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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 2023 to October 2024 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/T-Mobile Accessibility team, continued educational efforts across the state via presentations,
exhibits, and trainings. Selected outreach activities out of the 11 included:

e Rehabilitation Association Conference in Osage Beach, 350 attended.

e Deaf and Hard of Hearing Day at Branson, 100 attended.

o Demonstration TAP trainings at four different towns, 42 attended.

Additional Relay Missouri education efforts included:
e Acquiring a different website vendor
¢ Designing new pull-up banners outlining the Speech-to-Speech relay service
¢ Collaborating with the Missouri Telecommunications Access Programs (TAP) to provide refresher
trainings at five towns statewide
o Developing a new Speech-to-Speech postcard with a QR code
e Maintaining the Facebook page and Instagram accounts

T-Mobile Accessibility exceeded the TRS average speed of answer requirement of 85% of calls answered
under 10 seconds with an average speed of answer of 2.24 seconds and a 96.75% service level.

During the previous reporting year, the Associate Accessibility Relationship Manager presented the 96-
page Federal Communications Commission (FCC) recertification renewal boilerplate to the Missouri Public
Service Commission in applying to continue providing relay services for the next five years. T-Mobile
Accessibility is pleased to announce that the FCC certified Relay Missouri’s relay education and operations
until mid-year 2028.

Relay Missouri conversation minutes this fiscal year showed the following trends:
e TTY-based: a decrease of 7.6% or 4,202 minutes
e STS: adecrease 8.77% or 30 minutes
e RCC (billable): a decrease of 83.3% or 900 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 during this reporting timeframe.

Honored to have been your Relay Missouri Accessibility Relationship Manager from May 2019 to June
2024, | now pass the relay baton to Missy McManus, effective July 2024.

Cady Macfee

Accessibility Relationship Manager
6220 Sprint Parkway

Overland Park, KS 66251
cady.macfee@t-mobile.com

(913) 309-6618

Costy Togfe
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Relay Missouri Highlight

2024: Collaborated with the Missouri Telecommunications Access Programs (TAP) to
provide refresher demonstration trainings at five various towns statewide.

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
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Outreach

During this reporting year, Relay Missouri outreach
efforts were promoted through in-person and virtual
and demonstrations.
There is an online presence 24 hours, 7 days a week
via its Facebook page and Instagram account and at

exhibitions,

Relay Missouri Qutreach and Deliverables

presentations,

the www.relaymissouri.com website.

The Relay Missouri

Statistics

8 Towns

11 Exhibits

18 Days

1,820 Customers educated

Accessibility Relationship

Manager, with support from the Relay Missouri/T-Mobile Accessibility team, provided
educational efforts across the state. Completed relay education events are shown below in

Table 1.

Date Event City Target Audience | # of Attendees | Type

February Senior Health Blue Springs Seniors 75 Exhibitor
Fair

April 16 Power UP Columbia Professionals 500 Exhibitor/Sponsor
Conference

June 12-14 Missouri Osage Beach Professional 350 Exhibitor
Rehabilitation
Association
Conference

August 6-9 Society of Osage Beach Professional 250 Exhibitor
Human Resource
Management
Conference

August 11 Deaf and Hard of | Branson Deaf/Hard of 100 Exhibitor/Sponsor
Hearing Day at Hearing
Silver Dollar City

September 9- Show Me Springfield Seniors 500 Exhibitor

11 Summit

September 10 Missouri TAP Gallatin Professional 5 Presentation
Demo Site
Training 1-4

September 18 Missouri TAP St. Louis Professional 12 Presentation
Demo Site
Training 2 of 4

October 3 Missouri TAP Springfield Professional 7 Presentation
Demo Site
Training 3 of 4

October 17 Missouri TAP Columbia Professional 18 Presentation
Demo Site
Training 4 of 4

October 22 STS Meeting St. Peters STS 3 Meeting

Table 1: Outreach Performed

See Figures 1 to 6 for selected outreach

pictures.
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Figure 4: TAP Training at Demo Site in St. Louis —

