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Dennis Selznick
Account Manager 
Mailstop KSOPHL0202-2B812
6500 Sprint Parkway
Overland Park, KS 66251
dennis.a.selznick@sprint.com  

Dear Missouri Public Service Commissioners,

Sprint had another opportunity to serve its Missouri consumers during the fiscal year of July 
2009 to June 2010 by providing top-notch, high-quality relay services that met the state’s 
requirements and beyond.

Highlights promoting awareness about Relay Missouri products and services, such as telecom-
munications relay service (TRS) and CapTel, included exhibits and/or presentations at the:

• American Speech-Language-Hearing Association convention in Kansas City; 500 attended.
• Alexander Graham Bell symposium in St. Louis; 550 attended.
• Missouri Association of the Deaf conference in Sedalia; 120 attended.
• Missouri Commission of the Deaf conference in Columbia; 650 attended.
• Assistive Technology fair in St. Louis; 350 attended.
• Hearing Loss Association of America chapters in St. Louis and Kansas City; 45 and 15 

attended, respectively.

Another highlight was that the CapTel 800i in August 2009 and the CapTel 800 in June 2010 
were included as part of the Missouri Telecommunications Access Program.

As with past years, statistics indicated that during this fiscal year, there was approximately a 
23.5% decrease in TRS minutes and a 4.8% increase in CapTel minutes. The statistics further 
portrayed that going wireless has become more mainstream. Consumers continue to migrate 
to wireless mobility by using relay services on their wireless devices. In the near future, video 
communication will be available on mobile wireless devices, decreasing the need for traditional 
relay products and services.  

After serving as the Account Manager for Relay Missouri for more than three years, April Mason’s 
duties were transitioned to me in December.  I was pleased to return to Relay Missouri, and I 
appreciate the continued support from the Missouri Public Service Commission, relay subcon-
tractors, and Sprint Relay team members.

Sincerely,

Dennis Selznick 
Account Manager 
July 2003-January 2006 and December 2009–present 



RELAY MISSOURI

4

Relay Enhancements
20th Anniversary TRS Enhancements
For the past 20 years, Sprint has provided simple, instant, enriching and 
productive relay experiences. To continue this legacy, Sprint is excited 
about enhancements offered to the State Telecommunications Adminis-
trators of Relay by Sprint (STARS) members at no additional charge. The 
enhancements, announced at the June 1-4 conference in Kansas, include 
speech-to-speech (STS) outreach and customer service, STS e-mail call 
set-up, and an enhanced customer database profile. 

Speech-to-Speech Outreach and Customer Service
In 2010, Sprint launched www.SprintSTS.com to educate users about 
the availability and benefits of STS Relay. Sprint will soon announce 
the availability of a dedicated, 24-hour toll-free STS customer service 
number as well as an STS customer service e-mail address.

STS E-Mail Call Set-Up
Originally launched for Sprint’s New Zealand Relay customers, Sprint will 
soon make STS E-Mail Call Set-Up available for STS users in the United 
States. This enhancement makes completing a call easier by allowing 
an STS user to e-mail information before initiating the call, such as 
the number to be dialed, who the STS user wants to speak to, special instructions and subject 
matter. This feature cannot be used to request a specific communication assistant (CA), schedule 
an STS call or be used in lieu of placing a live call.

Enhanced Customer Database Profile
Originally developed for one of Sprint’s states, Sprint now offers a new Enhanced Customer 
Database Profile with several improvements, including:

• Additional standard call-processing preferences
• Added security to protect user information
• Online access to view and update profiles
• Ability to be used with any Sprint Relay state or Sprint IP relay service

Additional TRS Enhancements
Sprint continues to:

• provide monthly training updates to its relay operators, 
• perform quarterly quality tests on its relay operators to ensure that all criteria for 

passing quality tests have been met, 
• provide refresher training where needed, and 
• develop enhancements on an as-needed basis.

Relay operator training for TRS enhancements included: 
• Confidentiality review for staff
• Customer Service Improvement program initiatives identification (macros and       

database profile verification)

Sprint Relay’s
STS website
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• Detachment and desensitization refreshers
• E911 implementation for Sprint IP/Sprint IM 
• FCC 10-digit numbering implementation
• Monthly training refresher 
• New product training (Nebraska, West Virginia and Wisconsin)
• Relay operator-initiated three-way calling training

Additional features incorporated were:
• Updated TRS training manual
• Updated call center customer contact form 
• Initiated monthly staff support call with vendor centers
• Initiated monthly conference call with STS call centers
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Relay Missouri Statistics
Telecommunications Relay Service
The following charts indicate the trends in the annual total number of session minutes and calls, 
average speed of answer and service level, and contacts with customers. The numbers reflect 
the traditional relay services (such as TTY, Voice, Spanish TTY and Voice, VCO, Telebraille, and 
STS) currently provided by Relay Missouri.

See appendix for a complete statistics report.

Session Minutes
Figure 1 indicates the total monthly and session 
minutes processed through Relay Missouri. The 
total of 1,190,749 minutes includes all aspects of 
TRS services except STS and CapTel. This repre-
sents a decrease of around 23.5% compared to last 
year.

Relayed Call Volume
Figure 2 depicts the total number of completed calls 
processed through Relay Missouri. The calls include 
local, intrastate (both intralata and interlata), 
interstate, general assistance, toll-free, directory 
assistance, international, busy ring/no answer, and 
a few others. Relayed call volume totaled 388,932 
calls during this fiscal year.

Call Origination
On average, TTY and TurboCode consumers originated approxi-
mately 65 percent of the Relay Missouri calls. Figure 3 shows 
call type by percentage.

Fig. 1: Session Minutes

July 115,646 Jan. 101,051
Aug. 118,125 Feb. 91,707
Sept. 105,004 March 99,117
Oct. 104,592 April 87,255
Nov. 94,352 May 87,429
Dec. 100,495 June 85,975

Fig. 2: Relayed Call Volume

July 36,418 Jan. 34,336
Aug. 36,331 Feb. 30,520
Sept. 33,406 March 31,854
Oct. 34,380 April 29,363
Nov. 29,895 May 29,675
Dec. 32,064 June 30,690

Fig. 3: Call Origination

TTY
39.87%

TurboCode
24.92%

Voice
15.17%

VCO
19.27%

ASCII: .27%
HCO: .47%

Deaf-Blind: .03%
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Average Speed of Answer and 
Service Level
Figure 4 illustrates that Sprint 
has once again exceeded the 
speed of answer requirement 
throughout the year. “Speed of 
answer” identifies the number 
of seconds required to answer 
a call. The daily require-
ment is 85% of all calls being 
answered within 10 seconds. 
The Average Speed of Answer (ASA) for this FY was 1.00 second and the Service Level (SVL) 
was that 96.5% of calls were answered within 10 seconds.

FCC Consumer Contact Log
Relay Missouri Customer Service handled customer contacts such as:

• Customer database profiles
• Technical issues
• Operator performance
• Informational materials
• Customer commendations

Each request from a relay user is given full attention and every effort is made to satisfy the 
customer. Sprint prepares and submits the Federal Communications Commission
(FCC) Annual Consumer Contact Log Report to the Missouri Public Service Commission adminis-
tration, which, in turn, submits the report to the FCC.

See appendix for these figures.

