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   Deaf and Disabled Telecommunications Program

Equipment Program Advisory Committee (EPAC)

January 9, 2014
10:00 AM to 4:00 PM

Deaf and Disabled Telecommunications Program, Main Office

1333 Broadway St., Suite 510, Oakland, CA 94612

The Deaf and Disabled Telecommunications Program’s Equipment Program Advisory Committee (EPAC) held its monthly meeting at the DDTP Main Office in Oakland, California.
EPAC Committee Members Present:
Mussie Gebre, Disabled Community, Deaf-Blind Seat 
Jacqueline Jackson, Blind/Low-Vision Community Seat

Brent Jolley, Deaf Community Seat
Jim Brune, Proxy for Sharif Rashedi, Deaf Community Seat
Brian Pease, Mobility Impaired Community 
Sylvia Stadmire, Senior Citizen Community Seat
Brian Winic, Hard of Hearing Community Seat
EPAC Committee Members Absent:

Sharif Rashedi, Deaf Community Seat
Non-Voting Liaisons Present:

David Kehn, CCAF, Customer Contact Operations Manager

Non-Voting Liaisons Absent:

Tyrone Chin, CPUC, Communications Division 
CPUC Staff Present:
Linda Gustafson, Communication Division
CCAF Staff Present:
Mary Atkins, Marketing Department Manager

Shelley Bergum, Chief Executive Officer
Dan Carbone, Customer Contact Liaison
Patsy Emerson, Committee Coordinator

Vanessa Flores, Committee Assistant 
Dave Kehn, Customer Contact Operations Department Manager

John Koste, Telecommunications Equipment Specialist
Barry Saudan, Director of Operations

Mansha Thapa, Business Analyst

David Weiss, CA Relay Services Department Manager
Others Present:
Nadine Branch, Attendant to Jacqueline Jackson
Pamela Gelband, Consumer (via phone)

Jonathan Grey, Clarity
Sandy Gross, AFCO Electronics
Mark Mellenger, Attendant to Mussie Gebre

Co-Chair, Brian Winic, called the EPAC meeting to order at 10:05 AM. 
I. Administrative Business 

A. Introductions

The Committee and audience members introduced themselves.

B. Agenda Modification and Approval. 


The Agenda was approved without modification. 


1. Review of Emergency Evacuation Procedures




Vanessa Flores took the Committee through the evacuation procedures. 
C. Review of Minutes from Previous Meetings


The Meeting Minutes from EPAC’s Individual Business meeting were approved without correction.
II. CPUC Update
Linda Gustafson reported that tmdgroup will be running a northern California TV campaign from January 21 to February 3, and said that the campaign will feature the Program’s direct response spots in English and Spanish while the California Phones spots will be presented in Cantonese and Mandarin. She added that the ongoing community guides’ ads in English, and the DMV ads in English and Spanish, will continue running through February.

Regarding the DDTP budget resolution for FY 2014-15, Linda said that the resolution was voted on by the Commission on October 3, 2013 and the resolution T-17405 maintains a budget of $63.1 million. She informed the Committee that the Communications Division (CD) will be speaking to TADDAC during their January meeting to provide further detail on the budget as it related to requirements that the Department of Finance has for CD in the budgeting process. She said that CD plans to brief EPAC on the matter soon after. 
Linda said the Commission is set to vote on the proposed Rulemaking for lifeline on January 16, 2014.  She said CD will update the Committees after the vote takes place and informed the Committee that a short CPUC News and Public Information Office summary is available at the back of their CPUC Update handout if they’d like a description of some of the issues involved in the proceeding. 
Regarding Speech Generating Devices (SGDs), Linda said that the Commission issued the rulemaking in the middle of December and added that one of the requirements is that the DDTP be the provider of last resort in terms of funding for the devices. She explained that this means the Program will procure the entire device in the case that the consumer does not have Medicare, Medicaid, or other resources. Linda said that the proposed decision also addresses supplemental telephone equipment, adding that the supplemental equipment would include tablets. She said CD hopes to move ahead with an SGD pilot, however, a schedule for the roll out still needs to be developed. 
Linda informed the Committee that the SGD decision indicated that there would be a second phase of rulemaking and that this second phase would address whether or not further guidance is required in the administration of the distribution programs that the decision adopts, and whether or not there should be exceptions or expedited procedures for the rules when there is a specific need. Lastly, Linda said this second phase would assess whether or not there is sufficient funding in the Program to cover whatever the demands are in the SGD area and that right now, CD is working with implementation details and hopes to have application by the end of January. 
Linda informed the Committee that CD and CCAF are currently working on developing an iPhone Pilot for the Program. She said that she knows the Committee is aware the procurement process will be challenging and added that CD has been working with the California Department of Technology and The California Communications Access Foundation (CCAF) on the pilot design based on input received from both EPAC and TADDAC. Linda also said that the purpose of the pilot is to determine what kind of distribution model and support system the Program can use, and how to best integrate the pilot with the current program. Linda informed the Committee that staff anticipates rolling out the pilot by the end of the first quarter in 2014, however, she said that the real roll out date depends on how successful staff is at securing the procurement process. 

