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PROCEEDI NGS

2 MR WLLIAMS: Afternoon, everyone. Those
3 that are here, and for our participants that are on
4 the phone, | amCurtis Wllianms with the Ofice of
5 I ndustry Devel opnent & Market Analysis here at the
6 Fl orida Public Service Conm ssion. W are going to
7 go ahead and call the neeting to order.
8 First, I would Iike to ask Ms. Kathryn Cowdery
9 to read the noti ce.
10 MS. COANDERY: Pursuant to notice issued, this
11 time, date and place were set for this neeting of
12 t he Tel econmuni cations Access System Act Advi sory
13 Commttee in Docket Nunmber 20170039- TP.
14 MR, WLLIAMS: Thank you
15 Everyone shoul d have received a copy of the
16 neeti ng agenda and the presentations. So at this
17 time, we will proceed with the agenda as printed.
18 | would like first go over a fewinitial
19 nmeeting notes. As M. Casey pointed out, if you
20 are here, and if you are participating by phone,
21 since we do have quite a few individuals
22 participating by phone, | want to ask that you
23 pl ease keep your phone on nute until you are ready
24 to speak to limt any background noi se and
25 interference with the neeting.
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1 And if you are participating by phone, if you
2 do put your phone on nute, please be aware, if you
3 have any background music on hold, or anything of
4 that nature, that may interfere with the neeting.
5 Al so, we ask that you pl ease silence your
6 nobi | e devices, if you have any devices here.
7 Pl ease nmake sure -- again, | think everyone
8 here put your phone on nute, but when you do get
9 ready to speak, nmake sure you push the button. The
10 green |ight should be on. And before you speak,
11 pl ease state your nanme when naki ng coments, and
12 that's for the benefit of our court reporter. She
13 will greatly appreciate it. That's for the record,
14 so | want to thank everyone for doing that.
15 At this tinme, we wll go ahead and take
16 appear ances.
17 Again, | amCurtis Wlliams with the Ofice of
18 | ndustry Devel opnment & Mar ket Anal ysis.
19 W will start with individuals here for
20 appear ances, and then we will proceed with
21 i ndi vidual s that are on the phone.
22 MR BATES:. Jeff Bates, |Industry Devel opnent &
23 Mar ket Anal ysi s.
24 M5. CONDERY: Kathryn Cowdery. | amwth the
25 O fice of General Counsel at the Public Service
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1 Conmmi ssi on.
2 MS. DUGGAR: Margaret Lynn Duggar. | ama new
3 menber .
4 M5. MORAN: Elissa Miran -- Elissa Miran from
5 FTRI .
6 MR, FORSTALL: Janes Forstall, Florida
7 Tel ecommuni cati ons Rel ay.
8 MR, BRANCH. Jeff Branch with Sprint
9 Accessibility.
10 M5. SIRIANNI: Maryrose Sirianni, AT&T.
11 MR WLLIAVS: At this tinme, we will proceed
12 with individuals that are on the phone, so soneone
13 can junp in.
14 M5. BROMN: Margaret Brown, Cty Conmmi ssion
15 for the Gty of Weston, and the Executive Director
16 for the Center for Hearing and Conmuni cation in Ft.
17 Lauder dal e.
18 MR, WLLIAVS: Thank you, M. Brown.
19 MR. KOTTLER This is Rick Kottler
20 representing Deaf Service Center Association.
21 MR, WLLIAVS: Thank you, M. Kottler.
22 MR WATA: Hi, this is Tinothy Wata
23 representing for Florida Association for the Deaf.
24 MR, WLLIAMVS: Thank you, M. Wita.
25 Do we have anyone el se participating by phone?
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1 kay, hearing none, before we proceed, | would
2 like to just first just recognize that we do have
3 three new nenbers, M. Duggar already introduced
4 hersel f, and pointed out that she's one of our
5 newer nenbers. W also have Ms. Hagner, who is
6 scheduled to call in.
7 Ms. Hagner is with the Florida Coordinating
8 Council, our representative of the Florida
9 Coordi nating Council for the Deaf and Hard of
10 Heari ng and the Hearing Loss Associ ation.
11 Ms. Margaret Brown, she -- she's also a new
12 nmenber. She's not as new as Ms. Hagner or
13 Ms. Duggar, but she's one of our newer nenbers, and
14 she's already introduced herself. So we want to
15 just wel cone everyone, and just thank you for your
16 service, and thank you for your participation.
17 At this tinme, we will go ahead and start with
18 the presentations. W wll have staff presentation
19 and --
20 M5. SIRIANNI: Is ny head right in the m ddl e?
21 MR, W LLI AVS: No, you are fine. You are
22 fine. You are fine.
23 M5. SIRIANNI: | will just nove over.
24 MR, WLLIAVS: W will first have a
25 presentation by our staff. We will provide an
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1 overvi ew of PSC updates, and al so provi de an update
2 of FCC activities. That will be followed by a
3 presentation by M. Janes Forstall wth FTRI, and
4 they will give an overview of FTRI's proposed
5 budget. And then we will have a presentation by
6 Sprint on relay activities in the state of Florida.
7 So at this tinme, | wll give a quick update on
8 PSC activities. Just as a remnder, just to |et
9 everyone know that PSC, we publish an annual report
10 each year at the end of the year, and we publish
11 the 2018 Relay Report. It's on our website, and we
12 have the link to the website on the presentations
13 that we provided to you.
14 The FPSC Annual Report incorporates FTRI's
15 Annual Report. So the information that they pulled
16 together is contained within our report, and then
17 we add to that activities that the Public Service
18 Commi ssion actually performed during the year
19 related to relay. And we provide an update on FCC
20 activities, and just conpile everything on an
21 annual basis. So that's a real good docunent to
22 revi ew.
23 The next point, on March 1st, 2019, FTRI filed
24 its fiscal year 2019-2020 proposed budget with the
25 Commi ssion. [It's their annual proposed budget. |
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1 amnot going to get into the details. | wll defer
2 to FTRI, and they will provide us wth, as they
3 al ways do, a thorough presentation on their
4 proposed budget for the upcom ng fiscal year.
5 On May 30th, 2019, this year, PSC staff is
6 scheduled to file a recommendati on on the proposed
7 budget, and we are schedul ed to take the
8 reconmendation to the June 11th conference for
9 Conmi ssioners to consider staff's recommendati on.
10 Are there any questions?
11 At this tine, | wll defer to M. Bates, who
12 wi Il provide an overview of FCC activities rel ated
13 to rel ay.
14 MR. BATES:. Good afternoon.
15 On Cctober 31st, 2018, the Consuner and
16 Governnental Affairs Bureau granted the limted
17 wai ver of the expiration date for at-honme VRS. The
18 pil ot program was extended to April 30th, 2019.
19 Novenber 1st, 2018 -- Novenber 1st, 2018,
20 Sprint Corporation filed a petition to establish a
21 new r at e- maki ng net hodol ogy for I P Replay --
22 Rel ay -- and proposed a hybrid rate nethodol ogy to
23 set future rates for IP Relay Service based on a
24 conbination of the nultistate average rate
25 structure and provi der costs.
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1 The Consuner and Governnental Affairs Bureau
2 sought comment on the petition, with coments due
3 Decenber 7th, and reply coments due on
4 Decenber 24t h.
5 On March 21st, 2019, Sprint Corporation filed
6 a request for interimwaivers to recover costs for
7 I P Relay Service. They argued that granting the
8 wai vers will ensure its ability to continue
9 providing I P Relay Service. And on March 28th,
10 2019, the Consuner and Governnental Affairs Bureau
11 rel eased a public notice seeking comments by
12 April 8th, with reply comments due April 15th,
13 20109.
14 On February 15th, 2019, the FCC released its
15 report and order further notice of proposed
16 rul e-maki ng and order FCC 19-11, to inprove
17 I nternet Protocol Captioned Tel ephone Service,
18 enhance the | P CTS program managenent and prevent
19 wast e, fraud and abuse.
20 The notice released by the FCC on March 20th
21 noted that, on March 8th, sunmmary of the report and
22 order was published in the Federal Register and
23 adopted the rules -- and the adopted rul es went
24 into effect April 8th, 2019.
25 Then on March 14th, a summary of the further
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1 noti ce of proposed rul e-maki ng was published in the

2 Federal Register. Comments related to the further

3 notice were to be filed on or before April 15th,

4 and reply comrents nust be filed on or before

5 April 29th, 2019.

6 MR, WLLIAVS: Just as a followup to

7 M. Bates' coments regarding the further notice of

8 proposed rul e-maki ng regarding I nternet Protocol

9 Captioned Tel ephone Service, IP CIS. As those of
10 you who participated in the |ast neeting, and for
11 the benefit of those who are here now, the -- we

12 presented, at our |ast neeting, the -- an overview
13 of the comments filed by the Florida Public Service
14 Commission. W did file comments in response to

15 the FCC s proposed rul e-nmaki ng, and those comrents
16 were accepted by the FCC

17 And this is a -- it's a pretty involved

18 docket, and it -- it is -- we anticipate that it

19 will continue to evolve over a period of tine.

20 The next step here, the one that we presented
21 here, really addresses inplenentation of a piece of
22 the FCC s order, which is to really look at a | ot
23 of the waste, and the fraud and abuse, and taking
24 measures to address sone of those issues. That was
25 kind of like the first step. So the FCC has taken
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1 t hat step.
2 Qur comments, the Florida Public Service
3 Conmmi ssion's comments primarily addressed anot her
4 part of that order, which related to del egating --
5 possi bly del egating authority to the state
6 conmm ssions regarding |P CTS. And we presented
7 sonme points in that, as we discussed during our
8 | ast neeting. And we will continue to nonitor that
9 docket, and be involved in that docket, and keep
10 you al |l abreast.
11 So with that, are there any questions or
12 comments regardi ng the FPSC updates or the FCC
13 updat es?
14 Hearing none, at this tinme, we wll proceed
15 with FTRI's presentation on their proposed budget
16 with M. Forstall and Ms. Moran. Yes.
17 M5. MORAN: Curtis, are you afraid to try to
18 pronounce ny first nane?
19 MR, WLLIAVS: Yes, | am but | normally
20 pronounce | ast names better, and so it's nore --
21 M5. MORAN:  You are welcone to call ne
22 Ms. Moran.
23 MR WLLIAMS: Ckay.
24 M5. MORAN. But if you also think of it in
25 ternms of Melissa with no M For sone reason at
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1 that seens to be hel pful for people. Elissa, or

2 Alissa, a either one wll work. Thank you, Curtis.

3 MR WLLIAMS: Thank you

4 Did everyone get that?

5 M. Forstall.

6 MR. FORSTALL: kay. Thank you.

7 Good afternoon, everyone.

8 Before you, I am-- if you have the FTRI

9 Power Poi nt presentation, | amgoing to be talking
10 about the proposed budget for fiscal year 2019 and
11 2000 -- | amsorry, 2019 and 2020.

