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>> PHIL HYSSONG:  I want to thank you for being here this morning and being part of our presentation.  I'm going to explain to you a little bit about what's going on this morning.  But one of the first things think that want to say to you is that this presentation is not going to be as cohesive as what you might think.  I'm not going to just start at Point "A" and naturally progress to Point "Z" in the process.  There are going to be times where what I say, I will stop and indent and start a new paragraph.  We're going to talk about successes and challenges with voice-to-text services.  And so consequently it's not necessarily just a start at Point "A" and it flows through.  We'll discuss something that will be the end of that discussion, and then we're going to look at another point. 

So I don't want you to think, "Wow this is really disjointed." But the reality is when are you talking about specific components, I don't want to spend an entire hour on one particular issue.  We're going to move around and discuss a number of different things throughout the process.  And before we get started, I'm going to share just a little story, and I will explain the screen you to.  I can see many of you watching.  And I can tell you this right now.  My wife is an early childhood teacher.  And she always reminds me, she says or "Phil, you know, you never handout all of the pieces of the information or what all of the parts of the project first because if you give it to the kids then you'll never get their attention back again." And so I am going to ask you to give me your attention for just a minute, and we'll discuss this a little bit more fully. 

But kind of to give you an idea of who I am, I have been in this industry my professional career.  And I have had the opportunity of working in the field of C.A.R.T. and text services since it started.  And -- I'm sorry, I'm understanding what's happening.  I'm not listening to my cell phone from a personal standpoint.  This is our C.A.R.T. writer is hearing me, and it was beeping me giving me a signal, and I wasn't sure that was.  But I can see my phone has a note on it and that's why. 


Jumping back, I apologize.  I have been providing C.A.R.T. and captioning services for in excess of 20 years.  When I first started in this industry, there was some captioning on television.  It was being done minimally, and we saw a little bit of text services being done on perhaps the post-graduate level.  People who had graduated with their four-year degree were going on to law school, to medical school, and we saw some text services taking place on those levels.  As my career progressed, and as the industry progressed, we saw that going into a standard place within four-year schools, and now we're seeing text services pushing down even into the high school level.  So it's becoming almost a universal design concept.  It's out there.  And it has been around for quite some time. 

So we're seeing those services develop.  But what we're also seeing as technology has continued to develop, we're seeing challenges.  Okay?  We're seeing things that need to be improved, areas where there are struggles.  And so that's kind of what we're going to talk about today.  As I said, I have been doing this for about 20 years.  I was with my brother.  My brother is older than me.  And he said -- I just got a kick about this because he had commented to his high school kids, he said, "You know, I am a dinosaur." I said, "Really?  What do you mean?" He said, "I don't have Facebook.  I don't know how to Tweet.  And I still use bar soap."


(Laughter) 


He said, as far as I am concerned, my kids think I am a dinosaur.  I thought that was funny.  It just kind of explained how far back we may go.  And today, what we're going to cover, we're going to talk about different terms to define service.  We're going to look at a number of issues and experiences that I have had and perhaps some that you have had so that we can learn from those.  I just am reading a book, and I don't want to get into a political discussion.  I have a very good friend sitting here tonight and I brought this up at dinner tonight, and her back arched just a little bit.  I am reading George Bush's book, "Decision Points." And I have found it somewhat interesting, just to see the process that a President goes through to make decisions, good, bad, or indifferent. 

And one of the things that I was surprised at, and I'm not sure why, but he quoted a number of other Presidents, and he looked back, and he said, "When I was making decisions based on -- decisions regarding actually Iraq and Afghanistan, I looked back at what some of the things that Abraham Lincoln had written about wartime, and strategies that he used, and some of the processes that he went through,"  and that happens to be one of George Bush's influential President to him, was Abraham Lincoln and the struggles that he went through.  He has read virtually all of his biographies and so forth.  And I found fascinating.  You think of drawing what we have learned through history and how to improve how we move forward.  That's not brain surgery.  I realize that's not an aha moment for many of us. 

But I just thought, "Boy, that really is the case even in our case disability services.  Let's look at what we have done well.  Let's look at what we have struggled with.  And how can we improve some of these things?" That's what we're going to talk about this morning.  


On the screen, we are providing C.A.R.T. services.  C.A.R.T. is Communication Access Realtime Translation.  It is a verbatim translation of what I am saying.  Okay?  There is a gentleman by the name of Mike who is listening to me in this particular case through this BlueTooth on my cell phone, and Mike is sitting in his shorts and his T-shirt in his home office in Tampa, Florida.  


