
Keeping
You
Connected

2016-2017 
ANNUAL REPORT

California Public Utilities Commission
Deaf And Disabled Telecommunications Program

California Telephone Access Program
California Relay Service

Speech Generating Devices



KX-TGM450SC Cordless 
Telephone

Telephone

C4220+ Cordless 
Telephone

Telephone

Quattro 4L Cell Phone 

HearAll™ SA-40 Cell 



CONTENTS

Program Mission
Program Overview .................................. 4
Letter from Commission
Executive Director, 
Mr. Timothy J. Sullivan ........................... 5
Program Highlights ................................. 6 - 7
CTAP Equipment Updates ...................... 8 - 9
California Relay
Service Updates ......................................10 - 11
Testimonials ............................................12 - 13
Speech Generating Devices ..................14
Program Costs and 
Financial Status ......................................15 - 18
Legislative Background ........................ 19
Program Structure ................................. 20
2016-2017 Advisory
Committee Roster ................................. 21
Contact DDTP/CTAP/CRS ..................... 22
Service Center Locations ..................... 23

3



The Deaf and Disabled Telecommunications Program (DDTP) provides access to basic telephone 

The DDTP is a state-mandated program of the California Public Utilities Commission (CPUC), which 

-

DDTP operates a Contact Center with toll-free numbers in a full range of access methods and 
-

-

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

California Public Utilities Commission to summarize accomplishments of the Deaf and Disabled 

PROGRAM MISSION

PROGRAM OVERVIEW
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The Deaf and Disabled Telecommunications Program (DDTP) mission 
is to provide free access to specialized telephone equipment and relay 
services to Californians who are Deaf, hard of hearing, and those who 
have vision, speech, cognitive, and mobility disabilities. I am also pleased 
that the Program continues to innovate and explore new possibilities. One 
such innovation is the development of a Bring Your Own Device (BYOD) 
Pilot. This Pilot provides training for those with hearing loss or low vision 
on specialized mobile phone applications. Another exciting development 
is the Voice Options pilot project. Starting in January 2017, VoiceOptions 
offered 200 iPads with speech applications to people with speech disabili-

ties for short- and long-term loans through ten demonstration centers throughout the State.

During Fiscal Year 2016-17, the California Telephone Access Program (CTAP) component of 
the Program continued to expand its support to State residents. It has added over 18,000 new 
customers and is now supporting almost 680,000 Californians with specialized equipment. In its 
ongoing effort to provide support throughout the State, the Program continues to staff thirteen 
Service Centers.

The California Relay Service (CRS) component of the Program remains an important method 
for making the public telephone network accessible to those who are Deaf and others who have 

almost 1.9 million calls.

The DDTP strove to improve accessibility through increased funding of the Speech Generating 
Devices (SGD) program, now in its fourth year. The SGD program expanded and updated the 
number and types of specialized equipment available, and increased the number of annual mar-
keting campaigns in order to better inform and serve California’s diverse communities.

this quickly changing telecommunications environment, they should receive warm recognition for 
their outreach to provide these persons the ability to reach out and communicate with others.

DEAR FELLOW CALIFORNIANS:
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Timothy J. Sullivan
Executive Director
California Public Utilities Commission



new registered consumers, a slight decrease in overall new consumer growth that can be attributed 

-

include training on basic platforms and 

iPhone smartphones, and will continue to 

PROGRAM HIGHLIGHTS

major metropolitan areas of Northern California and 

advertising channels such as broadcast (TV and ca-

Russian-speaking CTAP representative Marina 
Zangeneh-Lester, helping Russian consumers at 
a Sacramento CTAP Distribution Event.
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PROGRAM HIGHLIGHTS (CONTINUED)

CONSUMER FOCUS

2014-15 2015-16 2016-17
Total CTAP Consumers with 
Equipment  651,693 667,203 679,585

Contact Center Calls Handled 
(inbound and outbound) 228,537 201,355 196,995

Contact Center Emails Han-
dled (inbound and outbound) 6,070 8,439 9,027

at the Contact Center 20,306 18,262 15,844

Consumer Visits to the Ser-
vice Centers 22,640 19,467 16,478

Outreach Presentations Plus 
Field Visits to the Community 6,110 6,342 6,348

Field Advisor Visits to Con-
sumers’ Homes 8,471 8,304 7,809

Contact Center Web Chats 
Handled 599 523 494

Marketing Campaigns 8 7 13

New Consumers with Equip-
ment 18,613 15,510 12,382

Relay Calls (includes Speech-
to-Speech and Captioned 
Telephone)

