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   Deaf and Disabled Telecommunications Program

Equipment Program Advisory Committee (EPAC)

April 10, 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
Mussie Gebre, Deaf-Blind Community Seat
Jacqueline Jackson, Blind/Low-Vision Community Seat
Tom Mentkowski, Hard of Hearing Community Seat

Brian Pease, Mobility Impaired Community Seat
Kenneth Rothschild, Deaf Community Seat

Sylvia Stadmire, Senior Citizen 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, Communications Division

CCAF Staff Present:
Mary Atkins, Marketing Department Manager
Frank Cabasaan, Customer Contact Contract Administrator, PM only
Emily Claffy, Committee Assistant
Patsy Emerson, Committee Coordinator
John Koste, Telecommunications Equipment Specialist

Jennifer Minore, Field Operations Department Manager, northern California

Kamal Natarajan, Outreach Solutions Administrator, PM only 

Jackie Pascua, Warehouse Contract Administrator/ Business Analyst, PM only  

Barry Saudan, Chief Executive Officer 
David Weiss, CRS Department Manager 

Others Present:
Nadine Branch, Attendant to Jacqueline Jackson
Sandy Gross, AFCO Electronics
EPAC Chair, Sylvia Stadmire, called the meeting to order at 10:06 a.m.
I. Administrative Business

A. Introductions 
At this time, the Committee Members and Committee Liaisons introduced themselves. 

B. Agenda Modification and Approval
The agenda was approved without modification.

1. Review of emergency evacuation procedures 
Patsy Emerson reviewed the emergency evacuation procedures with the Committee. 

C. Review of Minutes from Previous Meetings
This item was discussed after the California Public Utilities Commission (CPUC) update.
II. CPUC Update
Nazmeen Rahman provided the Committee with the CPUC Update and informed the Committee that the TADDAC/ EPAC Joint Meeting at Ed Roberts Campus on May 8, 2015 has been approved. She added that the meeting will focus on reviewing the Bagley-Keene Open Meeting Act, an overview of Committee Member roles and responsibilities, and an overview of the conflict of interest process.
She stated that the Committee Members will identify Program Priorities with Budget Implications for fiscal year 2016-2017. She added that this is an opportunity for the Committees to inform the CPUC of their expectations and how they’d like to see Program money spent, in what areas and the types of equipment they’d like to see added to the Program.

Regarding the California Relay Service (CRS) Request for Proposal (RFP), Nazmeen said the key action dates have been revised and the contract is expected to be awarded in July 2015. Per Kenneth Rothschild’s question about what will happen when AT&T’s contract expires, Nazmeen and Barry indicated that there would be no disruption in service, noting that California currently has two vendors who provide the service. 

Nazmeen announced that the ClearSounds ANS3000 stand-alone answering machine has been approved on a pilot basis and that the CPUC is reviewing the recommendation for the Odin VI for people who are blind/ low vision. 

Regarding Deaf and Disabled Telecommunications Program (DDTP) RFPs, Nazmeen stated that the Equipment Processing Center (EPC) contract, which includes the contact center and warehouse, will begin on July 1, 2015. She restated that the CRS contract award process is ongoing and that the RFP was released in September 2014. She said the Committee will be kept up to date on its status.
Nazmeen stated that the Program runs two-week television marketing campaigns and that the next campaign will run from April 20th – May 3rd in southern California in English, Spanish, Cantonese and Mandarin. 

For the Speech Generating Devices (SGD) area, which are durable medical equipment, Nazmeen said that 56 of the 65 applications have been approved and funded. She explained that the DDTP is the funder of last resort after applicable public and private insurance has been exhausted and that applicants must be assessed by a speech language pathologist. She added that the CPUC Communication Division (CD) continues to move forward in planning a trial of supplemental telecommunications equipment, which is identified as non-durable medical equipment, in response to Commission decision 13-12-054 and SGD stakeholder workshops.    
At this time, the minutes from the March 13, 2015 EPAC meeting were approved without correction. 
III. Public Input
There was no public input.

IV. CCAF Staff Reports

A. CRS Report – David Weiss
David Weiss reported that they are awaiting the CRS contract to be awarded and expect that to occur in July 2015. 
B. Field Operations Report – Jennifer Minore
This report was provided following the Marketing Report. 

