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About the Joint Intervenors 

The Deaf Wireless Canada Consultative Committee, DWCC, Canadian Association of the 
Deaf - Association des Sourds du Canada (CAD-ASC) and Canadian National Society of the Deaf-
Blind (CNSDB) believe in an all-inclusive approach that allows for the inclusion of the greatest 
range of people possible within the Canadian Deaf, DeafBlind and Hard of Hearing (DDBHH) 
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 Consultative Committee (DWCC) is an ad-hoc committee of the 
Canadian Association of the Deaf - Association des Sourds du Canada (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 Deaf, Hard of Hearing 
and DeafBlind 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. CAD-ASC 
promotes and protects the rights, needs, and concerns of Deaf people who use American Sign 
Language (ASL) and langue des signes québécoise (LSQ). 

The Canadian National Society of the Deaf-Blind (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. The CNSDB advocates for new and improved services, promotes 
public awareness of deaf-blind issues, and disseminates information in order to 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 
DeafBlindness, 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. 
 
History and Background of the TTY Relay in Canada 

Message Relay Services (MRS) are text-to-voice services that enable people with a 
hearing or speech disability to make and receive telephone calls. The Canadian Radio-Television 
Commission currently requires wireline telephone service providers to offer two types of MRS: 
Teletypewriter (TTY)  and Internet Protocol (IP)  relay services. In this report, the term MRS refers 1 2

to both TTY and IP Relay services. 

 Teletypewriter (TTY): http://www.crtc.gc.ca/eng/archive/2017/2017-33.htm#fn1 1

 Internet Protocol (IP): http://www.crtc.gc.ca/eng/archive/2017/2017-33.htm#fn2 2
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The TTY Device 
The first TTY modem was invented by deaf scientist Robert Weitbrecht in 1964. Over the 

years, steadfast engineers and scientists with the Ultratec company worked hard in upgrading and 
creating more compact teletype devices including this 1993 model, the MINICOM II. For a 
complete history of TTY devices, you can explore this link.  

 

TTY to voice/voice to TTY calls through Message Relay Services (MRS) 

 One of the most common types of MRS calls involves a deaf or hard-of-hearing person 
who utilises a TTY to contact a hearing person. In this type of call, typed messages are relayed as 
voice messages by a Telephone Relay Service (TRS) operator.  Depending on the geographical 
area of the service provider, the operator may have a different title: 1) Communication Assistant 
(CA);[2] 2) Relay Operator (RO);[3] 3) Relay Assistant (RA),[4] or 4) relay agent (agent).  

Originally, relay service users were designed to be connected through a 
Telecommunication Device for the Deaf (TDD), a teletypewriter (TTY,) or other assistive telephone 
devices. This was known as a TTY Relay Service (TRS).  

This type of operator service allows callers who are unable to use a regular (acoustic) 
telephone to be able to communicate with people who use such telephones and vice versa. When 
the person who is hearing is ready for a response, it is customary to say "go ahead" or "GA" to 
indicate that it is the TTY user's turn to talk and "stop keying" = "SK", or "ready to hang up" when 
ending the call and vice versa. The person typing on a TTY or TDD would also use the same cues 
“GA” or “SK” to indicate their readiness to respond or to end a conversation. 
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DeafBlind variation 
Telebraille also exists for people who are DeafBlind to make telephone calls with the use of 

a TTY with a Braille or regular keyboard and a refreshable Braille display or LVD (Large Visual 
Display). A relay call from a user who is DeafBlind is equivalent to a relay call of a TTY user, 
however, the text transmission speed is often reduced to increase the ability of the DeafBlind user 
to comprehend the moving pins on the Braille TTY or large print on the LVD. Some TTY users with 
mobile disabilities may prefer to use a Telebraille machine, due to the smaller keyboard, regardless 
of a sight disability or lack thereof.(source)  

In modern times, text-to-voice/voice-to-text communication access has now expanded to 
become web-based, using Internet Protocol-based relay systems, also known as IP Relay 
Services with operators acting as intermediaries for communication. 

IP Relay Services 
IP Relay is a text-based service. In an IP Relay call, the relay operator communicates with 

the person with a hearing or speech disability via text and the person without a hearing or speech 
disability via voice. The person with a disability accesses the service by using any device capable 
of Internet access to reach the relay provider's website and/or text messaging application to reach 
the relay operator. The person without a disability dials a toll-free number to reach the relay 
operator using any telephone service. While access to the Internet and a device capable of 
Internet access are necessary for the person with a disability to communicate with the IP Relay 
operator, these two items are not part of the relay service offering. (CRTC Policy 2009-430) 

IP relay services are also called Web-based text relay services in Europe. These services 
provide functionality similar to TDD/TTY relay services, replacing the telephone line and TDD/TTY 
devices with an Internet connection, using an internet browser, and in some cases, using software 
operating on a computer or a smartphone.  

When using an IP relay service for an emergency call like 911, the relay operator will ask 
for the street address, city, and state from which the call is originating. If this information is not 
provided then the relay operator will be unable to complete the emergency call due to the lack of 
location information.. 

Most IP relay service providers support many types of technologies, such as Web browser, 
mobile phone app, text messaging, WAP, instant messaging, and Text over IP (ToIP). Support for 
many technologies has made it possible to use almost any generic connected device to use a 
relay service, such as a personal computer, laptop, mobile phone, tablet, or other device capable 
of utilizing the connection methods provided by an IP relay provider.  This is widely and readily 
available in the United States, and is very common with the use of an application software on 
smartphones, as seen at Sprint’s website. 

In Canada, IP Relay Services is limited to internet browsers and the companies that 
provide these services claim that IP Relay Services works on multiple devices using an internet 
browser. 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Canada’s Storied History of TTY and TTY Relay 

Summarized excerpts from Deaf Heritage in Canada  by Clifton F. Carbin   3

Canada’s first known TTY demonstration took place in December 1968 in New 
Westminster, a suburb of Vancouver, BC. Robie Scholefield, a born-deaf first-year 
architectural student (1968-1970) at Webster College in Webster Groves, Mo. brought 
the equipment home for the Christmas holidays. He wanted to show his family and 
friends how a telephone conversation could occur by linking two TTYs equipped with a 
PHONE-TYPE terminal unit. Because he knew of no other TTY users in Canada, 
Schofield called a friend in St. Louis, thus placing the world's first TTY call from one 
country to another.  (p. 430) 

This is the earliest known TTY usage in Canada. According to Carbin, “following the first public 
demonstration of this new technology (or a new twist on old technology) that let deaf people use 
the telephone, TTY use spread across Canada from west to east” (p.430).  However, Canadians 
from the west to the east had to really push for the use of this telephone technology across the 
nation from the years 1969 (British Columbia) through to 1973 (Newfoundland).  4

As for the advent of the Telephone Relay Service (TRS) in Canada, Canada has been a 
pioneer in North America in establishing this type of telephone relay service for its Deaf, Hard of 
Hearing, and DeafBlind populations. According to Carbin, the first relay service was established in 
Edmonton, in March of 1984 for local calls provided by the Edmonton Telephones Message Relay 
Centre (MRC). From here, other cities and provinces started to follow suit. (p. 434-435) 

It was in May 28, 1984, when the first 24/7 province-wide relay service, funded by a 
telecommunications  company, was provided to the DHH and DB citizens of British Columbia 
thanks to the lobbying of Mr. Henry Vlug. Mr. Vlug’s continued lobbying achieved a discount for 
long distance TTY calls because typing took twice the time to get a message across. It was the 
Western Institute of the Deaf (WID - now called the WIDHH) that first managed the 24/7 relay 
service on its premises, and on May 11, 1987 that the service moved to the facilities of the 
telecommunications company BC Tel (now TELUS).  

From that point on, the other Canadian provinces started to follow the British Columbia 
example to create relay services - from 1991 in Newfoundland to the Yukon in 1993.  It wasn’t until 
August 4, 1993 that the CAD-ASC successfully lobbied for, and the CRTC finally approved, a 
single number, 711, to access Message Relay Services (MRS) which went in service in February 
1994. Today, relay services are provided by quite a number of telephone companies. (p. 435-437) 

A Brief History of IP Relay Services in Canada  
The IP Relay Service history is less storied than the TTY Relay Service provisions in 

Canada. Rather than it being a Deaf community grassroots effort to bring an evolved and 
upgraded telecommunication service, it was more of an initiative of the CRTC and the 
telecommunication service provider companies.  According to research, the CRTC Regulatory 
Policy 2009-430, issued on July 21, 2009, mandated that all the same companies that provided the 
TTY Relay Services should provide IP Relay 24 hours a day, 7 days a week by July 21, 2010. 

 Carbin, C. F. (1996).  Deaf Heritage in Canada: A distinctive, diverse, and enduring culture, Whitby, 3

Ontario: McGraw-Hill Ryerson Ltd.

 Ibid.4
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Executive Summary 

This report was prepared for the CRTC, providing a review of survey analysis results in 
response to Telecom Notice of Consultation 2017-33. The survey became the basis to collect 
evidence after Deaf Wireless Canada Consultative Committee (DWCC) members learned of 
minimal efforts to promote this specific proceeding to Deaf and Hard of Hearing, & DeafBlind 
(DHH/DB) Canadians, including telecommunication services using American Sign Language (ASL) 
and langue des signes québecoise (LSQ) users .  5

The survey was conducted in four languages, English, French, ASL, and LSQ, starting on 
May 4, 2017, and ending on June 4, 2017. The final number of respondents to the survey as of 
June 4, 2017 was 468 responses. A total of 437 responses were deemed solid enough for 
further analysis. Thirty-one (31) or .6% responses were initial “No” responses and other 
inconclusive data.  The breakdown for analysis is on a national basis. 

In this report, CAD-ASC, DWCC and CNSDB would like to bring attention to these issues 
and recommendations on Message Relay Services in Canada. All three joint intervenors want to 
see a simplification of the Message Relay Services that are able to provide a reliable and efficient 
program with functional equivalency for telecommunications access to all Deaf, Hard of Hearing, 
and DeafBlind Canadians. There are four categories where 15 recommendations are listed: 

1) Consumer Experience  
2) Standards  
3) Mechanism & Reporting 
4) Public Awareness & Education 

Summary of Recommendations for TTY and IP Relay Services in Canada 

Consumer Experience   

1. Upgrading of IP Relay Service internet platforms to more responsive web design themes 
with cross operating system, browser and device (smartphone and tablet) interoperability. 

2. Creation of a responsive app that includes customizations outlined above to allow for 
increased and enhanced mobile utilization of IP Relay Services.  

3. Text based relay services, especially IP Relay Services, needs to be returned to a two-
way means of communication.  

4. IP Relay Services needs to be set up better with the ability for messages to be left for the 
Deaf, DeafBlind, Hard of Hearing, deafened and speech-impaired consumer.  

 ASL and LSQ users refer to Deaf, DeafBlind, Hard of Hearing, and late deafened people in a group using 5

sign languages
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5. Voice Carry Over (VCO) needs to be widely established for text based relay, especially IP 
Relay Services, and all operators need to receive ongoing updates and re-training and  to 
have this feature available on a continuing basis.  

6. Canadians are receptive to new technologies that utilize TTY communications such as 
RTT - Real Time Text (RTT), but only if five specifications are implemented. For further 
details, see the full Recommendations. 

Standards 

7. Improving wait times for an IP Relay operator to answer within 10 minutes and integrating 
a queue indicator in the platform. 

8. Operators must have ongoing training that includes:  
1) typing speed tests,  
2) updated information related to the different types of consumers they are serving, 
including sensitivity training and Deaf culture,  
3) learning about disempowerment - focusing on the oppressed group life experience and 
consumer group community trends, and 
4) overall customer service skills.  

Mechanism & Reporting 

9. Removing landline home phone number registration requirements due to modern trends 
of wireless phone numbers being adopted as primary home phone numbers. 

10. Streamlining the number of IP Relay Service platforms, and removing the registration 
requirements tying to specific telecommunication, internet, and wireless service providers, 
allowing IP Relay Services to be universally accessible.  

11. Establishing a governance structure with a clear complaint and inquiry mechanism to 
settle all the confusion and increase TTY and IP Relay Services systems input and 
feedback accountability to Canadian consumers.  

12. Conducting TTY and IP Relay Services reviews every three years to ensure quality of 
service and access for Canadian relay service consumers. 

13. Reporting TTY and IP Relay Service provisions quarterly to the CRTC and yearly to 
maintain compliance to the CRTC policies.  
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Public Awareness & Education 

14. Allocating funds for, and establishment of an education and awareness program for IP 
Relay apps and RTT technologies in its introductory period which would include 
production of instructional videos for consumers in ASL and LSQ. 

15. Rebooting of Public Awareness campaigns for text based relay services, with public 
service messages including visual media, graphics, reenactment and informational videos 
for the mainstream. Using newspapers, other print materials, cable TV,  and internet, 
radio and social media to increase the awareness of hearing people who may get calls 
from all types of relay services. These PSAs are to be inclusive including ASL and LSQ 
language users. 

All of these overall recommendations are emphasized in the United Nations Convention 
on the Rights of Persons with Disabilities (CRPD) that Canada ratified in 2010. The Convention 
ensures the right to Sign language recognition in its Article 21. There are over 40 countries 
globally that have recognized Sign Languages, yet Canada has not yet recognized its two 
national Sign languages - American Sign Language (ASL) and langue des signes québécoise 
(LSQ). 

The goal is to have legislation recognizing ASL and LSQ as official Canadian National 
Sign Languages. This legislation will deliver together the definition of accessible communication 
and the linguistic identity of Deaf individuals as integral to both Canadian English and French 
societies. This is an important step towards social inclusion and human rights for Deaf, Hard of 
Hearing and DeafBlind Canadians, because highlights clear benefits in terms of improved access 
to information and services, especially in the area of telecommunication. 

Rationale  

The survey purpose was to support questions that were distributed by the Canadian Radio-
television Telecommunications Commission (CRTC) in their Telecom proceeding TNC 2017-33 and 
the focus of the survey questions was for individuals who were Deaf, DeafBlind, Hard of Hearing, 
and including those with other hearing and speech disabilities. Hearing voice callers were also 
surveyed as CRTC inquired. The questions were in four categories laid out in the telecom 
proceeding: 

● Quality of service of current MRS offerings; 
● Accessing MRS from wireless devices; 
● Awareness of MRS; 
● Future of MRS in Canada 

For greater inclusivity of the profile range of TTY and IP Relay consumers in the Deaf, 
DeafBlind and Hard of Hearing community, the survey design of CRTC’s questions were repeated 
for each of TTY Relay Services and IP Relay Services.  This survey design permitted only TTY 
users to answer TTY Relay questions, while IP Relay users could only answer IP Relay Service 
questions.  
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Highlights 
Demographics 

● 93.1% of the 437 respondents identified as Deaf, DeafBlind and Hard of Hearing, 
including oral and late deafened. 

● The top four (4) provinces respondents originated from were Ontario (106), British 
Columbia (101), Quebec (79), and Alberta. (78). 

● 76.7% of the respondents lived in metropolitan cities.  

● 59.4% of the respondents were in the range of 45 years of age and older.  

Wireless Services 
● 71.8% responded that Rogers, Bell, and Telus were their Wireless Service Providers 

(WSP).  

Internet Services 
● 70.6% responded that Rogers, Telus, Bell and Shaw were their Internet Service Providers.  

TTY-to-TTY 
● 37.7% responded that they still use their TTY. 

● 77.2% of the respondents make TTY to TTY calls at least once or more per month.  

● 22.8% of them use TTY to TTY when they call government services. 

TTY Relay 
● 91% responded that they use TTY Relay Services. 

● 29.1% of them use TTY Relay Services between 1-5 times per month; 10.1% for more than 
5 times per month. 

● 50% think that TTY Relay access is still important for daily use; Only 8 respondents said 
no. 

● 35.9% of the respondents use Bell TTY Relay Service; 27.5% use TELUS TTY Relay 
Service. 

IP Relay 
● 59.4% of the respondents have access to IP Relay on a computer. 

● 68.1% think that IP Relay access is still important for daily use. 

● 30.8% of the respondents use Telus IP Relay Service; 17% use Rogers IP Relay Service 

Mobile Usage of IP Relay 
● 27.4% of the respondents have access to IP Relay on a smartphone. 
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DeafBlind Experience 
● 51.6% of the respondents use TTY Relay more than once a month; 45.2% use IP Relay 

more than once a month. 

● 64.3% of the respondents use Telus Relay. 

● 85.7% of them think that TTY Relay access is still important for daily use. 

 
Methodology 

SurveyMonkey (www.surveymonkey.com) was the web-based tool to collect data from 
Canadian respondents.  The survey was conducted in four languages:  English, French, ASL, and 
LSQ. (Appendix C for detailed timeline).  

The periods of the survey conducted were: 

- For general DHH/DB and hearing caller population, from May 4 to June 4, 2017 
- For Hard of Hearing respondents, links without videos from May 24 to June 4, 2017 

Survey questions were developed with 4 categories merged: 

1) CRTC’s Telecom proceeding 2017-33 questions, all of the relevant questions for individuals 
with hearing and speech disability as well as hearing voice callers outlined in the four 
categories in the telecom proceeding. 

● Quality of service of current MRS offerings; 
● Accessing MRS from wireless devices; 
● Awareness of MRS; 
● Future of MRS in Canada 

2) To accommodate current trends, options to skip questions were offered.  If you were only a     
TTY user, you had the option to skip the IP Relay questions, and vice versa. If you were an IP 
Relay user but not a TTY user, you were able to skip the TTY questions and go straight to 
answer the IP Relay questions. 

3) DWCC Committee’s line of questioning was developed to see if others in the Canadian DHH/
DB community had the same experiences as that of Committee members (IP Relay issues). 

4) The survey ends with the final three questions that encompass DWCC’s mandate with 
wireless issues to determine whether people desire easier access to both TTY and IP Relay 
services on mobile devices, using designated software applications on their smartphones and 
tablets. 

CNSDB advised the survey developers on the types of options that should be made 
available for varying DeafBlind visual needs. It was specified to clarify that the DeafBlind link was 
High Contrast, meaning that it included a black background with high contrast coloured text. And 
for those who had specialized screen readers, they could choose the regular TTY and IP Relay 
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Services link. Furthermore, there was a downloadable MS Word survey for those who preferred to 
fill out the survey on a document rather than the Survey Monkey, by printing it out and scanning to 
return to survey@deafwireless.ca   

The Survey plan started with three different links: Regular TTY and IP Relay Services, High 
Contrast TTY and IP Relay Services as an option for DeafBlind, as well as a Hearing Voice Caller 
survey link for the hearing people to answer the two questions the CRTC asked of people who call 
using either TTY or IP Relay Services in proceeding CRTC TNC 2017-33.  

Mid-way through the survey period, a group of Hard of Hearing individuals wrote to us 
complaining that our videos in the survey were “not accessible” to them, the non-signing Hard of 
Hearing, inquiring for clear voiceovers and captioning. This was even with the ASL and LSQ as a 
clear equivalent to the written English or French below the videos. As a solution, not only to meet 
the deadlines established by the CRTC but to also meet need of the non-signing Hard of Hearing, 
a new survey link was added in both English and French with all the videos removed on May 24, 
2017.  The survey was re-distributed with four links in each language. The content remained the 
same from the initial survey links. 

The survey was to learn about the overall TTY and IP Relay Services usage by Deaf, 
DeafBlind, Hard of Hearing, late deafened, and oral deaf consumers as well as to collect the 
impressions from our voice-calling hearing family members, roommates, or support workers on the 
Message Relay systems. The questionnaire was designed for Canadians who were at least 18 
years of age, current customers of Canadian wireless company or subscribing customers of a 
Canadian internet 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. 

Demographical questions were Questions 2 to Question 7.  Starting off the survey, 
Questions 7 and Question 8 focused on the wireless and internet service provider company to 
which they had subscribed. Then the initial TTY and IP Relay Services questions started - first 
generally, then became specific, and the logic questions began after asking whether they still used 
their TTY device. The survey was set up so that if they were only a TTY customer, then TTY 
customers didn’t have to answer the IP Relay questions, and vice versa. However, if they used 
both, there was the ability to answer questions in both sections in the online survey. Questions 11 
through to Question 20 were focused on the use of TTYs, TTY Relay Services, and Awareness. 
Questions 21 through to Question 32 focused on IP Relay Service use, and Awareness.  
 
