
FINALIZED MINUTES
1

PAGE  
8
EPAC
May 9, 2014


   Deaf and Disabled Telecommunications Program

Equipment Program Advisory Committee (EPAC)

May 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:
Jim Brune, Proxy for Brent Jolley, Deaf Community Seat
Jacqueline Jackson, Blind/Low-Vision Community Seat

Brian Pease, Mobility Impaired Community Seat
Lenore Presley, Proxy for Mussie Gebre, Disabled Community, Deaf-Blind Seat
Sylvia Stadmire, Senior Citizen Community Seat
Brian Winic, Hard of Hearing Community Seat
EPAC Committee Members Absent:
Mussie Gebre, Disabled Community, Deaf-Blind Seat 

Brent Jolley, 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 Manager
Shelley Bergum, Chief Executive Officer
Dan Carbone, Customer Contact Liaison

Patsy Emerson, Committee Coordinator

Vanessa Flores, Committee Assistant 
John Koste, Telecommunications Equipment Specialist

Jen Minore, Field Operations Manager, Northern California
Barry Saudan, Director of Operations
Angela Shaw, Field Operations Manager, Southern California 

Sherrie Van Tyle, Product Training Specialist 

Michael Walsh, IT Department Manager

David Weiss, CRS Department Manager 
Others Present:
Michele Ahlman, ClearSounds 

Nadine Branch, Attendant to Jacqueline Jackson

Sandy Gross, AFCO Electronics

Sarah Hafer, Attendant to Lenore Presley
Jonathan Gray, Clarity
Co-Chair, Brian Winic, called the EPAC meeting to order at 10:06 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 the EPAC 3/14/14 meeting were approved without correction.
II. CPUC Update

Linda Gustafson reported that the next TADDAC/EPAC Joint Meeting will be held on June 27th 2014 and that topics to be discussed include: Text to 911, the National Deaf-Blind Equipment Distribution Program (NDBEDP), and Program Priorities with Budget Implications. She said that the Communications Division (CD) is working with CCAF staff to finalize the agenda. 


Regarding Program Priorities with Budget Implications, Linda informed the Committee that they could find examples of the Committees’ Program Priorities for fiscal year 14-15 in tab 3 of their binders. She highlighted some of the major items that TADDAC (along with input from EPAC) considered as priorities for the 14-15 fiscal year such Speech Generating Devices (SGDs) and the Wireless Program. She mentioned that the Program is going through a bit of a transition in regards to looking at equipment that can operate in both a landline capacity and in an IP environment but emphasized that the Program’s focus is still landline equipment. 

Regarding SGD’s, Linda said that the Commission has asked CD to look into “SGD-like” devices such as tablets. She added that CD anticipates that there will be a pilot involving the nondurable medical equipment in the future, and that all information regarding SGD’s can be found on the Commission’s Website. She said that during the day’s meeting EPAC should work on organizing their suggestions for the Program Priorities list so that the list can be sent to TADDAC for review at their May 23rd meeting, and so that TADDAC can be prepared to send the final Program Priorities list to CD in June. 

While in discussion of the Program Priorities with Budget Implications, Brian W. informed Linda that the Committee has been concerned with the frequent changes in their meeting schedule, adding that the Committee has requested to meet ten times a year but has had several canceled meetings or has had meetings linked with TADDAC. Linda said that CD considers Joint TADDAC and EPAC Meetings to be beneficial to both Committees as well as to CD, but suggested that EPAC voice their concerns in their Project Priorities list. 

Linda continued with her report and provided the Committee with brief updates on Marketing, the iPhone pilot, FCC proceedings, CRS, and the National Deaf-Blind Distribution Program (NDBEDP). 


When discussing the NDBEDP, Lenore Presley informed the Committee that the program was granted a third year of funding by the FCC. She added that the Program was granted $870,000 for their second year, but said that the amount was not enough to support the population of Deaf-Blind persons who need equipment. She said that the Deaf-Blind community is discussing the possibility of addressing Congress to request more funding. Linda thanked Lenore for the update.