C. Marketing Report – Mary Atkins
This report was provided following the Customer Contact Report.

D. Consumer Affairs – Dan Carbone
Dave Kehn reported that Dan Carbone is out today and directed the Committee to the Consumer Affairs report in tab 7 of the meeting binder. The Committee did not have any questions about the report. 
E. Customer Contact Report – David Kehn
Dave Kehn directed the Committee to tab 6 of the Committee binder and stated that the customer contact center handled 14,207 calls for the month of February which is a 3.5% increase from January. He said that there was a southern California television marketing campaign that ran in February and into March, adding that there will likely be some residual effect of the campaign seen in March’s data. Dave stated that certification form distributions increased 11.4% in February compared to January. He stated that the television campaigns that ran in January and February saw an average of 8,450 forms distributed from the contact center which is a 156% increase compared to the averages of November and December when there were no campaigns running. He explained that the trend can also be seen when looking at website downloads, which increased 89% compared to November and December. Dave explained that the approval process typically causes a 30-45 day lag from form distribution to return, stating that he expects to see an upward trend in the next few months due to strong distribution numbers. He said that 1,628 new customers were added to the Program in February which is a 6% increase compared to January. He added that this data has a direct correlation to the return of certification forms and restated that he expects to see an upward trend in the coming months in this area as well. Per a comment from Keith Bonchek, Dave stated that most new technology distributed through the Program is in pilots right now but that if the devices are successful and are officially added to the Program then it will drive the Program’s numbers higher. Kenneth asked if the Committee could see a breakdown of the constituency make-up of new customers added to the Program in the report. Barry explained the protocol for making such a request, which would require a Committee Member to make a formal request to the Chair, Sylvia, who would then forward the request to Patsy to be sent to CD for their consideration. He added that California Communications Access Foundation (CCAF) would create a mock report of that specific data for CD and CD would come back to the Committee with their decision. 

Brian Pease then said that he’s seen many commercials from Hamilton Relay promoting their captioning equipment with a direct number to their company. He asked how this might impact the Program. Dave referred the question to David W. who explained that the commercials Brian’s referring to are specifically for the 840i, an Internet protocol (IP) based device, so there is no impact on the Program. He explained that the phone number provided on these commercials connects consumers directly to Hamilton to discuss the possibility of getting their IP device. David added that if the consumer does not have an IP connection in their home, then they would be referred to the state program, which in this case would be the California Telephone Access Program (CTAP). 

Jacqueline Jackson asked, similar to Ken’s data request, if any geographic information could be made available as well. Dave K. explained that that too would require a special request. 


Tom Mentkowski recommended that the next time commercials are developed they should indicate that viewers can be certified by designated professionals other than doctors. Kenneth suggested using the term “healthcare professional.” Mary Atkins thanked them for the suggestion. 
Mary then provided the Marketing Report, stating that the next campaign will run from April 20th through May 3rd in southern California. She informed the Committee that she’s just returned from supervising the update to the Spanish direct response television ad which still informs viewers how to get into the Program but is much slower-paced and warmer. She added that the Cantonese and Mandarin ads have been made into direct response ads as well and are along the same lines as the updated Spanish ad. She explained that the ad has a mother and daughter talking about how much easier it is for the mother to use the phone now that she’s received a California phone and also explains how to get involved in the Program. Mary confirmed that the spots will be available on the website and that she will send Patsy a direct link to the spots for the Committee. She stated that they have not yet been approved by the CPUC and that, depending on CD approval and production time, they may or may not be included in the April 20th campaign. Per questions from Keith, Mary explained that the marketing service provider’s contract extension was just approved last week while she was in Los Angeles supervising the spots. She stated that the approval of TMD Group’s contract extension allowed them to book the April 20th campaign. She added that she and Barry would be meeting with TMD Group next week to schedule the campaigns for the next 12 months. Mary confirmed for Kenneth that the English, Spanish, Cantonese and Mandarin spots are all captioned in those languages. 
Per comments from Sylvia, Mary mentioned the success of the alternating southern and northern California campaign schedule and noted the larger population in southern California. 