 At the end of both the TTY Relay Service and IP Relay Service sets of questions, there was 
an opportunity to list specific challenges and to provide feedback. After that, the survey 
questionnaire returns to the questions CRTC had related to situations where consumers must use 
relay services, asking to specify which provider, and whether the respondents used other internet-
based or text based communications instead of TTY or IP Relay Services. The survey wrapped up 
with the Committee’s own questions related to wireless use, and a final opportunity to provide 
other overall perspectives, experiences, and issues with TTY and IP Relay Services. Throughout 
the survey, there were a great many opportunities to provide written or typed comments with the 
questions. 
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This report does not include direct feedback on the Video Relay Service system as that is 
clearly not a topic of this proceeding - however there might be a few points where the writers 
stated TTY and IP Relay use is a direct result or reference of something as a side effect of the 
VRS, such as the fact that currently SRV Canada VRS hours are limited. There may also be 
referential points to the service as a form of providing clarifications for features and so forth 
provided primarily by respondents’ own words. Similarly, there were a few respondents who 
mentioned Captel services as a form of reference or clarification. 

Analysis 
Several tools within Excel spreadsheets were used to analyze the survey data in the 

following order: 1) demographics, 2) wireless and internet service companies, 3) TTY and IP Relay 
Services, 4) TTY Usage, 5) IP Relay Usage, 6) other internet services, and 7) wireless options. 
The SurveyMonkey website allowed the storing of data, which was imported to the Excel format for 
analyzing. The committee has left the raw data (including inconclusive results) within the 
SurveyMonkey site; the data was edited in the Excel spreadsheet to eliminate the “No” responses 
(from Question 1) and other inconclusive data. 

The final number as of June 4, 2017 was 468 responses, of which 437 responses were 
deemed solid for further analysis. A total of 31 (6.6%) responses were the initial “No” responses 
and other inconclusive data. 

The 437 responses to the survey fell short of 500, which we thought would be a 
manageable number.   For a nation-wide Deaf community survey, based on our experience, this is 
a lower than usual response due to such a limited time frame for the survey. The primary factors of 
respondent numbers in this survey round were interaction on social media, in-person meetings 
(followed up with emails), and interaction in the community. Distributing emails across the nation 
through MailChimp also had an effect on the survey outcomes. 

For more information on the committee’s timeline, please refer to Appendix C.   

Demographics 
The purpose of this section was to establish the survey demographics, including the identification 
of respondents in terms of gender, self-identification of communication preferences and other 
characteristics, and their residential locations. 

The demographics of the survey respondents were 59.3% female and 37.1% male (Question 4). 
3.7% of respondents preferred not to answer the question and none identified as “Other.”  The 
following identified groups were (Question 2): 

● Deaf - 72.8% 
● Hard of Hearing - 9.4% 
● DeafBlind - 8.5% 
● Voice caller - 4.1% 
● Hearing family, roommate, partner, support worker - 2.7% 
● Late deafened - 2.1% 
● Oral Deaf - 0.5%  

To see the full definition of each of the above identifications, please refer to Appendix E.    
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Deaf, DeafBlind, and Hard of Hearing respondents made up 90.7% of all respondents and 6.8% 
hearing people identified as hearing family, roommate, partner, support worker or as voice callers. 
The hearing respondents were much more aware about the major issues of access and 
communication with their family members and/or clients. Only 2.6% of respondents identified as 
late deafened and oral Deaf, and so would likely be non-ASL and LSQ users. Survey respondents 
were from all across Canada, with Ontario having the greatest number of respondents - 106, 
British Columbia - 101, Quebec - 79, and Alberta - 78. Subsequently, we also observed 
participation from Manitoba, Nova Scotia, Newfoundland, and New Brunswick. Prince Edward 
Island, Northwest Territories, and Nunavut did not yield any respondents. Yukon was the only 
Territory that participated in Question 6. 

The respondents’ language profile has the majority of respondents using ASL and English,  
at 70.02%, followed by LSQ and French at 11.44%. The rare breed of language users in Canada, 
those identifying they could utilize all four languages was 7.78% There were a small number of 
respondents identifying as oral, late deafened, and hearing voice callers and they identified with 
only the written English or French language category combined at 10.76% 

The age of the survey respondents ranged from 18 years to over 65 years (Question 5) and the 
highest numbers were in the age range of 45 to 64 years with 24% of the respondents.  The age 
range of 35-44 accounted for 22.7% of respondents; 20.1% of respondents were from age 55 to 64 
years of age, and the smallest group at 14.6% was of those aged 34 and younger, to the age of 18  
and the final age group consisted of those age 65 and older - or 15.3%. The remaining 3.2% 
preferred not to identify their ages.  

!  
A cross examination of respondents showed that a higher number indicated as between the 

age range of 45 years of age or older still use the TTY while the younger generation have turned to 
internet based communications. 

The demographic information reflects the identification of the respondents with age 
brackets, gender and residential locations. In the rest of this document, their subscription to 
wireless and internet service providers is shown, as well as their usage, awareness and 
experience with TTY and IP Relay Services. Additionally, there is a clear indication of what they 
would like to see for smartphone access to relay services. Throughout, there was an abundance of 
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written or typed comments and responses, which are included in Appendix A, where the raw data 
information is presented, with analyses and selected written comments.  

The summarized focal points of the survey results are found on the following pages. 

TTY Usage 

Out of 437 respondents, only 148 responded that they still use their TTY at 62.34% and for 
those that do not, at 37.66% with the skip logic set up in in this part of the survey, they were moved 
down to the IP Relay questions. Results reflected that a higher percentage of these respondents 
were age 45 and older. 

The Committee wanted to examine the correlation between the TTY (Teletypewriter) device usage 
and the age groups and self-identified groups. We observed that there was evident correlation in 
the later age demographic as well as the DeafBlind self-identified group. A quote perfectly sums up 
the Deaf community members’ concerns:  

“All levels of government still have TTY lines, how do we help our Deaf 
seniors who do not access technologies? There is pros and cons to keep 
tty or not.”  (Respondent #5367717603) 

 
 
TTY Relay Service Usage  

Of 437 total survey responses, 91% (132) do use TTY Relay Services. Of this group, 
those between the ages of 45 and older were the majority of consumers of the TTY relay 
services. This is likely due to a resistance to adopting a new technology by this age 
demographic.  
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One respondent perfectly described the profile of TTY Relay Service consumers: 

“Older late deafened people would be independent being able to contact 
hearing people using TTY relay services (by being able to use their voice 
and read text). And vice versa.  
 
There are people who have aphasia or lose their larynxes. They would 
be able to type the text and hear what is said.  

Thirdly, there are bilingual Deaf people who like to discuss serious 
matters in English.”   (Respondent #6228995053) 

!  

TTY Relay Service Importance 

Of the 437 respondents, only 142 respondents answered this question. Fifty percent of 
these respondents said ‘Yes, TTY Relay is is still important for daily use’.  There were many 
written comments explaining the rationale of why it is still important to these consumers, 
including examples of the types of calls they make with the TTY Relay services. Again, it is 
evidenced that it is the older age bracket as well as the DeafBlind users that emphatically rely on 
and value the TTY Relay Service access. One respondent perfectly described a profile of who 
the TTY Relay consumers are and the importance of keeping the TTY Relay Service, which 
reflected the current telecommunications provisions in Canada: 

”VERY MUCH. When Video Relay Services are operating in Canada, TTY 
/ IP-Relay services NEED TO CONTINUE especially with aging people 
with hearing loss, youth with hearing loss, and those people with speech 
disabilities who relies on TTY / IP-Relay Services especially those who do 
not know the signing and they need to communicate thru TTY / IP 
Relay’s.” (Respondent #5352659215) 

 

                                                                                    !16



IP Relay 
Usage 

A total of 225 (86.7%) of the 437 survey respondents answered this question. This is 62.3% 
of potential IP Relay customers from the Deaf, Hard of Hearing and DeafBlind pool of respondents 
for this portion of the survey. 

IP Relay Usage on smartphones and tablets 

This question was added to this survey to discover if the greater Canadian IP Relay 
consumer pool had the same experience as the Wireless Committee members. And 58.3% of 
respondents confirmed that people are indeed having challenges in using IP Relay on 
smartphones and tablets, even though the IP Relay telecommunication companies state that their 
service is usable on tablet and smartphone internet browsers. One respondent perfectly described 
the frustrations with these words:    

“IP Relay isn't yet mobile friendly. Have to use it via browsers (screen size often 
changes in the middle of a phone call especially when typing).” (Respondent 
#5355997928) 
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Landline Phone Requirement 

Almost one-third (30%) of the survey respondents prefer using and accessing IP Relay 
without the landline phone requirement. This is a logical response because of the surging trend 
of wireless phone numbers used as primary phone numbers rather than those that are landline-
based. Consumers would rather not be paying more for their telecommunications access. 
Whereas generally Canadians can access phone services, these DHH/DB consumers have to 
pay extra for this option, indicating a lack of functional equivalency indicated by their dissatisfied 
responses to this question. 

Hearing Calling Deaf, DeafBlind and Hard of Hearing  

This question was added to determine whether IP Relay Service customers had success 
in getting hearing people to reach them using the IP-based relay. The respondent numbers align 
with Committee members’ experiences that there is no successful and convenient two-way 
communication with IP Relay Services in Canada. The results indicate evidence that IP Relay 
Services is clearly a form of one-way communication, at 73.1%. For the non-signing consumers 
especially this defies the concept of functional equivalency for telecommunications as 
Canadians. In many written responses, respondents described the inability to set up notifications 
or to connect alert systems, or ways of leaving messages. One respondent illustrates the issue:  

“Need more aware how to give hearing a call and try change to personal number (like - no 
more 1-800 number then 9 number ID) and I want see IP-Relay to have email so if it has 
leave a message so I want notification in email from IP-Relay. Otherwise I have to leave 
computer on 24 hours.. no sleep or standby... it will disconnect internet.” (Respondent# 
5372193666) 
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Knowledge and Awareness  

There is a strong reliance on Deaf community resources for learning telecommunications 
updates evidenced with altogether 99.9% of respondents getting their knowledge about the 
availability and information through friends, community, service agencies, websites, and school. 
Promotions and awareness will be increasingly successful if the CRTC and telecommunications 
services providers collaborated and directly disseminated their information to national Deaf 
service agencies and organizations which in turn would share through their provincial and local 
affiliate organizations, clients, distribution lists, and social media resources.  

 
 
 
 
 
 
 
 
 
  

One person described the experience for the older generation of Relay Service consumers: 

“Many Hard of Hearing seniors are not aware of this service available to them also 
education is highly required to teach seniors. This system is too difficult for them to 
use.” (Respondent ID#5374105331) 

Challenges with IP Relay 

More Deaf, Hard of Hearing, and Deaf-Blind respondents that use IP Relay Services have 
experienced issues and problems with IP Relay at 54.9% which is understandable with the 
limited capability for mobility of access to IP Relay Services system. Respondents primarily 
recounted of the lack of compatibility on their mobile devices, inadequate features, including lack 
of customizability of the IP Relay Service internet screen, issues with the operators, as well as 
wait and hold times. 
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Smartphone and Tablet Apps 

In Canada,  the only way IP Relay Services can be utilized on a mobile smartphone and 
tablet is via the internet browser app.  The greatest number of responses, with 204 of 437 
respondents answered,  59.6% confirmed that they will consider adding an IP Relay Service app 
on their mobile or tablet devices for their conversations. 

Reasons Callers Must use TTY or IP Relay Services  

Respondents wrote about the various reasons why they must use TTY or IP Relay 
services and why these text based relay services are important to their everyday use.  Some did 
affirm that they do prefer IP Relay to VRS use for a variety of reasons.  

Print or Record-keeping 

One of the common reasons why IP Relay Services is preferred over other relay services 
such as SRV Canada VRS, whereas recording of any kind, video or text, is not permitted for VRS 
in Canada as per the User Agreement. But with IP Relay Services, the online program has an 
option to print out conversations that can be saved for record-keeping. For example, instead of 
scrambling for pen and paper to write down vital information such as confirmation/reference 
number, a person can save or print the IP Relay conversation. Printed conversations have also 
aided in such discussions as negotiations with wireless service providers to prove the agreed 
upon rates. Here are some examples respondent comments illustrate this: 

“When I want and need to print off a reference or confirmation number or when I 
am in the midst of negotiations and I want to have something to prove the last point 
where we had negotiated for the right price or discount, etc.” (Respondent 
ID#5374581571) 

“Student loan calls, government and certain places because to show proof that I 
called and some information I need that I can print from the call”. (Respondent 
ID#5373723670)  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Government Agencies Accessibility 

The primary reason why TTY devices is kept as a concern is that many government 
agencies will only communicate with direct TTY to TTY calls and provide challenges and 
restrictions for government-related communications, citing third party privacy issues. 

“...requires us to contact directly not thru IP Relay. eg. Government of Canada 
Revenue requires confidentiality and requires us to call them directly when don't own 
a TTY to call them directly when have IP Relay in use for services.” (Respondent 
ID#5365775129) 

 When a Deaf person initiated TTY to TTY calls to government agencies and the calls were 
mostly not picked up by the government agencies’ staff, and that led to the Deaf person to use 
TTY Relay Services. The use of relay services to contact government agencies presents 
challenges as mentioned above regarding the third party privacy issues.  
 

Backup option 

Many text-based relay consumers explained that they use TTY Relay or IP Relay 
Services only when other communication resources are unavailable, such as the fact that the 
SRV Canada VRS is not yet a 24//7 service. One respondent outlined a few various reasons why 
they use text based relay services instead of Video relay services. 

“Calling outside of VRS hours, bandwidth on mobile, or to save conversation as 
transcript.” (Respondent ID#5371358408) 
“…however, it might be wise to keep Ip Relay when VRS happens to shut down. It's 
always a good idea to have a backup plan.” (Respondent ID#5356838611) 
 

Privacy 

Several respondents cited privacy as an issue and their reason for using IP Relay, even 
directly explaining that there are some cases where they prefer to use IP Relay Services rather 
than the SRV Canada VRS. 

“In communication situations where the waiting time is long (I can do something else, 
without monopolizing an interpreter of the SRV)." (Respondent ID#5351449210) 
“When I don't want to use VRS (or a community interpreter) for more privacy, I use 
IP.” (Respondent ID#5356915660) 
Here is a very candid and realistic explanation: 
“I'm gonna be candid here, no one wants to make a VRS (video relay service) call 
when they are buck naked, in bed, or taking a shit. Deaf people should be able to 
use the phone at anytime regardless of circumstances.” (Respondent 
ID#5355997928)  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Overall Issues with TTY and IP Relay 

The types of additional written responses that came from survey participants ranged from 
identifying the type of callers they were - Hard of Hearing, speech impaired, etc., to sharing their 
experiences with either relay system. In particular, quite a few shared what features were 
important to have, and included some of the same issues with TTY and IP Relay Services. 
Because of this, the responses have been bundled together under one header with a few 
respondent excerpts to demonstrate or summarize the common themes. Some respondents 
shared their experience and themselves offered ideas and suggestions, as seen below 

Both TTY Relay and IP Relay Services  
 

Hard of Hearing people / Difficulty hearing / Voice Carry Over (VCO) 
 

A number of Hard of Hearing and non-signing respondents described the text-based relay 
services as an essential communication tool. Several listed their reasons why they use the relay 
systems: 

“It is important for my business calls as well as personal calls as I cannot understand 
my Father.” (Respondent ID#5365744290) 
 
“IP Relay calls are useful with unfamiliar voices in order to maintain 
communication.” (Respondent ID#6227625608) 

 “Business - speaking with people with strong accent or unable to understand a 
person on the phone with complex subjects such as legal or medical 
formalities.” (Respondent ID#5365744290) 

“I am late-deafened and wear a CI and one hearing aid. With that I hear and talk, but 
use VCO for relay service and seldom use TTY.” (Respondent ID# 5354491995) 

Several respondents mentioned the great importance of Voice Carry Over (VCO) as an 
additional feature of the text based relay services, and explained the issues they experienced, as 
well as offering feedback, in the following examples: 

“have more representatives who use VCO to help you improve their services instead 
of focusing on users who do not speak for themselves.” (Respondent #6225149026) 
 
“Staff must have knowledge on the use of VCO other than just typed IP Relay. Must 
have ability to speak clearly to a very HoH person if they have trouble with 
procedures. Also write up exact procedures and what the HOH (Hard of Hearing) 
person is to expect on the use of IP Relay .A Video demonstration with closed 
captioning would help best. (Respondent ID#5365753815) 

Long waits, Waiting Queues, Hold Times, and Hang ups 

Throughout this survey the most common concern and experience shared by the 
respondents was long waits, lack of waiting prompts for queues, hold times and hang ups. The 
length of wait time examples shared were disturbing with wait times up to 35 minutes. This is 
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considered unreasonable.  These are chronicled in the following respondent excerpts: 

Long waits:  
“I feel I wait too long for an agent to be available for my call. This tends to be the case 
in afternoons it is very frustrating. The wait can be from 15 minutes to 35 minutes - too 
long!” (Respondent ID#5373992514) 

“Not always available especially the time of break; For example, between 10 am and 
10.30 am, 3pm. and 3.30 pm.” (Respondent ID#5371602750) 
 
Waiting Queue:  
“It is not compatible at all with iphone or ipad, need to make an APP, I would 
appreciate prompts to know how long I'm in the waiting queue. waiting forever and not 
knowing where I am in the queue really sucks. (Respondent ID#5374530226) 
 
Hold Times & Hang Ups: 
“When I make a call to TTY operator, it is common to get cut off. So would have to 
make another call. Sometimes I have to wait for 10 to 15 minutes to get an available 
operator.” (Respondent #5356092992) 

“When on hold need an indicator that states this. Otherwise just sitting there with 
nothing happening makes you wonder if the call got accidentally 
dropped.” (Respondent ID#5365766973) 

“Most hospital think a Relay Service is a telemarketer, they put us on hold, then hung 
up on us many times. Took us to reach them up to an hour. It was so frustrating, 
especially (when) I was so ill.” (Respondent #5362799538) 

“Yes, I was surprised that the other end doesn't take Telus Relay - only Bell Relay 
according to their manuals. I find that odd.” (Respondent #5373797021) 

Operator Training / Attitude - Standards  

It was disconcerting to read quite a few passages shared by respondents regarding 
generally described as “horrible” attitudes by operators and how these attitudes lead to a general 
feeling of disempowerment among text based relay consumers. However, some respondents 
came up with suggested solutions: 

Training in Deaf Culture: 

“Operators are not good typists, not aware of deaf norms, and ask for information 
before the hearing caller answers - very disempowering.” 
 
“MRC Operators are not properly trained or understanding the Deaf Culture and that 
needs to be improved. Restaurants and companies needs to be exposed and trained to 
understand the Deaf / Hard of Hearing's needs of this communication device and be 
patience with the Deaf/Hard of Hearing's.” (Respondent #5352659215) 

“TtY operators should be trained in Deaf/HH culture. Many tty users in my community 
prefer tty over IP relay. “ (Respondent ID#6215911281) 
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Increased Typing Speeds: 

“I truly think communicators/ operators need to be as good as captioners or CART 
typists. That way, it makes it easier for hearing people NOT to repeat or spell out words. 
Text relay services allow Deaf people to express themselves in English especially at 
work or when it is a serious matter. It also helps them to improve their connections with 
the i r hear ing col leagues. For one, I want to know exact words or 
terminology.” (Respondent #6228995053) 

“Communicators need to have training like being able to type fast. Maybe who are 
retired court reporters or real time captioners.” (Respondent #6216341417) 

“As a (deaf) TELUS employee, I'm unable to use the TTY/IP Relay Service for meetings 
as the MRC Operators are not trained for meetings. Using TTY / IP Relay services, 
VRS, and captioning telephone services should be readily available for all Canadians at 
workplace who feel free to use one of these devices and services as their 
communication choice.  