CapTel
The following charts indicate the trends of the annual total number of session minutes.

Session Minutes
A breakdown of monthly minutes is shown in Figure 
5. The total for this fiscal year amounted to
780,647 CapTel session minutes, an increase of 
4.8% compared to last year.

See appendix for CapTel statistics.

Fig. 4: ASA and SVL
Month ASA SVL Month ASA SVL

July 1.0 96% Jan. .6 98%
Aug. 1.4 95% Feb. .9 97%
Sept. 1.4 95% March 1.0 96%
Oct. 1.3 95% April 1.2 96%
Nov. .7 98% May 1.1 96%
Dec. .5 99% June .9 97%

Fig. 5: CapTel 
Session Minutes

July 64,022 Jan. 73,321
Aug. 66,953 Feb. 64,753
Sept. 67,246 March 69,261
Oct. 66,259 April 61,841
Nov. 62,549 May 58,515
Dec. 70,010 June 55,916
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Call Volume
A total of 243,687 CapTel calls were generated in 
this fiscal year. A breakdown of monthly call volume 
is indicated in Figure 6.

Call Origination
Figure 7 indicates that most Relay Missouri CapTel calls were 
initiated by CapTel users.

FCC Annual Consumer Contact Log
Sprint prepares and submits the mandatory Federal Communications Commission Annual 
Consumer Contact Log Report on both TRS and CapTel to the Missouri Public Service Commis-
sion, which, in turn, submits the report to the FCC.

    

Fig. 6: CapTel Call Volume

July 20,711 Jan. 21,863
Aug. 21,070 Feb. 19,237
Sept. 21,605 March 21,445
Oct. 21,094 April 19,461
Nov. 19,098 May 18,691
Dec. 21,658 June 17,754

Fig. 7: CapTel 
Call Origination

CapTel
204,522

Voice
39,165
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Outreach Education
Relay Missouri products and services were promoted via the Relay Missouri website, brochures, 
instructional and marketing flyers, e-mails, and at community events. A newsletter offering 
CapTel tips, announcements, and other helpful CapTel information was also distributed to current 
CapTel consumers.

Outreach Activities
Relay Missouri promoted relay service awareness by providing demonstrations, presentations 
and materials to various groups throughout the state. All TRS and CapTel products and services 
were promoted.

During this fiscal year, outreach education was provided at a variety of places and events by the 
Relay Missouri outreach staff, six subcontractors, and the Sprint Relay team. Selected outreach 
activities include exhibitions and/or presentations at the:

• American Speech-Language-Hearing Association convention in Kansas City; 500 attended.
• Alexander Graham Bell symposium in St. Louis; 550 attended.
• Missouri Association of the Deaf conference in Sedalia; 120 attended.
• Missouri Commission of the Deaf conference in Columbia; 650 attended.
• Assistive Technology fair in St. Louis; 350 attended.
• Hearing Loss Association of American chapters in St. Louis and Kansas City; 45 and 15 

attended, respectively.

See appendix for a complete listing.

Literature
TRS and STS
A dual TRS and STS banner (at right) was created to inform 
consumers about Relay 711 and a dedicated STS number.

CapTel
A CapTel brochure was developed to briefly explain the CapTel 
service, compare the features of the CapTel 800, CapTel 800i, and 
WebCapTel, describe the CapTel relay process and provide contact 
information. A CapTel banner (at far right) was also made to 
inform consumers about the CapTel service.

We provide 
communication 
assistance to your 
telephone with ease.

Dialing 7-1-1 connects 
you to Relay Missouri.

relaymissouri.com

People with 
speech disabilities:

877-735-7877

relaymissouri.com

Do you have difficulty  
hearing on the phone?

Try Missouri CapTel.

Listen and read on the phone.
Your telephone calls become easier!

Free Captioned 

Telephone Services

Do you struggle with understanding 

others on the phone?

We’ve got the solution for you...

Although CapTel can be used for emergency calling, such emergency calling may not function the same as traditional 911/E911 services. 

By using CapTel for emergency calling, you agree that Sprint is not responsible for any damages resulting from errors, defects, malfunctions, 

interruptions or failures in accessing or attempting to access emergency services through CapTel; whether caused by the negligence of Sprint 

or otherwise. Coverage not available everywhere. Offers & service plan features not available in all markets/retail locations or for all phones/

networks. Other restrictions apply. See www.sprintcaptel.com for details. © 2010 Sprint. Sprint and logos are trademarks of Sprint. CapTel and 

WebCapTel are registered trademarks of Ultratec, Inc. Other registration marks are the property of their respective owners.

Learn more about   

captioned telephone services at:

n  www.relaymissouri.com

n  www.sprint800.com

 
Reach customer service at:

n  1-888-269-7477 (Voice/CapTel/TTY)

n  captel@captel.com (E-mail)

You speak directly to the other person on the telephone.

The other person speaks directly to you.

The Sprint captioned telephone operator transcribes the other person’s 

spoken words into text using voice-recognition technology.

You listen to the other person on the telephone while reading the captioned 

spoken words on the display screen.

You as CapTel User

Other Person

Sprint Captioned 

Telephone Operator

“  What?  Can you    

  repeat that, please? ”

Do you...

	

	

Have you...

If you answered YES, we’ve got the solution for 

you. Sprint’s captioned telephone services allow 

you to LISTEN and READ captions of everything 

said during your phone conversations.

n	 have difficulty hearing on the 

phone?

n	 misunderstand conversations  

due to background noise?

n	 said “I’m sorry.  I can’t hear you?” 

n	 been depending on others to help 

you with phone calls?

How Captioned Telephone Service works

Which product will work for you?

CapTel® 800
WebCapTel®

* When not using captions, max amplification is capped at 15dB.

CapTel® 800i

Lines on display screen
Up to 15 lines of text 

(depending on 

font size selected)

Up to 15 lines of text 

(depending on font size 

selected)

Depends on your 

browser window 

and font style

Spanish captioning 

available

Yes
Yes

Yes

Phone services 

supported 
 

 

Analog phone line 

 

Analog, DSL, VoIP, FiOS, 

Digital cable phone 

service

You use your own  

phones and phone service 

to make calls

Ability to save text  

of conversation

Yes 

(up to 480 lines of text)

Yes 

(up to 480 lines of text)

Yes - you can review 

& save the entire 

conversation on computer

Ability to dial the 

CapTel user directly 

(without dialing a toll-

free number to access 

the service)

With two-line, Yes.  

If CapTel phone is not 

hooked up to 2 phone 

lines then CapTel user 

must have the caller must 

dial 877-243-2823 first 

then dial the CapTel user’s 

number second.

Yes

No.

WebCapTel user must  

have the caller dial  

800-933-7219 to connect  

to the WebCapTel user.

Two-line CapTel
Yes

Yes
No

Requires high-speed  

Internet connection
No

Yes
Yes

Can be connected to  

a computer monitor
No

No
Your computer 

monitor displays captions

Ability to adjust font 

size

Yes
Yes

Yes

CapTel service fee No charge
No charge

No charge

Handset amplification Up to 40dB gain* Up to 40dB gain*
Depends on your 

phone capabilities

Works with ALDs  

(headsets, neckloops, 

etc.)

