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records shall be maintained for a min-
imum period of five years after the 
consumer ceases to obtain service from 
the provider. 

(12) Discrimination and preferences. A 
VRS provider shall not: 

(i) Directly or indirectly, by any 
means or device, engage in any unjust 
or unreasonable discrimination related 
to practices, facilities, or services for 
or in connection with like relay serv-
ice, 

(ii) Engage in or give any undue or 
unreasonable preference or advantage 
to any particular person, class of per-
sons, or locality, or 

(ii) Subject any particular person, 
class of persons, or locality to any 
undue or unreasonable prejudice or dis-
advantage. 

(13) Unauthorized and unnecessary use 
of VRS. A VRS provider shall not en-
gage in any practice that causes or en-
courages, or that the provider knows or 
has reason to know will cause or en-
courage: 

(i) False or unverified claims for TRS 
Fund compensation, 

(ii) Unauthorized use of VRS, 
(iii) The making of VRS calls that 

would not otherwise be made, or 
(iv) The use of VRS by persons who 

do not need the service in order to 
communicate in a functionally equiva-
lent manner. A VRS provider shall not 
seek payment from the TRS Fund for 
any minutes of service it knows or has 
reason to know are resulting from such 
practices. Any VRS provider that be-
comes aware of such practices being or 
having been committed by any person 
shall as soon as practicable report such 
practices to the Commission or the 
TRS Fund administrator. 

(14) TRS calls requiring the use of mul-
tiple CAs. The following types of calls 
that require multiple CAs for their 
handling are compensable from the 
TRS Fund: 

(i) VCO-to-VCO calls between mul-
tiple captioned telephone relay service 
users, multiple IP CTS users, or cap-
tioned telephone relay service users 
and IP CTS users; 

(ii) Calls between captioned tele-
phone relay service or IP CTS users 
and TTY service users; and 

(iii) Calls between captioned tele-
phone relay service or IP CTS users 
and VRS users. 

(d) Other standards. The applicable re-
quirements of §§ 64.605, 64.611, 64.615, 
64.617, 64.621, 64.631, 64.632, 64.5105, 
64.5107, 64.5108, 64.5109, and 64.5110 of 
this part are to be considered manda-
tory minimum standards. 

[65 FR 38436, June 21, 2000] 

EDITORIAL NOTE: For FEDERAL REGISTER ci-
tations affecting § 64.604, see the List of CFR 
Sections Affected, which appears in the 
Finding Aids section of the printed volume 
and at www.fdsys.gov. 

§ 64.605 Emergency calling require-
ments. 

(a) Additional emergency calling re-
quirements applicable to internet-based 
TRS providers. (1) As of December 31, 
2008, the requirements of paragraphs 
(a)(2)(i) and (a)(2)(iv) of this section 
shall not apply to providers of VRS and 
IP Relay to which § 64.605(b) applies. 

(2) Each provider of Internet-based 
TRS shall: 

(i) Accept and handle emergency 
calls and access, either directly or via 
a third party, a commercially available 
database that will allow the provider 
to determine an appropriate PSAP, 
designated statewide default answering 
point, or appropriate local emergency 
authority that corresponds to the call-
er’s location, and to relay the call to 
that entity; 

(ii) Implement a system that ensures 
that the provider answers an incoming 
emergency call before other non-emer-
gency calls (i.e., prioritize emergency 
calls and move them to the top of the 
queue); 

(iii) Request, at the beginning of each 
emergency call, the caller’s name and 
location information, unless the Inter-
net-based TRS provider already has, or 
has access to, a Registered Location 
for the caller; 

(iv) Deliver to the PSAP, designated 
statewide default answering point, or 
appropriate local emergency authority, 
at the outset of the outbound leg of an 
emergency call, at a minimum, the 
name of the relay user and location of 
the emergency, as well as the name of 
the relay provider, the CA’s callback 
number, and the CA’s identification 
number, thereby enabling the PSAP, 
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designated statewide default answering 
point, or appropriate local emergency 
authority to re-establish contact with 
the CA in the event the call is discon-
nected; 

