
GLOSSARY AND DDTP ACRONYMS


711 Choice:
Allows relay users to identify how they want their calls answered when they dial 711 to reach the California Relay Service (CRS).  Optional choices include whether the call will be answered by an English or Spanish-speaking CA, which provider the call will be answered by, and the modality of call (TTY, VCO, etc.).

AB 136 (Assembly Bill/State of California Assembly):

This legislation, passed in 2011, adds Speech Generating Devices (SGDs) to the DDTP and also expands the list of certifying agents to include Speech Language Pathologists (SLPs). 
AB 3152 (Assembly Bill/State of California Assembly):

This legislation, passed in 1996, requires locating TTYs for public access in areas not already covered by ADA requirements.

AB 3369 (Assembly Bill/State of California Assembly):

Legislation, passed in 1985, which authorizes telephone companies to distribute TTY's to non-profit organizations and schools.

Aband. [CRS] or ABN [EPC] (Number of Inbound Calls Abandoned):  Number of calls that reached the call center, but the caller hung up before the Communications Assistant (CRS) or Customer Service Representative (EPC) had the chance to answer the call.  This is not the same as blocked calls.

ACD  Automatic Call Distributor or Automatic Call Distribution
Device or system that distributes incoming calls to a specific group of terminals

ACD (Augmentative Communication Device):
 

An Augmentative Communication Device can be programmed to "speak" syllables, words, etc. for the speech disabled.

Acoustic coupler:

An acoustic coupler is one of the rubberized cups on a TTY that holds the telephone receiver (on older TTY models). Adapters may be available for telephones with different receiver shapes.

Administrative Services:
Formerly the IMSD or Information Management Services Division of the CPUC.  
ALDA: (all-dah)

Association of Late Deafened Adults

ALJ: 

Administrative Law Judge (California Public Utilities Commission)

American Sign Language (ASL):  

A visual language used by Deaf people in the United States and Canada.

Americans with Disabilities Act (ADA): 

The Americans with Disabilities Act (ADA) is a Federal civil rights law that prohibits the exclusion of people with disabilities from everyday activities, such as buying an item at the store, watching a movie in a theater, enjoying a meal at a restaurant, exercising at the health club or having the car serviced at a garage. To ensure that its goals are met, the ADA established requirements for private businesses of all sizes.  These requirements first went into effect on January 26, 1992, and continue for both for-profit and non-profit organizations. [Title IV of the ADA requires all common carriers to offer telecommunications relay services (TRS).]

ANI (Automatic Number Identification):

This supplies the California Relay Service (CRS) and the CTAP contact center with phone numbers from inbound calls.

Analog Phone:

A phone that uses analog transmission technology (e.g. uses a hard-wired or landline phone connection.  TTYs and CapTel phones require an analog phone line for reliable service.

Answered Calls (from CRS Dashboard)
The number of calls that reached a relay providers’ Communications Assistant
Artificial Laryngeal Device or Artificial Listening Device (ALD):

This device is used as an artificial voice by laryngectomees and others unable to generate voice on demand.

ASA (Average Speed of Answer):  
[CRS and CTAP contact center providers]

The time span beginning at the time the network delivers the call to the call center until the time a relay operator or customer service representative answers the call.  Time in an automated answering device is not included in the ASA.
ASCII (ASK-E):

An acronym for American Standard Code for Information Interchange which employs an eight bit code and can operate at any standard transmission baud rate including 300, 1200, 2400, and higher.  ASCII is not used by very many people.
Assistive Devices:

Assistive devices are any of a variety of devices and technologies that may assist communication or mobility.  These may include: glasses and hearing aids, amplifying systems, speakerphones, alpha-numeric pagers, a TeleBraille, speech synthesizers, computer-assistive notes and complex computerized communications boards, and prostheses.