12 It's proposed -- it was proposed to the FTRI
13 Board of Directors to approve a recommendation to
14 mai ntain the surcharge |level at 10 cents for the

15 next fiscal year.

16 The budget, as approved by the Board, projects
17 total revenue to be $5, 409,709, and total expenses
18 to be $5,705,082. A difference of $295,373 is to
19 be covered by the surplus.

20 Next slide.

21 As of February 2019, FTRI has over 550, 000

22 individuals in its client database. It is

23 evidenced that FTRI and it's contracted regi onal

24 di stribution centers are reaching out to neet the
25 t el ecomuni cati on access needs of residents who are
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1 deaf, hard of hearing, deaf/blind or speech
2 di sabl ed.
3 Qutreach continues to be a very large part of
4 our efforts and plans underway to reach out to the
5 estimated nore than three mllion potential clients
6 with hearing | oss or speech difficulties in
7 Fl ori da.
8 Next sli de.
9 The surcharge revenue for fiscal year
10 2019- 2020 are based on the four percent decrease in
11 the total nunber of access |lines reported and
12 estimated in fiscal year 2018 and 2019.
13 MR, WLLIAVS: Yes. This is Curtis WIIians.
14 W have soneone who just joined us.
15 M5. RHODES: Hi there. This is Cheryl Rhodes
16 for Florida Deaf & Blind Association.
17 MR, WLLIAVS: Wl conme, Cheryl. W -- just to
18 | et you know, we are at the point in the neeting
19 where M. Janes Forstall is providing his
20 presentation on FTRI's proposed budget. Wl cone.
21 M. Forstall.
22 MR, FORSTALL: GCkay. At the next chart, you
23 will see a graph of the access lines, howit's been
24 decreasing over the last few years. |It's pretty on
25 a straight decline down, four percent -- four to
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1 five percent a year.
2 MR WLLIAMS: M. Forstall, just for
3 clarification on the nunber of access lines, | know
4 It shows the continuous decline in the nunber of
5 access lines. Do you, in your projections -- and |
6 don't want to put you on the spot, but do you see a
7 conti nued decline as presented in the graph there?
8 MR, FORSTALL: Yes, we do. And now, keep in
9 mnd that the only collection -- the only phone
10 conpani es we collect fromare landlines. W do not
11 collect fromwreless. And not all cable conpanies
12 prescri be or submt.
13 MR, KOITLER  Curtis, this is Rick. Can I
14 interrupt for one second?
15 MR WLLIAMS: Yes.
16 MR, KOTTLER  Sonebody has not nuted their
17 line, so you are breaking up on your transm ssion.
18 MR, WLLIAVMS: ay. Thank you for that.
19 Again, as a rem nder, we do have quite a few
20 i ndividuals calling in, and we ask that you pl ease
21 mut e your phone until you are ready to speak to
22 el i m nate any background noise. It sounds like it
23 has been corrected, so we wll proceed. Thank you.
24 MR, FORSTALL: kay. Thank you.
25 Does that answer your question?
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1 MR, WLLIAMS: Yes. Thank you
2 MR, FORSTALL: Category | -- the next slide,
3 please -- is the Florida relay, fiscal year 2019
4 and 2020 budget for relay based on projections
5 submtted by the relay provider.
6 The new contract rate is $1 and 35 mnutes --
7 | amsorry, $1.35 per billable mnute for TRS, and
8 $1.69 per billable m nute for captioned tel ephone
9 servi ce.
10 Using the data subnitted by the rel ay
11 provider, it is estimated the cost will be
12 $1,549,431 for the TRS bill able costs, and for
13 CapTel billable costs, it is $1, 006, 728.
14 Next slide, please, is the Category II
15 equi pnment and repairs. This category consists of
16 all the equi prent purchased, as well as repairs.
17 FTRI is projecting fiscal year-end 2019 to 2020 the
18 expenditures to be $948, 053.
19 The next slide, please, is Category II1Il, which
20 i s equi pnent distribution and training.
21 FTRI contracts with nonprofit associations
22 t hroughout the state. And we have 27 what we call
23 regional distribution centers or RDCs. And the
24 majority of the -- just about all of themare all
25 nonprofit agencies. And the majority of themare
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1 deaf service centers, centers for independent

2 l'iving and speech and hearing centers, and they

3 make up the majority of our centers.

4 And it is statement estimated that the RDCs

5 and FTRI wi |l have provided over 16,677 pieces of

6 equi pnment and training services to clients during

7 the current fiscal year.

8 Total for fiscal year 2019-20 proposed budget

9 for Category IIIl is $707, 389.

10 If you notice -- if you go back the one slide,
11 please. |If you notice, in the picture, there is a
12 van there in the mddle, you will see the Sertona
13 van, which is a nobile -- it is a nobile

14 di stribution, if you consider it that way. They

15 will go to events and they will screen individuals
16 on their hearing and, at the sane tinme, if they

17 qualify, they will receive the equipnment and get

18 training. W have another center that also has a
19 nobil e de -- nobile van that travels throughout the
20 st at e.

21 And Sertoma is located in New Port Richey, and
22 they travel as far as Mam . And recently, we have
23 been able to partner two of the regional

24 di stribution centers in the area to work together,
25 with them providing the screening and the other
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1 center providing the distribution. So that's kind
2 of what we are hoping to acconplishing acconplish
3 going forward, is to be nobile to go to pl aces
4 where there are no regional the distribution
S centers.
6 In addition to that, the van, they go to
7 public schools and they provide free screening to
8 children. So that's their -- one of their primary
9 m ssi ons, and we thought it was a good fit for us
10 to contract with themfor the FTRI program
11 servi ces.
12 Ckay, next slide.
13 Category IV is outreach. And | amgoing to
14 read this particular slide, and | amgoing to turn
15 It over to Elissa, Elissa Moran who is the outreach
16 manager. She's been wth us for over three years
17 Now.
18 M5. MORAN: It feels like three years al nost.
19 This is Elissa. | amsorry.
20 MR, FORSTALL: kay. Fiscal year 2019-20,
21 FTRI is proposing an outreach budget of $535, 650.
22 And the funding will be used to pronote FTRI fund
23 di stribution service and to rai se awar eness about
24 the Florida Relay service.
25 El i ssa.
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1 M5. MORAN: Thank you, Janes. This is Elissa.
2 Proceeding on. FTRI's ration -- excuse ne,
3 outreach rationale for nmultinmedia adverti sing
4 funding. FTRI plans to continue advertising in
5 newspapers using freestanding insert ads -- in
6 ot her words, fliers -- in markets where such ads
7 continue to be effective. FTR collaborates with
8 IMS to strategically place insert ads in newspapers
9 by identifying specific productive areas by ZIP
10 Codes, and allowing FTRI to advertise in a
11 cost-efficient manner.
12 In Fiscal Year '18-'19, FTRI wtnessed rapid
13 changes occur in the newspaper industry. |In
14 response, FTRI will utilize other carefully
15 research print tactics, such as run of paper ads,
16 direct mail postcards, coupon book ads, et cetera.
17 In Fiscal Year '18-'19, FTRI also w tnessed
18 the potential of digital advertising, which
19 i ncl udes social nedia and email marketing, which we
20 al so count our FTRI newsletter as part of that
21 emai | marketing.
22 In Fiscal Year '18-'19, FTRI saw the cost per
23 contact of newspaper insert advertising increase,
24 whil e seeing the cost of digital advertising remain
25 st abl e.
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1 Continuing on to the next slide with

2 advertising planning considerations. Daily netro

3 newspaper markets continue to see decline in

4 traditional in-hone delivery print subscribers.

5 The digital plus Sunday only print option is

6 glowing in popularity, and FTRI nust adopt.

7 Previ ous FTRI newspaper advertising has been

8 limted to areas around RDC | ocations. Thus, FTRI

9 has not advertised in several |arge population

10 areas for several years. Digital advertising was
11 not depl oyed in these areas for the sanme reason, we
12 did not have enough resources to serve the

13 anti ci pated demand because there were no RDCs in
14 that -- in those areas.

15 Launch of the new on-line application process
16 i nproves FTRI's ability to serve clients renotely
17 in areas where no RDC is wthin a reasonabl e

18 di stance, which we count as 50 mles, you will see
19 here, but | daresay 50 m ght be too far for sone
20 people to travel.

21 FTRI will advertise to those underserved

22 communi ties and popul ations in fiscal year '19-'20.
23 And that process is still new, referring back to
24 the stream ined and i nproved on-line application
25 process, which we are neeting about it this week,
114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Debbie Krick



20

1 and it's undergoing revisions as we speak.

2 The next point, African-Anerican and Spani sh

3 speaki ng popul ati ons have been identified as being

4 hi storically underserved by FTRI, and future

5 advertising will seek to reach them

6 Continuing to the next slide. FTR's foray

7 into the digital advertising world was extrenely

8 i nformati ve and showed promi sing results, along

9 with sone chall enges. The challenges are being

10 addressed as they are discovered.

11 According to industry experts, FTRI wl]l

12 benefit froma nultinmedia Omi Channel approach to
13 advertising and marketing for fiscal year '19-'20,
14 where both print and digital advertising are

15 utilized, making the consuner journey seanl ess and
16 consi stent across their desktop, their tablet and
17 their cell phone.

18 A pilot Omi Channel marketing canpaign is

19 bei ng tested by one of the FTRI RDCs, but it is too
20 soon to gauge the results of that test because it
21 concludes at the end of April.