Keith inquired as to whether or not the Program utilizes social media. Barry stated that the Program is not currently present on social media and Kenneth added that the CPUC does not currently permit the use of social media for the Program. Mary and Barry explained how the Committee could go about requesting the use of social media for the Program from CD. 
Jennifer Minore then directed the Committee to the Field Operations Report in tab 8 of the meeting binder, specifically page 9, where she pointed out the user groups represented at the service centers. She stated that this is only one portion of the Program but that the percentages are pretty consistent. She explained that for this report, 63% of service center attendees were hard of hearing and are typically those who have lost hearing and do not use American Sign Language (ASL). She said the statistics for this group typically stay in the 60 percentile but may occasionally hit 70%. 
Jen then explained that the reports are submitted up to four weeks ahead of time and that there is a lot of information that is approved later, such as the marketing information. As an example she stated that, for Field Operations, there were three or four interviews conducted for the Program that weren’t included in the current reports. As another example, she pointed out that the Distribution Event calendar provided directly following the Field Operations Report in tab 8 is updated continually so there are likely additional events coming up that aren’t listed in this report. She recommended that the Committee refer to the website calendar since any information on public events can be found there. 
Barry added that, when looking at the Marketing Report, the “Broadcast and Cable TV” promotions are the television spots prepared in the marketing area and the “TV Interviews” are typically coordinated through the field operations team and are often free or at a low cost to promote. 
F. Equipment Report – John Koste
John Koste reported that he attended the CSUN Conference in San Diego in March, stating that the conference was smaller than it has been in previous years. He said there weren’t many new concepts being presented and said that there were some devices on display, like Braille displays, devices that could enlarge printed material and devices that would assist people with visual impairments to write. He added that there were many low tech solutions like simple magnifiers and various types of walking canes. Regarding devices that might be relevant to the Program, he stated that WCI, who has been the distributor of the CapTel 840 for the Program, is working on a device targeted for people who are both hard of hearing and have low vision that would incorporate a refreshable display that would work with their captioning service. He said this product is still in the development stage and that they’re working with Humanware on it and hope to have it ready by the next Telecommunications Equipment Distribution Program Association (TEDPA) conference. Another device relevant to the Program at the conference was a smartphone with a tactile overlay by Teltronics named Claria Vox. John stated that the device would allow users to access features through voice response. 

Per questions from Kenneth, John stated that he does keep manufacturers informed of feedback he hears from customers. He said that they do have some influence with manufacturers on how they develop their products, through encouragement. 
Mussie and John then briefly discussed the Braille display device that would connect to a phone. Per that discussion, John stated that WCI is the authorized distributor for Ultratech and has an exclusive contract for the CapTel phones. He confirmed that the product would require the caller to be able to speak and they would receive the responses through the Braille display. Mussie added that this type of device is often desired by people who are hard of hearing and prefer to use the Braille display instead of reading responses on their computer. 

G. Wireless Report – David Kehn
Dave then directed the Committee to tab 6, page 4 of the Wireless Report to discuss the Jitterbug. He said that for the month of February, 49 Jitterbugs were distributed which was approximately a 22% increase over the monthly average of 40 units. No Blackberry’s were distributed during February though there are nine still available for distribution. Dave added that the Odin VI is pending approval to be added to the Program on a pilot basis. He explained that the Odin Vi is a non-smartphone device for blind/ low vision users. 
Regarding the iPhone pilot, Dave reported that 26 of the 32 available units have been distributed. Of the 26 participants who’ve received the devices, 18 users have been surveyed. He stated that all 18 participants have recommended the device for people with needs similar to their own. Dave added that at a previous meeting, he enlisted the help of both Jacqueline and Tommy Leung of TADDAC to help reach out to participants from whom CCAF experienced difficulty getting feedback. He stated that the issue has since been resolved. It turned out that many participants were not receiving CCAF’s messages because many had changed their number with their carriers. Contact was effectively made through alternate methods and the Program is receiving the feedback they need from pilot participants. Dave added that they are in the process of creating a pilot-to-date report on the iPhone which will hopefully be sent to CD by the end of April. This report will summarize the pilot findings thus far.   

Regarding the pilot for the Quattro Bluetooth neckloop, Dave stated that 31 of the 50 available devices have been distributed and 18 surveys have been completed by participants. Dave reported that the people who are comfortable with technology are liking the device and that those with less experience using technology are struggling a little more. He stated that people seem to like the device but since there are some experiencing difficulty, they’ve updated the focus of the training for the device and the assessment of customers who’d be a good candidate for the device. Dave explained for Keith that the device is a Bluetooth-enabled neckloop that can be paired with a smartphone or any other Bluetooth capable device, like hearing aids or cochlear implants. Keith stated that he’d like to participate in the pilot. 