At this time, Brian Pease mentioned that he contacted Linda about his recent exchange with AT&T, saying that the company was encouraging him to upgrade his phone service from traditional landline to the new U-Verse digital service. He said that he was going to make the switch when he remembered the discussion surrounding 911 at the last Joint Meeting. He said that it is imperative that 911 know his location in the case of an emergency and said that if U-Verse does not have the capability of connecting to 911 the same way that landline phones do, consumers need to be told that 911 works differently with this service. He also said that when he questioned AT&T about the difference, the employees weren’t sure. He said that he would like to ask the CPUC to require that these companies inform their customers about the difference. Linda asked Barry Saudan to comment. 


Barry said that his understanding is that a service like U-Verse provides the location of the caller to 911 in an emergency as long as the service is active. He said that the issue occurs if the caller loses power unless the caller has backup equipment. Barry also said that there are several pieces of equipment that require battery backup in addition to the phone, which, Barry said, seems to be the key piece of information that many carriers are not providing their customers. He said he feels it should be mandatory that providers provide this level of information to their customers, also adding that if a customer requests backup equipment from AT&T, it is his understanding that they charge their customers a one-time fee of around $150. 


Dave Kehn said that the Program struggles with Voice Over Internet Protocol (VoIP) enabled equipment because a lot of customers have switched over to the service and, because the service is both not regulated in terms of quality and not a part of the Program, the Program finds that it is very hard to predict how the equipment will work when using that service. He said that the Program decided to add dedicated VoIP lines for internal testing, however, the internal testing only replicates the internal connection and is obviously not representative of every other connection in the state where the levels of service vary. The Committee continued to discuss their individual experiences with VoIP and their concerns about the quality of the service, its access to 911, and the disclaimers Committee members feel should be given to customers in regards to these issues. 

Brian W. mentioned that former EPAC member Richard Ray is very involved with 911 issues at the federal level and said that he feels it would be very valuable for the Committees if Richard attended the meeting in some capacity to share his knowledge on the subject. After discussing the possible ways Richard may be able to provide an update, it was decided that Brian W. would contact Richard to see if he is interested. 

New Action Item: Brian Winic will contact Richard Ray to find out if he is interested in being a part of the Text to 911 discussion at the June 27th Joint Meeting.  
III. DDTP Department Orientation

Northern California Field Operations Manager Jennifer Minore and Southern California Field Operations Manager Angela Shaw provided the Committee with a detailed summary of the department’s responsibilities and procedures. Jennifer and Angela also gave a video presentation similar to the presentations provided by Outreach Staff at public events. The video provided background on the Program, information on available equipment and described the process for enrolling in the Program. After the video Jennifer confirmed that the Program allows for over-the-phone assessment and in the case that a customer cannot participate in an over-the-phone assessment, she said that there are email and Web Chat assessment options available. She added that all this information is provided to the customer in their approval letter or phone call. 

Sandy Gross commended the video and asked about the video’s intended audience. Angela said that the video is currently on YouTube and is not directed to any specific audience but is made available to anyone or any agency. She added that the video is new and said that the Program is still deciding how to utilize it. Jennifer also confirmed that the Service Centers do not have public phone numbers or email addresses because Service Center staff is available to help walk-in customers. She added that the Contact Center can be contacted via email and/or a field advisor can come out to the customer’s location.

Jacqueline Jackson commended the San Diego Service Center staff for their attendance at so many San Diego community events. Angela said that all of the Service Centers recently held Health Fairs where other community agencies attended and people from the community learned more about the Program and about other helpful programs. She said that staff found these events to be positive experiences where even the agencies who attended as vendors left with information about the Program.
IV. PUBLIC INPUT  

 There was no public input at this time. 
V. CCAF Staff Reports
A. CRS Reports

Shelley Bergum referred everyone to Tab 4, page 1 where the CRS Reports could be found. There were no questions on this report.

