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  Deaf and Disabled Telecommunications Program

Telecommunications Access for the Deaf and Disabled

Administrative Committee (TADDAC)
June 21, 2013
10:00 AM 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) held its monthly meeting at the Deaf and Disabled Telecommunications Program (DDTP) main office in Oakland, California. 
TADDAC Members Present: 
Frances R. Acosta, At Large Seat - User of Spanish DDTP Services 

Nancy Hammons, Late Deafened Community Seat, Chair

Jan Jensen, Deaf Community Seat

Devva Kasnitz, Mobility Impaired Seat 

Alik Lee, Division of Ratepayer Advocates Seat

Tommy Leung, Disabled Community - Blind/Low Vision Community Seat, Vice Chair
Colette Noble, Hard-of-Hearing Community Seat 

TADDAC Non-Voting Liaisons Present:

Shelley Bergum, CCAF Chief Executive Officer
Linda Gustafson, CPUC Communications Division

CPUC Staff Present:
Helen Mickiewicz, Legal Division (AM Only)
CCAF Staff Present:

Silke Brendel-Evan, Special Project Coordinator

Margie Cooper, CRS Contract Specialist

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

Jennifer Minore, Field Operations Department Manager

Others Present:
Don Brownell, Revoicer for Devva Kasnitz

Thomas Gardner, Hamilton Relay 
Otis Hopkins, Attendant to Tommy Leung

Madeline Lopez, AT&T

Lois Peralta, AT&T (via telephone)
Chair of the Committee, Nancy Hammons, called the meeting to order at 10:00 AM.
I. Welcome and Introduction of TADDAC Members 
Committee members introduced themselves. 
II. Minutes of the May 17, 2013 TADDAC Meeting

The minutes of the May 17, 2013 meeting were approved without correction.
Review and follow-up on TADDAC Action Items List from the April Meeting. 
Action Item #35: Committee members to assist CRS Vendor outreach efforts by sending information on community events to David Weiss.

Committee members had no events to report.
Action Item #50: Devva will ensure that the tables at the Berkeley Service Center are lowered or made adjustable for persons in wheelchairs.

Devva Kasnitz said she plans to visit both the Berkeley and Sacramento Service Centers during the summer and will report back to the Committee regarding the centers' accessibility features in the fall.

Jan Jensen asked about the status of the signage at the Sacramento Service Center, where many customers and visitors have been having a difficult time finding the center due to the lack of signage outside of the building. Shelley Bergum explained that the Sacramento Service Center is located in a business park and that the address of the business park, which is located on a corner, is the address of the main street that runs in front of the location. Shelley explained that the problem lies in the fact that the Service Center is actually located on the other side of the street. Shelley said that the best directions to the Service Center are located on the DDTP website, and that CCAF staff is working to add CTAP signage around the area and not only on the front door of the center. Shelley confirmed that the Service Center has been at that location for a year and that staff has been trying to work with the landlord in regards to the signage issues, however, the landlord has been strict about allowing monument signage.

Colette Noble said that she would like to recommend that signage be a main priority when considering the locations of Service Centers. 

III. Approval of Agenda 


Nancy said that the interview of the applicant for the Deaf Community Seat will be postponed until further notice.

 Patsy Emerson informed the Committee that the Status Report of the National Deaf-Blind Equipment Distribution Program (NDBEDP) and the EPAC Report and Recommendations portions of the meeting will also be postponed, as staff was not able to schedule a presentation from Sook Hee Choi or another representative from Lighthouse for the Blind and TADDAC/EPAC liaison Sylva Stadmire could not make it to the TADDAC meeting due to illness. 
Motion: Jan Jensen moved that TADDAC accept the agenda with the mentioned modifications. The motion carried.

IV. Administrative Business
A. Report from CPUC Staff


Linda Gustafson reported that the Program’s new marketing campaign is directed toward the caregivers and family members of those who’d benefit from Program, and that the Program will now advertise during the times that the Contact Center is closed. She said that staff is in the process of making sure those potential customers who visit the website or call the 800 number, are informed of when they would be able to reach a live operator, if they would prefer one. Linda added that there have also been efforts to develop the Program’s digital media campaigns. As Linda explained, the digital media platform allows the advertisements to reach specific disability groups more directly. 

Linda also reported that the Program has implemented a new bar coding system on applications which allows the Program to track which event or campaign led the customer to the application. She said that this system will help the Program determine which campaigns or outreach events are most successful and where the Program’s money should be spent. Linda added that the new marketing vendor TMD Group has developed 800 numbers specific to each of the campaigns so that the Program can be aware of how well the marketing is targeting different language users. 