2,326,039 2,222,539 1,881,701

The chart below shows that the Program continues to increase the total numbers of CTAP 
Consumers with Equipment, although the pace at which new customers are being added has 
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-

and the option to make or receive calls using a traditional landline service or cellular service while 

captioned phone that was exchanged for an enhanced captioned phone that can be used with a 

CALIFORNIA TELEPHONE ACCESS PROGRAM (CTAP) 
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KX-TGM450SC Cordless 
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Senate Bill # / 
Public Utility 
Code

Type 2014-15 2015-16 2016-17 3-Year Total

SB 60

PU Code 
Section 2881 (c)

(1985)

30,622 26,705 20,655 77,982

Other Phone Sets including cordless, 
CapTel®, big-button, speaker, and 
picture phones

11,983 10,336 8,196 30,515

Accessories including switches, 
8,583 8,160 9,984 26,727

Total 51,188 45,201 38,835 135,224

SB 597

PU Code 
Section 2881 (a)

(1979)

Voice Carry Over (VCO) phone 57 87 49 193

TTY and Telebraille 192 182 167 541

Accessories including light or 
286 405 280 971

Total 535 674 496 1,705

GRAND TOTAL 51,723 45,875 39,331 136,929

PROGRAM EQUIPMENT - CTAP



-

-

 

-

Skype™ is a trademark of Skype. The California Public Utilities Commission and the Deaf and Disabled Telecommunications Program are not 

and DDTP.org))

CALIFORNIA RELAY SERVICE
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TRS calls
46%

CTS calls
52%

STS calls
2%

FISCAL YEAR 2015-16FISCAL YEAR 2014-15

FISCAL YEAR 2016-17
1,087,248 TRS calls*
1,292,086 CM 
58% of total CRS calls

761,524 CTS calls
2,061,824 CM 
40% of total CRS calls

32,929 STS calls**
119,483 CM 
2% of total CRS calls

Total CRS Calls: 1,881,701

CALIFORNIA RELAY SERVICE (CONTINUED)
Traditional Relay Service (TRS) Calls
Captioned Telephone Service (CTS) Calls
Speech to Speech (STS) Calls

CM = Conversation Minutes

TRS calls
46%

CTS calls
52%

STS calls
2%

TRS calls
56%

CTS calls
43%

STS calls
1%

1,255,167 TRS calls
1,530,793 CM 
56% of total CRS calls

950,641 CTS calls
2,507,806 CM 
43% of total CRS calls

16,731 STS calls
119,293 CM 
1% of total CRS calls

Total CRS Calls: 2,222,539
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* When Hamilton assumed AT&T Relay operations, call processing differences resulted in a temporary increase of reported average call volumes. Procedures 
have been standardized to prevent this in future years.

compensates for fraudulent calls.

1,063,615 TRS calls
1,614,963 CM
46% of total CRS calls

1,207,858 CTS calls
3,298,875 CM
52% of total CRS calls

54,566 STS calls
132,068 CM
2% of total CRS calls

Total CRS Calls: 2,326,039



TESTIMONIALS

“I have severe problems hearing on the 
phone and cell phone. The hard of 
hearing phone has changed my life. I 
can now enjoy talking to friends and 
especially visiting with my relatives in 
Europe. I would really advise people 
with hearing problems to consider look-
ing into these great phones. Thank you.

~ Bridget White, Hemet

“Because of the high volume and large 
numbers on your phone, I can see and 
hear well. It really helps. I’m very hap-
py with your Program. I look forward to 
getting a new phone for my wife too.”

~ Mr. and Mrs. Len Svinth, Petaluma

“I learned many things which I previously
could not do such as use Siri to send 
text messages and make phone calls, 

volume and brightness. Also the handou
going over what was taught enables me 
to review everything so I don’t forget”

~ Mary Lou Smith, Castro Valley

“ I’m happier than e
need to. I like havin
I love that my phone
and it does all the w
body.  

~ Javier Felix and F
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“ This Program has helped me a lot. 
I have used a wheelchair for over 50 
years and CTAP’s Panasonic Cordless 
Phone helps me be independent for 
making and receving calls especially to 
those who I care about. Communication 
for me is key to staying connected with 
others.”

