
Rev. 3/5/2018 

State of Maine 
RFP / Proposal Master Score Sheet 

Instructions: Complete the Master Score Sheet below providing all of the requested information for each bidder that submitted a proposal in response to the 
RFP.  This document is to be included in the Selection Package submitted to the Division of Procurement Services for review/approval. 

SCORESHEET FOR RFP# 201806125: Provision of Telecommunications Relay Services and Captioned Telephone Services 

PROPOSAL SUBMITTED BY: Hamilton Relay 
Option 1 

Hamilton Relay 
Option 2* 

Sprint 
Communications 

COST: Cost: $21,000/mth Cost: $25,168/mth Cost: $12,700/mth Cost: 

EVALUATION ITEM POINTS 
AVAIL. 

Section I: Organization Qualifications and 
Experience (10) 10 NA 10 

Section II: Proposed Services (40) 35 NA 38 

Section III: Cost Proposal (40) 24 NA 40 

Section IV: Maine Business and Economic 
Impact Consideration (10) 0 NA 8 

TOTAL 100 ( 69  ) (     ) ( 96 ) 

*Hamilton Relay Option 2 proposes a price for a contract that includes outreach services. The RFP did not request a proposal for outreach services.
The selection committee is rejecting this option for scoring purposes.
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AWARD NOTIFICATION LETTER 
 

 
 
September 21, 2018 
 
 
 
Andrew Brenneman, Sr Client Director 
Sprint Communications Company, LP 
12502 Sunrise Valley Drive 
Reston, VA  20191 
 
SUBJECT:  Notice of Conditional Contract Award under RFP #201806125,  

Provision of Telecommunications Relay Services and Captioned 
 Telephone Services 

 
Dear Mr. Brenneman, 
 
This letter is regarding the subject Request for Proposals (RFP), issued by the State of 
Maine Telecommunications Relay Service Council for Provision of Telecommunications 
Relay Services and Captioned Telephone Services. The Council has evaluated the 
proposals received using the evaluation criteria identified in the RFP, and the Council is 
hereby announcing its conditional contract award to the following bidder: 
 

• Sprint Communications Company, LP 
  

Sprint Communications Company, LP received the evaluation team’s highest ranking.  
The Council will be contacting you soon to negotiate a contract.  As provided in the 
RFP, the Notice of Conditional Contract Award is subject to execution of a written 
contract and, as a result, this Notice does NOT constitute the formation of a contract 
between the Council and the apparent successful vendor. The vendor shall not acquire 
any legal or equitable rights relative to the contract services until a contract containing 
terms and conditions acceptable to the Council is executed. The Council further 
reserves the right to cancel this Notice of Conditional Contract Award at any time prior 
to the execution of a written contract. 
 

STATE OF MAINE 
TELECOMMUNICATIONS RELAY 

SERVICE COUNCIL 
Governor Baxter School for the Deaf 

1 Mackworth Island 
Falmouth, ME  04105 

(207)-781-6284 
 
 
 
 
 
 
 
 
 
 

 Paul R. LePage 
     Governor 
 

William Nye 
Chair 
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As stated in the RFP, following announcement of this award decision, all submissions in 
response to the RFP are considered public records available for public inspection 
pursuant to the State of Maine Freedom of Access Act (FOAA). 1 M.R.S. §§ 401 et 
seq.; 5 M.R.S. § 1825-B (6). 
 
This award decision is conditioned upon final approval by the State Procurement 
Review Committee and the successful negotiation of a contract.  A Statement of Appeal 
Rights has been provided with this letter; see below. 
 
Thank you for your interest in doing business with the State of Maine. 
 
