programs.
Ability to read, write, speak and understand English well.
Strong analytical and interpersonal skills.

Hold a valid driver’s license and have the ability to travel alone.



POSITION DESCRIPTION

Position Title: Monitoring Supervisor

Department: Louisiana Relay

Reports to: Assistant Relay Center Manager

Position Summary: Maintains LRS Quality Assurance Program to facilitate continued quality

improvement within the Relay Center. Identifies areas needing attention in individual
Communication Assistant performance and reports this to the Assistant Relay Center Manager.

Essential Functions:

* Responsible for the Monitoring Program including calculation of scores and monthly reports.

¢ Systematically and routinely monitors relay calls on a daily basis to make individual and
overall quality assessment for each CA and to ensure Level System maintenance.

e Wil provide input and feedback to the Assistant Relay Center Manager in how to develop
and implement Quality Assurance tools that facilitate continued quality improvement within
the Relay Center. :

s Works with the Trainer and Supervisors to identify training needs and -coaches
Communication Assistants as call handling weaknesses are identified.

» Completes Quality Feedback Forms so Supervisors can provide quality improvement
feedback to Communication Assistants.

s Provides feedback to the Assistant Relay Center Manager in implementing professional call
processing technigues, and directs CAs in the application of consistent standards and
techniques.

* Identifies procedures, polices, language issues, efc. that are problematic in the relay center
and report this information to the Assistant Relay Center Manager weekly.

» Communicates with all Relay Center personnel in a positive manner. Cultivates an
environment that expects and encourages quality.

e Administers and grades typing tests for levels testing and FCC requirements.



Other Responsibilities:

o Will work weekdays and will work every other weekend and every other holiday, Hours on
weekends and holidays to be set by the Assistant Relay Center Manager,

« Performs other work-related duties as assigned by the Senior Relay Manager or Assistant
Relay Center Manager.

v Acts as a Communication Assistant as needed.
» Acts as a Supervisor when working weekends and holidays if needed.

Preferred_education, experience and skills:

¢ One to two years of work experience in supervision or training is preferred.

v Experience working with the deaf and hard of hearing community or relay experience is
desirable.

» DPossesses strong verbal, interpersonal, analytical and presentation skills.
s Ability to organize and prioritize work.

v Ability to perform similar tasks over and over, day in and day out.

» Ability to maintain strict confidentiality.

» Ability to type 68 wpm.

o Proficient with computess and software programs.



Position Title: Senior Supervisor

Department: Louisiana Relay
Reports to: Relay Center Manager

Position Summary: Supervise, assist in training, and evaluate Communication
Assistants. Promotes the activities of the relay service to customers. Collaborates with
Assistant Relay Center Manager in staffing and general performance and operations of

the relay floor.

Essential Functions:

e Produces and oversees weekly schedules for Communication Assistants and feliow
Supervisors.

e Ensures efficiency of relay floor and reports any concerns to Assistant Relay Center
Manager. ‘

» Assists in the development of goals and objectives for fellow Supervisors.

e Responsible for training new supervisor’s and oversees Lead Communication
Assistants.

» Coaches others on the use of computer workstations used to relay conversations,
including call routing related to the end users carrier of choice,

¢ Ensures Communication Assistant compliance on the relay center policies and
procedures related 10 relaying conversations, the deaf culture, and communication

modes.

e Provides feedback to the trainer on issues needing greater attention during the training
processes.

» Monitors and maintains Communication Assistant compliance with relay center
policies and procedures.

¢ Provides direct supervision to Communication Assistants when resolving difficult or
unusual call situations.

» Aids in providing consumer training and public awareness related to relay service .
activities, '

e Attends and makes presentations at relay related meetings; responds to customer
questions and resolves complaints regarding relay service activities.



Develops and conducts numbers of Communication Assistants o each shift; monitor
and report on staffing efficiency.

Monitors compliance with state and federal guidelines related to relay service
performance standards.

Develops measurement tools designed to monitor the relay services quality and
satisfaction from the user perspective,

Design and implement plans related to increasing relay services quality and customer
satisfaction.

Other responsibilities:

Assists with publications of newsletters and outreach programs.
Performs similar work related duties as assigned.
Preferred education, experience and skills:

Knowledge of the deaf culture and the ability to interpret American Sign Language to
English is desirable.

Experience in public relation activities,

Possess good written communications skills. -

High School education or equivalent.

Computer experience is desirable; the ability to type is required.

Experience working with the deaf and hard of hearing community or relay experience
is desirable.

Hold a valid driver’s license and have the ability to travel alone.



Position Title: Supervisor
Department: Relay
Reports to: Assistant Relay Center Manager

Position summary: Supervise, train, and evaluate communications assistants, Promotes
the activities of the relay service to customers.

Essential functions:

» Coaches others on the use of computer work stations used to relay conversations,
including call routing related to the end users carrier of choice.

¢ Ensures Communication Assistant compliance on the relay center policies and
procedures related to relaying conversations, the deaf culture, and communication

modes.

» Provides feedback to the trainer on issues needing greater attention during the tralmng
processes. :

« Monitors and maintains communication assistants compliance with relay center
policies and procedures,

 Provides direct supervision to communication assistants when resolving difficult or
unusual call situations.

e Aids in providing consumer training and public awareness related to relay service
activities.
» Attends and makes presentations at relay related meetings; responds to customer

questions and resolves complaints regarding relay service activities.

¢ Develops and conducts evaluations of communications assistants based on their
performance.

e Schedules appropriate numbers of communications assistants to each shift; monitor
and report on staffing efficiency.

s  Momtors compliance with state and federal guidelines related to relay service
performance standards.

¢ Develops measurement tools designed to monitor the relay services quality and
satisfaction from the users perspective.

» Design and implement plans related to increasing relay services quality and customer
satisfaction.



Other responsibilities:

e Asgsists with publications of newsletters and outreach programs.
» Performs similar work related duties as assigned.

e Acts as a Communication Assistant

Preferred education, experience and skills:

s Knowledge of the deaf culture and the ability to interpret American Sign Language to
English. '

» Experience in public relation activities.

s Possess good written and oral communications skills.

¢ High School education or equivalent.

¢ Computer experience is desirable, the ability to type 60 wpm is required.

s Must have sufficient speech and hearing skills to be a Communication Assistant.

» Experience working with the deaf and hard of hearing community ot relay experience
is desirable.



Position Title: Lead Communication Assistant
Department: Relay Services

Reports to:  Relay Supervisar

Posifion Summary: Assists Supervisors and Communication Assistants.

Essential Functions:

e Conveys messages of all types to TT users from voice users and vice versa.
e Solves routine problems and directs non-routine problems to the relay Supervisor.
e Sets and assures conformance of standard policy and procedure.

» Understands the use of computer work stations nsed to relay conversations, including eall
routing related to equal access.

e Assists in comprehensive training of Communication Assistants.

e Provides leadership and motivation for Communication Assistants.
o Stresses quality in all work situations, |

* Provides quality Customer Service

e Assists in the organization and management of the Relay Floor

e Understands hourly reports and reader board to ensure answer performance compliance

Other responsibilities:

¢ Carries out job duties with minimal supervision.
» Works scheduled hours.

» Provides guidance to a variety of workers.

» Performs similar work related duties as assigned.
s Provides leadership and motivation

Preferred education, experience and skills:




High school education or equivalent..

Ability to organize and prioritize work and meet deadlines.
Ability to read, write, speak and understand English well.
Strong analytical and interpersonal skills.

Ability to understand and carry out written and oral instructions.



Position title: Communication Assistant

Department: Relay
Reports to: Relay Supervisor

Position summary: Relay TTY and voice telephone calls.

Essential functions:

e Conveys messages of all types to TTY users from voice users and vice versa.

o Enters and reads type written text on a standard computer monitor and kc_aybbard.

o Adheres to strict confidentiality rules a.hd standards.

e Must be 18 years of age or older.

» Stresses quality in all work situations,

»  Works a variety of shifts.

s Types accurately, keep pace with the voice party and uses proper Relay -procedm‘es.
. Adhéres to and uses written procedural language.

e Relays calls in a conversational manner using voice inflection, speech patterns, tone
of voice, and user intent.

e Relays correct phrasing by waiting for the TTY user to type complete sentences
before voicing.

e Sees situations from the relay user point of view.

e Acts in a pleasant and patient manner at all times when dealing with relay users.
» Understands directions and information given by the relay user.

¢ Uses common sense approaches to handling situations.

e (ives concise and accﬁrate information to the relay user.

e Understands all concepts, techniques and requirements of the job.

» Uses “down time” to review procedures and languages, and to construct tools to help
understand and reference procedures and languages.



* Offers solutions and options when presenting problems or concerns to supervisors.

s Displays a willingness to make necessary adjustments as we change or add services to
relay.

¢ Handles crisis and emotional upset in a professional manner.

¢ Resolves conflict directly, quickly and completely and discuss unpleasant issues with
courtesy and tact.

QOther responsibilities:

e Arrives on time to all scheduled shifts.
o  Works well without constant supervision.
¢  Volunteers for extra hours when needed,

+  Actively participates in training events including Communication Assistant meetings
and seminars offered by the company.

s  Works well as a team member.
» Performs similar work related duties as assigned.

Education, experience and skills:

¢  Minimum 60 words per minute typing speed with 5% accuracy.

¢  Minimum requirement of a GED or Equivalency.

» Ability to read, write, speak, hear and understand English well.

s Ability to read and.interpwet information on a standard computer monitor.

s Proficiency with computer keyboards and terminals and a basic understanding of
computer terminology.

¢ Strong communications skills, including verbal, written and interpersonal skills,



Position title: Director of Marketing

Department: Relay Service

Reports to: Vice President of Hamilton Relay, Inc.

Position summary: Directs and oversees Hamilton Relay’s marketing objectives and initiatives.

Responsible for product development from the users” perspective. This position also assists with
Regulatory Affairs management. Individual required to trave! as needed.

Essential functions:

e Responsible for establishing marketing direction and leading team toward results.

s Reviews changes to the marketplace and industry and adjusts marketing plan accordingly.
Position is responsible for leading all aspects of marketing, including establishing and
maintaining brand identity, personnel, setting marketing direction, material development,
web-based marketing, national advertising/marketing. -

s Performs product management responsibilities to the end goal of increasing the number of
relay minutes for all of Hamilton’s relay services through the development of new relay
features, enhancements, and services, which meet the demand of the relay community.

s Responsible for developing and recommending modifications and improvements to
Hamilton’s technology with the goal of improving relay services through communicating and
interacting with all required departments, mcludmg but not limited to techmcal marketing
and operations.

e Responsible for market research activities within Hamilton Relay by use of existing outreach
staff, surveys, focus groups, involvement in national relay activities, and a variety of other
means.

e As part of product management responsibilities, assists operations management to improve
workstation functionality for Comimunication Assistants and Video Interpreters.

» Responsible for monitoring competition within the relay industry by reading trade
publications, listservs, attending meetings, etc. and keeps the Vice President Relay informed
of new features within the industry, the strengths and weaknesses of Hamilton as compared
to its competition, and other similar competitive information. Stays abreast of technological
changes occurring in the relay industry.

» Assists in the management of regulatory affairs by representing Hamilton in meetings at the
Federal Cornmunications Commission, working closely with Hamilton’s counsel, writing i
drafts of proceedings and other such tasks as assigned. |

» Responsible for understanding all current FCC rules and regulations and for developing a
clear understanding of all current FCC proceedings that affect TRS.



« Monitors and assesses reports on relay service quality from users.
¢ Plans and organizes effective meetings with an agenda, minutes and appropriate follow up.
s Stresses quality in all work situations.

Other responsibilifies:

e Performs other work-related duties as assigned.
o Travels to current and potential customer locations.

Preferred education, experience and skills:

»  Ouitstanding communication skills required.
» Communicates fluently through the use of American Sign Language and written English.

e Bachelor’s Degree or comparable work experience along with a minimum of three years
public relations experience.

s Experience in public relations activities.

o Direct work experience with a Telecommunications Relay Service preferred.
» Deaf and hard of hearing individuals are encouraged to apply.

s Ability to organize and prioritize work and meet deadlines.

¢ Strong written, analytical and interpersonal skills.

» Hold a valid driver’s license and have the ability to trave] alone.



s

Position title: National Outreach Manager

Department: Relay
Reports to: Director of Marketing

Position summary: This full-time position is responsible for directing outreach personnel and
activities to ensure that all state outreach activities are carried out according to specific
objectives. This position is responsible for increasing minutes for all relay products and services.
Individual will be required to travel as needed.

Essential functions:

» Manages designated outreach personnel and coordinates their activities in each applicable
state. Monitors and evaluates the performance of designated outreach personnel.

e ' [ncreases outreach activities and effectiveness of marketing programs in all Hamilton states
to the end goal of increasing the number of relay minutes for the states served by Hamilton.

» Responsible for adhering to budgetary guidelines in all designated state outreach programs as
deemed by Senior Relay Managers. Monitor financial reports.

e Works with outreach staff to develop and give effective programs on how to access and use
the relay service in each of their states, including delivering presentations to prospective
clients on relay services using presentation skills, visual aids, and written proposals.

» Works with outreach staff to ensure effective communication with relay users on new
development and service enhancements in each of their states.

» Works with outreach staff to coordinate attendance at a variety of functions that are attended
by the relay using community in each of their states.

» From time to time, along with each state outreach person, attends and represents the relay
service at meetings of the Public Utilities Commission, relay advisory board, and appmpnate
state and national associations related to relay services.

» Works with outreach staff to organize and facilitate focus / user groups for discussion of
quality and effectiveness of relay services in each of their states.

» Assists outreach staff in assessing focus / user group input and makes recommendations for
modifications and improvements based on that input. - Gathers information and conveys the
relay users needs to Hamilton to assist them in the development of new features for
traditional relay, video relay and internet relay service.

» Stays abreast of technological changes occurring in the relay industry, paying particular
attention to technology and advances made by Hamilton’s competitors.



Plans and leads effective outreach meetings.

Interfaces with other managers on a regular basis, participates in staff meetings, company
meetings, and planning sessions.

Interfaces with current users and user groups on a continual basis to determine their current
and future Relay needs.

Recommends and arranges training for outreach personnel.
Assesses the quality of interpreters and video relay service.
Assesses quality and customer service in the Relay Services area,

Stresses quality in all work situations,

Other responsibilities:

Effectively organizes and prioritizes multiple deadlines and projects.
Performs other work related duties as assigned.

Travels to current and potential customer locations to promote all relay products and services
offered by Hamitton. '

Possesses an ability, willingness and desire to obtain schooling and atiend seminars related to
enhancing marketing skills.

Preferred education, experience and skills:

Communicates fluently through the use of American Sign Language and written English.
Experience in public relations activities.

Direct work experience with a Telecommunications Relay Service preferred.

Deaf and hard of hearing individuals are encouraged to apply.

Ability to organize and prioritize work and meet deadlines.

Strong written, analytical and interpersonal skills.

Hold a valid driver’s license and have the ability to travel alone.



Position title: National TRS Contract Manager

Department: Relay

Reports to: Vice President of Relay

Position summary: Position is responsible for the development and coordination of internal
and external communication within Hamilton Relay Service.

Essential functions:

e Responsible for editing all external communication. Edits presentations to prospective
clients using presentation skills, visual aids and written proposals.

e Will provide support and direction to account managers to ensure contract compliance.

s Will act as the primary contact with all intrastate telecommunications relay service
contract decision-makers. Will keep abreast of RFP activity in all states as well as work
to obtain the needed information to ensure Hamilton is able to submit a competitive bid
response.

o Edits bid packages. This includes coordinating the bid process and completing bid
documents within the designated time constraints. ,

e Will assist the Vice President of Relay and Director of Marketing in nﬁarketing Hamilton
Relay Service to other states, along with its national services.

»  Writes, designs, and/or edits internal and external company newslettets, brochures, and
other related communication, including videos. Partlczpates in product testing and
development of product literature.

¢ Formulates communication and advertising concepts aimed at increasing relay minutes.
Shares responsibility for growing the number of relay minutes in the states served by
Hamilton through outreach activities and written materials.

e Assists Director of Marketing and Vice President of Relay with the design and -
implementation of advertising efforts through the proper forms of media to insure

maximum results.

»  Assists Director of Marketing and Vice President of Relay in defining and targeting
potential customer groups to help focus communication efforts.

* Project coordination of special communication projects.

e Communicates with employees and relay users on new development and service
enhancements.



« Edits web page content and design for relay services,

s Assesses quality and customer service in the Reldy Services area.

e Stresses quality in all work situations.

Other responsibilities:

e Provides direct assistance to the Director of Marketing and Vice President of Relay.

» Possesses an ability, willingness and desire to obtain schooling and attend seminars
related to enhancing marketing skills.

e Performs other work-related duties as assigned.

Preferred education, experience and skills:

» Bachelor’s Degree in Business Administration, Communications, Marketing, Public
Relations or related field or two to three years related work experience is required.

» Strong communication skills, including outstanding writing skills are required.

» Strong knowledge and or experience working with individuals or organizations within the
deaf, hard of hearing and/or speech impaired community is helpful.

o Deaf and hard of hearing individuals are encouraged to apply.

e Experience and knowledge of American Sign Language is desirable.

e Ability to understand and carry out instructions.

& Ability to communicate in English well.

¢ Proficiency with computer terminals and keyboards.

¢ Knowledge of software such as Microsoft Word and Microsoft Publisher.
s Effectively organizes and prioritizes multiple deadlines and projects.

s Hold a valid driver’s license and have the ability to travel alone.



Position title: Account Manager

Department: Relay

Reports fo: National TRS Contract Manager

Position summary: Manages the contracts between Hamilton Telecommunications and
multiple state customers. Oversees the actions of all parties involved to ensure contract
compliance. Responsible for ensuring that each party successfully completes all assigned
duties and responsibilities. Will also assist with other projects as assigned.

Essential funciions:

» Shall have the responsibility of working with the Regulatory Bodies on coniract issues
and acting as a point of contact (POC) between the confract administrators and

Harnilton.

¢ Carries out or enforces, as may be applicable, the policies and procedures for the TRS
and Captioned Telephone programs established by the Regulatory Bodies, the
Contract Administrators and as contained in the contracts and RFPs. Policies and
procedures include such areas as reporting, outreach, technical, quality of service,
training, customer service, and all other aspects of each customer contract.

s Oversees the monitoring and compliance of federal and state requirements related to
relay system performance and develops corrective action in areas that require
improvement.

¢ Responsible for representing Hamilton at regulatory meetings with Advisory Boards
and the Contract Administrators required staff meetings as needed and at other
outreach finctions across the States served that may be applicable.

« Responsible for tracking quality within the center (i.e. Operator procedures, consistent
language, typing, spelling, etc.) to determine that Hamilton’s internal quality
standards and all contract requirements are being met.

» Monitors the Outreach Programs for compliance with RFP and contract requiretnents
in the states served. Responsible for determining that the needs of the user
comumunity are being met and for determining the overall effectiveness of outreach
activity.

» Will assist Hamilton technical personnel in assessing problems and finding solutions.
Will act as a liaison between Hamilton technical personnel and states served.

« Responsible for identifying any potential conflicts or other needs within the relay
Center and reporting those concerns or ideas to the TRS Contract Manager/Senior
Editor.



May participate in the marketing efforts, including tradeshows, etc. in the states
served.

May assist in the development of materials, newsletters, give-aways, etc. in the states
served.

Qther responsibilities:

Maintains strict confidentiatity of all relay calls.
Effectively organizes and prioritizes multiple deadlines and projects.

Continue to obtain schooling and attend seminars that relate directly to job
responsibilities.

Performs similar work related dutics as assigned.

Preferred education. experience and skills:

Associate or Bachelor’s Degree or comparable work experience along with 2
minimum of three years related experience.

Direct work experience with a Telecommunications Relay Service preferred.
Knowledge of American Sign Language is helpful.

Deaf and hard of hearing individuals are encouraged to apply.

Ability to organize and prioritize work and meet deadlines.

Strong written, analytical and interpersonal skills.

Hold a valid driver’s license and ability to travel alone.



Position title: Captioned Telephone Sales Manager

Department: Relay Service

Reports to: Director of Marketing

Position summary: Manages national Captioned Telephone sales efforts for Hamilton Relay.

Respansible for the development and implementation of sales programs that contribute to the
sale of CapTel phones and increase in minutes of Hamilton CapTel Service. Individual required

to travel as needed.

Essential functions:

s Responsible for establishing Hamilton’s national Captioned Telephone sales direction and
campaigns with the end goal of increasing sales. Position is responsible for leading all
aspects of Captioned Telephone sales effort, which includes building a sales team and
managing the team.

o Plan, develop and implement sales strategies that are consistent with intema] product strategy
while, at the same time, reflective of customer requirements and competitive offerings.

» Meet and/or exceed sales and customer objectives as described in sales plan.

s Prospect and canvas new customers. Formulates a strategy for this activity that can be
executed by sales team.

» Develop and implement lead peneration for sales team. Identify opportunities through key
customer contacts and industry information, sources for sale of Captioned Telephone.

* Develop and perform product presentation for small to large sized groups. -

»  Works with CapTel Product Manager in the recommendation of modifications and
improvements to service.

» Source, analyze, communicate and apply competitive data for competitive advantage to
Hamilton. Share the strengths and weaknesses of Hamilton as compared to its competition,
and other similar competitive information with Director of Marketing and CapTel Product
Manager. Stays abreast of technological and marketing changes occurring in the industry.

s Assist Management in implementation of quality improvement process for sales
organization.

o Establish favorable client relationships.



» Communicate to both customer and internal operations the necessary information so as to
assure customer satisfaction and meet sales cost objectives,

e Provide sales team leadership on complex projects.

¢ Apply independent judgment and advise management on applications, procedures, practices
and business conditions.

¢ Update and manage customers in company CRM database.
» Stresses quality in all work situations.

Other responsibilities:

» Performs other work-related duties as assigned.
» Travels to curtent and potential customer locations.

Preferred education, experience and slalls:

« Knowledge of Captioned Telephone technology and market, as well as ali company
products/services.

s Developed negotiation and sales skills. Strong closing skills.

s Degree in Business Administration or equivalent. Multiple years of successful experience as
a Sales Representative and/or Manager.

» (Captioned Telephone users are encouraged to apply.
» Ability to organize and prioritize work and meet deadlines.
» Strong written, analytical and interpersonal skills.

o Hold a driver’s license and ability to travel alone.



Position title: Account Manager/CapTel Product Manager

Department: Wisconsin Relay
Reports to: Director of Marketing

Position summary: Manages the contract between Hamilton Telecommunications and
Society Assets, Inc. (SAI) and the contract between Hamilton Telecommunications and
the State of Wisconsin to ensure contract compliance in both contracts. Manages
Hamilton Relay’s strategy for CapTel service.

Essential functions:

o Ensures that the policies and procedures for the statewide relay service are followed
as established by the Wisconsin Relay Advisory Board, the Contract Administrator
and as contained in the contract and RFP.

»  Oversees the monitoring and compliance of federal and state requirements related io
relay system performance in the Wisconsin Relay Center and develops corrective
action in areas that require improvement.

« Responsible for determining that the needs of the user community are being met and
for determining the overall effectiveness of SAI outreach activity as well as for
calculating a direct link between outreach activities and a growth in number of
minutes, | :

o Responsible for managing the contract between Society’s Assets, Inc. and Hamilton
Telecommunications to determine that SAT is carrying out all assigned responsibilities
and duties. ,

» Responsible for representing Hamilton Telecommunications at regulatory meetings
with Advisory Boards and the Contract Administrator, SAI staff meetings as needed
and at other outreach functions across the State of Wisconsin that may be applicable.

« Perform product management responsibilities related o CapTel to the end goal of
increasing the munber of CapTel minutes delivered through Hamilton Relay
nationwide.

¢ Serves as local liaison to CapTel, Inc.

» Develops and coordinates marketing strategies for all nationa] markets and executes
said strategies in Wisconsin with the end goal of increasing the number of CapTel
minutes,

¢ Responsible for finding ways to enhance the overall quality of TRS and CapTel relay
services by making suggestions that improve call experiences for relay users.

¢ Responsible for developing and recommending to the Senior Relay Manager new
features, enhancements and services desired within the relay community based on
contact and communication with SAI outreach people and through involvement in



user organizations in Wisconsin. Will do the same for CapTel services on a
nationwide basis.

Preferred education, experience and skills:

o Bachelor’s Degree or comparable work experience or two to three year’s related
experience.

o Direct work experience with a Telecommunications Relay Service or knowledge of
CapTel preferred.

s Experience working with people who are hard of hearing or late deafened, including
familiarity with assistive listening devices and CART.

s CapTel users are encouraged to apply.

s Deaf and hard of hearing individuals are encouraged to apply.
s Ability to organize and prioritize work and meet deadlines.

¢ Strong analytical and interpersonal and presentation skills.

s PC literate

« Hold 2 valid driver’s license and ability to travel alone.



Position title: Video Relay Service Operations Manager

Department: Relay
Reports to: Director of Operations
Location; Wisconsin VRS Call Center

Position summary: This full-time position is responsible for managing all aspects of Hamilton
Relay VRS service.

Performance Requirements:

= Manage operations budget related to VRS; responsibie for growing revenues and cutting
expenses to ensure profitability.

e Responsible for managing the contract between Hamilton’s VRS subcontractor(s) and
Hamilton Relay to determine that the subcontractor(s) is carrying out all assigned
responsibilities and duties.

o Responsibie for recruiting, hiring, and managing all Hamilton video interpreters,
¢ Responsible for all scheduling of suboontraétor(s) and Hamilton video interpreters.

« Evaluate and recommend modifications and improvements to Hamilton Relay’s VRS
technology and service delivery, and work with technical and marketing management as well
as sibcontractor(s) and Hamilton video interpreters to implement agreed upon improvements,

¢ Responsible for maintaining VRS procedure manual.

= Responsible for ensuring VRS Training Programs delivered by subcontractor (as well as by
the person in this position to Hamilton video interpreters) result in well-trained Video
Interpreters.

¢ Responsible for quality assurance. Develops and implements Quality Assurance tools that
facilitate continued quality improvement within all Video Relay Centers.

s Systematically and routinely monitors video relay calls on a daily basis to make individual
and overall quality assessment for each Video Interpreter to ensure quality on video relay
calls.

» Oversees the monitoring and compliance of federal requirements related to video relay
system performance and develops corrective action in areas that require improvement.

* Provides feedback to Hamilton’s video interpreters and subcontractor(s) in implementing
professional call processing techniques, and directs Video Interpreters in the application of
consistent standards and techniques.



Maintain awareness of industry competitors and their technological advances.

Review video relay service statistics on a daily basis and use such information to increase the
efficiency of the center and enhance the quality of service to end-users.

Ensure effective communication between the subcontractor(s) and Hamilton Relay.

Assist in managing job performance of VRS Technician.

Other requirements:

Effectively organize and prioritize multiple projects and deadlines
Attend training and seminars related to enhancing job related skills
Stress quality in all work situations

Performs other work related duties as assigned

Qualifications;

Communicate fluently through the use of American Sign Language

A demonstrated ability to manage and be accountable in coordination of human and material
resources in order to achieve a variety of objectives

Strong customer service skills

Ability to manage communication flow

Proven ability to lead effective meetings with attention to establishing goals and monitoring
progress, and communicating results

Strong written, analytical and interpersonal skills

Ability to communicate effectively in written English

Desirable Experience:

Bachelor’s Degree preferred or a minimum of three years comparable work experience
Expert working knowledge and understanding of relay services and technology
Experience with training Video Interpreters on new technology

Personal Skills

Interact professionally and work productively with the public, industry, business
representatives and Hamilton employees

Excellent deductive reasoning & problem solving skills

A strong sense of responsibility and initiative

An ability to work independently and as part of a team

A sense of urgency in meeting demanding deadlines

A strong desire to learn and grow

Hold a valid driver’s license and have the ability to travel alone.



Position title: Internet Based Relay Services Product Manager

Department: Relay Service -
Reports to: Director of Marketing

Position summary: Responsible for product management of Hamilton Re-lay Internet-based
products/services.

Essential functions:

» Manages Hamilton Relay’s Internet-based product/service portfolio to the end goal of
increasing the number of relay minutes for all Hamilton Relay Internet-based services
through the development of new features, enhancements and services which meet the
demand of the relay community.

s Participates in the development of product strategy, product Spec1ﬁcat10ns positioning and
marketing messaging.

¢ Coordinates product development activities between departments/staff/contractors as a key
member of a cross-functional team translating customer needs and technology directions mtd
product definitions.

s Conducts marketing research.

» Responsible for understanding the competitive landscape and evaluating competing
products/services within the relay industry and providing detailed comparative analysis to

Management, Marketing, Outreach and Technical teams.

» Responsible for understanding current FCC rules and regulations as related to
product/service use and development.

¢ Supports Operations and Technical in improving workstation functlonahty for
Communication Assistants and Video Interpreters. i

¢ Monitors and assesses reports on relay service guality.
¢ Plans and organizes effective meetings with an agenda, minutes and appropriate follow up.

» Stresses quality in all work situations.



Preferred education, experience and skills:

Familiarity with technology along with an interest in building a bridge between consumers
and technology development.

Bachelor’s Degree in related field along with a miniraum of three years product development
experience,

Direct work experience with a Telecommunications Relay Service preferred.
Attention to detail and accuracy.

Ability to manage multiple projects, organizing and prioritizing work to consistently meet
deadlines.

Commitment to clear communication demonstrating strong written, analytical and
interpersonal skills.

Communicates fluently through the use of American Sign Language and written English.
Deaf or hard of hearing individuals are encouraged to apply.

Hold a valig driver’s license and have the ability to travel] alone.



Position title: Account Manager/Marketing Projects Coordinator

Department: Relay
Reports to; Director of Marketing

Pasition summary: Manages and ensures contract compliance between Hamilton Relay
and the States of Nebraska, Idaho, Montana and Wyoming. Responsible for the
coordination of and contribution to various marketing projects.

Essential fanctions:

» Responsible for working with the regulatory bodies of designated states on issues
related to contract compliance. Shall act as the Hamilton POC with the State Relay

administrators.

» Ensures that all information requested by and provided to the Administrators and/or
regulatory bodies is provided in an expeditious and efficient manner.

¢ Oversees the monitoring and compliance of federal and state requirements related to
relay system performance and develops corrective action in areas that require
improvement,

e Coordinates and contributes to special marketing projects including, but not limited to
RFP activity, print ad development and placement, tradeshow coordination,
newsletter development, and national marketing projects as assigned.

¢ Participates in national marketing efforts, including tradeshows, etc. as required.

s Responsible for tracking quality within the centers processing designated states’ calls
(i.e. Communication Assistant procedures, consistent language, typing, spelling, etc.)
to ensure that Hamilton’s internal quality standards and all contract requirements are
being met.

» Responsible for determining and recommending how best to improve overall quality
of relay services, along with assisting in implementation of recommendations that
improve call procedures and call processing for relay users. :

« Responsible for determining that the needs of the user community are being met and
for determining the overall effectiveness of outreach activity as well as for calculating
a direct link between outreach activities and a growth in number of minutes.

» Responsible for representing Hamilton Relay at regulatory meetings with the TRS
Advisory Councils and the Contract Administrators.

¢ Responsible for developing and recommending to the Operations/Center Manager
new [eatures, enhancements and services desired within the relay community based



on contact and communication with relay nsers. Responsible for assisting Hamilton
in its leadership in the development of new relay features within the relay industry.

Other responsibilities:

» Effectively organize and prioritize multiple deadlines and projects.

» Plans and organizes effective meetings with an agenda, minutes and appropriate
follow up.

« Ongoing development through classes, seminars, workshops that relate directly to job
responsibilities.

s Travel as required.

¢ Performs similar work related duties as assigned.

Preferred education, experience and skills:

s Associate or Bachelor’s Degree in Business Administration and or Public Relations
or two to three year's management related work experience in a relay center or
comparable work experience.

» Strong knowledge and/or experience working with individuals or organizations
within the deaf and/or speech-impaired community is helpful.

e Strong written, analytical and interpersonal skills.
s FExperience and knowledge of American Sign Language.
» Direct work experience with a Telecommunications Relay Service.

» Hold a valid driver’s license and have the ability to travel alone.



Position title: Customer Service Representative - Retay

Department: Nebraska Relay

Reports to: Senior Relay Manager

Position summary: Responsible for providing high quality customer service to all types
of relay users via the telephone, TTY, e-mail, relay and in person. Duties include
enlering customer service informatior into relay customer service database, coordinating

technical support as needed for relay users, and ensuring all inquiries are addressed. Also
performs and coordinates state outreach activities.

Essential functions:

» Answers the Customer Service line for the Relay Center, enters all calls into customer
service tracking system and keeps the Relay Center Management Team informed of
developments among relay customers.

+ Responds to all customer service requests and complaints on a daily basis, Works
diligently until all problems are resolved or all questions are answered. Provides
sufficient follow up to all inquiries to ensure customer satisfaction.

» Gives educational presentations about the relay system at schools, businesses
organizations, etc. across the state. Provides explanation about what types of services
are available to consumers. Documents any customer feedback for follow-up.

* Respounsible for Customer Service and Complaint reports.

¢ Schedules one on one visits for Outreach Team.

+ Schedules and performs one on one visits for hard of hearing and speech disabled
custormers.

» Performs cold calling to businesses to inform them of relay.

e Responsible for getting new and updated profiles to technical person for input into the
database.

+ Ultimate goal is to generate new relay business from non-traditional relay users.

* Upon request, assist Communication Assistants and supervisors with any problems
that may arise during the course of a relay call.

» Troubleshoots technical problems and escalates any unresolved issues to technical
staff. '



» Tracks suggestions for improvement and provides that information to the appropriate
department, i.e. technical, operations, management, etc.

» Stresses quality in all work situations.

Other responsibilities:

s Performs similar work related duties as assigned.

Preferred education, experience and skills:

« High school education or equivalent.
» Ability to communicate effectively in a variety of situations.
o Sensitivity to disability issues and customer confidentiality issues.

s At least three years exposure to the culture and communication needs of people who
are deaf, hard of hearing and/or speech disabled.

s Experience in giving public speaking and presentations.

