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The Deaf and Disabled Telecommunications Program’s (DDTP) Telecommunications Access for the Deaf and Disabled Administrative Committee (TADDAC) and the Equipment Program Advisory Committee (EPAC) held their monthly meetings jointly at the DDTP main office in Oakland, California.
TADDAC Committee Members Present:
Frances R. Acosta, At Large Seat

Nancy Hammons, Late Deafened Community Seat, Chair

Devva Kasnitz, Mobility Impaired Seat 

Tommy Leung, Disabled Community - Blind/Low Vision Community Seat, Vice Chair
Steve Longo, Deaf Community Seat
Fred Nisen, Disabled Community - Speech-to-Speech User Seat

Robert Schwartz, Office of Ratepayer Advocates 
TADDAC Non-Voting Liaisons Present:

Linda Gustafson, CPUC Communications Division

Barry Saudan, CCAF Director of Operations

EPAC Committee Members Present:
Mussie Gebre, Deaf-Blind Community Seat
Jacqueline Jackson, Blind/Low-Vision Community Seat
Brian Pease, Mobility Impaired Community Seat
David Smario, Deaf Community Proxy for Kenneth Rothschild

Sylvia Stadmire, Senior Citizen Community Seat
Brian Winic, Hard of Hearing Community Seat
EPAC Committee Members Absent:

Kenneth Rothschild, Deaf 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:

Christopher Chow, News Department

Jonathan Lakritz, Communications Division

Helen Mickiewicz, Legal Division
CCAF Staff Present:
Mary Atkins, Marketing Department Manager
Emily Claffy, Committee Assistant
Patsy Emerson, Committee Coordinator
Dave Kehn, Customer Contact Operations Department Manager 

John Koste, Telecommunications Equipment Specialist

Jennifer Minore, Field Operations Department Manager, Northern California

Julie Tran, Marketing Specialist I

David Weiss, California Relay Service Department Manager

Nathan Young, Marketing Specialist II

Others Present:
Chereise Bartlett, Governor’s Office of Emergency Services, 911 Branch
Nadine Branch, Attendant to Jacqueline Jackson
Don Brownell, Revoicer for Devva Kasnitz
Austin Esposito-Vigil, Disability Rights California

Michelle Evans, Ohlone College 

Jonathan Gray, Clarity
Otis Hopkins, Attendant to Tommy Leung
William Martinet, EPAC Candidate

Tom Mentkowski, EPAC Candidate
Wes Nitta, Governor’s Office of Emergency Services, 911 Branch
Jung Pham, Disability Rights California

Connie Phelps, Hamilton Relay

Richard Ray, Technology Access Coordinator, City of Los Angeles
Dorian Schafer, Attendant to Fred Nisen

Becky Shepard, Ohlone College

Joanna Smith, Ohlone College

David Strom, Sprint

Renee Wiltmeier, Consumer

Present by Telephone:

Gail Sanchez, AT&T

Beth Slough, Hamilton Relay

TADDAC Chair and Late Deafened Representative, Nancy Hammons, called the TADDAC/EPAC Joint Meeting to order at 10:00 a.m.
I. Welcome and Introduction of Committee Members  

At this time, the Committee, guest speakers, CCAF staff, CPUC staff and audience members introduced themselves.
MOTION: To review October minutes during the afternoon portion of the meeting. Motion carried.

II. Minutes of the October 24th TADDAC Meeting and the October 10th EPAC Meeting 
    This item was moved to be discussed during the afternoon.
III. Approval of Agenda 
The agenda was approved with the modification of reviewing the October minutes in the afternoon.

