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Deaf and Disabled Telecommunications Program

Telecommunications Access for the Deaf and Disabled

Administrative Committee (TADDAC)
November 16, 2011
10:00 AM to 2:30 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) held its monthly meeting at the Deaf and Disabled Telecommunications Program (DDTP) main office in Oakland, California.  TADDAC Vice Chair, Nancy Hammons, called the meeting to order at 10:05 AM. 
TADDAC Members Present:

Kathleen Barrett, Disabled Community-Mobility Impaired Seat, Chair, arrived at 1:30 PM

Nancy Hammons, Late-Deafened Community Seat, Vice Chair, Moderator
Alik Lee, Division of Ratepayer Advocates Seat

Tommy Leung, Disabled Community- Blind/Low Vision Seat

Jax Levesque, Deaf Community Seat

Kevin Siemens, Disabled Community - Speech-to-Speech User Seat 

TADDAC Members Absent:
Colette Noble, Hard of Hearing Community Seat
Non-Voting Liaisons Present:

Shelley Bergum, CCAF Chief Executive Officer


Linda Gustafson, CPUC Communications Division

Helen Mickiewicz, CPUC Legal Division

CCAF Staff Present:
Sharon Albert, Director of Operations 

Dan Carbone, Customer Contract Liaison

Jackie Conrad, CRS Administrative Assistant

Margie Cooper, CRS Contract Specialist

Patsy Emerson, Committee Coordinator
Vanessa Flores, Committee Assistant

Karen Lincoln, Customer Contact Operations Department Manager

Jen Minore, Northern California Field Operations Manager

Mansha Thapa, Business Analyst
David Weiss, CRS Relay Services Department Manager
CPUC Staff Present:

Christopher Chow, Communications Division

Ling Mu, Communications Division

Zenaida Tapawan-Conway, Communications Division

Others Present:
Ken Arcia, AT&T
Otis Hopkins, Attendant to Tommy Leung

Becky Kasyanova, Ohlone College Student

Edward Kinal, Hamilton Relay

Brian Pease, Attendant to Kevin Siemens
Chris Pratt, Ohlone College Student
Lindsay Visocchi, Hamilton Relay
Ileana Winterhalter, AT&T

Present by Telephone:

Ann Ruth, EPAC Chair
I. Welcome and Introduction of Members


The Committee members, liaisons and guests introduced themselves. 
II. Minutes of the September 28, 2011 TADDAC Meeting 

The minutes were approved with one change.  On page 2-4, line 3, the word National was inserted before Association.
III. Approval of Agenda

Approval of the agenda was postponed until the arrival of Kathleen Barrett due to lack of a quorum, and Tommy Leung requested more time be spent on the CPUC’s resolution and less pressing matters deferred until the next meeting.
Review of Action Items:

Previous Action Item #5: Committee members will review the DDTP website (English and Spanish) and give any feedback and suggestions to CCAF.

There was no new feedback to report. Nancy encouraged the Committee members to visit the Website and review recent changes, and said she would be asking for feedback at the next meeting. This item remains ongoing.

Previous Action Item #35: Committee members to assist CRS Vendor outreach efforts by sending information on community events to David Weiss. 

Nancy Hammons announced the Hamilton Relay event scheduled for the evening of 11/16/11. The event was elaborated on later in the meeting by Hamilton Relay guest, Lindsay Visocchi. This item remains ongoing.
Previous Action Item #40: Kathleen Barrett and Nancy Hammons will develop a plan for notifying persons who have TTYs that they are currently not using that they should consider holding on to them for use in any emergency to be able to access 911 dispatchers immediately. 

Nancy Hammons announced the plan for a Hearing Loss Association of America (HLAA) convention in February with hopes to have both EPAC and TADDAC in attendance. Shelley Bergum requested further discussion about also holding the Hard of Hearing panel at the HLAA convention and how this can be accomplished. Nancy noted that she would like to spread the word about the 711 Relay number at the convention and asked Hamilton and AT&T to take notice. This item remains ongoing.

