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Yo1rL0 COUNTY
ALCOHOL, DRUG AND MENTAL HEALTH DEPARTMENT

POLICY AND PROCEDURES MANUAL

SUBJECT: Language and Special Communications Needs

POLICY

The Yolo County Alcchol, Drug & Mental Health Department (ADMH) is committed to ensure
that all consumers have equal access to information and services. Individuals who require
langnage assistance or who have other special communication needs will be accommodated in an
appropriate and effective manner,

Clients have a right to access these language assistance services at no charge. Clients shall be
notified of their rights through staff report and ADMH informing materials.

FPROCEDURE

A

Language Assistance

1. Communication assistance will be available, at no cost, to all consumers through
bilingual staff, client selected interpreters, or the Universal Language Line.

2, ADMH staff may access Language Line services by using any phone or the
Language Line dual handset phone (see Attachment PP-501-A).

3. Quality Improvement will provide clinical and support staff with a list of
interpreters and bilingual staff. ADMH will use the Language Line when bilingual staff

" or client-selected interpreters are not available. Language Line interpreters will be used

as a last resort.

4. ADMH will not expect family members to provide interpreter services for
consumers, Family members may, however, be used as interpreters in the following
limited circumstances:

a. At point of contact to initiate intake and to request an interpreter
b. When it is the consumer choice to use a family member
5. Upon entry to services, and as made known to or recognized by clinical staff,

interpreter arrangements will be made. Working with the client at the first point of eniry,
clinical staff will complete the “Consumer Agreement to Interpreter Services,” indicating
that the consumer has been offered an ADMH interpreter and has either accepted or has
elected to use a non-ADMH interpreter (see Attachment B).

6. If the consumer selects a non-ADMH interpreter, this individual shall sign the
ADMH Confidentiality Agreement prior to providing services. The signed Agreement
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will be placed in the consumer’s file.

7. If the treating clinician determines that the interpreter selected by the client is not
suitable, whether for proficiency or other reasons, either an ADMH interpreter or
Language Line services will be used.

8. Quality Improvement will provide information and training, using material
provided by Language Line, to train staff in using the service. Instructions for use of the
Language Line will also be made available to all staff (see Attachment C).

B. Hearing and/or Speech Impairment
1. Face-to-Face Contact

Whenever possible, ADMH will use staff trained in American Sign Language
(ASL) for face-to-face contact.

a. In urgent situations, staff shall use written communication with the
individual rather than coordinating ASL services.

b. In routine situations when ASL-trained staff is unavailable, arrangements
for sign language interpretation services will be made through the NorCal Center
on Deafhess. Due to the demand for communication services, NorCal
recommends that requests for services be made at least five (5) days in advance.
Staff may schedule an appointment by calling 916-349-7525. All requests for
NorCal services will be provided based on staff and subcontractor availability.

2. Telephone Contact

ADMH staff shall use the California Relay Service (CRS) to communicate with
individuals who are deaf, hard of hearing or speech-impaired. Staff will both receive and
place calls through CRS. The CRS may be reached by dialing 711. For more
information on placing and receiving calls through CRS, see Attachment D. Staff is
encouraged to place a practice call with CRS prior to using this service with a client for
the first time.

C. " Visual Iimpairment
1. ADMH will assure that verbal communication is accessible to individuals who are
visually impaired.

2. Whenever an individual requesting services presents as having a visual
impairment, ADMH staff will assure that the individual is informed of all basic ADMH
written information commonly distributed to consumers who are requesting services. In
addition, staff will be available to help consumers complete required written
documentation.