Gail Sanchez of AT&T and Beth Slough of Hamilton Relay introduced themselves through the phone conference bridge.
IV. Unfinished Business

Regarding the 2015 CSUN Conference, Tommy Leung, TADDAC Vice Chair and Blind/Low Vision Representative, stated that it is important to the disability community of California that the Committee’s host a forum on the new Text-to-911, emergency services legislation to allow the community to share their concerns and unique perspective to help structure the implementation process of the new law.  
Linda Gustafson clarified the approval process for the Committees. Jonathan Lakritz told the Committees that if their sole intent of going to CSUN is to attend the conference; it would not be approved per the Governor’s directive to not attend conferences. He suggested that a targeted meeting, focused on the new emergency services legislation, would be something to consider. 
Linda asked CCAF and EPAC to complete an analysis of EPAC’s Yuba City Offsite Meeting held this October to identify what went well, what could have been improved and what is required to ensure a large public turnout. 
Helen Mickiewicz, CPUC Legal Division, informed Nancy that if she were to provide an overview at the governor’s office, she could mention her involvement on TADDAC but would ultimately have to expressly state that she represents herself as an individual, knowledgeable of the issues. 
A. CPUC Update on the Californian LifeLine Program and its    Interface with the DDTP 
This item was not discussed at this time.
B. CPUC Update and Follow-up Discussion about 911 Accessibility Issues 
Chereise Bartlett, Project Manager in the Program Development Section at the Governor’s Office of Emergency Services, 911 Branch, presented on Text-to-911, Next Generation and SB 1211. She stated that SMS (Short Message Service) Text-to-911 is an interim solution until the Next Generation system is deployed. The four major carriers, Verizon, AT&T, Sprint and T-Mobile, agreed to provide SMS Text-to-911 which became available to the Public Safety Answering Points (PSAPs) on May 15, 2014. She said that while the Federal Communications Commission (FCC) encourages PSAPs to take texts; it is not mandatory. If a PSAP decides to accept texts, the wireless carriers have six months to actually install the system for them.
Chereise stated that the Office of Emergency Services (OES) published a report in April 2014, which is available on their website, which analyzes the state’s progress with the deployment of Text-to-911. Three methods of receiving text were tested and include TTY, web-based solutions and an IP integrated onto the Next Generation capable PSAP equipment. She reported that California State University, Long Beach (CSULB) has deployed the service with all four carriers and that OES hopes to do some location testing within the coming months as they’ve found variance in location accuracy among the four carriers. The testing aims to determine exactly what those differences are. Chereise said the location information provided through SMS Text-to-911 is not the regular 911 location information, it is instead a commercial location, which is not as precise. Because of this, OES will instruct PSAPs who receive text to ask for the user’s location first. Also at CSULB, OES will work with Telecommunications Systems (TCS) to test language translation in December, starting with Spanish. 

Additionally, OES is working with San Bernardino and Butte Counties on the initial deployment of text. 