B. Field Operations Report 
Jennifer reported that in Tab 8, page 2 there are several photographs documenting the resource fairs that recently took place at a few of the CTAP Service Centers. She said that there were about 75 people in attendance at the Fresno and Berkeley Service Centers’ resource fairs, and that there were hearing screenings held at both. She said that a lot of new customers were added to the Program as a result of these events. 
Jennifer confirmed that the Redding office is open two days a month and that the Center sees between 10 and 20 customers a day but has seen as many as 30. She said that the Center does not currently have the capacity to open more days but said she feels that if it did, traffic might increase. 
Brian asked if Jenifer feels that Redding could use more marketing. She said that more marketing is always welcome, but added that marketing to small communities can be costly and that marketing is often better off directed towards places with larger populations mostly for cost reasons. She said that she suspects there are a lot of other, smaller communities that need the Program’s attention more than Redding, adding that there are less certifying agents in these smaller areas and so it is therefore more difficult for those who’d like to be a part of the Program. 
C. Marketing Report 

Mary Atkins reported that CD has approved running ten two-week campaigns and said that the plan is that there will be a TV campaign every month except for July, November and December 2014 and January, February and March of 2015. She said that the next campaign will begin on May 12th and run to May 25th and with approval, the following campaign will run June 9th through the 22nd in northern California. 

Mary informed the Committee that since the barcode tracking of certification forms began, March 2014 brought in the highest number of calls and the largest number of distributed certification forms. She said that calls to the 800 number increased 200% over the last southern California campaign and 15% over the last northern California campaign. She added that April 2014 showed the second highest number of calls and the highest number of what staff calls the “gross customer additions”, and that number was 2,384. Lastly, Mary reported that the highest number of downloaded Web certification forms was in November 2013 with a total of 471 downloads. 
D. Consumer Affairs Report
Dan Carbone referred everyone to Tab 7, page 1 of the EPAC Binder. Dan informed the Committee that TADDAC has plans to draft a letter of complaint regarding the quality of CapTel service. Dan also reported that he went on a ride along with Field Advisor Robyn Roberts and that three out of four customers were experiencing issues with their VoIP. Barry explained that when a customer converts to U-Verse from analog, a physical connection to the house is changed from copper to fiber optic or a broadband cable connection and the in-house wiring remains the same. He said that the customer is also given an ATA converter which is an analog telecommunications adapter. 
Referring to Dan’s report, Brian W. pointed out the mention of 12 customers who requested an answering machine. Dan said that those 12 customers are just from the past month and that customers are requesting answering machines all the time. Brian asked about the status of answering machines being distributed by the Program, saying that he knows, about a year ago, the Program distributed equipment with an answering machine and that many customers were having issues with the answering machine breaking.  Dave said that the Program certainly looked into stand-alone answering machines, but said that one of the requirements for it to be available for distribution is that it has to have at least two accessibility features. He added that staff is also having trouble finding one at a price in line with the budget of the Program. He said that there are many other challenges that accompany answering machine distribution, including distribution control while avoiding discrimination. He explained that many customers gravitate towards the phones in the Program that have answering machines, even if that phone is not the best fit for their disability but said that the staff will however, continue researching the product. 
Shelley confirmed that a recommendation for the stand-alone answering machine was made to CD a little over a year ago, and said that as Dave mentioned, it has been difficult for them to evaluate the recommendation for many reasons. She said that one of the biggest issues is that staff cannot think of any disability group who would not benefit from an answering machine to assist them with accessing the telephone and that they should therefore be made available to all disabilities.