Some MRC Operators are not patience and can come across as rude. Some operators 
are slow and not able to keep up with the speeds. MRC Operators are not properly 
trained or understanding the Deaf Culture and that needs to be improved.” (Respondent 
#5352659215) 
 

Code of Ethics Review: 
“IP relay operators are not neutral. They get themselves involved in conversation and 
controls conversation. For example I call a 1800 number. The operator asks me which 
menu I want. The operator's job is to type out word for word. How am I supposed to 
know which menu option I need when it has not been relayed to me? "Tell me what you 
want to order". IP relay operators need some serious training how to act like interpreter 
because IP relay is not feasible when operator is not voicing or typing word for word. I 
am experiencing a lot of systematic barrier with accessing IP relay. Currently I don't 
have access because shaw refuse to provide (as explained earlier). Shaw should be 
punished ” (Respondent #5374476640) 
“I don't like going through the relay operator because they don't explain what is going 
on through their background and kept me in the dark waiting for their reply back to me 
and often times i thought have hung up on me because there was a long wait with no 
reply like saying I am going to dial right now and tell me like that is the answering 
machine and that is all why not say what is the machine is saying so I know what is the 
answering machine is saying. How silly if the operator don't tell me what is saying on 
other line. Also it is very frustrating when the operator don't tell me everything that is on 
other line (hearing person or maybe it's a voice message) and kept me in the dark. It is 
getting to be a nuisance going through the relay service because they don't tell me 
everything. So that's why I am not using TTY often as I would like but no it's terrible 
now.” (Respondent ID#5357653163) 
 

The suggestion is to provide ongoing and repeated refresher training opportunities for 
these operators to be more aware and to work on developing or enhancing their work skills in 
typing speeds, Deaf Culture and Code of Ethics, and in general, dealing with people at the front 
lines. 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Complaints & Reporting Process 

Throughout the survey, it had become clear that there is no clear feedback/complaint 
mechanism in place for IP Relay Services. Generally, customers felt they had hit a brick wall and 
did not feel heard when they attempted to give feedback: 

“There's no feedback/complaint mechanism in place to improve IP Relay.” (Respondent 
ID#5371358408) 

“Governance board. Actual entities where I can speak to supervisor if issues arise with 
IP relay operators' professionalism & code of ethics.” (Respondent ID#5374530226)) 

”Reporting. I have reported so many times and I have not heard one single thing back 
from the customer service department. Frigging iprelay@telus.com has NEVER NEVER 
NEVER NEVER NEVER replied to any of my complaints. CRTC better damn sure see 
this comment!” (Respondent ID#5374530226) 

Accountability systems need to be put in place, and this feedback for improvements 
actually must take place because of the direct impact for all the text based relay consumers. 
Open the doors for communication, with accessible input and feedback, then actually implement 
the feedback within appropriate time frames for completion. The system requires a definite 
implementation of conflict resolution and complaint mechanisms.  

 

Third Party 

As text based Relay System consumers, there is the frustration of encountering the 
roadblock of “third party” concerns by agencies and related organizations. A few of the survey 
respondents described their challenges: 

“Government agencies such as CRA refused to accept my calls until I fill out forms 
giving them permission to talk to me through the ip relay services. This caused a 
delay of up to 2 months of me accessing to their services.” (Respondent 
ID#5366685196) 

“Also Contact third party requires us to contact directly not thru IP Relay. Eg. 
Government of Canada Revenue requires confidentiality and requires us to call them 
directly when don't own a TTY to call them directly when have IP Relay in use for 
services.” (Respondent ID#5365775129) 
 
“The challenge is that when call CRA or Bills, they don't believe who I am on other 
end or don't trust third party.” (Respondent ID#6227398546) 

“Need to educate government, banks, federation government offices that IP Relay is 
just as good as TTY Relay.” (Respondent ID#5355940402) 

 The guiding concept is that when you increase awareness, there are fewer issues or 
barriers to access. Banks and major institutions such as the federal government and 
telecommunication companies in general need to learn about Relay Systems as being the only 
form of communication for many Canadians and hindering the clients only adds to the frustration. 
These agencies, department and companies need to understand the Code of Ethics that these 

                                                                                    !25



operators (or interpreters) are bound to and learn to trust them.  
  
 As of January 2017, an improved system was implemented at the CRA as evidenced on 
their website link, however not all front line CRA agents are fully aware of the new and updated 
change to the system that empowers the Deaf Canadian taxpayer to communicate about their own 
tax status. Other agencies, companies and government departments should follow CRA’s example 
and empower Deaf, DeafBlind, Hard of Hearing, late-deafened, oral deaf, and speech-impaired 
Canadians to conduct their everyday business as a Canadian without barriers.  

A concentrated effort to target and educate these organizations in the mainstream 
Canadian society needs to be initiated and seen through by some dedicated Relay Service 
governance personnel. There needs to be an increase in public service awareness of all relay 
systems to allay fears and resolve these third party issues and reduce hang ups and all around 
hindrances. One respondent sums it up: 

“More education of the general public, especially government, financial institutions, 
agencies, schools, etc, on what IP relay is and how it works, so that the onus is not 
always on the IP relay operator to explain. On the other hand... WHY SHOULD the 
operator even have to explain - why can't a deaf or Hard of Hearing person just have the 
operator open by saying Hello, this is (name of caller).... asking for (name of called 
person if not self-identified). Hearing people don't have to explain they are calling thru a 
land line or a mobile phone or payphone... Pfft!” (Respondent ID#6227549719) 

This applies to both TTY and IP Relay Services:  

“Need to educate government, banks, federation government offices that IP Relay is just 
as good as TTY Relay.” (Respondent ID#5355940402) 

Public Awareness, Community Education, and Use of Media  

How to reduce the hang ups and third party hassles? By increasing the general society’s 
awareness of the existence of text-based relay systems. A public awareness campaign with 
public service announcements (PSA) depicting real Canadians using the services would greatly 
enhance people's knowledge, awareness and understanding of how to utilize the service and will 
benefit all Canadians. Upon research for this report, the team discovered this video, and the 
general consensus was “what a great video, but why didn’t we see it?!”  The same fantastic video 
is available in LSQ and French here. A similar NEUTRAL (non-branded and not specific to a 
particular company) type of PSA and advertisement on mainstream television and available in 
shareable internet media channels (ie. YouTube) would go a long way. Concentrated efforts 
needs to be made for wider distributions to potential consumers, specifically to send to the 
national organizations (including audiologists) that represent all types of consumers: Deaf, 
DeafBlind, Hard of Hearing, late deafened and oral deaf and speech impaired. Respondents say 
it themselves: 

“CRTC puts an awareness notice for communication accessibility to the public; some 
hearing people are not aware of the service or they don't know how to use the relay to 
contact deaf individuals.” (Respondent ID#5368829514)  
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“More awareness to the hearing community. More tv ads to promote it.” (Respondent 
ID#537096177)  

Even the survey itself created awareness, and as a result, respondents were asking for 
increased promotions of such services: 

“I never knew about IP Relay until this survey! More advertising and promotions 
please.” (Respondent ID#5374394372) 

 
TTY Relay Services Specific 

Some of the typed responses were specific to TTY devices and TTY Relay Services and 
shared in a few categories as concerns, experiences or thoughts. 

Need to keep in case as a backup 

Even with the demise of the TTY device, respondents are concerned as they use the TTY 
devices as a backup, “in case” of several potential scenarios. This aligns with the respondents in 
our previous Wireless Survey in 2016. Here are two concerns expressed: 

“..to keep having tty especially for emergencies or what if the internet or wireless is 
down.. also where I work we don't have internet access so I rely on the tty for making 
calls..”  (Respondent ID#5351395609) 

“I am concern that TTY machine may be phased out and feel that it is important to 
maintain the products.” (Respondent ID#5371910163)  

However, people in general seem open to advancing the technical upgrades of TTY and TTY 
Relay to modern capabilities.  
 
 
Options of TTY use on other devices 

There are some suggestions to add TTY capabilities in different forms to allow TTY Relay 
to operate on other modern devices or platforms - desktop, smartphone, tablet and app formats, 
as described by several respondents: 

“I hope to input new software TTY in the computer.” (Respondent ID#6222796534) 

“I once had a program called next talk and it worked very well. I would like to see 
something that will work on my iPad or even my iPhone. I know sounds crazy but who 
knows what some clever person can come up with.” (Respondent ID#6226791047) 

Yes, even some survey respondents embrace the concept of RTT coming to Canada: 
 
        “Use RTT (Real-Time Text) to replace outdated TTY Relay.” (Respondent ID#5374487555) 
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Long and Detailed Response Outlining TTY Relay Issues: 

“1. Calling Text Relay Service is no problem, but at peak times, the wait may be long. It 
depends on who the operator/ communicator is. Some are flexible and are able to 
make the communication smooth. The others are rather not easy and defensive. Our 
old Bell Aliant Text Relay service was really good. Most of the communicators were 
courteous and were able to make things go smooth. 
 
2. Some hearing people don't like relay service so they end up giving email addresses 
to Deaf persons, which is fine. Using emails can be slow so calling 711 is necessary to 
get information or answers from hearing people.  
 
3. More often than not, hearing people use answering/ voice machines so I cannot 
leave messages on their machines. I have no way of knowing when they would call 
back because the relay service number is on the Caller ID, which prevents me from 
know WHO the caller is. When that happens, I have to call several possible people to 
see if they tried to contact me or not.  
 
4. The annoying part is when there is no name or number on the caller id.”  
    (Respondent #6228995053)    

IP Relay Services Specific  

Some of the typed responses were specific to IP Relay Services and shared in a few 
categories as concerns, experiences or thoughts. 

Landline Requirement Removal 

A more universal type of access to IP Relay is preferred with the ability for hearing voice 
callers to call and reach the Deaf, DeafBlind, Hard of Hearing, late-deafened, oral deaf and speech 
impaired Canadian: 

“Remove the landline requirement - provide cell number or ID number so I can use it 
under different internet servers.” (Respondent ID#6228711304) 

Upon researching for this report, it was discovered that Bell Canada is the only TSP 
provider that requires a landline phone number to register for  IP Relay while other TSP 
providers do not require a landline phone number but can provide wireless phone number or 
billable account number. If a Deaf customer has a wireless phone number with Bell then it 
should be provided for IP Relay registration so that Deaf customer can able to access to use 
the IP Relay services. Information about IP Relay registration is provided with screenshots in 
Appendix F. 

Improved login, calling in and callback features 
The nine-digit numbering is creating a barrier, the hearing people are unable to call the 

text based relay service consumer and there is no clear way for messages to be left for these 
same consumers, and some share their experience and offer ideas in the following examples: 

“Need more aware how to give hearing a call and try change to personal number (like - 
no more 1-800 number then 9 number ID) and I want see IP-Relay to have email so if 
it has leave a message so I want notification in email from IP-Relay. Otherwise I have 
to leave computer on 24 hours.. no sleep or standby... it will disconnect 
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internet.” (Respondent ID#5372193666) 

“how? there is no real phone number to give to someone to call you. there is no way 
for leaving messages there should be 10 digit numbers given so easier for hearing 
people to call back. attach messages in email delivery like SRV Canada VRS has with 
videomail. Allow for notifications that there is incoming call using IP Relay would go a 
long way. Prefer to see an APP on my iPhone.” (Respondent ID#5374581571) 
 
“I often call them instead of them calling me because of the callback feature - have to 
stay connected in order for them to contact me back.”  (Respondent ID#5374530226) 

“Because I use ip relay on my home computer and I move around a lot and cannot 
answer calls on the computer, I suggested they don't call me back but we arrange 
times for me to call them.”  (Respondent ID#5366707905) 

It is a wonder that Canadian consumers are frustrated, with this video demonstrating that really 
the IP Relay Services is only accessible most comfortably on computer internet browsers rather 
than in mobile versions, with consumers wishing for a responsive design across varied operating, 
internet browsers and devices including smartphone and tablets as the website also needs 
upgraded technical features. 

 
Technical and Features 

The most common complaint is the website interface design for IP Relay and why it is not 
available in mobile versions with suggestions of an app development to make this possible: 

“The website for IP Relay needs renovating.” (Respondent ID#5374192336) 

“If we could install a software on our iPhone and be able to answer the ip relay calls, it 
would be great”! (Respondent ID#5366707905) 
 
“Lost phone addresses when updated to new version and addresses 
gone.” (Respondent ID#5374530226) 
 
“long wait to connect to next available operator.... need upgrading. And I want 
notifications email from IP-relay when there is missed call... so I want that information 
into email” (Respondent ID#5372193666) 

“If we could install a software on our iPhone and be able to answer the ip relay calls, it 
would be great”! (Respondent ID#5366707905) 
 

App Suggestion  

“the IP Relay is NOT a FRIENDLY WEBSITE, need an APP, Enable to TTY feature on 
a phone!” (Respondent ID#5374519982) 

“Tablet yes - takes too long to log in via web portal - prefer to have an 
app.” (Respondent ID#5365753815) 

“Develop a new APP that is mobile friendly, like the ones in the US (Sprint, AT&T, 
etc.)” (Respondent ID#5355997928) 
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One French and one English respondent each describe and reflect the current situation clearly: 

“Pas d'application mobile, c'est très difficile à utiliser avec mon cellulaire... Je ne 
comprend pas pourquoi les compagnies SRIP n'ont jamais fait des améliorations ni 
suivre l'évolution technologique.” TRANSLATION: “No mobile app is very difficult to 
use with my cell phone ... I do not understand why the SRIP (Service Relais IP) 
companies have never made improvements nor follow the technological 
evolution.”  (Respondent ID#5353545899) 

“I have tried to use IP Relay on my iPad and it was terrible it did not work well in an 
emergency as minutes were wasted explaining to the operator why I couldn't press 
return, there is no functionality to press enter or return, etc at the end of sentence 
with your GA I wasted minutes during break enter with this I could have had police at 
my place sooner if there was better functionality on my iPad. Really, honestly, an app 
would have made everything easier. Why don't the telecoms clue in and set up an 
APP for IP-relay make lives easier for those with mobiles especially in emergencies 
and would be convenient alternative on iPhone or smartphones. Internet browser 
functionality with IP-Relay layout platform just doesn't work. App would be better. 
Thank you.”  (Respondent ID#5374581571) 

 
Instructional tools 

New and unfamiliar IP Relay users need tools to understand how the IP Relay Service 
works and how to explain how to explain to others about using the service in simplified means, 
resources and tools such as instructions, infographs, videographs with voiceovers and captions, 
ASL and LSQ videos with visual aids integrated will also be very helpful as two respondents 
explain below: 

"Also directions or instructions needs to be very simple and to the point. I would stop 
using my landline phone and use ip relay more.(Respondent ID#5352305453)  

“Something that easy to explain hearing people how to use IP relay to contact 
deaf.” (Respondent ID#5351535341) 

 
 
Long Detailed Responses Outlining IP Relay Services: 

“Remove the inane requirements (landline, base voice plan, etc.) 
 A deaf person should be able to access IP Relay using only a data and/or text 
plan. A deaf person should be able to use IP Relay anywhere in the world as it is 
often their only way of communication with the hearing world without any additional 
surcharges (international, etc.) Needless to say, IP Relay is very time consuming 
because it is not a direct means of phone call, it involves 3 people altogether. IP 
Relay minutes should not be charged equivalent to those of hearing people. It 
takes more time to make a phone call, converse, etc. through IP 
Relay.” (Respondent ID#5355997928) 
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Share your experiences or ideas how to improve TTY Relay or IP Relay Services  

Ideas 

Respondents offered ideas, input and feedback on how text based relay systems as a 
whole could improve offering suggestions to simplify the system.  

Streamlining 

Several respondents pointed out that there are too many TTY and IP Relay companies. As 
we did in our first intervention, these respondents support the concept of streamlining the 
infrastructure, perhaps under one administrator especially where the concern is in place that there 
is no just one place to make complaints or request improvements to, for adequate responses and 
follow up:  

“There are many ip relays with different companies that I'm not aware of the 
difference. Simplify the service please.”(Respondent ID#6227424570)  

“Why are there so many phone companies providing IP Relay when obviously the 
websites with the IP Relay services all look the same with the same functionality 
with all the companies. Good idea to stop wasting money and have less companies 
providing IP Relay - streamline it to fewer companies and integrate all the feedback 
that companies have been receiving through the years with pleas for improvements 
and just do it - fix it up!” (Respondent ID#5374581571) 

One place for customer service feedback and complaints 

As touched on previously, one respondent suggests establishment of a centralized 
customer service feedback and response administrative department to address incoming concerns 
and satisfy customer’s input: 

 
Where is the complaint and customer service mechanism. there is no clear one place 
to make a complaint or suggest feedback for IP Relay improvements.” (Respondent 
ID#5374581571) 

 
Features  

There were suggested features be added to IP Relay Services and two respondents sum 
these up well:  

“I've already named a few: IP-Relay APP, iP-Relay APP, prompt for line up queue, 
hearing people abiility to call me functionality, with the ability for them to leave me a 
message and I can receive attachment in e-mail, etc.” (Respondent ID#5374581571) 
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“1. stop use 1-800 and 9 ID number to hearing people. 
2. use personal 10 number link to my IP-Relay account. 
3. create email notification if I missed a call (leave message will seen on email) I want 
that too 
4. There is no ringing notification 
5. There is no APP download for software. 
6. computer can't be screensaver or computer can't sleep (it will disconnect) so it 
need some upgrading how to not "disconnect" or..maybe if disconnect it should be 
leave a message via to my email and notification in my email to.” (Respondent 
ID#5372193666) 

RTT  

Along with suggested app features, there was support for the introduction of Real Time Text 
to Canada as long as all options of relay systems are in place, submitted by these respondents: 

“RTT would alleviate the concerns as expressed in this survey re time lag. That would 
work well for me in more messaging format.” (Respondent ID#5367737521) 

“With my above average English, I would welcome RTT whatever. BUT PLEASE do 
not having video relay service replaced with such word-based relay service that 
restricts, excludes and segregates such people who do not have such hearing-
centered English or French. By replacing video-centered system replaced with word-
centered system (e.g., RTT), you WILL be excluding, segregating and cheating 
thousands of people through forcing them to play on the unlevel playing field”. 
(Respondent ID#5370049171) 

Training 

There is a general agreement by survey respondents that operators need further training to 
understand the work that they are doing including learning about the range of types of consumers 
they are serving: 

“The operators need better training so they understand the broad spectrum of 
communication needs and the issues of how to explain things to the hearing 
consumer.” (Respondent ID#6215911281) 

Awareness & Education 

Respondents strongly suggest that greater awareness is needed across all platforms not 
just social media, but also the broadcasting and greater dissemination venues such as TV, radio 
newspapers, with public service announcements, informational and instructional ASL and LSQ 
videos. As evidenced in the result of responses to Question 27 it was very clear that Deaf, 
DeafBlind and Hard of Hearing rely on their Deaf organizations for updated information. 
Government and telecommunication service companies should be disseminating to the national 
organizations of these groups for a greater trickle down effect of increasing shared information to 
larger numbers of a potential customer base.   

But, as one respondent mentions below it should not only be sent out to Deaf community 
but also to greater society, beyond the scope of the Deaf community. 
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“Social media infographics and advertising should be available and shareable to 
create more awareness, so many Deaf community members are on Facebook, 
receive and sharing their information in this way. Make ASL and LSQ vlogs 
advertising the availability of IP Relay.” (Respondent ID#5374581571) 

“Show the app/advertising on deaf websites such as CDSA/CAD/their deaf local sites. 
Ensure that IP Relay is mentioned on each service provider's Accessibility page. 
Create one website with all info including ASL/LSQ - all deaf and Hard of Hearing 
association's website to have a page referring to this one website with all 
info.”(Respondent ID#5354863980) 

“Lots of publicity beyond the Deaf scope. Put information in every phone/Internet 
website to help consumers realize that there is more than just Deaf people. It will 
open doors to many non-deaf people like nonverbal consumers, aphasics, people 
with speech problems, people who are not able to decode what they hear, and so 
forth. We need to break out of the Deaf scope and make it nationwide and available to 
anyone who need it.”  (Respondent ID#6228995053) 

 As with new technologies, to learn from the confusing Text with 911 experience, workshops 
and educational opportunities need to be established, including one on one opportunities 
evidenced by this respondent’s comments: 

       “Need more awareness, townhalls, meetings, workshops.” (Respondent ID#5374194966) 

General Experiences & Feedback 

One respondent summarized the whole general feedback in one entry as follows: 
“Please seriously consider creating an App for IP Relay for ease of access. 

Many Deaf people have given feedback but have not seen improvement in the past 8 
years to any of the IP Relay platforms, rumour has it Shaw may be slightly different 
from the others and improved compared to the others, and did listen to its customers' 
feedback. Kudos to Shaw but what about Telus, Rogers, etc. These other companies 
should bring their platform and design up to standard and most importantly - be 
accessible for those with vision challenges.  
 
Many Deaf-Blind find IP Relay to be incompatible. They want the ability to change the 
background black, and font white and yellow instead. There is no ability to do this to 
make it an accessible experience for these people with limited or loss of vision. 
Ensure that RTT is backwards compatible to even the old TTYs with ASCII code as 
many seniors and DeafBlind still use it for braille functionality and because they are 
not keen on new technology. TTY cannot completely go away until the elderly 
generation is gone however solutions need to be made for the failing or breaking 
down TTY machines. Where can they be fixed?  
 
Also, if you introduce new technology then training and hands on people need to be 
available to give one on one instructions for the seniors and DeafBlind on HOW to 
use the new technology such as RTT or IP Relay. Public education would be 
extremely valuable in this regard. Funding needs to be set up for public education for 
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DHH/DB with all technology - Text with 911, IP-Relay, and RTT.” (Respondent 
ID#5374581571) 

We conclude this section on the overall summary, outlining all the issues of both TTY and 
IP Relay systems, and now transition to the DeafBlind experience with several testimonials.  

