FINALIZED MINUTES

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

March 22, 2024

The Deaf and Disabled Telecommunications Program’s (DDTP or the Program) Telecommunications Access for the Deaf and Disabled Administrative Committee (TADDAC) held a hybrid, public meeting via Zoom at the Deaf and Disabled Telecommunications Program Main Office.

[bookmark: _Hlk83810646]TADDAC Members Present:
Devva Kasnitz, 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
Kenneth Rothschild, Deaf Community Seat, Proxy
Kevin Siemens, Speech-to-Speech User Seat
Robert Sidansky, Deaf Community Seat
Sharmila Rajeswaran, Public Advocates Office, CPUC

TADDAC Members Absent:
Louie Herrera, Blind/Low Vision Community Seat, Vice Chair
Richard Ray, Deaf Community Seat

TADDAC Non-Voting Liaisons Present:
Barry Saudan, DDTP Program Liaison
Brent Jolley, Communications Division, CPUC

[bookmark: _Hlk153461209]CCAF Staff Present:
Angela Shaw, Southern California Field Operations Manager
Ann Truong, Director of Finance and Accounting
Anthony Thung, IT Senior Systems Administrator
Dan Carbone, Customer Contact Liaison
David Weiss, CRS Department Manager
Frank Cabasaan, Customer Contact Contract Administrator
Harry Kim, Customer Contact Operations Department Manager
Jackie Pascua, Telecommunications Equipment Specialist and Business Analyst
Jackie Taylor, Director of Operations
Jennifer Minore, Northern California Field Operations Manager
CCAF Staff Present Continued:
Navrup Sandhu, Warehouse Contract Administrator
Reina Vazquez, Committee Coordinator
Stephanie Tanji, Committee Assistant/Receptionist
Tammy Polanco, Director of Human Resources and Administration

Others Present:
Benjamin Soukup
Beth Slough, Hamilton Relay
Brenda Murillo, WCI CapTel
Charles Abeghe, Communications Division, CPUC
Chong Vang, Contact Center Manager, CSD
Christa Cervantes, Hamilton Relay
Christopher Bartulo, Public Advocates Office, CPUC
Dan Rouco, Training Supervisor, Maximus
Erika Chirino, Marketing Account Manager, CSD
John Fechter
Karen Luong, Communications Division, CPUC
Karl Ortega, Voice Options, Department of Rehabilitation
Kim Hua, Communications Division, CPUC
Leonard Brown, Policy Manager, Maximus
Lindsay Warnick, Operations Manager, Maximus
Loulia Miller, Communication Strategist, Maximus
Ryanna Hopka, Analyst, Maximus
Tanisha Eaves, WCI CapTel
Tyrone Chin, Communications Division, CPUC

TADDAC Chair, Katie Wright called the meeting to order at 10:03 A.M.

I. Administrative Business
A. Introduction of TADDAC Members
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 Robert Sidansky and seconded by Frances Reyes Acosta, the agenda was unanimously approved as written.

