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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 Members Present:

Kathleen Barrett, Disabled Community - Mobility Impaired Seat, Chair

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

Tommy Leung, Disabled Community - Blind/Low Vision Seat

Jax Levesque, Deaf Community Seat

Colette Noble, Hard of Hearing Community Seat 

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

TADDAC Non-Voting Liaisons Present:

Shelley Bergum, CCAF Chief Executive Officer


Linda Gustafson, CPUC Communications Division

CCAF Staff Present:

Sharon Albert, Director of Operations 

Silke Brendel-Evan, Special Projects Coordinator

Dan Carbone, Customer Contact Liaison
Patsy Emerson, Committee Coordinator
Vanessa Flores, Committee Assistant

Mansha Thapa, Business Analyst
David Weiss, CRS Relay Services Department Manager

CPUC Staff Present:

Penny Legakis, Communications Division
Others Present:
Ken Arcia, AT&T
Otis Hopkins, Attendant to Tommy Leung

Edward Kinal, Hamilton Relay

Chris Maine, Granicus

Brian Pease, Attendant to Kevin Siemens
Ana Quinonez, Granicus

Sylvia Stadmire, Senior Citizen Community, EPAC

Ileana Winterhalter, AT&T

TADDAC Vice Chair, Nancy Hammons, called the meeting to order at 10:07 AM. 
I. Welcome and Introduction of TADDAC Members


The Committee members and liaisons introduced themselves. 
II. Minutes of the February 17, 2012 TADDAC Meeting
The minutes of February 17th were approved with one correction. The word “moderator” was removed from Nancy Hammons’ title on p. 2-1, line 18.
Kevin Siemens raised a question about his title as it appears in the minutes. It was decided that Patsy Emerson would check the most recent TADDAC charter in order to confirm Kevin’s seat title. 


At this time Linda Gustafson introduced Sylvia Stadmire who was chosen by EPAC to be EPAC’s TADDAC liaison. Linda reported that other EPAC members may call into TADDAC meetings on the occasion that the TADDAC Committee is discussing a topic that relates to an EPAC member’s disability or constituency. Linda asked that CCAF remind the EPAC committee about TADDAC meeting dates and times to ensure the members are informed. 
II. Review of Action Items
Previous Action Item #35: Committee members to assist CRS Vendor outreach efforts by sending information on community events to David Weiss. 

David reported that Colette Noble notified him of several events happening in the Sacramento area and that he has forwarded them on to both AT&T and Hamilton representatives.

Kevin Siemens asked if vendors are automatically informed about DDTP sponsored events. David said he encourages both AT&T and Hamilton to always check the DDTP website for posted events. 
Previous Action Item #47: Each Committee Member will come up with issues or topics that they would like to see discussed or focused on in 2012.
Shelley Bergum informed the Committee that there was a chart in tab 3 of their TADDAC Binders that identifies a few projects and priorities that were discussed at the February 17th meeting. Committee Members discussed and set dates for their Projects and Priorities later in the meeting when this agenda item was discussed. 
IV. Administrative Business
A. Report CPUC Staff

Linda began by saying that both Jonathan Lakritz and Helen Mickiewicz were not able to attend the day’s meeting, but that she and Penney Legakis are in contact with the both of them and that they both plan to attend the April and May meetings. Linda continued saying that Committee members have shown an interest in some of the larger Commission decision items that have impact on the Program, one of them being the decision on basic service. Linda said that the Commission plans to discuss this topic at their April 19th meeting and that the Committee will get an update as soon as both Jonathan and Helen can attend a TADDAC meeting. 
Linda added that another topic in this same realm involves Lifeline and that the rulemaking on this subject is still currently in development.   

