Service Area Plan
Department for the Deaf and Hard-of-Hearing
Technology Services for Deaf and Hard-of-Hearing (45004)

Service Area Background Information
Service Area Description
This service area provides access to telecommunication services and assistive technology for Virginia citizens who are deaf, hard of hearing, deafblind or speech impaired.  The service area comprises two agency programs, VA Relay and the Technology Assistance Program (TAP).  Direct services include:
• Oversight of federally-mandated Telecommunication Relay Services;
• Financial assistance for purchase of telecommunication-related assistive devices for qualified applicants; and
• Loan and Demonstration of assistive devices for persons who are deaf, hard of hearing, or speech impaired.
Service Area Alignment to Mission
This service area directly aligns with VDDHH’s mission of reducing communication barriers through the use of technology services and assistive devices.
Service Area Statutory Authority
• Virginia Code §56-484.7 establishes VDDHH as the oversight agency for the operation of telecommunications relay services in the Commonwealth.
• CFR §64.604 mandates provision of telecommunication relay services in all states and sets minimum standards for all relay operations. 
• Virginia Code §51.5-112:8 authorizes VDDHH to operate a program of technology assistance and services to persons who are hearing or speech impaired, including the distribution of devices and support of message relay services through grants, contracts or other means, including a sliding fee scale. 
• 22VAC20-20 Regulations Covering Technology Assistance Programs establishes guidelines for the distribution of assistive devices.
Service Area Customer Base
 

Customer(s)Served
Potential

State Agencies
31
133

TAP Applicants (applications received/projected deaf/hard of hearing 
1,292
649,000

population in Virginia)

TAPLOAN Users (through 3/30/2005)
1,494
649,000

Virginia Relay Calls (NOTE: This is calls handled ONLY - not customers)
1,590,491
1,590,491
Anticipated Changes In Service Area Customer Base

While the number of relay calls handled by Virginia Relay in Norton is expected to continue to decrease as alternatives to traditional relay services proliferate (including Captioned Telephone Service, Internet Protocol Relay and Video Relay Services), the actual number of relay users should continue to increase as this proliferation allows individuals to use services that more fully satisfy their needs. For example, native signers of American Sign Language (ASL) may be expected to more actively use Video Relay rather than the written English-based traditional relay.  Unfortunately, VDDHH does not have any mechanism by which to capture the number of individuals who use the variety of relay services in the state.
The TAP customer base may be expected to continue at about the same level although annual access should remain steady until the first Captioned Telephone customers become eligible for renewals in 2009.  Customers in TAP may re-apply for new equipment every 4 years and, in 2005, renewal applicants accounted for 43% of all applications processed.
Service Area Partners
Contracted Virginia Relay Providers

Provide telecommunications relay service under contract with the state
TAPLOAN Sites (local service providers)

Maintain, demonstrate and loan assistive technology to consumers locally.
Technology Vendors

Provide assistive technology for qualified TAP applicants
Service Area Products and Services
• Technology Assistance Program – Equipment Distribution (TAP) provides assistive devices, primarily for telecommunications purposes, to qualified applicants who are deaf, hard of hearing, or speech-impaired either free or at contract cost. Eligibility is based on verification of disability, income, and residence.  There are no age restrictions.  Devices available include text telephones (TTYs), large print TTYs, telephone amplifiers, Voice Carry Over Phones, Hearing Carry Over phones, Captioned Telephones, and visual, tactile, and audible signalers.  Additional equipment may be available on a case-by-case basis.
• TAPLOAN program - makes devices available from TAP, as well as assistive listening systems, available for loan to consumers, state agencies, and businesses for short-term use. Some TAPLOAN sites also serve as Assistive Device Demonstration Centers providing consumers with hands-on demonstration of audio loop systems, pocket talkers, one-on-one communication devices, alerting devices including visual smoke alarms, baby cry signalers, captioning devices, and various adaptive technology for persons with speech impairments and physical limitations.
• Virginia Relay Oversight - Virginia Code §56-484.7 establishes VDDHH as the oversight agency for the operation of telecommunications relay services in the Commonwealth.  Originally drafted in 1990 and revised in 1994, much of this codified language focuses on the operations of a TTY-accessible telecommunications center located in the state.  Corresponding Appropriations Act language designates a Norton location.  Currently, services at the center are limited to basic relay services including those for persons with a speech disability. Since the original Code language was written, relay-based technology has mushroomed and many new relay services are now available.  These services, including but not limited to internet relay, video relay, Spanish relay, and remote text messaging relay, are now readily available to deaf and hard of hearing citizens nationwide. These new services are often provided from national relay centers and are largely supported by a federal universal services type fund. While VDDHH retains Code authority for the oversight of basic relay services such as TTY-based and Voice Carry Over (CapTel), consumers consider the agency as a resource for information, referral, equipment and training on all types of relay services, including those provided on a national basis.  For purposes of this document, the program VA Relay is defined to include all relay services available to Virginia consumers, not just those provided from the AT&T relay center located Norton.
• Virginia Relay Advisory Council (VRAC) - During the 2001 General Assembly, Virginia Relay consumers sought passage of legislation to establish an advisory group.  Although the legislation did not advance, VDDHH, recognizing the importance of such a group, worked with the Secretary of Health and Human Resources, the State Corporation Commission (SCC), legislators, and a roundtable of consumers to administratively establish such a group within our agency. During the Fall of 2001, this advisory group held its first meeting and became known as the Virginia Relay Advisory Council (VRAC).  Since that first meeting, the Council established by-laws, elected competent officers, and worked closely with VDDHH to establish an on-going educational and outreach campaign for Virginia Relay. The Council also assists VDDHH with the oversight of the current relay contracts and serves as a consumer-based focus group for development and testing of new relay features and services.  Expenses for VRAC meetings are supported by Special Funds. The success of the VRAC has been due in large part to the diversity of its membership and their representation of a cross-section of relay users.  Council members include representatives from the Virginia Association of the Deaf (VAD), a Virginia Chapter of Self Help for Hard of Hearing (SHHH), the Association of Late Deafened Adults (ALDA), the Virginia Association of Deaf Blind (VADB), a Center for Independent Living (CIL), and the Speech and Hearing Association of Virginia (SHAV).  Council members also include a CapTel relay user, a user of Speech to Speech relay, a Video Relay user, and two hearing individuals that regularly use Virginia Relay.  In addition to these members, representatives from VDDHH, the SCC, and the current relay contractors also participate in the Council meetings as non-voting members.
• Video Relay Services (VRS) are currently offered on a national level by 8 providers funded through a federal universal services fund.  The service is very popular with deaf individuals whose primary language is ASL.  Because the use of VRS requires the use of specialized equipment and a high-speed internet connection, VDDHH provides a VRS demonstration room offering access to the major VRS providers.  With VDDHH’s assistance, this access enables interested parties to test and select the most appropriate equipment and provider that satisfy their communication needs before purchase or subscription.
Factors Impacting Service Area Products and Services