Nancy said that she thinks these systems are great and asked how often the Committee will receive reports with the results of these tracking systems. Linda said that staff is still working on how to present the material and Shelley added that CCAF will mainly use the reports to assess the effectiveness of the marketing campaigns and outreach events. Shelley also said that the Program does not currently have a format for these reports, so it has not been decided whether these reports will be monthly or tallied at the end of every campaign. She asked Nancy if she would like to see the information on a monthly basis. Nancy said that perhaps the information would be best monthly at first and then maybe quarterly thereafter.

Jan asked if the marketing department has considered her suggestion made at a previous meeting to include ASL interpreters in advertisements. Linda said that Jan’s suggestion is something that the Program can consider at this time as staff is mindful of that fact that there are different ways to reach different communities.  She asked Jan to share any advertisements that she feels have successfully incorporated ASL with Mary Atkins. She reminded the Committee that they can always send their suggestions and ideas to Mary via email and that Committee members are always encouraged to participate in the virtual focus groups, as participation and feedback in those cases is always appreciated. 

Jan informed the Committee that during the summer hiatus she plans to contact the eight Deaf sister agencies and create a survey for them that will provide some indication of the current happenings in the Deaf Community. She said she would follow up with the Committee on the results of her contact with the agencies in the fall. Shelley told Jan that she could send a draft version of her survey to David Weiss and he will coordinate internally to make sure it’s reviewed by staff so that suggestions can be provided if necessary. Linda said that Jan’s survey would not need CPUC approval if the survey is not submitted on behalf of the Program and added that if Jan believes there is a need for the survey to have closer ties with the Program, she suggested that the survey be sent to Shelley and then Shelley can forward to the appropriate persons at the CPUC. 

In reference to Jan’s suggestion made earlier regarding ASL interpreters in the advertisements, Colette Noble said that it may be interesting if an advertisement began with an ASL interpreter on the screen with no sound for a few seconds. She said that this may catch the attention of the viewer. Jan agreed that Colette’s suggestion may act as a sort of “wake-up” call for hearing persons. 


Regarding the Budget Resolution, Linda said that the Commission is in the process of reviewing both TADDAC and EPAC’s Program Priorities suggestions and that as of now, it appears the Commission may issue a draft resolution by late August or early September. Linda asked that TADDAC designate two members to ensure that their names are on the listserv to receive the draft resolution. She added that comments from Committee members would need to be sent by those two point persons that the Committee designates. The Committee chose Nancy and Tommy Leung as their point persons for the listserv. Linda explained that the Program’s budget will eventually become a part of the package that the Commission includes in what it provides for the Governor and then ultimately, the state’s budget. 

Nancy asked Linda if the Commission will provide the Committee with information about exactly where money is being spent in different areas of the Program. She added that it is hard for the Committee to come up with Program priorities without this data. Tommy said that he agrees with Nancy and explained that the Committee is currently making their decisions based on historical data that will eventually only be known to veteran members. He said that the information would allow members to suggest that money can be purposefully shifted from one area to another area that needs the funds. He mentioned that the Committee made the suggestion for a talking smoke detector several years in a row only to find out that the building cannot support the equipment. He said that the Committee would like to see this data before they submit their next Program Priorities list.

 Colette stressed the importance of Committee Member attendance at conferences, saying that members really need to reach out to the public and more specifically their constituencies, so that they can advocate for the Program and also participate in a dialogue with those who actually use the Program’s equipment.  

Jan said that as a newer member on the Committee, she feels that having data that shows where money for the Program is being spent would have been helpful to her while she was preparing her own suggestions for the budget.

Colette said that it seems that the Committee was much more knowledgeable about where the Program’s money was going in the past and that lately it seems that the Committee knows less and is involved less in the decision making process.


Linda said that Committee members will be notified when their participation in virtual focus groups would be helpful. She said she understands why Committee members would want the information regarding costs and explained that the Program is still expanding and experiencing challenges in several areas, such as the wireless program. She added that new technology is being focused on per the suggestions of Committee members, and that all in all different areas of the Program are progressing. 


Continuing with the update, Linda referred the Committee to their CPUC Update handout which shows the issues that the LifeLine proceeding will address, and also provides information on the participation hearings that will be held in different parts of the state such as Eureka, Fresno and Salinas. 

Devva Kasnitz asked if she could help with the hearing in Eureka. Linda said that there will be a public notice on the hearing and that Committee members are welcome to attend. Devva asked Linda if the Committee could be informed of these hearings well in advance.

