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>> PHIL HYSSONG:  You know what, we are going to get started here this morning, folks.  Good morning.  Thank you for coming in.  I'm sure you all went to bed very early last night so you could be able to be here this morning.  The Lavaliere microphone that travels with me is not working.  I will stay close here.  Is the audio level all right for folks this morning?  You are able to hear me okay?  Okay, great, great.

We want to talk about alternative communication services this morning.  I'm not overly comfortable talking about the company that I represent solely.  I think that I want to give you a little bit broader picture of services.

So while you are going to hear some things about us, it is not just going to be a kind of 90‑minute infomercial on us.  I would like to think we are that exciting, but I'm not sure that that really is the case.
I would like to give you a little bit of a broader perspective on the services that we're offering.

So what I want to say is there's three things that I was told one time that you should never do.  Okay?  Three thing that you should never do.  I thought this would kind of be the premise of starting our seminar today.

Number one is, you never tell a lie.  Okay, you never tell eye lie.

The second thing is that you never pass up the opportunity to use a bathroom.  And the third element is that you never tell all that you know.

I want to go back and I want to first talk about never telling a lie and how that applies here a little bit in business.  I think it's very important that you never tell a lie.  I have a ten year old daughter, Zoe, for the CART writer and the transcriber, Zoe.

But my daughter is ten years old and we say that she is just going to simply charge her way through life.  She has a tenacity that I just love.  She has some health issues that are going to cause her some challenges down the line.

So she kind of has this frankly a kick‑ass attitude that we enjoy to watch and see.
Zoe is the kind of child who does not lie, but I learned that you have to ask the right question, okay?  I don't know if any of you have children that you might have that kind of situation with, but interestingly, one day she came home from school.  We said how is school?  School is fine.  Did anybody get in trouble?  She has a class that there's some boys, some challenges in her class.  Anybody get in trouble?  Yes.

Really?  Who got in trouble?  Garrett, which is one of her best friends.

Really?  What was he doing?

He was throwing stuff.

Wow, that's going to get you in trouble, isn't it, Zoe?  Yeah.

Anybody else get in trouble?  Yeah.  She kept doing ‑‑ who?
Well, me.

I said oh, really?  Well, what were you doing?

I was catching the stuff that Garrett was throwing.  

(Chuckles.)

>> PHIL HYSSONG:  But you know, she never would have told us that had we not asked the right question.  If you say how was school?  School is great.  She's not lying.  Did anybody get in trouble?  Yup.  Who?  Garrett.  She's not lying.  Okay?

So until you kind of filter through.

So the application there is sometimes within business and when you're hiring services, you have to think about the questions that you're asking to get that right answer.

Okay?  We are going to talk a little bit more about that as we go along.

The second item, never pass up a chance to use a bathroom.  My wife says you know what?  You don't use bathroom illustrations and so forth in a presentation.  I'm not going there too much other than to say we all know the relevancy of the proximity of a bathroom as you continue to age, right?  Okay.  Just remember that.  Don't pass up ‑‑ the next time you walk past the bathroom, I promise you you will think of this presentation.
Never tell all that you know.

Sometimes you need just to hold back a little bit of information, okay?  And so even in the presentation that I'm going to give to you today, there are probably some intangibles that I'm not going to be able to really relate to you in my words, but I'm going to give you quite a bit of information about our company, about selecting a company, and things that you might want to look for as you move along.

Myself, I happen to be co‑owner of Alternative Communication Services.  We started about four and a half years ago, although my background goes ‑‑ I have 14 years of television and media management experience.  I used to be an executive producer of some media programming.
Then I have spent now 11 years in the captioning, closed captioning, realtime captioning industry.

Our company has had the opportunity to have a wonderful relationship with the AHEAD organization as well as with many other schools and organizations throughout the country.  If you've noticed any of the captioning and CART that is being provided in the main ballroom or in other sessions, those are folks who are part of our team.  So we are excited to have the opportunity to be here and be partnering with AHEAD and providing those services.

And very importantly, I want to share with you what is going on in the screen.

How many of you have used CART or experienced CART captioning?

Okay.  So it's limited.  All right.  Now I want to let you know, we're going to do a little bit of term definition.  We won't spend a lot of time on the mechanics of it.  We'll talk about the differences.

But on the screen here this morning you are looking, the top screen in black, black and yellow is CART, communication access realtime translation.

CART.

Okay?

And that is a verbatim process.  Verbatim of everything that I am saying, Karen is putting every word on the screen.

All right?

The bottom window is text, and we call it text interpreting, defined another way, Typewell, C‑Print.  Okay?
We put those under one heading called text interpreting.

Text interpreting is a meaning for meaning translation of what is said.  Now, if you talk with one of my coworkers sitting here in the front row and being nice to me, to come in and watch me and see how I do on this.  He would say gosh, Phil, if somebody was really trying to put down your meaning of what was said, it might be a blank screen.  

(Chuckles.)

>> PHIL HYSSONG:  No, you wouldn't say that to me, would you, Rick?

Meaning for meaning.  They listen to what's being spoken, basically say in their head:  What is this person trying to say?  And then put that on the screen.

They listen, condense, release, okay.

And the reason why we call it text interpreting, it's a very similar process for sign language interpreting, okay.  They listen, they say what are they saying?  We put this into conceptual language and release it back out.

So Ken, who is writing for us or transcribing for us on the bottom screen, he has to really understand my content and understand what I'm trying to say because he has to kind of give you the meaning of it.

Karen, on the top, Karen doesn't really care what I have to say, okay?  Karen is writing word, word, word, word, word.

