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R E S O L U T I O N
RESOLUTION T-16352.  REQUEST FOR APPROVAL OF A CENTRALIZED CALL CENTER CONTRACT BETWEEN THE DEAF AND DISABLED TELECOMMUNICATIONS PROGRAM (DDTP) AND THE COMMUNICATION SERVICE FOR THE DEAF (CSD); AND REQUEST FOR APPROVAL OF YEAR 2000 BUDGET ASSOCIATED WITH THE CENTRALIZED CALL CENTER.

BY LETTER REQUESTS DATED AUGUST 6, 1999 AND NOVEMBER 17, 1999 (FOR THE CONTRACT) AND BY LETTER REQUESTS DATED OCTOBER 1, 1999 AND OCTOBER 18, 1999 (FOR THE BUDGET) TO THE EXECUTIVE DIRECTOR FROM THE DEAF AND DISABLED TELECOMMUNICATIONS PROGRAM ADMINISTRATIVE COMMITTEE.

_________________________________________________________________ 

SUMMARY
As part of the centralization of its equipment procurement and distribution function, the Deaf and Disabled Telecommunications Program (DDTP) Administrative Committee requests approval of a contract with Communication Service for the Deaf (CSD) to establish a centralized call center and to provide the associated human resources to support the DDTP call center function.  For the provision of a centralized call center, the DDTP Administrative Committee requests $5,384,295 for Year 2000.

This Resolution approves the proposed call center contract subject to the submittal of (1) a contract amendment expanding the definition of billable minutes to clarify conversation time between the consumer service representatives and consumers; and (2) monitoring reports to the Director of the Telecommunications Division.  For the budget associated with the call center only, a total of $3,789,411 is adopted for Year 2000.

A separate Resolution will address the DDTP Year 2000 budget for all operations and this separate Resolution will incorporate the above mentioned Year 2000 budget amount we are adopting for the call center.

BACKGROUND
Centralized Call Center Contract

The Deaf and Disabled Telecommunications Program (DDTP) was established by the Commission to provide oversight and to administer the provision of specialized telecommunications equipment and service to California residents with disabilities.
  Currently, Pacific Bell, GTE California, Inc. (GTE) and the California Telephone Association (CTA, representing twenty small telephone companies) separately purchase equipment for the DDTP.  DDTP carries out the functions associated with the purchase of equipment for distribution.  The participating local telephone companies keep track of their DDTP equipment inventories and submit monthly reports to the DDTP Administrative Committee.  Also, the participating local telephone companies each maintain a database system for their customers and equipment distribution.  Presently, there are approximately 400,000 DDTP customers being served by the participating local telephone companies.

With the intensification of competition in the local exchange market there is the recognition that the DDTP should be able to function effectively in a competitive environment.
  In 1996 the Commission authorized a management audit on the practices and procedures of the DDTP.  The management audit report was completed in 1997 and included a recommendation for the centralization of DDTP programs that would lead to operations and costs efficiencies.

The DDTP Administrative Committee is in the process of centralizing DDTP’s various program elements, including its equipment procurement and distribution functions.  The Commission supports the centralization plans for the DDTP.  Thus, in Resolution T-16017,
 the Commission authorized funding to centralize DDTP’s procurement and distribution functions, including funding for a consultant to investigate the call center concept.

The centralization of the DDTP equipment procurement/distribution program includes a centralized (a) database system, (b) distribution center, (c) call center, (d) walk-in centers,         (e) field services, and (f) outreach services.  The Commission approved the DDTP contract with Riptide Technologies, Inc. (Riptide) to establish a centralized database system in Resolution T-16303, dated May 27, 1999.  A Request for Proposal (RFP) for the warehouse center has been released to the public.  This Resolution addresses the proposed centralized call center.

Year 2000 Budget for the Centralized Call Center
As discussed above, the Commission implemented three telecommunications programs for California residents who are deaf, hearing impaired and disabled (see Footnote No. 1).  The DDTP Consolidated Budget (Program Budget) funds all these programs.  In D.89-05-060, Investigation (I.) 87-11-031, the Commission established that the annual Program Budget be submitted to the Executive Director and approved by a Commission resolution in accordance with the procedure discussed in D.89-05-060.  Accordingly, the DDTP Administrative Committee filed a proposed Year 2000 Program Budget on October 1, 1999.

For clarification, this Resolution will address the Year 2000 budget associated with the call center because there are still pending issues with regards to the DDTP Year 2000 budget for all other operations.  The DDTP Year 2000 budget for all other operations will be addressed by a separate Resolution and this separate Resolution will incorporate the Year 2000 call center budget amount that is adopted in this Resolution.