Jan expressed her concern that it seems that the Committee holds a majority if not all of their meetings and dealings in northern California. Linda said that the Committee has in fact had several successful offsite meetings in southern California. Jan said that she is concerned because she feels that the Deaf Community in southern California is less active than the northern California Deaf Community and therefore needs more attention. 


Tommy said that he feels that Devva’s request regarding Committee member attendance at the LifeLine public hearings was also a request for a more official formal role in the proceedings. Tommy said that it is common for those whom the decisions will impact to be left out of the decision making process, and that he feels it would be an asset to have someone like Devva take part in that process. He informed Jan that he attended some of the successful meetings that took place in southern California and that he believes EPAC made plans to request attendance at CSUN next year. He added that the Committees would need to make sure they do not schedule their own meeting while another important presentation is set to take place, and he also suggested that Committee members reach out to any agencies so that the Committees can have a joint meeting at their site in order to encourage more public attendance.


Colette said that she agrees with Jan about southern California needing more advocacy and said that she feels that deaf agencies in the southern California region need to be more united. 

Linda gave an example of a successful off-site that took place at University High in southern California several years ago and said that she feels there is a lot of room for development in that area. 


Regarding the LifeLine hearing discussion, Linda said that she believes there will be active participants from the disabled community present at the hearings. 


Linda also reported that she and Shelley are trying to connect with their contacts at Lighthouse for the Blind in regards to presenting on the National Deaf-Blind Equipment Distribution Program (NDBEDP). Linda explained that staff at Lighthouse for the Blind are very busy and take their training role very seriously. She added that the Program will inquire about how the DDTP can better support their efforts. 
VI. Unfinished Business
A. Discussion of the Revised Conflict of Interest Form 




Helen Mickiewicz referred the Committee to Tab 3, page 1 where the sample Conflict of Interest form could be found. Helen went over the document.


Devva said that the lack of an email address under Jonathan’s contact information would make it very difficult for her because she needs to be able to fill out the contract electronically due to her disability. Helen apologized for not including the detail and said that it is important to her department that details such as the one Devva mentioned are not overlooked. She added that the email address was not left off intentionally and said that both she and her department are aware that some Committee members receive and fill out the document electronically. 


Colette said that she has suggested a number of times that documents like these be reviewed by those who will actually be using them, adding that the email address omission would have been discovered immediately by a Committee member. Helen said that the document was reviewed by CCAF staff as well as her own, and that it is possible to have such documents reviewed by the chair of the Committee in the future. 


Helen went over the process for filling out the form electronically and then went over each of the questions in the form.

 IV. Administrative Business (Continued…)


C. Report from CCAF



Shelley reported that the Program had a very good response to the “Family Talk” campaign, the advertisements aimed at relatives and caregivers of those who would benefit from the Program. She referred the Committee to Tab 6, page 1 in their binder, where the report shows that the Program received more than 21,000 calls in May 2013. Shelley said that the average is about 19,000 calls and that the increase is certainly due to the marketing efforts. Shelley also said that the increase is also evident on page 3 of Tab 6 under the Customer Care Mailings section. Shelley explained that the section reports on the number of certification forms that were mailed out from the Contact Center and said that on average the Contact Center mails about 3,700 applications but that they mailed over 6,000 applications in May. 

Helen asked Shelley why the report on page 6-1 shows that the number of calls was at 26,000 in the month of January. Shelley explained that there was a marketing campaign in southern California during that month. 


Regarding the certification form mailings she mentioned, Shelley said that it generally takes about 60 to 90 days for the Program to start receiving the forms, as the process for the consumer to have the certification formed signed is not necessarily fast.

Colette asked if the customer increase means that the Program will need more funds to run the Program. Shelley said that she does not perform that analysis but that the Program has not had a significant increase in equipment distribution and has not had to raise the surcharge in the past several years.  Shelley added that the current .2% surcharge has been sufficient for the Program. 

Shelley continued with her report saying that the DDTP will be having their annual inventory audit starting next week. She said that the Program conducts a physical inventory meaning that there is a physical count of the Program’s inventory. She said that outside auditors will count the equipment in each Service Center and in employees’ vehicle and informed the Committee that it is law that the Program keep a record of all the assets owned by the state. She explained that there is a part of the inventory process called the negative confirmation letter which is a letter that the auditors send to a random sample of CTAP customers informing them that the Program’s records show that they own a particular piece of equipment. Shelley said that this letter asks the customer to respond back only if they do not have the piece of equipment or if they have something different. Shelley said that this letter is a way for the Program to check the accuracy of the database and records. 

Shelley said that this year, the Program has contracted with a company called Verasset to conduct the audit. 