~ Jose Mariano, Los Angeles

“ I think that the California Telephone Access 
Program is a wonderful program for seniors and 
others with disabilities. Instead of two phones, I 
need only one, because it rings loud enough for 
me to hear all over the apartment. I have friends 
and neighbors that I have given applications.”

~ Nadine Keith, Long Beach

y 

t 

“ I’m so grateful and happy that 
I can call my family on my own, 
and thank you for the Program. 
This is unbelievable!”

~ Brenda Bailey, Los Angeles

ver to be able to call my family when I 
g the ability to call my uncle on my own. 
e has voice over so that I can speak too 

work. I’m excited to get calls from every-

nd Family, Yorba Linda
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iPads are considered to be supplemental telecommunications equipment and involve an 

SPEECH GENERATING DEVICES

CPUC Commissioner Clifford Rechtschaffen present-
ing at the spring 2017, Voice Options iPad distribution 
event at the Silicon Valley Independent Living Center.
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PROGRAM COSTS AND FINANCIAL STATUS

-

expenses to ensure the surcharge is adequate to provide the required funds for the DDTP budget 

-
 

Surcharge Rate
FY 2014–15 FY 2015–16 FY 2016–17

0.20% 0.50% 0.50%
0.50%

( E f f e c t i v e 
Feb 1, 2015)

__ __

Limits or Restrictions

-

-

Means Test

The number of Program participants receiving assistive telecommunications equipment is growing 

 

15



PROGRAM COSTS AND FINANCIAL STATUS (CONTINUED)
The CPUC’s Program administrator holds public events to sign up participants and distribute 

Because captioned telephone (CapTel) equipment includes use of service, the DDTP requires 

evaluated for alternative equipment to ensure that customers are matched with the best equip-

geographic reach promotes the 
Program without incurring the 

-

Centers are an efficient distribution 

come in-person to ask questions and 

able to direct potential consumers to 
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PROGRAM COSTS AND FINANCIAL STATUS (CONTINUED)
 

 
 

-

-

-

committees, TADDAC and EPAC, evaluate new equipment and submit their recommendations to 
-
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PROGRAM COSTS AND FINANCIAL STATUS (CONTINUED)

FY 2014-15 FY 2015-16 FY 2016-17
Beginning Balance 8,233 26,472 30,628
Prior Year Adjustments 19,230 609 11,784
Adjusted Beginning Balance & Fund As-
sessment Adjustments

27,463 27,081 42,412

Revenue
Regulatory Fees (Surcharges) 41,775 60,817 58,442
Investment Income 59 0 347
Total Revenue 41,834 60,817 58,789
Expenditures
CPUC Adminstration Charges 2,746 2,114 1,552
Program Contracts, includes Program 
Administration, Eqmt. Contract Ctr & Dis-
tribution and Marketing & Outreach 

26,579 38,723 33,045

CA Relay Service 8,071 9,305 12,000
Equipment Program 4,384 4,123 3,692
Speech Generating Devices 254 2,177 636
TADDAC 26 27 34
EPAC 33 35 38
Local Assistance 128 102 185
California State Library 552 552 552
Pro Rata** N/A N/A 3,723
Financial Information System 
for California

52 112 633

Total Expenditures 42,825 57,270 56,090
Ending Fund Balance 26,472 30,628 45,111

* Source: Governor’s Budget/DF303 and CalStars Q16 
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LEGISLATIVE BACKGROUND  

-

 

DDTP to ensure oversight of the operations of the mandated programs, encompassing both the 

telephonic communication between hearing individuals and those who are Deaf, hard of hearing, 

 
The CPUC administers the DDTP through contracts with multiple vendors who provide services 
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PROGRAM STRUCTURE

20
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2016-2017 ADVISORY COMMITTEE ROSTERS
TADDAC:

Tommy Leung – B (Chair)
Frances Reyes Acosta – AL/SpS (Vice Chair)              

Ken Cluskey – HOH
Jeffery Fetterman - D

Nancy Hammons/Katie Wright - LtD
Devva Kasnitz – M
Steve Longo – D

Kevin Siemens – STS

Community Representation:
AL – At Large     LtD – Late Deafened
B – Blind     M – Mobility
D – Deaf     SpS – Spanish Speaker
DB – Deaf/Blind                                          Sr - Senior
DRA – Division of Rate Payer AdvocatesSTS – Speech-to-Speech  
HOH – Hard of Hearing

EPAC:
Sylvia Stadmire – Sr (Co-Chair)