 Shelley continued to discuss the expense of the equipment and the CPUC’s reluctance to purchase a high cost piece of equipment that is available to every customer in the Program. She stressed that this is an area where staff could really use EPAC’s help.  She encouraged Committee members to help staff think of a way to communicate to the CPUC a more cost effective solution to distributing the device. She suggested that EPAC think about placing the item on their agenda for future discussion. Brian W. said that he would be willing to work with John Koste and his team to find out what answering machines they have available and what disabilities they target for their answering machine equipment. 

ClearsSounds representative Michele Ahlman said that she believes there are cost effective answering machines available through ClearSounds that are around $30. 

New Action Item: John Koste will look into cost effective answering machines for potential Program distribution.  
E. Customer Contact Operations Report 

Dave said that Mary already touched on the high numbers received in March and added that during March the Contact Center received almost 32,000 calls which is a 63% increase over the prior month. He said that this is the highest amount since 2010, and that over 26,000 certification forms were distributed in March alone. Dave continued to share with the Committee the high numbers the campaign brought in for the Program, and finished his report by thanking all those involved with Marketing and Outreach for what resulted in an outstanding month for the Program. 

G. Wireless Report
Dave also provided the Wireless Report for the Committee and directed them to Tab 6, page 4. He said that the Program has distributed 35 Jitterbugs, 17 of which were orders through the Contact Center and 16 which were orders form the Service Centers. He said that the Program did not distribute any BlackBerries for the month of March and said that the Program usually distributes between 30 to 35 Jitterbugs per month. Dave confirmed there are 9 Jitterbugs currently in inventory and that no further orders will be made. 
Lunch

F. Equipment Report

John referred the Committee to Tab 3, page 28, where they could find information on the Ampli500+. John explained that the Ampli500 has been in the Program since 2007, and has consistently been one of the top 5 most distributed phones in the Program on an annual basis. He said that the manufacturer has now stopped production of this model and will replace it with the newer version, the Ampli500+. John passed the older and newer equipment models around to the Committee while going over some of the newer model’s features.
During this discussion John clarified that staff evaluates a product through both internal and external testing and that testing is usually done on no more than two pieces of equipment at a time. He also explained that external testing is not normally done on replacement equipment, instead, staff relies on customer feedback to ensure that the equipment is meeting their expectations. 

John said that the Ampli500+ is $10 more than the Ampli500 but explained that the phone received a higher score during testing and said that he expects customers to be happy with the change. After some further clarifications on the phone’s features, the Committee decided to vote.

Motion: Sylvia moved that EPAC accept the Ampli500+ into the Program as a replacement for the Ampli500. The motion carried. 

For the second part of his report, John referred the Committee to Tab 3, page 38, where information on the ClearSounds Quattro 4.0 (a Bluetooth neckloop) could be found. The neckloop was passed around, and during this time, Brian W. asked Michele if she could provide the Committee with some information on a clip that will be included with the neckloop.


Michele explained that the clip allows the removable microphone to be attached to the clothing of the user and that the mic is intended for the speaker to transmit sound to the neckloop. She said that the clip will be included in every package at no additional cost. She passed the clip around. 


As a user himself, Brian W. shared his opinion on the equipment to the Committee and went over some of the equipment’s features. John provided the Committee with information on how the product did when it was tested, explaining that the equipment was tested by different Hard of Hearing groups, particularly those interested in moving away from landline technology, and said that the equipment received very positive feedback. He also informed that Committee that most testers were not current CTAP customers but that 70% said that they would be keen on joining the Program if this device was distributed. He added that the equipment received a weighted score of 87% from customers, and said he believes that the score is the highest score ever seen under the testing formula. After a bit more discussion on the features of the neckloop, the Committee decided to vote. 
Motion: Jacqueline moved that EPAC accept the ClearSounds Quattro 4.0 into the Program. The motion carried.  

