FINALIZED MINUTES

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

January 12, 2024

The Deaf and Disabled Telecommunications Program’s (DDTP or the Program) Equipment Program Advisory Committee (EPAC) held a hybrid, public meeting via Zoom and at the Deaf and Disabled Telecommunications Program Main Office.

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:
Jackie Taylor, Director of Operations
Harry Kim, CCAF Customer Contact Operations Department Manager

[bookmark: _Hlk128665587]CCAF Staff Present:
Alma Ortiz, Field Operations Specialist II
Angela Shaw, Southern California Field Operations Manager
Anthony Thung, IT Senior Systems Administrator
Ann Truong, Director of Finance and Accounting
Armando Hernandez, Field Operations Specialist II
Audely Zhou, Marketing Specialist
[bookmark: _Hlk100231164]Barry Saudan, President, and CEO
Dan Carbone, Customer Contact Liaison
David Weiss, CRS Department Manager
Jackie Pascua, Telecommunications Equipment Specialist/Business Analyst
Karen Evangelista, CRS Admin Coordinator and Staff Interpreter 
Maria Murphy, Field Operations Program Manager
Nate Young, Marketing Specialist Lead
Navrup Sandhu, Warehouse Contract Administrator
Priya Barmanray, CRS Senior Program Analyst
Reina Vazquez, Committee Coordinator
Stephanie Tanji, Committee Assistant/Receptionist
Vanessa Rangel, Field Operations Supervisor
Victoria Harling, Outreach Specialist

[bookmark: _Hlk130217545]Others Present:
Chong Vang, CSD Equipment Processing Center Manager
Christopher Bartulo, CPUC, Public Advocates Office
Erika Chirino, CSD, Marketing
Karen Luong, CPUC, Communications Division
Makeesha Matherley, Clarity
Michael Lee, DOR, Voice Options
Molly Miller, CSD, Marketing
Sandy Gross, AFCO
Sharmila Rajeswaran, CPUC, Public Advocates Office
Tyrone Chin, CPUC, Communications Division

EPAC Chair, Steve Longo, called the meeting to order at 10:04 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
Judy Viera requested that Agenda Item I. C. Review of the Minutes from the October 13, 2023 Meeting and Item I. D. Review of the Minutes from the November 17, 2023 Meeting change the wording to Review and Adoption of the Meeting Minutes so that Members know that they will be reading and approving the minutes rather than just reviewing the minutes. Judy then asked why, under Agenda Item IX. Lunch Break – One Hour, the time is for one hour when it was previously decided that the lunch break would be 30 minutes. Reina Vazquez responded that because this meeting is a hybrid meeting and some members are attending in person, a one-hour lunch break is needed. Judy then asked what “Member applications,” is referring to in the description for Agenda Item XI. B. Report from the Chair. She asked if “applications” is referring to people who would like to join the Committee and if so, recommended that the wording be changed to “member applications for the committee,” “applications for membership,” or “committee member applications” so that EPAC is clear on what kind of membership would be discussed.
Moved by Judy Viera and seconded by Monique Harris, the amended Agenda was unanimously approved.
C. Review of EPAC Minutes from October 13, 2023
Judy Viera directed the Committee to page 9 and asked why Action Item number 28 is not listed under Item III. Action Items, as only Action Item number 27 is listed. Reina Vazquez responded that Action Item number 28 is listed on page 15 of the binder, as that is when that Action Item was created during the October 13, 2023 EPAC meeting. Moved by Judy Viera and seconded by Janice Armigo Brown, the minutes from the October 13, 2023 EPAC meeting were unanimously approved as written.

D. Review of Minutes from the November 17, 2023 Meeting
Judy Viera asked about what the “proceedings” and “Members filling out a form on the Commission’s website” on page 19 of the binder were referring to. Tyrone Chin explained that at the Joint Committees Meeting in November, he informed the Committees about how they can participate in the proceeding formally or on an information-only basis. There were two parties who filed comments and if a Committee member participated by information-only, they would have received an email from the Commission notifying them of these submitted proceedings. Judy shared that she felt that the text of the Joint Committees minutes does not explain what “proceeding” means. Reina Vazquez responded that she would add that the proceeding is the OIR proceeding from the CPUC. Judy then asked what OIR stands for, to which Tyrone answered that it stands for Order Instituting Rulemaking. Judy asked that all acronyms be spelled out in the future.
Moved by Janice Armigo Brown and seconded by Monique Harris, the minutes from the November 17, 2023, Joint Committees meeting were unanimously approved with corrections.

