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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 Members Present:

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 Members Absent:

Kathleen Barrett, Disabled Community - Mobility Impaired Seat, Chair

TADDAC Non-Voting Liaisons Present:

Shelley Bergum, CCAF Chief Executive Officer


Linda Gustafson, CPUC Communications Division

CCAF Staff Present:

Sharon Albert, Director of Operations 

Mary Atkins, Director of Marketing

Dan Carbone, Customer Contact Liaison
Linda Chan, Marketing Specialist

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

Mansha Thapa, Business Analyst
Sherrie Van Tyle, Product Training Specialist
David Weiss, CRS Relay Services Department Manager

CPUC Staff Present:

Tyrone Chin, Communications Division 

Jonathan Lakritz, Communications Division
Others Present:
Mark Allen, OneWorld Communications

Liz D’ Anna, Sprint

Ken Arcia, AT&T
Bob Davies, CCAF Board of Directors
Otis Hopkins, Attendant to Tommy Leung

Edward Kinal, Hamilton Relay

Fiona McDougall, OneWorld Communications

Brian Pease, Attendant to Kevin Siemens
Teresa Schnabel, OneWorld Communications

Sylvia Stadmire, EPAC Liaison
Janaya Washington, Granddaughter of Sylvia Stadmire

Ileana Winterhalter, AT&T

Sherry Yin, New Tang Dynasty Television

TADDAC Vice Chair, Nancy Hammons, called the meeting to order at 10:02 AM. 

I. Welcome and Introduction of TADDAC Members


The Committee members and liaisons introduced themselves. 
II. Minutes of the March 23, 2012 TADDAC Meeting
The minutes of March 23rd meeting were approved without correction. 

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 confirmed that he received notice of events from Committee Members. This item was left ongoing.
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.
The Committee decided this item would be removed from the Action Item list and remain instead as a standing item on the TADDAC Agenda. This item was closed.

Previous Action Item #48: Tommy Leung will send his report on the CSUN event to Patsy and she will forward to Committee Members and Liaisons.
Tommy sent his CSUN report to Patsy who then forwarded the document to Committee Members and Liaisons. This item was closed.

Linda Gustafson thanked Tommy for his report, saying that she is happy that Tommy had the opportunity to attend the CSUN Conference specifically because of his interest with advanced technology. Nancy Hammons also commended Tommy on his report and said she enjoyed the coverage Tommy did on 911 efforts. 
III. Approval of Agenda
Nancy proposed that the EPAC Report follow the presentation from OneWorld.

IV. Presentation from OneWorld Communications


Mark Allen, the account supervisor for DDTP Marketing at OneWorld Communications, introduced himself and introduced Fiona McDougall, the Director of Creative Production and one of the partners of the firm, and Teresa Schnabel, the Director of Marketing Research. Mark informed the Committee that they will be presenting some of the research OneWorld has done in addition to the new creative concepts they are working towards.   

Fiona McDougall said that people with specific disabilities are still inquiring, via the website and telephone calls, about the Program, wanting to know more. Fiona said that both focus group research and interviews conducted with persons with disabilities have shown that people with disabilities want these messages targeted directly at them. Fiona added that this research revealed themes of independence and empowerment that OneWorld has now incorporated into its thinking about how they might be able to target persons with disabilities in a 30 second television spot. Fiona concluded her section of the presentation by informing the Committee that during the lunch break she would be playing a short documentary that she both directed and produced called “Living Between Sound and Silence”. The film takes a look at the similarities and differences between hearing and deaf cultures. Fiona introduced Teresa Schnabel to talk more about the results of the market research. 


Teresa said that OneWorld conducted eight focus groups, four in English and four in Spanish, in order to develop DDTP’s marketing strategy. Teresa added that the participants were both people with disabilities as well as caregivers. The focus groups were publicized through the network of community based organizations (CBOs) assessing the services of DDTP. Teresa said that participants were low vision, hard of hearing, mobility disabled and, as she mentioned, caregivers. She added that some were users of the CTAP phones and some were not. Stimuli such as print advertisements, value statements, and web page mockups were used to initiate discussion and engage participant’s reactions. Teresa shared a few of the advertisements used in the focus groups. 

