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Abstract

This project was prepared for the Victorian Deaf Society in Victoria, Austalia
investigatethe human experienssurrounding Wdeo Relay Interpretingand the current
awareness of the service in Victorkn analysis othe benefits and problems faced by
VRI users in the UB. and the K. in conjunction with the needs and expectations of the
Victorian deaf community providetie Victorian DeaBocietywith information tohelp

implement VRI into the community.



Executive Summary

The shortage of qualified sign language interpreters in Australia has had an
impact on the deaf community, especially ioose located in nemetropolitan areas. In
2004, there were only 213 interpreters for 4,661 Deafisumers in metropolitan areas
(46 per 1000). Inregional areas, only 73 Auslan (Australian sign language) interpreters
were available to meet the needd 244 Deaf Auslan users (59 per 1000). The
government reported only 6 Auslan interpreters for 595 Deaf Auslan users living in
remote areas (27 per 1000). Many of these interpreters are not fully qualified and have
difficulty translatingin complexsitat i ons such as a dotmtords off
response to this shortagiystralia is considering the useatelecommunications
service known as Video Relay Interpreting (YRvVhichis currently being used in the
United States and the United Kirgd. VRI enables a deaf person and a hearing person
to communicate with each other in the same room through the assistance of a Video
Interpreter (V1) on a T\br computerscreen. VRI uses a high speed broadband internet
connection and a webcam to connteca Video Interpreter when a sign language
interpreter cannot be physically present.

The lack of accessibilityo interpreters in Victoridas led the Department of
Human Services to fund a two million dollar project over the next four yeass\&1
sewrice. The Victorian Deaf Societficdeaf) commissioned our team to investigate any

potential problems that might be encountered duringniipée mentatiorprocess and to

! There are two differersubgroups that categorizetred f communi t y: tifcledeDeaf (capit
those whaare born with the inability to hear deelop hearing loss at a young agdereashedeaf

(lower case fido) include both those who haveThrompl et e h
Deaf typically learn sign language from their parents growing up, Wieldeafwho have partial heging

lossare usually bilingual and can not only sign but alsty communicate through written or spoken

language



suggest solutions for avoiding them. The goal of this project was to provide Vieitleaf
insight into the human experience surrounding VRI services and to investigate the current
awareness of VRI stakeholders in Victoria. In order to accomplish this goal, the
following objectives were pursued:

A Determine the problems and benefits expesgenby VRI users in the United

~ States (U.S.) and the United Kingdom (U.K.)

A Determine the needs and expectations of VRI stakeholders in Victoria.

Background research was conducted on general procedures and requirements for
VRI services in the United Stataad the United Kingdom. Deaf cultures in the United
States, United Kingdom, and Australia were also researched to understand the different
needsof these groups. The team interviewed members of five different stakeholder
groups in théJ.S.andU.K. in order toinvestigate a broad range of perspectives on VRI.
These stakeholder groups were deaf consumers, interpreters, third party hearing
professionals, representatives from government agencies, and service providers
In Victoria, the team interviewed fvdifferent stakeholder groups in order to

determine the needs within the deaf community. The stakeholder groups were regional
case managers, interpreters, members of the deaf community, representatives of
government agencies, and associates from deahzagions (i.e. The Victorian Deaf
Society). The team found that there were varying levels of Australian sign language and
written English fluency, low levels of awamess in regional areas, and eoibugh
gualified interpreters to meet the demands efdbaf communityThe team concluded
that the VRI servicén Victoria must accommodate these needs and expectations of the

community in order to be successful.



The interviews with stakeholders in Victoria indicated the types of problems that
are likely tobe encountered when VRI is introduced. The interviews with stakeholders in
the United States and United Kingdom, who had hamdexperience with VRI, provided
valuable information that could be used to improve the servibe team contacted 30
memberf different stakeholder groups in the U.S., 13 in the U.K, and 30 in Australia.
Out of those contacted 12 members from various stakeholder groups in the U.S. and the
U.K. along with 22 people in Australaere interviewed by the team

While it was difficult for the teanto contact a large number of deaf community
members in Victoria due to the lack of interpreting services available, the case managers
provided ample information about the deaf clientth&ir regions

The list below is a compilation oifie strengths and weaknessd#s/RI based on
information gathered from interviews withS and U.Kstakeholders.

Benefits of VRI (based on existing services):

Independence

Lowered costs related to interpreting services

Greater interpreter accessibility

Less repetition

Good video qualitgiven asuccessful broadband connection
Improved communication access

Communicationin first language (sign language) as opposed to written English.
Increased interpreter efficiency

Faster calls

Engagemenin conversatia with the hearing in business environments
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Potential problems with VRI:

Lack of training with &' party hearing professionals (doctors, lawyers, etc.)
Uneasaliscussing personal information with an unknown interpreter

Sign language dialect differences

Poor interpreterreceptive skills

Security issues witB™ partyInternetnetworks

Lack of developed signing skills

Lack of experience working with interpreters

Intimidation oftechnology
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Pressureo use VRI

Difficult y spreadhg awareness

Lack of technichsupport

Difficult y reachng a good balance of VRI interpreteasdfaceto-face
interpreters

= =4 =4 -4

The majority of the issues discoveredVictoria resulted frontack of awareness
or alack of experience with VRIAfter interviewing the stakeholder groupsVictoria,
the team suggested that workshops be provided to train and inform the deaf community
about VRI. The information that should be included in the workshops includes topics
such as fAhow VRI workso and fAwherasoVRI can
inform the potential VRI users that their appointments and all items discussed will be
confidential. Demonstrations should be given and measures taken to assure the deaf
community that VRI is not intended to replace fagdace interpreting but mely to
supplement it, especially in emergency situations.

The team used the successful aspects of existing VRI services to suggest solutions
for the potential problems listed above. The following table is a compilation s the

suggestions



Table 1: Problems and Solutions

Problems

Solutions

Poor image anthternetquality

High speed broadband, ISDN or VPN server

Little to no fluency in Auslan
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More educational opportunities

The introduction of VRI to motivate the deaf
commurity to improve their Auslan.

Live remote captioning to supplement the service fqg
those that understand written language

Peer support for those who have poor Auslan and
written English

Unfamiliarity with technology
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Workshops provided by Vicdeaf orhatr deaf
organizations (e.g. Deaf Access Victoria)
Captioned videos distributed or posted on Vicdeaf
website.

Educational deaffriendly presentations
Communication with the deaf who have used VRI
through deaf social clubs

Having younger generationform the older generatio
who are intimidated

Social issues

E R

Workshops that provide an opportunity to interact w
interpreters

Social skills/bonding with interpreters
Demonstration of VRinterpreterconfidentiality
Ability to choose a specific tarpreter that client is
comfortable working with

Equipment too costly
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Government funding

Payment plans

Return on investment when the deaf start accessin
more services

Lack of awareness of what is availablg

E R

Newsletter and deaf club promotions

Workshops run by the deaf for the deaf

Allow younger generation to adopt technology and
spread the information

Differences in interpreter dialect

Live remote captioning
Peer support

Lack of technical support

E R N

Workshops or training of specific VRI technidssues
InternetfTechnologyteams located at the service
provider who can call and assist third party
organizations

Interpreters unwilling to work in a boo1

=a =

Incentives (pay, benefits, etc)
Only part time VRI work

Vi



Based on interviews with VRI service piders in the U.S. and U.K, the team
compiled a list of best practices for Vicdeaf. These best practices include information on
how a typical VRI suite should be set uphese suggestions take into consideration what
kind of background is appropriate, atlcolor of clothes to wear, and which type of
lighting to install in the VRI boothrhis list incorporates both the successful techniques
that have been utilized in the U.S. and U.K. and the unique needs of the VRI stakeholders
in Victoria. After ensurig that all the best practices are met, Vicdeaf should spread
information among the deaf community about VRI and how it can imgrerequality
of life.

The team concluded that a VRI service would benefit the deaf community in
Victoria, specifically thos in regional areas. By applying all the above
recommendations, the Victan Deaf Society can provide a Video Relaterpreting
servicefor the deaf community, interpreters, and hearing professiohlis service
would immenselymproveaccess tantempretingservices andmost importantly, the
guality of life of many deaf individuals. A telecommunications service like VRI enables
the deaf to partake in daily activities that hearing people may take for granted. It also
allows the deaf and the regionaad to have an equal opportunity to access many
resources within society. These ideals for social justice and equity are the stapderds
which the Victorian Deaf Society wésunded The implementation of a Video Relay
Interpreting service in Victoriaam only help further advancement of the deaf

community.
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For peoplewithout disabilities, technology makes things convenient,
whereas for people with disabilities, it makes things possible.

Judy Heumann

Former Assistant Secretary of the Office of Special Education and Rehabilitation
Services for the U.S. Department of Edtion
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Chapter 1: Introduction
One of the major challenges that the eaimmunityfaces today is
communicatiorwith the hearingparticularly over long distances. Given the current
worldwide shortage of qualified sign language interpreters, atc@#®rpreting services
in nonmetropolitan areas is limited and costly. New assistive devices have been
developed to facilitate communication between the deaf community and the hearing.
These assistive technolog@semptto bridge the communicatioggp between the deaf
and the hearing while integrating the cultural and social needs of both communities.
One technology that has recently emerged is Video Relay Interpreting (VRI).
Video Relay Interpreting is a service that allows the deaf communayrtonunicate
with the hearing by accessing a sign language interpreter who is located remotely. The
deaf person is located in the same room as the hearing individual where VRI equipment
is set up. The deaf person signs in front of a camera which thayideo to a monitor
viewed by an interpreter at a different location. After translating the signs to spoken
language, the interpreter talks to the hearing person. The hearing party will then respond
to the interpreter who translates and signs badutiir a camera to the deaf party. This
technology is very similar to another form of video relay communication called Video
Relay Service (VRS) where the deaf person, hearing person, and interpreter are all in
different locations. This process is a conalbion of a typical telephone conversation and

a video conference.

2 There are two differersubgroups that categorizeted f communi t y: timcledeDeaf (capi t
those whaare born with the inabilityo hea or develop hearing loss at a young,agleereashe deaf

(lower case fido) include both those who haveThrompl et e h
Deaf typically learn sign language from their parents growing up, Wieldeafwhohave partial hearing

lossare usually bilingual and can not only sign but alsty communicate through written or spoken

language



Many developed countries have integrated the new equipment and devices to
provide the deaf and hard of hearing with improved communication services. In the
United States and United Kingap VRI has been a valuable resource for the deaf
community for a substantial period of time. While fagdace interpreting is always
preferred, VRI and VRS offer a reliable substitute to the rural and isolated deaf who have
found difficulty in affordingor scheduling a faeto-face interpreter. VRI is usually
preferred to other forms of long distance communication, such as texting, because it
allows the deaf to communicate in sign language. There are several VRI providers
established in the United Sg¢atthat have been offering the service for years. Over time,
these providers addressed a variety of problems and barriers such as technical and social
issues to meet the needs of the VRI community (deaf community, the interpreting
community, and the heaig community). Now, many deaf advocacy organizations
throughout the world are working to give their members better access to VRI and to
increase their familiarity with it. It is often difficult for these organizations to introduce
this new technology ian effective way, especially in areas where the community might
be reluctant to accept change.

In Victoria, Australia, Video Relay Interpreting has yet to be widely implemented
and is generally only available in cities. The Victorian Deaf Society Isreg& extend
relay interpreting services in Victoria by providilgernetbased access to the entire
deaf community, particularly in regional Victoria. To help provide this service, the
Victorian Deaf Society sought information on previously existifi®) ¥ervices outside
Australia, most notably the United States and the United Kingdom. With this foresight,

the Victorian deaf society will have the background knowledge to avoid any known



problems when the service is implemented. In addition, the \actaeaf society had
little information regarding the needs of the Victorian regional deaf community related to
VRI.

The goal of this project was to determine the aspects of human experience
surrounding VRI services and to investigate the current awarehtss service in
Victoria. The team achieved these goals by fulfilling the following objectives:

A Determine the problems and benefits experienced by VRI users in the United
~ States (U.S.) and the United Kingdom (U.K.)
A Determine the needs and expectationgRF stakeholders in Victoria.

A comprehensive collection of feedback, through interviews with VRI
stakeholders, was completed in order to sufficiently outline all the problems that the
Victorian Deaf Society might encounte@pinions were documentedpal with
proposed suggestions and solutions for these problems, in a variety of tables and
graphs. After evaluating the problems and benefits of VRI, the team generated a list of
best practices which could be used to eliminate problems that had beeuglsevi

encountered by thg.S.andU.K. in the early stages of implementatioRotential users

will be more receptive of a VRI service in Victoria that has fewer initial challenges



Chapter 2: Background

Communicatiortechnologes for the deaf havenproved over time.
Teletypewriters (TTY), Internetcommunication such asreail and instant messaging,
and most recentlyVideo Relay Interpreting (VRI) and Video Relay Service (YR&
all technologies that facilitate communication betwsembers of the @ and hearing
communitiesvorldwide Thesetechnologies are used in the work place, in hospitals or
doctors offices, and in social settingsch technology is unique and provides
opportunities for the deaf to communicate in different ways. One of thelsrologies,
Video Relay Interpreting,tiizes thelnternetto exchangeisual data between two or
three remotdocations In Australia, the Victorian government has committed $2 million
over the next four yeats fund research arghtherinsightfor implementation of a
Video Relay Interpreting service, particulamyregional Victoria.This background
informationreviewsdeaf cultures andow VRI and othecommunicatiortechnologies
have been integtadinto deaf societies

Familiarizationwith deafculturein the United States, the United Kingdomda
Victoria fosters amunderstanihg of behavioral characteristiegithin each deaf
community The team examinedgs language logistics order tooutlinethe differences
between American, British, amslistralian sign languaged.egislation concerning deaf
communities in the U,She U.K, and Australizveretaken into consideration while
evaluating the needs of the deaf communities in the respective cowiatiesis
constraining factorassociated whitthe VR systemarepresented along with information

regarding user experience in the U.S. and the WiKally, the technologyequiredto

3TTY is a device through which typed text is relayed.



support VRIis analyzed and presenteBy assessing relevamtformation from user
experiencewithin the U.S. ad the U.K, the Victorian Deaf Society careate an ideal

modelVRI for the Victorian deaf community.

2.1 Deaf Culture

One of the hardesssuedor deaf people tportrayto the nondeaf is that they
consider themselves not only a group of individuats wimilar challengesbut also a
community that shares a completely different culfuwen persons with the ability to hear
(Tucker, 1997)The deaf communitgonsider themselves minority social group.
Communication services intended for the deaf ralgt these unique culturahd social
characteristics into consideratiddnce thecultural and sociadifferences between the
hearing and the deaf are outlineed understogdaccommodations can be made.

The Australian deaf community, much like thosether countries, has various
organizations which provide support and advocacy, as well as social networking within
the community. These organizations not only provide the deaf community with
information regarding new programs and technology, but alscsi@malort with
scheduling interpreters and realizing their rigggsa deaf person in Australia. The
regional areas of Australia tend to have the smallest number of deaf people, mainly
because those are the areas with the smallest populdtiamme of thse regional areas,
oral deaf schools were once established, in which teachers attempted to teach the deaf
individuals how to speak rather than sign, causing a generation of deaf whopiiled
to developgoodcommunicatiorskills (personal interview, . March 2008) These oral
deaf schools have since been shut down. The Australian deafwalty is a strong

social group in which many find support, advocacy, and social networking.



The British deaf community does not have any centralized educatiatidacil
specifically for the deaf (Kyle & Woll, 1985Yhe main gatherings for all members of the
deaf community to bond together happen through deaf social eihizd) wereusually
started for religious reasons (Kyle & Woll, 1985). In the United Kingdomtore
commonfor deaf people to marry other deaf peopkcause they can relate betteeéch
other (Kyle & Woll, 1985). As cited by Schein (1978)Kyle & Woll (1985) 90 percent
of childrenborn oftwo deafparents are not dedhisresuls in largegenerational gaps
within the deaf community. Due to these gaps
generation to generationo making sign | angua
pass down (Kyle & Woll, 1985, p.12Jhis results irdeaf social gsupsthatbecome
more intermixed with members from both the deaf and hearing communities.
The ceafcommunities in the United States &ery differentfrom the hearing
communite sCharrow and Wil bur (1975) state, Afsoci
deaf community have shown that there are different social conventions and politeness
rules for signers than for speakers/ |l istener
groups to interact with each other in social or professional settimgse Urited States,
deaf people tend to settle down around the same @ypaslly closer to deaf
institutions), making it easier to communicate with each other and understand the people
around them due to having gone through similar experiences (Charrow &n\ify/5).
Movements have been made arounddhéed Sates to improveleaf awareness.
In March of 1988, a group of over 2,000 students at Gallaudet Univexrsibaf
University locatedn WashingtorD.C, formed together in protest against their Unsitgr

President. For the previous 124 years Presidents of Gallaudet have always been hearing



males, many of whom did not understand the needs of the deaf students who attended the
University. After receiving an impressive amount of donations, support, adm

coverage, Irving King Jordan, a graduate of Gallaudet and member of the deaf
community, stepped in as PresideBtyeggemann1995).Demonstrations for change

such as this are prefect exangptd the need for the deaf community to represent

themselves and have the ability to express their own opinions.

