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Executive Summary 

 

The report provides a review of survey findings in order to prepare for the CRTC proceedings on 

establishment of a regulatory framework for next-generation 9-1-1 in Canada (Telecom Notice 

of Consultation 2016-116). The survey became the basis to collect evidence after Deaf Wireless 

Canada Consultative Committee (DWCC) members learned of Deaf and Hard of Hearing 

people expressing their frustrations and concerns about common telecommunication issues in 

Canada. 

  

We seek the following points related to 9-1-1: 

 

1. Removal or clarification of voice-plan requirements to all ASL and LSQ users in Canada 

regards to Text with 9-1-1. Voice minutes instead of voice plans. 

2. Overhaul or removal of requirement for Text with 9-1-1 registration. 

3. Reliable and direct access to Text 9-1-1 with the ability to attach photos and videos  in 

text messages with dispatchers. 

4. Faster response time between 9-1-1 responders with DHHSI consumers. 

5. App development including GPS location capability. 

6. Improved information dissemination and distribution of Text with 9-1-1 updates to all 

consumers, including social media and community education for enhanced digital 

literacy. 

 

In this report, the DWCC brings to attention severe lack of 9-1-1 service for DHHSI Canadians, 

and proves this through conducting a national level survey to learn about awareness of 

accessible 9-1-1 services by American Sign Language (ASL) and langue des signes 

québecoise (LSQ) users. 

 

The survey was conducted in four languages, English, French, ASL and LSQ, from May 7, 2016 

to January 4, 2017. 660 responses were collected; with 59 responses removed due to 

inconclusive or no data, leaving 601 responses for analysis. 

 

All three joint intervenors want to see a simplification of the existing system that has lost its 

efficiency, reliability, resiliency, by causing consumer confusion. Fixes, or an overhaul of the 

Text with 9-1-1 system needs to be implemented as soon as possible. 
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About the Joint Intervenors 

 

The Deaf Wireless Canada Committee, DWCC, Canadian Association of the Deaf - Association 

des Sourds du Canada (CAD-ASC) and Canadian National Society of the Deaf-Blind, Inc. 

(CNSDB) believe in an all- inclusive approach that allows for the inclusion of the greatest range 

of people possible within the Canadian DHHSI community, from one end of spectrum to the 

other: cognitively delayed, English or French as a second language (immigrants), hard of 

hearing, DeafBlind, ASL and LSQ users. Discover more about the three intervenors below: 

 

The Deaf Wireless Canada Committee (DWCC) is an ad-hoc committee of the Canadian 

Association of the Deaf (CAD-ASC) and is a group of Deaf, Hard of hearing and DeafBlind 

consultants, analysts and committee volunteers across Canada. The mandate of DWCC is to 

advocate for fair priced wireless contracts for ASL/LSQ consumers and to promote the ideal 

functional equivalency for all Canadian wireless customers. 

 

The Canadian Association of the Deaf-Association des Sourds du Canada (CAD-ASC) is 

a not-for-profit organization founded in 1940 that provides consultation and information on Deaf 

issues to the public, business, media, educators, governments and others; conduct research 

and collect data; as a community action organization of the Deaf people in Canada. We promote 

and protect the rights, needs, and concerns of Deaf people who uses American Sign Language 

(ASL) and langue des signes québécoise (LSQ). 

 

The Canadian National Society of the Deaf-Blind, Inc. (CNSDB) was registered in 1985 

as a national consumer-run advocacy association dedicated to helping Canadians who are 

deaf-blind achieve a higher quality of life. We advocate for new and improved services, promote 

public awareness of deaf-blind issues and gather and distribute information in order to help 

empower individuals who are deaf-blind to become full participants of society. CNSDB provides 

expertise in accessibility related to the needs of individuals who are living with the distinct 

disability of deaf-blindness, which is different from deafness or blindness due to being unable to 

use one sense in order to compensate for the loss of the other. 
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Methodology, Analysis and Challenges 

 

Methodology 

 

As joint intervenors attending the CRTC Telecom Notice of Consultation 2016-116 proceeding, 
the Deaf Wireless Committee Canada (DWCC), the Canadian Association of the Deaf- 
Association des Sourds du Canada (CAD-ASC), and the Canadian National Society of the 
Deaf-Blind (CNSDB) conducted a Nationwide Deaf Community 9-1-1 survey. 
 
Questions were developed to learn more about DHHSI consumer needs, in relation to the 

current Text with 9-1-1 services. The intervenors wanted to know how much DHHSI Canadians 

currently know about Text with 9-1-1, and their communication preference for using Text with 9-

1-1 services. 

 

The questionnaire was designed for Canadians who were at least 18 years of age, members of 

or have connections to Deaf communities across Canada, require the use of 9-1-1 access, and 

current customers of a Canadian wireless company.  The first question of the survey was to ask 

a respondent if he or she agreed to take the survey. The “Yes” response allowed the 

respondent to proceed to Question 2. 

 
We created four versions of the same survey. Two were in English and ASL (American Sign 
Language), and two were in French and LSQ (langue des signes québécoise). One survey in 
each language was customized in high contrast for DeafBlind accessibility.  
 
The survey was launched May 7, 2016 and data was collected until January 4, 2017. Several 
survey distribution methods were utilized: paper surveys, one on one assists, information booth 
opportunities, and online through Survey Monkey. 
 
DWCC, CAD-ASC and CNSDB created this survey with several goals in mind, which directed 
the questions that were written, and the categories questions were organized in. 
 
Text with 9-1-1 survey goals: 

 

1. Test awareness of Text with 9-1-1 

2. Discover how respondents learned about Text with 9-1-1 

3. Test knowledge of the registration process 

4. Quantify the number of people registered for Text with 9-1-1 

5. Test clarity of the Text with 9-1-1 website 

6. Determine the frequency the respondents required 9-1-1 services and the methods they 

used to access the service. 

 
Copies of our English and French surveys are included in Appendix E and Appendix F 
respectively.  
 
In addition, CAD-ASC inserted two questions into our survey, for their use which the 
questionnaire was designed to learn more about DHHSI consumer needs, in relation to the 
current TTY relay services. 
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Analysis 

 

Survey Monkey allowed the storing of data, which were exported to Excel for analytical 

purposes while raw data including inconclusive results was left within the Survey Monkey site. 

The data was cleaned up to eliminate “No” responses (from Question 1) and inconclusive data 

in the Excel spreadsheet, to provide 601 solid responses for further analysis.  

 

Several tools within Excel spreadsheets were used to analyze the survey data in this order: 

Wireless Services, Text with 9-1-1 Overview, Text with 9-1-1 Experience, Text with 9-1-1 

Website, IP Relay and TTY Usage and IP-Relay and TTY Usage. 

 

Demographics 

 

The purpose of collecting respondent demographics were to give further understanding of data, 

considering respondents in terms of gender, hearing identification, ages and their residential 

locations. 

  

The demographics of the ASL and LSQ users were 61% female and 36% male (Question 4). 

Two percent of respondents preferred not to answer the question and 1% indicated “Other”. 

Hearing respondents are much more aware what major issues are relating to their family 

members, roommates and/or clients face in connecting with 9-1-1.  

 

The following identified hearing status groups were (Question 2): 

● Deaf - 80% 

● Hard of Hearing - 10% 

● Deaf-Blind - 6% 

● Hearing - 3% 

● Late deafened - 1% 

  

The survey included users of ASL and English: 86%, LSQ and French: 5%, Quadrilingual: 

5%, English only, 4%. 

 

Out of the 3% of respondents who identified as hearing (21 responses), 3 out of 21 registered 

for Text with 9-1-1. Of these registered respondents, one person has used Text with 9-1-1, and 

had emergency services arrive as needed. 

 

To understand the needs among the listed groups, please refer to Appendix H. The Deaf, Hard 

of Hearing, and Deaf-Blind people, some of whom are ASL and LSQ users, are more likely to 

use smartphones and computers to initiate a connection to 9-1-1. 
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Statistical Highlights from the Text with 9-1-1 Survey 

 

The results of the national survey of DHHSI Canadians confirmed some of the assumptions of 

the DWCC and unearthed new findings. Prior to conducting the survey, the DWCC asserted that 

DHHSI Canadians are grossly unfamiliar with the “Text with 9-1-1” service and the required 

registration process.  

 

Specifically, the survey reflected the following expected results: 

 

● 86% of respondents use American Sign Language (ASL) and English Languages  

● 72% of respondents are customers of the largest national wireless carriers: Rogers, 

Telus, and Bell, in that order 

● 32% of respondents do not have a “voice credit package” on their smartphones and as 

such are unable to call 9-1-1 and initiate the Text with 9-1-1 service 

● 44% of respondents are unaware that an individual must register for Text with 9-1-1 

before be able to use the service 

● 61% of respondents do not know if the Text with 9-1-1 service is affected by removing 

“voice minutes” from their wireless plans 

● 40% of respondents do not know if Text with 9-1-1 is available in their area 

● 48% of respondents are not registered for Text with 9-1-1 

● 39% of respondents feel the Text with 9-1-1 requisition process could be improved with 

short ASL and LSQ videos explaining the requirements 

● 40% of respondents experienced a problem with the current Text with 9-1-1 service 

 

The survey also reflected the following unexpected results: 

 

● 41% of respondents think they can Text 9-1-1 directly without making the required phone 

call first 

● 31% of respondents have tried to use Text with 9-1-1 and failed to receive the required 

emergency assistance 

● 78% of respondents have not registered for Text with 9-1-1, citing: they do not now how 

to register, the registration process is not clear, and Text with 9-1-1 is not available in 

their area, in that order 

● 53% of respondents no longer own a TTY machine to call 9-1-1 in the conventional 

manner 

 

For a full listing and analysis of the results of the survey, please see Appendix A: Overall Text 

with 9-1-1 Survey Results. 
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New Issues and Recommendations 

 

Through survey analysis, several new issues have been realized. Many of our issues and 

recommendations remain in-line with the intervention we initially submitted for the CRTC 

proceedings on the Establishment of a regulatory framework for next-generation 9-1-1 in 

Canada (Telecom Notice of Consultation 2016-116), a portion of which can be found at 

Appendix G, and in its entirety on the DWCC website (Source).  

 

This report brings an additional nine issues, from website design and function and relay 

services, to the inclusion of newly released technology. The issues and recommendations are 

detailed below. 

 

1.1) Issue: Text with 9-1-1 Website 

 

In addition to the previous issues with the Text with 9-1-1 website mentioned in our intervention, 

website clarity is a significant concern. The logos for various WSP’s are scattered across the 

registration page, making it hard for website visitors to find their provider. While this flawed web 

design is a challenge for most website visitors, it impacts DeafBlind website users more. 

 

The Text with 9-1-1 website offers videos, but they need to be improved. Currently, the sign 

language video and visual aid video (with captions) are separate. Both videos could be merged, 

to create a sign language video that is captioned and also rich in visual aids/graphics. 

 

The videos are difficult to notice on the side of the website. In addition, the website does not 

appear to offer ASL/LSQ videos for each page, to interpret what has been said in English on the 

page.  

 

 

1.2 Recommendations: 

 

To rectify the visual distraction of logos on the page, they should be listed in alphabetical order 

on the English registration page (and in turn, applied to the French-language mirror page). To 

make the list further accessible for DeafBlind Canadians, the list should be simple to find, and 

listed on the page, not in a dropdown menu. There should be a two-click design, bringing a user 

to the registration page from anywhere on the website. There should be a registration form on 

the website, that DHHSI Canadians can utilize to register for T-9-1-1 without having to go 

through their WSP. 

 

Videos on the Text with 9-1-1 website should be simple to find on all pages, not only the “How 

to make a T-9-1-1 call” page. There should be short (30 second to 1 minute in length) instruction 

videos in ASL/LSQ (with visual aids and captioning also utilized) assisting DHHSI Canadians in 

registering, learning 9-1-1 call protocol and more. These videos should be captioned and make 

use of visual aids, as well as ASL and LSQ, to ensure all three features are in one video, rather 

than two. The captions should be transparent black, with white text, and there should be a dark 

http://www.deafwireless.ca/wp-content/uploads/2016/06/CADASCDWCC-Intervention-CRTC-TNC-2016-166-Textwith911.pdf
http://textwith911.ca/en/wireless-service-providers/
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background (not white with contrasting simple white images). Examples of the recommended 

type of video, courtesy of Elections Canada can be viewed at the links provided below. 

 

ASL: 

https://www.youtube.com/watch?v=fXXDXK7uuYs&index=1&list=PLDhNe5YkGPLQIIlCne_K_q

RN7bvOjq-tW 

 

LSQ: 

https://www.youtube.com/watch?v=BgoYuuwRs0o&index=2&list=PL9xfHDXUEtlavaIt7OIdNi1rk

0Azr6jTY 

 

Currently, the website is not accessible to all Canadians. We believe the textwith911.ca website 

should follow all Web Content Accessibility Guidelines (WCAG) 2.0 standards, to the highest 

level, AAA. The website should also be redesigned, with the consultancy of DWCC, CAD-ASC 

and CNSDB. The website copy should be in plain language, English and French, without the 

use of technical jargon and complex terminology.  

 

2.1 Issue: Lack of Consultation 

 

Researching 9-1-1 issues further, we discovered that the CRTC’s ESWG and CWTA are 

making decisions on systematic implementations, such as Text with 9-1-1, without the 

consultation and advice of groups their decisions impact. An example of this is the ESWG Trial 

on Text with 9-1-1; the “success” of the Text with 9-1-1 system was based on a trial of 27 

participants. These participants were chosen, and had to be given information about Text with 

9-1-1 in order to partake in the trial, which eliminates consideration of education around the 

service. The protocol for Text with 9-1-1 may have worked for the 27 participants that were 

educated about it prior to use, but is not effective for the everyday DHHSI Canadians who are 

still unaware of this service, or how it is used.  

 

2.2 Recommendations: 

 

Do not make decisions about us, without us. DHHSI and DeafBlind people should be included in 

the ESWG, to ensure that inclusion is taken into consideration with decision making, and for 

accountability on these matters.  

 

Another possibility, as previously mentioned in our intervention is for the “CRTC to establish its 

own ‘Active Working Group’ on Accessibility within Emergency Service Working Group (ESWG), 

that will be composed of representatives from DHHSI community, CAD-ASC & DWCC, with 

actual ASL and/or LSQ representatives from these consumer groups. These people need to be 

included along with other representatives such as CWTA, Telecommunication Service 

Providers, Public Safety Answering Points (PSAPs), and 911 industry specialists. This 

Working Group will require to address accessibility issues on Text with 911 and to find 

solutions such as the implementation of the direct text to Text with 911 for ensuring that each 

group have their inputs in making decisions together and to ensure that equal accessibility are 

https://www.youtube.com/watch?v=fXXDXK7uuYs&index=1&list=PLDhNe5YkGPLQIIlCne_K_qRN7bvOjq-tW
https://www.youtube.com/watch?v=fXXDXK7uuYs&index=1&list=PLDhNe5YkGPLQIIlCne_K_qRN7bvOjq-tW
https://www.youtube.com/watch?v=BgoYuuwRs0o&index=2&list=PL9xfHDXUEtlavaIt7OIdNi1rk0Azr6jTY
https://www.youtube.com/watch?v=BgoYuuwRs0o&index=2&list=PL9xfHDXUEtlavaIt7OIdNi1rk0Azr6jTY
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provided to all customers” (Source: CAD-ASC DWCC Intervention - CRTC TNC 2016-166 - Text 

with 9-1-1). 

 

Furthermore, in order to prevent rather than repair, the CRTC should establish an Accessibility 

Office (as detailed in Appendix I). The Accessibility Office can be staffed with members with 

disabilities and lived experience, to contribute to the CRTC’s understanding of issues these 

Canadians face, prior to the establishment of policies and rules. After all - it is better to do it right 

the first time and be fully inclusive, then to have to revisit decisions after money and time has 

been invested in adjustments to meet these decisions. 

 

3.1 Issue: No Indication of Text with 9-1-1 Connection During Calls 

 

The DHHSI and DeafBlind community make up a large population, with differing needs and 

abilities. Deafness is not just the complete absence of sound, and blindness is not merely the 

absence of vision. Both range from a mild to severe loss, and a person with a mild loss may 

have advantages over those with more severe loss.  

 

Without being able to hear or see the phone ringing and an operator pick up, there is no 

indication that a voice call to 9-1-1 (in order to alert the operator to text) successfully connected. 

While there is a visual connection on some phones, that counts the time connected, giving an 

indication that someone may be on the line; however, this could also mean being sent to 

voicemail, or we may have gotten a recording. DeafBlind individuals also experience difficulty in 

this manner, to identify whether the call is connected, and if help may be on the way. 

 

3.2 Recommendations: 

 

To ensure DHHSI Canadians are aware they have successfully connected with a 9-1-1 

operator, we request a visual and tactile indication that the phone is ringing/connected to the 

operator. This could be an alert on the phone, along with a series of vibrations. 

 

In addition, a “sandbox” for testing 9-1-1 calls would be beneficial for the Deaf community, to 

practice making calls, so they can understand what happens when a call is made, and to verify 

that their voice minutes are connected, their signal is strong enough, along with other factors. 

 

 

4.1 Issue: IP-Relay 

 

IP-Relay is a beneficial service, especially for Hard-of-Hearing Canadians who may not use ASL 

or LSQ to utilize SRV Canada VRS but are also unable to hear on the phone. IP-Relay can 

guarantee individuals are not restricted to making phone calls solely from home, via TTY. It is 

vital that this service be kept to ensure contact with 9-1-1 for those that may not want to text, are 

unable to text, or reside in areas where Text with 9-1-1 is not available. 

 

http://www.deafwireless.ca/wp-content/uploads/2016/06/CADASCDWCC-Intervention-CRTC-TNC-2016-166-Textwith911.pdf
http://www.deafwireless.ca/wp-content/uploads/2016/06/CADASCDWCC-Intervention-CRTC-TNC-2016-166-Textwith911.pdf
http://www.deafwireless.ca/wp-content/uploads/2016/06/CADASCDWCC-Intervention-CRTC-TNC-2016-166-Textwith911.pdf
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The web browser for IP-Relay does not work successfully with all devices, as indicated by 

survey responses. In an emergency, a respondent wasted time explaining to the IP-Relay 

person that they were unable to push “enter”, which is why they were typing in one long 

sentence. Some users experience no difficulty, while others on various devices cannot use the 

service as intended. 

 

A further issue with IP-Relay is the requirement to connect through an individual’s WSP 

account. For those who have pre-paid/pay-as-you-go plans, this information may be difficult to 

come by, and hinders use of the service. Others who do have the account information still have 

lengthy sign in times.  

 

Improvements are needed to this service, which many DHHSI Canadians utilize and appreciate. 

 

4.2 Recommendations: 

 

Development of an IP-Relay app that meets all Web Content Accessibility Guidelines (WCAG) 

2.0 standards, to the highest level; AAA is recommended. This will ensure that the app can 

function on multi-devices, and is accessible while the DHHSI individuals are outside their 

homes. This app must be designed with feedback of DeafBlind Canadians to ensure it is 

accessible for this group, as some other mobile relay solutions like CanVRS currently remain 

inaccessible. 

 

In addition to the creation of an app, we believe logging in by utilizing an account number from a 

WSP should not be required. IP-Relay service should be available to all DHHSI Canadians as a 

central service, and not restricted to only those who have current accounts with a WSP. 

 

5.1 Issue: Lack of Accessibility Office 

 

The lack of an Accessibility Office signifies the continuation of accessibility concerns brought 

forward to the CRTC. Without representation of, and direct consultation with, community 

stakeholders, the CRTC is putting themselves in a position where, instead of establishing a rule 

or guideline right the first time, they will have to go back and rectify accessibility issues at a later 

time. 

 

5.2 Recommendations: 

 

Establish an Accessibility Office, to work with the CRTC (and other agencies if required), to 

ensure all rules regarding the moving forward of radio and telecommunications are accessible to 

as many Canadians as possible. Full details on the Accessibility Office can be viewed in 

Appendix I. 
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6.1 Issue: T-9-1-1 Registration Forms 

 

When testing some of the various registration forms for Text with 9-1-1, our members were 

faced with several issues. A link to one WSP’s registration page gave a run-around, taking 

several clicks to find the contact form we were required to email them in order to be registered. 

They did not ask what kind of phone the member had, to ensure technical requirements were 

met (such as the ability to have a phone call and text simultaneously). The WSP also did not 

inform the user that their address on file does not currently have Text with 9-1-1 available, but 

the service could be used when travelling. 

 

Some WSP’s registration forms were not tested, as joint-intervenors are not currently customers 

of these companies, and were unable to log in to test. Each registration form from each WSP 

seemed to vary; some had slight variations while others had major discrepancies. 

 

6.2 Recommendations: 

 

Create one sole registration form, to be placed on the textwith911.ca website, along with various 

WSP’s. Establish a streamlined registration process for DHHSI Canadians, until transition to a 

more ideal Text with 9-1-1 system is underway. This will allow for instructional ASL and LSQ 

videos to be created once, explaining the registration form step-by-step, rather than creating 

several ASL and LSQ videos to suit each different form. 

 

As a longer term recommendation, Text with 9-1-1 should be transitioned to Text to 9-1-1, 

allowing individuals to text directly to 9-1-1, foregoing the registration process completely, 

ensuring DHHSI and other Canadians have reliable access. 

 

7.1 Issue: Limited VRS Hours 

 

SRV Canada VRS presents sign language-using Canadians with an option to connect with 9-1-

1 through the person’s native signed language. Currently, SRV Canada VRS hours are limited, 

resulting in a lack of 9-1-1 service for users while SRV Canada VRS is not in operation. 