Figure 1: Society for Human Resource Management
d y g September 2024

(SHRM) Conference at Osage Beach — August 2024

Figure 5: TAP Training at Demo Site in Columbia —
September 2024

Figure 2: Deaf and Hard of Hearing Day at Branson —
August 2024

Figure 3: TAP Training at Demo Site in Gallatin —
September 2024

Figure 6: Team Member at a Senior Health Fair in Blue
Springs — February 2024
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Towns visited (boldface indicates new town visited during this reporting year):

e Blue Springs e Springfield (1)
e Branson e St. Louis

e Columbia (1) e St. Peters

e Gallatin

e Osage Beach (1)

Online Presence

Website

The Relay Missouri website complies with 2.2AA 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 7 and 8 for selected webpages.

— Relay¥fC
RelayfC = | | ] o

(-]
(-]
o
What's New with Relay Missouri °
Follow Us! Monthly Webinars
S °
gﬂ
r‘F‘ &
[e——
S
1] =

Fi 7 H . -
gure omepage Figure 8: Relay Conference Captioning
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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 Figure 9 for selected examples of posts during this
reporting year.

el “Most people do not know that Juliette Gordon Low, the founder of

i the Girl Scouts of America, was Deaf. She began to lose her hearing Postreach Engagement

when she was 17, and became almost totally deaf in her adulthood.... 9 2
LY ho, Oct 31

»u ¥, "People who stutter may try to avoid stuttering by speaking quickly,

ey pushing through moments of stuttering, word substitution, Post reach  Engagement
puarenesstsy - circumlocution, avoiding feared speaking situations, or choosing... 10 2
¥  Tue Oct22

#DYK that nearly 29 million adults in the US could benefit from

using hearing aids? That means there are also 29 million people who FPostreach Engagement
could benefit from using our no-cost accessible phone services!... 14 2
Mon, Oct 14

Why was adding ASL to kids shows on PBS such a big deal? Let's
o @@Q take a look! #CelebrateTheBilingualChild #ASL #DeafCommunity Post reach  Engagement
V"MIW #DeafNews “Developmentally speaking, she said, children at this... 3 0
HANGUA  Tue, Oct 1

Figure 9: Selected Facebook Posts

Facebook FoIIowers: 233
Facebook Likes: 207

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 10 to 12 for selected
screenshots during this reporting year.
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wewo  relaymissouri + Follow

wowe  Telaymissouri % After a brain injury,
communication can become a whole
new challenge. Words that once
flowed easily may now need a careful
dance to be expressed. But remember,
your voice and your thoughts are as
significant as ever. B
If you find that a speech difference is
PR making phone conversations tougher
#BraininjuryAwarenessDay than they used © be, we'e here ©
extend a helping hand. Embrace the
power of Speech-to-Speech (STS) - a

Speech-to-Speech ensures you senvice designed to dlarify your words
through the use of an operator,
are understood on calls. ensuring you'e heard and

understood. Learn more on
relaymissouri.com/speech-disability-
service/sts

Parked and waiting but need to catch a meeting? mee  relaymissouri « Follow

relaymissouri Did you know? You can
use Relay Conference Captioning
(RCC) service through your computer,
tablet or mobile device. So when
you're parked in your car you can still
catch everything being said on your
conference calls. Learn more on
relaymissouri.com/conference-
captioning/rcc

o

#RelayC
#Re y

onferenceCaptioning
nferenceCaptioningAnywher

veCaptionR«

Image Description: [*Parked and
waiting but need to catch a meeting?
Relay Conference Captioning can be
used anywhere!” A woman with long
blonde hair sits in a parked car
reading the captions for her meeting
on a mobile phone. The Relay

Qv A

1like

Relayfi#Z Relay Conference Captioning
can be used ANYWHERE! May & 2024

Figure 11: Instagram Post — May 2024

sewe  relaymissouri + Follow
HOW TO

relaymissouri Here's how to
Relay Conference Captioning (RCC) for
your next video meeting, webinar or

erence call

Get your virtual meeting link or
d

GET YOUR VIRTUAL RESERVE AT COMPLETE THE
MEETING LINK OR LEAST 48 HC ONLINE RCC
TELEBRIDGE CODE JANCE RESERVATION

Save your confirmation email with
your number and link

Join your event.