2.1.1 Sign Language
Sign language is a very developed language which uses not only hand movements
and finger orientations, but also includess c i al expressions and the
(Keating and Mirus, 2003). Appendix C explamsgtural aspects of sign languaged
specifically includes information concerning American Sign Language (ASL), British
Sign Language (BSL), and Australian Siganguage (Auslan). Thelationship between
the three reveals that they aedatively different, even more sthan their respective
spoken languages. This variation in language meemationacommunication
between deaf people difficult, resultinya need for mukiingual sign language

interpreters.

2.1.2 Australian deaf statistics

The 2001 Australian census reported that 5,305 people used some form of sign
language fotheir primary form ocommunicationThis number was stated to have
underedtnated the actual numbers of Deaf using sign languadg#06, the Australian
census was updated to show that there Wgrg0 signers; a 29.9% increaseer the
reported numbeirom 2001 (Willoughby, 2007)n a survey conducted by the Australian

governnent Commonwealth of Australj@2004), a significant shortage of Auslan
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interpreters existed in all metropolitan, regional, and rural areas. There were only 213
interpreters for 4,661 Deaf consumers in metropolitan areas, or a ratio of 46 per 1000. In
regonal areas, only 73 Auslan interpreters were available to meet the needs of 1,244
Deaf Auslan users, or a ratio of 59 per 1000. The government reported only 6 Auslan
interpreters for 595 Deaf Auslan users living in remote areas, or a ratio of 27 per 1000
(Commonwealth of Australj®2004). From these statistics, there is a significant shortage
of interpretersespecially in rgionalareas ofAustralia Comparatively, based on the
2001 c ensusipisAmegpteraper B080daafgpeopleRNID, 2006). In the
United States, the ratio of interpreters to deaf peobasit3 per 1000(Mitchell, 2008

& Bureau of Labor Statistics, 200 Based on theedata, the shortage of interpreters
seems to be a problem in many countaesundthe world.

The Australian government cited a need for Auslan interpreters in several
situations, including medical consultations, legal and financial matters and educational
and employment matter&urrently, the Australian government allows deaf people to
book interpeters for medical appointments free of charge; however that does not solve
the problem of trying to mak&booking with the interpreteFor example, the Auslan
user survey indicated that during 262@03, there were around 50,000 medical
appointments wheran interpreter was needed, but that an interpreter was provided in
only 41% of the visits. Patients sought interpreting from family and friends in 30% of
medical visits and the other 29% of cases were rescheduled or were attended without an
interpretefCommonwealth of Australj&2004). Only 33% of deaf patients said they
were always able to get an interpreter and 49% were never able to obtain interpreting

services for appointments. In legal and financial matters, 86% of Auslan users reported



they needd an interpreter, but only 46% always were able to secure these services; 44%
reported they were never able to get an Auslan interpreter. In cases where interpreting
services were needed for education or employment matters, 78% of users reported they
were always able to get an interpreter, compared to 12% who were never able to get
interpreting services. Auslan users expressed significant concerns with regards to a lack
of availability of interpreters for medical emergencies and scheduled appointngents, a
well as for emergencigglated to police issues (Commonwealth of Austy&iz04).

When Video Relay Interpreting services are implemented in Victoria the primary focus

would be on similar issues.

2.2 Video Relay Interpreting

Video Relay InterpretingRI) and Video Relay Service (VRS) ansed by
people who are deaf or hard of hearing, enabling them to communicate with others, deaf
or nontdeaf. Both VRI and VRSoperateusing webcams connected to computeas
Internett o vi sual | y r signédgguage odte thef competer scieemdisa
interpreter located elsewhetdamilton Relay, a provider of VRI in the United States,
explains the systein the following way Using the latest video equipment and your

high-speednternetconnection, you sigyour conversation to our highgkilled Video



InterpretersThey wil |l then sign the response back

. 5
G
4

Video Relay User Telephone User

Figure 1. VRS How it works (AT&T, 2004)

Figure 1 visually epresent¥ideo Relay Service where individuals take paithiree
different locations Video Relay Interpreting would involve thearinganddeaf
participantsn Figure 1 to be in the same location.

VRI not only allows deaf people to communicate viite hearingvho are
unfamiliar withsign language, but it alsdlows global communication to be more
readily available to the deaf. A problem in all countries is a signifieaitof sign
language interpreters. By using VRI, the deaf community has accesgtwakof
interpreters whenever needed. This also mékegob of thanterpreter easier. In the past
interpreters have had to travel in order to aid the deaf and do their job, costing time and
money; howeer, with VRI, they carmremainin onelocationand waitfor the service call.
The advanced technology ¥RI allows easier anthstercommunication for the deaf
community.

Saladin (2004) notekatin order to respect the cultural differences between ASL
and English the best methoficommunication with a Deaf person is throuds or her

own signed language New assistive technologies (AT), suchv&d and VRS, provide
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this option for visual communication (Saladin 2004). This type ofway video
service enables the user to visualize fappro
that could otherws not be communicated through written words (Saladin 2004).

In 22004 Australian government repo¥RI was offered as an alternative to-on
site Auslan interpreting. A positive response to the use of VRI technology was obtained
from 40% of those wd responded to the survey. Only 20% responded negatively,
expressing concerns regarding privacy, lack of familiarity with the technology, and
difficulty reading signs from video images. Positive results regarding VRI were obtained
from participants in #&rial study, once they had used VRI (Commonwealth of Australia,
2004). Providing similar training to potential users of VRI technology may improve
acceptance and use. This is important sincetloing of nonrmetropolitan Deaf Auslan
users indicated thalhey did not believe that VRI was an alternative tpénson
interpreting in many situations (Commonwealth of Australia, 200dd.ughout this
paper VRIwill be discussedthough many of the same problems andcessesan be

applied toVRS because the twtechnologies areo similar(Harper, 2007).

2.2.1 History and Developments

Video Relay Interpreting was first offered to deaf users in Austin, Texas through
the Sprint company in 199&éating and Mirus, 2003, p.69Binceit first beganin
1996, the ge ofVRI has spread bothithin theU.S. and internationallyVRI has
facilitatedcommunications betwedhe deaf communitgndthe hearing communitlgy
making the process more comfortable and efficiBefore VRI was developed, the
teletypewriter (TTY)was themost commoriorm of long distance&eommunicatiorfor the

deaf communityfollowed by Email and Instant MssagingAll three of these methods
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proved to be viablérms of communication that demand a certain degree of education in
written language The growthof VRI hasnot onlyimproved communicatiofor the deaf,

but also hasllowed the deaf to communicate remotebng their primary language

2.2.2 Psychosocial Effects
Communication barriers between the Deaf community and so@gstinely

impacts Deaf individuals socially, educationally, and within the workplace (Saladin
2004). Because those who were born deaf have never heard spoken language, they may
be restricted in their ability to speak and may have difficulty learning boead, as sign
language is the native language of many deaf persons (Saladin 2004, Nakamura 2002).
Because sign language provides a more gestured language for the deaf community, text
based relay systems fail to provide appropriate translation betwekerslanguage and
sign language. This communication barrier creates a sense of isolation between the Deaf
and the hearing worlds (Saladin 2004).

Although new technologies are available, the acceptance of these advances within
society ismet with reluctance.Saladin(2004)s t at e s , Afdevices that req
or greater effort to use are less likely to be adopted than less demanding altetnatives.
particular, the Deaf f@AAare not | ikelowe to adopg
their quality of life, their psychological welleing, independence, self esteem, sense of
control and empower mento (Saladin 2004). T h
can have psychosocial effects that may determine whether or not a padaudzr is
accepted or discarded. How t he new technol o

essential (Jutai 2001).
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Saladin (2004) used a demographic questionnaire and the Psychbapaiat of
Assistive Device Scale (PIADS) inhisinvgstat i on of HAPsychosocial V:
Adoption of Assistive Technology Among Deaf
demographic questionnaire provided information about characteristics of early and late
adopters of innovations. Subjects from the Texdw8icfor the Deaf completed a 26
item self report. Psychosocial factors regarding independence, well being, and quality of
life were obtained from the PIADS. The author found that the use of standardized
guestionnaires may a iodsumerswquld Eely adoptithe YyRSwhi ¢ h d

systemo2004&al adi n

2.2.3 Constraining Factors

Webcams are quite effective in allowing the deaf to communwitihea wide
range of people all over the worl&ign language involvesiore than just signing out
words and symbols with hand motions; it includes facial expressionghasdrrounding
environmerit The use of webcams for VRI services resintsome constraints,
including the visual area produced by the video inside of the field ofaf¢ine camera,
and the size of the userdés computer screen.
elements, including surrounding objects or some hand movements resulting in a possible
miscommunication between the person signing and the viewer. Another constraint that
affects the communication of deaf people through VRI is the quality of the webcam or
computer along with the speed of inéernetconnection. Some lower quality webcams
and computers can result in very pixilated viewingss not only resuls in ambiguas

signing, butit alsocreates obscurities facial expressiosn Utimately, this takes away

* Refer to Appendix C for further information regarding sign languhgeacteristics.
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from the meaning of theignsbeing relayedDue to these constraining factors, users of
VRI have to adapt their signing and communicating technigies usingvebcams and
computer screern®&eating and Mirus, 2003 extbased communicatioran be difficult
for deaf users becauseitten languagés secondaryo sign language Most problems
arise wherthe deaf try to express themselves throughrtkierthanwhen theysign.

VRI would be preferabléecause it allogthe users tgee facial expressions and body

languageclearly.

2.2.4ISDN vs. IP

There are two technological platforms through which VRI services can be
provided. The first is Integrated Servidewgital Network (ISDN) andhe second is
Internet Protoco(lP). ISDN utilizes a system of digitedlephone connections to
transmit voice, video, and text data over the public telephone neffwelket al, 2004).
It is the older of the two, havingebn introduced nearly 15 years ago, and is slowly being
phased out. 3DNis more commonly found in areas where broadband services have not
yet become available. One of the benefits of ISDN is that it assures consistent quality of
all audiovisual signaldeing transmitted. The quality will never fluctuate due to the
continuous feed and direct connection that is utili#esls,et al., 2004) One of the
biggest drawbacks to using ISDN is the cost of the service. ISDipénsive due to the
monthlychagefor each linen addition to the cost per minute of video conference
connections.Each ISDN line guarangs a specific level afonnection speedn the case
of VRI, multiple lines are required for acceptable video transmisgiaiity.

Internet Prabcol operates by dividing data signals into data packets which are

sent through various networks to the recipient. The data signals sent during a VRI
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session travel thigh networks that handtgherinternettraffic as well, resulting in
quality incongrities (Fels,et al, 2004) Thereforeit is necessary to have a high speed
Internetconnectioror a Virtual Private Networlkn order to have successful relay
interpretingf A VPN i s a communications environment
permit per connections only within a defined community of interés (Ferguson &
Huston, 1998 Other than the aspect of network privacy provided by a VPN, one of the
main motivatons for building a VPN ighe low cost. Manynternetservice providers
wi || fa bumbed df @iscrete communications services onto a common high capacity
communications platform, 0 meaning the high c
are split up between multiple different discrete networks distrbicdtevarious people.
Alternatively, alarge sum of moneig neededo build one small discrete system for a
single client(Ferguson & Huston, 1998

High speednternetservice is easilyaessedn the United States, but can be
more difficultto obtainelsewhere. According to th@@7 Nielsen NetRatings website,
AJanuary figures put Australia's averagenkauser connection at 1800kbggddbits per
second) a speed that is markedly slower than 8400kbps itJtBeand 5500kbps in the
UKO ( Li v e s IThepaopulagitpahd suess of broadband in théS.is most
likely why there are virtually no VRIesvices operating under ISDNP-based networks
are inexpensive when compared to ISDN due to the nature of the network being shared
by many users. Networks that are distributetbagst multitudes of clients are far less
reliable, especially when consideritige quality and consistency of media bei
transmitted in data packets when comparetthégprivate ISDN line. In areas tHave

substandardccess tdroadband, generally taide theU.S.andU.K., the connection
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speedodf IP networkss usuallynot high enough to meet the demands of VRI interpreters.
This is true of certain areas of Australia at this point in time

The result is pixilated images being transmitted due tkgia®f data that get
congested in the network and do not arrive at a steady rate. Pixilation makes the images
difficult to see and interpret, especially when considering the similarities of various hand
or body gestures that are present in all formsgsf Rnguage.

Recently, in the Australian national news, there has been contraxensy
broadband contracDn April 2, 2008, thggovernment cancelled a $958Mntract with
Opel which was intended to fund a project to implement broadband acrosst &0Rfaof
the regional areasf Australia. The contract was first signed with grevious
governmehbut now the new governmeninder Senator Conroy, Minister for Broadband
Communications and the Digital Econongrminated the contrabiecause¢he
broadand providedid not fulfill the terms of the contracthe contract stated that the
broadband provider must cover at least 90%hefregional areas in Australiaaged on
what the provider had set up for a plan, they were only able to cover 72% oéahgre
Age, 2008). This contracancellatiormay have an impact on how soon VRI can be
implemented into the regional areas of Victoria because if they do not have high quality

broadbandnternet VRI will not be able to be implemented.

2.3 User Experience

VRI is a communication service usedingprove the social environment for deaf
people.Since the technologynpacts the people who use it in a variety of walyis,
section describeshat factors cause it to affeittem invariousways. Knowing the

personalexperiences o¥RI userscan not only give insighhto the system butcan also
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easdahe procesf makingimprovements on the technology dgknowledgingvhat

works and what does not work. Keating and Mirus (2@@#)t outwhy it is important to

have orline communication servicesf t h e s a me Fof toerlinguisacs V RI @ i
minority Deaf community, the Internet is increasing connections among Deaf members
who are geographically dispersed throughout
VRI spannng across different areas of the Wdont is important to gather informatian

user experience so that one can make executive decisions when deciding to implement

the technology within their local deaf community.

2.3.1 Deaf Community Perspectives

VRI is beneficial to the deaf because it allows immediate communication access
between the deaf and the reigning public, especially if institutions are having
difficulty finding interpreters. It is also beneficial in that it allows for direct
communcation where one party can interrupt the other party at any given point during a
conversation instead of regularly taking turns (Hilzensauer, 2006). This is extremely
helpful when clarification is needed or questions need to be asked amidst a relaively o
sided conversation. The ability to communicate rapidly via Video Relay Interpreting also
comes as a benefit. VRI providers estimate that it takes less than 15 minutes to set up
services with a remote interpreter (Broida, 2005). Since the deaf conataiim sign
language much more naturally than in written forms of language, VRI is also much more
effective than text based communication (Hilzensauer, 2006). There are cost
considerations, as well. @ite sign language interpreters cost approximavelye as
much as video remote interpreting, including a usual two hour minimum fee plus travel

time for what may end up being as little as a 15 minute consultation. Unscheduled
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sessions, such as those that may occur in a hospital emergency room, kutng abo
additional costs with osite interpreting. In contrast, subscribers to VRI services pay a
monthly fee for the equipment, plus the cost per minute for interpreting (Broida 2005).
VRI is not always the best choice as a means of communication instetjon.
It is best utilized as a supplement and in conjunction with other types of interpretation.
VRI al one may not eltteranswer tp theointerpeeting dilemma“o o k i e
(Gillespie in Broida, 2005). Marlene Hilzensauer suggeststizatrel i nt er pr et i ng i
for brief conversations where booking an interpreter would be both impractical and too
expensiveo (Hilzensauer, 2006) . Exampl es of
not be appropriate ar e whmerearirgerpetrshouldbeo m or d
physically present to avoid misunderstandings at all costs.
Pilot studies conducted in Arizona coupled with compiled research from a variety
of sources led author Richard J. Morrisctimpilethe following best practicesr VRI-
type systems (Morris, 2006).
Before the videoconference:
A A warm up time should be factored into the appointment scheduling to
give the client and interpreter time t
~ of signing
A The best seating arrangement, evhpermits optimal visual contact
between the client and the interpreter, should be determined in advance for
_each individual site.
A Standards should be developed for the physical environment, including
wall or background colors. Minimal lighting requiremte should be set
_ based on the room size and shape.
A If appointments are scheduled in advance, both interpreters and clients
should be prepped about what to wear. They should be made aware that
patterns, horizontal stripes, and glittery jewelry createatishg visual

effects onscreen. They should also avoidighit or alkdark clothes,
because they trick the camerads aut oma
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During the videoconference:

A Participants should be encouraged to avoid excess movements, such as
rustling papers or tapping pencils. These can produce sounds that may be
magnified by the microphones.

A For those individuals who are not as proficient in manual communication,
the interpreter should be advised to sign and fingerspell more slowly.

A As there is soetimes a very slight time lag between audio transmission

and reception, speakers should pause to allow the other person to respond
before speaking.