 

A further limitation of VRS relay in case of emergency is the requirement to use data to 

communicate. If a sign language user utilizes SRV Canada VRS in an emergency situation 

while they are relying on their data packages, and their data runs out (pre-paid/pay-as-you-go 

customers especially), the phone call will drop. It leaves the caller without a way to call SRV 

Canada VRS back, if the call depletes their limited data. 

 

In addition, successfully communicating through SRV Canada VRS is emergency situation-

dependent. If the sign language user is limited in their signing, they may not be able to 

communicate effectively to an interpreter. Additionally, if the DHHS caller is in a dark area, the 

interpreter may not understand the caller, to provide the help they need. 
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7.2 Recommendations: 

 

There is no one size fits all solution for relay services used to call 9-1-1. What works for one 

group may not work for another. It is vital that each relay service is acknowledged and kept.  

 

SRV Canada VRS has the greatest benefit to sign language users with enough vision to access 

the service, and in turn, VRS Hours should be expanded to provide 24/7 access, for 9-1-1 calls. 

 

As a group, we are uncertain of the technical requirements to ensure SRV Canada VRS call 

stays connected even after data overage. We recommend that if there is a way to offer this 

solution, then we should work to ensure people using SRV Canada VRS to call 9-1-1 do not 

experience dropped calls due to their data limitations. 

 

8.1 Issue: NSI Restrictions 

 

DWCC’s technical advisor, Jeffrey Beatty stated: “A cell phone in a non-service initiated (NSI) 

state would not have a data plan. Nor would that device have a valid phone number that 

would trigger the text with 911 database to indicate it is a deaf user. While the way Canada 

deployed T911 allowed for the service to be rolled out quickly, it was never changed or 

enhanced.” 

 

8.2 Recommendations: 

 

Technical advisor Jeffrey Betty suggests, “In any case, what we need is a full functional 

equivalency, and the only way to achieve that is with video direct to 911 where ASL and LSQ 

users can communicate with ease. We have not seen any SMS non-service initiated (NSI), 

but it works with dialing 9-1-1 with NSI. If you dial 911, you will get through. However, there is 

no way to send a text message to that device, so it is useless to a deaf person. A non-service 

initiated (NSI) will not work with SMS Text message. We must have that SMS Text access 

with a NSI device. Hearing Canadians can call 9-1-1 on a NSI cell phone, but DHHS 

Canadians cannot use SMS Text on a NSI cell phone.” 

 

New Technology 

 

REAL-TIME TEXT (RTT)  

 

Excerpt from a Public Release: “WASHINGTON, December 15, 2016 – The Federal 

Communications Commission today amended its rules to allow phone companies to replace 

support for an outdated form of text telephone communications, known as TTY, with support 

for real-time text, to provide reliable telephone communications for Americans who are deaf, 

hard of hearing, deaf-blind, or who have a speech disability. 

      

As the nation’s communications networks migrate to IP-based environments, real-time text 

technology will allow Americans with disabilities to use the same wireless communications 
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devices as their friends, relatives and colleagues, and more seamlessly integrate into 

tomorrow’s communications networks. Under FCC rules, phone companies and 

manufacturers are required to support accessible text communications services, which for 

years have taken the form of TTY services. Under the new rules, carriers and manufacturers 

will be allowed to use the more advanced and interoperable real-time text technology to meet 

this obligation. 

 

Real-time text allows characters to be sent as they are created without hitting “send.” This 

allows text to be sent at the same time as voice communications, permitting a more 

conversation-friendly service. In addition, by not requiring users to hit “send,” 911 call center 

personnel, for example, will be able to receive even incomplete messages from people in 

need.” (Source: FCC 15 December 2016)  

 

FCC recently approved this new technology geared to replace the TTY since it is in declining or 

has stopped production of these devices. A description of this technology in bullet form: 

 

● Permits wireless service providers and handset manufacturers to support RTT in lieu 

of TTY technology  

● Ensures RTT users will be able to call 911 for emergency services and 711 for relay 

services 

● Defines RTT to be interoperable across networks and devices and backward 

compatible with TTYs; and  

● Establishes a phased rollout of RTT for wireless networks from December 31, 2017 to 

June 2021.  

 

Source: https://www.fcc.gov/real-time-text 

 

“RTT is a step forward for emergency communications. Public safety operators who use IP 

networks would be able to gather crucial information more quickly. Imagine, you’re unable to 

use your phone for voice communications, but could text details about your emergency 

situation to an E911 operator without having to hit the send button. They say seconds count. 

RTT would enable you to communicate during those precious seconds.” (Source: RTT as an 

IP-based solution for accessible communications) 

 

 

 

 

 

 

 

 

 

https://apps.fcc.gov/edocs_public/attachmatch/DOC-342624A1.pdf
https://www.fcc.gov/real-time-text
https://www.fcc.gov/news-events/blog/2016/06/02/real-time-text-ip-based-solution-accessible-communications
https://www.fcc.gov/news-events/blog/2016/06/02/real-time-text-ip-based-solution-accessible-communications
https://www.fcc.gov/news-events/blog/2016/06/02/real-time-text-ip-based-solution-accessible-communications
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Deaf-Blind Survey Analysis, Issues and Recommendations 

 

The interpretation and analysis of this section was completed by: Noella Roberts (British 

Columbia); Michael J. Stewart (New Brunswick); Megan McHugh (Ontario) - Panelist/Presenter 

 

Challenges for Deaf-Blind 

 

Firstly, we highlight the overall challenges for the Deaf-Blind, to give insight before getting into 

specific 9-1-1 issues and accessibility. 

 

  Life Experience 

Deaf-blindness affects an individual’s ability to access information and communicate 

independently. This impacts the ability to make informed decisions that affect all aspects of their 

life. Deaf-blindness also limits educational, employment, social and recreational opportunities. 

Individuals who are severely deaf-blind may find traveling independently to be more difficult, 

potentially limiting their ability to leave their homes on their own. All of these factors may 

contribute to varying levels of isolation, lack of inclusion, vulnerability, dependence, lower 

physical and mental health and lower quality of life. 

 

  Communication Methods 

Individuals who are deaf-blind use a wide range of communication methods, including but not 

limited to, visual sign languages (ASL, LSQ), tactile sign languages (tactile ASL, tactile LSQ, 2 

Hand Manual Alphabet), spoken languages, large print notes, braille, print on palm and using 

electronic devices such as computers, smartphones and tablets for email, text messages, 

video/audio chats and typing notes. The advances in technology have the potential to make a 

life changing difference for individuals who are deaf-blind, allowing for more freedom in 

communication and accessing information. However, the high cost of the technology can put it 

out of reach for individuals who are low income. 

 

  Services Utilized 

Individuals who are deaf-blind may utilize a variety of services, including intervenors. An 

intervenor is a an individual who is professionally trained to act as the eyes and ears of the 

individual who is deaf-blind. Intervenors provide services such as access to information, 

facilitate communication using the individual’s preferred mode of communicating, environmental 

information and sighted guiding. This allows individuals to make informed choices in all aspects 

of their lives, participate in their community, be included in family and social events, enjoy 

opportunities for employment, recreation and to travel safely in their community. Unfortunately, 

the majority of Canadians who are deaf-blind have little or no access to intervenor services due 

to lack of funding. 
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DeafBlind General 9-1-1 Issues 

 

There are a number of challenges faced by individuals who are deaf-blind in the event of 

emergency. These include but are not limited to: 

 

Immediately after the Emergency Occurs: 

The inability to tell if someone is nearby to help creates a tremendous sense of fear and 

vulnerability. If a deaf-blind person cannot see well enough to find a spot that makes them 

visible to passersby and first responders, it may be harder to locate them. Being deaf-blind 

makes it difficult to immediately locate sources of help.  

 

For example: 

- If they are a victim of crime, it is difficult to find a safe place to go.  

- If they cannot see and hear what’s around them, they can’t find or get to a safe spot 

nearby, where there are people outside or an office, a store or even a house with people 

who are home.  

- Being deaf-blind can make it difficult or impossible to escape from a dangerous situation 

or environment if the individual cannot find the way. 

 

Difficulty Communicating with 9-1-1 Operators: 

Hearing loss / deafness makes it difficult or impossible to understand what the 9-1-1 operator is 

asking. If the individual is severely deaf-blind, it may be difficult to tell if the phone has actually 

connected to 9-1-1 services. The individual may not be able to see the screen or hear any 

sounds that indicate connection. If they cannot speak, they cannot indicate the nature of the 

emergency.  

 

Difficulty in Being Located: 

There is a concern that first responders may not be able to locate the individual quickly enough, 

if a deaf-blind individual is unable to indicate where they are, due to being unable to speak 

clearly or being unable to see and hear well enough to determine and describe where they are. 

 

Difficulty in Communicating / Interacting with First Responders: 

If the individual is severely deaf-blind, they may not be able to determine that the first 

responders have arrived, and will be unable to connect with them by looking over to them or 

waving to them. If the first responders are unaware that they are dealing with an individual who 

is deaf-blind, they won’t understand how to communicate and interact with them or to tap them 

to let them know they are there. If the individual who is deaf-blind does not react appropriately to 

first responders, there could be the possibility of first responders thinking the individual is 

ignoring them, refusing to respond, might be impaired or mentally ill or might be dangerous. 

There could be the possibility of this leading to an unfortunate outcome. 
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DeafBlind Issues with Text with 9-1-1  
 

There are a number of challenges faced by individuals who are deaf-blind when using Text with 

9-1-1. These include but are not limited to the challenges listed below. 

 

Registration Process: 

The initial website that refers individuals to the wireless service providers’ Text with 9-1-1 pages 

is not deaf-blind friendly. It is covered with logos with the providers’ name underneath the logo 

in a grid pattern on the page. This is very low vision unfriendly and it is difficult to locate the 

wireless service provider the individual is looking for. Some of the wireless service provider’s 

websites are poorly designed for low vision and blind accessibility, with busy and difficult to 

navigate layouts, too many graphics and logos and poor contrast between text and background. 

The explanation of the Text with 9-1-1 process, how it works and how to register is not clear for 

everyone. The information and registration process is not consistent or standardized across the 

board amongst the various wireless service providers. This creates difficulty in providing 

effective awareness and education, to inform individuals how to register and use the system. 

 

Needing a Voice Plan to use Text with 9-1-1: 

If the individual who is deaf-blind does not have voice on their cell plan, they are unable use 

Text With 9-1-1. Many individuals who are deaf-blind cannot use a voice plan and feel they 

should not have to pay for an expensive component that they are unable to use. 

 

Needing to make Initial Voice Call to 9-1-1: 

This could waste valuable time, in making a voice call and then waiting for the operator to text 

back. If the individual who is deaf-blind is experiencing medical distress, they could lose 

consciousness while waiting for the operator to respond. If they were able to text directly, 

information could be provided immediately. 

 

Text with 9-1-1 system does not indicate the caller is deaf-blind: 

If the individual who is deaf-blind is unable to inform the operator that they are deaf-blind, the 

first responders won’t be aware and won’t be prepared to interact and communicate 

appropriately. 

 

 

DeafBlind Issues with Relay Systems 

 

Overview 

Individuals who are deaf-blind have a wide range of hearing and vision loss and use a wide 

range of communication methods, as well as assistive technology and devices. These factors 

impact which forms of relay systems they use. 
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SRV Canada VRS 

Video Relay allows individuals who use visual sign languages (ASL or LSQ) to benefit from 

clear and high quality communication using their first language. Some individuals who are deaf -

blind who can see well enough are able use SRV Canada VRS effectively, and should be given 

the option to use this as their contact method. For some, SRV Canada VRS is visually 

challenging due to the signing being too fast, the text in the chat window being too small, poor 

contrast between the interpreter and the background and lighting being so bright that it causes 

glare. Some SRV Canada VRS users experience website or app screen freezing and shutting 

down. SRV Canada VRS can be more difficult or impossible to access for those who are more 

severely deaf-blind. Individuals who are hard of hearing and do not use sign language also do 

not benefit from SRV Canada VRS. 

  

TTY Relay 

While TTYs are often considered “old technology”, a number of individuals who are deaf-blind 

still use them. Individuals who cannot see well enough to use SRV Canada VRS may continue 

to use TTYs. Since TTYs are available with a large high contrast display or Braille display, they 

can be accessible to lower vision or totally blind individuals.  

 

Individuals who are too low vision to see a TTY screen or who do not read Braille are unable to 

access them. TTYs are also an option for individuals who are hard of hearing who do not use 

sign language. Some seniors who do not use advanced technology may prefer to continue 

utilizing TTYs. Individuals whose first language is ASL or LSQ may struggle with text based 

communication and prefer to utilize SRV Canada VRS if they are able to see well enough.  

 

TTY Relay communication is sometimes garbled and connections are sometimes lost. 

Sometimes relay operators type too fast and it can be difficult to follow. TTYs are not as easily 

portable as other methods of relay. Some individuals prefer to use TTY software on the 

computer, giving them the ability to control the text layout, size and colour and background 

colour to create a more low-vision friendly interface. 

 

IP-Relay 

IP-Relay allows individuals to access text based relay communication using a computer or 

mobile device. Some individuals who are deaf-blind find IP-Relay difficult or impossible to 

access. The fonts in IP-Relay are very small and it can be very difficult to track three chat 

windows on the screen. If an individual who is deaf-blind zooms in on their chat window, they 

lose access to the IP-Relay operator’s chat window, making it challenging to follow the 

conversation. IP-Relay is also extremely difficult or impossible for individuals who use a Braille 

display. 
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Overall DeafBlind Solutions, Suggestions and 

Recommendations 

 

General Recommendation 

Individuals who are deaf-blind must be extensively included in consultation roles in all aspects 

of the 9-1-1 system, to ensure that it is fully accessible and usable for all individuals who are 

deaf-blind. Consultation should be done directly with individuals who are deaf-blind who are 

recognized as being equipped to speak on behalf of the deaf-blind and with organizations such 

as CNSDB and other deaf-blindness organizations that are run and controlled by the deaf-blind 

for the deaf-blind. 
 

Text with 9-1-1 Recommendations 

During registration, individuals who are deaf-blind should have the option of creating a user 

profile in the Text with 9-1-1 system that identifies them as being deaf-blind, instructing first 

responders to look for a contact card in order to call for an intervenor, interpreter or other 

designated assistance person and providing basic information about how to get their attention 

and communicate with them, so that the first responders can be made aware. Please note: 

providing this extra information should be voluntary, but optional. 
 

The registration process needs to be made accessible and usable to all individuals. Individuals 

who are deaf-blind with different needs must be consulted about all aspects of the system, from 

start to finish. The information should be fully accessible to Braille display users and also have 

the appropriate high contrast text and background, be clear, easy to understand and formatted 

in a way that it is easy to see and follow, such as in step-by-step numbered lists. There should 

be the option of text only pages in English or French and pages that include ASL or LSQ videos 

explaining the process. The controls and edit boxes must be clearly marked and easy to locate. 
 

When contacting the 9-1-1 operator, there should be both an option of texting directly, or 

initiating a voice call and waiting for the operator respond with a text.  
 

The triangulation location technology has to be effective. If an individual who is deaf-blind is 

unable to speak or unable to see and hear well enough to determine and describe where they 

are, the system must be able to locate them very quickly. 
 

First responders must to be provided with training and tools so that they are better equipped 

interact and communicate with someone who is deaf-blind.  
 

This could include methods such as: 

● Looking for a contact card and call for an intervenor or interpreter or designated contact 
person,  

● Writing large print notes with a bold black sharpie marker,  
● Doing print on palm,  
● Speaking loudly and clearly,  
● Tapping the individual so they are aware the first responders are there, and, 
● Turning a light on or using a flashlight so the individual can see them. 
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There needs to be education and awareness of deaf-blindness throughout the entire emergency 

system. 

 

DeafBlind Relay Solutions 

Every individual’s needs are different. As such, there needs to be different relay systems in 

order to support varying needs. Some individuals may utilize more than one relay system 

depending on the circumstances. 

 

SRV Canada VRS 

SRV Canada VRS needs improvements to make the system more accessible for individuals 

who are low vision, who could use the VRS service, if their needs were accommodated. 

Individuals who are deaf-blind must be actively consulted on accessibility factors such as, but 

not limited to, appropriate contrast and lighting, educating interpreters on effectively 

communicating with low vision users and layout of apps and websites. The technology needs to 

be designed so that it works reliably without freezing and shutting down. 

 

TTY Relay System 

TTY relay systems need to continue to be supported. Relay operators need to be educated to 

understand that sometimes a user who is deaf-blind will need to ask them to type slower. There 

needs to be continued improvement on TTY machine and software development to ensure that 

individuals who are deaf-blind can continue to use them as they become more severely deaf-

blind. In the event that TTY relay is phased out in the future, there must be a fully accessible 

and usable alternative, such as IP-Relay being made fully accessible and usable. 

 

  IP-Relay System 

IP-Relay needs to be made far more accessible. There needs to be full consultation with IP-

Relay users who are deaf-blind in order to develop a layout that is visually accessible with user 

controlled text size and colours and background colours. IP-Relay must also be made 

accessible to individuals who use Braille displays. In particular, in the event that TTY relay 

support is eventually phased out, IP-Relay must be made fully accessible and usable to 

everyone, including those who are the most severely deaf-blind. 

 

Conclusion: 

 

The main takeaway of our “Redefining Accessible 9-1-1: Saving Deaf Lives, A Survey Analysis 

Report Examining Deaf Hard of Hearing and DeafBlind Issues” document, is the simple 

message of inclusion. Organizations such as the Deaf Wireless Canada Consultative 

Committee, Canadian Association of the Deaf - Association des Sourds du Canada and the 

Canadian National Society of the Deaf-Blind are to be included in working groups when new 

systems are established, and decisions are made. 

 

If organizations like ours were included from the start, Text with 9-1-1 would have a larger 

success rate, and effectively save lives. We are open to working with the CRTC, ESWG, and 



Page 21 of 140 

 

other parties, to ensure the regulatory framework for next-generation 9-1-1 in Canada is 

successful. 
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Appendix A: Overall Text with 9-1-1 Survey Results* 
 *Results contained in this appendix also include those obtained from DeafBlind respondents. 

 

 
 

The highest participation of this survey, at 80%, are these who are self identified as Deaf. 

Deaf Community members tend to self-identify themselves as Deaf as a sense of pride, 

identity and belonging. Hard of hearing people self-identified at 10% while 6% of participants 

were DeafBlind. There was very low participation of Late Deafened and hearing roommates 

or family members. 
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ASL and English users are a majority in the Canadian Deaf community, at 86%. LSQ, French 

and quadrilingual were tied as language group users at 5%. 4% identified as English-only 

language users. These would be the oral or hard of hearing Deaf, and some hearing 

respondents that do not sign, who decided to participate in this survey. 
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From a sociological perspective, surveys typically obtain more female respondents than male. 

Women often have more of a take-charge attitude towards health compared to men, and would 

be more concerned about the ability to access 9-1-1 in case of emergency. 
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The highest number of respondents were 35 or older, with the largest age bracket being those 

between the ages of 45-54 (28%). This shows that the older that you are, the more concerned 

you are for your health welfare and safety, especially when it comes to emergencies. 

 

This number may also have been influenced by the our committee, as most respondents are in 

the same generation as most committee members. In addition, Deaf organization members 

overall tend to be 45 and over. 
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The most respondents for this survey in rank were located in the Western and Central regions of 

Canada, in line with where most of the deaf population resides. The provinces with the largest 

amount of survey respondents are: Ontario at 29.3%, British Columbia at 26.8% and Alberta at 

10% and following is Quebec at 9%. 
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The majority of Deaf community people tend to flock to larger cities, where jobs, resources, and 

services are.  The majority of survey respondents reside in cities or metropolitan areas with a 

population of 50,000 people or more (68.9%).  

 

Many Deaf may live on the outer edges of the cities in populations of up to 50,000 (21% of 

respondents). Sometimes small towns do not have sufficient broadband internet or wireless LTE 

coverage for deaf needs, which may have affected the responses gathered.  
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As the “big three”, Rogers, Bell and Telus are in direct competition with each other, this is also 

indicated in our survey response. We find that these are similar results to our last Deaf Wireless 

Survey Analysis 2016 report.  

 

Breakdown of OTHER 12%: 

Virgin Mobile  Eastlink 

Cogeco  NWTel, Yukon   

Mobilicity (Alcatel) Sasktel   

Tbaytel  Bell Aliant KO   

Public Mobile (Telus)  Freedom Mobile  

 

http://www.deafwireless.ca/wp-content/uploads/2016/05/Deaf-Wireless-Canada-Survey-Analysis-2016-REV02-APRIL-19-2016.pdf
http://www.deafwireless.ca/wp-content/uploads/2016/05/Deaf-Wireless-Canada-Survey-Analysis-2016-REV02-APRIL-19-2016.pdf
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While 44% of respondents know they have voice credit on their smartphones, approximately 

56% are likely unable to access Text with 9-1-1, if the service is available in their province, 

because they may be unaware of the requirement to make an audio/voice call to 9-1-1 in 

order to utilize Text with 9-1-1. 
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Approximately half of the survey respondents were not aware that registration is required to 

access Text with 9-1-1 services before an emergency occurs. While 44% of respondents 

were not sure about the answer, 5% of respondents believed the requirement to register was 

false. DWCC finds this result concerning, and that ease of use and community education is of 

priority. 
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61% of respondents don’t know the ramifications of removing voice minutes from a wireless 

plan. According to the DWCC’s technical advisor, cell phones can only call 911 if they are 

connected to a cell tower (any cell tower, not just an individual’s provider). 
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More than half (54%) of respondents are unable to utilize Text with 9-1-1, either because they 

are unaware of services in their area, or because the service is not available. This number is 

much too large, Text with 9-1-1 should be widely available for DHHSI Canadians. 
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The biggest source for reaching survey respondents are, in order from greatest to least: Social 

media, word of mouth or a friend, deaf community website, email, and family members. 