» Proficient in the operation of computers and accompanying computer programs
including Microsoft Word, Excel, and Power Point,

¢ Hold a valid driver’s license and have the ability to travel alone.
» Ability to organize and prioritize assignments and meet deadlines.
» Ability to read, write, speak and understand English well.

o Strong analytical and interpersonat skills.



Position Title: Administrative Support

Department: Louisiana Relay
Reports to: Relay Center Manager

Position Summary: General receptionist and secretarial responsibilities. Including
assisting HR Representative and answering calls on a multi-extension phone system.

Essential Functions:

» Provides support for all management projects.
s Assists in various clerical and office duties such as filing, typing and form design.
» Distributes applications and administers tests to prospective emp.loyees.

»  Assists Human Resource Representative with filing, employment verification, and
other general HR duties.

s Backup for Customer Service Representatives, Will perform all duties and
responsibilities in regards to customer care when requested.

s (reets and directs customers, vendors and prospective employees.
e Orders office and relay floor supplies.
o Files receipts and billing records for LA Center.

e Receive and distribute mail, prepare waybills for Federal Express and UPS
shipments, signs for incoming deliveries and forwards te proper personnel.

» Make travel arrangements for Director of Operations, Relay Center Manager and
Outreach staff when needed. (includes flight, rental car and hotel)

Other Responsibilities:
s Participates in training intended to increase American Sign Language abilities.
o Performs similar work related duties as assigned.

Preferred education, experience and skills:

« High school education or equivalent.



Ability to communicate and/or interpret using American Sign Language is helpful.

Ability to use office equipment such as computer, copier, fax machine, and multi-
exiension telephone.

Proficient in Excel or similar spreadsheet software.

Proficient in Microsoft Word or similar word processing software.
Ability to organize and prioritize work o meet deadlines.

Ability to read, write, speak and understand English well.

Strong analytical and interpersonal skills.

Ability to type a minimum of 60 w.p.m.



Title: Relay Technical Manager
Reports to:  Vice President of Relay

Location: Aurora, Nebraska

Pgsition Summary:

Relay is a service for deaf, hard of hearing, and speech impaired individuals that enable
them to comumunicate with standard felephone users. This new position will become an
integral part of the Relay management team. With general guidance, the incumbent will
be responsible for technical operations at assigned Relay locations. Technical operations
include application support, information security, networking and desktop support. The
incumbent will direct and coordinate activities of the Relay Information Technology
Department and be responsible for providing effective computer service to all Relay
employees. This position will be responsible for communicating and enforcing corporate
I'T policies and standards and providing timely and frequent communications of changes
and issues with corporate IT management. '

The incumbent will:

+ Lead, train and assign work to technical personmel.

¢ Recommend operating policies and procedures.

» Manage exempt and nonexempt employees, contractors and consultants working for
Relay Information Technology.

» Resolve technical support issues.

Maintain hands-on involvement in the day-to-day operations ensuring timely and

effective support for all information systems.

Develop technical and personnel performance standards.

Evaluate the IT team and encourage individuals to grow in their skills and knowledge.

Participate in ongoing training to improve own skills and skills of department.

Analyze report data and recommend improvements or the development of hiew

programs. :

» Coordinate with corporate IT management on product developnient and“acquisition.

o Ensure complete and accurate documentation of all Relay techmical systems and
procedures. ,

* Must be willing to be on call on a scheduled and unscheduled basis.

e Facility and network planning and documentation including facility maintenance
{electrical power backup, phones PCs, fax machines, etc.) and security systems.

+ Must be an active participant in Relay Management to evaluate Relay’s effectiveness
and efficiency in meeting operational and program goals. Leads new programs and
projects as needed.

* & 0 @



Responsible for momtoring all technical related line items on the financial statement
and adhering to budgetary constraints as it relates to the technical management of all
centers and specific projects.

Assume other duties and responsibilities as assigned.

o Hold a valid driver’s license and have the ability to trave!l alone.

Supported systems and services include:

Hardware and software for Excel Telephone Switching equipment or 2 telephony
environment.

PC’s (Windows 95B, 98SE, XP Pro) and servers (NT, 2000, 2003, SCO Unix, and
Sybase SQL).

Data and voice transmission lines.

Minimum Qualifications:

1.

2.

3.

3

5.

Bachelor depree, preferably in Computer Science or Management Information
Systems or closely related field.

Progressive experience in information technology including two (2) years in a
supervisory or management capacity.

Must have the ability to interact professionally and work productively with the public,
industry and agency representatives and other external and internal customers.

Must have the ability to maintain objectivity and confidentiality when dealing with a
variety of complex and potentially sensitive projects.

Must have the ability to communicate effectively in both oral and written English.

Physical Requirements:

L.
2.
3.

Ability to lift and move a minimum of 50 pounds up or down & flight of steps.
Ability to stand, crouch and kneel for long periods of time.
Ability to manipulate and use hand tools.



Position title: Information Technology Services Director
Department: Information Teclinology Services
Reports to: President of Services and Corporate Development

Position summary: Manages personnel and projects of the Information Technology
Services Department. Acts as primary contact with Senior Management and Business
Line Managers on major Information Technology projects and services and Information
Technology strategic direction. Is responsible for managing financial aspects of
Information Technology Services department including overseeing project management
of major Information Technology projects. Recommends to Senior Management and
Business Line Managers, with assistance from management or supervisory personnel and
staff members, system modifications, enhancements, software/hardware solutions and
integration of technology solutions into the business strategy. '

Essential functions:

s Management of Information Technology Services personnel, including recruiting,
hiring, reviewing, mentoring and coaching of personnel except as appropriately -
delegated to other management or supervisory personnel within the department

o Develops and prepares Information Technology Services budget(s) which includes
budgeting for the various areas of responsibility within the department as well
assisting business line managers with developing the Information Technology
Services line items in their respective business line budgets

s Develops with the appropriate input from Information Technology Services personnel
project plans for major Information Technology projects which include appropriate
action items, timelines and cost budgets

¢ Monitors and reports progress on all Information Technology Services financial
budgets, including regular operating budgets for corporate operations, the Information
Technology Services budget for individual business lines and Information Technology
projects 3

e [nterfacing with business line managers and senior management on business strategy
as it relates to Information Technology Services or where appropriate delegating that
function to designated IS personnel in order to insure inclusion of the appropnate

. technical resources to fully evaluate the alternatives

¢ Works with business line managers in evaluating and forming recommendations for
systems solutions and where appropriate delegates that function to other Information
Technology Services personnel

¢ Oversees the preparation of appropriate documentation of Information Technology
Services procedures, including backup procedures and technical personnel
responsibilities and on call procedures |

» Responsible for making sure systems are in place to document and protect the
intellectual property of the company and it’s affiliates

e Responsible for making sure appropriate security measures are established for
Information Technology throughout the company and it’s affiliates including
securing such audits as may be advisable from time to time



» Responsible for making sure that all software licensing requirements are being met.
Evaluates with the assistance of technical personnel all contract proposals and verifies
appropriate provisions are included

s Coordinates the usage of technical resources between areas of responsibility within
the department as needed on major projects

o Secures the necessary qualified consulting or contracting resoutces as required to
complete the work or special projects of the department or assists personnel within
the departiment in doing so, as may be appropriate

s  Works with the Human Resources Department to develop and secure the adherence to
all policies for confidentiality, protection of company intellectual property and
security of fechnology systems

¢ Insures that there is an appropriate interactive process for assessing, requesting and
approving software and hardware modification and upgtades throughout the company
to insure appropriate and efficient use of Company technology expenditures

» Takes such other actions as may be reasonably required to continue to grow the
technology competence of the company and it’s affiliates

Other responsibilities:

o Oversess the maintenance of adequate technical systems and resources

e Performs similar work related duties as assigned

Preferred education, experience and skills:

* DBachelors or Associates of Art Degree in Business Administration, Business System
Management or Computer Science

e Five plus years experieﬁce in Information Technology Services Management
¢ Information Technology Services project management experience

s Significant experience in multiple technology environments

o Familiarity with basic networking concepts

» DBasic software programming skills or strong conceptual understanding of
programming methodology

s Ability to read, write, speak and understand English well

« Strong verbal and interpersonal skills



Position title: LAN Administrator

Department: Administrative
Reports to: Information Technology Services Director

Position summary: Provides network administration, technical support and
troubleshooting capability for all office networks. Performs DEC/VAX operator
activities. Acts as a system analyst, evaluating business systems and recommending
software/hardware solutions.

Essential functions:

» Installs, sets up, trains and administers Local Area Networks.

o Performs operator activities in micro/mini environment.

» Sets up and administers software security in a LAN environment.
» Performs systems analysis on'existing business systems.

¢ Works with operating department personnel in svalua‘ung and forming
recomm endations for systems solutions.

¢ Prepares appropriate documentation and assists with documentanon on procedures
marnuals.

s Prepares or reviews necessary software and hardware modification requests, insures
clarity of proposed activity and coordinates with internal personnel and external
software/hardware vendors.

e Performs some programming to maintain LANS, creates interfaces with on-line
service products and creates minor system modifications on business software

applications.

Orther responsibilities:

» Runs and distributes reports as needed.
o Orders and maintains an adequate stock of computer supplies.
s Performs similar work related duties as assigned.

Preferred education, experience and skills:

e Bachelors or Associates of Art Degree in Computer Science.



Two years experience in LAN administration.
LANtastik, Microsoft NT, Pathwaorks experience.

DEC/VAX DCL language and Martins & Associates telecom/business software
experience.

Significant experience in computer operations in Mini/Mainframe environment.
Basic programming skills in one or more languages.
Ability to read, write, speak and understand English well,

Strong verbal and interpersonal skills.



Position title: Telecommunications/Data Network Lead
Department: Relay
Reports to:  Relay Technical Manager

Position Summary:

This position is responsible for the installation, repair, testing, maintenance and monttoring of
the hardware and software for Hamilton’s Telecommunications Relay systems. It includes
administering Excel Switching equipment integrated with PC workstations as well as on-going
maintenance of voice and data transmission facilities and occasional installation of telephony
equipment. At the same time this position is responsible for meeting the computer and server
support needs for Relay in the center they are based out of while providing daily guidance to the
PC and suppott staff at our centers in other states, This position requires an excellent working
relationship and daily interaction with Relay supervisors and management and a strong customer

orientation.

Essential Functions:

» Assists the DBA with database upgrades/inserts/modifications/deletions
» Understand how the data relates to the Customer

e Works directly with the Relay Technical Manger and Technical Team to insure computer
system upgrades, maintenance and troubleshooting are done in a manner consistent with
Relay standards

e Installs repairs and maintains hardware and software for Excel Switching equipment

o Installs, repaifs, maintains and monitor data and voice transmission lines supporting Relay

 Plan, manage and work simultaneously on multiple projects, some of them complex

s Recommends changes in facilities, policies and procedures, technology, etc. to ensure the
success of Hamilton Relay '

» Experience in the support and troubleshooting of PC’s (Windows 95B, 98SE, XP Pro) and
servers (NT, 2000, 2003) '

¢ Prepare and assist with preparation of documentation of technical information, recovery and
maintenance procedures and other documents as required

¢ Resolve system outages and provide timely reports on status and final disposition to
management

» Function independently with general guidance from Relay Technical Manager and senior IT
staff '



Assists in the installation, set up, training and administration of Local Area Networks
inciuding network user configurations and the creation/modification of connections with
other networks

Maintain an excellent professional and customer focused relationship with all employees

Willingness to be on call on a scheduled and unscheduled basis

e Communicates with internal and external customers to resolve questions and service
CONCErns

Other Responsibilities:

o Facility and network planning and documentation of facilities. This may include electrical,
power backup, phones, PC’s, fax machines, etc.

e Perform similar work-related duties as assigned
o Monitor all Relay center technical activities on PCs, Unix and other platforms

o Hold valid driver’s license and have the ability to travel alone.

Physical Reguirements:

s Ability to lift and move a minimum of 50 pounds up or down a flight of steps
» Ability to stand, crouch and kneel for long periods of time.
s Ability to manipulate and use hand tools

s Ability to hear and see both auditory and visual commands from equipment and co-workers

Preferred Education, Experience and Skills:

* Associates degree or higher is preferred, but a suitable combination computer related
secondary education and work experience will be considered

s College, military or private industry course work in telecommunication troubleshooting and
repair

» Experience with Linux or UNIX

» Experience in Project Management

» Strong understanding of application and database development

s Ability to read, write, speak and understand English well

s  Ability to organize and prioritize work in order to meet deadlines

e Strong writien, verbal, analytical and interpersonal skills



Position title: Computer Systems Technician

Department: Louisiana Relay

Reports ta: Relay Technical Manager

Position summary: This multifunction position is primarily responsible for upgrades,

maintenance, and troubleshooting of various computer based systems within an
environment which emphasizes user support.

Essential functions:

s  Works directly with the Relay Technical Manager and LAN/Network Managers to
insure computer system upgrades, maintenance and troubleshooting are done in a
manner consistent with company wide Information Services philosophy.

» Assists in the preparation of appropriate functional documentation of network
configurations, technical tips and recovery/maintenance procedures.

» Supports and troubleshoots the internal networks and PC systems. These systems
include Unix, Windows 95/98, and Windows NT/2000 PCs with WAN and Internet

neiwork connections.

» Assists in the maintenance of WAN interfaces with the other Hamilton facilities and
the various telephone network providers in conjunction with the LAN/Network
Managers.

e Asgists in the installation, set up, training and administration of Local Area Networks
including network user configurations and the creation/modification of connections
with other networks.

¢ Installs, configures and supports general office software on networked Windows
95/98 PC’s.

» Assists in the maintenance and support of office facilities and equipment as required.

o Communicates with internal and external customers to resolve service concerns and
service questions.

» Willingness to be on call on a scheduled and unscheduled basis.



Other responsibilities:

¢ Participates and develops an understanding of quality service in conjunction with
overall continuous improvement efforts.

» Assists in the maintenance and entry of data in various database tables.

s Prepares or reviews necessary software and hardware modification requests and
coordinates with LAN/Network Managers.

o Possesses the ability, willingness, and desire to obtain schooling, attend seminars, and
work with others relating to on the job training.

» Performs similar work related duties, as required.

Preferred Education, Experience and Skills:

¢ Successful applicants will have a combination of two to five years computer related
secondary education and work expetience.

¢ Ability to organize and prioritize work in order to meet deadlines.

e Strong working knowledge of Windows 95/98 and Windows NT/2000.
« Strong understanding of computer communication concepts.

s Ability to read, write, speak and understand English well.

¢ Hold a valid Louisiana License and have the ability to travel alone.

¢ Strong written, verbal, analytical and interpersonal skills.

o Understanding or experience with telephony networks will be a plus.



Position title: Human Resource Manager

Department: Human Kesources
Reports to: President of Services and Corporate Development

Position Summary: A management position which will coordinate, plan and implement
human resource activities. Position is responsible for all functions within the human
resource area including payroll and employee benefit administration; recruiting,
screening, hiring and evaluation functions and systems; oversight of educational
programs and resources including coordination and development of on-site educational
opportunities for personnel; and supervises personnel within the Human Resources

department.

Essential functions:

s Recruits, interviews and recommends for selection, applicants to fill vacant positions.
Plans and conducts new employee orientation to introduce new employees to
company policies and practices. '

¢ Oversees management of insurance, defined benefit and defined contribution plans
such as 410(k) and assures compliance with regulations relating to these items.

. Inveétigates industrial injuries and prepares reports for insurance carriers, oversees
safety and loss programs and compliance with any regulatory or legal requirements,

e Conducts salary surveys within defined labor markets; develops salary structures and
related job descriptions in cooperation with department managers.

¢ Prepares and monitors human resource budget.

s (Counsels employees and managers on employee relations issues and problems;
ensures terminations are carried out legally and conducts exit interviews.

¢ Prepares related statistical reports on turnover, absenteeism and recruitment costs;
reports results to top management and recommends methods and procedure to
improve the statistics.

» Prepares or oversees the preparation of any and all necessary reports to government
relating to human resources, payroll administration and benefits.

¢ Provides planning, coordination, direction and implementation for company education
programs and assists departmental managers with the provisioning of specialized

educational programs, both on and off site.

¢ Plans and leads effective meetings.



* Obtains schooling and attends seminars relating to human resources, customer service
skills and management skills.

e Establishes and implements related methods, procedures, controls and the
documentation of the same.

¢ Recruits, screens and hires necessary personnel for human resources department,

* Supervises, coaches, motivates, trains, evaluates, and generally guides the
development of all personnel in the buman resource department.

*  Organizes and prioritizes multiple deadlines and projects.
» Interfaces with managers from other departments and senior management on a regular
basis, participates in staff meetings, company meetings and planning sessions for the

company.

» Communicates with internal and external customers as necessary to resolve questions
and service concerns.

¢ Participates and develops understanding of quality concepts in conjunction with
overall company confinuous improvement efforts.

Other responsibilities:

» Performs similar work related duties as assigned.

Preferred education, experience and skills:

¢ Bachelors Degree in Human Resources, Organizational Management or Business
Administration or related field.

* Two 1o five years experience in human resources, business management or related
arca with some experience in a supervisory role.

s Ability to read, write, speak and understand English well, with strong verbal, written
and interpersonal communication skills.

s Knowledge of payroll administration, henefits and other human resource related
legislation, regulations and reporting procedures.

» Thorough understanding of all human resources functional areas.

» Proficiency at computer terminals, keyboards, spreadsheets and word processing
programs plus a basic understanding of computer technology.,



Paosition title: Human Resource Representative
Department: Human Resources
Reports to: Relay Center Manager/Human Resource Manager

Position summary: Aids in employee recruitment, hiring, development, benefit
administration and payroll with an emphasis on confidentiality in all situations.

Essential funciions:

o Provides input related to prevailing wage rates associated with the area.
» Coordinates and plans external advertising of job openings.

e Advertises and posts internal job openings.

e Develops sources for qualified applicants.

e Assures applicants receive job description and application.

e Accepts, reviews and evaluates compieted applications.

e Recommends applicants for interview based on work history, education, training, job
skills, and other qualifications.

¢ Coordinates and schedules interviews between applicants and managers; performs
initial interview when requested.

o Informs applicants about job duties, responsibilities, wage and benefits, hours and
working conditions, company policies and other related information.

¢ Performs reference checks on applicants work history and arranges applicable tests
for applicants job related skills.

o Performs follow-up on applicants not selected for employment.

+ Plans and conducts new employee orientation to introduce new employees to
company policies and practices.



Collects, files and forwards biweekly payroll data such as employee timesheets,
bonus/incentive information ad pay rate change forms in a highly confidential
manner.

Insures employees completely and correctly fill out all employee enrollment cards
during orientation process.

Completes EEO-1 and various other reporting forms for the Louisiana facility and
forwards to Human Resources Manager.

Assists in the day to day implementation and administration of benefit programs.
Aids in employee benefit awareness; communicates benefits available, answers
benefit related questions, and informs employees of any changes to existing

programs.

Reports hours statistics used to determine eligibility for company provided benefit
plans and referral bonuses.

Provides information needed to complete quarterly and end of year reports for
401k and profit sharing programs.

Maintains employee personnel files, insures all necessary documentation is inctuded,
and releases only to authorized individuals.

Disburses and collects 401k and cafeteria plan election forms.

Assists in monitoring compliance with Federal and State laws pertaining to the human
resource field.

Oversees the design and implementation of employee special awards and length of
service awards.

Assists in education and training program; informs managers of available training,
arranges travel and seminar registration, sets up on site seminars, and evaluates
seminars based on aftendee input.

Maintains training evaluation spreadsheet.

Supports in the updating of various human resources related forms including the
employee handbook and applications.

Sets up and oversees each employees six month orientation.



» Develops strong working relationship with company management and strives to meet
their human resource needs efficiently.

e Stresses quality in every work situation,

Other responsibilities:

¢ Makes recommendations to Human Resource Manager related to the maximization of
departmental effectiveness and efficiency.

o Attends recommended training seminars and strives to expand personal human
resource related knowledge.

o Performs similar work related duties as assigned.

Preferred education, experience and skills:

¢ High school education or equivalent.
» One to three years human resource related experience, or comparable education.

* Ability to use office equipment such as computer, copier, fax machine, and multi-
extension telephone.

s Ability to organize and prioritize work and meet deadlines.
¢ Ability to read, write, speak and understand English.
« Strong analytical and interpersonal skills.

¢ Prior Relay experience would be helpful.



Pasition title;: Accounting Manager

Department: Accounting

Reports to: President of Services and Corporate Development

Position summary: A management position which will provide coordination of all
financial and accounting functions. Position is responsible for all functions within the
financial and accounting area a group of companies providing telecommunications and
telecommunications related services. Responsibility includes general and property
accounting, payroll and benefits accounting, accounts receivable and accounts payables,
internal auditing, cost accounting and budgetary controls.

Essential functions:

» Directs and coordinates the preparation of budgets, financial staternents and all related
activity. : I

s Oversees the preparation of statistics for financial statements, including the analysis
and reporting of results to provide forecasts and identify pmblem areas.

» Interprets operating results as they effect the financial aspects of the business unit.
Makes specific recommendations to result in cost reduction and profit improvement.

. » Ensures the correct and accurate accounting classification of all expenditures and
documents including those required, if any; by regulatory entities such as the FCC
(Part 32) and the Public Service Commisstor for telecommunications related
operations including local telephone service; long distance and cable television.

» Supervises the maintenance of the company accounts; assigns new accotmt
classification as required.

e Oversees the preparation of any necessary reports to govemment including those
reports necessary for govemmental entities which regulate or oversee
telecommunications operations.

» Determines the format, directs the implementation and oversees ongoing billing and
settlement functions with the long distance carriers, National Exchange Carrier
Association, other LECS and customers within the ielecommunications industry;
oversees toll processing function for internal billing system.

» Establishes and implements related methods, procedures, controls and the
documentation of the same.

» Recruits, screens and hires necessary personnel for accounting department with
assistance of human resource. department,



» Supervises, coaches, motivates, trains, evaluates and generally guides the
development of all personne! in the accounting department.

» Effectively organize and prioritize multiple deadiines and projects.
» Plans and leads effective mestings.

+ Continues to obtain schoeling, attend seminars relating to accounting skills, customer
service skills and management skills,

» [nterfaces with managers from other departments and semor management on a regular
basis, participates in staff meetings, company meetings and planning sessions for the
company.

» Communicates with internal and external customers as necessary to resolve guestions
and service concerns.

s Assists marketing with tariffs and price list development for telecommunications
services.

» Participates and develop understanding of qualify concepts in conjunction with
overall company continuous improvement efforts.

+ Develops financial data necessary for the preparation and evaluation of business
plans, future projects and the allocation of funds.

Other responsibilities:

s Performs similar work related duties as assigned.

Preferred educafion, experience and skills:

s Bachelor’s Degree in Accounting, Finance or Business Administration or related
field, along with a minimum of five years experience in accourting and finance,

= Three to five years experience in & management or supervisory role.

s Ability to read, write, speak and understand English well, with strong verbal, written
and inferpersonal communication skills,

» Thorough knowledge of all accounting and tax related legislation, regulations and
reparting procedures.

« Thorough understanding of all financial functional areas.



Proficiency at computer terminals, keyboards, spreadsheet and word processing
programs plus a basic understanding of computer technology.

Knowledge of accounting requirements for telecommunications companies.

Knowledge and background in telecommunications industry settlernents process is
helpful.



Position title: Billing Assistant

Department: Billing and Reporting

Reporis to: Billing and Reporting Manager

Position summary: Process and maintain various billing data records for several companics;

prepare a variety of supporting billing reports and schedules for several companies; file monthly
reports with tax remittances to government agencies.

Essential Functions:

s Process daily toll data files from digital switches.

» Process common carrier data sets and TPM CD monthly, prepares TPM for relay switch in
Louisiana and Nebraska.

e Download and process electronic toll data from carriers.

e Monitor toll processing for problems; investigate and help find resolutions.
» Update Toll Processing Summary Worksheet daily to reconcile billed toll.

» Run month-end programs for end user billing; reconeile billing computation.

s Investigate toll and billing questions from customers after customer service has tried to
resolve; issue or deny toll credits.

o Electronically transfer Caller I Name database and LIDB update weekly; maintain interface
with [lluminet.

» Update 911 daily with Intrado, reconcile yearly, and check data per Intrado -requests.
» Prepare semi-annual numbering utilization reports to NANPA.

»  Assist with special projects including data entry, data requests/analysis, reconciliation and
billing investigations.

e Processes TRS data daily; runs daily relay reports; assists with preparation and distribution of
monthly TRS invoices, statistics and narratives. :

s Collect information and create LCA tables and PSAP tables for new relay services; contact
carriers, send letters to IXC’s and see that LOA’s are properly handled (ie. equal access for
relay service). Get directory contacts for publishing relay information in the directory.

* Prepare & transmit data for CASS updates, verify addresses in error file for CASS.



Other responsibilities:

» Maintain a library of downloaded and created data sets during toll processing and access
billing; assist with computer system backups.

» Maintain local calling area table for toll processing and relay switches; maintain toll rate
tables for Hamilton Calling Card, Hamilton Relay and HLD.

» Maintain and upgrade procedures for toll processing,
s Review PSC releases for relay changes.
» Perform similar work related duties as assigned.

Preferred education, experience and skills:

Ability to organize and prioritize work and to meet deadlines.

» Proficiency with spreadsheet programs.

¢ Proficiency with computer terminals, keyboards and calculator.
» Strong written, verbal, analytical and interpersonal skills.

» Ability to read, write, speak and understand English well.
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Hamilton requests that the Commission keep several components of its proposal Proprietary and
Confidential.

The information contained in Attachment C Quality Assurance is confidential and has been filed
under seal.
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Hamilton requests that the Commission keep several components of its proposal Proprietary and
Confidential.

The information contained in Attachment D Network Maps is confidential and has been filed
under seal.
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Hamilton requests that the Commission keep several components of its proposal Proprietary and
Confidential.

The information contained in Attachment E Disaster Recovery Plan is confidential and has been
filed under seal.
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Consumer Input — Hamilton’s Outreach Foundation

Hamilton has a reputation for responding to the needs of its customers. This is because Hamilton
understands the importance of relay user input in providing a high quality relay service. Through
the various input mechanisms we have in place to gather consumer input to our friendly staff
who are willing to go the extra mile for all customers, Hamilton Relay Service delivers a very
high quality relay service, At Hamilton, relay users and their ideas and feedback are the most
important thing,

Hamilton describes its plans to communicate with and include Ohio relay users in the on-going
evaluation of the relay service throughout this section, including methods for gathering consumer
input on a regular basis and a description of how the recommendations from thesc evaluations
will be incorporated into our policies and procedures. The evaluations used by Hamilton will not
only come from those directly involved in operating the relay center, but aiso from the
organizations that serve relay users as well as relay users themselves,

Hamilton will seck input from the Commission, the CAB, community organizations in Ohio,
consumer organizations and relay users to determine the satisfaction of Ohio Relay customers
with the quality of service provided. Hamilton will meet with customer user groups and focus
groups at various locations in Ohio for purpose of obtaining input.

Hamilton would like to work with the Commission, CAB and any organizations that serve
relay users to develop a program in which these entities would partner to gather consumer
input. Hamilton believes there will be great value in having these entities present to
conduct user meetings and answer questions in addition to soliciting specific feedback.
Because feedback and input are sought regarding all aspects of relay — technological
sophistication, case of use, policies and procedures, CA performance, outreach efforts and
s0 forth — there is power in this type of partnership.

Hamilton will also work with regional community organizations in Ohio to arrange for semi-
annual community meetings. These meetings offer the relay community a forum in which they
can receive updates on relay service procedures, new technology and enhanced services. It also
gives relay users an opportunity to provide feedback as well as ask questions. Hamilton will
work cooperatively with state and private organizations to host these community forums across
Ohio.

Customer expertise with relay service always varies. As a result, we offer all participants in
community meetings a Customer Qutreach Request form. This form provides customers with
the choice of requesting a private one-on-one mecting at a time and date that is convenient for
the relay user. The strength of this approach is that customers can give us their feedback, learn
about specific relay services to meet their individual needs or complete a customer profile in the
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privacy of their home or office. This is another scenario in which a partnership with
organizations that serve relay users such as those previously mentioned would be greatly
beneficial.

In addition to community meetings and one-on-one training, Hamilton’s formal survey tool, the
Customer Survey (see further in this Attachment) is used to gather consumer input. This survey
tool consists of questions about relay service performance. The form asks questions about
several quality indicators during a relay call including CA performance.

Hamilton’s most direct and detailed survey tool is our Customer Inquiry form, which is used for
any type of incoming customer service call. Please see further in this Attachment. All data is
used by our Policy and Procedure Committee to evaluate customer feedback and make
recommendations to change procedures and policies as well as satisfy relay users. Hamilton will
submit monthly reports to the Commission that will include the results of the user evaluations
conducted.

Recommendations made by users will be carefully evaluated by Hamilton and shared with the
Commission. Hamilton looks forward to using the input of relay users across Ohio in order to
develop a truly customized relay service that meets the needs of the relay users in Ohio.

Some of the ways Hamilton gathers consumer input are listed below:

1. Hamilton actively uses its customer service number to gather input from relay users. Any
time a suggestion, compliment, policy review request, or complaint is taken via the customer
service line, we make a record and respond appropriately.

Users will be able to access the Ohio Relay Customer Service 24 hours a day. This
service is accessible to both TTY and non-TTY users. This line is used to complete all
customer service functions. Hamilton’s Customer Service Department instructs relay users
on how to place calls through the relay, shares tips for improving efficiency, and answers
questions about new services or about any changes that have been made. Hamilton’s
Customer Service Department also assists relay users with billing questions, equipment
testing, and provides a variety of referral numbers to State Organizations, other long distance
carriers, and schedules one-on-one visits as needed. This same information will also be
distributed through user group meetings that are held throughout the state and shared with the
many deaf, hard of hearing, and speech disabled organizations throughout the State of Ohio.
The Customer Service number is also the contact point for people wishing to compliment or
complain about the service.

Ohio
Relay™—

F-2



Hamitton Telephone Company d/b/a Hamilton Telecommunications
Attachment F Consumer Input

@
Relay Your Waye 0e®
_——0g®

Chio Relay users are able to email feedback directly to us via the Ohio Relay web site, which
Hamilton will provide if so desired.

The ORS Outreach Coordinator will solicit consumer input through evaluations and other
informal mechanisms from the relay community. The Outreach Coordinator will be very
involved in the relay community through organizations, groups and one-on-one sessions.
Relay users will be given the opportunity to express their opinions and offer suggestions each
time the Outreach Coordinator is present.

Hamilton, as a regular procedure, will meet with customer user groups and focus groups at
various locations in the State of Ohio for the purpose of obtaining input. In addition, we will
work with organizations serving deaf, hard of hearing and speech disabled individuals across
the state, to conduct periodic community forums. Hamilton will use these community
forums to gain user input on the quality of the relay service and to respond to questions and
congerns about the relay service.

. As stated previously, Hamilton also uses more formal methods of collecting feedback.
Hamilton uses a variety of survey tools. Hamilton uses these tools to determine if the relay is
improving and to identify arcas of weakness. Hamilton has had a great deal of success with
its survey tools and will continue to use them so that we can monitor our progress.

Hamilton will incorporate feedback from relay users, the Commission, CAB as well as any
other organizations that serve relay users in its quality process. Hamilton will look for trends
in the feedback we receive from customers in order to identify training needs or areas that
may require additional monitoring. In addition, Hamilton has established an internal
committee that focuses on how to best serve our customers. This committee evaluates all
feedback and makes recommendations to change training and/or procedures and policies
when needed to satisfy relay users. Just as the needs of the relay community change, so
does Hamilton’s training and policies and procedures to ensure we are constantly
providing the type of relay service desired by the relay users.

Hamilton looks forward to working with and interfacing one on one with the Commission,
CAB and Ohio Relay users on an ongoing basis.

Customer Service Quality Levels

All Customer Service activities are performed with the belief that customers are the most
important part of relay. The primary function of the Customer Service Department is to provide
education and outreach to current and potential customers on relay usage and to respond to
concerns, compliments and requests for information.

Ohic
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As one can see, Hamilton gathers feedback from a variety of sources and we use that feedback.
Feedback from users of Ohio Relay will be invaluable to us as we strive to provide the best relay
service in the country.

As stated throughout this proposal, Hamilton adjusts to meet the needs of customers - customers
are not forced to do it our way. That is why feedback is so important to us and why we spend so
much time collecting it. Feedback helps us to customize and give relay users choices. This is
just another reason why Hamilton is the right choice.

Hamilton’s responsiveness and dedication to each Ohio Relay user will make the job of the
Commission easier. In fact, we encourage the office to contact the appropriate individuals listed
in Tab 4 to determine our current level of responsiveness to the states we serve. Through our
community forums, user group meetings and internal customer service systems, we are able {o
implement changes quickly and satisfy customers almost immediately in most cases. Hamilton’s
consumer input mechanisms truly allow us to offer “Relay Your Way™.”

Hamilton believes that quality is of the utmost importance. Hamilton’s entire staff - from
management to operations to customer service - places a large focus on satisfying each relay user
in key areas such as customer service and call handling. Through outstanding customer service
and internal benchmarking programs, Hamilton strives to please relay users in every aspect of
calls processed by Hamilton Relay. Hamilton’s commitment to relay users results in quality.

Ohio
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OHIO RELAY

CUSTOMER INQUIRY FORM
Date: _ / / Time: a.m./p.m. Name:
Address:
street ! city { state /zip code
Phone: ( ) Fax: ( )

TTYQ Voice O ComputerQd CellQ STSQ VCO 0 HCOUWU Outreach Request 1

Best time to Call Back: E-mail Address:

*Please ask the customer for original date/ time, originating and terminating numbers
for situation/ complaint being reported.*®

CA number: Date: / / Time: AM/ PM
Originating Nbr: Terminating Nbr:
Incident /Question:

Attach any additional documentation to this form: Letter J Fax Q TTY message a

Response:

Call taken by:
Lead CA/Supervisor Q Customer Service Q Center/Program Mgr. O

Response Date;  / / Time: a.m./p.m. By:

(Only sign if the issue is resolved)
(revised: 5/01)



Equipment Problems Only

What type of equipment (if not know, ask them to look at the bottom of the equipment)
Brand Model

Direct Connect? Yes No

Explanation:

What is the problem:

Billing Issue Only

The personal information in the first section of the CS inquiry is very critical to be able to contact
the customer back with questions regarding their bill. Please complete all blanks, if possible.