The third area is the Wireless Program. Linda informed the Committee that the contracting process is currently underway and the Commission anticipates the procurement of the devices from both Sprint and Great Call. According to Linda, both Jonathan Lakritz and Zenaida Tapawan-Conway anticipate the distribution to begin as soon as the necessary contracts are in place which may be as soon as the summer of 2012. 
Another area of concern involves the Program’s contact center and warehouse. According to Linda, CCAF, the marketing contractor and  Communication Services for the Deaf (CSD) are all working together to attempt to integrate features that will better track the successes of the Program’s marketing campaigns. Some examples of this tracking would include calls made to the contact center, visits to the service center and then an appropriate follow up with customers to ensure their equipment is received. 
Linda reported that a lot of exciting things are happening in the California Relay Service (CRS) area particularly in regards to Speech-to-Speech (STS) and Visually Assisted Speech-to-Speech (VA STS). Linda reported that there are plans to have a soft launch of VA STS on May 1st. Linda added that David and his team including Silke Brendel-Evan have been working hard on this project and that both AT&T and Hamilton are very excited. It is anticipated that as of May 1st there will also be material on the DDTP website as well as AT&T and Hamilton’s websites, that will let those interested in VA STS know what numbers to call for information about the soft launch. Linda also reported that both Kevin Siemens and Kathleen Barrett have tested VA STS and that there will likely be a demonstration at the next TADDAC meeting. 
In the area of Speech Generating Devices (SGDs), Linda reported that there was legislation that asked the Commission to integrate SGDs into the Program. Linda added that the Commission will likely be adding positions to support the effort in July 2012. The Commission has been asked by the legislature to have final CPUC rules in place for SGDs by January, 2014. Linda added that the legislature has identified the CPUC as a funder of last resort for the devices. 

Linda also mentioned that there is a lot of excitement in regards to the National Deaf Blind Equipment Distribution Program (NDBEDP) and that it is expected that DDTP will be active in partnering with the distribution program and the Lighthouse for the Blind and Helen Keller Regional Center. 

Kathleen asked that the Committee be notified of what type of positions the Commission is looking for when the Commission begins the process of hiring for SGDs. Linda agreed, saying that usually the positions are those of analysts, however, she said she would talk with Jonathan and let him know what the Committee is interested in and find out what kinds of positions may be open.  
B. Report from the Chair
Kathleen reported that she will not be available in April during the week of the regularly-scheduled meeting, nor during the weeks before and after the meeting. She mentioned that she believes April would be a good month to hold elections for the new officers. Kathleen added that she will be leaving the Committee in August and that TADDAC’s last meeting will likely be in June, as Committee meetings are not usually held during the summer. Kathleen also informed the Committee that Nancy will also be unavailable for the meeting in April and that their absences will need to be discussed later in the meeting. 
Kathleen requested that when the Committee discusses the Projects and Priorities list in the binder, Committee members each choose an ending date on their priority so that there is a time frame in which to accomplish the goal. At the end of the year, Kathleen noted, the Committee should have accomplished several projects. 

Kathleen also brought up the annual meeting, saying that she would like to take the opportunity to hold a panel during the annual meeting since both Committees will be in attendance. Kathleen added that a Spanish Users Panel has been a panel that both Committees have agreed upon in the past, so she would like the Committee to speak to this subject. 
Kathleen thanked and congratulated Tommy Leung on his excellent report of the CSUN Conference. Tommy thanked Kathleen and said that unfortunately he couldn’t cover everything, but he saw a lot of innovation and noted that there are a lot of interesting things going on outside of the country. Tommy also reported that there was a lot of talk involving 911 issues and how landlines are even at risk in a natural catastrophe. Tommy continued saying that there were several discussions about Android and Apple, particularly in regards to which brand has the better operating system. Tommy added that he felt he spent a very productive few days at the conference. 

Colette Noble asked if the marketing contractor hires anyone with disabilities and if so, what percentage of their employees are disabled and with what disabilities. Colette added that she was disappointed to find out that there was only one employee who could relate to a disability and that it was the disability of a relative. Colette added that she would also like to see the CPUC hire from within the state of California. 
At this time Shelley asked if Committee members had seen a copy of Tommy’s CSUN report. When Committee members responded with no, Tommy agreed to send the report to Patsy for forwarding. 

New Action Item: Tommy Leung will send his report on the CSUN event to Patsy and she will forward to Committee Members and Liaisons.

C. Report from CCAF  

For her report this month, Shelley decided to focus on Spanish Users since she knew the Committee was considering holding a Spanish Users panel for their joint meeting. In order to get a better idea of what the Program should ask of the panelists, Shelley took a look at Program statistics to find out the percentage of Spanish Users that are currently being served. 

