FINALIZED MINUTES

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

April 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:
Angela Shaw, Southern California Field Operations Manager
Anthony Thung, IT Senior Systems Administrator
Ann Truong, Director of Finance and Accounting
Audely Zhou, Marketing Specialist
[bookmark: _Hlk100231164]Barry Saudan, President, and CEO
Dan Carbone, Customer Contact Liaison
David Rocha, Field Operations Supervisor
David Weiss, CRS Manager
Elena Heredia, Field Operations Supervisor
Frank Cabasaan, Customer Contact Contract Administrator
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
Reina Vazquez, Committee Coordinator
Robert Lainez, Field Operations Specialist II, BYOD
Stephanie Tanji, Committee Assistant/Receptionist
CCAF Staff Present Continued:
Tammy Polanco, Director of HR and Administration
Triet Hoang, Field Operations Specialist II
Vanessa Rangel, Field Operations Supervisor

[bookmark: _Hlk130217545]Others Present:
Brent Jolley, Communications Division, CPUC
Charles Abeghe, Communications Division, CPUC
Chong Vang, Equipment Processing Center Manager, CSD
Daniel Rouco, Training Supervisor, Maximus
Deonna Bell
Karen Luong, Communications Division, CPUC
Katie Wright, TADDAC Chair
Leonard Brown, Policy Manager, Maximus
Lindsay Warnick
Loulia Miller, Employee Engagement Specialist, Maximus
Makeesha Matherley, Chief Operations Officer, Clarity
Michael Lee, Voice Options Program, Department of Rehabilitation
Molly Miller, Vice-President of Marketing, CSD
Ryanna Hopka, Senior Director, Maximus

EPAC Chair, Steve Longo, called the meeting to order at 10:12 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
Moved by Monique Harris and seconded by Janice Armigo Brown, the agenda was unanimously approved as written.

C. Review and Adopt Minutes from the March 8, 2024 Meeting
Judy Viera directed the Committee to page 20, line 11, and noted that “AB244” should be “SB244.” Reina Vazquez answered that the correction will be made in the Finalized minutes.
Moved by Judy Viera and seconded by Monique Harris, the minutes were unanimously approved as amended.

II. DDTP Update
Brent Jolley informed the Committee that CPUC staff member, Kim Hua, has transferred to a different branch and will no longer be with the Program. Her position is now open, and the job posting is being shared with the community at large and with the Committees through Reina Vazquez.
Brent then shared that Commissioner Houk, who sponsored the DDTP Order Instituting Rulemaking (OIR), posted a new scoping memo that will be shared with the Committees. He added that the in-person pre-hearing conference is being planned for May or June. 
Brent then provided an update on two approved pilot programs. The first pilot program is for MyMMXdb, whose Scope of Work (SOW) is still being finalized. The second pilot program is for the Universal Telephone Access Program (UTAP), to look for how states can provide functional equivalence in telephonic services. California is working on this matter alongside Virginia, Maryland, Wisconsin, and Washington state. Brent noted that currently each state maintains its own relay and the services are not interoperable. The states are looking into creating a web-based single platform that would allow consumers to select their relay provider for video and text-based relay using one phone number.

III. Action Items
Action Item #28: EPAC will research the app ASL Anywhere, to discuss at a future EPAC meeting.
EPAC decided that the Committees should discuss the ability to include Video Relay Interpreting (VRI) in the Program instead of focusing on just ASL Anywhere. This action item is now closed.

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

V. CCAF Staff Reports
A. CRS Report
CRS Manager, David Weiss, directed the Committee to page 25, which showed Traditional Relay Service (TRS) trends. He noted that starting in September 2022, the calls presented were high due to Relay agents having to deal with misdials. Once the automated messaging system was implemented, misdialers were asked to confirm that they were trying to reach Relay before being connected to an agent, and therefore calls presented decreased and have been stabilizing ever since.
David then informed the Committee that the Hamilton CRS contract is set to expire on April 16, 2024. There will be a one-year extension through April 2025 with new rates. David then shared that the CRS 6 RFP has entered the drafting process. Brent Jolley added that the CRS 6 RFP was approved and assigned to the California Department of Technology (CDT) for assessment. CDT will determine the timeline and Brent will find out and report on when the RFP is due. Brent noted that he is interested in working with EPAC to develop the final SOW.