Linda reminded the Committee that the FCC recently proposed migrating Internet Protocol Captioned Telephone Service (IP CTS) to the states and said that the matter is still pending, but that the Commission along with other states and entities have provided the FCC with their comments on the proposal. 
Regarding the Wireless Program, Linda said that the Program has had many challenges mainly due to the high costs of monthly service plans. 
Linda informed the Committee that the National Deaf-Blind Equipment Distribution Program (NDBEDP) is doing well under the direction of both the Helen Keller Regional Center and Lighthouse for the Blind. She asked new EPAC member Mussie Gebre if he had any further updates on the program’s progress with the Deaf-Blind Community.  Mussie explained that he is currently working on a project under Lighthouse for the Blind called “I Can Connect” and that the purpose of the project is to try and provide equipment to customers allowing them to use text communication with the support of CRS. Mussie added that the challenge is that many Deaf-Blind customers do not have the right technology to access text communication under CRS, which is why most of the technology being used by these consumers and clients is outdated. He said that the program is attempting to bring in different companies using a federal grant to continue to provide equipment to the Deaf-Blind Community. Linda confirmed that the NDBEDP is currently in the second year of the pilot and that staff looks forward to sharing the program’s progress with the Committees soon. 


Linda said that she has been talking to Shelley offline and both agree that a TADDAC/EPAC Joint Meeting in May will be best, as the Committees should have a full board by that time. She said that during the Joint Meeting, CD would like to provide some background in regards to the telecommunications industry and some changes in the industry and how those changes impact some of the equipment and services offered through the Program. 



Brian Winic asked if the pilot will provide consumers with locked or unlocked iPhones, adding that one carrier may not work for all the Program’s customers. Linda said that the initial pilot may be very limited and that CD also understands that the iPhone is not for everyone. She said that staffs’ main objective with the pilot is to keep the Program moving forward. 

Brent Jolley said that he feels the consumers who approached the Program with their comments on the iPhone during the Committees’ October meeting, were really pushing for a mobile device on a general level. He also asked Linda if staff has any idea how many people might benefit from SGDs. 

Linda said that it is difficult to know the exact number of people who might benefit from the device and that the Program will not really know until they begin distributing the equipment. 

Jim Brune asked if the upcoming iPhone pilot will be directed toward both the Deaf and Hard of Hearing Community and the Blind and Low- Vision Community, or just the Blind and Low-Vision Community. Jim also asked if the intention of the pilot is to provide services to those who are low income. Linda explained that staff is still discussing some of these details, however, at this time she does not expect that the pilot will have an income requirement. She added the monthly service costs will need to be paid for by each customer. 

Barry confirmed that the initial pilot is in fact aimed toward Blind and Low-Vision consumers at this time. 

IV. CCAF Staff Reports


A. CRS Reports 


David Weiss said that as many Committee members are aware, IPCTS has been the focus of many changes at the FCC, specifically regarding distribution of IPCTS devices and software provided by various providers. He explained that in the past consumers have been able to download everything they have needed for their equipment from one company and that recently the FCC has now required that companies distribute their equipment at a minimum of $75 instead of for free. David said this fee would be waived only if the consumer was certified under a program that receives equipment from the state for landline equipment. 