Shelley referred the Committee to the CRS Dashboard Report for January in tab 4, page 44 in the TADDAC Binder. Statistics show that out of 140,000 calls in January, Spanish Users made about 3,500 of those calls, or about 2.5% of the total relay calls for that month. Shelley said that she also wanted to find out whether this percentage has changed over the years, so she went back and looked at the same report for January 2010 and 2011 and noted that for these years the percentage was virtually the same, ranging from 2.5% to 2.7% of the total relay calls for every month. Shelley then compared these numbers for Relay calls with the numbers from Speech-to-Speech calls. The report showed that out of 140,000 calls Speech-to-Speech Users made 4,700 of those calls, equating to about 3.4%. Shelley reported that she looked at Speech-to-Speech numbers in same month for the years of 2010 and 2011, and noted that again the numbers are virtually the same.  Speech-to-Speech calls range between 3 to 3.5% of the total CRS calls every month. Shelley said that she questioned why Spanish User calls were lower than Speech-to-Speech calls since it is very likely that there are more Spanish speakers in California than Speech-to-Speech users. 

Shelley said she then took a look at the CapTel Reports in order to find out what the Spanish CapTel volumes are in that area. She referred the Committee to tab 5, page 4 in the TADDAC Binder. Shelley said that she didn’t have the exact number of Spanish callers, but the graphs show that out of 145,000 calls, Spanish callers made about 900 of those CapTel calls in the month of December. Shelley noted that this means that less than 1% of CapTel calls were with Spanish callers. Shelley informed the Committee that this was something that was also noticed when DDTP conducted their survey of CapTel users. Despite the effort to reach Spanish users for the survey, very few Spanish CapTel users responded. 

Shelley then referred the Committee to tab 6, page 20 which shows the volume of calls at the CTAP contact center in Stockton that is operated by CSD. Shelley informed the Committee that inbound calls are tracked by English, Spanish, Hmong, Cantonese, Mandarin, Vietnamese and TTY. She noted that for the 13-month period preceding and including the month of February 2012, the average number of Spanish calls in the contact center was 737 which equates to 4.9% of the total calls. Shelley said that the Program targets specific campaigns towards the Spanish community and that this is one factor that drives the Spanish call volumes to the contact center more so than to CRS or other services the Program offers. 

The next figure Shelley looked at was the percentage of Spanish users that are represented in the outreach events. Shelley directed the Committee to the Field Operations report in tab 8, page 6 which shows all outreach events for the month of January. She noted that in the categories for ethnicities, Latino people at the outreach events were about 26.5% of attendees. Shelley noted that this percentage is a lot higher than the number seen in either the calls received at the contact center or the Spanish CRS calls. Shelley informed the Committee that the Program does see a fair number of Spanish speaking users at outreach events, and for this month, the number of Latinos present was over a quarter of all the attendees of these outreach events. Colette asked Shelley a question regarding the barriers that individuals encounter when trying to get their certification form signed. 



Shelley said she thinks this issue of barriers could certainly be addressed when the Committees hold their panel. Colette mentioned that family dynamic would be another topic to raise at that panel in regards to the way families within the Spanish communities communicate. 

Shelley directed the Committee to the Marketing Report located in tab 9. Pages 8 and 9 show all the TV ads that the Program has run on Spanish speaking television stations in northern California. Shelley mentioned that the marketing campaign has included print ads in Spanish speaking publications although those have not been listed in the report. Shelley asked that those with information on other Spanish TV stations to please let her know so that the information can be sent to OneWorld. 

As a final note, Shelley drew the Committee’s attention to the list of distribution events for the months of March and April. Shelley mentioned that outreach staff at these events partner with community based organizations that are already hosting an event. DDTP brings audiologists or other certifying agents to these events so that customers can attend the event, get their certification forms signed, and leave with their equipment the same day. Shelley said that these events have proven to be very successful and well received by the community because they are a real easy way for consumers to get into the Program and they’re free. Shelley added that quite a few are scheduled for the months of April and May and the chart shows whether or not the event is scheduled to be open to the public. 