Assistive Technology:

Technology for more independent, productive and enjoyable living can be simple or complex. It includes: velcro-adapted clothing, toys, computers, seating systems, powered mobility, augmentative communication devices, special switches, assisted listening devices, visual aids, memory prosthetics, and thousands of other commercially available or adapted items.  These technological solutions improve an individual's ability to learn, compete, work and interact with family and friends.  People use assistive technology to achieve greater independence and to enhance the quality of their lives.   Services such as evaluations, training, or trial use of new equipment are also examples of assistive technology.

ATMC: Amplified Telephone Manufacturer Cooperative
Audiogram:

An audiogram is a graph that charts an individual's ability to recognize sound on two axes: Frequency (pitch/high/low) and intensity (loudness/volume).

Augmentative or Alternative Communication Device (ACD):

Electronic and non-electronic devices that provide a means for expressive and receptive communication for persons with limited or no speech.


Baudot: 

A seven bit code, only five of which are information bits. Baudot is used by some text telephones to communicate with each other at 45.5 baud rate.

Best Value Purchasing:

The concept of purchasing products for services on total value, not just price.

Blocked Calls:  
[CRS and CTAP contact center providers]

Inbound calls that did not reach the relay service or call center because the inbound line was busy (slow busy signal).

[Call Center]

Inbound calls that did not reach the call center because there was no circuit available at the time that the call came in, resulting in the caller receiving a busy signal.  This data comes from the call; center vendor’s telephone company.


CA (Customer Advisor): 

An individual who serves DDTP customers at the CTAP Service Centers.

CA (Communications Assistant):

A person who transliterates conversation from text to voice and from voice to text between two end users of TRS.  "CA" supersedes the terms "TTY operator" and “Relay Operator”

CAD:  California Association of the Deaf

Captioned Telephone Service (CTS):

Relay service (Enhanced Voice Carryover) where the captioned telephone user both hears and reads what is said by the other party to the call.  CapTel is the brand of captioned phone used for CTS in California.

CART: Computer assisted real-time captioning.

California Association of Laryngectomees (CAL): 

An organization of laryngectomee support groups throughout the state.
California Public Utilities Commission (CPUC or PUC): 

The California Public Utilities Commission. This agency of state government oversees the administration of the DDTP.

California Telephone Access Program (CTAP):

The California Telephone Access Program (CTAP) offers specialized telephone equipment at no cost to qualified California residents who have difficulty using a standard telephone. To be eligible, you must be certified as having a permanent or temporary hearing, vision, speech, cognitive and/or mobility disability and also live in California and have access to telephone service.    
CC: Call Center (Stockton)
CCAF (California Communications Access Foundation): 

The non-profit organization which contracts with the CPUC to manage and operate the DDTP.  It is also known as the DDTP Administrative Contractor or the Primary Program and Contract Administrator.  
CCASDHH: 
California Coalition of Agencies Serving the Deaf and Hard of Hearing

CDC: 

Centralized Distribution Center

Centralized Purchasing:    

A concept where all equipment purchases are made by a single agent.

Cerebral Palsy (CP): 
It is the general name given to a group of disabling conditions that appear in the first few years of life.  It is caused by damage to the brain that can occur before birth, during birth, or in the first several years after birth.  Many individuals with cerebral palsy have normal intelligence, though the damage to the brain can affect intellectual functioning.  Seizures, loss of hearing or sight, or speech problems are not uncommon.  The condition causes different types of motor difficulties (i.e., movement and muscle coordination) ranging from mild limitations to severe physical disability.  

Certification:   

The process of qualifying an individual to participate in the CTAP program. A certifying agent can approve an applicant's eligibility.

CI (Cochlear Implant):
An electronic apparatus that allows people with severe hearing loss to recognize some sounds, especially speech sounds, and that consists chiefly of a microphone and receiver, a processor that converts speech into electronic signals, and an array of electrodes that transmit the signals to the auditory nerve in the inner ear.
CI (Certificate of Interpreting): 

A certificate awarded by the Registry of Interpreters for the Deaf for interpreting between English and ASL.