She explained that the Text Control Center (TCC) was not originally capable of allowing PSAPs to transfer calls to other emergency services. However, TCS is working to resolve the issue and hopes to enable the PSAPs to transfer by the end of the year and have San Bernardino going by the first quarter of next year. Chereise stated that PSAPs have expressed concern about receiving text because they fear it will be more labor intensive than a voice call. OES wants the PSAPs to go live as soon as possible so they can get more information and statistics to analyze. Additionally, OES is working with Monterey County, Santa Cruz and San Benito who have met with the two TCC’s. 
Regarding SB 1211, Chereise explained that the bill was authored by Senator Padilla and will take effect January 1, 2015. She said that the bill requires the California 911 branch of OES to develop, plan and set target dates for testing, implementation and operation of the Next Generation Emergency Communications System which includes Text-to-911. Chereise explained that the difference between the SMS interim text solution, which is available to any PSAP today, and the text solution that will come from Next Generation is that the latter will be MMS capable which will allow the user to send pictures and videos as well as texts to multiple recipients. As of today, the PSAPs are not yet equipped to accept pictures, videos or texts. Chereise stated that OES is in support of the bill because it is something they have already been working on. They have an Emergency Services IP Network (ESI net), a main component of Next Generation, installed in northern California which is routing AT&T mobility and Verizon Wireless calls on XY (latitudinal/longitudinal) location. She added that there are several Customer Premises Equipment (CPE) solutions installed in Imperial, Butte and Ventura Counties and that OES is in the process of installing an ESI net for eight PSAPs in the Pasadena area and three PSAPs in the Mendocino County area. In addition to this work, OES is also preparing a Request for Offer (RFO) for a consultant to assist the office in developing a plan and timeline for Next Generation implementation. Chereise stated that OES is also responsible for determining and posting surcharge rates to support the Next Generation plan for each year.
Chereise then addressed the Committee’s questions as supplied beforehand by the CPUC. The questions asked: what the problems and issues with SB 1211 implementation are; whether or not there is proper funding for implementation; how the CPUC will work with OES to assist in the compliance with the bill; and when the calls can be accepted. Chereise stated that OES is still evaluating the bill since it was recently passed in September but that they are aware that the funding mechanism will need to be modified as the current fund is not robust enough to support the Next Generation 911 system. Regarding the CPUC’s involvement, Chereise stated that there are not currently any regulatory issues with the Next Generation 911 process but if they were to occur, OES would seek assistance from the CPUC. She added that OES will have a clearer understanding of what they might need from the CPUC once they are able to fully assess the project. Regarding when calls will be accepted, Chereise explained that, in terms of Text-to-911, PSAPs can sign up today. Implementation will take additional time but the process can be started now.  

Per Linda’s request, Chereise explained that there are approximately 35 PSAPs who have signed up for Text-to-911. She stated that OES distributed a survey last year to all the PSAPs in California asking if they were considering accepting Text-to-911. The majority said they were not due to various concerns including the need for additional manpower. Chereise said that they are waiting for PSAPs in California to sign up and begin receiving texts so that OES can show other PSAPs the limited impact the service will have on the call center’s overall operation, as is the case in other states.

Chereise explained that if PSAPs decided to offer Text-to-911 services, they would contact her directly and she would coordinate with both TCCs, TCS and Intrato, to set up meetings to allow the PSAP to determine which TCC will work best for them. Once that is complete, the PSAP will circle back with Chereise to start the implementation process which will entail notifying the carriers.

Per Helen, Chereise explained that when a text is sent, it goes from the user’s handset to their wireless carriers Short Message Service Center (SMSC). From there, the SMSC will recognize the text as a 911 text and will send it to the TCC (Text Control Center) which will determine the appropriate PSAP to direct it to. If the PSAP does not offer the Text-to-911 service, the user will receive a bounce back message asking the texter to call 911.

Nancy asked if it is possible for emergency services to track a GPS signal indicating the person’s location in case they were in a dire situation and could not speak. Chereise stated that location on text is awful. She said that what can be tracked is typically the centroid of the cell sector which could be miles away from the user’s actual location.
Tommy asked if at any point participation of all PSAPs would become mandatory. Chereise stated that if the FCC or the Department of Justice (DOJ) decided to make the service mandatory, it would make the OES’s job easier but that it is not a decision for OES to make. 

Regarding additional questions from the Committees, Chereise stated that it has yet to be determined who will pay for outreach and marketing for the new program but that the California 911 branch may look at a potential statewide campaign, while advertising in the localized markets may be left up to the PSAPs. She added that OES has developed an education and awareness program that provides methodologies and concepts to market the use of 911 to local communities. She said that they have conducted a PSAP and citizen survey and tested various campaign models and developed tools to help PSAPs with public outreach. Regarding potential hurdles that may arise during implementation, Chereise restated the issue of funding and added that the state will fund both the Legacy Network and the Next Generation Network at the same time until Next Generation’s full implementation. She said that once a consultant has been selected, OES will define the network architecture, establish a governance, research network security and develop a roll-out plan. She added that procurement is another issue, though they are in the process of creating a Request for Proposals (RFP) with the components of Next Generation included. They hope to award a contract by the fourth quarter of 2015. 

