
X 
 
 
 
 
 
 
 
 
 
  



This annual report is provided by T-Mobile Accessibility. 
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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 numerous 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, 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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FROM THE RELATIONSHIP MANAGER 
 
T-Mobile Accessibility is pleased to present to the Missouri Public Service Commission administration this 
November 2024 to October 2025 annual report summarizing trends in Telecommunications Relay Services 
(TRS) 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 events included: 

• Mid-Missouri Deaf Club 
• Missouri Speech-Language-Hearing Association Conference 
• Salute to Women Veterans Resource Fair 
• Area Agency on Aging, Region X: Senior Resource Fair 
• Show Me Summit on Aging MA4 
• Presentation at the Missouri Commission for the Deaf and Hard of Hearing 

 
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 2.5 seconds and a 96.7% service level.  
 
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.  
 
I am happy to have assumed this Relay Missouri account effective July 2024. I am appreciative of the new 
contract effective November 1, 2025, to October 31, 2027.  
 

Sincerely, 

 
 
 
 
 
 
 
  
 

 
Missy McManus 
Associate Accessibility Relationship Manager     
melissa.mcmanus@t-mobile.com   
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OUTREACH 
Events 
For this reporting year the Relay Missouri outreach included thirty-nine different events in 
twelve cities and towns, plus two virtual events. These included providing information and 
brochures, educational presentations, answering inquiries, workshops plus hosting a booth at 
various exhibitions. The www.relaymissouri.com website is continually available for those that 
are inquiring about the services provided. See Figures 1 to 6 for photos of selected events. 
 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5: Palmer Center Wellness Expo 
October 2025, Independence 

Figure 2: Area Agency on Aging Senior 
Resource Fair, April 2025, Joplin 

Figure 1: Mid-America Regional Council, Age of 
Celebration, May 2025, Kansas City 

Figure 4: Paraclete Manor, June 2025 
Kansas City 

Figure 3: Wellness Resource Fair 
August 2025, Independence 

http://www.relaymissouri.com/
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Towns visited during this year are shown below. 

• Blue Springs 
• Cameron 
• Columbia 
• East Kansas City 

• Fulton 
• Grandview 
• Independence 
• Jefferson City 

• Joplin 
• Kansas City 
• St. Louis 
• Webster Groves

See Appendix A for the complete outreach details. 

 

 

Promotional Items 
Two giveaways were used to help promote the services of Relay Missouri. 
Figure 7 shows the mophead phone holder and Figure 8 shows the 
mophead pen.  
 
 
 

 

Figure 6: Show Me Summit 
September 2025, Columbia 

Figure 7: Mophead phone 
holder 
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MARKETING 
Websites and Social 
Media 
 

Relay Website 
The Relay Missouri website 
complies with 2.2AA accessibility 
guidelines, which means the 
information is accessible to people who have low 
vision or are blind, have seizure disorders, or other 
accessibility needs. 
 
The Relay Missouri website (see Figure 9) 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.  
 
 

Social Media 
 
Facebook 
Relay Missouri’s Facebook page continues to provide information regarding the TRS, Speech-to-
Speech, and RCC services. Posts include relay tips, interactive questions, facts about people who 
are deaf or hard of hearing or have a speech disability, holidays and special designated to bring 
awareness.  The website address is www.facebook.com/relaymissouri, which had 248 followers. 
See Figures 10 to 12. 
 

 

 
 

 
 
 
 

Figure 8: 
Mophead pen 

Figure 9: Relay Missouri homepage 

Figure 10: Facebook VCO post Figure 11: Facebook RCC post 

http://www.facebook.com/relaymissouri
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Instagram 
Relay Missouri’s Instagram account provides the same service as the Facebook page, 
making sure as many Missouri residents as possible keep abreast of relay services. The site 
at www.instagram.com/relaymissouri has 114 followers. See Figures 13 and 14. 

 
Metrics 
The top posts, by number of views, on Facebook and Instragram are shown below in Figures 15 
and 16 on the following page. 
 
