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>> PHIL HYSSONG:  Okay. All right. I think we are going to get started now. For a guy that has a hard time chewing gum and walking, we have quite a bit of technology rolling in the room this morning or this afternoon. And I wanted to make sure that all the pieces are in place.

We are going to talk about voice‑to‑text services, successes and challenges, a fun exploration.
Fun and yet a bit stressful from time to time.  I'm going to make a broad assumption that you folks are familiar at least a little bit with voice‑to‑text services.  We are going to kind of define a little bit of terminology, but we are going to move into pretty quickly some situations and some things that have happened and how they have been handled so that you can kind of ratchet up the services that you provide just a little bit, be perhaps a hair more technically savvy in trouble shooting some things.  And we are going to take it to that level.
The first thing I'm going to do here is actually we are going to get rid of the Power Point completely.  There are not handouts that we are going to be dealing with.  Actually today, I believe it was online was one of the handouts, the Power Point was posted online.  If you need it, most of the information that I'm going to provide to you today, there's not a lot of resources as such for specific things that you might need to go back and reference and so forth.  Just some general notes you might take will most likely be sufficient for you.

Let me tell you a little bit about me.  Phil Hyssong.  I in particular have had the wonderful opportunity being a part of AHEAD for many years as a presenter, as an exhibiter, and I happen to be, fortunate to be with the company that's providing the captioning services for the event.  If you have seen captioning in the big ballroom or the break out sessions and so forth, that's all part of our team.  We have been able to provide services for a number of years.  That's exciting.

Prior to my 11 years in CART and captioning, I have 14 years in television production.  I was an executive producer and produced different accessible media pieces at that time.  The reason why I tell you this, I kind of predate captioning.  And kind of a human rouse story if you can imagine ‑‑ humorous story, if you can imagine how prevalent how much CART and captioning has become, when I started in this industry, I started a company that was actually awarded a grant from the Department of Education.  We were given $300,000 to provide captioning services for the local news.
Okay, now, I happened to live in Chicago.  So we went to the local news station in Chicago and said:  We want to pay 100 percent of the cost.  Now, you know how much you pay per hour for services.  Back then it was estimated approximately $300 an hour.  Okay?  So costs have come down quite a bit, all right.  But about $300 an hour, all right.  We were going to provide services for a broadcast station in Chicago.

The only thing that we needed to get this money was a partial commitment from the news station saying that we will probably continue this down the line.  We had to give our money back to the Department of Education because not one broadcast station in Chicago would commit to captioning their news.  They said nobody will ever use this service.

So that was, that's how far back I go into this.  Now, as you know, the top 25 markets in the news are required to caption everything that they do and those not in the top 25 markets are still required to do a significant portion of captioning.

So things have changed.  We've gone from nobody wanting to do it $300 an hour, to where we are today.  Things have changed quite a bit.

So now, what are we looking at here?  First of all, I'm going to explain what we are looking at on our screens.

You're seeing in the top with the blue and the yellow, okay?  The blue and the yellow.  That is text interpreting.  And the bottom screen, yellow and black, is CART.  Now, again, we said that I don't want to spend an enormous amount of time, but I do want to make some clarifications.  The first thing I will do so you have an idea, Jennifer, who is our text interpreter today on the top screen, Jennifer, I'm going to ask you to step out of role for a second and tell me where you live because frankly, I don't know where you live.  Can you tell me that, please?

(Pause.)

>> PHIL HYSSONG:  Okay.  Idaho Falls, Idaho.

And Karen, our captioner on the bottom, our CART writer on the bottom screen is from a town, Minden, Nevada.  Near Reno, Nevada.  These folks are listening to us.  Karen is listening to me through my Bluetooth.  I'm not quite so important that I need to wear a Bluetooth ear piece while giving a I presentation to guests, but that's what she is listening to me through this earpiece, through a cellular connection through my cell phone and sending the text back via the Internet.

Jen is listening to us through this microphone up here on the table, which is attached to Skype.

Okay?  My computer is attached to the Internet via an aircard.  Are you seeing kind of the levels of technology that we are demonstrating here?

Excuse me.

What we'll notice from time to time, I've already seen Jen commenting that there has been a little bit of distortion or perhaps there might be a bit of sluggishness.  That's due to the aircard.  The fact that that Internet connection is not real fast.  But again, top screen is text interpreting.  I'm going to elaborate on what that means.  Bottom screen is remote CART services.