Brian Pease – M (Co-Chair) [Deceased]
Kenneth Rothschild – D (Vice Chair)

Keith Bonchek – D
Mussie Gebre – DB

Jacqueline Jackson – B
Tom Mentkowski – HOH

TADDAC Members
Left to Right:
Jeffery Fetterman, Ken Cluskey, Katie Wright, 
Frances Reyes Acosta, Tommy Leung, Kevin 
Siemens, and Devva Kasnitz

EPAC Members
Left to Right:
Tom Mentkowski, Keith Bonchek, Kenneth Rothschild, 
Sylvia Stadmire, Jacqueline Jackson, and Mussie 
Gebre



Phone :
Call with your questions, concerns, comments, or requests for Equipment Applications:

Monday – Friday: 7:00 AM – 6:00 PM and Saturdays: 9:00 AM – 4:00 PM

Mail, Email, Fax

Mail:    P.O. Box 30310; Stockton, CA 95213
English Email:  info@CaliforniaPhones.org 
Spanish Email:  info-es@CaliforniaPhones.org
FAX:                        1-800-889-3974

Presentations
Request an equipment (CTAP) or Relay (CRS) presentation in any language: 
Voice/TTY: 1-800-995-6831
Email: outreach@ddtp.org
FAX: 1-510-271-8234

Informational Materials
Request Program materials and CTAP Equipment Applications in Chinese, English, Hmong, Russian, 
Spanish, or Vietnamese: 
Voice/TTY: 1-866-821-3733 
Email: DDTPmaterials@ddtp.org
FAX: 1-510-271-8324

Consumer Affairs
Call with or email your DDTP/CTAP-related feedback or suggestions about Program equipment, policies, 
and customer service:
Monday – Friday 8:30 AM to 5:30 PM
Voice: 1-877-546-7414 TTY: 1-800-867-4323
FAX:  1-510-271-8324   Email: consumeraffairs@ddtp.org

California Relay Service (CRS) Dial 711:
English/Spanish, all modalities, or call one of the following numbers:
TTY/VCO/HCO: English:                1-800-735-2929 Spanish: 1-800-855-3000
Speech-to-Speech: English/Spanish:   1-800-854-7784
Voice: English:                 1-800-735-2922 Spanish: 1-800-855-3000

Captioned Telephone Customer Service:
English: 1-888-402-4018
Spanish: 1-877-330-0156

CONTACT DDTP/CTAP/CRS

English:
English TTY:
Mandarin:
Vietnamese:

FAX:
Spanish:
SpanishTTY:    

Russian:       
Hmong:        
Cantonese:

1-800-806-1191
1-800-806-4474
1-866-324-8747
1-855-247-0106

1-800-889-3974
1-800-949-5650
1-844-867-1135

1-855-546-7500
1-866-880-3394
1-866-324-8754

22



Berkeley: 3075 Adeline Street, Suite 260, CA 94703 (inside the Ed Roberts Campus, 
above the Ashby BART station)

Fresno: 7525 North Cedar Avenue, Suite 115, CA 93720 (cross street, Alluvial)

Glendale: 425 West Broadway, Suite 105, CA 91204

*Redding:
www.CaliforniaPhones.org or call 1-800-806-1191.

Riverside: 2002 Iowa Avenue, Suite 106, CA 92507

Sacramento: 1300 Ethan Way, Suite 105, CA 95825 (enter on Hurley Way)

*Salinas:
www.CaliforniaPhones.org or call 1-800-806-1191.

San Diego: 1455 Frazee Road, Suite 406, CA 92108

*San Francisco: 
www.CaliforniaPhones.org or call 1-800-806-1191.

*San Jose:
www.CaliforniaPhones.org or call 1-800-806-1191.

Santa Ana: 2677 North Main Street, Suite 130, CA 92705

*Santa Barbara: 
www.CaliforniaPhones.org or call 1-800-806-1191.

*West Covina:
www.CaliforniaPhones.org or call 1-800-806-1191.

STOP BY A CTAP SERVICE CENTER
Full-time Service Centers are open Monday - Friday: 8:00 AM - 5:00 PM

*Part-time Service Center hours are limited.
Visit CaliforniaPhones.org or call 1-800-806-1191 
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Now it’s a lot easier to 
hear,dial, and make calls.

Program of the California Public Utilities Commission
505 Van Ness Avenue

San Francisco, CA 94102