CM: 

Center Manager of the Call Center.
CMAS (California Multiple Award Schedule): The CMAS contracts are established by the Department of General Services or other government agencies, using products, services and prices from already existing competitively assessed and cost compared multiple award contracts.

COAT: Coalition of Organizations for Accessible Technology

COC:  

Carrier of Choice

Common Carrier or Carrier:   

Any common carrier engaged in interstate communication by wire or radio as defined in section 3(h) of the Communications Act of 1934, as amended (the Act), and any common carrier engaged in intrastate communication by wire or radio, notwithstanding sections 2(b) and 221(b) of the Act.

Community-Based Organization (CBO):  

Organizations, usually non-profit, that serve the deaf, disabled, and hard-of-hearing.

Communications Assistant (CA):  

A person who transliterates conversation from text to voice and from voice to text between two end users of TRS.  "CA" supersedes the terms "TTY operator" and “Relay Operator”
Communications Division (CD): The division within the California Public Utilities Commission that manages the DDTP.  CD also manages the Lifeline and California Teleconnect Fund. 
Competitive Bidding:  
Soliciting and receiving at least two qualified quotations in response to an RFP. If only one response is received, the process is considered competitive if others were solicited. Some equipment items purchased by the DDTP have only one manufacturer.

Conductive Hearing Loss: 
A hearing loss due to interruption or obstruction of sound transmission through the outer or middle ear.

Consumer: 

A DDTP certified equipment or relay service user. Certain individuals and small businesses qualify to receive equipment. Consumers must be certified to be eligible for equipment loans.

Contract: 

A legally binding agreement between a purchasing agent and a vendor or between any two or more parties transacting business.

Conversation Minutes (from CRS Dashboard):
The time on a relay call when both the calling party and the person called are on the line.
CPCN: 

Certificate of Public Convenience and Necessity

CPUC; 

California Public Utilities Commission.  See also www.cpuc.ca.gov . 
CRS (California Relay Service): 

The service, begun January 1, 1987, that translates spoken works into typed messages on TDDs and vice versa as well as Captioned Telephone (CapTel) and Speech-to-Speech (STS) relay service. Currently, Hamilton Relay and AT&T Relay provide the call center functions for CRS. [Previous providers have been MCI, Sprint, Nordia and AT&T].

CSC (Comprehensive Skills Certificate): 

One of the certificates awarded by the RID in its previous evaluation system.

CSD (Communication Services for the Deaf): 
Contracts with the CPUC to provide the CTAP Contact Center, Distribution Center, and Customer Information Tracking System.  This contractor is also known as the EPC or Equipment Processing Center provider. 
CSDF and CSDR: 
California School(s) for the Deaf in Fremont and Riverside

CSR (Customer Service Representative): The person at the CTAP Call Center who takes calls and assists customers.
CSR (Customer Service Representative):  The person who takes customer service calls to the Relay Providers.
CT (Certificate of Transliterating):

A certificate awarded by the Registry of Interpreters for the Deaf for translating between English and a manual form of English.

CCA (California Communications Association):

An association whose members are local telephone companies (LECs) which are licensed to operate in the state of California.  CTA represents its members in telecommunications regulatory matters.

CTAP: California Telephone Access Program
CTAP Customer (aka DDTP Customer):

A person who has been certified or approved for CTAP and has received their first set of equipment from the program. 

Customer Profile (Preference) Choice:

Database where each provider records choices relay users have requested the provider to use when relaying calls from the registered phone number (eg. how the CA should announce the call to the person calling, a preferred long distance carrier, request that the CA use a buffer to slow the speed s/he receives text, etc.).  The choices made through one provider only apply to calls through that provider.


DDTP (The Deaf and Disabled Telecommunications Program): Includes CRS and CTAP
Deaf:

This describes a person who is unable to use hearing (with or without amplification) as the primary mode for understanding speech or monitoring his or her vocal performance.

D.E.A.F. Trust (Deaf Equipment Acquisition Fund Trust):

The original name of the Trust Fund for the collection of DDTP surcharge revenues.

