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Deaf and Disabled Telecommunications Program

Equipment Program Advisory Committee (EPAC)

January 9, 2015
10:00 AM to 4:00 PM
Deaf and Disabled Telecommunications Program, Main Office

1333 Broadway St., Suite 500, Oakland, CA 94612
The Deaf and Disabled Telecommunications Program’s Equipment Program Advisory Committee (EPAC) held its monthly business meeting at the DDTP Main Office in Oakland, California.
EPAC Committee Members Present:
Keith Bonchek, Deaf Community Seat

Jacqueline Jackson, Blind/Low-Vision Community Seat
Tom Mentkowski, Hard of Hearing Community Seat

Brian Pease, Mobility Impaired Community Seat
Lenore Presley, Proxy for Deaf-Blind Community Seat

Kenneth Rothschild, Deaf Community Seat

Sylvia Stadmire, Senior Citizen Community Seat
Brian Winic, Hard of Hearing Community Seat
EPAC Committee Members Absent:
Mussie Gebre, Deaf-Blind Community Seat
EPAC Non-Voting Liaisons Present:

David Kehn, CCAF, Customer Contact Operations Manager

EPAC Non-Voting Liaisons Absent: 
Tyrone Chin, CPUC, Communications Division
CPUC Staff Present:

Nazmeen Rahman, Senior Regulatory Analyst  
CCAF Staff Present:
Mary Atkins, Marketing Department Manager
Dan Carbone, Customer Contact Liaison
Emily Claffy, Committee Assistant
Patsy Emerson, Committee Coordinator
Jennifer Minore, Field Operations Department Manager, Northern California

Barry Saudan, Director of Operations, acting Chief Executive Officer

Michael Walsh, IT Department Manager

David Weiss, CRS Department Manager 

Others Present:
Nadine Branch, Attendant to Jacqueline Jackson
Alex Mentkowski, public

Jamie Vandenbergh, Clarity
Co-chair, Brian Winic, called the EPAC meeting to order at 10:00a.m.
I. Administrative Business

A. Introductions 

At this time, the Committee Members, CCAF staff and CPUC staff introduced themselves to the audience.
B. Agenda Modification and Approval
The agenda was approved with the modification of discussing the Recap of the Yuba City Offsite Meeting during the morning session of the meeting, following the CPUC Update, instead of during the afternoon session under EPAC Business.
1. Review of emergency evacuation procedures 
Patsy reviewed evacuation procedures with the Committee.
C. Review of Minutes from Previous Meetings
Minutes from the Joint Meeting held November 14, 2014 were approved without correction.
II. CPUC Update 

Nazmeen Rahman, Senior Regulatory Analyst at the California Public Utilities Commission (CPUC), reported that the CPUC voted on the (Deaf and Disabled Telecommunications Program (DDTP) Budget Resolution for Fiscal Year 2015-16 on November 6, 2014 with consideration of Program priorities with budget implications for fiscal year 2015-16 as expressly identified by TADDAC and EPAC. The DDTP Surcharge Resolution was voted on December 18, 2014 by the CPUC. The new surcharge level is .5%, effective February 1, 2015.
Regarding DDTP Contracts and Requests for Proposals (RFPs), Nazmeen reminded the Committee and audience that all DDTP contracts are with the CPUC and are all competitively bid and rebid pursuant to state contracting and procurement rules. She stated that there were two RFPs released by the CPUC during quarters three and four of 2014. The first RFP was for the Equipment Processing Center (EPC) which was released in July and has since been awarded to Communication Service for the Deaf, Inc. (CSD). The second was for the California Relay Service (CRS) contract which was released on September 25, 2014 and is pending selection and award. Both contracts will be in place by June and July of 2015.

Regarding Program marketing campaigns, Nazmeen said that two-week television campaigns have been approved for January 5th through the 18th of 2015, February 17th through March 2nd of 2015 and March 16th through 29th of 2015. These campaigns will alternate between southern and northern California. She added that English and Spanish campaigns are direct response and Cantonese and Mandarin campaigns are California Phones spots.
Regarding Speech Generating Devices (SGDs), which are durable medical equipment, Nazmeen stated that the CPUC/DDTP has received over 54 applications for DDTP SGD funding of which 50 have been approved. She added that applications can be found on the CPUC website and reminded the Committee and audience that DDTP is the funder of last resort after applicable public and private insurance. Applicants must be assessed by a speech language pathologist. In response to commission decision 13-12-054, implementing Assembly Bill 136, Nazmeen said the Communications Division (CD) provided a report on the six-month status of SGD distribution on July 31, 2014. CD continues to plan a trial of supplemental telecommunications equipment identified as nondurable medical equipment, SGD-like devices, such as tablets.
Per Kenneth Rothschild’s question, Nazmeen stated that the surcharge increased from .2% to .5% and asked that he refer to Surcharge Resolution 17458 to find the justifications for the increase.