3. Intake staff shall offer audio tapes to the individual which have recordings of the
written information contained in the following brochures:

a. Guide to Medi-Cal Mental Health Services

b. Client Problem Resolution Guide
c. Notice of Privacy Practices
ATTACHMENTE
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d. Advance Health Care Directives Brochure
e. EPSDT and TBS brochures, as appropriate

4. The individual shall be loaned an audio tape player with headphones to listen to
the tapes.

ATTACHMENTS

PP 500-A Language Line Services Instructions

PP 500-B Consumer Agreement to Interpreter Services

PP 500-C Language Line Dual Handset Phone Instructions
PP 500-D Using the California Relay Service (CRS)

APPROVED BY:
AT)MH Dxrector _Date
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LANGUAGE LIXE SERVICES INSTRUCTIONS

OUTROUNG CATLS:
1. Disl Lepuage Line Services: 1-804.523-1786
2 Tell the Answer Point the language you need and provide:
CHent FDE: 16535
Organization Mame: Yole Cousty Alcohol, Drug & Ments] Health Depurtment
Personad Code: Volo Comnty Empleyes Namber
3. Wait for the Answer Point fo conference i the Interpreter.
£ Buief the Interpreter on the pupose of e call.  Summarive what yon want to accomplish
amd grve any sperial instroctions,
5. Fut the Buterpreter on HOLD by presaing the “Flash” Bution ance,
6 Dial 3 for an oniside line and then disl the client’s novober, Press the “Flask™ Button ong
more fime to infhste s fires-way conference coll. I you have s WALE-ES, vou can eifher have
the: conseener go fo another phone in the offfce or you can put the client on the SPEARER with
vou and the Interpreter,

7. When finished, imforn the Enlerpreter Hiat vou are ending the call

INBOUND CAELS:

t Client™s call comes ... .

e Put the consumer on HOLD by pressing the “Flash™ Buthon cmee

3 Edial Eanpuage Lines Seesdess: 1-8D0.523-1786

. Tell the Angwer Pobnt the lanpuses vou need and provide:
Chient D4 1633
Organézation Name: Yolo Comnty Alcokol, Dimg & Mental Health Departoent
Personsd Code: Yobo County Baployee Wumber

3. Wait ftor the foswer Pofut to conference in the Inferpreter.

&. Eirief the Interpreter on the purpose of the call  Suamarize what you went to scosnplish
and give any special nstructions {Consomer will $6H be on holdy,

7. Hiit “Flagh”™ Button one miore fime to bring the consumer back and infiate & thres-way
sonference call.

8 When fished inforus the Interpreter that you sre ending fhe call

PP 501-A Language Line Services Instructions

ATTACHMENT E

Language and Special Conrnunication Needs Policy No.: 501

Page4 of 5



YOLO COUNTY ALOOHDL, DRUG AND MENTAL HEALTH DEPARTMENT
' Agroement fo Interpreter Services

The Yolo Comty Aloohol, Drag & 3ental Health Depariment (ADMED) provides irained interprsters ot no ongt
to il consumers who need such service. Thds service is provided fo Nmited Hnghish speakers, non-Eaglish
speskens and persons with 2 hearing upaiment. AN contumers have the right 1o accept or decBne this service.
AL consnmers also have the right to select an interpreter, fn whith case the consumer will bear any costs
susoviated with ueing such an isferpreter. ADMEE prohibifs the nte of minors as interprefers.

1 have been advised of my rght %o wse either » taimed Yolo County interpreter, at no cost to me, or to select my
own inferpreter and bear sny costs associated with fhis selaction. This infornsation Bas been provided to zne in
Ty prisiary laiguage.

Iy prisasry language i
[ Jumbodien [lRuseian [[Hwmene [IMGen [ Spanish [] Chinese [Tapdop [TFamsi
[Viemamese [ JContomese] JMamdorin [] Azabie [ Armenisn [ ] Other

Check applicable box:
[ Tagree to use & Yolo County Ttespreter.

1 Trequest and agree to mse an interpreter who fs mot ezployed by or affiliated with Yolo County, atmy own

cost. I release Yole County from sy Hebility for emorz or funonsistencies aswoointed with the ose of an
interpreter who i not employed by or affilisted with Folo County.