Sincerely, 

 
Willliam H. Nye 
Chair 
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STATEMENT OF APPEAL RIGHTS 
 
Any person aggrieved by an award decision may request an appeal hearing.  The 
request must be made to the Director of the Bureau of General Services, in writing, 
within 15 days of notification of the contract award as provided in 5 M.R.S. § 1825-E (2) 
and the Rules of the Department of Administrative and Financial Services, Bureau of 
General Services, Division of Purchases, Chapter 120, § (2) (2).  
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AWARD NOTIFICATION LETTER 
 

 
 
September 21, 2018 
 
 
 
Dixie Ziegler, VP 
Hamilton Relay, Inc. 
1006 12th Street 
Aurora, NE  68818 
 
SUBJECT:  Notice of Conditional Contract Award under RFP #201806125,  

Provision of Telecommunications Relay Services and Captioned 
 Telephone Services 

 
Dear Ms. Ziegler, 
 
This letter is regarding the subject Request for Proposals (RFP), issued by the State of 
Maine Telecommunications Relay Service Council for Provision of Telecommunications 
Relay Services and Captioned Telephone Services. The Council has evaluated the 
proposals received using the evaluation criteria identified in the RFP, and the Council is 
hereby announcing its conditional contract award to the following bidder: 
 

• Sprint Communications Company, LP 
  

The bidder listed above received the evaluation team’s highest ranking.  The Council 
will be contacting the aforementioned bidder soon to negotiate a contract.  As provided 
in the RFP, the Notice of Conditional Contract Award is subject to execution of a written 
contract and, as a result, this Notice does NOT constitute the formation of a contract 
between the Council and the apparent successful vendor. The vendor shall not acquire 
any legal or equitable rights relative to the contract services until a contract containing 
terms and conditions acceptable to the Council is executed. The Council further 
reserves the right to cancel this Notice of Conditional Contract Award at any time prior 
to the execution of a written contract. 
 

STATE OF MAINE 
TELECOMMUNICATIONS RELAY 

SERVICE COUNCIL 
Governor Baxter School for the Deaf 

1 Mackworth Island 
Falmouth, ME  04105 

(207)-781-6284 
 
 
 
 
 
 
 
 
 
 
 

 Paul R. LePage 
     Governor 
 

William Nye 
Chair 
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As stated in the RFP, following announcement of this award decision, all submissions in 
response to the RFP are considered public records available for public inspection 
pursuant to the State of Maine Freedom of Access Act (FOAA). 1 M.R.S. §§ 401 et 
seq.; 5 M.R.S. § 1825-B (6). 
 
This award decision is conditioned upon final approval by the State Procurement 
Review Committee and the successful negotiation of a contract.  A Statement of Appeal 
Rights has been provided with this letter; see below. 
 
Thank you for your interest in doing business with the State of Maine. 
 
Sincerely, 

 
William H. Nye 
Chair 
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STATEMENT OF APPEAL RIGHTS 
 
Any person aggrieved by an award decision may request an appeal hearing.  The 
request must be made to the Director of the Bureau of General Services, in writing, 
within 15 days of notification of the contract award as provided in 5 M.R.S. § 1825-E (2) 
and the Rules of the Department of Administrative and Financial Services, Bureau of 
General Services, Division of Purchases, Chapter 120, § (2) (2).  



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Sprint Communications 
DATE: August 29, 2018 

Rev. March 5, 2018 1 

*************************************************************************************************************************** 
Instructions: The purpose of this form is to record all evaluation notes and scoring that is obtained through 
consensus discussions among the full evaluation team for this Request for Proposals (RFP) process.  The RFP 
Coordinator or Lead Evaluator should complete this form and maintain the only copy.  This form should reflect 
the full team’s consensus evaluations, and this form is not meant to take the place of individual evaluation 
notes, which are still required from each member of the evaluation team.  A separate form is available for 
individual evaluation notes. Please submit a copy of this document to the Division of Procurement Services as 
part of your contract award selection documents. 