 
 
 

 

 

 

 

 

 

 

Figure 12: Facebook Aphasia post 

Figure 13: Instagram Relay Missouri post Figure 14: Instagram RCC post 

Figure 15: Facebook's Top 5 posts by View 

http://www.instagram.com/relaymissouri
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Other Media 
Literature 
Three postcards were developed as tools to inform and educate Missouri citizens about the 
services provided by Relay Missouri. See Figures 17 to 19. 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Figure 16: Instagram's Top 4 posts by View 

Figure 17: Relay Missouri services postcard Figure 18: RCC postcard 

Figure 19: Speech-to-Speech postcard 
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Advertisements and Sponsorships 
Three flyers were created during this reporting year. See Figures 20 to 22 for images of those 
flyers. Relay Missouri sponsored various events to promote the services provided and spread 
awareness in the state. See Figures 23 to 26.  
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
 

 

 

 

 

 

Figure 20: Speech-to-Speech 
pull-up banner 

Figure 21: Page 1 of the Customer Profile flyer 
Figure 22: Page 1 of the RCC flyer 

Figure 24: Sponsored baseball event, Deaf 
Parents with Hearing Kids, September 2025 

Figure 23: Sponsored event, Breakfast with 
Signing Santa, December 2024 
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TRS PRODUCT AND SERVICE ENHANCEMENTS 
Updates and enhancements to Telecommunications Relay Service (TRS) products and services 
implemented throughout the 2025 calendar year.         
  
Platform, Product and System Enhancement/Updates    

• Customer Contact Online Database (CCOD): Developed and deployed a secure, in-house 
Customer Contact Online Database (CCOD) platform designed for full accessibility 
compliance. Modernized the reporting system to ensure complete alignment with 
contract requirements.  

• TRS Billing Modernization: Successfully advancing the modernization of the TRS Billing 
platform to automate our invoice packages and reports.  Updated the format and 
look/feel of our reports.  data. 

• TRS Platform Modernization: Implemented the TRS Platform Modernization, 
transforming it into 100% digital, software based, and flexible architecture.   

• Relay Conference Captioning (RCC) Ordering Portal: Selected a vendor to design and 
implement an updated ordering portal for support of sixteen (16) TRS accounts. This will 
include new functionality, such as recurring orders, online order cancellations, and the 
ability to attach prep materials to support captioner preparation for meetings/events.  

• Suspicious calls and monitoring of relay service abuse: T-Mobile implemented several 
measures to address and combat a spike in suspicious calls using relay services to 
perpetuate bad actions towards businesses and organizations, especially financial 
institutions. T-Mobile put in place automated systems and regular reviews to quickly 
identify new suspicious calling patterns. 

Figure 26: Sponsored event, Missouri 
Speech-Language-Hearing 
Association, April 2025 

Figure 25: Sponsored events, Deaf Awareness Days, Multiple dates 
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 TRS Operations Updates 

• Communication Assistant (CA) call processing system improvements and enhancements     
o New auto-expand words added to increase typing accuracy.       
o Regularly scheduled training/quality focused communications related to TRS, 

Speech to Speech and Customer Service procedures, customer satisfaction and 
Diversity Awareness.     

o Monthly Quality Focus – call handling procedures & expectations, Diversity 
Awareness including CA check for understanding exercise.   

o Monthly Customer Service Initiative – customer experience, best practices, CA 
suggestions and call processing Q&A, state specific terms/knowledge, articles to 
drive commitment to accessibility and equitable experiences.    

o Quarterly Speech to Speech newsletter – STS specific call processing, customer 
experience, Diversity Awareness, and best practices.   

• Continuous focus on performance management, including: 
o Live call observation evaluations 
o Scripted live call simulation testing based on customer feedback and other inputs 
o Typing/Accuracy   testing 
o Spelling/Grammar skills testing 
o Performance evaluation excellence consistency workshops with open 

dialogue/Q&A for coaches 
o CA performance expectation bootcamps 

• Ongoing action-focused approach to customer feedback—ensuring insights lead directly 
to measurable improvements. 