C. Review of Minutes from February 23, 2024 Meeting
Moved by Robert Sidansky and seconded by Kenneth Rothschild, the Draft Minutes of the February 23, 2024 meeting were unanimously approved as written.
II. DDTP Update
Tyrone Chin informed the Committee that the dates, times, and topics of the workshops for the DDTP modernization proceeding are being discussed. He added that the CPUC has also decided to hold public participation hearings (PPHs), where the public can learn about and share their opinions on issues specific to that public forum. While the public forums are free and do not require an RSVP, participants must sign up to speak at the forum.
Katie Wright asked if Tyrone could speak about the Needs Assessment, to which Tyrone shared that the CPUC went to various Community Based Organizations (CBOs) to hear from attendees and service providers. Katie asked if the Needs Assessment was completed in July 2023, to which Tyrone clarified that the Needs Assessment finished around when the COVID-19 pandemic started in 2020. The Needs Assessment then went through internal reviews and was finalized in July 2023. Katie then shared that she read the Needs Assessment report that was attached to the Order Instituting Rulemaking (OIR) and saw some good recommendations. She then asked why the Committees were not given a presentation on the Needs Assessment recommendations and findings as it could direct the Committees’ focus and inform Members of upcoming changes that will be happening. Brent Jolley answered that the Needs Assessment was his first project when he joined the CPUC and that he gave a presentation on the Needs Assessment, provided a list of CBOs that the Needs Assessment were going to be held at, and sent a survey to Members to provide their input. He added that Members were encouraged to attend and participate in the Needs Assessments at the CBOs. Brent noted that the staff report is required to follow official proceedings and currently it is at the step where public participation and feedback on the report is being solicited. He encouraged members to attend the workshops to provide feedback and input on the Needs Assessment.
Katie then asked if the Committees could receive a presentation on the Needs Assessment report, to which Brent answered that the report needs to go through a formal proceeding first. Katie asked for confirmation that even though the Needs Assessment report is available to be seen, the Committees cannot receive a report summarizing the findings, which Brent confirmed. Katie then recalled that the Needs Assessment findings were referenced when explaining why Maximus and CSD were picked for the Primary Program Contract Administrator (PPCA) and the Field Ops (FO) contracts. She wondered how the findings from the Needs Assessment can be used when deciding on new Program contracts if the results are not official. She then expressed frustration that the Committees cannot receive a summary presentation on the Needs Assessment findings and recommendations. Brent shared that he would ask the Administrative Law Judge (ALJ) if a presentation on the Needs Assessment can be given to the Committees.
Frances Reyes Acosta asked if the findings from the Needs Assessment influenced how the RFPs were shaped, to which Brent answered that the bidding process is a standalone process and is separate from the Needs Assessment. Frances then questioned how an RFP can be created without considering data from the Needs Assessment and without asking the Committees to provide input on the RFP. Brent responded that there are legal restrictions limiting the Advisory Committees’ ability to be involved in developing contracts’ scope of work. He noted that the CPUC will begin developing a scope of work for Relay and will discuss how the Committees can be a part of developing the RFP. Reina Vazquez shared that in the past the Committees have formed a work group that would provide input on RFPs.
Katie then asked if Maximus will be overseeing the other Program contracts including the Field Operations and Testing and Training (T / T) contracts. Brent replied that Maximus would oversee the other Program contracts for financial management and compliance purposes. Katie then noted that since Maximus would not be responsible for Committee responsibilities this means they would not assist with Committee meeting set up and Member travel arrangements, which Brent confirmed. Katie then noted that it sounds like Maximus’ interactions with the Committees will be limited as it will mainly be them giving Program reports at the Committee meetings. Brent shared that CSD and Maximus are hiring and filling positions and will be ready by the May Joint Committees meeting to introduce themselves and provide updates to Members.

New Action Item #112: PPCA contractor, Maximus, and Field Operations contractor, Communications Service for the Deaf (CSD), will give a presentation to the Committees at the May Joint Committees meeting. They will introduce themselves and address roles and staffing concerns.