Technology Assistance Program
• Program budget deficits and applicant waiting lists in 8 of the past 9 budget periods have resulted primarily from the increased number of applications from senior citizens with a recent hearing loss. 
• Renewal applications account for approximately 43% of the annual TAP budget, repeatedly delaying equipment distribution to first-time applicants. 
• Five Year contracts for equipment somewhat limit access to newer or emerging technology. 
• No current policy for returned or unused equipment 
• Insufficient funds to update TAPLoan and Demonstration centers with new equipment, centers that assist applicants with choosing the most appropriate device for their hearing loss.  
Access to Video Relay Services
• High-speed internet access required for VRS may seem costly to an individual or family on a fixed or limited income.
• VRS is also unavailable in rural areas where Broadband or DSL infrastructure does not exist; however, competition for VRS consumers is high, offering no-cost VRS devices and free installation to qualified consumers.
• There are no established minimum standards for VRS making it difficult for states to monitor answer response rates, interpreter skills, transmission quality, or user complaints. 
• Inappropriate use of VRS by businesses or professionals as a substitute for Remote Interpreting Services or scheduling a qualified on-site interpreter. 
• VRS connections for employees in business/office environments often present firewall/security issues and sap bandwidth from network data connections. 
Virginia Relay Oversight
• The current AT&T contract was to be extended through January 2011. The buyout of AT&T by SBC has resulted in the need for a new Request for Proposals (RFP) for relay services in the Spring of 2006.
• The current Appropriations Act language requires the relay center to be located in Norton and have a minimum employment level of 105. Historically, no other relay provider except AT&T has bid on a Norton-based contract.  Other relay providers appear reluctant to operate a center with a unionized workforce. In addition, due to the transition of traditional TTY-based relay traffic to newer internet based or enhanced relay services provided on a national level, a minimum employment level of 105 may not be needed to handle Virginia-only calls over the duration of a new contract. 
• The current Norton-based workforce is highly qualified, experiences minimal employee turnover, and consistently provides excellent customer service to relay users.  The center also provides a positive economic impact on the area. 
• The current surcharge of $0.16 appearing on all residential and business landlines is not sufficient to support the relay contract after FY 2006.  A significant increase in the surcharge is possible. 
• Virginia's reliance on a landline only surcharge results in a relatively high monthly surcharge.  Other states using a surcharge-based relay service have recently included wireless access lines to their funding base to eliminate the need for a surcharge increase.
Anticipated Changes To Service Area Products and Services

Technology Assistance Program
• An ongoing internal review of TAP is expected to result in policy and procedural changes to improve application processing, vendor performance, delays in equipment delivery. The agency also expects to address the ongoing problem of waiting lists with careful management of the increased funding provided in the FY06 budget.
Access to Video Relay Services
• Video Relay Services (VRS) and other internet based relay services are currently funded entirely by a federal universal services fund.  The FCC has recently expressed its intent to pass a large portion of these costs on to the states.   Based on current usage, the future impact on Virginia could be in excess of $4,000,000 annually. 

Virginia Relay Oversight
• Over the past three years, TTY-based relay traffic handled by the Norton center has decreased by approximately 17%.  During this same period, total Virginia relay traffic, including internet-based calls, has remained consistent at just under 1.6 million calls per year.  In other words, TTY-based relay calls handled in Norton are decreasing at a rate equal to the growth in internet-based and enhanced relay services provided on a national level. 
• The FCC is expected to pass a portion of the costs of internet-based relay services on to states during the next 18 to 24 months.  Based on current usage, the impact to Virginia could exceed $4,000,000 annually. 
• The 2006 General Assembly is expected to revisit the establishment of a Telephone Tax that would replace the current surcharge in FY 2007. 
• Currently, the SCC is responsible for the payment of all relay-related services and maintains the associated Special Fund appropriation.  A change from a surcharge based fund to a telephone tax would require VDDHH to assume complete fiscal responsibility for the service.  Additional appropriation for VDDHH would be required; additional staff support may be indicated.

Service Area Financial Summary

Fiscal Year 2007
Fiscal Year 2008

General Fund
Nongeneral Fund
General Fund
Nongeneral Fund

Base Budget
$358,325
$163,903
$358,325
$163,903

Changes To Base
$21,450
$2,195
$21,450
$2,195


SERVICE AREA 
         $379,775

$166,098
$379,775
     $166,098
Service Area Objectives, Measures, and Strategies
Objective 45004.01
Achieve a level of customer service satisfaction equal to or greater than the levels of July 1, 2005, within 12 months of the start of a new contract for Relay Services.
The pending buyout of AT&T by SBC will result in an early termination of the Commonwealth’s successful telecommunications relay services contract.  The establishment of a replacement relay contract will be complicated by current requirements in the Appropriations Act language as well as the reluctance of potential relay providers to bid on a unionized workforce. Virginia has experienced high levels of customer satisfaction with services provided by the current pool of highly-qualified relay operators.  There is concern that a new provider may offer a lower level of customer service with an inexperienced workforce.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
This Objective Has The Following Measure(s):


• Measure 45004.01.01

Percentage of customer comments received which are commendations/compliments.
Measure Type:  Outcome

Measure Frequency:  Quarterly
Measure Baseline:  32% of all unsolicited relay customer comments were commendations in FY 
2005.
Measure Target:
Greater than or equal to baseline
Measure Source and Calculation:
This measure is calculated on the number of unsolicited commendations provided by relay customers divided by the total number of unsolicited customer comments on the relay service.

Objective 45004.01 Has the Following Strategies:
• 
VDDHH will negotiate with all offerors to establish a new contract that provides an equivalent or higher level of technology and customer satisfaction in comparison to the existing relay contract.
• 
VDDHH will include strict requirements for Communication Assistants (CA) skill levels in the new contract.
• 
VDDHH will continue to provide information to Relay users on how to submit specific feedback on relay services and will encourage users to submit both commendations and criticisms.

Objective 45004.02
To reduce the maximum time a TAP applicant must wait to receive equipment after all required information has been received and application has been processed.
For eight of the past nine years, TAP has had to implement waiting lists prior to the end of the fiscal year when requests for equipment exceeded or were expected to exceed the funds available in the program to purchase equipment.  In 2005, a waiting list for renewal applicants was implemented in the fall, with distribution resuming in January and a new waiting list was implemented on April 1, 2005 when available funds for the purchase of equipment had been exhausted.  By July 1, 2005, 173 individuals were on the waiting list, including new and renewal applicants.  When such waiting lists are instituted, qualified applicants may have to wait 90 days (as happened in 2005) or longer before the equipment they requested can even be ordered.  Once equipment has been ordered, additional delays may occur in the delivery of the equipment to the applicant.  Some of those delays may be attributed to the applicant's actions or lack thereof. Others result from contracted equipment vendor and Outreach provider delays Many times, applicants submit incomplete applications and the agency must delay processing until all required information is received.  For purposes of this objective, the agency will consider only the time between the processing of a completed application and delivery of equipment.  VDDHH intends to significantly reduce the time applicants must wait for equipment.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
This Objective Has The Following Measure(s):
• Measure 45004.02.01
Average number of days an applicant is on a waiting list for equipment
Measure Type:
Outcome
Measure Frequency:
Quarterly
Measure Baseline:
 In 2005, the maximum time on the waiting list was 100 days based on number of days from the date the first application was placed on the waiting list until the date equipment for that applicant was ordered.
Measure Target:By the end of FY 2008, the maximum time on the waiting list will be less than 45 days.
Measure Source and Calculation:
This measure will use TAP database reports to calculate the number of days qualified applicants must wait from VDDHH receipt of application to equipment order date when a waiting list is active.
• Measure 45004.02.02
Number of days from equipment order to delivery to customer
Measure Type:
Output
Measure Frequency:
Every Six Months
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
To be determined based on baseline.
Measure Source and Calculation:
This measure will use modified TAP and Outreach Contractor reports which will include documentation of vendor delivery dates, Outreach receipt dates, and Outreach attempts to deliver, and, as applicable, reasons for delivery failure.
Objective 45004.02 Has the Following Strategies:
• Use a portion of funds appropriated in the 2005 budget to eliminate the current waiting list.
• Implement a monthly spending limit for TAP equipment purchases based on average monthly expenditures in the past year. Once the equipment requested on applications received in a month equals the monthly spending limit, any additional applications received in that month will be placed on a waiting list to be processed in the first five work days of the following month.
• Request VITA to issue an "Invitation for Bids" in the Fall of 2005 to establish new equipment contracts that will include prompt delivery standards and reporting requirements for all TAP vendors.
• Include prompt delivery and documentation standards in all new Outreach contracts.
• Revise TAP monthly reporting to reflect adherence to delivery standards.