Linda asked Chereise to share some of the successes she felt had been achieved in California in this area. Chereise said she is excited about the detailed report produced from the extensive testing her office completed that focused on three components of texting: TTY testing, web-based testing and an I-3 integrated testing. Chereise pointed out some of the drawbacks to using TTY and Helen mentioned some of the issues related to IP-based systems. 
Wes Nitta, Division Chief of the Program Development Section at the Governor’s Office of Emergency Services, 911 Branch, discussed some of the issues in implementing the Next Generation Network per Helen’s comments about the FCC’s recent report concerning the failure of a VoIP 911 service provider which affected numerous states on the same network, underscoring potential issues that could occur if emergency services transitions to an IP-based system. Wes stated that, while the current network is robust, it is not capable of supplying the functionality everyone wants to see in the Next Generation system. He added that because technology is constantly advancing, the Next Generation system will have to prepare for changes through the way the foundation is structured for growth. It must be developed enough to support the bandwidth and the anticipated additional traffic. Wes said that in order to add additional switches to the network, there must be the business to support it. We must begin the process of building it out now and as the business grows they’ll add additional points of presence within the state which is how we get it to where the public switch network is now.

Devva Kasnitz, TADDAC’s Mobility Impaired Representative, asked if text, land line voice calls and wireless voice calls are all directed to the same public answering point. Wes explained that text calls are currently routed by the centroid of the cell sector the caller hits, which could be different than the caller’s actual location. Wireless calls are routed on the cell sector’s emergency service number that’s programmed to your PSAP while land line calls go through a Master Street Address Guide (MSAG) to be routed to the local PSAP. He added that wireless calls can potentially hit many different cell sectors because if all the channels are full, it will bounce to another so you won’t necessarily know which cell sector you’re going to hit when you make a wireless 911 call. Wes said that when antennas are added and sectors grow, these centroids may move. Wes and Chereise agreed that these issues underscore the importance of a transition. 

Devva then asked if the person receiving an emergency call can tell which mode the caller is calling in. Wes explained that the text will pop up in a text screen while wireless and land line calls have call data records that show whether the call is wireless or from a land line, who the carrier is and if there is an XY coordinate. He added that for text, the person receiving the call should ask for the caller’s location. The XY coordinate may sometimes be available at a cost.   

Richard Ray, Technology Access Coordinator for the City of Los Angeles, added that the FCC has been working for a number of years on solving location issues which is a global issue that affects everyone. Their efforts not only focus on longitude and latitude, but also altitude (Z), which would identify which floor someone is calling from. Regarding Text-to-911 vs. Next Generation, Richard clarified that Next Generation is a bigger picture goal which will encompass voice, text and video. He stated that SB 1211 focuses solely on Text-to-911 which is a small piece of the bigger Next Generation picture.

Richard then began his own presentation, and asked the Committee Members and audience to keep in mind that only 2% of PSAPs nationwide are providing Text-to-911 service, and added that there is still much work to be done. He stated that California held a public hearing in 2011 on Next Generation in an effort to hear feedback, suggestions and recommendations from the general public and the PSAPs. In December 2012, the big four wireless carriers (AT&T, Verizon, Sprint and T-Mobile) agreed to push forward in providing direct access to 911 via text, though it is up to the PSAPs to determine whether or not they’d like to participate. He stated that the National Emergency Number Association (NENA), the Association of Public-Safety Communications Officials (APCO) and the four carriers worked together while educational and informational documents were prepared for PSAPs. Richard added that there are a lot of development and information resources being distributed simultaneously about how to move forward in implementing Text-to-911, as well as an interim solution. He referred to the three interim solutions as I-3, which include Next Generation 911, internet compatible solution system, a web portal platform and SMS text to TTY via a gateway. He discussed some of the issues with these interim solutions and reminded the public that the April 13, 2014 report is available to view. He reiterated that Text-to-911 is not yet available and read the automatic bounce back message which was implemented by May 2013 as mandated by the FCC. The response to his test text read: “Make a voice phone call to 911 for help.” All four carriers are required to implement that response and have already done so. Other companies have until the end of the year to implement the message.