Finishing up her report, Shelley said that the Committee was provided with a news release from the FCC regarding an investigation that the FCC has launched in order to look into restructuring the Video Relay Service (VRS). Shelley said that the restructuring would allow VRS to be provided in a more universal and cost effective manner and allow customers to use VRS equipment more efficiently. She said that VRS providers currently provide equipment to their customers and that the equipment can only be used with that provider. She added that the FCC will look into this issue of interoperability of equipment to ensure that customers are not restricted to a provider. Shelly also said that the FCC is looking to establish a national database of VRS users and that it is looking at re-establishing a nationwide reimbursement rate for VRS so that it can more closely resemble the actual cost of providing the service. Furthermore, the FCC is also looking at establishing some national outreach and marking efforts around the service, as VRS is typically marketed by individual providers and there is not a nationally funded effort to inform the public about VRS. Shelley said that she believes this proceeding will be a very important one and that she wanted to bring it to the Committee’s attention as these discussions will be taking place over the next couple of months. 
V. Public Input – Held in both the AM and the PM Session


There was no public input at this time. 






LUNCH BREAK

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


Members of the audience introduced themselves. 
VI. Unfinished Business (Continued….)
B. Discussion of Filling Committee Seat Vacancies
Patsy and Nancy both confirmed that there are currently two vacancies on the Committee, a deaf community seat vacancy and a Speech-to-Speech User seat vacancy. Nancy said that there is someone who is interested in joining the Committee and said that this candidate is technically qualified for both the Speech to Speech User seat and the Deaf seat, however, Nancy said that the Committee is awaiting a complete application from this individual and does not expect to proceed with an interview until the fall.
Jan said that she has noticed that there seems to be a delay in filling seats. She asked how far in advance the Committee can begin advertising. Patsy said that if the Committee is aware that a member will be terming out or if that member is not going to reapply for their seat, then advertising can start immediately. She added that staff tries to advertise three months before the term out date, however, she said she has found that finding candidates is very difficult. She stressed that the best candidates have always come through referrals from the Committee members themselves. 
Frances Acosta said she found out about the Committee through an Independent Living Center.

Nancy expressed concern about younger generations’ lack of involvement and advocacy. She said that she is afraid of what will become of the Program if the Committees do not have the right leadership.

Vanessa Flores confirmed that universities and colleges are in the Committee’s advertising database. 

Colette said that while she agrees with attracting younger generations to the Program, she feels that younger people are already using technology that is more advanced than the Program’s and that they would have little interest in the Program itself. Colette also expressed that she feels it’s important for Committee members to have had experience with the Program’s equipment and that the retired community has a lot of information. 

Shelley confirmed that advertising material cannot be mailed to the Program’s customers because it would qualify as a breach of confidentiality. 
Nancy suggested that during the summer months, Committee members try to think of possible outreach solutions for vacant seats.
VII. New Business  

B. Viewing of the Visually Assisted Speech to Speech Demonstration Video

Shelley explained that that the demo video was developed internally by CCAF staff and that the video details how Visually Assisted Speech to Speech (VA STS) works and how it differs from a regular speech to speech call. Shelley explained that a VA STS call allows the operator to see the person with the speech disability, however the caller cannot see the operator. She added that because the operator can see the caller, the operator is able to read facial movements and gestures and also any signage that the caller might use to assist the operator in understanding them. Shelley also said that both Hamilton and AT&T have distributed this demonstration video to their communities, and that the Program’s goal is to distribute this video as much as possible, especially to speech language pathologists (SLPs) and other professionals so that more people are made aware of the service.
The video was shown to Committee members. 

Nancy said that she thinks it might be a bit awkward for callers, being that they cannot see the operator while knowing that the operator can see them. She also asked if the service might be better if only the operators voice was heard, and not both the operator’s voice and the person with the speech disability. Devva said that the person with the speech disability has the option of their voice not being heard. She added that if the person with the speech disability may use the option in the case that they feel the person or service they are calling may discriminate against them because of their voice. 

Devva agreed with Nancy’s comment about the one way video being uncomfortable for the caller. 
Shelley asked Hamilton Relay Representative, Thomas Gardner for further explanation on why video on the service is not two way. 

Thomas reminded everyone that the current VA STS service is currently in a trial phase and that the service is evolving. He said that one of the reasons the service decided not to provide two-way video is operator anonymity. He explained that the operators that handle the calls are traditional Relay operators and that none of them were employed with the understanding that their identity would ever be shared with consumers. Thomas also said that that the operators are trained around a specific set of ethics and are also trained around handling any sort of abuse from callers. He said that callers do have the option of choosing an icon as a stand in while using the service so that they do not have to stare at a blank screen. He added that the icon is the logo of the provider they are using and offers a focal point for callers.