Our transcriber and our CART writer are listening to me via either the Bluetooth telephone or the Skype connected to a microphone.  Transcribing, sending that data back to us.

And we are reading it in here.  You folks are doing a great job.  Thank you.

Now, text interpreting.  What are these definitions?  What are the services that we are providing?

The first one we are going to comment on is text interpreting, on the top of the screen.  Text interpreting, how many people know Typewell or C‑Print?
A number of you folks do.  That's what we call text interpreting, okay?

Text interpreting is Typewell or C‑Print.  They are abbreviation systems.  And they capture meaning for meaning of what is being said.
Okay?  Now, my wife would tell you that for the most part text interpreting, whenever I'm talking, it would be a blank screen, okay?  But text interpreters listen to, we're talking primarily today in the educational setting here.  They are listening to a professor.  They are going through a mental process of saying:  Okay, what is the professor trying to say here?  They then condense that and put that text out for the end user.

It is a meaning for meaning.  Now, I haven't been watching, it's hard enough for me to run all these pieces much less run this as well.  Jen, many text interpreters are near verbatim.  They are fast.  But the key, what sets a text interpreter apart is a meaning for meaning capture.  Not the fact that they can get almost every word, but the meaning for meaning capture.

The difference and the different kind of service is below.  What Karen is demonstrating to you.  Karen is writing every word that I say.  Word, word, word, word, word.

And that is what she's charged with.  Frankly, Karen doesn't care what I'm trying to say.  Karen captures every word and puts that on the screen for the end user.

And there are different uses for each service.  Okay, some people say:  Oh, well, I think text interpreting is better.  I think CART is better.  We are going to talk about that a little bit more in a second.

But those are the two types of services that are being demonstrated here.

The third service I want to mention to you is captioning.  Okay?  Captioning is done similarly to CART.  Captioning is verbatim.  Usually done with a steno machine.  Most commonly, okay?  It is verbatim.  The difference is with captioning is it merges with a picture.  Okay, there's no picture here.  There's just words on the screen.

Captioning merges with a picture.  Most typically demonstrated in television.

Okay?  Text merged with a visual.  Now, the final type of service that I want to comment about is voice recognition or speech recognition.  Everybody has heard more and more about speech services, text, you know, speech to text and how this is going to revolutionize the industry and so forth.

I can tell you that the first time I was told that voice recognition was going to shut me down, my hair was black.

Okay?  Time has been progressing and you know what?  Still has speech and voice recognition.  It is getting better.  It's good and used effectively in certain places.

But the concept of independent speaker recognition is still a ways off.  What I mean by that is, for me to walk in, hand a microphone to a professor and say just talk in this and it will translate your voice, it's not there yet.

Okay?  It's not really even close.

Now, it might get 80 percent, and when you think about it 80 percent is pretty awesome from nothing to 80 percent.  But 80 percent is not usable for a student with hearing loss to understand what's going on and certainly to capture content.

So voice and speech are still a ways off for common use.  But again, I don't want you to walk out of here saying:  Oh, well that guy said that voice and speech don't work.  There are some very effective speech and voice writers.  But it's specialized and they work their tails off to make sure they are able to provide that level of service.

So those are the basically four levels.

Now, which one is best?  How many people had lunch today?

Okay, I'm going to say for those who ate in the convention center, there's the D and Z burrito place, five‑dollar burritos.  If you haven't gone there, they are very good. 
Subway is good, their veggie sandwiches.  I was very disappointed to see the number of calories in the foot‑long BLT.
And there's the pizza place, and the box lunch.  How many thought that the burrito place is the best?

Come on, be proud!  You can put your hand up.  How many people think that subway was best?  We have a vote back there.

The pizza place?  Was it good?  How about the box lunch up here on this level?

Okay, no votes there.  Okay.

The point of the whole thing is, it's an individual taste process.

All right?  There are days that I walk into a restaurant and I just am craving a chicken Caesar salad and it's really good.  There are other times when I might walk into a restaurant and want a Patty melt, which is really, really bad for me, but they are really, really good.  Okay?

And so sometimes you have to take into account an individual taste.  And that's what I would like you to take away when it comes to text services.  It depends on the end user which service is most effective.

We periodically get phone calls in our office and they say what is the cheapest service that you have?  Okay?  Those folks we usually pass on.  And we say you know what?  We probably are not a good match for what you're looking for because that's not how services in our opinion are to be provided.