Regarding the public hearings, Richard stated that information was collected and was run by Assemblywoman Norma Torres, now a Congresswoman, who worked for the Los Angeles Police Department, 911 Communications Center. District 14 Congressman for the City of Los Angeles, Alex Padilla, brought SB 1211 forward in April for the governor’s signature.

He stated that the Department of Justice (DOJ) has voiced concerns over the fact that Text-to-911 participation for PSAPs is on a voluntary basis. The DOJ has submitted comments to federal docket 11-153, clarifying their position to provide direct access to 911 using this technology.

Regarding the treatment of these calls, Richard stated that the industry has worked hard to facilitate communication between callers who use Video Relay Service (VRS), IP and other relay systems to connect with the PSAP. He added that there are technical limitations including the availability of Communications Assistants (CAs) and Video Interpreters (VIs) even if the call is prioritized in the queue, connecting the call to the appropriate line and caller information not immediately populating on the screen. He said that this means the initiation of the call through relay service to the PSAP can fall between two to eight minutes which is not effective communication according to the DOJ and is something they will rule on. 



Richard then displayed a map of the country, last updated on May 30, 2014, which indicated via color coding the areas that have implemented Text-to-911. The map indicated statewide implementation in Maine and Vermont, most of Indiana and various other counties. Richard stated that Hawaii is IP ready and ready to move forward with Text-to-911 after issues with a few wireless carriers are cleared up. He restated that these areas only represent 2% of PSAPs.  

In addition to providing his own contact information, Richard shared two additional resources for those who want updated information on Text-to-911. These resources included two links, one to the FCC’s website: http://www.fcc.gov/text-to-911 and another to NENA’s website: http://www.nena.org/?page=textresources. 

Richard then stressed that NENA, APCO and everyone involved in the 911 industry are encouraging people to call 911 if they are able as it saves time and is more expedient. He added, “Call if you can, text if you can’t.” 

Steve Longo, TADDAC’s Deaf Community Representative, asked why California wasn’t included on the map displaying areas in the country that have implemented Text-to-911. Richard stated that California is largely involved in the movement and while pilot testing is being conducted here, there are still many kinks to work out. He said that once the appropriate system is identified, implementation of Text-to-911 can occur. Chereise added that CSULB is one of the four PSAPs participating in the pilot. They have a web-based solution and went live with four carriers last month and therefore are not reflected on the map. She added that they hope to have more counties involved in the first quarter of 2015. Chereise said that San Bernardino County has 18 PSAPs, five in Riverside County and seven in Butte County. She and Richard clarified that there are 454 total PSAPs in the State of California. Richard then verified for Steve that SMS text does not use IP as they are two different types of networks. Richard then informed Steve of an application by the name of Over the Top (OTT) which provides more confidential information that’s not provided in the location information. He stated that the application needs to be developed to be used as there are a number of unresolved technological issues.

Fred Nisen, TADDAC’s Speech-to-Speech User Representative, asked if PSAPs will be required to offer Text-to-911 at some point with the new law. Richard stated that it is already required as referenced in the text of 35.161, A through C, and in the updated law, 35.162. He said that these laws were signed in 2010 and now it is time to educate the PSAPs about it. Fred then asked who is responsible for overseeing the PSAPs to which Chereise replied that OES provides guidance for the PSAPs. She added that Richard’s mention of the law was the first she had heard about it and that it may aid in implementation going forward. 
V. Public Input – Held in both the AM and the PM Session 

At this time, Renee Wiltmeier voiced her concern that her Panasonic cordless phone had been discontinued and that she has not found an equivalent replacement currently in the Program. Barry Saudan, CCAF Director of Operations, stated that when manufacturers decide to discontinue a product, the Program doesn’t have a say in the matter. He ensured Renee that CCAF would follow up with her on the issue.
At this time Jonathan Laktriz was invited to discuss item A. CPUC Update on the Californian LifeLine Program and its Interface with the DDTP under IV. Unfinished Business.

