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A Message from the  

Accessibility Relationship Manager 
 
T-Mobile Accessibility is pleased to present to the Missouri Public Service Commission administration this 
November 2022 to October 2023 annual report summarizing trends in telecommunications relay services 
(TRS) and Captioned Telephone Service (CTS); and chronicles outreach education to Missouri consumers. 
  
During this reporting year, the Relay Missouri Accessibility Relationship Manager, with the Relay Missouri 
Outreach Specialist, continued educational efforts across the state. Selected outreach activities out of the 
15 included: 

• DEAFOPIA Expo in St. Louis, 600 attended. 

• DeafBlind Town Hall in St. Louis, 20 attended. 

• Real Voices, Real Choices Conference in Osage Beach, 750 attended. 

• Relay Missouri Taste of Technology for people who are DeafBlind in St. Louis, 100 attended. 

• Vesper Hall Wireless Education for seniors in Blue Springs, 55 attended. 
 
Additional Relay Missouri education efforts included developing a postcard with a QR code and maintaining 
the Facebook page and Instagram accounts. 
 

T-Mobile Accessibility exceeded in meeting the TRS average speed of answer of 10 seconds with a service 
level requirement of 85% with a remarkable year-end average of 1.55 seconds at 97.9% service level.  
 

The Accessibility Relationship Manager was pleased to present the 96-page FCC recertification renewal 

boilerplate to the Missouri Public Service Commission in applying to continue providing relay services for the 

next five years. 

 
Relay Missouri conversation minutes this fiscal year showed the following trends: 

• TTY-based:  54,975 minutes 

• STS:   342 minutes 

• CTS:  21,029 minutes 

• RCC (billable):  1,080 minutes 
 

T-Mobile Accessibility values the relationship with the Missouri Public Service Commission administration 
and appreciates the opportunity to provide Relay Missouri services, outreach education, and customer 
support. 
 

Honored to be your Relay Missouri Accessibility Relationship Manager, 
 
  

 
 
 
 
 

 
 
 

Cady Macfee 
Accessibility Relationship Manager     
6220 Sprint Parkway 
Overland Park, KS  66251 
cady.macfee@t-mobile.com  
(913) 309-6618 
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Relay Missouri Highlight 

 
2023:  Developed a 96-page FCC recertification renewal boilerplate for the Missouri Public 
Service Commission in applying to continue providing relay services for the next five years. 

 
 

 

 
About Relay Missouri 

Relay Missouri is a service that provides full telephone accessibility to people who are deaf, 
hard of hearing, deaf-blind, and speech-disabled.  
 
Relay Missouri works in conjunction with the Missouri Public Service Commission and the 
Relay Missouri Advisory Committee to educate Missourians about the various services that 
Relay Missouri provides. Education about the services is delivered through exhibition booths 
at events, presentations, one-on-one meetings, workshops, a Facebook page, and an 
Instagram account. 
 

Relay Missouri can be distinguished from other relay services in that Relay Missouri uses 

analog technology for intrastate calls within Missouri using traditional relay, Speech-to-

Speech, CapTel and Relay Conference Captioning. Relay Missouri is also financially 

supported differently than other relay services using digital technology and/or the internet. 

Relay Missouri is funded by a surcharge applied to Missouri landline consumers through a 

fund administered by the Missouri Public Service Commission. In contrast, other relay 

services are funded through the interstate relay fund administered by the Federal 

Communications Commission.     

 

www.relaymissouri.com 

 

 
 
 
 
 
 
 
 
 
 
 
 

http://www.relaymissouri.com/
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Relay Missouri Outreach and Deliverables 

 

Outreach 

During this reporting year, Relay Missouri outreach 
efforts were promoted through in-person and virtual 
exhibitions, presentations, and demonstrations. 
There is an online presence 24 hours, 7 days a week 
via its Facebook page and Instagram account and at 
the www.relaymissouri.com website.  
 
The Relay Missouri Accessibility Relationship Manager, with support from the Relay Missouri 
Outreach Specialist (who focuses on TRS, STS, CTS, and RCC services) and the T-Mobile 
Accessibility team, provided educational efforts across the state. Selected relay education 
consisted of: 
 

• DEAFOPIA Expo in St. Louis, 600 attended. 

• DeafBlind Town Hall in St. Louis, 20 attended. 

• MO State Fair – Seniors Day in Sedalia, 300 attended. 

• Real Voices, Real Choices Conference in Osage Beach, 750 attended. 