She does it excellently and there is certainly meaning within what she has to say, she has to punctuate it and so forth and make things accurate.  There is certainly skill and a level of caring there.  But she is not necessarily concerned with content.

And you are going to see an illustration in a bit that demonstrates why sometimes CART can be more successful than Typewell because you can go into content areas that you don't particularly understand, all right?  And provide accessibility service that way.

Just to let you know what you are again what you are viewing here, these are remote services, okay?  Obviously there is not a CART writer in this room or a transcriber in this room.

Karen on our top screen is in Nevada.  She lives near Reno, Nevada.  She is listening to us via this Bluetooth and my cell phone this morning.

Okay?

She is listening, I dialed her up.  She is listening to me, transcribing, sending that text back to us.

Ken is in Ohio.  Ken is our transcriber on the bottom.  He is in Ohio.  He is listening to us via this wireless microphone that is connected through Skype on my computer.

All right?  And because the conference does not have Internet accessibility, in the meeting rooms, we are using my aircard.  On my laptop to connect.  And the aircard is kind of like a cellular modem.  If you are not familiar with it, you can buy an aircard, have a subscription just like your cell phone, maybe 30 or $40 a month and you are able to connect with the Internet wherever you might be.  Okay?  It is not as fast as a true wireless connection.  If you are working in a university setting or certainly not a hardwire connection, anything like that.  It is like a super fast dial‑up, okay?
And it's pretty good, pretty good.

You talk about, Jaime and I were talking, you might have heard us.  He was out socializing last night and was listening to a song that was from the '80s.  The person he was talking with said I remember this song, my parents gave it to me on a best of album.  We were talking about age.

Talk about the Internet, how the Internet has changed.  We talk about wireless, aircards, how many people remember the day when you had AOL, you dialed up and you were excited if you connected at 13.4.  You were like woo‑hoo!  Remember that?
Things have truly progressed in this industry, okay, in Internet connectivity.  So you can pretty much connect successfully in just about any environment.

All right?  But again, I want to stress to you the top screen is CART, verbatim services.

The bottom screen is text interpreting, which is a meaning for meaning process.

And we are going to be able to watch these folks as they continue to progress.  And also before, often times I do this at the end, but I don't like to do it when folks are running out the door and you thank your service providers.  I want to thank Karen and Ken for assisting.  It is, number one, I talk pretty quickly.  Number two, I'm kind of one of the bosses in the organization.  So this is never exactly an exciting assignment for these folks to actually have to write me in the process.  So I thank you both, Ken and Karen, for taking on the challenge this morning.

Again I would like to define the terms.  We talked about CART and text interpreting.  Another text service that you probably hear about and it's used interchangeably a lot is captioning.  Okay?  Now, the same process that Karen uses to provide CART, she might use to provide captioning.  Okay?  She uses a steno machine, a laptop, specialized software, okay.  The difference is in how it is displayed.  In a ballroom, you have been viewing captioning.  In these rooms, this is CART.

The difference is words with a picture.  Okay?  Think of television.  You have captioning on the bottom of television.  It's words being merged with a picture.  Okay, as opposed to CART which is just a screen of text.

Okay?  Now, the big buzz thing in higher education is the captioning of things like YouTube and all the different videos that professors seem to come up with, all of 24 hours before the class.

All right?  And you folks go:  Yeah, what do we do with this?  We need to make this accessible!

That's a form of captioning.  If you put those words on that visual, okay.  That's captioning.

Straight page of text is CART.

The last comment I want to make is, these are all machine‑based services.  The last comment I want to make is about voice or speech recognition.  It has come light years from where it was.  Although I have to say that I was told when I first started in this industry, I had black hair and I was told I would be unemployed by speech writers in the very near future, okay?
Now, 25 years later I have white hair and I'm still gainfully employed.  Okay?

Speech and voice has come a long way and there are some ‑‑ excuse me ‑‑ there are some very skilled speech and voice writers out there.  But it is not as prevalent and certainly not as easy as some folks would have us believe.
Okay?  And the reality is that voice, there is no independent speaker recognition out there that I know about.  What that means is I can't just walk up to somebody and hand them a microphone and say talk into it and it will turn it into English accurately.  Speech recognition requires training, okay.  It requires people to work with the software and make it effective.  Okay?

Now, occasionally ‑‑ occasionally you will find a professor on your campus willing to do that?  Certainly.  There are techie profs who want to do those things and like to do those things, yes, you'll find that as an option.  Is it the norm?  Absolutely not.  Ma'am?
>>:  (Off microphone.)

>> PHIL HYSSONG:  Yes.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Right.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Right.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay.

>>:  (Off microphone.)

>> PHIL HYSSONG:  If I remember, I was not in the room the whole time.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Did others witness that?  To reference that?  I don't know.  I know that he had a video portion of his programming, if I remember right, that was on the left‑hand side, okay.  That captioning was pre‑done.  I don't know who did that or where that came from.
The captioning that was being performed in the room was on the right‑hand side and it was two lines at the bottom of the screen, black ‑‑
>>:  It wasn't captioning ‑‑
>> PHIL HYSSONG:  It was part of his video?  Okay.  And that I don't know.  I don't know where that came from.

Voice recognition basically out of the box is ‑‑ when I say out of the box, meaning if you got the software and came in and set it up and tried it out, I understand it's approximately, what I've experienced, it's about 80 percent accurate.
Which when you think about it, from nothing, okay, to out of the box and you're getting 80 percent, that's pretty cool, okay.

