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October 15, 1997
Mr. Mefy:s 1|COV8 WF‘LE&W of Secretary

Director, Disabilities issues Task Force
2033 M Street , NW
Washmon,oczom

Subject: AITCS's (Automated Interactive Tele-Communications Systems)
Dear Mr. Icove :

| had been compiaining about the poor quality and inaccessibility of the subject re voice menus for
quite a while. Then last April | was instrumental in obtaining 346 signatures on a petition that asked for
the universal out (press “0” if you wish to speak to a human) espoused by SHHH, Inc and others. The
petition and requests | have made 10 everyone | have contacted has also asked that where universal
oults are not required or put in place for any reason then such AITCS's shoukl be required to have an
option whereby the messages on the menu are spoken at least 50 percent slower

It is especially believed the request to have a second set of slow messages is a reasonable one and is
readily achievable. This is so obvious to me but | will elaborate just in case some explanation is
appropriate. To have a second set of siow messages woukl be simply to have the person speaking the
original set to repeat them much siower just as if he/she is speaking other menu choices. While this
requires the AITCS’s to overall take longer it should be kept in mind that once recorded, there will be
no more time involved, just as for the saved time in having an AITCS,s in the first place. | would guess
that the original messages will have been in writing for the person to read from so as to allow the
voiced second messages to be identical.

To emphasize the problems involved with the AITCS technology | call your attention to a sentence in a
recent publication dealing with the subject: “most people with some degree of hearing loss find
telephone conversations are difficult, but technology can make it easier.” The asticle was of coursg.
referring to assistive listening devices. However another technology AITCS's is robbing us of the
benefits of ALD’s. This is just not fair in addition to actually making accessibitity impossible or nearly
SO.

To hopefully have your organization be more concemed about the problems involved, the following
quote from a Robert Reno article who writes for Newsday: “The deregulated telecommunications
worid has only begun to take form, and it is still a crapshoot whether it astonishes us with the benefits
ofwmpunbnmmmummmmhmwmwmmhenyavaenu&
enhancing nonsense.” Please keep in mind that Mr. Reno is talking to the general public,

whereas the hard of hearing are finding the AITCS s more than bewildering.

As a result of my efforts | can fumish other articles that are concemed about the comprehensibiiity of

| have found it difficult to leam where | can best direct my efforts to try to find a “listening” ear
conceming the issues that AITCS's presents, having tried the Access Board and the ADA as well as
our Ohio Consumers Counsel and the Public Utilities Commission of Ohio. As a result of a two page
“‘complaint” (and coples of various documents) sent to the Department of Justice | have received the
following response.

“The Disability Rights Section of the Civil Rights Division of the Department of Justice received your
correspondence. We appreciate your interest in writing to us to express your views."

| did hope to receive a more helpful and or explanatory letter of response as to why it may be
unreasonabile to make the universal out a requirement for organizations having 50 or 100 employees,
and to require in every case the second option for slow voices and or some combination of the two.
Please respond to this request in meaningful as possible. ‘
No. o Copiss rec'd A
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September 10, 1994

Enclosures: Copy of Debra Kendrick's news articie published by Columbus Dispatch Printing Co.

cc: by E-mail to Donna Sorkin, Director of SHHH, Inc who fumished your name as one to comtact with
the FCC.
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For assistance,
please punch 1:
We'd loveto

A friend regaled 2 whole table ful of us last
week with her tales of attempts to get information i
from an-automated 800 telephone number to help \

_ All'LaPointe and others with hearing- disabil-
ities want businesses to do is to offer what is called
“universal out” (Press 0 for a live human being), or
a-means for slowing the automated system’s voice.
If options -were not spoken so rapidly, callers with
hearing ' difficulties -would have a better shot-at’
understanding . the ‘recordings, and relay opera- = -
tors wouldn't be’so Iikely to get lost in the fast %

-~

shuffle. .. 7% :