Objective 45004.03
To provide TAP applicants with access to limited special request devices intended to enhance independence and safety.
The basic equipment available in TAP meets the needs of most applicants, however, there are some applicants who need additional or specialized equipment to meet the unique needs of their situations, including personal safety or independence.  This objective will ensure that such equipment is available in a consistent and appropriate manner.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
This Objective Has The Following Measure(s):
• Measure 45004.03.01
Percentage increase in special requests to maintain independence and personal safety
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
A percentage increase over the baselilne.
Measure Source and Calculation:
This measure will calculate the percentage increase in the number of devices provided annually to applicants to satisfy special requests based on documented need to ensure independence or personal safety as compared to the total number of VDDHH TAP applications received.
Objective 45004.03 Has the Following Strategies:
• The agency will develop a clear policy for Special Equipment Requests to be authorized by VDDHH Outreach providers and will provide on a semi-annual basis a list of special request devices available.
Objective 45004.04
To increase consumer access to and utilization of TAPLOAN sites statewide.
VDDHH currently contracts with 21 local agencies and organizations statewide to provide TAPLOAN sites. At these sites, individuals may get assistance in selecting the most appropriate TAP equipment to meet their needs. They may also borrow equipment for 30 days while they are waiting for TAP equipment delivery or for repairs.  Local agencies, organizations and businesses may also borrow equipment on short-term loan.  Unfortunately, 2002 budget reductions left VDDHH without discretionary funds to update or replace much of the equipment at these sites.  TAPLOAN contracts also need to be revised and reissued to increase accountability of the staff and make the program more responsive to local consumers.  VDDHH is scheduled to address these issues during FY 2006.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
• Strive for recognition of communications access for persons who are deaf or hard of hearing as a core component of all services provided by agencies of the Commonwealth.
This Objective Has The Following Measure(s):
• Measure 45004.04.01
Percentage increase in devices loaned through TAPLOAN
Measure Type:
Output
Measure Frequency:
Quarterly
Measure Baseline: Although current reports exist, they are duplicative in nature and do not accurately reflect the number of new devices loaned.  A Baseline will be determined after TAPLOAN reports are revised and site contracts are reissued.
Measure Target: 5% annual increase in (new) TAPLOAN loans
Measure Source and Calculation:
This measure will use FY 2008 site reports to calculate the percentage increases in TAPLOAN activity as compared to the FY 2007 Baseline Measure.  VDDHH will completely revise site contracts and reporting procedures during FY 2006.
• Measure 45004.04.02
Number of customer contacts at TAPLOAN Centers which result in customer acquisition of technology.
Measure Type:
Outcome
Measure Frequency:
Annually
Measure Baseline: Although current reports exist, they are duplicative in nature and do not accurately reflect the number of new customers.  A Baseline will be determined after TAPLAON reports are revised and site contracts are reissued. This is a new measure. The agency will develop a data collection methodology and will begin collection of data on July 1, 2006.
Measure Target: 5% annual increase in (new) TAPLOAN customers served annually. To be determined after baseline is established.
Measure Source and Calculation:
This measure will use FY 2008 site reports to calculate the percentage increases in TAPLOAN activity as compared to the FY 2007 Baseline Measure.  VDDHH will completely revise site contracts and reporting procedures during FY 2006. The agency will develop a TAPLOAN follow-up form to be provided to every TAPLOAN client to determine how many customers acquire (through purchase or TAP participation) new equipment after participating in TAPLOAN.
Objective 45004.04 Has the Following Strategies:
• Conduct an on-site audit of all TAPLOAN sites in FY 2006.
• Establish new TAPLOAN contracts with increased activity and reporting requirements.
• Establish schedules/standards for equipment replacement or supplement at TAPLOAN sites (e.g. 
replace devices every 4 years or after x number of days on loan.)
Objective 45004.05
To provide consumers with opportunities to view and participate in hands-on demonstrations of new equipment/technology within six months of its introduction.
The advent of internet-based relay technology and the recent advancements in voice-recognition technology have spurred the development and availability of several new products and services for persons who are deaf or hard of hearing in just the past 18 months.  Examples include video relay, CapTel, wireless text pagers, and others.  In an effort to continuously improve both the TAP and VA Relay programs, VDDHH will offer opportunities for consumers to test new equipment and participate in trials of new services as they become available.  Feedback from these opportunities will guide VDDHH toward inclusion of equipment in our TAP program and new technology into our relay contract(s).
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
This Objective Has The Following Measure(s):
• Measure 45004.05.01
Number of New Equipment/Technology Trial Offerings
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
1 device (Captioned Telephone) and 1 new relay technology (Video Relay Text 
Messaging) incorporated into agency programs in FY 2005.
Measure Target:  2 new offerings (devices or service enhancements) per year in the service area.
Measure Source and Calculation:
This measure will be calculated based on agency records documenting the addition of devices or new technology incorporated into this Service Area as a direct result of consumer feedback and recommendations.
Objective 45004.05 Has the Following Strategies:
• Building on relationships with current vendors, request product alerts and opportunities to participate in trials and product launches when available.
• Utilize members of the Virginia Relay Advisory Council as a focus group to test and evaluate new devices and relay technology.  The VRAC is composed of a diverse group of consumers representing all parts of the Commonwealth.
Objective 45004.06
To ensure that TAP applicants receive equipment which meets their communication needs and environment.
TAP applicants have the opportunity to select equipment when they apply for the program, however, many times, when the Outreach Specialist attempts to deliver and set up the equipment, they find that the selected device does not satisfy the communication needs of the client or that it is not compatible with the telephone line or electrical system in the client’s home.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
This Objective Has The Following Measure(s):
• Measure 45004.06.01
Percentage reduction in the number of applicant/recipient equipment changes/exchanges after the application has been processed.
Measure Type:
Outcome
Measure Frequency:
Quarterly
Measure Baseline: This is a new measure. The agency will develop a data collection methodology and will begin collecting data on July 1, 2006..
Measure Target:
To be determined after a baseline is established.
Measure Source and Calculation:
This measure will be calculated based on agency records documenting the percentage of applicants who change the equipment selection on the original TAP application either prior to delivery or within 3 months of delivery of equipment.
• Measure 45004.06.02
Increase the percentage of CAPTEL recipients who utilize the CAPTEL Relay Service
Measure Type:
Outcome
Measure Frequency:
Monthly
Measure Baseline: 59% of CAPTEL recipients are using the service each month
Measure Target:
80% of CAPTEL recipients using the service each month
Measure Source and Calculation:
This measure will be calculated based on agency records documenting the percentage of applicants who change the equipment selection on the original TAP application either prior to delivery or within 3 months of delivery of equipment.
Objective 45004.06 Has the Following Strategies:
• Implementation of a TAP “Loan-to-Own” program model.
Service Area Background Information
Service Area Description
This service area provides communication access and community support services for Virginia citizens who are deaf, hard of hearing, their families and the professionals who serve them.  The service area is composed of four agency programs: Interpreter Referral; Virginia Quality Assurance Screening (VQAS); Outreach; and, Information and Referral (I&R).  Direct services include:
• Scheduling of qualified sign language interpreters for courts and state agencies,
• Provision of interpreters for situations not covered by the federal Americans with Disabilities Act,
• Maintenance and distribution of the Virginia Directory of Qualified Interpreters,
• An assessment and diagnostics program for the evaluation of the skill level of sign language interpreters,
• Regional technical assistance and local training on assistive devices, adapting to and prevention of hearing loss, use of interpreters, orientation to deafness, and communications access in emergency situations, and
• Information and referral materials including specialized library services on all aspects of communication access for persons who are deaf or hard of hearing.
Service Area Alignment to Mission
This service area directly aligns with VDDHH’s mission of reducing communication barriers through community awareness and the identification and referral of sign language interpreters.
Service Area Statutory Authority
• Virginia Code §51.5-113 authorizes VDDHH to provide an Interpreter Referral program as well as the Directory of Qualified Interpreters.
• Virginia Code §51.5-113 also establishes the Virginia Quality Assurance Screening program for evaluation of sign language interpreters. 
• 22VAC20-30 Regulations Governing Quality Assurance Screening establishes guidelines for the interpreter skills assessment program.
• Virginia Code §51.5-112.3 authorizes VDDHH to provide technical assistance and training within the 
Commonwealth through Outreach efforts to support efforts to initiate or improve community programs and services for persons who are deaf or hard-of-hearing 
•Virginia Code §51.5-112.1 authorizes VDDHH to develop an information and referral program for persons who are deaf or hard-of-hearing, their families, professionals and other citizens working or involved in the deafness field.
Service Area Customer Base