III. Public Input

There was no public input at this time.

Brian Winic then moved on to recap the outcome of the Yuba City Offsite Meeting held by EPAC in October 2014 with the Committee and CPUC staff. Brian W. stated that he thought the Senior Center where the meeting was held was a great location with the right audience for the Program. He said that he thought the delay in approval had a negative effect on the outcome of the meeting and stated that the absence of the center’s manager was detrimental as well. Brian W. stated that the Committee has had many successful offsite meetings in the past and hoped that the turnout of the Yuba City meeting would not negatively affect the Committee’s ability to hold other offsite meetings in the future. 

Lenore Presley expressed concerns about Yuba City not being accessible to the deaf-blind community and suggested holding future offsites in locations that were more accessible transportation-wise and ultimately less rural. Brian W. expressed his understanding of Lenore’s comment but added that the purpose of offsite meetings is to reach underserved areas which are typically areas where people have issues with transportation and thus are less likely to utilize the DDTP’s services. 


Sylvia Stadmire added that she thought not enough public relations and outreach was done in the community to promote the meeting. She noted that the publication distributed by the Senior Center was no longer being produced but the Committee was unaware of it until meeting day. Sylvia said she thought the meeting was held in a good location as it was located in downtown Yuba City and that the agenda was well prepared. 


Per Tom Mentkowski’s question about public relations efforts for the meeting, Patsy Emerson explained how Yuba City was selected as the location and the issues she faced coordinating with staff at the Senior Center. She explained that some advertising efforts were done through the California Communications Access Foundation (CCAF) Outreach Department who notified people nearby of the meeting who were pre-certified through the Program but had not yet received any equipment. Flyers advertising the meeting were distributed by Committee Members, through regular mail and also email.

Patsy clarified for Nazmeen that planning for the October meeting began in early September. Nazmeen stated that it seemed as though timing was the issue and that a month was not enough time for outreach and advertising efforts to be successful. She concluded based off the feedback from the Committee and from Patsy that offsite planning needs to start well ahead of schedule. 


Jacqueline Jackson recommended that approval for offsite meetings should occur well in advance so that proper advertising can be done. She also asked for additional information regarding the budget parameters for offsite meetings in comparison to regular committee meetings so that, with advance approval, the Committee could work within said budget parameters and host a successful meeting.   

Kenneth then suggested that the Committee ask for equipment donations to raffle off at future offsite meetings to attract a larger audience. Brian W. explained that they had done that in the past but stopped because it is a violation of CPUC regulations.


Keith Bonchek and Brian W. then discussed hosting a future offsite meeting at a 55 and over senior community. Keith stated that he lives in this type of community and has found that many people in these groups don’t seek additional resources either due to their own egos or lack of equipment knowledge. They discussed a specific senior community by the name of Leisure World to which Lenore inquired about the accessibility of transportation to the site. Keith stated that he believed the site was accessible but that he would find out for certain. Kenneth expressed his understanding of Lenore’s concern over accessibility but added that, while transportation is easier in bigger cities, the purpose of offsite meetings is to reach out to people specifically in remote areas who need the services the Program offers. He stated that it is up to the Committee to work out their transportation needs so that the underserved areas in California can be reached.

Sylvia and Brian Pease then shared that the Yuba City Senior Center was accessible and that there were public transportation and supplemental paratransit options within Yuba City that were near the center as well. 

Brian W. suggested adding an announcement of future offsite meetings in the Program’s commercials for the areas near the proposed meeting. 
IV. CCAF Staff Reports

A. CRS Report – David Weiss
David Weiss directed the Committee to Tab 5 of the binder where the Captioned Telephone Report is kept. He noted that the call volume numbers for October 2014 have dropped compared to the numbers for October 2013 and stated that this may be due to the increasing number of people who have had their analog lines converted to digital lines which are not compatible with the 840 model of CapTel. David stated that the 840i model is compatible with the digital line but is not currently offered through the Program.