Challenges for Deaf-Blind 

Firstly, before getting into specific TTY & IP relay issues and accessibility related to the 
DeafBlind, we begin with an overall introduction that was written by Megan McHugh on behalf of 
the Canadian National Society of the Deaf-Blind (CNSDB). 

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 DeafBlind 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 DeafBlind 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), such as ProTactile, 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 DeafBlind, 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 have low incomes. 

Services Utilized 

Individuals who are DeafBlind 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 
DeafBlind. 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 
DeafBlind have little or no access to intervenor services due to lack of funding. 
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DeafBlind and Low Vision Experience 

The DeafBlind and low vision respondents share their text based relay service experiences: 

On the layout: 
“When using two fingers to zoom on ipad or iPhone, it should be able to be formatted 
or able to change the letter sizes rather than having problems when i start typing and 
the operator is typing, the window would shift to them and i cant see what im actively 
typing. Contrast custom colors would be good too.” (Respondent ID#6187649855) 

“The equipment could be more accessible (changing the screen sizes, font size, 
background/lighting, etc for people with vision issues.” (Respondent ID#6228284141) 

“Accessible apps for Brai l le and large bold high contrast text and 
background.” (Respondent ID#6228284141) 

General: 
“Both services are slow however the TTY service is much more professional, whereas 
IP relay is not. I used IP relay because my TTY is broke. It's expensive to replace and 
the need for an actual landline isn't worth the numbers of calls I make. I do wish I 
could get TTY on my cell since the operators are clearly far more professional. I 
would never attempt a call based on text to speech/speech to text which the new real 
time text seems to be???” (Respondent ID#6223972096) 

         
Mobile Options: 
“More low vision and Braille friendly tty computer programs. Need to have tty access 
via cell phones in Canada.” (Respondent ID#6228220683) 
 
“I use ip relay on my computer and I would prefer if it were available more readily on 
my phone through an app of some kind or have access to tty software easily through 
my smartphone to be able to make those calls.” (Respondent ID#6228564567) 

“I would use ip relay and try and built in TTY program IF they were made accessible 
for deafblindness users. Font and colour / contrast settings are needed. Font type 
size and boldness. Ip relay users should not require a landline since vrs users don't 
need landline. Vrs users get free calls and is discrimination against those where 
unable to access vrs.” (Respondent ID#6228220683) 

“In emergency situations, real time text would be the best way so both parties are 
neither required to press "send" on the phone in case the sender is seriously injured 
or too anxious to focus. I have no experience with IP Relay myself so I can't offer 
much input about MRS in general. I don't use TTY anymore.” (Respondent 
ID#6191570155) 

DeafBlind Summary 

Deaf-blindness varies so much for so many people, with wide ranges of vision loss / 
blindness and hearing loss / deafness. People who are DB use a variety of communication 
methods that affect which communication systems work for them. Those who are culturally Deaf 
use sign language and are likely to prefer VRS if they can see well enough to access it. Those 
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who are Hard of Hearing and do not use sign language need text based relay such as TTY or IP 
Relay and will access visually, using large high contrast font display or a braille display. Those 
who are culturally Deaf but cannot see well enough to use VRS may have no choice but to use 
text based relay, even though it may be more difficult since it does not use their native language. 
Many will use a variety of relay systems and other methods, depending on the situation and what 
modes they are able to access. 
  
Those who are most severely DeafBlind, who have minimal or no vision, have the least number 
of options and are the most vulnerable, since since their overall communication and connection 
options are the most limited overall. There must always be a telecommunication and relay 
system that is fully accessible AND usable. The most severely DeafBlind are often marginalized 
and “out of the loop”, resulting in them not being represented when determining the accessibility 
and usability of a program or service. It’s very easy to have some people who are more 
moderately DeafBlind and who have better vision to check out the various systems and 
determine that it works fine for them, since they have no clue of how the more severely DeafBlind 
are impacted. So, it is essential to ensure that there is full inclusion of those who are the most 
severely affected when determining the accessibility and usability of a program or service to 
ensure that there are workable options for everyone. 

DeafBlind Analysis 

The interpretation and analysis of this section was led by: Michael J. Stewart (New 
Brunswick); with Megan McHugh (Ontario) and Noella Roberts (British Columbia) as contributing 
analysts. 

DeafBlind Demographics  

 With a smaller and more focused respondent pool, the only demographic information 
gleaned from the DeafBlind respondent group was the results for the age bracket to understand 
the profile of DeafBlind survey participants. 

Age group  

Survey findings discovered similar numbers across all age ranges, albeit none were in the 
youth age bracket of 18-24. See further explanations to understand Deaf people with blindness in 
Question 4. 
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DeafBlind TTY Usage 

Of the 31 respondents that answered this question, those who still use their TTY are 
almost split evenly in the middle. On one side, some DeafBlind people don’t use TTY anymore, 
either because they consider TTY obsolete and/or they use a different type of relay service. On 
the other side, there are several factors why DeafBlind still prefer to use TTY:  

Many older DB adults (especially with Usher’s Syndrome) continue to use TTYs because 
IP relay is not as friendly for low-vision consumers or accessible for users of Braille displays.   

SRV Canada VRS app is not DeafBlind friendly for those who cannot see well enough to 
see a video relay screen. Many seniors prefer TTYs over newer complicated technology so they 
remain comfortable using this “old technology” in our modern era. People who are extremely low 
vision or totally blind cannot use VRS or IP Relay if they cannot see them and they are not 
accessible to users of braille displays. Most people with Usher’s Syndrome become extremely 
low vision or totally blind as they get older. These people became very vulnerable and 
marginalized and desperately need an accessible method of communication. 

Deaf-blind people who are Hard of Hearing and do not use sign language cannot use 
VRS and may not be able to see well enough to use IP Relay, so the TTY is their only current 
option. One DB respondent mentioned on the necessity of using TTY over IP relay or VRS:  

“I'm DeafBlind and cannot see to use vrs. Ip-relay is not low vision or blind accessible. 
TTY is a necessity for me.” (Respondent ID#6228220683) 

!  

DeafBlind TTY Relay Usage 
The good news is that 100% of those who still use their TTY from Question 11 use TTY 

relay services! This is the most reliable telecommunications system for people with 
deafblindness. One DB respondent perfectly described the profile of TTY Relay Service 
consumers on the continuous need of TTY Relay Service:  

“Cannot see computer monitor to communicate. I must use TTY and Relay Services 
for my independence!” (Respondent ID#6213445298) 
 
 
 
 

                                                                                    !37



 
DeafBlind TTY Relay Access Importance 

Here is an evidence of a strong conviction that TTY relay service needs to remain as an 
option: 85.7% of respondents agree that TTY relay access is still important for their daily use. 
TTY Relay Service is a necessity for those who are unable to use other forms of relay that are 
not accessible or easy to use. One DB respondent perfectly described the profile of TTY Relay 
Service consumers on the importance of TTY Relay Service:  

“I like to be able to use English to communicate with the hearing person especially 
when it is a business matter or quick enquiry. We need to keep the text relay services 
to make it accessible for people who are late deafened or who are nonverbal 
(aphasia, stroke, etc).” (Respondent ID#6216341417) 

 

DeafBlind Usage of IP Relay on smartphones and tablets 

Almost half have IP Relay on smartphone, the other half do not. This is almost similar to 
respondents who have ‘never’ used IP Relay from Question 10: 54.8%. Presumably, the other 
half is using TTY relay with an actual TTY. One DB respondent have tried IP Relay on 
smartphone and this is the response:  “It’s ok could be better.” (Respondent ID#6195665529) 
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DeafBlind Landline Phone Requirement for IP Relay   

A combination of 10 respondents out of the given 15 which is exactly two-thirds of all 
respondents were not entirely satisfied. The remaining 5 respondents which is one-third (option A 
& G) does not seem to mind the landline requirement. However for VRS users who do not have 
wireline will not be able to use TTY relay. Also, it is not fair that IP Relay users have to pay for a 
landline that they do not use, when VRS users don’t need a landline and get all calls for free. This 
is discrimination because if IP Relay is through the internet, there should be no need for a landline. 
One DB respondent mentioned on the landline phone requirement for IP Relay access: 

“...Why pay more to have home phone?” (Respondent ID#5358835162) 

!  
DeafBlind IP Relay Awareness 

This is similar to Question 16 and as seen from Text 9-1-1 Survey that most respondents 
gather new information from immediate circles which are community, school, work, and ‘deaf 
club’. Some are also finding information on social media or online. One DeafBlind respondent 
gave this response on how that person become aware of IP relay service:  

“DeafBlind Community.” (Respondent ID#5354301658) 
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DeafBlind IP Relay Challenges & Issues   

DeafBlind respondents face similar challenges and issues when calling the IP Relay 
Service just as other Canadian consumers. Three text comments were written by identified 
DeafBlind respondents regarding challenges and issues when calling IP Relay as follows: 

1. “Sometime it takes a long time to have available operator”  (Respondent 
ID#6196641309) 

2. “Govt won’t talk to me because they think ip relay is third party.” (Respondent 
ID#6195665529)  

3. “I use IP Realy (sic) but don't really like it. It scrolls badly in Braille and makes it 
hard to read while the operator is typing. I also can't use my voice but must type, and 
the operators often don't understand, speak, or write English well. It seems to be a 
low level job and not highly skilled and it is disappointing for me to experience that 
poor quality. I only use it for scheduling appointments or minor things as it is just not 
good enough for complex situations like if I need tech support and there's no text chat 
option.” (Respondent ID#5362202492) 

DeafBlind Internet-Based Services Usage 

As expected, a total of 85.7% of respondents have used other internet-based services 
(e.g. VRS, Skype, FaceTime or Messenger or texting instead of making telephone calls through 
TTY or IP relay services. The two  respondents that said ‘No’ seems to have no experience with 
internet-based services.  

There are a wide range of ways to communicate, which is good. However, there are 
things which you must have specific access to making direct phone calls for, using IP Relay or 
TTY Relay. Those other methods are not replacements for IP Relay or TTY Relay, especially 
since many DeafBlind cannot see well enough (or see at all) to use those other communication 
methods. The DeafBlind face special challenges due to blindness and whether they are Deaf or 
HOH, meaning that not all can use all methods of communication. Those who are lowest vision 
or totally blind are very very limited in what methods they can use and are much more vulnerable 
as a result. 2 DB respondents responded to this question:  

“If the person I call understands that if they want a direct, and prompt response - text 
and email are most convenient. Family and friends who understand us and our 
communication are most likely to use text or FB messenger, in English.” (Respondent 
ID#6227549719) 

“As I lipread, I use Skype combined with text chat. This, in my experience, provides 
the fastest information exchange. have also used GoToMeeting.” (Respondent 
ID#6198864768) 
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DeafBlind on IP Relay App on mobile device or tablet (See image) 

If you combine option A & C then that accounts for 90.3% of the total 31 respondents. 
This calls for a significant need of a telecommunications app for DHH/DB population. Without 
fully knowing the capability of RTT, if it were possible perhaps it could somehow integrate IP 
Relay app on phone with RTT. The only concern is that not many DB people can really afford 
data to be able to use IP Relay anytime 24/7 for emergency reasons. Use TTY Relay as back up 
if IP Relay is too difficult for DB with severe vision.  

Many will consider different options and methods BUT only if those methods are actually 
accessible and usable for the DeafBlind, especially those who are extremely low vision or totally 
blind. The most vulnerable people must be a priority to ensure all can use it. Several DB 
responses have been collected:  

“I use ip relay on my computer and I would prefer if it were available more readily on 
my phone through an app of some kind or have access to tty software easily through 
my smartphone to be able to make those calls.” (Respondent ID#6228564567) 

“I could only use try or ip relay or iPhone iPad apps if accessible for deaf- 
blind.” (Respondent ID#6228284141) 

“I would use ip relay and try and built in TTY program IF they were made accessible 
for deafblindness users. Font and colour / contrast settings are needed. Font type 
size and boldness. Ip relay users should not require a landline since vrs users don't 
need landline. Vrs users get free calls and is discrimination against those where 
unable to access vrs.” (Respondent ID#6228220683)  

DeafBlind Issues 
Original version written by Megan McHugh for the 911 report (February 2017) and updated 

with applied updates from the TTY and IP Relay Services Survey Analysis, 2017. 

Overview 
Individuals who are DeafBlind 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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TTY Relay 
While TTYs are often considered “old technology”, a number of individuals who are 

DeafBlind 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. 

Frederick Drouin, President of Association Syndrome de Usher du Quebec (ASUQ) sent 2 
videos to provide greater input coming from the French and LSQ community members, submitted 
on Friday June 23, 2017 at 5:36 PM. The first video was 3:01 minutes long which focused on TTY 
relay, and the second video was 2:13 minutes long which focused on IP relay.  

TTY Relay Issues and Challenges 
According to the Association Syndrome de Usher du Quebec members, the following 

issues and challenges for TTY relay are listed:  

1. There are more issues with TTY relay than IP relay. 
2. Sometimes had to ask a question repeatedly but the operator wouldn’t answer - not sure if 

they hung up or not?? Typed “GA” but no reply. Resulted in delaying conversations. 
3. Stressful for Usher’s to watch the screen and catch all words. 
4. Sometimes a message would appear “garbled” with unrecognizable characters so user had 

to ask the operator to repeat the message that was said by the hearing person. We 
assume this is a technical issue and it had occurred many times to all TTY customers. I 
mean, ALL of them.  

5. Made a call on TTY but no answer from operator; no idea what they are doing, whether 
they are on lunch break or busy with other calls. So had to hang up and make call again 
few minutes later until an operator picks up the call. 

6. Most challenging of all is that when a customer is trying to say something but the operator 
already went ahead and interpret the customer’s message wrongly and it was too late to 
rescind and clarify the real message. 

7. When something is misunderstood, it’s difficult to interrupt and re-correct the operator. This 
creates waste of time and delay. This can lead to more frustration then the operator could 
legitimately hang up on the customer.  
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8. When you type on TTY, the operator is reading your typing, and if you want to go back and 
change your sentence, it’s kinda too late so you need to keep typing and it can lead into 
confusion. With IP Relay, you can type and then read your message BEFORE you send it. 
Many Usher’s like this.  

9. The speed of the typing is too fast for Usher’s to catch all words, but the operator can’t 
really slow down because the hearing caller is still talking so the operator has to type fast 
which leaves the DB caller on TTY no choice. 

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

mobile device. Some individuals who are DeafBlind find IP Relay difficult or impossible to access. 
The fonts in IP Relay are very small and it can be very difficult to track different chat windows on 
the screen. If an individual who is DeafBlind 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. 

ASUQ outlined the following issues and challenges for IP relay as:  

1. Sometimes there are misunderstandings and that leads to some delays. 
2. If a message is long, then it takes time to read, type a reply and send. Long silence is 

experienced on the other end of call.  
 

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. 
 

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 DeafBlind 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 DeafBlind can continue to use them as they become more severely DeafBlind. 
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 DeafBlind 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 DeafBlind. 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DeafBlind and Relay Systems 

Composed by: Megan McHugh (Ontario) on behalf of the Canadian National Society of Deaf-Blind: 

Deaf-blindness varies tremendously from person to person. If a person is totally deaf or 
Hard of Hearing to the point that they cannot hear clearly enough to use the traditional voice 
phone to make calls, then they will need to use a form of relay that works for them. The person’s 
level of vision, along with their communication method impacts which forms of relay they use for 
communication.   

If a person is totally blind or whose vision is so tunneled or blurry or distorted that they 
cannot see detail, even with accessibility features such as large fonts and high contrast colours, 
they will not be able to access visual relay systems and must use a braille display.  

If a person has a small tunnel of vision but is able to read using their central vision, they 
may be able to read the relay screen provided that the fonts and colours are configurable to their 
needs.  

Some people may need the combination of significant magnification in order to read the 
relay screen, plus high contrast fonts and background colours due to experiencing severe glare, in 
addition to needing large bold fonts. Usher Syndrome is a common cause of DeafBlindness where 
the person’s vision gradually deteriorates with age. A person with Usher Syndrome might be able 
to see well enough to read more easily when they are in their 20s and maybe 30s, but then need a 
significant magnification and high contrast colours or even braille later on as their vision gets 
worse or is lost completely.  

This means that if a relay system does not provide or allow for customization of the fonts, 
colours or is not braille display compatible, the person who is DeafBlind may not be able to access 
it, depending on their vision or lack of vision.   

Other considerations are that relay systems that have separate boxes for information being 
typed and received may be extremely difficult for many with advanced Usher Syndrome due to 
being unable to track the information as a result of a very small tunnel of vision.  If a person is 
totally blind or whose vision is so tunneled or blurry that they cannot follow movement, they will be 
unable to use video relay.  

Overall Recommendations for TTY and IP Relay Services in Canada  
 
Consumer Experience   

1. Upgrading of IP Relay Service internet platforms to more responsive web design 
theme with cross operating system, browser and device (smartphone and tablet) 
interoperability. This includes customization of: 

a. Background colour (can create contrasting backgrounds) 

b. Font colour 

c. Font type (boldness) 

                                                                                    !44

http://www.wpbeginner.com/glossary/responsive-theme/


d. Font sizes (can enlarge for low vision users)  

e. Screen adjustment configuration to allow the low vision user to follow the 
conversation better (two screens - not three) 

f. Notification alerts (vibration, flashing light, smartphone) 

Note: Simplifying the number of provisions of IP Relay Services in its current policy 
structure can lead to simplifying the number of website and app interface redesigns. 

2. Creation of a responsive app that includes customizations outlined in #1 above to 
allow for increased and enhanced mobile utilization of IP Relay Services. Use of IP 
Relay Services should not be limited to internet browsers and designed with upgraded 
internet design protocols such as HTML5 and there must be no required Flash plug-in 
installations.  IP Relay needs to be more user-friendly to meet a wide range of consumers 
including those that are DeafBlind with limited vision. Additionally, there must be a 
capability to allow a braille display user to easily navigate and follow the conversation and 
type in their responses. Rationale: There is currently widespread frustration with the 
current design of the IP Relay Service interface. 

3. Text based relay services, especially IP Relay Services, needs to be returned to a 
two-way means of communication. Nine-digit numbers render the consumer unable to 
receive calls from others. Those with a TTY can be called, and messages can be 
received if there is an answering machine set up but with IP Relay Services there is no 
clear capability for this means.  

4. IP Relay Services needs to be set up better with the ability for messages to be left 
for the Deaf, DeafBlind, Hard of Hearing, deafened and speech-impaired consumer. 
This will be like an answering service, and the recommendation is that these messages 
be received via text or e-mail. 

5. Voice Carry Over (VCO) needs to be widely established for text based relay, 
especially IP Relay Services, and all operators need to receive ongoing and 
refresher training to have this feature available on a continuing basis. Hard of 
Hearing and late deafened consumers deserve to have the option of Voice Carry Over 
(VCO) when they make calls.  

6. Canadians are receptive to new technologies that utilize TTY communications such 
as RTT - Real Time Text (RTT), only if these are implemented: 

a. Integration of backward compatibility with older model TTYs, including ASCII 
codec, to allow for those who still use the physical TTY devices especially those 
connected with brailler adapters  
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b. Direct compatibility with brailler and adaptive devices 

c. Customization of the screen (background and fonts) for those with low vision 

d. Alpha and Beta testing of such RTT technologies include DeafBlind Canadians 
and all testers to be recruited by the national organizations that serve Deaf, 
DeafBlind, Hard of Hearing, late deafened and speech impaired Canadians. 

e. Educational and awareness opportunities to learn exactly how to use the new 
technology, especially for senior and DeafBlind Canadians. 

7. Wait times for an IP Relay operator to answer need to be improved, to an average 
speed answer of no more than 10 minutes and a queue indicator needs to be 
integrated in the platform. Many IP Relay consumers complained that they often are left 
waiting for 15 to sometimes 35 minutes which leaves them frustrated as if there is extra 
time in the day. They have to connect again through IP Relay, which CAD-ASC, DWCC, 
and CSDNB would like to stress the importance of functional equivalency for 
telecommunication access in Canada. As well, in emergency situations.  

8. Operators must undergo ongoing training: 1) Words per minute speed tests, 2) 
refreshers on all the different types of consumers they are serving, including Deaf 
culture sensitivity training, 3) learning about disempowerment, the oppressed 
group life experience and community trends, and 4) overall customer service skills. 
In this report, there were numerous of comments about unpleasant operator experiences, 
this needs to be addressed and remedied for an enhanced overall text based relay 
experience. 

Mechanism & Reporting 

9. Removal of landline home phone number registration requirements due to modern 
trends of wireless phone numbers adopted as primary home phone numbers. 