DEPARTMENT NAME: Telecommunications Relay Service Council 
NAME OF RFP COORDINATOR: Elizabeth J. Wyman 
NAMES OF EVALUATORS: Elizabeth Wyman, Owen Logue, Christy LoCiero, Terry Morrell 

*************************************************************************************************************************** 

SUMMARY PAGE 

Pass/Fail Criteria 
Pass: Fail: 

 
 

Points Awarded: 
Numerical Score: 

Section I.   Organization Qualifications and Experience          (Max: 10 Points) 10 

Section II.  Proposed Services            (Max: 40 Points) 38 

Section III:  Cost Proposal   (Max: 40 Points) 40 

Section IV: Maine Business and Economic Impact Consideration (Max: 10 Points) 8 

TOTAL POINTS       (Max: 100 Points) 96 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Sprint Communications 
DATE: August 29, 2018 

Rev. March 5, 2018 2 

*************************************************************************************************************************** 
EVALUATION OF SECTION I 

Organization Qualifications and Experience 

Total Points Available: 10           Score: __10___ 

*************************************************************************************************************************** 
   Evaluation Team Comments: 

28 years experience and 15 years with CapTel 
“Only tier one” 
They could not provide any litigation information – they should have provided information about any 
pending litigation involving their relay services 
They are serving 35 states 
Certificate of liability was very hard to read – not legible 
Waiver for long distance and no charge for international either – impressive 
Liked how they set up the projects 
Nice to have a picture of each staff person available – they seem excellent and impressive 
Providing services to the federal government – good 
Several staff members are deaf or hard of hearing – good diversity 
Mothersell has social worker background – good to have 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Sprint Communications 
DATE: August 29, 2018 

Rev. March 5, 2018 3 

*************************************************************************************************************************** 
EVALUATION OF SECTION II 

Proposed Services 

Total Points Available: 40           Score: __38___ 

*************************************************************************************************************************** 
   Evaluation Team Comments: 

Eager to work with outreach provider 
Call center in New England – Massachusetts, which could be good 
Relay conference captioning and other innovative additional services 
They are forward thinking in their approach 
Specialized customer services not available on holidays. What does this mean? As long as they are 
providing services on the holidays it should be okay 
Spanish speaking interpreters available – very good 
Training for staff on confidentiality page 24 – impressive 
85 percent of calls within 10 seconds – above requirements 
They will come to the meetings and have a presence 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Sprint Communications 
DATE: August 29, 2018 

Rev. March 5, 2018 4 

*************************************************************************************************************************** 
EVALUATION OF SECTION III 

Cost Proposal   
Price: Comparison with Lowest Bid 

Total Points Available: 40                 Score: __40_ 

*************************************************************************************************************************** 

Lowest submitted Cost 
Proposal ÷ Cost Proposal being 

scored x Score Weight = Score 

12,700 ÷ 12,700 x 40 points = 40 

Evaluation Team Comments: 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Sprint Communications 
DATE: August 29, 2018 

Rev. March 5, 2018 5 

*************************************************************************************************************************** 

EVALUATION OF SECTION IV 
Maine Business and Economic Impact Consideration  

Total Points Available: 10                 Score: ___8_ 

*************************************************************************************************************************** 

MAINE BUSINESS ANALYSIS 
Total Maine Resident Maine Impact 

Number of FTE Employees: 3.0 4.0 133 % 
Payroll: $221,306 $284,281 128% 

Average percent of MAINE BUSINESS ANALYSIS: 131 % 

1-74%: 2 points 
75-100%: 4 points 4 

MAINE ECONOMIC IMPACT 
Total amount in Maine 

Income Taxes Paid (State): $ 0 
Property Taxes Paid (Local): $ 30,955 
Wages to Maine Residents: $ 284,281 

Payments to Maine Subcontractors Estimated: $ 5,364,028 

Sum of MAINE ECONOMIC IMPACT: $5,679,263 

$1 - $1,000,000: 2 points 
$1,000,001 - $10,000,000: 4 points 4 

>$10,000,000: 6 points 

Total Points for Maine Business and Economic Impact Consideration: 8 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Hamilton Relay 
DATE: August 29, 2018 

Rev. March 5, 2018 1 

*************************************************************************************************************************** 
Instructions: The purpose of this form is to record all evaluation notes and scoring that is obtained through 
consensus discussions among the full evaluation team for this Request for Proposals (RFP) process.  The RFP 
Coordinator or Lead Evaluator should complete this form and maintain the only copy.  This form should reflect 
the full team’s consensus evaluations, and this form is not meant to take the place of individual evaluation 
notes, which are still required from each member of the evaluation team.  A separate form is available for 
individual evaluation notes. Please submit a copy of this document to the Division of Procurement Services as 
part of your contract award selection documents. 