*REMINDER: Inform the customer that the information that you are requesting is for customer
services so they can respond to their billing issues.

Can we call you at work? YES NO
Work Phone number: ( ) Voice/ TTY/ VCO/ HCO

Best time to call

Brief description of the issue

List the telephone numbers in question:

Ask the Consumer to send a copy of the bill to; ATTN: JoAnne Lambert
Hamilton Telecommunications
1001 12" Street
Aurora, NE 68818
Or FAX number 402-694-2848
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Hamilton Relay - How Did We Do? Page 1 of 1

Fhat’s wint I'ay talkiag anea

Hamilton Relay

How Did We Do?

Name:

Address:

Phone Number:

Email Address:

State: Zip:

I

800+# Number Called to Access Relay:

List your Questions about Relay here.

Compliments

Complaints

Suggestions or other Comments

I_ Check here if you would like someone to get back
with you about your inquiry.

kL]

I}

Submit | Reset |

Thanks for taking the time to fill this out!
Your suggestions and comments are always appreciated!

http://www.hamiltonrelay.com/internetrelay/howdidwedo.htm 01/26/2009


http://www.hamiltom'elay.com/intemetrelay/howdidwedo.htm
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[DATE]

Dear Customer,

Thank you for allowing us to be of service to you. Meeting with individual customers is an
important part of Hamilton Relay’s Outreach and Customer Services. A visit from customer
service is not a “one time thing”. You can request customer service support whenever you are
having a problem with your equipment, want to learn how to use a new feature or need
additional information.

Maintaining quality is an important part of our relay service. Each call is important to us.
One way we can improve our quality, is to ask customers how good is the relay
service they are getting?

Is your call being answered right after you dial out the relay number? Does the

CA keep you informed on what he hears other people saying or background noise?
How accurate is the CAs spelling? Does the customer service representative answer
all your questions? These are some of the questions we would like you to answer for us.

Please complete the enclosed survey and return it to Customer Service no later than [DATE].
We appreciate your feedback. Your response helps us to see what we are doing right and where
we may need to improve.

If you have some concern about the quality of your relay call please do contact customer
service for assistance immediately. The sooner we hear about your concerns the quicker we
can find a solution that meets vour needs.

Thank you for using Ohio Relay and allowing us to serve you!

Sincerely,

Customer Service Representative
Ohio Relay



CUSTOMER OUTREACH REQUEST FORM
OHIO RELAY

Dear Customer,

Ohio Relay provides telephone services for citizens who have hearing and speech
disabilities. All local relay calls are free. There is no cost for asking for a home visit to
learn how to use equipment with the relay.

Please check the relay service training you would like to receive:

Speech to Speech (for people who can not speak clearly on the phone) U

Voice Carry Over (for people who can not hear well on the phone but can speak) U
Hearing Carry Over (for people who can not speak on the phone but can hear) U
TTY Calling (for people who can not hear or speak on the phone) U

Effective ways to handle business calls through the relay O

Making communication easy while traveling with a Hamilton Prepaid Calling Card Q
Personalize your relay calls using a private Customer Profile O

Please select a date and time you would like to have a customer service
representative provide you with training, information or other services,

YES NO Pleasc visit me on at my home 0 work O
(month / day) {check one)

Would you like to be on the Ohio Relay mailing list? 1 Yes d No

Name:

Address:

Phone¢ number: Fax:

E-mail Address:

Please return this form to a Customer Service person at the Ohio Relay:
Call XXX-XXX-XXXX (V/TTY)
or FAX if fo XXX-XXX-XXXX
or mail it to: Ohio Relay
Customer Service
Address
City, State, Zip Code




Outreach Follow Up Report

Date of Visit: / /09
Customer’s name:
Address:
Phone number: Fax:

E-mail Address:

2. Customer’s equipment / (Serial Number)

Ultratec TTY ( a Ameriphone VCO ( Y
Compact CTTY ( )Q  Uniphone: 1100 ( )y
Uniphone 1140 ( YA Krown PVCO ( a
Other Equipment U

3. Training Performed:

4. Customer Questions / Concerns and Resolutions:

5. Visit Results:

Need to return Q Customer satisfied with training
Customer received equipment training (1 Customer bought prepaid calling card
Customer completed a Customer Profile 1 Added to mailing list

Other needs

oooop

Needs handouts/ information / video on:

Notes:




Ohio Relay
Customer Survey
PLEASE ANSWER THE QUESTIONS BELOW.

1. How do you communicate with people who do not have a TTY?
(vick I you use the most)

( [ use Ohio Relay
U I have someone else make my telephone calls for me

U I use my computer (email, ICQ, Instant Messenger, etc.)
W Irely on face-to-face communication

Q Other, please specify

2. How many times in the past week have you used Ohio Relay? (pick I box)

( Tused Relay 10 or more times in the past week
L 1 used Relay 5 - 9 times in the past week

L] 1 used Relay 1 - 4 times in the past week

@ I have not used Relay in the past week

3. How do you make calls through Ohio? (pick 1 you use the most)

QTTY Q) Speech to Speech
QA VCO (Voice Carry Over) Q Voice

Q 2-line VCO (Voice Carry Over) 1 Computer

1 HCO (Hearing Catry Over)

4. How do you use Ohio Relay? (pick I box)

O For personal calls 0 For business calls U Both personal & business calls

(friends, family) (work, doctor)

5. Did you know that there is a relay number for voice users?

2 Yes 2 No

L
o



6. Did you know?

(pick 1 box for each)
KNOW  DIDN’T KNOV

You can have your long distance calls billed by your favorite W Q
company.
You can give customer service the names and numbers of people A a
you call often through Relay. (Speed Dial)
You can ask the CA (Communication Assistant) for an interpreter if Al u
you don’t understand the voice user or the voice user doesn’t

understand you,
You can ask the CA to not type background noises.

You can ask the CA to not type what the person’s voice is like,
(example: "sounds friendly")

You can ask the CA to not identify your call as coming from Relay.

You can ask the CA to not explain Relay and create your own
greeting that the CA will read instead.

o o o o g
0o o 0 O ¢

You can make long distance calls through Relay from a pay phone.

7. Have you done any of these?

(pick 1 box for each)
YES NO

You had your long distance calls billed by your favorite company. . 3
You gave customer service the names and numbers of people you call Q U
often through Relay. (Set up speed dial)
You asked the CA for an interpreter if you didn't understand the voice | Q
user or the voice user didn't understand you.
You asked the CA to not type background noises. d [l
You asked the CA to not type what the person’s voice is like. M| 4
You asked the CA to not identify your call as coming from Relay. | A
You asked the CA to not explain Relay and created your own greeting d Q
that the CA reads instead.
You made long distance calls through Relay from a pay phone. | |




8. What is important to you?

(pick 1 box for each)
Very Not
Important _Important Important

To have your long distance calls billed by your favorite company. | d |
To give customer service the names and numbers of people you call M| W D
often through Relay. (To be able to set up speed dial.)
To ask the CA for an interpreter if you don’t understand the voice d | d
user or the voice user doesn’t understand you.
To ask the CA to not type background noises. a | U
To ask the CA to not type what the person’s voice is like. (example: M| | Q
"sounds like friendly™)
To ask the CA to not identify your call as coming from Relay. Q Q Q
To ask the CA to not explain Relay and create your own greeting that | | |
the CA will read instead.

¢ To make long distance calls through Relay from a pay phone. Q Q Q

9. Are you...
U Deaf (Q Hard of Hearing Q Hearing 1 Speech Disabled

10. Which language do you feel most comfortable using? (Pick only 1 answer)

Q ASL (American Sign Language)
A English
 Spanish
( Other, please specify

11. What city do you live in?

THANK YOU FOR COMPLETING THE SURVEY!

Please send your answers to us in the envelope we have included.
You do not need to put a stamp on the envelope.



1)

2.

3)

4

6)

7)

2009 OHIO RELAY SURVEY

The Public Utilities Commission of Ohio requests your feedback about

OHIO RELAY
PLEASE COMPLETE THIS FORM AND RETURN IT BY MARCH 31, 2009

Your Profile (check one):
_ Deaf = HardofHearing _ Speech-Disabled _ Hearing _ Other
Do you use any of the following services?(Check all that you use):
_ Video Relay Service (VRS)
1P Relay (relay over the Internet)
Wireless Relay ( access relay with pager)
Which relay number do youn use most? (check one)

711 800 number (XXX-XXX-XXXX or XXX-XXX-XXXX)

How would you rate your overall experience with Ohio Relay?

Very Satisfied Satisfied Somewhat Satisfied Not Satisfied

Cominents:

How would you rate your averall experience with the Communication Assistants (CAs)?

Very Satisfied Satisfied Somewhat Satisfied Not Satisfied

Comments:

What is your overall experience connecting to ORS when you receive the following prompt (ORS CA XXXX

NBR PLS GA)?

Very Satisfied Satisfied Somewhat Satisfied Not Satisfied

Comments;

Do you have any ideas/suggestions on how to improve Ohio Relay?

Please feel free to add additional comments on the back of this survey.

THANK YOU FOR COMPLETING THIS SURVEY; YOUR INPUT IS GREATLY APPRECIATED.



mmmm dd, yyyy

TRS Administrator
Department

Location Address
Mailing Address

City, State nnnnn-nnnn

xxxxx CapTel Service Invoice
mmmm yyyy
Total session minutes
Less interstate session minites
Net intrastate session minutes
Rate

Total usage billing

Adjustments

Total billing

nnn,nn.nn

(nn,nnn.nn)

nhn,nnn.nn

$ n.nnn

$ nnnnnn.nn

$ nnn,nnn.nn




Run Date: mm/dd/yy
Confidential & Proprietary

All Calls Handled
General Assistance

Local

Intrastate

Interstate

International

Toll Free

900 Info Service

Total Qutbound

Month Total

Complete Calls

Local

Intrastate

Interstate

Iniernational

Toll Free

900 Info Service
Month Total

xxxxx Relay Service

Jurisdiction Summary

Report A

Data Month: mmm yyyy

Total Minutes with TF & 900 Allocation

Intrastate + 40% of TF & 900
Interstate + 60% of TF & 900

Month Total

Session Conversation Number
Minutes Minutes of Calls

nnh,nna.nn nnnnn
nn,nnn.nmn nnimnmnn
nn,nnn.nn nnnnn
nn,hnn,nn nnnn
nn,nnn.nn nnnnn
nn,nnmn.nn nnnnn
NO,NANNN nnnnn
An,nnn.nn nnnnn
nn,hnn,nn nnnnn
nn,nnn.nn nn,nnn.nn nnnnn
1,N0N.00 ni,nnn.nn nnnnn
nn,nnn.anmn nn,non.nn nnnnn
In,Nnn,nn nn,nnn.nn nnnnn
Nn,nnn.nn nn,nnn.nn nnnnn
nn,nnn.nn 1n,nnr.nn nnnmm
NILI0.NN nI,nnn.Nn nnunn
nn,nnn.nn nn,nnn.nn

nn,nnn.nn nnnnn.nn

1n,nnn.nn nn,nnn.nn

% of All
Calls

nnn.nn

NEILIN
nnNmn.mnn
nnn.nn
AL I
nnr.mnm
Nnnn.nn
nnn.nn
nni.nn

nnre.nn
nnn.mn
nnn.nn
NTHL NN
Tmn.nn
nnn.nn
ann.nn



~.__.nfidential & Proprietary

Run Date: mm/dd/yy

Day
01 Sun

02 Mon
03 Tues
04 Wed
05 Thu
06 Fri
(7 Sat
08 Sun
09 Mon
10 Tues
11 Wed
12 Thu
13 Fri
14 Sat
15 Sun
16 Mon
“7 Tues

~ o Wed

19 Thu
20 Fri
21 Sat
22 Sun
23 Mon
24 Tues
25 Wed
26 Thu
27 Fri
28 Sat
29 Sun
30 Mon
31 Tues

xxxxx Relay Service

Report B

Daily Usage Summary Data Month: mmm yyyy

% Avg % Ans
Inbound  Answered  Qutbound Complete Blocked AnsSec in 10 Sec Sess Min ~ Conv Min
noannn nnnnn nnnnn nhnnn nnr. nnn nnn - nnanan Anann.on
nnnn nnnnn nnnnon nnnnen nnn nnn nnn - AnOnN.Gn [nnnnan
nnnnn nannn nnnuo N nnn nnn nnn pooohhn nnonnnn
nnnmnn nnnnn nnnnn TN nnn nn nnn  NOOOILOn o G,00nnn
nnnnn nnnnn nnnnn nmnnn nnn nnn nnn - o annan o nannnnan
nnnn nnnnn nnnnn nnnnn nnn nnn nnn - ngannan nnhonan
tunnn nonnn nnnnn nnnnn N nnr o AnAnnan Rn0nnnn
nnnnn nnnnn nnnnn nnnnn nnn nnn m hnannan nnnnnnn
nunnn nonnn nnnmnn nnnnn nnn’ nnn I hnAnnan Anhnnan
nnnnn nnnnn nnnnn nnnnn nnn nnn nnn nn,non.nn nn,nnn.nn
nunnn nnnnn nnnnn nnnnn nnn nnn Onn Ononnan o hn,nan.nn
Bnnnn nonnn nnnnn nnnnn nnn nnn nnin - NI nnann.nn
pnnnn nnnnn nannn nnnnn nnn nnn mn  hnannann o Inann.ann
nnnnn nnnnn nnnnn nnnnn nnn nnn nnn o AnAnnan AN
nnnn nnnnn nnnnn nonnn nnn nnn nnn - poOonnn - nRnnnnn
nmnnn nAnnn nnnnn nhnnn nen nnn nnn o nnbnnan o AnARLNm
nnnon nnnnn nnnnn noannn nnn nnn nnn - onnonan nnannnn
nnnnn nnnnn nnnnn DML nnn nin nnno nnOnnan o nnnnnonn
nnnnn nnnnn nnnnn nnnnn nnn nnn nan OnLOnnan o onannann
nnnnn nnnnt nnnnn nnnan nnn nnn nnn - NnAnnaAn Onannhn
nnonn nnnnn nnnnn nnnnn nnn nnn mn - nnannan nnnnn.nn
nnnon nnnnn nnpnn nnnin nnn nnn nnn - annnnan o ananpnn
nnnng nnnnn nnnnn nnnnn nnn nnn nnn - nnhnnan o nnonnnn
nnnnn nninn nnnnn nnnnn nnn nnn nnn - AR ANMAN RRONNAN
nnnnn nnnnn nnnnn nnnnn nnn nnn ann o nannaon dnnnnann
nnntin nnnnmn nnnnn nnnnn nnn nnn ann pnAnnaan hnnnn.ao
nnnnn nnnnn nnnnn nnnnn nnn nnn nnn o pnOnnan 0iL0nnan
nnnnn nnnnn nnnnn nnnnn non nnn aNn BRANNNR NnOnn.an
nnonn nnnnn nnnnn nnnnn nnn nnn nnno nnOnnLAn OiRnnnn
nnmn nnnnn nnnmn nnnnn nnn nnn nnn nnRnNnan Nnnnnn
nnnnn nnnnn nnnnn nnnnn nnn nnn nnn nnAnnan annnnann
nnnnn nnnnn nnnnn nnnnm nnn nnn nmn - anannan o onnnnnn
Average minutes per answered call: nn.nn nn.nn



Run Date: mm/dd/yy

Confidential & Proprictary

xxxxx Relay Service

Delayed Call Profile

Inbound

Answered in 0 seconds
Placed in queue
Answered from queue
Abandon in queue

Seconds in Queue
000to 1
1.01to s
50110 10
10.01 to 135
15.01 to 20
20,01 to 25
25.01 to 30
30.01 to 40
40.01 to 50
50.01 to 60
60.01 to 90
90.01 to 120
120.01 to 180
Over 180
Month Total

Number
of Calls

nmnnnn
nnnnmn
nmnnin
nminin
nnnnn

nnnnn
nin
THIILNN
nnnnn
nnnnn
nnnnm
Tnnnmn
nnnnn
nnnon
nnnnn
NN
NN
nnnnn
nnnnn
nnnnn

Report C
Data Month: mmm yyyy



Run Date: mm/dd/yy xxxxx Relay Service Report D

Confidential & Proprietary Inbound Calls by NPA, TTY Data Month: mmm yyyy
Orig NPA Inbound Calls Yo by TTY
nnn nnnnn nnn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnn.nn
nnn nnnnt nn.un
nnn nnnnan nnn.nn
nnn nnnnn nnn.in
nnn nnnnn nmin.on
nan nannnn Faiclilelit
nnn nnnnn 1nmn.un
nm nnnnn nnn,nn
non nnnnn nnn.nn
non nnnnn nnn.nn
nnn nnnnn nnn.on
nmn nnnnn nnn.nn
nnn nnnnn nnn.hn
non nnntin nnm.nn
nnn nnnnn nn.nn
non nnonn nnn.nn
nnn nnnnm nnn.nn
nnn nnnnm nnn.nn
nnn nnnnm nnnhn
nnn nnnnn nnn,nn
nnn nnnnn nnn.nn
nnn nnoomn nnn.nn
nnn nnnnn nn.nn
nmit nnnnn nnn.nn
nnn nnnn nnn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnn.nn
| nmnnom nnn.nn
nm nnnnn nnn.nn
nnn nnnnn nnn.nn
nnin nnnnn nnn.nn
nnn nnnnn nnn.nn
nnn nnonn nnn.an
nnm nnonn nni.nn
nnn nnnnn nnn.an
nnn nnnnn nnn.nn
1 nnnnn nin.nn
nnn nnnnn nnn.n
nnn nnnnon nnn.nn
nuon nnnnn non.nn

nnnnn nnn.an




Run Date: mm/dd/yy
Confidential & Proprietary

All Calls Handled

General Assistance

Local

[ntrastate

[nterstate

International

2 Line

Toll Free

900 Info Service

Total Outbound

Month Total

Complete Calls

Local

Intrastate

Interstate

International

2 Line

Toll Free

900 Info Service
Month Total

XXXXX CAPTEL SERVICE

Jurisdiction Summary

Report A
Data Month: mmm yyyy

Total Minutes with 2 Line, 900,TF Allocation

Intrastate + xx% TF, 900 + xx% 2 Line
Interstate + xx% TF, 900 + xx% 2 Line

Month Total

Session Conversation Number % of All
Minutes Minutes of Calls Calls
nn,nnn.nn nnmnn nnn.m
nn,nnn.nn nonnn nnn.nn
nn,nnn.nn nnnnn nnn.nn
no,non.nn nnnnn nnm.ne
nn,non.on nnunn nnmn.nn
nn,non.nn nnnan nnn.nn
nin,nnmn.nn nnnnn nnn.nn
nn,nnn.nn nnnnn . nn
nn,hnn.nn nnnnn nnn.nn
11, Bnn.nn nnnnn nmn.nn
Im,nnn.an nn,nnn.ng nnnnn nnn.nn
nn,nnn.an nn,nnn.nn nnnnn nnn.nn
10, nn.nn nn,nnmn.nn nnnnn nnm.nn
nn,nnn.nn nn,nnn.nn nnnnn non.nn
nn,nnn.nn nn,non.nn nnnnn nnn.nn
nn,ann.nmn nn,nnn.nn nnnnn nnn.on
nn,nnn.nn nn,n0n.on nnonn non.nm
N, NOMLIN nn,nnmn.nn nnnnn non.nn
nn,nnn.nn nn,nnn.nn
nn,nnn.nn nn,nnn.nn
1n,N0n.an NI, nn



Run Date: mm/dd/vy

Day
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ded
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd
dd ddd

XXXXX CAPTEL SERVICE

Report B

Confidential & Proprietary Usage Summary Data Month: mmm yyyy
Answered Qutbound Complete Busy/NA Sess Min Cony Min
nninn nhnan nnnnn nnnnn nn,nnn.nn NILNNN.NN
nnnnn nrnnn nnnnn nnnnn nn,nnn.nn n,nnn.nn
nonnn nnnmnn nnnonn nnnnn nn,nnn.nn DILINN.NN
nnnnn nnnnr TTnn nnnnn nn,nnn.nm T, NI nn
TINNIn nnnni TINNIn nnnnm n,nnn,nn TN, NNILI
nnnnn nnnna nnnnn nnnnn nn,nnn.nn nn,nn.nn
nnnnn nnnnn nnnnn nnnn 1n,nnn.nn In,nnn.nn
nnnnn nnnnn nnnnn nnnnn nn,hnn,nn np,nnn.an
nnnnn nhnnn nnnnn nnnnn nn,nnn.nn nn,ntn.nn
nnnnn nonnn nnnon nnnun an,ann.nn nn,nnn.nn
nnnnn nonnn nnnnn nnnnn nn,nnn.nn nn,nnn.nn
nninnn nnnnn nnnnn NTNMn nn,nnn.nn nn,nan.nn
nnnnn nnnnn nnnnn nnnnn n,nnn.nn nn,nnn.nmn
nnnen nnnmn nnnnm nnnain A, nnn.an ft,nAf.an
nnnnn nnnnn nnnnn nnnnn nn,nnn.nn n,nnn.Nn
nnnnn finmnn nnnnn nnnnn NI, NN niynnn.nn
nnnnn nnnnn nnnnn nnnnn nn,nnn.nn nnnnn.an
nminn nnnnn nnnnn nnnnt nn,nnn.nn ni,nnn.nn
nnnnn nnnnn nnpan nnnnm nn,nnmn.nn nn,nnn.nn
nounn nnnnn Tonnn nannn nn,nnn.nn nn,non.nn
nnnnn nnnnn nnnnn T TIL AN, N nn,nomn.amnn
nnnan nhnnn nnnnn nnunn nn,nnn.nn nn,nnn.nn
nnnon nnnnn nnnnn nnnnn nn,anmn.nn nn,nnnan
nnnon nnnnen nnann nnnnn THL,IN1,NN nm,nnn.an
nnnon nnonn noinn nnnnn nn,nnmn.nn nn,nnn.nn
nnnon nnonn nnnnn nnnnn nn,nnn.nn nn,nnmn.nn
nmonn nnnnn nnnnn nnnnn an,nnn.nn nn,nnn.nn
nnnnn nnnnn nnnnn nnnnmn In,NnI.nn nn,nnn.an
nnnnn nnnnn nnnnn nnnnn nn,nnn.nn nn,nmm.nn
nnann nnnin nnnnn nnnnn nn,nnn,nn nn,nnn.an
nnnnn nnnnn nnnnn nnpnn 1N,NNT.nn nn,nnn,an
nnnnn nnnrin nnnnn nnonnn N, Inn.nn 1n,nnmn.an
Average minutes per answered call: nn.nn nr.nn



Run Date: min/dd/yy xxxxx Relay Service Report C

Confidential & Proprietary Inbound Calls by NPA, TTY Data Month: mmm yyyy
Orig NPA Inbound Calls : % by TTY
nnn nnonn nnn.nn
nnn nnnon nnn.m
nnn nnnann nnn.nn
nnn nnnnn nnr.nn
nnn nnnnn nnnan
nnn nnnnn nnmn.na
nnp nnmnn nnann
nnn nonnt nn1.nn
nnn nonnn nnn.nn
nnn nnnnn nnn.nmn
nnn nnnnmn nnn.nn
nnn nnnnn nno.nn
nnn NAOInn nnn.nn
ninn nnnnn nnn.nn
nnn nonnmn nnn.ni
nin nnnmnmn nnmn.nn
nnn nnnnn nnn.on
nnn nonm nnn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnn.n
nnp nnnnn nnn.nn
nnn nnnnmn NI
nnn nnnnn nn.nn
nno nonnn nnmn.on
nnn nnnnn non.on
nnn nnnrn nnn.nn
nnn nonnn nnn.nn
nnn nnmnn nnm.nn
nnn THinnn nnn.nn
nnn nnnnn nnm.an
nom nnnnn nnmn,nn
nnn nnnnn Nnn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnn.m
nnn nnnon NN
nnn nnnin nnn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnmn.nn
nnn nnnnn nnn.nn
nnn nnnnn nnn.nn
nnn nnnnm nnmn.nm
nnn nnonn non.nn
nnn nnnnn nnn.nmn

nnnnn nnn.nn




CapTel Report

Ohio

Mmmm yyyy

Total Number of Valid CapTel Phones

CapTel CA Statistics

Call Statistics

Customer Service Contacts

Call Detail Record (electronically submitted
separately)

Captel, Inc. Confidential

mmmmiyyyy

Page 1 OF 4




Total Number of Valid CapTel Phones

o As of mm, dd, yyyy

e nnn - CapTel phones available for use (not all may have been distributed)

CapTel CA Statistics

¢ Average Word Per Minute (WPM) = nnn wpm
¢ Average Rate of Accuracy = nn.nn %
e Average Rate of Error = nn.nn%

Captel, Inc. Confidential mmmmiyyyy

Page 2 0OF 4



Monthly Call Details

ASA

Blockage

Date Percent Percent Within] Avg Wait
Service Level ] SrvlLviwo ]Time(ASA &
With Aban Aban ABAN)
mm/ddfyy nn nn n.nn n.nn n.nn
mm/dd/yy nn nn n.nnj n.nn n.nn
mm/dd/yy nn nn n_nn| n.nn n.nn
mm/ddlyy nn nn n.nn| n.nn n.nn
mm/dd/yy nn nn n.nn| n.nn n.nn
mm/dd/yy nn nn| n.nn| n.nn n.nn
mm/ddiyy nn nn| n.nn| n.nn n.nn
mm/ddiyy nn nn| n.nnl n.nn n.nn
mm/dd/yy nn nn n.nn| n.nn n.nn
mm/dd/yy nn nn| n.nnf n.nn n.nn
mm/dd/yy nn nnL n.nnl h.nn n.nn
mm/ddfyy nn nn| n.nn| n.nn n.nn
mm/ddiyy nn nn| n.nn| n.nn n.nn
mm/dd/iyy nn nnl n.nn| n.nn n.nn
mm/ddfyy nn nn| n.nnj n.nn n.nn
mm/ddfyy nn nn| n.nn| n.nn n.nn
mm/ddfyy nn nnL n.nnf n.nn n.nn
mm/ddfyy nn nn| n.nn| n.nn n.nn
mm/ddlyy nn nn| n.nn| n.nn n.nn
mm/ddfyy nn nn| n.nn| n.nn n.nn
mm/ddlyy nn nnL n.nn| n.nn n.nn
mm/ddryy hn nn| n.n| n.nn n.nn
mm/ddfyy nn nnf n.nn| n.nn n.nn
mm/ddfyy nn nn| n.nnj n.nn n.nn
mmj/ddfyy nn nn| n.nn n.nn n.nn
mm/dd/fyy nn nn| n.nn n.nn n.nn
mm/ddryy an nn| n.nmn n.nn n.nmn
mm/ddfyy nn nn| n.nn n.nn n.nn
mm/ddfyy nn nn| n.An n.nn n.nn
mm/ddlyy nn nn| n.nn n.nn n.nn
mm/ddfyy nn nn n.nn n.nn n.nn
TOTALS: nm.nn% nn.nn% n.nnf n.nn
Captel, Inc. Confidential mmmmiyyyy
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Track # Date of Time of Contact Tech. vs. Category# Nature of Explanation of Resolution or  Date & Time
Complaint Call Type Service of Complaint Status Resolved Comp Initials
Complaint
nnorymm/dd/yy mm/dd/yyyy
hh:mm
nonnfmm/ddiyy Hh:mm YOO Jocoo000d  fnnnn nnnn SOOCEOOXX XOOOOO0COO0CACAN0N0CO00000nnnncaox| mmdd/yyyy within nit AKX
3¢ hh:mm hours
nnnngmm/ddlyy Hh:mm oo 00000000 jnnnn nnnn 00000000 0OCO00000000000000CONCOaaooaooced mmiddlyyyy within nn XX
hed hh:mm hours
nnnrgmmiddlyy Hh:mm ooot 3OCOO00Cs:  Innnn nnnn 0000000 HOOCCOODCEOD000COCeC00oocoacoooocy mm/dd/yyyy within nn XX
W XX hhzmm hours
nnnrymm/dd/yy Hhimm 20000 30000000 [nnnn nnnn 0000000 XOOCOOCO0CXN0000000000aacacoaceaa mmiddfyyyy within nn XX
XX hh:mm hours
nnnrgmm/ddfyy Hhimm 200X 200000000k [Nnnn nnrin XO00CO0C00C XOOC00OCOOODOOAC000CCOTONCa00000os f mim/dd/yyyy within nn XX
XX hh:mm hours
nnngmen/ddfyy Hh:mm bt XXOCOOGKK [nnnn nnnn H0000CI00C OO00COCROA0OOENRCCeseceeeoocecred mmidd/yyyy within nn |XX
XX hhzrmm hours
nnnnimm/ddfyy Hh:mm XXX WOODOCOONK  fnnnn nnnn X000 mm/ddiyyyy within nn |XX
r] XX hh:mm hours
Summary Customer Service Information
. Number Percent
Total Number of Contacts n nn%
Phone calis n nn%
Email n nn%
NA n nn%
Support Type
Service n nn%
Technical n nn%
Product n nn%
Billing n nn%
Other n nn%
Resolution
Within 24 hours n nn%
Within 48 hours n nn%
Exceed 48 hours n nn%
Captel, Inc. Confidential mmmim yyyy Page 4 CF 4



Customer Service Report — SAMPLE 2009

Ohio Relay Customer Service Department responded to XXX inquiries, concerns, complaints and
compliments.

Call Breakdown:
XX — General Information
XX — Equipment
XX — Customer Profile
XX - Outreach
XX — Service Complaints
XX — Long Distance/Billing Issues
XX — Features
XX —Technical Issucs
XX — Technical Complaints
XX — Compliments

Total XXX

General Information:
XX — Explanation of Relay/Phone Numbets
XX — Wrong Number/Hang Up
XX — Request Telephone Service
XX — Directory Assistance
XX - Relay Information/Brochures/Materials
KX — Deaf/HH Services
XX — Request Other States Relay Number
XX — Miscellaneous
XX — Customers calling to say that they had not received a copy of the survey
XX — Customer calling to clarify why he had received a check from SAI
XX — Policy/Procedure
XX — Access Related
Total XXX

Equipment:
XX ~ Request Information on Equipment Resources
XX — Request Information on Equipment Procedures
XX —Test Customers TTY
XX --Test Customers TTY
XX — Test Customers PC Connection

Total XX

Customer Profile:
XX — Update/Change
XX — Clarification
Total XX

Ohio
Relay™——

Sample Report 2009 Ohio Relay



Outreach:

XX — Presentation

XX — Publication

XX — Requests - Presentation
Total XX

Service Complaints:
XX ~ Ringing/No Answer
XX — Didn’t Follow Policy/Procedure
XX — CA Accuracy/Spelling/Typing
XX — Customer Dislikes Policy/Procedure

Total XX
Long Distance/Billing Issues
Total X
Features:
XX -VCO
XX —2-Line VCO
XX -HCO
XX — Speech to Speech
XX — Spanish
Total XX

Technical Issues:
XX — Miscellaneous
XX — Phone system compatibility issue
XX — Customer wants 2-line VCO profile to automatically call voice number
XX — System did not recognize ANI of cell phone user
XX — PC Settings
Total XX

Techmical Complaints:
XX — Line Disconnected
XX — Garbling

Total XX

Compliments:
XX — CA Praise
Total XX

Actual Number of Calls:

TTY - xx
VOICE — xx

Ohio
Dol e ————
Sample Report 2009 Relay Ohio Relay



SAMPLE Outreach Activities:

Presentations & Wotkshops:

DATE
DATE
DATE
DATE
DATE
DATE
DATE
DATE
DATE
DATE
DATE
DATE
DATE

Booths:
DATE

Home Visits:

DATE
DATE

Norfolk User Group Meeting

St. Paul User Group Meeting

Alma Senior Citizens Group Meeting
Hamilton Telecommunications Open House
Red Cloud User Group Meeting

NeAD Conference

NeAD Conference

NeAD Conference

Deaf Senior Citizens

Lincoln Association of the Deaf Meeting
Sidney User Group Meeting

Technology Fair — University of NE @ Kearney
Columbus Senior Citizens Meeting

Texas State Telecommunications Associations Convention. 1,000

hearing employees from telephone companies statewide.

One-on-One Home Visit
One-on-One Home Visit

Media Exposure:

DATE
DATE

Outreach Materials:

XXX — Brochures

XXX — VCO Brochures

XXX~ HCO Brochures

XXX — Speech to Speech Brochures
XXX — Newsletters

XXX — Magnets

XXX —*“Call Me Cards”

XXX —Pencils

XXX —Pens
XXX — Pads

XXX - Pay phone cards
XXX — Speech Videotapes

Sample Report 2009

Ohio
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January Customer Service Summary

Ingquire Date Name Call Type Incident/Question
Response
Resclution Date Response

Compliment — CA Praise

1/01/08 John Doe VCO
Complaint, Praise or Question goes here
Answer to complaint or comment goes here

Resolution Date Resolution goes here
Compliment — CA Praise

Service Complaints — CA Not Following Procedures
1/01/08 John Doe VCO
Complaint, Praise or Question goes here
Answer to complaint or comment goes here
Resolution Date Resolution goes here
Compliment — CA Praise
Technical Complaints
1/01/08 John Doe VCO
Complaint, Praise or Question goes here
Answer to complaint or comment goes here

Resolution Date Resolution goes here
Compliment — CA Praise



Ohio Relay
2009 Annual Report of Operations
(Sample)

Operations Report

Statistical Summaries of usage, based on monthly report criteria
Recent Trends and analysis

Staffing to service Ohio Relay

Promotional Activities associated with Ohio Relay

Service Changes

Future trend projections

Outreach Activities

Traffic Patterns

» Usage (Statistical Information)
« Traffic Analysis

« Planned Enhancements

?Pfoj_ei:ted Usage

Annual 2010
Session 2009 Projected
Minutes Actual Usage

Intrastate

Local

General Assistance

Busy-No Answer

800

Total Conversation
or Session Minutes

Contact: Dixie Ziegler

Address: 1001 12th Street

City, State, Zip: Aurora, NE 68818
Telephone: 402-694-5101
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@ Outreach

Ohio Relay

At Hamilton Relay, outreach activities are a very
important part of how we provide Relay. We feel that
the education of both relay users and the general public
plays a vital role in the success of the relay. Hamilton
provides a comprehensive relay outreach program in
most of the states in which it provides Relay in order to
ensure success of this educational process.

