FINALIZED MINUTES

Deaf and Disabled Telecommunications Program
Telecommunications Access for the Deaf and Disabled
Administrative Committee (TADDAC)

June 23, 2023

The Deaf and Disabled Telecommunications Program’s (DDTP or the Program) Telecommunications Access for the Deaf and Disabled Administrative Committee (TADDAC) held a remote public meeting via Zoom.

[bookmark: _Hlk83810646]TADDAC Members Present:
Christopher Bartulo, Public Advocates Office, CPUC
Devva Kasnitz, Mobility Impaired Seat
Jesse Acosta, At Large Seat - Veterans Community
Katie Wright, Late-Deafened Community Seat, Chair
Kevin Siemens, Speech-to-Speech User Seat,
Louie Herrera, Blind/Low Vision Community Seat, Vice Chair
Richard Ray, Deaf Community Seat
Robert Sidansky, Deaf Community Seat

TADDAC Members Absent:
Frances Reyes Acosta, At Large Seat - DDTP Spanish Services User

TADDAC Non-Voting Liaisons Present:
Barry Saudan, DDTP Program Liaison

CCAF Staff Present:
Angela Shaw, Southern California Field Operations Manager
Ann Truong, Director of Finance and Accounting
Audely Zhou, Marketing Specialist
David Weiss, CRS Department Manager
Harry Kim, Customer Contact Operations Department Manager
Jackie Taylor, Director of Operations
Jennifer Minore, Northern California Field Operations Manager
Karen Evangelista, CRS Staff Interpreter/Admin Coordinator
Nate Young, Marketing Specialist Lead
Reina Vazquez, Committee Coordinator
Stephanie Tanji, Committee Assistant/Receptionist
Tammy Polanco, Director of Human Resources and Administration

Others Present:
Charlotte Taylor, CPUC, Communications Division
Chong Vang, CSD Contact Center Manager
Christa Cervantes, Hamilton Relay
Karl Ortega, California Department of Rehabilitation, Voice Options
Kim Hua, CPUC Communications Division
Lisa-Marie Clark, CPUC, Legal Division
Michael Lee, California Department of Rehabilitation
Molly Miller, CSD, Vice President of Marketing
Sharmila Rajeswaran, CPUC, Public Advocates Office
Timothy Burkhart, California Department of Rehabilitation, Voice Options

TADDAC Chair, Katie Wright called the meeting to order at 10:01 A.M.

I. Administrative Business
A. Welcome and Introduction of TADDAC Members
The Committee Members, California Communications Access Foundation (CCAF) staff, and California Public Utilities Commission (CPUC or Commission) staff introduced themselves.

B. Agenda Modification and Approval
Moved by Robert Sidansky and seconded by Louie Herrera and Richard Ray, the Agenda was unanimously approved as written.

C. Review of Minutes from the April 28, 2023 Meeting
Moved by Richard Ray and seconded by Robert Sidansky, the Draft Minutes from the April 28, 2023 meeting were unanimously approved as written.

D. Review of Minutes from the May 18, 2023 Joint Committees Meeting
Moved by Richard Ray and seconded by Robert Sidansky, the Draft Minutes from the May 18, 2023 Joint Committees meeting were unanimously approved as written.

II. DDTP Update
Kim Hua informed the Committee that the next TADDAC meeting will be on September 22, 2023.
The Program modernization proceeding is expected to be on the Commission’s agenda on July 13th or in August and updates will be given at the next Committee meeting. Lisa-Marie Clark encouraged Members to reach out to their constituents and participate in the proceeding early in the process and write to the Commission or the Administrative Law Judge (ALJ). While Members cannot comment as representatives of TADDAC, they can as members of an organization or as an individual member of the public.
Kim then shared that the reply comments for the incarcerated persons proceeding were submitted on June 6, 2023.
Regarding Speech Generating Devices (SGDs), since the start of the program, DDTP has received 1,246 applications, of which 1,186 have been approved as of May 31, 2023.
Reina Vazquez asked Lisa-Marie if she had any updates regarding Senate Bill 544 (SB 544), to which Lisa-Marie responded that she would review it and provide an update. Reina explained to the Committee that SB 544 would extend the Bagley-Keene Open Meeting Act’s ability to have hybrid meetings on a permanent basis by removing the in-person quorum requirement. Lisa-Marie recommended that the Committee be prepared to meet in person until a decision on SB 544 has been reached.

