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advisory group

On the 18th April the N.Z Relay Service Advisory Group held their

)
inaugural meeting in Wellington. The group is comprised of members E %
from each of the "user" groups: Deaf, hearing impaired, Deaf-blind and

speech impaired with the addition of a parent of a Deaf child. N
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John Moore (Sprint Relay Services Customer Service Manager) from San Francisco
provided the group with guidelines on how to operate effectively based on
Advisory Groups that are established in the United States.

Paul Buckrell is chairperson in his position as the Ministry of Economic
Development administrator for NZ Relay.

Chris Blum presented to the group on what services are currently
provided and will be introduced in the near future.

The members of the Advisory Group are your points of contact should you
have any concerns or frustrations (positive comments are of course always
appreciated too). The group will provide NZ Relay and M.E.D. (Ministry of
Economic Development) with feedback. This will be the mechanism for
monitoring and evaluating the Relay Service with the aim of providing an
optimum service. To be effective in this role they need feedback from the
"user" of the service.

Pictured- Standing, from left: Paul Buckrell, Chairperson M.E.D.
Contracts Administrator; Daniel Harbourne, Deaf from Auckland; Densie,
hearing parent from Chrischurch; Juliet Montague, Government & Community
Relations Advisor from Telecom; Royce Flynn, Deaf from Christchurch.
Seated, from left: Michelle Brewer, Deaf-Blind from Auckland; Vicki Terell, speech impaired from
Wellington; Heather Dawson, hearing impaired from Wellington.

logo & internet Relay NZSL video launch
The NZ Relay Service launched their new look Logo in Auckland on 15th April. The . ai
evening was well attended with approx.7o0 guests. In addition to the launch of

the Logo a video clip from "How To Use Internet Relay" in NZSL was screened and New Zealand
well received by all.

The new look logo will feature on all NZ Relay written and promotional material.

Thanks to David McKee, Sonia Pivac and Melisa Malzkuhn for creating the
internet Relay NZSL video clip and Arteria Design for creating the professional
new look logo.

www.nzrelay.co.nz

New Zealand Relay is provided by Sprint proud to be the first TRS provider in New Zealand.



NZ internet relay now a permanent service

The Crown and Sprint have now signed Addendum One to the TSO Deed covering the Relay service.

i a = ] N\ This includes:
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c~- o—--=—-——] 1 The trial of Internet Relay has been a huge success and is now a
permanent service. Approx 48% of all calls via the Relay service
are now Internet Relay. I'm sure that you will all join me in
congratulating Sprint for having the faith to go ahead with the
o Daprasan mogrmin Moy
memmemmees]  investment in creating the NZSL help video clips so that they could
ST be added to the website within days of Addendum One being signed
. == ] by Minister Cunliffe. If you feel like giving Sprint a pat on the back
. o then email your message to Christoph.A.Blum@mail.sprint.com. I'm
sure that he and Sprint will appreciate it. BTW the Aussies are dead

—_=" — jealous that NZ has Internet Relay and they don't!

Paul Buckrell
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New Zealand Relay call volumes New Zealand Relay call minutes
The numbers of calls relayed Total minutes of all Relay calls

Dec ‘o4 Jan ‘o5, Feb ‘o5 Mar ‘o5 Apr ‘o5

Internet initiated calls Voice initiated calls Text initiated calls Internet initiated calls Voice initiated calls Text initiated calls

phase II, platform launch

The Phase Il platform went live on 13 June. As well as being able to automatically
recognise most modern TTYs of North American or European manufacture, this platform
enables calls types between any combination of the following users:

e Basic TTY user e Non-TTY user
e VCOTTY user e HCO TTY user

HCO is a very useful service for people with severe speech impairments. They can type
their message into their TTY but listen normally to the oral person they have called.