Yes
Yes

Depends on your 

phone capabilities

Ability to caption voice 

mail & answering 

machine messages

Yes
Yes

Voice mail only

Display screen
Color

Color
Color

Captions provided Over telephone line Over Internet connection Over Internet connection

Sprint CapTel® 800i

Missouri CapTel® 800
Sprint WebCapTel®

Sprint CapTel® 800i

Missouri CapTel® 800
Sprint WebCapTel®

Free Captioned 
Telephone Services
Do you struggle with understanding others on the phone?

We’ve got the solution for you...

Although CapTel can be used for emergency calling, such emergency calling may not function the same as traditional 911/E911 services. 

By using CapTel for emergency calling, you agree that Sprint is not responsible for any damages resulting from errors, defects, malfunctions, 

interruptions or failures in accessing or attempting to access emergency services through CapTel; whether caused by the negligence of Sprint 

or otherwise. Coverage not available everywhere. Offers & service plan features not available in all markets/retail locations or for all phones/

networks. Other restrictions apply. See www.sprintcaptel.com for details. © 2010 Sprint. Sprint and logos are trademarks of Sprint. CapTel and 

WebCapTel are registered trademarks of Ultratec, Inc. Other registration marks are the property of their respective owners.

Learn more about   captioned telephone services at:
n  www.relaymissouri.com

n  www.sprint800.com

 
Reach customer service at:
n  1-888-269-7477 (Voice/CapTel/TTY)n  captel@captel.com (E-mail)

You speak directly to the other person on the telephone.The other person speaks directly to you.
The Sprint captioned telephone operator transcribes the other person’s 
spoken words into text using voice-recognition technology.You listen to the other person on the telephone while reading the captioned 

spoken words on the display screen.

You as CapTel User

Other Person

Sprint Captioned 
Telephone Operator

“  What?  Can you      repeat that, please? ”
Do you...
	

	

Have you...

If you answered YES, we’ve got the solution for you. Sprint’s captioned telephone services allow you to LISTEN and READ captions of everything said during your phone conversations.

n	 have difficulty hearing on the phone?
n	 misunderstand conversations  due to background noise?

n	 said “I’m sorry.  I can’t hear you?” n	 been depending on others to help you with phone calls?

How Captioned Telephone Service works

Which product will work for you?

CapTel® 800
WebCapTel®

* When not using captions, max amplification is capped at 15dB.

CapTel® 800i
Lines on display screen

Up to 15 lines of text 
(depending on 

font size selected)

Up to 15 lines of text (depending on font size 
selected)

Depends on your 
browser window 
and font style

Spanish captioning available Yes
Yes

Yes
Phone services 
supported 
 

 
Analog phone line 

 
Analog, DSL, VoIP, FiOS, Digital cable phone 

service

You use your own  phones and phone service to make callsAbility to save text  of conversation Yes 
(up to 480 lines of text)

Yes 
(up to 480 lines of text)

Yes - you can review 
& save the entire conversation on computerAbility to dial the CapTel user directly (without dialing a toll-free number to access the service)

With two-line, Yes.  If CapTel phone is not hooked up to 2 phone lines then CapTel user must have the caller must dial 877-243-2823 first then dial the CapTel user’s number second.

Yes

No.
WebCapTel user must  have the caller dial  800-933-7219 to connect  to the WebCapTel user.Two-line CapTel

Yes
Yes

No

Requires high-speed  Internet connection No
Yes

Yes
Can be connected to  a computer monitor No

No Your computer monitor displays captions

Ability to adjust font size
Yes

Yes
Yes

CapTel service fee No charge
No charge

No charge
Handset amplification Up to 40dB gain* Up to 40dB gain* Depends on your 

phone capabilities

Works with ALDs  (headsets, neckloops, etc.) Yes
Yes Depends on your 

phone capabilities
Ability to caption voice mail & answering machine messages Yes

Yes
Voice mail onlyDisplay screen

Color
Color

ColorCaptions provided Over telephone line Over Internet connection Over Internet connection

Sprint CapTel® 800i

Missouri CapTel® 800
Sprint WebCapTel®

Sprint CapTel® 800i

Missouri CapTel® 800
Sprint WebCapTel®

  

To purchase a CapTel® 800i phone

n	 Qualified individual: $99.00 

n	 Agencies/businesses: $595.00

n	 To order:  

 www.sprint800.com or

 1-800-233-9130 (Voice/TTY)

Sprint CapTel® 800i
CapTel® via an Internet line

Sprint WebCapTel® 

CapTel® on your computer - www.sprintcaptel.

Sprint Federal CapTel® 

www.federalrelay.us/captel

Missouri CapTel 800®

The Next Generation of CapTel®

CapTel® Benefits
n	 Large, easy-to-read captions on 

windows with adjustable font 
sizes and colors.

n	 Display screen tilts for 
comfortable reading or lies flat  
to mount the phone on a wall.

n	  Up to 40dB volume amplification  
for captioned calls.

n	 Simply plugs into a standard 
phone jack.  Will not work 
with PBX (often in offices with 
extension numbers) unless an 
analog port is available. 

n	  Instructions and an easy-to-follow  
training DVD are included.

“ Conversations with 
my family are easy to 
follow with Missouri’s 

CapTel 800! ” 

“ Now I can make  
phone calls without 
having to depend  

on anyone.” 

** Depending on how many devices are 
connected to the Internet, you may need 
a router to connect your CapTel® 800i 
phone.

Do you have
n  an analog phone line?
n  2nd analog line (optional)? 
n  no access to the Internet?

CapTel 800® is your choice!

Do you have
n  an analog phone line?
n  a high-speed Internet access? 
n  a router** (if needed)?

CapTel 800i® is the one for you!

Do you have
n  a desktop computer or laptop?
n  a high-speed Internet access?
n  your own phone (landline or cell phone)?

WebCapTel® is an ideal phone for you!

Are you a federal employee, retiree, 
veteran, or tribal member?

You may be qualified for the  
Sprint Federal CapTel® Service.

Using CapTel® to call 911

“ The ability to have 
conversations with my
clients through Sprint
WebCapTel helps my
confidence soar.” 

Sprint  
USB Mobile 
Broadband 

Modem

WebCapTel® Benefits
n	 	No special equipment  

is required.
n	 	Any kind of telephone and  

computer will do!
n	 	Save, review or  

print your conversation. 

n	 	Font size and colors  
can be changed to meet  
your personal preferences. 

n	 	Macintosh and Windows-
based PC compatible.

Federal CapTel® Requirements
n	 	Sprint Captioned Telephone Service by Federal Relay is available in 

all 50 states and District of Columbia, for active federal employees only - 
Civilian or Military.  Federal retirees and tribal members can be eligible.

n	 Sprint CapTel® phones are available for your agency to purchase on the 
GSA schedule. 

n	 Depending on your federal status, several options are available to order  
a CapTel® phone at www.federalrelay.us/captel

One-Line CapTel® phones  (CapTel 800 only)
n	 	The CapTel® Call Center is not engaged in processing 911 calls.
n	 	When using a CapTel® phone to call 911, it is handled the same way 

with a person calling from a standard telephone.
n	 	The CapTel® phone automatically converts to a Voice-Carry-Over (VCO) 

phone and dials 911 directly.