What you're looking at, though, on these screens, on the top screen in particular is in excess of 99, I would say probably knowing Karen, 99.7, 99.8, maybe even 99.9 percent accuracy.

Okay.  You also still see that occasional mistake.  80 percent is not usable, okay.  It just isn't in the classroom and especially when you start getting into specialized terminology and so forth.

I'm not here to dog voice and speech.  I'm here to tell you there are very skilled people out there.  There are some people who can train it and make it very effective.  Have good careers, provide excellent service.  There's no question about it.

But I have not witnessed it as changing the way, changing the face of education as it had once been projected.  It is not an easy process, even for the folks who use it.  It is a still skill and they work very hard to do what they want to do there.

Now, I want to move on to the part about telling you ‑‑ not telling you everything, okay?  I'll tell you most of it.
About ACS.  What we did was, Rick and I were actually ‑‑ I'm sorry here, I'm jumping around.
What we did, we were in the exhibit hall and we asked folks what, that knew us, their impression of us and different things about us that made us potentially different than some of our competitors.

And what we kind of took from that was a concept of things that you might look for when you are looking for a company.

So I'm going to share with you things about us.  You might say:  That's not important to me.  Okay?  That's okay.  That's fine with me.

But when you are looking, though, for service providers you might then want to go:  Hmm, remember this.  I would like to see about this quality in a particular company.

One of the things, I'll give you the list and I'm going to break it down.  The list included humor, customer service oriented responsiveness, trust, and genuine.  No hidden fees.  Conscientious.  They do the right thing.

Quality.  And technology‑savvy.
Okay?  That was the list that we were given.  Let's take a look at humor.  The value of humor.

When a professor takes a microphone from a student to prepare for a class and the first thing he does is go to the bathroom and forget to turn the microphone off, you've got to laugh, okay?  You've got to laugh.

When the professor takes the microphone and puts it in his pocket because he's not really sure what to do with it and then jiggles the microphone with the keys in his pocket for the entire class period, sometimes you have to laugh at those kind of situations.

Okay?  Or you just get really frustrated, all right?  And so our particular company has tried to employ some of that laughter.

We have a good time with what we do.  And I'll tell you, one of the things we have done, it's interesting.  When we hire folks to work with us, people will send us their credentials.  I distinctly remember one situation in particular where the individual sent his credentials.  He's like I have the CRR; I have the CCP; I have a CBC; I am an RMR; I have 20 years of experience.  I have done this convention and this convention and this convention.

Listed all these things.  I stopped and said I have one question, though, for you:  Are you a nice person?

And he jumped back.  I love it.  His comment is, I'm the nicest guy I know.  

(Chuckles.)

>> PHIL HYSSONG:  And we just laughed.  We laughed about it.  But that kind of set the tone of who this individual was.  So we often times joke about it, but we say we always are working ‑‑ we always are looking for qualified and certified individuals, okay?
We want people that love what they do.  All of my coworkers at ACS love what they do.  Do we have bad days?  Absolutely, okay.  Do we have challenges?  Absolutely.

But as a rule, we love what we do.  That comes out.  Not a job.  It's not just a job.  And I would encourage you when you are looking at service providers and when you are talking with people, that you're talking with somebody who is saying:  It's a job.  Then you know what?  You're missing out on something.

So I would encourage you to look for people who love what they do and are having a good time while they are doing it.

The second item I want to touch base on is the customer service oriented response.  Somebody said to me, and I was amazed at this.  They said you know, you guys return calls.  I said you mean other people don't?  And they said no, no.  Couple of your competitors have messages on their desk from us from several months ago.  They've never returned the call.

We were pretty surprised at that especially in the day and age when life is pretty competitive out there from a service provider standpoint.  We could, we try to be responsive and you deserve that.

I'm always amazed at the fact that a student ‑‑ I'm sure you find this with students with any number of disabling situations that you come across.  You know, they've struggled with something perhaps, or dealt with it in their life for 20 years by the time they come to your office.  Yet for some reason they can't tell you that they need support services until the first day of class, okay.  They come into you on the first day of class and they say:  Oh, by the way, I'm deaf and I need interpreters or I need CART services for the entire semester.  Can you get that put together for me by, oh, class is in seven minutes, okay?
So we tend to try to respond as quickly as we can to folks.  We get those messages.  We respond.

And the company is large enough to be able ‑‑ we always say that we are small enough to be agile, and large enough to be able to take care of the need.  And that's critical.  We have a network of folks that we're able to plug in and get your situation covered.
Our particular company does not state that we will provide on‑demand services, but we provide on‑demand services.  It's not uncommon for us to get calls from schools that say:  I have a student who just identified, and they do, they have a class at noon today.  Can you cover it?  It's rare that we have a class in seven minutes.  It has happened, but typically we'll get a class, we have a couple hours.  Can you help us out?  Can you get this taken care of?  We will walk you through that process and get you to what you need.
We are responsive.  We have a situation where we had a client, we had the opportunity to work with middle Tennessee state university.  I know they will not mind me sharing that.  We worked with middle Tennessee state university.  We were having issues, microphone issues.  For whatever reason, the student wasn't able to get the microphone in the room right.  We are doing these things remotely so you don't necessarily know what is going on in the situation.

They said we're stymied with this situation and don't know what to do.  We said fine, we'll be there.

Our operations manager jumped on a plane.  Couple days later, spent the entire day in Tennessee and was able to trouble shoot the situation, able to spend time with the student and educate them.  It turned out that they didn't really know how to work the microphone appropriately.

So we were able to train the student, get them to have the microphone placed where it needed to be placed and so forth.  It made a difference.  All right?