NOTICE/PROTESTS
Centralized Call Center Contract
The DDTP Administrative Committee sent a letter dated August 6, 1999 to the Commission’s Executive Director requesting approval of a contract between the DDTP and Communication Service for the Deaf (CSD) for a centralized call center to be provided to the DDTP by CSD.  On November 17, 1999, the DDTP Administrative Committee sent another letter to submit Amendment 4 to the proposed call center contract.
  The DDTP Administrative Committee sent a copy of these letters to all parties of record in I.87-11-031.  Also, notice of these letters appeared on the Commission’s Daily Calendar starting on August 20, 1999 and November 23, 1999, respectively.  No protests or written comments have been received on the proposed contract and on the proposed amendment thereto.

Year 2000 Budget for the Centralized Call Center

The DDTP Administrative Committee sent a letter dated October 1, 1999 to the Commission’s Executive Director requesting approval of its proposed budget for Year 2000.  The proposed DDTP total budget included funds for the centralized call center.  On October 18, 1999, the DDTP Administrative Committee sent another letter to the Executive Director to submit a revised proposed budget for the call center.  The DDTP Administrative Committee sent a copy of these letters to all parties of record in I.87-11-31.  Notice of these letters appeared on the Commission Daily Calendar starting on October 14, 1999 and November 10, 1999, respectively.  No protests or written comments have been received on the call center proposed budget and on the proposed revision thereto.

DISCUSSION

Centralized Call Center Contract

Invitation for Bid (IFB).  DDTP, in consultation with DMR Consulting Group, Inc., developed the centralized call center IFB, a commercial solicitation, consistent with the California procurement guidelines.  The IFB was designed to solicit proposals for the establishment of a centralized call center and the associated human resources that will provide customer service support for the statewide call center function of the DDTP.  At its August 4, 1998 meeting, the DDTP Administrative Committee approved the solicitation and appointed an IFB review committee.  The DDTP Administrative Committee accepted the recommended modifications to the IFB by the IFB review committee at its September 1, 1998 meeting.  After review by Commission staff, the IFB was released on February 23, 1999.  Responses were due on March 26, 1999.
Amendments to the IFB.  There were four amendments to the IFB: Amendment 1 was issued to address concerns raised during the Bidder’s Conference; Amendment 2 was issued to clarify various questions during the review process; and Amendment 3 was issued to clarify the parties responsible for other indirect costs.  These amendments allowed bidders an opportunity to comply with the IFB requirements and to recalculate their pricing.  The first three amendments were noticed to all bidders and were incorporated in the final IFB.  Amendment 4 was issued to include the definition of billable minutes in the call center contract.  (See discussion below),

Evaluation of Responses to the IFB.  There were three respondents to the IFB:  MCI, Pacific Bell and CSD.  The evaluators of the responses to the IFB consisted of representatives from the DDTP, deaf and disabled community, and DMR Consulting Group, Inc.  The responses were evaluated based on two categories: technical evaluation and price evaluation.  The technical responses were evaluated based on the responsiveness to the terms of the requirement set forth in the IFB, and were rated on a pass or fail basis.  After completion of the technical evaluation, the team reviewed and ranked the price proposals, and identified the lowest bidder.  The technical and pricing evaluation team determined that CSD submitted a proposal that met the requirements set forth in the IFB.
CSD, a non-profit organization, is a subdivision of the South Dakota Association of the Deaf which is one of the oldest organizations in the United States dedicated to serving individuals who are deaf or hard of hearing.  Currently, CSD operates Telecommunications Relay Service centers in Sioux Falls, South Dakota; Lubbock, Texas; Moorhead, Minnesota; Syracuse, New York; Dayton, Ohio; and Tucson, Arizona.

Proposed Contract Provisions.  As part of the DDTP equipment procurement/distribution centralization project, the call center will provide statewide service receiving calls from consumers via toll-free trunks six days a week (Monday to Friday, 7AM-9PM; Saturday, 9AM-5PM).
  In a centralized environment, calls to the center will be received by using voice and telecommunications device for the deaf (TTY) equipment.  The California Relay Service
 will also relay calls to the centralized call center.  

The proposed centralized call center contract between the DDTP and CSD includes the following provisions:

· A per minute rate of $4.59 for indefinite delivery/indefinite quantity.  This rate will apply to CSD’s on line services (both inbound and outbound calls made for the DDTP) and includes provisions for equipment, materials, labor and all other resources required to perform the contract with DDTP.  Amendment 4 to the proposed call center contract provides the definition of “billable minutes” as the conversation time that a customer service representative (CSR) is directly connected to a DDTP consumer either on an inbound call to the call center or on an outbound call from the call center.  The DDTP Administrative Committee, through a letter to the Executive Director, filed Amendment 4 on November 17, 1999.  (See discussion below.)