Two-Line CapTel® phones (CapTel 800 and CapTel 800i)
n	 	A two-line CapTel® phone that has separate voice and data connections 

makes calls to 911 more efficient than one-line CapTel® connections.

WebCapTel® phones
n	 	Sprint’s Internet-based WebCapTel® service accepts and handles 

emergency calls using a database that matches a caller’s location to a 
serving PSAP (Public Safety Access Point).  

For more information
n	 	Detailed instructions are available at www.sprint800.com/emergency

To apply for a free CapTel® 800 
contact:
n	 MO TAP for Telephone
 Attn: Stacy Brady
 Missouri Assistive Technology- 

Telephone
 1501 NW Jefferson
 Blue Springs, MO 64015

n	 (816) 655-6704 (Voice)
 (816) 655-6711 (TTY)

n	 Outside of Missouri:
 (816) 655-6700 (Voice)
 (816) 655-6711 (TTY)
 (816) 655-6710 (Fax)

CapTel® 800i Benefits
n	 	Same physical features as the 

CapTel 800 phone.
n	 	Captions appear automatically 

on all calls – incoming and 
outgoing. No need to dial a  
toll-free number first. 

n	 	An analog line is used for 
making or receiving a call while 
connecting automatically to the 
CapTel service through the  
Internet.

n	   One touch button to reach 
customer service.

First time user
n	 	First-time users must register 

a user name and password  
before using the service.

n	 	Register at  
sprintcaptel.com/registration.asp

Step-by-step instructions
n	 www.sprintcaptel.com/faq.asp

  

To purchase a CapTel® 800i phone
n	 Qualified individual: $99.00 
n	 Agencies/businesses: $595.00
n	 To order:  
 www.sprint800.com or
 1-800-233-9130 (Voice/TTY)

Sprint CapTel® 800i
CapTel® via an Internet line Sprint WebCapTel® 

CapTel® on your computer - www.sprintcaptel. Sprint Federal CapTel® 
www.federalrelay.us/captel

Missouri CapTel 800®

The Next Generation of CapTel®

CapTel® Benefits
n	 Large, easy-to-read captions on windows with adjustable font sizes and colors.

n	 Display screen tilts for comfortable reading or lies flat  to mount the phone on a wall.
n	  Up to 40dB volume amplification  for captioned calls.

n	 Simply plugs into a standard phone jack.  Will not work with PBX (often in offices with extension numbers) unless an analog port is available. 
n	  Instructions and an easy-to-follow  training DVD are included.

“ Conversations with my family are easy to follow with Missouri’s 
CapTel 800! ” 

“ Now I can make  phone calls without having to depend  
on anyone.” 

** Depending on how many devices are connected to the Internet, you may need a router to connect your CapTel® 800i phone.

Do you have
n  an analog phone line?
n  2nd analog line (optional)? n  no access to the Internet?

CapTel 800® is your choice!

Do you have
n  an analog phone line?
n  a high-speed Internet access? n  a router** (if needed)?

CapTel 800i® is the one for you!

Do you have
n  a desktop computer or laptop?n  a high-speed Internet access?n  your own phone (landline or cell phone)?WebCapTel® is an ideal phone for you!

Are you a federal employee, retiree, veteran, or tribal member?

You may be qualified for the  Sprint Federal CapTel® Service.

Using CapTel® to call 911

“ The ability to have conversations with myclients through SprintWebCapTel helps myconfidence soar.” 

Sprint  
USB Mobile 
Broadband 

Modem

WebCapTel® Benefits
n	 	No special equipment  is required.

n	 	Any kind of telephone and  computer will do!
n	 	Save, review or  

print your conversation. 
n	 	Font size and colors  can be changed to meet  your personal preferences. 

n	 	Macintosh and Windows-based PC compatible.

Federal CapTel® Requirementsn	 	Sprint Captioned Telephone Service by Federal Relay is available in 
all 50 states and District of Columbia, for active federal employees only - 
Civilian or Military.  Federal retirees and tribal members can be eligible.

n	 Sprint CapTel® phones are available for your agency to purchase on the 
GSA schedule. 

n	 Depending on your federal status, several options are available to order  
a CapTel® phone at www.federalrelay.us/captel

One-Line CapTel® phones  (CapTel 800 only)n	 	The CapTel® Call Center is not engaged in processing 911 calls.
n	 	When using a CapTel® phone to call 911, it is handled the same way 

with a person calling from a standard telephone.n	 	The CapTel® phone automatically converts to a Voice-Carry-Over (VCO) 
phone and dials 911 directly.

Two-Line CapTel® phones (CapTel 800 and CapTel 800i)
n	 	A two-line CapTel® phone that has separate voice and data connections 

makes calls to 911 more efficient than one-line CapTel® connections.WebCapTel® phones
n	 	Sprint’s Internet-based WebCapTel® service accepts and handles 

emergency calls using a database that matches a caller’s location to a 
serving PSAP (Public Safety Access Point).  For more information

n	 	Detailed instructions are available at www.sprint800.com/emergency

To apply for a free CapTel® 800 contact:
n	 MO TAP for Telephone Attn: Stacy Brady Missouri Assistive Technology- Telephone

 1501 NW Jefferson Blue Springs, MO 64015
n	 (816) 655-6704 (Voice) (816) 655-6711 (TTY)

n	 Outside of Missouri: (816) 655-6700 (Voice) (816) 655-6711 (TTY) (816) 655-6710 (Fax)

CapTel® 800i Benefits
n	 	Same physical features as the CapTel 800 phone.

n	 	Captions appear automatically on all calls – incoming and outgoing. No need to dial a  toll-free number first. 
n	 	An analog line is used for making or receiving a call while connecting automatically to the CapTel service through the  Internet.

n	   One touch button to reach customer service.

First time user
n	 	First-time users must register a user name and password  before using the service.

n	 	Register at  
sprintcaptel.com/registration.asp

Step-by-step instructions
n	 www.sprintcaptel.com/faq.asp
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Advertisements
To promote TRS and CapTel products and/or services, two newsletter releases were distributed. 
Additionally, an advertisement was placed in:

• DEAFestival 2009 program book
• DCC White Papers
• HLAA newsletter
• Missouri American Legion
• Missouri Area Alliance on Aging publication

Telecommunications Access Program
Missouri Assistive Technology’s mission is to increase access to assistive technology for Missou-
rians with all types of disabilities and of all ages.  Keeping in with the philosophy of the Telecom-
munications Access Program (TAP), Sprint launched the Internet CapTel phone 800i and CapTel 
phone 800 during this fiscal year, and these products were added to the Missouri TAP in August 
2009 and June 2010 respectively.

Website
The Relay Missouri website at www.relaymissouri.com continues to 
provide information on the various TRS and CapTel products and 
services. The website describes the various relay services available, 
contains relay training videos, provides a link to a quick reference card, 
and explains other relay-related information.

  

CapTel Newsletter
A newsletter offering CapTel tips, announcements, and other helpful CapTel information is also 
distributed to subscribers.

2-Line mode is an optional way of using
your CapTel 200 that relies on two 
telephone lines instead of just one.

Why Choose 2-Line Mode?

• People can call your phone number
directly; they don’t need to call the
Captioning Service first.

• You can turn captions on/off at any
time during the call.

• 2-Line mode supports telephone services
such as *69 call back and some 
voicemail services.