 Customer(s)
Served
Potential

Consumers who are deaf or hard of hearing (assumes 1 consumer in each 
1,538
649,000

completed interpreter request)

Interpreters Seeking Credentials (Participated in FY 2005/Registered in 
401
2,408

Program History)

Library Patrons (Patrons who accessed in FY 2005/Total registered patrons)
263
1,344

State Agencies
31
133

Virginia Courts
165
174
Anticipated Changes In Service Area Customer Base
As the agency moves towards improved methods of capturing individuals served, we expect that the reported numbers served will increase.  At this time, most programs and services in the agency report on activity level and many of the reported activities include multiple customers.
Service Area Partners

Contracted Interpreters
VDDHH contracts with qualified interpreters to provide interpreting services for state agencies who are also on the contract.
Contracted Outreach Providers
VDDHH contracts with local agencies to provide training, technical assistance, information and referral and other services on a local or regional basis.
Contracted Raters
VDDHH contracts with qualified individuals to provide rating services (reviewing and scoring VQAS candidate performance assessments).
Service Area Products and Services
• Virginia Quality Assurance Screening – VDDHH provides a program of Quality Assurance Screening for sign language interpreters and cued speech transliterators.  This program consists of the Written Assessment which must be passed before a candidate may participate in the Performance Assessment. Performance Assessments are reviewed by trained “raters” who score the performance based on strict criteria and further reviewed by a qualified diagnostician who provides detailed diagnostic feedback on areas of strength and weakness, along with suggestions for improvement.
•  Interpreter Services Coordination – VDDHH coordinates requests for interpreter services and Computer Assisted Real Time Captioning (CART) from state agencies and courts.  The agency has established a contract for interpreter services, which other state agencies may join.  The agency also coordinates interpreters for 12-step programs and other activities (such as funerals) on a very limited basis.  In statewide and local emergency situations, the Department provides Emergency Management officials with information about interpreters available to assist in shelters and other critical areas.
•  Library Services – VDDHH maintains a library of books and videotapes available for loan within the Commonwealth. The collection also includes a range of periodicals and informational materials specifically related to issues affecting persons who are deaf or hard of hearing. Utilized by consumers, educators, interpreters, families and other interested individuals, the Library provides a central source of very specific, topical and current information available from no other source in the Commonwealth.
• Training – Training is a component of every Service Area at VDDHH.  Provided primarily through Outreach staff and contractors, topics include use of assistive technology, how to use and acquire a qualified sign language interpreter, availability of services from other state and local agencies, and appropriate procedures in an emergency or law enforcement situation.  Other topics include adapting to hearing loss, understanding educational options and services, learning sign language, as well as conducting specialized trainings to hospital staff, courts, and Public Safety Answering Points (9-1-1 dispatchers).
• Technical Assistance – Technical Assistance provided by VDDHH takes on several forms.  The agency provides technical assistance to other state agencies and private entities to assist in meeting the communications access needs of consumers who are deaf or hard of hearing.  The agency also provides technical assistance through participation in state and local advisory groups, policy making groups, and planning bodies.
• Information and Referral – The agency provides information and referral to connect citizens, agencies and private entities with resources on topics related to deafness through Outreach Services, our website (www.vddhh.org), Library Services, TAP, and Interpreter Services.
• Individualized Problem Resolution – Outreach Contractors provide Individualized Problem Resolution services for consumers who are deaf or hard of hearing and who are having difficulty resolving issues as a direct result of their hearing loss, usually due to a lack of communications access.  Problems addressed through this service might include housing, utilities, billing issues or other challenges of daily living.
• Directory of Qualified Interpreters – The agency publishes (hard copy and electronic) a Directory of Qualified Interpreters which provides contact information on interpreters who meet or exceed the Code definition of “qualified interpreter.”  This directory is available to assist private entities in locating qualified interpreters for events involving consumers who are deaf or hard of hearing.
Factors Impacting Service Area Products and Services
• Demand for and access to the services of qualified Interpreters and CART providers is affected by the disparity between consumers' awareness of these services (which is high) and service providers' awareness of the same (which is limited).  In addition, the agency’s ability to fill requests for qualified interpreters in Virginia’s courts and state agencies may be impacted by the emergence of Video Relay Services.  As qualified interpreters migrate to steady jobs with benefits with these services, the supply of freelance interpreters available during the typical business day may be expected to dwindle.  
• The agency’s Virginia Quality Assurance Screening (VQAS) program is most significantly impacted by the Department of Education’s Special Education regulations, which establish VQAS Level III as the minimum professional standard for educational interpreters.  Educational interpreters comprise as much as 90% of the candidate pool in VQAS and many of these individuals do not have the skill level necessary to meet the standard.  Provisions in the Special Education regulations allow for waivers for up to three years, during which time candidates repeatedly register for the VQAS.  Unfortunately, there are limited interpreter training opportunities available for many of these candidates and few incentives for them to pursue the training that is available.  This program will continue to experience high demand for assessment slots as candidates who do not have the necessary skills to achieve a level continue to register for the assessment multiple times in order to maintain employment in the public schools.  The program is also impacted by the availability of qualified raters to review and score candidate Performance Assessments.  While the agency has a cadre of trained raters, not all of them are active and available when needed.  
• VDDHH Outreach services are impacted by large catchment areas in many of the service regions.  A number of Outreach contracts provide for only a part-time specialist in a relatively large Planning District.  Delivery and installation of equipment or a brief in-service training can result in many hours of driving and mileage costs for these individuals.  The problem is particularly apparent in the far southwestern portion of the state where much of the population is rural.  In central Virginia, a single position is required to serve four Planning Districts encompassing 22 counties.
• Library Services has been impacted by challenges with properly cataloged materials and loss of items due to patron failure to return.  The library is staffed by a Library Assistant who is also responsible for back-up receptionist duties as much as 50% of the time.  Volunteers play a key role in maintaining the library.   Efforts are underway to correct cataloging problems and materials recovery to improve overall library services.
• The number of qualified interpreters available to assist localities in emergency situations is limited and the process is unstructured.
• VDDHH does not have enforcement authority and the success of efforts to educate private providers (including legal and medical professionals and media outlets) about critical communications access issues is limited by outside factors.
Anticipated Changes to Service Area Products and Services
• The anticipated availability of the VQAS Written Assessment on-line is expected to improve customer service and to improve the validity and reliability of the test since each test will be a different computer-generated version (currently, the agency has two versions of the test in use).  
• Re-cataloging of Library materials should improve customer access to materials and allow the agency to provide up-to-date catalog information on the agency's website in response to requests from patrons.
• A Request for Proposals for Outreach Services in the fall of 2005 will reflect a change in the agency's delivery of training and technical assistance. New Outreach contracts will include detailed annual training targets in several service areas and enhanced reporting requirements.
• As a partner in the Olmstead Initiative, VDDHH has been charged with addressing communication access issues for persons making the transition from institutional to community placements. 
• The agency anticipated increased focus on emergency preparedness issues for consumers in response to consumer feedback provided.
Service Area Financial Summary