The following attachment contains samples of outreach
materials created and distributed by Hamilton. It aiso
contains examples of some of the outreach activities
which Hamilton has been involved with in a variety of
states that it provides relay in.

Relay Your Way -
Ohio
Relay =™




Nebraska
Relay =™

How to connect
with Nebraska Relay
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Connecting you with important people in your life

Nebias<a Reay is g

free, 24-Fur serv ce that
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Options designed to connect you in the best way possible

Nebraska Relay offers a variety of connection options:

Other Nebraska Relay information:

Nebraska
Retay =™

TTY (Text Telephone) Traditional relay is a great
service for people who use 3 TTY—typing their side
of the conversation and reading the ather

pasty’s respanses,

Voice Cacry Over [WOO) An effective service For
pevple who have a hearing Loss and use their wice
on the phone. Users speak directly to the persan
being called and, through specialized equipment,
read what is spoken by the other party.

tell your story

 close the deal

share your news

reschedute the meefing

o
I

il e

" Hearing Carry Over [HCO) A reliable service for

people who have a speech disahility. Users listen
directly to the person called 2nd, through specialized
2quipment, type their respanses to tha other party.

Speech-to-Speech A service that is especially
beneficial for people who hear and have a speech
disability. The Speech-to-Speech user determines
the level of service from the CA, which may include
revaicing and danfication.

Captioned Telephone (Caplel®) An exciting service
_ For people who have understandable speech and

some degree of hearing loss. Caple! allows the
user o receive voice and text in regl time through
specialized equipment.

- Spanish A useful service for people whe use a TTY

and the Spanish language. Spanish-te-Spanish relay
Facilitates calls conducted in spoken and written
Spanish. English-to-Spanish relay Facilitates callsin
which ane caller is using Spanish and the otheris
using English.

g =

Customer Prafles Custemer service can sek up
automatic preferences For call type, speed dial
numbers, long distance carrier and other infarmation
that allows the CA to conaeck your call quickly

and accurately.

To create 2 Customer Profile, visit:
htep:/fwww.hamilkanrelay.com/states/ne htm
ot contact Nebraska Relay Customer Service:
1.800.322.5299 Voice or TTY.

Additional Connection Gphions Including Turbo
Code, ASCII and Voice.

Equipment Distiibution The Nebraska Equipment
Distribution Pregram (NEDP} provides qualified
applicants with vouchers to purchase specialized
phone equipment that allows Deaf, Hard of Hearing,
Deaf-Blind or Speech Disabled people to enjoy aqual
access to telephone communication_ To see iFyou or
someone you know qualifies for these vouchers, contact

Mebraska Comnission for the Deaf
and Hard of Hearing
Voice/TIY: 1.500.545.6244

Mebraska Public Service Commission
1200 "N” Street, Suite 300

Lincoln, NE 68508

Vaice/TTY: 1.800.525.0017 Of 1.402.471.3101
Fax: 1.402.471.0254

Web: http://www.psc.skate.ne.us

Pay Phones The Federal Communications Commission
has ordered that all local relay calls made from a
pay phene are Frae. Simply dizl 7-1-1 or the toll free
number for relay, When placing a long distance relay
all from a pay phone, the CA must be provided with
a way ko bill the call {z calling card, for example).
Coins cannot be used to pay for a long distance
relay call fram a pay phone.

Emecgency Calls In the evant of an emergency, call on
or your local emergency services TTY number directly.
Nebraska Relay will make every efTort to assist you in
an emergency. Note that relay centers are nat g11
centers and do rot assume responsibility for the call.

Doan't Hang Upt When you pick up the phone and
hear “This is Nebraska Relay. .., don’t hang up!

1t's not a telemarketer. (s 3 cusbomer, business
asspdiate or acquaintance who wants to talk with yau.

Compliments, Concemns or Complaints Contact
Nebraska Relay Customer Service (see back panel). In
addition, the Federal Communications Commissian is
available te serve you regarding relay issues.

Visit: www Fee gov/eqb/ complainks.hinl



http://www.hamiltonrelay.com/states/ne.htm
http://www.psc.st3te,ne,us
http://ViWw.fcc.gov/cgb/complaints.html

How to connect

with Nebraska Relay

To place a call through Nebraska Retay, simply dial
7-1-1 o eall one oF the toll free numbers below:

TTY/ASCI: 1.800.833.7352
Fast ASCII: 1.888.696.0629 :
Voice: 1.800.833.0920
Speech-to-Speech: 1.888.272.5527
- CapTel™ To reach o CapTel user, -
dial 1.877.243.2823
« Spanish: 1.888.272.5528
{includes Spanish-so-Spanish and translaton from English-te-3panish)

« e x

For complate instructions on how to place any type
of relay call, visit www.hamiltonrelay.com.

Péngase en contodto con el Depattamento de Servido as k a Fa
al Cliente del Releve de Nebraska para obtener mis

informacidn sebre la repeticidn telefénica en espafiok

CapTel”: Para ponerse en contacto

can un usuario de CapTel, margue el
1.866.217.3362 Espanol

Espanol: 1.888.272.5528 Yoz/TTY

fireluye espancl a espanol y La traduction del inglés al espanol}
- Fax: 1.608.827.c402 Espafiol

+ Corrao Electrdnico:
spanish@hamiltenralay.com
Departamento de Servicio al Cliente:
1.866.744.7471 Espaiol

Customer Service If you have suggestions, comments
orconcams, please contact:

Nebraska Relay Customer Service
P.O. Box 285

Aurora, NE 68848

Vaice or TTY: 18003225299

Fax: 1.402.694.5110

E-mail: relay@hamiltonrelay.com

Caplel* & o registered trademerk of Ultratec. Inc.

OSHMLT-DFO_NETTY_0407

TTY (Text Telephone)

et v e TN N AT WO REENE A

Connecting you with

important people in your life.

Nehraska Relay is a Free, .

24=heur service that
allows people who are Hearing,
Deaf, Hard of Hearing,

Deaf-Blind or Speech Disabled

ko communicate with each -

othervia the telephane.

Through the use of specialized ‘

equipment, relay users
communicate freely with
friends, family and businesses

who use a standard telephone.

o Rl L, 151 B ot o s L ek o R A T S S A L R A L TR N ] i Bl B e L I Sk

BT e TS POy S AU S S

Accessing relay with a TTY is a useful way For people who are Deal,
Hard of Hearing or Speech Disabled to place telephane calls.

TTYs {text telephones) are most often used by people who are deaf,
hard of hearing or speech disabled and who do not use their speaking
voice to communicate over the telephone. The TTY keyboard is used
tc convey the TTY user’s part of the conversation—and those words
are voiced by the Communication Assistant (CA}. For deaf or hard of
hearing relay users, the TTY screen display is used to read what the
other party has said, Having 2 hearing loss or speech disability is no

lenger a barrier to indepandent use of the telephone.

Required Equiprent You will need a text telephone, sometimes
referred to as a TTY or TDD. Your telephone line may connect
directly to the TTY. For further information, contact Nebraska Relay
Customer Service: 1.800.322.5299 Vorce or TTY,

Nebraska Relay is a Free service.
= All calls are kept confidential.
+  Long distance charges apply.


http://www.hamiLtonrelay.com
mailto:spanish@hamiLtonrelay.com
mailto:relay@hamiltonrelay.com

Customer Profile

A Customer Prafile allows you to customize your
relay calls. There are 3 number of benefits to creating
a Customer Profile, including Faster call processing,
speed dialing, customized call greering, appropriate
typing speed, use of abbreviations, selection of lang
distance carrier and others.

To create a Custorner Profile, visit:
http://www.hamiltonrelay.com/states/ne hitm
or contact Nebraska Relay Customer Service at
1.800.322 5299 V/TTY.

How to Make a Call Using a TTY
1. Using your TTY, dial 7-t1 or the toll free number
far Nebraska Relay: 1.800.833.7352
2. The Communication Assistant {CA) will answer by
identifying the relay and providing his/her CA
number and then will type “NUMBER PLS GA™
IF you have established a Customer Profile, the CA
will automatically follow any special options ar
instructions in your profile. If you do not have a
profile, request special options such as Vaice
Cacry Over (VCO) ar Hearing Carry Over {HCQ)
at this tme.
Pravide the ares code and telephone number you
wish to catl—as well as any additional instructions
—by typing them on the TTV.
Use the term “GA” when you are finished for the
moment and it is the other person’s tuen to respond.
. When you have completed your side of the
conversation, type “GA to SK™* and the CA will
close your call

b

&

Vi

o

*GA" (G Ahcad”) it a torm used in relay calls for um-taking purpases.
"GA” ensures that the relay user and the standard telephone yser do
nict respond at the same time, When you see "GA" you know it is your
fumn ta klk The same is true For the CAfbefore and after the caly) and
the standard telephone user, whe will not reply until you say “GA”

5K means “stop keying; the conversation is aver.”

g11 Emergency Calls

In the event of an emergengy, call 911 oryour loeal
emergency services TTY number dicectly. Nebraska
Relay will make every effort to assist you in an
emergency. Note that relay centers are not g1
centers and do not assume respansibility for the calt

Answering Machines and Voice Mail

= I you know you will reach an answering machine, give
the CA the message to be left before the CA dials.

= IFyou know you will. reach a switchboard, it is helpful
to provide the CA with any information needed ta
connect you with the right person before the CA diols.
(Exarnple: extension number or department name.)

* f you are calling a number with a voice mail system
—or talling to retrieve your own vaice matl—and
you know the numbers required to navigate the
touch-tone system, provide these numbers to the CA
Before the CA dials. (Example: CA dial XOO=X00XXX,
Then dial 4,5,9.) Sharing this information will allow
for & smocth calling experience.

Garbling
Garbling on a TTY can be triggered by a number of
factors, including:

- Call waiting, iF it is a Feature on the phone line
connected to the TTY

+ Loud norses in the background

- Construction on the phone lines

- Low power on the TTY

- Weather

» Cracked phone couplers

- Static on the telephone line

- Improper TTY settings

= TTY shifting between letters and numbers

- Poor connection for a variety of reasons, such as if
the standard user is an a cell phone and is not near
a tower

Nebraske Relay it powered by Hamilcon Relay of Aursra, Mebraska—a national leadsr in providing
high quality relay services. Mamilton Relay hos been offering relay services since 19s and has 2arned
3 teputation For outstanding <ustomer service, celiable technology, essendal relay eduzation and

professional Communication Assistants (Cas).

Some TTYs with Auto ID send voice messages stating
that “this is 8 YTY." This feature can garble your printed

text and should be turmed off prior to <alling the relay.

Here are some suggestions should you experience
garbling on your TTY:

- Hit a letker key a few times to reset your TTY
- Change your TTY sel‘.tlng to Baudot

- Check For passible noises (dog barking, music, hn s

air conditioner, TV, etc.)
- Check to ensure the telephone handset fits snugl.
in the TTY coupler .
- As a last resort, hang up an red

IF garbling continues, contactyg
compary and ask for a bechni cian €

For possible issues. IF you, cqnhnue I:oe:cpenence
issues, please contact Nebraska Retay C thbumer

Service at 1.800.322.5299 V/T IY' E

Tips For TTY Users
* When you call the re[ay,

=3 hedc Vnur lines

aska
R

* You can request that the CA not identify or explain
the relay o the standard telephone user.

- IFyou need te give the CA instructions during the
call, use parentheses. For example: (CA please redial)
or (CA sound upset).

» Use common TTY abbreviations to save time. There
is no need to use punctuation marks.

o - Please wait for the “GA” ko appear before you begin
» " Typing your response. Not doing so will cause garbling.

~IFyou receive garbling on a call, try typing “Adfr.” This
-should reset your TTY and will likely dear the garhling.
When typinga complex ward or name that you would
like the CA ks spell out, use spaces between each

a I.etter The Ckwlltheqvmce each Letter individually.

- "Beagregard . Beauregard’)

6 bo, convedt Eyping errors sometimes
dersidndmgs Instead of backspading
3 typed error, bype “XXX” and continye
n—stamng ‘with the corrected information.
lease waltmtstyou see “PERSON HUNG up GA”

[E

ake sureLoinclede the area code, especially ifit
is leferer;t From tié area code for the previous call

= [Fyoul ha\m anyqueshons or comments sbout your

eall, l_',he <A wﬂl refer'yay to Custamer Service.

Deaf, Hard oF Hesing Family, Friends

or Speech Dizabled and Businesses
Person uses specialized use a standard
equipment to telephone ta
Z;:‘:eu;:;:l;:hr::;ng Communication Assistant (CA) \ cammnicai Freely.
er listening to what Facilitates the conversation by

the other party is
saying and then 3
Lyping responses.

vaicing the text typed by the

TTY userand byping the wice N
caller's respanses ta the deaf ‘@.
orhard of hearing TN user. hd



http://www.hamiltonrelay.com/states/ne.htm

How to connect
with Nebraska Relay

Voice Relay

To place a call thraugh Nebraska Relay, simply dial
7+1-1 or call one of the toll free numbers below:

= TTY/ASCIE 1.806.833.7352

- Fast ASCIk 1.888.696.0629

Voice: 1.800.833.0020

Speech-to-Speech: 1.888.272.5527
CapTel® To reach a CapTel user,

dial 1.877.243.2823

Spanish: 1.888.272.5528

{indudes Spanish-to-Spanish and translation from English-to-Spanish)

For complete instructions on hew to place any type
of relay calk, visit www.hamiltonrelay.com.

Pdngase en cantacta con el Departamente de Servicio
al Cliente del Relevo de Nebraska para ohtener mas
inFarmacion sabre La repeticion telefonica en espanol:

.

CapTel’: Para ponerse en contacto

con un usuario de {oplel, marque el
1.866.217.3362 Espanol

Espanol; 1.888.272,5528 Voz/TTY

{incluye ¢spanol @ espancel y la traduccién del inglés al tspafiol)
Fax: 1.608.827.0402 Espaniol

Correo Electrénico:
spanish@hamiltonrelay.com

+ Departamento de Servicio al Cliente:

1.866.744.7471 Espaiol

Customer Service IFyou have suggestions, comments
of CONCEms, please contack

Nebraska Relay Customer Service
P.O. Box 285

Ayrora, NE 68818

Voice or TTY: 1.800.322.5295

Fax: 1.402.694.5110

E-mail: relay@hamiltonrelay.cam

Laplel” is @ registered trodemark of itrates, Inc

G5HMLT-07¢_NEVoice_0407

kéep a promise

solve the problem

Connecting you with
important people in your Life.
Nebraska l%elay is a free,
24-hour service that

allows people who are Hearing,
Deaf, Hard of Hearing,
Deaf-Blind or Speech Disabled
to communicate with each
other via the telephone.
Through the use of specialized
equipment, relay users
communicate freely with
friends, Family and businesses

who use a standard telephone.

Voice Relay is an effective service For people who use a standard

telephone to communicate with peaple who are Deaf, Hard of

Hearing or Speech Disabled.

When you place a veice call through Nebraska Relay, your side of
the conversation is typed by a Communication Assistant (CA) and
“retayed” to the person you are calling. The CA then voices typed

responses frem that person for you to hear.

All calls are completely confidential. It's a simple and effective
method to communicate with friends, family and business peaple
who are important to you. It’s a great way to do business or stay

in toucht

Required Equipment There is no special equipment needed to make
a voice relay call threugh Nebraska Relay. You can use any type
of phane anywhere. For further information, contact Nebraska Relay
Customer Service: 1.800.322.5299 Voice or TTY.

Nebraska Relay is 3 Free service.
- All calls ar= kept confidential.
- Long distance charges apply.

L et e e e e e B P e L e e T o S e )
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Mzking a Call

« Dial 711 or the toll free number for the relay in
Nebraska: 1.800.833.0920.

- The Communication Assistant (CA) will answer with
his/her identification number and ask for the
number you wish to call

- Provide the area cede and telephone number you
wish to call—along with any specizl instructions.

- Once the call is connected, the CA will voice the
responses from the person you have called. You
should spezk directly and clearly to the persan
you are calling.

- Rernernber, everything you: say is heing typed word
For word. Backgreund notses are also being conveyed
in order to keep the deaf or hard of hearing user
continually infermed throughout the call

-When you are finished with your portion of the
conversation, say "Go Ahead” or “GA™ to indicate
it is the other person’s turn to respond.

- To end your call, say "GA to SK™* or simply
say "Goodbye.”

“EA" G0 Ahead) is 2 term used in relay calls For ume-tzking purpases.

“GA" ensures that the relay user and the standard telephone user do

not respond at the same time. When you see "GA,” you know it is your

turn to talk The same is true for the CA {before and after the call} and
the standard telephone user, who will nat reply until you say “GA”

*=5K” means “stap keying: the conversation is over.”

711 Easy, nationwide access to the relay.
71 is your quick connectian to the relay—the natianal
three-digit number For relay access [similar to 411 For
infarmation or 911 for emergencies). You can dial 711
anywhere in the U.S.

MNote that 711 is set up to process your call by the
relay service for the state from which you dial.

Receiving a Relay Call

When you receive 2 cafl from a relay user, the CA will
identify the relay and ask if you are Familiar with relay.
The CA will explain the relay process, if appropriate,
and will then connect the call Business owners benefit
when they connect with customers who are deaf, hard
of hearing or speech disabled. When you or your staff
pick up the phone and hear: “This is Nebraska Relay,”
don’t hang up! Someone important is on the line.

Tips For Voice Relay Users

- Give the CA as much infermation as possible at the
beginning of your call. This infermation will help the
CA set up and process your call more efficiently,
resulting in a smoother and more comfortable
connection for you and the persen you ace calling.

» Along with the phone number of the person you wish
to call, you can inform the CA of the bype of relay
feature that the persen you're calling may use
{Voice Carry Over, Hearing Carry Over, etc).

- Give the CA specific long distance billing information
if applicable.

+ Before the CA dials the number you are calling,
you may instruct the CA to ask for the person by
name, and also ko identify you.

* You may request a male or fernale CA—and as long
as one is available, your request will be hanered.

- After you are connected o the person you are
calling, spesk directly to him or her. If you speak in
third person {“Tell hirn will see him at 2 pm._.")
the CA will type exactly what you say. Itis more
effective ta directly say: “I will see you at2 pm...."

- Say “Go Ahead” or “GA” each time you are finished
speaking and then wait a few moments for a response.
There may be a slight delay from the time you finish
speaking until you hear a response.

RELAY

Mebraska Relay is pawered by Hamilton Relay of Aurora, Nebraska—a national leader in providing
high quality relay services. Hamilton Relay has been offering relay services since 1991 and has camed
2 reputation For outstanding customer service, reliable bechnology. essential relay eduration and

profassianal Compunization Assistants {CAs).

Thacs what I'm wilking shaut

aska
Relay

* Some people who are speech impaired may ask
the CAto revoice what they have spoken (called
Speech-to-Speech), while ethers who have speech
impgirments may type their end of the conversabion
and the CA will voice for them (called Hearing Carry
~ Over or HCO). Either way, they will hear everything
wiv you say directly.

Talk as long as you want! There i no time imit on calls,

* If you need to ask the deaf or hard of hearing user
a series of questions, ask them one at 2 time and
say “GA” wait for g response, and then ask the
next question. This will give the other person
a chance to respond to each question and will
reduce misunderstandings. .

- Because the CA is required te bype everything you say *
verbatim, it's helpful to speak 3 bit stower than usual”

- CAs type everything heard, including background
noises o side comments.
- CAs will indicate your tone, ofvmce to thr: other
person by typing: (sounds prnFess'
friendly), (sounds upsat), ete.
- Do not atzempt b engage the CA n
The CA's sole function is'ta faci
typing everything that you'say: Com
do not want typed should be, avmded ”
- Some people who are deafor hard theanng use thur |
own speaking voices on relay calls, This is called Varoe
Carry Over (VCO). When a rel.zy user ichooses VCO,
you'll hear that persen's voice thmughout. I:he call— -
and the VOO user will raad yuur rEsponses t;yped
verbatim by the CA,

You may make as many consecutive calls as you wish.
- AU.. reLay calls ace.completely confidential

cvices TTY number directly.
‘ make every effort to assist you
in an emengency: Noté that relay centers are not 9n
" centers an(ldo noi: assume responmbnlxty forthe call

-conversatlon
your “gall—
fits: that you

"For;more details o on Nebraska Relay, visit

‘ 'ht‘tp .’;’ham:Ltoncelay cornftradmmnalfynfvmce/
* ifdexhtm-or cantact Nebiraska Relay Customer

TTT Senvice: 1800375290 V/TTY.

Voice Relay

Voice User uses a Relay User uses
standard phone to specialized equipment
conduct telephone to bype responses
zalls through the and/er read the
relay, speaking waice caller's side
directly to of the convecsation.
the other parmy.

Communication Assistant (CA)
Facilitates communication for most
relay calls by typing the voice
caller's side of the conversation
and, in tum, voicing the other
party’s side of the conversation.




How to connect
with Nebraska Relay

Voice Carry Over (VCO)

Voice Carry Over (VCO)

To place 3 call through Nebraska Relay, simply dist
7-11 or call one of the toll free numbers below:

FTY/ASCI: 1.800.823.7352

+ Fast ASCII: 1.888.656.0629

Voice: 1.800.833.0920

Speech-to-Speech: 1,888 272.5527

- CapTel™ To reach a CapTe! user,

dial 1.877.243.2823

Spanish: 1.888.272.5528

{inciudes Spanish-to-Sparish and kranslation From EnglishrtorSpanish

.

.

Far complate instructions on how to place any type
of relay call, visit www.hamiltancelay.com.

Péngase en contacto con &l Dapartamento de Servicio
al Cliente del Releva de Nebraska para obtener mas
informacian sobre ia repeticion telefdnica en espariol

CapTel’: Para ponerse en contacto

con un usuario de CapTel, marque el
1.866.217.3362 Espanol

Espanol: 1.888.272.5528 Yoz/TTY

fincluye spanol 3 espanel y {a traduccidn del inglés al espariolf
Fax: 1.608.827.040z Espanel

Correo Electrénico:
spanish@hamiltonrelay.com

- Departamento de Servicio al Cliente:
1.866.744.7471 Espanol

Customer Senvice IF you have suggestions, cornments
ar corems, please contact:

Nebraska Relay Customer Service
RO. Box 285

Aurora, NE 68318

Voice of TTY: 1.500.322.5299

Fax’ 1.402.694.5110

E-mail: relay@hamiltonrelay.com

S Connecting you with
open Your heart important peaple in your Life.
Sian the sarly Nebraska Relay is a free,

24-hour service that

allows people who are Hearing,

Deaf-Blind or Speech Disabled
to communicate with each
ather via the telephone.
Thraugh the use of specialized
equipment, relay users
communicate Freely with
friends, family and businesses

who use a standard telephone.

Caglel” is g registered trademark of Ultrater, Inc.

OSHMLT.070_NEVEO_0BOT

Voice Carry Over (VCO) is an effective service for people who have
a hearing loss and who use their voice on the phone.

VCO users speak directly to the person being called and, through
specialized equipment, read what is spoken by the other party.

With VCO, you wen't have to struggle to hear what others say over
the phone and you can enjoy the freedom of using your own voice.

Deaf, Hard of Hearing,'

Required Equipment To make a VCO call, you will need eithera TTY
(text telephone, sometimes called TDD) or a device made specifically
For VCO calls. This equipment will allow you to read telephone
conversations on a screen and respond using your own voice.

Specialized VCO equipment can be obtained in a variety of ways.
The Nebraska Relay Outreach Coordinator will be happy to assist
you in obtaining equipment. For further information, contaet MNebraska
Relay Customer Service at 1.800.322.5299 TTY or Vaice, or the
Mebraska Public Service Cornmission Equipment Distributer Program
at 1.800.526.0017 TTY or Voice.

LA O R B L T T S B R S e

Nebraska Relay is a free service.
+ Al calls are kept confidential.
Long distance charges apply.

e R e SN T R e 4 TP R e eRTTRR M 2 s SR 0500 1 Rl
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Customer Profile

A Customer Profile allows you to customize your relay
calls. Using a profile can ensure that all calls made and
received via relay autornatically connect in VCO.

There are 3 number of benefits when you create 2
Custemer Profile including Faster call processing, speed
dialing, custarnized call greeting, impraved typing speed,
use of abbreviations, selection of long distance casnier,
autematic VOO and others.

To ¢reate a Customer Prafile, visit:
heLp:/ fwww. hamiltonrelay comsstares/ne. htm or contack
Nebraska Relay Custorner Service (sem back panel).

Making a YCO Call
Making 3 VCO Call Using a TIY

1. Place your telephore handset on the TTY and dial 711 or the
toll free number for Nebraska Relay: 1.800.833.7352.

2. when the Communication Assistant (CA) answers, type:
WO PLS GA.™ [NOTE: Having automiatic VO setup
in your Custamer Prafile eliminates this step)

3. After the CA bypes: “VZO ON GA,” pick up the handset
and speak ke the CA providing the number for the
person you wish to call, followed by “GA" Place the
handset onto the TTY immediately after saying "GA.”

4. When the CAindicates that the call has connected, pick
up the handset and speak ta the other person. When
you are ready for the other person to respand, say
“GA"—and place the handset back on the TTY.

5. The CA bypes the response of the other persen For you
to read on your TTY screen. Turn-taking continues in
this manner until the call is complate.

6. IF you wish to make another call, the CAis available
after you have disconnected from your initial call
Simply tell the CA you want to make another call
and provide the phone number.

NOTE: IF you prefer te keep the handset in one positien
For speaking rather than maving it ko and from the TTY,
you can use aY=jack or line splitter, Tins allows the TTY
and the telephone to be connacted Lo the same line. The
handset can remain in one posidicn {either at your ear or
holding it as 3 micraphonel, allowing you to speak inte
the phone and read the text with greatar convenience.

VCO: Dial 7-1-1 0r 1.800.833.7352

Making a VCO Call Using a VCO Device

1. Cannect Lo Nebraska Relay by dialing 7-1-1 or the toll
free number 1.800.833. 7352,

2. When the Communication Assistant {CA} answers,
press the button that sends a recorded VCO prompt.
{NCTE: Having aubematic VCO set vp in your
Customer Profile eliminates this step)}

3. After the CA answers with “VCO ON GA,” provide the
nusmber you wish to call, then say “GA”

4 The CA types the response of the sther persan for you
to read on your screen. Tumn-taking conkinues in this
manner until the call is complete,

5. IF you wish to make ancther call, the CA is available after
you have disconnected from your initial call. Simply tell
the CA you wank to make another call and provide the
phone number.

Examples of VCO devices include the Ameriphone
and Uniphone.

*GA" {"Ge Ahead”) is a verm used in relay calls For tum-taking
purposes. "GA" ensures that the relay user and the standard
telephone user do not respond at the same time. When you sec “GA,”
you know it is yoor Burn £o talk The same is true For the Ca (before
and after the call) and the standard telephone user, who will nez
reply until you say "GA”

Receiving a Call as a VCO User

When people want to reach you by phone, they can call
theough Neheaska Relay by dialing 7-4-1 or the toll free
Voice number: 1.800.833.0570. IF you don't have 3
Customer Profile, you will need to answer incoming calls
in one of bwo ways:

Answering Voice First

4. Pick up the handset and say “This it a VCO call GA”
{IF youare using a TTY without a ¥-jack or Une splitter,
you must put the handset onto the TTY immediately
afteryou say "GA.”)

2. The Ca will send his/her CA number and gender,
followed by "VCO ON GA”

3. You may then speak directly to the caller, ysing “GA" to
take tumns.

4. The CA types the respanse of the other persen for you
to read on your screen. Tum-taking continues in this
manner until the call is complete,

RELAY

Nobraska Rolay Is powered thiough Hamikton Roley of Aurara, Nebraska—a national laror in providing high
quality fely Serscos Tar pasplo who are Deal, Haid of Hearing or Spoech Disablad, Hamiipn Relay has boen
afterin sz:ndnnsnnmﬁmnrdhmbumarewwonhw outstanding customor— sonvice. rolinhio teahhokogy.

assential ralay aducnt

HAMILE::N'

That's what T Laborg about

Answering TTY First

1. Place the handset onto your TTY (unless vou are using a
VCO device or a Y-jack/ling splitter) and type *VCO PLS
GA." NOTE: IF you have 3 VCO device, simply press the
*VCO M5G” butten that sends a recorded VOO prompt.

2. The CA will send his/her CA number and gender,
followad by "VCO ON GA.”

3. You may then speak directly to the caller, using “GA”
o take turns.

4. The CA types the resporsz of the other person for you |,
ta read on your sereen, Tumr-taking continues in this
manner yntil the eall is complebe L

2-Line VCO

This enhanced relay feature ofFers youmore mnn'ol. and
allows For an interactive conwersation without the use of
"Go Ahead” ("GA"} instructions. You can respand i real time
and even intesrupt, rather than wait far the other party to
say “GA” UnliRe typical relaymi.ls the CA does not identify

the relay and is present only to type the voice oF the standard, ’
telephone yser. This service requires two telephone lines. .
For more information, visit: hitp:/Awww.hamiltonrelay.com/ -~

tradifionalfru/2linevcofindex htm.,

More infocmation on ¥CO Calls
For more details an VCO calls, indluding how to.placa
VCO-Lo-TTY, VCO-to-Speech-ta-Speech calls, establish
call set-up and to benefit from ather conwenient options,
visit http:/Awww. hamiltonrelay carm/tradiionaliznivea/
index.htm or contact Nebraska Relay CusmefSemcc
{see back panel}. ,

Vmce Carry Over

Deaf, Haed of L ] Cormemmication Assiskant (CA)
L -8 facilitates the conversation by

typing the hearing party's side

of the conversation.

Hearing or Speech
Disahled Person
uses specialized
equipment to
conduct telephone |
conversations,
speaking directly
to the other party.

aska
Relay

911 Emergency Calls

In the event of an emergency, call 11 or ysur local
efmengenty services TTY number directly. Nebraska Raloy will
make every effort to assist you in an ermergency. Note that
relay centers are not ent centers and do not assume
responsibility For the call

Tips for VCO Users

- Do not start spazking to the CA until you see VCO ON
GA” on the screen,

- The CA cannot hear you until the CA turns an the
'V feature. it is very important to wait for the
“VLO ON” confirmation.

= The CA burns off VCD whils the other patty is spesking and
will nek hear you {the VCO user) until the "GA” is given.

- When connecting with the CA, please do nat press any
other keys. Doing 5o will send TTY tones to the CAznd
may cause confusion about which call method you want

© touse (‘l'I'Y or VZO),
- When you are receiving 2 relay call and de not have a

‘Custemer Profile established, the LA is waiting for you
to indicate that you wish to use VCO. You can do se by
tither typing “VCD PLS GA™ on yaur TUY or by pressing
the buthon that will send the message on your VCO device.

. Euery Himea VOO qllis placed, the CA will ask the

person being called if he/she is Familiar with Voice Carry
Qver, IF the personis not, the CA will explain how VCQ
works before the call begins, -

Family, Friends

use a standard
telephone to

and Busiesses

communicate freely.


http://www.hamILtonreIay.com/staCes/ne.htm
http://www.hamiltonreLay.com/
http://www,h3miltonrelay.cQm/traditional/7i-t/vco/

How to connect

with Nebraska Relay

To place a call through MNebraska Relay, simply dial
7-1-1 or call one of the toll free numbers below:

TUY/ASCII: 1.800.833.7352

Fast ASCII: 1.888.696.0629

Voice: 1.800.833.0920

CapTel™ To reach a CapTel™ user,

dial 1877.243.2823

Speech-to-Speech: 1.888.272 5527
Spanish-to-Spanish: 1.888.272.5528

fineludes Spanish to Spantsh and translation from English ta Spanish)

« + o1

.

For complete instructions an hew to place any type
of relay call, visit www.hamiltonrelay,com.

Péngase en contacto con el Departamente de Servicio
al Cliente de Nebraska Relay para obtener mas
informacién scbre La repeticion telefonica en espariol:

TTY/ASCI: 1.800.833.7352

Fast ASCIl: 1,588.696.0629

Voz: 1.800.833.0920

CapTel™ Para ponerse en contacto con un
usuario de CapTel, marque el 1.877.243.2823
Voz a Voz: 1.888.272.5527

Espafiol a Espanol: 1.888.272.5528

{Incluye espafiol 3 espafiol y la traduceion del nglés al espanol)
+ Fax: 402.694.5110

Correo Electronico:
spanish@hamiltonrelay.com

-

.

.

Customer Service [Fyou have suggestions, cemments
Or COnKems, pleas& conbact:

Hamilton Relay

P.O. Box 285

Auroca, NE 68818

Voice/TTY: 2.800.322.5269

Fax: 4026945110

E-mail: relay@hamiltonrelay.com

Hearing Carry Over (HCO)

tell a friend

A Y PR

Connecting you with
important people in your life,
Nebraska Relay is 3

24-hour service that

allows people who are Hearing,
Deaf, Hard of Hearing,
Deaf-Blind or Speech Disabled
to communicate with each
wther via the telephone.
Through the use of specialized
equipment, relay users
communicate freely with
Friends, family and businesses

who use a standard telephone.

Hearing Carry Qver [HCO) is an effactive service for people who
have difficulty speaking and who are able to hear on the phone.

HCO users can listen directly to the person on the other end of
the phone and, threugh specialized equipment, type their responses
to a Communication Assistant whe voices those responses to the
cther party.