B. Field Operations Report: CTAP
Northern California Field Operations Manager, Jennifer Minore, informed the Committee that Field Ops has been working with San Francisco State’s Nursing program’s students to offer blood pressure, glucose, vision, balance screenings, and Program equipment in San Francisco, Oakland, and Daly City. Because consumers can be seen by the nursing students, they are able to get Program certified and receive their new equipment in one visit. Jennifer noted that the partnership began in October 2022 and through December 2023, there have been 60 distribution events with 754 attendees, resulting in 543 new customers who were approved by the Program. Jennifer added that these events have not only been supported by the Berkeley Service Center staff but have also been manned by staff from the Fresno and Sacramento Service Centers.

C. Field Operations Report: Bring Your Own Device (BYOD)
Field Operations Program Manager, Maria Murphy, informed the Committee that in January there were 44 Bring Your Own Device (BYOD) trainings, which resulted in 302 new participants. Of the 44 trainings, 21 were for Android and 23 were for iPhone. Of the 302 new participants, 277 became Program customers. In January the Program added 477 new customers, of which 58 percent were from BYOD trainings. Since the pilot began in October 2016, 14,800 new participants have been trained.
Maria then shared that in March, there were 58 trainings, which resulted in 348 new participants trained for the month. There were also five trainings held in rural areas, resulting in 28 new participants. Of the 58 trainings, 27 were for Android and 31 were for iPhone. Of the 348 new participants trained, 318 of those participants became Program customers. In March the Program added 531 new customers, of which 60 percent were from BYOD trainings. Since the pilot began in October 2016, 15,475 new participants have received training.

D. Consumer Affairs Report 
Customer Contact Liaison, Dan Carbone, directed the Committee to a report regarding AT&T phasing out landlines. Dan informed the Committee that in January the Program began to receive complaints from customers regarding AT&T’s petition to the CPUC to discontinue landline service. When AT&T’s announcement first came out, the CPUC received more than 3,000 complaints and as of today, they have received more than 5,000 complaints. The Program’s Consumer Affairs line received five complaints in January, 28 in February, and 12 in March. Dan then shared that there were several public hearings by the CPUC in February and March. According to AT&T’s estimates, about 500,000 Californians still maintain their landline service. While AT&T has stated that they want to provide customers with an alternative that is equal to or better than their landline, Dan noted that the main concern is that a lot of customers, especially those in rural areas, rely on landlines for their stability and see landlines as a life-saving technology they cannot afford to lose. Dan added that customers in rural areas also depend on their landlines during power outages, referencing an article about a power outage in Woodside that lasted for eight days. If customers had not had landlines, they would have had no way to communicate with the police, fire department, or call for an ambulance.
Monique Harris asked if AT&T landlines will still work even if the power goes out. Dan answered that during a power outage, landlines remain stable while broadband goes out. Monique shared that sometimes landlines do go out during a power outage, and this happens in urban areas as well as rural areas. She added that she has Comcast and when the power goes out her landline phone also goes out. Dan noted that sometimes a phone line is called a landline but the way it connects to the system, like from the house to the service box, is different than a landline which goes to the phone pole itself. Judy Viera added that senior citizens will be affected by any change in basic telephone service. Janice Armigo Brown shared that not only does the change to digital landlines mean many consumers lose telephone access during power outages, but a lot of seniors do not have cell phones and so they depend on landlines for their communication needs, including captioning phones. Janice and Monique asked if there was a way to tell the telephone companies that people depend on landline service for medical needs and communication services. Dan noted that the telephone companies have already made up their mind and shared that the Committees can contact the CPUC since they oversee the telephone companies. Jackie Taylor informed the Committee that Members can look at the CPUC website to see information posted about AT&T and their request to stop being the carrier of last resort for landline service.