 

TRS STATISTICS 
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 Appendices B and C for complete statistics reports. 
 

TRS Conversation Minutes and Call Volume 
 
There was a total of 80,958 conversation minutes processed during this reporting year. This 
amount is a total of Traditional Relay Services (TRS) and Speech-to-Speech (STS) minutes shown 
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in Table 1 on the following page. Conversation minute processing increased by 29,843 minutes 
or 63.1% from the previous reporting period.. 
 
Table 1 also shows that the number of relayed calls processed by Relay Missouri, both TRS and 
STS, was 49,693. This reflects all calls handled by agents and includes completed calls and busy 
ring/no answer calls for all jurisdictions. The number of relayed calls increased by 19,140 during 
this period, an increase of 61.5%. While 2025 calls and minutes usage increased over the same 
period from the previous year, the number of TRS calls a month continue to trend downward.  
During the early part of 2025, there was an unexpected sharp increase in calls to Relay Missouri.  
T-Mobile investigated, identified suspicious call patterns, and implemented solutions to ensure 
that suspicious calls were no longer processed.  The number of calls returned back to expected 
call volumes. 

 

Call Origination 
Again this year, TTY users 
originated the highest percentage 
of calls, at 43.4%. See Table 2. 
 

 

 

 

 

 

 

 

 

 

 

 

Table 1 

Month 

Traditional Relay 
Services Speech-to-Speech 

Conversation 
Minutes Calls Conversation 

Minutes Calls 

November 2024 4,922 3,265 69 7 

December 3,859 3,688 22 3 

January 2025 14,152 4,647 100 5 

February 11,059 4,262 0 0 

March 8,514 4,564 0 0 

April 15,228 4,649 25 3 

May 4,090 4,178 20 4 

June 4,709 4,549 7 1 

July  3,841 4,251 27 2 

August 3,506 3,552 31 1 

September 2,802 3,670 6 7 

October 3,908 4,384 62 1 

Call Origination 

TTY 43.42% 

Turbocode 0.22% 

Voice 32.05% 

VCO 18.79% 

HCO 5.43% 

TeleBraille 0.09% 

Table 2 
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TRS Service Levels 
Average Speed of Answer (ASA) and Service Level (SVL) 
monthly statistics for this reporting year are shown in 
Table 3.  
 
Relay Missouri’s requirement is that 85% of all calls are 
answered within ten seconds. T-Mobile Accessibility 
exceeded this requirement. The ASA was 2.5 seconds while 
the SVL averaged 96.7% for the year. 
 

 

 

 

 

 

RCC STATISTICS 
There was a total of 1,725 minutes of Relay Conference Captioning (RCC) generated during this 
reporting period, for a total of 10 hours. See Table 4 and Appendix D. 
 

Month 

RCC 
Billable 

Conversation 
Minutes 

Calls/Events 

 
November 2024 0 0  

December 0 0  

January 2025 0 0  

February 0 0  

March 0 0  

Month ASA SVL 

November 2024 1.8 98% 

December 3.1 97% 

January 2025 3.0 98% 

February 2.7 98% 

March 1.8 98% 

April 1.6 98% 

May 1.7 99% 

June 1.6 99% 

July  1.3 99% 

August 2.8 96% 

September 4.2 94% 

October 4.3 86% 

Table 3 
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April 0 0  

May 0 0  

June 0 0  

July  0 0  

August 1725 10  

September 0 0  

October 0 0  
  

  Table 4 
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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. 
 

 

 

 

 

  



 

Relay Missouri Annual Report November 2024 - October 2025  16 | P a g e  

APPENDICES 

Appendix A – Outreach Report 
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Appendix B – TRS Statistics 
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Appendix C – STS Statistics 
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Appendix D – RCC Statistics 
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