Brian W. asked if the drop in numbers could be due to other technological options such as Facetime. David stated that that could be the case and expressed his desire to get more data from the FCC since they have data specifically about providers of Internet based services. He said that we cannot have access to the data since it is proprietary information but said it’d be useful to compare what’s going on in California to other places. David added that when looking at the numbers month to month, we see an increased number of consumers getting Internet based telephones. He said that they have received verification that the analog lines are being switched to digital and that when this occurs people are able to get free equipment from the specific company that they use for caption telephone. David said they’ve seen about 50 requests per month related to that.

Per Brian W.’s comments about people who are deaf using voice features to communicate on their devices, Lenore stated that this option is not beneficial for people who are deaf-blind and do not use their voice. She said it is important to consider services that are effective for everyone. David expressed his agreement and added that it can be a challenge to keep up with advancing technology and to find options that suit all needs. He said that they continue to encourage providers and vendors to develop new technology.
B. Field Operations Report – Jennifer Minore

Jennifer Minore directed the Committee to Tab 8 to review the Field Operations Report. She pointed out photographs of Kendra Polucha assisting a customer at the Braille Institute in Los Angeles and of Lucero Villegas giving a presentation in Salinas. She stated that both employees are fairly new hires who are stationed in areas that are less traveled and farther from the full-time service centers. Kendra is based in Santa Barbara and Lucero is based in Salinas. 


Per Kenneth’s question, Jennifer stated that an IFOS is an Itinerant Field Operations Staff Support person who does outreach work, field advisory work and fills in in the service centers as customer advisors too.  


Tom shared his experience as a hearing aid dispenser and asked if the DDTP has any feedback program to track customer satisfaction. Brian W. informed Tom of the troubleshooting support group offered through the Program and asked what issues he’s noticed users experiencing. Tom said that sometimes the equipment is too complicated for the users. He also stated that he thought asking the customers to demonstrate that they can actually use their phone before leaving with the equipment would be beneficial. Brian W. stated that at offsite meetings and in the service centers, customers use the phones that are available and are shown how to set them up and use them before they walk out of the door. Brian W. added that if equipment is shipped to a customer, there is phone support available to help them as well. 

Jennifer added that sometimes people choose phones that they have difficulty using because they come with added features that the consumer wants to use. She said that while the phone consultation services are great, it is less likely that a user would call for help when they are struggling to use the phone in the first place. 


Per Keith’s question, Jennifer stated that they are in the process of having a few troubleshooting videos approved to post to the Program’s YouTube channel. She thought three were created last year and shared that they plan to create three more within the next six months. She explained that they chose which pieces of equipment to cover based on which pieces customers report having the most trouble using.


Per Lenore’s question, Jennifer stated that the DVD demonstrations are all captioned. She ensured Lenore that as these efforts are expanded and more users are watching the videos, the Program will be able to create videos in American Sign Language (ASL). She added that the majority of equipment distributed is for people who are Hard of Hearing who don’t generally use ASL, so captioning and audio options are likely reaching the most people first. 

C. Marketing Report – Mary Atkins

Mary Atkins directed the Committee to Tab 9 in the binder to review the marketing report. She stated that a northern California campaign has been approved to run from January 5th – 17th. She pointed out that when a campaign is running, call volumes increase. She stated that a southern California campaign has been approved for February 17th – March 3rd and that the final approved campaign will run the last two weeks of March in northern California. 


Per Brian W.’s question, Mary stated that they are unable to promote offsite meetings on television campaigns due to budgetary and time restraints but stated that they can promote on both websites. Mary suggested working with Jennifer to see if some interviews could be coordinated in the appropriate areas prior to an offsite meeting. Tom suggested posting announcements in the Hearing Loss Association of America’s monthly magazine and agreed to pass along the contact information for the association to Mary.

The Committee briefly discussed the use of PSAs to advertise offsite meetings, the Program’s potential use of social media and potential product presentations in coordination with the Department of Rehabilitation. 

D. Consumer Affairs – Dan Carbone
Dan Carbone directed the Committee to Tab 7 to review the Consumer Affairs report. He stated that the Fortissimo, available to people with mobility impairments, recently replaced the RC200 phone. He said that field operations staff and customers have been reporting various problems with the Fortissimo which the manufacturer, Clarity, is looking into. Dan stated that the phone has become victim to the recent analog to digital conversion. He said that the Fortissimo is made of the best available analog parts on the market at this time.