Colette Noble stated that many people who are deaf or hard of hearing do not consider themselves disabled and that the word disabled is not always an appropriate word to use. 


Tommy Leung asked if OneWorld planned on having anyone from the Asian Community in their focus groups since they’ve had focus groups with Hispanics and Latinos. Mark said that OneWorld has run very effective Asian TV spots that are getting a great response and that quite a few people from the Asian Community were involved in the focus groups. 

Linda suggested that because someone from the Asian community was present in the audience,  Mark should recount some of the material that OneWorld has developed with the Asian community in mind. Mark said that last summer OneWorld produced Mandarin, Cantonese and Vietnamese versions of the California Phones televisions spots. He added that the Vietnamese spot was dubbed in Hmong as well. 


To address Colette’s point made earlier, Mark said that the direction for the new advertisements are aimed specifically at those people who do see themselves as disabled and those who would be interested in that fact. 

Tommy asked Teresa out of the two mockups shown to the Committee, which Web page OneWorld would decide to use and how will they make the decision. Teresa said that the two mockups were developed to use as stimulus in the focus groups and that the feedback from these focus groups would ultimately influence the decision. 

Teresa went on to explain the results and conclusions of the focus groups. Teresa said that research has shown that participants are interested in and motivated to learn about products and services that cater to their needs and lifestyles. In addition, participants prefer stimuli executed with a direct approach and advertisements and concepts which include people with disabilities, presented in candid and straightforward ways.  Participants also react positively to other people with disabilities speaking directly about the benefits of DDTP. Teresa added that participants also seek information about products and services that enable them to be more independent. Participants were less interested in information about government programs and organizations and more motivated to know how to improve their lives. Teresa then summarized OneWorld’s recommendations based on the research. 

OneWorld’s first recommendation is to empower consumers to make educated choices about products and services best suited to them. Therefore, OneWorld recommends a marketing campaign based on direct messages about program benefits for people with disabilities. Teresa added that these advertisements will have to be comprehensive in explaining where and how the Program can be accessed, clear about the Program’s qualifications, and will need to have specifics about products and services. Lastly, the advertisements should clearly explain how products are differentiated and the benefits that each product has. Doing so will allow the consumers to make their own decisions and will provide them with a sense of empowerment. Teresa then opened up the floor for questions and comments.

Nancy asked if having links to the DDTP website on other sites like AARP has been considered by OneWorld. Mark answered that as of now, this direct linking is not occurring but that the idea is something they would like to fulfill with the next campaign. Mark added that thousands of people are downloading the certification form on the website, and they are likely getting to the website because of the traditional advertising being done for the Program, such as television and radio advertisements.

Tommy mentioned that he knows a lot of people who have said that the phone number goes by too fast on the current television and radio advertisements and that they do not have enough time to get the phone number down. Tommy asked if the phone number might be able to be changed so that it’s one that is easier to remember. For example, 1-800-phones. Mark said that Tommy’s idea was a great one and that OneWorld is currently talking to CCAF and the CPUC about having a special phone number for the campaign. Tommy added that one uniform number for every type of advertisement would also be a good idea. 


Jax Levesque said that he appreciates the research done about the reactions to the words “disabled” and “disability” and that he also appreciates the sensitivity that revolves around the words. He added that he feels OneWorld seems to be on the right track with their research. 

Mark thanked Jax for his compliment and then moved on to share a few testimonial advertisements with the Committee. Mark said that a wide variety of customers were interviewed. In the first example, the word “disabilities” appears in the print. Again, Mark stressed that these particular advertisements are for those that have adjusted to their disabilities. Mark said that in his opinion, one of the more interesting findings that came from the focus group research was that there was a high percentage of people who did not know about the Program. He said that he thought people with long-term disabilities would eventually find out about the Program over time, however, this has not been the case. Mark said that out of a million Californians with hearing difficulty, only 55% of them are in the Program. Mark added that there are 1.4 million people with ambulatory difficulty and that 94% of these people are not in the Program. Mark also informed the Committee that there are almost 1.4 million people with cognitive difficulties that are not in the Program. Mark stressed that with these numbers in consideration, OneWorld thinks it is worth testing the creative ideas in major media. Mark went on to show the Committee a few of OneWorld’s creative concepts. Mark told the Committee that these concepts are very rough ideas, directions and scripts, and that OneWorld hopes to receive the Committee’s feedback on these examples. Mark explained that the first concept he showed focuses on the products and benefits of the phones and the advertisement speaks directly to those who have disabilities. Mark showed pictures of these mock print advertisements to the Committee, followed by two 30 second videos with the same focus and direction as the mock print advertisement. 