With HCO, you won't have to warry about whether your responses
are being understood and you enjoy the freedem of using your own
hearing while borrowing our voice,

AR ST e R AR | A ST ol T i AR R o A AT AR

Required Equipment Te make an HCO call, you will need a TTY
{text telephone, sometimes called TDD). This equipment will allow
you ko type your responses on a keyboard while listening directly
to the other party.

Specialized HCO equipment can be obtained in a variety of ways.
The Mebraska Relay Outreach Coordinator will be happy to assist you
in locating equipment. Contack Nebraska Relay Customer Service

at 1.800.322.5299 v/tty, or the Nebraska Public Service Commission
Equipment Distnibution Program at 1.800.526.0017 v/tty.

A RIS BN TS S LR A TR
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Customer Profile

A Customer Profile allows you to customize your relay
calls. Your prefile ensures that all calls made and
received via relay autornaticatly connect in HCO mode.

There are a number of benefits to creating 2 Customer
Profite including faster eall processing, speed dialing,
customized call greeting, use of abbreviations, selection
of long distance caner, and automatic HCO.

To creste a Customer Profile, visit:
http://www.hamiltonrelay.com/states/ne htm
or conkact Nebraska Relay Customer Service:

1.800.322.5299.

Making an HCO Call

Making an HCO Call Using a TTY

- Place your telephone handset on the TTY and dial
711 ot the toll-free number for Nebraska Relay:
1.800.833.7352.

- When the Communication Assistant (CA) answers,
kype: “HCO PLS GA.™ (NOTE: Having automatic
HCO set up in your Customer Profile eliminates
this step.)

+ After the CA types, “HCO ON GA,” type to the CA
the number for the person you wish to call, followed
by “GA." Be ready to Usten for the voice of the
person on the other end.

- When the CA indicates that the call has connected,
place the handset in the cradle and type to the other
person. When you are ready for the other person te
fespond, type “GA” and pick up the handset to listen
to the other party.

« The CA voices what you type to the other persen.
Tum-taking conidnues in this manner until the calt
is complete.

- IFyou wish ko make another call, the CA is available
after you disconnect from your initial call Simply
tell the CA you want to make another call and
provide the phone number.

iF you prefer to keep the handset in one position Far
listening rather than meving it to and from the TTY,
you can use a Y-jack or line splitter, This allows the
TTY and the telephone ta be connected to the same
ling, The handset can remain in one position {at your
ear to lisken to the other party), allowing you to type
your side of the conversation with greater canvenience.

GA” "Ge Abkead ) is @ term required on HCO calls For tumn-taking.
purposes. "GA” ensures thal the HCO user and the standard
tlephene user do not respond at the same time and miss each
othar's communication. When you see "GA” you will know it is your
turn. The same is true for the CA {before and after the call] and the
standard telzaphene user, "GA” is the standard way for either caller
and the £A to indicate they are done conversing far the moment.

Receiving a Call as an HCO User

When people want to ceach you by phane, they can
call through Mebraska Relay by dialing 7-1+1 or the
voice number: 1.800.833.0920. If you have created a
Customer Profile, calls you receive through the relay
will automatically be processed as HCO calls.

If you den't have a Customer Profile, you will need to
answer incoming calls in the following way:

- Conmect your TTY and bype a message that says:
“HCO PLS GA” The CAwill then connect Hearing
Carry Over and bype: “HCO ON GA.” Your call ezn
then proceed as usual

Nebraska Relay can also fadlitate calls for HCO users
who want ko conbact TTY users. To make an HCO Lo
TTY call, dial the relay and inform the CA that you
are calling a TTY user. Once the call is connected,
you will be able Lo listen just as you would on a
regular HCO call, and type your response directly
to the TTY user.

RELAY

Mebraska Relay is powered by Hamilten Relay of Aurora, Nebaska—=3 national leader in providing
Figh quality relay senvices. Hamilton Retay has been offering relay seraices since 1991 and has camed
3 reputztion for ouzstanding custamer service, reliable cechnology, essential relay education and

professional Communitation Assistants (CAs).

That!s what I'n solking sbous

2-Line HCO

This enhanced relay Feature gives you more eanteol
and atlows for an intecactve conversation without
the use of “Go Ahead” ("GA") instructions. You can
respond in real tirme and even interrupt, rather than
wait for the other party to say “GA." Unlike typical
relay calls, the CA does not identify the relay and is
present only to voice the typing of the HCO user.
This service requires two telephone lines, allowing for
more natural conversations. For more information,
visit: http://www, harmltonrelay com/traditionalizi/
2lineheo/index.htm

911 Emergency Calls

When rnakmg emergency calls, d'al 9-1—1 cllrcl:tly
without using relay.

More information on HCO Ca'lLs

Far more detzits on HCO calls, inctuding how Lo place '

HCO to TTY and HCO to Speech-to-Speech calls, visit
http://www.hamiltonrelay.com/traditional/zi/heo/ .
index.htm or contact Nebraska Relay Custorner
Service: 1.800.322.5299.

Hearing_gal_j_ry Over -

Speach Disabled Person
uses specialized equipment
to conduct telephone
conversations, lstening

to the other party and
TYpIng MEsponses,

Communication Assistant {CA)
Facilitates the corwersation
by vaicing what the text user
types to the other party.

Nebraska

elay

Tips Far HCO Users

~ Dotk start oyping unti you see “HCO ON GA on
the screen or until you hear the CAindicate that
Hearing Catry Over has been activated.

- Once the call is connected, everyone on the esll
will be able to hear each other.

- Type “GA” each Bme you are finished typing and are

" ready for a respanse.

i You ray make 3s many consecutive calls as you wish.

- When you are receiving a relay <all and do not have
" a'Customer Profile established, the CA is waiting for
you £o indicate that you wish to place an HCO call
You can do so'by I:yplng “HCO PLS GA” onyour TTY.
- Every time an HCO call is pLaced the CA will ask
. the person being called'if he/she is Familiar with
Hearing Carry Over. If the person is net, the CA

" will explain how MCO works before the call begins.

Farnity, Fiends and Businesses
use 3 standard telephone
to communicate Freely.



http://www.hamilConrelay.com/states/ne.htm
http://www.hamiltonrelay.com/traditional/711/
http://vww
http://relay.com/tradItio

2-Line HCO
A 2-Line HCO call is designed to be interactive and give people who have a

eech
disability more control of their call. 2-Line HCO allows the user to listen and Carry Over

spone’
iny _time.

Equipment Needed:

1.} Two separate phone lines with two different phone numbers.

* One phone line for “voice”, which also must have 3-way calling capabilities. **
* The second line for a Direct Connect TTY or a PC with internet access.
2) One phone lines must have 3-way calling, which can be purchased through your local phone company.

3) Either a Text Telephone (TTY) or a Perscnal Computer (PC) with internet access.

e e LT
LINE #1: 2-LHCO user calls CA via TTY (7-1-1 or Internet af:
www.hiprelay.com

L

LINE #2: Ca ealls 2-LHCO eser back on their voiee line. 2-LHCO user
will put CA on HOLD and disl the number of the 3rd person. Immediately
after dialing, the 2-LHCD user will eonlerente the eall

=
U504y want
L0
+use a speaker phone or a photie >
at allows you to use a headset for a
inds f- -
con. ation., This will allow the

1IXE #3,

Once the CA is on 1JOLD, the 2-Line HCO user dials the person he wants to talk to via 3-way calling and
immediately conferences in the CA. The CA is then able to hear ringing and when the call is answered, the CA
introduces the call. The 2-Line HCO user can type while listening to the other person talk. No "GA” or “ 8K” is
necessary, The CA will voice the 2-Line HCO user’s message during the natural flow of conversation.

Making a Call

1 Diat 711 with your Direct Connect T'TY or connect with the relay via the internet at www hiprelay.com.
2 Type "CATAM MAKING A 2 LINE HCO CALL. PLS CALL ME BACK ON MY VOICE LINE”.

3 The CA will dial your voice number. You will see (DIALING XXX-XXX-XXXX), (RING 1, 2,3...) Answer
your voice line by typing “HELLO CA I AM GOING TO MAKE A 2 LINE HCO CALL. T (“WANT or
“DO NOT WANT®) YOU TO IDENTIFY AND/OR EXPLAIN RELAY. T AM GOING TO PUT YOU
ON HOLD AND CONFERENCE IN ANOTHER PERSON. I CAN HEAR YOU AND THE OTHER
PERSON. IWANT YOU TO VOICE WHAT I TYPE, WHILE I TYPE IT. DO YOU UNDERSTAND?

4 When the CA has confirmed that s/he understands, type “WHEN THEY ANSWER THE PHONE PLEASE
VOICE (sype vour greetng belors disling your call).

On your voice phone, place the CA on hold, as required io make a 3-way call. *

[*]]

6 1en you hear dial tone, dial the number of the person you want to call. Once you have finished dialing
IMMEDIATELY hit the button to conference/join the call. This will allow the CA to hear the person answer and
immediately voice your greeting. .

*NOTE: The 3-way calling feature 1s activated in different ways depending on the phone you have, You may have a
“HOLD" or "FLASH?” button that can be used to put one caller on hold while dialing another and then connecting the
calls. It is also common for the “switch-hook” 1o be used for this feature. The switch hook is the button on your phone
that you use to hang up at the end of a call. When pressed down and off quickly, you may hear a double beep sound
indicating that you have put your call on HOLD. You will also hear dial tone. Now you may dial the number of the
person you wish Lo call immediately press down and off again 1o join the person on hold (the CA) and the person you
ae calling.

2-line HCO/Speech to Speach

Th  tion works the same as 2-Line HCO, but with the help of a specially trained Communication Assistant. The 2-
LHCO/STS user can choose between voicing their own conversation ot having the CA voice the conversation for
them. If the HCO user chooses to voice his/her conversation and becomes tired or is having difficulty

being understood, he/she can tvpe histher part of the conversation and call on the CA to “revoice™ as needed. You can
switch between these two options at any time during the call.


http://www.hipfelay.com

How Lo connect

with Nebraska Relay

Ta place a call through Mebraska Relay, simply dial
7-1-1 or call one of the toll Free numbers below:

TIY/ASQI: 1.800.833.7352

Fast ASCIl: 1.888.696.0629

Voice: 1.800.833.0920

Speech-to-Speech: 1.888.272.5527

. Ca{:Tel‘: To reach a {apTel user,

dial 1.877.243.2823

Spanish: 1.888.272.5528

[includes Sparwsh-te-Spanish and translation from Englishetor$ panishj

. s e

For complete inskructions on how to place any bype
of relay call, visit www.hamiltonrelay.com.

Péngase en contacto con el Departamento de Semvicio
al Cliente del Releve de Nebraska para obtener mis
infoetnadion sobre L2 repeticion telefénica en espafiol:

CapTel™ Para ponerse en contacto
¢on un usuario de (opTel, marque el
1.866.217.3362 Espafiol
+ Espafiol: 1.888.272,5528 Voz/TTY
(ingluye sepahiol 3 aspahol y la traduccién del inglés al espafal}
» Fax: 1.608.827.0402 Espanol
+ Correo Electronice:
spanish@hamiltonrelay.com
+ Departamento de Servicio al Cliente:
1.866.744.7471 Espaniol

Customer Service |f you have suggestions, comments
or concems, plezse contact

Nebraska Relay Customer Service
P.O. Box 285

Aucera, NE 68818

Voice or TTY: 1.800.322.5205

Fax: 1.402.654.5110

E-rnail: relay@hamiltonrelay.com

Caplei™ s a registered tradewmark of Uitrates, Inc.

CSHMLT-070_NESTS,_0407

ask a Favor

Connecting you with
important peaple in your life.
Nebraska Relay is a free,
24-hour service that

ellows pelepl.e who zre Hearing,
Deaf, Hard of Hearing,
Deaf-Blind or Speach Disabled
to communicate with each
other via the telephane,
Through the use of specialized
equipment, relay users
communicate freely with
friends, Family and businesses

who use a standard telzphone.
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Speech-to-Speech (STS) is a relay service For people who have a
difRculk time speaking or being understood on the phone.

Speach-tc-Speech relay utilizes specially trained Communication
Assistants {CAs) who are familiar with a wide variety of speech patterns
of callers who rnay have cerebral palsy, stroke complications, veice
disarders or other speech disgbilities.

The CA revoices the 5TS user’s side of the conversation as needed,
so both relay users no longer have o worry iIf hoth sides of the

conversation are being understood.

Required Equipment There is no special telephone equipment needed
for Speech-to-Speech calls since you can use your own voice of vaice
synthesizer to speak to the person on the other end of the call.
For further information, contack Nebraska Relay Custamer Service:
1800.322.5299 Voice or TTY.

- Nebraska Relay is 3 Free service.
- All calls are kept conFidential.
Long distance charges apply.

LA T2 TR SN
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Dedicated Speech-To-Speech Number: 1.8.88.27;.5527

Customer Profile

Since you dial a designated Speech-to-Speech (TS}
number to place 2 eall, your call is already identified
as an STS call. There are many additional benefits to
creating 3 customer profile, including Faster eall
pracessing, speed dialing, customized greeting,
setection of long distance carrier and others.

To create a Custamer Prafite, visit
http://www.hamiltonrelzy.com/states/ne.htm
or contact Nebraska Relay Customer Service:
1.800.322.5200 V/TTY.

Making a Speech-to-Speach Call

- Dial the toll-free Speech-to-Speech number for
Nebraska Relay: 1.888.372.5527.

- Give the Speech-to-Speech Communication
Assistant (CA&) the number you wish to call,
plus any special instructions.

- Give the CA as much information as possible about
your call prior to the Ca dialing. For example, if you
know you are calling an automated system that
requires you to select From a number of optians, let
the CA know which apticns you want before the call
is placed. IFyou reach an answering machine, the
CAwill get your Full message and then call back to
leave that message.

- The CA will dial the number you wish to call and,
upon cennection, will ask the persen if he/she is
Familiar with 5TS. The CA will explain, if necessary.

» The CA will work closely with you to ensure your
entire conversation is understood by reveicing your
part of the conversation as you request.

- The CA will revoice three- or four-word segments
unless you request otherwise.

- The CA will clarify anything that is not clear
befora revaicing.
- It 1s hetpful if you pause while the CA revoices.

- Take your time. There is ne time Umit for your calls.
* You or the person you are talking with may request
that the CA remain in the background. This optien
is especially beneficial when calling Family, Friends
or others who are mere familizr with yeur speech.
IF you need the CA to begin revoicing at any bme
during the call, you may request the CAto do so.
~ Say “Go Abead” or "GA™ each time you are finished

spealang and are ready for a response.
« The call will proceed in this manner until you
complate thea call.

* You may make as many consecutive calls as you want

- You are in eharge of your call. You may request a
male or female CA—and as long as one is available,
your request will be honored.

““Ga" (*tio Ahead"} is 2 ke used in relay calls For tumetaking purposes.

"GA" ensures that the relay user and the standard telephane wser do
not respond at the same time. When you sec “GA,” you know it is your
tumn ko talk. The same is true for the CA (before and after the ll) and
the standsed telephone user, who will not reply until you say "GA."

Voice Carry Over/

Speech-to-Speech (VCO/STS)

VCO/STS is designed For people who are hard of
hearing or Deaf and have a speech disability. The
relay user can make or receive phone calls using
his or her own voice or voice synthesizer, and read

everything said by the voice caller on a baxt belephone
(TTY) or VCO device.

RELAY

RAMIEE:N

To make a VCO/STS relay call:
Making a VCO/STS is similar to making a standard

Speech-to-Speech call with these special differences:

» Dial the Speech-to-Speech number for Nebraska
Relay using your TTY or VCO phone: 1.388.372.5527.

- Request VCO or camplete a VCO profile with
Custormer Service.

+ After the CA acknowledges that VOO is on, give
the CA the number you wish to call plus any
special. instructions. o

» The TS CA will type to you an& ask.if you are
familiar with STS, The CA will explain iF necassary.

- The CA will dial the number you'wish to'eall and,
wpon connection, will ask the pessén i he/she is
Familiar with 5TS. The CA will explain, iF hecessary.

- When you see “GA” from the CA, say your First
phrase or sentence followed by “Go‘Ahead.”

» The CA will type what you said back to you adding
“CORRECT QO™ GA” at the end of the phrase or
sentence. IF you say “Yes,GA," the CA will type
“(REVOICING NOW...)" and revoice your entire
phrase or sentence to the persén youare calling.

Speach-to-Speech

Speech Disabled
Personuses a
standard phone
to conduct
telephone
conversations,
speaking directly
tn the other party. i

Communication Assistant (CA),
specially trained in 2 variery of
speech patterns, Facilitates the
conversation by revoicing as

needed or as directed.

- The CA will type the respense of the standard
telephone user back to you.

» The call will proceed in this manner until you
complete the call

"0 Ts used when asking a quastion, 35 an altemative te a question mark,

911 Emergency Calls

In the event of an emergency, call 911 or your
local emergency services TTY number directly.
Nebraska Relay will make every effort to assist you
in an emergency. Note that relay centers are not g

. entersand do nat assume responsibility Far the call

Mare Information an

. Speech-to-Speech Calls
' For more details on Speech-to-Speech alls, including

how to place VCO-to-Speech-to-Speech calls
ahd conwenient options available, visit http://www.
hamiltonrelay.com/traditional/7n/speechtospeech/
index.htm or contack Nebraska Relay Customer
Service: 1.800.322.5299 V/TTY.

Family, Friends and
Businesses use a
standard telephone to
communicate freely.

Nebraska Relay is powered by Hamilten Relay of Aurera, Nebrska—a naticnal teader in providing
high quality relay services, Masmilton Relay has been offering felay services since 1997 and bas earmed
a reputation for outstanding customer service, relisble technology, essential relay education and
professionsl Communication Assistants {CAs).

Thars what I ealking absot
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ELRelevo de

Nebraska

Como conectarse
con el Relevo de Nebraska

Para hacer una llamada del Releva de Nebraska,
llame a une de los nimeros gratuites de abajo:

Espaniol: 1.838.272.5528 [incluye espanol 2 espafiol

y a traduccion del inglés al espaiol)

CapTel™: Para camunicarse con un usuario de {opTel,

marque 1.866.217.3362 Espaniol

+ Departaments de Senieie al Cliente:
1.856.740.7471 Espafial

+ Correo electrénico: spanishg@hamiltonrelay.com

Fasa oblenes instrueciones completas sobre b manera
de hacer cualquier tipe de llamada de relevo visite
www.hamilkanrelay.com. O llame al Departamento
de Servicia al Cliente del Relevo de Nebraska al
1.866.744.7471 Y un representante de servicio al
cliente estard encantado de ayudarle.

Si tiene sugerencias, comentarios o inquietudes por
Favor péngase en contacts con el Departamento de
Servicio al Cliente del Relevo de Nebraska usando 12
informacién de contacto de abzjo:

Departamento de Senvcio al Cliente

del Relevo de Nebraska

RO. Box 285

Aurora, NE 68848

1.866 744.7471 Espafiol

Fax: 1.608 827.0402 Espaficl

Correo electrdnico: spanishghamiltonrelay.com

ELRelevo de Nebraskaes un servicio ofrecida per el Relevo de Hamilton
de Aurara, Nebraska, un lider nacionalen la pn:i!:anién de servicios de
relevo telefonice de alta calided pam penonas sordes, o con
problemas auditivos o del habla, EL Releve de Hamilton ha estado
ofreciendo servicias de relevo telefonica desde ey ha dezarrollade
una reputacion como proveedera de un servicio al ciente excepaonal,
una tecnologia confishle, sducaciin esencial en el compo del relevo
teleFanico y asistentes de comunicaciin profesionales.

ElReleve de

Nebraska

EL Relevo de Nebraska es un
servicio gratuita disponble las
24 haras, que permite que las
personas sordas, con problemas
auditives, sordas-ciegas o con
problemas del habla se
comuniguen las unas con las
otras por teléfono. Mediante el
uso de equipo espedislizado, los
usuanes del releve telefonico
se comunican likremente con
amigas, familiares & empresas

que usen un teléfone normal

Conecténdolo con personas importantes en su vida

EL Relevo de

Nebraska

Cuando se hace una llamada por media del Relevo de Nebraska, un asistente de
comunicacién Facilttard la Wamada. Usando un teléfono TTY {llamado también
un teléfona TDD o un teléfono de texto), las persanas que no oyen y/o hablan
escriben su conversacan y el asistente de comunicacion comunica verbalmente
lo que se eseribe. Cuando el usuario que est usando un teléfana convendsnal
resporde, el asistente de comunicacidn escribe todo lo que oye. Los asistentes
de comunicacién actdan coma un vinculo invisible entre las dos personas.

$e mantiene 3 estricta confidencialidad de todas las llamadas. Los asistentes
de comunicaddn no hacen comentarios ni responden preguntas sobre la
conversacion, ni se involucran de cualquier otra manera. Como lo exige l2
ley, los asistentes de comunicacion no pueden divulgar infermacion
proveniente de una conversacion de releve telefonice ni se guarda registro
algune de {as conversacianes.

Los fomiiares, los
arnigos y las ermpresas
usanun keléfona
conwengignal para
cemunicorse
Libremente.

Las porsonas sordas, © con
problemas auditives o del hobla,
o, USn Ut e especidlizade
pira oy canvcrsations
telefonicas.

eomuciacian Facilit
la zanveracién
alkernande sntre

vaz ¥ bexka,

No cuelgue. Cuando descuelgue el
teléfono y oigs “Este es el Relevo
de Nebrasks ..." no cuelgue, No s
un vendedor por teléfona. Es un
cliente, socio comerdial o conodde

F1,BBA0 BF

e enA psde T e ety hablatds

LopRl™ of una wartw regstiede de Ulbetee Joc

A7RALT-039_NESpanish_0507

que quiere hablar can usted.

s g TN SO il o2 R

Acceso y Cargos Conéctese con el relevo telefénico llamande al ndmere
gratuite (enumerados en el panel trasero), E{ Relevo de Nebraska se encuentra
disponible 24 heras al dia, 7 dias a la semana, sin restricciones en cuanto a la
duracién o el ndmers de las Uarnadas hechas. Los cargos de larga distancia son
aplicables 3 todas las llamadas de larga distancia.
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. ElRelevo de Nebraska ofrece diversas opciones de conexion:

Opciones disenadas para conectarto de la mejor manera posible

ELReleva de

Nebraska

Informacion adicional sobre el Relevo de Nebraska:

'ITYhﬂ'el.éfonu de Taxko) EL relevo belefinico tradicional *
es un gran servicio parz las personas que’'usan un

. telsFono TTY, ya que pueden escribir.su parte de la

ceriversacin y leer {as respuestas de la otrs persona.

Voice Carry Over {YCO) Un servicio efectiva para las
personas con una péndida auditiva que ysan s vbz para

~ hablar por teléfone. Los usuarios hablan directamente

con [a persona que estan llamando y leen Lo que
dice la otr persona usando un equipo especializado.

=y, @:l-| '=,m:.‘
"6 il
™
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Heacing Carry Over (HCO} Un servicio confable pars
las personas con discapacidades del habla. Los
usuarios oyen directaments a {a persana que estan
tamanda y escriben sus respuestas para L otra
persona usando un equipo especializade.

Speech-bo-Speech Un servitio que es particularmente
beneficiosa para Las personas que oyen y tienen un
trastomne del habla. El usuario del servicio Speech-
to-Speech determina el nivel de servicio con el
asistente de comunicadon, el cual puede incluir Lz
repetickdn y aclaracion.

) Caéﬁmed Tetaphene (CapTel’) Un servicio increible

para las personas con un habla clara, pero con derto
grada de pécdida auditiva. ELservidio CapTef L= permite
2l usuane reabii voz ¥ texko en tiempo real usando
un'equipo especializado.

Espafol LUn servicio kil para Las personas que usan
un telsfone TTY y el idioma espafiol. El relevo espaiiol
a espafiol Facilita las Uamadas que se realizen usando
el espariol hablado y eserite. El releve teleFinico de
inglés 2 espanol Facilita tas lamadas en espaiol
verbal y escrito.

b r i i_;
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Perfiles de Cliente EL Departamento de Servicio al Cliente
puede fijar preferencias automaticas para el tipo de
lemads, los ndmeros de discado rpido, &l servicia de larga
distandia y otrainformacién que le penmite al asistente de
comunicadan eonectar su llamada con rapidez y exactitud.

Para erear un perfil de cliente visite
hetp:/www.hamiltonrelay.com/states/ne htm o
pongase en contacka con el Departamento de Servido
al Cliente del Relevo de Nebraska (Lamando 2l
1.866.744. 7471 Espafiol

QOpriones Adicionales de Canexidn Incluyendo Turbo
Code, ASCIly voz

Distribudian de Equipes EL Programa de Distrbudién de
Equipos de Mebsaska le proporciona a los solidtantes
elegibles vales pare comprar equipos telefnicos
espedializados que permitan a las personas sordas, con
problemas auditivos, sordas-ciegas o con problemas del
hiabla disfrutar del mizmo acteso a la comunicacisn
telefdnica. Para ver 5i usted o alguien que cenoce califica
para estos vales, use la siguiente informacian de contacto:

Nebraska Commission for the
Deaf and Hard of Hearing
Voz/TTY: 1.800.545.6244

Nebraska Public Service Commission

1200 “N" Street, Suite 300

Lincoln, NE 68368

Voz/TTY: 1.800.516.0017 OF 1.402.471.3101

Fax: 1.402.471.0254

Correo electrdnico: hitp://www.psc.state.ne.ys

Telefonas Piblicos Ly Corisian Federal de
Comunicationes ordeno que todas las zmadas de relevo
locales hechas desde un teléfone publico sean gratuitas.
Simplemerte marque el nimero gratuits para hacer una
llamada de relevo. Cuande haga una llamada de larga
distancia desde un teléfono plblice al asistente de
comuynicacion se le deber proveer una forma de page
para La Uamada (por ejemplo una tageta teleforica). No
se pueden usar monedas pars und lemada de relevo de
{arga distancia desde un teléfono pablico.

Llamadas d2 Emergencia En caso de una emergencia,
llamne al nimera TTY de los servicios de emergends
[orales. EL Relevo de Nebraska hara todo lo posible para
ayudarle en una emergencia. Tome en cuenta que los
centros de releve telefonico no son centros 9m y no
asurnen La respensabilidad por las llamadas,

Cumplidos, Inquietudes o Quejas Péngase en contacto
con el Departamento de Servido 2l Cliente del Relevo
de Mebraskz (véase el recuadro de atrds). Ademas, la
Comisign Federal de Comunicaciones se encuentra
disponible para servirle en relacidn con las cuestiones
congermigntes al relevo.

Visite wwew.fee.gov/cgb/complaints.html
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ASCII

PC/ASCII SETTINGS

For computers and TTYs to communicate with cach other, each device

" must be properly set. Following is a listing of settings for various

combinations of devices.
Note: VCO and HCO cannot be used with ASCII - except 2-line

calls.
——

PC TRS

Personal Computer users can call the relay center (which has Hayes
compatible modems) by using the following set-up:

¢ 300 or 1200 Baud (If you have a choice, use 300)

¢ 8 Bir ASCII code

¢ No Parity

e 1Stop Bit

Half Duplex

No X-mades required {no flow control)

e No terminal emulation or T'TY emulation

o Dialing timneout at longest possible time - infinity preferred

e Local Echo On (may be O called “Echo Typed Characters Locally”)

- —

PC ASCH TTY AND ASCIITTY TRS

*__.Note: Not all TTYs have ASCII capability. Make sure the TTY you want your PC to connect with

has ASCII capability.
s 300 Baud
e 8 Bit ASCII code
o No Parity
«—re+ Half Duplex

PC BAUDOT TTY
A special modem with Baudot capability is required. PC settings should be determined by the PC
software being utilized.

This information may be specific to Hamilton Relay Service, Ine. Your state relay may have different
settings necessary to use a computer to connect to the relay.

For more information or if you have any problems, questions or concerns, please contact your state
relay’s customer service number or visit their website.

HAMILIG/N
DAY



How to connect
with Nebraska Relay

Captioned Telelﬁhone

Captioned Telephone (caprel) |

{CapTel’)

To place a call through Nebraska Relay, simply dial
7--10r call ane of the toll Free numbers below:

TIY/ASCI: 1.800.833.7352

Fast ASCIl: 1.888.696.062¢

Voice: 1.800.833.0020

Speech=-ta=Speech: 1.888.272.5527
C_aTTel.': To reach a apTel user,

dial 1.877.243.2823

Spanish: 1.888.272.5528

{induades Spanishrto-Spanish and translation from English-to-Spardshi

.

For complete instructions on how to place any type
of relay ¢all, visit www.hamiltonrelay.com.

Pén?ase en cantacto con el Departamento de Servido
al Cliente del Relevo de Nebraska para ebtener mas
informacion sobre bz repeticién telefinica en esparol:

+ CapTel’: Para ponerse en contacto

con un usuario de Caplel, marque el

1.866.217.3362 Espancl

Espaniol: 1.888.272.5528 Voz/TTY

{incluye espafiol a espafiol y La traduccidn del inglés 2l espaiiol)

Fax: 1.608.827.0402 Esparol

+ Correo Electronico:
spanish@hamiltonrelay.com

+ Departamento de Servicio al Cliente:
1.866.744.7471 Espanol

discover the answer

tell your story

Custorner Sexvice If you have suggeshions, comiments
or goncesns, please contact:

Nebraska Relay Customer Service
PO. Box 285

Aurors, NE 68818

Voice or TTY: 1.800322.5299

Fax; 1.402.694.5110

E-mail: relay@hamiltonrelay.com

In addition, the Federal Communications Compmission
is available to serve you regarding relay issues.
Visik: www.Fee.gov/egb/eomplaints.hbml

Caplel™ 55 o registered Lrademark of Wtrates, Inc.

O5HKLT-020_NECapTel 1007

Connecting you with
important people in your Life.
Nebraska Relay is a free,
24-hour service that

allows peaple who are Hearing,
Deaf, Hard of Hearing,
Deaf-Blind or Speech Disabled
te communicate with each
other viz the telephone.
Through the use of specialized
equipment, relay users
communicate freely with
friends, Family and businesses

who use a standard telephone,

CapTel” greatly benefits people who have understandable speech
and some degree of heaning loss.

Caprel is especially helpful for:
* People who have a hearing loss and find it difficult to understand
telephone conversations

- People who use hearing aids or assistive listening devices

« People who are Deaf or Hard of Hearing with understandable speech

Cap7el allows the user ta receive voice and text in real time through
specialized equipment. With Caplel, you won't heve to struggle to
hear what athers say on the phone. You have the opportunity to
supplement your residual hearing by viewing captions on your
phone's sceeen for added clarity. You also enjoy the freedom of
using your own voice during phone conversations. Caplel is truly an
interactive calling experence!

Required Equipment To make a Cap7e! call, you will need a Captianed
Telephone. This unique equipment, which makes use of voice recognition

technology at the captioning center, allows you to simultaneously read
telephone conversations en a screen and respond using your own voice.

The Mebraska Relay Outreach Coordinator will be happy to assist you
in obtaining equipment. Contact Nebraska Relay Custorner Service at
1.800.322.5209 Voice or TTY, or the Nebraska Public Service Commission
Equipment Distribution Program at 1.800.526.0017 TTY or Voice.
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How CapTel’ Works

Using 3 CapTe! phone is very much like using a
standard telephone. You dial the number of the
person you are calling directly. As you dial, the
CapTe! phone automatically connects to the
captioning call center,

When the other party answers, you have access
to everything the caller says. Behind the scenes,
a specially trained operator at the captioning
call center, using voice recognition technology,
converts everything the other party says into
written text This text appears on a bright,
easy-to-rezd display sereen built into your fopTe!
phone. All conversations are kept confidential

The captions appear with just a slight delay
after the spoken word, atlowing you to
understand everything that is said—either

by hearing it or reading it.

Making a CapTel’ Call

- Make certain that captians are tumed "on
on your {apTel phone.

- Dral the number of the person you are
calling directly.

- When the other party answers, you will
hear the caller’s vaice and receive captions
almost simultaneously.

- Conduct your conversation as you would on 3
standard telephone.

- When you are done with the call, sifnply hang
up the phone.

Receiving a CapTel” Call

as 3 CapTel’ User

- When your CapTe! phone rings, simply
answer the phone and captions wilk appear
shortly thereafter.

- IFyau have 1-line CapTel, people wanting to
reach you should be directed to call the Caple!
captioning center at 1.877.243.2823. The caller
will then provide the CapTel operator with your
phone number, and the cafl will be connected—
with capticning available.

- IF you have 2-line CapTe!, people can reach you
by calling your personal phone number directly
and captions will zutomatically be availabte.

Calling a CapTel’ User
+ Dial toll free 1.877.243.2823.

- Following the recorded prompt, dial the
Capfel uset’s area code and phone number.

- Your call will be immediately connected.

Receiving a Call from a CapTel’ User

» There may be a slight delay in the (agTe!
user’s respanse as they read captions.

2-Line CapTel

This exciting service, which requires two telzphone
lines, provides advanced Features not available
with 1-Line {apTel For a cornparison of Features,
please refer ko the chart in this brochure.

RELAY

Nebraska Rolay & pewored through Homilton Rolay of Aurgra, Nebrske—a nalional keoder in prwﬂng high
Disabiod. Hamition Rolay has been
Butstarding Cusiomir seivite, rellablo tochnbkigy,

qualtty reloy sendces for poaple wha at Boal, Hard of Hearing or Spooch
oftaring toloy serices alncs 1391 nnd has bulll a reputatdn Ial
sesanld ralmy and p
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Thav's what rm tallong sbout

1-Line CapTel’

2-Line CapTel’

Number oF l.mes
How Calls

arz Managed
Captiening
Outgoing Calls
Calling a

CapTel User

Cachng Features

on*/7n Calls

Captmned Tel.ephone (CapTel.“)

Capiel User uses a special
telephone that inclodes

& screen which displays
ext of the other party’s
conversation. The user has
the opportunity to both

hearand read the other -3

party's conversation.

Requires ane standard (anzlog) telephene line.

Spoken conversation and «aptions provided
through one telcphone line.

Requires two standard (analog) telephone Unes.