III. Action Items
Action Item #68: Committee members to assist CTAP and CRS Vendor outreach efforts by emailing information or reporting on community events to Reina Vazquez.
Katie Wright reminded members to let Reina Vazquez know about community events CTAP and CRS can participate in. She also shared that HLAA California will have a Tech Connect event in November that she would like CTAP to be a part of. This action item remains ongoing.

[bookmark: _Hlk132276709]Action Item #76: Katie Wright will work with the CPUC Representative to get Amplified and Captioned telephones for future Emergency Evacuation Shelters throughout California.
Kim Hua shared that she will check with Brent Jolley and provide an update at a future meeting. This action item remains open.

Action Item #99: TADDAC will make an effort to recruit new Members for its four open seats. TADDAC is seeking a Mobility Impaired, Youth, Hard of Hearing, and an At-Large Community Representative.
Reina Vazquez added that there is also an open DeafBlind seat on EPAC. Katie Wright encouraged members to help with recruitment and noted that Joseph Forderer may be interested in the At Large Youth seat when the meetings become hybrid meetings. This action item remains open.

Action Item #107: Brent Jolley will provide an update regarding the MyMMXdb software and how it connects to, and works with, the Universal Telecommunications Access Platform.
Barry Saudan informed TADDAC that the CPUC has done a preliminary approval for a potential pilot and CCAF has been in contact with nWISE to discuss the scope of the pilot. This action item remains open.

Action Item #108: TADDAC will review the Charter to understand if Members may advise CD staff on the development of Requests for Proposals (RFPs) and Invitations For Bids (IFBs) related to the Program.
The Charter was provided in tab 3-11. In section 4.1 J., Barry Saudan noted that while the Committee may not be able to participate in the interviewing process for Program contracts, they can provide recommendations to CD. Kim Hua will check with Lisa-Marie Clark on whether Committee Members can be on the contract evaluation team, and shared that Brent Jolley is heavily involved in the contract selection as an ASL user. Richard will write a recommendation letter suggesting having ASL users involved in the interview and evaluation of ASL interpreter contracts. This action item remains open.

IV. EPAC Report and Recommendations
No EPAC Report was given at this time.

V. Public Input – AM Session
There was no public input at this time.

VI. Report from CCAF
Barry Saudan began the CCAF report with Equipment Updates, noting that 1,265 ClearSounds Quattro 4 units, 13,596 Serene Hear All devices, 39,588 Panasonic amplified cordless phones, and 5,224 Panasonic multi-network Bluetooth amplified phones have been distributed by the Program.
Barry then provided updates on the Synapptic and MiniVision2 pilot. He noted that 46 devices have been distributed, 15 of which were MiniVision2s and 31 were MotoGs. About 90 percent of participants chose to use the provided Mint Mobile cellular service during the pilot. 35 of the 46 participants have submitted results from the 30-day survey. Feedback has included some participants sharing that one, two-hour session is not enough time for learning all of the features of the cell phones. Many of the participants are also using their original cell phone as their primary device. Lastly, the pilot is expected to end in September, with the result report being submitted to the CPUC in September or October.
Barry then directed the Committee to the CRS Report on tab 4-1, noting that the number of calls presented, and calls answered are close. This is due to Hamilton Relay implementing a screening system to decrease the time spent on wrong numbers and those who do not need to use Relay. Tab 5-1 covers Captioned Telephone Calls, where Barry notes that month over month there was a slight decrease in call volume, and year over year the numbers have normalized to about 10,000 calls per month.
Looking at the Contact Center Call information on tab 6-1, month over month the number of calls handled has decreased about 14 percent, while there is a 26 percent decrease year over year. Tab 6-3 shows that the certification form distribution has decreased month over month. In April, there was a 34 percent decrease compared to March. Barry then directed the Committee to tab 6-14, shows the types of equipment the Program distributes over the last thirteen months. Tab 6-19 is the Barcode Report and in April, 655 new customers were added to the Program.
Barry then directed the Committee to the Customer Affairs Report on tab 7-2. He highlighted an excerpt from a customer who shared that she was having trouble with her phone and brought it to a Service Center. Paula Barksdale connected the phone and explained to the customer how to use the phone correctly. The customer praised Paula’s patience and knowledge.
The Committee then looked at the Field Operations Report and the Distribution Events information on tab 8-7. Comparing April 2023 to April 2022, there has been an increase in events following the initial COVID-19 pandemic.