II. DDTP Update
Tyrone Chin reminded the Committee that the Order Instituting Rulemaking (OIR) is a proceeding that the Commission opened to invite comments from the public about how the DDTP can be modernized. On December 8, 2023, Administrative Law Judge David Van Dyken, granted a motion to extend the deadline for reply comments in rulemaking number 23-11-001. The revised due date for opening comments is January 9, 2024, and reply comments on January 22, 2024.
Five parties filed comments including the California Coalition of Agencies Serving the Deaf and Hard of Hearing; The Utility Reform Network and the Center for Accessible Technology; the National Diversity Coalition; small Local Exchange Carriers (LECs); and the CPUC’s Public Advocates Office. Tyrone noted that the proceeding is in the reply comment period, where parties review opening comments and provide responses.

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.

Action Item #28: EPAC will research the app ASL Anywhere, to discuss at a future EPAC meeting.
Steve Longo asked that a presentation be given to EPAC by ASL Anywhere. This action item is 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, directed the Committee to page 47, the Remote Conference Captioning (RCC) usage. In October there were 5 RCC requests, for a total of 491 minutes. David asked Members if they had requested RCC, to which Steve Longo responded no. David encouraged members to use and provide feedback on RCC.
Steve Longo noted that the number of new CapTel units appear to be very stable, to which David confirmed that the monthly distribution numbers have historically been stable. David added that the usage numbers have gradually decreased due to an increase in Internet IP based CapTel phones distributed through a Federal program.

B. Field Operations Report: CTAP
Southern California Field Operations Manager, Angela Shaw, highlighted the list of Outreach events on page 64 and noted that there are recurring distribution events at part-time Service Centers. These recurring distribution events help reach out to customers who are unable to visit the full time Service Centers. Angela then shared that on February 1, 2024, from 9:00 AM to 1:00 PM, there will be a health fair at the Earvin Magic Johnson Rec Center in Willowbrook, California. Field Ops is expecting there to be about 30 vendors and about 300 visitors.
Antoinette Warren asked how the outreach events on the list are scheduled and whether agencies reach out to California Connect or whether Program staff reach out to agencies. Angela responded that sometimes Outreach Specialists will receive requests from past agencies, and other times staff will meet new agencies and set up events and presentations. Antoinette noted that the Outreach Events list shows a lot of locations in Southern California and not as many in Northern California. Angela responded that it depends on the month and there may be more Southern California events because cities are denser and so it is easier for Staff to attend many locations in one day. Antoinette suggested that California Connect have more events in the East Bay such as in Oakland and Richmond. Angela said staff would investigate and asked that Members provide referrals if they have connections to any organizations that would be interested in hosting events and presentations. Steve Longo asked if outreach event locations are chosen based on who has the most number of customers, to which Angela responded no and that sometimes events are in areas where there are not a lot of customers to educate them about the Program. Steve added that he is impressed by how much driving outreach staff do to reach all areas of California.

C. Field Operations Report: Bring Your Own Device (BYOD)
Field Operations Program Manager, Maria Murphy, informed the Committee that in October 2023 there were 57 trainings, which resulted in 314 new participants. Of the 314 trainings 28 were for Android, resulting in 149 new participants, and 29 were iPhone trainings, resulting in 165 new participants. October’s BYOD training participants were 47 percent of the new customers added by Field Ops.
Maria then shared some customer feedback, with one participant being impressed by the BYOD instructor’s ability to teach so much in two hours. The customer felt confident because they were given a training manual. Maria noted that every BYOD training participant is given a 36-page manual to take home so they have reference materials for after the training.

