FINALIZED MINUTES

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

April 26, 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
Judy Viera, Deaf Community Seat, Proxy
Katie Wright, Late-Deafened Community Seat, Chair
Kevin Siemens, Speech-to-Speech User Seat
Louie Herrera, Blind/Low Vision Community Seat, Vice Chair
Steve Longo, Deaf Community Seat, Proxy

TADDAC Members Absent:
Richard Ray, Deaf Community Seat
Robert Sidansky, Deaf Community Seat
Sharmila Rajeswaran, Public Advocates Office, CPUC

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

[bookmark: _Hlk153461209]CCAF Staff Present:
Ann Truong, Director of Finance and Accounting
Anthony Thung, IT Senior Systems Administrator
Audely Zhou, Marketing Specialist II
Dan Carbone, Customer Contact Liaison
David Weiss, CRS Department Manager
Frank Cabasaan, Customer Contact Contract Administrator
Harry Kim, Customer Contact Operations Department Manager
Jackie Taylor, Director of Operations
Jennifer Minore, Northern California Field Operations Manager
CCAF Staff Present Continued:
Karen Evangelista, CRS Staff Interpreter and Admin Coordinator
Maria Murphy, Field Operations Program Manager
Reina Vazquez, Committee Coordinator
Robert Lainez, BYOD Field Operations Specialist II
Skippy Sumner, Outreach Specialist
Stephanie Tanji, Committee Assistant/Receptionist
Tammy Polanco, Director of Human Resources and Administration

Others Present:
Alexandra Green, Telecommunications Regulatory Attorney, The Utility Reform Network (TURN)
Charles Abeghe, Communications Division, CPUC
Charlotte Taylor, Communications Division, CPUC
Chong Vang, Contact Center Manager, CSD
Christa Cervantes, Hamilton Relay
Dan Rouco, Training Supervisor, Maximus
Erika Chirino, Marketing Account Manager, CSD
Leonard Brown, Policy Manager, Maximus
Lindsay Warnick, Operations Manager, Maximus
Loulia Miller, Communication Strategist, Maximus
Molly Miller, Vice President of Marketing, CSD
Patrick Thomas, Business Development Specialist, Atos Medical
Ryanna Hopka, Analyst, Maximus
Tyrone Chin, Communications Division, CPUC

TADDAC Chair, Katie Wright called the meeting to order at 10:07 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
Reina Vazquez informed the Committee that Agenda Item IX. Department of Rehabilitation (DOR) Voice Options Report will not be given at today’s meeting.
Moved by Judy Viera and seconded by Frances Reyes Acosta, the agenda was unanimously approved as amended.


C. Review of Minutes from March 22, 2024 Meeting
Moved by Frances Reyes Acosta and seconded by Judy Viera, the Draft Minutes of the March 22, 2024 meeting were approved as written by a majority vote with one abstention.

II. DDTP Update
Tyrone Chin informed the Committee that yesterday, the Federal Communications Commission (FCC) approved reinstating Net Neutrality rules. The rules originally prevented broadband providers from blocking consumers’ internet traffic and had been repealed in 2017. The new order reclassifies broadband as a telecom service and expands the FCC’s authority to regulate internet networks. Tyrone noted that the order will go into effect 60 days after publication in the Federal Register and the telecom industry is expected to file a legal challenge. He added that FCC chair, Jessica Rosenworcel, will testify on May 7, 2024 before the house Energy and Commerce Telecom subcommittee, which will include a discussion on Net Neutrality.
Regarding Program contracts, Tyrone informed the Committee that a Request for Proposal (RFP) was released on March 1, 2024 for a Marketing and Outreach contractor. The deadline to submit bids was today at 10:00 AM. Tyrone then shared that CD is working on developing the Scope of Work (SOW) for the next CRS RFP, CRS6. He added that Committee members can provide input on the SOW by creating a subcommittee. Since the CRS5 contract is set to expire in April 2025, an RFP will need to be released soon.
Lastly Tyrone informed Members of a Memorandum of Understand (MOU) with the California Department of Rehabilitation (DOR) to oversee and run the Voice Options Program. The CPUC and DOR are reviewing the MOU.

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.
Reina Vazquez encouraged Members to keep sending her community events for potential Program participation and so that other Members can find out about them. 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 he has not received any updates from the California Office of Emergency Services (Cal OES). He noted that evacuation center staff can call the Contact Center to request equipment for evacuees. Brent Jolley added that CD and CSD are working to staff the Contact Center so that consumers who have equipment needs and are dealing with natural disasters, can call the Contact Center after hours. 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 as it is Members’ duty to find new members. 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 that the MyMMXdb pilot has been approved for funding. He noted that because Bryen is dealing with some health issues, the Scope of Work for the pilot has been put on hold. 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.
Lisa-Marie Clark will give a presentation on the Committees’ ability to create subcommittees to advise the CPUC on future RFPs and IFBs at the May Joint Committees meeting. 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 received feedback from Katie Wright regarding InnoCaption. 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.
Brent Jolley shared that States will not need to follow a recertification process with the FCC for IP-based Relay. The States have also been looking into integrating one phone number throughout all of the Relay systems through access to the ITRS database. This action item remains open.

