Association of Verbatim Speech-to-Text Reporters (AVSTTR) 
Standards of Service  (August 2012) 
Section 1 - Definitions
(a) An STTR ("Speech-to-Text Reporter") facilitates verbatim communication between D/deaf, deafened or hard of hearing people with hearing people; 
An STTR simultaneously converts the spoken word verbatim, i.e., word for word, into written English and ensures that it is displayed in an accessible way for a deaf reader to follow. This enables the service user to follow proceedings on an equal footing with their colleagues. The service can be provided in situ or remotely via the internet.
Speech-to-Text Reporting is a process of Verbatim Computer-Aided Translation.  It is not voice recognition or predictive text.
An STTR takes down, verbatim, the spoken word on a Palantype or Stenograph keyboard. This is not by keying every letter as in typing, but using shorthand to input words and phrases.  A computer program then translates the shorthand (using a lexicon containing English words, suffixes and prefixes and punctuation) into English and displays it on a laptop or screen. If a word is input which is not in the STTR’s lexicon, then the software displays a phonetic representation of the word. 
An STTR writes in excess of 180 words per minute.  

STTRs cover exactly the same types of events as other LSPs such as Sign Language Interpreters and Lipspeakers, i.e., conferences, interviews, meetings, one-to-one sessions, etc.

An STTR typically charges a half day or a full day fee for onsite work.

An STTR’s role is to provide communication support only and is not a transcription, notetaking or minute taking service.

(b) Qualification - An STTR is qualified if they have reached the prerequisite minimum verbatim reporting speed of 180wpm, passed a recognised Deaf Awareness course and are a member of AVSTTR and/or the British Institute of Verbatim Reporters ("BIVR").  Once qualified, an STTR may register with the NRCPD and become a Registered Speech-to-Text Reporter.  Registered STTRs should carry their ID cards at all times as proof of registration and should be prepared to produce them if requested to do so.  From April 2013 NRCPD registered STTRs are required to carry indemnity insurance.
Not all qualified STTRS are Registered and qualifications should be checked independently.  
AVSTTR encourages NRCPD membership.
(c) Remote Working - Remote working is the real time supply of a speech-to-text service via an Internet and/or phone connection.  The service should be supplied by a qualified STTR and exactly the same protocols should be followed as if the STTR were in situ regarding set up, preparation and co‑working.
(d) Co-working - A co-worker is an LSP who is assigned to equally share a communication support assignment.  All LSPs co-working on an assignment should be qualified and preferably NRCPD Registered. As well as an STTR, a co-worker could also be an Electronic Notetaker.  On rare occasions an STTR could be asked to co-work with a Lipspeaker or a Sign Language Interpreter.  LSPs should always be advised at the time of booking what category of LSP their co-worker will be, to allow them to decide whether to accept the assignment or what preparation might be required.  
A co-worker is required for:   
Any assignment without hourly breaks or in excess of 4 hours.

Output to a large screen for public broadcast where the length of the session without breaks exceeds an hour, or any large screen or remote output assignment over 3 hours, including breaks.   
Any LSP can request a co-worker provision if they feel that the agenda is too onerous.  It is not appropriate for a co-working assignment to be divided into morning and afternoon sessions; this is not co-working.  During a co-working session, both STTRs should be present, or online, throughout.

(e) Draft Transcript - Although an STTR’s primary role is to provide realtime communication support, a draft transcript may sometimes be available. It is good practice to agree in advance whether the draft transcript will be provided and what the charge for this will be.
The draft transcript is the saved text of the STTR’s initial output to the screen; it is not an edited transcript with any legal standing and the charge, if any, will reflect this.  STTRs do not produce minutes and the output is not to be modified by the reporter in any way in order to facilitate such a request.