All right.  You need to identify the need of that end user.  We have had people who have contacted us, and this is kind of humorous, but we have had people say to us:  I have a deaf student coming in and I want you to provide interpreters.  I said we have provided interpreters.  Does your student sign?  They say well, he's deaf.  I say well, you know, not all ‑‑ I'm German, but I don't speak it, okay?
Not all people with hearing loss know sign language.

No!  Really?

That's true.  And so we encourage those folks:  Have you spoken to that person to find out what service they're used to?  No, I haven't done that.  Well, that might be a good start.  All right?  In determining what service is going to be best.

Next I want to focus a little bit on technology.  The technology story.  There are three primary components to the technology that you are going to be working with.  First is Internet.  Second is audio.  Third is hardware, computer hardware, okay?

And let's start with the computer first.  We had a situation where we had a student at a rather high end university who would connect with us via Skype over the Internet, was receiving text fine in the class.  And about maybe 15 minutes into the class her system would crash.

And she would kind of refresh her screen and she would reconnect on Skype and it would work okay for about 15 minutes and her system would crash.

We thought:  What the heck is going on with this person's system?

So the first thing, tell me about your computer system.  And the coordinator said well, she has Windows 95.  We were like whoops, stop right there!  Okay?

You have to update equipment, folks.  Okay?  Now, what we always tell people is buy good, not the best.  People like to steal the best.  They don't like to steal good, okay?

And you know, so you can go out, you buy a CART computer, it doesn't have to be top‑of‑the‑line ‑‑ a current computer, you're not doing computer animations, graphics and so forth.  It can be your basic run of the mill laptop, but it need to be a little newer than Windows 95.
And these systems use a lot of memory, okay?  I'm running Skype.  I'm calling two different people.  And so forth.  So you need a system that can process.

We got this student a new computer and it was fine.  Everything was flawless.  You don't have to have Windows 7.  You don't have to have brand new spanking laptops every year, but you do need to stay relatively current with the technology that you're using.

Let's talk about Internet.  Three different types of Internet.  Hardwire, wireless, aircard.

And going in that order, those are the order that we love, okay?  Hardwired Internet is ideal, okay?  It is stable, it's reliable, tends to be consistent.  We like that very much.

Okay?  But it's not always possible in a classroom.  All right.  Wireless tends to be much more common in the classroom, all right.  You can walk in.  You have WiFi or whatever you want to call it on your campus, all right.  The student can come in and log in.  Life is good, okay?

Or you can even go with an aircard situation.  Let me tell you how we came about in that particular solution.  Another time, many of your campuses ‑‑ when I went to college, classrooms weren't full all the time.  You could go any particular time into a building and there was an empty classroom.  Now class rams are occupied from 6:00 a.m. to midnight.  It's tough for us to get in and test classrooms and connectivity for students.
So we were doing it at one particular university at 6:00 a.m.  We were going in testing in a classroom.  Everything connected fine.  It was perfect, not a problem.

Student came into the class at 10:00 a.m.  Would connect.  It failed.

And we thought:  What's going on?  It took awhile.  We are creative, but not always the brightest.  We thought, you know, why is this failing?  What was different at 10:00 a.m.?

The students woke up!  Okay, now they're all downloading everything and we contacted the IP department and found out that the campus restricts bandwidth during business hours.  They put more bandwidth into their administrative offices, less into their general population, if you will.  So that the offices are able to run more efficiently.

So what we ended up doing to fix that, we went to aircards on that particular campus, all right.  Interesting ‑‑ are you familiar with aircards?  Anyone not know?  Okay.
An aircard plugs into the side of your computer.  It's basically like a cell phone.  You are able to connect that one particular computer to the Internet, okay.

Now, there is a monthly subscription fee for that.  So forth.

But interestingly enough, many college, universities, campuses, you folks have money for stuff, but you don't have money for services.  Okay?  So the IT department was able to buy aircards for all of the students without a problem in providing that service.  So it wasn't like the school had to take on these additional costs, have additional approvals.  The IT department was we're okay with that.  We can buy the aircards, we can use them on campus in different places we need them, so forth so the students all have excellent connectivity.  We don't have to worry about the bandwidth restrictions or limitations on the campus.  That's the way we were able to get by that from an Internet process.

The last thing we want to talk about is microphones.  Microphones are great.

I'm going to show you the primary place that professors put microphones when they have a class.

(Pause.)