So again, when you are looking for that service provider, what you want to do is make sure that they can be responsive to your needs.  One other story, we have a significance where we flew out and had to help a client.  This one is going to make you double‑check your doctor's credentials.
We have a client who is a radiologist.  On the east coast.  She is attending, she is in her last year of residency, I believe is what it is called there.

You know how you see on TV ‑‑ you don't see the medical shows have phased out.  Another '80s things.  There used to be medical shows and the doctors would come into a conference room and having their lunch and the doctor in the front is talking about cases and they throw a slide up on the screen and they say 48‑year‑old male with pulmonary embolism and how do we treat that?
And that's what they do in this class, they are doing stuff with barium and dyes and all this stuff.  It's pretty high‑tech.  At least in my simplistic mind, it's pretty high‑tech stuff.
We were having a problem because the professor would say Jaime, what do you think?  And Jaime would respond and start saying, well, I see the da da da da da da.

All of a sudden, it would get mumbly, da da da da da da.

And that's what we would get on our microphone, okay?  We would hear it clear for awhile and then it would go kind of mumbly.

Well, it doesn't make a lot of sense with the technology that it would work effectively and then not effectively and then all of a sudden come back to effective, not effective.

Our end user was getting very frustrated with us, going:  Why can't you capture this?  I'm only getting part of the response.  She was getting very angry with us.

So I flew out and listened to it.  I was listening to the doctors speak.  That's basically how they were speaking.  They would be very clear and then it would get very mumbly.

And I thought, I just wasn't all registering with me what was happening.  So the class ended, seminar ended.  I was kind of talking with the doctor.  I was signing with her and saying I'm not getting this, missing a piece.  Another doctor walked by me and he said:  You don't get it.  I said clearly, we're not getting it.  That's the problem.  He said no, we don't know the answers.  So when he's standing in front and asks us a question, we start out very clear because we are maybe definitive on a couple of statements.

Then we just start mumbling, okay, and he is not really paying attention to us anyway.  So he doesn't ask us to repeat anything.  Then they just simply move on to the next question.

So that was the process that was taking place.  They didn't know the answer, so they mumbled and nobody asked them to clarify and they just moved on.

Once we were able to find that out and understand what was going on, we were able to clue in our client and say, you know, look, this is what's happening.  She was like:  Oh, okay.  For some reason, there was an unspoken, that's okay then, if nobody knows what's going on.  It's fascinating.

My point on that whole thing is customer service.  We were just about to lose that client because we were missing 40 percent of what was taking place in that class.  Had I not flown out there and listened to their situation and been able to verify it, I never would have known what was going on in that situation.  Make sure that your service provider will respond to you that way.

Trust.  Trust.

That was an interesting one to us when people said that.  We didn't ‑‑ trust is one of those things that, you know, I think as we all know even in our over lives, that you don't really think about trust until there's a breach, okay.  And then all of a sudden you go:  Hmm, there was a trust issue there or something was broken or I feel violated about that.  That kind of thing.
It's kind of interesting to us.  We were listening to people.  People said we trust you.  You have experience.  You have been around.  And make sure that the people that you work with are experienced.  More than just saying:  Oh, yeah, I have been doing this for a few years.  Here is an excellent question because if you ask my co‑owner of ACS, Mike, if you say how long have you been doing this?  He'll say 25 years.  Okay?
Now, what that means is he has been a court reporter for 25 years.  That's his base training, okay?

But the question is, going back to never tell a lie, okay, is how long have you been providing CART services?  Okay?  Or how long have you been captioning?

Now, in Mike's particular case he has been providing those services foreclose to 12, 15 years.  Okay?  So he still has extensive experience.  But when you are looking at that service provider, make sure you ask the right question.  How long have you been providing remote CART services in colleges, okay?  In post‑graduate courses?
Okay?  It's a lot different writing a Ph.D. seminar class than it is writing freshman English.  All right?  There's a big difference.

All right?  So make sure that you find out what's going on on that trust side.  Yes, ma'am?

>>:  (Off microphone.)

>> PHIL HYSSONG:  I am going to stop right there.

The bottom person was able to capture your entire question.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Right.  And that is because it's a technology issue in the room, depending on what you would want to use.  If there is going to be student questions or not.

I shouldn't have cut you off.  I apologize.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay.  You know what?  Let's talk about that.

No, the student does not have a microphone in the class.  You would mic a class, depending on the type of class that it was going to be.  I would use ‑‑ I am only using ‑‑ I don't necessarily recommend Bluetooth cellular in the classroom.  You can do it.  It's pretty costly.  You're burning a lot of minutes on a phone and so forth.  When you think about it, if I'm going to talk for 90 minutes a day, three days a week, that's a lot of cell phone minutes you would potentially be burning.  But it's clear audio and typically good, but you saw the limitation.  The limitation is Karen can hear me clearly, but she is not able to hear students, okay.  She is not able to pick up any of that kind of room conversation.
So that would be the same as if you gave the professor what is called a Lavaliere microphone.  A Lavaliere microphone picks up pretty much one person, the person wearing that microphone.

Where would we use that kind of service?  We would use that kind of service in probably a 300‑person lecture hall where the professor is going to be primarily the one talking.  Okay?  Think about that Gen chemistry class where virtually all, or the general biology class that virtually every incoming freshman student is going to have to take and larger schools where there are 300 people in a lecture hall.
For the first part, the professor doesn't particularly care what the one student question is in the back of the room.  Their focus in that particular classroom is to get information out.

