FINALIZED MINUTES

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

November 17, 2023

The Deaf and Disabled Telecommunications Program’s (DDTP or the Program) Telecommunications Access for the Deaf and Disabled Administrative Committee (TADDAC) and the Equipment Program Advisory Committee (EPAC) held a hybrid, virtual and in-person, public Joint Committee Meeting via Zoom in the Osher Room at The Ed Roberts Campus in Berkeley, California.

TADDAC Members Present:
Devva Kasnitz, Disability Community - Mobility Impaired Seat
Frances Reyes Acosta, At Large Seat -DDTP Spanish Services User
Jesse Acosta, At Large Seat - Veterans Community
Katie Wright, Late-Deafened Community Seat, Chair
Kevin Siemens, Disability Community – Speech-to-Speech User Seat
Louie Herrera, Disability Community-Blind/Low Vision Community Seat, Vice Chair
Richard Ray, Deaf Community Seat
Robert Sidansky, Deaf Community Seat
Sharmila Rajeswaran, CPUC Public Advocates Office Representative

EPAC Members Present
Antoinette Warren, Senior Citizen Community Seat, Vice Chair
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, Chair

EPAC and TADDAC Non-Voting Liaisons Present:
Barry Saudan, DDTP Program Liaison
Harry Kim, CCO Department Manager
Brent Jolley, CPUC Communications Division
Lisa-Marie Clark, CPUC, Legal Division

CPUC Staff Present:
Charlotte Taylor, CPUC Communications Division
CPUC Staff Present Cont.:
Christopher Bartulo, CPUC Public Advocates Office
Karen Luong, CPUC Communications Division
Robert Osborn, CPUC, Director of the Communications Division
Rachel Peterson, CPUC, Executive Director
Tyrone Chin, CPUC, Communications Division

CCAF Staff Present:
Angela Shaw, Southern California Field Operations Manager
Anthony Thung, Senior Systems Administrator
Audely Zhou, Marketing Specialist
Jackie Pascua, Telecommunications Equipment Specialist and Business Analyst
Jennifer Minore, Northern California Field Operations Manager
Karen Evangelista, Staff Interpreter/CRS Administrative Coordinator
Maria Murphy, Field Operations Program Manager
Nathan Young, Marketing Specialist
Navrup Sandhu, Warehouse Contract Administrator
Pa Kou Cha, CTAP Outreach Specialist
Reina Vazquez, Committee Coordinator
Shonnon Gutierrez, Field Ops Admin Coordinator
Stephanie Tanji, Committee Assistant/Receptionist
Tammy Polanco, Director of Human Resources and Administration
Vanessa Rangel, Field Operations Supervisor

Others Present:
Alexandra Green, Telecommunications Regulatory Attorney
Christa Cervantes, Hamilton Relay
Chong Vang, CSD Contact Center Manager
Dontae Crane, Attendant to Frances Reyes Acosta
Erika Chirino, CSD Marketing
Jennifer Nelson, Google Trusted Tester Project Manager
Martha Lopez, CPUC, Human Resources
Michael Lee, DOR Voice Options
Molly Miller, CSD, VP of Marketing
Mekeesha Matherley, Clarity
Patrice Strahan, Attendant to Monique Harris
Paul Goodman, Legal Counsel, Center for Accessible Technology
Sandy Gross, AFCO Electronics
Tim Burkhart, DOR Voice Options

TADDAC Chair, Katie Wright, called the meeting to order at 10:06 AM.


I. Introduction of EPAC and TADDAC Members
TADDAC Chair, Katie Wright, performed a roll call, reviewed the meeting protocol and TADDAC and EPAC members introduced themselves.

II. Approval of Agenda
Reina Vazquez informed the Committees that during item III, Welcome from the CPUC, Tyrone Chin will be presenting the current process to comment on an order instituting rulemaking. Under item IV, Hamilton Update on California Relay Services, Eric Alvillar’s presentation will be given by Christa Cervantes. Moved by Richard Ray, seconded by Judith Viera and hearing no opposition, the Agenda was approved, as modified.