David explained that recently one of these companies filed a petition with the U.S. Supreme Court and the court is currently in the process of reviewing the issue. He added that the FCC has agreed to temporarily suspend the $75 charge and has yes to clarify their interpretation of the rule at this time. He said he will update the Committee as soon as new updates are received from the FCC and confirmed that the equipment is still being provided even though decision making on the fee is still taking place.  

Linda said that this this issue has forced the FCC to question how companies should market this equipment as the FCC has established rules prohibiting companies from doing marketing as an incentive. David said that companies can no longer hold a contract with audiologists to promote their particular equipment or device. 


B. Field Operations Report  

Mary Atkins reported on behalf of Jennifer Minore and directed the Committee to Tab 8 in their binders. Mary said that the department held a record number of 40 distribution events in October, and that 447 people attended the events. She added that the Program received 313 new customers as a result of these events.


C. Marketing Report


Mary reported that the Program’s next campaign will be in Northern California, and that the Program will run from January 21st through February 3rd. She explained that the campaign will run the direct response television ads in English and Spanish. She added that the new California Phones ads will run in Cantonese and Mandarin during the same time frame. 

Mary informed the Committee that she will be approaching Covered California partners to see if they would be willing to allow the Program’s outreach specialists to present at the same time. Mary also said that the Marketing department plans to run a two-week television campaign this year along with other marketing efforts.

E. Customer Contact Operations Report


Dave Kehn said that he would like to report on the impact that the direct response advertisements have had on the Program. He referred the Committee to Tab 6, page 1 and said that the new direct response ads ran in October of 2013 and that the Contact Center received 25,881 calls during that period—a 24% increase in monthly call volume over a 12 month average. He said that despite the ads only running for two weeks, the ads generated more calls than the May and June TV campaigns that ran for the entire month. 

He pointed out that only digital ads ran during November which corresponds with the decrease in call volume, and said that the Program certainly sees the impact campaigns have on calls to the Contact Center. 

Dave also reported that the Program campaigned during both September and October, and that during those months the Program distributed 25,827 certification forms and 27,510 certification forms, respectively. He added that the certification forms distributed in October (when the Program ran the direct response ads) was the largest distribution of certification forms that the Program has seen since the tracking of forms began in February. Dave said that the campaign also had an effect on visits to the Programs’ websites, adding that now staff can measure the number of certification forms downloaded from the website, and that in September and October there was a 76% increase of certification form downloads compared to the months with no campaigns.

Dave explained that there is usually a 30 to 60 day lag time between the time the certification form is turned in and when the form is returned to the Program, so the Program always expects to see results over subsequent months. He added that staff will have December’s data soon which will show some of the tail end of the September and October campaigns in regards to certification form returns. 

On a final note, Dave reported the two-week October Southern California campaign seemed to have a large impact on the Spanish-speaking community as Spanish calls were up 54% during October over the 12 month average of incoming Spanish calls. He added that Spanish certification forms also showed an increase of 38%. 


Brian W. asked if Dave knew the average hold time for callers, adding that with these high call increases it’s really important that the Program ensures that there is enough staff to take these calls. 


Dave said that he would get back to Brian about the average wait time, and because of the high volume of calls the Program did see an increase in the abandonment rate and in short calls. He said that this is a concern, but that the Program now plans to better prepare, especially by increasing staff for the next direct ad campaign set to run in late January. 


Dave confirmed that the Contact Center has a telephony platform that systematically records incoming calls, dropped calls, average hold time, abandonment rate, etc. 


Jacqueline Jackson asked Dave if the Program saw revenue savings when switching from the one-month campaigns to the two week campaigns. 

Barry said that when the Program moved to the two-week campaign, purchase costs were reduced by 50%. He added that Tab 6, page 1, shows the abandonment rates didn’t really see an increase during the time that the direct response ads ran, however, there was a high number of calls that weren’t handled, which he said was likely due to calls received after hours. He said that staff is working on developing a way to track after hour calls. 