He is transcribing everything that I say, sending that back to us via the Internet, so that you can read along.  Okay?  That's what's taking place there.  I want to thank Mike for being a part of our presentation this morning.  And for helping make my words useful to you folks.  I also want to take a moment and thank our interpreters who are here this morning.  So often we wait until the very end, as you are all running out the door, and we say, "Oh, by the way, thank you for these people." If it weren't for them, my presentation would be useless to many folks.  So I want to thank them for their time this morning in helping to us understand.  But that's what's taking place here.  Mike is listening, transcribing, and sending that text back to us.  And, again, that is C.A.R.T. 

Not to be confused with the second item on our list -- first of all, let me ask how many people use text services in their institution, their job, their school, wherever you might be coming from?  Do you folks?  So some of are you familiar, and some of are you not this workshop is not -- I'm not going to spend an enormous amount of time on -- specifically on what the technology is.  We're going to talk about how to improve it.  So I do want to give you a base in talking about the different services.  The second is Text Interpreting is a meaning-for-meaning translation.  Okay, meaning for meaning.  Another way of saying that is I call it a text-based Sign Language.  A sign interpreter listens to what's being said, and then they put that into a visual language, a Sign Language, for people to understand what it is. 

They might not sign every single word that I am saying.  They might have a sign gives better concept of what I am trying to say.  They may not use all of the articles in the language and so forth.  They give the meaning, though, of what I am trying to say.  That is Text Interpreting.  Okay?  But it is text-based, and it can be delivered the same way that Mike is delivering his text on the screen here as well.  All right?


The third element is captioning.  Now, we're kind of splitting hairs here just a little bit between C.A.R.T. and captioning.  Captioning tends to be an umbrella term.  When anything that's text based.  People say, okay, there is captioning.  The actual definition of captioning is text merged with a picture.  So if you think of television, that's captioning.  Text merged with a picture.  Okay?  


And finally I want to talk just very briefly about voice recognition, speech recognition.  When we're talking about voice-to-text kind of process, you have to recognize voice and speech recognition.  It's part of the game, okay?  It's part of the plan.  What we have found in education, okay, and now there will be pockets of people who will say, "Nope, we've got a better solution." But what we have found is the standard is voice and speech recognition has not been able to produce the quality that machine-based transcription has been able to produce.  


Now, voice recognition services can produce maybe 80-90% accuracy.  And when you think about it, that's pretty phenomenal.  Okay?  But in reality, 90% accuracy is virtually not usable by somebody who is relying on text translation to understand what's going on.  So while the technology is getting stronger and better, there are still limitations within voice and speech.  Our particular company actually does have a voice writer that we work with.  I mean, there are some people who are very good and able to do it.  It's called re-voicing.  They train their software specifically to their voice, and it becomes functional, and it works out pretty well.  Okay?  But in many cases, it's not adequate for what we need to do in the academic arena.  


Let's take a look at technology.  This is where we can learn the most in how to provide services, and in how to improve services.  First, I want to talk about the Internet.  There are three types of Internet that we talk about.  Hard-wired, wireless, and aircards.  Okay?  Hard-wired, wireless, and aircards.  You know, how many people remember back to when you dialed on AOL and you heard the beep, beep, beep, beep, and you handshake, and you get a 26.2 and you were like, yes!  Right?  You were excited about that?  We have certainly come a long way, if that gives you any idea of how long I have been in this industry, if I can just talk to you about that.  But we want to talk about hard-wired, wireless, and broadband aircards. 

Hard-wired is the best that you can go.  All right?  You minimize the least amount of variables with a hard-wired connection, okay?  But inherently not all classrooms have that kind of service.  So what we recommend is that if you can get into a situation where it is -- you are in a high-profile event, let's say a commencement activity that are you providing services for and are you doing it remotely, there you might want to invest in a hard-wired connection to make sure that it's as strong as could be.  


The next thing that we want to talk about is wireless.  Here is an interesting story that we learned.  On your campus, your institution, we were working with a University in Washington, D.C., and they wanted to provide wireless services throughout their entire campus.  And we tested.  On most campuses classrooms are busy all the time, especially nowadays.  So we needed to test these classes, and we needed to see what was going on, and so we would go into the classes at 6:00 in the morning, and we would test the Internet connection.  Everything worked great!  Okay?  So then the students come into class at 10:00, and they sat down for their 10:00 class, and the whole thing collapsed.  They were all on at the same time, the students had woke up, the offices were open, so consequently we have administration sending their huge PowerPoints, and we have students downloading all of their movies and updating their iPOD®s, and the entire infrastructure imploded on us. 

