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On September 22, 2016, the Disability Advisory
Committee (DAC) adopted a recommendation on
IP CTS quality metrics:
Verbatim and accuracy standards
 Speed standards
 Delay standards
 Testing to determine compliance take place at least
monthly
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On September 22, 2016, the DAC adopted a
recommendation on VRS 911 call handling and
processing recommending:
The development of an Implementation Guide for
Mandatory Minimum Training Standards;
 Development of Best Practices for 911 call handling; and
 Annual 911 training for VRS CAs handling 911 calls,
including a refresher course for veteran CAs.
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On December 6, 2016, the DAC adopted a
recommendation on VRS videomail that the FCC:
Implement with the advice and participation of diverse
groups of Deaf-Blind consumers, VRS videomail-to-text
services.
 Provide guidelines to ensure that converted text messages
are delivered in a manner that is visually accessible for
low-vision users and compatible with common assistive
technology devices.
 FCC consider the most efficient way to provide
and pay for videomail-to-text services for
Deaf-Blind consumers.
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On December 6, 2016, the DAC adopted a
recommendation on porting IP-enabled relay
services numbers that:
DRO and CGB share information regarding the porting
experience of users of IP-enabled relay services with WCB
and the NANC, so that they may identify solutions to
shorten the porting process to align with the experience
of hearing individuals.
 Standardized and automated methods be used to
verify the information on a letter of authorization.
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DAC recommendation on porting IP-enabled relay
services numbers (continued):
The FCC consider any recommendation from NANC and
WCB regarding improvements to the porting process.
 The FCC conduct as part of the National Outreach
Campaign, a campaign to education relay users about
porting.
 The FCC require the provider to whom a user has
ported to furnish to the acquired customer
information regarding features provided.
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On March 21, 2017, the first meeting of the Second
Disability Advisory Committee was held.
The FCC requested the Technology Transitions
Subcommittee to develop recommendations to introduce
and support the integration of RTT into TRS operations.
 The FCC requested the Relay and Equipment
Distribution Subcommittee to develop recommendations
on criteria, metrics, and measurement methods for
assessing quality for VRS, IP CTS, and other
types of TRS.
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Real-Time Text


December 16, 2016 – The FCC released a Report
and Order and Further Notice of Proposed
Rulemaking adopting real-time text (RTT) as a
replacement for TTY technology.
In the Report and Order, the FCC requires RTT to be
backwards compatible with TTY technology and allows
wireless service providers to support TRS access through
RTT technology, including via 711 abbreviated dialing
access.
 In the FNPRM, the FCC seeks comment on
integrating RTT into TRS operations.
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Numbering Directory Order and
Declaratory Ruling


January 18, 2017 – CGB and WCB released an
Order and Declaratory Ruling granting the petition
of VTCSecure filed on July 6, 2016
To allow VTCSecure, a provider of direct video calling
(DVC) customer support services to access the TRS
Numbering Directory.
 To clarify that VRS providers must route and connect all
direct voice, video and text calls between telephone
numbers listed in the TRS Numbering Directory.
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VRS Interoperability


January 17, 2017 – CGB released a Report and
Order and Further Notice of Proposed
Rulemaking


In the Report and Order, CGB, pursuant to
delegated authority, amended the FCC’s rules to
incorporate by reference technical standards for the
interoperability and portability of services,
equipment and software used for video relay
service (VRS).
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VRS Interoperability (2)


January 17, 2017 Report and Order


CGB adopted the following interoperability standards:
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The VRS Provider Interoperability Profile published in August
2015 by the VRS Task Group of the SIP Forum.
 The compliance date is 120 days after publication in the
Federal Register.
On a limited basis, the Interoperability Profile for Relay User
Equipment (RUE Profile) published in July 2016 by the RUE
Forum.
 VRS providers only need to comply with the RUE
profile for purposes of ensuring interoperability
with the ACE app.
 The compliance date is one year after publication
in the Federal Register.
TRS Advisory Council

VRS Interoperability (3)