 

6% of these respondents were unable to answer, as at the time of taking the survey, they did 

not know Text with 9-1-1 is available. Therefore, this survey may have taught 6% of 

respondents that Text with 9-1-1 may be available in their area, and some indicated they 

learned about Text with 9-1-1 from the other sources below: 

 

OTHER:  
T911 Workshop     Telus 
Deafbc.ca     General Deaf Community Agency   
CAD-ASC     Ontario Association of the Deaf 
Canadian Hearing Society    MDA - Manitoba Deaf Association 

Deaf Resource Center at Manitoba   DHA - Deaf and Hear Alberta   
Facebook     Bell Representative 
CRTC, CBC     CWTA 
Community Worker for the Deaf    ASL Workshop 
NSCC      Deaf Deaf World Booth (Vancouver) 
Deaf and Hard of Hearing Service (DHHS)  Virgin Mobile 

Alberta Association of the Deaf    CHHA  
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Only 36% of respondents are registered for Text with 9-1-1. The other 64% are not registered or 

unsure if they are. This indicates that the registration system has not been successful. 
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30% of respondents have experienced difficulty in registering because of factors such as 

digital illiteracy, inaccessible language and technical problems. 

 

The joint intervenors would like to clarify, this question may have been misunderstood by 

respondents. The 40.2 percent of respondents registered with ease may have been the 

customers who registered in store rather than doing it themselves online, or had a wireless 

carrier that simplified registration. 
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The correct answer is in Canada, you cannot text directly to 9-1-1. You have to call 9-1-1 on 

your phone (voice) then wait for text. This question was intended to test DHHS respondents 

knowledge and understanding of Text with 9-1-1.  

 

86% of survey respondents were incorrect, indicating that they are not aware of Text with 9-1-

1 protocol. Only 14% of survey respondents would be able to reach Text with 9-1-1, if they 

lived in an appropriate service area, had the correct phone and wireless plan, and followed 

appropriate protocol. 
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If anyone said they were not registered for Text with 9-1-1, they were automatically skipped to 

Question 21. 

 

 
 

17% of the survey respondents registered for Text with 9-1-1 have utilized the service. 81% of 

registered respondents have not used the service yet, and 2% of respondents are registered 

for Text with 9-1-1 yet reside in a location where Text with 9-1-1 is not currently available. 
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Almost one-third of survey respondents who are registered for Text with 9-1-1 and have used 

Text with 9-1-1 in an emergency did not get help. A 69% success rate is significantly concerning 

compared to a 99.99% success rate of 9-1-1 voice calls to reach a 9-1-1 dispatcher. 

 

This failure rate is significantly higher when taking into consideration that the numbers above 

reflect only those people who are registered, and live in an area which offers Text with 9-1-1. 

When considering the people who are not registered and unaware of proper Text with 9-1-1 

protocol, user error is much higher, which would cause a lower success rate. 
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We asked respondents who are registered for Text with 9-1-1 when was the last time they 

utilized the service. A total of approximately 57% of respondents have used Text with 9-1-1 in 

the month to the past year. This indicates that awareness is starting to spread, and may be on 

the rise. 

 

We’re pleased Text with 9-1-1 was established and is on the rise. However, the momentum 

should be taken advantage of, to ensure people fully understand this service, and make it as 

effective as possible. 
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A total of 27% of respondents who have stated the registration process not clear is 

significant, as registration may need to happen immediately, in an emergency. The 21% of 

respondents who do not live in an area with Text with 9-1-1 service is high, and the gap of 

service needs to be bridged. 

 

Looking at the combined portions of, “I didn’t know I was required to register” (30%) and 

“registration process is not clear” (27%), gives a total of 57% of respondents facing barriers in 

registering for Text with 9-1-1. 
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A total of 31% of respondents have viewed the Text with 9-1-1 website in the past, prior to 

exposure during the survey. Half of respondents were not aware of the website resource 

available to them. Additional awareness campaigns should be held, to increase awareness of 

this issue. People who didn't know of this website were not informed directly about Text with 9-

1-1 services, and instead rely on word of mouth which may not be accurate. 
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With 39.6% of respondents saying the registration process was “not clear to somewhat clear”; 

and 38.3% of respondents saying the process is “more to very clear”, respondents were divided 

on their thoughts about the Text with 9-1-1 registration page. 

 

Joint intervenors agree that this user experience is not enough, in an emergency situation, 

people should not find the registration process unclear. 
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The majority of those who did not find the registration page clear suggested for ASL and LSQ 

videos to be added to the website, and for registration instructions to be listed in simple, clear 

English or French. Yet others felt there were too many logos and pictures, which made the 

website confusing. The logos should be placed along the right edge, in list format neatly in 

alphabetic order. 
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The majority of respondents indicated that they would prefer to have ASL and LSQ videos, 

along with screenshots of simple step by step instructions on how to register for Text with 9-1-1. 

 

Some DeafBlind respondents make up the 7.5% who did not desire sign language videos or 

screenshots, the reasoning is detailed in a further section. 
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Only 38.5% of respondents have access to IP-Relay on a computer. Of the 61.5% who do not 

have access, a large barrier exists in the form of a requirement to login through a 

telecommunications account. An additional barrier, is the limitation of availability, with the ability 

to use IP-relay only on a desktop/laptop browser. It does not work on mobile phones or tablets, 

which was the biggest complaint among respondents. 
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The majority of respondents with IP-Relay access have not used IP-Relay to call 9-1-1. 

17.5% of respondents have used another service, while 12% have used IP-Relay to place the 

call. This is also show that IP-Relay is being used, however not necessarily in case of 

emergency. 
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Half of respondents would like to see an IP-Relay app, to be used on a mobile device or tablet, 

to contact 9-1-1 in case of emergency. With the IP-Relay service currently being limited to the 

home users do not always have access to make a crucial, life-saving call. 

 

Everyone has their own preferences in terms of communication, and with 50% of respondents 

wanting to use an IP-Relay application, an app for IP-Relay should be added as an option for 

contacting 9-1-1 immediately. This is not the only solution, but it is one of several to ensure all 

are accommodated. The solution is not one size fits all. 
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This indicates that a total of 21% of respondents have a TTY (and thus, pay for landlines) in 

preparation of an emergency, and to connect with 9-1-1. 26% of respondents have kept their 

TTY for other reasons, while more than half (53%) of respondents no longer have functioning 

TTY’s.  
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A total of 73% of respondents indicates that Deaf individuals never make TTY to TTY calls and 

while more than 21% of respondents have made TTY to TTY calls with 1 to 5 times per month. 

6% of respondents have made TTY to TTY calls more than 5 times per month.  
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This shows a significant amount of usage of all three relay methods. More than 41% of 

respondents never use TTY relay services, and this indicates Deaf individuals who uses Video 

Relay Services (VRS) with more than 56% of the respondents. The more frequent VRS user 

numbers demonstrates that Deaf individuals who communicate with Sign languages are 

benefitting from being able to communicate using their first languages. A total of 30% of 

respondents indicates that Deaf people who use TTY Services more than 5 times per months 

while more than 35% of respondents still use IP Relay at 1 to 5 times per months. This shows 

that Canadian Deaf community members appreciate having all options of relay available to 

them.  
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A majority (33%) of respondents prefer to use a mobile application, which makes getting help 

easy, with the push of a button. The second most popular method is to text to 9-1-1 directly 

without the requirement of having to place a phone call to 9-1-1 first (24%). 

 

Only 17% of survey respondents indicated they would like to use the Text with 9-1-1 method. 
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Appendix B: DeafBlind-Specific Survey Results 
 

We invited Megan McHugh, President of the Canadian National Society of DeafBlind and two 

other DeafBlind individuals: Michael J. Stewart and Noella Roberts, to provide their 

interpretation and analysis on the DeafBlind survey graphs from pages 52-85. These people 

understand their community’s needs best. The insight and perspective they contributed to the 

survey analysis helped us understand the resulting statistics. 

 

The following graphs are DeafBlind-specific, indicating the needs of the DeafBlind community, 

rather than only being lumped into the Deaf and Hard of Hearing category. Their concerns are 

often overlooked, thus are highlighted individually for emphasis. 39 total responses came 

through, but only 35 survey (ASL Deaf, ASL Deaf Blind, LSQ Deaf Blind) responses were 

completed responses for analysis. 

 

An overview of the analysis presents various accessibility needs from low-vision to fully 

DeafBlind. The accessibility concerns raised are: 

 

● Sense of safety and independence with dignity  

● Some may live alone  

● Some have guide dogs  

● Many not able to pinpoint their exact location of themselves if they are out of their homes 

● How to alert first responders in advance that they are DeafBlind  

● Many are unaware of information about 9-1-1 

● Some prefer to keep the TTY which is more accessible 

● Confusion about registration requirements 

● 9-1-1 website too visually cluttered 

 

The DWCC and CAD-ASC attempted to reach as many organizations that serve the DeafBlind 

as possible, with an e-mail blast in an accessible format. Distributing a survey to this group had 

its challenges, the joint groups made the survey available in different formats and adjusted as 

the requests came in. The formats our survey were available in: enlarged font printed copies, 

enlarged font for the online survey, along with high contrast colours (black background with 

white, yellow or green font colouring). The joint respondents also provided the survey in Word 

format on request. The survey team filmed the ASL and LSQ survey question videos with 

DeafBlind in mind, to ensure the background of the videos were dark for comfortable viewing for 

this group of respondents. 
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Question 2: Are you/ What is Your Identity? (Deaf, Hard of Hearing, Deaf-Blind or a 

hearing family member/roommate) 

 

97%   DeafBlind-ASL 

3%   DeafBlind-LSQ 

 

34 of them identified as DeafBlind, with only person identified as a hearing family 

member/roommate. 97% of respondents were from the ASL group, while 3% were from the LSQ 

group. 

 

From personal knowledge of the LSQ-French DeafBlind people in Quebec, the survey should 

show higher DeafBlind LSQ users. Most deaf and hard of hearing people with "low vision" do 

not identify themselves as 'DeafBlind'. Furthermore, there is also a Usher’s syndrome 

organization in Quebec exclusively for LSQ-French DeafBlind, so there should be more 

responses in that regard.  
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Question 3: What language(s) do you use? 
 
91%   ASL and English 

3%   English Only 

3%   LSQ and French 

3%   ASL, English, LSQ and French 

0%   French Only 

 

ASL and English users are a majority in the Canadian DeafBlind community at 91%. LSQ, 

French and quadrilingual were tied as language group users at 3%. Only 3% identified as 

English-only language users.  
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Question 4 - What is Your Gender? 

 

77.1%   Female 

20.0%   Male 

2.9%   I prefer not to provide this info. 

0.0%   Other  

 

From a sociological perspective, surveys typically obtain more female respondents than male. 

Women often have more of a take-charge attitude towards health compared to men, and would 

be more concerned about the ability to access 9-1-1 in case of emergency due to their nurturing 

tendencies. 
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Question 5 - How old are you? 

 

34.3%   Age 45-54 

25.7%   Age 55-64 

14.3%   Age 35-44 

14.3%   Age 65 or older 

8.6%   Age 25-34 

2.9%   Prefer not provide information 

0.0%   Age 18-24 

 

The highest number of respondents were 45 or older, with the largest age bracket being those 

between the ages of 45-54 (34.3%). This shows that the older that you are, the more concerned 

you are for your health welfare and safety, especially when it comes to emergencies for 

DeafBlind community members. Usher’s Syndrome is a very common cause of deaf-blindness 

and has a much greater impact as people lose more vision and feel more vulnerable. Younger 

people with Usher’s Syndrome tend to have much higher functioning vision.  
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Question 6 : Which Canadian Province or Territory do you live in? 
 
29.73% British Columbia 
0% Yukon 
0% Alberta 
0% NorthWest Territories  
0% Saskatchewan  
0% Nunavut  
10.81% Manitoba  
48.65 % Ontario 
0% Quebec 
5.41% Newfoundland and Labrador  
2.70% Nova Scotia 
0% Prince Edward Island 
2.70% New Brunswick  
 
The provinces with the largest percentage of survey respondents are: Ontario at 48.5%, British 

Columbia at 29.73%; and Manitoba at 10.81%, these provinces also offer more accessibility 

services than the others. 
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Question 7 : Where do you Live? (City, town, etc.) 
 

77.1%   City or metropolitan area with 50,000 or more people 
17.1%   City or town with between 2,500 - 50,000 people 
2.9%   A village with fewer than 2,500 
2.9%   I prefer not to provide the information 
0.0%   I am a nomad, moving around, living from one place to another place, with  
  no permanent residence 
 
The majority of Deaf-Blind community people tend to flock to larger cities, where jobs, 

resources, and services are. Many survey respondents reside in cities or metropolitan areas 

with a population of 50,000 people or more (77%).  

 

Many DeafBlind live on the outer edges of the cities in populations of up to 50,000 (17.1% of 

respondents). Sometimes small towns do not have sufficient broadband internet or wireless LTE 

coverage for DeafBlind needs, which may have affected the responses gathered. Many 

DeafBlind individuals living in small towns have limited service and thus less access to 

resources.  
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Question 8: Which wireless carrier do you pay for your wireless service? 
 
38.2% Rogers Wireless 
20.6% Telus Mobility 
17.6% Other 
8.8% Bell Mobility 
5.9% Fido 
5.9% MTS 
2.9% Videotron 
 
Two big companies, Rogers and Telus are in direct competition with each other for DeafBlind 

customers, this is also indicated in our similar survey response for Deaf and Hard of Hearing 

communities. The ‘Other’ indicates that 17.6% of DeafBlind respondents receive wireless 

services from companies such as Public Mobile, and Wind.  
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Question 9: Do you have a voice credit or package on your smartphone? 
 
50%    Yes 
29.4%   I don’t know or Unsure 
20.6%   No 
 
The response to this question was astounding, with 50% indicating they have a voice credit or 

voice package on their smartphones, 29.4% were unsure, and 20.6% did not have a voice credit 

or package. 

 

“Bad experience few years ago. I was stuck with no intervenor at night. I had bad 

cut on my finger - lots of bleeding - that time there was NO ACCESSIBLE for deaf-

blind at all. I was so scared. But I made it to stop bleeding. I could not use my 

iPhone to call because of NO ACCESSIBLE at all because of using voice. (How 

call?  I'm deaf-blind)” (Respondent #5160512700) 
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Question 10: True or False: It is required to register for Text with 9-1-1 with your wireless 
service provider before you can use the service. 
 
47.1%   True 
38.2%   False 
14.7%   I don’t know 
 
In order to use the text with 9-1-1 service, individuals must first complete the registration 

process; however, 52.9% of respondents are either unsure if they have to register or believe 

that registration is not required. 

 

This highlights a significant problem; many individuals think text with 9-1-1 will be available to 

them during an emergency and will not learn otherwise unless they are confronted with the need 

for emergency services. 
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Question 11: True or False: If the voice minutes are removed from your data plan, you 
cannot access Text with 9-1-1 in case of emergency. 

 
52.9% I don’t know 
23.25% True 
23.25% False 
 

52.9% of respondents don’t know the ramifications of removing voice minutes from a wireless 

plan. According to the DWCC’s technical consultant, cell phones can only call 911 if they are 

connected to a cell tower (any cell tower, not just an individual’s provider). *Text can be reached 

if cannot make a dial call to 9-1-1.” DeafBlind community members seems have some 

misunderstanding that if voice is removed then they are afraid to reach 911.  
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Question 12: Do you know if your living area/region has Text with 9-1-1 services 
availability? 
 
47.1%   I don’t know/Unsure 
44.1%   Yes 
8.8%   No  
 
More than half (52.9%) of respondents are unable to utilize Text with 9-1-1, either because they 

are unaware of services in their area, or because the service is not available. This number is 

much too large, Text with 9-1-1 should be widely available for DeafBlind community members. It 

shows serious concerns that DeafBlind people are not fully aware about locations in urban and 

rural areas that has services being provided for Text with 9-1-1.  
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Question 13: How did you learn about Text with 9-1-1?          
 
27%   Friend 
18%   Community member 
11%   Email 
27%   Social media 
3.4%   Didn't know text 9-1-1 available 
13.6%   Deaf community website or mobile website. 
 
Most (45%) survey respondents learned about the text with 9-1-1 service through a friend or 

community member, with social media also playing a significant role at 27%. 

 

There are some concerns that getting the word out to some of DeafBlind community members 

who are unable to access social media due to unable to see well enough to use social media. 

The website responses indicate that they found the information at these sources: Deaf Centre 

Manitoba, Windsor Police 9-1-1 partnership with WAD (Windsor Association of the Deaf), and 

the Well-Being Program (Deaf Hard of Hearing and DeafBlind Well-Being Program) 
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Question 14: Are you registered with Text with 9-1-1? 
 
Yes    47.1% 
No    38.2% 
I don’t know   14.7% 
 
More than 52.9% are not registered or unsure if they are, which indicates that the registration 
system has not been successful for DeafBlind community. The community education will need 
to be improved in order to increase registration for the DeafBlind community to access Text 
with 9-1-1 services.  
 

“Need my user profile to say I'm deafblind and how I communicate.” (Respondent # 
5161431363) 
 
“Deaf-Blind needs for Text with 911: People who are deaf-blind need the first 
responders to be aware that the person is both deaf / hoh AND blind / low vision. 
There needs to be a profile in the 911 system that allows people who are DB to 
specify that they are deaf-blind and basics of how to interact with them. Example, 
tap me so i know you're there, write large print with a bold sharpie, print on my 
palm. At the very least, the system should be able to inform the first responders 
that the person is deaf-blind. A sighted deaf person can see the first responders 
arrive and approach and react to seeing them. If a deaf-blind person does not see 
or hear the first responder approaching, the responder could assume the DB 
person is ignoring them or mentally ill or dangerous and act inappropriately, 
causing the DB person to react inappropriately, leading to a bad outcome.” 
(Respondent #5162870228) 
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“I'm not sure what the system would be able to accommodate, but there NEEDS to 
be the ability to identify that the person is both deaf AND blind, so that first 
responders can be prepared. Ideally, there would be the ability for the person to 
provide brief info on how to interact with them. Example, about a year or so ago in 
my area, an elderly deaf-blind person dealt with emergency services and the 
hospital didn't know how to interact with them - they tried to write notes using a 
pink highlighter, which the person couldn't see! There really IS a need for the basic 
how to interact information, geared to the individual's needs.” (Respondent 
#5162870228) 
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Question 15: If you are registered with Text with 9-1-1, How did you find out? 
 
28%    Friend 
24%    Community Member  
16%    Deaf community website, or mobile website 
12%    Social Media 
12%    Email 
 8%     I don't know/unsure 
  0%    Family 
 
Of the 25 respondents of this question, the most common ways of learning about Text with 9-1-

1 is through friends and community members, either that may be the Deaf community or 

through other DeafBlind individuals in the community. Following is through websites, either Deaf 

community or general wireless provider websites. An even lower percentage of DeafBlind obtain 

information through social media as they find it visually difficult to keep up with the information 

shared in social media.  
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Question 16: If you registered, did you find the registration process: 
 
31.3%   Easy and clear   
18.8%   Not clear   
18.8%   Alright 
12.5%   I experienced technical problems  
12.5%   I have not registered yet    
6.3%   Hard or problematic    
0.0%   I did not know that I need to register   
 
With only 16 respondents to this question, and 19 respondents skipping this question, it is 

obvious that the registration process is not very clear, and the numbers shown here seem to be 

misleading with only five out of the 16 respondents putting down “Easy and clear,” and only 3 

each responding for “Not clear,” and “Alright” with technical problems and not yet registering as 

the others with just two responses each. The low numbers of respondents to this question is 

probably due to incomplete reading or the DeafBlind respondent could not be bothered for 

further visual reading required to answer the question. Reading and using their eyes are more 

exhausting than people who are sighted.  
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Question 17: True or False: You can text 9-1-1 directly in an emergency situation and 
receive help immediately. 
 
56.3%   I don’t know 
31.3%   True 
12.5%   False 
 
The correct answer is in Canada, you cannot text directly to 9-1-1. You have to call 9-1-1 on 

your phone (voice) then wait for the text from the PSAP. This question was intended to test 

survey respondents knowledge and understanding of Text with 9-1-1.  

 

More than 87.6% of survey respondents were incorrect, thus, there is an indication that 

DeafBlind community members are confused as to whether if they can text directly to 9-1-1. It 

shows lack of an essential basic knowledge that requires more educational awareness to 

provide an appropriate Text with 9-1-1 protocol.  
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Question 18: Have you used Text with 9-1-1 with your mobile phone before? 
 
6.3%  (1 respondent)  Yes   
43.8%  (7 respondents)  No   
43.8%  (7 respondents)  I did not have a reason to use it yet   
6.3%  (1 respondent)  My location do not have "Text with 911" available 
 
If anyone said they were not registered for Text with 9-1-1, they were automatically skipped to 

Question 21. 

 

6.3% of the survey respondents registered for Text with 9-1-1 have utilized the service. More 

than 43.8% of registered respondents have not used the service yet, and 6.3% of 

respondents indicates that DeafBlind community members who resides in a location where 

Text with 9-1-1 is not currently available. DeafBlind do not have experience with using Text 

with 911. Lack of experience and knowledge of how to proceed with this set-up may have 

impacted their use. 

 

“I have no experience of calling 911 or using 911, but only once think my phone accident dial 

emergency button which lead to 911 and good thing  the police are able to track down cell 

phone through 911 but it requires time.  Think important to be able to have some thing that 

can connect through text message.” (Respondent #5160241116) 

 



Page 71 of 140 

 

 
 

Question 19: If yes, you have used Text with 9-1-1 in an emergency, did you 
successfully get help from the police, ambulance or fire emergency services? 
 