Jacqueline commended the staff for the wonderful programming and creativity that it took to save 50% of costs for ads and still receive outstanding results. 


Brent asked if Dave could inform the Committee about the status of a fillable online certification form for the websites. Dave said that staff is in constant discussions about how to improve or streamline the process. He explained that there is a survey on the website that asks consumers to explain why they didn’t download a certification form. He said that many responses from consumers indicate that many of them either do not have a printer or do not have a working printer. Barry added that part of the issue with the online application is the state’s requirement for “wet signatures” from both the customer and the certifying agent. He said these concerns surrounding the signature are really what is stopping staff from moving forward with setting up the form electronically. He added that staff is currently researching other possibilities and will inform the Committee once progress is made. 

F. Equipment Report


John Koste reported that staff has made some revisions to the ways equipment is being tested and added to the Program. He explained that staff has set up an equipment room in headquarters to conduct performance evaluations before the equipment is distributed to staff for further testing. He said that there is an analog line and a Voice-Over Internet Protocol (VoIP) line in the room, and that modifications have been made to the way staff measures performance, usability, and quality. He said he will expand on these processes in future reports. 

John agreed to give Committee members a tour of the testing room during the lunch hour. 


D. Consumer Affairs


Dan Carbone said that he’d like to clarify that on page 2 of Tab 7, he is writing about the C4220 phone. He said that customer, Pamela Gelband, will be calling in about the C4230+ phone which was endorsed by the Arthritis Foundation. He said that Pamela has several issues with the phone, one of them being that she feels the phone is too bulky and too heavy. 


Clarity representative, Jonathan Gray said that he has been speaking to Dan for some time about Pamela’s issues and that it seems—especially after reading the letter to the Arthritis Foundation found in Tab 3 of the binder—that she is not happy with the Foundation’s testing procedures and not necessarily with the phone. Dan said that she is upset with the Arthritis Foundation’s testing procedures, but also wants to better understand how the Program chooses phones. He added that the phone works well for some and not for others and said that Pamela would like to explain why she feels the phone doesn’t work well for her and why she believes it doesn’t work well for others sharing her disability. Dan later clarified that the letter to the Arthritis Foundation found in Tab 3 was actually written by Pamela’s husband and not by Pamela herself.  

G. Wireless Report

Mansha directed everyone to Tab 6, page 4 where the number of distributed Jitterbugs is shown. She reported that the Program distributed 384 Jitterbugs in 2013 and 33 Jitterbugs in November. She also reported that the Program has distributed a total of 3 blackberries and that there are nine left in stock. 

Regarding the iPhone pilot, she said the Program is proposing an unlocked iPhone compatible with any Global System for Mobile Communications (GSM), so either AT&T, T-Mobile, or resellers of those providers. She said that the Program will partner with Odin Mobile, however, as the company offers one of the more competitive rates on the market. She said that consumers will still have their choice of provider. Mansha also reported that she has been working with Jacqueline and TADDAC member Tommy Leung on testing the Odin 6. She explained that the Odin 6 is a talking non-smartphone that is accessible out of the box. Jacqueline thanked Mansha for the opportunity to test the phone and said that she had some initial challenges with the device because it didn’t come with instructions in a format that she could utilize. She said that once she got the phone working she found she loved a lot of the features. 

She mentioned that there are two formats for people who are blind or low vision to get free print information. She said that one of those is through the National Federation of the Blind (NFB) news line and the other is through the Library of Congress via a digital recorder. Mansha said that Robert Felgar from Odin Mobile has acknowledged that the user manual is not accessible, and said that Odin Mobile has partnered with National Federation of the Blind to provide the manual via the news line. 

Mansha confirmed that the iPhone model proposed for the pilot is the iPhone 4s, but said that the model is subject to change depending on the time the pilot actually takes effect. 