Open your RCC link and enjoy live

OPEN YOUR RCC JOIN YOUR EVENT SAVE YOUR =
LINK, ENJOY LIVE CONFIRMATION EMAIL
CAPTIONING! WITH NUMBER AND O O V
LINK
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Metrics

Each month, the Associate Accessibility Relationship Manager and Social Media Coordinator
receive an “Engagement Report” which provides statistics for 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 Tables 2 and 3 for these November 2023 to October 2024

statistics for Facebook.

€) Content

Reach @ 3-second views @
893 4 47.6% 43 4 63.6%

400

Watch time @

13m 45s .

1-minute views @

3 T 200%

300
200

100

L

s A

Daily Cumulative | @ | See more

Content interactions @

50 1 63%

56.3%

Reach breakdown

Total
893 | 475%

From followers
59 I 306%

From non-followers

1]

Nov 1 Feb 9 May 19 Aug 27

== Reach == From followers From non-followers

Table 2: Facebook Metrics - Reach

@ Audience
Facebook followers @ Net follows @ Returning viewers @
2 3 2 J 92% O 0% -

Lifetime

Table 3: Facebook Metrics — Followers

Engaged followers @

Last 14 days

834 | 486%

See more

Follower growth rate ®

100%

Last 14

Figure 13 shows the Top 5 most-accessed Facebook posts.

@) Top content by reach

DID YOU

RelayMC Relay Conterence Captioning
can be used ANYWHERE!

Check out these 3
indigenous sign...

Did you know? You can
use Relay Conferenc...

Mila Davis Kent made
history in 2023 by...

Thu Feb 1, 7:12am

226 o3
®0 »0

Wed May 8, 7:19am

2542 92
®0 3

Sat Nov 11, 11:00am

2191 94
®1 »2

Figure 13: Facebook Metrics — Top Contents

RelayfC
One of the best
features of Relay...
Wed May 1, 9:24am

223
®0

Boost content See all content

RELAY
CONFERENCE
CAPTIONING B

ANYWHERE!

Remember to dial 711
when making your...

Sat Dec 16, 6:00pm

219 91
®0 »0

o3
»0
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Table 4, below, shows Instagram statistics for November 2023 to October 2024.

Performance

Content interactions @ Followers © Link clicks @
Lifetime
2 T 100% 11" O 0%
30
20
10
0
Dec 21 Mar 30 Julg Oct 16
== Reach From erganic == From ads

Daily

Cumulative | @

Reach breakdown

Total
30 L 779%

From organic

25 ™ 100%

Fromads
0 0%

Table 4: Instagram Metrics — Reach

Figure 14 shows the Top 5 most-accessed Instagram posts.

(G) Top content by reach

#BaninfarywaresessDay

ACTION

* DAY

Today is job action
day- a day to hop on...

Speech-to-Speech ensures you
are understood on calls.

Scam calls have
become an...

@ Februaryisall
about celebrating...

After a brain injury,
communication can...

Mon Mar 4, 6:28am

a6 91 a6 91 as 90 24 90
®0 »0 ®0 »0 ®0 »0 ®0 »0

Wed Feb 7, 11:21am Wed May 15, 10:16am Mon Nov 6, 11:01am

Figure 14: Instagram Metrics — Top Contents

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 15 to 17.

Boost content

&,
joB 5 J——

See all content

o

Types of Reloy e e
Users £

>

Relay Missouri exists
to serve our...

Sat Nov 4, 2:00pm

24 90
®0 »0
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Relayffi#=

Relay Missouri dial 711

VIRTUAL MEETINGS MADE EASY
Actively participate in your virtual meetings,
conference calls, and webinars with no-cost
Relay Conference Captioning (RCC) services.