Yes         1   

No          0 

Skipped automatically  34   

Total respondents    35 

 

As question 18 indicated, only one respondent has used Text with 9-1-1 in an emergency. This 

one individual successfully obtained emergency assistance. This shows Text with 9-1-1 has 

been successful, however, it is one person, out of a total of 35, and not statistically significant, 

compared to the results of our general deaf survey results. 
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Question 20: When was the last time you called with Text with 9-1-1? 

 

0%  In the past month 

0%  In the past 6 months 

100%   In the past year 

0%   In the past 5 years 

0%   6 years or more 

0%   I never have  

 
Similar to question 19, only one respondent has contacted T9-1-1 in case of emergency, and 

thus was presented with the series of questions. The one respondent has contacted 9-1-1 in 

the past year.  

 

Other respondents were automatically skipped through this question, due to Survey Monkey’s 

survey logic. 
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Question 21: If you didn’t register, why not?  
 
56.3%   Registration process is not clear 
25.0%  I didn’t know about it 
18.8%   I just didn’t do it yet/ didn’t want to do it / does not apply to me 
0%   My area does not have Text with 9-1-1 service 
0%   I am hearing family member or roommate  
 

A total of 56.3% of respondents have stated the registration process is not clear for DeafBlind 

individuals. This indicates there are significant issues and concerns, as registration for Text 

with 9-1-1 may need to happen immediately in the case of any emergency.  

 

There are 25% of respondents who did not know about the registration process which 

requires an improvement of the registration process through public education and workshops 

for DeafBlind community.  

 

“I tried to apply for T911 and it does not accept my phone model. That is why I could 

not use 911 at all.” (Respondent # 5157421926) 
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Question 22: Have you seen this "Text with 911” Home Page website before? 
  
31.3%   Yes   
50.0%   No   
18.8%   I don't know / Unsure 
 

A total of 50% of respondents have not viewed the Text with 911 website in the past, prior to the 

survey. It indicates that DeafBlind people are not aware of the website, and outreach needs to 

be improved. 

 

The website is inaccessible for DeafBlind community members who are unable to see the logos 

scattered across the page, it is not DeafBlind friendly web design. The website did not provide 

any accessible features for DeafBlind individuals such as options to view the page in plain text, 

downloadable text files or MS Word documents, high contrast colours, and other DeafBlind 

accessibility features.  

 

Additional awareness campaigns should be held, to increase and engage with DeafBlind 

community members of this issues. The more awareness the greater the awareness of the 

resources available to this group.  
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Question 23: Do you find the registration process on this webpage: "Text with 911 
Registration Page" clear or not?  
 
38%   Very Clear 
37%   Not Bad 
13%   More clear  
12%   Somewhat clear 
0%     Not Clear 
 
With only 10 responses to this question, and 25 respondents skipping this question, the 

question may have offered navigation difficulties for DeafBlind survey takers (ie: were unable to 

navigate to the website, and decided to skip). For those who were able to answer, only 10% 

said the registration process was not clear. 

“Need improve for Rogers to get registration work proper so I can process to 

register and get text 911.” (Respondent #5160044914) 
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Question 24: How would the “Text with 9-1-1 Registration Page” website be improved? 
 
13.3%   Less Logo and Pictures 
13.3%  Simple Instructions 
26.7%  Numbered Step by Step Instructions 
46.7%   Instructional Sign Language Videos 
 
10 people answered this question while 25 skipped the question   

 

46.7% of the 10 respondents did not find the registration page clear, and suggested for ASL and 

LSQ videos to be added to the website including the transcription in English and French. 

DeafBlind individuals should be able to access this transcription.  

 

It is suggested that the registration instructions will need to be more clear and organized 

structure that can make more accessible for DeafBlind individuals such as the logos should be 

placed along the right edge, in list format neatly in alphabetic order with text version. 
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Question 25: Do you prefer very short ASL and LSQ videos with screenshots of simple 
step-by-step instruction on how to register? 
 
70.0%   Yes   
10.0%   No   
20.0%   I don't know / Unsure 
 
DeafBlind analysts interpretation is that frozen still photos from videos can be an extremely 

helpful tool for people with low vision. A step-by-step instruction with screenshots can be 

beneficial for everyone.  

 

Another suggestion was that there needs to be options of versions of the information, for 

example a page with ASL and LSQ versions with the signer appearing in the colours and 

background comfortable for DeafBlind viewers, and another page with text only. One 

respondent replied that they are completely DeafBlind so they cannot see videos. There is a 

wide variation of vision needs among the respondents. Hence, more options for accessibility to 

the information need to be made for DeafBlind people. 
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Question 26: Do you have access to IP-Relay on a computer? 
 
38.5%   Yes   
61.5%   No 
 

A total of 61.5% respondents do not have access to IP-Relay on computer because IP-Relay is 

inaccessible for DeafBlind individuals due to small font sizes, operators typing too quickly, and 

limited options provided for IP-Relay services. There is no current option for adjusting for colour 

and size of the font with IP-Relay. 
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Question 27: If yes, have you ever used IP-Relay to call 9-1-1? 

 
0.0%   Yes   
62.5%   No, I have not used IP-Relay to call 9-1-1   
37.5%   No, I used other service 
 
The response above indicates that the DeafBlind community members who have taken the 

survey have never used IP-Relay to call 9-1-1. It shows that DeafBlind individuals have limited 

access to utilize relay services, including IP-Relay in case of any emergency.  
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Question 28: Would you want to use an IP-Relay app for 9-1-1 on your mobile device or 
tablet? 
56.3%   Yes   
25.0%   No   
18.8%   I don't know/Unsure 
 
56.3% of respondents would like to see an IP-Relay app, to be used on a mobile device or 

tablet, to contact 9-1-1 in case of emergency. The other respondents (25%, No; 18.8%, Not 

Sure) indicates that DeafBlind individuals are not sure if IP-Relay app will be accessible for 

them because it depends on the app whether it is low vision friendly and braille reader 

accessible.  

 

“IP Relay is not always low vision friendly or braille accessible. Many deaf-blind 

people use accessible cell phones that can be used with Text to 911 in 

emergency. However, it is not easy to type to use regular relay on a cell phone 

app if you cannot see very well. However, deaf-blind people are generally lower 

income due to the combination of deafness and blindness preventing them from 

working and therefore many cannot afford expensive mobile devices and plans.” 

(Respondent #5162870228) 
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Question 29: Did you keep your TTY because you want it for accessing 9-1-1 in case of 
emergency?      
 
23.3%   Yes, I have TTY to call 9-1-1 
23.3%   No, I kept my TTY for other reasons   
6.7%  No, because I have other ways to call 9-1-1     
46.7%   No, I don't have TTY 
 

A total of 23.3% of respondents have a TTY in preparation of an emergency and to connect with 

9-1-1, while an additional 23.3% of respondents have kept their TTY for other reasons. TTY’s 

are popular because some DeafBlind would use a braille TTY, as well seniors are generally 

comfortable using TTY’s. 46.7% of respondents do not have TTY, and 7% indicated they have 

another way to contact 9-1-1. 

“I once made a TTY call for 911 emergency, but no one typed in response. They 

tried to return my 911 call a few times.  The police however showed up at my home 

a while later.” (Respondent #5154921877) 
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Question 30: How often do you make TTY to TTY calls?   
 
62%  Never 
31%  1 to 5 times per month 
7%  More than 5 times per month 
  
62% of respondents indicates that DeafBlind individuals never make TTY to TTY calls and while 
more than 31% of respondents have made TTY to TTY calls with 1 to 5 times per month.  
 
The trend of people using TTY to communicate with each other will continue to decline. Some of 
the DeafBlind prefer just to keep the TTY for emergencies only. Some DeafBlind like TTYs with 
braille capabilities. It is possible that these numbers could have been different if there had been 
a full representation of respondents who are hard of hearing, who don’t use sign language, and 
those who are more severely DeafBlind. It is clear that DeafBlind prefer having choices to use 
whichever mode of communication.  

“I am deaf-blind, TTY is more accessible for me than many other relay methods. 
VRS is useless to me (and many other DB people) because many of us cannot see 
well enough to use VRS. IP Relay is not low vision or blind accessible for 
everyone. Mobile apps are not always easy to access for low vision and blind 
unless they are created to be accessible. Many people who are deaf-blind use 
TTYs due to being easier to access, some using TTY with braille if they have no or 
very little vision.”  (Respondent #5162870228) 
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Question 31: How often do you use the following Relay Services for any purpose? Users 
selected for each relay service:  
 
Never  
1-5 times per month 
More than 5 times per month 
 

Answer Options Never 
1-5 times per 

month 

More than 5 

times per 

month 

TTY Relay 

Service 
39% 26% 22% 

IP Relay Service 34% 35% 28% 

Video Relay 

Service (VRS) 
27% 39% 50% 

 
As seen from question 30, the trend of declining usage of TTY shows in question 31 as well. 
 
This shows a significant amount of usage of all three relay methods. At one end, 39% never use 
TTY while on other end, 50% of people use VRS more than 5 times a month. IP Relay is in 
between TTY and VRS. 
 
Individuals who do not use sign language or cannot see well enough to use visual sign 
language are not able to access VRS. Those who are extremely low vision or totally blind tend 
to have great difficulty or are unable to use IP Relay.  
 
The DeafBlind analyst who uses ASL commented that TTY (or IP-Relay) shows no facial 
expression or and there is a disconnect with the emotional relationship with the caller. The 
numbers for VRS demonstrate that individuals who communicate with sign languages are 
benefitting from being able to communicate using their first languages. There are some current 
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accessibility issues for DeafBlind, especially seniors, for VRS although SRV Canada VRS was 
just launched in Fall 2016. DeafBlind members of the community are confident that service will 
continue to improve to service our DeafBlind needs with time. 
 
People who are hard of hearing and not part of the Deaf community were not adequately 
represented in this survey. People who are more severely deaf-blind to the point that their ability 
to access social media and surveys is limited were also not adequately represented. If there had 
been full representation of people who are hard of hearing and those who are more severely 
deaf-blind, the TTY Relay and IP Relay numbers could have been significantly higher. 
 

“VRS is useless to deaf-blind who cannot see signing. (The only DB people who 

can use VRS are those whose vision is still good enough to see sign language - 

many lose their vision as they get older and cannot use VRS anymore) VRS is not 

useful to HOH who do not use sign language.” (Respondent #5162870228)  
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Question 32: CRTC is proposing some changes to 9-1-1 services. What methods do you 
currently prefer to use?  Please check one or more:  
 

10.6%   Dial 9-1-1 direct and leave phone hanging   
9.1%   Continue to use TTY for 9-1-1   
9.1%   Use IP relay for 9-1-1   
24.2%   Register for 9-1-1 and use text with 9-1-1 only   
21.2%   Direct text to 9-1-1   
25.8%   Use a mobile app  
 

A majority (25.8%) of respondents prefer to use a mobile application. 24.2% of respondents 

prefers to use text with 9-1-1 including the registration and 21.2% of the respondents prefers 

Direct text to 9-1-1. Others has its own preference of which methods to use which indicates that 

these options reflects that DeafBlind individuals has its own needs for their own accessible 

features that are provided to them individually.  

 

“I would like to have text to 911 from both smartphone and tablet. It is important 

for barrier free. Normal SMS can she text to 911 more faster to contact 

emergency even someone is very panic and easy out of control so that person 

can use SMS to text 911 faster than app.” (Respondent#5145454234) 

 

“As a Deaf- Blind person I would like to be able to dial 911 in an emergency and 

hope there is a way they can locate me? GPS?” (Respondent #5162862661) 
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“I know about 911 texting but I do not know how to set up. Right now in 

emergency situations I send a text to a friend and they call 911 for me. Another 

method is I try to get to someone or put myself in a place where I will be found. 

For example, I had a low blood sugar moment where it was an emergency. I was 

alone, there was no CanVRS at the time, I got myself to the front door opened 

the door and put myself up against it to be found. Canada needs to do something 

more for communication services generally because there is a lot more in the 

USA not only more but better quality service there. CanVRS is a huge step 

forward but it need to be made available 24hrs. And phone companies need to 

make sure all their employees know how to set up 911 text services because 

mine did not.” (Respondent #515458770) 
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Appendix C: Text with 9-1-1 Survey Comments 

 

Respondents were given an opportunity to add comments at the end of the survey. Some have 

shared their personal experiences with trying to reach 9-1-1, some respondents were humorous 

in their comments but their meaning was well-intentioned. Some comments were heartbreaking, 

yet other respondents have mentioned experiences with their wireless service providers, and 

others have commented on the confusing protocol.  

 

All three joint intervenors were impacted strongly by the comments asking for help with 

registration and usage of/ for Text with 9-1-1, as these reflect members of our community that 

are now aware of Text with 9-1-1 but still do not fully understand it. 

 

We have collected 190 comments from a total of 601 survey respondents. The comments are 

organized by the survey question topic they fit best, and are included to ensure comments from 

respondents are recognized. These comments come directly from the survey, in a raw, unedited 

format and are relevant to our goals for Next Generation 9-1-1: the need for changes to make it 

more accessible, easier to register and use, shorter response times from Text with 9-1-1 

operators, and deal with the voice minute issue head on.  

 

If there is difficulty in understanding select responses, the DWCC, the CAD-ASC or the CNSDB 

can provide clarification. 
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Question 6: Which Canadian Province or Territory do you live in?  

(Any comments based on location were included here) 

 

“I really want text 911 build in my cell. I don't want depend on my wife bec she is hearing and 

know sign language. What if my wife something happening and need call text 911 is easy for 

me. But my province in NL is no one show me about that text 911. I don't recall my deaf 

organization did advertising to inform us recently. That's why I did not know about it! Please let 

me know if text 911 approves this province yet?”  (Respondent #5161183963) 

 

“South Vancouver Island is not available for T911...I've written to the city council in my city but 

there is confusion whether it is available.  The council people that responded to me said yes it is 

available when it is not!  My phone is registered via Telus so hopefully it works in areas that 

T911 is available!  My phone is not listed as "supported device" however when I tried registering 

again the message came back as "Feature already exists" so I assume it is supported and 

registered. That is the extent of my experience.  Thanks for doing this survey!”  

(Respondent#5147618494) 

 

“I have don't a smartphone on my hometown in Yukon. Also, I notice no 911 service provided 

nor no T-911 App on the smartphone. The access is blocking for me.”  

(Respondent # 5162748521) 

 

“Like I mentioned, live in a remote place in NWT. There is no access to 911 here (we use a local 

number) no ambulance/ only have a health centre with nurses no doctors here either! Text to 

911 directly would be beneficial for people who travel like us, when we go south to cities like 

edmonton, vancouver, toronto etc it would make sense to have that option available and not to 

have to "register!" IP relay is awesome but again not accessible from remote places. Especially 

where Internet is already wanky.” (Respondent #5144083092) 

 

“In Yukon, I learned it's impossible to get a registered text 911 because of the low number of 

deaf people in the Yukon. I don't know if it’s true but I thought you should know this. We are 

very hopeful to get text 911 for Yukon!” (Respondent #5144024873)  

 

 

 

 

 

 

 

 

 

 

Question 8: Which wireless carrier do you pay for your wireless service?  

(Any comments based on their wireless provider were included here) 
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“Just registered with Fido. I tried that few months ago, wouldn't go through and tried again then 

gave up and forgot all about it till this survey came up. It says wait 48 hours so will see what 

happens in two days. Thank you.” (Respondent #5157237809) 

 

“My Rogers company didn't let me to change to text-911 from voice call. I still have voice call 

why I should pay voice call because I cannot hear that I am Deaf. CRTC should change all 

companies policy for Deaf that allow Deaf people change from voice call to text-911. Rogers 

should give app Text-911 to Deaf people that it could easier to use this text-911 quickly. 

Consideration Thanks!” (Respondent #5162822403)  

 

“I have experiences that problem with text 911 because LG-E971 is not match for provide 911 

text that is from Bell Canada. It is following up on listing number code or name cell and 

number....that is failed. Model number LG-E971 is not listing on 911 text from Canada Bell.” 

(Respondent #5161444154) 

 

“I did try to register 911  with Rogers but they are accepted with my old plan. They want me 

registered with new plan so I can use 911. I refused because new plan has 60 minutes voice 

cost $60 per month, messenger for $20, depend on I want how much gb per month. The end up 

cost roughly $120 per month plus tax. I doesn't need that voice plan. Rogers said I'm sorry. I 

keep my old plan which has good price. Now I can't use 911. It's not easier to get hearing 

person to call 911 for me. One day my vehicle's. Battery dead I got frustrated with ask hearing 

person using my mobile to call tow truck. They don't want to help. Thank CAA has text to reach 

tow truck I'm happy with member of CAA. Too bad I still not have access 911 I won't pay for 

voice plan no way. Thank. Deaf guy. Cheer!!!” (Respondent #5162333713) 

 

“Have to cuz of 911 - waste of my money T- 911 should not be wracked by proving you are Deaf 

or Hard of Hearing or Deaf- Blind -it should be very easy to register for anyone including hearing 

people.” (Respondent #5162703349) 

 

“Freedom can’t register my iPhone to do the text 911. I am stuck and when I need to call 911, I 

text my hearing relative to call 911 for me. It sucks and you need to do something with 

FREEDOM service provider to add iPhone on their mobile list. If they do, I want to be informed. 

So far I made 3 911 calls. Thanks.“ (Respondent #5152880036) 

 

 

 

 

 

 

 

 

 

 

 



Page 90 of 140 

 

Question 9: Do you have a voice credit or package on your smartphone? 

 

“Just found out today- gggrrr. this means I have to pay for something I can't use??”  

(Respondent #5158271213) 

 

I don’t have text with 911 because I can’t afford data monthly plus voice plan to use text 911 (it 

is silly to have both data and voice... I will never use not 1 time voice plan cuz I cant hear on 

voice it has no equally right..... now I checked all box last question related to currently prefer use 

911 reasons why that I need all of it.... now... I hope it has software 911 that work for all Canada 

cities town.... so I don’t need register text with 911 cuz u.must have voice plan... it is really 

Stupid!!!! America USA don’t have that I feel that CRTC is volatility my human disability right to 

force have voice plan that I will never use once. We need tell crtc that we need to kill 

system."Text with 911" it is bad system it has no equally right... Plus other reasons. .. I don’t 

have data or voice on my smartphone Samsung because I dont have SIM card I don’t need I 

rather use Wi-Fi free, use public. Free Wi-Fi or my home WiFi. Routers to my home internet. 

Thank you.” (Respondent #514818702)  

 

“I did call tty for emergency where I lived on Vancouver few times where I was taking on truck to 

hospital for suicide . Few times I see someone problem or something happen I was thinking to 

text 911 but I was not register with text 911 because of silly cost with voice on my cell.”  

(Respondent # 5140821757) 
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Question 10: True or False: It is required to register for Text with 9-1-1 with your 

wireless service provider before you can use the service. 

 

“Summer 2015, I did not realize that I had to use 9-1-1 in an actual emergency when I was 

home alone and in acute medical distress. I did register for 9-1-1 but somehow it didn’t come 

through and it became a prolonged battle to get through someone to help me out due to my 

medical distress and inability to communicate clearly in text. I was able to reach a friend whom 

called 9-1-1 on my behalf. I also lost track of time for the ambulance arrival and I later learned 

that it took them more than 25 minutes to arrive at my home. Having two options next time in a 

real 911 emergency would have saved me from deep emotional distress and spare me from 

mild PTSD that I experienced temporarily afterwards because of the prolonged arrival of the 

ambulance. I would appreciate using a 4 symbol app and alternately use direct text to 911 that 

responds back in a timely matter.” (Respondent #5162724932) 
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Question 12: Do you know if your living area/region has Text with 9-1-1 services 

availability? 

 

“I selected dial 9-1-1 and leave phone hanging as an option due to a mobile phone having the 

potential for the battery to die. If my iPhone dies, I cannot use the mobile app (which is my 

preferred option), or text with 9-1-1…. dialling 9-1-1 and leaving the phone hanging is a 

safeguard, in case I am not able to make a phone call otherwise. This means I can use a 

partner’s phone, or and landline as backup.  

Also, in case my phone does not have data, or dies, but I am trying to assist someone else. 

Texting 9-1-1 directly, or leaving the phone ringing makes it easier to also help hearing people, 

if an emergency situation arises and a deaf/hard of hearing person is without their phone. It's 

possible to make an emergency call even when a phone is locked, so by calling 9-1-1 and 

leaving it to ring, OR texting 9-1-1 directly on *ANY* phone, we can still get assistance for 

hearing people, and do not have to rely on our phone being our lifeline.  

Not to mention the response time for text with 9-1-1 is slower than calling 9-1-1, so calling and 

leaving the phone hanging may give us help more quickly in a life or death matter right now. 

Having to register puts lives at risk, as we do not always have access to our personal phones, 

we may have to use another's phone. In addition, if my peers don't know how to register, they 

may have an emergency situation, but have to deal with registering before placing a call. This is 

when every second counts, and there's no time for a registering process. I live in an area Text 

with 9-1-1 is not currently available, as Newfoundland does not yet have even basic 9-1-1 

coverage across province. Provinces should be required to offer next generation 9-1-

1/enhanced 9-1-1 services, at least in capital cities to start, immediately.” (Respondent 

#5162592612)  
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Question 16: If you registered, did you find the registration process: 

 

“Have never experienced calling 911 YET! I have no idea if I am registered or not. I haven't 

seen any forms yet to register for 911!  Other than this one! I could not find where I had to 

registered with my name or  phone # to add.” (Respondent #5156450059) 

 

“I am unsure of my 911 registration went through.  how do I contact 911 to see if they have my 

registration?” (Respondent#5152325744) 

 

“At first provide us Text with 911 in hand then we will understand how it work and will give us 

better understand and will give you better feedback with our opinion of using it. No Text with 911 

equal no feedback and we or other person get risk of life that you are asking for it to happen. 