So we are going to focus on mic‑ing the professor.
Now, the difference being we provide services for law school, okay?  In a law school situation nine times out of ten the professor is almost a facilitator more than a presenter, okay?  They are sitting there going:  Rick, tell me what you learned about, you know, Joe versus John, okay?

And Rick responds with Joe versus John and somebody else might jump in and say I didn't see it that way.  I saw it that way.  There's the Socratic teaching method.  Voices coming in all over the place.  That's where a room microphone becomes critical.

The professor's voice is important, but it's not the number one thing.  Okay?

We want to capture everything that is taking place in the class.

So we would work with you, your company should be able to work with you to say what kind of classes are we dealing with here?  What is the overall content?  What is the style of learning that is taking place?  Then we are able to determine what kind of mic‑ing situation should take place.
Now, all that said?  Bottom line is, there are limitations when you are providing remote services.  Nine times out of ten the most timid individual with the softest voice will sit in the back row.  Okay?  Now, couple things that we have found fascinating about that is again in spending time in the classroom I have been sitting in a seat about here doing this process and somebody will ask a question and I'll go, did you hear that?  And she'll go ...

Okay?  But the students won't even ask somebody else to repeat the question again.  They'll go no, I didn't hear it.

So we have kind of been faced with that challenge that if other students won't have somebody speak up, it's kind of hard for us to have them speak up.  That can be a challenge.

We also work with the professor.  Often times we'll try to get the professor to restate a question, all right?  We also work with the student and we say:  Look at the answer.  Sometimes students will get all upset.  I didn't hear the question, I didn't hear the question.  Meanwhile they have missed the entire answer which restated the question.

If you are looking at your screen and you don't hear my question and the screen states:  58 degrees with a possible chance of rain.  What do you think the question might have been?

You know?  What is the weather today?

All right?

So many times we have given students clues to say:  Look at what is taking place on the screen to be able to hear that, okay?  So there are different strategies to help them cope in the classroom with capturing that and so forth.

Again, I am not going to lie to you and tell you that remote CART is perfect and that it captures everything in a classroom.  It doesn't.  But I'm also, what I am going to tell you is sometimes having the person in the classroom, physically in the classroom doesn't help either.  Because they can't hear a student in the, asking their question.  There can be a limitation there.  Yes, ma'am?

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Hmm.  Well, from, the text receiving standpoint is easy, okay.  In the sense that any one of these services ‑‑ these are all Internet‑based, CART, text interpreting, it's Internet‑based service.  So I could give the URL that you are looking at up here.  That URL could be given to all three locations and they would be able to view the text simultaneously.  Okay?
So any group of people can view the text part of it.

As far as capturing the audio portion of it, I wouldn't see why you couldn't have, for example, a room microphone and then do a Skype conference call.  You would need to have a good Internet connection, all right.  If you had a stable ‑‑ I'm assuming that you probably do if you are doing instructional television, that you probably would have a pretty good Internet infrastructure.  That what you can do is do a group conference call.  So you would have ‑‑ I'm going to estimate and say five students in this room that would dial in, utilizing a microphone.  You have five students in this room dial in, utilizing a room microphone and you have five students in this room dialing in.
>>:  It's operated through our ... (Off microphone.)

>> PHIL HYSSONG:  Okay.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay.

>>:  It doesn't pick up that well.  So I'm trying to bring back ideas ‑‑ (Off microphone.)
>> PHIL HYSSONG:  I would look at the technology and see what kind of microphone they are using.  Some people will say, I have a great speaker phone.  Well, maybe that's not sufficient.  Maybe you need to try a different microphone type service.  I would look at the students.  How are they speaking?  Okay?  Are they speaking clearly?  Do they want to be heard or are they mumbling because they don't really know the answer, okay?

There are those kinds of things that you would want to look at as well.  I think I would have to assess in particular and say why aren't we able to hear this, okay?

Jumping back to the trust factor I want to say that one of the things you want to be aware of when you're dealing with service providers ‑‑ we hear all sorts of stuff, too, we know about divorces, we know about dates, we know about prom dresses, we also know about the challenges that you as a coordinator might be having with your supervisor.  Or with the accounting department or all sorts of things.  So we don't promote, as staff members when we have a student that wants to tell us about their prom date, you know, we tend to politely listen and we certainly don't comment, don't get involved on that kind of social level by any means.
But my point in that is that you want to have that trust relationship with your service provider.  Not that you are telling them all your dirty laundry by any means, but you want to be able to work with somebody and develop ‑‑ we are talking about a relationship.  You want to have a positive relationship with them.
All right.  Moving on to no hidden fees.  No hidden fees.

I'm going to add on to that, no bait and switch.  One of my biggest frustrations and I'm going to put it right out there, with my competitors, okay, is a number of the companies that compete against us have an A string and a B string, okay?  A string people pull in the job.  B string people do the work.

Okay?  And I find that very frustrating and unfair to our clients.  What I mean by that is what they do is they put their A string, their top notch people who earn top dollar, and they are the ones that secure the contracts.  All right?  Schools look at them.  They see it.  They're happied.  They're pleased.

As the semester goes on, the quality suffers because the B string comes in and continues on providing services in the classroom.  These are the people who might be students, high‑speed students, not certified, not fully trained.  Not top of the class.  Whatever it might be.
And now we are halfway through a semester and the client is not going to change because finding other service providers can be a challenge.

I would encourage you to ask what level of consistency can I assume?  Okay?  Now, don't ever tell a lie.  Oh, you have the best consistency that we can provide.  You know?  The best consistency that we can provide.  Well, what does that mean?  That means B string?  Okay.  What I would say is, am I going to have the same provider of service who starts this class end this class?

