FINALIZED MINUTES

Deaf and Disabled Telecommunications Program
Equipment Program Advisory Committee (EPAC)

June 9, 2023

The Deaf and Disabled Telecommunications Program’s (DDTP or the Program) Equipment Program Advisory Committee (EPAC) held a virtual public meeting via Zoom at Oakland Headquarters.

EPAC Committee Members Present:
Antoinette Warren, Senior Citizen Community Seat
Danyelle Cerillo, Blind/Low Vision Seat
Janice Armigo Brown, Hard of Hearing Community Seat
Judy Viera, Deaf Community Seat
Monique Harris, Mobility Impaired Seat
Steve Longo, Deaf Community Seat

[bookmark: _Hlk100231278]Non-Voting Liaisons Present:
Harry Kim, CCAF Customer Contact Operations Department Manager
Jackie Taylor, CCAF Director of Operations

[bookmark: _Hlk128665587]CCAF Staff Present:
Angela Shaw, Southern California Field Operations Manager
Ann Truong, Director of Finance and Accounting
Audely Zhou, Marketing Specialist
[bookmark: _Hlk100231164]Barry Saudan, President, and CEO
Dan Carbone, Customer Contact Liaison
Jackie Pascua, Telecommunications Equipment Specialist/Business Analyst
Javier Ulloa, Field Operations Supervisor
Jennifer Minore, Northern California Field Operations Manager
Karen Evangelista, CRS Coordinator/CRS Staff Interpreter
Maria Murphy, Field Operations Program Manager
Navrup Sandhu, Warehouse Contract Administrator
Priya Barmanray, CRS Senior Program Analyst
Reina Vazquez, Committee Coordinator
Stephanie Tanji, Committee Assistant/Receptionist
Tammy Polanco, Director of Human Resources and Administration

[bookmark: _Hlk130217545]Others Present:
Brent Jolley, CPUC Communications Division
Charlotte Taylor, CPUC Communications Division
Chong Vang, CSD Equipment Processing Center Manager
Karl Ortega, DOR Voice Options
Kim Hua, CPUC Communications Division
Mekeesha Matherley, Clarity
Michael Lee, DOR Voice Options
Molly Miller, CSD Marketing
Sandy Gross, AFCO
Tim Burkhart, DOR Voice Options

EPAC Vice-Chair, Antoinette Warren, called the meeting to order at 10:18 AM.

I. Administrative Business
A. Introductions
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 Janice Armigo Brown and seconded by Monique Harris, the Agenda was unanimously approved as written.

C. Review of EPAC Minutes from April 14, 2023
Moved by Judy Viera and seconded by Monique Harris and Janice Armigo Brown, the minutes from the EPAC meeting on April 14, 2023 were unanimously approved as written.

D. Review of the Joint Committees Meeting Minutes from May 18, 2023
Moved by Monique Harris and seconded by Janice Armigo Brown, the minutes from the Joint Committees meeting on May 18, 2023 were unanimously approved as written.

II. DDTP Update
Kim Hua informed the Committee that the next meeting will be on September 8, 2023 following a summer break. She then informed the Committee that CD is working on modernizing the DDTP program and the proceeding will be on the Commission’s agenda by July 13, 2023. Reply comments to the FCC regarding the incarcerated people’s proceeding were submitted on June 6, 2023. Lastly, regarding Speech Generating Devices (SGDs), as of May 31, 2023, DDTP has received 1,246 applications, of which 1,186 have been approved.
Danyelle Cerillo asked if the September EPAC meeting will be in person, to which Brent Jolley responded that starting July 1, 2023, meetings will be in person.

III. Action Items
Steve Longo joined the meeting and introduced himself.
Action Item #27: EPAC and TADDAC will brainstorm ideas regarding the needs of cell phone accessibility for their communities and report back to the Committees.
Reina Vazquez reminded the Committee that Action Item #27 came from the Joint Committees meeting. There were no updates at this time and the action item remains open.
Judy Viera shared that she thinks looking into dealing with cell phone fraud and scams is important. Danyelle Cerillo agreed that it can be easy for anyone to become the victim of scam calls. Reina shared that because the Program does not have jurisdiction over cell phones and cell phone usage, the Committees cannot address this issue. Judy responded that EPAC could submit their concerns to the FCC. Reina then shared that a couple of weeks ago she forwarded an email from Judy about a program that had information on how people can protect themselves against fraud.