· An hourly rate of $15.25 for indefinite delivery/indefinite quantity.  This rate will apply to special projects ordered by the DDTP from CSD.  The special projects include processing of certification forms.  Other special projects are not identified at this time.  Amendment 4 to the proposed call center contract provides that the concept of billable minutes will apply to special projects that involve initiating or receiving consumer calls.  (See discussion below.)

· Other Direct Costs.  CSD may incur other direct costs associated with the performance of special projects ordered by the DDTP.  These costs are limited to travel (airfare, local travel, hotel and per diem), postage/shipping and miscellaneous supplies.  These costs may not exceed $1,000 per month, excluding travel.  Hotel and per diem are limited to the rates set forth by the California State regulations for contractors.

· Call Center Contract Period.  The call center contract between DDTP and CSD shall be for two (2) years.  DDTP, at its sole discretion, may renew the contract for another three (3) additional one-year term by providing the contractor at least 90-day notice prior to the expiration of the initial contract period or any extension thereof.

The proposed call center contract also includes provisions that:

(a) CSD’s CSRs will create and maintain service records of DDTP consumers by using the DDTP’s central database system, which is under a separate contract with Riptide Technologies, Inc (Riptide).  Riptide will install and integrate the DDTP central database system at the centralized call center.

(b) CSD will provide short-term project management, system engineering and design, and implementation support personnel to interface with the DDTP central database system.

(c) CSD will use state-of-the-art technology and provide the necessary staff to meet the customer call volumes and growth.

(d) CSD will provide basic training to its CSRs.

(e) CSD will provide extensive documentation (operations manuals, call statistics), subject to final approval of the DDTP, for all areas and phases of the call center.

Telecommunications Division’s (TD) Analysis and Recommendations.  After a thorough review of the DDTP proposed call center contract, TD staff expressed concerns on the absence of contract provisions stating costs to be incurred by the DDTP.  Although the proposed contract states the per minute rate ($4.59) and the per hourly rate ($15.25), the contract language states that these rates will apply to “indefinite delivery/indefinite quantity.”  TD staff asserts that this contract language means that the number of minutes and hours that can be billed by the service provider is indeterminate; thus, it appears that the total cost that will be charged to the DDTP is imprecise.  Hence, TD staff recommends associating the Year 2000 budget for the call center in this Resolution to give DDTP time to plan accordingly to meet call center expenses and since there are still pending issues on DDTP Year 2000 budget for all other operations.  In addition, TD staff recommends submittal of monthly reports and a performance audit covering at least five months data of the call center activities that would provide statistical support for the change in DDTP working days (from 5 to 6 days) and office hours (from 8AM-5PM to 7AM-9PM) and that would assist DDTP in considering a need to request for a call center budget augmentation.  TD staff recommends that the 6-day schedule with expanded hours be adopted at this time.  However, it is not clear whether the extended schedule with expanded hours will result in increased call activity or the distribution of current calls over a larger number of business hours.  Therefore, TD recommends submittal of monthly reports and the performance audit.  TD also recommends the adoption, at this time, of the lower estimated average daily volume for the year 2000 as set forth in Appendix A of this Resolution.

The following language is set forth in Amendment 4 to the proposed call center contract (Section B.2, Consideration and Payment – Options):

“If any special projects involve initiating or receiving consumer calls, the concept of ‘billable minutes’ will still apply in calculating total time billed to DDTP.  For a definition of ‘billable minutes,’ see Paragraph B.1.”

Application of the hourly rate of $15.25 and the per minute rate of $4.59 could result in substantial costs to DDTP for special projects.  Therefore for any special projects, TD staff recommends review and approval by the Director of the Telecommunications Division before any special project can be ordered by DDTP under the contract with CSD.  Also, TD staff recommends submittal of supporting data in support of any DDTP special projects.  If future identified special projects involve inbound and outbound calls to consumers, TD recommends that the Commission encourage the DDTP and CSD to negotiate the specific applicable contract terms at that time.

TD staff believes that the proposed contract lacks clarity with regard to the determination of billable minutes.  Therefore, TD staff proposes that the definition of billable minutes in Amendment 4 to the proposed call center contract be revised to read as follows (recommended language in italics):

“The per minute rate shall apply to all billable minutes, where ‘billable minutes’ are defined to include all conversation time that a customer service representative is directly connected to a consumer (on an inbound or an outbound call).  Direct connections to a consumer’s answering machine and/or voice mail will be included in billable minutes for outbound calls.  Time associated with (a) dialing, (b) ringing, (c) station busy, (d) trunk/circuit busy, and (e) no answer, will not be included in billable minutes.  The contractor must record, retain and provide upon request by DDTP the called number associated with each outbound call for which the contractor requests payment of billable minutes.