E. Equipment Report
Customer Contact Operations Department Manager, Harry Kim, shared that four devices have recently been approved for Program distribution. The Bellman and Symfon Visit Smart Home System is an alerting system for incoming calls and messages on your cell phone and land line phones. It is made up of a light flasher, a ringer, and a bed shaker. It began distribution in July 2023, of which 72 units have been distributed as of the end of March. The Serene Central Alert pager is a wearable pager that alerts users to incoming calls and messages on their cell phone and land line phones. It began distribution in August 2023, and a total of 15 units have been distributed as of the end of March. The BeHear Access by Wear and Hear is a Bluetooth headset accessory that one can wear around their neck and has earbuds that can amplify incoming sounds up to 116 decibels. It began distribution in September 2023, and 152 units have been distributed as of the end of March. The last device was the ChatterVox Mini Amplio, which is a portable voice amplifier with a head set and mic that will amplify one’s voice when they speak into it. It began distribution in October 2023, and 31 units have been distributed as of the end of March.
Devices approved for testing were the Tecla-e, the Rivo2, the Hable One, and the Blue Parrot S650-SZ Bluetooth headset. The Tecla-e is by Komodo Open Lab and is a Bluetooth switch device for users with difficulty moving. It allows one to make and receive calls and texts and allows them to navigate their smartphones. The recommendation report was presented at the January EPAC meeting, and both the Tecla-E and the Cosmo Switch were brought into the Program after being approved by the CPUC in January. An ESSR was submitted in February for procurement. The Rivo2 is a small, Bluetooth keyboard accessory for blind and visually impaired users that allows them to navigate their smartphone. Staff and consumer testing has been completed and the recommendation report is being drafted. The Hable One is a Bluetooth external keyboard designed to allow a blind or low vision user to navigate, control, and make and receive calls, texts, and emails on a smartphone or tablet. Staff testing is planned for April. Lastly, the Blue Parrot S650-SZ headset is by Blue Parrott and is a Bluetooth headset that can be used with cell phones to make and receive calls, CD has approved testing and an ESSR has been submitted to purchase sample devices.

F. Wireless Report
Harry Kim then provided an update on the MotoG Power with Synapptic Solution and the MiniVision2 cell phone pilot. The MotoG Power is a smartphone that has the Synapptic Solution accessibility software installed on it. The MiniVision2 is a cell phone with tactile buttons. A total of 52 phones were distributed, and a final report with a recommendation to implement an extended pilot was submitted to CD. CCAF followed up with participants to inquire about further training and another report was submitted to CD.

VI. CSD Equipment Procurement Center (EPC) Customer Contact Report
CSD Equipment Processing Center Manager, Chong Vang, informed the Committee that from July 2023 – February 2024, the Call Center handled 16,930 inbound calls with an average time in the queue of 26 seconds, and an average talk time of seven minutes and nine seconds. 
He then directed the Committee to page 98, which showed that in February, 2,021 inbound calls were handled with an average wait 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 99, which showed customer satisfaction in February was at 99.78 percent. Page 100 lists that the Contact Center handled 534 emails and 18 web chats. Lastly in February, 473 certification forms were sent out and 175 forms were returned. Of the 175 returned forms, 142 were approved, 12 were rejected, and 21 were duplicates.
Steve Longo asked if the Contact Center receives TTY calls, to which Chong responded that the Contact Center receives about one or two TTY calls a month.

VII. CSD Marketing Report
CSD Marketing Vice President, Molly Miller, provided updates for February, noting that there were 1,449 certification downloads. There were 15,946 website sessions, of which 11,670 sessions were with new users. There was also an engagement rate of about 75 percent.
Regarding general marketing updates, the soft launch for the online application page was on March 15th. Molly then shared that a Community Event page is being developed for the California Connect webpage. Organizations would be able to submit their events and if approved by CSD, it would be added and shared with other California Connect customers. Molly then provided an update on marketing partnerships with Community Based Organizations (CBOs) and shared that two CBOs decided to move forward with this collaboration. Molly then informed the Committee that instead of having multiple phone lines for different languages, customers will call the main line and then choose which language they prefer. Lastly, Molly shared that CSD is working on a campaign to inform customers of what will happen when they convert from analog to digital phones.
Looking at paid ad updates, in February Google searches accounted for 283 certification form downloads and 279 click-to-calls. Facebook and Instagram ads generated 235 certification form downloads and 53 click-to-calls. California Connect’s Facebook account has 4,302 followers, had over 300,000 impressions, and had over 7,000 engagements. California Connect’s Instagram account had 551 followers, had about 82,000 impressions, and had 45 engagements. Lastly, California Connect’s LinkedIn page had 43 followers, had over 2,000 impressions, and had 82 engagements.

VIII. DOR Voice Options Report
Michael Lee from the Department of Rehabilitation (DOR) informed the Committee that since the start of the Voice Options program in 2020, 2,819 individuals have completed the short-term loan process. For the fiscal year starting July 2023, the Voice Options program has had 650 consumers transition from the short-term to long-term loan. In February, 87 customers completed the short-term loan. Michael shared that about 84 percent of customers are referred to Voice Options by a Speech Language Pathologist. In February, about 57 percent of consumers made telephone calls using their Voice Options tablet, and 100 percent of those customers considered the call successful.