Katie then asked that since CSD will be taking over Service Center operations in September and CCAF will stop providing Service Center services by July 1, 2024, what would happen to Service Centers and outreach events from July 1 to September 1, 2024. Brent answered that CSD is identifying locations for Service Centers and hopes to open facilities earlier to decrease the time between services. Katie asked for confirmation that this means all the current Service Centers and staff will be let go and new locations and staff will be found within a couple of months of the CCAF contract ending. Brent confirmed and Katie expressed doubts that there would not be disruptions in service. Brent added that the CPUC and CSD are working to minimize disruptions in service during the transition.
Robert Sidansky asked whether CSD’s history was regarded when the CPUC was considering them as a potential contractor. He noted that CSD’s history has not been great, and the Deaf community have not had positive interactions with CSD, so he is not sure why they were chosen as the Field Ops contractor. Brent shared that in response to community concerns, CSD hired a director who is Deaf and who will be spending a lot of time in California to support the community. He encouraged Members to share their concerns with CSD. Frances Reyes Acosta noted that the fact that CSD’s new Director will be spending a lot of time in California means they will not be living in California. She shared that it feels like the Program is taking steps back and that the Committees are not being respected as representatives of the State of California.
Devva Kasnitz noted that with the current staff being let go the Program will lose their knowledge, and asked if current employees are being encouraged to apply for jobs with CSD. Brent answered that everyone is encouraged to apply to the CSD job postings as they are public and posted on social media and throughout the State of California. Katie added that if CCAF employees were to apply for jobs with CSD they would be starting at a lower salary point and they may not be able to afford that change as CSD and Maximus are not in California. She then emphasized that not only will the loss of current staff mean the Program is losing knowledge, but the new staff will have a lot to catch up on.
Katie then asked for confirmation that the current DDTP meeting space will no longer be available, which Brent confirmed. Katie expressed worry about the new meeting space providing the equipment necessary for a hybrid meeting and meeting the needs of Committee members. This could mean that the first couple of meetings will be a huge struggle. She added that it is hard to imagine that an ambiguous CPUC staff member is going to be able to provide for the Committees the way CCAF staff have been able to for years. Devva shared that how things are unfolding goes against her personal values for how service should be conducted as the CPUC has an obligation to minimize the harm.
Katie then asked if Program applications that are submitted during the transition period will still be processed. Brent responded that the current Equipment Processing Center (EPC) contractor will continue to process certification forms.
Frances noted that the Committees have given a lot of feedback, and these points are being considered by the new vendors. However, it made her wonder how the CPUC can choose a vendor when it seems like the scope of work is still being worked out so that the Committees are confident the new vendors will be able to fulfill their duties. She recommended that next time, the CPUC should ask for the Committees’ feedback at their monthly meetings as they create RFPs. She added that the Committees have expertise that can help the Program meet the needs of the people.
In anticipation of new Program contracts, Katie Wright requested that TADDAC receive a presentation with a summary of the findings and recommendations from the Needs Assessment. The Needs Assessment results will be influencing the future of the Program and so the Committees should be informed of what they will need to be advising and focusing on in the future.

New Action Item #113: Brent Jolley will investigate whether or not the Committees are able to receive a presentation on the findings and recommendations posed in the Needs Assessment final report.

III. Action Items
Action Item #68: Committee members to assist CTAP and CRS Vendor outreach efforts by emailing information or reporting on community events to Reina Vazquez.
The action item was amended to have Members report CTAP and CRS outreach events to the DDTP Committee Coordinator. This action item is ongoing.

[bookmark: _Hlk132276709]Action Item #76: Katie Wright will work with the CPUC Representative to get Amplified and Captioned telephones for future Emergency Evacuation Shelters throughout California.
Tyrone Chin shared that the CPUC gave a presentation to CalOES about Program services and equipment that can be helpful at evacuation shelters. The CPUC is waiting to hear back from CalOES. This action item remains open.

Action Item #99: TADDAC will make an effort to recruit new Members for its four open seats. TADDAC is seeking a Mobility Impaired, Youth, Hard of Hearing, and an At-Large Community Representative.
Katie Wright encouraged TADDAC to recruit for open seats. This action item remains open.

Action Item #107: Brent Jolley will provide an update regarding the MyMMXdb software and how it connects to, and works with, the Universal Telecommunications Access Platform.
Brent Jolley shared he met with Bryen at the CSUN conference to finalize the Scope of Work (SOW). He asked Members to let him know if they would be interested in reviewing the SOW. Frances Reyes Acosta shared that she would be interested in reviewing the SOW. This action item remains open.

Action Item #108: TADDAC will review the Charter to understand if Members may advise CD staff on the development of Requests for Proposals (RFPs) and Invitations For Bids (IFBs) related to the Program.
There were no updates at this time. This action item remains open.

Action Item #109: 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 that she has not received any ideas from either EPAC or TADDAC. She informed TADDAC that EPAC has closed their corresponding action item as only Monique Harris provided ideas. Reina encouraged Members to share ideas of what accessibility features they would like to see. This action item remains open.