2.3.2 PIADS: A method for analyzing the impact of assistive devices
Researchers have argued that it isonignt to establish methods for

demonstrating that assistive technologiesplenrsons with disabilitieare both effective
and i mprove t he queadl,i2008). There erish mth practical and ( Pet t vy
economic factors that underlie the neederify the effectiveness of VRI. Standard
measurement tools care implemented to determine if users will adopt VRI, and if and
how VRI will be perceived by the deaf as improving the overall quality of life.

Quality of life is a complex and dynamissue that changes over time. It is affected
by a personés interaction with his or her su
for each person, but components involved in the process are the same (Jutai, 2001).
Researchers Day and Jutai (196Bserved that the most importamtasureon how
assistive technologies affect quality of [|if
device. The authors explaing@hn assistive device will promote good quality of life for
the user to the extent which it makes the user feel competent, confident, and inclined
(or motivated) to exploit | ifeds possibilitdi
determined empirically to underlie how users

(Day and Jutai, 199).
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The Psychosocial Impact of Assistive Devices Scale (PIADS) (See Appendix B)
employs a seifating questionnaire of 26 items (Day and Jutai, 1996 scale is
intended to measure sglérceptions of how assistive devices affect quality of life. The
PIADS examines three aspects of-gmfception. The first is Adaptability (6 items) and
looks at whether the device will be viewed as enabling and liberating. The second
component is Competence (12 items) and whether the device promotes functional
autoromy, performance, and productivity. The third component measuresssedim (8
items) and the degree to which the device promotessafidence, selesteem and
emotional wellbeing. Scores are measured from a maximum negative impgtofa
maximum positive impact of +3; a score of zero is the equivalent of no impact (Jutai,
2001). The competence subscale measures feelings of functional ability and usefulness.
The adaptability subscale demonstrates a motivation to try out new devices and to take
risks. The selesteem subscale looks at feelings of-sedfth, security, sense of power
and control, and selissurance. High scores in each subset suggest a positive impact of
the assistive device on the psychosocial life of the user of the techr{Slogza, 2007).
The PIADS is well regarded in the scientific literature as a reliable, valid, and sensitive
tool for determining of the effect of assistive technologies on quality of life (Saladin,
2006). It has been used to evaluate and to predictfdatieeness of various assistive
technologies in adults with a wide range of disabilities (Jutai, 2001). In fact, PIADS
scores alone have been reported to be significant prediftafsether an assistive device

is retained by the user or abandoned {Ja@01).
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2.3.3 Communication Preferences

Controversy hasrisen within the deaf community and interpreters about whether
or not communication technol@gsuch asI TY and VRIareactuallyhelping orhurting
communication abilitie®f the ceaf. On oneside, users say that both technologies
advance communication and make it easier to contact pedplezthom they would not
normally be able taommunicateSuch technologies as VRI can be used across the entire
world, meaning for example, it is eagyr sameone in Australido contact someone in
Finland. However, there are arguments that these technologies are interfering with social
developments that normally took place with faodace interaction for deaf people
(Keating and Mirus2003. Along with disagreementsf how beneficial these

technologies are to the deaf community are arguments of different benefits and

drawbacks of the individual technologies.

about the introduction of computarediated video interpreg service or, as it is
sometimes called, video telephony, some deaf people said they preferred communicating

via TTY without avideo imagelbea us e o f p Keating ang Milus2@8.e s 0 (

2.4 Summary

Video Relay Interpreting services have shayatpromisein the United States
and the United KingdomWhiletechnology and deaf culture challenges exist,
opportunity for the deaf to communicatéth others in remote locationsing their
primarylanguage is a breakthroughovidingmany benets. In areas where VRI users
are experienced with the technology, the services are, for the most part, widely accepted
and favored over other forms of communicatimeluding faceto-face interpreting For

areas in which VRI has not yet been experieraredidely accepted, best practices
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developed by other countries, such asut®.and theU.K. where VRI has been

implemented, can aid in implementation and helpdaliteshoot any initial problems
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Chapter 3: Methodology

The goal of this project was tietermine the aspectslmiman experience
surrounding VRI services and to investigate the current awarehtgs servican
Victoria. The primary objective of our project was to determine the problems and benefits
of VRI in the U.S. and the U.K. by celiting and assessing user feedback from
interviews and recent online blggstimately compiling the data intolist of best
practices. These problems were presented to the Victorian Deaf Society (Vicdeaf) with
potential solutions or suggestions. The sekcobjective of this project was to determine
the needs and expectations of potential VRI users in Victoria. We accomplished this
objective byconductinginterviews with case managers and memberhetieaf
community. h order to collect demographic infoation and investigate the current state
of VRI in Victoria, focus groups wereonductedhrough meetings at local deaf clubs and
one administered by the tealthefocus groups consisted of deaf consumers, third party
hearing professionals, and interprstdiroughout VictoriaWith this insight, Vicdeaf

would be able to avoid these initial problems when VRI is implemented.

3.1 VRl usein the U.S.and the U.K.

The Victorian Deaf Societglannedto implement a Video Relay Interpreting
servicethatwould be easily accessible fahe deafgspecially in regional Victoridn
order tofacilitate the implementation proceskta werdirst collectedby contacting VRI
stakeholdersvithin the United States and the United Kingdom, wheré $8Rvices are
frequenly used and have been for a substantial period of time. Members of each
stakeholder group (members of the deaf community, interprétdigiduals from

government agencies, individuals from service providing organizaamashird party
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hearing profesenalg were selected based on the téaability to access them for
information and their experience with video relay interpreting or video relay seriee.
teaminterviewed a sample of stakeholders that had no experience with video relay
interpreting Their opinionsdeterminé which factors are the most important in

motivating a stakeholder to use VRI.

3.1.1 Collecting Feedback from the U.S. and U.K.

Feedback was collected from a sample of the previously mentioned stakeholder
groups in the U.Sand the U.K through interviews. The team conducted interviews with
members of the deaf community, individuals from government agencies involved with
VRI funding, third party hearing professionals, individuals from VRI service providing
organizations, anahterpreters to gain insight on current VRI and VRS serviSesrces
such as recent eime blogs from the deaf community were obtained through various
search engines (i.e. Google); along with journal articles containing information from deaf
culture stastics provided a wide range of perspectives surrounding VRI and other forms
of communicabn technologies. Thertline blogs and journal articles provided a good
reference to th&).S.andU.K. opinion andwereused as a basis to folinterview
guestions ad to establista strong information background@ihe number of different
stakeholder groups that were contactedheyteam isn Table 2 due to the time
constraint of the project and receiving no response by some people contacted, those
numbers do not aarately depict the number of people who were actually interviewed by

the team.
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Table 2: People Contactedn the U.S. & the U.K.

Country Total Contacted

United States 30
deaf community 3
interpreters 14

third party professionals

service providers

government agencies

United Kingdom

deaf community

interpreters

third party professionals

service providers

NI
RN o |w w|N (oo

government agencies

The National Association of the Deaf and the Royal Nationaitustfor Deaf
People, th&).S.andU.K. equivalents of the Victorian Deaf Society, respectively, were
valuable resourcesin h e treseamioTée team contacted thedhnology,
interpreting, and communications related departts within these institisinsto set up
interviews.Professional reports from their websites on video relay and interpreting
services were also used for our initial background research.

I n order to obtain i ntweacpntaeddeenbbersand e ws 0 n
department lsairs from the Association of Sign Language Interpretérk.j and the
Registry of Interpreters for the Ded&f.S). These national organizatismepresent
interpreters and aithe deaf communitin accesmg qualified interpreters.

VRI service provides were contacted in both the United Kingdom and the United
States. These organizations provide the VRI service, including hiring and training the
VRI interpreters. To make a VRI call, one must first book it through a service provider.
The team located armbntacted one of the two service providers in the United Kingdom,
as well aontacting fouout of the sevedifferent service providerhat the team was

aware ofin the United States.
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The team received contact information for deaf consumers througbysiyv
established contacts with interpreters and service providerin®blogs were
researched to obtain user opinions in the United States. Blogs tend to be an honest
reflection of what people think given the fact that they are able to express lihesnse
openly.

The FCC wagontactedas a government agency because they are one of the main
financial providers of Video Relay Servickn organization in the U.K. called CACDP;
Advancing Communication between Deaf and Hearing People was contacted. Each
branch was contacted across the United Kingdom, including the Durham, Northern
Ireland, and Scotland offices.

Third party hearing progsionals were contacted to discover how theyMRle
with deaf consumers and how it migdftectthe professional servicggrovided bythese
third party individualdy having access to the service. The hearing professioeads
identified through olne blogs Along with Gallaudet University anthe National
Technical Institute for the Deaf, a branchRafchester Institute dfechnologywasa
selectedsource that could providasight from individuals who are professionals in their
field. These schools have a substantial deaf population and well developed deaf
education programs. Video relay seryi8dS, and videophoneseaavailable on both
campuses andgrewidely accepted by both students and professors. Professors and
students frontheseuniversities were contacted in order to proigespectivesrom
thosewho are familiar withvideo relay typeservices in the UnitedStates.

The team drafted a standardized interview ptagain accurate and detailed

feedback from people in the United States and the United Kingtloengeneral
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interview plan that was used can be found in AppendiX e standardization of an

interview planmadethe information collection process consistd8rable3 portrays each

stakeholder group contacted in the U.S. and the U.K. along wittesieed information

from eachspecific stakeholder.

Table 3: U.S. & U.K. Stakeholder Questions

Stakeholder

Desjred information

Deaf consumers

A

> > >

Strengths and weaknesses of
current VRI services

Any improvements that have mad;
since the introduction of VRI
Situations where VRI is favorable
or unfavorable

How VRI compares to faem-face
interpreting

Interpreters

Strengths and weaknesses of
current VRI services

Any improvements that haseen
made since the introduction of VR
What the transitions like from
faceto-face to VRI interpreng
How VRI compares to faew-face
interpreting

Hearing professionals/ third party

Strengths and weaknesses of
current VRI services

Cost of the service
Othercommunicatioroptions
offered tothe deaf

Representatives of government agencieg

What the process is for booking ai
interpreter

What kind of fundingis offered to
relay interpreting providers

How legislation affects the way
VRI is operated and managed

Service providers

>y > > > P> D> > D> > D> D

Best practices for VRI centers
Cost of the service

What the process is for booking ai
interpreter

Information about their
business/management plan
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The PIADS was not used as a data collection method because for many deaf
people written English is not their first language, making it difficult to take written
surveys. While the PIADS was not used in our research, it was still iampdot
understand the ideas of quality of life that it preseMany of our questions reflected

aspects thatelate toquality of life.

3.1.2 Organizing and Analyzing Feedback from the U.S. and U.K.

Once thdeedbacldatahadbeen collected frolfRI users, organizations, blog
forums and scholarly articles, the problems and advantagesassessedTo
effectively analyzdeedback given by théRI community in the United States and the
United Kingdom, thenformationcollectedwasorganizednto a sysemized matrix table
Thedata werggrouped intdb categories: deaf communitgpresentativesnterpreters,
hearing professionalsewice providers, and government agency representatilgsh
highlightedthe problems and advantages of $kevice Table4 depicts thesystemized

matrix usedto arrange the data.

Table 4: VRI Feedback Matrix

Deaf Government
Community Hearing Service Agency
Representatived Interpreters| professionals| Providers | Representatives
P B P B P B P B P B
Technical
Privacy
Social
Scheduling
Cost

P = Problem, B = Benefit
Thecategoriedistedonthe left hand side of the table refertopicsthat havehad

an impact in the implementation of the servidde problems and benefitiiscussed
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within each stakeholder growygereidentifiedand listed in the table in order to best
organize the information received througterviews and data collectioMost of the
problems and benefitsotedwere situational information.

The following parameters were used to qualitatively analyze the impact of a VRI
servicebased on the opinions of VRI stakeholders in the U.S. and the U.K.
United States and United Kinglom Perspective

1 Techncal
o How skilledthe respondent &t using various assistive devices
0 Accessibility ofcomputers
o0 WhatVicdeafwould haveto provide in order t@rovide education ohow
to use the VRI technology
A Workshops
A Pamphlets
A Case manager
1 Privacy
o How comfortable the respondentwerking with an interpreter
A If the respondent isomfortable discussing legal and medical
issues through an interpreter
1 Social
o How the respondent @urrently interacting with the larger community
o Howthe respondenwould interact with the larger community given better
access to interpreting services
o The various activitiethe respondenequires interpreting services for
A Medical calls/visits
Legal calls/visits
Various customer service calls/visits
Communicating with fends
Social clubs/family events
Recreation
Other
o What Vicdeaf would have to provide in order to spread awareness of the
service
A Workshops
A Pamphlets
A Case Managers
1 Scheduling
o0 How oftenthe respondermequires an interpreter
o How oftenthe respondent @bleto schedule one
A How the respondertopes when they are unable to schedule one

> > > > >
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1 Cost
0 How expensivéhe equipmenis

How expensiveurrent faceto-face interpreting servicese
How expensive VRI interpreting services would be
Who would pay for VRI in vagus situations

A Medical calls/visits

A Legal calls/visits

A Various customer service calls/visits

o oo

We used these resutts create dist of best practices for these of VR| which
describesaspects of VRthatwork best along witlproblems that magccur Best
practices wereompiledinto alist of suggestions provided from VRI stakeholders in the

U.S. and the U.K.

3.2 Determine the needs and expectations of potential VRI users in
Victoria

The team collected dathat repesented theeeds and expectationgpotential
VRI users in VictoriaOne problenthat Vicdeafanticipated washe reluctance of the
deaf communityn acceping VRI, especially if those individualsadlittle awareness of
whatthe servicénad to offer. Thus the team sought and evaluatad information to

further provide Vicdeaf with recommendations concerning VRI implementation.

3.2.1 Contacting Australian stakeholders
The team gathered information from a variety of sources by utilizing regional case
managers from Vicdeaf, the VRI cominity including the deaf community, Auslan
interpreters, hearing professionals, government/ funding agencies, and members of the
Victorian Deaf Society to gain knowledge of the current state of VRI in Victoria.
Faceto-face interviews were effective tlosince they are firdtand, indepth,

personal experienceBersonal opinions collected from interviews were the most
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important source of information. Interviewees embodied different Auslan and English
fluency abilities, age groups, and residential siiad/ictoria.

In order toaddress crosssection of the Victorian VRI stakeholders, interviewees
were contacted through sources within Vicdeaf. Each region covered by Vicdeaf is
assigned a case manager who handles all the deaf clients and serVieeg@spective
region. In Victoria, it was important to communicate with each of the five regional case
managers. Each case manager handles about 20 clients in their region. The five regions
include Bendigo, Grampians, Hume, Geelong, and Gippsland.toDeeech case
manager 60s specific knowledge of the deaf
manager was able to provide useful information about awareness and willingness to use
VRI in relation to each specific region. All five of these case masaaghtitionally
provided demographic information about their assigned region. The case managers also
passed along contact information of deaf community members in their region who would
be willing to interview with the team. Since the residential areadigpersed within
each region, the number of deaf community members varied from region to region. A
table depicting the number of people contacted either formally or informally bgahe

is included below.

Table 5: People contactd in Australia

Country Total Contacted
Australia 30

case managers 5

interpreters 4

deaf community 11

deaf organization representatives and researchers | 7

government/funding agency representatives 3

Informal gatheringavere administered througlt@endance at regional deaf social

club meetings. A formal focus group was conducted and invitations to attend were
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extended to all members associated with Vicdeaf to attend through the Vicdeaf website
and monthly newsletter. By attending a Departmemitwrhan Services (DHS)
workshop, government level contacts were established. A large sample of interpreters
was contacted through an email distribution of interview questions through the Australian
Sign Language Interpreters Association (ASLIA).

Table6 shows the different Victorian VRI stakeholders and the desired
information the team collected from them. Refer to Appendix E for the detailed list of

interview questions.

Table 6: Victorian Stakeholder Questions

Stakeholder Desjred nformation

Regional case managers A Characteristics of deaf clients in
their respective region

How information is spread
Current state of assistive hearing
technologies

Deaf communication skillef
clients(signing, writing, oral)

Interpreters Average amant of time spent
traveling to appointments

Cost of faceto-face appointment in
various regions

Receptiveness to VRI

Deaf communication skillef

clients

Members of the deaf community Receptiveness to VRI

How they cope without interpreter;
What they woulddo given better
access to interpreters

Privacy issues

Fluency in Australian sign languag

(Auslan) and writterienglish

Representatives of government and fund
agencies

Expected outcome of VRI project
Motivation for the VRI project
Current business plan

General information about deaf
community
Current awareness of VRI

Associates from deaf organizations (e.g.
Victorian Deaf Society)

>y DA\ D> D> D>> D> D>y > D>

32



3.2.2 Organizing and Analyzing Feedback of VRI in Victoria
Once the informatiomwascollectedthe team organized it ugj graphs, charts,
and tablesTable7di vi des t he key stakeholder groups?®o

expectations.