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

V. CCAF Staff Reports
A. CRS Report
CRS Senior Program Analyst, Priya Barmanray, informed the Committee that Hamilton Relay was awarded the first contract extension from April 17, 2023, through April 16, 2024. There will then be one more extension left in the CRS 5 contract. She then directed the Committee to tab 4, which has data and charts for TTY, Speech-to-Speech, and Spanish Relay. Lastly, Priya noted that tab 5 shows the Captioned Telephone data and graphs.

B. Field Operations Report: CTAP
Southern California Field Operations Manager, Angela Shaw, informed EPAC that Field Ops is working to increase Service Center and Field Visit numbers. She shared that most customer-centered support is on customers being assessed for and receiving training for equipment. These are often more effective in person, and so customers are encouraged to come into the Service Centers, which are open Monday through Friday, 8:00 AM to 5:00 PM. Angela then directed the Committee to tab 8-15, which lists Field Visit numbers. She then noted that if a customer cannot travel to a Service Center, a Field Advisor can go to a customer’s home to provide support.
Northern California Field Operations Manager, Jennifer Minore, shared an instance of how far a Field Advisor will go to assist customers. A Field Advisor had two customers in Fort Jones, two hours away from their given Service Center, with difficulty calling out with their captioned phones. The Field Advisor and CRS worked with Hamilton Relay and CapTel for two weeks until CapTel provided testing instructions. The Field Advisor conducted this testing and was eventually the two customers were able to successfully call out.
Angela then informed the Committee that the West Covina and San Francisco Service Centers are changing their operation hours in response to lower visitor numbers following COVID-19. The West Covina Service Center will be open on the third and fourth Tuesday of the month and the San Francisco Service Center will be open the first and third Friday of the month. In August, the Santa Barbara Service Center will be moving from the Independent Living Center to a space called the COLAB.

C. Field Operations Report: Bring Your Own Device (BYOD)
Field Operations Program Manager, Maria Murphy, informed the Committee that in March, there were 57 in-person trainings. This resulted in 326 new participants, which was a record high since returning to in-person trainings. Since the beginning of the BYOD pilot, 11,823 new participants have been trained. March also had six new participants trained in rural areas.
Maria then shared a commendation the BYOD team received from a Community Based Organization (CBO), Wise and Healthy Aging, after hosting a BYOD training for Club Wise. The coordinator thanked Rocio for leading a BYOD training, and noted that 100 percent of the participants said they would retake the training. Maria shared that praise for the BYOD trainings means a lot since there are other smartphone trainings offered by other entities. Nevertheless, the BYOD trainings have received lots of praise due to trainers’ experience and knowledge from working with Program customers.

D. Consumer Affairs Report 
Customer Contact Liaison, Dan Carbone, directed the Committee to tab 7-4 and highlighted a feedback ticket from Outreach Specialist Pa Kou Cha, who shared that there were ten customers, at various Outreach Events, who suggested the Program offer adaptive cell phones. These customers shared that there are multiple issues with general cell phones including screens being too small, screen buttons being difficult to use when one does not have manual dexterity, and overall sound quality. Dan noted that while the Program offers cell phone accessories such as the Hear All, with the voice-activated dialer being discontinued, it is still challenging for the Program to meet customers’ needs with cell phone equipment. Dan shared that Equipment Specialist, Jackie Pascua, is researching smartphones with raised buttons and is running the MotoG Power with Synapptic Solution and the MiniVision2+ cell phone pilot.
Dan then shared another customer feedback ticket from Outreach Specialist Carmen Garcia, who noted that there were ten customers who were happy that the Program is offering the XLink. Since the XLink allows a user to utilize landline features, such as large button phones through their cell phone service, a user can still access their smartphones.