III. Public Input

At this time the Committee took a call from customer Pamela Gelband, who expressed her concerns with the Clarity phone C4230. Pamela informed the Committee that she is a senior with hearing issues, fibromyalgia and arthritis and she needs a phone that will not only help her hear better, but a phone that is easy for her to hold. She said that the handset is very heavy for her and often falls out of her hands. She added that the volume control wheel doesn’t have any kind of grip so she is unable to turn it with one finger. She also informed the Committee that none of the keypads are rubberized, the instruction manual was not helpful, and that she feels the device is not user friendly. She explained that she has contacted Clarity about her concerns and said that staff there informed her that the device was endorsed by the Arthritis Foundation. She also explained that she has had many talks since with the Foundation to learn why the device has been endorsed when she feels the device is incapable of truly working well for anyone with her type of disability. 


Brian W. thanked Pamela for taking the time to express her concerns to the Committee and explained that it is often difficult to find one piece of equipment that fits an entire disability community’s needs. He promised Pamela that he would connect her with John Koste in the Equipment Department so that Pamela can work with John on finding a piece of equipment that works well with her and so that she can be a part of the equipment testing process. 


Pamela stressed that the Clarity phone itself really needs to be changed and that the Program needs to provide its customers with more options, particular more cordless phone options.  
Lunch

V. EPAC Business


A. Report from the Chair


Brian W. reminded the Committee about the importance of being on time to Committee meetings and about the importance of keeping the required commitment to attend all or the majority of Committee meetings throughout the fiscal year. Brian said that Sharif Rashedi has missed several meetings in a row and said that he believes his absences are negatively impacting the Committee. The Committee agreed to speak to Sharif about his absences at the February EPAC meeting, and to also ask Sharif if he feels he will be able to keep his original commitment to EPAC. 

Sylvia Stadmire said that she’d like to make sure that Pamela’s concerns are addressed as her feedback and support as a customer are valuable. Brent agreed saying that he feels that Pamela should be involved in the Program’s evaluation process.

Regarding the phone call with Pamela, Dave said that the Program just completed field performance testing of six different cordless phone models and that the Program will certainly work with her to get her feedback on these potential offerings. 


Barry said it’s important to keep in mind that if Pamela does test a piece of equipment and finds that it works for her, it doesn’t necessarily mean the equipment will be included in the Program. He explained that the equipment will need to meet the majority of customers’ needs and confirmed that the Program does not make equipment exceptions for individuals. 
B. Review of Action Items List
Action Item # 172: Tyrone Chin will update the Committee on both the outcome of the resolution and the amended definition of basic service and report on how both subjects will affect the program.

Linda suggested that this item was addressed in the CPUC News and Public Information Office Summary attached to the CPUC Update.

After some discussion, the Committee felt they were still unclear about the definition and asked Barry to provide more information. This item was amended and left open. 

Amendment to Action Item #172: Barry will find out if there is a revised definition of basic service and send the results to Patsy Emerson for Committee Distribution.  
After discussing the possibility of adding more Action Items to the EPAC Action Item List, the Committee agreed that they would like to be updated on the iPhone Pilot. Barry said that once staff is certain that the pilot will be funded, he and Mansha will provide the Committee with a presentation on the pilot program. He explained that Mansha created the proposal for the pilot based off of feedback from the Committees, consumers, and the Field Operations staff. He said that the proposal was submitted to CD in November, and that currently staff is waiting to hear from the California Department of Technology for word on moving forward. 

Brent stressed the importance of including more than just persons who are Blind and Low-Vision in the pilot, so that the Program can receive feedback from different disability groups on the same device. Mansha explained that Blind and Low-Vision consumers will participate in the first trial as the Program currently distributed BlackBerry devices for the Deaf Community. She added that the Program is also testing other smartphones for possible distribution. 


Shelley Bergum added that the reason the Program is starting the pilot with the Blind and Low-Vision Community is because CD wanted to start the pilot very small. She said that the iPhone would technically be the first smartphone that the Program has ever distributed, and said that because of this the Program expects there are going to be operational issues relating to evaluation of consumers, user support, and repair of the product. She said that once this initial pilot is in place the pilot will expand to include other disability groups. Shelley also said that the issue is not that the pilot is not funded, she explained that the pilot is funded under Wireless in the Budget that was approved for 13-14. She said that the issue is a procurement issue, as the state does not currently have a mechanism for purchasing Apple products. 

