FINALIZED MINUTES

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

October 13, 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 the Oakland Center for Healthy Communities.

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

EPAC Committee Members Absent
Danyelle Cerillo, Blind/Low Vision Seat

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

[bookmark: _Hlk128665587]CCAF Staff Present:
Angela Shaw, Southern California Field Operations Manager
Anthony Thung, IT Senior Systems Administrator
Ann Truong, Director of Finance and Accounting
Audely Zhou, Marketing Specialist
[bookmark: _Hlk100231164]Barry Saudan, President, and CEO
Ben Leaf, Field Operations Supervisor
Dan Carbone, Customer Contact Liaison
David Weiss, CRS Department Manager
Jackie Pascua, Telecommunications Equipment Specialist/Business Analyst
Jennifer Minore, Northern California Field Operations Manager
Maria Murphy, Field Operations Program Manager
Nate Young, Marketing Specialist Lead
Navrup Sandhu, Warehouse Contract Administrator
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
Charles Abeghe, CPUC, Communications Division
Chong Vang, CSD Equipment Processing Center Manager
Erika Chirino, CSD, Marketing
Karl Ortega, DOR, Voice Options
Kim Hua, CPUC, Communications Division
Makeesha Matherley, Clarity
Michael Lee, DOR, Voice Options
Molly Miller, CSD, Marketing
Sandy Gross, AFCO
Sharmila Rajeswaran, CPUC, Public Advocates Office
Tim Burkhart, DOR, Voice Options
Tyrone Chin, CPUC, Communications Division

EPAC Vice-Chair, Antoinette Warren, called the meeting to order at 10:05 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
Reina Vazquez asked the Committee if they would like to change the lunch break time from one hour to 30 minutes since all the Members were participating remotely. EPAC unanimously voted to change the lunch break to 30 minutes. Reina then added that the Equipment Presentation will be given by Jackie Pascua instead of Freek van Welsenis.
Moved by Judy Viera and seconded by Janice Armigo Brown, the amended Agenda was approved.

C. Review of EPAC Minutes from June 9, 2023
The minutes from the June 9, 2023 EPAC meeting were unanimously approved as written.

II. DDTP Update
Tyrone Chin informed the Committee that CD gave a presentation on the DDTP to Cal OES’ Office of Access and Functional Needs Statewide Community Advisory Committee, which advised the Office of Access and Functional Needs (OAFN), on August 8, 2023. OAFN will identify the needs of people with disabilities during and after disasters and will integrate these needs into the State’s emergency management system. The presentation included information on DDTP’s history, who the Program serves, equipment and services provided, and how to contact the Program. CD also advised the Committee on how to determine whether an evacuee qualifies for Program equipment.
Moving on to the ASL interpreter’s invitation for bid (IFB), the original solicitation’s scope of work was limited to the DDTP, and so it was reissued to include CPUC divisions such as the Public Advisor’s Office and Human Resources. The reissued IFB was released in mid-July and bids were submitted in August. A notice of intent to award was posted and awarded to Unspoken Languages on August 21, 2023, for a contract value of $500,000. The contract was finalized and effective starting on September 20, 2023.
Tyrone then shared about the California Broadband Equity Access and Deployment Program (BEAD), which is a national program that supports expanding high speed internet access by funding planning, infrastructure deployment, and adoption. BEAD has given California $1.86 billion and on February 23, 2023, the CPUC voted to open the official rulemaking to establish a state rule for the California BEAD program. On July 17, 2023, the CPUC then issued an additional ruling requesting comments on the drafted five-year action. The final five-year action plan was then submitted to the National Telecommunications and Information Administration (NTIA) on August 27, 2023.
Tyrone then introduced, new CPUC staff member, Charles Abeghe.

III. Action Items
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.
There was no discussion at this time. This action item remains open.

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

V. CCAF Staff Reports
A. CRS Report
CRS Department Manager, David Weiss, informed the Committee that Remote Conference Captioning (RCC) had a soft launch in October 2022. Because it has not been publicly advertised, it has not been widely used. So far, RCC has about 240 minutes per month of usage.
Judy Viera asked who is eligible to use RCC, to which David responded that any resident of California who is hard of hearing or late deafened and involved in a meeting of at least three people qualifies. He added that RCC can be used by nonprofits who may not be able to financially provide equivalent access. Judy then asked if RCC consumers can communicate with the captioner to provide them with meeting information before the meeting. David replied that when requesting RCC services and when receiving the scheduling confirmation, the user can include meeting information. There is also a notes window to share information during the meeting. Judy inquired as to where one can get printed information about RCC, to which David responded that he would send Reina a link that she can share with Members. David added that it is important that the audio for the meeting is clear so that the RCC captioners can hear the meeting remotely. When Judy asked who pays for RCC, David noted that the state of California pays for the service under the telephone surcharge of the Program. Steve Longo then inquired if an RCC user can save the transcript, to which David noted that you can save the RCC session if Hamilton has been notified in advance.