Deaf and Hearing both must be equal access; do not considering with finance issues. 

(Respondent #5144784319) 

 

“After registration, I wasn't able to confirm that text to 911 is working without trying it. There was 

no sandbox to try and it was not fair not knowing if it works or not until I actually need it for 

emergency. Time is valuable and technical issues/how-to-use shouldn't get in the way to call for 

immediate help. I'm not going to gamble by guessing and felt that it was 911's responsibility to 

make the sandbox available for testing. I've decided to actually test the system by texting 911 

directly with the text "test only". Guess what? I have gotten no response at all. I've 

communicated with a rep trying to figure out why the service didn't work. Turns out that I was 

supposed to call 911 by voice first and to leave the phone hanging. A 911 dispatcher will try to 

communicate by voice and if there was no response, they would text a few minutes later. This is 

bad design because deaf cannot hear and we do not use voice by default - unlike hearing 

people who use voice by default. I don't understand why texting by default shouldn't be made 

available to deaf? Registration can serve two purpose: 1) dispatcher will immediately know that 

the person is deaf so need to communicate by text 2) combat spamming to text to 911 by only 

accepting text from those on the whitelist In conclusion, these are what I propose to improve the 

system:  

 

1) registration should be kept simple as possible (e.g. register via textwith911.ca and not via our 

WSP)  

2) add ASL/LSQ videos to textwith911.ca (e.g. registration steps, FAQ, etc.)  

3) add customer service line to communicate directly in sign language  

4) sandbox  

5) text by default”  

(Respondent #514104287) 
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Question 18: Have you used Text with 9-1-1 with your mobile phone before? 

 

“I am too scary in using 911 services because I don't know how to do it.” (Respondent 

#5153278881)  

 

“I try call 911 to different times for help but call not go through......I call tell operator i need help I 

hope she hear me i wait wait wait the see lights flash...help comes but too many questions to 

fast .emergencies workers need more knowledge of communication with deaf.Deaf. HH.. I have 

licence service god Lions Foundation..but police ask for dog to be in another room?? My guide 

dog is to be with me!! When text 911 I want to know help is coming.. then I try answer 

questions” (Respondent #5144051143)  
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Question 19: If yes, you have used Text with 9-1-1 in an emergency situation, did 

you successfully get help from the police, ambulance or fire emergency services? 

 

“This was complicated for many - I had to be careful - It's not so clear and simple.” (Respondent 
#5158271213) 
 
“If no reply 911 then I go Tim Horton where all cops spend stay at coffee then police recognize 
that I try call 911.” (Respondent #5153209314) 
 
“I had good experience when I used text with 911  a 2nd time I needed 911 I had a neighbour 
phone for me - the operator said she was not allowed to call 911 from my phone since it was 
registered for text with 911.  I would like clarification about this because if someone is available 
to phone for me this is my first choice.”  (Respondent #5151947533) 
 
“I used a friend’s smartphone, a friend that was already registered, to call for police assistance. 
There was a delay, waiting for the text to come. Within 20 minutes a police officer arrived. I am 
thankful for this. The police officer was able to locate my swiped iPhone at a residence in 
Vancouver with Friend Finder technology. Amazing!” (Respondent #5157342747)  
 
“Text 911 is a perfect idea- however, most of us have discussed that it's complicated because 
we have to "call" them first and leave the line open then text them the same time. In emergency 
situations a few things that happens:  -we may not think straight during emergencies so one 
step procedure is more effective than several  -if we don't have voice on our cell phone text 911 
wouldn't work because right now it requires voice line to be open.  -equality rights - hearing 
people have the privilege to call directly with one step easy call. But for us to work we have to 
call THEN text.  -several steps procedure is not fast. In emergency situations it goes quickly we 
need quick access” 
(Respondent #5161381258) 
 
“I called T911 - a service which I had registered for well in advance, and since this was done 
through the voice feature, I had no idea when an operator picked up. I assumed that my number 
would be flagged and the text feature quickly switched over, but this did not happen. I kept 
saying "text" into my phone, and I was terrified. I hung up and called back, but not long after, I 
received a text. The feature is too slow to switch from voice to text (maybe 45-60 seconds at 
least?). If I had enough time to call, speak into my phone, and then hang up before someone 
texted me back? That is not an ideal setup for emergencies. I would like an application that 
allows me to text directly.” (Respondent #5152783073) 
 
“It would be most beneficial to all Deaf and Hard of Hearing persons if ALL areas had Text 911 
services. I am oral deaf. At any time I have been out and needed to call 911 while I was alone, 
(eg. power pole and line down, another time livestock on public roadway) I've had to call voice 
direct with my cell phone, then state my emergency call reason as well as my name and number 
a few times and hope I got the message across, disconnect and go through the process again in 
order to be sure my call went through at some point. Although my calls did connect, I was 
unable to have feedback from the 911 center and no idea if help was on the way until they 
arrived.” (Respondent #5148476304) 
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Question 21: If you didn’t register, why not? 

 

“I did not register with the text 911, because that requires using a cell phone.  I don’t want to buy 

a cell phone just for text 911.  I want the option to use text 911 from my iPad.  I haven't used 

911 yet.” (Respondent #5152802322) 

 

“Make sure the feature is working and after we registered, there no notice that it is on. We do 

not know if there is system failure or not in the process. Make sure it is working all the time 

because we had no idea when it is working. Is that feature working 24 hours or part of the day? 

How long we should get response from 911. There are many failure in the process while we are 

not aware as we can get upset very fast as urgent. We had no idea if that is working or not. The 

provider never checked on their end. I had to call the provider many times, they have found 

many problem but only fixed one user rather than everyone since nobody requested for issue. I 

do not know if that feature is STILL working as 100%????”  (Respondent # 5140933708)  

 

“Rarely call because I know that 9 1 1 just does NOT work for Deafies. Best is to call 9 1 1 and 

wait for whatever they send - police, fire, ambulance or most often all three. Nothing tried so far 

has worked well and I have no confidence that anything will ever work well”  (Respondent 

#515828933)  

 

“Couldn't register with Bell for my iPhone using text 911, the msg said to call Bell to which is 

useless. I tried again twice and same thing happened so haven't got a chance to go back with 

Bell for troubleshooting why it won't accept my registration. The plm is that reps at Bell are not 

familiar with this!!“ (Respondent #5148369292)  

 

“Did try 911 by text, refer to voice only. Try register, failed due to store attendant is unclear 

acknowledge to this text 911. Phone provider should have training on acknowledge of how to 

help deaf sign up text 911. As for voice plan, given option to some hard of hearing who might 

desire to have voice plan. However for DEAF, voice plan to be replaced to DATA plan with 

unlimited text out and in coming including unlimited data plan for video call such as glide, video 

relay and video call when use FaceTime etc. as for the price for deaf to pay should be rated at 

flat rate as in 65 per month unlimited data and access.” (Respondent #5146389049) 

 

“Why is it necessary in Canada to register when the Americans don't have to? Why cant ours 

just text directly without setting up?”  (Respondent #5161379438) 
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Question 24: How would "Text with 911 Registration Page" website be improved? 

Check one or more options: 

 

“My friend has used text with 911 in USA and felt like it was pretty great. We would prefer video 

relay service but sometimes we are in area where there's weak signal so text directly to 911 

would be best. Canada's rules with having to call 911 and wait for them to text you is too 

complicated and very anxiety -inducing. Obviously, our deafness prevents us from hearing what 

was being said on the phone call. So we are not sure if it got across, if they'll text us, etc. In time 

of emergency, this is absolutely not an ideal situation. It'd be much better if we are able to text 

directly to them.  (Respondent #5161929723) 

 

On the website it says: "As with any text messaging services, there is no guarantee a text 

message will be sent, delivered or received in a timely manner. In the unlikely event that this 

happens, the user will need to re-send the message." It's hard to think about that in time of 

emergency. Honestly, right now, I do not feel safe relying only on texting 911 with the way it is 

now. I prefer to have a hearing person as a back up. But this is difficult since I live on my own. 

My friend in USA tried to text 911 once and it didn't work. They had to go to a hearing neighbour 

to ask for help- someone who we do not know. This caused prolonged time for our other friend 

to get an emergency help. Luckily that friend was ok in the end, but it's very stressful and 

traumatic for us all involved.” (Respondent #5161929723) 

 

“I was told by community member that as a hearing family member of deaf persons I could 

register with T911, so that in the event of an emergency my family members could use my 

phone as well to contact 911. BUT, when registering I was asked only one question, "Are you 

hearing or speech impaired?" I myself am not, and my family members would not identify as 

such. But if I answered anything else but "Yes" nothing happened. "Yes" was the only answer 

accepted.” (Respondent #5160794364) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Page 98 of 140 

 

Question 26: Do you have access to IP-Relay on a computer? 

 

“Would be nice to be able to access relay from smart phone via website. Bell has ip relay behind 

login on their page. No direct login with ip relay number. Would like 10 digits number to give to 

people calling me.” (Respondent #5157673381) 

 

“IP Relay Service cut off from USA. I don't know how. I used 911 text download but cannot find 

it. My cell phone is LG E that is not match with 911 text from Bell Canada. I am complaint. it is 

not provide my cell phone LG-E. I don't know why that Bell Canada is problem text for provide 

nothing.” (Respondent #5161444154) 

 

“Fed up with password changes with when login. IP-Relay service.” (Respondent 

#5160790348) 

 

“I use IP Relay service because VRS is unavailable after 6pm” (Respondent #5157489429) 

 

“I had to use IP Relay cuz VRS closed hour in night.” (Respondent #5162592612) 

 

“IP is most reliable I am still struggling with VRS - many technical issues.” (Respondent 

#5153164549) 

 

“If VRS is not in service due not service 24/7 yet so I have to use Ip Relay after hour of VRS.” 

(Respondent #5151812155) 

 

 

 

Question 27: If yes, have you ever used IP-Relay to call 9-1-1? 

 

“It didn't work.” (Respondent #5158271213) 

 

“For general purposes, but IP - Relay TAKES TOO LONG if emergency e.g. drowning child in 

undertow question.” (Respondent #5162840597) 
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Question 28: Would you want to use an IP-Relay app for 9-1-1 on your mobile 

device or tablet device?  

 

“IP-Relay should be a free service. It should not be tied to a landline phone! There should be 

better and easier ways to access IP-Relay on mobile devices, an APP will be a terrific solution. I 

cannot press return for each sentence on my iPad or iPhone. Very limiting and frustrating and 

only accessible on a computer. No freedom and so much frustration. 
I experienced a break and enter and found the suspect in my kitchen, and I had to use IP-Relay 

to call, but with my iPad I could not press enter, for each line to appear in the middle screen. I 

had to waste time explaining to operator I was on ipad and technical issues....and keep typing in 

what looks like a very very lonnnngggg sentence... it was very very very frustrating using my 

iPad to make this 9-1-1 call in an emergency and with my hands shaking the whole time didn't 

help. About 15 minutes later police showed up, whew....  

 

The whole set up for IP-Relay is way overdue for an overhaul, apps for mobile devices need to 

be made. App to access IP-Relay should be able to be downloadable on iPhones, iPads, etc. for 

easier use on mobile devices. The system needs to be changed, you should not have to pay for 

IP-Relay. Deaf people cannot afford to pay for phone line, internet line, and a 

smartphone/wireless plan - and requires to pay minimum $20 - $35 more a month to have a 

phone number to use for the IP-Relay access. IP-Relay should be available to anyone in 

Canada even with public computers/internet browsers. It is easily set up in the US that this is 

possible... while in Canada its another phone number to memorize, another password to 

memorize. Silly!  

 

Thank you for doing this survey, I hope the CRTC will listen and make the appropriate changes 

and decisions necessary to make things easier for our Deaf Canadians.” (Respondent 

#5157342747) 
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Question 29: Did you keep your TTY because you want it for accessing 9-1-1 in 

case of emergency? 

 

“I do not have a cell phone.  That's the reason I still use tty with landline phone.” (Respondent 

#5157860956)  

 

“I did call 911 by TTY but no answer in all about 3-4 times still no answer” 

(Respondent#5162769463) 

 

“Video relay service hour are limited so we can use tty for awhile till VRS hour will be nice to 

have twenty four hours so we can eliminate our tty... one thing to ask you if VRS will happen 

shut off or screw up .. how we can use it without service? We might keep our tty in case. Hardly 

to say right now.” (Respondent #5144960502) 

 

 

 

Question 30: How often do you make TTY to TTY calls? 

 

“10 years ago, when had computer-based TTY software. We did call 911 (TTY) 2 times, no 

answer. So we had to use TRS to get 911-ended with 3 teams of first responders= 2 

ambulances and 1 fire truck at our house. Same time, same issue but with MIS !!  Think mobile 

app would be best for 911 calls, can use with smartphone, iPad or computer.” (Respondent 

#5158282712) 

 

Question 31: How often do you use the following Relay Services for any purpose?  

 

“My opinion, TTY would be hard because English is second language and to challenge for 

memory fog or not pay attention. Same as text 911. I hope that VRS will set up for 911 because 

it will help lots from use ASL, primary language that less stress. I hope that VRS will develop 

new 911 for 24/7 in the future.” (Respondent# 5143390131) 

 

"With VRS and T-911, they give me more independence and they are convenience. However I 

have not tried 911 yet but likely someday. With VRS, I do hope in the near future, it will be 24/7. 

Thanks for making it happened to anyone who definitely need it greatly.    I do not enjoy IP relay 

service as it is not very reliable and it takes long time to set up. It is slowly facilitating between 

the speaker and signer. It is annoying to have new passwords every 3 months.    I used to have 

TTY in the past. Once I got the cell phone, I had no longer needed TTY. I do wish to have voice 

package out of my cell phone for the lesser price. It is not fair to charge at the same amount to 

deaf people who do not have same access as the hearing people do.” (Respondent 

#5155816459) 
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Question 32: CRTC is proposing some changes to 9-1-1 services. What methods 

do you currently prefer to use? Please check one or more: 

 

“Can't call 911 cuz I am deaf, if call 911 I leave the phone on, if 911 says what's I did call 911 by 

TTY but no answer in all about 3-4 times still “no answer” emergency, the police should 

automatically come my place cuz I can't answer phone, prefer to text or mobile to 911 (more 

easier) I know it's not game like fraud, won't do that as me respect serious emergency“  

(Respondent #5160174148) 

 

“Was challenge use text when toddler is sick and screaming in my arm   Hard to type while they 

keep texting me and not hear anything in background like voice.  Maybe need set up more code 

like.  I'm still here but can't type.” (Respondent #5145191529)  

 

“Need to more specific Text 9-1-1 like which fire or accident or flooded or EMO or etc to best for 

deaf community.” (Respondent #5151889442) 

 

“I haven’t use it yet but i think it will be the best to use text 911 cuz im deaf i can’t hear the 

phone so i rather use that. I did called once i just leave it on hook until they come to my house. 

(Respondent# 5147729538) 

 

“to have the best information given to 911 because how happens and where happens and who. 

use direct 911 or mobile app.” (Respondent #5156552081) 

 

“I use the landline phone to call 911 by voice just tell our address and said we need ambulance 

someone is sick and leave the phone sit on the table.   I tried use the tty by text but it is not 

reliable and slow to answer back. I can not afford a cell phone and hardly use it when I have 

one as of right now I do not have a cell phone. I have a iPad but cannot use it for 911.  

(Respondent #5157860956) 

 

“I hear about in USA FCC approve new RTT instead old TTY, I think RTT is best than TEXT and 

for now in Canada I prefer 911 App first because it's fastest than text 911.” (Respondent 

#5153203482) 

 

“I can't call 911 cuz I am deaf, if I don't have text 911 then I have to leave off the phone like for 

example 911 says what's your emergency if I don't answer they have to know I am deaf as they 

come automatic, I rather 911 to have text cuz I have text now, more easier.’  

(Respondent#5160146224) 

 

“I use VRS anytime from 7 am to 7 pm. I use IP relay from 7 pm to 7 am. My top priority that 

VRS service provide 24 hours cuz of my ASL-easier to sign rather than finger typing.” 

(Respondent #5142906100) 
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“I want different options to match the situation. I really need to have 2-3 different options - 

IDEALLY  

 

1) the pix approach if I only have a second or two between that is the fastest way to 

communicate what I need  

2) The text version (texting back and forth) because I may need to explain more of what is 

happening  

3) The visual version - because if a picture is worth 1,000 words, how many 1,000 of words is a 

short visual "show" of moving my phone so it videos the whole situation as it is happening Deaf 

& HOH need IMMEDIATE and DIRECT connection with 911 when there is an emergency, the 

same way hearing people need that immediate contact.  

 

Text is best for me as far as I know but if a __visual version__ of the voice minutes can be 

developed, immediate visual contact with 911 is a very good idea TOO. I don't want to lose my 

voice minutes even thorough I NEVER use them, because people leave messages on my cell.”  

(Respondent #5162840597)   

 

“Since I am hard of hearing and can use voice if I have to when I don't have someone around to 

help me out. There has been couple of times when I actually called 9-1-1 using my voice. I did 

explain that I am hard of hearing right at the beginning of the conversation. Sometimes the 

person would be impatient with me or if I misunderstood, you can tell that person would be 

annoyed or want to increase volume of his/her voice. I would explain that will not help. I said 

please bear with me...I will give you all the info needed so just listen as this may be one way 

conversation. As part of my career, I know what info is needed to give.... The last call I made to 

9-1-1 was not pleasant. After giving all the info (one sided conversation again)...at the end, I 

said..did you get all that. Please answer Yes or NO. I was told Yes. Then I asked that can I go 

since the fire/police are here. Yes or no. I was told Yes. Easier if I say that so that way I know 

what to expect for an answer. So I hung up and spoke to the police about what I witnessed, etc. 

My phone rang, so I let my young daughter answer it...she was in tears as the 9-1-1 operator 

yelled at her why she hung up on me etc...she tried to explain to the operator that it was her 

mom who she was talking to and said that she is hard of hearing. I spoke with the police officer 

and explained to him what happened. He did say he will be in touch with that 9-1-1 operator to 

clarify that was NOT needed and to be more diplomatic as well as to be more sensitive to 

people like me. I told him that if I get another treatment like that, that will make me or other deaf 

people not want to call 9-1-1 if needed. Police Officer agreed and said this will be looked after. 

Thankfully I haven't needed to call 9-1-1 myself or had someone with me who was able to.” 

(Respondent #515873102)  

 

I am living in home group. I believe to my deaf staffs must have T-911 App on their 

smartphones. (Respondent #5162692214) 
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Question 33: Please feel free to share your experiences or ideas how to improve 

9-1-1 services in Canada. Please be clear how you contacted 9-1-1, we prefer 

stories with Text with 9-1-1. Do not include any identifying information in here 

(names) We respect your privacy, thank you. Type your experiences in the space 

below, thank you: 

 

“I am hard of hearing and going deaf. I had no idea this even existed. Shouldn't my audio logist 

or ENT have mentioned it, or had pamphlets around for awareness”(Respondent #5162924099)   

 

“Since I am hard of hearing and can use voice if I have to when I don't have someone around to 

help me out. There has been couple of times when I actually called 9-1-1 using my voice. I did 

explain that I am hard of hearing right at the beginning of the conversation. Sometimes the 

person would be impatient with me or if I misunderstood, you can tell that person would be 

annoyed or want to increase volume of his/her voice. I would explain that will not help. I said 

please bear with me...I will give you all the info needed so just listen as this may be one way 

conversation. As part of my career, I know what info is needed to give.... The last call I made to 

9-1-1 was not pleasant. After giving all the info (one sided conversation again)...at the end, I 

said..did you get all that. Please answer Yes or NO. I was told Yes. Then I asked that can I go 

since the fire/police are here. Yes or no. I was told Yes. Easier if I say that so that way I know 

what to expect for an answer. So I hung up and spoke to the police about what I witnessed, etc. 

My phone rang, so I let my young daughter answer it...she was in tears as the 9-1-1 operator 

yelled at her why she hung up on me etc...she tried to explain to the operator that it was her 

mom who she was talking to and said that she is hard of hearing. I spoke with the police officer 

and explained to him what happened. He did say he will be in touch with that 9-1-1 operator to 

clarify that was NOT needed and to be more diplomatic as well as to be more sensitive to 

people like me. I told him that if I get another treatment like that, that will make me or other deaf 

people not want to call 9-1-1 if needed. Police Officer agreed and said this will be looked after. 

Thankfully I haven't needed to call 9-1-1 myself or had someone with me who was able to.” 

(Respondent #515873102)  

 

“As you may or may not be aware, the FCC in the US now has a native app where Deaf and 

Hard of Hearing people can use through online. No app necessary to be downloaded. Just 

access the link. This type of program uses RTT (Real-Time Text). I believe this would be more 

effective than texting. This would allow direct communication between an officer and the 

consumer where both can see each other typing real time. Hence the term "real-time text". This 

would be something for the CRTC to look pursue for Deaf and Hard of Hearing Canadian 

consumers. All the best to the DWCC on this survey!” (Respondent #5152506975)  

 

“I prefer T911 on ANY phones because:  

 

1) I don't wish to use a smartphone with apps (I refuse to subscribe to a phone service for data 

but only text/voice)  

2) I use a cheap cellphone under $150 with no contract for a texting purpose only.  

3) I wouldn't let my child use a smartphone but a limited cellphone (texting only). I believe that 
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Deaf people shouldn't pay for a voice plan (monthly fee that is unused) but SHOULD keep a 

voice capability in case of emergency. E.g. Someone can use my cellphone while I'm 

unconscious. Or, my little girl can use voice but is not mature for typing English.  

When texting 911 while voice line is on, do we pay for the voice minutes? Shouldn't. I have 

registered with T911 but probably cannot use it because my phone is incompatible with T911 

(e.g. cannot text while voice is on at the same time). 