• Relay Missouri Taste of Technology for people who are DeafBlind in St. Louis, 100 
attended. 

• Vesper Hall Wireless Education for seniors in Blue Springs, 55 attended. 

• MO Brain Injury Conference in St. Louis, 350 attended. 
 
  
    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

 
 

 

Statistics 

•   7 Towns 

•   15 Exhibits  

•   4,050 Customers Educated 

Figure 1: Rehabilitation 

Conference - June  
Figure 2: State Fair – Seniors’ Day – August 
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Towns visited (boldface indicates new town visited during this reporting year):  

 

• Blue Springs (2) 

• Cape Girardeau 

• Columbia (1) 

• Osage Beach (2) 
 

 

• Sedalia 

• St. Charles 

• St. Louis (3) 
 

See the full listing of outreach performed in Appendix A. 
 
 

Online Presence 

Website 

The Relay Missouri website complies with 2.1AA accessibility guidelines, which means the 
information is accessible to persons who have low vision or are blind, have seizure disorders, 
or other accessibility needs.  
 

The Relay Missouri website, at www.relaymissouri.com, is an online tool which provides 

information explaining how different types of traditional relay calls are handled, an online form 

to request outreach services, information about webinars, and additional resources. See 

Figures 5 and 6 for selected webpages. 

 

 

 

 

 

Figure 3: MO Relay Taste of Technology - 

September 

 

Figure 4: Blue Springs Health Fair - 
October 
 

http://www.relaymissouri.com/
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Facebook 

Relay Missouri maintains a Facebook page to provide immediate information access for the 

TRS, Speech-to-Speech, CapTel, and RCC services.   

 

Posts are made on the Relay Missouri Facebook page at www.facebook.com/relaymissouri. 

Posts include relay tips, interactive questions for viewers to respond, facts about persons who 

are deaf or hard of hearing or have a speech disability, recognizing holidays, fun ways to 

describe relay calls and more. See Figures 7 to 

11 for selected examples of posts during this 

reporting year. 

  
  

Figure 6: Webpage: Speech-to-Speech 

Figure 5: Webpage: Relay Conference 

Captioning Reservation 

Figure 7: RCC Etiquette 

http://www.facebook.com/relaymissouri
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Instagram 

In addition to a Facebook page, Relay Missouri maintains an Instagram account at 

https://www.instagram.com/relaymissouri/ to provide immediate information access for the 

TRS, Speech-to-Speech, CapTel and RCC services. See Figures 12 to 16 for selected 

screenshots during this reporting year.  

 

   
 

   

   

 

 

 

 

 

 

Figure 8: Technology for People Who Are 

DeafBlind 
Figure 9: Call for Vendors for DeafBlind 

Technology 

Figure 10: DeafBlind Taste of Technology Figure 11: Public Service Commission Search 

Figure 12: Black Deaf History 

Figure 13: Relay Questions 

https://www.instagram.com/relaymissouri/
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Metrics 

Each month, the Associate Accessibility Relationship Manager and Social Media Coordinator 
receive an “Engagement Report” which provides statistics of each post and a summary of 
specific sections. This assists the team in assessing which posts were the most interesting to 
people and other metrics. See Table 1 for these 16-month statistics for Facebook and 
Instagram.  
 
  Facebook Instagram 

Followers 230 (+18 increase) Followers 113 (+15 increase) 

Likes 207 (+20 increase) Engagements/Views N/A* 

Total Reach 3,014 Total Reach 663 

Organic Reach 3,014 Organic Reach 663 

Paid Reach 0 Paid Reach 0 

Posts Published N/A* Posts Published N/A * 

Impressions 3,560 Profile Impressions N/A* 

Average 
Engagement Rate 

5.9% 
 

  

Figure 14: Explaining Relay 

Figure 15: Spinal Muscular Atrophy Awareness 

Figure 16: Explaining Relay 

Table 1: Facebook and Instagram Metrics 
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In Figures 17 and 18, the number of Facebook and Instagram “Followers” and “Likes” are 
indicated.  
 
  

 
 

 
 
 
 

 
  

Figure 17: Facebook Followers/Likes 
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Literature 

To align with current trends, Relay Missouri developed a postcard with a QR code for 
consumers to easily access relay information via their mobile device. This literature was 
developed in June; see Figures 19 and 20. 

 
 

Promotional Items 

Visibility and brand awareness are important components of Relay Missouri outreach efforts. 
Relay Missouri ordered and disseminated three different kinds of promotional items: pens, 
screen cleaner, and bags for electronics. See Figure 21. 