B. Field Operations Report: CTAP
Northern California Field Operations Manager, Jennifer Minore, highlighted that in addition to large cities, there are many field events in small towns and rural areas so that the Program can reach and serve all areas of the state. Jen then noted that if the number of presentations shows a smaller number of attendees, this may be due to hosting outreach events in rural areas that have smaller populations. 

C. Field Operations Report: Bring Your Own Device (BYOD)
Field Operations Program Manager, Maria Murphy, informed the Committee that in June, 241 new participants completed BYOD trainings. She then shared some feedback, including one from a participant who noted that the training was helpful, and they would be interested in taking it again. Maria noted that the BYOD team has created training materials that customers can take home so they can review and have access to additional information. Another commendation came from a Community Based Organization (CBO), Albert Einstein Residence Center, who noted that smartphone trainings help seniors stay connected to family, friends, and medical providers.
Because BYOD is a pilot program, it cannot be advertised, but staff can promote the training at Outreach events. Many CBOs assist seniors with navigating their smartphones and so they are happy to host BYOD trainings. 

D. Consumer Affairs Report 
Customer Contact Liaison, Dan Carbone, directed the Committee to page 69, which highlights a feedback ticket for Outreach Specialist Carmen Garcia, who received praise for various outreach presentations to rural communities. To emphasize the importance of the Program reaching rural communities, Dan shared a report on page 73, where four low-income customers in Mira Monte noted that the Federal Lifeline program does not provide them with cell phone service. The only service available in the area is Verizon, which is not affordable, and the Lifeline program does not acknowledge that there is a need for cell phone carrier service options in rural areas.
Steve Longo asked if there are any feedback tickets with suggestions from customers to which Dan shared that there is a frequent request for smartphones, which the Program does not have jurisdiction over. While there is the Lifeline Program, it often does not offer cell phones with the accessibility features that can assist customers most.
Judy Viera asked how the Program plans for various communication needs such as ASL interpreters or having printed brochures about the Program. Jennifer Minore responded that the Program offers applications that provide information on how to apply for the Program, the Service Centers, and how to reach the Contact Center. She added that while some staff can communicate in ASL, those who cannot utilize pen and paper and some staff either speak other languages or have work phones to offer translation services.

E. Equipment Report
Customer Contact Operations Department Manager, Harry Kim, shared that four devices have been approved for Program distribution. The Bellman and Symfon Visit Smart Home System began distribution in July, of which seven units were distributed in September. The Serene Central Alert pager began distribution in September. The BeHear Access by Wear and Hear began distribution on September 1, 2023, and 20 units were distributed during September. The last device is the ChatterVox Mini Amplio, whose manufacturer training has been completed and whose Program distribution is set to start in mid-October.
Devices approved for testing are the Tecla-e by Komodo OpenLab and the Rivo2. Staff and consumer testing has been completed and the recommendation report to CD has been drafted.

F. Wireless Report
Harry Kim then provided an update on the MotoG Power with Synapptic Solution and the MiniVision2 cell phone pilot. As of October 6, 2023, 51 devices have been distributed, with 36 MotoG Power units and 15 MiniVision2 units. Staff have received 43, 30-day surveys and 35, 90-day surveys from participants. As a result, the 30-day report has been drafted and submitted to CD in August and a final report, including the 90-day feedback, will be presented to CD this month.

VI. CSD Customer Contact Report
CSD Equipment Processing Center Manager, Chong Vang, directed the Committee to page 101 and shared that from July 2022 through September 2023, 4,770 calls were handled by the Contact Center. There was an average time in the queue of 23 seconds, and an average talk time of six minutes and 43 seconds. Page 102 shows that in August, 2,554 inbound calls were handled, a 15 percent increase from July. There was an average wait time in the queue of 21 seconds and an average talk time of six minutes and 34 seconds.
Chong then directed the Committee to page 103, which showed customer satisfaction in August was 99.51 percent. Page 104 lists that the Contact Center handled 638 emails, a 6 percent increase compared to July, and there were 43 web chats. Lastly in August, 614 certification forms were sent out and 226 forms were returned. Of the 226 returned forms, 158 were approved, 23 were rejected, and 32 were duplicates.
Steve Longo asked if Deaf customers who make calls through Video Relay Service (VRS) are part of the English-speaking statistics or if they fall under another category. Chong responded that the Contact Center has an ASL team that handles ASL calls through videophones or web chats and its numbers are part of the English callers. He noted that he could separate the data, to which David Weiss asked if CSD would be able to separate the callers who call the English number through VRS rather than the ASL line or the TTY number. Chong responded that while it would be more difficult to separate the data, they would try to do so.
Antoinette Warren asked what “inbound calls offered” means, to which Chong shared that “call offers” are calls that come through the Contact Center. A call made after hours is an “abandoned” call, and calls handled are those where the call connects with an agent, and they help the customer.