Action Item #111: CD will consider adding cell phones to the DDTP program, especially mobile phones that are accessible for people who are mobility challenged and vision impaired.
Reina Vazquez clarified that Action Item #111, while related to Action Item #110, is directed to the CPUC. The CPUC will look at policies and procedures to allow IT based devices and solutions to the Program. This action item remains open.

IV. EPAC Report and Recommendations
On behalf of EPAC Chair, Steve Longo, Reina Vazquez shared that at the March EPAC meeting, Members learned about changes to Program policies and Brent Jolley answered questions. EPAC also received a presentation about ASL Anywhere. Reina noted that EPAC wanted to discuss the ASL Anywhere app with TADDAC at the Joint Committees meeting. She added that Judy Viera is working on the wording of a new action item to look at Senate Bill 244. Reina then shared that Steve received an email from Kenneth Rothschild regarding a presentation by a Child of a Deaf Adult (CODA) on Access SOS. Access SOS is an app to meet the needs of Deaf individuals whose primary language is ASL. Steve reported that he submitted feedback on the app to someone. Lastly, EPAC chose to close Action Item #27 and Action Item #28 remains open.
Katie Wright shared that ASL Anywhere would have trouble being included in the Program because devices need to be related to telecommunications. Steve had wondered why the Program can offer tablets through Voice Options but cannot offer apps. After looking at the Charter, Katie concluded that the section about providing devices for speech challenged Californians does not limit devices to telecommunications, and so Voice Options can offer tablets. Katie then asked if she could speak to EPAC at their next meeting, which Reina confirmed and said she would add an agenda item to EPAC’s April meeting where Katie could talk to EPAC.

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

VI. Report from CCAF
Barry Saudan provided updates for equipment distribution numbers beginning with the Clear Sounds Quattro Pro which began distribution in December 2019 with 862 devices distributed in total. The Serene HearAll began distribution in August 2016 and 14,144 units have been distributed in total. Both the Panasonic amplified, cordless phone and the Bluetooth, Panasonic phone were added to the Program in July 2017 and so far, 14,144 of the amplified phones and 5,698 of the Bluetooth phones have been distributed.
Barry then directed the Committees to page 24 and noted that for Traditional Relay Service (TRS) calls, about 25 percent of the 19,218 answered calls were completed. About 50 percent of Speech-to-Speech calls were completed and about 25 percent of Spanish Relay calls were completed.
Barry then shared a consumer feedback ticket on page 68 from a participant who attended an event at the Hearing Loss and Brain Function Program at the Petaluma Regional Library on January 18th. The attendee noted that the technology presented by California Connect was a great addition after hearing from audiologist Dr. Laura Dundas. The other attendees were engaged, and it was valuable to hear about how content-driven the Program is. Barry noted that examples like this show how Program services are being received by customers.
Lastly, Barry directed the Committees to the Barcode Certification Report, which was sent as a handout. In January, 477 new customers were added to the Program and 58 percent of those new participants came from Bring Your Own Device (BYOD) trainings. Jackie Taylor added that the Consumer Affairs Report documented multiple concerns from the public, especially in rural areas, regarding AT&T stopping landline service. The number of comments increased from five to 28 in one month. She then shared that on page 72, there is information about public hearings that were held on March 14 and March 19 for customers to provide input. The Consumer Affairs Report will include updates on this issue moving forward.
Katie Wright noted that there were about 1,000 visits to the Service Centers, about 800 equipment distributions, and about 300 Field Advisor home visits in the summer of 2023. She grew concerned about what would happen this summer during the transition between CCAF and CSD. She asked Barry if CCAF’s historical data will disappear when the PPCA contract transfers to Maximus, to which Barry answered that CCAF is working with the new vendors to transfer Program data. Most customer data is already with CSD as CSD has the Equipment Processing Center (EPC) contract and CCAF is working with CSD to transition Field Operations data.
David Weiss shared that Remote Conference Captioning (RCC) is being provided by Hamilton Relay and it is being used in today’s meeting. He asked that Members send any feedback about their experience with RCC to Reina. Katie shared that the captions today have been good.