Table 7: Matrix for Victorian Opinion

Deaf Government
Community Hearing Service Agency
Representatived Interpreters| professionals| Providers | Representatives
N E N E N E N E N E
Language
Skills
Training
Interpreter
Availability
Awareness
Current
State of VRI

N = Needs, E= Expectations
Theseuser s6 opinions make up the majomity of
the Victorian deaf communityOpinions that occued more frequently generally had
greater significance than thogeesentedby a singlesoure. Similar tothe table created
to organize the data collected for the U.S. and the U.Km#tex for the Victorian
opinion hasategoriedisted down the left hand side of the chaefining different areas
thataffect communication abilities and factowvith which theVRI stakeholdersn
Victoria might be concerned he information expected to be obtained from each of these
categories is listed below:
Victorian Perspective

1 Language skills and communication

o] x\éf\]gt level of language skill (signed or spokéoes the deaf community

o0 What communication technologies are currently being used
o How will Auslan fluency affect willingness to use VRI
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o How they cope when they have poor language skills
1 Training and workshops
o What kind of information should be inclad
o How workshops would best educate people about VRI
o0 How the workshops should be structured
o Who will run the workshops
0 Where the workshops will be held
1 Interpreter availability
0 How interpreter availability has affected communication for the deaf
0 What thedeaf community would do differently if more interpreters were
available
0 How the interpreting community would be impacted by VRI
o What kinds of services interpreters are required for
 Awareness
0o How aware are members of the deaf community of VRI
o0 What is the bst way to spread awareness
0 How information currently flows in the deaf community
1 Current state of VRI
0 Information from the Department of Human Services
o Information from the Victorian Deaf Society
o Information from Deaf Access Victoria

To best organize thaeformation, the responses were split up depending on

whether it was a need or an expectation of VRI within the specific stakeholder group.

3.2.3 Investigating the Victorian Regional Deaf Community Perspectives

To determinghe underlying need for VREsvices in the regional areas of
Victoria, the teaminvestigate the resources required in these areas by the deaf
community. Interviews with potential VRI usesgreconducted to assess how
beneficial implementing these services vebultimately be. VRtakeholders including
sign language interpreters and members of the regional deaf commerdéinterviewed
to gain different perspective$ the needs and expectatioregarding the installation af
new communications systernvicdeaf believes that facto-face interpreting should
always be the priority form of communication for the deaf, to assure accifidey.

Relaylnterpretingwasintended to provide aesondary alternative taceto-face
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interpreting for people to use when fate-face interpreers are unavailable or too costly
to book

Aftercollectn g t he r éedpackihd amhssedsedillingness to use
VRI services. In cases whe the interviewee demonstrataaldesireo use the servicé
wasdetermine whataspects of the séace are undesirable to the respongevity, and
what they believe to benticipatedporoblems Analysis of the data included identifying
problems and benefits noted by the previous VRI users along with the needs and
expectations of the potential VRI use®stter sortingthe informationthe team was able
to identify the needs and expectations of the Victorian deaf commaloitg with a

listing of problems and benefitsiggested bgrevious VRI users.

3.3 Summary

The goal of this project was to provitféicdeaf with insight into the human
experience surrounding VRI services and to investigate the current awareness of VRI
stakeholders in Victorialnformation on VRI use in the United States and the United
Kingdom was collected through interviews with deaimunity membersnierpreters,
governmentgencies, and third party hearing professigradsvell as online blogsin
Victoria, information collected through interviews and census reports was used to assess
the needs and expectations of potential deaimunitystakeholders Awareness of the
benefits and problems faced by VRI users inuh®.and theU.K. in conjunction with
the needs and expectations of the Vietoideaf community, he providedthe Victorian

Deaf Societywith information tohelpimplement VRI into the community
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Chapter 4: Results and Analysis

The primary result that this project produced wastaf best practices for Video
Relay Interpreting based on the unique needs of the VRI community and stakeholders in
Victoria, Australa. Thislist integrated theechnical, privacysocial scheduling, and cost
characteristics of the deaith the communication servide the United States and
United Kingdom, along with language skills, training and workshops, interpreter

availability, awareness, and the current state of VRI in Victoria.

4.1 User feedback of VRI in theJ.S.and the U.K.

The majority of the deaf community memberiso were interviewed responded
positively to the services and ease of communicdtiatiVRI provides, howvever, there
were some aspects of the service that internaswegarded aproblematic This section
describes benefits and problems that were noted based on the following parameters:

technical, privacysocial, scheduling, and cost.

4.1.1 Technical Aspects
Benefits

VRI has been a major technological advancement in communication accessibility
for the deaf. However, for any technology to be successful, the quality of the equipment
infrastructure, software, and all other componemiist bereliable andn good condition
Many of the VRI stakeholders in th&S. and thelJ.K. described their successful

experiences with the VRI technology.

® All information provided in the preceding sections is based off of interviews with VRI stakeholders in the
United States and United Kingdom. Interview summaries for these contacts can be viewed in Appendices
F-J.
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A student from Gallaudet University explained that while using VRI, he feels at
ease and compared itttee use of cell pones by hearing people iénot hi ng i s
A Sorenson deaf consumer from Massachuddt&A has the same opinions about the
technology. She explairieere are no barriershe can make eye contact with the
interpreterandhas complete acces®veral, it is very clear. When asked how she would
rate images transmitted while using the service, the deaf consumer stated that the quality
i s @ b e a uransniitsi30 ramasrper second

The project team had a chance to use VRI wdoleducting an inteirew with two
service providers in the United Kingdom. Although the team had never used VRI before,
it was not as confusing to set up as the thadoriginally thought it would beThe BSL
interpreterbeing interviewed had used VRI before and was ableitteghe team
through the first VRI interview.The team wasalsogiven instruction prior to the
interview on how to set uié equipment and make the c@llh e t exEemnedcsising
VRI wasvery positive set up was easy and fast and very few proboosrred A
professor from Gallaudet University agreed that calls made with VRI are beneficial
becausat is fasterto bookinterpretersandto make calls ratherthan having to use a face
to-face interpreter (Email Interview, 24 Feb. 2008).

An FCCrepreserdtive statedhatin the early stages of implementatioieo
images would blur andmovetoo slow These issues rarely occur today due to
improvementsn Internetspeed anthe availability othigher quality webcams. He
mentioned that it is crucial to hawigh quality video while using VRS or VRI so that all
the signs aréterpreteccorrectly Other equipment problems haleen notedbut they

have beeffixed over the years by both the FCC attierservice providersi
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representative for ¥Rl service poviderin the U.S, SignOn VRI, mentioned that their
c o mp abandwidth is manageable because they cohttetnettraffic well. He stated
that all service providers need to control Internet traffic in olml@ssure high quality
VRI calls.

When askedo compare VRI to other forms of communicat{saoch as TTY,
SMS, VRS, Telephone Relay, SIP, and Videophonih hearing or other deaf people,
the Gallaudet studeptovided information assuring that VRI was supetiall other
communication technologeThe student mentioned that although teessamg is a
good back up in some cases, VRI is better because it offers acadgmnenimaking it
easier to communicate with other deaf peoptas faster to relay informatiohy VRI
rather than having ttype out a conversation on a small keypad ASL interpreter had
the same opinion, explaining that most deaf people she knows who use VRI have found it
very beneficial For most deaf people written English is not their first langusapb
therefore texing or TTY arenot always the best folsiwf communication (Personal
interview, Feb. 22, 2008).

The Gallaudetstudent explained that although vidgwones can be compared to
VRI, the videophones tend to have scre¢hataretoo small Thismakesit hardto
know if all of the informationis transmittectorrectlyor if therecipient can see the image
clearly. He also mentioned that the small screens tend to be too grainy and that he prefers
to uselaptops or television screens. The interviewee mentiorachthhas used Skype
to communicate with other deaf people; howetls image quality tends to be very poor

and VRI Avideo quality is far superioro ( Ema

® Skype is a cosree method of communication through online webcams; also a fee based method for
Internet telephone communication ; it does not involve a relay interpreter
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The Sorenson deaf consumer explaitiead in the4 yearshatshehas been using
the servicethere have been numeraaogprovements made on the technology wiitthin
service in generalOne example isall waiting,wherethe deaf person using the service
can receive incoming calesven if they aralready on the phoneA second example is a
call hold feature where the deaf person hasthity to put a caller on holgh orderto
answeran incomingcall. Another improvement that was made to the service was a
messagéeaving systemlf the deaf person is not home, theenmpreter can leave a
message letting the person knthatsomeonéhadcalled Thesigned videanessagés
senttat he deaf paddressélth@ugh thesemaprovements pertain to VRS,
they are relevarttecausehey demonstrate some tbie technologal improvementaind
advanceshat have been maddgthin deaf communicatis(VRS Telephone Interview,
March 31, 2008).Sorensoralsohas the ability to connect to any commercial video
conferencing equipment that has a static IP address. For instareeshehvideo
technology is not compatibley itself Sorenson hamanydifferent equipment options
availableto best fit thetype ofcall.

The Director of Business Development for Network Interpreting Service in Idaho,
USA, explained that unlike VRS, VRiffers some meet and greet time before or after a
call which allows the interpreter to get to know the client and become accustomed to their
specific signing style (email interview, 10 April 2008).

Problems

Many technological devicdsmve beemreated to rakevariousaspecs of

s 0 me o lifeedsier or more enjoyabM/hen there are problems encountered with

theses devicesplwever,it cansometimesnakeusingthe device more stressful thiris
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helpful. Even though/RlI is usually a beneficial assistive\dee for the deafthere have
been instances where problemagéichinological issuesecomea nuisance to various VRI
stakeholders in the United States and the United Kingdom.

An ontline blogger (2007) discussed his observations of a VRI system used with
his friend at a Brooklyn hospital the United States He mentione@ that hi
was ab o mihehodpitadackdltrain€d personnel toorrectlyset up the VRI
system

While using VRI foraninterview with two service providers in the United
Kingdom, the team experienced some difficulties with ingggdity. During the
conversation, there were two timgbenthe video became pixilated and froze. Although
the videopixilation returned to normaidfter a few minutes, thidisruptioninterrupted tle
conversatiorflow and the team had to repeat the question that had been Asked
interpreter from the United Stategentioned it is frustratingp deal with poor connection
gualities while using VRI (Email interview, 15 April 1008).

The t wo Gemplayees in theaUnit@ed Kingdom discussed some
difficulties that they had to overcome when first implementiiy, especially within the
regional areas of thd.K. Poor ioadband was theost significant issu theregional
areas. In998,whenSignific andt was using | SDWendoonteregpr ogr am
a delaydue tothe lowInternet bandwidtlspeed. From 2002003 thelnternetwas
developed with faster connection speeds which improved VRI technology, but still only
allowed 12&bps of upload. 112004, the British Telecom upgraded their broadband

upload speetb 256Kbps which warsequired to operatexadeophone. Althouginternet
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technology has improved over the years, many places in regional area®)d{ tiséll
do not havdnternetaccess This creates problem for those who wish to access VRI.

According to the Director of Technology Assessment Program at Gallaudet
University, many of the calls she receives on VRS are from individuals that she does not
know persoally. In this type of situgon, names have to be finger speledhich
becomes challenging oveideo. This can be especially difficuftthe image becomes
distorted. The conversation gets disrupted andimlisrstandingare more likely to
occur. An ASL interpreter commented tihidne Internetconnection used fovRI plays an
importantrole in the quality of the visual displagghecomparedt to hearing people
using cell phones. If the cell phone connectiodissortedthen the conversation will be
harderto comprehentecausette information flowis interrupted. The same analogy
applies to VRI.

She indicated that video relagn betroublesomdéi f r om t he wor kpl ace
employer security policy or | T departments'
in a variety ofplaces ranging from collegeampuses to government offices. The
representative frorBignOn VRI mentioned that sometintégd party organizations do
not properlycontrol theirinternettraffic. For example,fiVRI is used at the same time
thatsomeoneelse is downloading a large filenthe sameénternetconnectionthis will
compromise the quality of the VRI callthird party organizationglanning to us&/RI
will need to manage their bandwidth appropriately.

Considerations
Besides funding VRS, theeBerd CommunicationCommission(in the U.S.)

enforces legislation regarding relay services, regsitateprovision of the servisgand
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compensates the providers. The FCC also addresses new issues that arise regarding VRI
and VRS to assutwatthe technologynd the service afenctioning correctly

SignOn VR, in the U.Syorks cooperatively with third party organizatiadhat
use VRI to provide technical supponthen neededA Sorenson VRS user in the United
Statesoted that VRS3equires anigh speednternetconnection

A videoconferening device called H.323 widely used on the Gallaudet campus
(U.S.). SIP (Session Initiation Protocol) devices arerded more secure but are not as
accessible as other technologies at the school.

Si gni f ispeafic @quirements thahey followwhile using VRI The
rooms for interpreters amall with high walls to blockut background nois®©ne of
the most important things to take into consideration with VRI calls is the noise level.
Rooms vhere VRI calls aréeing administered should be sound prddiere are blue
screens behind theterpreterssigningin orderto eliminate any washouts or contrasting
colors.When third party professionals set up VRI systems, there are also certain
guidelines that should belfowed to assure the highest quality conversation. These
requirements are the same as those for the service provider. The guidelines for third party
professionals are less likely be followed. Miny of thethird party professionals
purchaseghe equipmenand set it up without realizing theéte area should be sound proof
to ensure privacy When Significandt esutarbori shes a
organization theyprovide advice on how to use the equipment. This advigatimclude
refraining fromflashing lights, vibrating floorsyr rustling papers nearby.ighting
should also com&om the front instead of overhead (VRI Telephone Interview, April 2,

2008.).The cameraised for a VRI calinust be connected to a reliable higgeed
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Internetconnetion to support a good quality video feed, whighthe United States,
must include two public, static IP addressdse SignOn VRI representative in the U.S.
alsoinformed the team of a protocol they follow whaking a VRI call.
1 Lighting shines downmthe face of the interpreter agposed to behind
them, toavoidshadovs; all lighting comes from the front.
Interpreters wear solid dark colors and nothing that reflects light

1
1 They can not wear deep-Meckshirtsor high turtle neck
1 There is a lighshade of blue used ftine background.

There are also some various privacy standards that they cover, which are described in the
privacy section of the results.
A quick referencef the technical problems and benefits that were mentioned by

the diffeent VRI stakeholder groups in the U.S. and the U.K. are listed in Bable
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Table 8: Technical

Deaf Consumers:
1 No need to ask for repeats
1 Beautiful images with (30 ) through high speddternet
1 Same quality as &ceTo-Faceinterpreting
Interpreters:
1 Deaf clients camommunicate in 1st langge (rather than written form)

Benefits 1 Meet & greet time before and after calls
Third Party Hearing Professionals
1 Less than 5mins to set up
1 Easytouse
Service Providers:
1 Interpetess communicate within the organization to help eachrothe
1 Anybrand ofequipment can be used
Deaf Consumers:
1 Improper training in hospital
Interpreters:
1 Frustrating to deal with poor connection quality
Third Party Hearing Professionals:
1 Low interpreting abilitiesrom some interpretersjaking it harder to
Problems communicate

1 Poor guality ofinternetconnection
Service Providers:

1 Regional broadband poor

1 Problems with thirgbarty supporting bandwidth needed
Government Agency Representatives:

1 Internet connection not always the most reliable

Considerations

Deaf Consumers:
1 Textbased communication usually more difficult for deaf people; TT
becoming replaced
Service Providers:
1 Proper environment procedures mustiaintained
Government Agency Representatives:
1 Does not provide regulations

4.1.2 Privacy Aspects

Benefits

When dealing with communication, privacy is always a factorrthedt be taken

into consideration; for the deaf communitye ttame appliefrecedens have been set up

by organizations to upholgrivacy standards

An ASL interpretementioned thainterpreters in the United States have to take

certain classes and receive certificatiolécome a licensed interpreter. Thusvacy is
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not usuallyan issue deaf clienteeedworry about because they kndhe interpreteis
trained andjualified (personal interview, Feb. 22, 2008).