So what we learned from that is, number one, you need to test things during the actual academic time if at all possible.  And the second thing is talk to your I.T. people.  We struggled with this problem on this campus for a couple of weeks until we finally got all of the I.T. people.  And the right I.T. people involved in the process to find out that they actually in this particular case, okay, not only was the infrastructure not strong enough to handle everything, but they restrict certain bandwidth during the day so that the academic offices receive priority, and the students in the classrooms do not receive a priority.  And so consequently we had to modify the structure that we use.  What did we modify to?  We went to what's called broadband aircards.  Do you see this little adapter thing here? 

Okay?  That is my Internet connection.  Okay?  We were able to go to broadband Internet cards, and it solved the problem on this entire campus.  Their DSS office, that's Disability Support Services, was able to purchase those cards through their I.T. department and issue them to the students.  Students were then able to be completely portable and were able to go anywhere on campus and be able to access services.  So it worked out pretty well.  


Audio.  Audio.  Yes?  


>> Audience member:  Typically when I think of an aircard, I just think of something that is like a wireless adapter.  


>> PHIL HYSSONG:  The statement was when think being an aircard, are you thinking more of like -- making a laptop wireless accessible.  And the answer is, no, they are different.  This is an actual subscription service.  To get an aircard, I actually pay an additional $35 a month to sprint so that I have access to the Internet on my own.  And so as somebody who travels frequently and so forth, I go to hotels.  So rather than buying Internet when I go someplace, I am able just to log on wherever I am.  So there is a fee associated with this, but in this particular campus' situation, you have ever had a situation on your campus or in your institution where you have money available for product but you don't have money available for service?  See, all the time.  That's exactly what happened in this particular case. 

The I.T. department said, "We have nothing in our budget that can allow us to make these classes hard-wire accessible, but if you want to buy something that will fix it, we can do that." So we bought the aircards.  They had the money to pay for those without an issue.  So, again, it made it accessible.  But it is a separate purchase, it's a separate stand-alone item.  


Moving on to audio.  Audio and audio placement.  This is always amazing to us on how things work.  Now, I am tethered here, so I can't move around too much.  But one of the first indications for us for a student when they say we can't hear the student, or the student says, "Are you not picking up the professor,"  and we hear the student typing to us on their laptop.  They're sending us an instant message, but we can hear their fingers on the keys.  Where do you think the microphone is?  It's with the student.  And nine times out of 10 that student -- that's not going to be effective.  We say look, Mr. student, Mrs. Student, Ms. Student, you need get that microphone closer to the professor on what you need to do.  So the first thing that you need to think about is the type of microphone that will be in the room. 

Professors don't like this kind of thing.  Don't box in a professor, okay?  Don't tether them to anything.  So we went with wireless microphones for professors.  Okay?  The professor can wear a wireless microphone basically forget about it, and not feel encumbered at all.  Wireless microphone also gives the student the opportunity to sit anywhere that they want to sit, okay?  The whole idea is inclusion here.  Okay so are you not making the student sit within three feet of the professor and having their microphone tied to the laptop.  The second thing you want to look at is what's taking place in the class.  People say to us many times when they talk about voice-to-text services, they say, we have a lecture hall of 500 people, and we want to be able to hear student comment. 

Well, that's just not reality.  It just simply is not reality.  And the irony of it, and here is a story for you on microphone placement and audio and what the reality is.  We have a medical student in New York, and it was doctors, it was a group of actual medical doctors.  Now, for any of you, if you have any kind of medical concerns right now, this is not a great story for you.  But these folks are sitting in their seminar, and we couldn't understand them.  Frequently we couldn't understand.  It would be very clear, and then the audio would become very kind of muffled, mumbleish.  It would become clear, couldn't understand what was going on.  Okay?  Well, the doctor who was deaf said to us, "You know, you guys have to fix this I am getting half of this lecture, and I can't understand what's going on."


So I flew out there on two different occasions to try to fix this.  And I realized that it was a small room.  And I had a hard time understanding them, but it was a little bit better.  The second time I went out I said, "You know, I am having a hard time." I said to one of the doctors, I said, "Do you get it?" And he looked at me and he said, "You guys don't get it." I said, "What are you talking about we don't get it?" He said, "We don't know the answers, so we intentionally mumble so that the professor thinks that we probably do but he didn't get it."


(Laughter) 


"But he is too embarrassed to ask us to repeat it, and then they move on."


(Laughter) 


And I said, you've got to be kidding me?  But that was the reality of what was going on in the class.  But the key element in the situation is microphone placement.  If I wanted to try to pick up the audio of you talking, do you think it's wise for me to sit a microphone on that table?  Why?  