Jacqueline said she feels distributing this equipment will allow the Program to expand the CTAP Program to a younger and more technologically savvy demographic. 
Dave explained that this equipment will be considered a device and said that its purpose is to reach a new group of customers who are largely committed to wireless devices. Brian W. said that he wants to ensure the Committee understands that the device is Bluetooth and can work on landlines if they are Bluetooth enabled and of course, on wireless devices with Bluetooth capability. Dave said that while the Program does not currently distribute Bluetooth enabled landline phones, it is something that staff will be looking into. The discussion then centered around types of Bluetooth enabled landline phones and adapters that are available to make landline phones Bluetooth capable. Michele confirmed that the Bluetooth working range is 30ft.
John explained his process for determining how many of pieces of equipment to order after approval is given on the equipment, explaining that staff always ensures that there is at least 90 days of inventory. 

Barry explained that when it comes products the Program doesn’t normally distribute, demand can be hard to determine and so staff tends to accompany new products with rollout plans so that there can be some sort of set idea of what demand will be. 
VI. EPAC Business

A. Report from the Chair 

Co-chairs Sylvia and Brian W. had nothing to report. 

B. Action Item List
Action Item #190: Brian Pease and Brent Jolley will continue to work with Patsy Emerson to identify a site/venue in Santa Rosa for a potential offsite meeting. 


The Committee took some time to discuss why they initially chose Santa Rosa as the city in which to hold their offsite meeting. Patsy reported that after analyzing census data she and staff decided to suggest the Committee reevaluate their offsite city choice. 

The Committee members and staff spent a considerable amount of time reviewing information for California cities in regards to underserved locations that would benefit from the Committee’s visit. 

The Committee decided to amend this action item to reflect their decision to spend more time evaluating underserved areas in California. 

Amended Action Item #190: Brian Pease and Brent Jolley will work with Patsy Emerson to research underserved areas to hold a possible offsite meeting in October.

Both Dave and Barry agreed to assist in the research. 

VII. Future Meetings and Agendas


The Committee discussed whether or not to hold interviews for EPAC’s vacant Deaf Seat on June 27th. Patsy informed the Committee that they may have some time to conduct interviews as the Joint Meeting Agenda is not as full as the Agenda was for April’s Joint Meeting. The Committee discussed the possibility of holding another meeting on June 6th but ultimately decided to try and conduct all necessary and urgent EPAC business during EPAC’s two-hour split from TADDAC during the June 27th Joint Meeting. 

VI. EPAC Business (continued...)

C. Projects and Priorities with Budget Implications
Sylvia and Jacqueline said that they would like to stress the importance of holding an offsite as well as the Committee’s promised ten meetings a year. 
The Committee reviewed the TADDAC and EPAC Program Priorities for fiscal year 15-16 and decided to also add their request to hold a meeting at CSUN in 2015.
 The Committee decided that they would also like to stress their continued endorsement of landline phones while still advocating for the research, testing and implementation of newer technologies. 
After continued discussion, the Committee decided to send Patsy any more items they feel should be listed as a priority on EPAC’s list so that she could organize and compose the list before TADDAC’s May meeting. 

D. Committee Member Equipment Update
The Committee felt this item was covered during John’s Equipment Report. 

E. Member Reports

Brian W. shared his concern for the time it is taking to roll out the iPhone Pilot but said that he is hopeful that the pilot will bring about new possibilities for the Program. 
VII. Future Meetings and Agendas (continued...)

Patsy confirmed that Shelley and Linda have been working on the June 27th Joint Meeting Agenda and, as Linda stated earlier, some of the topics on the agenda include: 911 issues, a NDBEDP update, and a finalizing of the TADDAC and EPAC Program Priorities with Budget Implications for fiscal year 15-16. 


Brian W. mentioned that he would like John to look into coordinating a presentation on a stand-alone answering machine. 
Clarity representative, Jonathan Gray said he would confirm with either Dave or John about whether or not Clarity would like to make a presentation at the Joint Meeting. 
The meeting was adjourned at 3:40 PM. 

These minutes were prepared by Vanessa Flores.