SignOn VRI (2008), a service provider in the U.S., holds certain standards to
ensure the privacy of all calledsiterpreters work in a locked room to ensure the privacy
of the call.There are windows in the rooms; howevsinds are pulled shut over the
windows. Also, headsets are used with all of the interpreters so that no one except the
interpreter can hear what isibg relayed through the video call. Sign@ssures
confidentiaity with any information passed through their system. No namesrsonal
informationare shared adistributed to any other outside parties
Problems

Various rules and regulatiohave beemestablished world wid protectan
individualb s p rSomege@ople or organizationsoweverhave foundt difficult to
trust atechnology such as VRI, which transmipersonal informatiothroughan internet
video connectionPrivacy must b prioity of service providersr any organization that
uses VRI tgorevent any breaesof confidentiality

Contrary to what the ASL interpretbadpreviously mentioned, an dime
blogger(2007)observed his friend who was using VRI during a medical appoiritrike
stated that theahf patient felt very uncomfortable discussing personal information with
an interpreter he had never met before

Another blogger, inthblogentt | ed @A VRI i n  NiMentjoned thvat Me X i ¢ 0 ]
the biggest obstacle for the medicalfessionsis allowinfiaccessi bi l ity for V

- because they fear by opening the ports to allow VRS or VRI would expose their
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networkso Thi s brings up an i nt ethagplatceahigh obser vat
priority on security may be hesitatiatintroduce VRI or VRS systeniKoch, 2007)
A quick reference of the problems and benefits mentioned by the various VRI

stakeholders regarding privacy is in Ta8le

Table 9: Privacy
Interpreters:

1 Interpretes in U.S.have to pass code of ethics
Benefits Service Providers:

1 Padlocks, blinds, and headsets used by irdezps

9 No sharing names
Deaf Consumers:

1 Communication with unknown interpreters
Problems | Third Party Hearing Professionals:
1 Employer security policieand IT dept. "playing it safe"
1 Unsecurednternetconnections

4.1.3 Social Aspects
Benefits
Any communication technology will have an impact on society and social
interaction.VRI provides social benefits by imprimg communication accessibility for
ded people.
A student and VRtuser when asked about any positive or negative aspects of
VRI that he has encountereglx p| ai ned t hat At he biggest posi
i ndependence canmdnicaiarandcerginuddtoaneniion that he did not
have to worry about having to ask people to repeat what they were saying or having to
make guessesit was always a clear conversatidnrepresentative from the FCC agreed
whenhe mentioned thatarious service providetsave informed hinthat there habeen
good awareness of VRI and VRS in the United

i t(Teelephondnterview,9 April 2008).
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A deaf consumer in the United Stastated thabccasionally shenight encounter
an interpreter wh poor receptive skilldut overall she estimated that 98 percent of the
interpreters are good. She uses video relay everwilayloctors, friends/family,
personal business, and more. It has improved her communicetiessa Thisleaf
corsumermentionedhat both VRI and VB havemproved upon communication access
for the dea{VRS telephone interview, 31 Mar@008)

Theteam while using VRS for an intervievagreed that the tone in which the
interpreter relayed the signed information to spoken English was remarkable. The
interpretemade sre to say words and phraseghe appropriatéone; it was as if the
team vasspeaking directly with the deaf person, without a middle petatth. VRS the
team did not have visual access to the interpreter or the deaf pesok up on facial
expressionsAppropriate intonation of voice from the interpreter was especially helpful.

TheTechnology Assessment Progrdirectorat Gallaudet Universityeported
thatVRI has been very successard claims satisfaction from both deaf amgiting
parties. The success of this service has led to increased competition among VRI vendors
for interpreting staff. A representative from SignOn VRI, in the United States (2008)
mentioned that interpreteenjoy VRI because tlyecan sit in one place drserve a
variety of people and have a variety of work. This also helps to improve efficiency with
interpretersA representative from Network Interpreting Service (NIS) in the United
States (2008¢xplained that VRI provides goaided work to interpreters s c hedul e s
and is beneficial because interpreters can possibly work from home.

The NIS representatiy@008) provided the team with information frdvar

experience aa VRS interpreter. In the beginning she loved the interaction with different
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deaf peofe from all over the United States and the world. However, because the FCC
regulates VRS, there were | aws and rul es
while she realized that VRS interpreting did not fit her personality because it did not
allow interpreters to engage in the deaf culture, which is an aspect she enjoyed a lot. She
also mentioned that VRS interpreting is becoming a very high stress job. The NIS
representative explained that VRI, on the other hsnahuch diferent than VRS in these
aspects VRI is not FCC mandated and allows interpreters to develop relationships with
the other twqparties involvedthe deaf consumer and thertd party hearing
professional

An ASL interpreter in the United States (2008) discussed her experiences as a
VRI interpreter. The interpreter stated that she erj@yisg able to stay neutral while
interpreting via VRI. As a facto-face interpreter, she experienced times when the
hearing person, not knowing how to use the interpreter, thought that she wasedsociat
with thedeaf clientin some way even though she was not. With VRI, there is a distinct
separation between the interpreter and the deaf client so that the hearing individual does
not think that the interpreter is associated with the deaf person inangtiver than for
interpretingneeds. This interpretatso explained that she enjoyed being able to
immediately disconnect from the environment after completing an interpreting job. This
interpreter also finds VRI beneficial when needing assistance fnother interpreter
with a word orin a difficult situation She explained that she can receive help from
another interpreter ocreen without the deaf or hearing client losing confidence in her
interpreting abilities. Overall, this U.S. interpreter bedie that VRI is beneficial and

provides a potential solution to the shortage of interpreters. She also stated that it helps
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clients so that they are not limited only to the resources in their inmediate residential
areas, but rather anywhere they can diR4 interpreter (Emailnterview, 15 April
2008).

All Sorenson VRI interpreters hold national certification. The interpreters
specializen a variety of fields, through programs seth@tween Sorenson and the third
party organizatiosusing the servicenilearning key wordand vocabulary specific to
thoseorganizatios (E-mail Interview, 2 April 2008.)SignOn VRI interpreters must be
certified through the Registry of Interpreters for the Deaf (RID). However, they take
some with precertification if theyhave passed the written exam. SignOn also accepts
some who passed the Interpreter Training Program (ITP), but they only get paired with
certain jobs Telephondnterview, 12 April 2008).

In London, both VRI and VRS are used, however VRI is more pop@ar\tRS
within the deaf community. It was estimated that the use of VRI compared to VRS is
about 80%20% respectively in thg.K. VRI is widely used to communicate with staff
members and employees within in a company.

Problems

Though VRI has increased comnication access for the deaf, improving upon
social interaction, there are still social problems or reasons why VRI is not preferable. An
American deaf consumer explains thatause VRS is used more for personal calls in
place of a telephone for deaf pémshe findsvRSto be more usefuhan VRI. A
similar opinion is held aGallaudet Universityherethe majority of the students use

Video Phones because they have been distributed to the students free of charge.
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A deaf individual in the United Statetated that she prefers Video Relay Service
over VRI becaus®RS makes communication easy. She explained that though she has
used VRI , it 1s typically used for business
interaction with professional society. VRS) the other hand, provides full access to any
type of social communication desired by the deaf individnadhort, VRS provides
better communication accessibility than VRI because it is used more for social
communication as opposed to strictly profesaiccommunication.
The team had the ability to use VRS while conducting an interview with a deaf
consumer in the United Statd&eing the first time any member of the team had used
VRS, there was some initial confusion with whether the interviewer siawiel spoken
to the interpreter as if she were an interpreter or as if she were the deaf individual
receiving the information. No instruction was given by the interpreter before the call was
placed. The interpreter made the assumption that the callersé@d® RS before and did
not offer any assistance.
Two Significandt employees explained that
The interpreter needs to be comfortable with the technology in the case of a caller who
has never used the equipment or eerbefore and needs assistance with using the
equi pment or making the call. However, i n th
interpreters only step in and take control to assist with set up of the call and then turn
over the control to the callenoe the caller understands how to use the service.
An online blogger in the U.S. described complications with a VRI interpreter due
to residential differences between the interpreter and the deaf consumer. Since the

interpreters providing the service aoedted in different cities throughout the country,
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linguistic differences may arise between the interpreter and the hearing individual. In this
case, the interpreter was from Minnesota and
York ASL dialect.

An improvement thabneU.S.deaf consumer would make is to improve
VRS/VRI accessibility. She would like to see video phones or other types of video
technology in hotels, grocery stores, airports, and train stations; the service should be
accessible everywhere As she stated, fAhearing people ca
the deafshoull oo 6 ( VRS t el 8lpMarohr2@08)i nt er vi e w,

An ASL interpreterstated that although shelieves VRI is important and useful
technology for the deaf communjtiaceto-face interpreting should still be the most
preferred. VRI does not have the sgmeesonal and direct aspexs faceto-face
interpreting (Frsonal hterview, 22 Feb. 2008).

An obstacle faced when introducing VRI to the regional deaf commuinitibe
United Kingdomwasthe kck of knowledge on o to use interpretersThiswasdue to
high cost of hiring daceto-face interpreter Many members of the regional deaf
community in thdJ.K. would opt out of using an interpreter at all and just learn how to
copewithout one. It was important to provide wolnkgs and information sessions about
how to use the VRI service ahdw to use interpreters (VRI Telephone Interview, April
2, 2008.) An interpreter in the U.S. (2008) agreed that misunderstandings and
frustraions have occurred when using VRI with individeaho have never used the
service before and that awareness workshops would be nieestdde this problem.

Considerations
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During interviews with VRI stakeholders in the United States and United
Kingdom, vaious suggestions or facts regarding VRI implementation were given. The
following considerations are social aspects of the technology that were noted.

A U.S.deaf consumer (2008}ated that she findkat there isiot much of a
difference between havingfaceto-faceinterpreter as opposed to a relay interpredee.
explainedthat Video hterpreters neetb be fluent in the sign language being used and
must be well educated for the conveisato flow smoothly through relay call$his is
also true intie United Kingdom, where it wadservedhat people in different regions
have diferent dialects of sign languag®/ideoInterpreters need to be highly skilled in
order to work with the different accents (VRI interview, 2 April 2008).

Three VRI stakeholers in thel.S. believe thawvideophones tend to be the most
popular within the deaf community, eithey using a remote interpreter or just
communicating with someoredsewho knows sign language. The videophones are
handheld Because they have video edyility, it makes it easier for mobile
communication botkvith other deaf people anith hearing people. Videophones also
help with a previous difficulty that was identified, that written English is typically not the
first language of deaf people. Thesehite phones allow deaf people to communicate in
their first language with ease and accuracy.

The FCC representative mentioned thettvice providers have their own
standards and rules for hiring and training relay interpreters; howeverlih$henost
gualified interpreters know the standard procedures for interpreting, such as wearing dark

clothing if you have light skin and making suhe background does not clash.
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The two Significandét employees mentioned
serviceand possibly provide training are other deaf pewagie have had experience with
the technology When t hey first started i mplementing
other deaf people explain the service and the benefittherelidience wasuch more
receptive than when a hearing person tried to explaMRti (Telephone Interview, 2
April 2008.).
A consideration hat was brought up by thow Signifi
accessible interpreters are to each other. All interpreters should be adsenbish other
interpreters have a call at the moment so that if an interpreter needs help with a call or
receives a particularly lengthy call, they can switch off with another interpreter.
The FCC representative explained that the VRI/VRS service proviadad
workshops and awareness programgaise understanding and promote trairohyRI
and VRSto both deaf individuals and third party organizations that wish to implement
VRI. The service provider organizations hold outreach programs at convemtibns a
meetings with booths, displays, and demonstrations to show people how and why VRI
would be beneficial to thenthe SignOn VRI representative mentioned that they offer
online workshops such as takining and webinars for people who wish to have tngini
or information regarding how to use VRI. The NIS in the U.S. provides outreach
programs to different states to provide better VRI access to the more regional areas of the
United StatesEmail Interview, 10 April 2008).
The director of the Technology Asssment Program at the school explained that
while VRS is commonly used, VRI is not utilized very often by deaf students on campus

because osite interpreters are available for them. The Director of Assistive Devices at
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Gallaudet University (200&lso irdicated that VRI is not used very often by deaf
students on campus becausesda interpreters are available.

Alexander Graham Bell is an organization in Washington, D.C. for the Deaf and
hard of hearing. AG Bell, as it ®metimes called, enhances flaaareness within their
community and helps medical and education professionals to realize the importance of
early diagnosis of hearing loss to aid the deaf commuAlgxénder Graham Bell
Association for the Deaf and Hard of Hearing, 2005). The diredtprofessional
programs at AG Bell explained that any constituents associated with the organization use
listening and spoken languages and any with hearing loss use remote Computer Assisted
Real Time Captioning (CARTY}o communicate. Because the deafividuals at AG
Bell have adequate written English skills, t&gised communication such as CART is a
sufficient communication technologlyaving no need to use VRI {igail Interview, 3
April 2008). The NIS representative mentioned that although shegtirs free lance
interpreting, she believes that VRI i's At he
2008).

Studies show thatRI interpreters become more fatigued than feeéace
interpreters. AVideo i nt e mgneceafteelA&minatesper i enc e
as opposed to the decline after 30 minutes fgrmr son i nt erMemert i ngo ( Mo
May, 2003 as cited in Communication Matters, February 2006). For this reason, it is a
good idea for video interpreters to receive frequent brgmsighout the work day.

A quick reference of the problems and benefits mentioned by the various VRI

stakeholders regarding social aspects of VRI is listéithble 10.

" Remote CART is a service in which an interpreter listens on a telephone to what someone is saying and
relays the information via typed text to the deaf individual who then reads the text and types back
information to have the interpreter translate into spoken language.
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Table 10: Social

Social

Deaf Consumers:
1 "Super eag" - same abearing people with cell phone
1 Independence & stress free
1 Can be used daily to make simple tasks easier (personal, business, |
matters)
Interpreters:

1 Statewide reach out
1 Allows for interpreter engagement with deafisumer
1 Have the abili to stay neutral in matters
1 Once the work is done, the interpreter is disconnected from that
environment
Benefits i Interpreter:_; can re_ceive_ aﬁ:r_e_e_n help without the deaf or hearing per
losing confidence in their abilities
1 Potential solution to shortage ofénpreters
1 Adds work for interpreters
Service Providers:
1 Regional areas very receptive
1 Provide training and a good understanding of how VRI is beneficial t
deaf community through workshops
1 Allinterpreters nationally certifie@J.S. & U.K.)
1 Can use foemergency calls
Government Agency Representatives:
1  Service proiders hold workshops and demos to promote education a|
awareness of VRI
Deaf Consumers:
1 Should be available anywhere there ielgphone
1 VRIis used mae for conferences and mewis
Interpreters:
1 Dialect differences
Problems 1 Misunderstandings and frustrations with those who have not used th

service before
Third Party Hearing Professionals:
1 Hard to focusand understand what is being interpreted while watchin
the deaf person sign
Service Roviders:
1 Different dialects
Deaf Consumers:
1 VRS better communication access
1 VRS used more often because there is a wider range of access
Service Providers:
1 Interpreters have toe comfortable with technology
T AwWve of the futureo

Considerations

4.1.4 Scheduling Aspects

Benefits
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One ofthe biggest motivations fgroviding VRI as an alternative to fateface
interpretingis due to the lack of interpreters. Since implementation of VRI, deaf
communities in th&).S.andU.K. have had better soess scheduling interpreters.

At Significandét, there are at | east two I
there are three interpreters available to an
to two months in advance but also allows VRI gdercall at any time they need the
service.The VRI service provided through Sorenson in the United States can be accessed
24 hours a day; however, appointments must be book&éo@4 in advance to the call.

Sorenson asks that users of the system usesadhan 2 hours per mongignOn VRI in

the United States always has three interpreters available to take VRI calls simultaneously.
SignOn also allows VRI callers to schedule specific interpreters, as long as it is done so
in advance (telephone interwg12 April 1008).

Toensureadecente sponse time, all employees at S
and are able to take a call if necess@hetwoS i g n i intercieaveed ¢xplained that
in London, there are significant differences between efficiefieyfaceto-face
interpreter and that of a VRI interpreter, where typically a-taekce interpreter in the
city can interpret about three jobs a day (one job a day in the regional areas), VRI
interpreters can take on about twelve jobs a da&i (Meleghone Interview, 2 April
2008.).

The Significandét representatives explaine
VRS in the United Kingdom. VR more expensivaiot many people have video
phones at home in thé.K. and VRI equipment can be accessed at diffeprofessional

sites, such as hospitals and service providing agencies (VRI Telephone Interview, April
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2, 2008.).The SignOn VRI representative (2008) mentioned that in the United States,
VRI can be found in more places than VRS, and that althv&jhs mainly used for
medical appointments, the service can also be found in locations such as higher
education, courts, and police stations.

Despite the difficulties with broadband connections, many people in the regional
areas of the United Kingdom quicklyaepted VRI, mainly because the service and
technology enabled them to have better communication accessibility and eliminated
excess costs to pay for flights and accommodations to have interpreters available to them
(VRI Telephone Interview, April 2, 2008.)

SignOn VRI makes specific recommendations to third party organizatiahs
VRI is best used in emergency situations but does not replaceoféaee interpreting.

Live interpreters are typically the ideal situation, however when they are not available,
is best to use VRI. SignOn stresses that the deaf consumer should have the ultimate
choice in deciding what option would best fit their needs (telephone interview, 12 April
2008).

A Network Interpreting Services representative noted that due to \éRpabl of
interpreters has increased. Because VRI allows interpreters to be set up all over the
country or the world, it provides customers wittvider selection and allows for
competition between thjebs (Email Interview, 10 April 2008)A VRI interpretr in the
United States (2008) mentioned that she enjoys not having to travel far away for jobs
with VRI. She mentioned that with interpreters spending less time commuting, they can
be more available to take on more interpreting jobs.

Problems
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Although VR has provided improvements with scheduling interpreters, there are
still some instances in which VRI is not the best option due to complications and
restrictions with scheduling interpretefhie main scheduling problems are due to
location of the VRI inerpreter being booked along and not being able to book a specific
interpreter.