 
 

FCC TRS Recertification 
Project  

On September 26, 2022, the Federal 
Communications Commission (FCC) 
issued a Public Notice to remind TRS 
state programs to submit a 
recertification renewal application. This 
recertification application required 
evidence of specific relay mandates. 
States were required to complete the 
recertification process before the 
certifications expired July 25, 2023. A 
state could apply for renewal one year 
prior to expiration.  
 

T-Mobile Accessibility took the initiative in developing and distributing an FCC recertification 

renewal template for its state customers; Missouri’s report was 96 pages. T-Mobile 

Accessibility responded to most of the directives, leaving the states — including Missouri — 

with fewer questions to answer. In addition, T-Mobile Accessibility provided support when 

states requested it. 

Figure 20: Headings and QR Code 
 

Figure 19: Cover of Postcard 
 

Figure 21: Promotional Items 
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Relay Missouri Statistics – TRS 

 

The following information indicates the trends in the annual total number of TRS conversation 
minutes, Speech-to-Speech conversation minutes, calls placed by end users, call origination, 
calling trends, 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, 
Voice Carry-Over [VCO], TeleBraille, and Speech to Speech [STS]) currently provided by 
Relay Missouri. 
 

See Appendix B for a complete statistics report. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

 

TRS Conversation Minutes  

Table 2, above, indicates the total monthly conversation minutes processed through Relay 
Missouri TRS. The total of 55,317 includes all aspects of TRS services including interstate, 
interstate directory assistance, international, toll-free, and 900 numbers. Speech-to-Speech 
conversation minutes are included as well.  
 

See Appendix C for a complete statistics report. 

 

Relayed Call Volume - TRS 

Table 2 also depicts the total number of relayed calls processed through Relay Missouri. This 
reflects all calls handled by relay agents and includes completed calls and busy ring/no 

Month 

Traditional Relay 
Services 

Speech-to Speech 

Conversation 
Minutes 

Calls 

 
Conversation 

Minutes 
Calls 

 

November 2022 5,614 7,867 81 6 

December 5,151 8,163 5 3 

January 2023 6,258 8,925 0 0 

February 4,590 6,799 22 2 

March 5,672 6,740 11 2 

April 3,980 5,925 5 1 

May 4,529 6,279 32 5 

June 4,671 6,513 66 7 

July  3,955 7,279 44 1 

August 3,741 7,200 25 2 

September 3,227 6,438 41 6 

October 3,586 7,789 12 6 

Table 2: TRS and STS Conversation Minutes and Calls 
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answer for all jurisdictions such as local, intrastate (both intralata and interlata), toll-free, 
directory assistance, 900, international, marine, and general assistance. STS is included as 
well. For this reporting period, there were 85,958 relayed calls. 
 
 

Call Origination - TRS 

On average, TTY users originated the highest-used call type at 
43% of Relay Missouri’s calls; see Table 3. (Speech-to-Speech is 
not included.) 
 
 

 

 

 

 

TRS Calling Trends   

Each year in May, specific information detailing where Relay Missouri TRS calls originated is 
presented in graphic form (and submitted to the State each September). The May 2023 map 
in Figure 22 shows where the highest concentrations are (in yellow and lime green) to lowest 
(in light grey). 
 
 
  

 

 

 

 

Call Origination 

TTY 43.32% 

ASCII 0% 

Voice 19.14% 

VCO 33.50% 

HCO 3.98% 

TeleBraille .05% 

Figure 22: Calls Map - TRS 

Table 3 
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TRS Service Levels  

Table 4 illustrates that T-Mobile Accessibility has 
exceeded the service level requirement throughout 
the year.  
 

Average Speed of Answer (ASA) identifies the 
number of seconds required to answer a call. Relay 
Missouri’s TRS daily requirement is that 85% of all 
calls are answered. The ASA was 1.55 seconds of 
calls answered with a Service Level (SVL) of 97.9%.  
 
  
 
 
 
 
 
 

 

FCC Annual Consumer Contact Log - TRS 

The Accessibility Relationship Manager prepares and submits the mandatory Federal 
Communications Commission (FCC) Annual Consumer Contact Log Report on both TRS and 
CTS to the Missouri Public Service Commission administration, who then submits the report 
to the FCC. During the FCC’s reporting year from June 2022 to May 2023 for TRS, there were 
0 commendations, 0 complaints, and 1,248 inquiries. 
 