When an STTR produces a draft transcript it will have been skim read, i.e. all untranslates will be removed and errors such as word endings will be corrected, e.g. “Exhilarateing”,  where the ‘ing’ has been added, but the ‘e’ not removed, or “icon sider”, where the ‘con’ has been attached to the ‘i’ rather than the ‘sider’.  The draft document should then be spellchecked and a disclaimer added.  (see section 3(e)).

It is the right of the STTR to decline to provide their output to anyone, as the intellectual property rights remain with the STTR.  Before a transcript is given to anyone other than the service user, a reporter must first check with the service user or whomsoever is organising or paying for the service, whether there are any issues of confidentiality.  If the booker, agency, or other third party asks for the text output, the STTR should consult the service user as to whether they are content for it to be released to a third party.  Ideally, this should have been agreed beforehand. 
Draft notes are not to be published in a public domain, such as a website.  If the notes are to be published then a fully edited transcript should be ordered; this is not a service that STTRs generally undertake but may agree to provide in exceptional circumstances and appropriate charges will apply.   

In the case of the text being supplied remotely it is not appropriate for the text to be "saved" by a third party without the express permission of the STTR.
Section 2 – Professional Best Practice 
(a) Acceptable Working Times/Breaks – When an STTR is working alone, the acceptable amount of time before a break is required is one hour.  All people involved in the assignment must be aware that this is a requirement for health and safety.  It is in their interests that STTRs do not suffer from Repetitive Strain Injury ("RSI") and Carpal Tunnel Syndrome. It is best practice to negotiate breaks before the event starts.  If a break is not given after one and a half hours it is essential that the STTR makes the service user aware that they will take a break of ten minutes and stop writing.  Health and safety guidelines make it clear that a person should not read from a computer screen for more than an hour without a break. Do not turn down any breaks that are offered.  If you are co-working (see co-working guidelines above) ensure before you both accept an assignment that you are happy with the breaks provided e.g. lunch.  

If STTRs are co-working they must arrange between them the length of sections to be taken and also who would start, taking into consideration the breaks. For big screen projection, a switching box will be used and this is generally provided by one of the STTRs.

It is important that the STTR taking over, before switching, duplicates the lower half of the previous STTR’s screen so that, upon switching, the service user does not lose any text that they had not finished reading from the previous screen.      
It is inappropriate for an STTR, without prior agreement with their co-worker, to change their finish time and leave the assignment early leaving the co-worker with a large amount of work to do alone.  It is not appropriate for a co-working assignment to be divided into morning and afternoon sessions.  The criteria applied to an assignment when deciding whether a job requires a co-worker are there for health and safety purposes.  If an assignment requires a co-worker, both should be present at all times. Health and safety requirements apply to both in situ and remote assignments.

(b) Remote working -  Extra consideration should be given to an STTR who is working in a remote situation as the additional practicalities of the assignment, such as concerns about who is speaking when there is no visual aid, technical concerns regarding the connection and/or AV equipment, lack of ability to interrupt or intervene, lack of awareness of the presence of the STTR by other participants, may cause additional stress aside from the real time assimilation  of the text.
Microphones and all equipment must be fit for purpose. If an STTR cannot hear adequately then the service cannot be provided.  