Spoken carwersation is provided on ane line;
Gptmns are pmmded on the second line,

Captlons musl: be tumed on prier l:u dlalmg the
numher tu call A red light indicates that capt:ons
are on .

Dutgomg ca[ls are automahcally rauted thruugh
the - Coplel :al.l. :enl:er ,

tha tolk free numbaer for faplel; then dial-the
Eap?él usér's phone number when prampted.

Feople GU.II‘IQ the CapTe! user must ﬁrst dr.al.

Call.-waltlng and aubumal:lc call back ("69)
mtava‘l.able..

o1 and 71t calls ane processed as Vmce Carry
Ower (VOO calls. CapTel users annot hear the g
operator ar Communication Assistant {CA) 25 they
read captions and must take turns speaking using
“Go Ahead” or "GA.” For information on ¥CO

alls, Dénta‘r:t Cuskomer Service o visit wiww.
hamiltonrélay.cum/had'\tienaU?ﬂfvcm’index htm.

recognition technology.

Captioning Center Operatar converts
everything the standard phone user
says into wiitten et using voice

Captions can be turned on or off at any pmnt n
the conversation,

Both incoming and nutgm ng calls are automal:l:al.ly
_routed t:hrough the Capfel call center.

people calling the' Copled usar dial that persan's
numbrer directly. i

Call-v'avait.ing and automatic call back {*é9)
can bie u!‘.!d

g and 71 f:aI.Ls are capnoned through I:hc Cap]?z!
call center. Spoken canversation is receved
through one bine, while captons are provided
through the second line,

“Note that relay centers are not 911 centers

~ and do not assume responsibility for the call,

Family, Friends
and Busingsses
use a standard
telephone bo
communicate freely,



Caplel” THE CAPTIONED TELEPHONE

The Amplified Telephone that Includes Written,
Word-for-Word Captions of Everything the Caller Says
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Who Benefits from CapTel?

= Anyone with some degree of hearing
loss, who finds it difficult to
understand telephone conversations

m People who use hearing aids or
assistive listening devices

w People who are deaf or hard of
hearing and voice for themselves

. “love being able to hear the person’s vaice because [ can
understand a lot of what they say... hut the captions are
there for me to see if | did nof understand.”

Ideal for people with some degree of hearing
loss, the Captioned Telepbone (CapTel™)
works like any other telephone with one
important addition: it displays every word
the caller says throughout the conversation.
CapTel usess can listen to the caller, and
can aiso read the writien captions for
added clarity.

OK Mr. Parks 1 have
Ivou doun for an il

B o’ clock arpointment with
Dy, Smith  we do ask
T! Mhat you arrive about 15
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Written captions of everything the caller says
appecr in the Caplal phone display screen.

Benefits of CapTel

Calls are made in a natural manner —
simply dial the telephone number
directly for the person you are calling

m Users enjoy natural telephone
conversations, and can check the
captions for added clarity

a Everyone can use the CapTel phone —
simply turn off the captions feature
to use it as a traditional telephone

= Captions appear nearly simultaneously
with the spoken words

CapTel includes an amplified handset
and tone control for clarity
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How Does Caplel Work?
Caplel users place a call in the same way as dialing a traditional phone. As they dial, the CapTel antomatically connects to a
captioning service, When the other party answers, the CapTel user hears everything that they say, just like a traditional call.

At the same time, a specially trained operator at the captioning service transcribes everything the other party says into written
text, using the very latest in computerized voice-recognitlon technology. The text appears on a bright, easy-to-read display
window built into the CapTel phone. The captions appear almost simultaneously with the spoken word, allowing Cap7el

users to understand everything that is said — either by hearing it or by reading it.

What Equipment /Services
are Needed?

1. A Captioned Tefephone (CapTel)

A special telephone that interacts with the
captioning service to display captions. The
telephone does not translate spoken words
into written captions all by itself. It can also
be used as a traditional amplified telephone.

2. Captioning Service

Captions are provided by the captioning
service throughout the conversation at no
cost to the Caplel user.

the CapTel phone is currently availuble in
states that offer Caplel service as part of
their relay servite,

=Ultratec

Spéciﬁcuiions

» Power{ul amplification with maximum ¢ 2.5 mm & 3.5 mm audio jacks for use

volume boost (up to 35dB) with a neckloop, cochlear implant
= Adjustable tone & volume control patch cord, headset/microphone, &
for optimum sound clarity other types of assistive listening devices
» Abllity to review captions during > Spanish to Spanish captioning available

or after a call (500 lines of memory = Amplify always “ON" option
can be reviewed after hanging up) o “Over the wire” software updates

> 5-line, contrast-controlled liquid (updates can be transmitted over
crystal display (LCD) screen your phone line)

> Speed dialing (3 programmable s Basy access to voice mail &
numbers) interactive telephone menu systems

« Last number redial + Ability to caption your external voice

= Adjustable ringer pitch answering machine messages

> Sound monitoring (graphic meter s Optional USB port available to view
and signal indicator shows you the captions on a computer monitor
loudness of your voice and sounds (USB option must be specified at
during a captioned call) time of order)

Specifications suhject to change. Onavyear limited warranty. o _ 7 - u

i - 8 8 8 - 2 69 - 74 ?7 (YoIce/CAPTEL)

Uliratce ® 450 Science Drive m Madison, WI 53711 ® www.capiionedtelephons.com
1-800-482-2424 (vocerrrry ™ (GO8Y 238-5400 (voicerrryy 8 (608) 238-3008 (pax)
CapTel@CapTelMail.com (emany

303-006506 04/C6
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2-LINE CAPTEL. B

Frequently Asked Questions

Q What is 2-Line CupTel?

Like standard Caplel, 2-line CapTel gives you live captions of everything your caller says
during a phone conversation. You can hear the caller and read captions of what they say.
With 2-line CapTel, the conversation is carried on one telephone line and the captions are
provided on a second line. This gives 2-line CapTel users the ability to caption any phone
call — incoming or outgoing — at any point in the conversation. Two-line Cap7el also
supports enhancements that users have purchased from their telephone service, including
call-waiting,

| s (). How does 2-Line CapYel work?

Capfel is an exciting A et se Taalles 10 he
new service that lets T e pary...
telephone users enjoy | . 3; } = e 1) -
phone conversations | o Wﬁ who toiks buck dor i
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of everything their
caller says. CapTel {Fine
operates in two different
modes: standard Caplel
(1-line) or 2-line
CapTel. Here are some
commonly asked ; *...which transcribes the caller's words into
questions about 2-line e, 12X1 that appears on the CopTef disploy
CapTel. o '

? The phone routes everything the coller
(aPTiONING Stfvice soys 10 the captioning service...
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What are the benefits of 2-Line Cap7al?

* You receive captions on all incoming calls — your caller dials you directly, instead of
placing the call through the captioning service.

2 1O

* You can turn captions on (or off) at any point during a conversation.

e There is no separate telephone number for callers to remember — they just dial
you directly.

e (Captioning is available for every type of call, including emergency czlls and calls
through relay.

s (thers can pick up an extensiott line and share the call without interrupting captions.

= Enjoy call-waiting feature without interrupting captions (including getting captions of
the second call).



Captions and voice are provided
across one telephone line,

Captions must be initiated at the
start of a call.

Your callers must first dial the
toll-free captioning service, then
enter your number, in order for

you to receive captions of their
call.

Call-waiting tones may interrupt
captioning support. You cannot
use call-waiting during a
captioned call,

Automatic call-back (*69) option
cannot be used.

Calls to 9-1-1 and 7-1-1 are
treated as Voice Carry Over calls
and routed to 9-1-1 and relay
directly. The 9-1-1 or relay
operator’s typed messages appear
on the CapTel display, but you will
not have sound over the phone
line while receiving captions.

Calls are automatically routed
through the Captioning Service on
outgoing calls only,

Requires one standard (analog)
telephone line.

(). What are the differences between 1-Line and 2-Line CopTel?

A ~ Standard CapTel (1-Line) _ .‘2_-Line CapTel _

Conversation is carried on one
line, captions are provided on a
second telephone line.

Captions can be turned on or off
on demand, at any point in a
conversation.

Incoming calls are automatically

captioned. Your callers simply dial
your phone number directly.

You can use cali-waiting during 2
captioned call.

Automatic call-back (¥69) option

is supported.

Calls to 9-1-1 and 7-1-1 are
captioned through the Captioning
Service on the second line, Your
conversation is conducted on the
first line. You get hoth sound and
captions of the call.

Calls are direct between patties.
On every call (outgoing or
incoming), the Captioning Service
is connected automatically
through the second telephone line.

Requires two standard (analog)
telephone lines.
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What is required for 2-Line CapTef?

* Your state relay service must offer 2-line CapTel as part of its CapTel service.
e You must sign up for 2-line Cap7e! service through Capel Customer Service,
* A Caplél telephone (Model 200).

» 'Two analog telephone lines with separate telephone numbers are required in your
home or office. The second line cannot merely be an extension line.

What type of telephone lines are required?

Telephone lines for CapTel must be analog, the same type of line that is used by a
standard telephone or a stand-alone fax machine.

Are digita! telephone lines compatible with 2-Line CapTel?

No. Digital telephone lines are not compatible with the Cap7el phone and may damage
the telephone or telephone network, If you are installing the CapTel in an office setting,
check with the telephone system administrator to ensure that an analog port is available.
A digital subscriber line (DSL) may be used with an appropriate analog filter.

How do | gel a second telephone line in my home?

If you don’t already have a second telephone line, contact your telephone service provider
to make arrangements. Charges for a second line will apply and vary by provider.

If there are two phone jacks in my CapTel, do | have 1o use 2-Line CapTef?

No. Caplel can be used in standard (1-line) mode. Using two telephone lines with your
CapTel phone is optional. When using CapZél with ope phone line, some of the
features listed above do not apply. (See the chart listing the differences between 1-Line
and 2-line Cap?ef above,) With one line, your incoming calls will only be captioned if
your caller first dials the toll-free captioning service to reach you.

Are there any costs invelved with 2-Line CopTeR?

If you do not already have two analog telephone lines in your home or office, your
telephone service provider may have fees for setting up a new line, and/or monthly
charges on that line. Otherwise, there are no separate costs associated with 2-line Cap7é.

How do | updute my current CapTel phone 1o 2-line?

Tf your state supports 2-line Cap7el, first apply with CapTel Customer Service for 2-line
CapTel service. Upon acceptance, you will receive instructions for enabling your Capiél
phone to support two lines.



Cun | just plug an extension fine in my current CupTel phone?

B O

No. Although your current Cap7el phone includes two telephone jacks, it is not
automatically configured for 2-line use. Your state relay service must support 2-line
Capiel and you must apply with your state for 2-line Cp7él to be enabled. Upon
acceptance, you will receive instructions on how to enable this feature.

Can 1 use Call-Waiting with 2-Line CapTel?

Yes. Call-waiting is suppotted by 2-line Cap7el. When you hear (or read in the captions)
the “beep" telling you a second call is coming in, simply press the FLASH button on your
CapTel phone. Your second caller will be on-ling, and you will receive captions of the
conversation. You will still receive captions of your first conversation, if/when you return
to the fist caller by pressing the FLASH button again.

P O

How do | get captions with 2-Line CapTeR

B O

You can turn the CAPTION feature on or off at any point during your telephone
conversations. Simply press the CAPTION button to turn the feature ON or OFF while on
a call. When the red light above the CAPTION button is lit, you will receive captions.
When the light is off, the call will not be captioned. (The default setting is "ON".) There
will be an initial delay before captions begin as the Captioning Service is connected to the
call.

Note: 2-line Cap7el must be enabled to use this feature.
How are incoming calls captioned?

e O

When a caller dials your phone number, they connect directly to your Cp7él on line 1. 2
s00n 43 you answer, the phone automatically dials the Captioning Service on line 2 to
establish captions.

There is an initial delay between the time you answer the call and the time that captions
begin, because it takes time for the phone to connect to the Captioning Service and
initiate captions. During this time, your caller will hear everything you say. You may
begin your conversation if you can hear the caller clearly enough. Or, you may ask your
caller to hold for a mement while captions are established.

Once captions begin, you'll find they keep a close pace with the speed of your caller’s
voice.

EUltratec

Ultratec, Inc. » 450 Science Drive, Madison, Wisconsin 53711  (888) 269-7477 (CapTel/Voice) » (608) 238-3008 (Fax)
903-000900 4/04



M Give the following “Call Me” cards to the people who call you
often, in order to receive captions during their incoming calls. If

Caplel

you need more cards, please contact Capiel customer service at

. service@uitiatec.com or call 1-888-269-7477 (Cap'Tel/Voice).

Caplel

Caplel

- 1-877-243-2823

| then, enter my phone number
' My phone number:

( ) -

| 1-877-243-2823

then, enter my phone number
My phore number:

( ) -

: ml To eall me, first dial TowLL FREE To call me, first dial ToLL FREE
- 1-877-243-2823 1-877-243-2823
+ then, enter my phone number . then, enter my phone number
" My phane number: My phone number:
Y — - | —) -
l!_........_..._._. - -
’ n ~ To call me, first dial ToLL FAREE Ta call me, first dial ToLL FREE
then, enter my phone number than, enter my phone numhar
' My phone number: ! My phone number:
. A ) - - ) -
Caplel |
}mmm_ S
ml To call me, first dial TovL FREE To call me, first dial ToLL Free
then, enter my phone number then, enter my phone number
My phone number: My phone number:
(—) - ) i
Caplel |
.' To call me, first dial ToLL FREE To call me, fitst dial ToLL FReE

CagTel r

Caplel

" '903-008200 1/04
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Hear and see what’s being said on the
phone with Hamilton Web CapTel.

Hamilton Web CapTe! turns your personal computer into your personal
tzlephone captioning service. So when you just can't hear everything
a caller says, now you'll be abie to read the written captions of
everything that’s being said. It’s simple, easy and free.

o All that's needed is:
- A computer
- High-speed Internet connection
- Standard or mobile telephone

o Service is absolutely free
= No software to download

o Captions available in English
and Spanish

o Accessible in all 50 States

For More Information

Visit: www.hamiltoncaptel.com

E-mail: info@hamiltoncaptel.com

Call toll-free 877-455-4227 (English) ¢ 866-670-9134 (Spanish)

For information about Emergency 911 Calls and Hamilton Web
CapTel, please visit www.hamiltoncaptel.com.



http://www.hamlltoncaptel.com
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But with Hamllton Web CapTel
‘1 can see what they say.

T
Webn

If you've ever missed out on what was said

during a phone call - you no longer need to.

Now you can see every word a caller says L
right an your cormnputer screen in real-time,

it's called Hamilton Web Caplel and it's freel

There's no special equipment te purchase
or scftware to download. All that's required
is a computer with a high-speed Internet
connection and any telephone or

mobile phone.

To find out more, visit
www.hamiltoncaptel.com
and see what they say.

SIS A b !
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webcaptel

- How to Place Calls
- How to Receive Calls
- How to Reqister

If you've ever missed out on what was said during a phone call - you no longer
need to. Now you can see every word a caller says right on your computer
screen in real-time. It's called Hamilton Web CapTel and it's simplel

This User's Guide will show you How to Place Calls, How to Receive Calls
and How to Register using Hamilton Web CapTel,
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-~ -1 Visit: hitp://www.hamiltonwebcaptel. com

_. -3 Logon: enter your Username & Password
(new users must register first)

-9 Cick:“logon”

—-@ Enter; your telephone number in the
"My Telephone Number”field *

- - Enter; telephone number you want to call in the
“Number to Dial”field

@ Click;"Place Gall"

{8 (all connecting: caption page pops-Up on sceeen,
your phone will ring, answer it and wait for your
paity to be connected (this will take a few seconds)

~B Gall connected: once your call is connected, talk
as usual, reading captions on the screen

- 8 End of call: once the call is complete, hang up your

phone and dick: "End Call” — captions will disconnect

@ Toplace another call, simply click on“Place Call”
and repeat steps apove!

* This is the talephane

number of the phone

on which you wish to _
receive your Hamilton
Web Caplel all. it must

be a direct number

as extensions are

not allowed.

Be sure to visit hamiltoncaptel.com for updates
and the latest news about this exciting service!
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__'ow to Receive Calls
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Place GQII Rocelve céu: - Uunh—lcts

T Visit: http:/Awww. hamiltonwebcaptel.com

_ //E Logon: enter your Username & Password

e

£ Cick:"logon”

/El (lick on:“Receive Calls"tab

- -~ {3 Enter: your telephone number in the
"My Teleghone Number“field*

-0 Clickon;Start Waiting For Calls”

Confirm “Status”: while waiting for calls, you
/ should see“No Calls Found For xxs-xo-xxo”
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o
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Weitams, Wab CapTel User /
IS Ha Callg Faund For 123-456-78%0
L - Eopipng fu; Calls y,
................
Gg;n.||.|;.L-.,“:5q{..;..,1=-,...-.|.., n cpa i -\

{C-aling your tel¢phone Ay
et CapTel CAP C4E43 it

Haw's eeerything gaing %

e g

Reseored

—— Q — —E3 Receive a call: Caption page pops-up, your
l{Dialing your telephone number: 123-456-]
[{WebCapTel CA# C6543 with a call) (F) Hey
How’s everything galng today?

phone rings, answer your phone, talk as
usual while reading captions on your screen

&8 End of call: once callis complete, hang
up your phone , click:"End Call”; captions
will disconnect

This is the telephane
number of the phone
on which you wish to
receive your Hamilten
Web Caplef call. It must
be a direct number as
extensions are not
allowed, You must be
legged in and have
aclivated "waiting for
Calls"to receive captions.
You may minimize the
window and waork on
your computer

while waiting for calls.
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How to Register
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T Vst http:/fwww.hamiltonwebcaptel.com

Loygnit ggaeut
Vike 2 Caplyl Call Via Lhy Wak !

B Ulick on:"Click here to register”

Login HbAGL 3o CagTa Aceouat
Jr—

ot [ " Nead a Web Capl‘af Account?

pd

fig F.glds taqured \
— Parsonsl kfornistion:

“First Hame: [ B

. n::u- o Mapitr=n

- B8 Complete the form (all fields are required)

* LastHeme:

&8 Image verification: simply enter the
e e letters or numbers you see {ignore case
ang underscore)

[ TR - - -

mee= e myge Verfieaton Coan: | - ]
| A83Cs |

|
!
i
L
Cant s 103 C1ck heta B3 relaad) for angiter

. : 1

/ Click on:*Submit”

o Tamms & Coagrons. () 're';/(} No\

Eubmll/ﬂnlnl

-3 Activate your account: follow the instructions in

Thanks agaln, Web CapTel User, for cegistaring] ’

To verify your account and begin making calls,
heep: /fweb hamiltonca ptel.comfaghivak 2

If the link above is not active, ptease copy and
\_ browser.

/ Confimation: as part of the activation

‘‘‘‘‘‘ ! process, a message will canfirm that your
— i acti
ore s account is activated
el Can'of Hegisbation // You're registered‘

/
Thank You, your account Is naw ackvated. Pleasa dick hevg Ly lggun,

Visit hamiltonwebcaptel.com tc logon to place and
receive Hamilton Web Caplel calls,

s LT

'i‘:-.'p-ji-.}‘f: EIS P RNT

the email sent to your registered email address*

Hamilton Web CapTel
{ustomer Service:

Call toll-free:
877-455-4227 English
866-670-9134 Spanish
E-mail:
info@hamiltoncaptel.com

For more information
on-line:
Visit: www.hamiltoncaptel.com

* Ifyou do notfind the
email from Hamiltan
Caplel in your Inbox,
check your spam or
junk falder.
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Choose your flavor with Hamilton Web Relay”
Ingredients: Method:

Computer Make and recelve calls right at your computar! Got a unique preference
for coler, size and shape? Well, that's what Harnilton is all about — your
desire to mix it up. So go ahead, get inspired and change the color of
Hamilton Web Relay=  Your call. 1ts all up to you. Start making and receiving calls today!

Internet Browser

Directions:

Visit www.HarniltonRelay.com. Click on "Make a Call’, login with your
Harnilton Account and start calling! Don't vet have an account? Set one up!
It's easy. Click on "HomeTown Nurnber” to register. Youll get a HomeTown
Number you can share for receiving calls, along with speed dial and other
personalized preference settings! Move your calls along the way you like
them - choose between Real Time and Instant Messaging conversation
styles. Make it personal with Hamilton Web Relay.

Your Hometown Recipe for

Internet Relay

ol i v S . e . i - 7

Copyright @ 2008 Hamilton Relay. All rights reserved. Google Talk is a tradu;fm‘érk-of G'Uo:_ile In¢, Al is 2 iradem;'ﬁk -ar’:AC-l‘.. '
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Ingredients:

Computer or Wireless Device
AIM or GoogleTalk Account

Buddy Name “ThatsHamilton”

Hamitten HomeTown Number™ I8

Cook up your Internet Relay experience... instantly.

Method:

With Hamilton Instant Relay™ you can place and
receive calls instantly — wherever you are and
whengver you want. Think of it as instant 24/7/365
access through the Internet. Make a call. Share
your HomeTown Nurnber and receive a cail.

It's here for you now.

Immiiens

TEae o

Directions: Make a Call
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Directions: Receive a Call

Use AIM or GoogleTalk

- Add “ThatsHamiiton" to your
buddy [ist

» Start an Instant Message conversation
with "ThatsHamilton”

« Enter the ten-digit number you
want to call

Presto! You're connected.

P I e e S T N R e e T T e

Receive calls instantly with your HomeTewn
Number, and if you miss a call, the caller’s
message will be sent to your email. Sweet!
- Go to www.HamiltonRelay.com

« {lick on "HomeTown Nurnber”

- Select “‘Register”

- Submit your registration

- You'll receive your local HomeTown Number
» Share your HomeTown Nurmber!

Now you can start taking calls anywhere!

AR TR vty ]



Your HomeTown Advantage

lntroducing your ¢ You wark, live and play in your Hometown — and now you can share your
Hamilton HomeTown Number™ to prove it. No more calling relay first.
HomeTown Number’ No mere having to explain relay. Your HomeTown Number is a local,
10-digit number that allows you to receive calls from anyone,

available only from Local and personal

. Standard 10-digit phone numbers
Hamilton Relay. Receive calls from anyone

HomeTown simple

Get yaur Hamilton HomeTown Number taday!
Visit www.HamiltonRelay.com and click on the HomeTown Number icon.
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Visit: www.HamiltonRelay.com
Click on the HomeTown Number icon
Click on "Register” and complete the form

Once you have submitted your HomeTown Number registration form, you
will receive a verification e-mail. Once verified, you will receive your new
Hamilton HomeTown Number. You can register for a Home, Business or
Mohbile 10-digit numbet.

In addition, your HomeTown Numpber is designed to confirm your location in
the event of an emergency. So when you dial 811, your registered location
information will be communicated to emergency services — facilitating their
response. This means that it is very impertant to keep your HomeTown Number
iccation information up to date.

Hamilton HorneTown Number. That's what ' talking about.

For More Information
Visit: www.HamiltonRelay.com - E-mail: info@HamiltonRelay.com
Call toll-free 800-618-4781 V/TTY

For more information about Emergency 911 calls using Hamifton Relay services,
please visit www.HamiftonRelay.com.

Copyright € 2008 Hamilton Relay. All rights reserved.
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The Hamilton Hometown
News is published by;

Hamilton Relay
1006 12th Street
Aurora, NE 68818

Voice/TTY: 800.618.4781

Comments? Please send e-mail to:
info@hamiltonrelay.com

Hamilton Relay’
2008 Convention Schedule

DeafiNation
DeafNation
DeaflMation

Gallaudet

{Hornecoming)

Deaftiation
DeafNation
ALDAcon
DeafNation
ASL Expo

Denver, CC
Worcester, MA
Chicagg, IL
Washingtan, DC

Seattle, WA
Pleasanton, CA
Chicago, IL
Secaucus, NJ

Upper Marlboro, MD

&,
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telanie McKay-Cody is 2 unique
individua! who was recognized
by Hamilton Relay during Deaf
Awaraness Week 2007. A resident

5 of Topeka, Kansas, she is a feacler

in her community. Melznie has
Native American roots and American
Indizn Studies is one of her great
passions. Melanie graduated from
Gallaudet University and performed
her graduate work in Sign Language
Studies through a program housed
under the rehabilitation departrent
at the University of Arizona.

As an advocate In Kansas, one of
Melanie's major focuses is ta ensure
that children who are deaf and hard
of hearing are able to communicate,
I feel itis my duty to build the skills
of interpreters working with the
deaf children of today Melanie
comrmented. Threugh 2 training
pragram which was formed by
Melanig’s work, she uses her back-
ground in linguistics, interpreting,
and cultural studies to provide a rich
experience and language exposure
for interpreters. 1 pravide skills
improvermnent o help therm be better

m/r,*f///

e

Topeka is My Hometown

Kansas Resident strives to Enrich the Educetion of Children who are Deaf

interpretars in the classroom. The
better the interpreter, the better the
child’s access! Recognizing that
there are not enough aducational
opperunities through which these
interpreters might grow their skills,
Melanie felt it her duty 1o play a
leading role in providing that training
and exposure. This is her way of
giving back 1o the cormmunity.

Melanie prefers living in the country
outside of Topeka over living in 2
large city. Melanie enjoys connecting
with nature and the surrounding
stillness of Mother Earth and Father
Sun. When out in the ity she feels
disconnected, although Melanie
says,"Indian peaple believe that
whatever we're faced with, we must
learm to deal with and overcome”

Melanie performs her community
work throughout the day in the city
and as a nature-inspired individual,
loaks forward to reconnecting
with her own family by retreating
1o the rural and quiet setting in
which she lives.

(Continued on page 9)

www. HamiltonRelay.co

08 Hamiltan Relay, All rights reterved, -



mailto:info@hamiItonrelay.com
http://HamiltonRelay.com
http://HamiltonRelay.com

"HAMILTCN
) s e

o

1

o

Hamilton Relay Continues to Grow
State TRS Service

Hamiiton Relay is happy to announge the award
of teen new corrcd Asthe eaahi ofa
competitive bidding process, Hamilton Relay
began providing relay service for the State of
Massachusems with a8 new center iocated in
Fittsfield, MA on July 1, 2008, On July 13,
2008, Hamilton alst began providing
relay service in the Bistrict of Columbia,
With the acquisition of these two
states, Hamilton has expanded
the nurber of states in which
it: provides relay service to 17.
Hamilton is also the service provider
for the Island of Saipan and the
Virgin lslands. as well as serving as a
subcontractor 1o other states for
Speech to Speach and Capifel services.

“We are extremely pleased 1o have been
awarded the contracts for Massachusetts
and the District of Colurnbia’says Dixie
Ziegler, Vice President of Hamilton Relay.
“As in all the states served by Hamiiton, we
are committed to a variety of prograrms to
ensure citizens coniinue 1o enjoy effective
telephone communication betwesn
people who are deaf, hard of hearing or
speech impaired and standard phane users”

Harnikon looks forward to continuing to serve
customers with the enthusiasm and commitment 1
quality that is synonymeus with Hamilton Relay. Thank
you for your business and continued confidence.

Hamilton Relay First to Launch Web CapTel’
Service Nationwide

In early March, Hamilton Relay To learn more, please visit Service at 800-618-4781
laarched a news Wvernet-oased iAo nCatelLton, o LoniTe/ VYY) i iz e-riaf 2t
service — Hamilton Web CapTel®. contact Harnilten Relay Customer  info@hamiltoncaptel.com.
Designed for individuals who
have difficulty hearing on the
telephone, Hamilton Web CapTe!
provides captions, similar to
closed captioning provided on
mest television programs, that
support the understanding of
telephone conversations.

Burt with Hamitton Web CapTel,
| can see what they say.

Available in all 50 states, Hamilton
Web CapTet allows individuals who
are deaf or hard of hearing and have
understandable speech to place
and recegive calls using any phane
while viewing captions of what's
being said on thelr computer screen.
There is no special equipment to
purchase or software to download -
all that’s required is a computer or ‘
laptop with a high-speed Internet
connection, and any standard or ‘ ‘
mobile telephane. .

11500 LR Mttt OO ot e vals B8 ERab, ot v,
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Setting up 2 user accountissimple . o
and easy, 5o individuals can begin | e
using Hamilton CapTel immediately, AL SRR I 2
Hamnilion Relay contirues o :
provide Caplel® phone service in a
number of states allowing users to
“see what they say* on the phone’s
built-in screen.

wbl’s T Coil sl Irgr, 277 455 AXX? naugh}  5ob b70-31 4 Bounshi
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CapTel and Web CagTel are registered trademnarks of Ultrateg, Ing.



mailto:info@hamiItoncaptel.com
http://www.homllioncJD'eicom

A

'.@! = rfhs‘id"@

MILTON |

Hamilton Relay:

There's samething pretty specizl
about your Hometown. It's familiar
and cornfartable. Friendly faces are
always around the corner. You have
mernories down every streetand a
heart full of Hometown pride. You
can [ve amywhere, bwt there's no
place [ike home.

Welcome to Hamifton Relay where
“Hometown”service is our
focus. Our valugs and
beliefs shine
through

n this
theme
thet

Your “Hometown” Relay

reflects our goal of providing relay
services custamized 10 fit the needs
of our customers,

Now availgble in vour Hometown...
and all surrounding areas.

Besides traditional TRS service,
Hamilton Relay provides Internet
Based relay services that are available
to individuals right where they live,
and wherever they gol Opening
the door to mability and additional
service offerings is important to
Hamilton - giving those who use
relay services more choice and
convenience than ever before,

Anytime, Anywhere
internet Relay

Hamilton Instant Relay™
Bring it Home with Hamilten
Instant Relay. Whether at
home, wark or traveling
the country, relay users
can counton Hamilton
Instant Relay to keep them
connected. By registering
for a Harmilton Instant Relay
Account, individuals can

instantly begin to place and receive
calls through thelr cornputer or
wireless device using AIM® Instant
Messenger™ or GoogleTalk®. With
a Hamilton Instant Relay account,
individuals recaive 3 personal

800 number, along with the
convenience of missed call notifi-
cation and messages via e-mail.
Plus, using Hamilton Instant Relay
through a Blackberry or ather
wireless device provides convenient
access to placing and receiving
relay calls anytime, anywhere.

Hamilton Inspire” Chat

Designed exclusively foruse ona
compurer, InspiraChat is a fully
customizable application that
allows individuals to not only place
relay calls, but alse 1o define the
appearance of their screen by
customizing the background, font,
messaging style and language
preferences, nstead of opening an
internet browser to make a call,
Hamilton inspireChat is simply
accessed through an icon onthe
desktop. With a quick and easy
download, relay users will be
inspired by the convenience of
rraking a call with just one click!

Right at Home
Hamilton Video Relay

Hamilton Video Relay

Harnilten Video Relay Service (VRS)
allows a relay user toplacg a call
anywhere, anytime using video
equipment. it's a Hometown
mindset that indudes a very
personal touch. Harnilton Video
Relay provides guality interpreters,
quick response times, and a host
of features. It’s all part of Hamilton
Video Relay, exclusively designed
for individuals who are Deaf, Hard
of Hearing or Speech Impaired
who use American Sign Language.
iUs free, available 24/7/265 and
fully customizable,

So whether you're calling to close
the deal, or share the news with
famnily and friends, you can always
count on Hamilon Relay - your
Hornetown Relay.

Hamifton Relay,
That’s what i'm taking about.

Topekais My

Hometown  iomine fampage1)

At home, because her rural setting
does not have high-spead internet,
Melanfe continues to usea TTY
for relay access. When at work,
however, she uses a wide array of
technelegy that supports her
phone conversations with other
professionals and colleagues.

She usesVidea Relay and intermnet
Relay, as well as traditional relzy
to communicate with hearing
pecple over the phone. Melanie
uses the technelagy avallable to
her as an enhancement to her
way of living, and it provides yet
another way for her to lead in her
hometown - Topeka.

R R T T TR R L
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Anne Girard

Hamilton Relay Participates on

NASRA Panels

The annual National Associztion for
State Relay Administration (NASRA}
conference is an avent that Hamilton
Relay looks forward to each year.
“We value our participation at
NASRA. It’s an excellent way for
Hamifton Relay to connect with
Relay Administrators and others in
the industry in an exchange of
information on important topics
relating to services we provide,
says Dixie Ziegler, Vice President of
Harnilton Relay.

This year, three individuals from
Hamilton Relay will participate on
the following panel discussions.

Intemet Based TRS — Dixie Ziegler
Vire Prasicient

Wednesday, September 17 - 1:30 p.m.

Hamilton believes that a opic of
great interest at this years panel on
Internet Based TRS will revolve
around the FCC ruling regarding
the implermentation of 10-digit
numbers and Emergency 9t dialing
for Internet-based relay services.
“Even though at the time of the
printing of this article, work is still
underway to implement the
technical aspects of this service,

Harnilton is very excited 1o deliver
10-digit dialing to its customers,”
explains Ziegler, Vice President of
Harnilten Relay. ‘By having a 10-digit
number, it will make it 2asier than
ever for voice users to initiate relay
calls. Ziegler plans o discuss the
Issues relating to the Implemantation
of 10-digit numbering,

Speech-to-Speech - John Fechter
National Outreach Manager
Thursday, Septerber 18th - 10:30 am.

In this session, John Fechter,
National Cutreach Manager for
Hamilton Relay, will spend part of
his presentation time discussing a
new pilat project targeted at
tralning speech pathologisis on
how to identify and educate
candidates who may benefit from
Speech-to-Speech (5TS) service. The
trial project, under the direction and
coordination of Dr, Bob Segaiman
with funding from Hamilton Relay,
is planned for implementation in
several states in which Hamilton
provides the service, "Harmilton

Is pleased 10 be conducting

this pilot preject as a way to
identify and subsequently inform
Speech-to-Speech users on the

benefits of this service, says John.
“Qur goal is 1o share this important
means of communication with
those whe may nat otherwise be
aware that the service [s available!
John will also discuss Bsues
surrounding inmaie fraud as it
relates 1o speech-to-speech traffic,
and other ideas on haw 1o conduct
outreach 1 inform consumers
about the availability of §TS.