>> PHIL HYSSONG:  It's a flat surface.  It's in the middle of the class.  What do you think Jen is hearing?

The projector fan, exactly.  That's one of the primary places.

So we talk with professors and we say:  You know, you need to put this in more of a central location.  You need to put it and focus speech to it.  It's amazing sometimes what happens with microphones and where they get placed in classrooms depending on where other people are talking and what happens.

Microphones have to be charged.  Microphones need to have new batteries put in them once in awhile.  If you have a battery powered microphone.

These are all things that need to be kind of taken into account in the process.  So that you can have effective communication in the class.

I want to keep on moving now.

Who pays and how much?  The two things I want to talk about here are justifying services and low bid.  Justifying services is the first one I'm going to talk about.  It's a key thing.  How do you justify these services?  No doubt, I have been told ‑‑ I'm not a disabilities service provider.  This may vary in different schools.  But I'm told most often interpreting and/or CART are the largest budget items in a disability office's budget.
Okay?  So how do you justify this to your administration?  You know, they look at it and they're going holy smokes, you want how much for what?

Okay.  And so in talking with folks, we came up with some things.  This may not be effective for you, but for other folks it has proven to be effective.  Number one, invite your administrator into your office and demonstrate it to them.  Okay?  Show them that when they talk in the phone to some remote location, Minden, Nevada, that it comes back verbatim with less than two seconds on the screen.

Explain the process.

Show the administration what their dollars are buying and the effectiveness of it.

Better yet, have one of your students invite them in and say I want to show you this.

Thank you notes.  I am amazed at the effectiveness and I am amazed at the infrequency of students and/or offices sending a thank you note, okay?

Letting the administration know, the person who has to sign off on this dollar amount, the effectiveness of the dollars spent.  And finally, a way of justifying cost is to attract your ‑‑ track your students.  Letting them know.  Your alumni department probably does.  But are you able to say:  Do you know that Mary Smith went on to graduate from medical school?  And is now off ‑‑ you know, is now practicing medicine?  And we were able to help that person.
People need to understand what these dollars are for.  And we have seen effective ways to justify those services.

In dealing with services, the other thing that we confront and you may confront is low bid.  How many people are bound by low bid?

That can be a tough place, okay, when you are bound by low bid.  Low bid for those of you who don't have to deal with it.  Frequently it doesn't matter what the service is, low bid gets the contract.  As in any service industry, you can have really effective people providing services and you can have less than effective people providing services.

And you're bound to take whomever.

If you have somebody that you want to work with and you're in a low bid situation, we encourage you to work with them.  Find out what makes them unique, okay?  You can work with people, if there's only one person in the country that can provide services to your institution, the way you need them provided, you can provide a sole source contract and be able to work with those folks.

So communicate with your service provider and find out.  That doesn't mean that you are trying to work deals on the side.  That's not what I'm trying to say here by any means.

But in situations where your students and the effectiveness of the service that you need to provide could be at steak, you are encouraged to talk to your service provider about how to best utilize their services.

I want to talk with you just a second about equal access and unfair advantage.  I'm going to ask for a little bit of participation here.

Sometimes we are asked ‑‑ this is just kind of some experiences we have found.  We had people come to us as CART providers saying how did you handle this?  We don't really, all we do is take in information from all of you folks over time and say:  This is what we're hearing.  This is what we see.  And so forth.
Text services and interpreting simultaneously.  You have a student who comes to you and says I really want CART and I also want interpreters simultaneously.

Is that equal access or unfair advantage?

Anyone?

>>:  Depends.

>> PHIL HYSSONG:  Depends on the situation?  Okay.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay, depending on the class.  Content.  Yes?

>>:  Depends on their ability to handle ... (Off microphone.)

>> PHIL HYSSONG:  Okay.

>>:  Okay.

>> PHIL HYSSONG:  Ability to take in all the Texas well as the sign.

Okay.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay.  So perhaps if a student wants to ask questions and participate more in dialogue they may use the interpreter, okay, good.

I don't have an answer for you, but those are all valid points and things that we have seen.  Often times it depends on the student.  It depends on the content of class.  It depends on whether or not it is more of a Socratic or discussion‑based course going on.  But that's one of the areas that you might want to think about.
Second one, transcripts.  I'm sorry, go ahead, sir?

>>:  I was going to say ... providing just one according to the contract.  You have ... (Off microphone.)

>>:  Every detail, then ...

