FINALIZED MINUTES

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

May 17, 2024

The Deaf and Disabled Telecommunications Program’s (DDTP or the Program) Telecommunications Access for the Deaf and Disabled Administrative Committee (TADDAC) and the Equipment Program Advisory Committee (EPAC) held a hybrid, virtual and in-person, public Joint Committee Meeting via Zoom at 1 Kaiser Plaza, Suite 1320, Oakland, California.

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

TADDAC Member Absent:
Richard Ray, Deaf Community Seat

EPAC Members Present
Antoinette Warren, Senior Citizen Community Seat, Vice Chair
Danyelle Cerillo, Blind/Low Vision Seat
Janice Armigo Brown, Hard of Hearing Community Seat
Judy Viera, Deaf Community Seat
Monique Harris, Mobility Impaired Seat
Steve Longo, Deaf Community Seat, Chair

EPAC and TADDAC Non-Voting Liaisons Present:
Barry Saudan, DDTP Program Liaison
Harry Kim, Customer Contact Operations Department Manager
Brent Jolley, CPUC Communications Division

CPUC Staff Present:
Charles Abeghe, Communications Division
David Van Dyken, Administrative Law Judge
Gelareh Safavi, Program Manager, Communications Consumer Programs
Karen Luong, Communications Division
Tyrone Chin, Communications Division

CCAF Staff Present:
Alma Ortiz, Field Operations Specialist II
Andy Tao, Field Operations Specialist III, BYOD Team Lead
Ann Tuong, Director of Finance and Accounting
Angela Shaw, Southern California Field Operations Manager
Anthony Thung, Senior Systems Administrator
Audely Zhou, Marketing Specialist
Contessa Bunn, Field Operations Specialist II, BYOD
Crystal Lin, Field Operations Specialist II, BYOD
Dan Carbone, Customer Contact Liason
David Rocha, Field Operations Supervisor
David Weiss, CRS Department Manager
Elena Heredia, Field Operations Supervisor
Frank Cabasaan, Customer Contact Contract Administrator
Fred Navarro, Field Operations Supervisor
Guen Lu, Field Operations Specialist II
Jackie Pascua, Telecommunications Equipment Specialist and Business Analyst
Jackie Taylor, Director of Operations
Jennifer Minore, Northern California Field Operations Manager
Joshua Herron, Human Resources
Karen Evangelista, Staff Interpreter/CRS Administrative Coordinator
Karen Henandez, Customer Advisor
Kendra Polucha, Field Operations Specialist II
Maria Murphy, Field Operations Program Manager
Michelle Radcliff-Garcia, Outreach Specialist
Pamela Conner-Costa, Field Advisor
Pamela Frazier, Field Operations Specialist II, BYOD
Patricia Tan, Field Operations Specialist II
Reina Vazquez, Committee Coordinator
Robert Lainez, Field Operations Specialist II, BYOD
Rocio Ledesma, Field Advisor
Shonnon Gutierrez, Field Operations Administrative Coordinator
Stephanie Tanji, Committee Assistant / Receptionist
Sylvia Torres, Customer Advisor
CCAF Staff Present Continued:
Tammy Polanco, Director of Human Resources and Administration
Triet Hoang, Field Operations Specialist
Vanessa Rangel, Field Operations Supervisor
Victoria Harling, Outreach Specialist

Others Present:
Amanda Whyrick, California Connect Division President, CSD
Chong Vang, Equipment Processing Center Operations Director, CSD
Christopher Kain, Transition Subject Matter Expert, Maximus
Dontae Crane, Attendant to Frances Reyes Acosta
Erika Chirino, Marketing, CSD
Erin Anhoury, Project Management Analyst, Maximus
iPhone, unknown
Karl Ortega, Voice Options Program, DOR
Kerrie Danielson, Business Analyst, Maximus
Laini Piva, Quality Analyst, Maximus
Lindsay Warnick, Program Manager, California Relay Service, Maximus
Loulia Miller, Program Manager, Marketing and Outreach, Maximus
Melissa McMahon, Programs Manager, Hamilton Relay
Molly Miller, Vice President of Marketing, CSD
Mekeesha Matherley, Chief Operating Officer, Clarity
Patrice Strahan, Attendant to Monique Harris
Premjeet Kisun, Oversight and Compliance Director, Maximus
Rick DiLollo, Project Executive, Senior Director, U.S. Services, Maximus
Riva Usher, Contract Director, Maximus
Robyn Girard-Sanders, Outreach Coordinator, Hamilton Relay
Ryanna Hopka, Program Manager, Field Operations, Maximus
Sandy Gross, AFCO Electronics
Stephanie Herron-Elzie, Transition Director, Maximus
Tamara Paul-Reeff, Program Director, Maximus
Tim Burkhart, DOR Voice Options, DOR
Tom Rodriguez, Project Manager, Maximus

