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DDTP Joint Meeting and Forum

of the TADDAC and EPAC Committees

February 7, 2013
10:00 PM to 4:00 PM

Deaf and Disabled Telecommunications Program, Main Office

1333 Broadway St., Suite 500, Oakland, CA 94612
The Telecommunications Access for the Deaf and Disabled Administrative Committee (TADDAC) and the Equipment Program Advisory Committee (EPAC) held a Joint meeting and Hard of Hearing Forum at the DDTP Headquarters in Oakland.  

TADDAC Members Present:
Frances Reyes Acosta, Mobility Impaired Community Seat

Nancy Hammons, Late-Deafened Community Seat, Chair
Jan Jensen, Deaf Community Seat

Devva Kasnitz, Mobility Impaired Community Seat

Alik Lee, Division of Ratepayer Advocates Seat

Tommy Leung, Disabled Community—Blind/Low Vision Community Seat

Colette Noble, Hard of Hearing Community Seat
TADDAC Members Absent:

Drago Renteria, Deaf Community Seat

TADDAC Non-Voting Liaisons Present:

Shelley Bergum, CCAF Chief Executive Officer


Linda Gustafson, CPUC Communications Division

EPAC Members Present: 
Jim Brune, Proxie for Sharif Rashedi, Deaf Community Seat
Mussie Gebre, Proxie for Anindya "Bapin" Bhattacharyya, Disabled Community, Deaf-Blind Seat 

Jacqueline Jackson, Disabled Community-Blind Seat 

Brent Jolley, Deaf Community Seat

Sylvia Stadmire, Senior Citizens Community Seat

Brian Winic, Hard of Hearing Community Seat

EPAC Members Absent: 

Anindya "Bapin" Bhattacharyya, Disabled Community, Deaf-Blind Seat 
EPAC Non-Voting Liaisons Present: 
Barry Saudan, CCAF, Customer Contact Operations Manager

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

CPUC Staff Present:

John Birzniecks, Communications Division

Helen Mickiewicz, Legal Division

CCAF Staff Present:

Mary Atkins, Marketing Department Manager

Donna Benedictos, CRS Administrative Assistant
Margie Cooper, CRS Contract Specialist 
Patsy Emerson, Committee Coordinator
Vanessa Flores, Committee Assistant

John Koste, Telecommunications Equipment Specialist
Vanessa Rangel, Field Advisor

Barry Saudan, Customer Contact Operations Department Manager

Mansha Thapa, Business Analyst

David Weiss, CRS Department Manager

Nathan Young, Marketing Specialist 

Panelists: 

Beatriz Alejandre, 211 Call Manager, United Way of Fresno, Panelist

Linda Barton, Audiologist, Kaiser Permanente Hearing Aid Center, Panelist

Marilyn Finn, Past President of HLAA, Panelist

Cindy Jagger, HLAA, Panelist

Jim Montgomery, Current President of HLAA, Panelist

Norma Ramos, HOH/Late-Deafened Consumer, Panelist
Kyra Schleef, HR Specialist, DHHSC, Inc., Panelist

Others Present: 
Mark Allen, OneWorld Communications

Ken Arcia, AT&T
Nadine Branch, Attendant to Jacqueline Jackson
Liz D’Anna, Sprint

Bob Davies, CCAF, Board of Directors Member
Thomas Gardner, Hamilton Relay

Sandy Gross, AFCO Electronics

Fred Hackett, Hamilton

Otis Hopkins, Attendant to Tommy Leung

Jeff Mondon, AT&T

Gary Moore, Clarity
Beth Slough, Hamilton Relay

Stephen Smouha, Amplicom 


TADDAC Chair and Forum moderator, Nancy Hammons, called the meeting to order and welcomed everyone to the Forum. Committee members introduced themselves. 
I. Introductory Remarks from Shelley Bergum, California Communications Access Foundation 