RCC is easy to use and opens communication. Choose to

| I f— — communicate by typing or speak for yourself.
Y B — —
+ RCC is available for Deaf, Hard of Hearing or DeafBlind can to learn
' v individuals or those with a Speech Disability. Scanto|

Relay Missouri dial 711 - It you live or work in Missouri, you do not have to pay to more about our
use RCC on your computer, laptop, tablet or mobile device. Relay Conference

- A captioner joins the call, listens and transcribes the — .
event in real-time. They may also read your comments Captioning with

and questions aloud. 2 =
Relay Missouri!
Available Hours
Monday through Friday — 8 a.m. to 8 p.m.
Saturday — 8 a.m. to 2 p.m.

Figure 15: Cover of Postcard Figure 16: RCC Points and QR Code

Relayti?>

Relay Missouri

SPEECH TO SPEECH SERVICE IS DESIGNED
FOR PEOPLE WITH SPEECH DISABILITIES
TO CALL ANYONE ON THE PHONE.

Speech to Speech users can use any phone to place a
call, i ing an A Device. Scan to learn

- A Ce will help clear more about our
communication between STS caller and other party.

Speech to Speech
« Communication Assistants are trained to understand 3
different speech patterns. Service through

+ This service allows STS users to take all the time they Relay Missouri!
need to complete their calls.

Figure 17: STS Points and QR Code

Collateral

A new pullup tabletpp banne( brlefly explaining the Speech-to- EMPOWER YOUR
Speech relay service and displaying a QR code to scan for Communication Independence
additional information was developed in June. See Figures 18 ~ Spemalelo-3peacn Services

d 19 Spy h-to-Sp h Service is 7 for people
an . with speech disabilities to call anyone on the phone.

EMPOWER YOUR
Communication Independence
Speech-to-Speech Services

Speech-to-Speech Service Is designed for people . 1
with speech disabilities (o call anyone on the phone, Figures 18 (left) and 19 (right): _.— =
STS Tabletop Pullup Banner Re I a /1%3

Relay Missouri dial 711

Scan to learn more about our
Speech-to-Speech Service
through Relay Missouri!

relaymissouri.com/speech-disability-service/sts
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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: stylus pen, mophead
phone holder/stress reliever, and screen
cleaner. See Figure 20.

Figure 20: Promotional Items

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 [VCOQO], TeleBraille, and Speech to Speech [STS]) currently provided by
Relay Missouri.

See Appendix for a complete statistics report.

Traditional Relay

Services Speech-to-Speech

November 2023 3,430 6,153 26 5
December 3,157 5,305 133 7
January 2024 3,177 5,479 59 9
February 4,080 4,275 21 1
March 3,410 4,484 27 11
April 5,887 4,847 0 0
May 6,588 5,257 0 0
June 3,382 4,226 25 3
July 3,158 4,144 46 7
August 5,002 3,871 6 4
September 3,082 3,613 11 1
October 6,390 3,698 18 5

Table 5: TRS and STS Conversation Minutes and Calls
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TRS Conversation Minutes

Table 5, previous page, indicates the total monthly conversation minutes processed
through Relay Missouri TRS. The total of 51,115 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. Compared to
the previous reporting period, this represents a decrease of 7.6% or 4,202 fewer calls.

Relayed Call Volume - TRS

Table 5 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
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 55,405 relayed calls, which is a decrease of
35.54%, or 30,553 calls.

—I Call Origination - TRS

TTY 40.09%
ASCII 0.00%
Voice 22.16%
VCO 34.60%
HCO 3.23%
TeleBraille 0.02%

Table 6: Call Types

On average, TTY users originated the highest-used call type at 40%
of Relay Missouri’s calls; see Table 6. (Speech-to-Speech is not
included.)

November 2023 97% | Table 7 illustrates that T-Mobile Accessibility has

December 1.6 98% exceeded the service level requirement throughout

January 2024 25 98y | theyear.

February 2.7 96% Average Speed of Answer (ASA) identifies the

March 18 97% number of seconds required to answer a call. Relay

April 2.3 96% | Missouri’'s TRS daily requirement is that 85% of all

May 16 98% calls are answered. The ASA was 2.24 seconds of
- calls answered with a Service Level (SVL) of 96.75%.