Jonathan stated that since March 2014, the CPUC has allowed various wireless providers to offer California LifeLine discounts. The offer is a two-tiered discount. He said that there are currently four providers in the state offering California LifeLine and that they are working on approving another six. He added that last month they crossed over having 400,000 customers signed up through the wireless portion of the California LifeLine Program. He stated that most carriers are offering phones that are in the mass market and are either offering basic non-smartphone phones, also known as candy bar phones, or basic smartphones that primarily operate on the Android system. 


Jonathan clarified for Steve that the California LifeLine Program provides discounts that apply to voice and text plans. He added that some providers also include data in those plans but that the discount applies to the overall price of the plan and not the data itself because it is not a telecommunications service. Jonathan said that in adopting the rules of the LifeLine Program, the commission designed the program to offer basic telephony service but also understood that consumers often want to use text which is often included in bundles. He added that the different providers may bundle services in various ways and that some may or may not include data within those bundles.

Robert Schwartz, Office of Ratepayer Advocates, asked what the overlap between the LifeLine Program and the Deaf and Disabled Telecommunications Program (DDTP) was and also about two LifeLines being allowed for deaf and disabled services, TTY. Jonathan explained that for the dual discount, the idea was designed around TTY service so a TTY user could have one line in their home dedicated to TTY and another for voice communication if others in the household were interested in using it. He said that in November 2010, the commission extended the policy to wireless plans but did not decide on implementation until January 2014 which is still open and needs to be addressed. Jonathan briefly discussed a few issues with potential dual wireless discounts and potential discounts for data-only plans. He then moved on to address specialized and adaptive equipment, stating that neither the FFC nor the CPUC specify what equipment a wireless provider needs to offer when it provides the California LifeLine or Federal LifeLine services. He said that they encourage carriers as they come in seeking authority to offer adaptive equipment when possible but noted that there are not many specialized adaptive phones on the market. He also stated that the California LifeLine Program is a voluntary program and that they are only able to encourage carriers to participate. 
Per a question from Frances Acosta, Jonathan stated that most carriers offer a base plan which is usually unlimited voice and text at a low cost or no cost and is what customers usually sign up for. He said they’re finding only a small percentage of people who are willing to pay for the data plan. Frances stated that she was curious if there is any data available indicating the amount of smartphones vs. other phones offered because, as she understands it, you must have a data plan to use a smartphone. Jonathan stated that not all carriers required smartphone users to purchase a data plan but doesn’t know their specific policies. 
Per Tommy’s inquiry, Jonathan stated that if a Californian LifeLine participant were to provide their own phone and it is compatible with the provider’s technology, then they would be able to use their own phone while receiving the discount.


Jonathan stated that Telscape, Boomerang and Budget are the carriers currently participating in the California LifeLine program. A fourth carrier is in the testing phase and is expected to roll out shortly. He added that Cricket, Nexus and Assurance participate in the federal LifeLine program and will be moving over to the California LifeLine program. He offered to provide a chart that shows which carriers participate in the California program, the federal program and both programs.
 At this time, Linda Gustafson, CPUC Communications Division, provided a brief update from the CPUC.

Regarding the surcharge resolution, Linda reminded the Committees that the draft had been issued several weeks ago at the .401 percent rate. After review, it was discovered that the draft’s text addressed the fund balance of the program while the table attached referred to the cash balance. The commission conformed to the standard budget process which tracks the fund balance. The resolution was reissued under the same T number but is now at .5 percent; the legislative cap. She added that they will consider options to ensure they are not capped out.


Regarding the addition of answering machines to the Program offerings, Linda said they are working with CCAF about a potential pilot to provide an understanding of what the distribution process should look like. 