Congumer Signature: Date:

Name of Interpreter Selected by Consumer: /Fost and Zast Nl

PP 501-B Consumer Agreement to Interpreter Services
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Yolo County Department of Alcohol, Drug, and Mental Health Services

LANGUAGE LINE DUAL HANDSET PHONE INSTRUCTION SHEET

FOR FACE-TO-FACE CALLS WITH NON-ENGLISH SPEAKER:
Phone Set-up:

Ask Crisis or Support staff for the white Language Line phone. Connect the phone line cord into
an analog wall outlet. The analog wall outlet, if not clearly marked, is one where a brown phone
may already be plugged in. (DO NOT PLUG THE DUAL HANDSET PHONE INTO A
DIGITAL LINE, where a multi-line black phone is connected, as this may destroy the language
line phone.) ‘

Use of Phone:
s Lift the handset from the cradle on the RIGHT and press “3” to obtain an outside line.

o Press the red “INTERPRETER?” button. (This will dial the Language Line 800 number
automatically.)

s After the “Welcome” message, follow the language prompt: “Press 1 for Spanish; press 2
for all other languages.”

1. If you pressed “1,” you will be taken to the next paragraph (below) by an automated
system. If you pressed “2,” a voicemail system will prompt you for the language, and
you will state your choice of language. Whether or not the system recognizes your
choice of language, an operator will come on the line to ask the questions below.

2. You will be asked for a 6-digit client ID number. Enter “101038” or press the white
“CLIENT ID” button to the right of the red interpreter button if you are being
prompted by an automated system, or verbally give the “101038” ID to the operator if
he/she has already come on the line. If asked for our company name, answer “Yolo
County Alcohol Drug and Mental Health.”

3. You will be asked for your access code. State or punch in your county employee
number.

4, After verifying your choice of language, the operator will link vou up with the
appropriate interpreter.

5. When the interpreter comes on the line, brief him/her on the purpose of the call,
summarizing what you want to accomplish and provide any special instructions.

6. Have the non-English speaker pick up the LEFT handset, and proceed with the

conversation.

Language Line Customer Service may be reached at 1-800-752-6096 ext 1.

ATTACHMENT E
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Wat ' he Cai__f_o_rn Relay Service (CRS

CRS Is the Califoria State program which
meeats Fadaral mandates for Telecommunica-
tion Relay Service (TRS).

The California Retay Service (ORS) enables
a person using a TTY™ 1o communicate by
phone with a person who doss not use a TTY
(*Telacommunication device with keyboard
and visual display, for peopls who are deaf,
hard of hearing or speegh disabied), The
servics also works in reverse - allowing a non-
TTY user to call a TYY user,

Specially trained relay operators are onling to
ralay your convarsation as it takes place. The
operator reads the TTY text to non-TTY user,
and types the spoken response to the TTY
user. CRS is available 24 howrs a day, 7 days
& wedk, to assist with your calis. You can make
as many calls as you wish and talk as long as
you like, There is no extra charge to use the
relay service; you pay onty the tegular chargs
tor the call to the other person, Al TTY operator
services, including directory assistance, are
availgble through CRS.

Who can use CRS?
Both TTY and volioe callers may initiate andior
raceive oails through CRS.

In what lainguages is CRS avaitable?

» English

= English to Spanish

* $panish to Spanish

«  Spanish to English

«  ASL (Ameritan Sign Language) to English

+ Not available in other languages at this
jime

What about confidentiality and ethics?
Federal regutations specify very strict
confidantiatity raquitemeants for tha operators
of ail rolay services, No part of the conversation
that takes place between the caflers is revaated
or recorded in written, verbal or any cther
torm, CRS operators do not particizate in the
convarsation and acquire no beneflt from
information relayed,

How is CRS administered?

{RS and the Caiffornia Telephone Access
Program (CTAP)® are mandated by California
state taws. Bath are administered by the Deaf
and Disabled Tetecommunications Program
(DDTP}, established by The California Public
Ltilities Commission {CPUC).

If you have problams or concems related to
CRS, ploase contact your CRS provider's
Customer Servicé Center (see telephane
numbers on the back of this brachure}. if you
have filed your comptaint with a CRE Customer
Sarvice representalive but are not satisfied
with the results, you may contact the DDTP
Consumer Affairs Specialist at +-800-867-
4323 TTYoice.

tares & 5
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How is CRS funded?