IX. Lunch Break – 11:46 AM – 12:49 PM

X. Equipment Update
CCAF Telecommunications Equipment Specialist and Business Analyst, Jackie Pascua, introduced the RCx-1000 and the Vocally 3. The RCx-1000 is a remote speakerphone for consumers who are Program certified in the mobility category. The Vocally 3 is a voice activated dialer that allows a landline phone to be voice activated and is for Program certified customers in the cognitive, blind, low vision, and / or mobility categories. Jackie noted that these devices are being presented to EPAC because they have been discontinued and the Program is looking for replacement devices.
The RCx-1000 was manufactured by Serene Innovations and was discontinued in December 2020 due to Serene having difficulties procuring parts. The RCx-1000 has eight memory buttons that can hold two contacts each, for a total of 16 contacts. There is also a three-inch speaker and a large button dial keypad. Jackie noted that this remote speakerphone would help consumers who have trouble dialing a phone and who would need a remote switch to call a saved contact. She shared that to make a call, one would press the scanner button to go through the memory buttons. Once the light lands on the contact, one would press the remote-control button and it would initiate the call. A user can also make a call by using one’s voice to call out the contact. Jackie added that a headset with a microphone can also be used with the RCx-1000 for a private call. The Program started distributing the RCx-1000 in March 2016 and in the eight years it was in the Program, 750 units were distributed, with about 94 units a year, and eight phones per month.
The Vocally 3 was manufactured by Active Vocal and was discontinued in December 2021 due to the manufacturer going out of business. The Vocally 3 connects to a landline phone and can be trained to recognize the user’s voice. One can also program contact names and phone numbers into the Vocally 3 so that one can pick up the handset and make a call by saying the contact name or phone number. The Program started distributing the Vocally3 in January 2010 and in the 14 years it was in the Program, 2,500 units were distributed, with about 179 units a year, and 14 units a month.
Monique Harris shared that two speakerphones have been discontinued from the Program. Jackie added that the first speakerphone was manufactured by Clarity and was called the Fortissimo. The Fortissimo was replaced with the RCx-1000 which has also been discontinued, which is why the Members and the Program need to find a replacement. Steve Longo asked if the RCx-1000 has backup batteries, which Jackie responded that it uses six AA, rechargeable batteries. Steve then asked if it is easy to program the RCx-1000. Jackie responded that while some customers may have difficulty programing the memory buttons, Field Advisors can assist customers with setup and programming phone numbers. Monique added that she thought it was easy to program. Monique then asked if the Program has anymore RCx-1000 in stock, to which Jackie responded that because the phone was discontinued in 2020, they have run out of stock. She added that staff have worked with the manufacturer to refurbish some of the Program demo units to maintain stock, but at this point they have run out. David Weiss asked if Serene Innovations is aware of how many people rely on the RCx-1000 and if that could convince them to continue manufacturing or to partner with another company to produce a comparable phone. Jackie responded that CCAF has worked with Serene Innovations and has shared feedback from customers about how important it is to be able to offer this phone to consumers.

XI. EPAC New Business
A. Report from the EPAC Chair
Steve Longo shared that after hearing from ASL Anywhere at the previous month’s meeting, he thought that the Committees should consider looking into how the Program could offer Video Relay Interpreting (VRI) services. VRI is an important service and if EPAC can make a recommendation to TADDAC, ASL Anywhere might be able to bid to provide the service. Steve shared that it may be better to examine the Program offering VRI services broadly rather than limiting research to just ASL Anywhere. Reina Vazquez noted that at the previous EPAC meeting, EPAC decided to not recommend ASL Anywhere for Program inclusion to TADDAC. Judy Viera shared that she and Steve want to change the recommendation to including VRI services to the Program instead of just ASL Anywhere. Judy and Steve requested that discussing the Program inclusion of VRI should happen at the May Joint Committees meeting. Because EPAC has decided to change the focus of a discussion on VRI services to a general discussion rather than on just ASL Anywhere, EPAC decided to close Action Item #28.
Steve then shared that at the last EPAC meeting he asked for Brent Jolley to prepare a document about the Program changes including how those changes would affect the Committees.