To use 2-Line mode, you need a second
analog telephone line that has its own
wall jack and telephone number. The
second line cannot just be an extension
line. Your telephone service provider 
can install a second line if needed. The
second line can be very basic: it does 
not require services like long distance,
Call Waiting, or Caller ID capabilities. 
It should be a TONE supported line
rather than Pulse. 

Make sure your primary telephone line is
plugged into the left jack (with a symbol
under it) on the bottom of your CapTel 200.
This phone line should be the telephone
number you give people to call you.

Plug the second telephone line into the
right telephone jack (with no symbol).  

Next change the “2-Line Mode” setting 
in the CapTel menu to be “ON”. If you
have a dialing prefix or Call Waiting
block entered in the menu, make sure
those settings are correct for Line 2.
When using CapTel in 2-Line mode, 
most menu settings refer to Line 2 only.

You’re now ready to start calling!

Miss an important call? CapTel makes it easy to view captions

of your answering machine messages. Follow these easy steps:

Step 1

Make sure your answering machine is close to where your

CapTel phone is located. 

Step 2 (depends on which phone model you have)

With the CapTel handset hung up:

CapTel 200 – Press the Menu button repeatedly until you 

see “Caption External Answering Machine Messages”. 

Press the gray button next to OK.

CapTel 800i – Press the YES button to see Options, 

then press the DOWN arrow key to highlight “Caption

Answering Machine”. Press YES to select.

Step 3

Lift the CapTel handset, and 

place the mouthpiece next to 

your answering machine speaker. 

While you do this, your CapTel

phone connects to the Captioning Service.

Step 4

Once you see the Captioning Service is ready to caption, press

the PLAY button on your answering machine. Captions will appear

as the messages are played aloud. You can skip, re-play, erase,

or save messages as you normally would with your answering

machine. When you’re done, hang up your CapTel phone.

Note: You can also get captions of your voicemail messages.

For more information, please refer to the user manual that came

with your CapTel phone or contact CapTel Customer Service.

With 2-Line CapTel, you talk 
and listen to callers over one
telephone line, while the 
captions are provided over 
a second telephone line. 

Get the Message with CapTel

CapTel 200:

Switching from 1-Line Mode to 2-Line Mode

Depending on how your home Internetaccess is set up, the Ethernet jack you needmay be located in a different room thanwhere you use the CapTel 800i. If there is no Internet access in the same room,you can use Network Power Adapters toset up your CapTel 800i. These adaptersplug into standard power outlets and useyour home’s electric wiring to reach yourInternet modem. Plug one Network PowerAdapter in the room with the CapTel 800i,plug the other into the room with yourInternet modem. Connect the Ethernetcable from the CapTel 800i to the adapterin its location, and connect your Internetmodem to the adapter near its location.Limitations may apply depending on yourhome wiring. Contact CapTel CustomerService with any questions. 

If  you answer a call on a different phone...If you answer an incoming call on a different phone, you can “transfer” the call to your CapTel phone to get captions. Just go to your CapTel phone, pick up the
handset, and depending on your model CapTel phone, 
follow these directions. The call will “transfer” over to 
your CapTel phone and captions will begin.

CapTel 800i: Press any of  the number keys to receive captions. CapTel 200 2-Line Mode: Press the captions button toreceive captions. CapTel 200 1-Line Mode: Incoming caller must dialthrough Captioning Service firstbefore you will get captions. 

CapTel 800i:
Ethernet Jack in the Wrong Room? No Problem.

If you make long distance calls withyour CapTel 200 phone, be sure toregister your long distance provider

with CapTel Customer Service. Thisensures that any long distance chargeson captioned calls will be billed underyour existing service or calling plan.If you don’t register your provider,any long distance charges you incurduring captioned calls will be billedunder your state Relay Service's longdistance provider – which is typicallymore expensive than your individualcalling plan.

Registering Is Easy:
by phone: 1-888-269-7477online at: www.CapTel.com by email: CapTel@CapTel.comby fax: 1-608-204-6167

Encourage people who call you longdistance through the CaptioningService to register their long distanceprovider as well, so that their calls toyou are billed under their existing plan.

CapTel 200:
Remember to Register Your Long Distance Provider

2-Line Mode or CapTel 800iIf you use CapTel 200 in 2-Line mode or ifyou use CapTel 800i, you do not need to register your long distance provider. Any longdistance charges you incur will automaticallybe billed under your existing calling plan.

*Network Power Adapters (sold separately) are available from computer 
electronics stores or online from WCI (www.weitbrecht.com) at an additional cost.

Network Power Adapters are sold at computer supply stores or available
online at www.weitbrecht.com.

Please take a moment to check out our new CapTel

page on Facebook. See how other people around

the country are using their CapTelphone. Feel free

to post your own stories or share

the page with other people you

think would be interested. 

Since 2006, the Hearing Loss Association of America (HLAA) has recruited thousands of

people nationwide to help provide support for hearing loss prevention through its

Walk4Hearing campaign. This spring, CapTel is sponsoring 

Walk4Hearing events around the country. Please consider 

participating in a location near you! For complete details, 

visit the HLAA website at: www.HearingLoss.org.

450 Science Drive • Madison, WI 53711

903-508900 4/10
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CapTel Sponsors Walk4Hearing Events
Come join us to walk for a great cause!

Become a Fan on Facebook

Ultratec, Inc.
450 Science Drive
Madison, WI 53711

Contacting CapTel Customer Service – We’re here to help!
If  you are not already receiving this newsletter directly, please
write or send us your email address to get the latest CapTel
newsletter electronically! Visit our website (www.CapTel.com)
and click on “Contact Customer Service” to sign up!

1-888-269-7477(CapTel/Voice/TTY)
1-866-670-9134(Español)
1-608-204-6167(Fax)
CapTel@CapTel.com(Email)
www.CapTel.com(Online)

STATE CITY DATE

California San Francisco May 22
Colorado Littleton May 15
Michigan Milford May 15
New York Fairport May 2
New York Yorktown Heights May 15
Ohio Dayton May 15
Wisconsin Milwaukee May 16

“I’ve been without a phone for so many years,
it is amazing to finally make a call…”

–CapTel user in Oklahoma

LOOK FOR CAPTELON THE
DISCOVERY CHANNEL IN MAY 2010!

NEWS
NEWS & HELPFUL TIPS FOR PEOPLE WHO USE CAPTEL

IN THIS ISSUE • Calling 911: Know What to Expect

• Get the Message with CapTel

• Switching from 1-line to 2-line Mode

• Register Your Long Distance Provider

• Ethernet Jack in the Wrong Room? No Problem.

• Transfering a Call to your CapTel Phone

• CapTel Sponsors the Walk4Hearing Events

SPRING 2010

If you use CapTel 800i or CapTel 200 in 2-Line Mode:

Calls to 911 are handled exactly the same as if you’d called from any other phone

on your telephone service. Plus, you get captions of the call from the CapTel

Captioning Service. Emergency services will be able to locate you and send help

based on the location from which you place the call.

To reach help as quickly as possible in an emergency, all 1-Line CapTel 200 calls

placed to 911 are connected directly to Emergency 911 services. 911 calls are not

routed through the Captioning Service. This means you get immediate access to

emergency personnel, but the call is not captioned in the same way as a traditional

CapTel call. Instead of going through the Captioning Service, emergency personnel

type messages directly to you. 