 

I don't want to pay for a new contract as most phones require data plan that I don't want to pay 

nor I want to pay over $200 or a lot more for a phone without contract. I'd prefer that there are 

more than two options. E.g. T911 and leaving voice phone on (e.g. when I'm unable to text due 

to dizziness or fainting). But, the problem is that they cannot track where I am other than my 

home address (if I'm not located at home!).” (Respondent #5161275682)  

 

“Contacting 911 should be easier and quicker, considering I would be responsible for up to 5 

nephews and nieces at a time. I cannot consider myself as a responsible uncle if I have to leave 

the phone ringing with no method to communicate if someone happens to one of my nephews 

and nieces. If there is a device out there that can assist seniors who fall down and can't get up 

who can click a button on their bracelet or necklace and receive assistance immediately from 

emergency services, we can do a similar thing for our Deaf community.”  (Respondent 

#5147590324) 
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Appendix D: DWCC Forum on December 3, 2016 for 

Telecom Notice of Consultation 2016-116  

Audience Responses 

 

Background 

 

On December 3, 2016, the DWCC and CAD-ASC partnered with the Greater Vancouver 

Association of the Deaf (GVAD) to host a cross-country forum. This gave us the opportunity to 

gather responses to specific questions which were related to CRTC TNC 2016-116 issues, as 

well as and some of the RFI questions the DWCC were asked, specifically focused on the 

DHHSI experience with Text with 9-1-1. 

 

The purpose of the Forum was multi-faced: 

 

1) Information was shared with the audience in the form of a powerpoint presentation and 

via livestream about what was happening with NG-911 and the (at the time) upcoming 

TNC 2016-116 hearing. 

2) Gave the audience an opportunity to ask questions regarding NG 9-1-1 and T9-1-1. 

3) Provide a small-scale workshop regarding vocabulary knowledge, and aiding 

understanding of what WSP’s customers need to know. 

 

The cross-country forum required significant coordination as it was provided in both ASL and 

LSQ languages. One livestream video channel was in ASL with the team in British Columbia, 

and the other camera was on the LSQ interpreter team in Quebec. We had both English and 

Francophone people monitoring and capturing comments from our Facebook page as well as 

the livestream comments. 

 

People could watch livestreamed videos in both languages in one place, a webpage on our 

website, embedded video windows, see link. 

 

In person, a total of 17 people attended, with some arriving late, while online the ASL viewer 

numbers were 172 viewers, and the number of people watching the LSQ channel was 131 

viewers. 

 

The powerpoint for the forum can be found at this link: http://www.deafwireless.ca/wp-

content/uploads/2016/12/DWCC-Forum-Powerpoint-Presentation-ENGLISH-FIXEDFINAL.pdf 

 

Livestream video links are available at these links: 

 

ASL- “DWCC’s iPad event on Livestream” (2 hours 10 minutes) 

https://livestream.com/deafwireless/events/6716863/videos/143381272 

http://www.deafwireless.ca/index.php/2016/12/02/dwcc-forum-livestream/
http://www.deafwireless.ca/wp-content/uploads/2016/12/DWCC-Forum-Powerpoint-Presentation-ENGLISH-FIXEDFINAL.pdf
http://www.deafwireless.ca/wp-content/uploads/2016/12/DWCC-Forum-Powerpoint-Presentation-ENGLISH-FIXEDFINAL.pdf
http://www.deafwireless.ca/wp-content/uploads/2016/12/DWCC-Forum-Powerpoint-Presentation-ENGLISH-FIXEDFINAL.pdf
http://www.deafwireless.ca/wp-content/uploads/2016/12/DWCC-Forum-Powerpoint-Presentation-ENGLISH-FIXEDFINAL.pdf
https://livestream.com/deafwireless/events/6716863/videos/143381272
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LSQ - “DWCC Forum - French/LSQ on Livestream” (3 hours 25 minutes - includes the team 

setting up the video) 

https://livestream.com/deafwireless/events/6681875/videos/143372050 

 

Discussion during the forum also turned to troubleshooting issues of picture/pixel quality while 

using video applications such as Facetime, Skype, Glide, and CanVRS. With that in mind, 

DWCC Committee members took extra time to explain the differences between wi-fi, wireline, 

and data use. The audience clearly understood that higher picture quality could consume more 

data if outside of the wi-fi zones, which could potentially add more of a cost to the customers.  

 

SLIDES & RESPONSES:  

 
 

RESPONSE - show of hands in the room (earlier in presentation before more people arrived)  

 

1. Do you still use TTY for 9-1-1?  

Yes - 2 

No - 7 

 

9 total participants 

 

2. Do you understand about Text with 9-1-1  

Yes- 9 

No- 3 

 

12 total participants 

 

 

https://livestream.com/deafwireless/events/6681875/videos/143372050
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3. Do you know that you have to register for Text with 9-1-1? 

Yes- 9 

No- 3 

 

12 total participants 

 

4. Have you registered with Text with 9-1-1? 

Yes- 8 

No- 3 

 

11 total participants 

 

5. Have you seen the textwith911.ca website, do you have feedback about the website? 

 

Yes- 8 

No- 5 

 

13 total participants 

 

Comments:  

Their web design is terrible, there should be more clearer, with ASL/LSQ videos 

 There should be more ASL & LSQ videos around the website 

 The website is not clear enough, too cluttered 

 

6. Did you have any experience(s) you want to share about Text with 9-1-1?  

 

 Comments: 

● 2 minutes wait… not good 

● Deaf need to be involved in the design of the site 

● Need to complain to CCTS 

● Person is fatigued, experiencing medical distress, how can we communicate?  

● Emergency 911 App needs to be created for DHHDB benefit. 

● More Awareness, more education for CCTS - many deafies are NOT aware of it 

● Testing with text with 911 for first time registrants for text with 911 would be appreciated  

 

SLIDE: 

 

 

RESPONSE: 

Do you want 9-1-1 App? 

Yes - 17 

No - 0 
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Other comments made during the Question and Discussion periods, with common threads, 

summarized: 

 

Testing 

 

NG-911 testing is strongly recommended before actual use, some customers who registered for 

Text with 9-1-1 were doubting if 9-1-1 would actually work in a real emergency situation, as they 

would not be sure if the call is connected. One member mentioned there was no “echo” testing 

option like there is with the Canada VRS.  

 

Another member of the audience noted that in the future changes of NG 9-1-1, testing protocols 

should be set up with the DHHSI community using alpha and beta users before actual use.  

  

IP-Relay 

 

IP-Relay issues are brought up and are directly related to NG 9-1-1 because the discussion of 

using IP-Relay in 9-1-1 remains open a possible option with other options of Text 9-1-1 and 

VRS 9-1-1. 

 

One audience member said that the biggest issue with IP-Relay is the slow response to the 

DHH customer in terms of time delay and this same person made a complaint to CCTS about it.  

DWCC took note of this. DWCC has later learned that there will be a separate review of IP-

Relay and TTY issues conducted by CRTC later on this year: TNC 2017-33, and these types of 

issues should be addressed. 

 

CCTS 

 

Many people do not understand the purpose of the CCTS, so we took the time to explain the 

role of CCTS. CCTS need to make their information clearer and more accessible, by utilizing 

ASL & LSQ videos, as well as visual graphics of elevations for complaints and conflict resolution 

with wireless bills. 

 

9-1-1 Response times differences among WSP’s 

 

Some members in the audience did not understand why the response times were different 

among their WSPs, and asked us for a reason for this. We were unable to give an answer for 

this, and hope others can aid in the clarification.  

 

A husband and wife illustrated in their example. The couple have used Text with 9-1-1 several 

times for different situations. The husband said, “I notice a difference when we use different 

phones with different companies. My wife uses __, while I used __, and when I dialled with ___, 

I got a faster response time with the first responders.” 
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Concerns of WSPs not consulting with DWCC & Deaf community groups  

 

There was discussion of which WSP’s have met with the DWCC and which haven’t, people 

were upset that one company had went ahead and promoted DHHSI plans but did not consult 

with the DWCC or other community organizations. The data amount for the “accessible” plans 

and the data amount for the general plan were exactly the same. The advertised plan was 

equivalent in cost to the hearing voice plan, with one difference: unlimited voice minutes were 

not included for the DHHS users.. 

 

The audience agreed strongly that the best recommendation was that the WSPs should consult 

with the DWCC first before developing the DHH plans, to ensure fair pricing with sufficient data 

allowances. 

 

We have avoided company names, and removed powerpoint slides with the company 

information, for confidentiality/competition reasons. If the CRTC or the CCTS should like to 

know further, they may reach out to us for further information.  

 

Conclusion 

 

Overall, the audience re-confirmed that the DWCC’s concerns with 9-1-1 issues are real and 

that the overall system of 9-1-1 does need concrete and measurable changes to make the 9-1-1 

experiences a safe and hassle-free experience for all. 
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Appendix E: Survey Questions Sample (English) 

 

Introduction 

The Deaf Wireless Canada Committee (DWCC) and the Canadian Association of the Deaf -
Association des Sourds du Canada (CAD-ASC) is doing another survey because the 
Canadian Radio-television and Telecommunications Commission (CRTC) has issued a 
proceeding on the issues surrounding the Next-Generation 9-1-1 (NG 9-1-1) with the existing 
9-1-1 networks.  

Here are emerging issues that Deaf and Hard of Hearing Canadian customers are 
experiencing with 9-1-1 services in Canada:  

1. Text with 9-1-1  
2. Registration for Text with 9-1-1 
3. Keeping or removing voice plan on your smartphones 

 
Do you share the same issues and concerns? 

To take this survey, you must be:  

1. An adult (18 years or older) 
2. A Canadian resident 
3. Deaf, Hard of Hearing, Deaf-Blind, hearing family member or roommate 
4. a) Use a wireless mobile device, ie. smartphone, or  

b) internet broadband via computer or laptop (IP-relay) or  
c) landline phone by using TTY for using 9-1-1 emergency services 

5. A customer of a Canadian telecom company 
 

There will be no need for the collection of personal data, such as your name or email 
addresses; only your answers to the survey questions will be used. The collected data will be 
used for analysis. Your privacy, confidentiality and trust are important to us. If you have any 
concerns or questions, you may contact Frank Folino, CAD-ASC President at ffolino@cad.ca  

Upon completion of the survey, there will be a final report with the data made public at the 
upcoming CRTC TNC 2016-116 hearing in January 2017. The result of the survey will be 
made public after the hearing on the DWCC website: www.deafwireless.ca and the CAD-ASC 
website: www.cad.ca  

We value our Deaf community people’s safety and lives; the survey is important for us to show 
that change needs to be made. Come join in the survey to push for CHANGE for the benefit of 
all! The more people that participate, the better the results.  

Please help and share the survey with your friends and family! :) THANK YOU! 

We need your agreement to participate in the survey.  Please circle your choices. 

 

 

mailto:ffolino@cad.ca
http://crtc.gc.ca/eng/archive/2016/2016-116.htm
http://www.deafwireless.ca/
http://www.cad.ca/
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AGREEMENT: 

1. Do you agree to take the survey? 

A. Yes 
B. No 
 

Demographics: 

2. Are you Deaf, Hard of Hearing, Deaf-Blind or a family member? (Choose one) 

A. Deaf 
B. Hard of Hearing 
C. Late Deafened 
D. Deaf-Blind 
E.  Hearing Family or Roommate 

3. What language do you use? (Choose one) 

A. ASL and English  
B. English only 
C. LSQ and French  
D. French only  
E. ASL, English, LSQ and French 

 
4.  Gender (Choose one) 

A. Female   
B. Male 
C. Other 
D.  I prefer not to provide this information 
 
5. How old are you?   (Choose one) 

A. 18 to 24 yrs 
B. 25 to 34 yrs 
C. 35 to 44 yrs 
D. 45 to 54 yrs 
E. 55 to 64 yrs 
F. 65 yrs or older  
G. I prefer not to provide this information 
 

6. Which Province or Territory do you live in?  (Choose one) 

A. British Columbia 
B. Yukon 
C. Alberta 
D. NorthWest Territories (NWT) 
E. Saskatchewan 
F. Manitoba 
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G. Nunavut 
H. Ontario 
I. Quebec 
J. Newfoundland Labrador 
K. Nova Scotia 
L. Prince Edward Island (PEI) 
M. New Brunswick 

7. Where do you live (village, town, city) - (Choose one) 

A. City or metropolitan area with 50,000 or more people  
B. City or town with between 2,500 - 50,000 people 
C. A village with fewer than 2,500 people 
D. I am a nomad, moving around, living from one place to another place, with no 

permanent residence 
E. I prefer not to provide this information  

 

Wireless Services 

8. Which wireless carrier do you pay for your wireless services? (Choose one) 

A. Rogers 
B. Bell 
C. Telus 
D. Koodo 
E. Fido 
F. MTS 
G. Vidéotron 
H. Other company, please specify which wireless company:  
 ________________________________________ 

9. Do you have a voice credit or package on your smartphone? (Choose one) 

A. Yes 
B. No 
C. I don’t know/Unsure 
 

10.  True or False: It is required to register for Text with 9-1-1 I with your wireless 
service provider before you can use the Text with 9-1-1 service.  (Choose one) 

A. True     
B. False 
C. Don’t know 
 
11. True or False: If voice minutes are removed from your data plan, you cannot access 

Text with 9-1-1 in case of emergency. 
A. True     
B. False 
C. Don’t know 
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Text with 9-1-1 

12. Do you know if your living area/region has enabled Text with 9-1-1 services? 
(Choose one) 

A. Yes 
B. No 
C. I don’t know/Unsure 
 
13. How did you find out if your living area/region has Text with 9-1-1? (Can choose 
more than one) 

A. Friend 
B. Community Member 
C. Family 
D. Email 
E. Social Media: Facebook, Twitter, Instagram, etc. 
F. Deaf Community or Telecom or other website – What website?  
 _________________________________ 
G. I don’t know if my area has or not 
 

14. Are you registered with Text with 9-1-1?  (Choose one) 

A. Yes 
B. No 
C. I don’t know/Unsure 
 

15. How did you learn about Text with 9-1-1 (how did you find out about it)?  
(Can choose more than one)  

A. Friend 
B. Community Member 
C. Family 
D. Email 
E. Social Media: Facebook, Twitter, Instagram, etc 
F. Deaf Community or Telecom or other website – website address?: 
_________________________________ 
G. I never learned about Text with 9-1-1 until now 

16. If you registered, did you find the registration process (Choose one)  

A. Easy 
B. Not clear 
C. Alright 
D. Hard or problematic 
E. I experienced technical problems 
F. I did not know I need to register 
G.  I am not registered 
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17. True or False: You can text 9-1-1 directly in an emergency situation to get help you 
need: (choose one)  
 
a. True  
b. False   
c. I don’t know 
 

Experience with Text with 911 

18. Have you used Text with 9-1-1 with your mobile phone before? 

A.  Yes        
B.  No    
C.  I did not have a reason to use it yet 
D. Text with 9-1-1 is not available in my area 

19. If yes, you have used Text with 9-1-1 in an emergency situation, did you 
successfully get help from the police, ambulance or fire services? 

A.   Yes        
B.    No   

20. If yes, when was the last time you called with Text with 9-1-1? (choose one) 

A. In the past month 
B. In the past 6 months 
C. In the past year 
D. I never have 
 
21. If you didn’t register, why not? 
 
A.  I didn’t know I was required to. 
B.  Registration process is not clear. 
C. My area does not yet have Text with 9-1-1 
D.  I just didn’t do it yet/ I didn’t want to 
E.  I am hearing 
 

Text with 9-1-1 Resources 

22. Text with 9-1-1 website - See image 
below, or click the link: http://textwith911.ca/  
Have you seen this website 
before?  (Choose one) 

A. Yes    
 
B. No    
 
C. I don’t know 

http://textwith911.ca/
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23. Do you find the registration process on this webpage (see image below, or website: 
http://textwith911.ca/wireless-service-providers/) clear to understand the registration 
process?  

(Please circle the number that matches your view) 
 
It is NOT clear Little clear         Not bad          More clear             It is VERY clear 

1           2   3       4   5 

 

 

 

 

 

 

 

 

 

 

 

24. How would this website (image above) be easier to understand? (Can choose more 
than one) 

A. I need less logos and pictures on one page (too confusing) 
B. I need a list in simple, clear English or French 
C. I need instructions numbered step by step instructions on the top of the page 
D. I need ASL and LSQ videos on the website to explain step-by step on the same 

webpage 
 

25. Do you prefer very short ASL and LSQ videos with screenshots of simple step-by-
step instruction on how to register? 

A. Yes 
B. No 
C. I don’t know 

 

 

 



Page 116 of 140 

 

IP-Relay 

26.  Do you have access to IP-Relay on a computer? (choose one) 

A. Yes 
B. No 
C.  I don’t know 
 
27.  If yes, have you ever used IP-Relay to call 9-1-1? (choose one) 

A. Yes 
B. No, I have never needed to call 9-1-1 
C. No, I used another option 
 
28. Would you consider using an IP-Relay app for 9-1-1 on your mobile device or tablet 
device? (see image below for example)  
 
Choose one: 

A.  Yes  
B.  No  
C.  I don’t know/Unsure 

 

 

 

General 9-1-1 Access 

29. Did you keep your TTY because you want it “just in case” you need to access 9-1-1? 
 
A.  Yes, I kept my TTY “just in case” 
B.  No, because I am confident with the other ways to call 9-1-1 
C.  No, I kept my TTY for other reasons 
D.  No, I do not keep a TTY any longer  

30. How often do you make TTY to TTY calls? (circle your response – choose one) 

A. Never  
B. 1-5 times per month 
C. More than 5 times per month 
D.  Further comments:  
      ____________________________________________________________________ 
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31. How often do you use the following Relay Services for any purposes? 
                 
Please select check mark for each service:  
 
Never OR 1-5 times per month OR More than 5 times per month 
 

Type of 
Relay  
Service 

Never  1-5 times per 
month 

More than 5 
times per 
month 

Comments: 

  
TTY Relay 
Service 
 

    

IP Relay 
Service 
 

    

Video Relay 
Service 
(VRS) 
 

    

32. CRTC is proposing some changes to 9-1-1 services. What methods do you currently 
prefer to use?  Please check one or more: 

A. Dial 9-1-1 direct and leave phone hanging 
B. Continue to use TTY for 9-1-1  
C. Use IP relay for 9-1-1  
D. Register for 9-1-1 and use text with 9-1-1 only  
E. Direct text to 9-1-1 
F. Use this mobile app (see picture below with symbols of ambulance, fire, police, etc.) 
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33. Please feel free to share your experiences or ideas how to improve 9-1-1 services in 
Canada. Please be clear how you contacted 9-1-1, we prefer stories with Text with 9-1-1. 
Do not include any identifying information in here (names). We respect your privacy, 
thank you. Feel free to write more of your experiences in the space on the next page. 

 
Thank you. 
 

The Canadian Association of the Deaf-Association des Sourds du Canada (CAD-ASC) and 
the Deaf Wireless Canada Committee (DWCC) both appreciate you taking your time to 
complete this survey. 

“Together we will see functional equivalency, access and fairness for all!!” 

If you have any questions, you can contact Frank Folino, CAD-ASC President. 
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Appendix F: Survey Questions Sample (French) 

 

Sondage dans la communauté sourde sur le 9-1-1 

  

Introduction 

Le Comité pour les Services Sans Fil des Sourds du Canada (CSSSC) et l’Association des 

Sourds du Canada-Canadian Association of the Deaf (ASC-CAD) font un autre sondage parce 

que le Conseil de la radiodiffusion et des télécommunications canadiennes (CRTC) a mis en 

place une audience publique sur les problèmes du 9-1-1 de prochaine génération (9-1-1 PG) 

avec les réseaux 9-1-1 existants. 

Voici les problèmes avec les services 9-1-1 actuellement rapportés par les clients 

Sourds et malentendants au Canada. 

1.     Texto au 9-1-1 

2.     Inscription pour le Texto au 9-1-1 

3.     Garder ou enlever le forfait voix sur vos cellulaires 

Partagez-vous les mêmes problèmes et inquiétudes ? 

Pour pouvoir participer à ce sondage, vous devez : 

1.     Être un adulte (18 ans ou plus) 

2.     Être un résident du Canada 

3.     Être Sourd, malentendant, Sourd-aveugle, un membre de la famille, ou un   

        colocataire entendant 

4.     a) utiliser un appareil mobile sans fil, ex. téléphone intelligent, ou  

        b) utiliser internet sans fil avec un ordinateur ou un portable (relais IP) ou  

        c) utiliser un téléphone avec ligne terrestre et un ATS pour rejoindre les services    

            d’urgence 9-1-1. 

5.     Être un client d’une compagnie canadienne de télécommunications 

Il ne sera pas nécessaire de recueillir des données personnelles comme votre nom ou votre 

adresse courriel ; seules vos réponses aux questions du sondage seront utilisées. Les 

informations recueillies seront utilisées pour analyse. Votre vie privée, votre confidentialité et 

votre confiance sont importantes pour nous. Si vous avez des questions ou des inquiétudes, 

vous pouvez contacter Frank Folino, président de l’ASC-CAD à l’adresse : ffolino@cad.ca 

Une fois le sondage terminé, il y aura un rapport final avec les informations qui sera publié 

durant l’audience publique CRTC TNC 2016-116 prévue en janvier 2017. Les résultats du 

sondage seront publiés après l’audience publique sur le site internet du CSSSC : 

www.deafwireless.ca et sur le site internet de l’ASC-CAD: www.cad.ca 

Nous désirons protéger la sécurité et les vies des membres de notre communauté Sourde; le 

sondage est important pour pouvoir montrer que des changements doivent être faits. 

http://crtc.gc.ca/eng/archive/2016/2016-116.htm
http://crtc.gc.ca/eng/archive/2016/2016-116.htm
http://www.deafwireless.ca/
http://www.deafwireless.ca/
http://www.deafwireless.ca/
http://www.cad.ca/
http://www.cad.ca/
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Participez au sondage afin de faire pression pour du CHANGEMENT pour le bénéfice de tous! 