Anotherproblem that was identifiedith scheduling VRI interpreters due to
location difference# areas albver the United States wise possibility of being
connected witlan interpreter with interpreting speeds or word choice that may be
different from what the caller or deaf person is used to. Problems have risen because of
this same reason when people use VRI interpreters for medical appointments. Usually the
deaf persomloes not have a sufficient amount of time to explain the situation or reason
for the appointment, making it somewhat more difficult to interpret between the doctor
and the deaf patient. For example, if a deaf person had a medical appointment one week
andhad to go back the next week for a follayw, the deaf patient would most likely not
be connected to the same interpreter as the previous week, meaning there would be
background information that the deaf patient would not be able to explain to the
interpreer before the appointment beggersonal interview, 22 Feb. 2008aceto-face
interpreting provides some time in the beginning where the interpreter can be informed
by the deaf client of any background needed before beginning to interpretoRace
interpreters can also pick up on body language and surrounding factors much more easily
than video interpreters.

Significandét stresses that they must have

VRI calls because they could receive one call from aitadsnd the next call they
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receive after that could be from a tax office. Because the calls are not screenethbefore

interpreter answeyshe information or knowledge needed to interpret the calls must be

broad. Signifi canotrwllbesavadable vatleirs45SminutgsPofthei nt er pr
call.

SignOn VRI has a specific procedure for booking a VRI interpreter. The VRI
caller needs to first call, text, ofmaail the provider to see when an interpreter will be
available. Some rearranging of schedwa the side of the deaf consumeryrhave to
occur to fit this in The ideal situation for booking an interpreter for VRI would be to
have someone make the call and be put in a queue until the next interpreter is available.
This is what usually happensrfVRScalls; however the technology has not been
developed yet to do this with VRT élephondnterview, 12 April 2008).

Considerations

Some suggestions and general opinimnscheduling interpreters for VRI calls
were brought t o rindgwvariodsiaternnesOneaissue that tvas taced d u
in its early stages of implemextion was speed of answer of retalls. The FCC
representativexplained that if there are not enough video interpréberthe numbeof
calls coming in, there may be aivtime to get a call answered (Federal Register, 2006).
Once this problem was identified, the FCC developed a regulatiom states that every
incoming relaycall must be answered within 2 minuieghe U.S. Another problenwas
using relay callso me&e emergency phone calls to reach the police, fire or ambulance
service. Because relay interpreters are located across the country, when a VRS call is
made, the caller might receive an interpreter fromrapgtetely different stateT his

causes problems wherying to make emergency calls because it is not easy for a relay
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interpreter to know the |l ocal phone number o
developed a regulation on March, Z®08 which stated that all VRI and VR&rvice
providers were mguired to take emergency calls, effective 30 days followieg th
regulation. Ths er vi ce providers were required to de:
will allow the provider to determine an appropri&eblic Safety Answer PoinPGAB),
designated statede default answering point, or appropriate local emergency authority
t hat corresponds to the callerés |l ocation, a
and Order, March 2008).

. The two Significandt empl oyehatdisi nterview
important to find a balance with how many interpreters to hire because if there are too
many, then interpreters will be waiting around without work to do, whereas if there are
not enough interpreters, it will take too long to answer the ddis . SignOn VRI
representative also noted that in the United Statesrpreters can not interprietr more
than an houwithout a breakdue to labor laws. This should be taken into consideration
when hiring the appropriateumberof interpretersTelephondnterview, 12 April 2008).

A quick reference of the problems and benefits mentioned by the various VRI

stakeholders regarding scheduling of VRI is listed in Table
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Table 11. Scheduling

Scheduling

Interpreters:
1 Interpreters on hand
T I'nterpreters dondét have to tra

1 Interpreters are more available because they spend less time comm
1 Higher pool of interpreters for deaf consumersttoosefrom
Third Party Hearing Professionals:
1 Competition for the smathumberof interpretersensuring the most
Benefits qualified interpreters hired
Service Providers:
1 Always have3 interpreters to answer calls
9 24hr access
1 Quicker access to intemgters
Government Agency Representatives:
1 Speed of answer call regulations
1 Emergencycall regulations
Deaf Consumers:
1 Can't bookspecificinterpreter in some cases
1 Typically won't get same interpreter who knaw$ e  cladkgraund g
Interpreters:
1 Random interpreters don't knamy background on the situation
1 Locdion of conneted interpreters in cases of emergency police or
ambulance calls
Service Providers:
1 Long time to connect with interpreter
1 Advanced bookingnay be required
Service Providers:
9 Live intepreters are better in soreituations

Problems

Considerations

4.1.5 CostAspects
Benefits

The main motivation for implementing VRI other than the lack of interpreters is
the cost benefits. Fade-face interpreters can be very costly due to travel time and costs
that are accrued. VRI interpreters, on the other hand, are only chmr¢jfeel time they
are used.

Si gni f i clakneplained thapaymentfor theVRI equipment comes
from the Greater London Authority (greater London city government). All other costs
must be covered through 8ig f i cpemtidg experdes are paid frough contracts

developed with third party professionals, such as hospitals, lawyers, and other VRI
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service providergVRI Telephone Interview, 2 April 2008\ SignOn representative
from the United States (2008) stated that because with VRI, thenlggrays by the
time that is used, it is more cost efficient than feeéace interpreting, where there is
usually a base time that must be paid for. The comparison table below shows the
differences irbilling structureof faceto-face and VRI interpratg of different VRI

service providers in the United States and the United Kingdom.

Table 12 VRI Cost Comparisons

Signi fica| Sorenson (U.S)) SignOn (U.S.)
Faceto-face 1 charged by 3 1 does not 1 charged
interpreting hour intervals offer faceto- hourly
costs 9 traveltime not face 1 excluding
included interpreting travel time
VRI 1 charged by 20 must be a 1 charged by
interpreting minute minimum of minute
costs intervals 10 minutes intervals
9 iftime spentis each
less than 1.5 additional
hours, then minute
VRI is cheaper charged after
that
if time spent
is less than
30-45
minutes, then
VRI is
cheaper
Problems

Regardless of the cost benefits of VRI, sometimes the decreased costs result in

overuse of the service when fatmeface intepreting is actually the better option. Money

should not always be the driving factor for choosingnéerpreterhowever in some

cases that is what happens.
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An onlinebloggerintheU.S.r emar ked, Al tods the hospitaldd
match the needs of h e p aHe obsenved.adituation in which his friend was not
given an option as to what kind of interpreterpheferred and because it was more cost
effective for the hospital to hire a VRI interpreter, that is who he had td bise.
situation isan example of how dependence on VRI technology, while providing a less
expensive alternative to esite interpreters, can have an unintended negative impact and
cause unnecessary stressdeaf individuals.
In the United States VRI must be paid for by tfeaf or hearing person using the
service, while VRS is free for use by deaf and hearing individuals through funding from
the Federal Communications Commissi®he Director of the Technology Assessment
Program at Gallaudet University, (2008) explaineat ¥ideo Relay Services are free to
users and are paid for by nAnfees charged to i
Voice over Internet Protocol (VolP) carriers
interpreting jobssinceit is paid for by the orgnization or person responsible, such as a
hospital providing VRI equipment for a deaf patient to ¥4®l. is not regulated by the
FCC because it is considered a commercial service that replacgs-face interpreting.
VRS, on the other hand, is congieé an alternative to using the telephone for a deaf
person, which is how the FCC warrants funding for it.
The FCC has come across some problems regarding regulation of the payment
systemfor VRS. The service provider has to submit minutes to the FC@ttpayd for
the relay calls that have been made. The FCC must rely on the service provider to
honestly account for the minutes submitted because the FCC has no way of monitoring

the number of calls themselves.
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Another problem that the FCC is currently diegiwith is making sure people are
not using VRS when they should be using VRI. Because the services are very similar and
because VRS is free, whereas VRI must be paid for by the individual using the service,
many people have tried using VRS as VRI.

Considerations

Third party organizations which support VRI and are in cooperation with SignOn
VRI in the UnitedStates, pafor all the VRI equipment themselves (12 April 200Bhe
U.S. VRI service provideiSorenson, charge®ishows and cancellationise ful time
scheduled if not giveB4 hoursnotice which isalsowhat usually happens with
cancellatiorof a faceto-face interpreter (email interview, 2 April 2008)

A quick reference of the problems and benefits mentioned by the various VRI

stakeholders regding the cost of VRI is listed in Tabls.

Table 13: Cost

Service Providers:
1 VRl less expensive than fateface (U.S. & U.K)
1 Pay by the time used instead of hourly ratéepending on the provider
1 Or pay by smdér time intervals (20minsflepending on provider
Deaf Consumers:
1 Thereis a charg@the customer involved for VRI
1 Cost shouldn't meatheneeds ofthedeafperson are ignored
Third Party Hearing Professionals:
9 Paid for like normal interpratig jobs, by person or organization
responsible
Government Agency Representatives:
1 VRI not paid for by FCC (U.S.)
Deaf Consumer:
1 There is no charg® the clientfor VRS
Service Providers:
Considerations 1 Equipment paid for by the governmentherexpensspaid for through
the service provider (U.K.
Government Agency Representatives:
1 VRS used whenlientsshould use VRI because of cost (U.S.)

Benefits

Problems
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4.1.6 Benefits and Problems in the U.S.and the U.K.

Similar problems and benefits of VRI were mentioaetbryg individuals and
VRI stakeholder groups who were interviewed inth8.and theU.K. The major
problems and benefits mentioned were as follomith the number of respondents
agreeing located in the parenthesis following the statement
Benefits

Independace; stress free communicatici)

Lower costs related to interpreting servi¢és

Greaterinterpreter availabilityf2)

No need to repeat things during a conversatign
ABeautiful d4dvideo quality

Improved communication accedy

Allows the deaf to ammunicate in their first language (sign langua@g)
Increased interpreter efficien¢)

Fastemresponse to interpreting ned@3

= =2 =4 -8 _8_9_9_9_2

Problems

Lack of training with &' party hearing professionals (doctors, lawyers, €8).)

Sign language dialect diffemeesdue to connection with any interpreter across

the country(3)

1 Uncomfortable discussing personal information with an unknown interpreter over
theInternet(1)

 Securityissues faced witternetnetworks provided by'3party hearing
professionalgl)

1 Poor interpreter receptive skills; unable to sign or receive signs fast enough to

maintainthe flow of the conversation (2)

= =

To best implement VRI into the Victorian deaf community, a collection of
problems and benefits of the service from VRI stakedrslih thel.S.andU.K. were
compiled and assessed to discover which aspects of the service have the most problems
and benefits associated withTwelve nterviewees in the U.S. and the U.K. were asked
what aspects of VRI they found to be most problémaatd beneficialThe 12

respondents consisted of 2 deaf consumers, 3 VRI service provider representatives, 3
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interpreters, 1 government agency representative, and 3 third party hearing professional
representativesd he respondents may have provided infation for multiple categories
of both problems and benefitBhe response to ¢k questios is graphically represented
in Figures 2and3, respectively

Thedata collected in Figure @picts thaaccording to the respondentise
majority of the problms faced with VRI are related to social issués responses were
tallied for those who believed there were no problems associated with VRI along with

those who mentioned they did not find any use for VRI for theganization.

Problems
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Figure 2: Responses to problems encountered with VRI

The main issues that were presented regarding ssitigtionswvere that interpreters

would need to become accustontedheir new surroundings and the new technology of
interpreting in front of a aaera, as opposed to fateface interaction, which is what

they would most likely be used to. Another social issue that was commonly raised was

that the interpreters would need to become comfortable with the technology and be able
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to aid a VRI caller ifhey were using the system for the first time. A common problem
that was brought up by deaf consumers was that because they did not have a choice with
what interpreter would answer the VRI call, there would some confusion with calls
because of the lack oabkground information that the interpreter would have regarding
the call.
Figure 3illustrates which areas of VRI were considered the most beneficial to the
key stakeholdexwho were interviewed by the teatmased on their personal experiences
withthe sevicee The 12 respondentsd6 answers are depic
no response category holding those who did not find any use for VRI in their own

company, so did not have any opinion on the service.

Benefits
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Figure 3: Respongs to beneficial aspects of VRI

The most beneficial aspect of VRI according to the key stakeholders interviewed
in theU.S.and theU.K. was tte technologyOne of the most common responses as to
how beneficial VRI technology was to the deaf community thasability to
communicate in their first language, sign language. For much of the deaf community in

theU.S.and theU.K., faceto-face interpreting is not always an option due to time or
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financial constraintdprcing members of the deaf community ifiteding other ways of
communicating with people who do not know sign langudgpny people in the deaf
communitycopeby communicating through text messaging or writing on paper, this
however would not always work due to poor written English skills withymaembers

of the deaf community. VRI has provided these members of the deaf community with a
more accessible, lowost alternative for communicating with people who do not know
sign language.

This information provide Vicdeaf with data regarding what a&spsof VRI might
need to be improved upon, along withat aspects will most likg be beneficial
immediately to the deaf communitignowing the benefits and problems that have
previously been faced by VRI users will allow Vicdéatunderstand thaspecs of the

service that may prove to be the most beneficial and the most problematic.

4.2 Needs and Expectations of potential VRI users in Victoria

In order to gain an understanding of how prepared deaf consumers in Victoria are
for the introduction of a wlely accessible VRI service, information from interviews, a
focus group and email correspondence was gathered from the stakeholder groups.
Among these groups were regional case managers, members of the regional deaf
communities, interpreters, hearing fassionals, the government stakeholders, and
associates of deaf organizations such as Deaf Access Victoria and the Victorian Deaf
Society. The results of this section are divided four areas where the stakeholder
groups expressed the most concernesEhcategories include language skills and

communication, training and workshops, interpreter availability, and awareness. The
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current status, needs, and expectations are discussed under each category. These

discussions are followed by tables that sunireathe key points under each subheading.

4.2.1 Language Skills and Communication
Current Status

In each region, a majority of the deaf community favored SMS to othebaseid
types of communication, bearing in mind that fhodace interpreting islevays
preferred but usually unavailable. Among these other forms ebtesdd
communication are captioning, faxing, email, and TTY. One of the representatives from
Deaf Access Victoria mentioned that SMS has had a huge boom in the Grampians region
(Ballarat). However, according to a recent surseyducted by Vicdeataptioning is
still the preferred communication method. This could due to theHaworal school in
Ballarat promoted spoken language to be used in the deaf community, resulting in poor
Auslan and poor English skillgrigure 4 below display$e Ballarat case manages

estimated signing and reading/writing ability of her 55 clients.

@ Auslan poor/none English poor/none
Ball arat Clientso6 Ausl a

m Auslan poor/none English basic

4 6

O Auslan poor/none English fluent
O Auslan basic English poor/none
W Auslan basic English basic
@ Auslan basic English fluent
m Auslan fluent English poor/none

O Auslan fluent English basic

20 H Auslan fluent English fluent

Figure4: Bal |l arat Client suéncyAusl an and English FI
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The graph showthat 51 out of the 55 Ballarat clients are not fluent in Auslan and
34 out of the 55 clients are not fluent in written English. The case manager also noted
that the majority of the 20 clients who have fluent English skills and Aoslan skills
are hard of hearing. This means that they most likely developed their English skills while
they had the ability to hear and then lost their hearing over time. None of the clients had
fluent Auslan and fluent English skills and none of tlents had fluent Auslan and poor
English skills as estimated by the case manager.

According to several interpreters the team interviewed, there are two levels of
interpreting skill: level 2nterpretergparaprofessional) and level 3 interpreter
(profesional). Level 2 interpreters are usually booked for work in an educational
environment while level 3 interpreters are usually booked for more critical work such as
medical appointments. There is no further qualification past the level 3 interpreghg lev
even though more experienced interpreters can have a much broader vocabulary and
better receptive skills than newer level 3 interpreters. For example, an interpreter that
passed the professional exam 10 years ago would have much more knowledge and
experience than an interpreter that passed the test this year. Since the test is not inclusive
of all the vocabulary that interpreters could possibly have, each job is a learning
experience in which a given interpreter might learn new words or learn hcanddera
certain procedure.

Needs

According to the five regional case managers and as stated above, there are

struggles with the regional deaf concerning Auslan and/or written English fluency. As a

result, there is a strong need for educational oppibigarso that the deaf community can
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improve their signing skills. Developed Auslan skills are important to have when
communicating via video relay interpreting so that miscommunication can be avoided in
urgent situations. There would also be a need tivate the deaf to better their signing
skills because most are satisfied coping with the limited abilities they currently have.
Strategies currently used to cope with poor signing skills include using pen and paper or
family/friends to facilitate the imrmation exchange.

Developing Auslan skills would also be very beneficial for interacting with
interpreters. Based on an interview with an Auslan interpreter, many socially isolated
deaf people, who might even be living in the city, invent what areknova s fA ho me si gn
or signs they create by themselves in order to depict an object or idea. It can be very
difficult and time consuming for interpreters to translate these signs and the use of these
signs may also disrupt the flow of conversation. If pagtrfor VRI were to be on a per
minute basis as it is in the United States and United Kingdom, the deaf would benefit
much more if they had fluent signing skills. Appointments would be much faster because
the exchange of information would happen at a muaoke rapid rate.