Barry reported that Clarity has decided to cancel the Fortissimo with no replacement. He stated that the Program will be challenged by not having any phone of its type available for people who have mobility impairments.


Dave Kehn reminded the Committee that they received a presentation from Serene Innovations at the Joint Meeting held on November 14, 2014 for a remote speaker phone. He added that he hoped the company would be able to deliver the device by their anticipated release date so that the equipment could be evaluated as a potential replacement for the Fortissimo. Per Barry’s suggestion, Dave explained that the Program was able to procure approximately 16 months’ worth of inventory based on current rates for the Fortissimo.

Brian W. pointed out that some Fortissimo’s have been found to be initially defective and asked how the Program will know if their inventory is defective. Dave explained that Clarity has a warranty period for products that are discontinued. They look at the number of incidents per phone and predict how many warranty replacements they will need which are then reserved for the Program.

Kenneth asked Dan if he had anything to add about the obsolete TTY’s mentioned in the report to which Dan indicated that they tend to recommend customers who still have the devices to either return them or use them as a backup if they still have a landline. Dan also explained for Kenneth that the Program strongly encourages customers to return the equipment which is part of their customer agreement. Dan explained the steps the Program takes if they notice a customer with a pattern of not returning their devices, including suspension from the Program.

Keith, David and Barry discussed the usage of TTYs, noting that the amount of customers using TTYs has decreased dramatically but that there are still people who use them. 
Lenore shared her frustration with the telebraille device that she can no longer use due to the conversion of analog lines to digital. Kenneth urged the Committee to address the issue. Lenore added that Purple closed in the fall and noted the impact on IP relay users. She also noted Mussie Gebre’s efforts to have those services expanded. 

E. Customer Contact Report – David Kehn
Dave stated that the two week southern California campaign fueled over 31,000 inbound calls received at the Contact Center in October making it the second highest month over the past 12 months. October also saw 2,451 equipment orders processed at the EPC warehouse. In the certification barcode report, Dave pointed out that 27,971 certification forms were distributed in October which is the single largest distribution month seen since tracking began in February 2013. For October, Dave stated that distributions were up 20 percent from September and website downloads were up 11 percent. He added that there were 709 certification forms distributed in Vietnamese which is more than double the average. He credited the increase to the outreach efforts of the Field Operations Department. There were 2,779 certification forms returned in October which is the second highest amount of returns since the barcode tracking method began. He explained for the new Committee Members that the hope is that the calls and certification forms result in new customers being added to the Program. Dave pointed out that 2,617 customers were added in October. 

Per a question from Brian P., Dave explained that the percentage of inbound calls handled represents calls that were actually conducted to an agent. He explained that not all calls are handled because sometimes people call when the offices are closed or their question is answered in the Interactive Voice Response (IVR) menu. He added that after-hours calls, abandoned calls and short calls are all answered in the IVR and are therefore not considered handled calls. Dave clarified for Brian P. that a short call would occur if a caller hangs up before being put on hold to speak with an agent and perhaps realized they called the wrong number. Abandoned calls are those where the caller is waiting to be connected to an agent but then hangs up before being connected. 
F. Equipment Report – John Koste

Dave informed that Committee that John Koste intended to present them with a new signal ringer currently being evaluated but unexpectedly became ill. This agenda item was skipped.

G. Wireless Report – David Kehn
Dave directed the Committee to page 4 of tab 6 to the Jitterbug distribution report and said that 32 Jitterbugs were distributed through the Program in October which is slightly lower than the 12 month average. He stated that no Blackberrys were distributed. Dave informed the Committee that CCAF is currently evaluating a non-smartphone cellular device called the Odin VI. He stated that the device has more voice back features than the Jitterbug. The phone could be an option for people who don’t need or want a data plan. Dave stated that he hoped to have the results by EPAC’s meeting in February.

Regarding the iPhone pilot, Dave stated that the Program has distributed 19 of the 32 iPhone 5Cs. The participants for the remaining phones have already been identified so the Program is no longer adding more people to the pilot. A waitlist has been started in case the identified participants aren’t able to get certified or they back out. Dave said it is anticipated that the remaining 13 phones will be distributed by the end of January. He added that participants who received their phone early during the pilot period have reached the 30-day mark so, they will be asked to fill out surveys which will provide feedback to the Committee, the CPUC and CCAF.