(Distant from the microphone.)

>>:  It would not be an unfair advantage.

>> PHIL HYSSONG:  Right, okay.  I want to point out this is an excellent example.  You just saw up on the screen where both our transcriber and our CART writer put that they were unable to hear that question.

And that is, we don't ever dispute ‑‑ I will point out to you, that remote CART services, that's the limitation.  There is no question.  That is a limitation of being able to hear student responses.
Now, there are some ways, some microphones that can pick up more than others and so forth.

But I'm just going to point out to you there is no question.  There are strategies in dealing with that.  Number one is you didn't really need to know what the question was if you are able to read what perhaps the professor's response is, you can kind of figure out what the question was about or kind of take it more in context and have a little bit better understanding of what is happening and so forth.

But I wanted to point that out, that there are limitations to the service.  There is no question about that.

Your point is well taken in that there can be justification for one type of service.  It depends on the situation, what level of communication is needed and also the level of the course of what is going on there.

The next one I want to comment about is transcripts.  This shows up ‑‑ how many of you are on the DSSHE list serve?  It's a cool list serve if you're in the disability community.  D‑S‑S‑H‑E list serve.
They meet once a year or twice a year it comes up, should students be given transcripts?  Okay, when after this is all done, both of these folks, Jen and Karen will have transcripts of everything that I've said.  Should those transcripts be released to the student?

How many people say yes?

How many people say no?

Oh, come on now, you guys.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Every year?  Great.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Okay.

(Chuckles.)

>> PHIL HYSSONG:  Okay.  The statement was, who owns the transcript?  Is it the words of the professor?  Is it the university who is paying for the service?  Is it the CART provider or the transcriber who is actually generating the text?  Okay?

Sir?

>>:  The law school ‑‑
>> PHIL HYSSONG:  The law schools lets the instructors make their own decision on that.

So it varies.  It varies.

I can tell you that we have some clients who say to us:  Absolutely not.  That is unfair advantage.  Your job is to make that class accessible.  And when that class is done, you're done.

And there are other people who say:  I want that transcript delivered to that student within 50 minutes of the class ending.  And that's how important it is to them.

>>:  (Off microphone.)

(Laughter.)

>> PHIL HYSSONG:  Okay.  The question is ‑‑ okay, actually we were able ‑‑ that's interesting.  That's the difference in the microphones.  Karen didn't get that because my microphone is right here.  It's hard.  As opposed to Jen who was able to get that from the room microphone.  Different technologies at work there.
Going back to your question of where they provided a note taker so they could take notes.

Some of the schools will do that.  Other of the schools say you know what?  You can make this into a full screen of text.  So the student could take their eyes off the text, write down their notes, come back to it and capture the data.  It's not like the data is going away.  They say no, they don't need a note taker on this.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Yes.  I mean, I think you have to look at, that's kind of the point of this whole exercise is that there are so many variations within the school.

The last one I want to bring up on this is equal access‑unfair advantage.  Are service provided regardless of the attendance of the student?  Well, that again, it's different schools have different opinions on it.  You folks, many of you are pretty adamant that you don't provide that.
What about the convention like AHEAD?  We have had a number of people we provide services for that haven't shown up.  Okay?  Or they haven't identified themselves.  What about in the situations where the students don't want to self identify?  Do you make that accessible?

You know, my point on this whole thing is, up's not sure what's right and what's wrong.

What I want to stress to you is develop policies.  Okay?  And these are probably three of the most common situations.  The last one with the attendance issue, our company is required, every staff and coworker in our company is required to submit a file of every job that is being done, okay?  If somebody doesn't show up, Karen or Jen are still required to send in a transcript that says student didn't show up.  That's all it says.  That gets filed away, so we have a record of these things.

We had one of our client schools contact us who said we have a student who is threatening a lawsuit against us saying that our services have been ineffective and that's why he's fail.  I said okay.  They said can you please send us all the transcripts of the classes so that we can take a look and see what the content was of the transcripts?

Because what they were trying to say was, if our CART services were inadequate, okay?  That's what we are basically saying here.

So we sent them and it turned out that 75 percent of the class files said "student never showed up."

We were able to document, because they have a no attendance taking policy.  We were able to document that the student was never in class.  That's why the student was failing; not because of the services that we provided.

So because we require that, we were able to demonstrate that.  Interestingly, the student simply withdrew and the lawsuit went away.  Amazing how that works sometimes.