CRS is funded by a surcharge on ali Callfornia
telephone bilis,

The ling itemn states *Calitornia Relay Service
& Communisations Davices Fund.”
* Ror morn information about Gatitormia Telophotn Acoass

Peogram, call the OTAP Colt Comor afl Voico 3-800-806-1 161
o TTY 1 8005064474

“afges - CatlitRl
“& ctption P i s &
poioph e’ ppn



TTY to Non-TTY (Voice or Hearing} User

t. TTY users dial your CRS providers ¥TY
number. (See telephohe numbers on the
back page of this trochure.}

2. The CRS operator wilt answer by stating
2 rniumber and gender (FAMV) in text.
EXAMPLE:

CHS operator: “CRS DDO1F GA™

3. Give the operator the area code and
talaphone number you wish to call.
EXAMPLE:

TTY Callar: “HELLO PLEASE CALL
916-555-5555, GA™

. How do | use CRS?
One-Line Voice Carry Over (VCO) Cali

« M you use a TTY, and prafor to usa your
own voice rather than type, VCO aliows
you 1o speak, but stitl raceive responses in
text on your TTY display.

VCO calls raguire use Q! a TTY and lelephone
or VCO telaphone.

1. VOO users dial your CRS provider's TTY
number of VCO number.
{See tsiephone numbers on the back of
this brochure.}

2.

o

4, When the parson you arg caling answers,
the operator will start relaying the call by
{yping what the person gays.

£. Whan you are finished with your sall, type
"BYE SK." You may aither instrugt the
operator to make anotnar cail or hang up
your telephone/TTY, .

~ Soe Glossary on page 20

The CAS operator witt answer by stating
the 1D number and gendes {F/M} in text
EXAMPLE:

CAS aperator: “CRS 000F GA™

Type & the operater that yeu will be using
VCO.

EXAMPLE:

VCO user types: "VEO PLEASE, GA®
{This stap Is not nacessary it you use the
VCO rumber.)

Non-TTY to TTY User

1. Non-TTY {veice or hearing) users dial
your CRS provider's voice number,
{See telephone aumbers on the back of
this brochure.)

[

. The CRS operator will answer by the voice
and state 1D numbar.
EXAMPLE:
CHS aperator: "CALIFORNIA RELAY
CEERATOR 0001
GO AHEAD"

1

Give the operator the area code and mumber
you wish 1o cail.

EXAMPLE:

Non-TTY User: "PLEASE GALL
916-555-5555, GO AHEAD"

Non-TTY User

Tell the GRS operator the number you wish
to nall; the operator will diaf the number.

Whan the other party is connacted, the
person's gresting will sppear on your display
followed by "GA".

You may speak directly into the telephons,
as the othar person will be listaning to your
volce. Ramamber to say "GO AHEAD or
=GA™ when & is the other person's lum to
spesk.
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CRS Operator

CRE Operator

4, When the person with the TTY answers,
the CRS operator will begin relaying the
call by spazking what the TTY user types.

5. When you are finished with vour call, say
"BYE SK" You may sither Instruct the
operator to make another call or hang up
your tafephone,

4. Everything spuken by the othar person wilt
by typed to you by the CRS operator and
wili appear on your dispiay.

5. When you are finished, say *BYE 5K". You
may aither instruct the operator to make
ancther call or hang up your phone and
turn off your TTY.

* Sen Gilossary on pege 20
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if you have residual hearing, you may fing
Two-Line VCO an option. While using Two-
Line VCO, you may ba able to hear at feast
patt of what the hearing party is saying while
you are watching the TTY fext.

Iy orgéar to use Tweo-Ling VCO, you musthave
two separate telephone fines and subscribe
to 3-Way Calling with your local talephone
sarvice provider. One talephone fine is
dedicated to a TTY or VCO teiephone and the
second #na is dedicated to a (standard) voice
telephone.

How it works:

VCO usars dial your GRS provider's TTY
number or VCO number from your TTY
talaphone and type to the operater that you
will be making a Two-Line VOO call. (Sea the
tetephione numbers on the back page of this
brochure.) Tell the cparater to dial the number
of your volog tefaphone ling.