Linda thanked Shelley for her presentation and thanked CCAF as well for the tremendous work they have done in terms of outreach to the Spanish community. Linda said that both Shelley and David had the opportunity to visit AT&T’S CRS center in San Antonio in order to become more familiar with the daily work being done by AT&T representatives. Linda added that CCAF staff have also visited Hamilton’s facilities and she mentioned that both providers understand that California places a priority on reaching out to the Spanish language communities. 
V. Public Input (AM)

There was no public input at this time.  

Jax Levesque took this time to commend Shelley on a great report and also expressed concern over his difficulty in following her report as she moved through the TADDAC binder. Kathleen agreed that it was difficult to follow the report of a speaker and reference the binder simultaneously. 
VI. Unfinished Business
A. Review of Committee Member Projects and Priorities for 2012
The Committee moved to the chart of Committee Member Projects and Priorities located in tab 3 of the binder. Shelley stated that she had a question regarding one of Jax’s projects. Jax had noted that he wanted to develop a better system for people calling into the office and Shelley wanted to know what office Jax was referring to. Jax clarified that he was not referring to calling into the office but instead the layout and design of the meeting room at the headquarters office. Jax explained that sometimes the interpreters are seated too far away from the deaf person and the monitors have text that is too small to follow at the pace of the discussion in the meeting. Jax suggested interpreters be no more than 10 to 15 feet away from the deaf person and that a standard font size (for the monitors displaying the captioning notes) should be set. 
David said that he and Jax had discussed this at the previous meeting in February which took place at the Oakland Airport Hilton hotel. David said that the interpreters at the meeting were too far away from the deaf persons and the lighting in the room was less than ideal as well. David added that when the Committees have offsite meetings, having an effective design for deaf participants should be considered. Kathleen suggested that Jax develop a checklist of ways to improve the meeting rooms. Jax agreed and said that he would like to involve other Committee members in the process in order to ensure that the meetings are accessible to everyone who attends. 
The Committee moved on to Nancy’s project listed in the chart. Nancy mentioned that she would like to make sure that a New Committee Member Orientation happens no later than June 2012. Nancy added that she would also like to tour the CPUC’s headquarters before the end of June. Linda said that she and Shelley will discuss this outside of the meeting and will update the Committee after decisions regarding the tour have been made. 
The Committee moved on to Tommy’s project which concerns the Wireless Resolution. Tommy said his focus is mainly on the “one piece of equipment per customer” requirement and that he would like to know what the exceptions are to the rule. Tommy raised a question regarding the cost effectiveness of returned equipment for the Program and also asked where the physical location of returned equipment will be if a customer returns their landline device or obsolete wireless device. If the equipment will be thrown out, Tommy believes there is no sense in requesting that the customer return the equipment. He added that the customer can use the piece of equipment as backup equipment if their new equipment gets damaged, lost or stolen. Tommy suggested a member of CCAF compare the costs of either storing or throwing away returned equipment, versus allowing the customer to keep the piece of equipment as their backup. Linda thanked Tommy for his input and suggested that Tommy share more of his thoughts on the Wireless Program as they will certainly be considered. Linda added that she will flag this issue for both Jonathan and Helen and encouraged Tommy to make these ideas his priorities for the TADDAC Committee. Tommy agreed and said that in the future he hopes that the Program will get to a point where it’s no longer distributing 26 devices but instead as few devices as possible. These devices will likely be accessible to several disabilities and allow attachments. Tommy added that distributing fewer devices will also allow the Program to get a volume discount by being able to purchase larger quantities. Tommy also said that training people with fewer devices will also be a lot easier and that less time and money will be spent on devices that are returned because the customer is frustrated thinking the device does not work properly. 
At this time Jax mentioned that all the acronyms involved with the Program are certainly a challenging aspect of being a Committee member and developing a better way to learn all these acronyms might be a good addition to Nancy’s New Member Orientation project. Patsy said that she is working on the New Committee Member Binder and that an acronym dictionary is a part of the binder. Patsy added that she hopes to have the Binder finished by the end of the month and that she would be happy to send the acronym dictionary to Jax as it is. Linda asked that when the New Member Committee Binder is finished that the CPUC would like to take a look at it before it goes final. Colette added that existing members should also have a look at the Binder before it goes final. Patsy agreed with both of these suggestions. 