Fiscal Year 2007
Fiscal Year 2008

General Fund
Nongeneral Fund
General Fund
Nongeneral Fund

Base Budget
$665,036
$14,039
$665,036
$14,039

Changes To Base
$23,487
$2,196
$23,487
$2,196

SERVICE AREA 
$688,523
$16,235
$688,523
$16,235
Service Area Objectives, Measures, and Strategies
Objective 45005.01
Increase consumer awareness of the availability of assistive technology and new communication devices for persons who are deaf, hard of hearing, or speech impaired.
Emerging technology and the introduction of new communications devices are increasing opportunities for persons who are deaf or hard of hearing in all aspects of their lives by providing communications accessibility.  New services such as captioned telephones, portable induction loops, video relay, voice recognition software, and hand-held text communication devices allow this population to readily participate in community activities, and to pursue educational and job opportunities.  Awareness and availability of this new technology is critical to the independence and employability of persons who are deaf, hard of hearing, or speech impaired.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.
This Objective Has The Following Measure(s):
• 
Measure 45005.01.01
Outreach Technology Trainings
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
11 trainings provided in FY 2005.
Measure Target:
24 trainings annually by June 30, 2007.
Measure Source and Calculation:
This measure will be calculated using the number of described trainings included in required reports from the VDDHH Outreach network.  Trainings will be completed by the Outreach contractors using a standardized training module on a pre-approved schedule.
Objective 45005.01 Has the Following Strategies:
• 
Develop training module for Outreach specialists that will include explanation and possible demonstration of new assistive technology and services.  Allow for inclusion of new devices and services as they appear on the market.
• 
Increase requirements for Technology-related trainings in fall 2005 Outreach RFP.
• 
Post schedule of regional technology trainings on VDDHH website.

Objective 45005.02
Increase availability of and access to skill development training opportunities for interpreters in 
Virginia.
Provisions in the Virginia Department of Education’s “Special Education Regulations” establish VQAS Level III as the minimum professional standard for educational interpreters in Virginia.  Educational interpreters comprise as much as 90% of the candidate pool in the VQAS program.  Out of the 334 educational interpreters in Virginia, only 31% meet the minimum VQAS Level III standard.  Because the Special Education regulations allow for waivers for up to three years, unprepared candidates repeatedly register for the VQAS.  Unfortunately, there are limited interpreter training opportunities available for many of these candidates and few incentives for them to pursue the training that is available.  In addition, candidates who do meet the minimum standard are often not eligible to participate in the trainings that are offered by the VDOE.  VDDHH will serve as a catalyst to share information on trainings available throughout the state to all current and potential interpreters in Virginia.
This Objective Supports the Following Agency Goals:
• Increase the availability, quality and utilization of communication facilitators (interpreters and CART providers)
This Objective Has The Following Measure(s):
• 
Measure 45005.02.01
Interpreter Training Opportunities
Measure Type:
Output
Measure Frequency:
Quarterly
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
To be established as a percentage increase over the baseline.
Measure Source and Calculation:
This measure will be calculated based on agency documentation of the number of trainings available to interpreters to help improve their skills and increase their screening level or achieve national certification.
• 
Measure 45005.02.02

VQAS Candidate Participation in Training
Measure Type:
Output
Measure Frequency:
Quarterly
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology
and begin collecting data on July 1, 2006.
Measure Target:
To be established as a percentage increase in the number of candidates who participate in training prior to VQAS.
Measure Source and Calculation:
This measure will be calculated based on VQAS candidate responses to data collected when they 
take the VQAS assessment.
• 
Measure 45005.02.03
VQAS Candidate Improvement as a result of training
Measure Type:
Outcome
Measure Frequency:
Annually
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
A percentage of candidates who participated in training whose assessement results improved.
Measure Source and Calculation:
This measure will be calculated by analyzing the performance improvement of VQAS candidates who indicate that they have participated in training.
Objective 45005.02 Has the Following Strategies:
• 
Partner with organizations/agencies (such as the Virginia Registry of Interpreters for the Deaf and Sign Language Associates) to provide additional training to interpreters.
• 
Include information on the VDDHH website on all the training opportunities available to interpreters in Virginia.
• 
Utilize VQAS Diagnostics to assist with localized workshops targeted to VQAS candidates based on identified performance areas of weakness.
Objective 45005.03
Improve consumer preparedness for a variety of disaster and emergency situations.
Emergency preparedness and communication during emergencies, including personal emergencies involving 9-1-1 calls and public emergencies such as natural disasters, are of major concern to consumers who are deaf or hard of hearing as noted in the recent survey the agency did and in the priorities established by the VDDHH Advisory Board for Outreach activities in the upcoming contract. This objective aims to include issues of communications access in preparedness planning in the state and to provide direct preparedness activities for consumers who are deaf or hard of hearing in Virginia.
This Objective Supports the Following Agency Goals:
• Ensure that persons who are deaf or hard of hearing are prepared for and have effective communications access during emergency situations.
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.
This Objective Has The Following Measure(s):
• 
Measure 45005.03.02
Number of Persons who Are Deaf or hard of hearing who participate in Community Emergency Response Team (CERT) Training
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
 This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
To be determined once baseline is known - a percentage of membership.
Measure Source and Calculation:
This measure will be calculated based on responses to a VDDHH annual survey of Local CERT teams/emergency managers which asks how many CERT team members they have and how many of those are deaf or hard of hearing.
Objective 45005.03 Has the Following Strategies:
• 
Provide on-going training to Public Safety Answering Points (9-1-1) centers in Virginia.
• 
Partner with the Department of Emergency Management for VDDHH involvement in Community Emergency Response Team Training and other activities to assist in ensuring access for persons who are deaf or hard of hearing during emergencies.
• 
Partner with local emergency management officials to recruit consumers who are deaf or hard of hearing for CERT training.
• 
Incorporate preparedness information and training requirements in Outreach contracts.
• 
Explore opportunities to partner with the National Oceanographic and Atmospheric Agency (NOAA) 
• 
Provide training to consumers on 9-1-1 access.
• 
Work with state and local advocacy organizations to include emergency preparedness training as part of any conferences, conventions or other organizational gatherings.