Billable minutes DO NOT include set-up, call wrap-up, time spent in queue, time spent in the Interactive Voice Response Unit (IVRU), or other non-conversation time between a consumer service representative and a consumer.  Inbound calls from DDTP and/or DDTP staff and outbound calls to DDTP and/or DDTP staff shall not be included as billable minutes.”

DDTP in its Comments with regard to the last sentence of  the above contract provisions states, “This statement does not cover other calls or callers whose connect time should not be billed.”  TD believes that this is an appropriate observation by DDTP.  By including the provision that inbound and outbound calls to and from DDTP not be included as billable minutes, CSD will be required to establish methods of communication with DDTP which do not allow the application of billable minutes to such communications.  TD recommends that the Commission encourage CSD to also establish methods of communication for the Commission staff and for the telephone carriers which do not allow for the application of billable minutes to such communications as proposed in DDTP’s Comments.

Because each billable minute will result in a cost to the DDTP of $4.59, TD staff also recommends that the call center script(s) developed by the contractor and DDTP for use by the contractor for any purpose covered under the terms of the contract be reviewed and approved by the Director of the Telecommunications Division.  The submittal should include the duration for each script.  TD believes that this review and approval process is necessary to provide proper fiscal oversight of the DDTP expenditures. 

The proposed call center contract does not contain any provision on how the contractor will charge for billable minutes.  For example, a call between the consumer service representative and a consumer lasts for 4 minutes and 3 seconds.  The proposed call center contract does not address if this call will be billed based on 4 minutes and 3 seconds or be billed based on 5 minutes (3 seconds rounded to 1 minute).  Therefore, the contract should be modified to provide for the rounding of billable minutes once per month rather than once per call. TD asserts that the call center contract should contain language to clarify this issue and recommends that the following language be included in Section B.1, Consideration and Payment:

“The contractor may round subminutes at the end of the month after the exact call duration for each call (inbound and outbound) has been totaled.  For example, the total monthly inbound minutes equal 100,000.6734 minutes.  The contractor may bill DDTP for 100,001 minutes.”

Commission’s Evaluation of the Proposed Call Center Contract.  The Commission supports the centralization project of the DDTP that would lead to operational and cost efficiencies to the DDTP equipment distribution function.  However, the Commission also has the responsibility to ascertain that there is an appropriate budget for DDTP approved activities.  For this reason, we agree with TD staff that (1) the Year 2000 budget for the call center be associated with the approval of the call center contract, (see discussion below); (2) monitoring reports be submitted by DDTP to the Director of the Telecommunications Division; and (3) a performance audit be conducted to determine compliance with the terms and conditions of the call center contract.

To monitor call center costs and to respond efficiently and promptly to any unanticipated demand changes for the call center services, we will require submittal of monthly monitoring reports by the DDTP.  The monthly reports should be submitted to the Director of the Telecommunications Division and should include, but not be limited to the:  (1) number of inbound calls received by the call center; (2) number of outbound calls made by CSRs; (3) inbound call duration (conversation time between the CSR and consumers); (4) outbound call duration (conversation time between the CSR and consumers); (5) for CSR outbound calls, a record of corresponding consumers telephone numbers; (6) for CSR outbound calls, the number of calls answered by answering machines and/or voice mail (this data is to be gathered manually or by automated means); (7) wait time for consumers in queue; (8) length of time consumers spend in Interactive Voice Response Unit (IVRU); (9) number and type of complaints, (10) number of dropped/abandoned calls in queue and in IVRU; (11) number of blocked calls; (12) number of available CSRs answering calls.

In its Comments, DDTP asserts that under the terms of the contract, reports are due to DDTP Administrative Committee no later than the 14th of the month.  Therefore, we will require that the required reports be filed by DDTP with TD no later than the 24th of each month and that such reports are to begin as soon as the call center service provider commences any type of service (part time or full time service).  This will provide DDTP with approximately 10 days to receive and copy the reports provided to it by CSD.  Since we are interested in receiving the data as compiled by CSD, we see no need to have the data await review and approval by the DDTP Administrative Committee prior to filing. 

Additionally, the DDTP should be able to present a comparison of CSD’s services and Pacific Bell’s/GTE’s services (i.e., call duration for inbound/outbound calls, etc.).  This comparison report should contain an assessment of all factors DDTP believes relevant to illustrate at what point CSD could completely take over as the call center service provider.  The DDTP may include, and TD staff may require, other information necessary to assess the efficiency of and demand for the call center.  This comparison report shall be due no later than 2 business days following the DDTP Administrative Committee meeting in which the DDTP Administrative Committee adopts such a report and is to begin as soon as the call center service provider commences any type of service (part time or full time service). 