Ken Arcia said that he enjoyed the clips, but that it might be a good idea if the text was made a bit bigger for those with vision impairments. Mark said that the font size will be changed. 


Jax suggested slowing the video down. He added that he experienced difficulty reading the captions and watching the video at the same time. Mark agreed and said that OneWorld will try to make the advertisement as accessible as possible in the 30 second timeframe.  
Nancy said that a panelist on the Veterans panel in October had stressed the importance of reaching returning soldiers while they are still in the hospitals before going home. Nancy said that more medical professionals need to be aware of the Program so that veterans can be referred to the Program. Mark said that OneWorld just conducted a large mailing to the medical profession. He added that it’s a great idea to work more with the Veterans Administration and hospitals. Mary Atkins said that the Field Operations Department is also working with Veteran Affairs facilities. 

Mark shared another concept for print advertisements as well as Web banners with the Committee. Again these advertisements were created with the consumer’s independence in mind. Mark added that OneWorld has reserved abilityphones.org as a possible domain name for a website that goes along with this concept.


Fiona presented OneWorld’s second concept for the Committee. These advertisements focus more on the features of the phone and the overall creative direction will be clean and minimal. This concept also focuses on the stories of DDTP users that leverage the testimonial interviews that OneWorld conducted. Fiona said that these advertisements empower the audience to really identify and acquire the phone that’s going to allow them to lead the type of life that they want to lead. She added that there’s also an emotional drive with the concept that is focused towards the primary and secondary audience, and that the terms independence and empowerment really come through in these advertisements. 

Linda asked the OneWorld Representatives if they could provide the Committee with a brief update on the California Phones campaign. Mark informed the Committee that the campaign is currently in its third week with 4 total weeks in southern California. Mark said that there continues to be a great response and the contact center has been receiving around 1200 calls a day, which includes a large number of Spanish callers. He added that OneWorld hopes to have these concepts ready for testing by July. 
VIII. New Business  

A. EPAC Report and Recommendations

Sylvia Stadmire, EPAC’s liaison for TADDAC, reported that EPAC recommends June 29th as the date for the joint meeting and suggests having the New Member Orientation in the fall so that every new member will be able to attend at once. Sylvia added that EPAC is also recommending Frances Acosta for the Mobility Impaired Seat on EPAC. Sylvia reported that Frances has many years of experience working in management, marketing, community affairs, television and radio. She added that Frances is also a strong advocate for the disabled Spanish-speaking community and EPAC feels that Frances would be a highly effective member of the Committee and an excellent representative of her constituency. 
MOTION: Colette moved that TADDAC accept EPAC’s recommendation of Frances Acosta for the Mobility Impaired seat on the EPAC Committee. The motion carried. 

V. Administrative Business 

A. Report from CPUC Staff 


Linda reported that the Basic Service and the LifeLine proceedings are still in progress. She asked Jonathan Lakritz to update the Committee on these initiatives. Jonathan said that the Commission will consider the Basic Service proposed decision in April. He added that the Commission may choose to adopt the definition at the meeting, delay the vote, or not to adopt anything further into the definition. Jonathan said that basic service is a term used to describe a series of elements that will be provided by carriers who will receive funding to do so. In this case, these elements may include a dial tone, access to 911, access to directory services, access to a long distance carrier of choice, and personal information listed in a public directory. Jonathan said that he believes that the services that the Commission is considering will have no impact on the DDTP Program and that that the Commission will not expand the definition to include wireless service, VOIP providers, or Internet-based telephony, as those services are regulated separately. 