TADDAC Chair, Katie Wright, called the meeting to order at 10:07 AM.

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

II. Approval of Agenda
Judy Viera requested that the Heading of New Business be used in 
future Agendas, according to parliamentary procedures. Moved by Monique Harris, seconded by Steve Longo and hearing no opposition, the Agenda was approved, as written.

III. CPUC Introductions and DDTP Update
Tyrone Chin introduced himself and began his report by informing Members that the CPUC issued a proposal on May 10, 2024, rejecting the request of AT&T to withdraw as the carrier of last resort, and indicating that the CPUC intends to initiate a new rule‑making process to address carrier of last resort telecommunication service obligations.
Tyronne then shared that in response to declining landline relay users, the National Association for State Relay Administration (NASRA) has collaborated to develop a white paper that identifies some challenges that states are confronted with in providing landline‑based relay services. NASRA will submit the white paper to the FCC, as it raises questions about the roles and responsibilities of states in providing intrastate IP‑based relay services while the FCC continues to provide interstate IP‑based relay services.
Next Tyrone explained that the Marketing and Outreach Request for Proposal (RFP) is in the evaluation phase and the Communications Division (CD) staff is continuing to work on the scope of work for the CRS 6 RFP. He reminded the Committees that if they wanted to provide input, they would have to form a Subcommittee or Work Group.
Tyrone next updated Members regarding the Memorandum of Understanding (MOU) with the California Department of Rehabilitation (DOR). The DOR's interagency agreement with the CPUC to administer the Voice Options Program expires on June 30, 2024. The MOU is to take the place of the existing interagency agreement and is undergoing the review and approval process on both the DOR and the CPUC sides.
Moving onto the Testing and Training contract, Tyrone informed Members that the RFP for this contract was issued on December 14, 2023. The contractor will be expected to check equipment to determine its suitability for inclusion into the DDTP. A contractor will also be expected to seek input from TADDAC or EPAC for any equipment under consideration for the program.
Lastly, Tyrone explained that the new Program Manager of Communication Consumer Programs, Gelareh Safavi, begins her assignment on May 24th at the CPUC. She will oversee programs such as the DDTP, the Lifeline Program, and the Teleconnect Fund.

IV. Subcommittees and Work Groups
There was no presentation given at this time.

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

VI. Program Outreach Presentation
CCAF Field Operations Specialist, Triet Hoang introduced himself and began his presentation by explaining that California Connect has been a program since 1979 and exists to ensure that every person in the State of California has independent access to, and can effectively use, a telephone.
Triet showed several pieces of equipment to the Committees beginning with the Clarity Alto. The Alto has large, square buttons which light up when pressed. This phone also features a speakerphone and tone control and is specialized to reach 55 decibels for those who are hard of hearing.
Next, Triet showed the JV35 big button phone with white numbers on black buttons to help those with difficulty seeing. These buttons, when pressed, also repeat the number back to the person dialing and have the capability to be programmed in multiple languages.
Then he showed a phone for people with mobility issues, the Panasonic Cordless Amplified Phone. This is one of the most popular phones in the Program as it amplifies incoming sound up to 50 decibels, provides tone control for additional clarity, and includes a speakerphone and answering machine with the ability to slow down incoming messages for better understanding.
The last piece of equipment Triet presented was the Serene HearAll Cell Phone Amplifier. The HearAll amplifies incoming sound on a cell phone up to 40 decibels, connects using Bluetooth with a hands-free speakerphone setting, and provides tone control for additional clarity.
He then explained how one can certify for the Program. He added that all of this equipment is free to the consumer through funding from a surcharge on all California residents' phone bills and goes right back to supporting the community.