January 17, 2017 Report and Order


CGB adopted the following interoperability standards:
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Internet Engineering Task Force (IETF) Request for Comments
(RFC) 6351, xCard: vCard XML Representation published in
August 2011 and as specified in the RUE profile.
 This standard data interchange format for exporting and
importing user personal contact and speed dial lists applies
to all VRS providers.
 The compliance date is 180 days after published in the
Federal Register.
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VRS Interoperability (4)


January 17, 2017 Further Notice of Proposed
Rulemaking (FNPRM) seeks comment on:


Adoption of a rule applying the RUE Profile to providerdistributed VRS user equipment and software.
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Comments are due 45 days after the date of publication in the
Federal Register.
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VRS Reform


March 23, 2017 – FCC released a Report and
Order, Notice of Inquiry, Further Notice of
Proposed Rulemaking, and Order


In the Report and Order, the FCC authorized:


Trial of Skills-Based Routing
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A voluntary 8 month trial permitting VRS providers to route
VRS calls to communications assistants (CAs) with skills
pertaining to legal, medical, and technical computer support.
The formal trial period commences August 1, 2017.
Interested participants should notify the Consumer
and Governmental Affairs Bureau by June 1, 2017.
TRS Advisory Council

VRS Reform (2)


March 23, 2017 Report and Order


Trial of Skills-Based Routing
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VRS providers will continue to be compensated at the applicable
rate. Added costs incurred during the trial will not be billable to
the TRS Fund.
For purposes of the trial, the FCC conditionally waives for the
duration of the trial compliance with (1) the requirement to
answer calls in the order received; (2) the speed-of-answer rule;
(3) the ten-minute rule; (4) the sequential call rule.
Trial participants will collect and submit data to the TRS Fund
administrator with their monthly requests for compensation.
Trial participants will, no later than June 1, 2018,
prepare a final report on the trial.
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VRS Reform (3)


March 23, 2017 Report and Order


Trial of Deaf Interpreters
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A voluntary 8 month trial permitting the provision of deaf
interpreters for VRS calls.
The formal trial period commences August 1, 2017. Interested
participants should notify the Consumer and Governmental
Affairs Bureau by June 1, 2017.
Trial participants employing deaf interpreters must continue to
comply with all applicable mandatory minimum standards.
Trial participants will collect and submit data to the TRS Fund
administrator with their monthly requests for compensation.
Trial participants will, no later than June 1, 2018,
prepare a final report on the trial.
TRS Advisory Council

VRS Reform (4)


March 23, 2017 Report and Order


Speed-of-Answer
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OMD in coordination with CGB will publish on a semi-annual
basis on the FCC’s website, summaries of each VRS provider’s
speed-of-answer data obtained from the TRS Fund
administrator.
For the purpose of measuring the speed-of-answer, the FCC
defines when a VRS call is “answered” as when a call is answered
by a CA (i.e. not when put on hold, placed in a queue, or
connected to an IVR system).
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VRS Reform (5)


March 23, 2017 Report and Order
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Speed of Answer
 VRS providers may seek a waiver of the speed-ofanswer rule for exigent circumstances affecting call
centers on a case-by-case basis.
 The FCC amended its rules to instruct the TRS Fund
administrator to not withhold payment pending
review of such waiver.
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VRS Reform (6)


March 23, 2017 Report and Order


iTRS Numbers for Hearing Persons
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The FCC amended its rules to permit VRS providers to assign
iTRS numbers to hearing individuals upon their request
The assigned numbers may be used only for point-to-point video
communications
 Hearing users will not place or receive VRS calls or contact
911 services.
Costs associated with the number assignment may not be
included as allowable costs, but may be charged to hearing users.
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VRS Reform (7)


March 23, 2017 Report and Order


iTRS Numbers for Hearing Persons
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VRS providers must obtain registration information from each
hearing applicant, including a signed certification;
VRS providers must submit validation information to the TRSURD administrator.
VRS providers must notify the TRS Numbering Directory and
the TRS-URD of each number assigned to a hearing person.
 Such numbers shall be coded as restricted numbers
that may be used only for point-to-point calls
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VRS Reform (8)