June 2.1 97%

July 2.1 97%

August 35 94%

September 25 96%

October 2.2 97%

Table 7: Service Levels

Relay Missouri Annual Report November 2023 — October 2024

Page 13



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 2023 to May 2024 for TRS, there were
0 commendations, 0 complaints, and 473 inquiries.

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. Analog
CapTel service usage has declined to extremely low levels and is used by relatively few
users. Consequently, the Missouri Public Service Commission solicited feedback about the
future of analog CapTel service in Missouri and ultimately decided in Case No. TO-2024-
0033 to discontinue the service effective June 1, 2024. Therefore, the numbers reflect the
CapTel services (such as voice, data, intrastate, international, and other call services) that
were provided by Relay Missouri only through May 31, 2024.

November 2023 855 314
December 649 245
January 2024 1,113 349
February 865 344
March 721 253
April 400 226
May 464 317

Table 8: CapTel Conversation Minutes and Calls

Conversation Minutes - CTS

A breakdown of monthly conversation minutes is shown in Table 8. For the seven months,
Missouri CTS conversation minutes totaled 5,067.

Call Volume - CTS

A total of 2,048 Missouri CTS calls were generated during the seven months. A breakdown
of monthly call volume is also displayed in Table 8.
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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 2023 to May 2024 for CTS, there were
0 commendations, 0 complaints, and 10 inquiries.

Relay Missouri Statistics — Relay Conference Captioning (RCC)

The following information indicates the trends of the 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 180 RCC billable conversation minutes were generated during this reporting year.
A breakdown of monthly minutes is in Table 9.

RCC Calls/Events

A total of 2 RCC calls (or “events”)

were generated during this reporting
year. A breakdown of monthly calls is Month
in Table 9.

November 2023

o

See Appendix for a complete statistics
report. December

January 2024
February
March

April

May

2]
o

June

July

August

oO|0O|Oo|o|j|o|o|o|o|o©

September
October 120

R|O|O|O|O|O|O|O|O|O |, |O

Table 9: 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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Appendix
Relay Missouri TRS Statistics

R&%g&%mw Relay Missouri Traffic Report FY 2023~ 2024

Relay Missoun dial 711

JuL

MINUTES OF SERVICE

Total Session Minutes 10,502 8,380 7,785 7,033 11,142 8,298 8,045 101,759
Total Conversation Minutes 3,430 3,157 3,177 3,410 5,887 3,382 5,002 50,742
Less Interstate Conversation Min (200) (142) [198) [290) [452) (606) (1.552) (167) (1286) (121) {118) (432) (4,412)
Less 800 Toll-Free Conversation Min (501) (614) (609) (938) [799) (2.013) (1,895) {1,035) (623) (1,619) (638) (2,169) (13,452)
Less Directory Assistance Conversation Min 0 0 0 0 0 0 0 0 0 0 0 0 0
Less 900 Conversation Min 0 0 0 0 0 o 0 0 0 0 0 0 0
Less International Conversation Min 0 0 0 0 0 0 0 0 0 {50) (13) 0 {63)

Billable C ion 2,729 2,401 2,370 2,855 2,160 3,268 3,140 2,180 2,409 3,203 2,313 3,789 32,816
Billable Conversation Minutes (STS| 17 : 37 10 16 0 0 14 24 6 5 18

Total TRS/STS Conversation Billable Minutes 3, 2,194 3,209 2,318

CapTel Conversation Billable Minutes : E 3 E W///////% WWW

AVERAGE LENGTH OF CALLS AVERAGE
Session Minutes 1.82 1.64 1.48 1.82 1.62 2.44 2.40 2.05] 1.57| 2.20| 1.79] 2 1.97|
Conversation Minutes 0.59 0.62 0.60 1.01 0.78 1.29 1.35 0.83 0.80] 1.37 0.92] 1.90 1.01
Avg. Length of Completed Calls 17.83 17.72 15.09 11.88 15.77 14.88 11.49 19.34 14.22] 16.59| 11.95| 12.91] 14.97|