III. Welcome from the CPUC
Tyrone Chin introduced himself, and welcomed Rachel Peterson, Executive Director of the CPUC, and Rob Osborn, Director of the Communications Division (CD). Tyrone then introduced his manager, Brent Jolley, the supervisor of the DDTP, and the rest of his team from CD.
Tyrone then continued with his presentation, Order Instituting Rulemaking (OIR) to Consider Revisions and Updates to the Deaf and Disabled Telecommunications Program, regarding the two ways in which to participate in the proceeding. One could go to the Commission’s website and fill out a form to participate in an informational only-capacity and to be notified of the activities in the rulemaking. The other option is a more active form of participation, by becoming a party to the proceeding, filing opening and/or replying comments, and advising the Commission on how it should proceed. Members would also need to fill out a form on the Commission’s website to file a motion for party status.
Tyrone then encouraged Members who have questions and are interested in becoming a party or an informational only participant, to reach out to the CPUC Public Advisors with any questions at public.advisor.cpuc.ca.gov.

IV. Hamilton Update on California Relay Services
Christa Cervantes, Account Manager with Hamilton Relay began her updates by informing the Committees of a new feature Hamilton has been working on called Enhanced Speech-to-Speech. When this launches, after the Communication Assistants (Cas) receive proper training, Speech-to-Speech users will be able to dictate a message prior to an appointment or call, and then the CA can relay that message during the call. These services will also consider call setup, including presentation materials, attendee lists, or other information in advance of a call, for a smoother experience for the Speech-to-Speech user.
Hamilton has also been working on a California Chambers of Commerce campaign. Hamilton will be sending out email blasts, a postcard mailing and some posts on the California Connect social media pages. The point of the campaign is to target businesses to inform them about Relay and to offer presentations or training on how being more accessible is better for business and everybody involved.
Christa concluded her presentation by sharing that from June to October 2023, Hamilton Relay completed 70 outreach activities. These events ranged from exhibits to field visits and presentations. There were also a couple of one-on-one captioned telephone installations.

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

VI. Report from CCAF
Barry Saudan began the CCAF report with an equipment distribution update as of October 31, 2023, noting that the Serene Hear All, a Bluetooth cell phone amplifier that began distribution in August of 2016, has had 13,924 units distributed. The Panasonic Amplified Cordless Phone began distribution in July of 2017 and to date, 40,677 units have been distributed. The Panasonic Multi-network Bluetooth Phone also began distribution in July of 2017, and as of October 31st, 5,471 units of that device have been distributed.
Barry then directed the Committee to page 20, which showed a slight increase of about 4.6 percent in activity month-over-month for Calls Presented in traditional relay, Speech-to-Speech, for the month of August 2023. In the CapTel Report Barry pointed out total conversation minutes, which are decreasing, likely due to I.P. captioning devices and the continued sunsetting of analog phone lines. He also pointed out the CapTel utilization numbers over time, explaining that there are currently about 6,000 CapTel devices in service, of which only 260 of those devices were in use during the month of August. Clearly the utilization number is low by comparison to the number of devices that are in service.
Barry then shared a commendation received from a BYOD Training participant on page 62. The customer wrote: “Excellent presenter. Didn’t talk down to us. Lots of good information and glad for the handout to refer to. Loved this class and appreciate you all. Thank you.” 
Regarding call volume at the Contact Center, Steve Longo asked if calls less than five seconds are recorded in the statistics on the report. Chong Vang responded that yes, those calls are reported in the calls offered numbers, whereas calls handled means a consumer actually spoke to an operator.



VII. Google Trusted Tester Program
Former TADDAC Member and current Project Manager at Google, Jennifer Nelson, introduced herself and the Google Accessibility Trusted Tester Program. Trusted Testers are used by Google to test new and existing Apple products and to gather feedback for its researchers and designers.
The Program is comprised of about 350 testers from the US and Canada. A prospective tester is asked to fill out a very brief questionnaire. If they seem to be a good fit, the next step is to provide a five-to-ten-minute introduction video explaining who you are, any assistive technology you use, and which Google products you use, if any.
Currently Google is looking for people with speech impairment, cognitive differences, like dyslexia and dysgraphia; people who are blind or have low vision; people with motor impairments; and the Deaf and hard of hearing.
Some advantages to becoming a Trusted Tester include equipment, such as Pixel phones, Chrome laptops, camera rigs and Pixel earbuds, which testers may keep. The devices are thank you gifts intended to help the tester, test.
Danyelle Cerillo asked if there was an age requirement to become a Trusted Tester. Jennifer Nelson responded that a tester must be over the age of 18, but there was no age limit. Kevin Siemens asked if Google would consider a Tester who is unable to send a video. Jennifer responded that yes, Google would be able to accommodate a person who uses alternate methods to communicate.