10. Streamlining the number of IP Relay Service platforms, and removing the 
registration requirements tying to specific telecommunication, internet and 
wireless service providers, allowing IP Relay Service to be universally accessible. 
This would be a form of functional equivalency that is all inclusive of the range of 
consumers in Canada: Deaf, DeafBlind, Hard of Hearing, late deafened, oral deaf and 
speech impaired with the ability to access anywhere, anytime, and independently. 

11. Establishing a governance structure with a clear complaint and inquiry mechanism 
to defray all the confusion and increase TTY and IP Relay Services systems input 
and feedback accountability to Canadian consumers. Feedback must be taken into 
consideration and changes implemented within reasonable time frames, and not by 
waiting eight years for a full review and opportunity for input.  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12. TTY and IP Relay Services reviews need to be conducted every three years to 
ensure quality of service and access for Canadian relay service consumers. This 
consumer group is unfairly falling behind, becoming stagnant even in an environment of 
rapidly changing technological evolution. Exactly as demonstrated in  CRTC Three-Year 
Plan 2017-2020 “the communication environment evolves constantly, the CRTC may 
need to adjust its plan to respond to emerging issues.”  

13. TTY and IP Relay Service provisions must be reported quarterly to the CRTC and 
yearly maintain compliance to the CRTC policies. However, there should be a yearly 
release of data tracking and statistical reports for the public’s reference, using data charts 
and graphs for statistical summarization. This ensures inclusivity, accountability, quality of 
service, and compliance monitoring. Confidential ### TSP financial reports are useless to 
the general population.  

Public Awareness & Education 

14. Funding needs to be allocated and established for an education and awareness 
program for IP Relay app and RTT technologies for the first few years of its 
introduction which includes production of instructional videos in ASL and LSQ. 
This must be done as a preventive approach to learn from the chaotic and mass 
confusion with the implementation and rollout of the Text with 911.  A public education 
approach could be established with some type of personnel under the new governance of 
text based relay systems in Canada responsible for the public education and awareness 
across the Provinces. A position created would be very much similar to the Community 
Relations Specialist position of the current SRV Canada VRS.  

15. Public Awareness campaigns for text based relay services need to be rebooted, 
with public service messages including visual media, graphics, reenactment and 
informational videos in the mainstream: newspapers, TV - cable and internet, radio 
and social media to increase the awareness of hearing people who would get a call from 
all types of relay services. This will reduce the number of hang ups and hearing people 
getting the calls will become more accustomed and receptive to these types of calls. And 
this will allow for more late deafened and other Canadians seeking independence. These 
PSAs are to be inclusive including ASL and LSQ language users. 

Summary Conclusion  

Change the approach - undertake the introduction of new adaptive technologies with 
forethought rather than afterthought as demonstrated by this TEDX video. (This video is highly 
recommended (13:17 minutes)  as it is being presented by disability rights attorney Elise Roy). 
This new approach will save thousands of wasted hours and thousands, if not millions of dollars, 
on establishing systems without the advice and consultation of the very people who have the 
lived experience and actually use the services on a daily basis they would offer the best 
perspectives from their experiences.  
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In conclusion, consultation with the national representative groups: CAD-ASC, DWCC, 
CNSDB, Canadian Hard of Hearing Association (CHHA), Canadian National Institute of the Blind, 
and Media Access Canada (MAC) is the way to go because how it works is national 
organizations have a trickle down network to provincial and local organizations with sharing and 
gathering information and resources. It is these very groups that would be best to assist with the 
recruiting for alpha and beta testers most effectively for new technologies. 
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Appendix A:  
Overall TTY & IP Relay Service Survey 

Charts, Tables and Data Analysis 
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Appendix A: Survey Questions & Overall Results of Survey Data 

Introduction - AGREEMENT:  
 
Question 1: Do you agree to take the survey?  

As required by Canadian Anti-Spam Laws, this question as required to be asked, and a 
majority, 98.7%,  of respondents consented to responding to the survey, and when they clicked 
no, they were automatically bumped out of the online survey.   

!  

!  
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DEMOGRAPHICS 
Question 2: Are you Deaf, Hard of Hearing, or Deaf-Blind?   

The top three profiles of respondents, at 90.7% self-identified as Deaf, Hard of Hearing and 
Deaf-Blind.The specific breakdown is: Deaf at  72.8%, Hard of Hearing at 9.4%, and DeafBlind as 
8.5%.  Because our joint organizations have more of a reach to those of the linguistically and 
culturally Deaf, DeafBlind and Hard of Hearing organizations in Canada rather than the other 
services that cater to oral deaf, and late deafened, it is not surprising to have this response with 
low turnout responses by those who are late deafened, oral deaf. To allow the answers for the 
hearing voice callers questions by the CRTC, a small number of respondents identified as hearing 
family, roommate, partner, support worker or voice caller. 

!  

!  
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Question 3: What language do you use?  
  

With a total of 437 responses, the majority of respondents used ASL and English 
languages and follow with LSQ and French at a total of 81.46%. With the smaller number of 
respondents identifying as oral, late deafened and hearing voice caller respondents it is not 
surprising to see the lower respondents responding for the written only languages of English and 
French combined at 17.62%. Our organizations recognize we have a small population of very 
rare and unique “gems,” those who have the extraordinary ability to be “quadrilingual” and fluent 
in four languages, utilizing ASL, English LSQ and French, at 7.78% of our respondents. 
 

!  
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Question 4: What Gender do you identify with?  

Typically, from a sociological perspective, women have a greater tendency to participate 
in surveys, which is evidenced by the result in the response to this question, with 59.3% of 
females responding, and 37.1% males participating. In this day and age of gender fluidity, there 
is no surprise a small percentage chose not to identify with either and not respond with any of the 
options given, at 3.7% or not click “Other” at all.  

!  
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Question 5: Which Age Group do you belong to?   

The highest age group of respondents belonged to was the median age of 45-54 years of 
age, at 24.0%, following with with those in the age range of 35-44 and then jumping back up to 
the older age bracket at 55-64. Collectively, 59.4% of the respondents were in the range of 45 
years of age and older. Those in the younger age brackets would rather be doing something else 
than answering questions in surveys so it is not surprising that the percentage for these age 
groups is low.  

!  

!  
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Question 6: Which Province or Territory do you live in?  

The highest number of respondents were from Ontario, British Columbia, Quebec and 
Alberta, these are where the largest numbers of Deaf community members tend to gravitate to, 
where job opportunities and service provisions usually originate in Canada. Additionally, Ontario 
and British Columbia are the two locations where Committee members attended exhibition 
events where the survey was promoted in person at exhibition booths within the month of the 
survey’s duration. 
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Question 7: Where do you live (village, town, city)  

The majority of Deaf, Hard of Hearing and DeafBlind community member respondents at 
76.7% reside in the metropolitan areas in Canada as these are the locations where the greater 
number of Deaf communities are due to community access, service provisions, more frequent 
Deaf community social gatherings, service provisions, and employment to support the bandwidth 
for their smartphones and computers. The lower turnout of respondents that come from the rural 
areas comes with the possibility of a lower bandwidth being in these outlying areas hence would 
have less responses from rural community members without that strong bandwidth access to the 
survey links.  

!  

!  
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TELECOMMUNICATIONS SERVICES 

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

This survey shows that as usual, the “big three” are in direct competition with each other 
but TELUS takes the lead with the highest number of customers that are Deaf, Hard of Hearing, 
and DeafBlind, followed by Rogers, Bell and a mixture of “other” wireless companies in Canada at 
29.6%.  

 
 
Breakdown of the Others(%): 

Bell    7 (15.91%) 
Virgin Mobile   5 (11.36%) 
MTS    5 (11.36%) 
Sasktel   4 (9.09%) 
Shaw    4 (9.09%) 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Question 9: Which internet service provider do you pay for your home internet 
(WiFi or wireline to modem) services?   

With the highest number of respondents coming from two Western provinces, British 
Columbia and Alberta, it is a revelation that Shaw came out with the highest base of internet 
service customers that are Deaf, Hard of Hearing and DeafBlind. Following the numbers from 
Shaw, is also a wide mixture of customers of the smaller internet service provider companies 
from the middle and eastern provinces such as Cogeco, Teksavvy, MTS, and Bell. Additionally, a 
high number of others indicate that some may have services with the providers listed but typed a 
response in the “other” field instead.   

 

  Breakdown of the Others: 
Bell   17 (29.31%) 
Cogeco  9 (15.52%) 
MTS   6 (10.34%) 
Teksavvy  5 (8.62%) 
Eastlink  4 (6.90%) 
Primus   3 (5.17%) 

 VMedia  2 (3.45%) 
Storm   2 (3.45%) 
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Question 10: How often do you use the following Relay Services for any purposes?  

Of the 437 respondents, 234 (60.8%) say they had never used TTY Relay Services, while 
112 (29.1%) use it 1-5 times per month, and an even lower number, 39 respondents (10.1%) does 
use the TTY Relay Service more than five times per month.  Of the same 437 respondents, more 
at 157 (41.6%) of  respondents haven’t used the IP Relay Services, with 133 (35.3%) using the IP 
Relay services 1-5 times per month, but a greater number compared to the TTY Services use it 
more than 5 times per month, at 87 or 23.1%. In sum 39.2% of respondents still use the TTY Relay 
Services, while IP Relay Services appear to be of 20% more frequent use by Deaf, Hard of 
Hearing and DeafBlind Canadians at 58.4% use.  

One main reason for this difference in use could be because TTY machines are restricted 
to use at home while IP Relay can sometimes be used anywhere there is a strong enough phone 
connection. Both are used frequently enough that they are both valid relay systems for the Deaf, 
Hard of Hearing and DeafBlind population in Canada. 
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Question 11: Do you still use your TTY? 

As one of the logic questions, we had the respondent's answer this question to determine 
whether they would continue on to the IP Relay questions or stick to the TTY questions. Out of 
437 respondents, 148 or 37.66% of respondents still use their TTYs. The other 62.34% of 
respondents obviously don’t use TTYs and skipped straight to the IP Relay questions.  

!  

!  
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Question 12: How often do you make TTY to TTY calls?    
It is interesting to note that while 60.8% don’t use TTY relay, however altogether 77.3% 

would use TTY to TTY calls from once to more than 5 times a month. A cross reference showed 
that 60% of the total of these responses were of the age range of 45 and older.  This goes to show 
that the older generation would use TTY for communication while the younger generation would be 
using more updated and modern technologies for communication such as the smartphone. 

!  

!  
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Question 13: When you make TTY to TTY calls, which do you tend to call:  

With today’s modern technologies and video communication capabilities, with such 
software and apps as Skype and Facetime available, it is no surprise that only 13.1% to 26.2% of 
TTY calls to each other in the community is very low compared to government and emergency 
services. 25.5% to half of all survey respondents use TTYs for contacting government or for 
emergency reasons. For people who entered text in “Other”  the higher number of typed or 
written comments pointed to government, doctor’s office and emergency services. 

 

Breakdown of Other: 
Government     11    Billings (Bills)    2  
Doctor’s office     8    Bank    2 
Emergency     7    Hearing person    2 
DHH/DB     6    Depending on situation   1 
Work       4    Answering machine    1 
Personal appointments    3    Cable TV company    1 
Credit card company     3    CRA     1 
Service company    3   Take out food   1 
Family     3    Insurance   1 
9-1-1      3   Store    1 
Hearing person    2   VRS    1 

 
Comments  

There is still a “problem with government agencies..in many places TTY were removed 
because they said no one is using them..I need to use TTY at government buildings and 
shopping malls.” (Respondent # 5371910163)  

“All levels of government still have TTY lines, how do we help our Deaf seniors who do not 
access technologies? There is pros and cons to keep tty or not.”  (Respondent #5367717603) 

“I am sure that there are people who STILL need it because they do not have 
computers.” (Respondent #5370049171) 
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TTY RELAY 

Question 14: Do you use TTY Relay Services?    

Of the 437 respondents, only 132 respondents answered this question, with many of 
these people not answering (having skipped to the IP Relay Service questions) and of these 
respondents 91% still use TTY Relay Services. 

!  

!  

 
Comments 

“Older late deafened people would be independent being able to contact hearing people using 
TTY relay services (by being able to use their voice and read text). And vice versa.  
 
There are people who have aphasia or lose their larynxes. They would be able to type the text 
and hear what is said.  

Thirdly, there are bilingual Deaf people who like to discuss serious matters in 
English.” (Respondent #6228995053) 
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Question 15: Which TTY Relay Services do you use?    

Of the total survey respondents, the highest number of survey respondents resided in 
Ontario, so it comes at no surprise that the highest response (35.92%) for this TTY Relay Service 
question is Bell TTY Relay Services (BRS). Following this, if you combine the next highest 
number of total respondents originating from British Columbia and Alberta, then certainly 
respondents selected that they use the TELUS TTY Relay Service, at 27.46%. It is interesting to 
note in the text comment response for “Other”,  people wrote down Shaw, which as far as we are 
aware, only provides IP Relay Service. 
 

 
 
 

Breakdown of Other: 
 
Shaw                             9 
MTS                 1   
Telus (TRS)                4 
Cogeco Relay Service (CRS)    2 
Videotron Relay Service            2 
Can’t remember                         1  
Allstream Relay                          1 
BRS                                                        1 
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Question 16: How did you become aware of TTY relay service? 

The majority, at 71.5% of respondents learned about the TTY Relay through "word of 
hand.” If a person in need of TTY relay is not involved with the deaf or signing community, they 
only have a possible 18% chance of learning about this relay service, from other sources such as 
audiologist, speech therapists and websites.  

With 2.5% learning about the TTY relay service online, there is not enough awareness 
outreach by the deaf community leaders and by the service providers. In conclusion, this goes to 
show that Deaf, Hard of Hearing and DeafBlind Community members rely on the local services 
agencies for awareness and outreach and that companies and the CRTC should increase their 
direct communications with the Deaf community service organizations and clubs which can in 
turn increase awareness to their members and clients.  

 

Other: 

“Canadian Hearing Society” 
“Deaf Access Simcoe Muskoka” 
“Elementary student (like 25 years 
ago)” 
“My workplace” 
“Telephone company” 
“Back around the late 1980’s” 
“When it was launched” 
“decades ago through deaf friends”  
“long time ago from when I was a kid” 
“I can’t remember it has been years” 
“Very difficult to pinpoint how I seem to 
have become aware of TTY Services. 
Years ago???? Difficult to qualify this 
answer.” 
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Question 17: Do you think TTY Relay access is still important for your daily use?  

Of the 437 respondents, only 142 respondents answered this question, and half of these 
respondents still think TTY Relay Service access is still important for their daily use, but at the 
same time 31.7% chose “It depends on the situation,” which means they may rely on the service 
for essential purposes, government and emergencies only, as evidenced by an earlier survey 
question. 

Upon further cross examination, it is clear that it is the older age bracket, from age 45 and 
older and those that identify as DeafBlind that still value TTY Relay Service access. Examples of 
why it is still important are provided within the comments below. 

!  
Comments 
 
”VERY MUCH. When Video Relay Services are operating in Canada, TTY / IP-Relay services 
NEED TO CONTINUE especially with aging people with hearing loss, youth with hearing loss, 
and those people with speech disabilities who relies on TTY / IP-Relay Services especially 
those who do not know the signing and they need to communicate thru TTY / IP 
Relay’s.” (Respondent #5352659215) 
 
“I want to use my TTY for emergency in case I need to go to E.R. Till VRS increases to 24 
hours. I need to buy a new iPad.” (Respondent #5369586496) 

“Mainly use it for work to connect with Deaf seniors who do not uses technologies and calls to 
government when VRS is not available when I need it.” (Respondent #5367717603) 

“Essential for me as most medical and other appointments refuse to allow me to contact 
through texting.” (Respondent #5365799222) 

Cannot see computer monitor to communicate. I must use TTY and Relay Services for my 
independence! (Respondent #6213445298) 

“I like to be able to use English to communicate with the hearing person especially when it is a 
business matter or quick enquiry. We need to keep the text relay services to make it 
accessible for people who are late deafened or who are non-verbal (aphasia, stroke, 
etc).” (Respondent #6216341417) 
 
“I need TTY for 911 call…” (Respondent #5369586496) 

“Older late deafened people would be independent being able to contact hearing people using 
TTY relay services (by being able to use their voice and read text). And vice versa. There are 
people who have aphasia or lose their larynxes. They would be able to type the text and hear 
what is said. Thirdly, there are bilingual Deaf people who like to discuss serious matters in 
English.” (Respondent #6228995053) 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Question 18: Do you think there is enough awareness and promotion of TTY     
             Relay?    

Not too many respondents answered this question, but the ones that did believe there 
should be more awareness and promotion of TTY Relay Services, at 48.1% with a total of 135 
respondents. In the comments section with the text responses, there are ideas and more clues 
shared. Frustrations ensue where customers are hung up because of the onset of the phone call 
with identifying there is a relay call, mistaking the call for a telemarketer. Thus, greater 
awareness needs to be spread into society about all types of relay services to reduce this 
common scenario. 

Comments: 
1. ”I have not received mail or e-mail about its availability.” (Respondent #5373793607) 
2. “Not clear advertising..” (Respondent #5374489470) 

There needs to be more - specifics: 
3. “I educate that in my classroom, and yes there should be more like social 

media…” (Respondent #5365874417) 
There needs to be more - specifics: 
4. “Social media, business directory.” (Respondent #5365874417) 
5. “Television TV, Ads, newspapers, flyers” (Respondent #6213423028) 
6. “Through visual media - tv, Internet, etc.  (Respondent #5365874417) 
7. “Promote it in audiology clinics, Hard of Hearing associations, word of 

mouth…”  (Respondent #6213423028) 
8. “I think that associations of the Deaf have to send out as often as possible also throughout 

Quebec media.” (Respondent #5365874417) 
9. Companies needs to be exposed/understand the Deaf/Hard of Hearing's needs for TTY 

Services.” (Respondent #5352659215) 
10. “Relay Service operator always have to explain to hearing people on the use of TTY by 

deaf clients.”  (Respondent #5357653163) 

Other comments: 
11. “...don't use this service since IP Relay .. don't recall seeing any promotion about 

it.”  (Respondent #5355940402) 
12. “...why promote if we have VRS? TTY relay here for YEARS but maybe yes for those who 

doesn't know sign language and need them (seniors, deafened, etc).”  (Respondent 
#6213423028) 
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Question 19: Have you experienced challenges and issues when calling TTY 
Relay? No charts or graphs but only text responses: 

The analysis is that there are a few initial issues that pop out from the types of responses 
that people typed out in this question and these are categorized them under themes or headers:  
1) long waits  
2) hang ups (& difficulty to reconnect after hang up),  
3) lack of operator standards  
4) simply device and connection technical issues  
5) third-party challenges with banks, government services and businesses.  

Finally, three comments came with loaded responses and they have been included.  
 
Long waits 

1. “There would be no answer after calling numerous times. Sometimes it would ring and hangs up. 
Some Relay operators have poor typing skills!!” (Respondent #5374722819) 

2. “Sometimes have to wait too long before they answer which could be a problem if it's an 
emergency!” (Respondent #5358839997) 

3. “Souvent d attendre trop long.. des fois les employés ne disaient pas toujours au complet . 
Manque de formations. Besoi de voir. Plus professionnelles. Pour éviter de perdre de 
temps.”  (Respondent #5353562313) (TRANSLATION: Often wait too long .. sometimes the 
employees did not always say full. Lack of training. Need to see. More professional. To avoid 
wasting time.) 

 
Hang ups 

4. “Most of the time the hearing person on the other end of the call has no idea what bell relay is and 
they often hang up before the relay operator gets their explanation out.” (Respondent 
#5374436317) 

5. “Yes, I was surprised that the other end doesn't take Telus Relay - only Bell Relay according to 
their manuals. I find that odd.” (Respondent #5373797021) 

6. “People hang up on me because they think it is a scam.” (Respondent #5370961770) 
7. “Most hospital think a Relay Service is a tele-market, they put us on hold, then hung up on us 

many times. Took us to reach them up to an hour. It was so frustrating, especially (when) I was so 
ill.” (Respondent #5362799538) 

Attitude - Standards 
8. “TTY Relay operator... their attitude toward Deaf people... their typing skills often ends up in many 

misspellings.” (Respondent #5374487555) 
9. “Yes, sometimes there is a long ring and they do not reply sooner, sometimes there is 

miscommunication and sometimes I find their attitudes are not nice.” (Respondent #5374377276) 
10. “Yes, sometime no one answered the call I made and sometime misquoted on my comment..and 

sometime operator would be too personal.” (Respondent #5371910163) 
11. “Some are typing too slow, some are waste time, need more training how to used tty and some 

didn't give name and ref numbers.” (Respondent #5351414783)  
12. “Oui, souvent, les agents ne sont pas toujours disponibles à l'heure entre 10h-10h30 et 15h-15h30 

à cause de la pause ?  (Respondent #5371602750) TRANSLATION: Yes, often, agents are not 
always available by the hour between 10h-10h30 and 15h-15h30 because of the break? 