The performance audit to determine compliance with call center contract terms and conditions will also provide a useful tool for the DDTP and Commission in overseeing call center costs and in responding promptly to any request for call center budget augmentation.

Since not all the special projects are identified at this time, we will require that the DDTP submit all special projects to the Director of the Telecommunications Division.  In this way, the Commission will be aware of the activities under special projects.  Hence, DDTP can order special projects from the call center provider only after review and approval by the Director of the Telecommunications Division.  Also, if future identified special projects involve inbound and outbound calls to consumers, we strongly encourage the DDTP and CSD to negotiate the specific applicable contract terms at that time.

Moreover, we agree with the enhanced definition of billable minutes to Amendment 4 as detailed above.  We encourage CSD to establish methods of communications with the Commission staff and for telephone carriers that do not allow for the application of billable minutes to such communications as proposed in DDTP’s comments.  Furthermore, the call center scripts developed by the contractor and DDTP for use by the contractor for any purpose covered under the terms of the contract should also be reviewed and approved by the Director of the Telecommunications Division.  DDTP submittal should include the current scripts (if applicable) and proposed scripts as well as the reasons for any proposed changes.

With regard to subminute billing, telephone service providers generally offer subminute billing to business customers.  Therefore, we will allow rounding at the end of the month after the exact duration for each call has been totaled and agree with the language clarification recommended by TD staff.
Proposed Year 2000 Budget for the Call Center
Proposed Call Center Budget.  Initially, the DDTP Administrative Committee requests $7,627,008 budget for the call center for Year 2000.  After TD staff pointed out to DDTP of an overestimation in its call center volumes for Year 2000, the DDTP Administrative Committee submitted a revised call center budget of $5,384,295 on October 18, 1999.  Out of the revised DDTP call center budget, $16,360 is allocated for remote service observing program for quality assurance.  The DDTP Administrative Committee states that the remote service will be performed by DDTP employees and also possibly by an independent firm that may be contracted by the DDTP.  (See Table 2 of Appendix A of this Resolution for details.  Note that for Year 2000, it is anticipated that CSD will commence operations in June 2000.)

TD Staff’s Review of Call Center Budget.  TD staff reviewed the price evaluation model used in the call center Information for Bid (IFB) and DDTP proposed budget for the call center.  The price evaluation model illustrated the level of effort for the centralized call center provider in terms of total annual minutes and hours.  Although the IFB price model was used only for evaluation purposes to determine the ranking of the bidders based on their price proposals, the staff noted that the estimates for both the call volume and call duration were based on DDTP historical call statistics.
  Whereas in the DDTP proposed budget, only the estimates for call volume were based on DDTP historical call statistics; the call duration was estimated by pure approximation of the “conversation time” between the customer service representatives (CSRs) and consumers including an allowance for a learning curve. TD staff recommends that the estimates for both the call volume and call duration be based on DDTP historical call statistics adjusted for growth and learning curve.  Accordingly, TD staff recommends $3,789,411 for the call center for Year 2000.  (See Table 2 of Appendix A of this Resolution for details.  Note that for Year 2000, it is anticipated that CSD will commence operations in June 2000.)  Although TD staff does not oppose the DDTP proposed remote service observing program, TD staff’s proposed budget does not include allowance for this service because it believes that DDTP employees could adequately perform this service without contracting an independent firm.

Commission Evaluation of Call Center Budget.  Historical statistics are generally reasonable indicators of the level of demand and performance.  Thus, we agree with the TD staff that estimates should be based on historical statistics adjusted for growth and learning curve.  The adopted Call Center operational expenses set forth in Appendix A of this Resolution reflect historical statistics and the estimated impact of the learning curve effects.  Moreover, as recommended by TD staff, we are including $50,000 for a performance audit to assess compliance with call center contract terms and conditions.  We encourage DDTP to initiate timely activities in selecting an auditor to conduct the performance audit.

We also agree with TD staff that DDTP employees can perform the remote service functions.  Based on the above discussion, we approve the proposed call center contract between the DDTP and CSD, subject to (1) the submittal of a contract amendment expanding the definition of billable minutes in Section B.1, (2) submittal of monitoring reports by DDTP to the Director of the Telecommunications Division; (3) a call center budget in the amount of $3,789,411 for Year 2000.
COMMENTS

The draft resolution of the Telecommunications Division in this matter was mailed on December 7, 1999 in accordance with PU Code Section 311(g) to the parties of record in I.87-11-031.  Comments on the draft resolution were filed by DDTP on December 20, 1999.  This resolution has been revised to reflect, where appropriate, the DDTP comments.