D. Consumer Affairs Report 
Customer Contact Liaison, Dan Carbone, directed the Committee to a customer feedback ticket on page 73, which thanked Outreach Specialist Skippy Sumner, for supplying a customer with the BeHear Access amplified handset. The customer shared that they are now able to hear their wife’s voice and their wife was thrilled to be able to communicate with her husband. A second comment highlighted Field Operations Specialist Elizabeth Wong, who helped a client get set up with a Panasonic KX-TGM450SC phone. The customer previously did not have a phone to contact his family or emergency services, which posed a health and safety concern as he had previously fallen and there was no way for him to call out for assistance. The Panasonic phone gave him a better sense of independence.
Steve Longo noted that there was a feedback ticket that shared that there were four Community Based Organizations (CBOs) that attended a presentation by Skippy Sumner and they were not aware of the Program. Steve asked if this means that the Program needs to do more outreach. Angela Shaw responded that some presentations are to agencies who have never heard of the Program and so the goal of outreach is to educate them on the Program.

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 eight units were distributed in December. The Serene Central Alert pager began distribution in August and two units were distributed in December. The BeHear Access by Wear and Hear began distribution in September, and nine units were distributed during December. The last device was the ChatterVox Mini Amplio, which began distribution in October and had four units distributed during December.
Devices approved for testing are the Tecla-e, the Rivo2, and the Hable One. The recommendation report for the Tecla-e was submitted to CD in November and they requested a results recommendation report be given at the January EPAC meeting. Staff and consumer testing for the Rivo2 was completed and the recommendation report to CD is being drafted. Lastly, CCAF acquired samples from the Hable One manufacturer and is in the process of setting up a manufacturer’s training.

F. Wireless Report
Harry Kim then provided an update on the MotoG Power with Synapptic Solution and the MiniVision2 cell phone pilot. As of November 2023, 27 MotoG Power phones and 15 MiniVision2+ phones were distributed. A final report was submitted to CD with the recommendation to extend the pilot. This request was due to the low number of users who adopted the cell phones as their primary phones, which was partially due to their unfamiliarity with the cell phones. The extension would allow users to receive more training.

VI. CSD Equipment Procurement Center (EPC) Customer Contact Report
CSD Equipment Processing Center Manager, Chong Vang, directed the Committee to page 104 shows that in November, 1,976 inbound calls were handled, there was an average wait time in the queue of 21 seconds, and an average talk time of seven minutes and one second. Of the 1,976 calls in November, 1,827 were in English, 63 in Spanish, 43 in Cantonese, 18 in Mandarin, one in Hmong, one in Vietnamese, two in Russian, one TTY call, and 20 were ASL calls. Chong then directed the Committee to page 105, which showed customer satisfaction in November was 99.62 percent. Page 106 lists that the Contact Center handled 493 emails and eight web chats. Lastly in November, 547 certification forms were sent out and 188 forms were returned. Of the 188 returned forms, 153 were approved, 14 were rejected, and 21 were duplicates.
Judy Viera asked why 14 certification forms were rejected, to which Chong responded that either the certifying agent section was not completed, or the forms were not signed. He added that when a certification form is rejected, the form will be sent back with the missing components highlighted for the customer to fill out and resubmit.

VII. CSD Marketing Report
CSD Marketing Vice President, Molly Miller, provided Marketing updates for November, noting that it was the first month the California Phones, DDTP, and California Connect websites were consolidated. There were 563 certification downloads, and 1,188 people filled out part of the form online and then printed the application in November. There was an increase in web sessions to 12,486, with 8,700 of these sessions done by new users. Website engagement was at 86.66 percent. Looking at the landing page, the “apply now” page was the most popular, followed by the page focusing on hearing.
Molly then directed the Committee to page 109 and noted that the California Phones website was successfully redirecting to the California Connect website. There was a 92 percent increase in views on the application page of the California Connect website, with a 3,000 percent increase in views on the online application. There was a 90 percent increase in new users from the first 30 days to the next 30 days, and an 86 percent increase in engagement rate.
Molly then directed the Committee to page 110, looking at paid ads. Google ads resulted in nine complete forms, 181 calls, 14 emails, 106 cert form downloads, and 94 printed application buttons. For Facebook and Instagram Meta ads, there were 156 cert form downloads, 37 calls, and 11 emails. November was the second month of over the top (OTT) ads, which resulted in 600,000 impressions and about 600,000 ad completions, which resulted in a 98 percent video completion rate.