My point on this whole thing is develop some of those policies, okay, before ‑‑ it's always better in my opinion to be in a proactive mode than a reactive mode.  Those are some of the things that when providing text services you want to take a look at.
Professors.  Oh, my.

Professors.  Interesting folks to work with in this process.  Things that I have learned about professors.  We have had one situation where a professor said every word that comes out of my mouth is copy written.  You are not permitted in this classroom.

Okay?  Now, as a service provider, what we do is we say:  Okay, you need to talk with the coordinator.  We are going to take a step back from this process.

But some professors have said that.  Okay?  And I'll tell you, in the school that that actually happened, the professor won.  Now, I don't know how they can really do that, but they reassigned the student into another section of course work so that the student did not have to work with that professor.  But that professor was able to get away with that.

I don't know all the ramifications of it other than I know that the student had to be relocated and the professor did not allow CART services in that classroom.

But you know, you have to remember something.  If you are a professor, all right, and I walk into the classroom, okay.  You know students, you've got to love them.  They are not exactly checking in 15 minutes before the class starts.  They're rolling in that door a good 30 seconds after class started, okay.  They walk up to the professor and they hand him this microphone and say here you go, we are ear recording what you are saying so we can get a transcript of it and they go sit down.

The professor, that's a horrible thing to spring on a professor at the last minute.  So consequently, what we have seen is a little bit of advance notice goes a long way.

Now, you can do this from your office or in our particular case some of our clients ask us to do it.  They will give us a list of professors at a particular university we are serving and we will contact them.  We will say hi, we are the CART company.  Here is what we are doing.  We do listen to what you say.  We don't record what you say other than we transcribe it and make a written record that may be used.  We also state what the policy is of the school as far as transcripts go and so forth.

We stress to them that files are deleted.  We stress to them that nothing is sold or distributed.  It is solely for the use of the student, which is monitored by the disability office, so forth and so on.

Nine times out of ten, the professor goes:  I'm good with all that.

But it's informing the professor and letting them know what's going on.  You don't blind side them.

Audio and so forth, it's kind of interesting.  You know, I've met some professors who, you know, are truly out there splitting atoms and that's an amazing thing.  You hand them a microphone and it may as well have come from Mars.  They don't have a clue where to put it, how to use it or anything else.  I heard more professors go to the bathroom than I would care to imagine.

(Laughter.)

>> PHIL HYSSONG:  Okay, we had a particular situation where we couldn't understand, the CART writer said, you know, I'm not quite sure what the sound is, but it's almost like keys, the sound of keys.

We are like keys?  Turns out the microphone put the ‑‑ the professor put the microphone in his pocket with his keys and he's walking around the classroom with the microphone jangling against the keys.  You want to look at him and go:  Really?
Those kind of things happen.  So sometimes you need to educate and remind and say here is the best place to do this.  The best place to put it, so forth.

Those are some of the option that we look at in those particular cases.

So at any rate, the last thing that I want to comment about is motivating the student.  How do you get the student, and is there an issue in motivating the student and using services?

We have had some students, it's kind of interesting.  We provide, our particular company provides a lot of remote services.  A lot of companies have moved in that direction.  That opens some doors for some students.  Some students say, you know, I'm stereotyping, but many of the people in this industry are women who are probably ‑‑ I'm going to give an age range of 35 to 55 years old, okay?
So students will say:  I didn't want to go to college with my mom.  I don't want this person sitting next to me in class.  Making me stand out.

So they will eye say I don't want services ‑‑ they'll say I don't want services.  I'll struggle, but I'll figure it out.
That's not usually the most effective way of doing things.  We found out that students are very motivated because they are able to be independent with remote services.  They are able to walk into the classroom, hand the microphone to the professor, sit down in any seat that they want ‑‑ not the front row, okay.  Any seat that they want.  Open up their laptop and be able to receive text.
And what is really interesting is sometimes other students will look around them because they are like:  Wow, this is really cool.  Okay?  That guy is talking, it's showing up here on your screen.  And so for the first time, they're pretty cool with their technology.  That has become a real positive factor for some students.

I want to comment about equipment and equipment loss.  I have had the opportunity of doing this for ten years.  We have lost no equipment.  And we have had only one microphone get broken.  It was pretty much due to continued use.  And post of the time, our students grab their microphones, they grab the pieces and they get thrown in a backpack and off they go.  So we have found that for the most part the students are very appreciative of the service and very respectful of the service.  And it has been very beneficial for them.  There have not been issues whatsoever.