The Committee moved on to Kevin’s project. It was noted that Kevin would like to work on VA STS as well as outreach for VA STS. Kevin confirmed his project. 


Colette informed the Committee that she had previously contacted both Shelley and Tommy about a DDTP advertisement that was released. Colette expressed that she felt the advertisement was both misleading and offensive. She added that Shelley and her staff had fixed the problem, but that she thinks problems such as this one can be avoided all together if Committee members reviewed advertisements and any other marketing material to ensure that the advertisement is neither misleading nor offensive before it’s released publicly. This request was made one of Colette’s Projects and Priorities for TADDAC. In addition to this, Colette said she would like to gear marketing towards audiologists, health centers and nonprofits to make sure that all organizations in contact with deaf or hard of hearing persons are aware of the Program. Awareness will aid in the attempt to destroy any barriers that prevent customers from getting their certification forms signed or following through with the process of getting their equipment. 

While in discussion over the materials Committee members see beforehand, several Committee members agreed that they would like to receive a written synopsis of reports from all those providing reports to the Committee at Committee meetings. This process would ensure that every Committee member is able to follow along and ask questions or provide comments for the person or organization giving the report or presentation to the Committee.  

Kathleen said that she would like to ensure that TADDAC has filled the At Large seat by the end of her term in August. This was added as Kathleen’s priority for TADDAC. 
    VII. New Business  
A. EPAC Report 

Shelley informed the Committee that there would not be an EPAC Report, however, EPAC’s liaison for TADDAC, Sylvia Stadmire, was present at the meeting and informed the TADDAC Committee that she is the newest appointee to EPAC representing the Senior Citizens Community and that Brian Winic and Richard Ray have agreed to co-chair. Sylvia added that she will act as TADDAC’s liaison for EPAC and relay any necessary information between the two Committees.

At this time Shelley asked the Committee if on the day of the CPUC tour, they would consider meeting at the DDTP headquarters in the morning to conduct a meeting and then traveling over to the CPUC’s headquarters to take a tour in the afternoon. Several Committee members said that this suggestion would be fine. Linda informed everyone that she will discuss the tour further with Shelley, Jonathan and Penny to make sure that the CPUC organizes a tour of interest for the Committee members. 
Colette mentioned that OneWorld should supply the Committee with a synopsis of the presentation they will be giving TADDAC at the next meeting. The Committee discussed again the importance of having advertisements reviewed by Committee members and people with disabilities as employees at the marketing company may be unable to provide feedback from the perspective of someone who has a disability. 
B. Discussion of Plans to Recruit Nominees for the Deaf Seat on TADDAC      


Patsy informed the Committee that there were some last minute applicants due to Nancy spreading the word about the open seat to her acquaintances and colleagues. Patsy said that she has forwarded their application materials to both Kathleen and Nancy and hopefully the Committee can plan on interviewing these candidates at the next meeting. 


Kathleen expressed her worry regarding the lack of applicants for what she said she considers the Program’s key constituencies. Kathleen added that she thinks the process of advertising for vacant seats needs to be evaluated and suggested that those with notions about what the problem may be, contact her with their ideas. 
Lunch break from 12:30 to 1:30

V. Public Input (PM)

There was no public input at this time. 
Patsy said that she checked Kevin’s seat title in the 2010 TADDAC Charter and found that under article 3: Membership that Kevin’s title is indeed correct as it appears in the minutes. 
C. Discussion of Plans for a Spanish User Focused Panel at an Upcoming TADDAC Meeting

Kathleen said she didn’t hear any negative comments about having the panel during the joint meeting when it was discussed earlier and asked the Committee if they have any more ideas about the content of the panel. 


Shelley said she thinks it would be great to hear Committee member’s thoughts on what the panelists should address as well as suggestions on any specific people they would like on the panel and any organizations they think should be represented on the panel. 