FINDINGS

1. As part of the Deaf and Disabled Telephone Program (DDTP) centralization of various elements of the DDTP, the DDTP Administrative Committee requests approval of a call center contract with Communication Services for the Deaf  (CSD) through letter requests sent to the Executive Director on August 6, 1999 and November 17, 1999.

2. The staff of the Telecommunications Division (TD or TD staff) reviewed the DDTP proposed call center contract with CSD.  Based on the review, TD staff recommends          (1) adopting the Year 2000 budget for the call center in this Resolution, (2) submittal of monitoring reports by the DDTP to the Director of the Telecommunications Division,        (3) submittal of a contract amendment to clarify the definition of billable minutes (Section B.1), and (4) a performance audit covering at least the first five months of the call center activities provided by CSD to determine compliance with the call center contract terms and provisions.

3. The definition of billable minutes should be revised to clarify that direct connections to a consumer’s answering machine and/or voice mail constitute billable conversation time between a consumer service representative and a consumer.  However, the following are not considered as billable minutes for outbound calls:  dialing, ringing, station busy, trunk/circuit busy, and station no answer, (Section B.1, Consideration and Payment).

4. The rounding of minutes billed to DDTP may be allowed at the end of the month after the exact call duration for each call has been totaled and should be reflected in the call center contract.

5. The revisions in the contract language stated in Findings 3 and 4 above should be filed as a contract amendment to be reviewed and approved by the Director of the Telecommunications Division.  The contractor can initiate call center service only after written approval of the contract amendment.

6. Any call center script(s) to be developed by the contractor and DDTP should be reviewed and approved by the Director of the Telecommunications Division.

7. Initially (on October 1, 1999), the DDTP Administrative Committee requested $7,627,008 budget for the call center for Year 2000.  On October 18, 1999, the DDTP Administrative Committee revised its call center budget to $5,384,295.

8. The DDTP Administrative Committee requests $16,360 for a remote service observing program for quality assurance.

9. The estimates for call center total annual minutes and hours should be based on historical DDTP call statistics and adjusted for growth.

10. The call center budget of $3,789,411 is reasonable and should be adopted for Year 2000.

THEREFORE, IT IS ORDERED that:
1. The call center contract between the Deaf and Disabled Telecommunications Program (DDTP) and Communication Service for the Deaf (CSD) wherein CSD will provide call center service to DDTP is granted subject to the following conditions:

(a) The definition of billable minutes in Section B.1 of the call center contract shall read. “The per minute rate shall apply to all billable minutes, where ‘billable minutes’ are defined to include all conversation time that a customer service representative is directly connected to a consumer (on an inbound or an outbound call).  Direct connections to a consumer’s answering machine and/or voice mail will be included in billable minutes for outbound calls.  Time associated with (a) dialing, (b) ringing, (c) station busy, (d) trunk/circuit busy, and (e) no answer, will not be included in billable minutes.  The contractor must record, retain and provide upon request by DDTP the called number associated with each outbound call for which the contractor requests payment of billable minutes.

Billable minutes DO NOT include set-up, call wrap-up, time spent in queue, time spent in the Interactive Voice Response Unit (IVRU), or other non-conversation time between a consumer service representative and a consumer.  Inbound calls from DDTP and/or DDTP staff and outbound calls to DDTP and/or DDTP staff shall not be included as billable minutes.”

(b) The following language shall be added in Section B.1 of the call center contract:

 “The contractor may round subminutes at the end of the month after the exact call duration for each call (inbound and outbound) has been totaled.  For example, the total monthly inbound minutes equal 100,000.6734 minutes.  The contractor may bill DDTP for 100,001 minutes.”

2. The DDTP shall submit the following monitoring reports to the Director of the Telecommunications Division no later than the 24th of each month after CSD commences call center services to consumers on either a part time or a full time basis:  (1) number of inbound calls received by the call center; (2) number of outbound calls made by consumer service representatives (CSRs); (3) inbound call duration (conversation time between the CSR and consumers); (4) outbound call duration (conversation time between the CSR and consumers); (5) for CSR outbound calls, a record of corresponding consumers telephone numbers; (6) for CSR outbound calls, the number of calls answered by answering machines and/or voice mails; (7) wait time for consumers in queue; (8) length of time consumers spend in Interactive Voice Response Unit (IVRU); (9) number and type of complaints, (10) number of dropped/abandoned calls in queue and in IVRU; (11) number of blocked calls; (12) number of available CSRs answering calls.