DEPARTMENT NAME: Telecommunications Relay Service Council 
NAME OF RFP COORDINATOR: Elizabeth J. Wyman 
NAMES OF EVALUATORS: Elizabeth Wyman, Owen Logue, Christy LoCicero, Terry Morrell 

*************************************************************************************************************************** 

SUMMARY PAGE 

Pass/Fail Criteria 
Pass: Fail: 

 
 

Points Awarded: 
Numerical Score: 

Section I.   Organization Qualifications and Experience          (Max: 10 Points) 10 

Section II.  Proposed Services            (Max: 40 Points) 35 

Section III:  Cost Proposal   (Max: 40 Points) 24 

Section IV: Maine Business and Economic Impact Consideration (Max: 10 Points) 0 

TOTAL POINTS       (Max: 100 Points) 69 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Hamilton Relay 
DATE: August 29, 2018 

Rev. March 5, 2018 2 

*************************************************************************************************************************** 
EVALUATION OF SECTION I 

Organization Qualifications and Experience 

Total Points Available: 10           Score: ___10__ 

*************************************************************************************************************************** 
   Evaluation Team Comments: 

27 years experience as relay provider; one of the first pilot captel from their center 
They have solid experience, industry leader 
Emergency preparedness – very good plan in place 
Quite a bit of training experience; involved in lots of demos, training; page after page 
A bit verbose and somewhat boastful – hard to figure out the proposal because it was so lengthy and 
duplicative 
Have held the contract for Maine for many consecutive terms – good solid experience for this state 
How do they determine missing words per call? Weak response – not sure how they collect the data 
Duplicative and redundant – too many examples; it was tedious to read through it 
Their financial stability – 2x more assets than liabilities – but did they put this in the wrong section? 
No litigation – can this be true? 
They are undoubtedly qualified 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Hamilton Relay 
DATE: August 29, 2018 

Rev. March 5, 2018 3 

*************************************************************************************************************************** 
EVALUATION OF SECTION II 

Proposed Services 

Total Points Available: 40           Score: __35_ 

*************************************************************************************************************************** 
   Evaluation Team Comments: 

Again, the proposal is duplicative; demonstrating lack of confidence? Repetitious 
They provided detail on outreach and we did not ask for that 
Excellent training, experience with deaf culture, strong understanding of ASL, listing of their requirements; 
lots of detail around services 
Their stats for number of minutes and answer times are very good 
Extended amount of time for interpreter being on the call – 30 minutes rather than FCC 20 minutes and 
can stay on line after break time; avoiding transfer at an awkward moment (page 72) 
You can ask for change of vendor 
Complaint process is excellent 
Minor deductions for failure to organize and for providing extra material on the outreach, which we did not 
ask for in the RFP 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Hamilton Relay 
DATE: August 29, 2018 

Rev. March 5, 2018 4 

*************************************************************************************************************************** 
EVALUATION OF SECTION III 

Cost Proposal   
Price: Comparison with Lowest Bid 

Total Points Available: 40                 Score: _24__ 

*************************************************************************************************************************** 

Lowest submitted Cost 
Proposal ÷ Cost Proposal being 

scored x Score Weight = Score 

12,700 ÷ 21,000 x 40 points = 24 

Evaluation Team Comments: 



STATE OF MAINE 
TEAM CONSENSUS EVALUATION NOTES 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER: Hamilton Relay 
DATE: August 29, 2018 

Rev. March 5, 2018 5 

*************************************************************************************************************************** 

EVALUATION OF SECTION IV 
Maine Business and Economic Impact Consideration  

Total Points Available: 10                 Score: __0___ 

*************************************************************************************************************************** 

MAINE BUSINESS ANALYSIS 
Total Maine Resident Maine Impact 

Number of FTE Employees: Confidential 0.0 0 % 
Payroll: Confidential $0 0% 

Average percent of MAINE BUSINESS ANALYSIS: 0 % 

1-74%: 2 points 
75-100%: 4 points 

MAINE ECONOMIC IMPACT 
Total amount in Maine 

Income Taxes Paid (State): $0 
Property Taxes Paid (Local): $ 0 
Wages to Maine Residents: $0 