CapTel & Wab CapTel — Anne Girard
Director of Marketing
Thursday, September 18th - 1:00 pm,

I conjunction with other panelists,
Hamilton Relay’s Director of
Marketing, Anne Girard, will share
infermation relating to Capticned
Telephoneg (CapTel”) service, Web
CapTel service, as well &5 a new
mobile solution soon to be
available - \Web CapTel using the
iPhone® and other 3G devices.
Girard comrnents, 'It's exciting 1o
havee various options available

to consumers for receiving and
placing captioned telephone calls.
We're excited 10 be a part of bringing
that to individuals nationwide,”

National Deaf Awareness Week

The Qpportunity to Recognize Leadership within the
Deaf and Hard of Hearing Communities

Deaf Awareness Week is celebrated
across the United States each year
during the last week of September
and provides an oppartunity for
pecple nationwide 1o celebrate
leadershig within the Deaf and
Hard of Hearing cormnmunities.
During Deaf Awareness Waek,
different events are hefd — some
colleges and universities provide
information booths, Deaf performers
provide entertainment at public
places, and Deaf Festivals are held
allowing folks 1o gain informartion
from serninars, enjoy performances
and various exhibits.

The purpose of Deaf Awarenass Week
is to celebrate Deaf history, culture
and language. Parents of Deaf and
Hard of Hearing children, students in
American Sign Language/Tnterpreter
Training programs, professionals,
employers, and hearing individuals
are always encouraged 1o attend
the events in the hopes of gaining

a deeper awareness about deafness
and Deaf culture.

For the fourth year running,
Hamilton Relay is pleased to join
ir1 this celebration by recognizing
outstanding Deaf or Hard of

Hearing Leaders during National
Deaf Awareness Weak. Through a
nomination process from their
paers, Hamilton Relay recognizes
leaders who have a strong influence
within their community and are
strong advacates on behalf of those
wha are deaf or hard of hearing,

Hamilton Relay congratulates
cutstanding community leaders
across the country and looks
forward to recognizing their efforts
in celebration of Deaf Awareness
Week, Keep an eye out for our
upgoming notices recognizng
leaders in our states.
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Relay As aTool to
Achieve Your Goals

STATE RELAY
CUSTOMER
SERVICE
NUMBERS

Arizona (AZRS)
866-259-1768 V
800-347-1695 TTY

District of Columbia (DCTRS)

866-560-1452 TTY/V

Georgia (GTRS)
866-694-5824 TTY/V

Idaho {ITRS)
B0O0-368-6185TTY/V

;o wa (IRS)
88 .16-4692 TTY/V

Kansas (KRC)
866-735-2957 TTY/V

Kentucky (KRS)
888-662-2406 TTY/V

Louisiana (LRS)
888-6099-6869 TTY/V

Maine (MERS}
800-270-9709 TTY/V

Massachusetts
800-720-3479 V
800-720-3480 TTY

Maryland
866-269-9006 TTY/V

Montana (MTRS)
866-897-8860 TTY/V

Nebraska {NRS)
800-322-5299 TTY/V

Rhode Island (RIR)
866-703-5485 TTY/V

West Virginia (WVRS)
8["' 30-1274 TTY/V
\ﬁ?m&bnsin {WTRS)
800-395-9877 V
800-283-9877 TTY

Wyoming {(WRS}
888-694-4450 TTY/V

very day, we receive questions such as:
E “How can I set up effective communi-
cations with others?” “A deaf person called
me through the relay; what is the relay
and how do I call them back?” “Tow can
Relay work for me?” As members of the
Hamilton Relay outreach staff, we are
happy to provide answers to questions
like these and help you find the mode of
communication that works best for you.
Qur staff is here to increase awareness and
understanding of telecommunications relay
services among relay users and cheir families,

as well as businesses and organizations.

A Publication of Hamilton Relay, Inc.

One of the many benefits relay users receive
is the ability to easily communicate with
colleagues and associates, giving them the
freedom to achieve their goals. The article
below is an excellent example of how the right
communication tools can make a difference.
An expert in his field, Dr. Angel Ramos uses
relay to enhance his communication and to
ensure accuracy of conversations. We hope
you enjoy reading Angel’s story, and invite
you to contact us with your questions, to
discuss individual communication needs, or
stmply share your relay story so that others
may benefit from your experience.

took me for audiological services.”

r. Angel Ramos is a native of New York who currently resides
D in Arizona. His parents are originally from Puerto Rico but
have lived in New York City since before Angel was born, Dr. Ramos
was born hearing, but at the age of nine, woke up one morning o find
that he could no longer hear. Dr. Ramos recalls, “I did not tell my
mom because I thought God had punished me for doing something
wrong,. It was two years before my mom found out that I was deaf and

Even though Angel was deaf, he remained in public school and coped with his
disability in different ways. He followed directions on the classroom blackboard and
read the textbooks carefully. Upon graduation from high school, Dr. Ramos went
on to college, the first member of his family to do so. He earned a Bachelor of Science
degree in Mathematics at Manhattan College in Riverdale, New York. Angel chose
this major because it was the only subject he could understand without the help of a
teacher, Dr. Ramos then obtained a master’s degree in Education of the Deaf at the
State University of New York at Geneseo. There, he received a scholarship to attend
the prestigious Leadership Training Program at the California State University in
Northridge where he earned a Master of Science degree in Educational Administration.

S
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Hamilton Caplel Connection

Network Benefits Patients
and Audiologists Alike

Evcn with the most advanced hearing aids and
other devices available, many individuals
still cannot hear easily on the telephone.
Hamilean's Captioned Telephone service, or
Caplel, provides equal access to the telephone
system by allowing users to listen to what is said
by the othet party while simultancously reading
captions of that portion of the conversation.

In today’s wotld it can be challenging to keep
up to datc on new technologies and services,
Because an audiologist or other hearing health

professional is often the first person individuals
with hearing loss turn to for advice, Hamilton

has developed and implemented a program that
educates hearing health care providers about
Caplel service, along with providing informational
materials for display in their office.

T'he Hamilton Caplel Connection Network
is a completely free program chat creates an active
partnership with audiologists with the goal of
cquipping them with the CapTel knowledge
and matcerials necessary to answer common
questions from their patients. With the
connection network program, audiologists
can make their patients aware of Caplel and
provide them information to answer questions
they may have.

For further information about the Hamilton
Connection Network, please contact Frank Endves
at frank.endres@bamiltoncaprel.com or via phone
at 843-236-2241.

CuapTel is o registeved tvadeinark of Ultratee, Ine.

Deat Awareness Week Recognition

Deaf Awareness Week is celebrated across
the United States each year during

the last week of September and provides an
opportunity for people nationwide to celebrate
leadership wichin the Deaf and Hard of
Hearing Communicies.

For the fourth year running, Hamilton
Relay is pleased to join in this celebration by
recognizing outstanding Leaders within the
Deaf or Hard of Hearing Communities in
our contracted states. Through a nomination
process from their peers, Hamilton Relay
recognizes individuals who have a strong
influence within their community and are
strong advocates on behalf of those who arc
deaf or hard of hearing.

Congratulations to these 2008 Qutstanding Leaders!
Angelina Ortiz - Arizona
leanette Lerch — Geargia
Jack Downey - Idaho

Don Miskell — lowa

Lori Earls — Kansas

Pat Bruce ~ Kantucky

Tate Tullier — Louisiana

Amy Bopp - Maryland

Lee Nettles — Massachusetts
Cheryl Dickens — Montana
Jan Haun — Nehraska

Travis Zellner — Rhode Island
Denise Johnson — Wisconsin
Angela Joannides— Wyoming

To read more about these leaders,
go to www.hamiltonrelay.com.
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Joinus

and
learn!

Hamifton Retav will be exhi

events, We il
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learn more about the servic
can work for you!

DATE EVENT NAN
Oct. 4 DeafNaltion
Oct. 16-18  Gaflaudet ,
Homecoming
Oct. 18 DeafNation
Bct. 25 DeafNation
Oct, 29- ;l—.—[)—;\con
Naw. 2
Nov. 1 DeafNation
Nov. 15 ASL Expo

| Fhaat’s what T tallan
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Chicago, IL

Washington, DC

Seattle, WA

Pleasantan, CA

Chicago, IL

Secaucus, NJ

Uaper Marlboro, MD
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amilton Relay is happy to announce the  hard of hearing or speech disabled and standard
H award of two new state contracts. As the  phone users.”

result of a competitive bidding process, Hamilton
Relay began providing relay service for the State
of Massachusetts with a new center located in
Pittsfield on July 1, 2008, On July 13, 2008,
Hamilton also began providing relay service in
the District of Columbia. With the acquisition
of these two states, Hamilton has expanded

Individuals and organizations who
would like more information, can visit www.
hamiltonrelay.com or contart Hamilton Relay
at 1-800-618-4781 (VITTY) or via e-mail to
info@hamiltonrelay.com.

the number of states in which it provides relay
service to 17. Hamilton is also the service
provider for the Island of Saipan and the
Virgin [slands, as well as serving as CapTel
provider in other states.

“Hamilton is extremely pleased to have been
awarded the contracts for Massachusetts and
the Discrict of Columbia,” says Dixie Ziegler,
Vice President of Hamilton Relay. “We worked
closely with the previous providers in both
Massachuscrts and DC to ensure there was
no disruption in service during the transition.
Hamilton looks forward to initiating a variety
of outreach programs, and working with the
many agencies and organizations in the DC
and Massachusetts communities to ensure
that all citizens enjoy effective telephone

communication between people who are deaf,

Customer Service Corner

Customer service is defined as, “...an
organizations ability w supply their customer’s
wants and needs.” At Hamilton Relay, we are
committed to the highest level of customer
service through learning what your needs and

feedback abour the service we provide
¢ Listen carefully to your comments,

suggestions and concerns
* Take the extra step to respond to your needs
wants are followed by implementing customer- Hemilton appreciaces your business and
friendly processes to address those needs.

We recognize that every aspect of our

business has an impact on you and want to
ensure that your relay experience meets your

continues to maintain an open line of communni-
cation. If you are a long-time customer, a new
customer or would like to know more about using
relay, we are here to help. Making your relay

. ) communications seamless and enjoyable is our goal!
expectations. In order to provide top-level

Customer service, we promise to:
* Respect you
* Give you the opportunity to provide

Please contace Customer Service if you have any
questions ar concerns at 800-618-4781 TTY/Voice
or via e-mail to info@bamiltonrelay.com.
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In 1984, Angel continued his education by enrolling
in the doctoral program at Gallaudet University in
Washington D.C. and earned a doctorate degree in
Special Education Administration and Supervision.
Angel was the first Deaf Hispanic to receive a doctorate
from Gallaudet University.

Dr. Ramos has held several different positions in
the private sector and as an educator. When asked what
he does today, his reply was, “A multitude of things!”
Currently, Angel is Superintendent/Principal ac Sequoia
Scheol for the Deaf and Hard of Hearing in Arizona.
He is also Executive Director of the Angel Ramos
Foundation, which develops instructional lessons 1o
help Deaf children read at grade level and also develops
instructions to help hearing children fearn American
Sign Language. Dr. Ramos has written a book called
Triumph of the Spirit: The DPN Chronicle, an exciting

book about the 1988 Deaf President Now movement

at Gallaudet University, The book is currently being
used by over 40 colleges in the U.S. Dr. Ramos also
owns a book publishing company, R&R Publishers.

Prior to arriving in Arizona, Dr. Ramos was
Superintendent of the Idaho School for the Deaf and Blind.
Dr. Ramos uses the telephone extensively in his work, His
choice for telephone communication is primarily video
relay service (VRS) with voice carey over (VCQO) service.
“T use VCO because it is much faster and 10096 accurate,
I was born hearing so I speal very well and prefer the
convenience, speed and accuracy of VCO,” says Angel.

Angel added that, “Before relay and video relay
came along, it was very difficult to communicate with
colleagues, family and friends.”

Dr, Angel Ramos is a great inspiration, and his story
is a testament to the fact that nothing can stop you from
following your dreams and achieving your goals, if
you purt your mind to it!

. -

If you no longer wish to receive information from Hamilton Relay, please contact us at 800.618. 4781,
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Hamilton Relay Service
P.O. Box 285
Aurora, NE (68818



Important information Regarding
Nebraska Relay

Did you know that many Nebraskans who are deaf, hard of hearing, or have
speech disabilities can now enjoy the convenience of communicating with
Family, friends or business contacts by telephone? They can, thanks to the
Nebraska Relay.

Here's how Nebraska Relay works:

A person who is deaf, hard of hearing, or may have a speech loss types his/her
conversation using a text telephone (TDD/TTY). A specially trained
Communications Assistant (CA) relays the message by reading the text message
to the hearing person at the other end. The CA then relays the hearing person’s
spaken words by typing them back to the TDD/TTY user.

Hearing callers who wish to reach people who are deaf, hard of hearing or
speech disabled may simply dial 7-1-1 or dial 1-800-833-0920. Text telephone
users may also dial 7-1-1 or dial 1-800-833-7352. There is no charge for dialing 7-1-
1, and all options available to Nebraska Relay users through existing 800
numbers are available to 7-1-1 users. If you are experiencing trouble dialing 7-1-1
to reach the Nebraska Relay, please call the local telephone company or
Nebraska Relay Customer Service.

Relay service is also available over the Internet. People who are Deaf, hard of
hearing or speech disabled can simply go to www.hamiltonrelay.com to connect
to a CA. Customers may use the same website (www.hamiltonrelay.com} or
HamiltonVRS.tv from a videophone to access video relay service, where a
certified American Sign Language (ASL) interpreter will relay your signed
conversation to the hearing party.

Relay services are also available for people with Speech Disabilities. Speech-to-
Speech service lets people with speech disabilities communicate on the
telephone by using their own voice, or voice-assisted device, through the help of
a specially trained CA by dialing either 7-1-1 or 1-888-272-5527.

Spanish Relay Service is available to Spanish speaking residents of Nebraska . To
place a Spanish relay call, dial-1-888-272-5528.

CapTel™ s ideal for people with some degree of hearing loss. CapTel works like
any other telephone with one important addition: it displays every word the
caller says throughout the entire conversation. CapTel users can listen to the
caller and read the captions on the display window.

All services are available 24 hours a day, seven days a week and enable people to
nlace relay calls between Nebraska and other locations anywhere in the United
States and internzationally to English and Spanish speaking persons. By law, each
conversation is handled with the strictest confidentiality. There is no charge to
access Nebraska Relay.

To learn more about Nebraska Relay, visit the website at
www.hamiltonrelay.com/states/ne.htm

To place a call, dial 711
or use one of the
numbers below

TTY:

1-800-833-7352

Yoice:
1-800-833-0920

Spanish:
1-888-272-5528

Speech-to-Speech:
1-888-272-5527

Fast ASCIll:
888-696-0629

Customer Service:
TTY/Voice: 1-800-322-5299
1006 [ 2ty Street

Aurora, NE 68818

Email: relay@hamiltonrelay.com
Web: www.hamiltonrelay.com

Special points of interest:
¢ Equipment Distribution

Program

If you want to learn about the
Nebraska Specialized
Telecommunications Equipment
Program (NSTEP), please contact
the Nehraska Public Service
Commission at 300 The Atrium,
1200 N Sireet, P.O. Box 94927,
Linceln, NE 68509-4927, or visit
www.psc.statene us/hame/NPSC/
equipment/equip.htm! or call 1-
800-526-0017 V/TTY. You can also
contact the Nebraska Commission
for the Deaf and Hard of Hearing at
www.ncdhhine.gov or dial 1-800-
545-6244 ty/v.

Emergency Calls

Please note that 7-1-1is only to be
h Ne| %)

For EMERGENCIES you shoulld
continue to use 9-1-1

In an emergency, call 9-1-1 or your
local emergency service TTY
number directly, withaut using
refay. The Americans with
Disabilities Act (ADA) requires that
911 cerers have TTYs and be
prepared to handle emergency calls
placed in this manner. Nebraska
Relay will make every effort to assist
you in an emergency. However, itis
impartant to understand that relay
centers are not 711 centers and do
not assume responsibility for
emergency calis.
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What is Nebraska Relay?

Foreveryone, including the thousands of people who
are Deaf, Hard of Hearing, Deaf-Blind or Speech
Disabled, Nebraska offers an important public service
called Nebraska Relay. The State of Nebraska
guzarantees all citizens access to conveniant, reliable
options and services that enable them ko communicate
by telephone.

How does relay work?

Dial 7-1-1 frorn any phore in Nebraska or the
appropriate tell-free number below to connect to the
Nebraska Relay. Give the Communication Assistant (CA)
the area code and numberyou want to call. During a
relay czll, the CA will voice everything typed by the TTY
user and type everything said by the telephone user.

CapTel™

Caplel™ s ideal for peaple with some degree of hearing
loss. CapTel works like 2ny other telephone with one
impartant addition: it displays every word the caller says
throughcut the entire conversation. CapTel users can
listen to the caller and read the captions on the display
window.

How do ! apply for specialized equipment?
The Nebraska Specialized Telecommunications

Equipment Pragram (NSTEP) provides qualified
applicants with vouchers to purchase specialized phone
eguipment which allows Deaf, Hard of Hearing, Deaf-
Blind, and Speech Disabled telephone users to enjoy
equal access te telephone communication. I you or
someone you know qualifies for assistance in obtaining
a voucher, visit the Nebraska Public Service
Commission’s website: www.psc.state.ne.us/home/
NPSC/equipment/equip.html or call 1-8o0-526-c017
Voice/TTY. You may also contact the Nebraska
Commission For the Deaf and Hard of Hearing at 1-8o00-
545-6244.

Dial 7-1-1 OR

TTY: 1-800-833-7352

Voice: 1-800-833-0920

Fast ASCIl: 1-888-656-0629

Speech to Speech: 1-888-z272-5527

Spanish: 1-888-272-5528

Customer Service:
1-800-322-5299 TTY/Voice
relay@hamiltorrelay.com
www.hamiltonrelay.com

To make 2 relay call using Hamilton Relay Intemet, Harilton Relay VRS
arHamilton Relay Wireless , wisit

www.hamiltonrelay.com

Nebraska -

Relay

What is Nebraska Relay?

For everyene, including the thousands of people who
are Deaf, Hard of Heanng, Deaf-Blind or Speech
Disabled, Nebraska offers an important public service
called Nebraska Relay. The State of Nebraska
guarantees all citizens access to convenient, reliable
aptions and services that enable them to communicate
by telephone.

How does relay work?

Dial 7-1-1 from any phone in Nebraska or the
appropnate tell-free number below to connect to the
Nebraska Relay. Give the Communication Assistant (CA)
the area code and number you want to call. During a
relay call, the CA will voice everything typed by the TTY
user and type everything said by the telephone user.

CapTel™

CapTel™ is ideal for people with some degree of hearing
loss. CapTel works Like any other telephane with one
important addition: it displays every word the caller says
throughout the entire conversation. CapTel users can
Listen to the caller and read the captions on the display
window.

How do | apply for specialized equipment?
The Nebraska Specialized Telecommunications

Equipment Program {NSTEP} provides qualified
applicants with vouchers to purchase specialized phone
equipment which allows Deaf, Hard of Hearing, Deaf-
Blind, and Speech Disabled telephone users to enjoy
equal access to telephone communication. Ifyou or
semeone you know qualifies For assistance in abtaining
avoucher, visit the Nebraska Public Service
Commission’s website: www.psc.state.ne us/home/
NPSC/equipment/equip.html or call +-800-526-0017
Voice/TTY. You may also contact the Nebraska
Commission for the Deaf and Hard of Hearing at 1-8o0-
545-6244.

Dial 7-1-1 OR

TTY: 1-Boo-833-7352

Voice: 1-800-833-0920

Fast ASCIl: 1-888-696-0629

Speech to Speech: 1-888-z72-5537

Spanish: 1-888-272-5528

Customer Service:

1-800-322-5209 TTY/Voice

relay@hamiltonrelay.com

www.hamiltenrelay.com

Ta mazke a relay call using Hamilton Relay Intemet, Hamilton Relay VRS
or Hamilton Relay Wireless , visit

www._hamiltonrelay.com

What is Nebraska Relay?

| For everyone, including the thousands of people who
are Deal, Hard of Heanng, Deaf-Blind or Speech
Disabled, Nebraska offers an impartant public service
called Nebraska Relay. The State of Nebraska
guarantees all dtizens access to convenient, reliable
options and services that enable them to communicate
by telephone.

How does relay work?

Dial 7-1-1 from any pheone in Nebraska or the
appropriate toll-free numkber below to connect te the
Nebraska Relay. Give the Communication Assistant {CA)
the area code and number you want to call During a
relay call, the CA will voice everything typed by the TTY
user and type everything said by the telephone user.

CapTel™

CapTel™ is ideal for people with some degree of hearing
loss. CapTel works like any other telephone with one
important addition: it displays every word the catler says
throughout the entire conversation. CapTel users can
listen to the caller and read the captions on the display
window.

How do | apply for specialized equipment?

The Nebraska Specialized Telecommunications
Equipment Program (NSTEF) provides qualified
applicants with veuchers to purchase specialized phone
equipment which allows Deaf, Hard of Hearing, Deaf-
Blind, and Speech Disabled telephone users to enjay
equal access to telephone communication. IFyou or
someone yeu know qualifies for assistance in obtaining
avoucher, visit the Nebraska Public Service
Comrmnissian’s website: www.psc.state.ne.us/home/
NPSC/equipment/equip.html or call1-8o0-526-0017
Voice/TTY, You may also contact the Nebraska
Compnission Fer the Deaf and Hard of Hearing at 1-800-
545-6244.

Dial 7-1-1 OR

TTY: 1-8B00-833-7352

Voice: 1-800-833-0920

Fast ASCIll: 1-888-696-0629

Speech to Speech: 1-888-272-5527

Spanish: 1-888-272-5528

Customer Service:
1-860-322-5299 TTY/Voice
relay@hamiltonrelay.com
www.hamiltonrelzy.com

To make a relay call using Harmilton Relay Intemet, Hamvilton Relay VRS
or Hamilton Relay Wireless, visit

www.hamiltonrelay.com
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Date: August 12, 2004

For Immediate Release

HAMI |£§Nm
RECAY
Contact:  Beth Slough, 402-694-3656

Communications Coordinator, Hamilton Relay Service

New Service for Those with Reduced Hearing

AURORA, NE — On October 1* the State of Kentucky will begin offering a new service
designed for individuals who have difficulty hearing on the telephone. Called CapTel™, itisa
captioned telephone service similar to the closed captioning provided on most television
programs. CapTel™ will be provided as an enhancement to the existing contract for
Telecommunications Relay Service (TRS) by Hamilton Relay. TRS enables telephone
communication between individuals who are Deaf, Hard of Hearing or Speech Disabled and
standard telephone users.

“CapTel™ is a new technology developed by Ultratec, Inc., of Madison, Wisconsin that allows
individuals with hearing loss to view word-for-word captions of their telephone conversations.
This device is perfect for individuals who cannaot hear well over the phone. CapTel™ Service has
great potential, as there are many people (many who are not using traditional relay today) who
will benefit from this service,” says Dixie Ziegler, Vice President of Hamilton Relay Service, the
company that provides TRS to the State of Kentucky.

Similar to a regular telephone, the CapTel™ phone allows hard of hearing callers to talk and listen to
individuals using a standard phone. However, the CapTel™ phone goes one step further by allowing
the user to read captions of the other party’s conversation on the phone’s built-in screen while
listening to the voice of the other party. A specially trained operator “re-voices” everything the
hearing user says into the Voice-Recognition technology, which conveys the words into text messages
that can be read on the CapTel™ phone’s screen. The captions appear almost simultaneously with the
spoken word, allowing CapTel™ users to understand everything that is said - either by hearing it or by
reading it. The CapTel™ phone benefits hard of hearing individuals by allowing them to enjoy natural
telephone conversations through its high level of amplification, yet giving them the capacity to check
the written captions for added clarity.

“Hamilton is constantly striving to provide its customers with the latest developments in
telecommunications and technology, resulting in services that are functionally equivalent to
traditional telephone services. Hamilton is pleased to offer CapTel™ Service to the State of
Kentucky,” says Zicgler.



To apply for a CapTel™ phone:

The Kentucky Commission on the Deaf and Hard of Hearing TDD Distribution Program will
provide qualified applicants with a CapTel™ phone. For more information on how to sign up to
receive a CapTel™ phone, contact KCDHH at 1-800-372-2907 Voice/TTY or online at
www.kedhh.ky.gov.

“As supetvisor of the TDD Distribution Program in Kentucky, we have seen a fremendous
increase in requests for adaptive telephone equipment from our hard of hearing consumers.
Hamilton Relay and emerging technology such as CapTel™ allows us to provide our constituents
with equipment that really makes a difference in their everyday lives,” says Rowena Holloway of
KCDHH.

For more information about Kentucky Relay, please visit www.hamiltontelay.com/ky/.

About Hamilton Telecommunications

Hamilton Telecommunications, based in Aurora, Nebraska, currently provides Internet Protocol
Relay (www.hiprelay.com) and Video Relay Services (www.hipvrs.com) to individuals across
the country. Hamilton also provides relay services to the states of Nebraska, [daho, Kentucky,
Louisiana, Wisconsin, Rhode Istand, Maine, Wyoming and the Distirict of Columbia.
Established in 1901, Hamilton also provides local telephone and cable television service, call
center services, Internet services, computer sales, network integration and much more to
customers in Nebraska and across the country.

###
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FOR IMMEDIATE RELEASE:
Hamilton Relay To Be Featured on Mational Cable Television

Aurora, Nebraska May 23, 2005 - Hamilton Relay has been recagnized by Broadcast News Corp. as an
innovative business that is changing and improving the way Americans live, work and play.

An upcoming news segment facused on Hamilton Relay will be featured on The Winners Circle, hosted
by Terry Bradshaw, scheduled to air on Monday May 30" between 7:45 a.m. — 8:45 a.m. ET on a national
news broadcast station.

Hamilton began providing traditional relay in 1990. Since 2003, Hamilton Relay has further refined and
expanded its relay product to the Internet and, as a result, the nation.

Hamilton provides a variely of relay services:
Hamilton Internet Relay allows users to make calls from their computer or Web-based device.

Hamilton Video Relay provides users the ease and comfort of using sign language to communicate,
allowing for a more interactive conversation.

Hamilton Wireless Relay allows users to use pagers, PDAs, cell phones and other mobile devices to
place relay calls.

Captioned Telephone Relay Service—or CapTel— uses a special type of phone that displays written,
word-for-word captions of everything being said by the person on the other end of the line.

Hamilton Relay has all these services that keep customers connected so they can conduct business,
connect with family and friends, and even communicate while on the go from any location.

Hamilton Relay has a whole host of services to choose from and places a large fccus on customer
service. Hamilton Relay helps customers decide what services are best suited to their needs and helps
them pick the right products to use that service. Hamilton Relay will do the same for you!

Hamilton Relay’s customer-driven focus is the key to every facet of Hamilten’s business from product
development to service delivery. Hamilton recognizes their customers’ communication needs then
develops services and products to match those individual needs...allowing people to stay connected, any
time, any where.

You won’t want to miss it! Tune in to see this compelling broadcast in which Terry Bradshaw talks about
Hamilton Relay. Contact Hamilton Relay for show times in your area.

Hamilton Relay 24-hour Customer Service:
Phone: 800-618-4781 VITTY
E-mail: info@hamiltonrelay.com

About Hamilton Relay

Hamiiton offers a variety of features and services to further enhance relay communication including
Internet Relay, Video Relay and Wireless Relay. All services are available at www. hamiltonrelay.com.
Hamilton also provides relay services to nine states, the District of Columbia and the Island of Saipan.
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Hamilton Relay...That's What I'm Talking About!
Hamilton Relay Launches New Brand Identity
Aurora, NE, July 11, 2005

So what is everyone talking about? Hamilton Relay, that’s what.

Unveiled at the 16" Biennial International Telecommunications for the Deaf, Inc.
Conference today in New Orleans, Hamilton Relay introduced its new look and a
new way of sharing its message. “Hamilton Relay... That's what I'm taiking
about” reflects the experience of Hamilton Relay customers. |t also
encompasses the many products and services Hamilton offers from Video and
Internet Relay to CapTel™ and Traditional Relay Services.

With a unique focus on the results customers realize in their lives by using
Hamiiton Relay, the company articulates what happens when people use
Hamiiton Relay. “ ‘Solve the problem. Ask a favor. Get the details. Renew the
connection. ' are a few of the expressions that Hamilton Relay customers have
used in describing what our service means to them,” said Dixie Ziegler, Vice
President of Relay. “By focusing on real-life accomplishments achieved through
the use of our services, we're honoring the spirit of what it means to
communicate, what it means to be connected.”

A newly designed website displays Hamilton’s commitment to putting customers
first. “Thanks to the feedback we received from customers, we've been able to
better understand what's important to relay users, and we've redesigned the
website with an eye toward ease of use,” explained Anne Girard, Product
Development and Regulatory Manager. It doesn't stop there. “Hamilton's
products and services are designed to make communication happen. Hamilton
knows that succeeding in life is important to its customers. From people to
producis, Hamilton is constantly working to ensure that success,” said Girard.

In addition to unveiling its new look and new website at TDI, Hamilton Relay will
host a reception for TDI attendees at the Audubon Aquarium of the Americas in
New Orleans on Tuesday, July 12", “We value our customers and we are
excited about sharing the incredible sights offered at this world class Aquarium
with them,” said Ziegler. “TDI continues to do an cutstanding job of advocating
for functional equivalent telecommunication services and we are pleased to be a
sponsor of this week’s convention.”

As stated above, Hamilton Relay offers a wide array of relay products and
services that enhance the way people live their lives. Whether the call is as
critical as contacting a client to close a business deal, as important as getting the
medical test results from the doctor, or as personal as telling that special
someone how much they're thought of, Hamilton Relay users rest assured
knowing that the content of every call is communicated accurately and
confidentially.



“When it came time for me to ask for my girlfriend’s hand in marriage, | couldn’t
wait until the next time | saw her dad face to face. | had to call him," recalls
Hamilton Relay user, Corey Gember. “l chose Hamilton Relay because | know
they do relay right.” Corey successfully accomplished the goal at hand - getting
dad's approval. "With Hamilton Relay, | was able to convey my true feelings and
intentions to my future father-in-law. He was thrilled, and the wedding will take
place later this year. Hamilton Relay, That's what I'm talking about!”

For more information about Hamiiton Relay and the products and services they
offer, visit hamiltonrelay.com. Visitors will also find links that will allow them to
view the Winners Circle broadcast, produced by Broadcast News Corporation
and aired on a national cable television station, that featured Hamilton Relay.
The Winners Circle, hosted by Terry Bradshaw is a campaign of national
television segments, highlighting companies and organizations that represent the
backbone of America's economy. Hamilton Relay has been recognized by
Broadcast News Corp. as an innovative business that is changing and improving
the way Americans live, work and play. In addition to this segment, a corporate
profile hosted by Terry Bradshaw is also available for download from Hamiiton's
website.

Abhout Hamilton Relay

Hamilton offers a variety of features and services 1o further enhance relay communication including Internet
Relay, Video Relay, Wireless Relay and CapTel™, All services are available at www hamiltonrelay.com .
Hamilton also provides traditional relay services to nine states, the District of Columbia and the Island of
Saipan.
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Aurora, NE, October 5, 2005: Hamilton Relay Participates in Hurricane Relief
Efforts

Hurricanes Katrina and Rita have taken a devastating toll on Louisiana as well as many
other southern states in the Gulf of Mexico. Hamilton Relay serves thousands of people
who are deaf, hard of hearing, or speech disabled in the State of Louisiana, many of
whom have been affected by these disasters. Hamilton Relay is offering assistance by
providing free specialized telecommunications equipment to those affected and is taking
every effort to ensure that evacuees know that there is assistance available to them.

Hamilton Relay Distributes Adaptive Telecommunications Equipment to Hurricane
Vietims

With the mission of providing communication access to displaced deaf, hard of hearing
and speech disabled individuals, Hamilton Relay staff members traveled from all across
the nation to join forces with colleagues at the Hamilton Relay Call Center in Baton
Rouge. In coordination with the National Red Cross, teams reached more than 20
shelters throughout the state of Louisiana, locating and assisting individuals in need.

As the Relay provider for the State of Louisiana, Hamilton Relay shares the goal of
alleviating some of the stress and frustration involved with displacement from family,
friends and daily life. “It was our desire to assist evacuees in connecting with others so
they could begin the process of putting their lives back together,” explains Dixie Ziegler,
Vice President of Hamilton Relay. Outreach teams were touched by the many stories of
people who had been unable to communicate with family members, service providers,
and fellow evacuees.

TTYs, Voice-Carry-Over equipment, and videophones were distributed to sheliers and
individuals at no cost (recipients will retain the equipment). (Generous donations of
equipment from the states of Maine, Moatana and Kentucky contributed to the success of
this effort. Hamilton Relay added to the equipment distribution from its inventory, and
the distribution of equipment will continue in collaboration with the Catholic Deaf Center
and Deaf Action Center in Baton Rouge.

Hamilton Relay is working closely with the National Red Cross to provide training in
supporting people who are deaf, hard of hearing, or speech~disabled in the midst of an
emergency. This collaboration will ensure that the needs of deaf, hard of hearing and
speech-disabled individuals are included in emergency relief efforts in the future.

Hamilton Relay provides additional resources
Hamilton teams also provided interpreting services at the shelters and the Catholic Deaf
Center. This service was provided at no cost and will continue to be offered as needed.

As Hamilton Relay teams visited shelters, they provided writing pads and pens to
individuals, as well as shelter personnel, enabling communication in daily exchanges.
Hamilton teams also distributed stamped postcards to assist with written communication
to family or friends across the country.



In cooperation with Gifts in Kind, Hamilton Relay is also distributing hearing aid
batteries at shelters. Gifts in Kind’s generous donation will meet the needs of individuals
who rely on hearing aids to assist in communication.

Materials were left behind with shelter managers, providing contact information for
Louisiana Relay Service staff to ensure ongoing assistance with communication access.
Additionally, large signs were posted at shelters allowing individuals to find the
communication assistance they need.