VII. CSD Equipment Procurement Center (EPC) Customer Contact Report
EPC Call Center Manager, Chong Vang, shared that from July 2023 through February 2024, there were 16,930 calls handled, with an average time in the queue of 26 seconds, and an average talk time of seven minutes and nine seconds. Page 99 highlighted February 2024 numbers and showed there were 2,021 inbound calls with an average time in the queue of 34 seconds, and an average talk time of seven minutes and 44 seconds.
Chong then directed the Committee to page 101 and shared that in February the Contact Center handled 534 emails and 18 web chats. While 473 certification forms were sent out, 175 certification forms were returned. Out of the 175 returned forms, 142 were approved, 12 were rejected, and 21 were duplicates.

VIII. CSD Marketing Report
CSD Vice President of Marketing, Molly Miller, informed the Committee that in January there were a total of 1,584 certification print application and PDF downloads from the website. There were 16,072 sessions, of which 11,790 were from new users. From December through January there was a 200 percent increase in website visitors and a 163 percent increase in new users. The engagement rate for January was 85 percent.
For Marketing updates, CSD continued to work on the online application in January and it was launched on March 15th. Molly encouraged Members to give feedback on the online application. She then shared that they are working on an Event page to allow Community groups to submit their events and allow website visitors to view opportunities that would benefit them. Lastly, CSD has submitted a plan to reach out to Community Based Organizations (CBOs) for marketing partnerships.
Regarding paid ad updates, Google Search ads generated 415 certification form downloads, 277 click-to-calls, and 28 emails. Meta ads resulted in 203 certification form downloads, 59 click-to-calls, and 12 emails.
Katie Wright asked if Molly and CSD Marketing’s contract will end in July, which Molly answered no. Katie then asked when CSD’s Marketing contract with the Program ends, to which Molly responded that it ends on June 30th and there is an RFP out.
Kevin Siemens asked about the Program advertisements on buses. Christa Cervantes answered that Hamilton Relay set up bus advertisements for California Relay and they will be there through May. Katie then asked how long Hamilton Relay has the CRS5 contract, to which Christa responded that Hamilton’s contract is set to end on April 16, 2025.
IX. DOR Voice Options Report
Karl Ortega informed the Committee that the Voice Options Program (VOP) now offers the TD Snap app on the speech generating tablets. Voice Options had previously received suggestions from multiple providers to have the TD Snap app as it offers expandable grid sizes and easy to update touch and switch expandable pages.
Since the VOP’s start in July 2020, 2,755 customers have transitioned from the short-term loan to the long-term loan. Since July 2023, 586 consumers completed the short-term loan and entered into a long-term loan. In January, 84 people completed the short-term loan and entered the long-term loan. Karl then noted that 84 percent of referrals are made by a licensed speech language pathologist, six percent are made by a family physician, four percent are referred to by a state agency, and three percent are made by rehabilitation counselors and pediatricians. He added that 55 percent of consumers made telephone calls during the short-term loan period and one hundred percent of those calls were considered successful by consumers. Karl then shared how the state is broken into 10 different service regions. Robert Sidansky asked whether the regions are determined by population size or some other location aspect. Karl answered that there is a state map that breaks down the state into these 10 regions.