VII. CSD Equipment Procurement Center (EPC) Customer Contact Report
EPC Call Center Manager, Chong Vang, informed the Committee that from July 2022 through April 2023, 28,025 calls were handled with an average time in the queue of 18 seconds, and an average talk time of six minutes and 58 seconds.
In April there were 3,278 inbound calls, a 14 percent decrease compared to March. There was an average time in the queue of 26 seconds and an average talk time of six minutes and 43 seconds. Customer satisfaction in April was 99.16 percent. 518 emails and 33 web chats were handled, a 23 percent decrease and a 21 percent decrease respectively, compared to March.
Lastly, in April 397 cert forms were distributed, a 34 percent decrease. 220 returned certs were processed, which was a 2 percent increase from March.

VIII. CSD Marketing Report
CSD Vice President of Marketing, Molly Miller, shared the Marketing goals for the upcoming year. CSD hopes to increase total website users by 3 to 5 percent year over year. They would also like to increase the number of certification downloads by 3 percent and increase the number of phone calls by 2 percent. For social media, Molly shared that the goal is to increase the number of Facebook followers to 4,500 and Instagram followers to 250. Molly noted that more of the Marketing efforts will be focusing on Facebook rather than Instagram because the Program has found more traction with Facebook’s audiences. She then shared that CSD would like to increase the Program’s YouTube click through rate, which is when a user watches a YouTube video and clicks an included link to a website, by 2 percent.
Marketing will also be working on increasing certifying agents by 20 and Community Based Organization (CBO) partnerships by 10 through target email campaigns. Molly then shared that marketing campaigns will also be focusing on health care professionals and loved ones. She also noted that they will be testing out influencer marketing and Over the Top (OTT) marketing, which means having ads on streaming services.
The major marketing project will be the website consolidation project between California Phones, DDTP, and California Connect. CSD will also work on creating and including an eSignature and online certification form ability on the website. Molly shared that they will be working on updating Search Engine Optimization (SEO) and Search Engine Marketing (SEM) efforts for the website and video content on YouTube.
Robert Sidansky asked if the Marketing materials will be captioned and if those captions would be done by a professional captioner or by Artificial Intelligence (AI). Molly responded that a captioner is hired to provide captions and those captions are reviewed by either Molly’s team or a vendor. She also noted that their captions are usually burned into the videos, meaning they will automatically appear on the video, and one does not need to turn the captioning on or off. Richard Ray and Robert Sidansky both expressed appreciation that the captions are done by professionals and expressed concern for entities that use auto-generated captions as they can be inaccurate. Kevin Siemens noted that they have often seen delays in captions, to which Molly responded that while she has seen delays in captions, she has not seen that issue with the created captions that have been made for Program materials.
Molly then directed the Committee to some screenshots of the consolidated website on tab 3-31. She highlighted that the new website would include videos on the homepage. Another feature of the consolidated website will be that once a user clicks on a piece of equipment, they will be recommended other equipment that they may be interested in. Molly closed by sharing that CSD has finished the second round of the website outline based on feedback from CCAF and CD. Once the website’s content has been approved, CSD will create a staging website for testing. Katie Wright asked if people can still access the California Phones website, to which Molly responded that for now people should still use the California Phones website. Once the consolidated website is ready, even if someone were to go to the California Phones website, they would be redirected to the California Connect website.

IX. DOR Voice Options Report
Karl Ortega shared that there was a Voice Options provider meeting on June 7, 2023. There are 29 providers, with three new providers, Talkin Tots, Communications Blooms, and Jordana Mancini. These providers support 49 counties and cover about 98 percent of California.
For Program Updates, as of May 31, 2023, 2,125 short-term and long-term loans have been completed. The top speech applications are Touch Chat HD, which accounts for 43 percent of users, and Prologuo2go, which accounts for 28 percent of users.
Regarding user demographics, about 68 percent of users are male. 41 percent of consumers are between zero and six, and 28 percent are between seven and 17 years old. About 51 percent of users are Autistic, 10 percent have a developmental disability, and 10 percent have a speech delay. 69 percent of consumers are authorized by Speech Language Pathologists and 12 percent are authorized by family physicians.
For the next fiscal year, one main goal is to continue to offer statewide coverage throughout the year. The Department of Rehabilitation is hoping to distribute 1,260 funded devices, about 105 requests per month.