Shelley Bergum introduced herself and welcomed the TADDAC and EPAC Committees, panelists, and audience to the Forum. She provided those not familiar with background information on the Deaf and Disabled Telecommunication Program (DDTP), in conjunction with the California Communications Access Foundation (CCAF). Shelley then provided the audience with a brief overview of the Agenda for the day, adding that the Program is thrilled to have such an esteemed group of panelists present to help the Program address how to better reach the Hard of Hearing communities in California. Shelley recounted the difficulties the Program has had reaching the community, saying that the Program currently only reaches about 48% of those who have identified themselves with a hearing loss on the federal census. She added that there is still a large number of people who are Hard of Hearing that do not know about the Program or about the equipment it can offer them. Shelley said that the group of panelists in the morning will be composed of professionals who work in Community Based Organizations (CBOs) and with the Hard of Hearing community. Shelley said that the Program hopes to receive feedback from these professionals about the Program’s current efforts to reach this community as well as get some ideas about how the Program can increase or redirect those efforts in order to better reach those not enrolled. Shelley explained that after the lunch break, the afternoon panel will be composed of consumers that will hopefully share a bit about how they first heard about the Program and their experiences with it thereafter. Shelley added that the Program is particularly interested in finding out the best way to reach Hard of Hearing persons in rural areas, as the Program only has 8 service centers around the state, and those centers are mostly in urban areas. 
Linda Gustafson welcomed everyone on behalf of the California Public Utilities Commission and the Communications Division. Linda informed everyone that Helen Mickiewicz will be by in the afternoon to discuss the Conflict-of-Interest Frequently Asked Questions document that Helen and the legal division created to better educate Committee members on Conflict-of-Interest issues.   
II. Nomination of Brent Jolley as Deaf Community Representative on EPAC 


TADDAC reviewed EPAC’s recommendation of Brent Jolley to the Deaf Community Seat on EPAC. Nancy explained that Brent’s Conflict-of-Interest form was already approved by the CPUC. 
MOTION: Tommy Leung moved that Brent Jolley be appointed as a Deaf Community Representative on the EPAC Committee. The motion carried. 

III. Welcome and Introduction of the Panelists

Panelist Linda Barton introduced herself and informed the Committee that she is an audiologist from Kaiser Hospital in Oakland and has worked with Kaiser for 20 years. She added that her main field is cochlear implants.

Panelist Beatriz Alejandre introduced herself to the Committee and said that she is currently an employee at the United Way of Fresno Country and that she manages the 211 call center which provides information on resources in the community. 
Panelist Marilyn Finn introduced herself and said that she has worked with both the Hearing Loss Association of America (HLAA) and the California State chapter and that she is now retired. She added that she was the chapter coordinator in Washington, D.C. for the 250 chapters of the HLAA around the United States and that after her retirement she became the president of the state association. 
Panelist Kyra Schleef introduced herself and said that she is the Human Resources Specialist for the Deaf and Hard of Hearing Service Center (DHHSC) in Fresno, California. Kyra said that the DHHSC has been in business for over 25 years providing services and outreach for the Deaf and Hard of Hearing in the Central Valley.  
Question: Nancy asked the panelists how they think the DDTP or CTAP can refine its measures to be more relevant to the Hard of Hearing community. 

Linda responded that she has thought about the question for several weeks and that she has also asked several of her audiologists about the question. She said that many of Kaiser’s patients are not computer savvy, so despite the DDTP website being a great resource for those who are, she explained that the DDTP may be missing those who aren’t, such as those in rural areas. She said that she remembers seeing a DDTP brochure or catalogue that had been provided to audiologists some time ago and that it might be worthwhile to make available both the website and the catalogue so audiologists and other professionals can go over the devices and products directly with the patient. Linda said that in researching for this panel she had learned more about the Program’s products than she had learned in the 20 years she’s worked in the industry. She said that her guess is that the 80 audiologists at Kaiser as well as other audiologists in the community would have the same experience and suggested that the Program have an outreach program that involves a presentation to audiologists. Linda mentioned CTAP presented at a Kaiser conference about six years ago, and that it was the most welcomed presentation of the entire conference. She added that audiologists always want to know what products organizations have, however, they may not always have time to find out. 
Linda said she’d be happy to help put together a presentation that would be oriented towards professionals and that it might also be good to have something she could give to the internal medicine doctors so that they can provide their patients with information about the Program without having to refer them to an audiologist. She said that the doctors may be very inclined to pass on information about the Program if they knew more about it, especially because the Program’s products are free. 
Regarding the Program’s television advertisements, Marilyn suggested that the Program always have an email address on the screen since calling may not be the best option for some viewers, especially if they are struggling with their current equipment. She added that it would be best for the Program to consistently use one name, as people may assume there is more than one program. She also suggested that the equipment description page on the website be easier to find. Kyra added to this saying that she’d also like to see more detailed descriptions about the equipment. Kyra stressed the importance of outreaching to audiologists and internal medicine doctors because she said her own audiologists and doctors never mentioned the Program. Kyra said she first learned of the Program through the Department of Rehabilitation (DOR) but she said it is unlikely that many Hard of Hearing persons will visit the DOR. 