IV. Administrative Business 

A. Report from CPUC Staff 
Linda Gustafson introduced Ling Mu, a new member of the CPUC staff, and informed the Committee that Zenaida Conway would later be walking the Committee through the wireless resolution summary and report. Linda moved on to say that the CPUC is continuing to work with the CCAF and CSD in implementing new contract features as well as working closely with the marketing vendor on both rolling out new campaigns and developing the annual report for the 2008/2011 period. Linda added that the Video Assisted Speech-to-Speech (VASTS) will now undergo feasibility testing at non-public sites such as home offices and residences. Although the feasibility testing is limited at this time, the CPUC finds that the use of Skype and visual cues that enable STS Communication Assistants (CAs) to see the STS user facilitates communication greatly. Linda also reported that there is now legislation in place asking that the Commission expand the DDTP offerings to include assistance for persons who use Speech Generating Devices (SGDs). The CPUC is looking at what processes need to be in place to evaluate how the program will be involved with the procurement of SGDs. Linda also reported that CCAF and the CPUC have been working with the Lighthouse for the Blind, Helen Keller Regional Center, the Department of Rehabilitation  and California Foundation for the Independent Living Centers, on how California might best position itself to apply for funds from the FCC to implement a National Deaf-Blind Equipment Distribution Program. The applications from the various states are due November 21st and the CPUC anticipates they will be putting in a letter of support for Lighthouse’s application. The CPUC is interested in both the Lighthouse for the Blind and Helen Keller Regional Center because of their expertise in the assessment and training areas and because of their flexibility with the state contracting procurement process. 
At this point, Linda reintroduced Zenaida Conway to give the Committee a high-level overview of the CPUC Draft Resolution. Zenaida explained that the commission process requires a draft resolution to be followed by opening comments (due November 30th) and reply comments expected five days after the opening comments. The purpose of the resolution is to approve certain operational program design changes to the current DDTP/CTAP equipment program to allow for the distribution of mobile devices to participants. The resolution also provides the overarching goals of the Commission in the provision of wireless equipment and delegates authority to the director of the CPUC to perform required functions to support the contracting and distribution of the equipment. 
Zenaida proceeded with highlights of the draft resolution noting that Blackberry and Jitterbug are under consideration as the two pieces of equipment we will begin distributing, and that the CPUC is working on contracting with both Sprint and Great Call as carriers. In order to balance the needs of the consumer with the fiscal responsibilities of the program and to curtail waste, fraud, and abuse, the resolution allows for an incremental deployment of the program with distribution priority given to unserved and underserved communities. In keeping with policy now in place, participants will be allowed just one device, either a land line or a wireless device.
Kevin Siemens commented that in the past customers were encouraged to keep their landlines in case of emergencies and that customers should be able to have both a landline and a cell phone. Shelley Bergum agreed that Kevin had raised an important issue in connection with Action Item number 40— to notify TTY users to maintain their landlines in order to be able to call 911. Shelley questioned if the distribution of wireless devices will change that procedure in that the customer will not be provided any land line equipment if they choose a wireless device, and suggested the Committee discuss what should be recommended to the Commission in regards to this issue. 
Tommy Leung addressed the issue of coverage in relation to third party software (switches, hearing devices or Text to Speech software) that may be required for people to use these phones. Tommy noted that he has found that the local wireless providers are very ill equipped to handle consumer’s questions about how to use the phone or how to access the accessibility features in the phone. Tommy said he hopes the resolution will be flexible enough to allow the customer to go to the manufacturer for more information on how to operate the phone or properly use the features instead of, or in addition to, going to the carrier itself. Nancy proposed a budget item be put in place for outreach and training purposes. 