Dave reported that the inventory for the ClearSounds ANS3000 stand-alone answering machine pilot was received a couple days ago and the logistical and operational rollout for the pilot is being finalized. Dave said that they anticipate distribution to occur in the next two weeks. Per questions from Patsy, Dave stated that the device is available to all disability groups which is a major justification for the pilot which will enable the Program to gauge consumer demand. He added that the pilot will start with 500 units and that they’ll monitor how long it takes for those devices to be distributed. Those results will be included in a proposal that will be sent to CD. Dave said that, if accepted into the Program, it will likely be allotted for a specific annual amount which would then be allocated equally for each month.  
Jacqueline stated that she’d like a fact sheet on the stand-alone answering machine so that she could disseminate it to her contacts. Dave agreed to send the document to Patsy to send to the Committee. 
New Action Item #2: Dave Kehn will send Patsy Emerson the fact sheet for the ClearSounds ANS3000 stand-alone answering machine to send to the Committee.

Sylvia then invited Brian to provide EPAC with an update of TADDAC’s March 27, 2015 meeting since he attended as the EPAC liaison as Sylvia was unable to attend. Brian reported that both Committees appear to be interested in many of the same topics and reviewed the Action Items TADDAC is currently working on. 
Sylvia and Barry briefly discussed topics TADDAC has focused on recently, including the pace of the Program’s growth rate and the need for equipment for the deaf-blind community.
Mussie Gebre added that Ultratech has a small partnership with another organization he’s involved in called Deaf-Blind Citizens in Action, stating that Ultratech has been in touch with him regarding how to improve products and accessibility for people who are deaf-blind. Mussie shared that many consumers have complained that the CapTel device doesn’t benefit people who need Braille for both sides of the conversation. He added that Humanware has Deaf-Blind Communicators available for purchase but that the device hasn’t been approved by the state. 

Per Sylvia’s request, Patsy provided the Committee with an update on the status of the joint meeting planned for May 8th at the Ed Roberts Campus (ERC) in Berkeley, stating that three of the seven ERC partners have confirmed that they will introduce their organizations at the meeting. She reported that she’s contacted Richard Ray for an update on Text-to-911 but that she has yet to receive a response. She added that it was her understanding that there was an interest in having Bill Anderson of the Office of Emergency Services attend as well but that plans haven’t coalesced. She added that the CPUC will also provide information on the Bagely-Keene Open Meeting Act, Committee Member roles and responsibilities and the conflict of interest procedure. Barry added that there will be an overview of the iPhone pilot and Committee discussion of Program Priorities with Budget Implications for fiscal year 2016-2017.    

Tom then asked for an explanation of the California State Library section of the DDTP Budget Resolution for fiscal year 2015-2016 on page 29 of tab 3 of the meeting binder. Nazmeen stated that this section was for the California Teleconnect Program which allocates money for California state libraries and is a public program run by the CPUC. Tom expressed concern about unequal access to state library programs, explaining that he had attended a program run by the California State Library Foundation called “California’s Role in the Civil War.” He stated that the interpreters at the event were not certified and that when he approached the people at the State Library Foundation about this issue, he was informed that they do not provide interpreters. He added that the foundation spends money to provide their materials in Braille but they refused to provide sign language interpreters. Nazmeen suggested discussing the issue as a Program Priority for the DDTP’s budget for fiscal year 2016-2017. 
New Action Item #3: Tom Mentkowski will research issues related to unequal accessibility of California State Library Public Programs and the history and status of DDTP funds allocated to the California State Library Fund.

Kenneth and Jacqueline expressed support of Tom’s concerns about unequal access. Jacqueline noted that July will mark the 25th anniversary of the Americans with Disabilities Act and that the situation Tom explained seems like a violation of the act. 
MOTION: Kenneth made a motion to pass a special request to go through the proper channels to provide an additional data line in the monthly reports detailing the new allocations of certification forms that come as a result of campaigns to be broken down by constituency groups. Jacqueline seconded the motion. 