(g
M

Howdo Fuse CRS? . -«
Two-line Voice Carry Over (VCO) Call

EXAMPLE
VCO user: “TWO-LINE VCC, PLEASE
CALL 916-555-5585, GA™

-

. Answer the voice phone and tel} the
aperator 1o type only what the third party
says,

[\

. While thse operator is still on the line, make
the 8-way call from the voice phong to the
other party.

a. Press and ralease the hangup button or
the "FLASH" button to put oparator on
hald.

b. Wait for approximately 2-3 seconds,

¢. Dial the number of the other party and
walt for an answer, When the hearing
party answers, you need o explain the
calt procedure or have the operator
announce the call.

2

d. To bring the eperatar who is on hold back
into the conversation, press the hangup
button or the “FLASH" button for cne second
and all three of you should be connested.

During the telaphone call, speak directly to the
other parsan, the other person responds dirastly
to you. The oparator listens in on the conversa-
tion and typas what the other person Is saying.

< Soe Glossary on page 20

Two-Line VOO User

CRS Gperator

How do | use CRS?..

Voice Carry Dver t& Voite Carry Over Call (VCO 16 VCO)

= If you use VCO, you may call someone
who aiso uses VCO,

VCO calls require use of a TTY and telaphong
ar VOO talpphone.

1. VCO users dial yotfr CHS provider's TTY
number or VCO number, (See telephone
numbers on the Back page of this brochure.)

2, The CRS operator witl answer by stating
10 number and gandar (FM) i text.
EXAMPLE:

CRS operator: “CRS 0001F GA™

3. Teli the operator that you wil be caling
VGG 1o VGO,
EXAMPLE:
VCO user; VGO TO VGO PLEASE, GA™

4

o mﬁ”
o % #

CRS Operator

Telt the CRS operator the number you wish
1o call. When the other parly is connected,
that person’s gresting will appear on your
display followed by "GA", You may speak
direedly into the phone, Remember to say "GO
AHEAD" or “GA” whan it is the other person's
turn 1o speak.

4. Everything spokan by tha other person will
be typed to you by the CRS operator and
wiil appear on your display.

When you are finished, say "BYE SK. You
ray either nstruct the oparator 10 make an-
other call or hang up.your phone and un off
your TTY.

* Sea Glossary on pags 20
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VCO User

How do | use CRS?

Voipe Carry Over (VOO to TTY/TTY ta Voice Carry Over (VCO)

if you use VOO, you may call someons who
uses aTiY.

I you use a TTY, you may cal sameone
who uses VCO.

VCO calis require uss of a TTY and telophone
or VOO telephone.

1. VCO and TTY users dial your CRS

provider's TTY number or YOO humber for
VGO users. {See taiaphone numbers on the
back gage of this brochure.}

The CRS operator will answer by stating 1D
number and gender {F/M) in text.
EXAMPLE:

CRS oparator: "CRS C001F GA™
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3. Tellthe operator that you wili be calling VOO
to TTY (or TTY 1o VCO}.

EXAMPLE:

VCO user: "WCO TO TTY PLEASE, GA”
(TTY user types: “TTY TO VOO PLEASE,
GA" Tell the CHS operator the number you
wish to call. When the other party is
connected, thet parsor's graeting will appear
on your display followead by “GA”. The VCC
usar may speak directly on the telephons.
Remember to say “GC AHEAD" or “GA”
whan it is the other parson's tum 1o spaak.

>

Everything typed by the other parsen wif
appear on your display.

When you are finished, say “BYE SK”. You may

aither instruct the operatar to make arother calt
or hang up your phone and tumn off your TTY.

* Soe Glossary on pago 20
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Computer ASCI Call

1. When making cafis using ASCIl, the phone
receiver cannot be picked up or the
connection will break. i your telephone
sewvice has the “call walting” feature, It must
be tempotarily turaed off prior 1o making
your call wough ASCIL. (Check with your
ioval telaphone service provider for “call
waiting” instruations.)

Computar users diat your CRS provider's
ASCH number using your telecormnmunica-
tions software with the prescribed settings,
(See telophone numbers on the back page
of this brochure.)

For Computer settings, see the back
page of this brochure.