VII. Committee Mobile VRI Discussion
EPAC Chair, Steve Longo began the discussion by informing TADDAC that EPAC decided not to focus on ASLAnywhere, one company who provides mobile Video Remote Interpreting (VRI), but to focus on what services were already provided by the CPUC, VRI not being one of them. He believes that the right approach is to have TADDAC recommend to the CPUC that the Program provide mobile VRI services. Steve went on to explain that after the CPUC agrees to providing mobile VRI services, then bids could be made for a company who would provide those services, such as, ASLAnywhere, who provided a presentation to EPAC several months ago. Steve believes that ASLAnywhere is the only company who provides an app for cell phone video interpreting, which he thinks is a great idea.
TADDAC Chair, Katie Wright responded by saying that she understands that EPAC would like TADDAC’s input, so she opened the floor for comments. TADDAC Proxy, Kenneth Rothschild, asked Steve if he’s investigated the companies who provide internal VRI services for hospitals. Steve replied that he believes it’s important now to begin the process of getting approval from the CPUC to receive submissions by other vendors.
TADDAC’s Devva Kasnitz encouraged EPAC to really research this topic before making a recommendation, as she is sure many existing firms would be interested in various contracts, for phone‑to‑phone interpreting.
EPAC’s Judy Viera commented that she endorses this idea and would like to provide support. She suggested that Members could write a paper for the FCC, as the Committees are in a position to influence the development through the FCC, if not in California.
Katie Wright closed the discussion by reminding Members that the Committees are mandated to provide input on telecommunications and that she is not convinced that ASLAnywhere can be classified as a phone call. EPAC is welcome to write a formal recommendation to TADDAC to provide evidence that VRI should be classified as telecommunications, per normal Committee procedure.

VIII. Lunch	12:06 PM – 1:10 PM

IX. Needs Assessment: Findings and Recommendation
Tyrone welcomed the Members back from lunch and began his presentation by explaining the purpose of the Needs Assessment. The goal was to reach out to the disability community and ask them how the program can be modernized. Steve Longo asked if there was a report in the binder that he could reference, and Tyrone responded that the presentation would be made verbally.
Tyrone went on and explained the methodology of the assessment. First, CD conducted in-person visits of various Community Based Organizations (CBOs) and met with staff, and clients of the organizations, if possible. Next, a questionnaire was sent to CBOs, and they were asked to distribute the surveys to clients that could not attend the in-person visits. Lastly, an online survey was developed to cast a wider net to maximize the input received. The survey was sent to at least 2,500 participants with a total of 317 responses received.
Moving onto the findings and recommendations, Tyrone explained that the research identified seven categories of communication obstacles faced by persons with disabilities. 
The first obstacle is policies, specifically pertaining to the DDTP, such as difficulty seeing a medical professional to be certified, or that the application was not straightforward and required assistance to complete. The Communications Division (CD) staff developed the recommendations to explore alternate methods to certify, such as previously being certified through another federal or state agency to qualify for the Program, and applications that are easier to complete. 
The second obstacle concerned network data and financial assistance. Many individuals during the needs assessment stated that data usage caps associated with mobile phone plans and the cost of broadband connectivity served as barriers to communications. CD staff came up with several recommendations, one being to look at federal and state programs that offer broadband connectivity subsidies and inform DDTP users about these programs. Another was to engage the disability community and solicit input on how the DDTP can provide support in this area. There was another recommendation to explore the use of vouchers that can also be applied to connectivity costs.
The third obstacle pertains to specialized equipment, software and assessments. Needs assessment participants were asked if devices offered by DDTP met their needs. Many stated they did not have access to mobile devices containing features required for functional equivalency. A participant said, “Telephone equipment and accessories that I need the most are not available”. The report contained CDs recommendations to expand the DDTP equipment list to include devices that are functionally equivalent to the devices most used by the public, to determine individual communication preferences of persons with disabilities, and to seek ways to provide them with tailored hardware, software, apps, accessories and training.
The fourth obstacle is program and telecommunications awareness. CD found that many participants had limited familiarity with the DDTP and other state or federal programs providing communications assistance and support. Some recommendations include establishing partnerships with CBOs to create awareness, using social media to create awareness, and coordinating with other state and federal programs to increase awareness of the DDTP.
The fifth obstacle involved service availability in rural and underserved areas of the State. The research showed lower per capita income in rural areas compared to their urban counterparts. CD staff proposed having existing DDTP contractors increase their presence in rural areas and to produce marketing campaigns geared towards rural audiences.
The sixth obstacle involves training and support. Many individuals had challenges using a smartphone and could benefit from training on smartphone accessibility. However, participants differed on the training method with some preferring in‑person training versus virtual training. CD recommended establishing partnerships with CBOs to refer individuals with disabilities for training.
The last obstacle identified through the assessment was regarding emergency services and public safety. Participants were asked about receiving notifications during an emergency and found that the notifications were different depending on the type of emergency and where the individual lived. CD recommended including stand-alone emergency alerting devices or accessories tied into an emergency network to receive notifications as part of the DDTP. Another recommendation was to collaborate with the California Office of Emergency Services (CalOES) to make DDTP equipment available in emergency shelters.
After a lengthy discussion, Katie Wright commented that CBOs and local government entities were visited during the assessment but believes CD should tap into groups whose membership consists of users of the Program, such as Verterans organizations or the Hearing Loss Association of America (HLAA), as these groups are made up of the constituents that DDTP and other government programs serve.