In the LifeLine area, Jonathan reported that there are two major activities occurring. The first is that the third party administrator will be changed for the first time in five years, however, this change will not have an impact on the Program, and eligibility will not change. Jonathan also said that in February, the FCC adopted a few new rules regarding LifeLine. The FCC is trying to streamline the administration process and diminish waste, fraud and abuse. 

On the wireless front, Jonathan reported that the Commission is still looking to have a summer distribution of wireless devices as long as the Department of General Services (DGS) has the contract ready. Jonathan added that the equipment warehouse provider is making critical changes to their systems. In regards to Speech Generating Devices, (SGDs) Jonathan said he doesn’t anticipate that much activity will occur until July, when the Commission is authorized to hire additional individuals. 


Tommy asked Jonathan if the same process the Commission is going through now with DGS will need to happen every time the Program wants to add another wireless phone. Jonathan said that this will likely be the case, however, his guess is that the process won’t take as long. According to Jonathan, the procurement process takes a considerable amount of time because there are large contracts that have to be negotiated with the major wireless providers. Nancy expressed concern over the possibility of the process with DGS taking so long that the devices being considered for the Program will be outdated by the time DGS allows for distribution. Jonathan said that unfortunately the process with DGS cannot be streamlined, however, the phones chosen for the initial distribution are equipment that should be offered for a substantial amount of time. In addition, Jonathan said that if either Blackberry or Jitterbug were to come out with a newer model that would work in the Program,  this new model can be used without having to go through the procurement process. Tommy noted that the most recent model is not necessarily the best model for consumers as accessory makers are not as quick to adapt their products with the new model or version of a phone. Jonathan agreed.

Kevin Siemens said that he just learned about a watch-like device a couple of months ago. The device is similar to a Jitterbug, so an operator is involved and the device costs $500 with a $10 a month service plan. Kevin added that he believes the device could really help people with mobility impairments. Jonathan said that those types of devices are certainly needed and thanked Kevin for his suggestion.  


Jax asked Jonathan if he is aware that Blackberry may not be around for much longer. Jonathan said that this issue was considered and that an alternative device will be found if Blackberry stops distributing to customers. 

Linda thanked Jonathan for his report and said that in regards to Relay, everyone is very excited about the launch of Visually Assisted Speech-to-Speech (VA STS) which will be May 1st. Linda added that California will be the first in the nation to do this. Linda also informed the Committee that EPAC was interested in looking into video streaming of Committee meetings and that the CPUC is looking into the price of incorporating the technology needed to do so. Linda said that a few Committee members were also interested in what type of job opportunities may be available for persons with disabilities at the CPUC. Linda said that she found that the process for employment with the Commission is very similar to the process of any state agency. Tommy suggested that those interested in state jobs take a look at the LEAP Program. 
B.
Report from the Chair 

Shelley suggested that Nancy use this time to discuss possible interview dates for Kathleen’s position. Shelley added that Kathleen wanted to raise the issue of whether or not the Committee would like to hold the interviews in the Fall or attempt to conduct them over the Summer. Tommy said that the Committee would prefer to have Kathleen’s seat filled earlier than later and that if interviews are held in the fall, then the seat might not be filled until November or December.

Linda said that she believes that there are several Committee members both on EPAC and TADDAC that will be terming out soon and that it might be a good idea to review what seats those are. Patsy Emerson directed everyone to the TADDAC and EPAC Committee Member Rosters in tab 10 page, 15. Patsy said that Committee members are always able to view term dates as these documents are in their binder every month. 
After much discussion about when interviews should be held, the Committee decided that they would send out the flyers for the Mobility Impaired seat as soon as possible and then discuss when they will hold interviews on May 18th. 
C. Report from CCAF


Shelley said that at TADDAC’s last meeting, several Committee members showed interest in having an in-person report from the Marketing Department Manager. Shelley asked Mary Atkins to update the Committee on the summer campaign that will be beginning soon, as well as a few other marketing activities. 