Colette said that she would like people on the panel to be those who could possibly help expand the Program towards the Spanish community. Colette suggested even audiologists that are Spanish speaking. Nancy mentioned that she would like to contact somebody at the school for the deaf, especially Hispanic parents who have deaf children who work with the community and use Spanish relay to talk with parents. Nancy said she believes contacting this group would be an excellent source of discussion and feedback. Kathleen suggested getting a representative of the Spanish media, perhaps at the local radio station or the local television station. Kathleen also mentioned getting in touch with the younger Spanish speaking population. Jax suggested contacting Marta Ordaz who works with the Deaf Counseling, Advocacy & Referral Agency (DCARA). 

Kathleen said that she thinks the focus of the panel should be reaching the Spanish community and finding out what the community needs from the Program. Kathleen added that she doesn’t believe the panel will last more than 2 hours.  
D. 2012 Committee Calendar  
Since both Nancy and Kathleen will not be able to make the designated April 27th TADDAC meeting, the Committee voted to move the meeting to Friday, April 13th. In the case that CCAF would not be able to schedule interpreters for the 13th, the Committee designated April 19th as their fallback meeting date for the month of April.  
E. Discussion of Plans to Recruit Nominees for the Deaf Seat on TADDAC

The Committee discussed how they would conduct interviews for the Deaf Seat in April.

Motion: Nancy moved that TADDAC hold interviews for the Deaf Seat during the April meeting. The motion passed. 


The Committee also decided they would hold the interviews during the afternoon portion of the meeting. 


Jax stressed the importance of the Committee choosing a candidate with the right perspective, one who will provide continuing support for the implemented programs. 


Shelley suggested that the Committee come up with new interview questions for the interviews. Shelley added that the Committee can either develop the old interview questions or make new questions based on the criteria of the communities that they would like their ideal candidate to represent. 

The Committee discussed a possible lack of public interest in applying for vacant seats on the Committees, particularly the Deaf Seat. Patsy informed the Committee that flyers for the deaf seat were both mailed out and emailed out to public organizations. David said that it may be hard to gather interest because most people have full-time commitments to their jobs, and technology has changed to such a degree that most people have moved on to services and products that are not offered by the Program. David suggested improving recruitment efforts by giving presentations about the Committee, what it does, and what is expected of its members. The Committee decided not to advertise further for the vacant Deaf Seat but to consider these options for raising public awareness with the next vacancy. 
F. Member Reports  


Nancy reported that she was recently at a dog park and met people with whom she shared where she worked. Nancy said that the people were familiar with the Program because of the television advertisements. Kathleen said that she believes the ads are doing a good job of increasing awareness and that the reason might be because the ads do not tag the Program as being for the deaf and disabled. 


Kathleen reported that in April she will be with the United Cerebral Palsy (UCP) Association where she hopes to both learn and bring her experience with Speech-to-Speech to everyone there. Kathleen said that once a person with a disability like cerebral palsy reaches the age of 22, they are out of the system and virtually isolated. Kevin agreed and added that a lot of colleges with transition programs seem to not want to help because they are overcrowded or do not want the extra work.
G. Items for Next Month’s Agenda  
Since the Committee will be holding their interviews in the afternoon portion of their meeting, they decided that OneWorld’s presentation would take place in the morning portion of the meeting. Shelley said that  OneWorld would share the results of their focus groups during their presentation as well as ideas for a new marketing campaign that will use some of the lessons learned in the focus groups. 
Shelley asked the Committee if they would be willing to have their joint meeting in May. If so, then May meeting dates would have to be considered. Shelley added that it may not be wise for TADDAC to have their meeting on the Friday before Memorial Day weekend or for both Committees to hold their joint meeting and panel on that day as well.  Shelley also raised the idea of touring the CPUC in June. Shelley asked the Committee if they would rather have their joint meeting in June instead of May so that they could have more time to plan for the joint meeting and panel. The Committee agreed. The Committee decided to move their May meeting from Friday, May 25th to Friday, May 18th. 

Shelley informed the Committee that it would be best if the New Member Orientation happened a day before the joint meeting and panel for convenience and budget purposes. The Committee decided that they would like to have their joint meeting on June 22nd. 

The Committee decided to keep these dates tentative until they get confirmation from the CPUC. 

The meeting was adjourned at 2:42 PM.

These minutes were prepared by Vanessa Flores. 
