FINALIZED MINUTES

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

February 9, 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
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 Rocha, Field Operations Supervisor
Jackie Pascua, Telecommunications Equipment Specialist/Business Analyst
Jennifer Minore, Northern California Field Operations Manager
Joshua Herron, HR Assistant
Karen Evangelista, CRS Admin Coordinator and Staff Interpreter 
Maria Murphy, Field Operations Program Manager
Nate Young, Marketing Specialist Lead
Priya Barmanray, CRS Senior Program Analyst
Reina Vazquez, Committee Coordinator
Stephanie Tanji, Committee Assistant/Receptionist
Tammy Polanco, Director of HR and Administration 

[bookmark: _Hlk130217545]Others Present:
Brent Jolley, CPUC, Communications Division
Chong Vang, CSD Equipment Processing Center Manager
Erika Chirino, CSD, Marketing
Jamie van den Bergh, Clarity
Karen Luong, CPUC, Communications Division
Loulia Miller, Maximus
Makeesha Matherley, Clarity
Michael Abramowitz, President, Amplicom
Molly Miller, CSD, Marketing
Patrick Thomas, Atos Medical Inc.
Riva Usher, Maximus
Sandy Gross, AFCO Electronics
Shannon Smith, Vice President, Chief of Staff, Maximus
Stephen Smouha, Amplicom
Tyrone Chin, CPUC, Communications Division
816-628-1949, Teltex, Inc

EPAC Chair, Steve Longo, called the meeting to order at 11:28 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 informed the Committee that for Agenda Item IV. A. CRS Report, Priya Barmanray will be giving the report on behalf of David Weiss. Moved by Janice Armigo Brown, and seconded by Judy Viera, the agenda was unanimously approved as amended.

C. Review and Adopt Minutes from the January 12, 2024 Meeting
Judy Viera directed the Committee to page 17 of the binder and noted that when she was recommending the Committees look into alerting systems, it should include the wording that these features would be at the customer’s expense. Reina Vazquez noted that she would check the captioning notes and reminded the Committees that the Minutes are based on the captioning notes and if something is not said during the meeting, it will not be reflected in the Minutes.
Moved by Judy Viera and seconded by Monique Harris, the Minutes from the January 12, 2024 meeting were approved as amended.

II. DDTP Update
Tyrone Chin provided an update on the Needs Assessment Order Instituting Rulemaking (OIR) and informed the Committee that on December 8, 2023, administrative law judge (ALJ) David van Dyken granted an extension to the deadline for opening reply comments in the CPUC Rule Making 2311001, the proceeding to consider modernizations to the DDTP. The opening comments due date was extended to January 9, 2024 and the date for reply comments was extended to January 22, 2024. The California Coalition of Agencies Serving the Deaf and Hard of Hearing, the Utility Reform Network along with the Center for Accessible Technology, the National Diversity Coalition, the Small Local Exchange Carriers (LECs), and the CPUC’s public advocates office filed opening comments. AT&T, the Utility Reform Network along with the Center for Accessible Technology, Cox Communications, and the CPUC’s Public Advocate’s Office submitted reply comments. Lastly, a prehearing conference (PHC) to discuss the scope of the Proceeding was scheduled for today, February 9, 2024 at 10:30 AM.

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.
Reina Vazquez reported not receiving any ideas from Committee members. Steve Longo requested this Action Item remain open until the May Joint Committees meeting. 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 if ASL Anywhere would be giving a presentation at next month’s meeting. Reina Vazquez replied that yes, a presentation is planned. 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 Senior Program Analyst, Priya Barmanray, shared that California Relay Service provider, Hamilton Relay, has met their contractual requirements for November 2023. There was a total of 64,000 relay conversation minutes for TTY, Speech-to-Speech, Spanish, and Captioned telephone service in November. Priya noted that there while was a sudden drop in Spanish language calls, the total number of completed relay calls and conversation minutes in Spanish remained steady. Although Hamilton Relay investigated the drop in calls, they did not find any unusual patterns or disruptions in the service. For Remote Conference Captioning (RCC), there was an average of two requests per month.
Steve Longo asked why there was a significant decrease in CapTel presented calls from January 2021 at 24,496, to November 2023 at 9,350. Priya responded that incoming call numbers include calls that are not actual relay calls such as misdials and robocalls. She noted that similar to the calls and minutes in Spanish, actual calls have remained the same even though presented calls have decreased.