>> Audience member:  The fan.  


>> PHIL HYSSONG:  The fan, exactly.  Are you a professor?  Whoever said the fan, are you a professor?  


>> Audience member:  (Comment off mic) 


(Laughter) 


>> PHIL HYSSONG:  But professors don't get that.  They don't understand that.  But you can't put a microphone next to a fan and not expect to hear lot of fan noise.  Microphone placement is a critical element.  The other thing think that want you to remember about microphones is think of the student.  Professors are intimidating creatures, okay?  They are wonderful.  They're knowledgeable.  They help us immensely.  But when you are 18 years old and you are a college freshman and you are walking on to a campus and you have to go up to this guru and ask them to wear a microphone, that's very intimidating.  And so we try to empower the end-user to say, "You know what?  Your professor knows.  Your professor is waiting for you to come to him or her and give this microphone." We can't disclose who you are, but you can disclose who you are, and you can just go up to them and say, "I think that you know that you need wear this microphone, and they're happy to help you." But you need to educate and try to bring the student along if at all possible. 

We're going to talk about professor as little bit more.  And the last thing think that want to say on microphones is think about when you make a purchase, if you buy a microphone with batteries, batteries need to be replaced.  They wear out.  Students are not necessarily the most responsible people, okay, when it comes to batteries, all right, so that can be an issue.  So think about that.  There are a number of microphones that are rechargeable, and that can be a great thing as well.  Right.  I am sure that you folks are happy to know that my Norton software is backing up my computer right now.   


Last thing I want to talk about is the actual computer self.  We encourage you, if your institution provides students with technology, we encourage you to buy good stuff and not great stuff.  Okay?  Thieves don't particularly like good stuff.  Thieves like great stuff.  Okay?  So you can buy computers, laptops, microphones, aircards even, okay that are good and are functional, okay, but aren't necessarily a Mercedes.  All right?  And we would suggest that do you that.  Now, I can tell you, and I don't know what your experience has been with your particular campus and your particular students, but I can tell you that I have had direct contact with students for over 11 years, okay, within my businesses.  We have never had a technology loss due to abuse or theft. 

Okay?  And my theory on that, while not proven, is that the students really appreciate the service.  And because they really appreciate what this service provides to them, they are a bit more sensitive to the protection of the equipment.  And I think that that is a wise thing to heed and look at with your students.  So when you are purchasing, if you purchase things.  The other thing is sometimes students will have some of their own equipment.  We would encourage you to use the student's equipment if you can, but, again, that builds in ownership on the student's part.  They don't want to have to lug around extra computers, and if your office doesn't have to provide an additional laptop, that's a wonderful thing, okay?  But now, "good" is a relative term. 

Windows 95 was good in '95, all right?  So we recently had a situation where -- I shouldn't say that it was a couple of years ago.  But the student's connection kept dropping.  They could connect on Skype.  We use Skype a lot to send audio.  Not every school uses BlueTooth, but we have Skype which we typically use, or sometimes AIM instant messaging, and we're also connected via the Internet for the text.  The student would get into class, things would be going along, they would get 10-15 minutes into class, all of a sudden the text would start to slow down.  And it would stop.  And all of a sudden a whole bunch would shoot through.  And it would stop.  And then Skype would just hang up.  And you would be like, okay, so you would wait a few minutes and so forth.  And then you dial back, and it might connect again. 

Sometimes it would, sometime it is wouldn't.  What we found out was when we talked with the student who was on Windows 95 was the fact that their computer processor was not fast enough to handle this technology.  So if you can visually imagine the computer was bogging down and saying I am done.  And after it would dump everything, it would reconnect until it would bog down again, and then just shut down.  So you do need to have relatively up-to-date services.  Now, we've not seen those kind of issues with XP, and certainly not with Windows 7 and so forth as it keeps going through.  Vista no one even talks about.  


(Laughter) 


But we have not seen those types of issues with the newer operating systems.  But just be aware of that.  That sometimes people go, oh, we can get this computer for $99 at the used computer store, and depending on what are you using it for it might and wonderful investment.  But in this particular case are you using some pretty sophisticated programs.  They're free, but they are sophisticated programs and use quite a bit of bandwidth and such.  Okay.  Who pays and how much?  I like this.  I like this.  All right?