Zenaida responded to these comments saying the customer support and training aspects are very important considerations and that this issue will be kept in mind while having discussions with the carriers. Zenaida also mentioned that there is work to be done by the CCAF staff in regards to detailing the implementation processes and making sure the participating carriers have the necessary infrastructure to provide customer service and support. 
Linda Gustafson remarked on Great Call’s extensive customer service and stated that at least one of the vendors being considered has outreach to various states and disability communities. Regarding the  access to emergency services issue discussed earlier, Linda noted that EPAC’s Richard Ray has been very involved with the 911 issues not only in the state but nationally and she anticipates that the Committee will tap into Richard’s knowledge to expand upon the issue in their comments to the resolution. 
Helen Mickiewicz reminded the Committee of the requirements of Bagley-Keene in regards to creating a working group for the wireless program and to limit participation to two persons from each committee. She added that the statute the CPUC operates under has a limitation of providing a single device for participants in the program, which makes it difficult, if not impossible, to guarantee that the program can fund both the wire line and the wireless device and suggested the Committee bear this in mind.
 Helen went on to discuss a survey created as a response to a requirement that all state agencies employ a certain percentage of disabled persons. In order to meet this goal, the Commission has to make changes to its recruitment process, which involves identifying all current employees working for the Commission who are disabled or who would self-identify as disabled. The survey that has already been created is deemed as insensitive, and the Commission would like to ask the Committee for any suggestions in regards to a more sensitive yet effective survey, one that successfully identifies employees with any disability, obvious or not.  Helen asked that all suggestions be emailed to her since there will not be a meeting held in December and Patsy Emerson agreed to provide the Committee with Helen’s contact information so that suggestions can be sent to her directly.
C. Report from CCAF

Shelley Bergum noted an issue in the Consumer Affairs Report about access to 911 for people with mobility impairments. There have been a few complaints from quadriplegic customers who had been using 411 quite extensively for telephone dialing assistance and are concerned with AT&T’s new 411 system. Previously, when customers dialed 411, a live operator would answer immediately and would assist the customer with their dialing or any other questions they may have had.  This has changed, and the 411 number is now answered by an automated phone tree system and the last option listed is assistance with accessing 911. Despite customers being able to program 911 in their phones, many still rely on 411in an emergency. Programming 911 is actually discouraged by manufacturers to avoid customers dialing it in error. Shelley asked the Committee if they had any experience with this issue or if they knew of any customers who had, either with AT&T or with other carriers.  CCAF staff may need to contact  these phone companies and work with them in order to resolve the issue and said that any feedback from the Committee would be helpful. Jax Levesque recommended contacting the Center for the Blind and asking them for feedback. 

AT&T representative, Ileana Winterhalter, informed the Committee that AT&T has worked on the issue and that they have dealt with specific customer complaints. Ileana noted that the issue is related to the actual equipment versus the access to 911 or 411 and that a conference call with CCAF is scheduled within the next week to discuss this. Ileana asked that either Dan or Shelley outline the specific issues in an email to prepare for the conference call with AT&T experts and Linda Gustafson suggested a person from CPUC be on the call as well.   

Shelley Bergum continued her report by commenting on the testing of the Video Assisted Speech to Speech (VASTS). This version of STS has been tested at about five different community-based organizations in both northern and southern California. There is discussion with both AT&T and Hamilton Relay about extending this trial. Starting November 21, 2011, the service will be available 8:00 to 5:00 Monday through Friday on a regular basis.  Appointments with Hamilton or AT&T can be made if customers would like to use the service after the allotted hours. Shelley encouraged all in attendance to recommend the service to anyone with a speech disability interested in testing the service, especially those who have been unable to make it to the public locations and would find it useful to use the service in their home or work location. David Weiss was the suggested contact for this purpose.
Nancy Hammons asked Shelley if the VASTS service information can be found on the CCAF website. David Weiss informed Nancy and the Committee that there is some information about VASTS that can be found on the website under the “News” section although the information does not go into great detail. More detailed information regarding the service will need to be discussed with the CPUC before going on the website.
Linda Gustafson mentioned a conference in southern California that involves speech-language pathologists. David Weiss will attend the conference, as well as Hamilton Relay and perhaps AT&T as well. There will be actual demonstrations of VASTS calls at the conference. Linda noted that the CPUC is actively pursuing working with professionals, such as speech-language pathologists, whose clients can benefit from STS services. Shelley finished her report by introducing CCAF’s new Committee Assistant, Vanessa Flores.