Objective 45005.04
Increase the pool of qualified interpreters available to fill assignments coordinated by VDDHH.
The number of interpreters who contract with the agency has dropped since the implementation of eVA.  
Interpreters report a variety of reasons for their reluctance to enroll in the eVA program.  In addition, the number of interpreters who will accept court interpreting assignments is limited because of the nature and complexity of such assignments.  This objective seeks to identify opportunities to increase the number of interpreters who will contract with the agency and the number who will accept court assignments.
This Objective Supports the Following Agency Goals:
• Increase the availability, quality and utilization of communication facilitators (interpreters and CART providers)
This Objective Has The Following Measure(s):
• 
Measure 45005.04.01
Reduction in number of interpreter requests for which no interpreter is available.
Measure Type:
Outcome
Measure Frequency:
Every Six Months
Measure Baseline:
In FY05, 6% of all interpreter requests received by VDDHH were unfilled because of "No Interpreter Available" ("NIA").
Measure Target:
By the end of FY 2007, less than 5% of all requests received will be unfilled because of NIA.
Measure Source and Calculation:
ISP monthly reports reflect a reduction in the number of assignments unfilled because no interpreter was available
• 
Measure 45005.04.02
Number of Court Available Interpreters
Measure Type:
Output
Measure Frequency:
Quarterly
Measure Baseline:
In FY 2005, the agency had 53 "court available" interpreters.
Measure Target:
An increase of 5% per year.
Measure Source and Calculation:
This measure will be calculated based on the number of Interpreters in the Interpreter Services Database identified as available and qualified to accept court assignments.
Objective 45005.04 Has the Following Strategies:
• 
Develop and solicit interpreter contracts with Interpreter referral agencies to increase the pool of available interpreters.
• 
Develop a mentorship program for developing interpreters with requirement for participants to contract with the agency for a set period of time and to complete a set number of hours of contracted services. Include targeted mentorships for interpreters who want to work in courts.
• 
Partner with the Virginia Registry of Interpreters of the Deaf and private interpreter coordination services in Virginia to develop a recruitment plan targeting Interpreter Training Programs nationwide.
• 
Partner with the Supreme Court of Virginia to provide more specialized legal trainings to certified interpreters in Virginia to prepare for work in the legal field.
Objective 45005.05
Increase consumer access to interpreters and CART providers in non-VDDHH coordinated assignments, including medical and legal settings.
The number of interpreter/CART assignments coordinated by VDDHH (1640 in FY 2005) is only a small portion of the total number of interpreter assignments in the state each year.  Consumers who are deaf or hard of hearing require interpreter services on the job, at the doctors, in banking situations, and many other complex tasks of daily living which are not associated with the state.  This objective seeks to increase awareness of interpreter services, both to increase the number of interpreters available and to reduce the challenges consumers face when requesting these services.
This Objective Supports the Following Agency Goals:
• Increase the availability, quality and utilization of communication facilitators (interpreters and CART providers)
This Objective Has The Following Measure(s):
• 
Measure 45005.05.01
Number of People who use/access the Directory of Qualified Interpreters
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
A percentage increase to be determined after baseline is set.
Measure Source and Calculation:
This measure will be calculated by reports of the number of requests for the Directory online and 
otherwise.
• 
Measure 45005.05.02
Number of Listings In Directory of Qualified Interpreters
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
262 Interpreters listed in FY 2005.
Measure Target:
A 5% increase per year.
Measure Source and Calculation:
This measure will be calculated based on the number of interpreters who are listed in the 
Directory compared with the baseline.
Objective 45005.05 Has the Following Strategies:
• 
Work with the Court Reporters Association to identify priorities and resources in the area of CART services.
• 
Develop and publish and post on the VDDHH Home page a "Guide to CART Services in Virginia" to provide consumers, agencies and businesses with information on securing CART Services.
• Develop a section in the Directory of Qualified Interpreters to list private interpreter referral agencies separate from individual freelance interpreters.
• 
Work with organizations such as the Virginia Registry of Interpreters for the Deaf to make the "Directory Release form" available on their websites to solicit additional interpreters to be listed in the Directory.
Objective 45005.06
Develop and disseminate information on viable resources for funding for hearing aids.
Many individuals approach VDDHH seeking assistance for the purchase of hearing aids.  While VDDHH does not have funds available to provide direct assistance, the agency is able to provide information about other possible funding sources.  The agency has maintained a packet of information on hearing aids but this packet needs to be formalized and enhanced to include specific resources presented in a user-friendly format.  Further, the agency needs to be in direct contact with potential funding sources to encourage maintenance of resources and assist in promotion of same.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.

This Objective Has The Following Measure(s):
• 
Measure 45005.06.01
Number of Hearing Aid Packages Disseminated
Measure Type:
Output
Measure Frequency:
Monthly
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
10 packets per month.
Measure Source and Calculation:
VDDHH will calculate this measure based on the number of packets produced and disseminated as reported by the VDDHH Library.
• 
Measure 45005.06.02
Customer Satisfaction with Hearing Aid Packet
Measure Type:
Outcome
Measure Frequency:
Every Six Months
Measure Baseline:
 No baseline data available.
Measure Target:
50% of all customers completing the customer satisfaction survey report that the packet assisted them in securing funding for the purchase of hearing aids.
Measure Source and Calculation:
Calculated based on consumer feedback provided on a customer satisfaction survey included in every packet.
Objective 45005.06 Has the Following Strategies:
• 
Develop a "funding guide for hearing aids in Virginia" information folder, modeled after the VDDHH TAP Applicant Information folder, to include basic information about sources of funding and checklists for consumers to follow in seeking funding. Information brochures and other resources on hearing aid funding will be inserted in the folders when distributed.  Folder would also include a customer follow-up survey to assess the success of the efforts.
• 
Explore opportunities to incubate funding sources for hearing aids in Virginia through expansion of existing programs or creative approaches to new programs.

Objective 45005.07
Increase awareness of, access to and utilization of VDDHH Library services.
VDDHH Library Services offers a valuable resource which could be more widely utilized.  Patron feedback on the library indicates that the most valuable improvement which could be made in the Library is the availability of Library material catalogs online.  Unfortunately, the current catalog does not lend itself to online publication.  In addition, the records in the current catalog are more informal agency notes than formal catalog information of value to the average user.  Finally, the agency recognizes that the Library is underutilized by many potential patrons, including consumers who are deaf or hard of hearing, family members and professionals other than interpreters.  The intent of this objective is to improve the Library Catalog and widely disseminate information about materials available and their value to a wide range of patrons.
This Objective Supports the Following Agency Goals:
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.