You need to justify why you would be spending this money on these services.  Prices range from $50 an hour to $150 an hour depending on the type of service that you use, the company, the deal that you get, all of those kinds of things.  All right?  So it's not an inexpensive process.  So how do you justify this?  One of the things that I find interesting is we have a number of clients, and I don't see any of my competitors in the room so I can say this.  One of the ways that you want to market these services is you go to all of the schools who have been involved in a lawsuit.  Because schools who have been involved in a lawsuit recognize the value of providing services.  And providing quality services.  And I'm half-joking on that.  We don't sit down and look for schools who have been in lawsuits, but we have a number of clients who actually have been in the lawsuit situation. 

And they're not providing services because they are scared at this point.  They are providing services because they have become informed.  And they've become educated on what they need to be providing.  And that has been a very interesting process.  So if you are a school, an institution, that's not sure what you have to do, I would encourage you to get on some listservs, number one, but, number two, talk to people who maybe have been in a bad situation, who maybe have had a lawsuit-type situation affect them, and talk with them and become educated on what you have to do, what you want to do, and so forth.  What is your school's commitment?  That's kind of the first thing when looking at the justifying of cost.  What is going to be that commitment?  You also need to look at need. 

I find this very interesting.  The abuses within services.  And it's not from a student standpoint, but it's from an uninformed disability office standpoint.  We had somebody contact us one time that said, "Do you provide Sign Language interpreters?" And we said, "Well, we can." And she is like, "Well, I need a Sign Language interpreter." I said, okay, because this student is deaf.  I said, "Does the student sign?" And the response was, "Well, they're deaf, of course, they sign."


(Laughter) 


And I said, "Not necessarily." And so then I kind of hear, do they sign?  She came back, oh, they don't sign.  I said, well, then an interpreter is not going to work for you.  And that kind of thing happens frequently.  You have to identify that need.  Identify exactly what needs to be done and make sure that that service is going to benefit.  And that is a help in justification.  Another way to justify services is bring your administrators in to see this service.  Make an appointment.  To be honest with you, and I am not saying this just because it's what we do, I have never met someone who has looked at this and when you say, "I'm talking to a guy in Florida and, look, it's showing up here,"  I've never had someone say, "Whatever." Everyone has always said, "That's really cool!  How does that work?" And then you say, "Our students are able to sit in a class and listen to Professor Phil do his thing with less than a two-second delay, and it shows up on the screen.  They're able to actively participate." Your administration will go, "Really?" Okay.  They need to be informed on what they are spending this money on.  All they do is see that bottom line in the budget, and it will be one of your largest items, and they're like, "What is this?" 


The other thing is your students.  Do you track your students on where they go and what they do?  I am always amazed, you know, they graduate.  Eventually they graduate and go off and become productive -- I have two young children, and I am looking forward to that day.  


(Laughter) 


You ask my 10-year-old what happens at 18, honey?  I have to leave.  


(Laughter) 


Yes, you do.  And so, you know, they graduate and they go off.  What are they doing?  Track some of those success stories, and share that with your administration.  Let them know.  


Another thing is, have you ever encouraged your students to send a thank you?  Now, some students are going To come to you and say, "Well, you owe this to me.  Why am I thanking you for something that you owe me to do?" And you will run into that.  But you know your students.  You know the people that you work with but to thank people for the accommodation.  You know, we really appreciate it you went the extra mile to do something for me and my academic career.  I know that maybe had you to, but you didn't have to be nice about it, and you were really nice about it, and we thank you for that.  Those kind of things go a long way with administration who are faced with really, really tough decisions on what to fund and what not to fund.  And I think that that will help you with some successes. 


Another justification on need is I can tell you a story of a student who is a high school student.  His parents fought for years because the school provided an interpreter which was fine in part, but the student was more oral-based, and was more English-based, and so while there was some sign exchange and there was some learning taking place, the student really struggled.  The parents watched him, knew that he watched captions on television, that his reading skill was good, and through testing they knew this.  And so the parents fought for text interpreting to be brought into the high school for this student.  His grades went from being a "C"  marginal student in trouble to an "A" student applying to go into pre-med programs.  And you need to find those stories and share those stories as well. 

What that is is, that's a situation where an accommodation and need was met.  It was a match.  So when looking at the cost of services, is it better to spend $25 an hour less on something that's wasted, or spend $25 an hour more on something that will help the student achieve?  You know, those are some things that have to be weighed.  And I am not giving you answers.  I am giving you things to think about when you go to try to work on these different kinds of situations in your environment.  


