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Learning Objectives 
• Participants will be able to identify assistive devices that will 

improve understanding of speech on the television and 
telephone 

• Participants will be able to share research and data on the 
success of captioning and speech understanding 

• Participants will be able to discuss the eligibility requirements 
in order to receive a captioning telephone. 
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History of the ADA

• The Americans with Disabilities Act was 
passed in 1990. 

• Title IV of the act required assistive 
services be made available to qualified 
end users at a cost no greater than what 
a person with normal hearing would pay 
for telephone services.
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History of Closed Captioning
TELEVISION CAPTIONING BEGINS WITH 
JULIA CHILD 

The nation's first captioning agency, the 
Caption Center, was founded in 1972 at a 
public television station in Boston, WGBH.

Efforts were made to make television more 
accessible to the millions of Americans who 
were deaf or hard of hearing. 

(credit: www.mentalfloss.com) 

http://main.wgbh.org/wgbh/pages/mag/services/captioning/faq/


History of Closed Captioning

1990 - The Television Decoder Circuitry Act 

2006 – The FCC ruled that all broadcast and cable television programs must include 
captioning, with some exceptions. 

Closed Captioning and the Law



The Benefits of Hearing Aids and Closed Captioning 
for Television Viewing by Older Adults with Hearing 

Loss 

Callahan, J. S., Au.D, & Gordan-Salant, S., PhD. (2009)    
Ear & Hearing, 30(4), 458-465

The Study
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Objective of Study
The primary purpose of this initial investigation was to 
determine if older, hearing-impaired adults show improvements 
in understanding televised speech with the use of hearing aids 
and closed captions, compared with conditions without these 
devices. 
A secondary purpose was to examine the frequency of HA and 
CC use among a sample of older HA wearers.
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Design of Study 
Participants viewed three types of televised programs (news, 
drama, and game show) that were each edited into lists of 
speech segments and provided an identification response. 

Each participant was tested in four conditions: baseline (no HA 
or CC), HA only, CC only, and HA & CC. 

Questionnaires also provided additional information. 
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Stimuli of Study 

The three programs were originally recorded in 2005 and 
2006. Four lists of 10 sentences each were recorded for 
each of the three shows yielding 120 score-able sentences. 

Additional practice sentences were recorded for screening 
purposes. Sentences contained at least four content words 
(i.e., nouns, verbs, adjectives, adverbs, prepositions) that 
could be used for scoring. 
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Pilot data for the audio-only and the CC-only conditions 
are shown in Figures 1 and 2

The figures demonstrate that average scores
across the four sentence lists and three program 
types in this pilot study ranged from 86 to 98% 
correct (mean 92% correct) without CC and from 95 
to 100% correct (mean 98% correct) with CC.

Fig 1 Fig 2



Figure 3. Four groups were studied: 

(1) BSLN, stimuli were presented without 
captions and the participants did not wear 
their HAs

(2) HA participants wore them adjusted to 
everyday settings and without captions

(3) CC, Captioning was turned on but participants 
were unaided

(4) HA 1 CC, Captioning was turned on and the 
participants wore their own HAs.

Fig 3



Frequency of closed caption use among the 15 
participants. 

Figure 5 shows only 13% always using the CC 
when watching television thus leaving 87% of the 
participants reported “never” using the captioning 
when watching television.

Fig 5

Closed Caption Use 



Results of Study 

-Better speech recognition scores with captioning

-Use of personal HAs did not significantly improve recognition 
of televised speech compared with the unaided condition. 

-Most regularly wore their HAs while watching television
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Conclusion of Study 
On average, use of captions while watching television 
dramatically improved speech understanding by a sample of 
older hearing impaired adults compared with conditions without 
CC, including when HAs were worn.



The Importance of Captioned Telephone 
Service in Meeting the Communication Needs 

of People With Hearing Loss

Kochkin, S., Ph.D. (2013, March). Hearing Review, 
28-35.
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Objectives of Study
Difficulty. Quantify the difficulty people have on the telephone. 
Need. Determine the importance of conversing on the phone 
compared to other communication situations.
Hearing aid utility on the phone. Document consumer satisfaction 
ratings.
Degree of hearing loss. Demonstrate that Captioned Telephone 
Service is needed to serve a wide spectrum of hearing losses
Non-users of hearing aids. Demonstrate that the inability to hear 
well on the telephone is an obstacle to purchasing hearing aids.
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Survey of 2009
In January 2009, an extensive 7-page legal size survey 
was sent to the total universe of hearing aid owners in the 
panel database (3,789); 3,174 completed surveys were 
returned, representing an 84% response rate. In February 
2009, an extensive 7-page legal size survey was sent to a 
random sample of 5,500 people with hearing loss who 
had not yet adopted hearing aids. The response rate for 
the non-adopter survey was 79%. 
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Reported difficulty hearing on the telephone without the use of hearing aids by 
hearing loss decile comparing hearing aid owners and hard-of-hearing non-owners.