TADDAC Committee member and panelist for the day, Colette Noble touched on the first question saying that the Program should identify the equipment that is specifically useful for Hard of Hearing persons who use cochlear implants. Colette stressed the importance of consumers wanting clarity over volume, saying that “louder isn’t always clearer.” She added that the Program can make messages more relevant for Hard of Hearing persons if they understand how a Hard of Hearing person would use the equipment. 

Question: Nancy asked the panelists if they think having the words “Deaf” and “Disabled” in the name of the Program turn Hard of Hearing persons away from the Program because they do not want to be labeled disabled or deaf. 

Linda Barton said she has always associated the Program with the name “California Telephone Access Program” (CTAP) and that she feels that the name is the perfect vernacular for the Program. She added that she does agree that having multiple names for one program can be confusing to both the hearing impaired population and to professionals. Linda also said that she agrees with Colette’s point about clarity over volume. She said that one piece of equipment will obviously not work for everyone, and that customers need to be able to try various types of equipment. Linda said that she believes that a majority of audiologists would be more than happy to refer their patients to the Program, however, an audiologist will always be reluctant to refer new patients if old patients return informing the audiologist that the equipment did not work for them. Linda said that CTAP customers have reported that their CTAP equipment does not work for them and that the Program will not allow them to return it. She added that because they cannot return the equipment, many of her patients are storing unused equipment.


Beatriz suggested that the Program consider broadening its outreach to churches, schools, (specifically the disability offices at colleges and universities) and to special education programs so that parents and families can learn more about the Program. She said that this particular approach might be the Program’s best chance at reaching the rural areas where information is mostly spread by word of mouth. She said it’s also important that customers in these rural areas be able to obtain their equipment by mail, as traveling to a Service Center might be too difficult. 

Beatriz reported that she has had many 211 caller complaints that medical professionals are charging patients to fill out certification forms and that like many of these callers (and as a parent of a Hard of Hearing child), she said she disagrees with the fee. Nancy informed Beatriz that the Program is working on having an audiologist present at distribution events to sign certification forms so that customers will not be charged. 

Linda said that she is certain that many audiologists do not even mention telephones to the patients they see. She recommended that the Program arrange presentations at professional conferences that audiologists attend. She added that an actual presentation would be better than a booth at a conference, so that audiologists and other doctors can see the range of products and really think about how each product might fit each of their patients.
Question: Nancy asked the panelists what they felt were some of the biggest barriers that prevent Hard of Hearing people from gaining access to the Program. Several Committee members and panelists agreed that barriers for the Program include: Lack of knowledge among both consumers and professionals, denial of disability, reluctance to associate with the labels like “deaf” or “disabled”, not enough locations in rural areas, expense of a landline phone, and transportation. Linda suggested that the Program consider providing a variety of phones to audiologists’ offices for free because currently, audiologists have to pay for their display phones which can limit the equipment they show to customers. Kyra said she learned the most about CTAP from the Department of Rehab and from online hearing loss forums. She said that most Hard of Hearing people appreciate a wide range of equipment because some are looking for more than just hearing aids and amplified phones. She added that a lot of her customers are using video phones through a company called Sorenson. Marilyn commented that more education needs to be done with hearing aid dispensers, as she learned that the president of the California organization didn’t know what CTAP was.  Colette said that the expense of a landline phone may also be preventing people from taking advantage of the Program. 
Question: Nancy asked the panelists if they or any of their colleagues have any concern about either partnering or referring customers or clients to the Program. Linda said that she does not have any reservations about partnering with the Program and that she believes that a majority of audiologists would be more than happy to refer their patients to the Program, however, the audiologist will be reluctant to refer new patients if old patients return informing the audiologist that the equipment didn’t work for them. Linda said that CTAP customers have reported over and over again that their CTAP equipment does not work for them and that they cannot return the equipment.
Kyra said that the DHHSC is enthusiastic about partnering with the Program. She added that every month the DHHSC hosts a CTAP demo and presentation at their office in Salinas. She said she’d like to see CTAP offer presentations at the offices in Merced and Visalia which are located in rural areas in the central valley. Colette said that she informs not only her clients about the Program, but also her fellow employees. She said she thinks the problem is not with partnering, but instead with following up with those who know about the Program. She said that she feels advertising might be more effective if it focused instead on the fact that CTAP equipment benefits more than just the individual who needs it but that CTAP equipment benefits family, friends, and business relationships. In general, Colette said she believes advertisements need to be more positive. 