Payments to Maine Subcontractors Estimated: $0 

Sum of MAINE ECONOMIC IMPACT: $ 0 

$1 - $1,000,000: 2 points 
$1,000,001 - $10,000,000: 4 points 

>$10,000,000: 6 points 

Total Points for Maine Business and Economic Impact Consideration: 0 
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STATE OF MAINE 
INDIVIDUAL EVALUATION NOTES 

RFP #: 201806125  
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER NAME: Hamilton Relay 
DATE: August 9, 2018 
EVALUATOR NAME: Elizabeth J. Wyman 
EVALUATOR DEPARTMENT: Telecommunications Relay Service Council 

************************************************************************************************************************ 
Instructions: The purpose of this form is to record proposal review notes written by individual evaluators 
for this Request for Proposals (RFP) process.  It is required that each individual evaluator make notes for 
each proposal that he or she reviews.  No numerical scoring should take place on these notes, as that is 
performed only during team consensus evaluation meetings.  A separate form is available for team 
consensus evaluation notes and scoring. Once complete, please submit a copy of this document to your 
Department’s RFP Coordinator or Lead Evaluator for this RFP. 

************************************************************************************************************************ 
Individual Evaluator Comments: 

Section I 
Qualifications and experience – from introductory materials but also from A-183 Appendix C materials, 
which repeats a lot of the material from the front of the bid 
Provide services in 18 states 
In business since 1901; providing relay for 27 years 
Mentions their outreach – we did not RFP for outreach 
Subcontracts captioning to CTI of Madison 
Would like to negotiate certain provisions of the standard state contract 
On the EEO provision, would have to defer to state attorneys as to whether alternative is allowed (they 
say they currently have this provision in their contract. They do not have any in-state employees) 
“performing to industry standards or simply meeting FCC requirements is just not good enough for 
Hamilton.” Will go above and beyond 
Family owned 
Industry leading training for CAs, deaf culture 
Answer performance – how is it “second to none”? what evidence? 
13 centers, including 6 CTI centers, fully redundant – very good 
Emergency preparedness – back up plans – good 
National database for three digit N11 dialing 
Backup PSAP database for redundancy – good 
Able to tailor reporting to meet our needs – good 
FCC compliance – gave very good example of how they do more than lip service compliance (page 8) 
Meeting stringent security standards NIST 
Listing the consecutive contract awards, including Maine -- good 
Listing the enhancements they have offered – industry leaders – good examples 
Personal attention – we have certainly seen that with our Maine contract – they are very responsive 
Own their own code – good; has had IP structure since 2012 
Their workstations are state of the art – good 

Project One – Maine Relay – we know they have done an excellent job since 2004 
Project Two – Idaho Relay – they have been the provider since 1992 and have been awarded the 
contract in several subsequent RFPs 
Project Three – Louisiana Relay – they have provided the services since 1998 
Project Four – Maryland Relay since 2007 
Project Five – New Mexico since 2009 
Project Six – California since 2010 
Project Seven – DC since 2014 



STATE OF MAINE 
INDIVIDUAL EVALUATION NOTES 

RFP #: 201806125  
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER NAME: Hamilton Relay 
DATE: August 9, 2018 
EVALUATOR NAME: Elizabeth J. Wyman 
EVALUATOR DEPARTMENT: Telecommunications Relay Service Council 

They list up to 21 states – we only asked for 3 projects so this is a bit excessive 
The organizational chart does not identify the number of individuals in each area, such as the number 
of supervisors and CAs 

A-245 provides general job descriptions but without explanation of who will fill the role for Maine
services and how those services will be provided
Page 29 provides a financial snapshot of debt to equity; page 31 notes “we are a debt free American 
company  where Relay is an important aspect of our business” 
For financial information – they have asked us to keep it confidential but will have to check with state 
purchasing on this – no one asked if it could be kept confidential in Q&A 
They have provided financials for the past three years in compliance with the RFP; they are financially 
sound 
I gleaned much of the information above from the introductory section of the bid; page 1-35 seems to 
be the “start” of the proposal with respect to Section I on qualifications; it would have been better if they 
had just started with this section because much of the information in the introduction is duplicative but 
time consuming to review 