E. Equipment Report
Customer Contact Operations Department Manager, Harry Kim, shared that four devices have been approved for the Program and are in various stages of distribution. The Serene Central Alert pager will begin distribution next week. Program rollout for the Bellman and Symfon Visit Smart Home System is currently in progress and is planning on starting distribution later this month. Manufacturer training for the Wear and Hear BeHear Access has been completed and Program rollout is planned for July. Lastly, the ESSR has been submitted for the Chattervox MiniAmplio and the Purchase order (PO) has been issued.
Harry then informed the Committee that Komodo OpenLab’s Tecla-e, and the Rivo2 have been approved for testing. Both devices have completed staff and consumer testing and the results are being reviewed.

F. Wireless Report
Harry Kim then provided an update on the wireless phone pilot with the MotoG Power with Synapptic Solution and the MiniVision2+. As of June 5, 2023, 40 devices have been distributed, of which 27 were MotoG Power smartphones and 13 were MiniVision2+ units. So far 34 participants have submitted their 30-day surveys.
90 percent of participants had cell phones before the pilot and many of the users continue to use their own cell phone as their primary phone during the pilot. A blind participant shared that there is a lot of information contained in the two hour training, which may indicate that there is a steep learning curve and may be why many of the participants continue to use their own phone as their primary phone. Harry highlighted that over 80 percent of the participants were satisfied with the Mint Mobile cellular service and over 60 percent were satisfied with the pilot phones.
Lastly, the Committee was informed that the cell phone pilot will conclude at the end of August with the final report being submitted to CD at the end of September.
VI. CSD Customer Contact Report
CSD Equipment Processing Center Manager, Chong Vang, directed the Committee to tab 3-3 and shared that from July 2022 through April 2023, 28,025 calls were handled by the Contact Center, with an average time in the queue of 18 seconds, and an average talk time of six minutes and 58 seconds.
In April, 2,378 inbound calls were handled, a 14 percent decrease from March, with an average wait time in the queue of 26 seconds, and an average talk time of six minutes and 43 seconds. Customer satisfaction in April was 98.61 percent. Chong then noted that the Contact Center handled 518 emails, a 23 percent decrease, and 33 web chats. Lastly, in April 397 certification forms were sent out, with 220 certification forms returned, a two percent increase compared to March.
Steve Longo asked if numbers have stabilized since the COVID-19 pandemic numbers have been decreasing. Chong responded that while there has been a steady return to the usual numbers since 2020, there has been an overall constant decrease.

VII. CSD Marketing Report
CSD Marketing Vice President, Molly Miller, informed the Committee that today’s report will be about next year’s Marketing plan. For website goals, CSD hopes to have a three to five percent increase in website users, a three percent increase in certification form downloads, and a two percent increase in phone calls as a result of marketing efforts. For social media following, CSD hopes to increase California Connect’s Facebook followers to 30,500 and Instagram followers to 250. Molly noted that the Facebook follower goal is larger than the Instagram follower goal because the Facebook page receives more engagement than the Instagram account. For YouTube, CSD hopes to have a two percent increase in click through rate. Molly then shared that she hopes to add 20 new certifying agents and ten new Community Based Organizations (CBOs) through marketing outreach. Lastly, CSD will focus on establishing a baseline of Program involvement, define Program goals, and track progress for multiple demographics.
Molly then informed the Committee that one big focus will be on re-targeting efforts such as focusing on healthcare professionals and loved ones of those that could benefit from the Program. CSD will also be testing out influencer marketing to reach a wider audience. One major update will be website consolidation between all three Program websites, California Phones, DDTP, and California Connect, and adding an eSignature option. CSD is also researching Search Engine Optimization (SEO) to make the new website, YouTube channel, and social media accounts more discoverable. Molly reassured the Committee that while there is a lot of emphasis on digital marketing, CSD will continue to have traditional radio and print advertising.
Regarding Marketing outreach, Molly shared that she will be working on an extensive CBO outreach initiative that includes phone, email, and digital ads, along with direct mail and email campaigns for certifying agents.
The newest update is that CSD will be testing out Over the Top (OTT) marketing with streaming site ads, such as seeing a California Connect ad while watching something on Hulu. OTT testing will be for three months at the beginning of the year and a three-month campaign at the end of the year.
Molly then directed the Committees to tab 3-14, which showed three screenshots of the California Connect staging website. She shared that there will be a new home page that highlights Program videos. There will also be directional pages that will help users find related equipment after applying for specific Program equipment. Lastly, Molly noted that the website will have an area where one can see information about all upcoming Program events. Tab 3-15 showed the next steps for the website, which will focus on getting final approval on website content and setting up the staging website before starting user testing.
Steve Longo asked if the website will use the e-signature option with Adobe, to which Molly responded that she will check with the CSD IT department.