In regards to how downloadable applications will work with the pilot, Shelley said that Mansha has done a lot of research to find out what kinds of telecommunications apps are mostly used or requested by the Blind and Low-Vision Community. She said that the Program will not be able to provide apps that are not telecommunications related and said that Mansha has found two or three apps used often by the Blind Low-Vision Community and included them in the proposal. She said that the process will be the same if the pilot expands to other disabilities.


In regards to other challenges the Program is facing regarding the pilot, Shelley said that the Program can really only provide the device and cannot pay for accessories or the monthly service fees. She said that the most the Program can do is partner with a service provider who provides the lowest costs. 

Jim Brune asked Shelley what will happen if the Blind and Low-Vision Community decides that the iPhone is not for them. Shelley said that if the Blind and Low-Vision Community evaluates the iPhone poorly as a part of the pilot, then the Program will move on and pilot the iPhone with other disabilities. 

After a bit more discussion, the Committee decided that they would like to have Mansha update them on the progress of the iPhone pilot at the same time she provides the Committee with the Wireless Report. 


At this time Brian W. asked the Committee to begin thinking about Program Priorities with Budget Implications as the Committees will need to submit their requests by May. 


While in discussion about rumored new technology, Brian Pease said that he knows someone who uses an SGD and connects the device to his iPad. He added that this person has very limited movement but uses the     iPad device to make phone calls via Bluetooth. He said he feels it’s important for Committee members to know that most manufacturers are thinking of IP and building that into their technology. 


C. Member Reports


Mussie said he has been thinking about ways the DDTP can support persons who are Deaf-Blind to receive more accessible equipment, as most equipment designs are not readily supporting the transition to IP technology. He added that people in the Deaf-Blind Community have very limited choices in technology and added that this is currently a major concern. Brian W. suggested that Mussie speak with John about this issue since John works with vendors. He added that if Mussie has an update on this issue after he speaks with John, he can inform Patsy or Vanessa so that they can add the topic on the Agenda for discussion. 
VI. Future Meetings and Agendas


Brian W. asked Patsy if she knows whether travel restrictions will remain throughout 2014. Patsy said that the fiscal year runs from summer to summer, so at the end of June, the Committees can conceivably propose trips for September, October and November. 

Brian stressed the importance of the Committees continuing to hold meetings offsite and reach out to smaller communities. He urged Committee members to start thinking about some of these underserved or unserved Communities that the Committees should come in contact with. 

New Action Item: Patsy will send the Committee EPAC's reports on unserved/underserved communities.

Patsy informed the Committee that these events take months to plan, so their immediate action is required. She suggested that they consider partnering with organizations already holding conferences so that the Committee can piggy back on the event if possible.


Regarding February’s agenda, the Committee asked Mansha and John to contact Patsy and Vanessa if there vendors interested in presenting during February’s meeting.  


Jacqueline said she would like staff to consider showing the Committees around the headquarters building so that members can get a better understanding for each department. Patsy said that it may be possible for her and other staff members to provide a mini orientation on how the organization is structured and how each department works with the Program. She added that it may be a good idea for Committee members to go through their Committee Member Manuals during a meeting and have Patsy answer questions. The Committee agreed that they would like staff to pursue this as a possibility for their March meeting. 

At this time Brent asked if staff could also look into companies that are developing hardware with the capability to connect to wireless phones. He added that it’s a good idea to begin researching companies who are currently developing this sort of equipment.  Mansha agreed to look into it and added that John is currently testing a Bluetooth neckloop and that she is currently testing a Bluetooth amplifier, so they can continue looking for other accessories compatible with the iPhone or other devices. 

Patsy mentioned that in the past John had written a timeline of upcoming equipment that would be tested in the future. The Committee said they would be interested in seeing a current timeline document at an upcoming meeting. 
   The meeting was adjourned at 2:31 PM. 

These minutes were prepared by Vanessa Flores.