There is also a need for qualified, skilled interpreters throughout all of Victoria.
There is a high demand for level 3 interpreters, especially for services with a high level of
difficulty (e.g. medical or legal appointments). Tlidrue because these interpreters
have a more expansive vocabulary and can better assure that mistakes are not made in
crucial situations. Even though there is a distinguished difference between level 2 and
level 3 interpreters, there is a wide rangekilfsbetween level 3 interpreters. It is for

this reason that there may be a need for more interpreter language development.
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There may also be a need for deaf relay interpreters once VRI is introduced. Deaf
relay interpr et e rinkedpretpumorthodox signsforhonesignsthat i s t o
VRI interpreters might not understand. The more experienced members of the Auslan
interpreting community would be the most qualified to serve as deaf relay interpreters
because they have the most experiersading with different forms of sign language.
Expectations

Several case managers ventured that the introduction and success of a VRI service
would motivate the deaf to better their Auslan skills. Once they are aware of the services
that are available tthem, they will most likely want to take advantage of them. For
those that have Auslan skills and are reluctant to use the service, they may be motivated
to use it because they cannot express themselves adequately usbageéelt
communication.

There is also an expectation that more Auslan classes will be provided at local
community centers in the future for the deaf to improve their signing skills. In Ballarat,
one of the Deaf Access Victoria representatives said that there was a push for more
edwational opportunities to be offered.

One of the interpreters hoped that once VRI is implemented, there would
eventually follow a new system of determining interpreter skill and fluency.
Communicating in a two dimensional medium can be stressful andudtiffivhich is why
interpreters would need to be very skilled and capable of handling emergency situations.
She suggested that the new system test both the signing and speaking skills of the

interpreters more comprehensively.
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Table 14 is a quick refereaof the current status, needs, and expectations of

language skills and communication within the Victorian deaf community:

Table 14: Language skills and communication

Language skills and communication
Case Managers
A Majority of the deaf favor SMS to other communication
technologies
A Older generations might use TTY
A Other communications technologies that are used include
email, fax, and online messaging
Interpreters
Members of the deaf Community
A Cope without an interpter by using pen and paper or
friends/family
Representatives of Governmen®Agencies
Representatives of deaf Organizations
A Captioning is popular according to a survey that was
conducted
Case Managers
Needs A The deaf need educational opportunities in avéese
Auslan and written English skills are poor
Interpreters
A Level 3 interpreters for more difficult jobs (e.g. medical)
A More effective way to measure interpreting skill
A Expansive knowledge of all areas of possible bookings
Members of the deaf Community
A Interpreters for appointments and meetings
A Ability to express themsel
expressions
Representatives of GovernmentAgencies
Representatives of deaf Organizations
Case Managers
Interpreters
Members of the deaf Commuity
A Ability to communicate over long distances using sign
language instead of text
A Ability to express themselves adequately
Representativesof Government Agencies
Representatives of deaf Organizations

Current Status

Expectations

4.2.2 Training and Workshops
Current Status
Currenty there are no workshops or training courses set up fordaRéd
education. However, there are some plans for future workshops as stated by the
Department of Human Services. At this point in time their primary concern is setting up

the business caserfo'RI and determining what capabilities the service needs to have.
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Vicdeaf is currently performing VRI trials in Melbourne and several VRI trials have also
been performed in the past.

The team had an opportunity to attend a Department of Human Services
requirements gathering workshop for video relay interpreting. The DHS is currently
dedicating 12 weeks to writing a business case for VRI. The primary focus of at this
point in time is DHS funded services at certain access points (DHS regional offices,
DHS-funded services that cater predominantly for deaf and hard of hearing communities,
and other DHSunded services, specifically primary health settings and acute services). .
Among the items discussed were:

A Should there be any criteria in deciding wieethn Auslan interpreter is
present or not at the appointment.

What settings VRI is not suitable for

Training for VRI and its use

Choosing VRI interpreter or fage-face interpreter when making a booking
How are bookings made

What is the availability ofnterpreters

Il s it the agencyodés responsibility to
How is the equipment set up and what is needed

> > > > >

The workshop then placed priorities on sub categories under each issue mentioned so that
the areas that requireldet most attention could be identified.
Needs

There is a strong need for workshops, possibly provided by deaf organizations,
dedicated to educating the deaf community, hearing professionals, and interpreters on
how to operate and use a video relay intdipgeservice. In addition, there is also a need
for workshops that spread awareness among the regional deaf communities. The
following list is based on the suggestions from the focus group that the team conducted

and from various interviews with interpees and members of the deaf community:
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Items to be addressed in VRI workshops

What video relay interpreting is

How to use video relay interpreting

What video relay interpreting can be used for

Where video relay interpreting services can be found
What theprocess is for booking an Auslan interpreter
How payment for video relay interpreting works

What options are available for choosing an interpreter

> >

> I > >

These interviews also indicated that there is a need for respected members of the
deaf community to run thesvorkshops so they can connect with the deaf participants.
Having experienced users who are deaf describe the benefits of the service to other deaf
people would be much more beneficial than to have hearing users describe them.

There will also be a needrfinterpreter training programs so that they will be
able to cover all service areas that will be accessible via VRI. This will increase the
efficiency of the service, if providers do not have to worry about matching interpreters to
specific jobs.

Expectations

As the deadline for the VRI service implementatapproachesDHS plans to
develop and initiate a series of workshép&oth educate the users on how to work the
system as well as to spread awareness of \fRé also expected that the youngeaf
population will be much more willing to attend these workshops than the older deaf.
There was a suggestion from a participant of the focus group that practice booths would
be useful, so that potential users can get handsxperience with VRI befe they have
to use it in an important situation. This could happen at Vicdeaf where VRI is currently

set up.
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At the DHS workshop there was also a mention of a possible VRI interpreter
training course offered at RMIT. There will certainly be intemarétaining courses, the
location is tentative.

Table15is a quick reference of the current status, needs, and expectations of

training and workshop concerns providedthy Victorian deaf community:

Table 15: Training and Workshops

| Training and workshops

Case Managers
Interpreters
Members of the deaf Community
Representatives of Governmen®Agencies
A Current workshops to develop business plan for VRI
Representatives of deaf Organizations
A VR trialing at Vicdeaf
Case Managers
Needs Interpreters
A Educational workshops that teach users how to use VH
A Training to understand regional dialects
Members of the deaf Community

A Educational workshops that teach users how to use VR
and where they can use it, in what situatiovisp pays,
etc.

A Opportunities for the deaf who have never used an
interpreter to become accustomed to interpreting
procedures and protocol

A Workshops run by deaf people

Representatives of GovernmentAgencies
Representatives of deaf Organizations
A Workshops povided by deaf organizations, such as
Vicdeaf, to facilitate the transition to the new technolog
Case Managers
Interpreters
Members of the deaf Community
Representatives of GovernmenfAgencies

A Workshops will be set up where rules andcgdures will
be developed.

A Workshops will be set up to raise awareness

Representatives of deaf Organizations
A Possible VRI training course offered at RMIT

Current Status

Expectations

76



4.2.3 Interpreter Availability
Current Status

One of the biggest problems the regional deaf faday is the lack of available,
gualified interpreters, especially in regional areas. For example, the team attended a
monthly, deaf social group meeting at a coffee house in Bendigo where one deaf
individual, an older member of the community, said tleatibes not use interpreters
because of the hassle and cost of scheduling one. Instead, he copes by taking any written
material he receives via mail or faxthathedagts f ul 'y under st and t o hi
house. He also has his friends/neighbors talkhe phone for him. When asked if he
would appreciate better access to interpreters, he said that he gets along fine just asking
his friends to help him out whenever he needs it.

There is a very large cost associated with getting interpreters froeitythe
travel and work out in the country. If the distance traveled is greater than 40 kilometers,
then the client must pay travel costs in addition to the two hour minimum booking cost,
even if they only need the interpreter for 30 minutes. The mgstligpobooking that
interpreters receive is one for educational purposes, such as Technical and Further
Education (TAFE). In many cases this comes as an extremely large cost for the school,
especially regional schools, because they have to pay for tle¢tirag. In many cases,
interpreters are only available in schools less than 3 days a week.

One free lance interpreter the team spoke with said she usually has to travel more
than an hour at least once a day up to three days per week. The otHaysvehe
usually goes into state or country Victoria. The most requested bookings she receives are

for meetings, but she usually turns those down. She likes to do work in the regional areas
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because she gets travel payyhezandorldfaiehsunsd t
in one day and get up to ten hours of pay due to the two hour minimum booking
requirement and the travel time.
Needs

It is very difficult for members of the deaf community to schedule interpreters for
meetings or appointmenbgcause the interpreting pool is so limited in size.
Consequently, there is a very large need for interpreting services, especially in regional
areas where fewer interpreters live and work. Even if the regional deaf are able to
schedule an interpretehere is also a high cost associated with their service that many
people have trouble paying. While the National Australian Booking Service (NABS)
provides free interpreters for most medical appointments, interpreters are not free for
most other servicednterviews with case managers indicated that this high expense leads
to members of the deaf community learning to cope by using pen and paper or family
members and not developing the interaction skills with interpreters that they would need
for VRI.
Expectations

Most interpreters indicated that once VRI is implemented, they would be willing
to participate in the service. However, the general consensus was that they would only be
willing to work VRI for 1-3 days a week because the idea of workinghboath all day is
not appealing. Some interpreters indicated that in order to be motivated to be a VRI
interpreter, they would need an increase in pay, benefits, or the ability to work from

home. Traveling between jobs gives interpreters an opportumggtoheir signing
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hands. Adequate rest time would also be expected if they were to participate in VRI
services.

Members of the deaf community who understand how VRI works expected much
better access to qualified interpreters once it is introducedddiion to better access,
lower interpreting costs are also expected since they will no longer need to pay for travel
time and petrol. Some of the expected benefits include the ability for the deaf to
regularly participate in company meetings, accesspneting services at short notice for
emergency situations, and having VRI as a fallback when adafeee interpreter fails
to arrive or is unavailable. The deaf community also feared that théofdaee
interpreting pool would decrease significgrbecause they would become VRI
interpreters. At the focus group, one deaf attendant expressed his concern {twat face
face interpreters in the city, who he is familiar with and comfortable using, will no longer
be available. He wants the interpreteeskhows to be working with him in his schools
and at his appointments. According to one of the representatives from Vicdeaf and the
DHS, there will most likely be initial problems finding a good balance betweertdace
face interpreters and VRI interprese The idea is not to take away from fdodace
interpreting, but to provide more access.

Schools expect that eventually they will benefit from video relay interpreting.
Once the service had been modified for use in an atmosphere that conteges a la
audience, the schools will be able to save money and will be able to provide interpreters

on a regular basis (as opposed to abeditdays a week now).
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Table 16 is a quick reference of the current status, needs, and expectations of

interpreter abity within the Victorian deaf community:

Table 16: Interpreter Availability
| Interpreter Availability |
Current Status Case Managers
Interpreters

A Some interpreters have to travel more than an hour a day
least once every day for 3 more days a week.
Members of the deaf Community
Representatives of Governmenfgencies
Representatives of deaf Organizations
Case Managers
Needs Interpreters
Members of the deaf Community
A More level 3 interpreters for difficult settings
A Less expensivinterpreting services
Representatives of Governmenfgencies
Representatives of deaf Organizations
Case Managers
Interpreters
A Limited VRI work (1-2 days a week)
A Ability to work from home
A More pay doing VRI work
Members of the deaf Community
A Better access to qualified interpreters
Less expensive long distance interpreting services
Ability to regularly participate in meetings at work
Having VRI as a fallback when fate-face is unavailable
Faceto-face interpreters will decrease and becomé VR
interpreters
Representatives of GovernmentAgencies
Representatives of deaf Organizations
\ Video relay capabilities in educational settings
Lower costs of hiring an interpreter, especially for schools
_ (TAFE)
A Difficulty finding a balance between fate-face interpreters
and VRI interpreters

Expectations

> > > >

4.2.4 Awareness
Current Status

According to a majority of case manageh® spread of information throughout
the deaf community can be a difficult endealbecause many community members do
not own computers. The lyrmeans of obtaining information for these people is either

by attending social clubs, through a monthly newsletter or by personally asking the case
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manager. People who have access to electronic mail services can get messages and

bulletins forwarded toitem. Concerning those with fax machines, it is often too time

consuming for case managers to fax all the information they receive and they often can

only send the most important news. Many of the promotional advertisements the case
managersreceiveared o0 not written in a Adeaf friendl.y
members of the deaf community might not fully understand these program or technology
promotions.

Coupled with the lack of a decent infrastructure by which to spread information,
many membersfdahe deaf communities in regional areas are unaware of the services that
are currently available for them. The services that are predominantly required are
financial services, medical services, legal services and assistance in domestic affairs.

Needs

Once VRI has been introduced to the Victorian deaf community, there will be a
large need to spread awareness so that the service will be accessed. The deaf need
information about new programs and new technologies, but those without computers
receive it ora much less frequent basis according to case managers. There is also a need
for material t o-fbrei epnrdel syeon tneadn nienr as ofi dtehaaft e v e
understand what is written. This again indicated that there will probably be a need for
respeted members of the deaf community spreading information at social clubs and
workshops so that they can connect with the people.

Both the interpreters and the case managers that the team interviewed stated that
the deaf communities in regional areasrateh less likely to understand and know what

services are available for them. Additionally, these deaf people are less knowledgeable
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about what their rights are, such as that they have the right to an interposigain
situations For example,lteycan receive DHS funded interpreters for DHS services or
free interpreters for medical appointments from NABS. Thus, there is a need for these
interpreting services to be more widely advertised.
Expectations
As previously mentioned, there will most ligdde workshops provided by
organizations in the future that promote VRI services and raise awareness among the
deaf, the interpreters, and the hearing. In the focus group, it was suggested that the young
people in the deaf community would catch on todiweice very quickly and then spread
the word to older generations. There is a strong grapevine in the deaf community through
which information travels because they are so close and culturally similar. As awareness
of interpreting services in general iease, it is expected that the need for interpreting
services will increase which is why a video relay interpreting service is so important.
Table 17 is a quick reference of the current status, needs, and expectations of VRI

awareness within the Victian deaf community:
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Table 17: Awareness

Current Status

Awareness \
Case Managers
A Only send the most important information to those who dq
not have email because it is more difficult and time
consuming
Interpreters
A The regional deafeem to have less knowledge about what
available for them
Members of the deaf Community
A Receive information through social clubs, letters, fax, em4
or case managers
A Many deaf people are not aware of what their rights are
Representatives of Governmenfgencies
Representatives of deaf Organizations

Needs

Case Managers
A
Interpreters
A Educational programs or advertisements that promote the
services that are available for the deaf
Members of the deaf Community
A Advertisements should be written in a d&aéndly way
A Computers to receive information electronically
Representatives of GovernmentAgencies
Representatives of deaf Organizations

Expectations

Case Managers
Interpreters
Members of the deaf Community

A VRI will be adopted much faster by younger peopl
Representatives of GovernmentAgencies

A Workshops to spread awareness
Representatives of deaf Organizations

4.3 Summary

Opinions of VRI stakeholders in the United States and the United Kingdom

provided the team with recognized problems and benefiRbf Although the

interviews conducted with the different deaf community members, interpreters, hearing

professionals, and government agencies were subjective to a point, the information

containing both troubles and advantages of the system tended tmb®obetween

each interviewee.

Problems faced with VRI in the U.S. and the U.K. gave Vicdeaf the knowledge to

plan to avoid the obstacles previously faced in these courthesnformationalso
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determined the benefits of VRFoviding Vicdeaf with thepractices that work well and
should be implemented for the service.

Potential client suggestioadsosuppliedVicdeaf with a foundation from which
theycould builda successful VR$ervice The needs and expectations that were
compiled of the Victoriamleaf community such as the need for workshops to provide
education and awareness about the service along with needs specific to certain regions of
Victoria will help form the base of a thriving VRI service in Victoria.

The combination of determining bothet problems and benefit®m theU.S. and
theU.K., and the expectations and opinions of Victorian VRI stakeholdensately

preparedVicdeaf tohandleany difficulties or successes that they may encounter.
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Chapter 5: Conclusions

During our researchhe team found that VRI services had encountered some
difficulties in the early stages of implementation in the U.S. and U.K. Most of these
issues included poor image almtiernetquality, lack of technical support, and differences
in interpreter dialest After conducting interviews with various stakiles groups in the
U.S. and U.Kthe team determined which aspects of Video Relay Interpreting should be
improved. Opinions indicated by the Australian deaf communities were also analyzed.
The VRI techn@bgy should adapt to meet the needs of the deaf during the initial stages of
implementation. This is essential because the more comfortable individuals are with
using the technology; the more likely they would be to utilize it.