Knowing what to expect during a 911 call will help make sure things go smoothly.

• Emergency 911 calls are treated as Voice Carry Over calls (VCO). The 911 operator

will be able to hear everything you say. Then the operator types their response

for you to read on the CapTel 200 display screen.

• You speak into the handset, just like you normally would. The 911 operator will

hear everything you say. You will not be able to hear the operator, but they will

type instructions to you which will appear on the CapTel 200 display screen.

• Emergency Services will know the number you call from and be able to send

appropriate help based on your location.

Please check with your CapTel 200 user manual for full details.

CapTel 200:

Calling 911: 
Know What to Expect

CapTel – Larger than Life!

Thinking big, Relay Indiana has developed

a giant, inflatable Captioned Telephone.

The 8 foot tall replica features all the

characteristics of the new CapTel 800i.

The giant phone will be on display at

trade shows and regional events to 

help educate people about CapTel

captioning service.

In the photo: Andy Leffler of  Indiana Relay

stands by a really big CapTel phone. 
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CapTel Enhancements
Website
A new CapTel website was created in April 2010 that is dedicated to all 
of Sprint’s national captioned telephone services. The website, found 
at www.sprint800.com, also showcases the latest Sprint has to offer, 
including Sprint CapTel 800i and WebCapTel, with continuous updates. 

CapTel Logo
In early spring 2010, to differentiate from 
“Sprint” and “Sprint Relay,” a stand-alone CapTel 
logo was created to help consumers receive 
information about CapTel quicker.

WebCapTel®
Sprint expanded its Internet service offerings for CapTel® during 
2009, providing:

• CapTel 800i, a brand-new CapTel phone that utilizes the 
Internet to deliver captions.

• WebCapTel on the Go for iPhone, Windows Mobile 6.0 devices 
and BlackBerry Smartphones with OS 4.6 or higher.

• WebCapTel 2.0, a redesign of the Sprint WebCapTel website. 

VRS Software
As of March 2010, Sprint Relay customers 
can download Sprint Video 4G software at no 
charge. 

FCC Updates
Sprint continues to maintain open communication with FCC and NECA, and awaits an official 
announcement on potential billing changes.

Sprint Relay’s
CapTel website

CapTel 800i

Video Relay Services 
The Federal Communications Commission 
(FCC) authorizes video relay services 
(VRS). Relay providers are reimbursed 
by the Interstate TRS Fund for intrastate 
and interstate minutes generated, which 
is administered by the National Exchange 
Carriers Association (NECA).

The State of Missouri currently does not 
pay for VRS.

Sprint Relay Enhancements
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FCC’s Ten-Digit Numbering Mandate
The FCC determined that, beginning December 31, 2008, persons with hearing and speech 
disabilities using Internet-based TRS such as VRS or IP Relay must be able to obtain 10-digit 
telephone numbers. The FCC adopted this requirement in conjunction with 911 call-handling 
requirements for VRS and IP relay providers. 

On December 8, 2008, Sprint implemented 10-digit numbering for VRS. The FCC extended 
the registration period for consumers to November 12, 2009. There is a registration website 
available to VRS users who wish to establish their user profiles and obtain 10-digit numbers 
through Sprint. Per the FCC mandate, unregistered VRS users may still place emergency calls 
using any VRS provider. 

Video Mail
There are three different ways for relay users to access video mail messages.

1. E-mail attachments (WMV and 3GP) 
2. Web-based customer profile

 a. Access to video mail via My Mail
 b. Default or customized text message for video interpreters
     3. Sprint Video 4G software
 a. Customized video greeting message
 b. Individual PIN to access mailbox
 c. Access to video mail messages via mailbox
 

IP Relay
During this fiscal year, Sprint added the 
following services and features:

• Sprint IP using Google Talk.
• Address book and speed dialing for Sprint 

IP using AIM and Sprint IP using Google 
Talk.

• Website for users to register for 
service and local phone numbers for 
each product; this website is at www.
mysprintrelay.com.

• Voice-to-Sprint IP Relay customers via 10-digit local phone numbers.
• Voice-to-AOL AIM Relay customers via 10-digit local phone numbers.
• Voice-to-Google Talk Relay customers via 10-digit local phone numbers.
• E911 service for Sprint IP, Sprint IP via AIM and Sprint IP via 

Google Talk.
• Identity and address verification process for Sprint-registered 

users.
• Systems that allow users who have registered with any relay 

provider to make non-emergency IP and IM relay calls.
 
Sprint also has complied with all applicable FCC requirements, as clearly 
stated on its website (at right).

IP Relay
The FCC authorizes Internet Protocol (IP) 
relay. Relay providers are reimbursed by 
the Interstate TRS Fund for intrastate and 
interstate minutes generated, which is 
administered by the NECA.

The State of Missouri currently does not 
pay for IP Relay services.

Sprint Relay’s
IP Relay website
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Wireless Devices and 4G Network
Wireless Devices
The BlackBerry product line is just one of several that Sprint Relay offers with a data-only plan 
for $29.99 a month for deaf or hard of hearing people. The HTC EVO 4G has a low monthly price 
plan of $39.99 for deaf or hard of hearing customers.

    

4G Network
Sprint is proud to be the first (and to date, only) carrier to provide 4G capabilities in various 
cities; Baltimore was the first city to enact a 4G network. The new U300 modem provides on-
the-go Internet access and faster VRS, e-mail and web browsing, with wireless-like connectivity 
on the Sprint 4G network. With nationwide coverage through the 3G Sprint Mobile Broadband 
Network when outside the Sprint 4G network areas, customers can access greater Internet 
speed on trains, in autos, and at airports. For more information and areas of 4G coverage, 
visit www.sprintrelaystore.com/4g.htm.

Other Products and Services
To learn about the multitude of Sprint Relay products and services, visit www.sprintrelay.com.

BlackBerry
Curve 8530

Dell® Mini 1012 Netbook
with U301 3G/4G Modem

HTC EVO
4G Android
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Sprint Relay Team

William P. White
Vice President – 

Federal Programs

Mike Ellis
National TRS Director

Marketing and Product Development
Damara Paris

Branch Manager

Dennis Selznick
CapTel Manager

Relay Program Management
John Moore

Branch Manager

Angie Officer
Senior RPM

Corporate Sales
Maggie Schoolar
Branch Manager

Dottie Cartrite
Corporate Sales Manager

Wireless Sales
Ken Goulston

Account Executive 

Customer Service
Brian Adamson

Supervisor

Sprint Public Sector – Federal and State Government
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Appendices 
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TRS Statistics
TOTAL CALL VOLUME July Aug. Sept. Oct. Nov. Dec. Jan. Feb. March April May June TOTAL

TTY- Baudot  9,931  10,878  9,474  8,689  6,311  6,808  6,301  5,590  6,785  6,570  6,103  6,360  89,800 

TurboCode  5,633  5,225  4,846  4,839  4,318  4,485  4,800  4,374  4,803  4,163  3,966  3,922  55,374 

ASCII  27  54  58  54  37  58  30  56  76  57  65  25  597 

Voice  2,976  2,875  2,637  2,866  2,904  2,978  3,008  2,803  2,660  2,755  2,724  2,275  33,461 