Technical 
13. “Yes, this past month 711 doesn't answer their phone, always showing busy signal. I had to use 

18008550511 to get an operator so I can get to my location on time. It is frustrating.” (Respondent 
#5352305453) 

14. When I make a call to TTY operator, it is common to get cut off. So would have to make another 
call. Sometimes I have to wait for 10 to 15 minutes to get an available operator. (Respondent 
#5356092992) 
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15. “Sometimes the reception is poor, Relay operator unable to read my tty reply or requests. That 
also applies when the Relay Operator gives me a reply, it is sometimes garbled.” (Respondent 
#5374148777)  

16. “I have experienced being on hold too long and scrambled letters.” (Respondent #5374192336)  
17. “Waiting time for an operator is sometime long. Signal can be corrupted and text 

illegible.” (Respondent #5371910163)  

Government and Daily Business  
18. “Sometimes it is hard to communicate with someone like business thru TRS because it is a 3rd 

party. It'd be much easier to communicate with someone in the business world by using my 
ASL.” (Respondent #5369586496) 

19. “Yes I have experienced difficult times accessing through federal governments. I don't like phone 
tags. Federal governments tends me to leave a message so they will call me back.”                         
(Respondent #5354252165) 

 
Long and Detailed Responses: 

20. “1. Calling Text Relay Service is no problem, but at peak times, the wait may be long. It depends 
on who the operator/ communicator is. Some are flexible and are able to make the communication 
smooth. The others are rather not easy and defensive. Our old Bell Aliant Text Relay service was 
really good. Most of the communicators were courteous and were able to make things go smooth.  
2. Some hearing people don't like relay service so they end up giving email addresses to Deaf 
persons, which is fine. Using emails can be slow so calling 711 is necessary to get information or 
answers from hearing people.  
3. More often than not, hearing people use answering/ voice machines so I cannot leave 
messages on their machines. I have no way of knowing when they would call back because the 
relay service number is on the Caller ID, which prevents me from know WHO the caller is. When 
that happens, I have to call several possible people to see if they tried to contact me or not.  
4. The annoying part is when there is no name or number on the caller id.  
5. I truly think communicators/ operators need to be as good as captioners or CART typists. That 
way, it makes it easier for hearing people NOT to repeat or spell out words. Text relay services 
allow Deaf people to express themselves in English especially at work or when it is a serious 
matter. It also helps them to improve their connections with their hearing colleagues. For one, I 
want to know exact words or terminology.” (Respondent #6228995053)    
  

21. “I don't use the TTY. The best option for me was either VCO with my phone or texting. I have been 
a VCO user since 1998. When I used the VCO, I call 711 and ask for an operator. It takes 15-30 
mins wait or no answer. Once they answered, I get hung up and had to repeat. What happens if 
there's an emergency??????!!!!!!!!  
 
On another note, when in the middle of a conversation with the other person, the relay operator 
types to my VCO screen in SYMBOLS and NUMBERS instead of proper words. I had to ask the 
person to repeat which is probably frustrating on their end too...  
 
Also the relay operator hangs up calls in the middle of the conversation and I lost the person I 
contacted and had to go in the back of the line and start over again.  
 
I don't know what to say but I prefer if we could call 711 and answer by texting and dialing the 
number ourselves without the operator. They make everything very inconvenient.” (Respondent 
#5366020475) 

22. “As a (deaf) TELUS employee, I'm unable to use the TTY/IP Relay Service for meetings as the 
MRC Operators are not trained for meetings. Using TTY / IP Relay services, VRS, and captioning 
telephone services should be readily available for all Canadians at workplace who feel free to use 
one of these devices and services as their communication choice.  

Some MRC Operators are not patience and can come across as rude. Some operators are slow 
and not able to keep up with the speeds. MRC Operators are not properly trained or understanding 
the Deaf Culture and that needs to be improved.” (Respondent #5352659215 
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Question 20: What are your ideas and recommendations to improve TTY   
Relay? No charts or graphs but only text responses: 
 

Respondents had an opportunity to list the issues and then with this question they had 
a chance to offer solutions with ideas and recommendations to improve TTY Relay 
Services. and these are categorized them under themes or headers:  
 
Operator Training  
1. “Better training for the operators.” (Respondent ID#6198668797) 

 2. “More training skill typing. More operators to answer calls often.” (Respondent 
ID#5374722819) 

 3. “Hire those who have good typing skills, English/ French fluency. They should have maturity 
and flexibility.” (Respondent ID#6216341417) 

 4. “Communicators need to have training like being able to type fast. Maybe who are retired 
court reporters or real time captioners.” (Respondent ID#6216341417) 

 5. “MRC Operators are not properly trained or understanding the Deaf Culture and that needs to 
be improved. Restaurants and companies needs to be exposed and trained to understand the 
Deaf / Hard of Hearing's needs of this communication device and be patience with the Deaf/
Hard of Hearing's.” (Respondent ID#5352659215) 

 Waiting & Queues 
 6. “Wishing tty relay would reply quickly after 6 pm..sometimes waited for half 

hour.” (Respondent ID#5374529430) 
6. “Would like to see the TTY Relay service be honest not try to cover up. How can they be busy 
at 7 am in the morning?” (Respondent ID#5352305453) 

 7. Try to get agent to answer as soon as they can. More than 3 minutes is too long for us to 
wait.”  (Respondent ID#5351454489) 

 8. “Call waiting and make the service more QUICK.” (Respondent ID#5374148777) 

 9. Need to reply faster, slow service, need to improve faster response. And I would like to know 
how many people are in the line up before me. they need to let me know if they are busy I wait 
wait for nothing and puzzle why they take so long to answer.(Respondent ID#5374377276) 

 Options of use on other devices 
 10. “I once had a program called next talk and it worked very well. I would like to see something 

that will work on my iPad or even my iPhone. I know sounds crazy but who knows what some 
clever person can come up with.” (Respondent ID#6226791047) 

 11. “More low vision and Braille friendly tty computer programs. Need to have tty access via cell 
phones in Canada.” (Respondent ID#6228220683) 

 12. “Accessible apps for Braille and large bold high contrast text and background.” (Respondent 
ID#6228284141) 

 13. “The equipment could be more accessible (changing the screen sizes, font size, 
background/lighting, etc for people with vision issues.” (Respondent ID#6228284141)   

 14.  “Use iPhone, IPad 2 and so Big Mac air computer” (Respondent ID#6213458046) 
 15. “I hope to input new software TTY in the computer.” (Respondent ID#6222796534) 
 16. “WISH HAVE TTY DEVICE ON MAC OR PC COMPUTER” (Respondent ID#6228241873) 
 17. “Use RTT (Real-Time Text) replace outdated TTY Relay.” (Respondent ID#5374487555) 

 Need to keep in case 
 18. “..to keep having tty especially for emergencies or what if the internet or wireless is down.. 

also where I work we don't have internet access so I rely on the tty for making 
calls..”  (Respondent ID#5351395609) 

 19. “I am concern that TTY machine may be phased out and feel that it is important to maintain 
the products.” (Respondent ID#5371910163)  

 20. “..keep them for anyone who are non-ASL users. And also. I will not use TTY when VRS 
Canada opens 24/7” (Respondent ID#6187717086)  
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 Awareness 
 21. “CRTC puts an awareness notice for communication accessibility to the public; some 

hearing people are not aware of the service or they don't know how to use the relay to contact 
deaf individuals.” (Respondent ID#5368829514) 

 22. “It would be good to make public aware that they get calls from deaf.” (Respondent 
ID#5356424927) 

 23. “Bell et Vidéotron devront faire plus de publicité sur ce service en publiant des articles ou 
communiqués dans les médias écrits et électroniques de la communauté sourde. La dernière 
fois remonte des années 1990s...” (Respondent ID#5354343259)  (TRANSLATION: Bell and 
Videotron will be required to advertise more on this service by posting articles or releases in the 
deaf community's written and electronic media. The last time was from the 1990s…) 

 24. “Lots of publicity beyond the Deaf scope. Put information in every phone/ Internet website to 
help consumers realize that there is more than just Deaf people. It will open doors to many non-
deaf people like non-verbal consumers, aphasics, people with speech problems, people who are 
not able to decode what they hear, and so forth. We need to break out of the Deaf scope and 
make it national-wide and available to anyone who need it.”  (Respondent ID#6228995053) 

 Comments from Hard of Hearing people 
 25. “I want to have closed captioning for me to read what the hearies talk about via 

telephone.” (Respondent ID#5366995674) 
 26. My ideas like closed captioning like TV for an example two or three lines I may read better , 

you know what I meant. And need adjust larger text I prefer to read better.” (Respondent 
ID#5352969477)  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IP Relay 

Question 21: Do you have access to IP Relay on a computer? 

As one of the logic questions, if a respondent clicked ‘No’ to question 11, they were 
brought to this question, and a total of 225 of 437 respondents which means a total of 86.7% 
survey respondents answered this question. This brings to a potential of 272 or 62.3% as 
potential IP Relay customers from the Deaf, Hard of Hearing and DeafBlind pool of consumers 
as respondents for this portion of the survey.  

Yet, at the same time almost 40% of respondents do not have access to IP Relay or are 
uncertain if they have access, indicating that this number of respondents do not use IP Relay.  

Possible rationale for this high number include the possibility of an inability to login the IP 
Relay due to the respondent having a prepaid account and no solid account information with the 
company required for logging in. Other possibilities include that respondents may not be as tech 
savvy, respondents may not have a device to use IP Relay as the service does not work on all 
devices, and finally, some may not even be aware that the IP Relay Services are available in 
Canada. 

!  

!  
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Question 22: Do you use IP Relay on your smartphone (ie. iPhone) or tablet (ie.  
             iPad)? 

The same number of respondents (379) continued on to answer this question. The 
Committee did add this question, to see if the greater number of Community members had the 
same experience as they did. 58.3% of respondents said “No,” which confirms that people are 
having challenges with using IP Relay on smartphones and tablets even though some IP Relay 
telecommunication companies state that it is usable on tablet and smartphone internet browsers.  
However 27.4% say it works on their devices, so either it is on specific devices or browsers that 
are not being clarified on IP Relay Service websites or with the 14.3% checking the “I don’t know” 
or “Unsure,” it means there is still a great uncertainty or confusion among respondents as to 
whether they can access the IP Relay Services being mobile.  

These people may also have faced login or interoperability challenges while on mobile 
devices. The internet interface for IP Relay Service on the smartphone is very small and would 
be challenging to use. The challenge for the IP Relay company is to work on their responsive 
theme design of the platform of the IP Relay Services so that the services can be used across 
multiple devices. Better yet, the creation of a mobile IP Relay Services app would go a long way, 
and we can see the results of whether respondents would like to see this type of app in the 
analysis of Question 36. Respondents also made comments that will provide clarity below.  
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Q22 Comments: 

General 
1. “I use laptop or desktop for ip relay service.” (Respondent ID#5356424927) 
2. “Not visually accessible” (Respondent ID#6187649855) 
3. “iPad only, no app for IP Relay on smartphone, internet browser in cellphone is hard to read for 

myself with limited vision.”  (Respondent ID#5374105331) 
4. “Not visually accessible” (Respondent ID#6187649855) 
5. “Plus difficile car pas adapté pour relais IP mieux avec ordinateur + clavier.” TRANSLATION: 

“More difficult because not suitable for IP relay better with computer + keyboard” (Respondent 
ID#5368400318) 

6. “It is hard for me to type words on iPhone or cell. Thus it is much slower to process.” (Respondent 
ID#5367025201) 

7. “I do not find it smartphone friendly. Problematic with screen size.” (Respondent ID#6228098232) 
8. “Tablet or iPhone shows small screen but I prefer use laptop.” (Respondent ID#5367025201) 
9. “Pas confortable sur iPad ou iPhone car l'interface n'est pas adapte pour le web mobile.” 

TRANSLATION: ”Not comfortable on iPad or iPhone because the interface is not suitable for the 
mobile web.” (Respondent ID#5352313959) 

10. “I find it too small to read and to type on my smartphone. So I use my iPad and computer 
instead.” (Respondent ID#5356092992) 

11. “IP Relay isn't yet mobile friendly. Have to use it via browsers (screen size often changes in the 
middle of a phone call especially when typing).” (Respondent ID#5355997928) 

12. “Using Ip relay on the phone is not good as sometime accident hung up for no reason.. difficult.. 
Best on the computer…” (Respondent ID#5354544624) 

13. “awkward to log in.” (Respondent ID#5357601178) 
14. “Not very good on cellphone... at first that I always have to retype a few time my password ever if 

that's right one then finally got access to make calls... but that's so small so I had to zoom bigger 
to read then smaller to be able to type... back and forth. Not good... and easy to be disconnected 
anytime without reason…” (Respondent ID#6187677618) 

15. “Bell ip relay does not work well on mobile. bell adds extra to interface. need to have simple 
access for mobile.” Respondent ID#5356424927)  

16. “Shaw IP Relay interface was recently updated and works okay on mobile. Still need 
improvements. Using Rogers IP Relay on mobile doesn't work very well as the send button doesn't 
work and does not fit to screen.” (Respondent ID#5371358408)  

17. “I tried using TELUS' IP Relay service on my iPhone and it was horrible. Cannot see the typing's 
size, screen's too small, etc…” (Respondent ID#5352659215) 

App Suggestion 
18. “Pas d'application mobile, c'est très difficile à utiliser avec mon cellulaire... Je ne comprend pas 

pourquoi les compagnies SRIP n'ont jamais fait des améliorations ni suivre l'évolution 
technologique.” TRANSLATION: “No mobile app is very difficult to use with my cell phone ... I do 
not understand why the SRIP (Service Relais IP ) companies have never made improvements nor 
follow the technological evolution.”  (Respondent ID#5353545899) 

19. “the IP Relay is NOT a FRIENDLY WEBSITE, need an APP, Enable to TTY feature on a 
phone!” (Respondent ID#5374519982) 

20. “on iPad, not smartphone as there's no app and going on browser takes too long and too small to 
see the words on screen.” (Respondent ID#5374104829)  

21. “Tablet yes - takes too long to log in via web portal - prefer to have an app.” (Respondent 
ID#5365753815) 

22. “I tried using TELUS' IP Relay service on my iPhone and it was horrible. Cannot see the typing's 
size, screen's too small, etc…” (Respondent ID#5352659215) 

23. “Il n y a pas d application concue pour les ip. C est important d avoir.” TRANSLATION: “There is 
no application designed for ip. It is important to have.” (Respondent ID#5351900761) 

24. “Je ne l'ai jamais essayé. Je croyais qu'il n'était pas possible d'utiliser ce service sur le iPhone. 
Existe-t-il une app?” TRANSLATION: “I never tried it. I thought it was not possible to use this 
service on the iPhone. Is there an app?” (Respondent ID#5351449210) 

25. “Telus IP Relay (should) requires an app services in place of using browsers.” (Respondent 
ID#6227625608)  

26. “Would be nice to have ip relay app instead of using safari app.”  (Respondent ID#6227398546)  
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Question 23: Which IP Relay Services do you use?    

The intent of this question was to identify the companies which Canadian consumers use 
which IP Relay Services, and the finding was that the majority were 30.8% of TELUS customers, 
and this comes from two of the higher number survey respondents originating from both British 
Columbia and Alberta. Rogers follows at 17.0%, Shaw at 14.7%, Videotron at 12.5%, and others 
which included Bell, MTS and Bell Aliant.  
 
Note: there was an error in the wording of the options or choices for the question, Bell Aliant was 
meant for the East Coast Bell customers and Bell IP Relay was for those who live in the Eastern 
provinces such as Ontario. Committee members didn’t realize that Bell as an option on the 
survey was inadvertently not there in the final survey. Therefore, there is a margin for error with 
this question, as a result. 

Breakdown of Other: 
Bell    10  (34.48%) 
MTS    6  (20.69%) 
Rogers  3  (10.34%) 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Question 24: Did you know that you are required to have a wireline (home 
telephone line) telephone service provider (TSP)  phone number to be an IP Relay 
customer?  

Committee members wanted to test the knowledge of Deaf, DeafBlind and Hard of 
Hearing survey respondents’ awareness of the protocols around IP Relay Service registrations. 
While it might be somewhat of a leading question, the results show that 46% of respondents 
were unaware that a landline/wireline is needed to make use of IP Relay. If you add in the 
number of those that rather generally did not answer this question, it brings the number at 72.3% 
(316 of 437) and this shows that there might be a lack of knowledge of this requirement, they 
may not have understood the requirements for registration for IP Relay and this in itself posed a 
barrier for registration for the IP Relay service. 

 However, on the other side, it appears clear that 54% of the 224 respondent community 
members know and are aware of this, with respondents selecting “Yes,” so next we will observe 
what they think and feel about this requirement in the next question’s response analysis. 

!  
 

                                                                                    !76



Question 25: How do you feel about the landline phone requirement for the IP 
Relay access?   

Many customers prefer to use and access IP Relay without the landline phone 
requirement. About 70% of the respondents are not satisfied with the method of logging in for IP 
Relay access, which requires them to have a landline number. Many respondents may be 
unaware of company policy requiring the landline for proof of ownership of the number and 
resident locations. No full understanding of these policies and requirements can impact numbers.  

Nearly 30% would really prefer access to IP Relay Services without a landline phone 
requirement. This makes sense as nowadays a higher percentage of Canadians are using 
smartphones as their mode of communication and would be more likely to prefer using their 
wireless number to register for the IP Relay Service access.  
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Question 26: How often do hearing people call you or call you back using IP 
Relay Services? 

Committee members wanted to find out if the case was the same as their personal 
experience, that they find it nearly impossible to have hearing people reach them using the IP 
Relay Services. The respondent numbers here indeed confirmed that hearing people never call 
the Deaf, Hard of Hearing or DeafBlind Canadian with such a high response at 73.1%. It is 
Committee members understanding that no system exists for this to happen for hearing people to 
call or for messages to be left for them. 

!  

Comments: 

1. “People don't know they can leave a message if we are not online when the IP relay operators 
call. I also don't like it that we don't know when a message has been left or if someone has tried to 
call. More people contact us via email or text to cell phone than thru IP relay.” (Respondent 
ID#6227549719) 

2. “No personalized messaging system if I can't answer.” (Respondent ID#6187649855) 
3. “Manque boite vocal texte…” TRANSLATION: “Lack of voice mail text …” (Respondent 

ID#5374577055) 
4. “surtout moi qui les appelle, je ne reçois jamais d'eux sur mon répondeur.” TRANSLATION: 

“Especially me who calls them, I never get from them on my answering machine.” (Respondent 
ID#5353938063) 

5. “Je ne peux recevoir d'appels car rien ne m'indique que j'en reçois.” TRANSLATION: “I can not 
receive calls because there is no indication that I am receiving any.” (Respondent ID#5351449210) 

6. “Aucun alerte visuelle, obligé laisser l'ordi toujours ouvert avec le compte SRIP ouverte malgré 
auto-déconnexion du compte pour l'inactivité. Aucun application mobile pour pouvoir remplacer 
l'ordinateur comme moyen de communication.” TRANSLATION: “No visual alert, forced to leave 
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the computer always open with the SRIP account open despite self-disconnection from the 
account for inactivity. No mobile app to be able to replace the computer as a means of 
communication.” (Respondent ID#5353545899)  

7. “I do not use it because there is no way to know if you are getting an IP Relay call via browser . the 
call is not integrated the same way receiving a phone call is.” (Respondent ID#6227625608) 

8. “Ip relay always log out so there's no way of knowing if I got a call or see message.” (Respondent 
ID#6227398546) 

9. “Since it's web based, it is virtually impossible for them to call me back. I always have to call them 
back.” (Respondent ID#5352811949) 

10. “I would have to be glued to the laptop waiting for calls!” (Respondent ID#5354430863) 
11. “Must have IP Relay open all times in order to receive calls. Most people prefer to dial my landline/

cellphone number.” (Respondent ID#5374105331) 
12. “Need more aware how to give hearing a call and try change to personal number (like - no more 

1-800 number then 9 number ID) and I want see IP-Relay to have email so if it has leave a 
message so I want notification in email from IP-Relay. Otherwise I have to leave computer on 24 
hours.. no sleep or standby... it will disconnect internet.” (Respondent# 5372193666) 

13. “Sadly there is no system to let me know there is a voice message for me. I wasn't aware of it till I 
saw it and realize I was too late. It need to consider something like email to alert me that I do have 
voice message for me.” (Respondent ID#5354544624) 

14. “I use it for outgoing calls only.” (Respondent ID#5354582147) 
15. “I often call them instead of them calling me because of the callback feature - have to stay 

connected in order for them to contact me back.”  (Respondent ID#5374530226) 
16. “Because I use ip relay on my home computer and I move around a lot and cannot answer calls on 

the computer, I suggested they don't call me back but we arrange times for me to call 
them.”  (Respondent ID#5366707905) 

17. “Never bothered to instruct people how to reach me by phone. I use email or text instead. Phone 
calls are typically originated from my end.” (Respondent ID#5371358408) 

18. “Most Voice callers don't know how even with given directions and find it too complex. They prefer 
direct dialing than going through 3 steps to reach me. Also, Shaw for long time had wrong number 
on their website for voice callers to call me, even when I've called customer service to have it 
updated and it wasn't until over 2 years they finally changed it.” (Respondent ID#5365775129) 

19. “I haven't given voice callers my phone number because there is no flashing light.” (Respondent 
ID#5372384045) 

20. “How can they let me know if they are trying to call me - there is no light flashing to alert 
me!” (Respondent ID#5374377276  

21. “they can't call me there is no real number to give.” (Respondent ID#5373793607) 
22. “because it is weird... it is 9 unique number (not ten number) and they have to call 1-800 number 

then give 9 ID number. WHY?? why not just personal 10 number link (no need 1-800.. enough with 
1-800 number) it need stop 1-800 number to call me.” (Respondent ID#5372193666) 

23. “Sounds confusing to give a number that is not common. A VRS number is more 
agreeable.” (Respondent ID#5368662114) 

24. “Usually for one way communication means.” (Respondent ID#5354430863)  
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Question 27: How did you become aware of IP relay service? 