VIII. DOR Voice Options Report
Karl Ortega informed the Committee that there was a provider meeting between the 29 providers and the Voice Options program on June 7, 2023. At the meeting they welcomed three new providers, Talkin Tots, Communication Blooms, and Jordana Mancini. The 29 providers offer support for 49 counties and cover 98 percent of California.
Regarding Voice Options updates, as of May 31, 2023, 2,125 consumers have completed the loan process. The top speech application is Touchpad HD at 43 percent, with the second most popular app being Proloquo2go with 28 percent.
Looking at Voice Options consumer demographics, 68 percent of users are male. For the age of users, 41 percent are between zero and six years old and 23 percent are between seven and seventeen years old. 51 percent of users are autistic, 10 percent have a developmental disability, and 10 percent have a speech delay. Regarding authorizations, 69 percent of consumers were authorized by a speech language pathologist while 12 percent were authorized by a family physician.
Goals for the next fiscal year from July 1, 2023 through June 30, 2024 include streamlining access and coordination of services, prioritizing consumers with the most significant disabilities, and eliminating duplication for services. Voice Options will have 1,260 devices available to distribute with a planned average of 100 devices per month. Karl then shared that hearing aid dispensers will be removed as certifying agents as they only accounted for .3 percent of referrals received in the last year.
Lastly, Karl shared that they are inputting Voice Options data into the National Assistive Technology Act Data System (NATADS) like device loans, device demonstrations, and reutilization.
Steve Longo asked if Voice Options tracks how much the iPads are used, to which Brent Jolley responded that they do not as Voice Options would need to receive permission from the user to access that data.

IX. Lunch Break – 11:45 - 12:20 AM

X. Committee Member Equipment Update
CCAF Telecommunications Equipment Specialist and Business Analyst, Jackie Pascua, demonstrated three pieces of equipment, the Clarity Alto Plus, the Xtreme Technologies XLink, and the Wear and Hear BeHear Access. The Alto Plus is an amplified landline phone, the XLink allows one to use a landline phone with their cell phone service in place of analog and digital home service, and the BeHear Access is a Bluetooth headset that can amplify cell phone calls. These three pieces of equipment were chosen to demonstrate how the Program offers various devices to meet the needs of consumers with different phone services, and how the Program is constantly researching new products.
The Alto Plus is a landline phone that has a display screen, large number keypads, and memory buttons. The phone speaks the number buttons, and the keys are backlit. Jackie also highlighted that the Alto Plus also has a boost button and a tone button. The phone has a speakerphone and can amplify incoming sounds by up to 53 decibels, outgoing sounds by up to 15 decibels, and the ringer to 100 decibels. The Alto Plus also has backup batteries in case of a power outage. While the Alto Plus has been approved for the Program it has not been distributed yet because it is a replacement for an older version of the Alt, whose stock is still being depleted. To be eligible for the Alto, one must be hard of hearing, blind, low vision, mobility, and/or speech certified for the Program.
The XLink has two buttons, one for starting a Bluetooth connection with a cell phone, and a ringer test button for the attached landline phone. The XLink has been distributed since December 2021 and to date, 517 have been given out. To be eligible for the XLink, one must be cognitive, Deaf, hard of hearing, blind, low vision, mobility, and/or speech certified for the Program.
The last device is the BeHear Access, a wearable band one can wear around one’s neck with a control box on each side. The left control box has tactile buttons to control cell phone calls, while the right control box has tactile buttons that control different features of a phone such as volume control. There are also wired earbuds next to each control box. The BeHear Access offers up to 115 decibels of amplification and has an easy listen feature, which slows down speech tempo while on a live call. Although the BeHear Access has been approved for the Program, it has not been distributed by the Program as staff need to complete training. To be eligible for the BeHear Access, one must be hard of hearing, blind, low vision, mobility, and/or speech certified for the Program.
Janice Armigo Brown shared that she appreciates that the Program offers hands free devices as users who use hearing aids do not want to put another device on top of their ear. Steve Longo asked if one can control the phone settings through an app that works with the headset, to which Jackie Pascua responded that while the BeHear Access has a companion app, it is not required to use the amplification on the connected phone. However, there may be more controls, like tone control, through the companion app. Danyelle Cerillo shared that she tried out the XLink during the Program testing period and she is excited that it is in the Program as she found it useful.