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.
Maximus and CSD will be introducing themselves and their new roles in the Program, as well as addressing concerns from Members at the May Joint Committees meeting. This action item is open.

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.
A presentation on the Needs Assessment findings and recommendations will be given by Tyrone Chin at the May Joint Committees meeting. This action item is open.

IV. EPAC Report and Recommendations
Steve Longo informed TADDAC that EPAC decided a discussion about Video Remote Interpreting (VRI) services being offered by the Program would be useful. EPAC originally looked at just bringing the ASL Anywhere app into the Program but thought that expanding the focus to VRI services in general would be more fruitful. Steve then shared that Brent Jolley provided the Committee with updates regarding upcoming changes to the Program.

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 Panasonic amplified, cordless phone, which began distribution in July 2017. As of March 31, 2024, 41,682 devices have been distributed. The Serene HearAll began distribution in August 2016 and so far, 14,210 units have been given out. Lastly, the Panasonic multi-network phone began distribution in July 2017 and as of March 31, 2024, 5,735 devices have been given out.
Barry then directed the Committee to page 25 and looked at CRS numbers in February. He noted that there was a slight decrease in February and that it has had a continued decline.
The Committee then looked at page 50, where there was an increase in visually impaired attendees at Program Outreach events. On page 55 Barry highlighted that hard of hearing users tend to be the largest disability population that uses the Program.
Looking at the Consumer Affairs report on page 62, Barry shared a feedback ticket from a Field Advisor, where a customer expressed happiness that California Connect provides home assistance with equipment. Due to the customer’s low vision, he could no longer drive and visit a Service Center. He added that he was impressed with the Field Advisor’s patience and thoroughness.
Barry then shared data from the Barcode Report on page 87, noting that in February the Program added 481 new customers.
Katie expressed concern for Outreach events in the transition period and asked if the new company is working on the transition as well. Barry reassured Katie that CCAF is working with the new vendors and the CPUC on the Program transition.

VII. CSD Equipment Procurement Center (EPC) Customer Contact Report
EPC Call Center Manager, Chong Vang, shared that from July 2023 through March 2024, there were 18,901 calls handled, with an average time in the queue of 28 seconds, and an average talk time of seven minutes and eleven seconds. Page 95 highlighted March 2024 numbers and showed there were 1,971 inbound calls with an average time in the queue of 38 seconds, and an average talk time of seven minutes and 24 seconds.
Chong then directed the Committee to page 96 and shared that in March the Contact Center handled 502 emails and 11 web chats. While 480 certification forms were sent out, 174 certification forms were returned. Out of the 174 returned forms, 130 were approved, 25 were rejected, and 19 were duplicates.
Steve Longo asked what the difference was between calls received and calls offered. Chong responded that received calls refers to calls received during business hours from 8:00 AM to 6:00 PM, while offered calls are either short calls or calls received after hours.

VIII. CSD Marketing Report
CSD Vice President of Marketing, Molly Miller, informed the Committee that in February 2024 there were 1,449 people who downloaded certification forms. The California Connect website had 15,946 sessions, which was a slight decrease compared to January. Of the 15,946 sessions, 11,670 were sessions done by new users. The website engagement rate dropped by 75.83 percent with over 12,000 engaged sessions.
For Marketing updates, Molly shared that the ability for customers to have their certification digitally signed launched on March 15, 2024 and has been going smoothly. The community event submission page has also been completed. CSD reached out to 40 Community Based Organizations (CBOs) to form marketing partnerships and two CBOs responded with the intent to move forward. Molly then informed the Committee that CSD will be running a community brand awareness survey to see what customers think of the California Connect rebranding. She added that the DDTP annual report has been finalized.
Regarding paid ad updates, Google ads generated 183 certification form downloads and 279 calls. Facebook and Instagram ads resulted in 235 certification downloads and 53 phone calls. Social media postings on Facebook reached 4,200 followers, made 3,000 impressions, and had over 7,000 engagements in February. The Program Instagram account had 551 followers, made over 81,000 impressions, and had 45 engagements. Lastly, the Program LinkedIn page had 43 followers, made 2,240 impressions, and had 80 engagements.
Molly then shared that a survey was sent to Committee members requesting feedback on the wording for Service Centers and the services provided by the Program. She then responded to a question Devva Kasnitz had presented about survey question number seven, which asked if the name reflects what is offered at the location. Molly clarified that the question is referring to the name that the survey participant ranked as number one, and whether that name reflects what is happening at that location.
Katie Wright asked how many people received the Program and Service Center survey, to which Molly responded that it was sent to EPAC, TADDAC, and some vendor partners. Louie Herrera asked if the Instagram posts describe the images, to which Molly replied that CSD adds alt text and image descriptions before posting. She added that she will confirm with the social media manager. Katie then asked what the difference is between engagement rate and engaged sessions. Molly answered that engaged sessions are when visitors to a website scroll and click on something for a certain amount of time. The engagement rate is usually how many engaged sessions there were divided by the total number of sessions. Katie asked Molly what marketing partnerships with CBOs entail, to which Molly responded that it is mostly digital promotions where a CBO may tell customers about California Connect and vice versa. Katie then inquired as to whether having only two CBOs responding to a marketing partnership met expectations. Molly answered that CSD did receive more responses but they were either not interested, or the contact information was outdated.