22 Digital marketing is definitely the way of the
23 future, but it is also tinme-consumng. The forces
24 that dictate the terns of the industry are

25 constantly evol ving, which inpacts adverti sing.
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1 FTRI will devote resources towards nmanaging this
2 I nportant and ever-changi ng aspect of our
3 oper ati ons.
4 For the first tinme ever, during the first half
5 of Fiscal Year '18-'19, internet social nedia was
6 t he second nost popul ar referral source given by
7 applicants conpleting an application request form
8 on-line at FTRI.org. As an indicator, that is
9 considered a significant one.
10 And the next slide is just a screen shot that
11 shows where the application request -- and for
12 those who aren't famliar, that's the first step of
13 consuner or a client would take to receive one of
14 our phones, is they would go either on to our
15 web -- we are talking website. They will go to our
16 website, and there is a formthat they fill out
17 t here.
18 We call that the application request. It is
19 not the application, but they are asking for the
20 application. And that starts themon their
21 journey. And we count those, and we count them
22 agai nst our advertising efforts. And so this is
23 how we can determ ne, ooh, |ook, there is sone
24 potential here.
25 Going on to the next slide, and follow ng
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1 al ong the thenme of sone of the discoveries and
2 | earni ngs that we experienced. W discovered that
3 application requests don't always result in a
4 correl ati ng nunber of new client services. And we
5 go to great lengths to try and figure out why so we
6 can figure that out.
7 Applicants do not return a conpleted certified
8 application to FTRI. That is the nunber one reason
9 people don't finish this process. And why is that?
10 Many of them don't have access to a conputer,
11 scanner or email to process the electronic version
12 of the application form or they don't have nedi cal
13 care. They don't have hearing aids. They can't
14 prove that they have a hearing |oss renotely by
15 mai |, because they don't have docunentation for
16 that. They have no history of having ever been
17 screened, so we can't even ask themfor an
18 audi ogr am
19 And a great many of our clients need soci al
20 wor kers or other assistance to fill out the
21 application form Many are people who |ive here
22 alone in Florida. Their famly are up in other
23 states. And unless they qualify for sone sort of
24 services, they don't have them but that doesn't
25 nean they can still manage sonething like this. So
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1 we see a | ot of people fall through that gap.

2 W' ve tal ked about the RDC network, so the

3 next bullet point, applicants aren't able to visit

4 an RDC, the regional distribution center network

S across Fl ori da.

6 We think -- we know that there is sone

7 opportunity there, but what do you do when a

8 client, they don't drive. They have no

9 transportation access. They can't get to the RDC,
10 they live too far away, even though they drive,

11 it's 75 mles. It's too far. W do have a |ot of
12 nedically frail and honebound peopl e who cannot get
13 to an RDC, or they want to wait for the right tine
14 intheir life. You know, they have got stuff going
15 on, and they put the flier on the refrigerator, or
16 they took a screen shot of the digital ad, and they
17 said we wll get back to that |ater and they just
18 didn't.

19 And we've learned that, in this pink

20 hi ghl i ghted box, which isn't pretty, because it

21 tal ks about our inability to close these sales, but
22 we are tal king about that so that we can address

23 t hem

24 We know we need to inprove our application

25 request process, and we are trying to | ook at our
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1 comruni cations to applicants to nake sure they stay

2 engaged and they don't drop out of the process.

3 So, again, we are neeting this week about this. W

4 are aware of it.

5 So what's going to help with the print side,

6 and what will boost the print side is digital

7 advertising. So FTRI will continue using digital

8 advertising in its marketing plan, building on

9 | essons | earned in Fiscal Year '18-'109.

10 W will use digital advertising tactics to

11 i ncl ude retargeted display ads on websites. Wat
12 that neans is that when sonebody visits FTRI.org

13 and they poke around for a little information but
14 they don't conplete the application form we wl|
15 serve theman ad later. That's called a

16 retargeting ad. It will follow them around the web
17 until they cone back to our page and conplete that
18 pr ocess.

19 And that is one of our nunber one successf ul
20 tactics in digital advertising, is that

21 retargeting. W found that people spend over two
22 m nutes on our product page on-line. So they are
23 doi ng sone research before they pull the trigger.
24 Geofencing allows us to put a fence around --
25 l"msorry. Yes, sir.
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1 MR, FORSTALL: Excuse ne, is two mnutes a | ot

2 of tinme? |Is two mnutes a good thing to be

3 spi nning on the product page?

4 M5. MORAN. COh, yes, | amsorry. Yes. Yes.

5 You all said, two mnutes? Yikes. The

6 average visit to a web page can be neasured in

7 seconds, five seconds, 30 seconds, 15 seconds,

8 because peopl e pop up the page and, go nothing

9 there, nove on. They bounce.

10 And so what we are find sonething that people
11 pul | up our page when they are led to it,

12 especially when they've clicked on to a digital ad
13 and it brings up, and they say, oh, look at this

14 Facebook ad. It shows a pretty phone. | |ike that
15 phone. They click on the ad and they land in our
16 | andi ng -- excuse ne, on our website. And what we
17 are finding is that instead of going, yeah, this is
18 an ad, boom and they | eave, they spend two m nutes.
19 They poke around.

20 W can track them W can see where they go
21 on our site. W can see that they are doi ng sone
22 research before they are ready to make the

23 purchase. Now, granted there is no noney invol ved,
24 but it's the sane principles involved. Research.
25 Becom ng confortable. Building trust. | have
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1 never heard about this. This can take severa
2 visits to our website.
3 And hence, our desire to pronote FTRI's
4 connection to the PSC nore strongly, and our desire
5 to use the PSC | ogo, and to have the PSA, because
6 we want to help the consuner build that trust nore
7 qui ckly and say, oh, yeah, it's a state agency
8 affiliation, they nmust be legitimte. This can't
9 be a scam W do have to fight that battle. So
10 t hank you, Janes, for pronpting ne on that one.
11 Geofencing, that allows us to put a literal
12 digital fence around a | ocation for a specified
13 anmount of tinme. And anybody who wal ks t hrough t hat
14 fence, so for exanple, we put a geofence around
15 Costco. And anybody who wal ks t hrough Costco, in
16 that door, and their location finder is still on on
17 their phone, there is a very strong |likelihood that
18 they will receive a digital ad on their phone, or
19 it will show up on their desktop, because it
20 crossed channels. It will go wherever they are.
21 And it may occur a day after they go to Costco. It
22 may occur up to 30 days.
23 And these are also turning out to be very
24 effective advertising tactics for us, because
25 peopl e, when they are going to Costco, you do know
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1 Costco sells hearing aids, and it attracts a |arge
2 senior population. So that's one of the things we
3 are hoping to get hearing aid users and nmake them
4 aware of this programthrough that.
5 Key word paid search is another tactic that
6 works. That's sinply doing a Google search.
7 Heari ng plus aids, when people search that, hearing
8 plus aids, up pops FTRI in their Google search.
9 They are not |ooking for us because they don't know
10 about us.
11 So we do al so use, of course, key words that
12 tal k about anplified phones, and hearing | oss, and
13 sone generic terns. W can nonitor that
14 performance as well.
15 Targeted emai |l canpaigns. This is sonething
16 that we haven't realized the potential of in the
17 previous fiscal year, and hope to in the com ng
18 fiscal year. W are doing sone of that now with
19 emai ling our FTRI newsletter to our FTRI clients
20 and people who express an interest in receiving it.
21 But we al so have the ability to talk directly to
22 certain service providers. For exanple, if we
23 wanted to send targeted emails to physicians who
24 specialize in a certain thing, we can do that.
25 There is all kinds of ways that we can use targeted
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1 emai | canpai gns.
2 Soci al nedia canpaigns. | amgoing to be
3 honest wth you, that was a bit of a lift for ne to
4 t ake on, because | amnot well versed in social
5 media, and | wasn't at the outset of this, but |
6 can assure you | have had a very interesting
7 journey, and | have | earned a great deal.
8 And social nedia, as | was explaining to sone
9 of nmy coll eagues today, is not set it and forget
10 it. And that is one of the things we have | earned
11 about digital advertising and social nedia
12 canpaigns in the previous fiscal year. They take
13 time to manage, and | do go on to talk about that a
14 bit.
15 And the FTRI newsletter, we just started that
16 again this fiscal year, '18-'19, and it had been
17 asleep for a while. And that seens to be doing a
18 good job for us in terns of fulfilling our
19 obligation to educate the public; provide not only
20 i nformati on about the phones, but about hearing
21 | oss, technol ogy, safety tips and that sort of
22 t hi ng.
23 And so you can go on to the next slide to see
24 the display ads on the websites. | don't have a
25 page nunber, so | apologize. They are served to
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1 people who visit the FTRI website. So this is an
2 exanple of a retargeting ad. But they can al so be
3 targeted to specific popul ati ons.
4 The click through rate is perform ng above the
5 nati onal average of .07 to .10 percent. Qur click
6 through rate is really high. This is ideal for the
7 growi ng nunber who view ng adds on cell phones.
8 They click on the ad to call FTRI because they can
9 just click on the ad and make the call, or they can
10 just click on the ad and fill out the application
11 form
12 This type of advertising is performng well
13 for FTRI. Traffic to our website is up over
14 300 percent fromlast year, public website.
15 300 percent. That's pretty significant.
16 And if you look at the pictures to the right
17 of that box, you will see that they are
18 targeting -- you have got what |ooks |like a
19 caregiver with a patient; what | ooks |ike a
20 grandfather and potentially a grandchild; famly
21 phone calls. Al the nessaging is slightly
22 targeted to appeal to different audiences.
23 The next slide talks a bit about geofencing.
24 And there is a screen shot fromone of our
25 anal ytics reports that we have access to fromthe
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1 vendor, and it shows us the |ocations where people
2 are clicking, they are being served as, and where
3 they are responding to them
4 And we are using this now to pronote specific
5 FTRI events, or when an FTRI event is happening, we
6 are not using the geofence to pronote it, but we
7 are capturing potential future clients through it.
8 We can target specific |ocations, such as
9 senior living centers, assisted living centers --
10 excuse nme, senior centers. And as | have nmentioned
11 a fewtines, this tracks cross device activity. So
12 sonebody could get an ad on their phone, but then
13 | ater on they are on their desktop or their tablet
14 | ooking at a website, and they may be served an ad
15 on there as well. The ads won't be limted to just
16 their phone because that's how the contact is nade.
17 And again, we are experiencing an average
18 click rate of 20 percent versus an industry
19 standard of .07 to .10. So people are respondi ng
20 to these ads.
21 The next page talks nore in detail about the
22 key word page search, and it gives you a screen
23 shot of sonebody who has put in the Google search
24 ternms, anplified phone for hearing inpaired
25 Fl ori da.
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1 Now, granted that's very specific search
2 terns. And as | nentioned earlier, our nore
3 successful search terns are hearing plus aids. So
4 | pulled this one up because if | put in hearing
5 plus aids, | amgoing to get different results
6 because of ny search history in Google. And that's
7 because when you type in words, Margaret Lynn, for
8 your search terns, and | type in words, they nay
9 not -- we nmay not end up with the sane results on
10 our screen. So it's one of those variabl es that
11 we' ve | earned about .
12 But as | said, hearing plus aids really hel ps
13 peopl e because they are obviously |ooking for
14 sonething related to hearing | oss and technol ogy,
15 and then they find out about another piece of
16 technology. And as | said, it drives traffic to
17 our website. And once they are there, we can see
18 where they go, and they can be served with a
19 retargeting ad so you have them cone back.
20 Sorry, | keep hitting the m crophone.
21 The page after the key word page search slide
22 tal ks about the targeted email canpaigns, which |
23 have spoken about a bit already. And again, going
24 af ter physicians, we, of course, do target
25 audi ol ogi sts and hearing aid specialists in terns
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1 of marketing and nessagi ng, but we are not the only
2 phone providers out there talking to these people.
3 So we had M. Bates, | believe it was, talk
4 about the FCC update, and nentioned |IP CTS stuff
5 that's going on there. WlIl, that inpacts FTRI
6 when we are marketing to audi ol ogi st and hearing
7 ai d specialists because we cannot begin to conpete
8 with the marketing magic that they are able to
9 shower on this popul ati on of service providers.
10 They spend | ots of nobney on courting them and we
11 can't do that.
12 We also are learning that the technol ogy that
13 the clients are purchasing there, it neans that
14 they may find sonme of our options, our phone
15 options not really relevant to them but yet, we
16 have a whol e category of people that don't ever
17 seek treatnment for their hearing |oss. They never
18 go get their hearing screened. They never get
19 hearing aids. They can't afford it. And so those
20 folks may still receive nedical care at their
21 general practitioners, their PPP, those are the
22 next round of nedical people that we want to | ook
23 at, so we can talk to those popul ations that aren't
24 going to be exposed to any technol ogy nessage by
25 goi ng to an audi ol ogi st because they don't go.
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So when | amtal king about the targeted in the
emails, that's the angle that we want to go with
t hat .