VII. CSD Marketing Report
CSD Marketing Vice President, Molly Miller, provided updates for August, starting with the California Connect website, which had a significant increase year over year and a slight change month over month. There were 12,528 web sessions and 9,367 new users with a 40 percent engagement rate. There were 1,186 certification downloads, a 0.2 percent increase compared to July. Looking at the California Phones website data on page 107, there was a continued year over year and month over month decrease. There were also 85 certification form downloads, a 4.5 percent decrease compared to July. Lastly, the DDTP website had a total of 4,176 sessions and 3,428 new users. This increase is due to CSD’s IT team and web developer reviewing the website for the future migration to the California Connect website. The DDTP website had 89 certification form downloads, which was about a four percent decrease compared to July.
Molly then directed the Committee to Marketing updates on page 109 and shared that CSD began it’s Over the Top (OTT) marketing campaign and had an almost 98 percent completion rate. This means that 98 percent of viewers did not skip the ads. At this time, there have been 21,547 impressions made by the OTT ads.
Regarding website updates, phase one has been completed, with the DDTP website being shut down and CSD monitoring traffic and bugs to make any needed edits. CSD is also reviewing the California Phones website to determine what needs to be transferred to the California Connect website.
CSD is working on outreach to Community Based Organizations (CBOs) and the goal is to reach out to five to ten CBOs each week along with follow up the following week.
Lastly, Molly shared that CSD will be launching a Real Time Text (RTT) educational marketing campaign. David Weiss asked if this campaign is only for RTT or if it includes Remote Conference Captioning (RCC). Molly responded that while they are focusing on RTT, they have started creating an RCC campaign.
Steve Longo asked if “new users” on page 108 refers to new registered users or new website hits. Molly responded that “new users” refers to new hits on the website, meaning it could be a new user to the website or someone accessing the website from a different IP address. Judy Viera asked if there are printed materials for California Connect. Molly replied that while most of the marketing efforts are focused on the website and social media content, there are newly designed certification forms and Program postcards.
Molly then directed the Committee to page 110, which covers paid advertisements. Google advertisements showed that there was a slight decrease in phone calls, emails, and downloads. However, this is following a large increase the previous month from 40 percent to 60 percent. August had a two percent decrease in phone calls. Lastly, August had 58 forms filled, 195 phone calls from ads, 18 email clicks, and 517 PDF downloads. YouTube’s click through rate was 0.3 percent, a six percent increase, and the view rate increased by five percent in August. Facebook and Instagram marketing resulted in 318 certification download forms, three filled out forms, 61 people calling because of these ads, and 17 people sent emails following interacting with these ads.
Brent Jolley asked Committee members to visit the California Connect website to provide input based on their user experience. Molly added that Members can provide feedback through a link on the bottom of the website page.

VIII. DOR Voice Options Report
Tim Burkhart informed the Committee that since the Voice Options pilot began in July 2020, 2,165 people have been served by the Program. Voice Options has served 1,254 people in the current fiscal year. Tim shared that there has been a huge outreach campaign with providers receiving new advertising and promotional materials. Voice Options currently has 29 providers that cover 10 regions throughout the state of California.
Regarding Voice Options referrals, 39 percent of referrals are made by speech-language pathologists and 14 percent are made by Independent Living Centers. For authorizations, 70 percent are made by speech-language pathologists and 11 percent are made by family doctors.
During the short-term loan period, 70 percent of consumers made telephone calls. Of the phone calls made, 98 percent of them were considered successful by consumers.
The Touch Chat app is the most popular with 44 percent of consumers using this app. The second most popular app is the Proloquo2go app, with 29 percent of users preferring this app.
Brent Jolley added that the current agreement between the CPUC and the Department of Rehabilitation (DOR) to host the Voice Options Program is a one-year agreement. He praised the DOR for increasing Program awareness.
Judy Viera asked if Voice Options has brochures for Committee members to share with their communities. Tim responded that Judy could send an email request to Reina Vazquez and she will communicate with Tim to coordinate brochure deliveries.