XI. EPAC New Business
A. Report from the Chair
Steve Longo informed the Committee that he attended the Joint Committees meeting, that was held a couple of weeks prior, in person. He shared that the space was nice and accessible. Steve then noted that there will be a Joint Committees meeting in November and encouraged members to attend.
Steve then asked if there was an update regarding the Committees’ ability to meet remotely, to which Reina shared that the proceeding is set to expire on July 1, 2023. She informed EPAC that there is a current bill, Senate Bill 544, that would take away the Bagley-Keene Open Meeting Act rule where there must be an in-person quorum at the posted location. She will update the Committees when she finds out more information.
Lastly, Steve encouraged members to assist with recruiting a DeafBlind member for the empty seat on EPAC. Reina added that TADDAC is also looking for a hard of hearing representative, a youth at-large seat, a multiple language or multiple disability at-large seat, and a mobility-impaired seat. She added that the flyers are all on the DDTP website. Monique Harris shared that people in her circle are on SSI and will get in trouble if they earn money, to which Reina responded that Committee members do not have to accept the Committee stipend if they do not want to.

B. Member Reports
Janice Armigo Brown shared that on June 3, 2023, The Hearing Loss Association of America (HLAA) had an annual Walk for Hearing at Crown Beach in Alameda. Janice arranged for the Program to have a booth at both the Alameda event and the one in Long Beach. Triet Hoang, from DDTP, was at the Alameda event and shared that not only was he able to hand out applications, but he was also able to connect with other vendors. Due to the success of these two HLAA walks, Janice will try to arrange for the Program to have a booth at upcoming walks. Janice then noted that at the May Joint Committees Meeting, Steve inquired about having the captioning screen on the wall directly across from where the Deaf members sit so, they can look at both the interpreters and the captions in the same area. Lastly, she shared that the BART Accessibility Task Force is recruiting members from the disability and senior community to provide feedback on how to make BART more accessible.
Danyelle Cerillo informed the Committee that she has been testing out the MotoG 5 phone as part of the Program smartphone pilot. She felt the testing went well and is looking forward to hearing the pilot’s results.
Antoinette Warren shared that she has three sites that would like to host a Program Outreach presentation. The interested sites are Northgate Terrace Senior Independent Living Facility and the Allen Temple Baptist Church Senior Center in Oakland, and the Third Baptist Church in San Francisco.

XII. Public Input - PM
There was no public input at this time.

XIII. Future Meetings and Agendas
Steve shared that the next meeting will be on September 8, 2023. Reina informed the Committee that she will be sending Conflict of Interest (COI) information packets over the summer. She will also inform the Committee of meeting updates regarding whether the September meeting will be in person or remote.

The meeting was adjourned at 1:17 PM.

These minutes were prepared by Stephanie Tanji.
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