X. Introduction to CSD Field Operations
Amanda Whyrick, Division President of California Connect, directed the Committees to page 10 of the Binder and then introduced herself and key Program staff. CSD is planning to hire 24 field operation specialists, 18 customer advisors to staff service centers, one supervisor for the field ops specialists, and one supervisor for the customer advisors.
Amanda informed Members that CSD oversees the following contracts: Marketing, the Equipment Processing (EPC) and Contact Center, Field Operations, and now Testing and Training.
Moving onto page 15, regarding the consideration of the location of service centers, Amanda directed the Committees attention to a map of the State showing the density of people who are disabled by county from the US Census circa 2013-2017. Amanda is using the map to make decisions on where the centers would be located, taking into consideration rural areas that are often underserved and the proximity between the centers, as she doesn’t want two centers right next to each other to be able to serve more people.
Letters of Intent (LOIs) are being reviewed, site visits are pending, and some leases have been signed for standalone centers in Sacramento, Eureka, Santa Rosa, San Luis Obispo, Sonora, Merced, Bakersfield, Riverside, Barstow, Fullerton and San Diego. For Co-locations within various CBOs, the Center of Independent Living in Claremont is confirmed, with plans pending for the Disability Action Centers (DAC) in Redding and Chico, the Hearing and Speech Center of Northern California in San Francisco, the Silicon Valley Independent Living Center in San Jose and Easter Seals of Southern California in Covina.
Moving onto the Field Operations Customer Relations Module (CRM) CSD will be adding a new module that will allow staff to automatically schedule field visits, allow users to self -schedule, and develop a staff member portfolio that lists specific skills of each staff member. In addition, all field specialists will have laptops and iPads which are cellular enabled, to be able to notate visits while still in the field. The new additions to the platform will go live on June 24th.
As far as the location transfer of service centers from the current locations to the new locations, Amanda explained that some locations are ready to move into, and others might need extra time. There is a plan B in place to use the current centers until the new centers are ready with staff and furniture.
Judy Viera asked who will be signing the leases for the new centers. Amada replied that CSD will be signing the leases. A question was asked about why CSD does not keep the service center that is currently at the Ed Roberts Campus (ERC) in Berkeley as it is a good location and completely accessible. Amanda responded that they had reached out several times and had not heard back from the ERC. Katie Wright commented that her biggest concern was the Program’s 780,000 customers and how they will be served with nobody in service centers that are ready and not having enough field specialists hired.
Amanda responded that she understands those concerns and that there will be signage at the old centers to refer customers to the new centers and some of the current centers will be kept during the transition. Hopefully, customers will get the message over time. She went on to say that there are several outreach events planned for July through September that will be incorporated with the grand opening of new centers.