IX. Lunch Break – 11:48 - 12:26 AM

X. Committee Member Equipment Update
CCAF Telecommunications Equipment Specialist and Business Analyst, Jackie Pascua, introduced the Hable One, a Bluetooth, tactile keyboard that can control a smartphone or tablet. The Hable One has eight simple buttons with six laid out like a braille cell, and a rectangular button on each side of the device. It is held horizontally, and the buttons face outwards.
Although the Hable One is not a part of the Program, it would be for consumers who are Blind, Low-Vision, or have difficulty seeing. If EPAC is interested in the device, they can write a recommendation to TADDAC to have CCAF test the Hable One for potential Program distribution.
The Hable One works with the VoiceOver feature on an iPhone or the TalkBack feature on an Android phone. It is rechargeable and can be used for 50 hours. The Bluetooth range is 30 feet between the device and a cell phone.
Jackie then demonstrated how VoiceOver works on an iPhone to identify what is on a cell phone screen and to open apps using gestures such as taps and swipes. She then showed the Committee how to use the Hable One’s buttons to navigate a cell phone’s screen and interact with apps. Jackie then made a test call using the Hable One alongside the voice assistant Siri.
Antoinette Warren expressed interest in the Hable One and noted that it would be helpful once the consumer understands the different button commands. Sandy Gross asked how much the Hable One is, to which Jackie estimated $200.

XI. EPAC New Business
A. Discussion of the Hable One Presentation
Antoinette Warren suggested EPAC recommend the Hable One as it can enhance the usability of smartphones for people who have difficulty seeing.
Monique Harris and Judy Viera moved to have EPAC recommend to TADDAC to have CCAF test the Hable One for future Program inclusion. This motion was seconded by Antoinette Warren. The recommendation was unanimously approved.

B. Report from the Chair
During Discussion of the Hable One Presentation, Steve Longo asked for an update on myMMXdb. Brent Jolley responded that CD is looking at a different vendor to provide service, support, and licensing for the myMMXdb pilot. CD is still working with Bryen and is developing the scope of work, alongside the Maryland and Washington Programs.
Steve then shared about an app called ASL Anywhere, which provides ASL interpreter access to users. He noted that ASL Anywhere is offered by three other state programs. Steve then added that Members can look up more information on their website, aslanywhere.com.
New Action Item #28: EPAC will research the app ASL Anywhere, to discuss at a future EPAC meeting.
Steve Longo shared about the ASL Anywhere app and recommended that members look into it. This action item is open.

C. Member Reports
Antoinette Warren shared that after the Hable One is part of the Program, she will be requesting an Outreach Presentation so more people can learn about this device.

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

XIII. Future Meetings and Agendas
Steve Longo reminded EPAC that the next meeting will be a Joint Committees meeting. Reina Vazquez provided an update, noting that the date and location are still not solidified. The potential Google Community Space in San Francisco was nice but would not be able to meet the Committees’ needs due to pillars that would block the screen and a lack of nearby parking. Reina also submitted a request to use the space at the Center for Healthy Communities (CHC) at Oakland, but since they are not open on Friday, November 17, 2023, the Joint Committees meeting will need to be on Thursday, November 16, 2023. The meeting could not be moved to the week before because of the Veterans Day holiday, and it could not be moved to the week after because of the Thanksgiving holiday. Reina then shared that once she receives approval from the CHC, she will write and submit a proposal to Brent Jolley to approve or not approve the November Joint Committees meeting.
Judy Viera asked if we pay to use the CHC, to which Reina said that the space is free for nonprofits and governmental groups. Steve Longo shared that he would not be able to attend the Joint Committees meeting should it be moved to Thursday, November 16, 2023, as his schedule is occupied on Tuesdays and Thursdays. Reina suggested that if the meeting date does change, he can arrange to have a proxy attend in his place. Judy then asked if the meeting must be at the CHC, to which Reina said no, the space was chosen because it is hard to find a free space that has the necessary equipment to host a hybrid meeting. Antoinette offered to see if the Joint Committees meeting could be held at one of the Oakland senior centers. When Reina asked if they would have a Zoom room with integrated audio and visual technology for a hybrid meeting, Antoinette responded that they would not. Reina emphasized to the Committee that it is difficult to find a meeting space because it has to be a hybrid set up. If everyone attended the meeting in person or if everyone participated remotely, on Zoom, more venues would be able to meet the technology requirements. A lot of spaces also do not have the technology to host a hybrid meeting and be accessible.

The meeting was adjourned at 1:17 PM.

These minutes were prepared by Stephanie Tanji.
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