Let's talk little bit about low bid.  I love low bid.  Okay?  Any of you come from states where low bid is mandatory?  Okay.  Those can usually be challenges for folks.  It can also be good.  It does provide healthy competition.  A couple of things when dealing with low bid.  I would say I am going To talk to you just for a minute about accepting a low bid, and then also for those that have to produce low bid.  Compare apples with apples.  Many people say that they can do something.  But the question is, can they really do it?  And our industries, okay, both interpreting, as well as C.A.R.T. and captioning have been hit by the economy as we all have.  So there are some folks who are not skilled at what they do who are saying, "I'm skilled at this and I can do this,"  because they are desperate for work. 

And while I can respect that, that's a hard thing.  So I would say to you when you are putting together your bid and your specs, if you are not sure what are you looking at, find somebody that can help you to interpret the data, okay?  And make sure that you are comparing apples with apples.  Because all services are not the same.  


Now, for people who are in mandatory low bid situations, I am going To share something with you, and I don't want it to be misinterpreted.  So I am going To give you the disclaimer first.  And that is that I am not telling you to fix the situation.  Okay?  I am really not promoting that but in many situations we've come across -- there was a school in particular that we were able to solve their problem.  They had a particular issue with audio.  We had a solution to fix their problem.  They knew that we could help them.  But we weren't low bid.  Okay?  They came back to us and they said, "But we can't hire you unless are you low bid." I said, "But low bid can't fix your problem." They said, "It doesn't matter.  We have to go with low bid unless you have something that is unique about you that others don't have." And I said, "Well, my wife says that I am very unique."


(Laughter) 


But I don't think that's what they're looking for.  All right?  But it made me think of a quote, and I wrote it down, and I always laugh about this because some day I am going To quote Plato or Socrates or something.  But today we'll quote Coco Chanel.  And Coco Chanel said, "If you want to be irreplaceable, you have to be different."


And I thought that that really speaks to business, and speaks to the low bid situation.  So what makes you different?  If you want that vendor, what can they provide to you that others cannot provide?  Make yourself irreplaceable from a company standpoint.  Make your request that it really only fits this group of people.  They can fix what we need to fix.  Okay?  You don't necessarily have to be locked into just that lowest number all the time.  


Equal access versus unfair advantage.  I hope that this is where we're going To go with a little bit of audience participation.  Okay?  You have a student that comes to you and says, "I would like C.A.R.T. and interpreters, because I want as much information as I can get." Do you provide that?  Two interpreters for every class, and a C.A.R.T. writer, you are probably looking at well over $200 an hour.  That's what you will spend on the class.  Do you do it?  


It depends on the class, okay?  Well, now, that was a very politically correct answer.  


(Laughter) 


But it's truthful.  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  So the statement was for those probably not able to hear that, that depending on the type of class there could be some -- if it's a very technical term, and the interpreter -- or a very technical class and the interpreters Are fingerspelling all the time, they may need the C.A.R.T. for notes for additional support, and so they would just go hand in hand  depending on the class type.  Anyone else?  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  Certain school districts, or some school districts, are charged with making events accessible and not necessarily maximizing the situation.  So it may not be optimal, but you have certainly met the expectation of making this event accessible.  


Yes?  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  Okay.  The statement of whether or not the student voices for themselves, how understandable their voicing might be so that there could be that classroom interaction back and forth.  All valid statements.  And I don't think that I will disappoint you.  I think that you know I will tell that you there is not necessarily a right or wrong answer to this.  What I would encourage you to do is to think about some of these equal access, if you will, unfair advantage issues and try to develop some policies, if you can, within your institution so that are you able to address those needs.  Because those are some of the challenges that we face within, you know, it's an unfair advantage.  We have some people who say, you know, "No, our goal is to provide access in the classroom as you had said. 

It's not our responsibility to give them every mode of learning that they might possibly want.  It's not a matter of need, but it's a matter of want."


Looking at transcripts after class, transcripts of this.  Can you do that?  Should you hand them out to the student?  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  You can purchase class notes anywhere, so it doesn't matter.  Yes, you say?  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  Who owns the transcript, that's really between the school and the professor.  99% of the time it's the school.  We're going To talk about professor and copyright in just a minute.  And from a company standpoint, the policy that tends to be most standard with companies is whoever signs the check gets the transcript.  In a way.  Some companies will say, no, I own it.  I wrote it, I own it.  Most do not say that.  Most say whoever signs the check gets the transcript, and after that we don't care kind of thing.  This is a big one.  This shows up on academic listservs I would say twice a year, and the camps draw their line in the sand, and the one side of it is absolutely not.  Transcripts are an unfair advantage. 

No other student in the class is able to take a transcript out of that room.  They have to listen to the professor and deem what is important, take their eyes off of the professor and write it down on a piece of paper.  The student using services, there should be no different.  