Linda stated that there will be no meeting in December and they will resume in January.

Regarding the commission’s involvement in the Speech Generating Device (SGD) business and subsequent changes in MediCare, Linda stated that they should be able to provide more information on those changes in January. She added that they do anticipate their current SGD distribution, with DDTP as the funder of last resort, to provide four additional vendors. They have found that there are niche vendors who may not have as large a market share but focus on the needs of specific segments of people. Linda added that in April, MediCare instituted a cap so the commission is making changes to work with that.
 VII. LUNCH BREAK FROM 12:05 p.m. – 1:00 p.m.
VI. New Business  
A. Report from CCAF 
This item was not discussed at this time.

     VI.     New Business 
B. Presentation by George Cheung of Serene Innovations 
George Cheung of Serene Innovations presented the Committees with the RCx phone, an updated version of the RC phone which was originally designed for people with limited mobility and dexterity. Committee members asked George various questions regarding the sound quality of the phone, the accessibility of the user manual for blind/ low vision users, voice activation, user error and power source.
At this time, Barry Saudan, CCAF Director of Operations, provided an update under VI. New Business, A. Report from CCAF.

Barry provided a brief update on the fully subscribed iPhone pilot. He stated that 15 people have been trained and four more will be trained next week. Barry shared that training has been challenging as the Program strives to meet the legislative intent of the Program which may not be sufficient enough for the end user. Jacqueline and Tommy shared their experiences as participants of the pilot and stated their hope that it will be incorporated into the Program. Per comments from Brian Winic, EPAC’s co-chair and Hard of Hearing Representative, Barry discussed the reasoning behind selecting the 5C version of the iPhone for the pilot. He also stated that they are planning on developing 20 to 30 second podcasts about singular gesture commands.

Barry stated that CCAF expects to receive the equipment for the Serene and Quattro 4 pilots toward the end of November or in December. He said that CCAF has resubmitted the standalone answering machine which they are looking at offering on a pilot basis. They hope to learn more about the demand for the product through the pilot as opposed to the product’s functionality. 

Regarding marketing campaigns, Barry stated that since CCAF has started running direct response campaigns on a two week flight schedule, the Program has seen a consistent upward trend in the number of customers joining the Program. 
C. Marketing Department Update 
Mary Atkins, CCAF Marketing Department Manager, presented the Committees and audience with a series of the Program’s 30 second television ads in both English and Spanish. She distinguished which ads were branding ads and which were direct response ads. Mary pointed out that the branding ads told a story and that, while those types of ads work well for “blue chip” companies, they are not the most effective for the Program. CCAF has found that the direct response ads allow the Program to tell the audience what the phones can do and how to get them, all in 30 seconds. Mary then presented a customer growth chart that showed trends from July 2011 through June 2014. She described the chart as erratic and credited it to the four week campaign schedule that the Program used to run. She added that the direct response ads were launched in September 2013 and the two week campaign schedule was implemented in October of 2013.
Per Steve’s question about advertising phones specifically for the Deaf population, Mary stated that the ads mention the various types of disabilities served through the Program and that branding ads focused on specifics, but those ads have proven themselves less effective than the direct response ads in adding people to the Program.
Tommy asked why the ads shown during the presentation featured different phone numbers and websites to apply for the Program. Mary explained that the different numbers allow the Program to track where the calls come from, whether it’s from English or Spanish radio, or English or Spanish newspapers. Regarding the two different websites, caliorniaphones.org and abilityphones.org, Mary stated that, at one point, there was interest in ads that showed people with disabilities using phones offered through the Program and the different websites allowed the Program to track which ads people were responding to.
D. Outreach Department Update 
Jennifer Minore, Field Operations Department Manager, Northern California, explained to the Committees that outreach efforts involve many different workgroups, including Outreach Specialists, Field Advisors, Customer Advisors and the itinerant staff. She reminded the Committees of the additional part-time service centers opened in San Francisco, West Covina and San Jose in 2014. These locations are open two days a month with the exception of San Francisco, which is open three days a month due to its overwhelming popularity. 
Jennifer stated that distribution events are one-stop shopping opportunities in locations where the Program’s services are not normally provided. Outreach often coordinates with various sites to host these events and tries to prepare for how many people might attend and what languages they’ll speak. She added that the better they can anticipate the needs of the customers; the better they can serve them. 