B. Report from the TADDAC Chair
Katie Wright shared that before the March TADDAC meeting she read the Needs Assessment results from 2019 and 2020. She added that the Needs Assessment came about because the Committees were asking about whether the Program can transition to an internet-based program rather than being limited to landlines. The Committees were told that the first step to changing the Program would be for the CPUC to speak to Community Based Organizations (CBOs) to get feedback on the Program. The Needs Assessment was published in 2023 and has led to the current Order Instituting Rulemaking (OIR) to modernize the Program. Katie then noted that at the March TADDAC meeting she asked Brent Jolley why the Committees were not informed of the Needs Assessment results as it will influence what equipment and presentations the Committees request. TADDAC then requested that the Committees be given a report on the Needs Assessment recommendations and findings at the May Joint Committees meeting.
Katie then shared that TADDAC is concerned about future Committee business. Instead of an employee from the PPCA contractor, which is currently CCAF, the Committees will be supported by someone at the CPUC in the Communications Division. She noted that the Committee support staff will have to be aware of past Committee actions and be able to support travel and meeting accessibility needs. Katie expressed worry about a new person being hired in time to learn from the current Committee support staff. She was concerned that the transition would be chaotic and urged EPAC to be prepared for a few rough Committee meetings after the contract changes. Katie informed EPAC that TADDAC requested introductions from the two new Program vendors, Communications Service for the Deaf (CSD) and Maximus, at the May Joint Committees meeting.
Katie then shared concern about how the Program will be supported during the summer transition with CCAF’s employees no longer providing services. Throughout the summer customers can go to the Service Centers, attend outreach presentations, and have field visits. Without adequate staffing, Californians may not be sufficiently supported. She noted that since the Program will be broken into multiple sections and will have multiple new vendors, it may become chaotic.
Judy Viera asked if Maximus is encouraging CCAF employees to work with them. Katie answered that while CCAF employees can apply for positions with Maximus, there is no guarantee they will be hired or be paid at the same rate. Danyelle Cerillo shared that she is looking forward to hearing from Maximus and CSD and about future Committee business at the May Joint Committees meeting.
Katie then expressed frustration at the fact that the Committees were not informed of the changes to the Program contract earlier so that Members could digest and learn about the upcoming changes to the Program and to the Committees’ duties. She argued that this same sentiment is felt regarding the Needs Assessment as the report came out in July 2023 and was published in November 2023, but Members were not informed of its results and recommendations until March 2024. Katie shared that the fact that the Committees were not part of the discussion and were not being informed of upcoming changes makes her wonder how the Committees are viewed in relation to the Program. She noted that the Committees should not be a mandated check box for the Program. Steve Longo shared that since the Program is evolving, Members need to be prepared to change with it and learn what works and what does not work.
Lastly Katie encouraged EPAC to attend the June committee meeting in person as it will be the last meeting with CCAF staff. She noted that she is even choosing to attend the June TADDAC meeting over an HLAA convention. Steve shared that he will be at the June meeting. Antoinette Warren and Katie asked if the June Committee meetings will be on their usually scheduled date, to which Reina Vazquez responded that she was not sure and would let them know when she finds out. Brent Jolley shared that the June Committee meetings will be at the Oakland DDTP headquarters on the second and fourth Friday as usual.

C. Member Reports
During the Report from the Chair, Antoinette Warren asked how to schedule Program outreach events. Jennifer Minore answered that staff are still scheduling presentations through the end of May.
Monique Harris shared that there was a TV news report where a Speech-to-Speech communicator unintentionally helped a scammer scam a Program user. It led to the question of whether a Speech-to-Speech communicator should have done something once they realized that the person they were translating for was actually a scammer.
New Action Item #29: In order to prevent future scams of CRS users, Hamilton Relay will inform EPAC on the roles and responsibilities of Communication Assistants (CAs) and how they might help to prevent the scamming, instead of helping the scammer. David Weiss will inform Christa Cervantes about this issue.
Danyelle Cerillo informed EPAC that she attended the 2024 CSUN conference and noted that there were more attendees than the previous year. She shared that she met with a few vendors and that she was interested in and will be looking into two braille display vendors. Danyelle and a colleague met with and will be assisting another vendor who is working on accessibility for various websites.

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

XIII. Future Meetings and Agendas
Steve Longo confirmed that the next meeting will be a Joint Committees meeting on May 17th and that Reina Vazquez will inform Members of the date and location of the June EPAC meeting. Reina added that the Joint Committees meeting will be at the DDTP Oakland headquarters and read through the tentative agenda. The agenda includes a presentation from Lisa-Marie Clark on how subcommittees can be created to advise the CPUC on the scope of work of Program contracts, a program outreach presentation that will include highlighting alerting devices, a presentation by Tyrone Chin on the Needs Assessment findings and recommendations, a presentation from CSD on their transition plans for Field Operations, a presentation from Maximus on their contract plans, and a discussion on VRI services being offered by the Program.

The meeting was adjourned at 2:04 PM.

These minutes were prepared by Stephanie Tanji.
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