IX. Lunch Break – 11:18 AM – 12:18 PM

X. Future Meetings and Agendas
Katie Wright directed the Committee to the Draft Joint Committees Agenda on page 101 and reviewed that the agenda includes a report from the CPUC and DDTP, a presentation from CPUC Legal, Lisa-Marie Clark, on forming subcommittees, a CTAP Field Operations Outreach presentation, a discussion between Committee members on Video Relay Interpreting (VRI) services and whether a mobile app could be included in the Program, a presentation from Tyrone Chin on the Needs Assessment findings and recommendations, and an introduction to Communications Service for the Deaf (CSD) and Maximus. Lisa-Marie Clark’s presentation on forming subcommittees is to help the Committees better advise the CPUC on Invitations for Bid (IFB), Requests for Proposal (RFP), and Scopes of Work (SOW). Katie explained that CSD will be taking over the Field Ops contract and Maximus will become the new Primary Program and Contract Administrator (PPCA).
Katie asked if Brent Jolley could talk about the CPUC staff member that will be the new Committee Coordinator and how that person will support the Committees. Reina Vazquez encouraged Members to email her their questions for Brent regarding the Program and Committees transition so that Brent can have the questions ahead of time and provide thorough answers. Katie shared that she is worried since the future of the Advisory Committee meetings is unclear such as where they will meet, what accessible equipment will be provided, and the status of other accessible services.

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

XII. New Business
A. Report from the Chair
Katie Wright expressed concern that the Committees do not know where they will be meeting in September and asked Brent Jolley if he knew where the Committees would meet, to which Brent answered no.
Katie then shared that she had some issues with the new travel vender regarding her flight to attend today’s meeting. She noted that because the vendor did not include Katie’s trusted traveler number, Katie was unable to get TSA precheck. While she worked with Reina Vazquez and Tyrone Chin to fix this, the vendor was unable to add Katie’s precheck to her flights. Katie shared that traveling for the meeting without her precheck was stressful and she hopes that this is not an example of the transition difficulties to come.
Katie then noted that she liked Tyrone’s report today as he used clear, simple language. She reminded listeners and presenters that reports should use everyday vocabulary so that the Committees can understand what is being presented.
Katie asked Christa Cervantes, from Hamilton Relay, what the hours to use Remote Conference Captioning (RCC) were. Katie noted that the website says RCC is only available from 8:00 AM – 5:00 PM and she had an HLAA board meeting at night, but due to this wording it sounded like she could not use RCC for the meeting. Christa shared that a user needs to make a request for RCC between 8:00 AM and 5:00 PM, but the service can be offered at any time. Christa will review the RCC agreement with California and get back to the Committees. David Weiss added that requests are handled on a case-by-case basis based on the captioner’s availability and encouraged Members to submit RCC requests.
Katie then asked Jennifer Minore, why CTAP will not be able to participate in the Bay Area Walk for Hearing. Jennifer answered that the Program did not have staff available to cover the date of that event as those who could were already booked for other events. Katie followed up by asking if this was due to not requesting participation early enough. Jennifer answered that when it comes to yearly competing events, staff may alternate what events they attend. She added that May and June are busy months.

B. Vote for New Chair and Vice-Chair
Frances Reyes Acosta nominated Katie Wright for TADDAC Chair, with Devva Kasnitz seconding the nomination. TADDAC unanimously voted to have Katie Wright be the chair of TADDAC.
Frances then nominated Louie Herrera for TADDAC Vice Chair, which was seconded by Steve Longo. TADDAC unanimously voted to have Louie Herrera be the Vice Chair of TADDAC.

C. Member Reports
Louie Herrera shared that with the emphasis on AI, he wanted to speak out against companies that use AI as their only accessibility solution. He noted that in his Energy Efficiency Groups, he has been able to prove that AI is not able to make sites accessible for screen readers and assistive technology users. In contrast, Louie shared that JAWS users can use a feature called Picture Smart, which uses AI to generate image descriptions. He was able to test out this feature and was pleased. Louie noted that while AI technology has its place, it falls short when it comes to accessibility. Katie Wright added that captioning apps that use AI are not as good as human captioners. Kevin Siemens noted that AI does not work with difficult speech as there are many kinds of speech patterns. Louie lastly shared that there are many lawsuits against companies like Audio Eye and Accessme, who promote AI as a solution for accessibility. Kevin asked for there to be an Agenda Item on the June Agenda for TADDAC to discuss if AI could be a tool to help operators with relay.
Kevin Siemens shared that Speech-to-Speech operators are sometimes very quiet and say they cannot turn up the volume. Christa Cervantes answered that she sent an email to Reina Vazquez and Kevin with answers and asked Kevin to review it.
Katie encouraged Members to attend the May Joint Committees meeting on May 17, 2024 in person.

The meeting was adjourned at 1:16 PM.

These minutes were prepared by Stephanie Tanji.
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