Section II 
Services to be provided 
C-259 Traffic reports
Showing the report template, which is very good 
They include outreach information – but the RFP did not ask for outreach services so this is not 
relevant to the RFP 
Their proposal is not well organized so it’s hard to figure out whether they are trying to provide 
information on qualifications or services. 
On page 20 they provide information regarding their typing statistics for accuracy – over 95 percent, 
which is excellent 
They provide third-party evaluation of their captioning service (Cositics) – excellent and showing that 
they are leaders in accuracy  
On page 23 – 93% of calls answered within 10 seconds – excellent 
Average Speed of Answer (ASA) is .9 seconds 
Process CapTel calls from 13 call centers 
On page 25 description of the Hamilton CapTel Call Me # -- seems very innovative 
Pages 26-27 include outreach information but we are not asking for bids on that service 
Complaint handling (page 28) caller will reach a supervisor immediately – excellent 
On page 31 they provide the results of a test that was conducted as part of the Montana bidding 
process – they beat Sprint; very interesting that they included this information 
Page 1-43 sets forth the “project implementation” 
Page 1-46 agree to comply with all FCC requirements and it is evident from the proposal that they 
know how to do this work 
Section II answers technically begin on 2-51 but I have gleaned information from other parts of the 
proposal that fit into this category 
“Relay Your Way” personalized relay services offered 24-7 
At 2-52 “Processing CTS calls from thirteen geographically dispersed locations provides a level of 
redundancy far above our competition” excellent  
Really excellent description of how captel works for the hard of hearing and gives the caller a natural 
experience of a phone call 



STATE OF MAINE 
INDIVIDUAL EVALUATION NOTES 

RFP #: 201806125  
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER NAME: Hamilton Relay 
DATE: August 9, 2018 
EVALUATOR NAME: Elizabeth J. Wyman 
EVALUATOR DEPARTMENT: Telecommunications Relay Service Council 

2-54 and 55 explain the training they do for their CAs – excellent
Spelling tests and typing proficiency standards are excellent; “the average typing speed of Hamilton 
CAs is 78 wpm with 98% accuracy” that is outstanding 
Explanation of their hiring and training plans – really helpful 
They provide a very detailed description of how they train to provide specific services, such as STS (2-
85) 
The proposal runs through all the federal requirements and explains how they meet them. This 
exceeds what the RFP described so it is much appreciated! 
2-102 describes their conferencing service – interesting
2-108 begins description of marketing and outreach but we did not RFP for these services
2-128 CPNI and confidentiality assurances given
2-132 provide number for complaints
2-135 complaint log
2-136 they correct the RFP to point out that the reports given to Maine do provide a breakdown for in
state out out of state minutes – I stand corrected! I wish I had known this when writing the RFP
2-166 Christa Cervantes would continue to be account manager – excellent. She is really responsive





 
 
 

STATE OF MAINE 
INDIVIDUAL EVALUATION NOTES 

       Page 2 
 

RFP #: 201806125 
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER NAME: Hamilton Relay . 
DATE: August 14, 2018 
EVALUATOR NAME: Owen Logue, Council Member 
EVALUATOR DEPARTMENT: Telecommunications Relay Service Council 
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STATE OF MAINE 
INDIVIDUAL EVALUATION NOTES 

RFP #: 201806125  
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER NAME: Sprint Communications 
DATE: August 9, 2018 
EVALUATOR NAME: Elizabeth J. Wyman 
EVALUATOR DEPARTMENT: Telecommunications Relay Service Council 

************************************************************************************************************************ 
Instructions: The purpose of this form is to record proposal review notes written by individual evaluators 
for this Request for Proposals (RFP) process.  It is required that each individual evaluator make notes for 
each proposal that he or she reviews.  No numerical scoring should take place on these notes, as that is 
performed only during team consensus evaluation meetings.  A separate form is available for team 
consensus evaluation notes and scoring. Once complete, please submit a copy of this document to your 
Department’s RFP Coordinator or Lead Evaluator for this RFP. 