Mary reported that Marketing is currently running a television and newsprint campaign in southern California and that the next campaign, which still needs approval from the Communications Division (CD), has been proposed to be in northern California. This campaign has been proposed to run for four weeks (from June 4th to July 1st) and will also be on television and in newsprint. Mary added that after this campaign they’ve proposed that another campaign happen in southern California, from August 13th through September 9th. Lastly, Marketing also proposed that the final campaign of the year take place in northern California from November 12th through December 16th. Mary said she would be happy to provide Committee members with the scheduling she had read aloud as well as more information that details these proposed campaigns. Several Committee members asked that Mary forward these documents to them in accessible formats. 

At this time, Shelley asked David to go over a new page in the Captioned Telephone Report that shows minutes of use of CapTel calls on a monthly basis. David explained the information on the chart adding that there is a steady increase visible with these conversation minutes. David added that there has also been an increase in new customers and that the increase is partially responsible for the consistent upward trend. Colette asked if David knew anything in regards to how satisfied CapTel users were with the service in other states outside of California. David said that other states have concerns as well and are monitoring quality issues closely. David said that the National Association of State Relay Administrators (NASRA) is  a clearinghouse for sharing concerns about quality of the captioning and other issues like speed, accuracy and connection reliability. David added that customers are always informed about what phone options they have and that they also have the ability to test the phones to make sure they choose one that is right for them. 

 Lunch break from 12:30 to 1:30


VI. Public Input – Held in both the AM and the PM Session


There was no public input at this time.
VII. Unfinished Business
  A. Review of Committee Member Projects and Priorities for 2012  

Nancy requested that her goal for the New Member Orientation be changed to show EPAC’s request for the Orientation to happen in November. 

Jax said that the deadline for his Committee Member Survey on Accessibility is April 20th and that he is working with both Vanessa Flores and Patsy on the project. He added that the data from the surveys will be compiled and up for discussion at the next meeting.


The Committee discussed what they might like to do in regards to the At-Large Seat opening on the Committee. After much discussion it was decided that applicants representing Veterans or Service Members and users of Spanish DDTP services will be sought for the At-Large Seat. 

H. Interviews of Applicants for a Representative from the Deaf Community 

At this time, candidate Drago Renteria was interviewed for TADDAC’s Deaf Seat. 
G. Items for Next Month’s Agenda
After Drago’s interview, Nancy went over the remaining items on the agenda with the Committee. Nancy proposed that the Election of Officers be postponed until the May 18th meeting. She also proposed that the plans for the Tour of the CPUC be done via email along with plans for the panel in June. 

F. Member Reports  
Colette reported that she continues to make presentations and pass out information about the California Relay and the DDTP Program. In addition, she said she has put together a list of ways to enhance group meetings such as, how to use a mic, the P.A. system, how to stand when you speak and how to not have side conversations. Colette then went on to share an anecdote about how she asked a member in one of her meetings to use a microphone when he spoke to the audience even though he didn’t think he needed to use one. Colette assured the man that someone in the audience may need him to use the mic. As it turned out, everyone in the audience shared that they thought the mic made a great difference. Colette stressed that the man had assumed everyone in the audience could hear him fine when that was not the case. 
H. Interviews of Applicants for a Representative from the Deaf Community 
At this time candidate Marta Ordaz was interviewed for TADDAC’s Deaf Seat.

The Committee voted after each candidate and Vanessa tallied up the votes. After the results were read, the Committee discussed the strengths of each candidate and agreed that both were very well suited for the Committee. After much discussion, the Committee decided that Drago Renteria would be best for the Deaf Seat position on TADDAC and that they would publicly advertise the At Large seat as Users of Spanish DDTP Services and Veterans or Service Members, and encourage Marta to apply. 
MOTION: Kevin Siemens moved that Drago Renteria be appointed to the Deaf Community Seat on TADDAC. The motion carried.

G. Items for Next Month’s Agenda (continued)


Kevin said that beginning in September, he would like to have an in- person report from Consumer Affairs. Shelley agreed and said that this in- person report is possible if the Committee agrees, and that the report would fall under the CCAF Staff Report on the TADDAC Agenda. After a bit of discussion as to why the in-person reports were taken off the Agenda a few years ago, the Committee decided that they would revisit this subject in September after the break. 


The meeting was adjourned at 4:00 P.M. 
These minutes were prepared by Vanessa Flores.