TOTAL NUMBER OF COMPLETED RELAYED CALL

Local 194 153 178 187 178 186 172 158 209 131 141 165 2,052
Intrastate (Intralata) ] 0 0 4 9 8 10 0 1] 0 7| 1] 40
Intrastate (Interlata) 239 182 161 149 52 23 73 75 71 165 202 181 1,585
Interstate Calls 72 a8 3s 63 0 73 238 59 a4 40 36 128 860
Toll Free 54 38 138 214 166 453 518 137 123 148 111 247, 2,437
Directory Assistance 0 2 [} 2 1 [} 0 0 0 0 o 0 5
300 (Attempted) 0 0 0 0 0 0 0 0 0 0 0 0 0
International 0 0 0 0 0 0 0 0| 0| 1 3 0 4
Marine [Attempted) 0 0 0 0 0 0 0 0| 0| 0| 0| 0| 0|
Other Calls 0 0 0 0 0 0 0 0 0 0 0 0 0
TOTAL COMPLETED 589 473 516 619 46 743 1017 23 38 ass 500 122 6,983
Busy Ring No answer 257 135 169 128 124 271 291 120 184 135, 150 172, 2,137
TOTAL OUTBOUND 246 608 685 747 570 1,020 1,308 543 622 621 650 394 9,120
General Assistance 5,307 4,697 4,794 3,528 3,914 3,827 3,949 3,677 3,522 3,250 2,963 2,804 26,232
TOTAL Relayed calls 6,153 5,305 5,479 4,275 4,484 4,847 5,257 1,226 1,144 3,871 3,613 3,698 55,352
Offered 5,611 5,019 4,873 4,144 4,353 4,570 4,744 3,773 4,082) 3,308 3,343 3,415 51,735
Answered 5,320 4,764 4,528 3,790 4,067 4,239 4,432 3,543 3,826 3,523 3,159 3,282 48,533
In Queue 5,611 5,019 4,873 4,144 4,353 4,570 4,744 3,773 4,082 3,808 3,343 3,415 51,735
Abandoned in Queue 291 255 345 354 286 331 252 230 256 285 184 133 3,202
AVERAGE NUMBER OF CALLS - STS not included AVERAGE
Weekend 127 30 87 67 51 62 80 73 55 59 60 58| 73
|weekday \ 234] 210] 208] 178] 189] 197] 201] 172| 161 152 146| 141 182|

Relay Missouri Annual Report November 2023 — October 2024
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JuL

TOTAL CALL VOLUME
TTY- Baudot 263 167| 267 353 233 574 780 201 199 208 221 376 3,842
Turbo Code 0 0 o 0 0 0 0 0 0 0 ) 1] 1
ASCI 0 0 0 0 0 0 1) 0 0 0 1) 0 0
Voice 164, 93 116 94 176 323 346 153 230 128 86 126 2,035
VCO 400 335 277 269 145 100 152 165 159 261 337 358 2,958
HCO 19 13 25 31 16| 21| 30 30 34| 24 6 33 282
Deaf/Blind ASCIl 0 0 0 0 0 0 1) 0 0 0 1) 0 0
Deaf/Blind Baudot 0 0 1) 0 0 2 0 0 0 0 1) 0 2
TOTAL 846/ 608 685 747 570 1,020 1,308 549 622 621 650 894 9,120
Completed Speech to Speech Calls 24 7 9 1 11 0| 0 3 7 4 1 5 72|
Total Spanish Calls 2 0 1 0 5 0 a 1 4 3 4 4 24
% PERCENTAGE OF AVERAGE
Y 31.09% 27.47% 38.98% 47.26% 40.88% 56.27% 59.63% 36.61% 31.99% 33.49% 34.00% 42.06% 39.98%)|
Turbo Code 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.11% 0.11%)
ASCI 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%)|
Voice 19.39% 15.30% 16.93% 12.58% 30.88% 31.67% 26.45% 27.87% 36.98% 20.61% 13.23% 14.09% 22.16%
VCO 47.28% 55.10% 40.44% 36.01% 25.44% 9.80% 11.62% 30.05% 25.56% 42.03% 51.85% 40.04% 34.60%)|
HCO 2.25% 2.14% 3.65% 4.15% 2.81% 2.06% 2.29% 5.46% 5.47% 3.86% 0.92% 3.69% 3.23%
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 0.00% 0.00% 0.00% 0.00% 0.00% 0.20% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.02%)