Defective Equipment: 

This term is used to define equipment that is returned to the warehouse, not yet identified as obsolete, and may be repaired at warehouse or returned to manufacturer (if under warranty).

Demonstration Equipment:   

CTAP telephone equipment meant for demonstrating how to use equipment and assessing what equipment is appropriate for an individual. This equipment is often located in walk-in centers and outreach tables.

DGS: Department of General Services of the State of California.
Deafened:  A person who lost his or her hearing after acquiring speech.  Usually cannot benefit from hearing aids or amplification and requires visual methods of communication.

Digital Phone:

A phone that uses digital transmission technology (e.g. VOIP & other calls through a computer).  
Direct Connect TTY:   

Connects TTY to a phone by directly plugging the TTY into a phone jack.

Direct Shipment:

A shipment that goes directly from a manufacturer to a consumer, bypassing a warehouse.

Disability:
Any physical or mental impairment that substantially limits one or more of the major life activities of the individual.

Disallowed Calls (from CRS Dashboard):

Calls that are between modalities that are not allowed per the relay contracts (e.g. Voice to Voice or TTY to TTY calls).

Distributor/Distribution Center:   

The party responsible for distributing equipment to consumers. 

DOF: Department of Finance of the State of California.

DRA (Division of Ratepayer Advocates): A division of the CPUC whose responsibility is to represent the interests of all California ratepayers. 

EAAC: The Emergency Access Advisory Committee was established by FCC Chairman Julius Genachowski on December 7, 2010, in compliance with the   Twenty-first Century Communications and Video Accessibility Act of 2010. The Committee is focused primarily on 911 issues.   
Environmental Control Systems:

Primarily electronic systems that enable someone with limited mobility to control various appliances, electronic aids, security systems, etc. in their room, home or other surroundings.

EPAC (Equipment Program Advisory Committee):  [E-PACK] 

The Equipment Program Advisory Committee (EPAC) monitors new technology developments, and updates a standard list of telecommunications equipment to be distributed to the communities served by the Program.  EPAC also evaluates new products for distribution, and advises the TADDAC on equipment distribution service quality and policies.

EPC: Equipment Processing Center.  Includes CTAP Equipment Contact Center and Warehouse.  

FCC (Federal Communications Commission): National Government Agency that regulates telecommunications in the U.S., among other things. 

Field Advisor (FA):

A DDTP staff member who provides customer service at a customer's residence.  

Fingerspelling:

The use of hand shapes to represent letters of the alphabet, primarily used for proper names or specific terms that do not have a sign equivalent.

FM (Frequency Modulation System):  Transmits the sound of the speaker’s voice directly to a deaf or hard of hearing listener’s hearing aid.
FOPS: Field Operations.
Functional Equivalence: The concept of providing services that will allow all users to have comparable experiences. (For example, using the telephone.) 


Good/Operable:

This term is used to describe equipment that is in working condition and available for distribution to customers.


Hard-of-Hearing: 

Those in whom the sense of hearing is mildly, moderately, or severely impaired, some who can hear with a hearing aid and make calls with the use of an amplified or captioned telephone.    
HATS:  Head and Torso Simulator is a mannequin with built-in ear and mouth simulators that provides a realistic reproduction of the acoustic properties of an average adult human head and torso. It is ideal for performance in-situ electroacoustic tests on telephone handsets, headsets, audio conference devices, microphones, headphones, hearing aids, and hearing protectors. 

Hearing Carry Over (HCO):   

HCO is an enhanced form of Telecommunications Relay Services (TRS) where the person with the speech disability is able to listen to the other end user and, in reply, the Communications Assistant (CA) speaks the text as typed by the person with the speech disability.  The CA does not type any conversation.
High Speed: Refers to internet connection speed. High speed internet connection is necessary for effective Internet Protocol (IP) relay, video relay or Visually Assisted Speech-to-Speech (VA STS). (Often provided through DSL line or cable modem.) 