(v) In the event one or both legs of an 
emergency call are disconnected (i.e., 
either the call between the TRS user 
and the CA, or the outbound voice tele-
phone call between the CA and the 
PSAP, designated statewide default an-
swering point, or appropriate local 
emergency authority), immediately re- 
establish contact with the TRS user 
and/or the appropriate PSAP, des-
ignated statewide default answering 
point, or appropriate local emergency 
authority and resume handling the 
call; and 

(vi) Ensure that information ob-
tained as a result of this section is lim-
ited to that needed to facilitate 911 
services, is made available only to 
emergency call handlers and emer-
gency response or law enforcement per-
sonnel, and is used for the sole purpose 
of ascertaining a user’s location in an 
emergency situation or for other emer-
gency or law enforcement purposes. 

(b) E911 Service for VRS and IP Relay— 
(1) Scope. The following requirements 
are only applicable to providers of VRS 
or IP Relay. Further, the following re-
quirements apply only to 911 calls 
placed by registered users whose Reg-
istered Location is in a geographic area 
served by a Wireline E911 Network and 
is available to the provider handling 
the call. 

(2) E911 Service. As of December 31, 
2008: 

(i) VRS or IP Relay providers must, 
as a condition of providing service to a 
user, provide that user with E911 serv-
ice as described in this section; 

(ii) VRS or IP Relay providers must 
transmit all 911 calls, as well as ANI, 
the caller’s Registered Location, the 
name of the VRS or IP Relay provider, 
and the CA’s identification number for 
each call, to the PSAP, designated 
statewide default answering point, or 
appropriate local emergency authority 
that serves the caller’s Registered Lo-
cation and that has been designated for 
telecommunications carriers pursuant 
to § 64.3001 of this chapter, provided 
that ‘‘all 911 calls’’ is defined as ‘‘any 

communication initiated by an VRS or 
IP Relay user dialing 911’’; 

(iii) All 911 calls must be routed 
through the use of ANI and, if nec-
essary, pseudo-ANI, via the dedicated 
Wireline E911 Network; and 

(iv) The Registered Location, the 
name of the VRS or IP Relay provider, 
and the CA’s identification number 
must be available to the appropriate 
PSAP, designated statewide default an-
swering point, or appropriate local 
emergency authority from or through 
the appropriate automatic location in-
formation (ALI) database. 

(3) Service level obligation. Notwith-
standing the provisions in paragraph 
(b)(2) of this section, if a PSAP, des-
ignated statewide default answering 
point, or appropriate local emergency 
authority is not capable of receiving 
and processing either ANI or location 
information, a VRS or IP Relay pro-
vider need not provide such ANI or lo-
cation information; however, nothing 
in this paragraph affects the obligation 
under paragraph (c) of this section of a 
VRS or IP Relay provider to transmit 
via the Wireline E911 Network all 911 
calls to the PSAP, designated state-
wide default answering point, or appro-
priate local emergency authority that 
serves the caller’s Registered Location 
and that has been designated for tele-
communications carriers pursuant to 
§ 64.3001 of this chapter. 

(4) Registered location requirement. As 
of December 31, 2008, VRS and IP Relay 
providers must: 

(i) Obtain from each Registered 
Internet-based TRS User, prior to the 
initiation of service, the physical loca-
tion at which the service will first be 
utilized; and 

(ii) If the VRS or IP Relay is capable 
of being used from more than one loca-
tion, provide their registered Internet- 
based TRS users one or more methods 
of updating their Registered Location, 
including at least one option that re-
quires use only of the iTRS access 
technology necessary to access the 
VRS or IP Relay. Any method utilized 
must allow a registered Internet-based 
TRS user to update the Registered Lo-
cation at will and in a timely manner. 

[73 FR 41294, July 18, 2008, as amended at 73 
FR 79696, Dec. 30, 2008; 78 FR 40608, July 5, 
2013] 
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