This Objective Has The Following Measure(s):
• 
Measure 45005.07.01
Number of Library Awareness Activities
Measure Type:
Output
Measure Frequency:
Monthly
Measure Baseline:
In FY 2005,  2 Library Awareness Activities were reported.
Measure Target:
A minimum of one Library Awareness Activity per month.
Measure Source and Calculation:
This measure will be calculated from the Library Assistant's monthly program reports which will include the number and type of activities conducted each month to promote Library Services.
• 
Measure 45005.07.02
Percentage increase in Library Usage Statistics
Measure Type:
Outcome
Measure Frequency:
Annually
Measure Baseline:
In FY 2005, 263 or 19%, of 1344 registered patrons accessed Library services.
Measure Target:
A 10% increase in the percentage of registered patrons accessing the Library each year.
Measure Source and Calculation:
This measure will be calculated based on the percentage increase in the number of registered patrons utilizing library services as reported by the Athena Library database.
Objective 45005.07 Has the Following Strategies:
• 
Complete re-cataloging project to prepare for publication of VDDHH Library Catalog on-line.
• 
Conduct annual inventory and materials assessment to ensure accuracy of catalog and availability information.
• Actively promote Library Services to under-represented patron groups, including consumers who are deaf or hard of hearing, parents, and professionals using mailings, announcements in organization newsletters, information tables at local events and other activities.
• 
Continue to update the Library collection to include more DVDs, materials targeted for under-represented patron groups and Spanish-language materials.
Objective 45005.08
Increase private business awareness of customer service and general issues related to persons who are deaf or hard of hearing.
VDDHH recognizes the opportunity that the Relay Partner program has presented to allow us to reach out to businesses to address communications access in general.  This objective builds on the developing relationships with businesses to provide additional training on general topics related to serving customers who are deaf or hard of hearing.
This Objective Supports the Following Agency Goals:
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.
This Objective Has The Following Measure(s):
• 
Measure 45005.08.01
Percentage of Relay Partner Program Participants who also become Expanded Relay Partners
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
0 in FY 2005.
Measure Target:
10% of new Relay Partner participants will also participate in additional training provided by VDDHH on an annual basis.
Measure Source and Calculation:
Using data from the Relay Partner program and VDDHH Outreach reports, determine the number of relay partners who participate in additional modules related to general communications access. NOTE:  Any significant changes to the current VA Relay contract could prevent VDDHH from achieving success in this measure as the Relay Partner program is part of the contractor-provided marketing program.
• 
Measure 45005.08.02
Number of Chamber of Commerce Events Promoting Communications Access
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
1 reported in FY 2005.
Measure Target:
Provide a minimum of 25 general communications access trainings annually.
Measure Source and Calculation:
Using data from VDDHH Outreach reports, determine the number of general communications access trainings resulting from partnerships established with local Chambers of Commerce annually.
Objective 45005.08 Has the Following Strategies:
• 
Establish a "we communicate" adjunct to the Relay Partner program, encouraging businesses who have become Relay Partners to further their awareness and accessibility by participating in additional on-line training modules.
• 
Utilizing statewide Outreach contractors, establish partnerships with local Chambers of Commerce annually to achieve opportunities to provide general communications access training to private businesses.
Objective 45005.09
Enhance awareness of and access to interpreter services, assistive technology, Virginia Relay, and other tools for communications access by persons who are deaf or hard of hearing in facilities or in community placements as part of the Olmstead Initiative
As a partner in the Olmstead Task Force and as a member of the Olmstead Implementation Team, VDDHH has worked hard to ensure that communications access for persons who are deaf or hard of hearing is addressed during this process.  This objective corresponds with recommendation #181 in the Olmstead report.
This Objective Supports the Following Agency Goals:
• 
Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
• 
Increase the availability, quality and utilization of communication facilitators (interpreters and CART providers)
• 
Strive for recognition of communications access for persons who are deaf or hard of hearing as a core component of all services provided by agencies of the Commonwealth.
• 
Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.
This Objective Has The Following Measure(s):
• 
Measure 45005.09.01
Number of Olmstead-Related Training and Technical Assistance contacts per year
Measure Type:
Output
Measure Frequency:
Annually
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
1440 Training and Technical Assistance contacts each year.
Measure Source and Calculation:
This measure is calculated based on the number of documented training and technical assistance contacts to address Olmstead related communication issues with nursing homes or other residential facilities as reported on required Outreach reports.
Objective 45005.09 Has the Following Strategies:
• 
VDDHH would include specific requirements for targeted training and technical assistance in all Outreach contracts or in a single statewide contract.
Service Area Background Information
Service Area Description
This service area provides oversight, policy guidance, and administrative and operational support to all of the agency’s programs and services as well as support for the Advisory Board.
Service Area Alignment to Mission
Administrative Services supports the agency's mission by providing overall policy guidance to ensure that the agency's other service areas function efficiently and in an environment focused on superior customer service and accountability.
Service Area Statutory Authority
The programs and services of VDDHH are authorized in Chapter 13 of Title 51.5 of the Code of Virginia.  
This chapter establishes the VDDHH Advisory Board (§51.5-106) and its powers and duties ((§51.5-107), including ensuring the development of long-range programs and plans, reviewing and commenting on all budgets and requests for appropriations, and advising the Governor, Secretary of Health and Human Resources, the Director and the General Assembly on matters related to Virginians who are deaf or hard of hearing.  
§51.5-108 continues the Department after recodification while §51.5-109 -110 establishes the Director’s position, powers and duties, including hiring such staff as may be necessary to perform the authorized duties.
§51.5-112 delineates the powers and duties of the agency including:  promoting a framework of consultation and cooperation among agencies and institutions serving people who are deaf or hard of hearing; monitoring and evaluating the provision of services for persons who are deaf or hard of hearing; making appropriate recommendations for legislative changes and monitoring federal legislation; and adopting necessary regulations.
Service Area Customer Base

 Customer(s)
Served
Potential

Advisory Board Members
9
9

Legislators
140
140

State Agencies
30
133
Service Area Products and Services
• Advisory Board Support - The agency provides staff support to the gubernatorially appointed advisory board.  Support includes research, training, policy guidance, logistics and administrative support.
• Legislative Updates - The agency tracks legislative activity and provides timely updates on legislation affecting persons who are deaf or hard of hearing.
• Legislative Liaison Services - VDDHH provides legislative analysis and expert testimony on bills related to persons who are deaf or hard of hearing.
• Regulatory Coordination - The agency maintains regulations for public participation, TAP and Interpreter Programs.
• Interagency Program and Policy Guidance - In order to ensure that programs and services of the Commonwealth address communications access issues and other concerns of persons who are deaf or hard of hearing, VDDHH staff often serve on work groups, task forces, and planning groups for state agencies.
• Agency Program Support - Administrative Services provides general guidance and administrative support to all agency programs.  This includes policy development, publications, and website coordination.
Anticipated Changes to Service Area Products and Services
As outlined in this Strategic Plan, this service area may assume the additional responsibility of monitoring and evaluation of state agency programs and services for persons who are deaf or hard of hearing.
Service Area Financial Summary