Following the TNC 2017-33 questions, this question was asked, and again, the highest 
response is that Deaf community is where consumers rely on information, evidenced by a total of 
236 of 237  or 99.9% of respondents getting their knowledge about the availability and response 
is that Deaf community is where consumers rely on information, evidenced by a total of 236 of 
237 or 99.9% of respondents getting their knowledge about the availability and rmation through 
e-mail or social media. If there were promotions available by the companies, this number would 
be higher nowadays with Deaf community members sharing information more widespread 
through a digital means. Respondents get the information even less through their parents or 
family members and the companies. Companies should do to build information dissemination 
avenues in partnership through Deaf community channels. 

 

Breakdown of Other: 
Deaf  (friend/club/community)    8 
DeafBlind community    1  
Learned thru husband     2 
Friends      3 
 
Deaf community organizations: 
BCVRS Committee    1 
Calgary Association of the Deaf   1  
DeafBC.ca    2 
GVAD      1 
Canadian Association of the Deaf  1 
CHS      1  
Industry: Telus  3, CRTC 2, IP Relay 2, Shaw 1,  
General internet  Google 3, Research on own  1, 
Website 1, Can’t remember 4 
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Question 28: Do you think there is enough awareness and promotion of IP Relay 
Services? 

Following question 28, there is a strong general consensus at 64.4% with an additional 
22.8% of uncertainty that shows there needs to be more awareness and promotion of IP Relay 
Services. Comments are grouped in categories below: 

 

 
Comments: 
 
Community Education 
1. “Workshop sessions via GVAD or BCCSD” (Respondent ID#5374577792)  
2. “That would be great if they provide workshop about IP Relay (info).” (Respondent ID#5374386357)  
3. “Workshops being held across the country.” (Respondent ID#5374530226) 
4. “Many Hard of Hearing seniors are not aware of this service available to them also education is highly 
required to teach seniors. This system is too difficult for them to use.”(Respondent ID#5374105331) 
 
Media  
5. “Through Facebook, DeafBC.ca, etc.”(Respondent ID#5374575326) 
6. “TV, advertising, newspapers, flyers”(Respondent ID#5374530226) 
7. “Publicity on TV” (Respondent ID#5366685196) 
8. “Make it public so the public knows.”(Respondent ID#6227774275) 
8. “Mainstream media should promote this, so that family members of Deaf or Hard of Hearing can learn 
from family members who are hearing.”(Respondent ID#5355908959) 
8. “Media!”(Respondent ID#5374386357) 
9. “Social media, Deaf community”(Respondent ID#5373793607) 
10. “Again with visual media to promote awareness.”(Respondent ID#5368662114) 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11. “Have IP relay provider send out the announcement to social media several times a month.”(Respondent 
ID#5365825442)  
12. “Make it a vlog about the IP Relay information. Post it on the website or email it to everyone so they are 
aware of it. I just learned this IP relay two years ago. Not enough awareness.”(Respondent ID#5358589677) 
13. “I tend to feel that the effort to enhance awareness/promotion of IP Relay has been VERY ANEMIC. It is 
more likely due to the fact that the agency's tendency to rely on use of word-centered explanation is the 
problem. It should start with explanation in appealing ASL and LSQ centered fashion.”(Respondent 
ID#5370049171) 

Websites  
 
14.“Be visible and info on top of website.”(Respondent ID#5372205052) 
 
15. “Show the app/advertising on deaf websites such as CDSA/CAD/their deaf local sites. Ensure that IP 
Relay is mentioned on each service provider's Accessibility page. Create one website with all info including  

ASL/LSQ - all deaf and Hard of Hearing association's website to have a page referring to this one website 
with all info.”(Respondent ID#5354863980) 

Long Content or Combined  
 
16. “Something that easy to explain hearing people how to use IP relay to contact deaf.”(Respondent 
ID#5351535341) 

17.  "Also directions or instructions needs to be very simple and to the point. I would stop using my landline 
phone and use ip relay more.(Respondent ID#5352305453)  

12. “There are still many Hard of Hearing or deafened people who would benefit from the service. I have 
informed those i know and they have been using it if they are comfortable with it particularly for 'business' 
calls CHHA and other related community awareness should include information about IP 
relay.”(Respondent ID#5367737521) 
 
13. “There are many ip relays with different companies that I'm not aware of the difference. Simplify the 
service please.”(Respondent ID#6227424570)  

14. “Social media infographics and advertising should be available and shareable to create more 
awareness, so many Deaf community members are on Facebook, receive and sharing their information in 
this way. Make ASL and LSQ vlogs advertising the availability of IP Relay. Why are there so many phone 
companies providing IP Relay when obviously the websites with the IP Relay services all look the same 
with the same functionality with all the companies. Good idea to stop wasting money and have less 
companies providing IP Relay - streamline it to fewer companies and integrate all the feedback that 
companies have been receiving through the years with pleas for improvements and just do it - fix it 
up!”(Respondent ID#5374581571) 
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Question 29: Do you think IP Relay access is still important for your daily use? 

It is clear that IP Relay is important for respondents’ daily use, at 68.1% primarily because 
many Deaf, Hard of Hearing and DeafBlind Canadians use IP Relay as a fall back because VRS 
is not available 24 hours of the day seven days a week. 17.9% were unsure if it was important 
while 14.1% don’t think it is important. The majority still immensely value IP Relay Services. 
 

!  

 Comments: 

Important because I call:  

 1. “I call banks and doctors, help plan events.” (Respondent ID# 
2. Work, connecting family and friends, stores and calling for deliveries etc. (Respondent 
ID#6228714163)  
3. Usually business calls; personal calls seldom use IP. (Respondent ID#5354863980) 
4. “I use it a lot in my work to call clients.” (Respondent ID#5356915660) 
5. “If it works for me I will be using it everyday - call for appointment, call for taxi, talk to hearing relatives, 
businesses and friends.” (Respondent ID#5352305453) 
6. “Calls to gov't agencies such as CRA, emergencies, booking appts, etc.” (Respondent 
ID#5366685130)  
7. “Calling CRA, or any government services, making doctor appointments.” (Respondent 
ID#5366685196)  
8. “Call National Student Loan Centre, governments and certain places.” (Respondent ID#5373726845) 
9. “I used a lot everyday for quick call like pizza or general call or government or emergency... or make 
appt... and I like IP-Relay because I always save conversation every time every day... IP-Relay MUST 
HAVE IT!!!” (Respondent ID#5372384045) 
10. “Dealing with municipal officers. Medical discussion. Consumer business. Contract negotiations. 
Arguments over significant matter. Golf tee bookings. Etc etc. IP Relay is inherently inclusive, allowing me 
to feel part of the whole urban, regional, national and international communities.” (Respondent 
ID#5370049171) 

Reason for calling IP Relay instead 
11.  “When I need information documented by printing or saving the conversation. e.g. Phoning insurance 
company.” (Respondent ID#5365766973) 

Reason for calling IP Relay instead...continued…  
12. “When needing a "transcript" of the conversation.” (Respondent ID#5354991682) 
13.“I use it to make appointment so that I do not make mistakes with numbers or dates;I use it to call 
family and friends but not as often as i would like since we use email a lot; i use it at work often to call 
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other agencies or clients or government reps.” (Respondent ID#5367737521) 
14. “If at work, the ip relay is made accessible if TTY is not available.”(Respondent ID#5368662114) 

Difficult hearing 

 15. “IP Relay calls are useful with unfamiliar voices in order to maintain communication.” (Respondent 
ID#6227625608)  
16. “It is important for my business calls as well as personal calls as I cannot understand my 
Father.” (Respondent ID#5365744290) 
17. “Business - speaking with people with strong accent or unable to understand a person on the phone 
with complex subjects such as legal or medical formalities.” (Respondent ID#5365744290) 
17. “For work, where I struggle to hear customers voice with strong accent and I have trouble hearing 
my father's voice so I use IP Relay for that.” (Respondent ID#5365766973) 
18. “I would really prefer to have a sort of combo IP and video relay. I'd like the operator to know I am 
blind and type to me, but I'd like to be able to sign or voice or type to an interpreter who knows English, 
ASL, and correct grammar.and writing. This would be a communication facilitator and I'd be able to do 
complex calls for tech support or purchases.” (Respondent ID#5362202492) 

SRV Canada VRS 

 Note¨ there was a total of 24 comments in reference to SRV Canada VRS with this question, 
here are the handpicked similar statements: 
 
19. “As SRV Canada VRS is not yet at 24/7 operational, IP Relay is the best alternative for after hours 
when the VRS service is closed.” (Respondent ID#5374581571 

 20. “I like the IP relay because it allows me to have a history of conversations, which the SRV 
does not allow.” (Respondent ID#5352313959) 
21.  “When dealing with issues such as making reservations or discussing payment options with sales 
persons, etc., you want to have proof of what the operator said the other person said. Sometimes the 
message gets garbled thru an intermediary. Or sometimes the information is retracted by the called 
person. IP relay services can save conversations. Video Relay Service cannot record or save a video 
call.” (Respondent ID#6227549719) 
22. “If vrs isn't available, IP Relay should be. However need to increase visual accessibility or braille 
access for the deafblind.”(Respondent ID#6227549719) 
23.“In communication situations where the waiting time is long (I can do something else, without 
monopolizing an interpreter of the SRV). Or even more "contentious" (Respondent ID#5351449210) 
24. “I use both VRS and IP Relay. When I'm on hold, I'd feel more comfortable using IP relay rather than 
using VRS. Sometimes I prefer to use text based conversation instead of sign.” (Respondent 
ID#5371358408) 
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Question 30: Please tell us what you use IP Relay Services to call:   

It is clear that Deaf, Hard of Hearing, and Deaf-Blind use IP Relay Services for a wide 
variety of reasons but the most common use of the call was for daily business calls such as: 
medical, dental, government services, insurance and bills, at a total of 63.6%.  As for family and 
friends, the total is 17.6%  

In the typed text comments “Other” portion there were a number of people listing 
specifically which business or service they called which they called and that there were issues 
with some calls with banks and the CRA due to not accepting third-party calls. 

!  
Breakdown of Others: 
Services: 
Bank  (won’t accept third party)   6 
CRA (won’t accept third party)   4 
Restaurant                  4  
Pharmacy      3  
Stores      2  
Agency      1  
Airlines      1  
Hotel      1 
Children’s school     1 
Car repairs                  1  
NSLC (student loans)    1 

Others: 
Everything                  6 
Business     6 
Work      6 
Appointments     1 
Text message (only)    1 
Calling to make reservations, ordering food,  
getting help with things, etc. 
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Question 31: Have you experienced challenges and issues when calling IP Relay?    

More Deaf, Hard of Hearing, and Deaf-Blind respondents that use IP Relay Services have 
experienced issues and problems with IP Relay than they did not, at 54.9% 

A few examples of these issues are as follows: 

 
Comments: 
Waiting, Hold Times and Hang Ups 

1. “Generally speaking, hearing people are not very familiar with the IP Relay service and will hang 
up the phone. I would have to call back, sometimes after being put on hold for an indefinite period 
of time. Very frustrating indeed. More awareness is needed here” (Respondent ID#5355940402) 

2. “Sometimes the wait is too long and lack of awareness among the hearing people on the 
usefulness of the service ip relay” (Respondent ID#5374510283) 

3. “Sometimes people hang up thinking it is a promotional call. some people may be impatient with 
the delay.” (Respondent ID#5367737521) 

4. “People hang up on me because they think it is a scam.” (Respondent ID#5370961770) 
5. “I feel I wait too long for an agent to be available for my call. This tends to be the case in 

afternoons it is very frustrating. The wait can be from 15 minutes to 35 minutes - too 
long!” (Respondent ID#5373992514) 

6. “Time waits for next representative.” (Respondent ID#5366685196) 
7. “Wait for them to answer me for a long time like 30 minute…” (Respondent ID#5373992514) 
8. “Step by step to use, long wait, and etc. so I gave up IP relay.” (Respondent ID#6228714163) 

Operator Issues 
9. “Sometimes poor quality of service including wait time or quality of text (eg: spelling & grammar & 

idea conveyed in general)” (Respondent ID#5355908959) 
10. “Not always available especially the time of break; For example, between 10 am and 10.30 am, 3 

pm and 3.30 pm.” (Respondent ID#5371602750) 
11. “Sometimes rude operator; misspelling and bad grammar.” (Respondent ID#6187964603) 
12.  “Rude hearing people French accent people operator from Quebec.” (Respondent 

ID#6220111452) 
13. “Very slow and they don't have the patience when I want to make my calls to order pizza or 

wherever and they want the info first and I always tell them that it is my call and I will do the way I 
want to bec I want to be treated equal - not to save time - period” (Respondent ID#5373726845) 

14. “Limited to English grammar and sometime not understand!!” (Respondent ID#5355908959) 
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15. “Sometimes so long to get an agent to answer me. Some don't type clearly the words... using 
"short words" -- that can happen that we think different meaning for the same word” (Respondent 
ID#6187677618) 

16. “Skills varies between operators. Consistent vs inconsistent. Typing and spelling 
errors.” (Respondent ID#6227774275) 

17. “Operator were typing so slow and didn't type everything what voice were saying”(Respondent ID# 
18. “Operators can be very slow at typing” (Respondent ID#5351850605) 
19. “Takes a long time for agent to connect. And please ask IP relay operators for their experiences 

and challenges too!” (Respondent ID#6228098232) 
20. “Operators are not good typists, not aware of deaf norms, and ask for information before the 

hearing caller answers - very disempowering.” (Respondent ID#5368140149) 

Awareness 
21. “Many hearing people don't understand what is IP relay- have to explain them what is the service 

about before talking with them or they will hang up on me.” (Respondent ID#5351535341) 
22. “Public not aware of deaf calling.” (Respondent ID#5362799538) 

Third Party Issues 
23. “When the company has their own TTY line, force to call directly instead of IP relay due to 3rd 

party“ (Respondent ID#5355940402) 
24. “When want call bank... they don t let me talk because have 3 rd person the interpreter not private 

conversation…” (Respondent ID#5354846724) 
25. “CRA requires us to sign a form for using relay service for business.” (Respondent 

ID#5355908959) 
26. “Government agencies such as CRA refused to accept my calls until I fill out forms giving them 

permission to talk to me through the ip relay services. This caused a delay of up to 2 months of me 
accessing to their services.” (Respondent ID#5366685196) 

27. “The challenge is that when call CRA or Bills, they don't believe who I am on other end or don't 
trust third party.” (Respondent ID#6227398546) 

Other Technical 
28. ““Lost phone addresses when updated to new version and addresses gone.” (Respondent 

ID#5374530226) 
29. “call drop outs are very frustrating. wifi drops out during calls once in awhile.” (Respondent 

ID#6227625608) 
30. “long wait to connect to next available operator.... need upgrading. And I want notifications email 

from IP-relay when there is missed call... so I want that information into email” (Respondent 
ID#5372193666) 

31. It is not compatible at all with iphone or ipad, need to make an APP, I would appreciate prompts to 
know how long I'm in the waiting queue. waiting forever and not knowing where I am in the queue 
really sucks. (Respondent ID#5374530226) 

DeafBlind and Low Vision 
32. “I can't enlarge the window without having it relapse or shift... so frustrating for my low 

vision.” (Respondent ID#6187649855) 
33. “Two windows are waste my time and easy to time out while I use braille to type for relaying and 

reading.” (Respondent ID#6222776053) 

Voice Carry Over (VCO) 
34. “Most of the SHAW Staff IP Relay operators are do not know how to do VCO, they tell me to use 

VCO phone which I don't have and I prefer to use my amp phone. 
 
I've heard them over the phone saying "What is VCO? and How do I do this?" Also, procedural 
instructions are vague. Need to be concise and clear step by step. What am I expected to manage 
VCO calls? Instructions are in FAQ's, however, it ends up I am typing than talking to a caller. It's 
really not very service provision. 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 Also has been rude in saying use your VCO phone and I replied saying I don't and then they say 
well can't help you.???? I said for them to speak with their supervisor and they refused after 
several attempts then when they did, they were hesitant or didn't want to do the procedure. Initially 
in the beginning, they call me, I dial my father, and put all of us on 3 way - the operator typed out 
what I was saying to me not what my Father is saying. This also happened about 3 times. I've had 
to type instructions and train the operator.” (Respondent ID#5365753815) 

Reporting 
35. ”Reporting. I have reported so many times and I have not heard one single thing back from the 

customer service department. Frigging iprelay@telus.com has NEVER NEVER NEVER NEVER 
NEVER replied to any of my complaints. CRTC better damn sure see this comment!” (Respondent 
ID#5374530226) 

 
Question 32: What are your ideas and recommendations to improve IP Relay? No 
charts or graphs but only text responses: 

Governance & Complaints 
1. “Governance board. Actual entities where I can speak to supervisor if issues arise with IP relay 

operators' professionalism & code of ethics.” (Respondent ID#5374530226) 
2. “There's no feedback/complaint mechanism in place to improve IP Relay.” (Respondent 

ID#5371358408) 

IP Relay App Development 
3. We should have an IP Relay app” (Respondent ID#5374379954) 
4. “If we could install a software on our iPhone and be able to answer the ip relay calls, it would be 

great”! (Respondent ID#5366707905) 
5. “Develop a new APP that is mobile friendly, like the ones in the US (Sprint, AT&T, 

etc.)” (Respondent ID#5355997928) 
6. “IP Relay available online app on smartphone.” (Respondent ID#6228711304) 
7. “introduce an app that has better integration with the on screen keyboard, and the display.Using 

the browser to make the call on a smartphone is not easy.” (Respondent ID#6227625608) 
8. “When using two fingers to zoom on ipad or iPhone, it should be able to be formatted or able to 

change the letter sizes rather than having problems when I start typing and the operator is typing, 
the window would shift to them and I cant see what I’m  actively typing. Contrast custom colors 
would be good too.” (Respondent ID#6187649855) 

9. “Better interoperability. If I have koodoo smartphone, I want to use koodoo IP relay for quicker 
access to my voice mail than Shaw Relay accessing Koodo, which sometimes takes longer to 
relay voice messages because of internet conflicts.” (Respondent ID#5374105331) 

10. “Text needs to be more clear and there needs to be a newer version put together for IP 
Relay!” (Respondent ID#5374388678) 

11. “The website for IP Relay needs renovating.” (Respondent ID#5374192336) 
12. “Iprelay app or direct call to me without having to call thru operator then contact me.” (Respondent 

ID#6227424570) 
13. “The simple apps to use on wireless phone/mobility” (Respondent ID#6228581284) 
14. “Creer un application pour iOS et Android pour utilisation sur telephones intelligent et tablettes”   

TRANSLATION:“Create an application for iOS and Android for use on smartphones and tablets. 
Improve the reliability of connections to the IP relay. Add a wait list counter for an 
agent” (Respondent ID#5352313959) 

15. “Offrir une application aux personnes sourdes ou malentendantes pour utiliser aisément le relais 
IP.”TRANSLATION: “Offer an application to people who are deaf or Hard of Hearing to easily use 
the IP relay.” (Respondent ID#5351449210) 