B. Field Operations Report: CTAP
Northern California Field Operations Manager, Jennifer Minore, informed the Committee that California Connect was at a health fair on February 1, 2024 at the Earvin Magic Johnson Recreation Center in Willowbrook. There were 43 different vendors such as Alzheimer’s L.A., Cal Fresh, Center for Healthy Rights, Every Woman Counts, and the National Federation of the Blind. The Program booth had 121 visitors, conducted 25 hearing screenings, and gave equipment to 16 consumers for the first time. 

C. Field Operations Report: Bring Your Own Device (BYOD)
Field Operations Program Manager, Maria Murphy, informed the Committee that in November 2023 there were 46 smartphone trainings, which resulted in 250 new participants. 20 of these trainings were for Android, resulting in 89 new participants, and 25 were iPhone trainings, resulting in 161 new participants. Of the 250 new participants trained, 226 were new to the Program. Lastly, a total of 14,305 new participants have been trained since the pilot began.
Maria then shared some customer feedback, with one participant being impressed by the BYOD instructor’s ability to teach a lot of material in two hours. The customer also felt confident because they were given a training manual. Maria added that every BYOD training participant is given a 36-page manual to take home so they have reference materials after the training.

D. Consumer Affairs Report 
Customer Contact Liaison, Dan Carbone, directed the Committee to a customer feedback ticket on page 65 from Field Operations Specialist Patricia Tan. The ticket was about a customer who received the BeHear amplified headset and who commented that he was able to hear more clearly with the BeHear than with his own hearing aids. Another ticket on page 66 was from another customer who shared that she could hear her grandson on the other side of the room with the BeHear. She noted that it allows her to not only listen to live calls, but to also listen to live conversations and the TV. The last customer feedback ticket Dan shared was a testimonial from a customer whose voice was no louder than a whisper. The ChatterVox allowed the customer to talk on conference calls and to take calls independently. Dan noted that these feedback tickets highlight the impact the Program has on the lives of customers.
Judy Viera asked if there was a way for Members to receive Program brochures to give out to people. Reina Vazquez responded that Field Ops can send them out and Reina would get in touch with Judy to make those arrangements.

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 2023, of which 60 units have been distributed as of the end of January 2024. The Serene Central Alert pager began distribution in August 2023 and a total of 14 units have been distributed as of the end of January 2024. The BeHear Access by Wear and Hear began distribution in September 2023, and 118 units have been distributed as of the end of January 2024. The last device was the ChatterVox Mini Amplio, which began distribution in October 2023, and distributed 23 units as of the end of January 2024.
Devices approved for testing were the Tecla-e, the Rivo2, and the Hable One. The recommendation report for the Tecla-e was presented at the January EPAC meeting and both the Tecla-e and the Cosmo Switch were voted by EPAC and TADDAC to be brought into the Program. CD approved this recommendation in January 2024. 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 completed manufacturer training. Staff training is being scheduled.

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, 52 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. CD requested that CCAF follow up with pilot participants regarding their interest in additional pilot phone training.