After dialing the CRS
providar, wait at loast
160 seconds far the
cotnputer to connect
before the operator
answers.

* Saw Glossary on pags 20

Computer
ASCI User

2. The operater wiil answer by Stating 3D
number and gender (F/M) in text.
EXAMPLE:

CHS operator: “CRS 0001F GA™

3. Give the operator the area code and
{alophone number you wish to call.
EXAMPLE:

ASCH caller: "PLEASE CALL 918-556-5555,
GA"

4. Whan the parson you are calling answers,
tha eperator wil start relaying the cali by
typing what the parson says.

w

. When you are finisheg with your cali, bype
“BYE SK". You may sither instruct the
cperator to make another call ar hang up.

‘How do'f use CRS?. . .
Internet/Video calis

Another option for customers making relay
calls is 1o use the Internet. Customers go i
a web address and place their relay calls
from thare, For more information, go to:

 LeH v ip-retay.com
Sprintt  www.sprinirelayonkine.com

Custotners can also make retay calls using
a wab cam (video) through their computers.
Customers contact a web address and place
their ralay calls by communicating with a sign
anguage fuent oparator through thelr web
cam on the computer monkor. For rmore
information, go to www.crsvrs.com.

g5y B

Web Cam User

How do | use CRS? .

CRS Operator

Non-TTY User

How do | use CRS?

Hearing Carry Over (HCO} Call

= [t youcan hear on your telephons, but need
1o type on a TYY instead of speaking, you
may wish to use HCO,

HCO calis requirs use of a TTY and &
telephone,

1. HCO usears diat your CRS providers TTY
numaar.
{See telephone numbsers in back of tis
brochure.)

g

The ORS operator will answer by stating
iR aumber and gender (F/M) in text
EXAMPLE:

CRS oparator. "CRS 00HF GA™

o

Type to the operator that you are using
#CO.

EXAMPLE:

FCO user types:

“PLEASE CALL ,
§16-555-5555 HCO, GA" 7

“} |

%

Ty
it

4. The CRS aperator wii verbally acknowladge
that HGO is being used.
EXAMPLE:
CAS operator: “HCO ON, GO AHEAD"

The CRS operator will voica to the other
person what you type, When you are
énishad typing, you may listen on the phone,
The cther party will be speaking directly to
you on the phone. The CRS operator will
voice all of your responses 1o the other
party.

5. When you are finishad, type "BYE SK". You
may either irstruct the operator o make
ancthar call or hang up your phone.

* Bae Gloasary on phga 20

I
5)
%
3
3
:
H

Speech to Speech Call

This saervice is provided for individuals
with speach disabilities and/ar those who
have difficulty being understood on the
tatephone. The CRS operator is trained to
listen carefuily and voice what is spoken o
the olher party. Cals may be initiated by either
the Speech fo Speech user or the Voice Caller.

1. Spesch to Speech callers diat
1+800-854-7784.

2. The GRS operator answers by stating 12
number
EXAMPLE:
CRS operator: "CALIFORNIA SPEECH TO
SPEECH OPERATOR 00017

Speech-to-Speech
User
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CRS Operator

3. Give the operator the area code and
number you wish o calk.

EXAMPLE:
Speach to Speech user: “PLEASE CALL
918-555-5855"

4. The CRS operator will voice what you say
to the other perseh. The other person will
be speaking directly {0 you.

Note: You may instruct the operator 1o voice
onfy the parts of the call the other party
doas not understand.

5. When you are finishag with your ca¥, you
may sither instruct the operator to make
another call or hang up your phone.



Caller Preference’

You can let GRS know exactly how you want
your cails handied, CRS wilt link your
prefergnces to your telephone numbar. in
doing so, all calls to CRS from your telephone
aumber wili be handled according to
praference(s} avtomatically. This is called a
“Customer Profite.”

Check with your relay provider to set up &
Customer Profile including ene or more of the
following preferred options:

+ fequest that the call not be announced as
a relay call or change how the cqall is
announcad.

« Set up your calls for VOO or HGCO.

« Set up for Two-Line VCO.