March 23, 2017 Report and Order


At-Home VRS Call Handling
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A voluntary pilot program to permit participating VRS providers
to be compensated for minutes served by an at-home CA
workstation up to a maximum of either 30 percent of a VRS
provider’s total minutes for which compensation is paid in that
month or 30 percent of the provider’s average monthly minutes
for the 12 months ending October 31, 2017, whichever is
greater.
The pilot program commences on November 1, 2017 for a 12
month period. Interested participants must provide notification
to CGB by September 1, 2017 with a detailed plan for
compliance with the FCC’s safeguards and standards
governing VRS.
TRS Advisory Council

VRS Reform (9)


March 23, 2017 Report and Order


At-Home VRS Call Handing
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Advances in technology warrant allowing CA at-home
workstations.
To protect against waste, fraud, and abuse, maintain call
confidentiality, and ensure compliance with the FCC’s rules and
orders, the FCC requires VRS providers to adhere to:
 Personnel safeguards;
 Technical and environmental safeguards; and
 Monitoring and oversight safeguards.
Participants will submit monthly reports to the TRS Fund
administrator with their requests for compensation.
Participants will submit a six month report no later
than seven months after the start of the program
TRS Advisory Council

VRS Reform (10)


March 23, 2017 Notice of Inquiry on Service Quality
Metrics for VRS seeking comment on:


Performance Goals
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Establishing appropriate performance goals for the VRS
program.
Whether to align performance goals with the requirement to
ensure, to the extent possible, the availability to people with
disabilities of telephone services that are functionally equivalent
to services used by individuals who do not need TRS.
Whether performance goals should also align with the FCC’s
obligation to ensure that TRS is provided in the most
efficient manner and to encourage the use of existing
technology, and not discourage or impair the
development of improved technology.
TRS Advisory Council

VRS Reform (11)


March 23, 2017 Notice of Inquiry


Performance Goals




Performance Measures
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Whether the use of mainstream and off-the-shelf technologies
that do not rely on VRS can serve the communications needs of
individuals who are deaf, hard of hearing, deaf-blind, or have
speech disabilities.

How to define measurements that will provide empirical
evidence to inform both the FCC’s VRS policy decisions and
provide consumers with information to make informed
choices in selecting VRS provider services.
Whether the derivation of data used to measure service
quality should be overseen by the TRS Fund
administrator or otherwise developed through
arrangements with independent third parties.
TRS Advisory Council

VRS Reform (12)


March 23, 2017 Notice of Inquiry


Performance Metrics
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Whether to measure functional equivalence using the following
metrics:
 Quality and accuracy of interpretation;
 Technical voice and video quality;
 Interoperability and portability;
 Percentage and frequency of dropped or
disconnected calls; and
 Service outages.
Whether there are other concrete measurable metrics the FCC
could employ to measure the quality of service among
VRS providers.
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VRS Reform (13)


March 23, 2017 Notice of Inquiry


Phony VRS Calls





April 4, 2017

The FCC has received anecdotal evidence of calls made to VRS
CAs made for the sole purpose of harassing or threatening a CA.
The FCC seeks comment on the extent such calls occur as well
as the incidence of other types of “phony” VRS calls, how such
calls should be handled, and on action the FCC should take to
address such calls
The FCC also seeks reports on any occurrences of “swatting”
through VRS and recommendations to address such incidents.
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VRS Reform (14)


March 23, 2017 Further Notice of Proposed
Rulemaking (FNPRM) seeking comment on:


Compensation Rates
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A proposal to adopt a four-year VRS rate plan to run from July
1, 2017 to June 30, 2021 with the following per-minute rates:
 $5.29 for providers with 500,000 or fewer monthly minutes
(“emergent rate”);
 $4.82 for other providers’ first 1,000,000 VRS minutes (Tier
I);
 $4.35 for a provider’s monthly minutes between
1,000,001 and 2,500,000 (Tier II); and
 $2.83 for a provider’s monthly minutes in excess
of 2,500,000 (Tier III).
TRS Advisory Council

VRS Reform (15)


March 23, 2017 FNPRM seeking comment on:


Compensation Rates
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A proposal to collapse the existing tiers into a single tier
applicable to a provider’s first 1 million minutes.
A proposal to adjust the rates for each of these tiers through
several steps, at six-month intervals as in the current rate plan
A proposal to adopt a lower range of 7.12-9.75% for the rate of
return on net capital investment.
A proposal eschew the traditional rate-of-return calculation and
instead employ an operating margin approach with a range of
7.12–9.75%.
Factors the FCC should consider in setting
compensation rates, such as appropriate exogenous
costs, marketplace benchmarks, and auditing
requirements for the emergent rate.
TRS Advisory Council

VRS Reform (16)


March 23, 2017 FNPRM seeking comment on:


Compensation Rates
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Making the proposed rates retroactive to January 1, 2017.
Setting the VRS compensation rates using a price cap approach.
Setting the VRS compensation rates based on pricing
benchmarks developed through competitive bidding.
Repealing the provision of the rules concerning a neutral video
communications services platform.
Employing a reverse auction approach to set rates based on a
modified version of the electricity supply auctions.
Replacing the TRS Fund with a system under which
telecommunications providers would provide TRS
services themselves or contract with TRS providers.
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VRS Reform (17)


March 23, 2017 FNPRM seeking comment on:


Server-Based Routing




VRS Use of Enterprise and Public Videophones
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Whether to amend the FCC’s rules to allow for routing
information provided to the TRS numbering directory to include
URIs that contain provider domain names rather than user IP
addresses to enable implementation of the call routing protocol
specified by the VRS Provider Interoperability Profile.
Whether to establish log-in procedures for VRS users at all
public videophones and enterprise videophones not located in
private workspaces.
A proposal to require VRS providers to submit
specified registration information to the TRS-URD
administrator for each public or enterprise
videophone.
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VRS Reform (18)


March 23, 2017 FNPRM seeking comment on:


VRS Use of Enterprise and Public Videophones
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A proposal that each VRS provider obtain a certification from
the individual responsible for each enterprise videophone.
Whether any exceptions to the proposed information collection
requirements should be made for governmental entities.
Whether enterprises consider any of the proposed information
collection requirements to contain commercially sensitive
information.
A proposal that VRS providers be required to notify the TRS
Fund administrator in the event that a registered enterprise or
public videophone is removed from service or
permanently disconnected from VRS.
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VRS Reform (19)


March 23, 2017 FNPRM seeking comment on:


Direct Video Calling Customer Support




Per Call Validation Procedures
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A proposal to amend the FCC’s rules to allow all providers of
DVC customer support services to access the TRS Numbering
Directory.
A proposal to amend the FCC’s rules to require that each VRS
provider query either the TRS-URD or the TRS Numbering
Directory to validate the eligibility of the party on the video side
of each VRS call.
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VRS Reform (20)


March 23, 2017 FNPRM seeking comment on:


Research and Development




Non-Service Related Inducements to Sign up for VRS




Whether to prohibit VRS providers from offering or providing
non-service related inducements to use a VRS provider’s service.

Non-Compete Provisions in VRS CA Employment
Contracts
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Whether to direct the TRS Fund administrator to include in
administrative costs an amount for research and development.

The effect of non-competition agreements on the
provision of VRS and any sources of authority for the
FCC to regulate such agreements.
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VRS Reform (21)


March 23, 2017 Order on Server Based Routing


The FCC, on its own motion, sets aside the effectiveness,
in part, of the report and order issued by CGB in January
2017, in which CGB incorporated certain technical
standards on VRS interoperability into the FCC’s rules,
pending the FCC’s consideration of the FNPRM.
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Specifically, the 120-day deadline for compliance with the RUE
Profile for ensuring interoperability with the ACE app.
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IP CTS




In 2014, the U.S. Court of Appeals for the DC Circuit
invalidated two of the requirements adopted in the August
2013 IP CTS order
Issues pending since remand from the court:
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Users who have registered since the court decision went into
effect have not been required to obtain either a third-party
certification or pay $75 for equipment. Question pending is
whether to require third-party certification of new users as well as
users who have registered since the court decision went into effect
Since the court decision, IP CTS phones are required to have a
button, key or icon to easily turn captions on, but there
is no similar requirement to turn captions off. Question
pending is whether to require a button, key, or icon
to turn captions off
TRS Advisory Council