VI. CSD Equipment Procurement Center (EPC) Customer Contact Report
CSD Equipment Processing Center Manager, Chong Vang, informed the Committee that July – December 2023, the call center handled 12,889 inbound calls with an average time in the queue of 23 seconds, and an average talk time of six minutes and 56 seconds. Of the 12,889 calls, 11,843 were in English, 448 were in Spanish, 277 were in Cantonese, 103 were Mandarin, three were Hmong, 13 were Vietnamese, 15 were in Russian, 166 were ASL calls, and 21 were TTY calls.
He then directed the Committee to page 97, which showed that in December, 1,634 inbound calls were handled with an average wait time in the queue of 42 seconds, and an average talk time of seven minutes and seventeen seconds. Of the 1,634 calls, 1,512 were in English, 46 in Spanish, 43 in Cantonese, six in Mandarin, two in Vietnamese, two in Russian, 21 ASL calls, and two TTY calls. Chong then directed the Committee to page 98, which showed customer satisfaction in December was at 99.56 percent. Page 99 lists that the Contact Center handled 531 emails and six web chats. Lastly in December, 388 certification forms were sent out and 142 forms were returned. Of the 142 returned forms, 111 were approved, 13 were rejected, and 18 were duplicates.
Judy Viera asked for the reasons for rejecting a certification form, to which Chong responded that a form will be rejected due to either the certifying agent section not being filled out or because the form was not signed. Chong added that the form is returned and customers are informed of what needs to be fixed so they can re-submit their application. Steve Longo asked if the high number of calls in Spanish is consistent, to which Chong responded that Spanish is the second highest language for callers. Usually, 90 percent of calls are in English, followed by Spanish, Cantonese, and Mandarin.

VII. CSD Marketing Report
CSD Marketing Vice President, Molly Miller, provided updates for December, noting that there were 1,214 certification downloads, 647 forms were downloaded as a PDF, and 567 were filled out online and then printed. There were 11,733 sessions, of which 8,738 sessions were with new users. There was also an engagement rate of 87 percent.
Regarding general marketing efforts, a five-week LinkedIn launch plan was submitted in December. Molly encouraged Members to explore and engage with the California Connect LinkedIn page. Real Time Text (RTT) materials have also been produced and included on social media posts. Lastly, ASL Now with California Connect branding has been set up on the website.
Looking at paid ad updates, Google searches accounted for 276 certification form downloads, 235 click-to-calls, and no emails in December. Facebook and Instagram ads generated 188 certification form downloads, 51 click to calls, and two emails. For Over the Top (OTT) streaming service advertisements, resulted in 2,600,000 impressions, which was a 339 percent increase over the previous month, and a 97 percent video completion rate. While December was the most active and successful month of OTT advertisements, CSD did find that the videos could have had a stronger call-to-action.
Steve Longo asked if advertising is helping to generate more Program impressions and visibility. Molly responded that OTT advertising introduced the Program to a new audience and while it is more expensive compared to digital ads and campaigns, it was successful. Steve then asked if CSD plans on having more OTT ads, to which Molly noted that she would like to look into more OTT advertising and other opportunities such as podcasts and radio ads.

VIII. DOR Voice Options Report
A DOR Voice Options Report was not given at this time.

IX. Lunch Break – 12:28 AM – 1:02 PM

X. Equipment Presentation
CCAF Telecommunications Equipment Specialist and Business Analyst, Jackie Pascua, introduced the BlueParrott S650-XT Bluetooth headset, a wireless, Bluetooth headset that can be used with a smartphone. Jackie noted that this headset could benefit consumers who have difficulty moving, seeing, and / or speaking. Currently, this device is not a part of the Program.
Jackie then directed the Committee to page 104, which showed the BlueParrott S650-XT datasheet and device specs. She added that this headset is worn over your head with the ear cups over one’s ears. It also has a flexible microphone and control buttons for volume and voice commands. Jackie highlighted that the BlueParrott S650-XT was convertible and allowed the headset to be used with two ear cups or just one. It also has enhanced noise cancelling features and its voice control can be used with smartphone voice assistants. Its operating range allows the headset to be up to 300 feet away from a cell phone. Lastly, Jackie noted that the headset will completely charge in three hours, and it is Android and iOS compatible.
Jackie then shared that consumers who have difficulty moving and / or seeing can benefit from the headset’s hands-free voice control feature to make and receive calls. Consumers who have weak speech could utilize the noise canceling microphone to block out background noise so whoever they are talking to can hear them more clearly.
Steve Longo asked if this headset would be helpful for people who are hard of hearing or Deaf as he did not notice if it had amplification capabilities. Jackie responded that the BlueParrott S650-XT headset is not meant for consumers who are hard of hearing or Deaf, but for consumers who have difficulty moving, seeing, or speaking. The Program currently has other cell phone amplifiers for those who are hard of hearing. Monique Harris asked if the headset could be used by those who have difficult speech, to which Jackie replied that she does not know but will test the headset with difficult speech should the Program decide to test it.
Danyelle Cerillo and Antoinette Warren suggested that the Program test the BlueParrott S650-XT headset.