And what about every class in between?  I want to know that.  What happens if I don't like you as a service provider?  I don't like this person.  She doesn't do a good job?  Can I have her replaced?  Can I pick the people who provide the service?

Now, we don't let clients ‑‑ I'm not going to mislead you.  I don't let clients say I want Rick and I don't want anybody else but Rick and I won't work with anybody but Rick.  I say that's not healthy for you.  If Rick gets sick and we have to substitute Phil, Phil doesn't have a clue what is going on.  That is not a healthy environment.
We would team Rick with somebody else.  Rick can be your favorite, we're good with that.  But you team Phil with Rick so if Rick isn't able to cover the class, you have somebody who is skilled who can come in and help you with that.  We provide a consistent level of service throughout.

Also, the rate doesn't change.  The rate that I give you at the beginning of the semester will be the rate that you end with at the end of the semester.  And it will include all of the same services.  We have seen folks go oh, well we can provide services to you for $59 an hour.  You're like $59 an hour?  That's great, that's awesome.

Oh, and there's ten dollars for the transcript.

Okay?  There's another five dollars for the connection time.  And oh, you want it, you are going to have more than one person looking at the screen?  There's extra charge for the additional screens.  Okay?  Or additional people viewing, so forth.  The price starts to escalate up.

Again, sometimes you don't see that until after the semester has started.  Now what are you going to do?  Let's face facts, folks.  How many people are responsible for in some level or fashion I'm going to say 50 students or more?

Okay?  Just about every hand.  Okay.  You don't have time.  You don't have the time.  You want to.  You care about every student.  But you're maxed, okay?  I have talked to people who are responsible for 200 students.  You know, there's just no way that you can deal with that.

So you want to try to ask some of these questions up front and not look for hidden fees and so forth.

Moving on.  Conscientious.  Is your provider conscientious?  I went to a class one time.  I don't know if any of you ever had the opportunity to do this.  I'm not ‑‑ I'm not a box of rocks, okay?  But I'm also not a nuclear scientist either.  I have been to school.  I've gotten a couple of degrees under my belt and so forth.
Women, I'm not even going to tell you.  My wife says you wrote one term paper your entire masters.  You did the same one over and over and over.  That's not true.  I did do a little bit more than that.

But I went to a class one time.  It was a Ph.D. student immunology class, okay?

And she was providing, we were providing remote services.

I went into this class and I am not lying, I sat down and they started talking about stuff and I knew that they were using the English language, okay, but I couldn't process it.  I couldn't understand what they were saying.  The words, you know, I kind of captured maybe a root word, okay, but there were four prefixes and six suffixes on the same word.  I couldn't get it.

I mean, it's like my brain was going:  Oooo.  It was wait a second.  I was taking it in but I couldn't process it.

Now, we were able to successfully provide CART services for that student because of the fact that it was CART, the way they are able to build words.  You take a root word and they add prefixes and suffixes.  So they were able to successfully provide services to that student based on the technology and their skill level and ability.

Okay?  But I wasn't able to fully process that.

Now, we were just asked to provide services to a conference on the same type of subject matter remotely.  Okay?  Provide remote services to a conference eight hours a day of that subject matter.  We said we won't do it.  They said but you did the class!  And I said doing one hour is one thing.  Doing eight hours is something completely different.  And we would be doing a disservice to your participants by saying that we could do that.

I would contend that any company that said they could do it remotely would be doing a disservice to that group of people.  They needed to be educated.

So sometimes doing the right thing is walking away.  And I'll tell you what, as a business owner that's a tough thing to do.  To walk away from business on the table.

But if you can't do it and do it right, you need to be able to do that.

Now, what does that mean to you in the classroom?  I get just incensed.  There's a forum called the broadcasters forum.  It's CART writers and captioners from around the world join this forum.

Nothing makes me crazier than when a CART writer writes into the forum and goes:  I was just asked to provide CART ‑‑ I am providing, it's not asked.  I'm providing captioning services for university graduation on their jumbotron in their 30,000‑seat auditorium.  I have never done this before.  Can anybody give me any hints on how I might do it?
That just makes me crazy!  Okay?  Because they don't have the experience and yet they have accepted a job.

So what does that mean for you?  Again, asking those questions.  Do you have this level of experience?  If so, whew!  I'm in the process of doing a request for proposal right now.  It's the first time ‑‑ usually people say give us three references and maybe they'll say three references that are similar to what you're doing now.
But this particular request for proposal is asking me for five references and they want to know the dollar amount of each of those references over the last year and they want a description of the content of service we provide.  It's pretty detailed.  That's pretty detailed.

So that they are able to verify and see, you know, can you do what you say you can do?  And we want to make sure of that.  So you want to be conscientious.  I believe that we are.

Quality.  Moving on to quality.  Certified versus qualified.  How people here earned their degree 20 years ago or more?

Okay.  You know, you continue to do in‑service things.  You continue to come to seminars and become educated, to learn new things in the field, correct?  That's what you do, correct?  You get CEUs, all those kinds of things.
You're certified and qualified.  In this industry of text preparation, okay, not everybody has to continue to work on their skill.  All right?  Some folks can get that certified 30 years ago, but they maybe never have spent any time in a classroom.  Is that the candidate that you want?

So when you are looking for service providers, you want to talk about certification as well as qualification.  When was the last time you were in a classroom?  When was the last time, if you're doing remote services, when was the last time you provided services?  What kind of course work have you done?