The other side of the camp says, absolutely you provide the transcript.  They are already focusing so intently on just understanding what's going on in the class that they need these notes to be able to go back and to have full access to the class and so forth.  So we provide them the notes, absolutely hands down no question.  Those are the two sides.  


Yes, ma'am?  


>> Audience member:  (Comment off mic) 


(Laughter) 


>> PHIL HYSSONG:  And you know what?  I would tend to agree with you.  That that is an issue.  What I will applaud CSUN on is that they have established a policy.  Now, whether or not we agree with the policy or don't agree with the policy, that's fine.  Everyone can have their opinion, but they -- at least they're not going Well, in this case we will, okay, in this case we can't.  That's the policy that they have decided.  Why they have made that decision, I do not know.  But I think that that's something -- and I have no problem sharing your comments with them.  But I don't know what went into that policy.  


Yes?  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  This gentleman, professor, said that where he taught that there were students that wanted a recording, and what he did was he recorded the event and posted it to the website so that then anybody who would want that recording had equal access to it.  That's a great example.  Thank you for sharing that.  That is a great example.  


Yes?  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  Well, I think in this particular case he is talking a professor at -- you were professing, you were teaching a course.  


>> Audience member:  (Comment off mic) 


>> PHIL HYSSONG:  Okay.  The statement was that it was being taught for a course, and that the University would retain the rights for it.  Oftentimes within -- depending on the institution, that when a professor works for a particular institution they work for that institution under their name.  So anything that they publish and so forth is associated with that University.  Not that they necessarily -- the University may not own it, okay, but their name certainly on it and there is some level of control with it in that particular case.  


I want to move on in the interest of time.  Services being provided regardless of attendance.  Do you provide services whether the student is there or not?  Okay.  We have -- I work both in the C.A.R.T. and in the interpreting fields, and interpreters, the typical response is no for interpreters.  No student, we leave.  After so much time we leave.  C.A.R.T. oftentimes is, well, stay and take the notes for them.  Okay?  Again, it's a policy situation on what's fair, what's not fair.  We have a particular situation with a student who claimed, and this was very interesting, our particular company requires that a file is made for every class regardless of whether the student arrives or not.  So sometimes we will receive a file that just says, "Student no show" and we keep track of that. 

And the reason why was at one point a student filed a grievance against the school and said that support services were inadequate, and that's why they were failing.  The student was being put on academic probation, and he blamed it on support services.  Support services asked me for a copy of every file for this student, and we were able to determine that the student was in class approximately 40% of the time, okay?  So we were able then to use that documentation to show that the student didn't attend classes.  And so that was the policy and the process that that particular school used.  So you need to, again, make that policy of, okay, are we going To provide these services if the student is not going To show?  What happens if it's a chronic situation this we have an institution, and their policy is if you miss twice, okay, you run the risk of your services being pulled. 

And they make the student sign a contract at the beginning of the academic year.  Okay?  So you better have a pretty good reason why we just paid $100 an hour for somebody to sit in your class when you couldn't get your fanny out of bed.  All right?  And so many times, and the students, we've had situations where they said, "I was on a train that was delayed.  I didn't get to school." And the school backed it up.  Those are legitimate excuses, but you know that the service provider is the last person they'll call after they've been out on St. Patrick's day, you know, drinking green beer.  At any rate, the overall point I want you to take away from this is seek guidance and develop those policies.  There are a lot of resources out there that can assist you.  


Professors.  Oh, boy.  In all my years I've only had one situation where a professor completely refused to allow any accessibility services in his classroom, okay, of text based because his words were copyrighted, and no one would have access to his words unless he were present.  Okay?  You know, from a service provider's standpoint we just step aside and we say, "You know, you are going To need to take this up with the school, because we really don't have the power to do that." But some professors Have said that.  It tended to be at a rather high-powered university, and in that particular case the professor won.  The student had to drop the class and go to another class where they could actually have services.  So we don't run into that frequently by any means, that can be the case. 

One of the ways to avoid this is by informing folks on what's going On.  Okay?  Professors In schools, and this is a huge challenge to the success of services.  If I were to walk into the professor and go, "Here is your microphone.  I am going To be recording you for the class today.  I hope that you don't mind." You know, professors don't particularly like to be recorded, okay, and their immediate thought is, oh, oh, I am up for tenure, and they're trying to get rid of me.  What's going on?  And so what we've done is educated professors and said that you have a student in your class who has hearing loss.  We need to provide accessibility services to them.  We do that by listening to your lecture, transcribing it, sending that text back, and there are not copies made, there is nothing distributed without your permission. 