Hamilton Relay contributes financially to relief efforts

Hamilton Relay has made financial contributions to:

¢ [Louisiana School for the Deaf Hurricane Relief Fund

e National Association of the Deaf Hurricane Katrina Relief Fund

¢ Telecommunications for the Deaf, Inc. Hurricane Katrina Relief Fund

e Sponsorship of a Katrina Relief Benefit Dinner & Show in collaboration with the
Wisconsin and Madison Associations of the Deaf

Hamilton Relay Baton Rouge Call Center

Hamilton Relay’s Baton Rouge Call Center provided service throughout both Hurricane
Katrina and Hurricane Rita. “Our employees have done extraordinary things to ensure
continuous call processing. We have had employees remaining in our call center to
ensure they could process calls the next day in case roads were not passable. Our
employees in Nebraska and Wisconsin have also worked many extra hours to ensure all
relay calls were processed. Qur technical team kept all equipment operational. ¥ truly
has been a team effort,” said Ziegler.

Hamilton Relay continues to assess the needs of the communities which they serve, and
will continue to respond as needed.

For more information or requests for assistance, individuals can contact Hamilton Relay
Customer Service at 800-618-4781 TTY/voice or send an email to info@hamiltonrelay.com,

About Hamilton

Hamilton offers a variety of features and services to further enhance relay communication including
Internct Relay, Video Relay, Wireless Relay and CapTel. All services are available at
www.hamiltonrelay.com. Hamilton also provides traditional relay services to nine states, the District of
Columbia, the Island of Saipan and the Virgin Islands, Established in 1901, Hamilton also provides local
telephane and cable television service, call center services, Internet services, computer sales, network
integration and much more to customers in Nebraska and across the country.
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That's what I'm talking about 1006 Twelfth Street
Aurora, Nebraska 63848

voice/TTY 800.618.4781

fax 402.694.510

web site; vww.hamiltonrelay.com
e-mail: info@hamiltonrelay.com

Date: October 18, 2005

For Inmediate Release

Contact: Beth Slough, 402-694-3656 v/TTY
Communications Coordinator
Hamilton Relay, Inc.

Hamilton Relay Presented at the Congressional Hearing Health Caucus

Aurora, Nebraska— October 18, 2005. The Congressional Hearing Health Caucus (CHHC) participated in a
Luncheon Briefing on Emergency Preparedness yesterday in Washington, D.C. The CHHC, a bipartisan
caucus of members fram the House and Senate, is committed to supporting the needs of those who are deaf or
hard of hearing. Founded in 2001, CHHC highlights the issues of critical importance to those with hearing loss
through periodic briefings and correspondence with all Members of Congress. The caucus briefing was also
supported by the Deaf and Hard of Hearing Alliance and Friends of Hearing Healih.

Presenters include Dan Sutherland, Officer for Civil Rights and Civil Liberties at the U.S. Department of
Homeland Security; Cheryl Heppner, Executive Director of Northern Virginia Resource Center for the Deaf and
Hard of Hearing Persons; and Dixie Ziegler, Vice President of Hamilton Relay. These key leaders presented on
topics such as Emergency Preparedness and Emergency Communication Access and the impacts emergencies
have on individuals who are Deaf or Hard of Hearing.

Dan Sutheriand outlined the impact of Hurricanes Katrina and Rita on individuals with disabilities including deaf
or hard of hearing peaple, highlighting the efforts of the Interagency Coordinating Council on Emergency
Preparedness and Individuals with Disabilities. The council plays an important role in ensuring accessibility for
those with disabilities during emergency situations and disasters.

Chery| Heppner reported on the findings of a recent special needs assessment conducted by The National
Crganization on Disability (NOD), along with what's been learned from Hurricanes Katrina and Rita. Heppner
also shared how the nation can assist those with hearing loss to be prepared for future emergencies and
disasters.

Dixie Ziegler focused on the necessity of providing individuals who are Deaf, Hard of Hearing or Speech
Disabled with functionally equivalent telephone accessibility. Through the availability of today’s wide array of
advanced Telecommunications Relay Services, opportunities for individuals who are deaf, hard of hearing or
speech disabled to communicate over the telephone have emerged. Ziegler explained how Hamilton Relay
ensures uninterrupted, 24-hour telephone access to its customers in the evant of a disaster.

“Hamilton Relay is extremely pleased to have sponsaored this event,” says Dixie Ziegler. “VVe hope that this
caucus will result in better preparadness for all types of disasters.”

About Hamilton

Hamilten offers a variety of features and services to further enhance relay communication including Internet Relay, Video Relay, Wircless
Relay and CapTel™. All services are available at www.hamiltonrelay.com. Hamilton also provides traditional relay services lo nine states,
the District of Columbia, the Island of Saipan and the Virgin Islands. Estabtished in 1901, Hamilton also provides local telephone and cable
television service, call center services, Internet services, computer sales, nefwark integration and much more to customers in Nebraska and

 across the country.
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That's what 'm talking about 1006 Twel Fth Street
Aurara, Nebraska 68818

voice/TTY 800.618.4781

Fax 402694510

web site: www. hamiltenrelay.cam

e-mail: info@hamiltonrelay.com

Date: October 19, 2005
For Immediate Release

Contact: Beth Slough, 402-694-3656 v/ TTY
Communications Coordinator
Hamilton Relay, Ine.

Hamilton Awarded Relay Service Agreement for Georgia

Aurora, Nebraska— October 19, 2005, As the result of a competitive bidding process, Hamilton
Telephone Company d/b/a Hamilton Telecommunications will begin operating the Georgia
Telecommunications Relay Service on April 1, 2006.

“Hamilton is extremely pleased to have this opportunity to provide service to the relay users in
Georgia,” says Dixie Ziegler, Vice President of Hamilton Relay. “Ensuring effective telephone
communication between people who are deaf, hard of hearing or speech disabled and standard
phone users is of paramount impottance to Hamilton. We will work closely with the current
provider to ensure a seamless transition with no disruption in service.”

Telecommunications Relay Service is a valuable communications tool that allows Deaf, Hard of
Hearing, or Speech Disabled people to use the telephone to communicate with standard
telephone users. Individuals with hearing or speech difficulties use a Text Telephone (TTY) or
other assistive telecommunications device to call a telecommunications relay center. A
Communications Assistant answers the call and then places another call to the telephone number
the person wishes to reach. The Communications Assistant then translates and relays
conversations confidentially by converting voice information to typed communication and
reading aloud typed messages to hearing persons. Standard phone users can also initiate a call
through the relay.

Georgia Relay Service is available to all businesses and residents in Georgia. The service is
available 24 hours a day, every day. There are no charges to call the relay or to place local calls;-
however, long distance charges apply when placing long distance calls. Anyone can access the
relay by dialing 711 or via toll-free numbers (1-800-255-0056 for text telephone users and 1-
800-255-0135 for conventional phone users). Beginning April 1, 2006, several new Georgia
Relay telephone numbers will be available - toll-free access numbers that are dedicated to
specialty call types such as Spanish and Speech to Speech and a new customer service number.
Georgia Relay users will dial 1-888-202-3972 for Spanish, 1-888-202-4082 for STS and 1-866-
694-5824 for customer service,
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Everyday millions of deaf, hatd of hearing and speech disabled people use relay to place phone
calls. Although relay originated over 15 years ago, today there are still many people who are not
aware of the relay or do not understand how relay works. Many people mistake relay calls for
telemarketing calls and, as a result, hang up when they receive relay calls. “The most effective
way to eliminate the hang ups that many relay users experience is to increase public awareness of
relay,” says Ziegler.

“Hamilton is very active within the communities that we serve, We focus on customizing our
relay and outreach services to meet each individual relay user’s needs. We intend to gather
feedback from the Georgia relay user community as well as those organizations and associations
that serve relay users to find how we can best serve Georgia relay users,” adds Ziegler.

T'or more information, individuals can go to the Commission’s website, www.psc.state.ga.us and
the Georgia Relay Website, www.georgiarelay.org,

About Hamilton

Hamilton offers a variety of features and services to further enhance relay communication
including Internet Relay, Video Relay, Wireless Relay and CapTel™, All services are available
at www,hamiltonrelay.com. Hamilton also provides traditional relay services to nine states, the
District of Columbia, the Island of Saipan and the Virgin Islands. Established in 1901, Hamilton
also provides local telephone and cable television service, call center services, Internet services,
computer sales, network integration and much more to customers in Nebraska and across the
COUnLry.
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Date: December 2, 2005
For Immediate Release

Two-Line CapTel Service is Now Available in the State of Nebraska

LINCOLN, NE — A type of Enhanced VCO with Voice-Recognition TRS, called CapTef, has been available across the
State of Nebraska since October 1°:2004. The Nebraska Public Service Commission has approved Two-Line CapTel, an
enhanced version of CapTel, effective December 1, 2005.

CapTel is a new technology developed by Ultratec, Inc., Madison, Wisconsin that altows individuals with hearing loss
to view word-for-word captions of their telephone conversations. This device is perfect for individuals who have good
speech but cannot hear well over the phone. Similar to a traditional telephone, the CapTel phone allows hard of hearing
callers to talk and listen to individuals using a traditional phone. The CapTef phone atso allows the user to read
captions of the other party’s conversation on the phone’s built-in screen while listening to the voice of the other party.
The captions appear almost simultaneously with the spoken word, allowing CapTel users to understand everything that
is said - either by hearing it or by reading it. The CapTel phone benefits hard of hearing individuals by allowing them
to enjoy natural telephone conversations through its high level of amplification, yet giving them the capacity to check
the captions for added clarity.

2-Line CapTel Service truly enhances the functional equivalency and quality of CapTe! Service. 2-Line CapTel benefits users
because calls are direct between parties. There are several benefits to using 2-Line CapTel, which include:

e By using two telephone lines, the CapTel users listen to their conversation on one line while receiving typed text
from the captioning service on the other line.

®  When a CapTef user receives a call, the standard phone user will simply dial the user’s phone line directly instead
of dialing an 800 number and accessing the captioning service. There is no separate telephone number for voice
callers to remember,

¢ When calling 911 in emergency situations using 2-Line CapTel, one line is routed directly to the appropriate 911
center and the secend line is routed through the captioning center. This allows the user to receive captions on one
line and hear the conversation on the other line. '

®  2.Linc CapTel also supports enhancements that users have purchased from their local telephone company,
including call waiting and Automatic Call Back (¥69).

¢  Another advantage is that captions can be turned on or off at any time during the call. This means that multiple
users in the same location can enjoy a conversation via another extension in the home or office.

“These are just some of the benefits of 2-Line Cap7el/. Hamilton Relay is excited to offer innovative enhancements to
Nebraskans” adds Dixie Ziegler, Vice President of Hamilton Relay, the company that provides relay to the State of
Nebraska. ’ }

If you have any questions or would like more information, please contact:

Barb Handrup Pamela Holmes

Senior Relay Manager CapTel Customer Service Director
Mebraska Relay Service CapTel, Inc.

P.O. Box 285 450 Science Drive

Aurora, NE 63818 Madison, WI 53711

(800} 322.5299 V/TTY (888) 269-7477 CapTel or Voice
barb.handrupi@hamiltonrelay.com pam.holmes@captelmail.com -

For more information on how to sign up for CapTel or Two-Line CapTel service, contact the Nebraska Commission for
the Deaf and Hard of Hearing at 1-800-545-6244 Voice/TTY or the Nebraska Public Service Commission at 1-800-526-
0017 Voice/TTY. For more information about Nebraska Relay, please visit www.hamiltonrelay.com.

He#
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Contact: Deborah Flannagan Georgla Public Service 244 Washington St. S.W.

H H Atlanta, Georgia 30334
Phone 404-856-2141 COI“ITIlSSlon Phone: 404-656-4501
www.psc.state.ga.us Toll free; 800-282-5813
For immediate release News Release 30-07

PSC Approves CapTel® Service Starting January 2008

ATLANTA, August 21, 2007 - The Georgia Public Service Commission today approved
a plan to implement captioned telephone (CapTel®) service beginning in 2008. This
service allows individuals with hearing loss to view word-for-word captions of their
telephone  conversations. The Commission will contract with Hamilton
Telecommunications, Georgia's current relay service provider, which manages CapTel®
service in 12 other states.

Under the plan, no fixed or per minute charges will apply on local calls to users of the
service; instead, the service will be funded through the Telecommunications Relay
Service (TRS) Fund, which is also used for Relay Service, reading services for the blind
and the distribution of hearing aids and specialized telecommunications equipment.
Under Georgia law, the TRS Fund is supported by a monthly surcharge of $.05 on all
residential and business telephone lines in the state.

Similar to a traditional telephone, a CapTel® phone altows hard of hearing callers to talk
and [isten fo individuals using a traditional phone. While listening to the voice of the
other party, the CapTel® phone also allows the user to read word-for-word captions of
the other party’s conversation on the CapTel® phone’s built-in screen. Captions are
provided by special voice-recognition technology, converting speech into text that
appears almost simultaneousiy with the spoken word.

Phones capable of displaying captions are available through the Georgia
Telecommunications Equipment Distribution Program administered by the Commission.
The Georgia Council for the Hearing Impaired is under contract with the Commission to
provide financially and medically qualified applicanfs with specialized
telecommunications equipment, training and repair services.

For information on captioned telephone service, go to http://www.captionedielephone.com
or hitp://www.hamiltonrelay.com/iraditional/captel/index.htm.

HHE
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That's what I'm talking about 1006 Twelfth Street
Aurora, Nebraska 68818

voice/TTY 800.618.4781

Fax 402.694.5110

web site: www.hamiltonrelzy.com

e-mail: info@hamiltonrelay.com

Date: April 15, 2008

For Immediate Release

Contact: Dixie Ziegler, 402-694-3656 v/TTY
Vice President, Hamilton Relay, Inc.

Nebraska Business Selects Pittsfield as Site for New Communications Center

Pittsfield, Massachusetts— April 15, 2008. A business that provides a unique nationwide communications service
to people who are Deaf, Hard of Hearing or Speech Disabled is opening a Telecommunications Relay Service
Center in Pittsfield.

As the result of a competitive bidding process, Verizon Corporate Services Group Inc. (Verizon) awarded the
contract to Hamilton Telecommunications to provide Telecommunications Relay Service to the State of
Massachusetts. Hamilton will begin processing Massachusetts Relay calls on July 1, 2008, and has selected
Pittsfield as the site for its center. Hamilton will provide service from its location at 703 W. Housatonic Street.

“The Massachusetts Relay Service makes it possible for thousands of people who are deaf, hard of hearing, late-
deafened, or living with a speech disability to use the telephone and provides opportunities for full engagement with
the world around them,” said Heidi Reed, Commissioner of the Massachusetts Commission for the Deaf and Hard of
Hearing. “All of us at the Commission look forward to working with Hamilton Relay and to continued excellence in
telephone relay services for residents of Massachusetts.”

Massachusetts Relay is free service that allows people who are Hearing, Deaf, Hard of Hearing, Deaf-Blind or
Speech Disabled to communicate via the telephone. Through the use of specialized equipment, relay users
communicate freely with friends, family and businesses who use a standard telephone.

Incorporated in 1901, Hamilton Telecommunications, parent company of Hamilton Relay, began providing relay
service in 1990, Since that time, Hamilton Relay has expanded to become one of the largest telecommunications
relay service providers in the United States, With the opening of the Pittsfield center, Hamilton will up its total
number of states to which is provides relay service o 16 states, plus the Island of Saipan, and the Virgin Islands.
“Hamilton has a reputation in the industry for stability and longevity of our business operations,” says Dixie Ziegler,
Vice President of Hamilton Relay.

Hamilton has been working closely with the Economic Development Council of Western Massachusetts and the
Massachusetts Office of Business Development to locate the Relay Center in Pittsfield. “We are excited to begin
operations and are impressed with what Pittsfield has to offer. The community has been extremely helpful to work
with and preparations are well underway to open our center,” said Ziegler.

Hamilton’s new Pittsfield communications center will employ 50 full time people. “Hamilton Relay offers the
opportunity for full-time, stable employment in Pittsfield. In addition, Hamilton Relay offers very rewarding work
for individuals.”

Ziegler says the benefits generated by the new Relay Center through increased jobs and payroll dollars will have a
positive impact on the growth of Pitisfield’s economy. “Hamilton is a company with longevity and stability. We
look forward to being a part of the Pittsfield community for a very long time, To date, Hamilton has never ¢losed a

1
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relay facility.”

Hamilton is currently accepting applications for a variety of positions in the Pittsfield facility. Applications for relay
operators for all shifis are being accepted Monday-Friday, from 8:30 am to 4:30 pm at the Berkshire Works Career
Center, 160 North Street, Suite 302, Pittsfield, MA 01201. The telephone number for information about
employment opportunities and interviews with Hamilton Relay is 413-499-2220. Individuals may also contact
Hamilton’s corporate Human Resource Department at 1-800-821-1831 or send inquiries and/or resumes to

www hamilton.net/employment.hitinl to the attention of Cindy Blase. All full-time employees have the opportunity
for a benefit package including paid health and life insurance, long term disability, 401(K), cafeteria, paid time off,
and holidays. Voluntary benefits include dental and additional life insurance.

“Excellent company benefits is one of the draws for employment with Hamilton. However, the meaningful and
helpful nature of the work is very rewarding. As a result, many of our relay operators and management staff have
been with the company for 10 to 15 years, or more,” adds Ziegler,

Hamilton is an equal opportunity employer. We do not discriminate on the basis of race, religion, color, sex, age,
national origin or disability.

About Hamilten Relay

Hamilton Relay offers a variety of services including Internet Relay, Video Relay, Wireless Relay and CapTel. All
services are available at www hamiltonrelay.com. With the addition of Massachusetts, Hamilton Relay will provide
traditional relay services to 16 states, the Island of Saipan and the Virgin Islands.

CapTel is a registered rademark of Ultratec, Ine.
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For immediate Release

Contact: Beth Slough, 402-694-3656 v/TTY
TRS Contract Manager/Senior Editor
Hamiiton Relay, Inc.

Hamilton Relay Launches innovative Web Captioned Telephone (CapTei®) for On-line
Captioned Telephone Calls

Web Captioned Telephone Service Available Now for People with Hearing Loss Nationwide

AURORA, NE — Hamilton Relay today announced the availability of Hamifton Web CapTef®.
CapTel is a service designed for individuals who have difficulty hearing on the telephone, where
captions, similar to the closed captioning provided on most television programs, are offered to
support the understanding of telephene conversations. Previously available only through State
Relay programs and with a specialized CapTel phone, individuals nationwide can now make
CapTel calls via the Web. Web CapTel warks with any type of telephone and any type of Internet
access device. Hamiiton Web CapTel is available at www.hamifoncapiel.com.

Hamilton Wek CapTel requires no special equipment. Along with a standard telephone or mobile
phaone, individuals can see every word a caller says on a computer screen. All that is required is
an Internet connection and a computer or laptop with a standard web browser — no special
equipment or special software is needed. Individuals can listen to the caller and read the written
captions of everything the caller says.

Hamilton Web CapTel works by providing two telephone numbers, your felephone number and
the telephone number you wish to call. When you place a call, the Web CapTel Service calls your
number first, then the number of the person you wish to call. You will be able to see the
captioning page from the computer monitor and once you answer your telephone, captions will
begin and the system is calling out to the person you wish fo call. When you are waiting 1o
receive g call, a person dials Hamifion Web CapTel Service at 1-800-833-7219. Web CapTel
Service checks to see if you are logged on and waiting for calls, then places a call to your
telephone number where you are waiting.

"Hamilten is thrilled to introduce Hamilton Web CapTel,” says Dixie Ziegler, Vice President of Hamilton
Relay. "This exciting web-based service expands Hamilton's CapTel offering by bringing the flexibility
and mobility of the Internet to the CapTel experience that so many people have come fo enjoy.
Individuais who have missed out on what was being said during a telephione conversation no longer
need to. Hamilton Web CapTel allows individuals with hearing loss to 'see what they say.'”

Individuals will view telephcne conversations word by word, phrase by phrase, on-screen as the
conversation takes place. There is no charge for using Hamilton Web CapTel.

Individuals and organizations who would like more information are encouraged to contact a Hamilton
Relay Reprasentative at 800-618-4781 (Voice/TTY) or via Email at help@hamiltoncaptel.com,

About Hamilton Relay

iHamilton Relay offers a variety of services including Internet Relay, Video Relay, Wireless Relay and
CapTel. Ali services are available at www.hamiltonralay.com. Hamilton Relay provides traditional relay
services to 15 states, the Island of Saipan and the Virgin lslands.

CanTel and Web CapTe! are registered trademarks of Uliratec, Inc.


http://www.hamiltoncaptel.com
mailto:help@hamiltoncaptel.com
http://www.hamiltonrelav.com

Introducing Hamilton Mobile CapTel® on the iPhone™ 3G Page 1 of 2

From: Hamilton CapTel [webcaptel@hamiltoncaptel.com]
Sent: Monday, October 27, 2008 4:11 PM

. To: tina.hunt@hamiltonrelay.com

* ~ Subject: Introducing Hamilton Mobile CapTel

HAMILE::N

See what they say... wherever you are.

Introducing Hamilton Mobile
CapTel” on the iPhone™ 3G.

Tina Hunt, you can be one of the first to, "See
what they say," wherever you are!

As a current user of Hamiltan Web CapTel, you
have the exclusive opportunity to preview
Hamilton Mobile CapTel on the iPhcne 3G.
That's right! With Hamilton Mobile CapTel, you
can use your iPhone 3G right now to place and
receive calls — and see captions of every word a
caller says.

So no matter where you ars, Hamilton Mobile
CapTel turns your iPhane 3G into a mobile
captioned telephone. It's simple, easy and
always freel

- Al EFE T HEAFOE -

el T For more information about Hamilton Mobile
CapTel and the iPhone 3G, just click here:
hitp:/fwww.hamiltencaptel.com
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Thanks for using Hamilton Web CapTel and we
hope you enjoy using Hamilton Mobile CapTel —
the only single-phone solufion for Captioned
Telephone on the go.

{f you have any additional questions or
comments, please send e-mail to
info@hamiltoncaptel.com,

Thanks Again.
Hamilton Web CapTel Customer Service Team

Don't have an iPhone 3G? Call us to discover
your best, single-phone Mobile CapTel solution:
888-514-7933

Plaase nofe: If any of the links above are not active, please
copy and paste the fink into the address bar of your
browser.

Hamilfon Mobile CapTel & the iPhone 3G:
hitpAwww.hamilfoncapiel.com

You've received this message as a registered user of

Hamiltan Web CapTel. If you would prefer fo no longer
receive messages like this, please click on "Manage your

file://S:\Katelyn\Outreach new pieces for bid use\Introducing Hamilton Mobile CapTel.htm 12/24/2008
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Introducing Hamilton Mobile CapTel® on the iPhone™ 3G Page 2 of 2

subscription” below to unsubseribe. Thank you.

Video Relay / Internet Relay | CapTel / Captioned Telephone | State Relay f 711 Relay Sarvices | Company Information

Copyright © 2008 Hamilton Relay. All rights reserved
CapTel ® and Web CapTel ® are registered trademarks of Ultratsc, Inc. iPhone is a trademark of Apple, Inc.

This message was sent from Hamilton CapTel to kina.hunt@hamlltonrelay.com. It was sent from: ff. Prseng oy
Hamllton Relay, 1001 12th St., Aurora, NE 68818. You can madify/update vour subscription via the Econt Ct
fink below. B e e e

¥
¥ Manage your subscription
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Hamilton Web CapTel User's Guide - Now Available! Page 1 of 2

From: Hamilton Relay [info@hamiltonrelay.com]

Sent: Tuesday, November 11, 2008 1:06 PM

To: tina.hunt@hamiltonrefay.com

~ Subject: Hamilton Relay Introduces Hamilton Web Relay and Hamilton HomeTown Number
Services

Hamilton Web Relay™ and
Hamilton HomeTown Numbers™
now available.

Aurora, NE ~ November 5, 2008 — Hamilton Relay is pleased
to introduce Hamilton Weh Relay, the latest innovation in web-
based relay service; and the availability of local, 10-digit
Hamiitonn HomeTown Numbers.

Hamilton Web Relay allows individuals who are deaf, hard of
hearing or speech disabled to place and receive calls using any
Internet-connected computer and a web browser. While the
interface is user customizable, what makes Hamilton VWeb Relay
truly unique is that it is completely web-based — there's nothing
to download and it is available wherever the user connects.

Additionally, with Hamiltcn Web Relay, users enjoy an
uninterrupted call experience. The Web Relay environment is
private — not an instant messaging community with buddy lists
and polential, unwanted disruptions.

Hamiiton Web Relay in combination with a Hamilton HomeTown
Number (a local, 10-digit number), makes it possible for users to
raceive calls dirgctly. This also means that callers can leave a
message if a call is missed. A local, 10-digit Hamilton
HomeTown Number can be used with Hamilton Instant Relay ™,
AQL Instant Messenger® and GoogleTalk®.

“Hamilton HomeTown Numbers allow friends, family and co-
workers to call our relay users by dialing a standard, 10-digit
phone numbker,” said Dixie Ziegler, Vice President of Hamilton
Relay. “This is a huge breakthrough for the Deaf, Hard of
Hearing and Speech Disabled communily. The hearing
population takes for granted that everyote has a local number —
if's just a given. Now with Hamiiton HomeTown Numbers,
everyone can have a local number.”

Individuals and organizations that would like more information
Hamilton Web Relay and Hamilton HomeTown Mumbers are

encouraged to visit: www.HamiltonRelay.com or send e-mail to
info@hamiltonrelay.com.

About Hamilton

Hamilton Relay offers a variety of services including Internet
Relay, Video Relay, CapTel, Web CapTel, and Mobile CapTel,
Hamilton Relay provides traditional relay services to 17 states,
the District of Columbia, the Island of Saipan and the Virgin
Islands. All services are available at www.HamiltonRelay.com

For information about Hamilton Web Relay or Hamilton

file://S:\Katelyn\Outreach new pieces for bid use\[Tamilton Relay Introduces Hamilton W... 12/24/2008
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Hamilton Web CapTel User's Guide - Now Available! Page 2 of 2

HomeTawn Number Services, Contact:
Tina Hunt, Marketing Communications Manager
Hamlllon Relay, Inc.
onrel om.
402 694-3656 VITTY

You have received this message because at some point you
indicated interast in receiving information from Hamiitan Relay. If
you would prefer to no longer receive messages like this, please
click on "Manage your subscripfion” below 1o unsubscribe.
Thank you.

Video Relay f Internet Relay | CapTel f Captionad Telephone | State Relay / 711 Relay Services | Company Information

Copyright © 2008 Hamiton Relay, All righfs reserved

This message was sent from Hamilton Refay to tina.hunt@hamiltonrelay.com. It was sent from: Pro ik b
Hamilton Relay, 1001 12th St., Aurora, NE 68818. You can modify/update your subscription via the Con act
link below. W Ul ¢ D

{-‘;]' Manage your subscription

Share this message with others:  del.icio.us ! Digg ¥ reddit Facebook 9 StumbleUpon
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From: Beth Slough [beth.slough@hamiltonrelay.com]
Sent: Friday, November 14, 2008 6:22 PM

To: tina.hunt@hamiltonrelay.com

Subject: Captioned Telephone Now Available in D.C.

s P Y S nimil e

Captioned Telephone: New Relay
Service for People with Hearing
Loss in Washington D.C.

Aurora, NE — November 14, 2008 — Hamilton Telephone
Company d/b/a Hamilton Telecommunications foday announced
an agreement with the Public Service Commissian of the District
of Columbia to provide Captioned Telephone Relay Service.
Similar to closed captioning provided on maost television
programs, Captionad Telephone Relay Service (CTRS) is a
service designed for individuals who have difficuity hearing on
the telephone.

The Public Service Commission invites District residents to a
demenstration of the Captioned Telephone Relay Service on
Friday, November 21, 2008 at 1:00 PM in the Commission's

Hearing Room, 1333 H Street, N.W., Suite 700, East Tower,
Washington, D.C. 20005.

Captioned Telephone (CapTel®) technology, developed by
Ultratec, Inc. of Madison, Wisconsin, allows individuals with
hearing loss to view word-for-word captions of their telephone
conversations using a CapTel phone. This device is perfect for
individuals who have understandable speech but do not hear
well over the telaphone.

Similar to a traditional telephone, the CapTel phone allows hard
of hearing callers to talk and listen to individuals who are using a
traditional telephone. While listening to the voice of the other
party, the CapTel phone also allows the user to read word-for-
word captions of the other party's conversation on the phone'’s
built-in display screen. Captions are provided by a specially
trained operator who "re-voices" everything said by the hearing
user inlo specially calibrated, state-of-the art voice-recognition
technotogy, converting speech inio text so that it can be read on
the CapTel phone’s screen. The captions appear almost
simultaneously with the spoken word, allowing CapTel users to
understand everything that is said - either by hearing it or by
reading it. CapTel allows individuals who are hard of hearing the
ability to enjoy natural, inferactive conversations. The CapTel
phone features adjustable levels of amplification (up to an addil
tional 35 dB that work in conjunction with a hearing aid's telecoil)
along with simultanecusly transmitted captions for complete
confidence. The CapTel is not a TTY; rather it is a telephone

- designed to allow the user to have natural back ard forth
conversations with the support of captions.

"Hamilton is constantly striving to provide its customers with the
latest developments in telecommunications and technclogy,
resulting in services that are funcfionally equivalent to traditional
telephone services. Hamilton is pleased to offer Captioned

file://S:\Katelyn\Qutreach Materials\Qutreach new pieces for bid use\Captioned Telephon... 01/06/2009


mailto:beth.slough@hamiItonrelay.com
mailto:tina.hunt@hamiltonrelay.com

Hamilton Web CapTel User's Guide - Now Available! Page 2 of 2

Telephone Relay Service to the residents of the District of
Columbia,” says Dixie Ziegler, Vice President of Hamillon Relay.

Hamilton has arranged, for a limited time only, to make
captioned telephone equipment availabte for just $98.00
{normally a retail value of $495). This offer comes with a 90-day
trial period, which guarantees that if the customer is not entirely
happy with the GapTel phone, sthe can return the phone for a
full refund within 3 monihs. To obtain a CapTel phone,
customers simply submit a completed order form to WCI, the
company that sells CapTel phones. QOrder forms are available
via Customer Services.

For mere informalion on how to sign up for District of Columbia
Captioned Telephore Relay Service or if you have questions,
please contact:

Hamilton Relay Customear Service
9107 Bluebonnet Centre Blvd.
Baton Rouge, LA 70809

Voice/TTY: 1-866-560-1452

Fax: 225-293-3583

E-mall: dcrelay@hamilfonrelay.com.

About Hamilton

Hamiiton Relay offers a variety of services inchuding CapTel,
Web CapTel, Mobile CapTel, Internet Relay and Video Relay,
Hamilton Relay provides traditional relay services to 17 states,
the District of Columbia, the Island of Saipan and the Virgin
Istands. All services are availabte at www.HamiltonRelay.com

For more information, contact:

Beth Slough, National TRS Contract Managar
Hamilton Relay, Inc.

402-894-3656 VITTY

beth.slough@hamiltonrelay.com.

Video Relay f Internet Relay | CapTel / Caplioned Telephone | State Relay / 711 Relay Services | Company Infermation

Copyright ® 2008 Hamillen Relay, All rights reserved
CapTe! ® and Web CapTel ® are registered trademarks of Ullratec, Inc.

This message was sent from Beth Siough to tina.hunt@hamiitonrelay.com, It was sent from: Hogerea by
Hamilton Relay, 1001 12th St., Aurora, NE 68818, You can madify/update your subscription via the ] On aCt
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In honor of National Deaf Awareness Week, Hamilton Relay is pleased to recognize Denise
Johnson as the 2008 Deaf/Hard of Hearing leader for the State of Wisconsin.

Denise's contributions to people who are Deaf, DeafBlind and Hard of Hearing are numerous and
she serves as an excellent role model for community leadership and advocacy. She has been
employed with IndependenceFirst in Milwaukee for the past six years as the Project Coordinator -
Alcohaol and Other Drug Abuse for the Deaf, DeafBlind, and Hard of Hearing for Wisconsin. She
has also worked part-time as a Deaf Mentor for the past four years.

Denise enjoys her roles as the Women Softball Manager and the team fundraiser for the Greater
Milwaukee Association of the Deaf (GMAD) as well as playing for her team. Denise co-chaired
three successful GMAD Children Holiday Parties and she now enjoys being a mentor to the new
Children Holiday Party chairperson. She currently serves as a member for the Deaf and Hard of
Hearing Alliance {DHHA) Board and she is the Volunteer Coordinator for the “Inspired: The Art of
ASL Festival’, scheduled for September 27, 2008 in Milwaukee. She currently serves as the
chairperson for Deaf Unity, an organization providing support for Deaf women affected by
domestic abuse. In 2005, she was also elected to a two-year term as the Secretary/Treasurer for
the Central Athletic Association of the Deaf (CAAD) in which she still holds the same position.

Denise is a current Wisconsin Association of the Deaf's (WAD) Miss Deaf Wisconsin Pageant
Director. She was the Youth Activity Coordinator for WAD's successful Deaf Awareness Week
Festival in 2008, In 2003, she was elected to a two-year term as the Secretary for the Wisconsin
Assaciation of the Deaf.

Denise, married and a mother of two, still manages to find time to complete her Bachelor's
degree at the University of Wisconsin-Milwaukee part tims. She hopes to pursue a Master’s
degree in Healthcare Education at the Medical College of Wisconsin,

Denise enjoys helping others when they are in need. Her friends and colleagues constantly tell
her to say “No,” but because of Denise’s love for her family, friends and her community, she
simply does not know how to say no. She is always willing to lend a helping hand, and hopes that
her community leadership and advocacy will inspire other people to follow in her footsteps.

This leadership recognition has been brought to you by Hamilten Relay.

About Hamilton Relay

Hamilton Relay offers a variety of services including Infernet Relay, Cap»TeI® and Videc Relay.
Hamilton provides traditional relay services to 17 states, the District of Columbia, the Island of
Saipan and the Virgin Islands. Infarmation on all services is available at www.hamiltonrelay.com.
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