Yes, Janes.

MR, FORSTALL: | would like to add to that,
when Elissa was tal king about the I P CTS, working
wi t h audi ol ogi sts and hearing aid specialists, what
we have found, not just in Florida but nationw de,
i's the audiol ogi st or hearing aid specialist, once
they find out clients may not qualify for the IP
CTS program because maybe they don't have internet,
they do not nmake the referral to the State program

So that's the problem And we've tried real
hard to address it. W just don't have the
resources to do what really needs to be done to
reach out to these audiol ogi sts, because they don't
tell them about the | andline CapTel, so people
aren't aware that this is available through the
FTRI program So we do run into that situation.

M5. MORAN: Thank you, Janes.

And as referenced in the bar on the | eft-hand
side, we did not realize the potential of the
targeted emai|l canpaigns. W did not have the
resources to do so, but that is our intention for

fiscal year '19-'20, is to be able to incorporate
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1 that into our operations.
2 The next page tal ks about Facebook soci al
3 media. |If you think that old people aren't on
4 Facebook, you are crazy. R ght? So our
5 denogr aphi cs show t hat Facebook has been
6 surprisingly successful in reaching new people and
7 communi ty partners.
8 And it's not just for young people any nore.
9 Qur reporting shows that our Facebook ads are
10 delivered primarily to wonmen over the age of 65.
11 That's the sweet spot for us. W have the
12 capability to target recipients with precision in
13 Facebook.
14 So this is the -- because Facebook does
15 collect all this denographic, it's very --
16 denographic information rather -- it is a very
17 useful tool for advertisers that want to advertise
18 directly to certain popul ations and not broadly.
19 So we are making use of that. And the types of
20 posts that receive engagenent al so give us
21 i nformati on about who's interacting with our page.
22 So as | said, the seniors are increasingly
23 usi ng Facebook to get stay connected to friends and
24 famly. Social nedia also reaches the service
25 provi ders and caregivers and fam |y nenbers.
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1 So we are still seeing this as print and
2 newspaper still hitting the actual grandparents and
3 ol der folks, but the digital and the social nedia
4 also is going to talk to their caregivers, and
5 their famly nenbers, and their service providers.
6 So that's a good way to approach this, so you have
7 got all parties knowi ng. Because you are also
8 tal ki ng about people who are social workers and
9 have clients and patients who will benefit from our
10 program so we want themto know about it.
11 And we can use Facebook, which we have, to
12 pronote specific events, |ike the RDC from
13 Lakel and, when they are at the Strawberry Festi val
14 and they wll be doing a hearing screening and
15 doi ng a phone distribution, that's a great posting
16 for Facebook that then gets shared out and people
17 show up at the Strawberry Festival for their phone.
18 And just sone denographics, on the left-hand
19 side, you can see the circles, the three circles,
20 I npressi ons served by age and gender, the nunber
21 one group that's receiving our ads is 65, fenale.
22 And then you can see a nice -- at the bottom the
23 bottomring -- a nice breakout of the types of
24 activities that people are doing when they are on
25 our Facebook page, and that we can work wi th that
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1 and take advantage of it.

2 On the next page, it talks a little bit nore

3 about the Facebook statistics. And | tried to draw

4 arrows that weren't too bl ocking, but the click

5 through rate, which is a really inportant neasure

6 in digital advertising, we experience a click

7 t hrough rate, neaning that sonebody saw the ad and

8 went, huh, boom and clicked on it. Not just

9 | ooked at it, but clicked on it and ended up on our
10 websi t e.

11 That is a -- that 1.5 percent -- 1.56 percent
12 Is way above the industry average of .90 percent.
13 So we've got people who are interested. They see
14 our add and they go, ooh, that's cool. | want to
15 know nore about that. Wich is exciting, because
16 then they get our website and we can talk to them
17 And agai n, another exciting thing about

18 Facebook is it can reach -- and digital -- is it

19 can reach beyond our RDC network, which is

20 inmportant for us to do. It also has a | onger

21 lifespan in ternms of it can be shared in talking

22 | onger lifespan in terns of sonmething can go and go
23 and go and go, and be posted and reposted, and our
24 name can be attached to it every tinme it's shared
25 al ong.
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1 But we are still working on how to nmaxim ze
2 all of these processes. And that's -- that one
3 takes sone tine, nmanagi ng the Facebook page. And
4 if you don't put the tine into it, it doesn't pay
S back.
6 The next slide tal ks about service provider
7 visits equals social nedia content.
8 Service provider visits in Fiscal Year '18-'19
9 di d not produce the desired results. Ceneral
10 consensus i s that many audi ol ogi sts and hearing aid
11 speci alists choose to refer clients to PT CTS
12 prograns instead of FTRI, CapTel, CaptionCall and
13 ClearCaptions. | think Janmes touched on that with
14 hi s coments.
15 Fiscal year '19-'20, FTRI will shift focus
16 towar ds gat hering social nedia content fromthe
17 RDCs for use in FTRI marketing. dient
18 testinonials, tips fromthe field, stories of
19 col I aborati on between RDCs, et cetera, these are
20 t he conmponents of an advertising strategy that
21 resinates with our clientele. They |like to hear
22 your stories.
23 | was -- | received a post in ny feed that |
24 shared to the tel ecommunications relay page, and it
25 was a worman who's in hospice care, it may have cone
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fromthe FCOA, and she -- all he she wanted before
her | ast days was to dress up in a beautiful gown
and have beautiful pictures taken of her. | am
going to cry saying this. | amgoing to cry. And
t hat went on Facebook, and | shared it. And that
post received so many |likes and so nmany shares.

It had nothing to do with phones. It had
nothing to do with hearing loss, but it had to do
wi th humans and enotion and connection, and that
really resinated with our people. So now they
think FTRI -- FTRI is not just, oh, the phones, the
phones, the phones, FTRI is about, oh, look there
Is a beautiful -- look at that beautiful woman, oh,
this beautiful -- there is a video about sone park
sonewhere that we should go see.

So you bal ance entertai nnent, education,

i nformati on, and you are building partnership and
bui |l di ng community, and it's working; but again, it
t akes sone tine.

So |l want to enlist the RDCs in hel ping
because, as Janes pointed out, the audiol ogists and
hearing aid specialists used to be a great resource
and a good referral network for us, but it's not
there anynore. So what do we want to do? |If we

work with social nedia, great. |If the RDCs they
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1 keep going to the audiologist's office and they
2 still don't get referrals, why are we going? Wy
3 are we doing this? So how about, instead, the RDCs
4 go do sonething fun out in the community, and they
5 take pictures of it and we turn it into a Facebook
6 post, and then it reaches people beyond the hearing
7 ai d specialist and audi ol ogi st network, which is
8 limting.
9 W are wanting to experience the traction that
10 you get fromdigital stuff that we didn't froma
11 strai ght service provider visit one tine, because
12 the I P CTS fol ks, they go weekly. They go weekly.
13 Those field reps go weekly, if not -- well, maybe
14 nont hl y, dependi ng, but weekly to nonthly to visit.
15 W can't do that. W don't have the resources for
16 it.
17 So you w Il be seeing nore shift in fiscal
18 year '19-'20 towards gathering social nedia content
19 fromthe RDCs so we can use it in the marketing.
20 And we are hoping that this will have nore traction
21 t han bangi ng our heads against the -- excuse ne,
22 t he audi ol ogi st' s door.
23 Don't get nme wong, please, | want to clarify,
24 there are audi ol ogists and hearing aid specialists
25 that do refer to FTRI, and do support us. There
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1 are sonme out there. But | was at a conference of

2 audi ol ogi sts, only audiologists, and an I P CTS

3 provider did a presentation on the caption

4 t el ephone and then took questions fromthe

5 audi ence, and one of the questions was, what do |

6 do for ny patients that don't have internet? And

7 the response was, well, see if you can negotiate a

8 deal with the cable conpany. See if you can

9 negotiate a deal with the landlord. See if you can
10 negotiate a deal -- see if you can get reduced

11 service. Check out Lifeline. No nmention of the

12 anal og- based State phone when they had assured ne
13 prior to their presentation they woul d be delighted
14 to nention the State program But here was a

15 question fromthe audi ence that pronpted them

16 shoul d they have forgotten to do so and they did

17 not .