TRS UNIQUE USERS

TT¥- Baudot a4 33 35 36 2 51 37 30| 35 28 34 35 49|
Turbo Code 1] 0 0 1] 0 0 0 0 1]
ASCII 0 0 0 0 0 0 0 0 0 0 0 0
Voice 54 72 80 74 123 130 7 56 67 62 59 59 907
vco 8 7 7 7 8 8 6 7 8 7 7 6 86
HCO 1 1 1 1 1 0 1 2 2 1 1 1 13
Deaf/Blind ASCII 0| 0 0 0 0| 0 0 0| 0| 0 0 0| 0
Deaf/Blind Baudot 0| 0 0 0 0 1 0 0 0 0 0 0 1
Speech to Speech 4 3 3 2 5 1 1 2 4 1 1 2 29
TOTAL 111 116 126 120 179 191 116 97 116 99 102 104] 1,477
Weighted Service Level 97% 98% 98% 96% 97% 96% 98% 97% 97% 94% 96% 97% 96.75%)
|weighted Average speed of Answer (asA) | 2.0] 1.6] 2.5] 2.7] 1.5 2.3 1.6] 2.1] 2.1 3.5 2.5] 2.2 2.24|
TRS
Complaints 0 0 0 0 0 0 0 0 0 0 0 0 0
Commendations 0 0 ) 0 0 0 ) 0 0 0 ) 0 0
TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0
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Relay Missouri Speech-to-Speech Statistics

Relayize>

Relay Missouri ™ dial 711

Contract for Conversation Minutes

Speech to Speech Minutes

2023

2024

Total Session Min 68, 170 108 57 79 14 5 47 91 26, 16 39 60 719
Total Conversation Min 26 133 59 21 27 0 0 25 46 6 11 18 31 371
Less Interstate Conversation Min 0 0| 0 0 0 0 0| 0 0| 0 0 0| 0 0
Less Interstate Toll Free Conversation 51% (9) (65) (21) (11) (11) 0 0 (11) 22 0 6 0 (8) (101)
Less Interstate DA Conversation Min 0 0 0 0 0 0 0 0 0 0 0 0 0 0|
Less 900 Conversation 51% Min 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Less International Conversation Min 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Total Billable Conversation Speech to Speech 17 68 37 10 16 0 0 14 68 6 16 18 20 162
Average Total
Number of Completed Calls Made 24 7 9 1 11 0 0 3 0 0 0 0 4.58 55
Average Length of Call 4.35 28.51 14.14 8.35 6.19 2.25 0.85 9.46 5.16 3.89 5.37 2.32] 7.57| N/A

Total Numbers of Completed Calls
Speech to Speech (STS) Calls

ocT

Local 1 2 7 0 3 0 0 2 2 1 0 5

Intrastate 0 0 0 0 4 0 0 0 2 0 0 0 6
Interstate 1 0 0 0 0 0 0 0 0 0 0 0 1
Directory Assistance 0 2 0 0 0 0 0 0 0 3 0 0 5
General Assistance 0 0 0 0 0 0 0 0 0 0 0 0 0|
International 0 0 0 0 0 0 0 0 0 0 0 0 0|
900 calls 0 0 0 0 0 0 0 0 0 0 0 0 0|
Toll-Free 3 3 2 1 4 0 0 1 3 0 1 0 18
Marine Calls 0 0 0 0 0 0 0 0 0 0 0 0 0|
Busy Ring/No Answer 0 0 0 0 0 0 0 0 0 0 0 0 0|
Other Calls 0 0 0 0 0 0 0 0 0 0 0 0 0|
Total STS Calls 5 7 9 1 11 0 0 3 7 4 1 5 53
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Relay Missouri RCC Statistics

T-MOBILE
'rE ACCESSIBILITY FY 2023-2024

Relaysss

Relay Missouri dial 711

2023 2024

Relay Conference Captioning (RCC) Calls (Events)
Total Billable RCC Minutes
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