VIII. Lunch 12:05 PM – 1:07 PM

IX. CSD EPC Customer Contact Report
Chong Vang, Manager of the Equipment Procurement Center (EPC), began his Call Center report with data from July through October 2023. There were 9,279 total inbound calls handled by the Contact Center, with an average queue time of 20 seconds, and an average talk time of six minutes and 50 seconds. Of those 9,279 handled calls, 8,504 or 92 percent, were calls in English. There were also 339 calls in Spanish, 191 calls in Cantonese, 79 calls in Mandarin, two calls in Hmong, 10 calls in Vietnamese, 11 calls in Russian, 125 video calls in ASL, and, last, but not least, 18 TTY calls.
[bookmark: _Hlk155265924]During the month of October, the Call Center handled 2,296 inbound calls with an average queue time of 12 seconds and an average talk time of seven minutes and 13 seconds. Of those 2,296 calls, 2,104 were calls made in English. There were also 74 calls in Spanish, 46 calls in Cantonese, 11 calls in Mandarin, one call in Hmong, three calls in Russian, 52 video calls in ASL, and five TTY calls. 
Moving on to page 99, Chong shared the activities for Email, Web chat, and Certification forms for the month of October. 515 emails and 18 web chats were processed. 620 Cert forms were distributed, and 219 returned Cert forms were processed. Of the 219 cert forms, 167 were approved, 26 were rejected, and 26 were duplicates. For the month of October, the Customer Satisfaction Rating was 99.64 percent.

X. CSD Marketing Report
Molly Miller, VP of Marketing for Communication Service for the Deaf (CSD), began her report by explaining that she will be giving an update on the Marketing goals, and the progress made towards those goals, so far.
The goal for the CA Connect website was to grow three to five percent year-over-year. Comparing the time frame of March to October to the same period last year, the current average of new users each month is exceeding that goal at 48 percent. As for Cert downloads on the CA Connect website, the marketing goal was an increase of three percent year-over-year. Currently, the increase month-over-month is at an average of 131 percent. Molly believes what really helped the growth was the website consolidation, improved search engine optimization and improved content overall on the website. Moving on to phone calls measured, the goal was to increase growth of phone calls by two percent year-over-year. This is an area which needs improvement, as there has been a 24 percent decline in phone calls. CSD Marketing is looking at ways to increase that measurement by thinking about reasons why people would call, targeting people who would be more likely to call, and working on some action plans to make sure the goal can be met.
Continuing with Social Media goals, Molly shared that CSD was hoping to have 4,500 Facebook followers by April 2024. The CA Connect Facebook page currently has 4,078 followers and is continuing to grow slowly but steadily. CSD expects to meet or exceed that goal. For Instagram, the goal of the Marketing team was to gain 250 followers but has already surpassed that goal with the current follower count of 468 followers. Moving on to YouTube, the goal was to grow the click-through rate year-over-year by two percent and CSD has exceeded that goal with a current monthly average growth rate of 26 percent.
Molly closed her report by reminding Members that there is a survey at the bottom of the website page where one may leave feedback. If a Committee Member is on the website and they are having trouble finding something or would like to see an improvement, please let CSD know by filling out the survey so they can get it fixed as quickly as possible.

XI. DOR Voice Options Report
Voice Options Program Representative, Michael Lee, began his presentation with the program’s accomplishments for the month of October. The Voice Options Program’s initial funding goal was to serve 500 consumers. The VO Program began in July of 2020 and since then, 2,200 individuals have moved through the short-term loan process into the long-term process.
The DOR has 29 providers to the program with their grants, including a new provider, the Disability Community Resource Center (DCRC). Voice Options provides coverage of 99 percent of the state of California by those 29 providers through in-person, as well as virtual services.
Michael then shared that in October of 2023, about 40 devices were submitted for long-term loans, with 50 percent of referrals made by Speech Language Pathologists (SLPs) and about 15 percent of referrals made by medical providers alone. Currently, about 48 percent of consumers made a successful telephone call during the short-term loan period. Many consumers indicated that they had never made a phone call prior to being introduced to the Voice Options Program.