18 So that is what we are up against, is that

19 they are really not pronoting FTRI to the degree we
20 would like. So we are switching to social nedia.
21 If | do send -- excuse ne, if | do send an RDC
22 to go visit an audiologist, then it becones a

23 soci al nedi a post as opposed to a service provider
24 visit, whichis a formthat's filled out and signed
25 and nobody sees it. So now it becones a soci al
114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Debbie Krick



41

1 nedi a post, and it's a story, and people share it,
2 and | sorry for the people on the phone and | just
3 banged the m crophone.
4 Anyway, so to carry on to the next slide. The
5 FTRI newsletter. | don't know how | ong that had
6 been dormant, but as Janmes nentions, | have been
7 with FTRI about three years now, and it was not in
8 exi stence when | started. It had -- was one of the
9 things that had to be given up. But we've swtched
10 it to an electronic version, and it goes to over
11 30, 000 subscribers on a nonthly basis.
12 And as it says here, it features informational
13 articles designed to education the public on
14 matters related to hearing |oss, technol ogy, et
15 cetera. W have found it's been instrunental in
16 reaching dormant clients that have ol der phones,
17 and we still had their contact information, and so
18 t hey' ve been contacting us saying, oh, great, |
19 need a new phone. | have got an XL40, they stopped
20 maki ng that thing five years ago.
21 And then the client responses have been
22 positive and heartwarm ng. This is an actual
23 response that | put on the page here. This is -- |
24 couldn't put themall, but it is interesting, and
25 it's all about engaging. |It's all about engaging
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1 the public and engaging the clients, because that's
2 a story they tell their friends, they tell their
3 famly. W need this.
4 So noving on, now we are sort of noving down
5 with -- we are done with digital. Now we are
6 tal ki ng about the RDC outreach agreenent. This
7 woul d be pertaining to the outreach efforts that
8 each individual RDC does and we are funding it.
9 For '19-'20, FTRI proposes to continue the
10 events request application process in its current
11 format, with the intention to all ow RDCs
12 flexibility in conducting outreach that best suits
13 their agency's ability to recruit new clients.
14 Enphasis on recruiting new clients al ways.
15 RDCs apply for funding by posting events
16 t hrough the outreach cal endar as part of the
17 approval process. FTRI reviews past activity
18 reports to determ ne whether an outreach
19 application will be approved. FTRI reserves the
20 right to approve, deny or negotiate applications.
21 RDCs nmay conduct presentation distributions,
22 exhi bit distributions, service provider visits or
23 proposed ot her outreach ideas.
24 That approach -- this one is the sane one that
25 has been used for several years now. However, the
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1 agenci es that conprise the RDC network are
2 experiencing their own chall enges which inpacts
3 their ability to support their RDC outreach
4 contracts, and declining client service nunbers are
S a result.
6 And so because of what we are seeing happening
7 across the state, FTRI is concerned about the
8 health of the existing RDC network. Over the | ast
9 several years, the nunmber of staff and staff hours
10 all ocated to FTRI program have di m ni shed.
11 FTRI encourages and coaches the RDCs with
12 I ntensi on of hel ping themget out there in the
13 comunity. Sone RDCs are unable to conduct
14 outreach events even with FTRI's support.
15 We know from many years of experience worKking
16 with FTRI clients that face-to-face outreach is one
17 of the best nethods of reaching them Gaining
18 their trust is not easily acconplished through
19 advertising alone. Face-to-face.
20 FTRI is reevaluating the situation and giving
21 serious consideration to changing sonme outreach
22 net hods, along with a revised fee schedule to
23 further engage RDCs.
24 Any reductions to the RDC contract budgeted
25 amount coul d worsen the situation outlined above.
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1 It could also threaten the public's access to

2 services. RDCs could choose to not conduct

3 outreach activities due to stagnating contract

4 terms. And if that were to happen, know ng what we

5 know about audi ol ogi sts and hearing aid

6 specialists, that's drying up, so if the RDCs

7 aren't out there, how are peopl e having that

8 face-to-face conversation?

9 Moving on to the next slide. It talks a

10 little bit nore about the RDCs and the inportant

11 role they play in reaching potential clients, but
12 they are finding it challenging to fulfill their

13 FTRI expectations with conmunity outreach.

14 The graph bel ow shows a year-over-year

15 conpari son. And | apol ogize that as you go on the
16 colors aren't great. But if you look at the top

17 line, that's the year 7 -- it's the sanme sni ppet of
18 time. It's an odd tinme shot, but | did it the sane
19 so it would be an apples to apples conparison. So
20 fromthe start of the year through April 15th,

21 that's the time period, July 1 through April 15th.
22 So the top line is fiscal year '13-'14. The second
23 line is '14-'15, and so on.

24 So you can see in '14-'15, we had areally big
25 spi ke of events. And then from-- what happened in
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1 "17-'18? It went way down. And that is due in
2 | arge part to things that were happening at the
3 RDCs that were beyond our control. So they have
4 sonmeone go on maternity | eave, and the program
5 shuts down; or they are noving, they had a fl ood,
6 t hi ngs happen, and it inpacts their day-to-day
7 busi ness, which inpacts our day-to-day business.
8 And it inpacts our nunbers. And then the next
9 fiscal year, we | ook back and we go, ooh, what
10 happened? It wasn't us, but it still inpacts us.
11 The next slide does a bit of different
12 conpari son about tying the nunber of outreach
13 activities to the nunber of new clients and the
14 total services. So we not -- we | ook at new
15 clients as being inportant to growi ng a program
16 bri ngi ng people in as they age into needi ng us,
17 that sort of thing, but at the sane tine, we have
18 existing clients, as | said, who may have an ol der
19 phone, maybe their hearing has changed. That
20 happens a | ot.
21 Hearing tends to not get better over tine. It
22 tends to get worse. So it's not surprising for
23 soneone to need a different, nore powerful phone,
24 and so the total services is inportant because it
25 captures that activity, and then the new clients
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1 bei ng i nportant.
2 So again, the top two bars, where we had a | ot
3 of new services, and we had good nunbers of new
4 clients, over 10,000, and we had outreach events,
5 it'"s not as big a bar, but it -- we -- you could
6 still see, going down conparing it to the
7 subsequent years through this year, the nunber of
8 outreach events shrinks. Well, guess what, the
9 nunber of new clients and total services shrinks.
10 That's retail 101. You don't have enough staff to
11 keep your buil ding open, you are not going to nmake
12 sales, and that's what we were experiencing.
13 That's what we were experiencing.
14 Going on to the next slide. This is -- well,
15 talking a little bit nore about the RDC network,
16 and why we really want to invest in them W
17 really want to make sure we are taking care of them
18 and giving themwhat they need because it | ooks
19 like -- if you ook at the map, it |ooks |ike,
20 whoa, we've got RDCs everywhere. They are
21 everywhere. But then if you | ook at the next
22 slide, I went through and broke down each RDC in
23 nore detail.
24 So here's the question, is it possible to
25 serve three mllion people across 65,000 square
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1 mles with 29 people who are trained to do that

2 work? That's all that exists right now that are

3 trained to do FTRI work in the state of Florida.

4 Al so note the | ack of Spanish and Creole

5 speaking staff across all the RDCs, and that's a

6 reference to the chart to the right, where | am

7 tal ki ng about not just the staff, but what other

8 | anguages do they speak so they can serve

9 non- Engl i sh speaki ng clients?

10 And as you can see, there are |arge areas of
11 the state wi thout any represen-- RDC

12 representation. Even though Lake Ckeechobee is not
13 on this map, and we all knowit's pretty big, and
14 takes up a big circle in the |lower part of the

15 state, there is still a lot of real estate that

16 doesn't have any RDC representation in it, and we
17 want to address that.

18 Clients in these areas without any RDCs are

19 currently served by mail, email or FAX from FTRI in
20 Tal | ahassee. And this poses a service barrier to
21 many of them They have limted resources, and it
22 adds -- it takes a lot of tinme. It adds to the

23 processing tine.

24 And agai n, we are hoping the enhanced

25 application request process wll provide sone
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1 relief; however, it won't address the concerns

2 related to ensuring adequate public access to this

3 publicly funded program And that's ny background,

4 so that's always going to be really inportant for

5 nme, is that we want the public to have access to

6 this program They are paying for it.

7 Next sli de.

8 Qutreach sunmmary. FTRI will continue

9 newspaper advertising in areas where it nmakes sense
10 to do so based on cost and response rate. Direct
11 mail will also be considered.

12 The RDC network will continue to play a vital
13 role in FTRI outreach and client service delivery.
14 FTRI intends to support this work through the RDC
15 outreach contract. Some nontraditional approaches
16 may be considered according to our ability to reach
17 clients.

18 FTRI will continue a conprehensive digital

19 advertising and soci al nedia nmarketing camnpaign

20 with the understanding that this project will take
21 not abl e resources. None of these nethods are set
22 it and wal k away projects. Constant analysis plays
23 a vital role here.

