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Purposes of the conference are:


Cross-education of stakeholders


Assessment of industry trends


Embedded base


Implications for building in access to new products


Beginning documentation of a stable set of specific user requirements
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Outcomes desired: 


Progress toward improvements in accessibility of these products


Guidance on available solutions for purchasers and people with disabilities


A roadmap for standards development, if appropriate


A statement of user requirements


A network of people with shared background on these issues
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Context


Large embedded base, ubiquity


All of society’s phone users encounter the interfaces


Underlying technology takes a variety of forms


Implementation of interface is usually done by the customer -- not manufacturer or user


Multiple industries involved


Major technological changes


Not highly standardized
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Consumers’ Issues


Pressing buttons may be difficult or impossible due to a variety of disabilities affecting the hands and arms


Giving clear speech commands may be difficult or impossible


Responses may come more slowly than the system expects


The prompts and messages may be missed – completely or partially – because the user is deaf or hard of hearing 


Confusion sometimes results if the user has even minor or temporary cognitive limitations.


Trend toward combination visual and auditory interfaces may bring in new problems for people who are blind or have low vision.
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On the bright side


IVR systems are accessible to people who are blind and are a valued information source.


For people with speech disabilities but no mobility disabilities, can be valuable way to get information.


Voice mail, being asynchronous, is useful to people who find it helpful to plan calls.


Hard of hearing people do not have to guess at caller’s identity, can re-play message.


People with speech disabilities may choose the option of answering in fax or email
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TTY


TTY is the accepted term in the U.S. for text telephone.


TTYs permit two-way typing for text conversation.


The de facto standard for TTY transmission is Baudot.


Half duplex (cannot interrupt other side’s transmission – exception is TouchTone™)


They transmit at 45.45 bits per sec., or max. ~ 60 WPM


There are proprietary codes that go faster.


The modem uses frequency shift keying, at 1400 and 1800 Hz.  There is no carrier tone.
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Forms of TTYs


Desktop


Mobile


TTY modems


Soft TTY


Network TTY


Interactive pagers that can do TTY


Pay-phone TTY
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Touch-Tone and TTY


Easily generated by using acoustic coupling


Fine where user knows this is needed, e.g., mailbox holder in an office


But direct connect is commonly done


Necessary for the TTY to have its own answering machine.


Touch-tone cannot be generated from the keyboard of many TTYs.





Slide Eleven


Some options for accommodating voice and TTY on a single line


Begin with a voice message, whether or not it requires a DTMF reply.  


Tell caller to press a key to bypass TTY tones which follow.


After voice greeting, instruct hearing callers to press a key (e.g., to leave a message, or ‘press 1 for English, 2 for Spanish); after timeout, go to TTY.


Begin with brief Baudot message, e.g., HD for “hold”, then play voice message, then full TTY message. 
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Telecommunications Relay Service


Bridges the gap between TTY user and voice user.


2-way text


Several varieties of mixed voice and text (VCO)


Typing speed and TTY speed much slower than speech used in IVR apps.
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Additional Specialized Customer Premises Equipment


Hearing aids


Augcom (text-to-speech aids)


Phone features 


Speakerphone


Memory dialing


Large button keypads
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Public policy


Section 255


ADA


Section 508