XI. EPAC New Business
A. Discussion of the Blue Parrott Headset
Steve Longo suggested having the Program test the BlueParrott headset. Antoinette Warren made a motion that the Program should test the BlueParrott S650-XT headset and Judy Viera seconded the motion. Antoinette Warren, Danyelle Cerillo, Judy Viera, Monique Harris, and Steve Longo voted “yes,” and Janice abstained from voting. Reina Vazquez shared that a letter of recommendation to have the Program test the BlueParrott headset will be written and submitted to TADDAC.

B. Report from the Chair
During Discussion of the Blue Parrott Headset, Steve Longo informed EPAC that ASL Anywhere will be giving a presentation at next month’s EPAC meeting. He then shared that at the previous month’s meeting, Judy Viera suggested that the Committees discuss different fire alarms, doorbell, and smoke alarms for Deaf, hard of hearing, and hearing people. Steve noted that he has a device, Smart Things, that is connected to his Ring doorbell and a Hue light so that if the doorbell rings it will make a chime sound and a light will illuminate to let him and others know someone is at the door. Reina Vazquez encouraged Steve and Judy to share their alerting system or other equipment suggestions so that the Program can look into testing and possible inclusion of these devices. Judy Viera informed the Committee that she looks at the Diglo website and receives their catalog. It has a lot of equipment for Deaf and hard of hearing people. Monique Harris reminded Members that the term weak speech is typically used when describing someone who speaks at a low volume, while the term difficult speech is used to convey that a person’s speech is difficult to understand, and those terms should not be used interchangeably.  Janice Armigo Brown shared that she will be looking into devices that can help her constituents as she is very familiar with their needs and reminded EPAC that it is their duty to help consumers by finding different devices.

XII. Public Input - PM
Mekeesha Matherly from Clarity shared that at the January EPAC meeting, she asked CD about the newly posted contracts and what it means that CCAF was not awarded the Program contract. She was told that CD would speak about it at the February is meeting. Tyrone Chin replied that while he did say that Brent Jolley would provide an update at February’s meeting, the update has been pushed back. TADDAC will receive an update in February and EPAC will receive an update at their March meeting.

XI. EPAC New Business
C. Member Reports
Danyelle Cerillo shared that the 2024 CSUN conference will be held from March 18 – 22, 2024.

XIII. Future Meetings and Agendas
Steve Longo informed the Committee that Members need to come up with ideas for the May Joint Committees meeting.
Looking at the next EPAC meeting in March, Steve asked how Members wanted to ensure that in-person attendance is achieved. Monique Harris suggested that at least two people be prepared to attend the meeting in person, this way the in-person requirement does not depend on one person being able to attend. The two people can change each meeting so that it is not always the same Members having to attend in-person. Janice Armigo Brown agreed and shared that she would be available to attend in-person should something happen last minute like she did today. Monique Harris and Antoinette Warren volunteered to be the two Members to attend the March 8, 2024 EPAC meeting in person.
Moved by Monique Harris and seconded by Antoinette Warren, EPAC unanimously voted to adjourn the meeting.

The meeting was adjourned at 1:52 PM.

These minutes were prepared by Stephanie Tanji.
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