3. The DDTP shall file a comparison report of CSD’s call center services and the call center services of Pacific Bell and GTE.  The comparison report shall be filed with the Director of the Telecommunications Division no later than 2 business days following the DDTP Administrative Committee meeting in which the DDTP adopts the comparison report.  This reporting requirement shall begin as soon as the call center service provider commences any type of service (part time or full time).

4. The call center contract between the DDTP and CSD shall be effective for two years.  DDTP, at its own discretion, may renew the contract up to three (3) one-year terms by providing CSD at least 90-days notice prior the expiration of the initial contract period or any extension thereof.  If and when DDTP renews the call center contract, DDTP shall inform the Commission.

5. A total budget of $3,789,411 shall be adopted for the call center for Year 2000.

This Resolution is effective today.

I hereby certify that this Resolution was adopted by the Public Utilities Commission at its regular meeting on January 6, 2000.  The following Commissioners approved it:

/s/  WESLEY M. FRANKLIN

WESLEY M. FRANKLIN

Executive Director



RICHARD A. BILAS

President

HENRY M. DUQUE

JOSIAH L. NEEPER

CARL W. WOOD

Commissioners

I abstain.

/s/  LORETTA LYNCH

            Commissioner
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21,197
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22,012

20,382
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20,382
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 (No. Of Calls)

Call Duration

5.88

5.88

5.88

5.88

5

5

5

Total Calling

124,638

119,845

129,432

119,845

105,985

101,909

101,909

803,562

  Minutes

Rate (4.59)

$572,090

$550,087

$594,094

$550,087

$486,471

$467,761

$467,761

$3,688,352

Off Line (15.25)

$7,920

$7,615

$8,224

$7,615

$6,734

$6,475

$6,475

$51,060

   TOTAL

$580,010

$557,702

$602,318

$557,702

$493,206

$474,236

$474,236

$3,739,411

DDTP

Proposed

Adopted

Operational Expenses

$5,367,935

$3,739,411

Remote Service, etc.

$16,360

$0

Performance Audit

$0

$50,000

   TOTAL 

$5,384,295

$3,789,411

TABLE 2:  DDTP CALL CENTER BUDGET (YEAR 2000)



TABLE 1:  COMPARISON OF CALL CENTER OPERATIONAL EXPENSES

DDTP PROPOSED CALL CENTER OPERATIONAL EXPENSES 

ADOPTED CALL CENTER OPERATIONAL EXPENSES

Note: Both DDTP proposed and adopted call volumes were calculated using GTE's 1998 monthly call

              volume, normalized to statewide monthly call volume & adjusted for 2.5% growth thru Year 2000.

              However, DDTP used 976 as the estimated average daily volume for Year 2000; the adopted estimated   

              average daily volume for Year 2000 is 815. 
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�  In compliance with state legislation, the Commission implemented three programs for California residents who are deaf, hearing impaired and disabled.  SB 597, which was passed in 1979, authorized the distribution of telecommunications devices for the deaf (TTYs) in 1981.  SB 60, which was passed in 1985, expanded the types of equipment distributed to include equipment for people who are hard-of-hearing, visually impaired, speech impaired, or mobility impaired.  SB 244, which passed in 1983, mandated a 24-hour statewide telecommunications relay service allowing persons using TTYs to communicate over the regular telephone network with persons who are not using TTYs.





�  Competitive local carriers (CLCs) are now authorized to enter the local exchange market in California and CLCs are to provide also telecommunications equipment to DDTP qualified customers.  In Decision 95-07-054, the Commission established the initial rules for local exchange service competition in California.  In this decision, the Commission recognized that a workshop should be held with local exchange companies, competitive local exchange carriers and other interested parties to determine how the Deaf Equipment Acquisition Fund (DEAF) program should be administered (Appendix A, page 9 of D.95-07-054)).





�  In Resolution T-16017, the Commission adopted the 1997 annual budget for the DDTP.





�  Amendments 1 through 3 were included in the call center contract submitted on August 6, 1999 by the DDTP Administrative Committee.


�  Both Pacific Bell’s and GTE’s call centers are open 5 days a week, Monday to Friday, from 8AM to 5PM.





�  The California Relay Service is a service available to DDTP customers that relays messages from individuals that use TTY equipment and from persons who are speech disabled.


�  The IFB data were based on GTE’s statistical data.  GTE’s customers represent only 28% of the total DDTP statewide customers; however, the calls to the GTE call centers are purely related to DDTP functions, unlike Pacific Bell’s.  GTE’s data were normalized to account for the remaining DDTP customers.
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Note: Both DDTP proposed and adopted call volumes were calculated using GTE's 1998 monthly call

              volume, normalized to statewide monthly call volume & adjusted for 2.5% growth thru Year 2000.