VCO  3,626  3,549  3,527  3,538  3,406  3,661  3,961  3,371  3,435  3,381  3,650  3,344  42,449 

HCO  46  59  47  45  99  148  119  74  117  49  64  137  1,004 

Deaf/Blind ASCII  -  -  -  -  -  -  -  -  -  -  -  -  - 

Deaf/Blind Baudot  13  3  2  -  -  29  -  22  -  -  3  -  72 

TOTAL  22,252  22,643  20,591  20,031  17,075  18,167  18,219  16,290  17,876  16,975  16,575  16,063  222,757 

Speech to Speech  21  35  30  33  38  47  39  16  20  25  21  27  352 

Total Spanish Calls  -  -  -  1  -  3  11  -  -  -  -  -  15 

% PERCENTAGE OF CALLS AVERAGE

TTY 44.63% 48.04% 46.01% 43.38% 36.96% 37.47% 34.58% 34.32% 37.96% 38.70% 36.82% 39.59% 39.87%

Turbo Code 25.31% 23.08% 23.53% 24.16% 25.29% 24.69% 26.35% 26.85% 26.87% 24.52% 23.93% 24.42% 24.92%

ASCII 0.12% 0.24% 0.28% 0.27% 0.22% 0.32% 0.16% 0.34% 0.43% 0.34% 0.39% 0.16% 0.27%

Voice 13.37% 12.70% 12.81% 14.31% 17.01% 16.39% 16.51% 17.21% 14.88% 16.23% 16.43% 14.16% 15.17%

VCO 16.30% 15.67% 17.13% 17.66% 19.95% 20.15% 21.74% 20.69% 19.22% 19.92% 22.02% 20.82% 19.27%

HCO 0.21% 0.26% 0.23% 0.22% 0.58% 0.81% 0.65% 0.45% 0.65% 0.29% 0.39% 0.85% 0.47%

Deaf/Blind ASCII 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%

Deaf/Blind Baudot 0.06% 0.01% 0.01% 0.00% 0.00% 0.16% 0.00% 0.14% 0.00% 0.00% 0.02% 0.00% 0.03%

TOTAL NUMBERS OF COMPLETED RELAYED CALLS TOTAL

Local  13,315  12,210  11,686  12,012  10,466  11,396  11,661  10,321  11,325  10,613  10,746 10,503  136,254 

Intrastate (Intralata)  111  266  275  147  105  118  80  87  88  80  60 62  1,479 

Intrastate (Interlata)  233  368  355  289  208  212  207  162  140  163  151 184  2,672 

Interstate Calls  2,002  3,088  2,315  1,606  1,301  1,279  921  995  977  1,256  1,052 1,074  17,866 

 Toll Free  1,759  1,764  1,613  1,684  1,433  1,552  1,688  1,428  1,558  1,258  1,291 1,196  18,224 

Directory Assistance  120  125  105  81  51  53  78  48  56  60  60 67  904 

900 (Attempted)  -  -  -  -  -  -  -  -  -  -  - 0  - 

International  124  41  6  4  2  3  6  30  31  23  34 2  306 

Marine (Attempted)  -  -  -  -  -  -  -  -  -  -  - 0  - 

Other Calls  -  -  -  -  -  -  -  -  -  -  - 0  - 

TOTAL COMPLETED  17,664  17,862  16,355  15,823  13,566  14,613  14,641  13,071  14,175  13,453  13,394  13,088  177,705 

Busy Ring No answer  4,588  4,781  4,236  4,208  3,509  3,554  3,578  3,219  3,701  3,522  3,181  2,975  45,052 

TOTAL OUTBOUND  22,252  22,643  20,591  20,031  17,075  18,167  18,219  16,290  17,876  16,975  16,575  16,063  222,757 

General Assistance  14,166  13,688  12,815  14,349  12,820  13,897  16,117  14,230  13,978  12,388  13,100  14,627  166,175 

TOTAL Relayed Calls  36,418  36,331  33,406  34,380  29,895  32,064  34,336  30,520  31,854  29,363  29,675  30,690  388,932 

MINUTES OF SERVICE TOTAL

Total Conversation 
Minutes 81,482.82 82,871.90 74,226.37 72,556.75 65,658.22 71,115.30 71,935.40 64,105.90 68,793.33 58,634.83 60,207.50 58,459.73 830,048.05 

Total Session Minutes 115,646.43 118,124.72 105,004.42 104,591.50 94,352.00 100,494.80 101,051.27 91,707.28 99,117.27 87,255.32 87,429.08 85,974.65 1,190,748.74 

Less Interstate 14,332.13 18,469.78 12,256.57 9,964.35 10,165.32 9,858.52 8,770.38 9,225.95 8,621.15 8,409.23 7,360.60 6,417.88 123,851.86 

Less International 567.00 303.83 106.33 11.28 16.17 23.50 19.55 202.85 231.20 129.88 123.98 6.75 1,742.32 

Less 800 Toll-Free 10,534.13 10,974.64 9,115.83 9,825.60 8,309.59 9,397.39 9,816.54 8,944.20 9,975.45 7,254.22 7,501.03 7,309.14 108,957.76 

Less Directory Session Min 134.40 218.42 183.38 52.12 30.77 12.52 84.12 24.75 23.67 29.87 42.32 70.85 907.19 

Less 900 Assistant Min 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 

Total Billable Speech-to-
Speech 96 135 142 160 195 205 186 77 89 119 143 134 1,681
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July Aug Sept Oct Nov Dec Jan Feb Mar Apr May Jun

NUMBER OF CALLS TO RELAY TOTAL

Offered  30,003  28,906  27,001  28,735  25,350  27,186  29,449  26,118  27,059  24,669  25,534  25,970  325,980 

Answered  29,531  28,334  26,396  28,191  25,142  26,994  29,250  25,781  26,588  24,192  25,115  25,591  321,105 

In Queue  30,003  28,906  27,001  28,735  25,350  27,186  29,449  26,118  27,059  24,669  25,534  25,970  325,980 

Abandoned in Queue  472  572  605  544  208  192  199  337  471  477  419  379  4,875 

AVERAGE NUMBER OF CALLS - STS not included AVERAGE

Weekend 697 378 709 720 669 715 723 719 694 632 615 649 660

Weekday 1,341 685 1,261 1,268 1,137 1,146 1,291 1,238 1,144 1,105 1,120 1,159 1,158

AVERAGE LENGTH  OF CALLS AVERAGE

Session Minutes 3.93 4.17 3.98 3.72 3.77 3.71 3.46 3.54 3.71 3.59 3.48 3.30 3.70

Conversation Minutes 2.77 2.93 2.81 2.58 2.62 2.63 2.46 2.48 2.58 2.41 2.40 2.24 2.58

Avg. Length of Completed 
Calls 6.55 6.61 6.42 6.61 6.95 6.86 6.89 7.02 6.99 6.49 6.53 6.58 6.71

AVERAGE SPEED OF ANSWER AVERAGE

Service Level 96.0% 95.0% 95.0% 95.0% 98.0% 99.0% 98.0% 97.0% 96.0% 96.0% 96.0% 97.0% 96.50%