V. Public Input


The northern California coordinator for Hamilton Relay, Lindsay Visocchi, gave details regarding Hamilton’s Committee Forum occurring from 6 to 8pm the evening of 11/16/11 at the Ed Roberts Campus in Berkeley. Those in attendance will receive information on the Relay Service as well as have an opportunity to share comments and feedback that may improve service. Lindsay also noted that there will be a similar event in southern California on Friday 11/18/11 from 7 to 8pm at the GLAD center.

John Fetcher informed the group of a conference that David Weiss and Hamilton will attend in San Diego at the American Speech and Hearing Association (ASHA). During this time, David asked if someone from AT&T or Hamilton could explain the difference between calling 411 and calling zero. Both Hamilton and AT&T representatives replied that they’d like to research the matter first and follow up with a response at a later time. 

VII. New Business

      A. EPAC Report and Recommendations

Ann Ruth, present by telephone during the meeting, reported that EPAC would like to recommend two difference answering machines to be added to the program. Ann explained that although CCAF recommended  the ClearSounds ANS3000 over the Amplicom AB900, EPAC recommended both answering machines because both have features that work better for different disability groups and would therefor fulfill a broader need. 
MOTION: Tommy Leung moved that TADDAC accept EPAC’s recommendations to add both answering machines to the program and the motion carried.

Helen Mickiewicz reminded the Committee that answering machines are not considered a Telecommunications device and the governing statute states that the CPUC only fund Telecommunications devices. She further stated that the Legal Division will consider the machines an issue and will likely recommend that the Commission not approve the machines because they simply do not meet the legal definition of a Telecommunications device. When asked whether she thought that the Committee should just table this recommendation, Helen replied that they should go ahead with it but understand that this legal definition could be a potential obstacle to its approval by the CPUC. 

Lunch 12:00 PM to 1:00 PM
V. Public Input

 
There was no Public Input at this time.
IV. Administrative Business continued
 
The Committee agreed to form a working group of two members each from TADDAC and EPAC to develop comments about the recent Draft Wireless Resolution. The workgroup will meet at the DDTP in Oakland on Tuesday, November 22, 2011 from 1:00 PM TO 4:00 PM. Their comments will be forwarded to Tommy Leung who will compile them into a document which he will then send back to the workgroup for a final edit before submitting it to the CPUC. EPAC will hold their regularly scheduled December meeting because they will be interviewing for the two vacant seats on the Committee, but TADDAC will cancel their December meeting.
VII. New Business

A. EPAC Report and Recommendations



Ann reported that EPAC has scheduled interviews for the vacant Deaf Community and Senior Community seats for their December meeting and that they have some very good candidates lined up. EPAC will have recommendations of new members for TADDAC in January.
 
B. Discussion of Feedback from the Veteran-Focused Panel


Shelley Bergum commended the summary of Veteran’s comments composed by Patsy Emerson that was provided in the meeting binder. 

Nancy Hammons’ commented on both the excellent panel and feedback received at the meeting. Nancy said she learned a lot from the meeting and hopes the Committee continues with consumer-based panels in the future. 

Ann Ruth agreed with Nancy’s comments, adding that she hopes to continue to serve veterans as well. Tommy Leung said that he believes the veterans panel showed the Committee that there’s a lot more work needed to reach out to veteran groups. Tommy also noted that the Committee needs a list of veteran-specific terminology in order to better connect with service members. Kevin Siemens remarked that the Committee should have spent more time on the Speech to Speech services.