Per Lenore’s idea to contact people who are deaf-blind who might not have qualified for the federal program so they can be involved in the testing of the iPhone 5C, Barry explained that CCAF has partnered with a number of Community Based Organizations (CBOs) for the pilot for training and distribution purposes. 
Lunch 11:45 a.m. – 1:00 p.m.
          Dave found a sample of the Odin VI and passed it around to the Committee. He stated that the phone has a slide feature and talk back feature. Jacqueline said that it was the first phone she didn’t have a learning curve with and that the phone spoke everything to her. Barry added that service plans with Odin start at $10 per month and offer about three times more talk minutes, data and text compared to Jitterbug.
V.    EPAC Business 

A. Report from the Chair 
Brian W. briefly advised the new Committee Members on how to best make travel arrangements for the Committee Meetings. Patsy discussed the Travel Expense Claim forms and reminded the Committee that the mileage rate increased from $.556 to $.575 per mile. She also stated that Committee Members can claim up to $40 a month for their high-speed Internet cost as they use it for networking, outreach and communication for the Program.

B. Review of Action Items List
Action Item 192: John Koste will look into cost effective answering machines for potential Program distribution.

Dave Kehn informed the Committee that CCAF is finishing up a proposal for the CPUC to consider a stand-alone answering machine pilot for the Program. This item was left open.
Action Item 193: Jacqueline, Brian W. and Patsy will work together on writing a proposal to hold an offsite meeting at the CSUN Conference in March 2015.
Patsy informed the Committee that the CPUC continues to review the proposal to attend CSUN’s Annual International Technology and Persons with Disabilities Conference in San Diego. Barry committed to following up with the CPUC regarding its status before the next meeting. Jacqueline committed to researching space availability at the Manchester Grand Hyatt Hotel in San Diego. This item was left open.

Action Item 195: Gordon Ellis of Purple will contact Dave Kehn to arrange a time for a product presentation.

Dave contacted Gordon and informed him that the Program does not offer IP based products and therefore will not need to receive a presentation. This item was closed.

Action Item 196: Kenneth will contact Mary Atkins regarding the Committee’s request to discuss the Program’s social media outreach efforts.
Kenneth connected with Mary shortly after EPAC’s meeting on October 10, 2014. He is waiting to discuss further. This item was left open.

Action Item 197: Patsy will send Brent Jolley the flyers for open advisory committee seats to be distributed throughout the Department of Rehabilitation.

Patsy sent Brent Jolley the flyers. All open EPAC seats have been filled. This item was closed.

C. Election of Officers

Per the Committee’s request, Patsy reviewed the duties of the Chair.

MOTION: To elect Sylvia Stadmire as chair of the EPAC, effective February 2015. The motion carried.

MOTION: To elect Brian Pease as vice chair of the EPAC, effective February 2015. The motion carried.

D. Committee Member Equipment Update

Patsy and Brian W. explained that this agenda item is an ongoing item intended to keep the Committee abreast of what’s current, what’s on the horizon, what’s being phased out and what’s being reviewed for the Program. Tom reported that the audiology clients he’s worked with are looking for a text-to-711 service that would work like the relay service with TTYs. Lenore voiced her support. 
Keith informed the Committee about a mobile application called Innocap that allows him to call anyone. It is not voice activated and instead lights up with the person’s response. Per Lenore’s comments, Keith agreed to do some additional research to find out if the service is available in Braille. Barry clarified that Innocap is a federally funded captioning service for mobile devices.
E. Recap of Yuba City Off-Site

Discussed during the morning session.
F. Member Reports
This item was not discussed.

VI. Future Meetings and Agendas

The Committee discussed holding a meeting at Ed Roberts Campus in Berkeley in coordination with a distribution event which would fulfill their chartered obligation to visit a Service Center. 
New Action Item #198: Patsy and Sylvia will research holding an EPAC meeting and distribution event at Ed Roberts Campus in 2015.

The Committee also discussed potentially holding an offsite meeting in Fresno or San Diego. They requested that CCAF provide them with additional research in those areas.

Brian W. reminded the Committee that they will need to determine their budget needs for fiscal year 16-17 in the coming months.  
The meeting was adjourned at 2:15 p.m.
These minutes were prepared by Emily Claffy.