HLAA: Hearing Loss Association of America (formerly Self Help for Hard of Hearing People [SHHH])


IFB (Invitation for Bids):

A type of competitive bidding process that details minimum standards with which bidders must comply.

ILC:  Independent Living Center

ILECs: Incumbent Local Exchange Carriers
Inbound Traffic (from CRS Dashboard)

The portion of a relay call from the caller TO the relay center.
InterLATA: [refer to LATA]

Telecommunications service between a point located in a LATA and another point located within a different LATA.
Internet Relay: 

Relay through a computer modem. Works best with a high speed internet connection. 

Interpreting (Sign Language Interpreting): 

A signed and fingerspelled presentation of another person's spoken communication or voiced representation of a person's signed communication.

InterLATA: [refer to LATA]

Telecommunications service between two points located within the same LATA.

Interstate:

Telecommunications service between two points located within the same state.  In a CRS interstate call, both the person calling and the person called are in California.

IntraLATA: [refer to LATA]

Telecommunications service between two points located within separate LATAs.
Intrastate:

Telecommunications service between two points located within separate states.  In a CRS intrastate call, the person calling is in California and the person called is outside California.
ISDN (Integrated Services Digital Network):

This digital telephone line allows access to faster data and voice transfer rates. (Most telephone systems utilize analog technology that transfers information at a lower rate.)


LATA (Local Access and Transport Area):

A geographical telephone calling area used to distinguish local and toll telephone calls from long distance calls. Calls within a LATA (intraLATA) may be local or toll. Calls between two LATAs (interLATA) are long distance.

LDA: Late-Deafened Adult 

LEC (Local Exchange Carrier): [LECK]

A telecommunications provider offering local service. This term generally refers to the 23 incumbent local companies in California prior to the offering of competitive local service.

LED:

Light Emitting Diode

Lipreading/ Speechreading:

The ability to understand the oral language or speech of a person through observation of his lip movement and facial expression.

LVD: 

Large Visual Display


MAALD: Manufacturer’s Association of Assistive Listening Devices

Modality:  The type of relay service (TTY, VCO, HCO, STS, CapTel)

NAD: 

National Association of the Deaf

NARUC:

National Association of Regulatory Utilities Commissioners

NASRA:

National Association for State Relay Administration

NCH (Number of Inbound Calls Handled):  [EPC providers]

Number of calls that were answered by an equipment customer service representative in a particular period.

NCO (Number of Inbound Calls Offered):   [EPC providers]

Number of calls that reached the equipment call center and were waiting for answer by a customer service representative.

NG911:

Next Generation 911
NS (Network Services): Sends calls to 711 and DDTP’s relay phone numbers to the appropriate relay service provider.
N-1-1: 

Is a special abbreviated dialing telephone number within the North American Numbering Plan, which allows access to special services.
Usage is generally assigned as follows:

211: community services

311: government services, non-emergency

411: directory assistance (The only N-1-1 # that is not toll free)
511: traffic information
611: telephone company (telco) customer service
711: TDD relay for the deaf
811: underground public utility location or non-urgent health tele-triage / 
tele-health services (or telco business office)

911: emergency services

OCR: Outbound Call Representative

OII (Order Instituting Investigation): A motion initiated by the PUC to explore broad policy issues, resolve procedural matters, investigate charges of improper or illegal activity by a regulated utility or transportation company, or respond to directives from the Legislature.  An OII will name one or more utility companies as respondents and usually require them to take specific action, e.g., file data or comments on a particular subject or respond at hearings to matters covered in the OII. 
OIR (Order Instituting Rulemaking): An investigatory proceeding opened by the PUC to consider the creation or revision of rules or guidelines in a matter affecting more than one utility or a broad sector of the industry.  Comments and proposals are submitted in written form.  Oral arguments or presentations are sometimes allowed.  The PUC’s decision is often implemented in a General Order (GO). 

Outreach:   

Programs to communicate benefits to potential consumers. Outreach includes advertising, presentations, demonstrations, videotapes, and other communication methods.