ASA 1.0 1.4 1.4 1.3 0.7 0.5 0.6 0.9 1.0 1.2 1.1 0.9 1.00

CUSTOMER CONTACTS TOTAL

TRS

Complaints  2  3  -  1  1  1  -  -  -  -  -  -  8 

Commendations  3  4  1  -  -  -  1  -  -  -  -  -  9 

Total  5  7  1  1  1  1  1  -  -  -  -  -  17 
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CapTel Statistics
 July Aug. Sept. Oct. Nov. Dec. Jan. Feb. March April May June Average

Billable 
Minutes 0.00 0.00 0.00 0.00 0.00 0.00 61,309.65 0.00 0.00 0.00 0.00 0.00 0

Average Per 
Min Per User 204.54 208.57 206.28 209.68 201.12 223.67 235.76 214.41 217.80 209.63 200.40 201.86 211  

Average Per 
Min Per User 
billed to State

0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0

Number of 
CapTel Acti-
vated

630 644 654 660 669 676 683 726 726 726 726 726 687

Number of 
CapTel Shipped 683 685 710 709 710 725 726 684 688 689 689 690 699

Number of 
Users/ Partici-
pants

313 321 326 316 311 313 311 302 318 295 292 277 308

Occupancy % 
User 50% 50% 50% 48% 46% 46% 46% 42% 44% 41% 40% 38% 45%

Average Per 
call Length Per 
User

0.00 0.00 0.00 0.00 0.00 0.00 3.78 0.00 0.00 0.00 0.00 0.00 0.00

CapTel Traffic Patterns Average

Call In 17,447 17,873 18,436 18,118 16,306 18,664 18,502 16,387 18,260 15,626 14,719 14,184 17,044 204,522

Voice In 3,264 3,197 3,169 2,976 2,792 2,994 3,361 2,850 3,185 3,835 3,972 3,570 3,264 39,165

Total of Calls 20,711 21,070 21,605 21,094 19,098 21,658 21,863 19,237 21,445 19,461 18,691 17,754 20,307 243,687

Total Session Min Average

900 Calls 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00

Answer 
Machine 499.03 608.59 475.43 422.50 373.41 420.13 524.42 435.48 512.74 386.37 398.47 367.05 451.97

General Assis-
tance 933.20 802.76 974.63 838.32 747.91 819.04 826.62 805.00 901.29 859.05 762.35 776.00 837.18

In 2 Line 1,844.28 1,987.02 1,753.10 2,014.38 1,697.01 2,202.83 2,159.88 1,970.55 1,972.37 1,724.28 1,722.31 1,665.48 1,892.79

International 9.09 26.16 58.94 15.22 19.03 146.18 152.79 30.93 166.28 87.81 119.82 3.30 69.63

Interstate 8,408.85 9,383.69 10,195.49 9,104.23 8,657.92 9,905.86 9,319.34 8,346.15 7,567.05 7,095.70 8,210.82 8,055.87 8,687.58

Intrastate 47,633.20 49,442.47 47,907.67 48,351.86 45,728.11 51,198.47 54,323.34 48,327.09 52,403.35 46,713.88 43,104.59 40,984.21 48,009.85

Others 842.51 818.85 963.09 1,014.12 896.44 1,027.80 1,495.80 1,287.84 1,213.87 1,141.38 819.51 831.55 1,029.40

Toll Free 3,851.54 3,883.01 4,918.11 4,498.76 4,429.13 4,289.95 4,518.73 3,550.27 4,524.44 3,832.23 3,377.62 3,232.32 4,075.51

Total of 
Session Min 64,021.70 66,952.55 67,246.46 66,259.39 62,548.96 70,010.26 73,320.92 64,753.31 69,261.39 61,840.70 58,515.49 55,915.78 780,646.91 TOTAL

Number of Calls by each Traffic Pattern Total

900 Call 0 0 0 0 0 0 0 0 0 0 0 0 0

Answer 
Machine 336 423 334 311 274 296 367 318 374 275 305 280 3,893

General Assis-
tance 2,458 2,216 2,607 2,299 2,042 2,274 2,315 2,196 2,499 2,343 2,118 2,006 27,373

2 Line 642 663 602 659 581 649 741 676 710 554 502 532 7,511

International 6 4 14 10 8 18 30 7 23 9 11 1 141

Inter-state 1,768 1,962 1,833 1,719 1,465 1,778 1,672 1,265 1,238 1,448 1,594 1,429 19,171

Intra-state 14,480 14,806 14,961 14,923 13,734 15,520 15,508 13,769 15,435 13,826 13,339 12,639 172,940

Others 251 237 324 278 243 261 362 315 313 262 201 237 3,284

Toll Free 770 759 930 895 751 862 868 691 853 744 621 630 9,374

Total 20,711 21,070 21,605 21,094 19,098 21,658 21,863 19,237 21,445 19,461 18,691 17,754 243,687
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Outreach Activities

Event City Date Attendance

Relay (R), 
CapTel (C)  
Both (B)  
or TEDP 

(T)
July
World of Fun Deaf Awareness Day Kansas City 7/11/2009 350 B
ASHA Convention Kansas City 7/17/09 to 7/19/09 500 C
AG Bell’s Listening & Spoken Language 
Symposium St. Louis 7/23/09 to 7/25/09 550 C

MO Association for the Deaf, Inc - 41st 
Biennial Conference Sedalia 7/30/09 to 08/01/09 120 B

August
Silver Dollar City Deaf Awareness Day Branson 8/8/2009 450 B
St. Louis DEAFestival Kirkwood 8/29/2009 3,000 B
September
Home Care Services for the Deaf/Hard 
of Hearing Creve Coeur 9/12/2009 150 C

Deaf Awareness Group of Springfield Springfield 9/19/2009 250 B

Missouri Commission for the Deaf 
Conference Columbia 9/25/09-9/26/09 650 B

October
Assistive Technology Fair St. Louis 10/3/2009 350 B
HLAA MO State Chapter’s Walk For 
Hearing Event St. Louis 10/3/2009 150 B

Relay MO Advisory Council Jefferson City 10/15/2009 20 B

ALDA (Adult Late Deafened Associa-
tion) Conference - 5 people from MO Seattle, WA 10/15/09-10/18/09 350 B

November

December
Holiday Celebration St. Louis 12/19/09 50 B
New Year’s Eve at GSLAD St. Louis 12/31/09 100 B
January

February
Don’t Hang up on Relay postcards Businesses statewide 2/1/2010 500 R
Winterfest St. Louis 2/4-2/5 500 B
March
MSD Academic Biathlon Columbia 3/9-3/10 35 B
MAAD Tournament St. Louis 3/12-3/13 250 B
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Event City Date Attendance

Relay (R), 
CapTel (C) 
Both (B)  
or TEDP 

(T)
March
HLAA Chapter presentation St. Louis 3/13/2010 45 C
ASL Film Columbia 3/27/2010 80 B
April
Power Up Conference Columbia 4/26/2010 300 B
Accessing the Community Blue Springs 4/30/2010 75 B
Newsletter Statewide 4/30/2010 1,000 R
May
Deaf Awareness Week Picnic Springfield 5/14/2010 25 B
Cape North County Park Cape Girardeau 5/22/2010 50 B
SEMO Deaf Association Poplar Bluff 5/30/2010 20 B
June
Newsletter Statewide 6/8/2010 1,000 R
HLAA Chapter presentation Kansas City, 6/13/2010 15 C