The Better Hearing Institute Quick 
Hearing Check is composed of 15 
items. One item asks the person 
with hearing loss to indicate, on a 
5-point Likert scale ranging from 
“strongly agree” to “strongly 
disagree,” if they “have problems 
hearing on the phone.” The 
percent of hearing aid owners and 
hard-of-hearing non-owners 
reporting “agree” or “strongly 
agree” are plotted in graph.

Figure 3
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19

Relative importance of hearing in 19 listening situations; importance rated as 
“very important.” Total hearing loss population (n=7,260)

Communicating on the telephone was rated 
the second-highest important listening 
situation behind one-on-one 
communication. A total of 57% of people 
with hearing loss indicated communicating 
on the telephone was “very important” to 
them.

Figure 4



Consumer satisfaction with ability to hear on the telephone while wearing newer 
hearing aids 1991-2008. Users with hearing aids ≤ 5 years of age reporting they 
were “satisfied” or “very satisfied” with their experience. Consumer satisfaction with hearing 

aids on the phone has improved 
from 37% in 1991 to 55% in 2008 
as we moved from analog to digital 
hearing aids. In a 2000 survey, 
82% of hearing aid consumers 
indicated that hearing aids that 
worked better on the telephone 
were either “desirable” or “very 
desirable.”

Figure 5
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Distribution of percent improvement (benefit) communicating on the telephone 
reported due to hearing aid usage. Total hearing aid owner population (n=2,474).

Hearing aid owners reported hearing 
aids improved their ability to 
communicate on the phone by 55% 
(median 50%) 1 in 4 people 
experienced a 90% or higher 
improvement, while 1 in 10 
experienced no benefit. 

Figure 7
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Conclusion of Study 
• People who are hard-of-hearing are at a distinct disadvantage 

compared to normal-hearing people when communicating on the 
telephone. 

• Necessary visual cues needed for effective communication are 
not available to the listener on a normal telephone. 

• Captioned telephones that are customizable to deliver a speech 
signal based on the unique needs of the hard-of-hearing, while 
quickly displaying the speech in text format, would appear to offer 
a viable functional solution to those with hearing loss.
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Captioned Telephone Service 
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Captioned Telephone Service  

The phone captions the incoming 
side of the phone call so the 
person with hearing loss can 
listen to whatever extent possible, 
and read what the caller is saying. 
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Internet Protocol Captioned Telephone Service 

Internet Protocol Captioned 
Telephone Service (IPCTS) 
uses the Internet to provide 
captioned telephone service to 
hard of hearing individuals.  

25



Role of the FCC and Captioned Telephones 
• The IP CTS captioned telephone industry is regulated by the 

Federal Government through the Federal Communications 
Commission (FCC).

• The funding for IP CTS comes from telecommunications 
companies who are required by the ADA to make their 
networks accessible to people who are hard of hearing or deaf. 

• Telecommunications companies usually generate the required 
funds through charges passed on to their customers. 

• Companies who provide captioning services must meet all of 
the standards set by the FCC for delivering the service. 
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Early Barriers for Captioned Telephone Users

Price
Inconvenience
Awareness
Technology
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A Revolutionary New Phone

Most captioning telephones work 
like a regular phone by dialing 
and answering calls like you 
always have, with the added 
benefit of amplification—with or 
without captions. 
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Phone Features
Some of the phone features include:
• Large text, adjustable sizes
• Wired or wireless capability
• Speaker phone 
• Customizable audio
• Saved conversations 
• Built in answering machine
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CaptionCall Mobile for iPad

With Mobile app you can make and 
receive telephone calls from your 
Apple® iPad® anywhere you have a 
Wi-Fi or cellular Internet connection! 
This makes it easy to stay 
connected on the go and 
understand what callers are saying.
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Captioning Agents and Call Centers

CaptionCall operates ten 
US based centers to caption 
telephone calls. 
Captioning Agents go 
through rigorous training 
and testing. 
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How Does it Work? 

II 
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Qualifications for CaptionCall

• A Professional Certification Form certifying hearing 
loss that necessitates the use of a captioned 
telephone service

• An internet connection and a standard home 
phone line.
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Professional Certification

A Professional Certification 
form is required to receive 
CaptionCall.
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Professional Certification Form Submission

Certification forms can be submitted online through 
the website or via Noah.
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An Advocate for those with Hearing Loss

Is payment for a captioned phone necessary to 
qualify for the service and show need for captions? 
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We are CaptionCall
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In Conclusion

Partnering with Hearing Loss Association 
of America
Doing Business Differently
Offering a quality phone at no cost
Red Carpet Installation Service
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Hearing loss, if left untreated, has a significant 
impact on a persons ability to stay connected. This 
inability makes face-to-face interactions difficult and 
using the telephone extremely frustrating which often 
leads to loneliness and isolation—the precursors for 
many serious health risks.
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Thank you
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