Question: Nancy asked the panelists how they feel the Program can increase the participation level of professionals and organizations in the distribution events. Patsy Emerson provided the panelists with an overview of what happens during a distribution event. 


Linda said that many audiologists assume they will have to provide screening tests at these events and that they are reluctant to volunteer because they feel they wouldn’t be able to provide the attendees at these events with a full and accurate test.  She said that if more audiologists knew that customers come to CTAP events with an audiogram and that all they need to do is sign for the customer, more would likely volunteer. 


Linda recommended that the Program hire an audiologist or an audiologist tech to provide a screening type of evaluation. Linda G. said that a hired  audiologist tech still wouldn’t be authorized to sign the customer’s certification form. 

Jim Brune asked Linda if a statewide audiologist position at Kaiser would be possible. Linda said she would raise the idea of a Kaiser community outreach program to Kaiser so that these services have a better chance at reaching grassroots communities.


 Colette and Beatriz agreed that the Program should consider asking the agencies that they partner with to inform their clients about CTAP events as well. 


 Linda stressed again the importance of educating audiologists and medical professionals saying that CTAP could work on a professional webinar geared toward audiologists and doctors. She said that audiologists could register for the webinar and watch it on their own time. 


Jacqueline Jackson said that she agrees with Jim’s approach regarding a partnership with Kaiser, adding that Kaiser is a wonderful resource to fund CTAP services. 

Brent Jolley asked Linda if Kaiser has a system for flagging individuals who might benefit from the Program’s services. Linda said that she does know that Kaiser has a flagging system and can identify, for example, persons who have a hearing loss or a cochlear implant. She said she would look into whether or not CTAP announcements or general advertising for the Program could be emailed to Kaiser Customers. Linda reiterated that Kaiser is just one organization the Program should look into. She said organizations such as the American Audiology Association (AAA), American Speech and Hearing Association (ASHA), and the California Audiology Association (CAA), should all be looked at as well.  


Nancy thanked the professional panel for their enlightening discussion and suggestions. 

V. Public Input and Discussion


Audience members introduced themselves.

VI. Lunch Break 12:00 PM to 1:00PM
VII. Panel Discussion with Consumers Concerned with Issues Pertinent to the Hard of Hearing Community
Panelist Cindy Jagger introduced herself and explained that she is the northern California State Coordinator for the Hearing Loss Association of America (HLAA). 

Panelist Jim Montgomery introduced himself and said that he is the State President of the HLAA. Jim explained that he has held other positions during his 20 years at the HLAA, including President and Chapter President. 

Panelist Norma Ramos introduced herself saying that she is involved with the Deaf Community Center (DCC) at DCARA and that she is Hard of Hearing. 

Panelist Colette Noble reintroduced herself to the Committee and audience, saying that she has been on the TADDAC Committee for a number of years and that she has also been an HLAA member several years. 


Question: Nancy asked the panelists to share their stories about how they first heard about CTAP and what attracted them to the Program. She also asked the panelists if there was a way the Program could have encouraged them to join sooner and if, in their opinion, it was easy or difficult to join the Program. 

Cindy explained that she took a weeklong HLAA workshop at the Fremont School for the Deaf in 1987, and that this is where she learned all about the telephones and other equipment for Hard of Hearing persons. She added that there weren’t as many ways to become informed then as there are now. 


Jim explained that he first learned about the Program by being involved with a Hard of Hearing group. He said that he saw a flyer with information about free phones and so he went into Berkeley to look at their equipment. Jim explained that he received a telecommunications device for the deaf (TDD) but that he eventually needed something more, so he returned to the Program to get an amplified phone. 

Norma explained that she first learned about equipment and how to use equipment from the DCC. 

Colette said that despite there being the opportunity for information to be in many locations at the Program, she has yet to see advertising in some places that she thinks are critical, places such as Costco, Kaiser, libraries, community centers, and bus or subway stations.