All those kind of things need to be looked at when you're talking about quality.  Our particular company sends out evaluations.  We have a little saying in our house that says if you don't want to hear the answer, don't ask the question.  My wife and I have that.  If you don't want to hear the answer, don't ask the question.

ACS asks the question every semester.  We ask it of our writers.  We ask it of our consumers, the students.  And we ask it of the service providers.  How did we do?  How did we do and how can we improve?  We really value that input back.

I'll share with you, I've done that also as an administrator and do that as a staff.  One of the hardest things I ever did one time was have my staff evaluate me.  I structured it so that they could do it, okay?  I did all of their evaluations, all of their salary reviews.  I had that all done.  I put it in secure envelopes and I gave it to one of the employees and I said okay, I can't change it.  This is all done.

Now, you have to evaluate me the same way.  And the only rule was you can write it all down and you can submit it in writing, but you have to come into my office and you have to defend it to me, to my face, all right?  I don't do this, you know, it's okay to send an e‑mail but I'll never actually verbalize that stuff.  We don't do that kind of stuff.  You can say it about me, I'm good with that, but you have to say it to my face.
Folks came in and they were able to say things.  It was incredibly effective.  One situation in particular actually away from this evaluation, I had had a staff meeting and the circumstance was that I felt that our staff was, had become lethargic and was not working well together.  We want going anyplace, weren't doing anything.  And I read it to them.  We are not getting anywhere, our numbers are not looking good.  We are lethargic, not active, we are not demonstrating leadership and I gave them that whole spiel.

After the meeting, one of my senior staff came in and said:  May I stay behind?  May I close the door?  Permission to speak freely. 

While that sounds authoritative or I have some sort of military shift, that's just a statement we used if somebody needed to come in and blow off and perhaps use some colorful language or something to that effect.  We have that kind of unwritten statement in our office.  So we can say that.

So I said absolutely.  She goes, you know what?  I couldn't agree with you more.  She said we have become lethargic.  She said we lack direction.  We are lacking leadership here and it starts at your desk.

That was brutal.  That was hard, hard to hear.

But you know what?  It also changed me.  And I needed to hear that.  And I respected the fact that she said that to me and we as a company, ACS does that several times a year.  We ask ourselves what are we doing right and what are we doing wrong?  And how can we change this?  And be better at what we do.

I just had a discussion with the co‑owner Mike yesterday.  He said you know what, Phil?  I'm exhausted.  He says why can't we just do it?  Why do we always have to be reinventing?  And that's why.  We have to be continually reinventing.  You folks deserve that.  And you folks need that.
And you demand it.  You need that service.  You need it to be the best.  You need it to be top‑of‑the‑line.  Whatever service provider you choose, you need to have that expectation of them.  If they are providing, if they come to you and say we have been so good.  We have not needed to change a thing about our business in the last ten years, I would run.  All right?  Because if they haven't changed a thing in the past ten years then they are not up to date.
And they need to look at that.

Technology savvy.  Again, dovetails right into that.  We continually research microphones.  It's kind of an exciting place when you finally get in this profession when people start calling you up and saying, would you try our microphone?  We want you to take a look at it and see what you think and use it in some of your classes and so forth.

We try to do that, test out new equipment and see what else might work, what kinds of things can be effective.  Where do we need to add more technology?  Where do we need to do more research?  What are some of the issues?  It is kind of unique.  We are ‑‑ number one, we are seeing a huge amount of information, people with videos, you know, YouTube videos and professors bringing things into class.  How can we quickly make them accessible.
The other thing that has become significant is, if you will, field trips, okay.  Students going out and going on location to, for some kind of learning experience.  Whether they are going to the Botanical guard for botany class or going to the farm.  We need to provide services on the fly.  Hand‑held devices, being able to StreamText.
It's a cool concept when I can give the professor a cell phone and ear piece and I can give the student to take their smart phone, okay, and can be reading every single word walking right by the professor.

Pretty slick when you think about it.  But those are the kind of technologies that we have had to develop.

Doctors on rounds.  Okay?  Cell phones will now send data and receive data simultaneously, right?  Okay.

So when I'm a doctor and I'm going to the patient and I can say how are you feeling today?

And she says fine and it shows up on my screen, I'm able to see that kind of information.

Those are the kinds of things that we continue to test and continue to see and continue to work with.

Now, it sounds really cool.  I remember back in the day when people said:  We can stream to hand‑helds and we were able to StreamText to hand‑helds.  It's not ideal to read a 90‑minute session on a screen on this big with a font that is size 4, that kind of thing.  There are challenges, no question about it.  You know what, when we need to get out in the field and we need to come up with solutions, that's the way we try to continually stay on top of the game with our technology.
So I have told you much over the last, now an hour.  We have some time for some questions.  I specifically intended ‑‑ 90 minutes is too long to listen to anyone, I think.  But I wanted to have some time for some questions.  I have told you, told you many, many things.
I haven't told you everything.  I told you no lies.  The bathrooms are right over here.

However, I will tell you more, but that requires a signed contract with us and then I will eel tell you everything.

Thank you very much.  I'll take any questions I have.  Quickly, I want to thank Karen.  What's on the top screen, folks.  Yell it out:  CART.  The CART is meaning for meaning or verbatim?

Bottom screen?  Typewell, text interpreting.  And is that meaning for meaning or verbatim?  Right thank you, Ken.  Thank you Karen.  Thank you folks for coming.  Any questions?

>>:  (Off microphone.)

>> PHIL HYSSONG:  Correct.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Interesting question.  For those that didn't hear it, the question is many Typewell transcriptionists as they continue to develop their skill they become near verbatim.