XII. State Program Equipment Presentation
CPUC Representative, Tyrone Chin, began his presentation by explaining that CD visited the websites of other state’s’ distribution programs to see how they were structured, if they had any eligibility requirements and what kind of equipment was offered. They found that 42 states have equipment distribution programs.
Many state programs, about 53 percent, have eligibility requirements such as an annual income level or have established a federal poverty level equal to 200 or 300 percent. 33 percent of state programs have no income eligibility requirement and 14 percent or about six states do not have an equipment distribution program at all.
In California, the equipment provided to the consumer is considered a long-term loan. If the equipment is no longer needed, or the consumer moves out of state, the equipment must be returned. Other state programs provide equipment where the user owns the device, so the consumer is then responsible for any maintenance, damage, or repairs. Another distribution method is through a voucher system. A coupon is provided to the consumer, and they choose equipment from a website or through an application, and it will show you the value of the voucher that can be applied. In most cases, the voucher will cover the cost of the device by 90 or 100 percent. 45 percent of states provide equipment on loan, 17 percent provide an ownership model where the users own the device, 12 percent have a voucher system and 12 percent have both an own and a loan model.
Tyrone then moved on to discuss state program administration. In California, the CPUC hired CCAF, a non-profit organization, to run the Program. Other states run the program through their Public Utilities Commission (PUC), and yet other states have a shared program where the PUC runs the program with help administering by a nonprofit. 45 percent of programs are administered by the State PUC, 29 percent are administered by a nonprofit, four percent by a university, two percent by both the state and a nonprofit, two percent by a telecommunications provider, and two percent by a contractor.
Moving on to the application method of state programs, Tyrone shared that some states have an electronic application process only online, whereas other states had both online and paper applications. The user has a choice in submitting their application online, or if they preferred, they could download the application, fill it out and mail it in. Other methods include in-person applications or making a required phone call prior to filling out the application. 37 percent of states have a paper application method, 23 percent have both an online and a paper application, 14 percent have both paper and email, six percent have in person applications, four percent have online only applications and two percent have telephone submittal options.
Continuing with wireless and IP based equipment, Tyrone informed members that 45 percent of state programs offered some sort of Internet-based Captioned Telephone, such as the CapTel 840i, CapTel 880i, or the CapTel 2. 35 percent of the states provide tablets like the Apple iPad, Samsung tablet, or Microsoft Surface. 33 percent of states provided smartphones such as an iPhone, Samsung Galaxy, or Google Pixel. 16 percent of state programs provide specialized phones configured for individuals with a disability like the MiniVision2 or the Synapptic with the Moto G.
Robert Sidansky thanked Tyrone for his presentation and the important information received. He then asked for clarification on how knowing this information will benefit the Committee or its constituents. Tyrone responded that if the Committees are aware of the types of equipment that other states offer, perhaps EPAC can make recommendations to the CPUC to add those devices into California’s Program. Richard Ray mentioned fire alarms and asked if the CPUC provided those types of alarms in the Program. Barry Saudan responded that many alerting systems have fire or smoke alarms that can be added to the system, but the core unit must have a telecommunication component to be eligible for California’s Program. The question becomes, does the consumer have to buy the smoke alarm as an individual to integrate it with the Program provided system or would the alarm be an accessory the Program would consider distributing, even though it's not a telecommunication device.

XIII. Public Input – PM Session
There was no public input at this time.

XIV. Future Meetings Joint Committee Discussion
Katie Wright began the discussion by asking about in person meeting qualifications for 2024. Reina Vazquez explained that the last communication received from the CPUC Legal Department was that at least one voting Member of the Committee must be present on site at the physical location in order to meet and conduct committee business.
Reina then asked Members to turn to the last page in the meeting binder to review the draft 2024 Meeting Calendar. Richard Ray reminded the Committees that if a Member is unable to attend a meeting for any reason, they can ask a Proxy to attend on their behalf.

XV. Meeting Wrap up and Adjournment
TADDAC Chair Katie Wright closed the meeting by thanking the ASL interpreters, the Captioners, the Hamilton revoicing CA and the Committee team for their work to host a smooth Joint Committees meeting. She also thanked everyone who was able to attend the Meeting in person.

The meeting was adjourned at 2:44 PM.

These minutes were prepared by Reina Vazquez.
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