Devva asked if the idea of a three-way call has been explored. She said that in this case the operator would still be able to see the caller and the caller and the recipient of the call would be able to see each other. Thomas said that that idea hasn’t been explored and that it would work without the operator being involved. He said that the caller may be able to initiate the three-way call themselves. 

Nancy thanked everyone for their suggestions and informed the Committee that AT&T and Hamilton Relay’s contracts were renewed in June. Shelley confirmed that the contracts were renewed for one year and that because the service is in a trial phase, modifications do not have to necessarily wait for a new contract. Shelley asked AT&T representative Lois Peralta if she had anything to add. 
Lois said that Devva’s idea of a three way call is a good idea and possibly something that can be explored. 

Thomas said that the three-way call may be challenging to incorporate only because the audio portion of the calls goes through the telephone while the video portion goes through the internet. 
Thomas said that VA STS calls are set up similarly to regular STS calls in that users can have a user profile and that the providers’ public education efforts encourage setting up a user profile. Thomas said that this user profile can inform the operator of the caller’s Skype username. He added that the Skype username is often immediate indication that the call will need the video connection. Thomas also explained that operators try to refrain from being invasive and that “go-aheads” are only used if the call requires it. 
In response to Frances’ expressed concern about the Program not being more involved with Internet-based technology, Shelley said that the VA STS service uses a telephone because the service is connected to the DDTP and the California Relay Service and because the state is paying for the operator which is the most costly portion of the service. She explained that if landline equipment weren’t involved in the service it couldn’t be involved in the Program and therefore wouldn’t be paid for.

Tommy asked if the service can be used on a mobile device. Thomas said that the telephone portion can be made from any cellular device however, the most reliable audio—which is important in a STS call—is only going to come from a landline device.

Tommy said that he hopes that one day the Program will reach a state where it is no longer involved with landline equipment or that consumers have the option to use mobile devices with reliable audio.


Referring to the STS handout that the Committee was provided, Nancy asked Shelley what caused the increase in STS users between February and March. Shelley explained that both Hamilton and the Program’s outreach specialists have been promoting the service and trying to generate more calls. 

C. Review of TADDAC Charter and Possible Changes 

After discussion on whether or not a set process of advertising for vacant seats on the Committee should be in the TADDAC Charter, the Committee agreed that the process was not something that belonged in the Charter but a process that they nevertheless would like to review. Patsy offered to send the Committee members the timeline and guidelines for CCAF staff on advertising for vacant seats.  
 E. Member Reports
Tommy reported that there are several national conferences being held by both the American Council of the Blind and the National Federation of the Blind. He added that unfortunately for the Committee the conferences are all out of state and said that conference attendance is something he hopes the Committees will be able to do once again, as these conferences offer great insight into upcoming advancements in technology.
Colette reported that she has had several macular degeneration groups ask her to speak at their conferences because they say they have an aging population now showing signs of hearing loss. She added that many in these communities know a lot about vision loss but very little about hearing loss. 

Devva reported that over the summer she plans to work on both ensuring accessibility at the Service Centers and on finding a candidate for the Committee’s Speech to Speech seat. 

Alik reported that the Division of Ratepayer Advocates (DRA) is still working hard on the LifeLine proceedings. 
Frances said that she is still working on contacting media outlets and looking for opportunities in the San Joaquin Valley as well as connection with Mary in regards to marketing.

Jan reported that she is focusing on working with the eight Deaf sister agencies and finding out what is happening with their clients in terms of telecommunications. 
Nancy reported that former AT&T representative Ken Arcia is now working with The Deaf Counseling and Referral Agency (DCARA) in the late-deafened position for client support. She added that there is a very strong late-deafened DCARA group that meets once a month in San Jose. 

E. Items for Next Month’s Agenda


Jan said she’d like to have a discussion about the possibility of adding a Deaf-Blind seat to the TADDAC Committee. Shelley informed Jan that there is a Deaf-Blind Committee member on EPAC. Jan said she would still like to consider the seat for the TADDAC Committee. 
Nancy asked the Committee to email any more suggestions for the TADDAC September Agenda to Patsy during the summer months. 


Shelley reminded the Committee that EPAC requested that the Joint Meetings of both Committee’s happen in November. She said that EPAC had mentioned that they wanted to discuss their charter issues with TADDAC during the joint meeting and encouraged the Committee to think about other important discussion topics, as the meeting will be an opportunity for both Committees to discuss issues that impact them both. 

The meeting was adjourned at 2:34 pm. 
These minutes were prepared by Vanessa Flores.