Oubound Traffic (from CRS Dashboard)

The portion of a relay call from the relay CA to the person being called.

Outreach Specialist (OS): DDTP staff who perform outreach functions. 


PUC (Public Utilities Commission):

See CPUC (California Public Utilities Commission)

Presented Calls (from CRS Dashboard)

Total number of calls to the relay provider

Purchasing and Procurement:   

The activities associated with ordering and paying for DDTP equipment.

Purchasing Agent:   

A party authorized to purchase equipment on behalf of the DDTP.


Repair and Refurbishment:   

Fixing returned equipment. Repair is performed by service centers, warehouses and manufacturers. Repair is a significant portion program cost. After repair, equipment is either re-distributed to consumers or stored in a warehouse for future distribution.

RFO (Request for Offer):

A document sent to potential vendors or service providers detailing requirements for a specific product or service and requesting a specific response or offer. 
RFP (Request for Proposal):

A document sent to potential vendors or service providers detailing requirements and requesting information and quotations for providing services or products.

RFQ (Request for Quotation):

A document sent to potential vendors or service providers in which the specifications for the product are described and the bidders are asked to provide a price quote for the product described.

RID (Registry of Interpreters for the Deaf):

The national professional organization that certifies sign language interpreters.

RID Code of Ethics:

A set of tenets that certified sign language interpreters are expected to follow (e.g., confidentiality, not adding or deleting any information from the communication, etc.).


SB 60 (Senate Bill/State of California Senate):   

Legislation, passed in 1985, which provides telephone equipment other than TTYs, to encompass all disability groups, for people who have functional difficulty using the phone.

SB 244 (Senate Bill/State of California Senate):   

Legislation, passed in 1983, which established a 24-hour dual-party relay service. The relay system enables disabled people to communicate with typed messages to the relay operator, who then communicates by voice to the non-TTY user.

SB 227 (Senate Bill/State of California Senate):

Legislation, passed in 1987, which requires DDTP to provide telecommunications devices to state agencies for public access by deaf or severely hearing-impaired individuals.

SB 597 (Senate Bill/State of California Senate):   

The enabling legislation, passed in 1979, which provides funding for TTYs for the deaf and hard-of-hearing.

SB 1688 (Senate Bill/State of California Senate):

This legislation, passed in 1996, requires residential facilities to inform their residents about deaf and disabled telecommunications equipment and services available through DDTP.

Service Center (SC):  

DDTP offices that provide customer service functions and distribute assistive telecommunications equipment through CTAP. They also serve as a base for Field Operations staff and Outreach Specialists.

Session Minutes (from CRS Dashboard):

The time during a relay call when the relay CA and the person making the relay call are both on the line.  It includes the time before, during and after the conversation between the two parties to the call.

Speech-to-Speech (STS):

Speech-to-Speech is a Telecommunications Relay Services (TRS) enhancement which enables a speech disabled person to use the California Relay Service (CRS) with his or her own voice or voice synthesizer, rather than by using TTY.  Speech-to-Speech provides trained operators who function as re-voicers for people who have trouble being understood on the telephone.  The CRS CA repeats words of the speech-disabled caller (as speech voicers do in a face-to-face setting) to whomever the person with the speech disability is calling.  The service also works in reverse, so that "speech-abled" users may call speech-disabled persons through CRS.

Standard:   

A goal for market penetration, customer service, or cost-effective operation. A standard is used to measure vendor or agent performance.
  
TADDAC (Telecommunications Access for the Deaf and Disabled Administrative Committee): [TA-DACK] TADDAC monitors and reviews program policies based on recommendations submitted by its members and EPAC (the Equipment Processing Center Advisory Committee).  It makes recommendations to the CPUC regarding program changes with significant consumer and financial impact.

TDD: (Telecommunications Device for the Deaf): 

See Text Telephone

TEC (Travel Expense Claim): The State form used by DDTP committee members to seek reimbursement of travel and other business-related expenses.