Shelley Bergum mentioned that CCAF has developed a letter to go out to different service organizations that serve the military and service members and to the contacts made at the panel. The letter will provide information regarding presentations, equipment, and contact information for organizations so that they can set up presentations with CCAF’s outreach specialists. Nancy Hammons added that she’d like the Committee to focus on contacting veterans with information about our products and services as soon as they leave the military and transition into civilian life. Jax Levesque brought the parallels between the veteran community and the Deaf community to the Committee’s attention and noted that both groups struggle with the same issues. Linda Gustafson added that she noticed the generational issues that came up and that the Program’s landline phones, which may have been appropriate for our fathers and grandfathers, are inadequate for the needs of the younger generation of vets. Linda sees the outreach letter that Shelley mentioned earlier as a good way of engaging in communication with the veteran community and the panels in general as a good starting point for the development of the wireless program.
C. Discussion for Hard of Hearing Panel in January

Shelley reported that she discussed the possibility with both Kathleen and Nancy about having the hard of hearing focused panel at the Hearing Loss Association of America (HLAA) conference in February. Shelley said that since TADDAC had plans to have a hard of hearing focused panel in January, it might be best to have a joint EPAC/TADDAC meeting at the HLAA event in February. 

MOTION: Jax Levesque moved that the Committees hold their business meetings on Friday and the Hard of Hearing panel on Saturday at the HLAA Convention in February, 2012. The motion carried.
MOTION: Nancy Hammons moved that if the CPUC does not approve of the Committee attending the conference both Friday and Saturday, the Committee agrees to hold their meeting on Friday. The motion carried. 

Linda Gustafson recommended Shelley Bergum work with the chairs of both TADDAC and EPAC to confirm that the two Committees would like to meet and write a proposal for the two motions regarding the meeting dates.  Linda also asked that the CPUC be informed of potential vendors, the potential panelists, and what groups the Committee intends to reach at the conference. 
D. Member Reports 
Kevin Siemens reported seeing a sticker in a store window that read: “We accept California Relay calls”. Kevin said he thinks it’s a great idea for businesses to be aware of relay calls and services. 
Kathleen Barrett reported that March 25, 2012 is National Cerebral Palsy Day and the UCP website, which is completely accessible, will have a lot of videos about cerebral palsy available on that day. Kathleen continued by relating her experiences with a large credit union of which she’s member. Kathleen described the difficulty she often has communicating with operators over the telephone or when using the STS service. On one occasion, she had to be transferred from one operator to another because her first operator wasn’t certified to take Kathleen’s call.

 David Weiss thanked Kathleen for raising the issue of certified operators and informed the Committee that according to contract, all operators or agents must meet certain qualifications. For example, there is a required hearing acute test that they must pass with a ten decibel (dB) range or better. David noted that there is discussion of allowing the passing decibel range to be changed to fifteen or twenty dB instead of ten, because very few agents are passing the test. David added that the CPUC would like to see justification for changing the passing level and requested that the issue be placed on the top of the CPUC’s list of topics to be discussed. 
Linda Gustafson informed the Committee that the 10 dB issue is on the CPUC’s table and thanked the Committee for the reminder about the issue. 
VI. Unfinished Business 

A. Possible Disability Representation for the At Large Seat
Kathleen Barrett appointed both Colette Noble and Nancy Hammons to a subcommittee to discuss this topic and asked that they meet and have a work product ready to be reviewed by March 2012.
    IV. Administrative Business continued
B. Report from the Chair
Kathleen Barrett was happy to report that an employer approached her about hiring a veteran and asked to get together with Patsy Emerson to get the names and contact numbers of the veterans who sat on our recent panel. Kathleen said she intends to focus on the brain injured veterans and  the technology that they can or cannot use. She also said that she thinks that Apple is listening to the mobility impaired community and making the iPhone more accessible to all people with all impairments. 
    VII. New Business continued
C. Items for Next Month’s Agenda
Kathleen reminded the Committee that they would not be meeting again all together until January and encouraged them to email her with topics to be included in the January agenda.  Kathleen closed by wishing all in attendance a happy holiday. 
The meeting was adjourned at 2:30 PM.
These minutes were prepared by Vanessa Flores.