Regarding Nancy’s question about ways the Program could have encouraged her to join sooner, Cindy said that she is still unaware of CTAP’s marketing approach or materials that the Program currently produces, but that she is both aware and appreciative of the fact that CTAP Field Advisors visit customers in their homes and assist them with their equipment.  

Question: Nancy asked Cindy if it was difficult or easy to become a CTAP customer. Cindy said that it was an easy process, adding that she received the Program’s forms from her doctor at Kaiser, and that she was able to get her form signed. Jim said that he also did not find it difficult to enroll in the Program either. He said that it was easy for him to have his form signed as well, but that he has heard that the process with Kaiser now takes some time.  
Colette said that she has formed great relationships with those who work at the Sacramento Service Center. She said that the staff there has made it very easy for her to return phones that she feels do not work well for her. 

Question: Nancy asked the panelists to share where they get their information from—whether it be an organization, Internet or television. The panelists said they get most of their information from the Internet, particularly from Facebook as well as news prints, and news releases. 

Question: Nancy asked the panelists what cultural or social issues the Program should be considering in regards to marketing. 
Colette said that the Program can appeal to different groups by having a spokesperson from that specific community. For example, if the Program is trying to appeal to the Spanish community, they should consider having someone from that community reach out to those individuals in order to better relate.
Brent Jolley said that it seems the panel has managed to gain a lot of knowledge about equipment, resources and tools. He asked the panel to share the best ways they’ve learned to communicate this information with others. Cindy Jagger says she helps to spread the word by asking those she meets at social events to contact her directly. She added that she does a lot of her communicating via the Internet, and from there she often introduces the person to someone who can teach them how to operate equipment. Jim says that he does a lot of sharing of information through the Internet as well, adding that he forwards a lot of information to people, especially information regarding the Program, via email. Colette said that she spreads information via the SERTOMA club and has started her own website and that it is used as a venue for information and discussion about Hard of Hearing issues and happenings.

Ken Arcia asked the panel if there is any phone related technology not currently in the Program that they’d like to see incorporated into the Program’s inventory. Jim said he’d like to see phones with Internet capability in the Program. Both David Weiss and Linda G. confirmed that phones with Internet capability are available, for example Web CapTel, however the Internet-based phones are not provided by the Program.
While in discussion over the times that the Program’s television advertisements air, many Committee and panelists agreed that the Program should consider running television advertisements in the evening, despite the Contact Center not being open during those hours. The Committee reasoned that customers can just as easily email staff or go to the Program’s website. Several Committee members and panelists agreed that having advertisements air in the evenings or in the early morning would be successful at reaching more people.


While on the subject of Bluetooth technology, Mussie Gebre informed the Committee that various industry leaders attended a conference organized by the FCC in 2011 in order to discuss various possibilities to make communication technology more accessible for people with different degrees of hearing loss. He said that one of the subjects this group discussed was Bluetooth technology and the ways sound quality could be enhanced for people who use hearing aids and different equipment.


Jan said that in her experience working with the deaf and Hard of Hearing community, technology is always being discussed. She added that since technology is constantly changing and becoming increasingly more advanced, the Program really needs to catch up with the technology that’s available. 
Nancy thanked the panelists for their insight and informed everyone that Helen Mickiewicz would be leading discussion regarding the Conflict-of-Interest (COI) frequently asked questions. 

Helen went over the disclosure form, informing Committee members of the reporting period (July 1st to June 30th) and examples of what Committee members need to report.  
Patsy asked Helen if proxies would be able to submit statements saying that there are no changes to their COI rather than filling out a new one. Helen responded saying that it’s best if this sort of situation is handled on a case by case basis, adding that if someone is going to proxy and it has only been 13 or 14 months, then she will likely not require a new form to be filled out. 

Colette asked if Committee members are able to receive multiple gifts under $50. Helen said that the rule is Committee members need to report if they receive a gift or multiple gifts that together value $50. Helen confirmed that members should not receive gifts of over $250 fair market value. 

Helen confirmed that a gift only has to be reported if the entity does business with the Commission or the Program. 

Helen let the Committee members know that the examples on the disclosure form they’ve been provided with are just guidelines, and that conflict matters are always specific to the facts. Helen added that Committee members should always ask her, perhaps via Patsy, about a specific situation or opportunity that may have the potential to cause a conflict.
This meeting was adjourned at 3:39 pm.   
These meeting minutes were prepared by Vanessa Flores. 