If you talk with the Typewell people, the people who have actually created the software, they will tell you that near verbatim is not what they strive for.  That is not what they want.

Condensing text and giving a meaning for meaning translation is harder to do than near verbatim, okay?  And they would say that they would really encourage people who are ‑‑ the good part about near verbatim means that they are very fast which also means they should be able to capture the essence, the meaning very well.
And so they really would strive to say condense and get to that meaning, not shoot for word‑for‑word.  That's what the Typewell people would tell you.
>>:  (Off microphone.)

>> PHIL HYSSONG:  And that is where the evaluation process comes in.  I mean, that would vary depending on the student.  I would encourage either you as a coordinator or having your service company ask that question of the student.  Are your needs being met with this?  Some might come back and say no, it's too much text.  That's why I didn't want it in the first place or why I didn't want CART in the first place.  I wanted a meaning for meaning condensed transcript.  Some will say that.  The converse of that is equally true.

I want to state to you and people ask this all the time, which is cheaper?  That's the one I will take.  That's not a solution in our estimation.  That is not a solution.  You need to identify what the need is of your student.

Now, I also know that there are budget restraints.  I know that some campuses say this is what we are doing.  I understand that, too.  There has to be a balance in there.

But we have had some students who have had CART, we provided them CART and they said no, I don't want this.  I want text interpreting.  I want that condensed transcript.

Converse is exactly the same as well.

Sir?

>>:  (Off microphone.)

>> PHIL HYSSONG:  Oh, I'm sorry, you know what?  I completely missed that.  I can easily tell you, the statement was within the description there is going to be inclusion of sign language.

We have added what is called VRI to this process.  VRI is video remote interpreting.  Okay?

And just as you might have a text provider, a CART writer or a text interpreter come into your classroom, many times now interpreters come into the classroom and the interpreter will stand and obviously interpret and so forth.

The exact same technology that is being used for text can also be used for sign language.  So rather than having text on the screen, you have your interpreter on the screen.  Okay?  They are in a remote location.

So you do the entire process is the same.  The process being you have an audio source.  That audio source is sent to a remote location and then rather than visualizing text on the screen, you are actually visualizing the interpreter on the screen.

And they are able to interpret for the student.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Is the student allowed to ask the question?  In all three cases, absolutely.  The student, and there are different options for that with students asking questions.  There is a feature built into all of the softwares that is a chat feature.  I'm going to say we don't log into it because we want to be able to show you the full text.

What we have done is, three different options.  We encourage students if at all possible to use their own voice.  Put your hand up and ask your question.

Another option is, because from the remote situation is in this chat box they can type their question, okay?  And it depends on the classroom situation.  We have had situations where a student will type the question, raise their hand, the professor knows to come over and can read their question.  Okay?

We have also had situations where a student has typed the question and a neighboring student will read the question as well.  It depends on the student themselves and how they feel about the situation and to what degree they want to participate.

That also might be a delineating factor as to whether or not you use remote services or if you use somebody on site.  If it's a situation where the student is going to be very verbal in the classroom and they want to have an interpreter right there with them to do that, that may be a time where you have an interpreter actually in the class to assist, facilitate that.

>>:  (Off microphone.)

>> PHIL HYSSONG:  We can, yes, absolutely.  We provide what we call post production services.  So yes, captioning DVDs, any kind of media piece, media files, online webinars, anything that would require text we would do that, yes.

Other questions?

Yes, go ahead.

>>:  (Off microphone.)

>> PHIL HYSSONG:  We had a situation at a university in Washington, D.C., their WiFi infrastructure, number one, was not real good.  Number two, they restricted it during the day.  So that the majority of their bandwidth went to their administrative offices and was kind of pulled away from their classrooms and so forth because students were over there downloading whatever it is they download and they were using too much.

In that particular case, what the campus did, the disability office went to aircards and they were able to have individual aircards for students.

Ironically, we thought we were going to run into cost issues with that, but the IT department was all over it because they were able to use them as well and so it worked out very well.  The IT department often times ‑‑ well, what we have seen.  That's a generalization, but what we have seen is there are often times funds available for stuff and there aren't funds available for service.
So they were able to purchase things in the IT department and then loan them to the disability office.  That's how that was done.

Another way that we have been able to work with Internet in the classrooms where WiFi wasn't great was sometimes the classroom might have one main computer.  If it's a smart classroom, there might be a main computer hardwired for the professor.  What we have been able to do is work with the IT department and have a wireless router attached to that unit so that the WiFi is very strong in that particular room.  Might not be for the entire campus, but the cost was minimal to make that particular room accessible and then that WiFi router or wireless router was able to be moved to other classes when the student changed.

It wasn't a hardware fix in that particular classroom that cost a lot of money.  It was something that was transportable wherever the student went.

And yes?

>>:  (Off microphone.)

>> PHIL HYSSONG:  Evaluation of a transcriptionist.  There is not any kind of certifiable process for that.  It simply doesn't exist at this point.  Although I can tell you that some schools that use Typewell transcribers have an internal certification process.  Actually Portland community college has an extremely sophisticated process that they use to evaluate their transcribers and to make sure that they are up to snuff annually.  They are graded annually as to where they are and what they need to do.

We have chosen a much less sophisticated route, but we feel kind of more direct.  That is again going to the end user saying:  Was this an effective mode of communication?  And did you feel that it met your needs?

Anything else?

Well, I thank you very much for coming in this morning.  I hope that it was a valuable presentation for you.  Enjoy the rest of the conference.  Thank you.

(Applause.)

(The presentation concluded.)
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