              However, DDTP used 976 as the estimated average daily volume for Year 2000; the adopted estimated   

              average daily volume for Year 2000 is 815. 
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		(ADJUSTED)

		DDTP's		Jun		Jul		Aug		Sept		Oct		Nov		Dec

																		247695

				26		25		27		25		26		25		25		179

																		304

		Call Volumes		21,184		20,370		21,999		20,370		21,184		20,370		20,370		145,847

		(No,. Of Calls)

		Call Duration		7.56		7.56		6.72		6.72		5.88		5.88		5.88

		Total Calling		160,154		153,995		147,835		136,884		124,565		119,774		119,774		962,979

		Minutes

		Rate (4.59)		$735,109		$706,835		$678,562		$628,298		$571,751		$549,761		$549,761		$4,420,076

		Off Line (15.25)		$10,176		$9,785		$9,394		$8,698		$7,915		$7,611		$7,611		$61,189

				$745,285		$716,620		$687,955		$636,996		$579,666		$557,371		$557,371		$4,481,265

																		$4,481,265

		PROPOSAL

				Jun		Jul		Aug		Sept		Oct		Nov		Dec		247695

				26		25		27		25		26		25		25		179

																		304

		Call Volumes		21,184		20,370		21,999		20,370		21,184		20,370		20,370		145,847

		(No. Of Calls)

		Call Duration		5.88		5.88		5.88		5.88		5		5		5

		Total Calling		124,565		119,774		129,355		119,774		105,922		101,848		101,848		803,086

		Minutes

		Rate (4.59)		$571,751		$549,761		$593,742		$549,761		$486,183		$467,484		$467,484		$3,686,164

		Off Line (15.25)		$7,915		$7,611		$8,219		$7,611		$6,730		$6,472		$6,472		$51,029

				$579,666		$557,371		$601,961		$557,371		$492,913		$473,955		$473,955		$3,737,193

																		$3,737,193

																		$744,072
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		DEAF AND DISABLED TELECOMMUNICATIONS PROGRAM (DDTP)

		CALL CENTER  (YEAR 2000)

		TABLE 1:  COMPARISON OF CALL CENTER OPERATIONAL EXPENSES

		DDTP PROPOSED CALL CENTER OPERATIONAL EXPENSES

				Jun		Jul		Aug		Sept		Oct		Nov		Dec

		Number of Days		26		25		27		25		26		25		25		179

		Call Volumes		25,376		24,400		26,352		24,400		25,376		24,400		24,400		174,704

		(No. Of Calls)

		Call Duration		7.56		7.56		6.72		6.72		5.88		5.88		5.88

		Total Calling		191,843		184,464		177,085		163,968		149,211		143,472		143,472		1,153,515

		Minutes

		Rate (4.59)		$880,570		$846,684		$812,824		$752,608		$684,888		$658,533		$658,533		$5,294,640

		Off Line (15.25)		$12,190		$11,721		$11,252		$10,419		$9,481		$9,116		$9,116		$73,295

		TOTAL		$892,760		$858,405		$824,076		$763,027		$694,369		$667,649		$667,649		$5,367,935

		ADOPTED CALL CENTER OPERATIONAL EXPENSES

				Jun		Jul		Aug		Sept		Oct		Nov		Dec

		Number of Days		26		25		27		25		26		25		25		179

		Call Volumes		21,197		20,382		22,012		20,382		21,197		20,382		20,382		145,933

		(No. Of Calls)

		Call Duration		5.88		5.88		5.88		5.88		5		5		5

		Total Calling		124,638		119,845		129,432		119,845		105,985		101,909		101,909		803,562

		Minutes

		Rate (4.59)		$572,090		$550,087		$594,094		$550,087		$486,471		$467,761		$467,761		$3,688,352

		Off Line (15.25)		$7,920		$7,615		$8,224		$7,615		$6,734		$6,475		$6,475		$51,060

		TOTAL		$580,010		$557,702		$602,318		$557,702		$493,206		$474,236		$474,236		$3,739,411

		Note: Both DDTP proposed and adopted call volumes were calculated using GTE's 1998 monthly call

		volume, normalized to statewide monthly call volume & adjusted for 2.5% growth thru Year 2000.

		However, DDTP used 976 as the estimated average daily volume for Year 2000; the adopted estimated

		average daily volume for Year 2000 is 815.

		TABLE 2:  DDTP CALL CENTER BUDGET (YEAR 2000)

								DDTP

								Proposed		Adopted

				Operational Expenses				$5,367,935		$3,739,411

				Remote Service, etc.				$16,360		$0

				Performance Audit				$0		$50,000

				TOTAL				$5,384,295		$3,789,411
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