X. Lunch Break – 12:17 – 1:20 PM

XI. Future Meetings and Agendas
Reina Vazquez shared that so far, the Committees have requested a conversation about the Needs Assessment findings and recommendation, and a report from Maximus and Communications Service for the Deaf (CSD). Katie Wright asked to hear from the California Department of Technology (CDT) as they are overseeing the DDTP. Katie then asked who KIA Partners is, to which Brent Jolley answered that KIA Partners is a consulting firm that will help the CPUC transition out state leases. Katie asked Brent when the Committees will be updated on the Marketing contract as it is set to end in June. Brent answered that there has been a six-month extension request for the Marketing contract. Reina then shared that Antoinette Warren requested a comprehensive presentation about the different types of equipment in the Program and Judy Viera asked to learn about the Program alerting devices.
Regarding the Joint Committees meeting location, Reina confirmed that TADDAC requested the meeting be held at the DDTP Oakland Headquarters. She added that she will look at the California Endowment Center for Healthy Communities (CHC) in Oakland to see if they are available. The CHC is better equipped to host a hybrid meeting with larger rooms and better equipment. Katie asked when Reina will inquire about in person and remote attendance, to which Reina answered that Members will be asked how they will participate once the location has been secure and after CD has approved the Draft Agenda.
Katie then asked Brent if there is going to be only one Committee position under the CPUC. Brent confirmed there would be one full time position and informed the Committee that the CPUC is in the process of scheduling interviews. He noted that there are a lot of qualified candidates who are knowledgeable about disabilities. Brent then added that the new CPUC Committee Coordinator will reach out to each of the Members to find out what their accommodation needs are and will then plan accordingly for September.
Kevin Siemens shared that it could take eight months to one year for Maximus to fully get on board. Brent noted that the PPCA contract requires Maximus to be on board within six months, starting in April, and so the expectation is that Maximus will be on board by September.
Kevin then informed the Committee that the Program needs to research a new speaker phone option to replace the RCX. Reina shared that EPAC will be receiving a presentation on the RCX and the Voice Activated Dialer as they are no longer being manufactured and the Program is looking for replacements. She added that Monique Harris has been vocal about needing a replacement speakerphone in the Program.

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

XIII. New Business
A. Report from the Chair
There was no report given at this time.

B. Member Reports
Kenneth Rothschild shared that he attended a California Teleconnect Fund Meeting. There was a presentation by Human-I-T, who gets money from the CPUC and refurbishes used computers to distribute to organizations free of charge along with providing training. He shared information about Human-I-T with Steve Longo as it may be helpful to Program consumers. Reina Vazquez added that there is a cost for these services and because it is its own program, it might be difficult to interface with DDTP. Kenneth then shared that Steve Longo told him about an app called Access SOS and wondered how it compares to other text to 9-1-1 options. Reina added that Steve shared feedback about Access SOS, but she was unsure who he shared the feedback with.
Devva Kasnitz informed the Committee that she is going to work with her local Center for Independent Living Center on keeping landlines. She added that there may be some alternatives available and that maybe someone from the Redding Service Center can come out and help.
Robert Sidansky shared that he is looking forward to working and supporting the new Program contractors. He emphasized that teamwork is important and that failures can be learned from to know what new direction needs to be pursued.
Kevin Siemens informed TADDAC that sometimes the Speech-to-Speech operator disappears and does not respond. While they keep reporting it, nothing happens. Kevin then shared that the center they go to is getting back to how it was before the COVID-19 pandemic. Christa Cervantes said Hamilton Relay will investigate this issue and asked if they had reported this to Customer Care, which Kevin confirmed. David Weiss suggested looking into if agents can mute themselves while working. Kevin then asked that an agenda item be added to the next meeting so Hamilton Relay can report on what they found.
Jesse Acosta shared that with the rise in unemployment in the State of California, the CPUC seems to be adding to the unemployment numbers by bringing in an outside source to take the contracts away from California residents. While he understood that the bidding process is competitive, everything about the Program contracts is baffling. Jesse then added that in the military there is a phrase, “left seat, right seat” to explain that people within the same department take over open jobs. This appears to be different from the new Program contractors being onboard as it seems that the Committees will be explaining what needs to happen to them when they start.
Reina informed the Committees that elections for the TADDAC Chair and Vice Chair will be held at next month’s meeting. She encouraged Members to think about who they would want to nominate.
Robert Sidansky asked if Kenneth Rothschild will have to stop serving as Richard Ray’s proxy since he has already attended two meetings. He added that he will also be unable to attend the April TADDAC meeting and will need a proxy. Reina confirmed that while Kenneth will have to take a break in April, he would be able to attend the May and June meetings should he need to. She added that another Deaf individual or a Deaf member from EPAC could serve as proxy for Richard Ray or Robert Sidansky at the April TADDAC meeting.

The meeting was adjourned at 2:28 PM.

These minutes were prepared by Stephanie Tanji.
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