Remote STT should not be regarded as an alternative where a more effective and suitable service would be supplied by an onsite STTR. Consideration should be given to the best interests of the service user.  Whilst cost-savings can be expected to be made in relation to travel and/or subsistence, it is not reasonable to expect the service to be provided more cheaply than onsite STT, as the end service is the same but often provided in more difficult circumstances for the STTR.
If there is an equipment failure at the client end of the service then a fee will still be chargeable. However, if there is an equipment failure at the practitioner end then there will be no charge unless a substantial part of the assignment has already taken place.  If there is an ISP failure then best practice is that the STTR should not bear the full cost of the loss of the assignment.  
(i) Types of remote assignment:
Conference calls, where the STTR joins a conference call and provides the STT service to an individual party to the call.  All parties should be made aware that the service is taking place.   
Individual remote, where the STTR remotely joins a meeting where all other members are present together and provides STT for an individual. 
Conference/captioning, where the STTR remotely captions to a large screen or broadcast. In this scenario a co-worker may be required. 
(ii) Criteria to apply when deciding whether to implement remote working:
Remote working should not be implemented when the assignment is...
Open to the public - i.e. hustings etc;
Contains workshops and break-out sessions;
More than three or four people, unless they are individually miked up;
Sporting or arena events;
Outdoors.
Remote working is suitable for...
Telephone conferences;
Small one on one meetings or intimate small group meetings;
Lectures and presentations without audience participation;
Captioning.
Always consider the number of attendees/speakers at a meeting.  The more attendees/speakers, the more difficult it is for the STTR to know who is speaking in the absence of a video feed, which may add considerably to the stress of the assignment for the STTR and also affect the accuracy.
Always ensure that the equipment and room available is suitable for remote working. Special consideration should be given to the acoustics of the room, the quality of the audio and/or video equipment being used and the positioning of people in the room.  A room with poor acoustics will mitigate against a good quality audio feed, regardless of the quality of the microphones.
Co-working presents issues when working remotely and should not be undertaken without sufficient forethought.   
(c) Health and safety - STTRs should be aware of the importance of health and safety at every assignment, for their own protection, the integrity of the note and the protection of those with whom they may be working.

STTRs should be aware of the risks of RSI or carpal tunnel, and take all possible steps to minimise/reduce potential exposure to symptoms.  

An STTR should request that an adjustable chair with lumbar support be provided for each assignment.  The correct seating position is with feet flat on the floor and with arms parallel to the floor.

A suitable table should be provided for the STTR which allows comfortable use of the screen and keyboard without undue stretching or discomfort.

STTRs should ensure that all cables from their equipment are positioned or taped to minimise risk of tripping to themselves or others.

It is best practice for STTRs to ensure that all items of computer equipment used in an assignment have been PAT tested.  Surge protection plugs should be used when attending an assignment to avoid possible damage to STTRs’ equipment resulting from faulty electrical supply or the equipment at the venue.  
If a projector or other equipment is used and does not belong to the STTR, then the responsibility falls upon the supplier of the equipment to prepare it for use. This is especially important in relation to remote working technology. The STTR must, and should only, take responsibility for their own equipment.
(d) Confidentiality – AVSTTR defer to the NRCPD Code of Ethics.  Any information obtained in the course of an assignment should not be disclosed.  The names of clients should not to be mentioned to a third party.  If the service user requests that the STTR deletes the file of an assignment, it should be deleted.  The output of an STTR always remains the intellectual property of the STTR.  If the booker, agency or other third party asks for the text output, the STTR should consult the service user as to whether they are content for it to be released to a third party.  This is especially important in the context of remote working. 
(e) Code of Conduct – An STTR should always dress appropriately for the type of assignment.  There should be a level of mutual courtesy and respect.  Any issues or requests should be dealt with in a firm, but polite, professional manner.
(f) Complaints Procedure – Any complaint either about the STTR(s) or by the STTR should be taken seriously and dealt with swiftly.  If you are a freelance STTR and you feel that a complaint is necessary regarding a service user, complain in the first instance to the person who booked you.  When working through an agency the STTR should make their complaint to them, again making sure they recite all the details correctly.  The STTR should expect the booker or agency to deal with the complaint seriously and efficiently.  An agency should have a written complaints procedure available on request.  An STTR should expect to receive a response to their complaint and details about any remedial process put in place to address the situation.  If an STTR has a complaint about an agency or another Registered STTR, they can make a complaint to the NRCPD. If a service user or client makes a complaint against an STTR, then the STTR can contact either AVSTTR or NRCPD for help, information and support. 
(g) Insurance – Since April 2012 Public Indemnity Insurance has been a prerequisite of Registration with the NRCPD.  AVSTTR recommends that all members also purchase adequate Public Liability Insurance. 