Typically the professor is asked about a file by the disability office, and after that all of the information is destroyed.  95% of the time the professor says, that's fine.  Who is the student?  And we say, well, we can't tell you that the student has to disclose who they are to you.  We just want you to be aware of the service that's taking place.  And they say fine.  So it's being informed.  It's that kind of broadsiding the professor that can be kind of uncomfortable, and you really don't want to do that.  


The last item I want to talk about is audio.  Professors are brilliant.  But they might not be the most tech-savvy folks in the whole wide world.  More than once I have been contacted by professors Who say my laptop doesn't work, and the first question that we'll say is did you plug it in?  And they, go oh.  And then that's it now, obviously you are tech-savvy if you are posting audio to the website.  So this doesn't apply you to, okay?  But in some cases that's an issue.  You need to instruct the professor on where to put a microphone.  And when to turn it on.  We've heard a lot of professors Going to the bathroom.  


(Laughter) 


Okay?  You need to monitor that.  It does actually happen.  One class in particular, I will tell you a story, student would test the microphone, everything sounded fine to us, and our captioners would call up and go, I don't know what the deal is but it sounds really muffled.  You hear the professor, but it just sounds muffled.  The student wasn't responding to us.  We didn't know why.  And this happened for like two times.  So we finally sent a tech person from the school into the class, and the professor would take the microphone and put it in his pocket.  And so consequently what we were hearing was, we were hearing the sound through his pants.  And that's why it was muffled.  And so when we said to the professor, you see that little clip? 

That little clip is like to clip it their response was, "Oh, okay." And so it seems kind of silly, but the reality is that, you know, if they're not used to it it's not something that they use all the time, it's somewhat foreign, they're think being class, and as we all know students, they go to class 15 minutes early to make sure it's all set, right?  No!  They show up 30 seconds after class has started, they toss the microphone at the professor and go find their seat.  So consequently there is not that time to educate.  So take the time to educate and bring professors along.  It's a wise choice.  


Motivating the student, we're wrapping up here.  We talked about the grievance procedure with students, and encouraging them to attend.  We have talked about the equipment use and abuse that we haven't really seen those issues.  And what I would want to say is I believe that from a motivation standpoint in motivating students is get the services in their hands.  Help them to see it.  Many students have dealt with -- I don't want to say service disappointments, but they've been challenged for years, okay, and so oftentimes there are students that will go, "I just don't want to try something else new.  I don't want to walk into this class.  I don't want it to fail." Many C.A.R.T. writers, they are adults in comparison to -- no.  They are older adults in comparison to the young college student, okay? 

So the student is going, "I really don't want this 50-year-old woman sitting next to me providing C.A.R.T. services, or 55-year-old man, you know, I didn't want to go to school with my dad.  If I wanted to go to school with my dad, I would have gone to school with my dad.  Just let me be.  I will struggle in my seat and figure it out."


But what we have found is that the success of the service, when they are able to see the text and understand what's going On, that becomes an incredible motivating factor for them.  So try to find what works for them, and that can be the motivation that you need.  


And finally, I just want to thank you for the opportunity to be here.  And I think that the overall key to success of voice-to-text services is taking the time to educate, to train, and to implement.  Take that extra time.  Learn from the people around you.  Learn from -- you folks know there are resources all over the place.  Listservs that deal with this stuff.  Don't suffer with it.  Don't struggle with it because it's a lot easier to train and implement up front and have a positive situation than to try to go back and fix situations that have failed.  And I would encourage you to do that.  


Any questions?  Yes, ma'am?  


>> Audience member:  (Question off mic) 


>> PHIL HYSSONG:  Lots of hands-on things, lots of interaction and so forth with the professor, how does C.A.R.T. stay up with that?  I mean, C.A.R.T. is verbatim, and they don't have an issue -- the content wouldn't move too quickly if it's a Socratic teaching method, which we see oftentimes in law schools.  It has to do with microphones.  If the conversation is jumping around, we just make sure that the room is mic'ed so that they are able to capture that.  We have been able to successfully do that.  But, again, it's being able to hear the different people talking.  If there is movement around in the classroom, what's nice about the service is nowadays they can run on any handheld device that has access to the Internet.  So it can be a phone, it can be a iPad, it can be a laptop, anything that has access to the Internet. 

So students are able to move around and be able to access the text.  


>> Audience member:  (Question off mic) 


>> PHIL HYSSONG:  Could the C.A.R.T. service interact with a professor who has a web camera or anything online?  Absolutely.  Absolutely yes.  


Any other questions?  


Thank you very much enjoy the rest of the conference.  
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