So I want to go and I want to end with one story that I think is in particular kind of humorous.

We provide services for a doctor on the east coast.  She is, now her final year of residency at a rather prestigious hospital.  And they have these ‑‑ you know how you see on television they always have these doctors sit in the room and they throw up a slide on the screen in the front and go, 47‑year‑old man with XYZ pulmonary embolism, all those kind of things and put that up on the screen and they talk about it.  They call on them and say, well, what you, Phil, what do you think about this?  And Phil compensates on what is on the screen.
We have a student, she is a radiologist.  They are talking about radiology issues up on the screen.

We can hear the professor pretty clearly and we hear the students talking clearly.

As the conversation got a little bit more in depth, we could no longer understand the students.  It's kind of like this mumbling sound.

Then the professor would go okay, moving on now and they would ask another question.  You start to hear the student response and then it would get mumbling and you couldn't understand what was going on.

The end user was getting upset with us saying:  You're not getting the conversation.  I need this conversation.

So the pretty important client.  I flew up to New York.  And I spent time in the room.  And I was working, trying to figure it out.  It was like I could almost hear it, but I could also understand this conversation going lower.

All of a sudden, the professor left the room and one of the residents walked up to me and he goes:  You don't get it, do you?

And I said, I'm sorry?  He said you don't understand what's happening in here.  I said no.  First of all, I don't know the content.  He said no, you don't understand.  He goes we don't know the answers.  He goes:  So we intentionally mumble because we don't know the answers.  And the professor is too embarrassed to say that he can't understand us.  So he hasn't ever asked us to repeat.

(Laughter.)

>> PHIL HYSSONG:  And we just move on every single time.

I thought:  Here we are trying to figure this out, all these medical professionals are just mumbling in the classroom and we can't figure out anything that they are saying.

So we have seen many different things in this industry, many different styles of service, many different issues as well as many, many different successes.  There is nothing better ‑‑ I'm sure you all know ‑‑ when that student, that light bulb goes off and burns brightly and they respect understanding things for the first time and they are seeing text, information, and it is overwhelming and exciting.  It's a fun road.  It is a challenging road and we wish you all the best on it.
Are there any questions I can ask at this point?

>>:  (Off microphone.)

>> PHIL HYSSONG:  The microphone on the lab is Revo Lab.  It's called a desktop, desktop system.  And it does pretty well in a room environment.

Any other questions?

>>:  Do you provide the ...

>> PHIL HYSSONG:  Our company in some cases, yes, providing hardware.  Different companies do different things.  And we have done that for some schools.  Other schools will have hardware and so forth.  We just plug in with services.  It just depends, uh‑huh.
Yes?

>>:  Would you comment in general about the ... (Off microphone.)

>> PHIL HYSSONG:  Sure.  You know what?  I'm going to give you a widespread.  So it's, you know, kind of one of those it depends.

Sixty an hour to 125 an hour.

Okay?  And I have seen some institutions that have done things like say, for that Radiology Ph.D. class tends to be 125 an hour.  Or your general freshman English class, that might be more in the $75 an hour.

We have seen different situations in the United States.  It's fascinating.  In different regions there are pockets of CART or text writers, and rates will reflect that.  Other places you can go and there is one person.  I heard a rate yesterday.  I said 60 to 125.  I heard someone tell me yesterday, we are getting it for $52 an hour and I said you need to love that person.  I just don't see that.

>>:  (Off microphone.)

>> PHIL HYSSONG:  Well, that's why, in the number I gave, the spread is 60 to 125, that all takes that into account.

>>:  (Off microphone.)

>> PHIL HYSSONG:  The person that was paying 52 told me they were getting certified CART providers, certified verbatim CART providers.  It's not my position to challenge folks and say I don't think so, but I don't think so.

So, all right.  If there aren't other questions, I do want to say one more thing.  I usually do this at the beginning.  I want to make a special thank you to our interpreters who make my words useful to many people.  So I thank you very much for your time.

Also a special thank you to Jen and Karen.

It is not easy.  I kind of am one of the bosses.  So it's never easy to like have to report your boss.  And you folks have done an awesome, awesome job.

I thank you very much and I thank you folks for being here.  Have a great conference.

(Applause.)

(The presentation concluded at 7:22 p.m. CDT.)

(CART provider signing off.)
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