Plus il y a de gens qui participeront, meilleurs seront les résultats. 

SVP aidez-nous en partageant ce sondage avec vos amis et votre famille! ☺ MERCI 

Nous avons besoin de votre consentement pour participer à ce sondage. SVP encerclez vos 

choix. 

CONSENTEMENT 

1. Acceptez-vous de participer à ce sondage? 

A.        Oui 

B.        Non 

Identité – À propos de vous: 

2. Êtes-vous Sourd, malentendant, devenu Sourd, Sourd-aveugle ou un membre de la 

famille? (Choisissez une réponse) 

A.        Sourd 

B.        Malentendant 

C.        Devenu Sourd 

D.        Sourd-aveugle 

E.        Membre de la famille ou colocataire entendant 

3. Quelle langue utilisez-vous?  (Choisissez une réponse) 

A.        ASL et anglais 

B.        Anglais seulement 

C.        LSQ et français 

D.        Français seulement 

E.        ASL, anglais, LSQ et français 

4.  Sexe (Choisissez une réponse) 

A.        Féminin               

B.        Masculin 

C.        Autre 

D.        Je préfère ne pas fournir cette information 

5. Quel âge avez-vous?   (Choisissez une réponse) 

A.       18 à 24 ans 

B.        25 à 34 ans 

C.        35 à 44 ans 

D.        45 à 54 ans 

E.        55 à 64 ans 
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F.         65 ans ou plus 

G.        Je préfère ne pas fournir cette information 

 

6. Dans quelle province ou territoire résidez-vous? (Choisissez une réponse) 

A. Colombie-Britannique 

B. Yukon 

C. Alberta 

D. Territoires du Nord-Ouest (TNO) 

E. Saskatchewan 

F. Manitoba 

G. Nunavut 

H. Ontario 

I. Québec 

J. Terre-Neuve Labrador 

K. Nouvelle-Écosse 

L. Île-du-Prince-Édouard (IPE) 
M. Nouveau-Brunswick 

7. Où vivez-vous ? (village, petite ville, grande ville) - (Choisissez une réponse) 

A.        Grande ville ou région métropolitaine avec 50,000 personnes ou plus 

B.        Petite ville entre 2,500 et 50,000 personnes 

C.        Village avec moins de 2,500 personnes 

D.        Je suis un(e) nomade ; je déménage souvent et je vis d’une place à l’autre, sans   

            résidence permanente. 

E.        Je préfère ne pas fournir cette information         

 

Services sans fil 

8. Quelle compagnie prenez-vous pour vos services sans fil ? (Choisissez une réponse) 

A.        Rogers 

B.        Bell 

C.        Telus 

D.        Koodo 

E.        Fido 

F.         MTS 

G.        Vidéotron 

H.        Autre compagnie, SVP préciser le nom de la compagnie:__________________ 

9. Avez-vous un crédit ou un forfait voix sur votre téléphone intelligent ? (Choisissez 

une réponse) 

A.        Oui 

B.        Non 

C.        Je ne sais pas / Incertain 
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10.  Vrai ou faux : il est obligatoire de vous inscrire au service Texto au 9-1-1 avec votre 

fournisseur de services sans fil avant de pouvoir utiliser le service Texto au 9-1-1. 

(Choisissez une réponse) 

A.        Vrai 

B.        Faux 

C.        Je ne sais pas 

11. Vrai ou faux : si les minutes avec la voix sont retirées de votre forfait de données, 

vous ne pourrez pas accéder au service Texto au 9-1-1 en cas d’urgence. 

A.        Vrai     

B.        Faux 

C.        Je ne sais pas 

 

Texto au 9-1-1 

12. Savez-vous si votre région a activé les services Texto au 9-1-1? (Choisissez une 

réponse) 

A.        Oui 

B.        Non 

C.        Je ne sais pas / Incertain 

 

13. Comment avez-vous appris que votre région offre le Texto au 9-1-1 ? (Vous pouvez 

choisir plus qu’une réponse) 

A.        Ami (e) 

B.        Membre de la communauté 

C.        Famille 

D.        Courriel 

E.        Médias sociaux:  Facebook, Twitter, Instagram, etc. 

F.         Site internet de la communauté Sourde ou d’une compagnie de     

            télécommunications ou autre site internet – adresse internet?    

            _________________________________ (écrivez sur cette ligne svp) 

G.        Je ne savais pas si ma région offrait ou non ce service 

 

14. Êtes-vous inscrit avec le Texto au 9-1-1? (Choisissez une réponse) 

A.        Oui 
B.        Non 
C.        Je ne sais pas / Incertain 
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15. Si vous ne vous êtes pas inscrit, pourquoi ne l’avez-vous pas fait? (Choisissez une 

réponse) 

A.        Je ne savais pas que c’était obligatoire 

B.        Le processus d’inscription n’est pas clair 

C.        Ma région n’offre pas encore le Texto au 9-1-1 

D.        Je ne l’ai pas encore fait / Je ne voulais pas m’inscrire 

E.        Je suis entendant(e) 

 

16. Si vous êtes déjà inscrit, avez-vous trouvé le processus d’inscription : (Choisissez 

une réponse) 

A.        Facile 

B.        Pas clair 

C.        Adéquat 

D.        Difficile ou problématique 

E.        J’ai eu des problèmes techniques 

F.         Je ne savais pas que je devais m’inscrire 
G.        Je ne me suis pas inscrit(e)  

17. Comment avez-vous appris que le service Texto au 9-1-1 existait ? (Vous pouvez 

choisir plus d’une réponse) 

A.        Ami 

B.        Membre de la communauté 

C.        Famille 

D.        Courriel 

E.        Médias sociaux: Facebook, Twitter, Instagram, etc 

F.        Site internet de la communauté Sourde ou d’une compagnie de                

télécommunications ou autre site internet – adresse internet? 

_________________________________ (écrivez sur cette ligne svp) 

G.       Je ne connaissais pas le service Texto au 9-1-1 jusqu’à maintenant   

  

18. Vrai ou faux : Vous pouvez texter directement au 9-1-1 durant une situation 

d’urgence pour obtenir l’aide dont vous avez besoin (Choisissez une réponse) 

a.        Vrai   

b.        Faux   

c.        Je ne sais pas 
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Ressources sur le Texto au 9-1-1 

19. Site internet sur le Texto au 9-1-1 – Regardez l’image sur la droite, ou cliquez sur le lien: 

http://textwith911.ca/fr/accueil/ Avez-vous déjà vu ce site internet ? 

 

Avez-vous déjà vu ce site 

internet ? (Choisissez une 

réponse) 

A.        Oui   
B.        Non   
C.        Je ne sais pas 
 
 

 

 

 

 

 

20. Trouvez-vous le processus d’inscription sur ce site internet (voir image ou site 

internet http://textwith911.ca/fr/inscription/ assez clair pour comprendre comment 

faire? (SVP encerclez le numéro qui correspond à votre perception) 

Ce n’est PAS clair     Peu clair      Acceptable          Assez clair            C’est   TRÈS clair 

1                          2                       3                          4                            5 

 

 

 

 

 

 

 

 

http://textwith911.ca/fr/accueil/
http://textwith911.ca/wireless-service-providers/
http://textwith911.ca/wireless-service-providers/
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21. Comment ce site internet (l’image ci-haut) pourrait être plus facile à comprendre? 

(Plusieurs options possibles)  

a)   J’ai besoin de moins de logos et d’images sur la même page (trop de confusion) 

b)   J’ai besoin d’une liste, écrite en français ou anglais simple et clair 

c)   J’ai besoin d’instructions numérotées étape par étape sur le haut de la page 

d)   J’ai besoin de vidéos en LSQ et en ASL sur le site internet pour expliquer les étapes   

            dans le même site internet.  

 

22. Préférez-vous des vidéos très courts en LSQ et en ASL avec les étapes indiquées sur 

un écran d’ordinateur pour montrer chaque étape sur comment s’inscrire?  (Choisissez 

une réponse) 

A.        Oui 

B.        Non 

C.        Je ne sais pas 

 

Expérience avec le Texto au 911 

23. Avez-vous déjà utilisé le Texto au 9-1-1 avec votre cellulaire? 

A.        Oui  

B.        Non 

C.        Je n’ai pas encore eu de raison de l’utiliser 

D.        Le Texto au 9-1-1 n’est pas disponible dans ma région 

24. Si oui, vous avez déjà utilisé le Texto au 9-1-1 dans une situation d’urgence, avez-

vous réussi avec succès à obtenir de l’aide des services de police, d’ambulance ou de 

pompiers? 

A.        Oui 

B.        Non 

25. Si oui, quand était la dernière fois que vous avez fait un appel avec le Texto au 9-1-1? 

(Choisissez une réponse) 

A.        Dans le dernier mois 
B.        Dans les 6 derniers mois 
C.        Dans l’année passée 
D.        Dans les 5 dernières années 
E.        6 ans ou plus 
F.        Je n’ai jamais appelé 
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Relais IP 

26. Avez-vous accès au Relais IP sur votre ordinateur? (Choisissez une réponse) 

A.        Oui 

B.        Non 

 

27. Si oui, avez-vous déjà utilisé le relais IP pour appeler le 9-1-1 ? (Choisissez une 

réponse) 

A.        Oui 

B.        Non, je n’ai jamais eu besoin d’appeler le 9-1-1 

C.        Non, j’ai pris une autre option 

 

28. Pourriez-vous considérer l’utilisation d’une application de Relais IP 

pour le 9-1-1 sur votre appareil mobile ou votre tablette ? (voir l’image 

sur la droite pour un exemple) Choisissez une réponse: 

A.        Oui 

B.        Non 

C.        Je ne sais pas / Incertain 

 

 

Accès au 9-1-1 régulier 

 

29. Avez-vous gardé votre ATS juste « au cas où » pour le 9-1-1 pour des raisons 

d’accessibilité? 

A.        Oui, j’ai gardé mon ATS « juste au cas où » pour le 9-1-1 

B.        Non, parce que je fais confiance aux autres façons de rejoindre le 9-1-1 

C.        Non, j’ai gardé mon ATS pour d’autres raisons 

D.        Non, je n’ai plus d’ATS  

 

30: Combien de fois faites-vous l'ATS aux appels ATS? 

A.        Jamais 

B.        1-5 fois par mois 

C.        Plus de 5 fois par mois 

D.        Voulez-vous ajouter d'autres commentaires sur les appels TTY aux téléphones ATS: 
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31. À quelle fréquence utilisez-vous les services de relais suivants à toutes fins? 
Veuillez choisir pour chaque service: Jamais OU 1-5 fois par mois OU Plus de 5 fois par mois? 
Jamais OU 1-5 fois par mois OU Plus de 5 fois par mois - A quelles frequences? 
 
 

Type of Relay  
Service 

Jamais 1-5 fois 
par mois 

Plus de 5 fois par  
mois 

Comments: 

  
Service de relais ATS 

 

   oui 

Service de relais IP 
 

    

Service de relais vidéo 
(VRS) 

    

32. Le CRTC propose quelques changements aux services 9-1-1. Quelles méthodes 

préférez-vous actuellement utiliser? SVP choisir une ou 

plusieurs réponses: 

A.        Composer le 9-1-1 directement et laisser le téléphone 

 ouvert 

B.        Continuer à utiliser l’ATS pour le 9-1-1 

C.        Utiliser le Relais IP pour le 9-1-1 

D.        M’inscrire pour le 9-1-1 et utiliser le Texto au 9-1-1  

seulement 

E.        Texter directement au 9-1-1 

F.         Utiliser cette application mobile (voir l’image sur la  

droite qui montre des symboles d’ambulance,  

pompier, police, etc)  

 

 

33. SVP sentez-vous libres de partager vos expériences ou vos idées pour améliorer les 
services 9-1-1 au Canada. SVP soyez clairs sur comment vous avez contacté le 9-1-1.  
Nous préférons les histoires avec le service Texto au 9-1-1. Ne mettez aucune 
information permettant de vous identifier (noms). Nous respectons votre vie privée, 
merci. Écrivez vos expériences dans l’espace sur la page suivante: 

 Merci. 

L’Association des Sourds du Canada (ASC-CAD) et le Comité des Services Sans Fil du Canada 
(CSSSC) apprécient que vous ayez pris le temps de compléter ce sontage. 

« Ensemble, battons-nous pour l’équivalence fonctionnelle, l’accessibilité et justice pour tous! » 

Si vous avez des questions, vous pouvez contacter Frank Folino, le président de l’ASC-CAD, à 
l’adresse courriel qui se trouve dans l’introduction du sondage. 
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Appendix G: Excerpts from Intervention submitted 

for Telecom Notice of Consultation 2016-116 

 

The following appendix consists of excerpts from our joint intervention submitted on May 20, 

2016 for the CRTC proceedings on establishment of a regulatory framework for next-generation 

9-1-1 in Canada (Telecom Notice of Consultation 2016-116). As stated previously, we maintain 

that these issues and recommendations are current, in addition to the new ones we have 

proposed with this Text with 9-1-1 Survey Analysis Report. The full intervention document can 

be viewed at the provided hyperlink. 

 

A. Issues and Recommendations 

 
1.1 Issue: Voice requirements 

DHHSI community members are visiting WSP vendor locations and arguing to have their voice 
plans removed because they don’t want to be paying for a service that they do not use. 
Unfortunately in this current set-up with Text with 9-1-1 voice is REQUIRED in order to access 
Text with 911. As a result, consequently, there is confusion after registering for Text with 9-1-1 
initially, and sometime afterward, at some point, successfully removing their voice plans, then 
when it is emergency time, and it is not possible technically to make a Text with 9-1-1 call. 
This is a serious problem. Therefore it WSPs have a big responsibility to address this issue, as 
lives are at stake. 

To illustrate that WSPs have this responsibility, it needs to be bigger than merely just this kind 
of note on a website, see screenshot capture of words found on a Rogers website:  

 

Source: http://www.rogers.com/web/T9-1-1.portal?setLanguage=en  

   1.2 Recommended solution for Issue 1: 

● CRTC initiate a telecom decision that Wireless Service Providers (WSP) are to 
be enforced to develop an accessibility plan to include voice-minute plans 
(rather than voice plans) as a solution to enable accessibility to Text to 9-1-1 
and save lives. To develop a way for the minutes to be credited because for the 
most part they are unused by those who are ASL/LSQ users.  

● Update: The Deaf Wireless Survey Analysis, April 2016 during the CRTC TNC 
2015-134 proceeding recommended that WSPs and ISPs need figure out how 
to offer solutions for reimbursement of voice plans, offering fair and functional 
equivalent solutions to DHHSI consumers such as discounts, reimbursements, 
or specialized packages that allow for unused voice credits. This has now been 
made possible by CRTC’s policy decision Telecom Regulatory Policy 2016-496 
issued on December 21, 2016. 

http://www.deafwireless.ca/wp-content/uploads/2016/06/CADASCDWCC-Intervention-CRTC-TNC-2016-166-Textwith911.pdf
http://www.rogers.com/web/T911.portal?setLanguage=en
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● Telecommunication Accessibility Fund - establish a fund that will financially 
support the resources for such important projects for digital literacy programs 
that include community education workshops and simplified updated short and 
quick step-by-step videos and critical to create and distribute widely information 
vlogs announcing the REQUIREMENT to keep your voice features for the 
purpose of Text to 9-1-1 use.  
 

2.1 Issue: Inconsistent Information 

There are many inconsistencies of information about Text with 9-1-1 across Canada. 

For example, whereas the educational video in ASL done by E-Comm 9-1-1, we do applaud the 
joint initiative, yet we honestly find that it is yet to be well-publicized and so far to our 
knowledge, with only 827 views (as of date of the first intervention - May 20, 2016) found at this 
link: https://youtu.be/nzC6zbIsQvM 
 
The issues are 1) In reality, the number of views should be in the thousands! 2) It is only in ASL, 
when such a similar video should be produced in LSQ for the French DHHSI consumers. More 
about E-Comm and its efforts on community education, is available at: 
http://www.ecomm911.ca/contacting-911/T911system.php 

Enhanced education and outreach efforts need to be implemented, with greater distribution 
and dissemination reach. Stakeholder groups are not being properly utilized such as: 
Canadian Hearing Society (CHS), Western Institute of the Deaf and Hard of Hearing (WIDHH), 
and advocacy groups such as Canadian Association of the Deaf - Association des Sourds du 
Canada (CAD-ASC), and Deaf Canada Wireless Committee (DWCC).  Lack of funds for this 
updated information distribution is part of the problem.  

2.2 Recommended solution for Issue 2:  

● Letters must go directly to the correct contact people within these consumer groups as 
stakeholders with specific instructions to pass along or embed videos or instructions 
will be more effective. Templates for copy and paste help reduce confusion.  

● Allowing people to subscribe to an e-mail list with Text with 9-1-1 updates would also 
be of great benefit. 

● Funding sources are necessary to maintain updated information via social media, and 
reaching out to various key community agencies, and organizations, and the 
establishment of such project funding should become available through such sources 
as a proposed Telecommunications Accessibility Fund will allow for greater efforts to 
remedy the problem. 

 

3.1 Issue: Registration process confusion. 

DHHSI users may not realize that they must register with their wireless service provider in 
order to access Text with 9-1-1. http://textwith9-1-1.ca/wireless-service-providers/. In our view, 
the page is scattered with Wireless Service Provider logos. The page is not very clear or 
simplified enough to follow clear step-by-step instructions. In sum, it is quite confusing. 

DHHSI users may not understand that the steps for use of Text with 9-1-1 actually involves 
first dialing the “real” 9-1-1 then waiting for a text message in return before going ahead for 

https://youtu.be/nzC6zbIsQvM
https://youtu.be/nzC6zbIsQvM
http://www.ecomm911.ca/contacting-911/T911system.php
http://textwith911.ca/wireless-service-providers/


Page 130 of 140 

 

further dialogue. The videos produced by the CWTA were too long, overwhelming, when they 
should have been short, direct and simplified into step-by-step portions. 

DHHSI users may have misguided assumptions that Text with 9-1-1 works automatically as 
same as their hearing counterparts.  

3.2 Recommended solutions for Issue 3:  

● Several standard and consistent video productions with updated simplified and modern 
step-by-step instructions needs to be produced in both ASL/English and LSQ/French. 

● Direct vlogs announcing clear information so that no assumptions and 
misunderstandings can take place.  

● Consult with us, DWCC and CAD-ASC for advice on script-writing 
 

4.1 Issue: Timing delays Concern 

Many report that their Text with 9-1-1 messages were not being delivered promptly from the 
dispatchers and on both sides, sending and receiving messages often last longer up to 2 
minutes, adding to confusion and false assumptions that their Text with 9-1-1 calls are not 
going through. Calls are more likely to be dropped as a result.  

4.2 Recommended solutions for Issue 4: 

Direct to Text to 9-1-1 capabilities rather than voice-call initiated and then step 2, text with 9-1-
1 steps need to be overhauled.  

5.1 Issue 5 Dual Citizens:  

Dual citizens, or working Canadian-Americans going back and forth as well as DHHSI tourists, 
have a problem with accessing Text with 9-1-1 because of the registration requirement 
process. As a result, these tourists or dual citizens are placed in unsafe circumstances.   

5.2 Recommended solutions for Issue 5:  

Exceptions and alternatives need to be allowed for these circumstances. it is up to the WSP’s 
in both countries to come up with a solution to address the unique needs of the number of 
these business people.  

6.1 Issue: Outdated and inadequate Text with 9-1-1 Maps 

Text with 9-1-1 Maps at textwith911.ca are not updated regularly. DHHSI consumers are of a 
visual nature and would benefit from such maps. Having unpaid volunteers do such updating 
of maps is unethical. A member of our Committee deserves to be compensated for the hours 
he spent filling spaces in the Maps of Ontario and Canada.  

6.2 Recommended solutions for Issue 6:  

The textwith911.ca website manager must be made responsible to manage such mapping, 
and such images of coverage in each province, or PSAP coverage area, as well as national 
coverage should be placed at http://textwith9-1-1.ca/service-availabilty/ 

http://textwith911.ca/en/home/
http://textwith911.ca/service-availabilty/
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Additionally, requiring notifications when there are expanded regions with Text with 9-1-1 
capability should be mandated by the CRTC, to be placed at a centralized location such as the 
textwith911.ca site. 

7.1 Issue: Complex Text with 911 system 

For cognitive-delayed, whether it be by medical circumstance (accident, etc) or since birth, 
English or French as a second language (immigrants) and Deaf-Blind, visually impaired, or 
speech-impaired people need a simplified way of reaching emergency services.  
 

 7.2 Recommended solution for Issue 7:  

Merge all the accessibilities into ONE GPS-enabled app to ensure continuity of communication 
to prevent outages. This issue can be done, according to this article: 
https://www.washingtonpost.com/news/the-switch/wp/2014/07/10/calling-9-1-1-from-your-cell-
phone-in-d-c-good-luck-getting-first-responders-to-find-you/  
 
Yet in the Joint Interventors view, in Canada this action plan is not being utilized by our WSP 
and ESP to allow this capability catered for our Canadian DHHSI consumers.  