VIII. DOR Voice Options Report
Michael Lee informed the Committee that since the inception of the Program in July 2020, Voice Options has served about 2,315 individuals from the short-term loan to the long-term loan period. Michael noted that Voice Options covers about 99 percent of California through 29 providers.
In November, about 103 customers completed the short-term loan process. Michael then shared that about 40 percent of Voice Options referrals are made by speech language pathologists and about 14 percent are from Independent Living Centers. In November, about 48 percent of consumers were able to complete a phone call during the short-term loan period. Of those consumers, 100 percent of those calls were considered successful calls. In the fiscal year of July through November, 411 consumers completed the short-term loan and entered the long-term loan period.
Looking at demographics that Voice Options serves, 42 percent of consumers are Hispanic or Latinx, 19 percent are Caucasian/white, 14 percent are Southeast Asian, six percent are Asian Pacific, four percent are East Indian, three percent are African American/Black, and one percent are Native American. Regarding disability types, 49 percent of consumers are autistic, 14 percent have cerebral palsy, nine percent have a speech delay, seven percent have Down Syndrome, five percent have aphasia, five percent have a developmental disability, and four percent have apraxia.
Lastly Michael shared that 84 percent of authorizers are speech language pathologists, and 12 percent are family physicians.

IX. Lunch Break – 11:44 AM – 12:51 PM

X. Equipment Presentation
CCAF Telecommunications Equipment Specialist and Business Analyst, Jackie Pascua, informed EPAC that she will be reviewing the test results for the Tecla-e and the Cosmo Switch. A couple of years ago the CPUC approved the Tecla-e for testing and possible Program inclusion. As part of the testing process CCAF found a similar device, the Cosmo Switch, to test alongside the Tecla-e.
Jackie shared that the Tecla-e and the Cosmo Switch are Bluetooth switches that connect with a smart device to allow one to select and control apps. The Tecla-e works with Android and iOS platforms and uses Bluetooth software to make and receive calls and text messages. While the Tecla-e is a switch, it can also connect to other non-Bluetooth switches to control multiple functions on a smart device. Like the Tecla-e, the Cosmo Switch also works with Android and iOS platforms and uses Bluetooth features to make and receive calls and text messages. Unlike the Tecla-e, the Cosmo Switch cannot connect to any other non-Bluetooth switches.
Jackie then informed the Committee there are two testing phases when looking into potential new equipment, the staff testing phase done by field and customer advisors, and the consumer testing phase. Consumers can test the equipment at a Service Center, during a Field Visit, or at an Outreach or Distribution event. The CPUC and Committee members past and present are also invited to test potential Program devices. The testing can take from one hour to one and a half hours per person. Jackie then shared that testing for the Tecla-e and the Cosmo Switch were held at two of the busiest Service Centers in the North and two in the South to reach as many consumers as possible. The testing phases resulted in 29 staff members and two consumers testing and providing feedback.
For testing results there is a max score of 100. Staff gave the Tecla-e a total score of 69.77, while the Cosmo Switch was given a score of 75.34. Staff mentioned that they had a difficult time pairing the Tecla-e to their smartphone and maintaining the Bluetooth connection. In comparison, consumers gave the Tecla-e an overall score of 73.5 and the Cosmo Switch an overall score of 71. Consumers also shared that they had an easier time paring the Tecla-e to their smartphones compared to the Cosmo Switch, and they had a more difficult time answering phones with the Cosmo Switch. Because consumers rate the Tecla-e higher than the Cosmo Switch while staff rated the Cosmo Switch higher than the Tecla-e, CCAF recommended that both the Tecla-e and the Cosmo Switch be added to the Program for permanent distribution to consumers who have difficulty moving.
Janice Armigo Brown asked how the Tecla-e and the Cosmo Switch interact with a cell phone if a user also has Bluetooth compatible hearing aids. Jackie responded that one can connect multiple Bluetooth devices to a smartphone and still be able to independently use the Tecla-e and Bluetooth hearing aids with your smartphone as they operate as separate devices. Monique Harris asked how to dial the phone, to which Jackie replied that a cursor will appear on the selected app on a phone when connected to the Tecla-e or the Cosmo Switch. You would then press the device to open the phone app or contacts list. Steve Longo asked if a Bluetooth hearing aid is compatible with the Tecla-e or the Cosmo Switch, to which Jackie responded that it is not, as the Tecla-e and Cosmo Switch are separate Bluetooth accessories. While one’s hearing aids and the Tecla-e or Cosmo Switch can connect to a cell phone via Bluetooth, the Tecla-e and Cosmo Switch cannot be used to control hearing aids. Antoinette Warren asked if one needs both the Tecla-e and the Cosmo Switch to navigate one’s phone, to which Jackie replied that the Tecla-e can connect to other switches like a sip and puff switch or an air switch, while the Cosmo Switch is a standalone switch. It is up to the consumer if they prefer using multiple switches or only using one.