(h) Tax/VAT – It is the responsibility of a STTR to comply with current tax and VAT legislation.

(i) CRB Checks – It is best practice for an STTR to have a current CRB check. This will become compulsory for all STTRs in the near future. 

Section 3  – STTR Practice Guidance
(a) Booking Conditions -  It is important that both the STTR and the client understand all of the requirements for an STT booking.  The considerations below should be borne in mind when arranging or quoting for an assignment.  If booking arrangements have been made through a third party such as an agency, the STTR should make sure that the agency also understands their requirements.  Below is a suggested list of things that may be included. 
· Single/Multiple client – Name(s)
· Small/Medium/Large informal or formal meeting
· Conference with one user
· Conference with multiple users on large screen/broadcast
· Whether the assignment falls within the co-working criteria
· Start and finish times/Breaks/Lunch.
· Nature of the assignment: is it likely to require specialist knowledge or a more experienced STTR?  Assignments which are likely to be technical, using specialist terminology, will require an experienced STTR.
· Fee for attendance 
· Fee for attendance + draft transcript 
· Cancellation conditions (see below, S3(f))
· Contact name at venue
· Full address and directions to venue
· Preparation documentation to be received at least seven days prior to assignment 
· Request adjustable chair and table.
· Suitability criteria for remote working i.e. number of people, technology available.
· Discuss who is responsible for phone line charges during remote working. 
· In the case of remote working will there be a visual as well as audio feed.
· Who will supply the equipment required for output to large screen/broadcast.
· Who do you liaise with onsite for remote working to ensure the proper equipment is installed.
· Who pays if technology fails.
If an STTR is unhappy with any of the conditions specified by the booking organisation, it is best practice to notify them as soon as possible after receiving the booking request and before confirmation of acceptance of the assignment.  An STTR should not feel pressurised into accepting any assignment if they have any concerns about the booking conditions.  If an STTR is unable to negotiate conditions which are acceptable they should not confirm the assignment.
(b) Preparation – As part of their preparation for an assignment, an STTR should make a request of the booking organisation to make available any relevant information regarding the event within seven days of an assignment to allow sufficient preparation time.  This may include: an agenda; minutes; names of attendees; jargon; technical terms; acronyms and Powerpoint presentations.  An STTR should do as much dictionary work beforehand as is practicable with the information provided so as to produce the best output possible.

If output is to be to a big screen, broadcast or remote an agreement should be reached in advance as to who will provide the necessary equipment.  Normally these are provided by the booking organisation or agency, although it is not unusual to be asked to provide a switchbox (a device used to switch outputs between co-working STTRs).  An STTR should arrive at the assignment in good time to set up and test the equipment required for output. It must be noted that where the equipment does not belong to the STTR, then equipment must be set up by those providing the equipment. 

An STTR should only take a note of a DVD/Video if they have the direct permission of the copyright owner so as not to infringe copyright regulation.  
(i) Additional preparation considerations for remote working:
Always leave enough time to do a full system check.

Ensure participants of the event are aware of your presence.

It is good practice to use a chat/messaging program separate from the working connection to provide a method of communication should the working connection fail 

It is useful to have a named contact with whom to liaise with at the site of the actual meeting if possible.

It is also useful to keep a separate broadband dongle as a back up in case of main Internet service disruption.  Technical breakdowns do happen.

It is always important to have good communication with a co-worker but particularly so with remote working.

(c) Attendance at Assignment -  An STTR should always arrive at an assignment in good time, giving enough time to meet the service user and set up their equipment.  If the assignment is a large screen or broadcast they should have time to meet and make arrangements with their co-worker.  In the case of remote working, adequate time must be allowed before the meeting to fully test internet and sound equipment.  
If, on arrival, the STTR finds that equipment that should have been supplied has not been they should endeavour to resolve the situation as swiftly as possible without causing stress to the service user.   Other issues which may need consideration are: whether to interrupt a meeting if you cannot hear a speaker; a lack of breaks; faulty equipment; unco-operative people and requests made at the last minute which have not previously been discussed. 