24 Flexibility is inmportant as industry and

25 mar ket pl ace i nfl uences inpact FTRI prepl anni ng and
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1 execution, recognizing trends and striving to act
2 on them accordingly will be crucial to maxim zing
3 outreach and advertising doll ars.
4 As always, results will be neasured, reported
5 on and incorporated to i nmediate and future
6 pl anni ng.
7 That concl udes the outreach portion.
8 MR, FORSTALL: Thank you, Elissa, for the
9 t horough expl anati on of the outreach proposal.
10 The next slide is Category V, the general and
11 adm ni strative. The proposed budget for Category V
12 is $957,820. And FTRI does budget for nine
13 full-time staff individuals.
14 And that's the conclusion of ny report. W
15 will open it up for questions.
16 MR, WLLIAVS: Are there any questions from
17 any of the participants on the |line?
18 M5. BROWN: Yes, | do. This is Mrgaret
19 Brown. | am one of the RDCs.
20 Eli ssa, can you tell nme when this
21 i nformation -- when you put together the staffing
22 on that, when that was coll ected?
23 M5. MORAN: | would have to | ook at ny
24 conputer to | ook at the preferences to see when |
25 put that file together.
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1 M5. BROWN: Because the only reason | say is
2 we have continuously had about -- we have two
3 full-time, we continuously have about maybe five or
4 six staff that are trained, as well as we are
5 trilingual, so we speak Spanish, Creole, ASL, as
6 wel | as, obviously, English. So we've had that now
7 for alittle bit. | nean, it's been well over a
8 year now. That's why | was curious about the
9 accuracy of the infornmation.
10 M5. MORAN: Thank you, Ms. Margaret Brown. |
11 wi | | adjust ny spreadsheet accordingly.
12 M5. BROWN: | appreciate that.
13 | guess one of the other questions that |
14 have, and | don't know if where it's going to
15 address. | think it's great, the presentation, of
16 greater social nedia in that | agree nuch of our
17 seniors are going on-line. But | do know that one
18 of the other things mght be, is there any pl ans
19 to, as far as on-line, expediting things that a | ot
20 nore is on-line as well as for recording purposes
21 for the RDC so that -- | know a | ot of tines we
22 have to submt the original paperwork and
23 everything that goes with that. |If there were a
24 way to verify stuff on-line and that we coul d
25 al nost go paperless on both ends and just have the
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1 el ectronic signature.

2 | don't know if that's sonething anybody is

3 | ooking into or -- because | do know that that's

4 one of the things that's kind of cunbersone for the

5 RDCs out here in the community, especially if you

6 are doing large nunbers |ike our RDC does.

7 M5. MORAN:.  Un- huh.

8 MR, FORSTALL: Peggy, this is -- thisis --

9 this is Janes. | wanted to respond to that

10 guestion, is that we have -- we are neeting this
11 whol e week to tal k about what we just tal ked about
12 in the presentation. And one of the things was to
13 nove forward and trying to get as nuch infornmation
14 on |ine.

15 We already do have a pre-fill opportunity for
16 the information fromthe client to be transferred
17 to a PDF file with it already prefilled. And the
18 next step was to see if we could automate the RDC
19 information as part of the certification process,
20 so that can be conpleted on-1ine.

21 So we are -- we are considering it and trying
22 to nove in that direction. So thank you for

23 bri ngi ng that up.

24 M5. BROWN. That would be great -- yeah,

25 Janes, that would be great, because | know one of
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the things that, you know, when it conmes to the end
and we are filing our report, there seens to be a
heavy anmount in paperwork, and understandably. |
nmean, maybe we haven't caught up there. | know our
own Broward County isn't even there yet with having
things on-line and billing.

So that's sonmething to ook into in the
future, I nean, | know Rick is on the phone too, |
am sure we would all support that.

M5. MORAN: Peggy, this is --

M5. BROMWN: | have one | ast question --

MR, WLLIAMS: Excuse nme. Excuse ne.

Ms. Brown, Elissa has a follow up.

M5. BROMWN:  Ckay.

M5. MORAN: Ms. Peggy, | just had a quick
question for you.

Are you tal king about client paperwork? Are
you tal ki ng about when you do your reconciliations
and your batch verifications, and all of that, you
want to do that on-line?

M5. BROWN: Exactly.

M5. MORAN. That's what you are tal king about?

M5. BROWN:. Exactly. Yeah, all the client
paperwork that if there was a way that a | ot of

that could be verified and done on-line and just
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1 submtted just by sinply transmtting it to you
2 el ectronically versus, like, all the hard copy
3 paperwork. | nean, we have to --
4 And again, | don't want to get into the weeds
5 because this is probably not what everybody wants
6 to be tal king about specifics. But, | nean, when
7 you think about the anmount of paperwork, and
8 everything |ike that, the scanning, and then
9 sending it off to you, it really is very
10 cunber sone.
11 MR, FORSTALL: Okay. W definitely wll take
12 that into consideration, Peggy. Thank you for the
13 suggesti on.
14 M5. BROWN: Yeah, since you are noving in that
15 direction, and | have one | ast question, and | know
16 that it's been many, many years since there has
17 been an increase in reinbursenent per tel ephone and
18 that. |Is there any projected change to increasing
19 t he anount of reinbursenents for phones for the
20 RDCs ?
21 MR, FORSTALL: We will definitely take that
22 back for consideration. But at this point, we have
23 not discussed it, but we wll take it back.
24 M5. BROMN: Okay. Thank you so nuch.
25 MR WLLIAMS: Are there any additiona
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1 qguestions regarding FTRI's presentation?
2 | have one. | just want to get clarification
3 on the slide, the table where you presented the
4 application request referral counts. | think
5 that -- that was a good | ayout of, | believe, where
6 the actual target audi ence requests are comn ng
7 from
8 If | understand it correctly, during the first
9 half of the current fiscal year, fromJuly 1st,
10 2018, to Decenber 31st, 2018, for the insert ads,
11 that represented 42 percent of the referral counts,
12 and then for the internet social nedia, that
13 represented 15.2 percent.
14 That -- to nme, that's a good presentation, and
15 I would ask -- it would be helpful if you could
16 continue to provide data on that, and nore on a --
17 over a longer period of tinme so we can see.
18 | nmean, obviously, | think you have presented
19 that you are having success with the internet and
20 the on-line. So I would assunme that this 15
21 percent is significantly higher than it was a year
22 ago?
23 M5. MORAN: This is Elissa. Yes, Curtis,
24 it's -- a year ago, it was zero.
25 MR, WLLIAVS: So, you know, going forward, |
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1 think if you can continue to present that, and even
2 increase the tine horizon from | think, six nonths
3 here to a wder period, that would be hel pful.
4 M5. MORAN: | woul d be happy to.
5 MR WLLIAMS: Thank you.
6 Are there any other questions?
7 On the outreach part, that was a very thorough
8 presentation, outstanding presentation, and very
9 i npressive and hel pful. And so, Elissa, however
10 you want nme to address you now, | will address you.
11 Based on that presentation, you know, whatever you
12 say, | wll go wth it.
13 At this tine, we are scheduled for a break. |
14 wi Il ask the court reporter if you want to go ahead
15 and take a break at this tine, or if you would
16 prefer to continue noving.
17 COURT REPORTER: We can go.
18 MR, WLLIAVS: GCkay. |If there are no
19 objections, we will work -- we will continue with
20 the neeting, and we will bypass the schedul ed
21 br eak.
22 At this tinme, we wll have a presentation by
23 Sprint Relay, M. Jeffrey Branch, on Sprint Relay
24 activities.
25 MR, BRANCH. So thank you, Curtis.
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1 Al right. So | guess we will go ahead and
2 nove forwar d.
3 So this is the sane agenda. Typically, when
4 we cone here, we want to tal k about the four
5 things, the RCC, the TRS, and the CapTel
6 statistics, the quality report or the outreach
7 report.
8 It's really interesting, because it seens |ike
9 this year, where a lot of FCCrule -- RCC, they are
10 just making sure that -- | have been busy reading a
11 | ot about a lot of different things, a lot of --
12 Yeah, and let nme just repeat what | just said.
13 This agenda is discussing five conponents, a TRS,
14 RCC, CapTel, Florida Quality Report and the Florida
15 Qutreach Expense Report. And it's just the, you
16 know, the activity, you know, since our | ast
17 report.
18 But before | begin, it's interesting, | was
19 saying that this year, there has been a |lot of FCC
20 reporting with regard to rul e-maki ng orders
21 happening. There has been a | ot of, you know,
22 readi ng bei ng done as well keeping up with all of
23 that, | think, you know, everywhere. There is a
24 | ot of rule-making going on. A lot of orders, a
25 | ot of comments, and a | ot of providers, you know,
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1 getting out there. A lot of consuners, you know,
2 feedback, so it's good that people are paying
3 attention to this, you know, in terns of what's
4 happening all over nationally and statewi de with
5 state reports as well.
6 And so it's -- it's good reading for all of us
7 to have the opportunity for -- and it's especially
8 i nportant for consuners to be involved in that
9 process as well. And, you know, to go to the
10 FCC. gov, you know, and find out all of this TRS
11 i nformation which is available there with regard to
12 rul e- maki ng.
13 And so that's really critical to be able to
14 | ook at that and nmake sure that we understand what
15 it currently happening, and we do that as well. W
16 have, you know, regular neetings. C audia Gordon,
17 she is responsible -- well, she is the |iaison
18 between FCC and Sprint. And, you know, we are
19 constantly -- she is constantly communicating with
20 us on different things that are going on, and it's
21 alot for us to read. Sonetinmes | don't understand
22 what they are tal king about and need clarification,
23 and so she will help us with that clarification
24 providing us with an explanation on what's
25 i nvol ved, and what's happeni ng, and so -- but
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that's -- that's been good. That's been good
because it keeps us on top of what's happeni ng.
It's interesting. So | just wanted to put that out
there and share that.

So now, back to ny presentation. So let's go
ahead and go to the next slide, if we can.

And this is the RCC mnutes. This is the
rel ay conferencing captioning. And we use the
mnutes -- this is usage mnutes. It -- we put in
three years of data. This is the last fiscal year,
and then the two years prior to that. And you can
see on the bottomthe years, the fiscal years
donat ed by FY.

So the green color is nostly the recent stats.
It's interesting, though, because we've gotten sone
calls, people asking about RCC. And so |, you
know, | provide themw th how to use RCC, and the
usage. And several of them have been connected to
web -- webinars, excuse nme, and where they are able
to call in and see the captioning.