 

 

 

  

  ASA SVL 

November 2022 1.4 98% 

December 1.5 98% 

January 2023 1.8 98% 

February 1.8 98% 

March 1.1 99% 

April 1.5 98% 

May 1.6 98% 

June 1.9 97% 

July 1.8 98% 

August 1.3 99% 

September 1.3 96% 

October 1.6 98% 

Table 4: TRS Service Levels 
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Relay Missouri Statistics – CTS 

 

The following information indicates the trends in the annual total number of CapTel services 
(CTS) conversation minutes, call volume, calling trends, and contacts with customers. The 
numbers reflect the CapTel services (such as voice, data, intrastate, international, and other 
call services) that are currently provided by Relay Missouri. 
 

See Appendix D for a complete statistics report. 
 

Month 

CapTel 

Conversation 
Minutes 

Calls 

 

November 2022 2,579 1,019  

December 2,321 873  

January 2023 2,068 737  

February 1,971 652  

March 2,302 670  

April 1,896 608  

May 1,857 714  

June 1,507 630  

July  1,312 509  

August 1,163 509  

September 1,371 466  

October 682 283  

    

 

Conversation Minutes - CTS 

A breakdown of monthly conversation minutes is shown in Table 5. This reporting year’s 
Missouri CTS conversation minutes totaled 21,029. 
 

Call Volume - CTS 

A total of 7,670 Missouri CTS calls were generated this reporting year. A breakdown of 
monthly call volume is also displayed in Table 5. 
 

  

Table 5: CapTel Conversation Minutes and Calls 
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CTS Calling Trends   

Each year in May, specific information detailing where Relay Missouri CTS calls originated is 
presented in graphic form (and submitted to the State each September). The May 2023 map 
in Figure 23 shows where the highest concentrations are (in lime green and purple) to lowest 
(in light grey). 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

FCC Annual Consumer Contact Log - CTS 

The Accessibility Relationship Manager prepares and submits the mandatory Federal 
Communications Commission (FCC) Annual Consumer Contact Log Report on both TRS and 
CTS to the Missouri Public Service Commission administration, who then submits the report 
to the FCC. During the FCC’s reporting year from June 2022 to May 2023 for CTS, there were 
0 commendations, 0 complaints, and 2 inquiries. 
 
 

 

 

 
 
 
 
 
 
 
  

Figure 23: Calls Map - CapTel 
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Relay Missouri Statistics – Relay Conference Captioning (RCC) 

 

The following information indicates the trends of the 12-month total number of billable 

conversation minutes and call/event volume. The numbers reflect the Relay Conference 

Captioning (RCC) services that are currently provided by Relay Missouri. 

 

RCC Billable Conversation Minutes 

A total of 1,080 RCC billable conversation minutes were generated during this reporting 

year. A breakdown of monthly minutes is in Table 6. 

 

RCC Calls/Events 

A total of 14 RCC calls (or “events”) were generated during this reporting year. A 

breakdown of monthly calls is in Table 6. 

 

See Appendix E for a complete statistics report. 
 

 

 

 

 

 

 

 

 

 

 

 

 
    

    

  

Month 

RCC 

Billable 
Conversation 

Minutes 
Calls/Events 

 

November 2022 150 3  

December 180 2  

January 2023 390 5  

February 180 2  

March 0 0  

April 180 2  

May 0 0  

June 0 0  

July  0 0  

August 0 0  

September 0 0  

October 0 0  

Table 6: RCC Conversation Minutes and Events 
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Thank you! 
 

Thank you, Missouri, for granting T-Mobile Accessibility the means to provide Relay Missouri 

telephone-access services to relay users who are deaf, hard-of-hearing, deafblind, or have a 

speech disability. 
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Appendices 

 

Appendix A:  Relay Missouri Outreach 
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Appendix B:   Relay Missouri TRS Statistics 
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Appendix C:   Relay Missouri Speech-to-Speech Statistics 
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Appendix D:   Relay Missouri CapTel and RCC Statistics 

 

 

 

11/2022- 10/2023

2022 2023

NOV DEC JAN FEB MAR APR MAY JUN JUL AUG SEP OCT TOTAL

Relay Conference Captioning (RCC) Calls (Events) 3 2 5 2 0 2 0 0 0 0 0 0 14

Total Billable RCC Minutes 150 180 390 180 0 180 0 0 0 0 0 0 1,080

                                                                                     Relay Missouri Traffic Report - Relay Conference Captioning  