Fiscal Year 2007
Fiscal Year 2008

General Fund
Nongeneral Fund
General Fund
Nongeneral Fund

Base Budget
$305,270
$0
$305,270
$0

Changes To Base
$4,772
$0
$4,981
$0

SERVICE AREA 
$310,042
$0
$310,251
$0
Service Area Objectives, Measures, and Strategies
Objective 45006.01
Promote accessibility for persons who are deaf or hard of hearing who wish to participate in or interact with state programs and services.
VDDHH has consistently provided assistance to other state agencies to improve access for persons who are deaf or hard of hearing. This assistance has taken several forms, including participating on planning committees, reviewing policies, loaning equipment, and coordinating interpreter requests.  The agency has never had the resources to institute a formal program of evaluation and monitoring of state programs and services as we are authorized to do in the Code.  Consumers frequently call upon VDDHH to assist in problem resolution when they attempt to access a state agency for services but cannot, most typically due to lack of communications access.  Under this objective, VDDHH will address the on-going concerns about communications access in all state agencies.
This Objective Supports the Following Agency Goals:
• Strive for recognition of communications access for persons who are deaf or hard of hearing as a core component of all services provided by agencies of the Commonwealth.
This Objective Has The Following Measure(s):
• 
Measure 45006.01.03
Number of public hearings hosted by state agencies which are attended by one or more consumer who is deaf or hard of hearing.
Measure Type:
Outcome
Measure Frequency:
Annually
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
To be established after baseline is determined.
Measure Source and Calculation:
This measure will be calculated by conducting an annual survey of a random sample of state agencies who posted public hearings on the Commonwealth Calendar.
Objective 45006.01 Has the Following Strategies:
• 
Pursue an Executive Order directing state agencies to meet certain standards related to communications access in public meetings and services.
• 
Develop a Best Practices Guide for Communications Access in State Programs, to include a checklist and procedures for determining the appropriate accommodations and how to secure same.
• 
Establish a multi-agency workgroup to assist in the development of the Guide and Executive Order.
• 
Establish monitoring and evaluation procedures to review progress.
Objective 45006.02
Increase consumer access to broadcast information, particularly during emergency situations.
In 2004, the agency completed a Best Practices Guide for Broadcasters and Consumers to promote the visual display of information on television news programs, with a focus on emergency situations.  This objective seeks to actively promote the implementation of the Best Practices presented in the Guide and appropriate recommendations from a national work group addressing similar issues.

This Objective Supports the Following Agency Goals:
• Ensure that persons who are deaf or hard of hearing are prepared for and have effective communications access during emergency situations.
This Objective Has The Following Measure(s):
• 
Measure 45006.02.01
Number of Broadcaster/Community Liaisons statewide as described in the VDDHH Best Practices Guide
Measure Type:
Output
Measure Frequency:
Every Six Months
Measure Baseline:
This is a new measure.  The agency will develop a data collection methodology and begin collecting data on July 1, 2006.
Measure Target:
To be determined after baseline is established.
Measure Source and Calculation:
This measure will be calculated based on an annual survey of broadcasters and consumer organizations.
• 
Measure 45006.02.02
Number of substantiated complaints against Virginia broadcasters received by the Federal 
Communications Commission and related to the visual presentation of broadcast information during an 
emergency situation.
Measure Type:
Outcome
Measure Frequency:
Annually
Measure Baseline:
To be determined based on FCC records for 2006.
Measure Target:
To be determined after baseline is established.
Measure Source and Calculation:
This measure will be calculated based on FCC public records of the number of substantiated captioning related complaints filed against Virginia Broadcasters as a result of problems during an emergency situation.
Objective 45006.02 Has the Following Strategies:
• 
Re-invigorate partnership with Virginia Association of Broadcasters
• 
Host community workshops to bring broadcasters and consumers together
• 
Ensure that government agencies provide a qualified interpreter for press conferences and that the interpreter is televised in close proximity to the speaker.
• 
Collaborate with VDEM and text messaging companies to ensure deaf and hard of hearing Virginians have access to local emergency messages via text devices (such as pagers).
Objective 45006.03
Improve agency accountability to enhance responsiveness to consumer needs.
The agency has been challenged to provide detailed, accurate and meaningful information on the number of customers served in and across various programs and the service needs of Virginians who are deaf or hard of hearing.  Very structured and detailed data is available in some program areas but is not consistently available in others.  The agency recognizes that without accurate data on the services we provide, we cannot be as effective in predicting future service needs.  This effort is further impacted by the lack of meaningful census data or formal needs assessment data on the number and needs of Virginians who are deaf or hard of hearing.
This Objective Supports the Following Agency Goals:
• Enhance the quality of communications access for persons who are deaf or hard of hearing in Virginia by increasing the availability and effectiveness of and consumer access to assistive technology and technology services.
• Ensure that persons who are deaf or hard of hearing are prepared for and have effective communications access during emergency situations.
• Increase the availability, quality and utilization of communication facilitators (interpreters and CART providers)
• Strive for recognition of communications access for persons who are deaf or hard of hearing as a core component of all services provided by agencies of the Commonwealth.
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.
This Objective Has The Following Measure(s):
• 
Measure 45006.03.01
Number of Effective Data Collection Tools in use in VDDHH programs
Measure Type:
Input
Measure Frequency:
Annually
Measure Baseline:
Currently, 3 programs and services have effective data collection tools which result in consistent and meaningful quarterly reports of activity.
Measure Target:
Five (5) new or revised data collection tools introduced each year through FY08.
Measure Source and Calculation:
This measure will be calculated by reviewing agency documentation on the development, enhancement, and implementation of formal data collection tools for every program and service in the agency and the availability of quarterly reports based on each tool.
Objective 45006.03 Has the Following Strategies:
• 
Develop effective, automated methods of collecting enhanced program and service data in all service areas.
• 
Working with Collaborative Partner agencies (DRS, DMHMRSAS, and DBVI), explore opportunities to conduct a formal statewide needs assessment.

Objective 45006.04
Increase access to VDDHH programs and services for the Hispanic community in Virginia.
VDDHH has experienced an increase in requests from Spanish-speaking residents of the Commonwealth.  The agency needs to be prepared to provide services to this segment of the population. This objective seeks to address language barriers that limit the effectiveness of our services.
This Objective Supports the Following Agency Goals:
• Serve as a recognized and reliable source of current information from state/national resources provided to all customers through a variety of means.
This Objective Has The Following Measure(s):
• 
Measure 45006.04.01
Number of Agency Materials available in Spanish
Measure Type:
Output
Measure Frequency:
Every Six Months
Measure Baseline:
There are currently two Spanish language documents or materials in the agency.
Measure Target:
3 key documents per year will be translated into Spanish.
Measure Source and Calculation:
This measure will be calculated based on agency documentation of the number of brochures, forms, and other documents and materials available in Spanish.
• 
Measure 45006.04.02

Program Forms/Applications Submitted in Spanish
Measure Type:
Outcome
Measure Frequency:
Every Six Months
Measure Baseline:
0% in FY 2005.
Measure Target:
1% of all TAP applications submitted in Spanish beginning in FY 2007.
Measure Source and Calculation:
To be calculated based on TAP records which show the total number of Spanish Language TAP applications received compared with the total number of TAP applications received.
Objective 45006.04 Has the Following Strategies:
• 
Identify cross-cultural resources and consultants to assist in planning.
• 
Establish agency policy on use of language line interpretation services to assist in communicating with Spanish speaking customers.
• 
Identify resources for Spanish sign language interpretation services.
• 
Include requirements for activities and events targeted at the Hispanic community in Outreach contracts.
• 
Translate all agency forms and key documents into Spanish.
• 
Purchase and publicize availability of Spanish language materials for the VDDHH Library.
Service Area Plan
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