And so that's been really interesting, the
usage in South Florida. They have asked for that,
and the university of Central Florida has asked for
that, those two areas. So it's been a really

Interesting responding to that and interacting with
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1 that, and being involved in that part.
2 And so with that being said, we can go to the
3 next slide.
4 The next slide is usage to date. You know,
5 like in our contracts, we have 30,000 m nutes that
6 are allotted for us to use, and that don't cost,
7 and that's involved with cost per mnute. It's an
8 annual allotnment that we get every year. And so it
9 starts on March 1st, and it goes until
10 February 28th, and then it resets again on
11 March 1st for the follow ng year.
12 And so if you look at this slide, you can see
13 the first year, we had sone real top nunbers, you
14 know, it goes all the way up to 14. But then
15 thereafter, | think that people were testing it,
16 and they were curious, and they were using it a | ot
17 in that year, and now that they have got nore
18 control, now we are, you know, we are providing
19 themwi th information, and they are, you know,
20 distributing information out to them and so you
21 can see the nunbers are leveling off. Like, for
22 exanpl e, |ast year, you can see there was a slight
23 I ncrease |last year, and then it |eveled off.
24 And then after that -- the next slide, let's
25 go ahead and | ook at that.
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1 This is TRS m nutes that you are seeing. And
2 it -- there is not nuch to comment on that. It's
3 the sane. You see that the usage fluctuates sone,
4 but then it levels off, but it's pretty nuch the
5 sane. W don't see a deep spike, or we don't -- we
6 see nore of a leveling off in terns of those
7 m nut es.
8 Let's go ahead and go to the next slide, if we
9 wi ||
10 This is the French session mnutes that you
11 are seeing. It's alittle less than |ast year, but
12 then it levels off. It continues to maintain.
13 Now, there is one spike that you are seeing,
14 and that was fromlast year. That was in the nonth
15 of October. And | think that some of you who are
16 new here, for you, this was fromone -- one website
17 posting health care in the nonth of Cctober. |
18 think that's the tinme for people to -- for open
19 enrollment. And so that was posted on our website.
20 And | think Blue Cross-Blue Shield did that. And
21 when that happened, people were on-line, and we
22 think that the nunbers that increased on that nonth
23 were a result of that information with regard to
24 heal t h care.
25 So we -- so we were able to -- you know, that
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1 was just like a short period, and that was, you

2 know, due to that. But we've contacted the -- but

3 we have a better explanation of what should be --

4 how this should be interpreted, you know, on the

5 entire website. But, you know, ever since then,

6 it's been -- it's been nmuch better, and it's

7 foll owed the other years, and we've seen it, you

8 know, |evel off.

9 kay. We can go ahead and go to the next

10 slide.

11 kay. So this is Spanish to English

12 translation. And we can see it leveling off, but
13 It was less than | ast year. Last year, it took a
14 little dip, but that's to be expected.

15 Let's go ahead and go to the next slide, if we
16 can.

17 This is speech-to-speech mnutes. And this

18 here is a reflection of this -- this year, you can
19 see there is nore speech-to-speech usage. | have
20 noticed that, from previous years conmuni cating

21 with you, Curtis, this one, we see it has sone

22 i ssues Wth msuse of services, and this is from
23 the Departnent of Corrections in Florida in areas
24 in Florida. And we -- we are going to address that
25 with the Departnment of Corrections. But it took a
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1 while -- it's taken a while for us to do that, to
2 contact, you know, who we need to, you know,
3 contact and put things in place.
4 But how this is used, it seens |ike, you know,
5 word of nmouth has gotten around to the correctional
6 facilities and, you know, so they -- now they have
7 to explain that a collect -- with a collect call,
8 you can tell themthat you have a speech-to-speech
9 relay call, and then they will go ahead and j ust
10 process that call, you know, w thout having to
11 connect to, you know, wi thout collection -- wait a
12 mnute -- wthout -- wthout -- the prison wll
13 make the call, the STS call wthout -- |ike
14 pretending that they -- that they have started
15 speech, but then when they connect then, you know,
16 they don't have any problemw th -- they don't have
17 any probl em connecti ng.
18 So they are looking at trying to avert that
19 abuse and to -- because -- so that collect call is
20 required for us to -- oh, but they get around a
21 collect call with speech-to-speech services, so
22 they are trying to, like, nonitor that and nip
23 t hat, uh-huh.
24 And so we have already addressed that with the
25 correctional institutes, and we noticed that this
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1 nonth, for the nmonth of April, we've seen a |ot of
2 I nprovenent in that. So we are going to keep an
3 eye on that, and continue to comunicate with you,
4 Curtis, about that.
S Next sli de.
6 kay. This is CapTel mnutes, intrastate
7 CapTel mnutes. And again, there is -- you can see
8 the spi ke conpared to | ast year and the last two
9 years. It seens to be expected. This is what we
10 forecasted. And there is sone transfers to
11 i nternet-based, that's what's happening there, so
12 it's the sane as before.
13 Let's go to the next slide, if we can.
14 This right here is just a sunmary of the
15 qualified report that we always, you know, continue
16 to nonitor, making sure that the operator neets the
17 standard FCC requirenents, and the State
18 requi rements as well. So that's been, you know,
19 doing pretty well conpared to 2016-2017, 2018-2019
20 just recently. | nean, it's going well.
21 Let's go ahead and go to the next slide, if we
22 can.
23 kay. So this is the CapTel. Before this,
24 you saw the TRS CapTel. It's literally the sane
25 thing. Sane information.
114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting

(850)894-0828 Reported by: Debbie Krick



64

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Let's go to the next slide.

There was an outreach expense report, yeah.
This one is the expense report that we do that we
work on with FTRI. And they do a fantastic job.
And we are, you know, we can see all of the events
outlined, you know, in their reports. Al the
websites. All the people who see the websites;
where they go to; the questions they ask; whether
it's, you know, on a desktop that they saw the FTRI
website and the different events, and, you know,
the RDCs, you know, that are | ocated, you know,

t hr oughout .

So it's alot of support. They provide a | ot
of resources and, you know, we need that to help
distribute the relay services. And so this is
the -- this is the top of what they do, and with
their equipnent, that's listed as well. And so
it's -- it's good for both of us, and I -- we here
at Sprint really appreciate FTRI's efforts and
their tine.

And t hat concludes ny presentation.

MR, WLLIAMS: M. Forstall has a question

MR, FORSTALL: If we can go back to the RCC
m nutes, usage of data. Was it the third or fourth