. Paul Stein’s problem ~— his eredit was mixed
up. with someoneielse’s of the same- name -—
should - have beengsimple enough to_solve..After
several. weeks, *it¥is still {only partially- unraveled =

smokers iq\rit;?.It'."v\ms'a\]l so fast, she. said, she didn't
Ymow'if "shie"pressed 1 or 2, or whether she ‘was -
being ' ‘mailed - information” or a lifetime supply of

; because Stein ean’t communicate with the compa- . .

patches. . N DY = o e ‘ I

We all could identify with the moment. " * “A company'the size.of Equi AN . i

I spent hours on the phone just before Labor ployees, @ngeﬂmy find mﬂiﬁe;s}%mﬁe o
Day, begging, pleading, caquing an airlines reser- commurication’; more accessible to someone . like

vationist to help change me,”. Stein ‘said. “The problem isn't finding the "

money or the technology. The problem is that the

my flight. I had purchased Ll
"my ticket through an auto- - JEi

understanding . just isn't there on the part of the
mated interactive tele- management.” . 7 S ‘
phone communications +- 1 called Equifax myself to hear that- automat-

system, and had 'selected e s ]
thegwrong day for depar- .

ture, ““Press 1 for Friday,
2 forsSaturday” the sys & ol
tém: prompted. I didn't- 4 P
realize ‘my error until the , Seemewes oS
confirmation was 2n-  DEBORAH
nounced. . L : -

" There -was 1o - option - KENDRK:K

for ontacting 2 human be- . ME—em———=—
ing, and only the most reso ful traveler would,
.ty évery - phone number lsted anywhere until -
tracking:sdown “a: real person being capable of

ed system. The woice is soft and high-pitched, the

; speech rapid,” and it was clear to me that many

] people ' with ‘hearing disabilities or without —

. will probably need-‘an alternative for clear- com-
munication. Wouldn't it be lovely if companes like,
Equifax decided “there .was no need for outside
pressure-to add 'slower speech or the universal out

of pressing 0 for a livé operator?

. Wouldn't “it be just the clearest and most .
powerful “sort of ‘message if this company and
others simply picked up the ball and ran with it —
and just plain did the right thing? ‘

. Check it out for yourself at 800-865-1111. But

king the change. - %% o | don:ttry to'slow the voice down or turn it up. And
*" " Any ‘of us who use voice menu systems for don’t press 0 to leave your opinion with a human
banking; airline’ reservations, credit-card informa- | employee. There’s no one there. )

fion or a host of other- services, probably knows at |

\east one- other ‘person who -cdn’t seem to manage |

them, Maybe it’s an elderly person or a family
member with a developmental disability. For

millions of people who are. deaf or hard of hearing,

Deborah Kendrick s a Cincinnati writer and
advocatq for people with disabilities. Her e-mail
add_ress is 71340. 473@compuserve.com

exclusion, = ». - s : .
" Take Pad Stein of Santa Clara, Calif. All he .

“do”wasiistraighten out.a bit of credit |
fasiont; with s Equifax - Information Systems.. 5
Corp. & credit, reporting company, but he couldn’t i
undérstand what' the soft female voice on the !
automated ‘system -was saying. So he called back |

interactive phone. systems are blatant examples of ,

with a’relay service — a telephone service avail-
able in every state that acts as-a link between a-
spoken conversation on one end of the phone line
and a person typing on a TTY (text teletypewriter

'\ for'thé deaf) at the other, ™

B e

' Nothing doing. The relay typist’couldn’t keep

up with the automated message and. transmit the

information. And again,  there was no option for

 bailing out and contacting a live representative.

‘Leo LaPointe, a. Worthington retivee who has

! 2 hearing disability, has been working hard to find |
someome who can enforce equal accessibility -to " ¢

automated systems -for deaf and hard-of-hearing-
people.’ He has. written to the Department of |
Justice, the Public Utilities Commission of Ohio, . g
the National Association of the Deaf Law Center
! 4 sohgti e far, no one has rushed forward with