Kenneth confirmed for Dave that he would like to see additional data on the breakdown of disability groups for newly added customers. Jacqueline added that she’d like to see geographic information included as well. Per Kenneth’s questions about why a request needs to be made to include this data, Barry explained that the CPUC is in charge of the Program and that CCAF does not have the authority to decide to include additional data. He explained that CD will want to understand what is being requested and what will be required to generate that report. Jacqueline explained that the additional information they’ve requested would be useful to help identify underrepresented constituency groups and areas. 
V. Lunch from 11:45 a.m. – 1:00 p.m. 
VI. Customer Contact Operations (CCO) Department Introduction
At this time, Dave introduced the Customer Contact Operations (CCO) Department to the Committee. He explained that the CCO department is responsible for managing the Equipment Processing Center (EPC) contract, managing the distribution center contract, providing consumer affairs support and quality assurance, managing the telecommunications equipment program, and administering an outreach solutions system. Dave stated that the CCO department is dedicated and passionate about their work and that they have a combined 50+ years of experience with the DDTP. The CCO department reviewed their specific roles and responsibilities and answered the Committee’s questions including the location of the warehouse in San Jose, the location of the contact center in Stockton, the function of the outreach solutions role, the length of the EPC contract and the warehouse contract, and the number of employees at these centers, specifically the number of employees with disabilities.   
VII. EPAC Business

A. Report from the Chair 
This item was not discussed.
B.  Review of Action Items List
At this time, the Committee reviewed their Action Item List from March 13, 2015.
Action Item #199: Mussie will continue to research equipment options for the deaf-blind community and will make recommendations to EPAC for devices to be consider for addition to the Program.

Mussie stated that he hasn't heard back on the status of the Deaf-Blind Communicator. He added that M-Enabling will be meeting in June in Washington D.C. to discuss mobile and wireless technology for people with disabilities. He'll report back to the Committee on what's discussed.  This item was left open.

Action Item #1: Brian Pease will research position papers related to issues with the conversion from analog to digital lines to submit to TADDAC to submit to the CPUC to submit to the legislature and the Federal Communications Commission.
Per Brian's ongoing research, which confirmed that the transition will happen, he reported that he'd like to include a suggestion to the CPUC to mandate the telephone companies to warn consumers about possible problems with the digital line, especially in emergency situations. The Committee discussed their own experience with the digital connection. Barry stated that part of the argument with Net Neutrality is to allow the states to mandate the carriers to standardize their networks which would guarantee a certain level of quality. He added that manufacturers aren’t currently making phones for the VoIP network because there is no standard for them to build their equipment to. Barry said that the transition is making it difficult for people who are deaf and disabled in every state; not just California. This item was left open.   
Emily Claffy reviewed EPAC’s new Action Items discussed earlier in the meeting, #2 and #3, per Sylvia’s request.

New Action Item #4: Kenneth Rothschild will write a proposal to be sent through the EPAC Chair to the CPUC requesting an extra data line in the monthly reports detailing the constituency make-up of new customers added to the Program.

C. Committee Member Equipment Update
There was no equipment presented to the Committee. Dave asked the Committee to let him know if there are any specific devices they’re interested in seeing. Barry suggested presenting the Committee with two pieces of Program equipment at each meeting to reintroduce them to what’s offered. Kenneth suggested presenting pieces that are more obscure so that the Committee is aware of what’s available. 
The Committee briefly discussed the Quattro Bluetooth neckloop and Bluetooth connectivity. Tom informed the Committee that there are now hearing aids available that connect with the iPhone. He explained that the user can hear the person on the other end of the conversation in both ears. 
D. Member Reports
This item was not discussed.

E. Program Priorities with Budget Implications 2016-2017
At this time, the Committee decided on their Program Priorities with Budget Implications for fiscal year 2016-2017. Program Priorities identified and agreed upon during this discussion include: continued research, testing and identification of landline phones, wireless phones, accessories and VoIP equipment as it becomes available; research and testing of equipment for people who are deaf-blind; continued research, testing and identification of SGD durable medical equipment and supplemental telecommunications equipment; research on tablets and other devices that provide text, video phone and email capabilities; consideration to add Internet-capable devices to the Program; expansion of the Program’s marketing and outreach efforts; lifting Committee travel restrictions so that the Committee’s may attend the CSUN Conference; working with wireless carriers in California to implement a Text-to-911 solution; identifying a voice activated phone for the mobility impaired; providing accessible formats for documents that are sent out in English and Spanish to also be sent out in ASL, in audio format, and in Braille; and to ensure funding which allows for the Program to follow up with consumers who have received new equipment. 
VIII. Future Meetings and Agendas
Patsy stated that she’d be sending the Committees information within the next week or so with directions on how to get to the Ed Roberts Campus for the May 8th Joint Meeting. 

The meeting was adjourned at 3:08 p.m.

These minutes were prepared by Emily Claffy.
 

