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Nevada TRS Percent Answered in 10 Seconds
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Nevada TRS Session and Conversation Minutes
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TRS Quality Scores Most Recent Month

GA LA MD NE Company-wide

Current Month QA Average 98% 96% 97% 94% 96%

Previous Month QA Average 98% 92% 94% 93% 94%

Overall Increase/Decrease 0% +4% +3% +1% +2%

Typing Words Per Minute 
Average 80.7 77.8 82.3 73.7 78.6

Typing Accuracy Average 99% 96% 99% 98% 98%
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Nevada TRS Customer Care Contact
Sep Oct Nov

Technical 0 0 0
General Information 2 5 1
Equipment 2 2 1
Customer Profile 0 0 0
Outreach 0 0 0
Service Complaints 2 1 0
External Complaints 1 0 0
Wrong Number/Hang Up 7 11 5
Compliments/Commendations 0 0 0
Malicious Caller 0 0 0
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Nevada CapTel Percent Answered in 10 Seconds
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Nevada CapTel Session and Conversation Minutes
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CapTel Quality Scores Most Recent Month

Average Words Per Minute 173.95

Average Rate of Accuracy 99.74%

Average Rate of Error 0.26%
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Nevada CapTel Customer Care Contacts

Sep Oct Nov
Service 0 0 0
Technical 0 0 0
Product 0 0 0
Billing 0 0 0
Set Up 0 1 1
Info/Referral/Ed 0 0 1
Other 0 0 0
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Our Redundancy

• September 12, 2018 – Frostburg, MD
• Multiple circuit failures due to fire in manhole
• Both primary and secondary routes affected
• TRS: automatically switched to Virtual Private Network (VPN)
• CapTel: manually switched to VPN
• Redundant path resulted in no down time
• Invisible to customers
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Our Emergency Preparedness

• October 10, 2018 – Albany, Georgia
• Albany, Georgia center in direct path of hurricane
• Immediate activation of our emergency preparedness plan
• City of Albany without electricity and water for several days
• Our Uninterruptible Power Supply kept relay floor operational
• No down time
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Nevada Outreach Events

• 34 Presentations
• 27 Exhibits
• 55 Field Visits
• 11 Networking Meetings
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Nevada Outreach Highlights
• Mesquite City Mayor and City Manager 

Presentation
• NV Career Center One-Stop Operations 

Presentation/Training
• MGM Properties Exhibits

• All MGM Hotels and Casinos in Las Vegas

• Camp Signshine Sponsorship
• Taste of Technology at Deaf Centers of Nevada
• Deaf Community Leader Award

• Timothy J. Smalley
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Nevada Upcoming Outreach Events
• Mesquite Senior Center Resource Fair

• NV Dept. of Employment, Training and 
Rehabilitation ALL Staff Meeting Presentation

• Pahrump, NV Presentations
• Nye County HHSA
• Rural Community Health Services
• Rural Regional Center

• Nye County Social Workers Resource Fair
• 1st Annual Moapa Valley 2019 Community 

Resources Fair
• NV Governor’s Council on Developmental 

Disabilities Presentation
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Questions?
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