VRI services in regional itoria would enable deaf persons to have
communication access for daily tasks, such a
attending an office meeting. Not only would VRI improve communication services to the
regional deaf community, but the metropolitdgaf community would also benefit.
Depending on interpreter availability, it might take as long-dsa&eks to book an
interpreter. Usually bookings have to be made for the interpreter before the appointment.
A VRI service in Victoria has the potential increase interpreter availability and
decrease interpreter travel time. Consumers could make more bookings via VRI on short
notice and without having to pay for travel costs of a-taefce interpreterCurrently,
the deaf in remote regions of Victom have t o pay for the interpi
overnight accommodations, if necessary. Sometimes the actual booking duration will be

less than an hour. Inthose cases, one booking would take up a whole day of work for the
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interpreter. With VRI, thewumber of booking appointments that could be scheduled in a
single day would essentially be equivalent to an entire we&ceto-facebookings.

Video Relay Interpreting would not replafaeeto-faceinterpreting. Due to the
lack of qualified intepreters available, especially in regional areas, VRI could offer a
secondary, alternative solution to accommodate this need and improve the quality of life
of many deaf individuals. As with any new technology, it will take time for it to be fully
acceptedy the community. The majority of those interviewed indicated that VRI would
be a wonderful technology to assist the deaf, particularly innnetmopolitan regions of
Victoria. Based on information collected from stakeholder groups, VRI has enhanced
the quality of life and independence of the deaf in bothitg& andU.K. Having the
freedom to attend a weekly work meeting
the ability to have an interpreteeif avali
confidence and enable the deaf to rely less on family members or friends. A Video Relay
Interpreting service available in Victoria would significantly improve communication
between the deaf and hearing. As this technology becomes integrated lvethin t
Victorian society, more individuals will see the benefits that ittbaxffer. A
telecommunications service like VRI allows the deaf to participate and have equal

opportunity and access to resources within society. These convictions of social justice

and equity are the very principles from which the Victorian Deaf Society was established.
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Chapter 6: Recommendations
Based on our analysis from interviews with hearing professionals, service

providers, interpreters, and the deaf community,have some recommendations for the
Victorian Deaf Society as they begin to establish VRI services in Victoria, Australia.
Technical

Some of the problems that have been encountered with trial VRI systems in
Australia include poor image amadternetquaity. These issues can be resolved by
establishing a high speed broadbamernetconnection. However, if this cannot be
obtained, a Virtual Private Netwotkternetserver would also be sufficient in order to
controlinternettraffic. In theU.S.andU.K, departments within various VRI service
provider organizations have been created that specialize in technical support. These
groups handle equipment almdernetissues with Video Relay Interpreting systems. To
maintain technical standards, we advedaie following:

1 Workshops and tutorials should be held by service providers, local deaf
organizations, government agencies, or deaf clubs to facilitate the transition from
faceto-faceinterpreting to live video interpreting.

0 These tutorials would teadIRI users how to use the equipment properly.

1 Service providers should establish effective technical support teams that will
provide consumers with the best customer service

Privacy
Many potential deaf VRI users are concerned with protection ofghgacy and
confidentiality, especially when booking an interpreter they do not know. It is important

that the client is able to trust the video interpreter. To relieve anxiety or concerns, we

propose:
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1 Workshops should be held to allow members of thé cdeamunity to meet and
interact with video interpreters in person to develop a rapport that is vital for an
interpreterclient relationship.

1 Once a bond has been established, deaf consumers should have the option to book
that particular video interpretaf they so choose.

1 A picture directory of interpreters, including their levels of accreditation, should
be made available on the VRI service proyv
This would provide a visual image for the deaf. Creating individoeounts so
that consumers can view interpreters that they have previously booked would also
be a valuable resource.

1 Inorder to assess customer satisfaction, a system where clients can rate or write
reviews on individual video interpreterscouldbetssgt on t he service pr
website.

Social
Having limited fluency in Auslan would create more difficulty using VRI. To

overcome this problem, we recommend:

1 Inaddition to video technology, VRI equipment could include the capability of a
RealTi me Captioning device to translate t he
written English.
o This option would provide a written translation as well as a signed
translation for the oral deaf. For this technology to be useful, the oral deaf
person musbe fluent in written English.
1 If the person is not fluent in either Auslan or English, Video Relay Interpreting
would work best if a case manager is present to avoid miscommunications.

Within regional communities where deaf social gatherings arehmtdiyonce a
month, information about new assistive technologies may not spread as quickly as it
would in a city (such as advertisements, word of mouth, €fo. )promote awareness of

VRI, we would recommend:

1 Workshops and educational classes should belwiavailable throughout deaf
communities to inform them that VRI technology exists and could benefit many
aspects of their lives.

0 Businesses, legal organizations, schools, advocacy groups, and those
involved with disability rights should also be edwhabout this service.

1 Well respected and well known individuals within the deaf community who
would be willing to advocate for the service and provide a sense of peer support
are valuable resources to contact.
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1 VRI service providers could advertise thearvice by TV Internet newsletter,
billboard, or public advertisement campaigns.

Interpreters from different parts of Victoria and Australia, in general, may have
slight differences in either spoken or signed dialects. To overcome this issue, wa:sugge

1 When a booking site is established, interpreters hired should have or be trained to
have a broad knowledge of different dialects, signed and spoken.

The quality of interpreters is another major concern of the deaf. Since they
cannotcurrentlychoosea faceto-faceinterpreter based on his or her certification level,
many are placed with an unskilled interpreter. In these situations, having an interpreter
becomes an ordeal and is very frustrating for both parties involved. To make sure that alll
video interpreters suit the needs of deaf clients, we would recommend:

1 Interpreters planning to become a video interpreter should become certified as a

VRI interpreter.

o VRI interpreters would require extensive vocabularies and terms that may
be used duringitferent conversations, shas a booking for a medical or
court appointment. With this knowledge, VRI interpreters will be qualified
to take any call.

Scheduling

The majority of regional Victoria interviewees indicated that booking an
interpreter raged from very difficult to nearly impossible. With the shortage of qualified
available interpreters, it can sometimes take up-td &eeks to make a booking. Video
Relay Interpreting bookings in thé S.andU.K. from most providers can be made the
sane day if necessary. Services such as Sorenson VRI provide 24 hour access. Having
an interpreter readily available would benefit the entire Victorian deaf community in
many different ways. Even the deaf located in metropolitan regions could have access t

interpreting services more often and at lower costs. Based on existing services in the

U.S.andU.K, we recommend:
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1 Access to interpreting services via VBl hous, 7 days a week

Cost of Equipment and Service
Many of the deaf forego nemedical intepreting services because of the

excessive cost. In addition to the difficulty of booking an interpreter, paying for travel
expenses also becomes a burden. This opinion is shared especially among the deaf
located in regional areas. Sometimes an intezpreill have to travel 3 hours for a 1
hour appointment and then travel back for another three hours. Not only do deaf clients
have to pay for the interpreterds commut e, b
avoid these excessive costs, we lddughly recommend:

1 Service providers emulate a billing structure similar to other VRI service
providers in the U.S. and U.K.

The costs of paying for travel time and petrol would be eliminated, since the
video interpreter would not be required to comentat a remote location. The only
expense incurred would be the interpreting session itself.

From the interpreterds perspective, many
be paid as a video interpreter. To encourage interpreters to become VRI iatsrpve
would recommend:

1 Service providers offer payment by each booking rather than by each hour.
Another option would be to shorten the minimum booking time required and/or to
take into consideration the type of assignment (court, police, educatiditamme
etc.) booked.

Best Practices
Based on information received from VRI service providers ink# andU.K, the

team has developed a list of best practices that will provide guidelines as VRI becomes

implemented within Victoria.
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A background thatontrasts well with the interpreter should be used; blue or light
blue backgrounds are preferable.

The best seating arrangemémit wouldpermit optimal visual contact between
the client and the interpreter should be determined in advance.

Interpretes should wear clothing that contrasts with their skin tone.

The interpreter should not wear accessories or clothing that reflects light and
distracts the party at the other end.

Anything visually distracting (i.e. pictures on desks, calendad,open

windows) should be removed from the video interpreting room. Higher quality
cameras with a zoom option can eliminate this issue.

Lighting shouldbe infront of the interpreter and highlight the face.

The interpreting booth should be sound proof and secumstoeconfidentiality.
Headsets should be available for interpreters.

The interpreters should be qualified to interpret for any access point that has
VRI. They must be qualified to understand the dialogue and vocabulary that will
be prevalent at theseasss pointsideally, every interpreter should be able to
interpret in any situatioflegal, medical, etc.)

VRI service providers should require video interpreters to take frequent breaks
throughout their workday.

A warm up time should be factoredarthe appointment scheduling to give the
client and interpreter time to get accustomed to each other's style of signing.

If the deaf client preferfaceto-faceinterpretingoverVRI, then they should be
allowed to use &aceto-faceinterpreter.VRI shauld only be used whenface
to-faceinterpreter is unavailable.

Service providers should make emergency situations the highest priority.

6.1 Future Work

The following are suggestions for future work on VRI services:

T

T

T

Creat ef ai @nodE yiantopresen te debf aommunities across
Victoria including:

o What VRI is
Who can use VRI
What the cost benefits are
When it is most appropriate to be used
Where it can be accessed
Why it is beneficial to both deaf and hearing communities
How it will provide better accessibility to interpreters and services (i.e.
doctords appoint ments)
Compile information from current VRI service providers in the United States and
the United Kingdom on best practices for conducting VRI workshops for both
awareness and echtion of the service
Gather further information from third party hearing professionals in Victoria who
would be potential VRI users

O O0OO0OO0OO0Oo
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Contact VRI stakeholders directly in the United Kingdom in person to gain first
hand experiences with the deaf communigreh

Research further the option of videophone implementation and whether or not
wireless capabilities in Victoria could make this option possible

Reevaluate VRI after implementation to assess problems and benefits
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Appendix A : Sponsor Description
TheVi ct ori an Deaéabto c ipefit grganzaetiorfithai hasd
been promoting social justice anduéy for the Deaf and hard of heag for nearly 125
years. Viceaf is dedicated to serving the needs of deaf adults in Victoria who occupy
one of three target groups: At hose who are D
communication is Australian signnguage, those who are born hearing and have
acquired deafness and those who are born deaf and use residual hearing and speech to
c o mmu n (TbeaVicterian Deaf Society, 20Q7) They serve as At he pr
reference, referral, advice, and supgortdeaf adults; providing specialized welfare and
communication services f or(TheWctrnanDeaf, 000 Vi ct o
Society, 2007)
The aims of the Victorian Deaf Society dambroken down into three key points:
Abr eaki ng doienmarrers amtimproviogaatcess to services, increasing the
status and participation of deaf people in society, and providing specialist support and
communi t y(The ¥ictorian®eas Society, 2007All three of these mission
statementare waystirough which Viceaf aspires to improve the quality of life for
members of the deaf community. In addition to th@ssion, Vicaaf also maintains
seven principles in servinge deaf. The values that Ve finds pertinent aréiaccess,
equity, commurdation, responsiveness, effectiveness, efficiency, and accountability
(The Victorian Deaf Society, 2007)
Vicdeaf offers many services to the deaf in Victoria as a part of its dedication to
the deaf community. In order to generate funds for theseesy Videaf receives 45

percent of its operating costs from the state and federal governments and 55 percent from

97



the Societyods fundraising bopulartsarveesprovelsd and s e
by Vicdeaf are divided into five broad categesi Client $rvices, SensWide
(Employment)Services, Vicdaf Auslan and Interpreting Service, Hearservice
(Audiology), and Rehabilitation and Information Tedithe Victorian Deaf Society,
2007)
Client Services are subdivided into four sections: Case Mameagt, Independent
Living Skills, Shared Supporteéiccommodatiorand Clubs and Groups program. Case
managers aid the hard of hearing and deaf in
financial issues, family/personal issues and other issues as reqgdhe Victorian
Deaf Society, 2007) These case managers can be located at various institutions
throughout Victoria. Independent Living Skills (ILS) supports any Deaf person with one
or more disabilities between the ages of 16 and 60 by providingagdnal services to
allow them to become more independent. Potential clients must show an eagerness to
participate in ILS and must live in the Melbourne Metropolitan area. A few examples of
l'iving skills provided i ncilnugdéegspingandatheess! i ng é u
as requested(The Victorian Deaf Society, 2007 he Vi ct ori an Deaf Soci
Supported Accommodation (SSA) service offers community housing opportunities for
deaf adults that have an intellectual disability. Independisreecouraged by the SSA
staff along with involvement and integration into the community. Clients are between 23
and 50 years old and communicate using Auslan with a staff who also use Auslan. The
final client service, Clubs and Groups program, consisBsdistinct divisions: Club 101,
Club 30+ and Vision and Hearing Support Club (VHSC). Club 101 is a group for

members of the deaf community between the ages of 18 and 30. The group is socially
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oriented, encouraging members to interact through a varietgtivities such as movies
or sports. Club 30+ is similar to Club 101 except it is dedicated to Deaf adults over 30
years old. Activities in Club 30+ are more appropriate for the midgésl and are
usually suggested by participants. Lastly, Visiod &learing Support Club is a social
group for visually impaired Deaf adults. The club offers monthly events for members,
usually in conjunction with thBeaf blindAssociation.

SensWide services provided by Vicdeaf focus on job opportunities for any Deaf
hard of hearinggeaf blind vision impaired, or blind people who are seeking
employment. This service is funded by the federal government and operates in the

Melbourne Metropolitan area. Consultants provided in SensWide are capable of

communicatingva Ausl an and offer assistance with

i\

attending job interviews, c {TindVicorianDegf pot ent i

Society, 2007) SensWide also can provide financial support for any special equipment
required by thelent as well as interpreters for job interviews.

Vicdeaf Auslan and Interpreting is an interpreter booking service offered through
Vicdeaf. Vicdeaf is responsible for providing over 10,000 hours of Auslan interpreting
services throughout Victoria eachar. VAIS also offers opportunities for members of
the Melbourne community to learn Australian Sign Language.

Hearservice is a division of the Victorian Deaf Society that is dedicated to
providing general information that encompasses various aspedaariridnloss or
conditions that affect hearing capabilities. Hearservice is primarily providing hearing
loss and prevention products and offers a comprehensive assortment of audiological

services, such as hearing aids.
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The Rehabilitation Team and Inform@at Team are dedicated to providing
assistance for the deaf, usually in partnership with hearService. The Rehabilitation
Teambs support covers a wide spectrum of
friends and family of deaf adults, and coworkierolved with deaf adults. The
Rehabilitation team also promotes hearing awareness in the community. Hearing
awareness in the community is more appropriately associated with the Information Team,
however. The Information Team grants relevant informaaibout the Deaf community
to the public. They list communication strategies, understanding differences between the
deaf and hearing, and how to address issues that may arise as some of the many issues
they wish to address.

The Victorian Deaf Society hasllaboratedvith WPI on three occasiores an
IQP sponsor. This will be the first time that students from WPI have worked with

Vicdeaf under CEO Graeme Kelly.
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Appendix B: PIADS

PIADS Manual Appendix

Table 3: PIADS Questionnaire Version 3.0

Psychosocial Impact of Assistive Devices Scale (PIADS)

Client Name:
Diagnosis:

O male O female

(last name, then first name)

Date of Birth:

Today's Date:

 filled out 8t (choose sae) 1. O home 2. O a clinic 3.
The form is being filled out by (choose one) 1.
the caregiver (e, i, client showed oc told caregiver what answers 10 give)
client, without any direction from the client 4. O other (describe):

the client, without any help

2. O the client, with help from

3. O the carcgiver on behalf of the

)

Each word or phrase below describes how using an assistive device may affect a user. Some might seem ;
unusual but it is important that you answer every one of the 26 items, So, for each word or phrase. put an "X in

the appropriate box to show how you are affected by using the

Decreases

s

(device name).

compotence

happiness

mdependence

adequacy

confusion
efficicncy

sclf-esteem

productivity

JUDDUDIDDD

security

frustration

uscfulness

self-confidence

expertise

skillfulness

well-being

capability

quality of life

performance

sense of power

sense of control

embarrassment

willingness to take chances

ability to participate

o|ojojojo|ojojo|ojojo|o|o|o|ojojo|ojo|o|o|ojo

L_LLL________'E

cagerness Lo try new things

|

ability to adapt to the
activities of daily living

ability to take advantage
of opportunities

0| 0| 0joj0|0|0j0|ojo|0|0|0|0|o|jojo|0|o|ojoij0|o|jo|o0)s

0| 0| O|o|ojojo(o|ojo|oja|o|jojoaioia)o

oy oo

0| 0| O|ojojojojo|ojojo|jo|ojo|jojo|o|o|jojo(o|jojoo|jojol®

0| 0| O|0|o|ojo|o|jo|jojojojo|o|0j0|o|jojojojajojojoo|a-

0| 0| o|ojojo|ojo|ojo|o|o|0(0|0|oj0|jo(o|ojo|o|o|o|o|a™

O| 0| ojojojo|0|ojojojojojojgo(oio|o|0|ojo)jojojoa)o)~

©H. Day & J. Jutai, 1996

Version 4.2.1
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