XI. Public Input – PM Session
Katie Wright reminded everyone that if there will be a presentation made to the Committees and presenters should submit a visual for inclusion in the binder so that it can be formatted for use with a screen reader. This will help ensure functional equivalency of the information discussed.

XII. Introduction to Maximus
Tamara Paul-Reeff, Program Director of California Connect, introduced herself and gave an opening statement. She then introduced Project Executive, Rick DiLollo who explained that he would be providing strategic project oversight and ensuring customer satisfaction. He passed the presentation back to Tamara who will be coordinating with the CPUC, overseeing the allocation and management of resources and gathering feedback to address concerns and expectations.
Riva Usher, Contract Director, shared that she will be working with a team of program managers to collaborate and communicate with vendors, as well as working with Program stakeholders to facilitate day‑to‑day interactions.
Tamara explained that Leonard Brown, Policy Manager, was unable to attend, but that he will be providing monthly reports on legislation and regulations being monitored, assist the Committees with formulating ideas, into legislation, and keep the CPUC up to date on state and federal legislative and regulatory developments.
Next up, Premjeet Kisun, Oversight and Compliance Director, will be managing the team responsible for providing information and tracking Program progress. This includes ensuring compliance with Program policies and procedures, as well as keeping to schedules and budgets. Her team will also be producing reports, dashboards, and metrics for the CPUC, the stakeholders and the Committees.
Tom Rodriguez, Project Manager, will be responsible for managing the scope of work, maintaining communication and engagement with the CPUC along with addressing their questions and needs, and managing staff by keeping them informed while ensuring project deliverables and commitments.
Stephanie Herron – Elzie, Transition Director, explained that her 
role is to lead transition efforts to ensure timely transfer of products and knowledge. She will be managing the Transition In and Work Plan and identifying and removing transition roadblocks.
Next was Transition Subject Matter Expert, Christopher Kain, who will be assisting Stephanie with activities to ensure a transition that is as seamless as possible.
Tamara went on to inform the Committees of the broader Program team including business analysts, managers, a financial analyst, a team who will prepare reports, and a team of quality analysts.
She explained that Maximus will be the Primary Program Contract Administrator (PPCA), providing oversight of all service providers for the Program, which includes providing effective communication to collectively inform the CPUC, service providers, and the advisory Committees. Part of Maximus’ oversight role includes drafting policies and procedures for the Program to ensure accountability associated with the services provided. Contract administration and compliance is also under the purview of Maximus including processing payments and managing the revolving fund, and operational reporting. Tamara then reiterated that Maximus will be providing oversight, as opposed to providing services.
Stephanie then explained that to successfully transition, Maximus’ goal is to minimize disruptions to service delivery while navigating the exchange. This transition approach has an accelerated timeline and a series of knowledge transfer sessions to ensure a seamless change.
Tamara closed the presentation by thanking the Committees for the opportunity to be introduced and to get to know each other. She shared that she believed that one can never overcommunicate and that transparency and a relationship built on mutual respect is needed with partners who will do what's best for the Program and for the consumers it serves.

XIII. Meeting Wrap up and Adjournment
Reina Vazquez, Committee Coordinator, presented three options for the next meeting date and location. Option 1, TADDAC and EPAC to meet jointly on June 14th at 1 Kaiser Plaza in Oakland. Option 2, TADDAC and EPAC to meet jointly on June 21st at 1 Kaiser Plaza in Oakland. Option 3, EPAC meets on June 14th as scheduled at 1 Kaiser Plaza in Oakland and TADDAC meets on Thursday, June 27th at a yet to be reserved room at the Center for Healthy Communities in Oakland.
Steve Longo and Devva Kasnitz expressed interest in meeting jointly again on June 14th. Moved by Monique Harris and seconded by Jesse Acosta, it was unanimously decided that the next meeting will be held jointly at 1 Kaiser Plaza in Oakland on June 14th.

The meeting was adjourned at 3:51 PM.

These minutes were prepared by Reina Vazquez.
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