TTY or TDD

The two acronyms listed refer to the same piece of equipment, a phone designed to communicate with deaf or hard of hearing callers. TTY (teletext typewriter) is the preferred reference to the machine by the deaf community since not only deaf people may use the system. TDD (Telephone Device for the Deaf) is the other way you may hear this phone described.

The Americans with Disabilities Act Title II mandates direct and equal access for all deaf or hard-of-hearing callers. The TTY assures that members of the community have direct and equal access to emergency services.

TTY Interface

Upon receiving any phone call where there is no voice contact established with the caller, the dispatcher shall activate the TTY interface by [describe how to activate TTY through your CAD or Phone system, if available]. 
You can also interrogate using the phone panel as described below in TTY on 9-1-1. The system will initiate a TTY message giving a caller the opportunity to respond. If there is no response to the message, the dispatcher may disconnect.

All silent and open lines shall be checked for TTY presence. This must be done to verify the open or silent call is not an actual TTY call.

10-Digit Dedicated TTY
There is a 10-digit line dedicated and published as a TTY line. When a call is received on this line (xxx-xxx-xxxx), answer as “Emergency phone for the speech and hearing impaired”. If you receive a TTY signal or an open line:

1. Power on the TTY machine;
2. Place the handset into the machine’s cradle;
3. Type or hit “GA”; and,
4. Initiate a conversation.

TTY on 9-1-1

To begin your conversation with a deaf caller type, “Police here GA”. GA means “go ahead” and advises the deaf caller to begin his/her side of the conversation. Only one person can talk (type) at a time. Because of the different technologies available, it is best to keep typing simple by not using punctuation or capitalization as it may skew the message. It is important to ask only one question at a time, wait for a response and then ask your next question. If there is going to be a delay in the time you will respond to the caller, type either HLD or HD for, “hold”. If there are extended periods without interaction, a deaf caller may not know the reason as to why and assume you’ve hung up on them or the line has been disconnected. Let the caller know what to expect, i.e., “police are coming” or “ambulance is coming”. After you have received all of the necessary information for the call and are ready to terminate the conversation type, “okay to sk”. This tells the caller you are done and asks if they are also finished. If they are done type, “sk sk sk” and wait for them to disconnect. Since there will be no voice conversation for Voice Print, print a copy of the transcript for court purposes.

Testing

Because these types of calls are received so infrequently, {PSAP} personnel shall test all systems on the first Sunday of each month. Each shift will conduct the test by placing the calls to the 10-digit TDD dedicated phone, 9-1-1, or to any of the non-emergency lines. It is the supervisor’s responsibility to ensure all dispatchers on their shifts are testing the machines and are capable of operating each system in accordance with the standard set by the Americans with Disabilities Act.