« Ask that your local and long distance calls
be billad to your carrier of choice (see
description on this page).

» Pre-gpecily other preferences in how your
conversations are cenveyed (for example,
raquesting the operator to deseribe
background noises or type at a diffarant
spead).

« Reguesta male or femals cperatar.

« Check with your CRS provider for any
additional Customer Profile aptions not
listed here.

Carrier of Cholce

Choose your preferred telaphone ssrvics
provider or “carmier of choica.” You must inform
the CRS sperator of your cartier of choice
prior to placing your call. Your call will be bilied
by the provider you sslact.

State-tp-State and International Calls
Using the California Relay Service you can
place and receive calls from anywhere in the
United States or werldwide, to and from
California. For more information about
international relay cals, contact your relay
provider and request Customer Service. See
e back page of this brochure for a complete
listing of telephone numbers.

TTY Oparator Service (FOS}
CRS provides the following operator services:

« Diractory Assistance (telephone and
address information).

« TTY operator assisted calis (ie persanto
person, coliect calls, billing to thizd party or
calfing card).

Billing

Thete ¥ no additionai charge for using the
Califomia Relay Sarvics, You may be chargad
standard rates for Directory Assistance calis
or operator assisted calls.

Long distance, oparator assistad, and tol! calis
will be billed to your carrier of choice upon
ragjuest.

i you do not seiect your catrier of choice, your
calls will be bified by the relay servica provider.
You must inform the relay operator of your
carrier of choice before the calls are made.

Emergency Assistance
DO NOT CALL 811 THROUGH CRS.

1. In an emergency, TTY users must dial 911
dissictly,

2. Tap the space bar several times to show
thatitis a TTY call.

3. Remember, calls made directly and
immediately to 911 can save valuable
time in emergancy situations. CRS is
available to dial 911,

Calling Tips
General Calling Tios

1. Have telophone ares coda and number(s)
ready when you call CRS.

W

Do not add side commants to the CRS
operater during convarsation because these
comments wiil be retayed to the other
parson. This can cause confusion 1o the
CRS oparater andlor the other parson,

ta

Answering Machinas/Voice Mail systerns:

a. You may lsave messages on answering
machines or voice mail systems through
CRS.

b. When you ieave a message, you may
warit to mention that you have calleg
through CRS, and leave the CRS
telephone aumber aiong with your own
areg code and telephone humber.

. If you think you might get an answering
machine when you call and don't want
the grasting relayed word for word, ask
the: CRS oparator to either summarize
the message or ignore #, so you may
simply leave your message. You may
also give your message 1o the CRS
operator before shefhe makes the call.

<.

Automated Telephone Systems

Many business organizations now use
automated systerns to answer and route calls
1o the comret person or departrrant.

EXAMPLE: “Pross #1 for customar sarvice,
#2 tfor sales department.”
or “Plaase press the oxtension
aumbar you wish to call”

To make cafiing easiat, if you know the option
or extension number you wish 0 reach, you
may tell the CRS operator befere shefhe
makes the catl.

Pay Telephones

1. When making a pay telephone call within a
local calling area, there is no charge for your
calt.

Note: Pay telephone caliing areas vary in price
throughout the state.

2. If your cail ls outside the locat calling area,
you will be raguired to use one of the following
bitling optiors:

a. Pre-paid caliing card
b. Telephone calling card (check with your
telephone service provider)
<. Collect call {bill to the person you are caling}
d. Bilt to another telephone number
{e.g. home or office)

ATTACHMENT E




lossary bbreviations' and Commonly Used Terms

GA “Gio Ahead™ it is your tum to type

5K "Stop Keying™ (end of conversation}

GAor 8K  Completing all messages and getting ready to hang up
Qor Qé "Question mark in lisu of question symbot (?)

SKSK Fanging up

TTY Term for text telephone, teletype

B0 Telecommunication device for the deat
XXX Erasing a typing efror

Voo Voice Carry Over {see page 6)

HECD Haaring Cazry Over {see paga 14)

RO Relay Operator

CA Communication Assistant

BKGD Background noise descrigtion (e.g. baby crying, deg barking, TV noise)
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