XI. EPAC New Business
A. Discussion of the Tecla-e and Cosmo Bluetooth Switches
Danyelle Cerillo suggested the Program offer both the Tecla-e and the Cosmo Switch so that consumers have options. Monique Harris, Antoinette Warren, and Janice Armigo Brown agreed that both switches should be offered through the Program.
In separate roll call votes, EPAC decided unanimously to recommend to TADDAC that both the Tecla-e and the Cosmo Bluetooth Switches be added as a permanent offering of the Program.

B. Report from the Chair
Steve Longo encouraged Members to think about all needs that can be met when suggesting equipment, as access to all is important.
Steve then asked EPAC if everyone agreed with the dates on the Draft Committee Calendar for 2024. Reina Vazquez shared that the calendar is perpetually a draft because the dates are flexible, and Members can change the dates whenever they need to.
Steve then noted that it is mandatory that one Member attend the meeting in person and suggested that there be a rotation amongst members. Janice Armigo Brown agreed with having Members rotate who attends in-person and noted that she lives in the area and would be able to attend in case the scheduled person has to pull out. Monique Harris shared that she could attend the February EPAC meeting in person. Danyelle Cerillo informed EPAC that she has been advised by her workplace to remain remote as the COVID cases in her area are spiking. She will be attending EPAC meetings remotely until further notice.
Steve asked about the May Joint Committees meeting and noted that he would be attending. Reina noted that neither Committee has proposed a location or topics for the May Joint Committees meeting and suggested EPAC discuss details about the May Joint Committees Meeting during Agenda XIII. Future Meetings and Agendas.

C. Member Reports
Danyelle Cerillo informed EPAC that she has become a Google trusted tester and will be testing equipment for the visually impaired and blind community. She then shared that the 2024 CSUN conference will be in Anaheim from March 18 – 22, 2024. She will share more information about the event with Reina once she receives more details.

XII. Public Input - PM
Mekeesha Matherly from Clarity asked the CPUC about newly posted contracts and noted that CCAF was not given the Program oversight contract. She added that there appears to be contracts for Field Operations, equipment testing, and for training as well. Mekeesha asked how these different contracts and vendors will affect equipment being brought in the Program, equipment distribution, and managing the Program moving forward. Tyrone Chin answered that supervisor of the DDTP, Brent Jolley, will be explaining in detail at next month’s meeting.
XIII. Future Meetings and Agendas
Reina Vazquez asked the Committee to discuss equipment presentations, where they want to have the Joint Committee Meeting, and what topics they would be interested in hearing about. She shared that it is better to discuss Joint Meeting details early as it can be challenging to put together the best meeting possible a month before the meeting.
Monique Harris suggested having the May Joint Committees meeting in Los Angeles. Danyelle Cerillo suggested having the May meeting in Orange County, potentially in Anaheim as they have a lot of hotels in the area. Janice Armigo Brown recommended the May Joint Committees meeting be in Anaheim and the November meeting be in the Bay Area. 
Judy Viera suggested that a topic of discussion could be learning about alarm systems that would alert a person to a phone call, doorbells, and crying babies, at the customer’s expense. Steve Longo agreed that information on alerting devices where one piece of equipment can alert a consumer of multiple things would be helpful. Monique shared that she has Comcast and when the electricity goes out, she cannot make a call and learning about backup batteries would be important to discuss at a future meeting. Antoinette Warren asked for a presentation on all the equipment offered by the Program at the May Joint Committees Meeting. 

The meeting was adjourned at 1:59 PM.

These minutes were prepared by Stephanie Tanji.
1
8