IP CTS (2)


Issues pending from the FNPRM accompanying the
2013 IP CTS Reform Order:
Whether to restructure the rate methodology
 Whether to prohibit the use of phones which require
captions to be turned on before certain volume
adjustments can be made
 Whether to require a default of “captions on” for 911 calls
 Whether to adopt a general prohibition of providing
service to users who do not need the service
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IP CTS (3)


Issues pending from the 2013 FNPRM:
Whether to migrate IP CTS to state TRS programs
 Whether to centralize registration and verification of IP
CTS users in the TRS-URD
 Whether to adopt mandatory minimum requirements for
speed and accuracy
 Whether to require provider websites to have notifications
regarding prohibited use of IP CTS by hearing individuals
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IP CTS (4)


Other pending IP CTS issues :






Updating 911 calling rules for web and wireless IP CTS
 With traditional IP CTS, the 911 connection is provided by the
underlying telephone or VoIP provider
 Rules governing web and wireless IP CTS adopted in 2008 before
iTRS providers were part of the North American Numbering Plan
 Question is how to update the rules, now that there are easier and
better ways to connect users to 911
Whether to make permanent the alternatives to providing the last 4 digits
of SSNs for those who do not have SSNs
IDT Petition – Whether to expand the TRS Fund contribution base to
include intrastate revenues
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IP Relay


Pending IP Relay issues:






Enhanced registration, certification and verification
procedures to prevent ineligible users from using IP Relay,
thereby ensuring the availability of the service for legitimate
users
Per call validation procedures
Application of the centralized TRS-URD to IP Relay,
including security of information in the TRS-URD
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Pending IP Relay Issues:


Alternative ways to restructure IP Relay, such as
Selecting the provider or providers through a competitive
bidding process or
 Making IP Relay a mandatory service and turning over
administration to the states, similar to what is now done for
traditional TRS and STS





Restructuring the ratemaking methodology
Determining the needs of deaf-blind users and how to
accommodate those needs
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IP Relay (3)


Pending IP Relay Issues:





Permanent elimination of “guest user” procedure for calls to 911
 June 2012 order prohibited guest users except for calls to 911
 In 2014, to address “swatting,” rules were waived for 1 year to
permit providers to refuse to handle 911 calls by guest users
 In June 2015, waiver extended until FCC addresses the issue on
a permanent basis
When to disconnect an idle call – what is the appropriate wait time
Whether to prohibit more than 2 simultaneous calls by the same
user
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STS


Pending STS Issues:







Establishing a nationwide STS outreach program
Registration, certification, and verification requirements for
STS users
The inapplicability of certain TRS mandatory minimum
standards established for TTY use – typing and spelling,
ASCII and Baudot, call release, and VCO – to STS
The minimum wait time – 60 seconds – that should be
required before terminating an idle STS call
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Pending STS Issues:






Minimum STS CA training standards
Requiring providers to allow STS users to create profiles
Video Assisted STS (VA STS), a form of STS where the user
and CA are connected by both audio and video
IP STS, a form of STS where the user is connected to the CA
over an IP connection rather than the PSTN
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AccessInfo





Join the AccessInfo Email List
To keep informed about all of the FCC’s accessibility
and disability news
To subscribe, just send an email to
AccessInfo@fcc.gov, and write “subscribe” in either
the subject line or the main body
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Karen Peltz Strauss





Eliot Greenwald





Voice telephone: (202) 418-2388
Email: karen.strauss@fcc.gov

Voice telephone: (202) 418-2235
Email: eliot.greenwld@fcc.gov

Michael Scott



Voice telephone: (202) 418-1264
Email: michael.scott@fcc.gov

DRO website: www.fcc.gov/cgb/dro
 FCC videophone: (844) 432-2275


April 4, 2017

TRS Advisory Council