Regarding marketing’s effect on service centers, Jennifer noted that marketing’s focus is to drive consumers to contact the Contact Center. This process has proven successful as there are thousands of calls received at the Contact Center where consumers can begin the process of getting certified and selecting their equipment. She stated that once people are certified, they are given the option of either emailing the contact center, visiting a service center or scheduling a home visit to receive an assessment. Given the long process between first seeing an ad to actually being assessed, she stated that it is difficult to make a direct connection between the marketing campaigns and the numbers at the service centers.    

Per Frances’ suggestion to add a question about how consumers heard about the Program on the certification form, Jennifer and Mary explained that they had asked for that information before but decided to remove the question for a variety of reasons, namely, the consumer’s response not necessarily reflecting when they were introduced to the Program for the first time. They explained that the barcoding method allows them to track where the consumer obtained the form from, whether it be from the contact center, a presentation, an event or doctor’s office. 

Tommy asked Jennifer if there is any way to tell if the San Francisco office and other offices see a spike in Cantonese customers after ads air. Jennifer stated that there is not generally a direct relationship to the spike in numbers, especially for an office like San Francisco which is consistently busy. She added that spikes can occur from many unrelated things including rerun radio interviews. She stated that they tend to have a larger impact if they are non-English.

Dave Kehn, CCAF Customer Contact Operations Department Manager, said that there isn’t a great correlation between television advertising and traffic in the service centers. He stated that, due to the organization of Jennifer and her counterpart in southern California, Angela Shaw, they are able to focus their outreach efforts in various communities, especially non-English speaking communities. The barcoding method helps them determine the success of these efforts so that the Program can provide outreach and advertising as effectively as possible. 

Per a comment from Nancy, Jennifer and Barry discussed some of the issues the Program has connecting with people who are Deaf, largely due to the lack of Program offerings, as many of the devices used by this group run on a VoIP or wireless network and not on a landline. They stated their hopefulness that the iPhone pilot for blind/ low vision users will be successful and that the CPUC may be interested in permanently adding it to the Program for other constituencies as well.
VIII. Interviews of Candidates for Vacant Seats on Both Committees 
At this time, the Committees interviewed Tom Mentkowski and William Martinet for the Deaf and Hard of Hearing seats on the EPAC Committee. The Committees also considered Keith Bonchek, who was interviewed in June, for the open EPAC seats. 


While Emily Claffy, Committee Assistant, and Patsy Emerson, Committee Coordinator, tallied the score sheets of the interviewees, the Committees reviewed the draft minutes from their previous meetings.

MOTION: to approve TADDAC’s October 24, 2014 minutes with the addition of the word “time” after “enough” on line 1 of page 11. Motion carried.
MOTION: to approve EPAC’s October 10, 2014 minutes with no changes. Motion carried.
MOTION: to elect Keith Bonchek as the Deaf Representative for EPAC and Tom Mentkowski as the Hard of Hearing Representative for EPAC. Motion carried.
      IX. Future Meetings and Agendas – Hammons

TADDAC and EPAC reviewed and approved the 2015 Draft Committee Calendar with the possibility of future amendments due to conflicting holidays and joint meetings.

MOTION: Both TADDAC and EPAC moved that the CSUN Proposal be sent to the CPUC for consideration. Motion carried.

MOTION: For the chairs of both Committees to develop a cover letter explaining why the Committees’ involvement at the CSUN Conference is of the utmost importance. Motion carried.
The meeting was adjourned at 4:00 PM.  

These minutes were prepared by Emily Claffy.