speech to speech

Another option that is to be trialled is Speech to Speech Service. For this service no TTY is required,
only a normal telephone. This trial is planned to commence on 15 August and run for 9 months. Relay
Assistants are being specially trained to recognise impaired speech and be able to speak the caller’s
message clearly to the recipient. During the trial period the service will be available weekdays 7.30 am
to 9.00 pm. NZ Relay is looking for 20 registered triallists to provide user feedback on the service. This
feedback will be a large factor in whether the trial progresses to a permanent service. Anyone interested
in participating in the trial should contact the NZ Relay Account Manager, Chris Blum.

mobile particulars

The NZ Relay Advisory Group has now met twice. At its last meeting it recommended to the M.E.D. that
the Textlink 9100, a portable, battery or mains powered textphone capable of connecting to specific
models of Nokia cellphone on the Telecom and Vodafone networks be included in the textphone

pool. This recommendation is under consideration by the M.E.D. The next meeting is planned for 27
November. If there are issues concerning the Relay Service that users are want to give feedback on,
please contact a NZRAG member or Chris Blum.

other news...

Calls from hearing/oral people to Deaf users is just 3%. Over time we expect
this to grow to approximately 15% of the total calls. Encouraging hearing/oral
people to use the service is one way the “user” can support us.

Due to the popularity of the Internet Relay, the uptake of rental TTYs is slower
than anticipated, but as the Sprint Outreach programme continues there has
been a burst of applications for Superprint 4425 with Large Visual Display TTYs
being used by people with Ushers syndrome or other sight impairments coupled with
hearing loss. Two Deaf Blind users have received telebraillers.

employment opportunities

NZ Relay outreach contractor

| am looking for people interested in contracting to the NZ Relay Service as Outreach Contractors. The position
will require the successful applicants to market and provide information on the how to use the Relay Service
on a regional basis. | am looking for applicants that have strong community ties, are skilled in public speaking
and providing one to one support for new "users" of the service. Applicants need to be members of one

of the NZ Relay "user" groups. You will need to have your own vehicle. Training will be given to successful
applicants. Applications close 15th August 2005.

Contact Chris Blum at Christoph.A.Blum@mail.sprint.com




from the call centre managers desk

Sprint realised, early in the planning process of NZ Relay, that we could provide a far more effective
service by working with a NZ partner.

We are extremely fortunate to have found Counties Power in Pukekohe. This 9o-year old company
already offered telecommunications services through its broadband network, Wired Country.
— As an electricity lines company, 24/7 cover was always part of its culture.
4 , Counties Power already had a team of technicians so were ideally placed to manage the
=" equipment programme on behalf of Sprint and M.E.D.

Counties Power needed to establish the call centre and employ staff. Its call centre manager, Andrea
Cooke, was given a second role as NZ Relay Manager — an entirely new venture for Counties Power
people. Sprint’s most experienced training officer arrived to turn job applicants into relay assistants.
With no other relay servicein the country, this training officer was our staff’s only view of the service.
Not one relay assistant had relay experience before Launch day.

Six months on, NZ Relay is growing with the appointment of more relay assistants. Sprint continues to
update and improve services to keep ahead of customers’ needs.

NZ Relay was one of the 4 finalists in the Telecommunication Users of New Zealand Awards for the
Best Contact Centre with less than 5o seats.

If you would like to receive the NZ Relay Service
newsletter, please register your details with

Chris Blum, NZ Relay Account Manager

Sprint International NZ,

ASB Centre, Level 20, 135 Albert St,
Auckland CBD, New Zealand
Phone: + 64 9 358 7192

TTY: + 64 9 358 7191

Fax: + 64 9 358 7189 If you would like a copy of the NZ Relay Brochure, Ministry
Mobile/Text Phone: + 64 21 300 095 of Economic Development Application forms or Equipment
Christoph.A.Blum@mail.sprint.com lists please contact the Help Desk on; TTY: 0800 4 713 713
www.nzrelay.co.nz or VOICE: 0800 4 715 715
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