slide? That one right there.
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1 | want to nmake sure | understood you. Did you
2 say we have 30,000 mnutes available in the
3 contract for this year? Ckay.
4 MR. BRANCH. That's correct.
5 MR, FORSTALL: And if | look at this, if I am
6 | ooking at this, that neans that we left mnutes on
7 the table the last two years, right?
8 MR. BRANCH. Yes, that's right.
9 MR, FORSTALL: So of if | recall in one of ny
10 neetings, it mght have been the |ast neeting or
11 neeting before, | asked if it would be possible for
12 FTRI to make -- to publicize, let the comunity
13 know about this service. And | was told, I think,
14 about if | renenber correctly, not to, because we
15 didn't know if we would run out. But it seens |ike
16 the last two years, we are |eaving service
17 m nutes -- available service mnutes -- | don't
18 know how to say that right -- on the table. And
19 now -- and that's when it was at 15,000. Now we
20 got 30. W are not even getting close to it.
21 So it would probably be in the best interest
22 of everybody if we could pronote this, and | et
23 peopl e know about this service.
24 MR WLLIAMS: Yes.
25 M5. MORAN. Thank you, Curtis. This is
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1 Elissa. | have a question.
2 Jeffrey, | want to back to the RCC mnutes in
3 Florida in February, that spike of green. D d you
4 make a coment about colleges using this, the
5 i nquiries about it?
6 MR. BRANCH. Yes. There is a couple of
7 students that are using it for websites webinars.
8 Vell, | amnot sure if that was the reason for
9 that, but they -- they -- they were tal king, and
10 they were, you know -- and these students said that
11 they used the RCC in the past for the webinars. So
12 | -- | thought it was interesting.
13 M5. MORAN: So that -- thank you.
14 That raises an interesting question, if the
15 webi nar is hosted by the university, the university
16 Is obligated to nake that accessible to the
17 participants. Not us.
18 Not to say that we wouldn't, but if I
19 understand correctly, RCC m nutes were added to
20 relay contracts around the states, around the
21 country, to benefit people who are nmenbers of
22 organi zations |i ke Hearing Loss Associ ation of
23 America when they wanted to participate in
24 sonething |ike a chapter neeting, where there was
25 no ADA obligation to provide access. This was an
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1 i ndi vi dual group, so there was no way for themto
2 participate renotely, especially all -- the
3 Associ ation of Late Deafened Adults, they were a
4 driving force behind this, because a |ot of those
5 folks net on-line, or they net by phone because
6 they were -- especially in rural areas, but because
7 of that setting, there was no ADA responsible party
8 to provide the captioning.
9 So ny point to you, and to the PSC, is if
10 that's not the intension, if there is an ADA
11 obligated party that we are funding m nutes wth,
12 Is that sonething we are okay with? O should we
13 go back to the university and say, no, this is part
14 of making your university services accessible to
15 your students, whatever they need. You cannot | ook
16 to the mnutes that people who don't have that
17 opportunity would use these mnutes. |Is that -- do
18 you follow t hat?
19 MR WLLIAVS: Yes, | followit.
20 And to address that question, | would defer to
21 Sprint. The RCC, even though at the Conm ssion, we
22 are full any support of RCC, and we've actually
23 used the service.
24 We had a neeting about a nonth ago where we
25 actually used it, and we are | ooking to incorporate
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1 RCC nore into our neetings here, and sonme of the
2 things that we do here at the Commssion. |[t's
3 a -- there are sone technical issues that our
4 technical staff is looking at. But we fully
5 support RCC. It's a great service. But as far as
6 how the service is provided, it is not a part of
7 the relay contract with Sprint. Sprint is actually
8 offering the service kind of as a courtesy. So in
9 terms of how they provide that service, and offer
10 it, I would defer to Sprint.
11 M5. MORAN: Thank you, Curtis. | appreciate
12 that. And that goes back to Janmes' comment about
13 shoul d we publicize this?
14 But | think Jeffrey Branch wll recall, he and
15 I went back and forth through emails trying to
16 deci de whether we publicize it and run the m nutes
17 down so that they are gone, but we are six nonths
18 t hrough the year and there are no nore, or do we
19 just wait for word of nouth and hope that those
20 mnutes wll |ast?
21 And the m nutes haven't been the sane. |
22 think -- for sone reason, | thought they were | ower
23 in one of the years, and then they went up, that
24 we - -
25 MR, FORSTALL: This is total for the
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1 year -t o- dat e.
2 M5. MORAN: Not bill abl e, but avail abl e
3 mnutes. | may be -- | may be --
4 MR BRANCH. It's on the next page. |If you
5 flip to the next page, you can see the avail abl e.
6 That's the total right there, and that's -- | ook at
7 February.
8 M5. MORAN: But -- and so | was just curious
9 whet her that was sonething that we could
10 publicize --
11 MR. BRANCH. This the total nunber right here.
12 M5. MORAN. -- sonething that FTRI woul d want
13 to tal k about, but we want to do so naking sure
14 there is not all kinds of people pulling down that
15 pool of mnutes and there is really --
16 MR. BRANCH. -- there is 30,000 left.
17 M5. MORAN:  Anyway, thank you.
18 MR, BRANCH. If | may, | just want to, |ike,
19 comment, give you a little bit of history behind
20 t hat .
21 When we first -- wait, this was -- when we got
22 t he new contract, which we had 30,000. Prior to
23 that, it was 15,000, if you renenber. And then
24 prior -- yeah. And then so the first year, it
25 seened |like we were hitting our mark. W were
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1 comng up to close to 15,000 in the mddle of the
2 year, and so we were -- we were getting pretty
3 cl ose. And so when we got near that, we stopped
4 services, and so nobody was using that until the
5 follow ng fiscal year
6 And so sone peopl e approached us and sai d,
7 there is -- | nmean, RCC is not, you know, providing
8 any nore services. And we had to tell them no, we
9 stopped. And that was the point of renegotiating
10 that contract. So we started being nore careful in
11 terms of how we marketed and distributed that
12 i nformati on henceforth.
13 Now, we've got -- we want nore than, you know,
14 prior years.
15 COURT REPORTER: | can't hear.
16 MR, WLLIAVS: Excuse ne, M. Forstall, we
17 need you to speak into the mc, or turn your mc
18 on. Thank you.
19 MR. FORSTALL: This is Janmes. | asked Jeff,
20 when did the new 30,000 mnutes start, this year or
21 prior year?
22 MR, BRANCH. Ckay. This -- |ast year. Last
23 year was the first year when that started. And
24 this is the second year. This is the second fi scal
25 year now. W are going into -- this year will be
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1 the second fiscal year.
2 MR, FORSTALL: This is Janes agai n.
3 So if I amlooking at the chart, it |ooks |like
4 we | eft over 24,000 available billable m nutes on
5 the table. And | think we need to |let the public
6 know that it's avail able sonehow. It's a service
7 that a | ot of people can use, for sure.
8 Thank you.
9 MR WLLIAMS: | would -- | would nake a
10 coupl e of suggesti ons.
11 No. 1, | think, M. Branch, for the next
12 neeting, if you can provide a little nore detail on
13 sone of the -- sone of the things that Sprint is
14 doing to pronbte RCC, and how you go about
15 informng the public in Florida on the availability
16 of the service, that would -- that would be
17 hel pf ul .
18 And No. 2, if you can answer the question now,
19 or if you want to address it at that tinme, can you
20 provide just a little nore detail on sone of the
21 organi zations that actually use the service? You
22 nmenti oned sone, like the University of Centra
23 Florida, but if you can maybe provide a little nore
24 detail on who is actually using RCC
25 MR. BRANCH. Yes. | can provide that
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1 information at the next neeting. M only concern
2 about who is using the RCCis this is confidenti al
3 information, and so | want to be -- | want to
4 protect our consuners that are using it, that
5 particul ar service. There is a sticky line, and so
6 that's one concern.
7 But tal ki ng about how we advertise, and who we
8 target, and which groups are, you know, tend to use
9 our RCC services, that can definitely be provided.
10 So, you know, that will give you a general idea of
11 who's using the RCC servi ces.
12 But | nentioned UCF because they approached ne
13 and, you know, and they said, you know, we know you
14 provi de RCC, and so we had, you know, a nore
15 I n-depth discussion. So we have these people using
16 this and -- but we weren't exactly sure, you know,
17 SO -- but they had pulled up the information. But
18 we want to protect their confidentiality, you know,
19 so we don't want to tal k specifically about who
20 wi thin that organi zati on used the service. But at
21 the next neeting, | can definitely provide you with
22 sone information and a di scussi on of what we plan
23 to do and for going forward.
24 But we tend to -- right now, it's generally
25 word of nmouth. We don't have any adverti senent,
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1 any print, anything that we put out there. People,
2 when they go to events, when they go to a booth, |
3 see that they -- they are tal king about -- | hear
4 them saying, God, | wish -- I wish we had nore
5 access to their conferences, their neetings. And
6 then | will go up to them and say, you know, we do
7 provi de RCC, and you can use that for your
8 neetings. And that's when a conversation ensues.
9 So that's -- that's nostly, you know, how that --
10 that gets out there.
11 MR, WLLIAVS: Thank you for that
12 clarification.
13 | recall, naybe a year ago, or several years
14 ago, when you first proposed the service, we did
15 have that di scussion where we | ooked in detail at
16 the confidentiality issue, and we -- we understand
17 that, that you can't specifically -- there may be
18 sone issues regarding specifically identifying a
19 person, or an organi zation.
20 But if you can just identify the categories,
21 i ke, you know, | do understand that there have
22 been sone state agencies, | think Florida
23 Coordi nati ng Council for the Deaf and Hard of
24 Hearing was a big user early on. But if you can,
25 you know, identify the categories, state agencies,
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uni versities, organizations that provide direct
assi stance to the deaf and hard of hearing
comunity, or other, you know, categories, that

woul d -- that would be hel pful w thout identifying,

you know - -

MR. BRANCH. Okay. | can definitely do that.
Yeah.

MR, WLLIAVS: And, you know, we -- it's

sonet hing that our staff, we've discussed
internally. W are |looking into possibly having a
conference call between this neeting and the

Cct ober neeting. And one -- one thing that we
wanted to do was to use RCC agai n.

As | indicated, we have used the service
before where we had sone neetings. And thanks to
M. Forstall, he actually asked if we could use
RCC, and we had a couple of -- a neeting with him
and we used it.

And it was -- it was a good experience, but
there are just -- as | indicated earlier, there are
some technical issues that our staff wanted to take
a look at before we use it here with the TASA
neeti ng, because, as you know, we have
interpreters, we have a court reporter who is doing

captioning, and we al so have individuals on the
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1 phone. So froma technical standpoint, we do want
2 to have a little nore work with it. And we w ||
3 communi cate to everyone and then |l et you know about
4 a, you know, if we schedule a conference call prior
5 to our Cctober neeting, and we can utilize RCC at
6 that tine.
7 And that would be a good tine, Jeff, if you
8 coul d, you know, be prepared to provide sone
9 i nformation during that conference. It wll be a
10 | ess formal neeting, you know, the conference call.
11 But we can discuss it there, and di scuss how we nay
12 want to incorporate RCC in our TASA committee
13 neeti ngs, and have our technical staff here work
14 out sonme of the possible winkles that woul d be
15 I nvol ved.
16 So we | ook forward to doing that. But as far
17 as pronoting the service, and advertising for the
18 service, | think we -- that's sonething that we
19 probably would want to discuss a little nore
20 because, you know, it -- it's a service that's
21 offered by Sprint, and we will want to get a little
22 nore feedback from Sprint on what approach they
23 m ght woul d want to take.
24 MR. BRANCH. Sure. Yeah. And -- and also, |
25 want, if | may, add that if we want to do a test,
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1 you know, before our Cctober neeting, just let ne
2 know and we can go ahead and arrange that w thout
3 having to use, you know, this -- | nean, our --
4 our -- we can just go ahead and test it, |ike,
5 internally, you know, fromour -- from our
6 facility, you know, for our room just to nmake sure
7 t hat everybody is onboard and we've worked out all
8 the kinks before we go forward with the RCC. Yeah,
9 SO we can just stay in contact.
10 MR, WLLIAVS: Yes, we will definitely
11 comuni cate on that. Thank you.
12 M. Forstall.
13 MR, FORSTALL: This is Janes.
14 Wul d the Conm ssion or staff be okay with
15 FTRI and Sprint working together with pronoting
16 this service? Because if we wait until the next
17 meeting, six nonths would have gone by, and then
18 you only got four nonths |eft of use for the new
19 contract. So | amwondering if it's sonething we
20 can work together to get this started as soon as
21 possi bl e?
22 MR WLLIAVMS: Yes. | nmean, we -- we don't
23 have any problems with FTRI working with Sprint. |
24 just didn't want us to, you know, kind of not
25 coordi nate, basically, with Sprint, because it's --
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1 it's a service that they are offering directly.
2 And again, we wll look at scheduling a
3 conference call. Not a neeting. W won't ask
4 I ndividuals to conme here, but we wll -- we wll
5 set up a conference call and coordinate with
6 Sprint, and we will do it as an RCC call prior to
7 the Oct ober neeti ng.
8 MR, BRANCH. That sounds good. All right.
9 Perfect.
10 MR, WLLIAVS: Are there any additiona
11 questions?
12 Al right. Well, | think that concl udes al
13 the presentations, and we kind of junped right into
14 our open discussion session, and that's -- that was
15 good.
16 So are there any other topics that anyone
17 would like to address? |If not, at this tine, |
18 woul d I'i ke to thank everyone for participating and
19 we wi |l adjourn.
20 Thank you.
21 (Proceedi ngs concluded at 3:15 p.m)
22
23
24
25
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