The STTR must check with the service user at the start of each assignment if they want the STTR to interrupt speakers who are not audible.

In the case of remote working the STTR must make all parties aware of their role in the assignment and that effective Chairing must take place as they are not easily able to interrupt or intervene.  

STTRs attend to provide communication support in meetings, conferences, etc.  It is not the role of an STTR to provide a notetaking service if the user does not attend.  It is good practice for an STTR to wait a reasonable time for the user to attend, but it is not their role to provide a transcript in the absence of the user.  If a service user is late arriving or leaves the room for a short time, the STTR is not obliged to provide communication support in their absence.  
 (d) Co-Working - Before the assignment begins, both LSPs should decide how to share the work.  In the case of two STTRs, they should agree in advance the length of each writing turn.  If there is to be a draft transcript supplied to the service user, it should be decided before work starts who will merge the transcript and how the sections will be catalogued.  If an STTR is co-working, it is inappropriate for them to ask to change their finish time, leaving their co-worker with a large amount of work to do alone, nor is it appropriate for a two-person assignment to be divided into morning and afternoon segments.  The criteria to be applied when deciding whether a job requires a co-worker would not apply in that situation.  

An STTR should expect their co-worker to be qualified.  Whilst an STTR is writing, the co-worker should behave in a professional manner at all times and not do anything to distract the writer.  If an STTR believes that their co-worker is behaving in a non-professional manner the matter at issue should be mentioned to them at a convenient time in a non-confrontational way.  If this does not remedy the situation and a complaint is later made about the co-worker, the STTR should inform the booking organisation of the full facts.  If the STTR believes the matter to be a matter of gross misconduct and the co-worker is NRCPD Registered, then the NRCPD should be made aware of the situation.  If not NRCPD Registered the matter could be referred to either AVSTTR or BIVR.  It is a good idea for the STTR to make a written note of any such event which s/he dates and times.

There are instances when an STTR could be called upon to co-work with an Electronic Notetaker.  It is entirely within an STTR’s own discretion if they wish to do so.  It is always appropriate to check with the booking organisation that they understand the difference between STT and Electronic Notetaking and also that the Electronic Notetaker is qualified and/or NRCPD Registered. 

If an STTR is unhappy with the person they are asked to work with, for instance because they are not NRCPD Registered, it would be appropriate to advise the booking organisation that they are not prepared to work with the unregistered LSP. 

On some occasions an STTR may be asked to co-work with a Lipspeaker or a Sign Language Interpreter.  It is within the STTR’s discretion whether they wish to do so, but they should ensure that their co-worker is NRCPD Registered.

If remote co-working, always ensure that both STTRs are aware of the communication method to be used during the assignment and that it is in working order.

(e) Disclaimers - If documents are not forwarded to the STTR for an assignment the following disclaimer could be displayed on the STTR’s screen prior to the assignment starting:

“Documents have not been provided to the STTR.  This may be reflected in the quality of the output.”

When a draft transcript is requested the following disclaimer should be attached to the top of every page:

“This is a draft transcript prepared for Speech-to-Text communication 
support purposes only.  It is not for further circulation in any form and 
has no legal standing”.  

(f) Cancellation - AVSTTR advises that STTRs adopt the cancellation criteria accepted by the NRCPD – currently a half fee cancellation charge within 5-10 working days and a full fee cancellation within 0-5 working days.

If an STTR attends an assignment and the client/service user does not attend the STTR is not obliged to remain and take minutes, even if requested.  For payment/invoicing purposes this would be deemed a cancellation. 

(g) Guiding - A guiding service may sometimes be requested by a Deafblind service user.  It is not within an STTR’s role to perform this service and without the proper training it is not recommended.

 AVSTTR – SoS v.12
Page 1
11/6/12