************************************************************************************************************************ 
Individual Evaluator Comments: 

Section I Qualifications and Experience 
In its cover letter and executive summar, it states that transition to Sprint would be seamless because 
they have taken over for other relay services before without a problem; this might have been an 
obstacle to them before – “Sprint has a dedicated and experienced implementation team” 
Claims to be the largest industry provider of relay services 
13 call centers 
Maine CRM will be Mary Beth Mothersell 21 years experience 
Works with CT, NH, RI 
Reciting back the language from the RFP – not very helpful or insightful but it does show they have 
read it and acknowledge their acceptance of the terms 
Subcontractor for CapTel is CTI of Madison 
Subcontractor for some call centers is Communication Service for the Deaf (CSD) of Austin 
Subcontractor for RCC is VITAC of Greenwood Village, CO 
Provided organizational chart 
Could not itemize all the litigation it is involved in due to the size of its organization – makes sense 
Provided three years of financial information; since they are publicly traded does not seem to have 
confidentiality issues 
Appendix C at page 41 
28 years in the industry 
Serves 35 state customers 
Largest provider and draws on those efficiencies to provide “white glove” services 
Partners with outside agencies 
Meets or exceeds all federal guidelines 
TRS network centers are fully staffed and provided with sufficient network facilities to provide a Grade 
of Service of P.01 or better – what does this mean? 
At page 41-42: 2017 Cositics Relay Performance Index evaluators placed scripted calls – Sprint was 
first place or tied for first place in average typing speed, connect time, customer care, percentage of 
call (60 wpm), session time, spoken accuracy and typing accuracy 
Only Sprint received Outstanding Customer Care 
For five years in a row, Sprint has had fastest speed of answer 
CapTel testing done by outside evaluator Cositics and it received high markes on accuracy and speed 
Page 46 provides the list of account team members for Maine and their duties – good 

Project One RI Relay since 2016 
Project Two CT since 1993 and five successive RFPs; since 2014 only 24 complaints – wow 



STATE OF MAINE 
INDIVIDUAL EVALUATION NOTES 

RFP #: 201806125  
RFP TITLE: Provision of Telecommunications Relay Services and Captioned Telephone Services 
BIDDER NAME: Sprint Communications 
DATE: August 9, 2018 
EVALUATOR NAME: Elizabeth J. Wyman 
EVALUATOR DEPARTMENT: Telecommunications Relay Service Council 

Project Three VT since 2002 and five successive contracts 
Project Four NH since 1991 
Sprint provides outreach and other services for these states as well 

Section II Proposed services 
States that one of its primary goals will be to work with the outreach provider whoever that may be – 
good 
Agrees to and is capable of meeting all FCC and state requirements – clearly they are doing so in a 
large number of states 
Page 20 they outline their “approach” to doing the work in chart form – this is concise and easy to read, 
including descriptions of training of CAs; how calls are handled; cites to each CFR requirement in the 
table, which is very user friendly for the evaluator – we should have used this approach in the RFP 
Meets the 85% for 10 second answers 
24/7 requirement met 
Good explanation of their protocols for confidentiality and training on ethics, including a really good 
table outlining examples of breaches 
Sprint complies with CPNI 
Page 25 they explain how they are waived from the billing requirements through FCC, which we have 
agreed to with current provider 
Agree to provide logs for customer complaints 
Will provide a dedicated toll free customer inquiry number 
Will provide reporting as required in RFP 
Page 29 lays out its CapTel services 
Page 30 – two line CapTel service is available 
Page 31 names the account manager Mary Beth Mothersell 
Page 35 outlines “unsolicited features” that Sprint offers: 
Relay Conference Captioning 
Web Conferencing 
Mobile RCC Conferencing 
Voice Assisted STS 
Automated 711 
VCO access number 
Spanish translation 
Outreach experience 
We did not RFP for these services but nice to know they are available 
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