TEDPA: Telecommunications Equipment Distribution Program Association

Telecommunications Relay Services (TRS): 

Telephone transmission services that enable an individual who has a hearing or speech disability to engage in communication by telephone with a hearing individual.  TRS is functionally equivalent to the ability of an individual who does not have a hearing or speech disability to communicate using voice communication services by telephone.  TRS includes services that enable two-way communication between an individual who uses a text telephone or other non-voice terminal device and an individual who does not use such a device.  TRS supersedes the terms "dual party relay system," "message relay service," and "TTY Relay."

Telcos: 

Telephone companies.

Text Telephone (TTY): 

A machine that employs graphic communication in the transmission of coded signals through a telephone system. [See TTY]

TPIC (TDD Placement Interim Committee):

The committee established by the CPUC to advise the Commission on locations for the placement of public payphone TTYs.  This committee is no longer functioning, and some of the duties of this committee were transferred to EPAC by the CPUC in 2003. 

Trial:

A test of a new purchasing structure, a piece of equipment, or a service. Trials are used to test feasibility before full implementation.

TURN: 

The Utility Reform Network
TT: Teletype
TTY:   

Telecommunication device for the Deaf, hard-of-hearing or speech disabled. A device that allows typed messages to be transmitted to another TTY over regular telephone lines. A TTY user can also make or receive phone calls to or from a person with a standard telephone through relay service. TTY supersedes the term "TDD" or "telecommunications device for the deaf." This is the preferred term used by most users and members of the Deaf community.

Two-line VCO: 

A system by which a person who is hearing impaired but has residual hearing and uses his or her voice can use two telephone lines and three way calling through the relay service to hold a conversation in which the person voices his or her own conversation and reads the other party’s communication on a screen, as relayed by the operator while simultaneously hearing the other party. (This service requires the consumer to have two telephone lines, one of which must have three-way calling. Eligible consumers can receive free three-way calling through their telephone service provider.)  


Uncompleted Calls:  [CRS providers]

Outbound calls that reached numbers that were busy or did not answer.

ULTS (Universal Lifeline Telephone Service):

Reduced rate local telephone service for low income consumers. 

Universal Design: 

The concept of designing products to be accessible to and usable by all people without the need for retrofit. Universal design usually includes multi-mode access; for example, telephones with visual and voice output of the number dialed.

Up Front Automation (UFA):
Automated user interface used by AT&T Relay which enables the relay caller to enter the phone number of the person s/he wishes to call before the CA is on the line.

VCO (Voice Carry Over):   

An enhanced form of TRS where the person with the hearing disability is able to voice directly to the other end user. The  Communications Assistant (CA) types the response back to the person with the hearing disability. The CA does not voice the conversation.

Vendor:   

A supplier of equipment or service to the program.

Video Relay Service (VRS):

Video Relay Service is an interactive video service that utilizes an interpreter to relay calls from sign language users to voice users without the use of a TTY.

Video Relay Service allows translation between sign language to voice, and voice to sign rather than from TTY text to voice.  A video camera and other compatible equipment located at the interpreter's location transmits the interpreter's image to the VRS user's location, and video equipment located at the VRS user's location transmits the user's image to the interpreter.  A voice VRS user may also use Video Relay Service to place a call to a sign language user who is at a location equipped with the proper video equipment.  VRS is a free, federally administered and reimbursed service.  It is not part of CRS.  
Video Relay Service Interpreter: (VRS Interpreter)

Video Relay Service interpreters function as fully trained relay operators for the Video Relay.  

Visually Assisted Speech-to-Speech (VA STS):  A relay service where the CA has a visual as well as audio connection with the person who has a speech disability.  This enables the CA to use visual cues to help undeerstand what is being said.  California is the first state to test VA STS.  In California, the CA video portion is one-way only – the VA STS user cannot see the CA.

VOIP: (Voice Over Internet Protocol) Local and long distance phone call service via the Internet.

Walk-in Center: (See Service Center)

Web CapTel: 

Captioned telephone service via the internet.  Relay users can select their provider.
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