B. Timeline Priority of Implementation 

1. Order of Implementation: 
 
DWCC and CAD-ASC are both aware that there will be complexities in overhauling the current 
Text with 9-1-1 mechanism to the Text to 9-1-1 that includes GPS locators. We believe that 
Text to 9-1-1 is the best way to provide functional equivalency for Deaf and Hard of hearing 
people in Canada in light of any emergency situations where the responders can be able to 
arrive the scene in a timely manner. Not only this, we encourage the innovation and 
development of simplified and visual apps that are available in popular smartphone devices to 
meet a wide range of DHHSI consumers. Both organizations acknowledge that however that 
may involve technical software changes, manpower, organizational structural meetings and 
implementing a source of funding mechanism, we want to remind all those involved that there 
are lives at stake here. All DWCC and CAD-ASC want to see is a simplification of the existing 
system that has lost its efficiency, reliability, resiliency by providing mass confusion. The 
priority for accessibility needs to be implemented as soon as possible. 

2. Implementation Priorities: 

Due to complexities, we understand that an overhaul will take time as it crosses so many levels 
of government and systems, however clarification on the existing system and accessibility 
needs to be made a priority immediately. In order of priorities, the means to do this should 
include: 
 

a. Creating new and updated video productions, as a form of remedy with a simplified 
approach, including quick alerting announcement videos about: 
1) requirement to register, and  
2) about the voice plan clarifications, as well as  
3) short and simplified step-by-step videos. 

b. Dissemination of these educational videos across a wider reach.  

https://www.washingtonpost.com/news/the-switch/wp/2014/07/10/calling-911-from-your-cell-phone-in-d-c-good-luck-getting-first-responders-to-find-you/
https://www.washingtonpost.com/news/the-switch/wp/2014/07/10/calling-911-from-your-cell-phone-in-d-c-good-luck-getting-first-responders-to-find-you/
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c. Education and Outreach: Production videos in ASL and LSQ about Text with 911 with 
the collaboration of Deaf community and service organizations across Canada. For 
example, there is ASL video produced by E-Comm 911 and Western Institute for the 
Deaf and Hard of Hearing (WIDHH) in British Columbia. In each region of the PSAP with 
geographically-appropriate signs (account for dialects and local vocabulary) Collaborate 
with advocacy groups such as CAD-ASC, DWCC, and APSO to provide community 
education. 

d. Development of simplified downloadable apps that connect the DHHSI consumer directly 
with the PSAPs.  

e. Configure and change to establish direct Text to 911 systems that have GPS 
capabilities. 

 
Items a - e from above will not be possible without special funding thus it is recommended for 
the establishment of Telecommunications Accessibility Fund, for DHHSI groups to apply for 
funding to develop such videos and disseminate the videos across greater cross-community 
numbers. 
 

3. Implementation Time Frame: 

 
1. Short term (Six months to a year) 

 

In terms of the chaos and confusion we are seeing, it is our joint view that the remedial 

approaches need to be implemented within the next six months to a year.  We recommend this 

to be an immediate priority is to make the funding available for the remedial video and 

community education clarifications about the registration and voice plan confusions.  These 

videos need to be all-inclusive, with ASL, LSQ, captions, video description and voice-overs. This 

will include all DHHSI consumers. 

 

Here are some examples of being all-inclusive with the videos, the background of these videos 

need to be dark coloured. To illustrate using an example, CWTA videos are currently with white 

backgrounds, putting our Deaf-Blind community members with some vision at a disadvantage. 

These videos are challenging for them to watch. We implore that Canadian Association of the 

Deaf - Association des Sourds du Canada, the Deaf Wireless Canada Committee, and now the 

Canadian National Society of the Deaf-Blind to be directly involved in the consultation planning 

for these videos including script-writing as we have first hand experience and understanding the 

needs of Deaf, hard of hearing and Deaf-Blind community, in order to meet their visual needs. 

 
2. Mid-term (1-3 years) 

 

The next priority, for the year, as we acknowledge that to develop the technology takes 

manpower and time.  Contracting of existing app developers to develop a simplified app to be 

used for a range of people from the cognitively impaired (either by medical incident or pre-

existing), to French and English as a Second Language users (immigrants). Simplified app with 

simple icon tapping on screen with capabilities to permit them directly contact the emergency 

services. This would require configurations with all the ESWGs and PSAPs. 

 

https://www.youtube.com/watch?v=nzC6zbIsQvM&feature=youtu.be
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3. Mid-term to long-term 

 

The switch to an easier and more direct system of Text to 911 between the consumer and the 

dispatcher will take time. This should be completed in the next 3-5 years. 

 
DWCC and the CAD-ASC believe in providing all options that will fit different groups.  We want 

an all-inclusive approach that allows for the inclusion of a greater range and number of people 

possible within the DHHSI community, from one end of spectrum to the other: cognitively 

delayed, French and English as a Second Language users (immigrants), hard of hearing,  

Deaf-Blind, ASL and LSQ users. 

D. Conclusion 

We the, DWCC and CAD-ASC, are well aware in order to change from the current Text with 
9-1-1 mechanism to Text to 9-1-1 would have some implications on WSP’s, ESP’s 
(Emergency Services Providers), PSAPs, ESWG’s and the myriad of 9-1-1 networks. It is 
imperative to include and consult with representatives from the DHHSI community towards to 
construct and implement of   Text to 9-1-1  and public education program. It is an investment 
in saving lives and promoting the health and safety of the Deaf, Hard of hearing, DeafBlind, 
and other persons with cognitive challenges and other people who may prefer “silent” 9-1-1 
calls is very much worth the effort. So much of the 9-1-1 networks decision-making process 
has indeed been made without the accessibility lens of the DHHSI community for a long time.  

Mandated inclusion of DHHSI people on decision-making Board of Directors, such as 
CWTA’s Wireless Accessibility Committee Groups, PSAPS and EWSGS.  How can major 
decision-making be made without the inclusion or the inputs of their customers with different 
communication needs. It is critical that CWTA includes representatives from each groups; ASL 
users, LSQ users, Deafblind, Hard of Hearing and those with speech impaired on decision-
making Board of Directors. This is to ensure that each group have their inputs in making 
decisions together and to ensure that equal accessibility are provided to all customers. 

We know that the CRTC’s role  is to oversee the  reliability and resiliency regulatory  
measures of  accessibility in the Wireless Code CRTC 2013-271. In other words, CRTC needs 
to ensure that the decision-making process by PSAPS, EWSGS and other organizations in 
changing the NG 91-1 are  following the accessibility within the Wireless code. 

We sincerely hope you will invite us to share several lived emergency experiences to illustrate 
why changes need to be made and what DHHSI survey respondents will have to say from our 
second nation-wide survey specifically on 9-1-1 access issues during the CRTC TNC 2016-
116. 

 

 

 

 

 

http://www.deafwireless.ca/index.php/terminology/accessibility-lens/
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Appendix H: Terminology 

 

Unless otherwise stated, definitions are excerpted from the Bell-Mission Consulting VRS 

Feasibility Study Project Phase 3, Consumer Interests and Perspectives, page 13. 

  

ASL - American Sign Language – 

a naturally occurring visual gestural language with distinct grammar, syntax and vocabulary that 

is not based on or derived from a spoken language. ASL does not follow English word order, 

and uses facial expression for grammatical markers. In addition, physical affect markers, spatial 

linguistic information and fingerspelling are all incorporated into the unique syntax and linguistic 

features of the language. Similar to other languages, ASL is comprised of arbitrary symbols 

brought together by “syntactic, phonological semantic, and pragmatic rules.” The main users of 

ASL are culturally Deaf, however other groups may also prefer this language. 

  

LSQ - Langue des signes québecoise-   

is the natural language sign language of the Deaf Francophone community in Canada. With other 

signed languages, LSQ is a naturally occurring language with grammar, syntax, vocabulary, and 

lexical information that is conveyed visually and manually. The majority of LSQ users are culturally 

Deaf. 

  

Culturally Deaf 

● People who identify themselves as culturally Deaf; people who are born deaf or 

became deaf early in life, usually before language acquisition (i.e. pre-lingual) 

● Rely mainly or a have a preference on using sign language to communicate (ASL or 

LSQ) 

● Prefer to use sign language interpreters and visual assistive technology (e.g. Video, text 

messaging, captioning) 

●  Deafness is a cultural and linguistic distinction requiring an accommodation, rather than 

a disability. 

● Some also use assistive listening devices (e.g. hearing aids and cochlear implants) yet 

have strong ties to deaf culture and chose to be bi-cultural. 

 

 Deafened 

● People who became deaf post -lingually (after learning speech) and have now lost the 

ability to understand speech with or without assistive listening devices (e.g. hearing aids, 

cochlear implants, wireless transmitters, etc) 

● Typically educated in spoken language either in English or French 

● Generally depend on a visual representation of spoken language for communication 

(e.g. written text, speech-reading, captioning, sign supported English) 

● Typically identify with hearing culture, but may have ties to deaf culture or choose to be 

both 

 

 

 

http://bcvrs.ca/wp-content/uploads/2012/11/Report-Mission-Consulting-re-2013-155-Phase-03-Consumer-Interests-and-Perspectives.pdf
http://bcvrs.ca/wp-content/uploads/2012/11/Report-Mission-Consulting-re-2013-155-Phase-03-Consumer-Interests-and-Perspectives.pdf
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Deaf-Blind 

Deaf-blindness is a distinct disability. Deaf-blindness is a combined loss of hearing and vision to 

such an extent that neither the hearing nor vision can be used as a means of accessing 

information to participate and be included in the community”, as defined by the Canadian Helen 

Keller Centre (CHKC), 

 

Deaf-Blindness can consist of varying levels of vision loss and hearing loss, ranging from having 

low vision to being totally blind combined with ranging from being hard of hearing to being totally 

deaf. Individuals can be born deaf-blind (congenital) or can become deaf-blind later on. Some 

may initially be deaf and become blind later or may be blind and become deaf later. Some 

causes of deaf-blindness include, but are not limited to, Usher Syndrome, Charge Syndrome, 

Rubella Syndrome, other syndromes that combine deaf-blindness with other disabilities, 

diabetes, disease or illness, stroke, drug overdose, injury and aging. As our population ages 

and people live longer, deaf-blindness is becoming more common in seniors who lose vision 

and hearing due to age related conditions. Deafness and blindness can occur separately at 

different times and be unrelated to each other. 

 

Functional Equivalency 

Adopted from the National Association of the Deaf, an American advocacy organization for the 

Deaf and Hard of Hearing citizens; and the FCC, the American counterpart of CRTC. In short it 

represents, “Equal access to telecommunications is absolutely necessary for deaf and hard of 

hearing individuals to have equal opportunities in education, employment, public and private 

programs and services, and everyday life. Existing laws mandate access to telecommunications 

for deaf people, but it is imperative to update on a periodic basis federal regulations and 

guidelines to incorporate all existing, new, emerging, and future telecommunications equipment 

and services to ensure ongoing accessibility. To avoid delays in accessibility and usability as 

well as possible expensive retrofitting, telecommunications equipment and services should be 

subject to universal design principles” (Source). Full definition of this term can be found directly 

from the original source. 

  

 Hard of Hearing 

● People with hearing loss ranging from mild to profound, may have been born with the 

condition, or developed it later, are able to understand speech with or without assistive 

listening devices to maximize residual hearing(e.g. Hearing aids, Cochlear implants, 

wireless transmitters, etc) 

● Primarily relies on auditory communication utilizing any residual hearing 

● Prefer to use auditory devices to maximize residual hearing (e.g.hearing aids, amplified 

telephones, etc) captioning devices (e.g. captioned telephones, real time captioning 

services) and may also utilize speech-reading 

● Most identify with hearing culture and very few use any kind of sign language 

 

 

 

 

https://www.nad.org/about-us/position-statements/position-statement-on-functionally-equivalent-telecommunications-for-deaf-and-hard-of-hearing-people/
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Oral Deaf 

  

● People who are born deaf or became deaf early in life, usually before language 

acquisition (i.e. pre-lingual) 

● Educated in the oral method and rely mainly on oral communications (e.g. speaking, 

speech-reading) 

● Generally depend on a visual representation of spoken language (e.g. written text, 

captioning, speech-reading) 

● Typically identify with the hearing culture but may have ties to deaf culture, or choose to 

be bi -cultural and identify with both. 
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Appendix I: Accessibility Office 

  

Background: The Accessibility portfolio is currently managed by CRTC’s Consumers Affairs 

and Strategic Planning. In turn, DWCC recommends a new entity to be created to focus on 

establishing an Accessibility Office to be created under Consumers Affairs and Strategy 

Planning Division and/or stand-alone office that will include new positions as follows: 1) Director 

of Accessibility who is responsible to ensuring that all accessibility issues are included in its all 

decisions and published policies. 2) Support Staff will be included to focus on research and 

policy development, the liaison with CCTS regarding to dealing with complaints, accessibility 

queries and resources, survey data collection, and promoting “Accessibility lens” for issues on 

accessibility-related including Deaf and hard of hearing customers. Deaf people (sign language 

users) and including others with disabilities are strongly recommended for these employment 

positions in the new Accessibility Office. 

 

Accessibility Lens - one of the members of the DWCC-CSSSC Committee, Jeffrey Beatty, 

coined the term “Accessibility Lens,” defined as: “Accessibility Lens is a tool for identifying and 

clarifying issues affecting persons with disabilities, which is used by policy and program 

developers and analysts to access and address the impact of all initiatives (policies, programs 

or decisions) of persons with disabilities. It is also a resource to be utilized in creating policies 

and programs reflective of the rights and needs of persons with disabilities. Creating an 

“Accessibility Lens” is accomplished by placing an experienced person with disability in a senior 

position with decision-making.”  

  

Background: It is a term originally conceived by the Canadian Hearing Society and the Council 

of Canadians with Disabilities, in item 4.1 at this link, in relation to proceeding CRTC 2008-8 

which led to CRTC’s Accessibility Policy 2009-0430. Paragraph 4 of the link is titled: Disability, 

Gender and Diversity Lens whereas: 4.1 CCD recommends that the CRTC develop a disability, 

gender and diversity lens to ensure that the issues of women and all marginalized people, 

including people with disabilities, First Nations and racial minorities, are considered as the 

CRTC undertakes its mandated responsibilities. CCD notes that the Canadian Hearing Society 

in its response has raised concerns regarding "[1] CRTC's personnel hiring, retention and 

promoting employees with disabilities...[2] a lack of internal access and accommodation policies 

in the CRTC..." (CHS 2008 p. 5) A disability, gender and diversity lens could assist the CRTC 

address problems such as these as well as assist it with decision-making processes associated 

with licensing and regulation. Furthermore, such a lens could be used when selecting 

commissioners to ensure that commissioners have adequate disability expertise. 
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Appendix J: Additional Reading and Resources 
 

Canadian Resource Links 
 

● BC: Joint video production between E-Comm PSAP and WIDHH (Deaf & Hard of 

Hearing service agency) - Text with 9-1-1 PSA video  

● CRTC Interconnection Steering Committee (CISC) Report to the CRTC By the 

Emergency Services Working Group (ESWC) 2012 Trial Report 

● CRTC Three-Year Plan 

● CWTA - WSP Text with 911 Registration  

● CWTA - Wireless Accessibility Site  

● CWTA - Wireless Accessibility Committee 

● DWCC Deaf Wireless Survey Analysis Report, 2016 

● Elections Canada - ASL (Model for ASL Video productions - accessibility: captions, 

images) 

● Elections Canada - LSQ (Model for LSQ Video productions - accessibility)  

● EWSC 2015 Report (filed with CRTC for TNC 2016-116): 

● Emergency Services Working Group (ESWG) Enhanced Community Notification System  

● Outage Reporting: http://www.crtc.gc.ca/eng/archive/2002/lt021127.htm  
 

Canadian websites without ASL and LSQ videos 
● Toronto Police Services 
● Canadians now have Text with 9-1-1 
● CWTA announcement Text with 9-1-1 service now available nationwide 

Canadian News Reporting of the Texting 9-1-1 rollout in regions 

(Inconsistency) 
● London Police Service debuts online chat  
● Ottawa Police Texting to 911 is available 

 

Wireless Service Provider Links -  
Bell Mobility 

Rogers Wireless 

Telus Mobility 

MTS 

Vidéotron  

Sasktel 

 

 

https://www.youtube.com/watch?v=nzC6zbIsQvM&feature=youtu.be
http://www.agence911.org/wp-content/uploads/2014/12/esre0061.pdf
http://www.crtc.gc.ca/eng/BACKGRND/plan2016/plan2016.htm
http://textwith911.ca/en/wireless-service-providers/
http://www.wirelessaccessibility.ca/
https://www.cwta.ca/about-cwta/leadership/committees/
http://www.deafwireless.ca/wp-content/uploads/2016/05/Deaf-Wireless-Canada-Survey-Analysis-2016-REV02-APRIL-19-2016.pdf
https://www.youtube.com/watch?v=fXXDXK7uuYs&index=1&list=PLDhNe5YkGPLQIIlCne_K_qRN7bvOjq-tW
https://www.youtube.com/watch?v=BgoYuuwRs0o&index=2&list=PL9xfHDXUEtlavaIt7OIdNi1rk0Azr6jTY
http://crtc.gc.ca/cisc/eng/cisf3e4.htm
http://crtc.gc.ca/cisc/eng/cisf3e4_22.htm
http://www.crtc.gc.ca/eng/archive/2002/lt021127.htm
http://www.torontopolice.on.ca/communications/t911.php
http://www.pipelinepub.com/news/canadians-now-have-text-with-911-service-nationwide
https://www.cwta.ca/blog/2016/12/01/text-with-9-1-1-service-for-canadas-dhhsi-community-now-available-nationwide/
http://www.thelondoner.ca/2017/01/16/london-police-service-debuts-online-chat
https://www.ottawapolice.ca/en/News/index.aspx?newsId=1567d850-7dbe-41d7-8f61-fa2579d0721f
http://www.bell.ca/Accessibility_services/T911
http://www.rogers.com/web/T911.portal?setLanguage=en
http://www.telus.com/en/qc/support/article/text-911?lang=en&prov=bc
https://www3.mts.ca/mts/support/wireless/safety/text+with+911+t911
http://corpo.videotron.com/site/accessibilite-fr.jsp?locale=fr
http://www.sasktel.com/wps/wcm/connect/content/home/wireless/messaging/text-with-9-1-1
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United States 

 

911 

● 911.gov 
● 911forkids.com 

● Advanced 911 App 

● APCO Communications Centre on 9-1-1 
● CNET Link about Text to 911 
● FCC Text to 911  

● FCC Text-to-911 Consumer Guide 
● FCC National 9-1-1 Program 2015 Progress Reports - includes Text to 9-1-1 

stats 
● NENA Text to 911 resources  
● SMS Text-to-9-1-1 – what it is and isn’t (page 2)  
● US Deaf woman texts 911 for help 

 

Functional Equivalency Explanation & Definitions  
 

● NAD Position statement on functionally equivalent telecommunications for deaf and hard 
of hearing people 

● FCC Rulemaking re: Telecommunication Relay Services 
● ITU-T Workshop for the United Nations (UN) 
● Telecommunications services for hearing-impaired and speech-impaired individuals 
● What is meant by the term Functional Equivalent by Dr. Z.  

 

Real Time Text (RTT)  

● The FCC moved toward the modernizing of wireless phone text compatibility and 

adopted RTT as seen in this link 

● All the related FCC documents in connection with Real Time Text can be found 

at this link 

● Gallaudet University had a hand in recommending and explaining this 

transition from TTY to RTT  

● TDI announcement - FCC Adopts Rules to Facilitate Transition from TTYs to Real-

Time Text Technology https://tdiforaccess.org/2016/12/fcc-rtt/ 

International Resources & Links  
 

● British Deaf News Tweet Link 
● Connexion France Text 114 story 
● Danish 112 Emergency App  

https://www.911.gov/
http://www.911forkids.com/index.php?option=com_content&task=view&id=91&Itemid=1
http://www.ten43.com/apps/Advanced911-iphone.html
https://www.apcointl.org/resources.html
http://www.cnet.com/news/text-to-911-is-here-but-it-isnt-everything-you-might-think/
http://www.cnet.com/news/text-to-911-is-here-but-it-isnt-everything-you-might-think/
https://www.fcc.gov/consumers/guides/what-you-need-know-about-text-911
https://transition.fcc.gov/cgb/consumerfacts/text-to-911-consumer-guide.pdf
https://www.911.gov/pdf/National-911-Program-2015-ProfileDatabaseProgressReport-021716.pdf
http://www.nena.org/?page=textresources
https://www.apcointl.org/doc/911-resources/wireless-resources/512-interim-sms-text-to-9-1-1-information-and-planning-guide-version-2/file.html
http://www.usatoday.com/story/tech/nation-now/2016/01/07/tex-911-deaf-woman-georgia/78412542/
http://www.nad.org/about-us/position-statements/position-statement-on-functionally-equivalent-telecommunications-for-deaf-and-hard-of-hearing-people/
http://www.nad.org/about-us/position-statements/position-statement-on-functionally-equivalent-telecommunications-for-deaf-and-hard-of-hearing-people/
https://apps.fcc.gov/edocs_public/attachmatch/FCC-03-112A1.pdf
https://www.itu.int/dms_pub/itu-t/oth/06a/28/T062800000600221PDFE.pdf
https://www.fcc.gov/general/title-iv-ada
http://www.drzvrs.com/2009/07/what-is-meant-by-the-term-functionally-equivalent-as-defined-by-the-fcc/
https://www.fcc.gov/document/fcc-adopts-real-time-text-services-americans-disabilities
https://www.fcc.gov/real-time-text
http://www.gallaudet.edu/news/tap-real-time-text.html
https://tdiforaccess.org/2016/12/fcc-rtt/
https://tdiforaccess.org/2016/12/fcc-rtt/
https://tdiforaccess.org/2016/12/fcc-rtt/
https://twitter.com/BritishDeafNews/status/819150453946650625
http://connexionfrance.com/Police-burglars-Havre-text-114-message-18775-view-article.html
http://112app.dk/
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