X. Lunch Break - – 11:38 AM – 12:14 PM

XI. Future Meetings and Agendas
Katie Wright reminded the Committee that the next Joint Committees meeting will be in November and the Committees only have the September and October meeting to plan it. She suggested discussing Action Item 109 from the May Joint Committees meeting regarding what features a cell phone needs to be accessible. Louie Herrera and Richard Ray expressed that this topic is very important. Reina Vazquez recommended the Committee write up their recommendations for cell phone accessibility features, and submit them to vendors like Apple and Google, who can be invited to the November Joint Committees meeting.
Reina Vazquez will email EPAC and TADDAC asking for ideas for software and hardware needed to make cell phones more accessible. These ideas will then be drafted for discussion at each Committee’s September meeting. The goal is to share these ideas with manufacturers.
Members asked how to have cell phone companies at the November Joint Committees meeting, to which Reina shared that she received contact information for people from those companies from Richard Ray. She also noted that former TADDAC member Jennifer Nelson was working with Google and may be available to help send someone to the November Joint Committees meeting. Reina then asked the Committee if they would be open to changing the date of the November Joint Committees meeting if that would be easier to secure a venue. It would have to be on a different day the week of November 17, 2023 as the previous Friday would be Veteran’s Day and the following Friday would be the day after Thanksgiving. Katie shared that she was fine with changing the date. Reina then asked where the Committee would like to have the November meeting, to which Katie noted that Silicon Valley or San Jose may be an easier location for these companies to attend the meeting. Richard agreed and noted that Members can easily fly into the San Jose Airport. 

XII. Public Input – PM Session
No public input was given at this time.

XIII. New Business
A. Report from the Chair
Katie Wright shared that the California Hearing Loss Association of American (HLAA) had two Walks for Hearings, one in Long Beach and one in Alameda. Reina Vazquez noted that EPAC member Janice Armigo Brown worked hard to have a Program booth at both HLAA events. She then reminded Members to let her know about any events at which the Program can have a booth or presentation.

B. Discussion on the TADDAC Charter and Action Item Number 108
Reina Vazquez directed the Committee to Item J, 4.1 in the Committee Charter on tab 3-15. Barry Saudan noted that the item says that the Committees can assist the CPUC with recommendations regarding contracts. Richard Ray expressed concern that there were no Deaf or hard of hearing people involved as experienced service consumers, on the ASL interpreter evaluation teams. David Weiss asked if Committee members could be considered state employees since they receive a per diem for participating in Committee meetings, and thus could participate in the ASL interpreter contract interviews. Barry responded that this would need to be checked by Lisa-Marie Clark, but most likely not because the Committee and CCAF Program staff are not considered state employees. Kim Hua, on behalf of Lisa-Marie Clark, shared that while she did not think Committee members could participate in contract interviews, she would review the contracts to double check. Reina noted that the Charter states that the Committee is allowed to participate in the development of contracts as requested by the CPUC. This would mean that Committee members could participate in creating the contract from the development stages of the Request for Bid (RFB) and the Invitation for Bid (IFB). David shared that he is involved in the development process with the IFB, and so as a Deaf person with knowledge of ASL interpreters, he was able to give input to the CPUC. However, he was not allowed to be involved in the interview or making recommendations on a vendor. Barry added that Brent Jolley, who is also an ASL user and is Deaf, is also involved in the ASL Interpreter contract. Reina reported that if Richard had recommendations he wanted to make about the ASL Interpreter contract process and ASL user involvement, he can write it up, TADDAC can vote on it in September, and then it can be submitted to CD. Richard’s statement could explain his feelings about ASL user involvement with the ASL Interpreter contract and how that involvement would benefit the whole process and the users of ASL Interpreting services. Katie Wright offered to write up this recommendation, and then Richard will review it for the September meeting.

C. Member Reports
Robert Sidansky posed the question of whether 988 is accessible for all callers. Richard Ray responded that there are two working groups examining accessibility and access to emergency services, one with the California Office of Emergency Services, and one with the University of Chicago called Reform 911, now 988. He added that the National Emergency Number Association (NENA) also has a working group for 988. Robert then asked if the Committee should get involved, to which Reina Vazquez shared that she sent out information for the 988 technical advisory board so Members can review the last working group meeting and get involved in 988 development.
Louie Herrera recommended that Members update their devices to the latest firmware as there have been several security issues lately. He reminded Members to be vigilant against identity theft as he was a victim through his credit cards.
Reina informed Kevin Siemens that their first term is from February 2017 to February 2021 despite starting in 2016 because 2016 through January 2017 was a partial term. Their second term started in February 2021 and will last through February 2025.

The meeting was adjourned at 1:19 PM.

These minutes were prepared by Stephanie Tanji.
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