16. “IP Relay available online app on smartphone.” (Respondent ID#5351449210) 

Improvements 
17. “When log in and look for ip relay page, it took long time to get to that page, and too many steps. I 

prefer that ip relay be ready on desktop or something so I can quick click and get on right there to 
make some calls.” (Respondent ID#5370614328) 
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18. “When update new version plz save the address book with my informations so I don't have to redo 
the info again.” (Respondent ID#5374464698) 

19. “Improve the reliability of connections to the IP relay. Add a wait list counter for an 
agent” (Respondent ID#5352313959) 

20. “When on hold need an indicator that states this. Otherwise just sitting there with nothing 
happening makes you wonder if the call got accidentally dropped.” (Respondent ID#5365766973) 

21. “Faster service, not on HOLD too long” (Respondent ID#5374188653) 
22. “Sometimes once someone answers, it takes them a while to finally type something.” (Respondent 

ID#5354430863) 
23. “Wait and ring for answer too long” (Respondent ID#5374115171) 
24. “No waiting for more than 5 minutes” (Respondent ID#6228711304) 
25. “Prompt response by answering the phone without any delay in time waiting for next 

representative.” (Respondent ID#5365775129) 
26. “Easy to use - easy to remember the number and steps.” (Respondent ID#6228711304) 
27. “Keep it free and accessible! Furthermore, hire more Deaf, HoH, and other Hearing Challenge 

Disability to CRTC! Equity communication is desired!” (Respondent ID#5374730573) 

Operators 
28. “Have training or qualifications for Relay operators to ensure that they are proficient for the 

language that they are relaying for. increase staffing so that wait time is reduced.” (Respondent 
ID#5355908959) 

29. “Operators are required to pass typing speed of 65 wpm or more and high rate of accurate”. 
(Respondent ID#5351850605) 

30. “operators need to type everything what hearing caller says- word for word because often I feel the 
operator summarized the hearing caller's word.” (Respondent ID#5374414522) 

31. “Maybe there needs to be an increase in staffing levels for increase agent availability when I call IP 
Relay. I don't appreciate it when they quickly change agents and the new agent is lost and needs 
to explain catch up it makes it hard for me as a caller. The relay agent should be able to read up 
and catch up, why is it a problem?” (Respondent ID#5373793607) 

32. “Operators don't know how to serve and they don't speak English or French at all it is 
frustrate.” (Respondent ID#5374166123) 

33. “Sometimes operators' English skills is bad that I had to interpret in mind what they really meant 
and I don't have ideas or recommendations.” (Respondent ID#5354863980) 

34. “Be patient and if the operator who doesn't know English well, please transfer to another operator 
who knows English well and these operators need to type professionally and 
better!!!” (Respondent ID#5373726845)Lan 

35. “Respect the Deaf callers more and have patience with us too. And also if the operator doesn't 
know English well, transfer immediately to English operator. (Respondent ID#5373723670) 

36. “Staff must have knowledge on the use of VCO other than just typed IP Relay. Must have ability to 
speak clearly to a very HoH person if they have trouble with procedures. Also write up exact 
procedures and what the HOH (Hard of Hearing) person is to expect on the use of IP Relay .A 
Video demonstration with closed captioning would help best. (Respondent ID#5365753815) 

37. “For Shaw Staff members to be trained properly on the use of 2 line VCO Relay and possibly other 
phone providers too. If they have frequent staff change overs, the person must be trained on how 
to do the VCO procedure, even if they are no VCO IP Relay calls that day.” (Respondent 
ID#5365744290) 

38. “Sometimes i start typing a reply as i read the responses from the relay operator; some don’t mind 
that while others prefer i wait to get full message. i find personally it saves time...i can always go 
back to edit before sending.” (Respondent ID#5367737521) 

39. “Improve the speed of typing.” (Respondent ID#5374026063) 
40. “Slow in replying. Sometimes I had to wait 15 minutes.” (Respondent ID#5356838611) 
41. “I would like to have people call me or leave messages through ip relay and be notified while I'm 

walking around with my iPhone.” (Respondent ID#5366685196) 

42. “1. stop use 1-800 and 9 ID number to hearing people. 
 2. use personal 10 number link to my IP-Relay account. 
 3. create email notification if I missed a call (leave message will seen on email) I want that too 

  4. There is no ringing notification 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  5. There is no APP download for software.  
   6. computer can't be screensaver or computer can't sleep (it will disconnect) so it need some   

upgrading how to not "disconnect" or.. maybe if disconnect it should be leave a message via to 
my email and notification in my email to.” (Respondent ID#5372193666) 

Landline Requirement Removal 
43. “Landline restriction needs to be reviewed.“ (Respondent ID#6198864768) 
44. “No landline requirement.” (Respondent ID#6228711304) 
45. “Remove the inane requirements (landline, base voice plan, etc.)” (Respondent ID#5355997928) 
46. “Remove the landline requirement - provide cell number or ID number so I can use it under 

different internet servers.” (Respondent ID#6228711304) 

Third Party 
47. “Also Contact third party requires us to contact directly not thru IP Relay. Eg. Government of 

Canada Revenue requires confidentiality and requires us to call them directly when don't own a 
TTY to call them directly when have IP Relay in use for services.” (Respondent ID#5365775129) 

48. “More awareness to the hearing community. More tv ads to promote it.” (Respondent 
ID#537096177) 

Public Awareness & Education 
49. “Need spread and promotions awareness of ip relay.” (Respondent ID#6228581284) 
50. “More promotion about such service that remains available for DHH and hearing 

consumers.” (Respondent ID#5366362149)   
51. “Promote the awareness.” (Respondent ID#5374166123) 
52. “Public awareness esp(ecially) with hearing people!” (Respondent ID#6228098232) 
53. “Need to educate government, banks, federation government offices that IP Relay is just as good 

as TTY Relay.” (Respondent ID#5355940402) 
54. “Need set awareness to banks any organization should accept a call ip relay for exchange private 

information and does not  break confidential info.” (Respondent ID#5354846724) 
55. “Make sure companies are more aware that deaf people rely on relay to communicate and don't 

decline calls as a result.” (Respondent ID#6228564567) 
56. “More education of the general public, especially government, financial institutions, agencies, 

schools, etc, on what IP relay is and how it works, so that the onus is not always on the IP relay 
operator to explain. On the other hand... WHY SHOULD the operator even have to explain - why 
can't a deaf or Hard of Hearing person just have the operator open by saying Hello, this is (name 
of caller).... asking for (name of called person if not self-identified). Hearing people don't have to 
explain they are calling thru a land line or a mobile phone or payphone... Pfft!” (Respondent 
ID#6227549719) 

57. “Need more awareness, townhalls, meetings, workshops.” (Respondent ID#5374194966) 

Long combined responses: 
58. “Remove the inane requirements (landline, base voice plan, etc.) 

 A deaf person should be able to access IP Relay using only a data and/or text plan.  
 A deaf person should be able to use IP Relay anywhere in the world as it is often their only way of 
communication with the hearing world without any additional surcharges (international, etc.) 
Needless to say, IP Relay is very time consuming because it is not a direct means of phone call, it 
involves 3 people altogether. IP Relay minutes should not be charged equivalent to those of 
hearing people. It takes more time to make a phone call, converse, etc. through IP 
Relay.” (Respondent ID#5355997928) 

59. “It needs to be a complete service with video options, voice, text, and standard phone number 
dialing. For example, a hearing person would call a my number, and hear press one for relay, 2 to 
ring the phone (may go to voicemail). If 1 is pressed, I'd get a notification from the app and answer 
or it would go to be able to leave me a message if I didn't answer soon. If I came back later, I'd 
read a text-based message, a video message, or whatever my message style was set to. If I 
answered, I'd have video (send and or receive), voice, and a place to type and read text. This 
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would work with VoiceOver on iOS and would require a wireless device and no landline. Long 
distance would be billed either to the caller or collect as for hearing people. The operators would 
be fully qualified interpreters with ASL / English skills. (Or LSQ / French). I could sign, use my 
voice, or type, or a combination. People who can see could see ASL, or people who can hear a bit 
would still hear the hearing person speaking. (There should be choices to use or turn off the 
microphone, or camera). This would be an integrated video/voice/text app. TTY calls should 
remain possible for those who use them and also be made possible from this app, plus 
videophone calls. If a hearing person calls a TTY number, automatic routing to relay should 
happen. Hearing people should just call the person's number and never dial 1-800-whatever. 
Having to call another number first is probably the biggest barrier to relay. The phone and 
communications systems should be automatically able to sense what kind of device is calling what 
kind of device and able to rout to relay if necessary. I shouldn't call relay. I should call my local 
pharmacy, and the call should go to relay, and the pharmacy number entered into their system 
automatically. Since some people may make both standard and relay calls, there would need to be 
a way to switch this, but really, why call 711 or whatever, and then have to tell the operator the 
number? It would be best to have the whole thing all in one place. Older TTY devices should still 
work as many people are not yet wireless users.” (Respondent ID#5362202492) 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Question 33: Are there situations where you prefer to use or MUST use TTY or IP 
Relay services to make telephone calls?    

There is such a high number of situations 64.5% of respondents that state they use TTY 
or IP Relay for specific situations to make telephone calls. Examples of such are outlined and 
listed in the text responses.  

!  

Print or Record-keeping 

1. “When I want and need to print off a reference or confirmation number or when I am in the midst of 
negotiations and I want to have something to prove the last point where we had negotiated for the 
right price or discount, etc.” (Respondent ID#5374581571) 

2. “I prefer to use IP Relay when I need a confirmation number or reference number to print off the 
conversation as proof and especially when there is abrupt change in agents. And proof of when they 
hang up on me.” (Respondent ID#5373793607) 

3. “Student loan calls, government and certain places because to show proof that I called and some 
information I need that I can print from the call”. (Respondent ID#5373723670) 

4. “When I need print documentation,” (Respondent ID#5365766973) 
5. “Any situations that are sensible that it needs to be clear, some cases that I need to print the 

conversation after to use as a proof of conversation, some is because ever we have VRS, the quality 
isn't always good so IP is the best way to have better conversation”. (Respondent ID#6187677618) 
“Can save history in my computer file for showing history or facts, etc. in nearest 
future.” (Respondent ID#5374575326) 

6. “I do not have VRS and I make a lot of calls. I like knowing what words are being said in English. 
Word by word.” (Respondent ID#6227774275) 
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Government Agencies Accessibility 

1. “Calling to make appointments as some do not use emails or texts. And government agencies are 
inaccessible in person and are far away so I had to make phone calls as they don't do 
emails.” (Respondent ID#5366685196) 

2. “Canada Revenue Agency they say MUST tty, we are in new technology year.” (Respondent 
ID#5356984744) 

3. “to make sure the message is clear or needing information right away for example Service Canada 
re: EI and website problems also CRA for information about website and my account.” (Respondent 
ID#5352305453) 

4. “Government workplace doesn't allowed vrs in top secret zones.” (Respondent ID#5351850605) 
5. “Government here in Manitoba consider internet (email) insecure for personal information. Also If I 

am contacting a person or organization for whom I do not have an internet contact. Usually 
individuals will provide email after initial contact through relay.” (Respondent ID#6198864768) 

6. “Example for the banks' TTY number, CRA's TTY number; they rarely answer my call. I always use 
Relay to be able to talk to the banks.” (Respondent ID#5371592132) 

7. “Student loan calls, government and certain places bec to show proof that I called and some 
information I need that I can print from the call.” (Respondent ID#5373723670) 

Backup option 
1. “Yes, VRS is not yet 24/7 and this is my only option to use after hours.” (Respondent 

ID#5374188653) 
2. “I have to use TTY because I am not knowledge about IP-Relay. My computer is break down. I am 

not an expert on the computer.” (Respondent ID#5372076280) 
3. “Calling outside of VRS hours, bandwidth on mobile, or to save conversation as 

transcript.” (Respondent ID#5371358408) 
4. “Calling to make appointments as some do not use emails or texts. And government agencies are 

inaccessible in person and are far away so I had to make phone calls as they don't do 
emails.” (Respondent ID#5366685196) 

5. “If there were severe emergency.” (Respondent ID#5357628319) 
6. “i'm not confident with my signing for the interpreter for video relay.” (Respondent ID#5352314335) 
7. “If no VRS then I use IP relay” (Respondent ID#5351379165) 
8. “VRS hours 9-9 pm on 5 days. Need to call after 9 pm or on weekends” (Respondent 

ID#6222796534) 

Privacy 
1. “I almost always rely on IP relay for calls, but i am concerned about sharing my information with a 

third party.” (Respondent ID#6227625608) 
2. “I'm gonna be candid here, no one wants to make a VRS (video relay service) call when they are 

buck naked, in bed, or taking a shit. Deaf people should be able to use the phone at anytime 
regardless of circumstances.” (Respondent ID#5355997928) 

3. “depend on my mood if I am not dress up to use VRS and live person to see me in mess or 
whatever so I prefer to use ip relay and other like if I need to make a call in private so I use ip relay 
to type rather than on VRS where friends can see what I am saying in sign lang. so there is pro and 
con. So best to have both ip relay and vrs.” (Respondent ID#5370614328) 
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Question 34: Do you ever use other internet-based services (e.g. VRS, Skype, 
FaceTime, or Messenger  or texting instead of making telephone calls through TTY 
or IP relay services?   

In this modern technological age of smartphones, mobile and tablet devices, there is no 
surprise to see a wide variety of other uses of telecommunication besides TTY or IP Relay 
Services at 85.8%. There are so many diverse options available to the Deaf, DeafBlind and Hard 
of Hearing Canadians. Specifics are in the typed or written comments below. 

 
Comments: 

The 211 respondents that answered listed the various internet-based services that they might 
use instead of TTY or IP Relay Services: 

1. CanVRS 

2. Skype 

3. Facetime 

4. Glide 

5. Texting 

6. iMessage 

7. Telegram 

8. Email 

9. Facebook (FB) Messenger 

10. Snapchat 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Question 35: Real-Time Text (RTT) - Would you consider using RTT for 
conversations on your mobile phone, notebook and computer? See image (click 
link for image example) or click this link for more descriptive information.    

As Real Time Text was mentioned in the proceeding, the Committee added a question in 
the survey to see the interest level for the use of RTT in Canada among its respondents, and the 
response was pretty high with 202 or 59.06% of respondents saying yes they would consider 
using RTT for conversations on their mobile devices. However the unsure responses at 32.16% 
may mean they misunderstand the wording “RTT” is texting itself, they may not realize or 
understand the differences between RTT/SMS/MMS. 

!  
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http://www.deafwireless.ca/wp-content/uploads/2017/05/Black-background-RTT-EN.png
https://www.youtube.com/watch?v=tfmAblNvr8E
https://www.youtube.com/watch?v=tfmAblNvr8E


Question 36: Would you consider using an IP Relay app on your mobile 
device or tablet device for conversations? See image (click link) 

As with question 22, the Wireless Committee did add this question to see the interest 
level was the same as Committee members’ personal experiences with using their mobile device 
and tablets with IP Relay Services. 59.6% confirmed that they would consider using an IP Relay 
Service app on their mobile or tablet devices for their conversations. 28.9% marked that they 
were unsure likely because they couldn’t see the image on the paper copies of the survey with 
the text word image linked.   

!  
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Question 37: Would you consider using an already built-in software TTY feature 
(for example: Apple Software TTY on iPhone  for conversations on your mobile 
smartphone device?  See the image (click link) or this link for descriptive 
information.   

In DWCC’s Deaf Wireless Survey Report, the most popular smartphone device that Deaf, 
DeafBlind and Hard of Hearing Canadians had were along the Apple brand line of smartphones, 
such as the iPhone. Many have noticed that their iPhone has an option for the built-in Apple TTY 
functionality but it is not operable in Canada, and appears to require protocols before it can be, 
thus the Committee added this question to find out the interest level for such authentication. As 
for the respondents, due to the high iPhone user among our respondents, the response was high 
for such an app, 46.78% The tech savvy respondents embrace updates and improvements. 
About 33.92% seem unsure about this device either because they are non-Apple users, or they 
don’t know if their other smartphone can have such a software app, or don’t fully understand how 
it works or just simply not keen because they don’t have the full information. 

Comments: 

“Question 37 - if they had it for Samsung, I would use it. Please include it in the Google Play store for apps 
for me to download. It is not available for Samsung yet but if it is I would use it. I still use TTY and IP Relay 
not yet using other communications so it is important to me. Ensure IP relay is accessible on smartphone, 
please. thank you.” (Respondent #5373793607) 

“The reason I write "don't know" in using Apple App is that I use Android phone” (Respondent 
ID#5365753815) 
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http://www.deafwireless.ca/wp-content/uploads/2017/05/Apple-Software-TTY-screeshots.png
https://support.apple.com/en-us/HT207033
https://support.apple.com/en-us/HT207033
http://www.deafwireless.ca/wp-content/uploads/2016/05/Deaf-Wireless-Canada-Survey-Analysis-2016-REV02-APRIL-19-2016.pdf


HEARING VOICE CALLER BONUS QUESTIONS RESPONSES 

To follow the questions in the 2017-33 proceeding, two question was added to our survey 
for hearing voice callers only to respond to and there is skip logic for hearing people in these 
survey links to get to these questions, whereas in all the other surveys these two questions do 
not exist. 
Question B38: Do Message Relay Services (MRS) enable you to communicate 
effectively with individuals with a hearing or speech disability?  

For hearing callers the result is that 34.3% of the 35 respondents say yes they feel MRS 
enables them to effectively communicate with individuals with a hearing or speech disability while 
another 14.3% did not know or were not sure. Many chose “Other” and typed in text responses 
and examples of these are found below. 

 

Comments: 

1. “I can communicate but written language is not always familiar to the deaf person, I must change 
how I talk for the TTY operator to type what I say in plain language. Sometimes the Deaf person's 
typed message is read to me and not always clear (language).” (Respondent ID#6224528695) 

2. “Incarcerated deaf individuals have only the TTY option to communicate with the hearing world. 
Most, not all, government agencies gave tty however not many deaf individuals can afford a tty 
requiring a landline, an added expense in the age of cell phones.”(Respondent ID#6217823287) 

3. “It depends on the person's understanding of a written language. I've had successful 
conversations using Bell Relay Service, and other really difficult to understand.” (Respondent 
ID#6219973264) 

4. “TTY and IP relay are less effective than video relay.” (Respondent ID#6216677078) 

5. “No-TTY calls- Too slow to communicate well and the lag in time changes how you communicate 
with the deaf person- shortening responses and providing less detail. Very different than 
information shared in a traditional voice call.” (Respondent ID#6210400721)  

6. “Vrs has been more effective.” (Respondent ID#6199111498) 
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7. “When I did use it, operator didn't understand what the Deaf person was typing and asked me to 
repeat my statement multiple times. Frustrating!” (Respondent ID#6185456038) 

8. “Lorsque j'appelais avec : Relais Bell , le service était pourri.”  TRANSLATION: “When I called 
with: Relais Bell, the service was rotten.” (Respondent ID#6216677078) 

9. “My experience as a hearing person communicating with Deaf people is TTY services are of poor 
quality so it overly restricts communication. As a parent of a child with hearing loss I encourage the 
regulators ensure that high quality communication services be available to ALL Canadians. I 
believe this is a transitional time and hopefully in Canada as technology improves regulators will 
create policy that ensures current users of TTY's can continue to use a service they are familiar 
with (maintaining current service quality) AND newer methods such as video relay service are 
implemented well and communication access for Canadians with hearing and speach differences 
can communicate as similar as possible to fully able Canadians. As a parent my biggest concern is 
as tech advances how able Canadians communicate also changes and I do not want my child to 
be restricted from communicating like her peers because of limits in infrastructure.” (Respondent 
ID#6210400721) 

10. “I have used TTY and IP relay for both business and personal use. One of the problems with both 
is that relay operators rarely have training or background in working with Deaf or Deafblind 
individuals. Becoming a relay operator is sometimes used as an "accommodation" for injured or 
older workers. In one instance, when having difficulty with a male operator, I discovered that he 
was an injured lineman with no background or understanding of Deaf individuals. I learned this 
because he made several inappropriate comments about the person I was calling - who was my 
son.” (Respondent ID#6216677078) 
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Question B39: If you work at a business, government agency, or other 
organization that engages with clients or customers via telephone, are there any 
barriers or challenges associated with conducting business through MRS?  

For hearing voice callers, the response was that 29.4% of respondents found barriers or 
challenges associated with conducting business through MRS. The same number of people at 
29.4% also said “I don’t know” and were unsure. There were also typed in text responses for 
Other and examples of these are found below. 
 

 
 
 
 
 
 
 
 

Comments: 

1. “TTY and IP text based relay result in frequent miscommunications and 
misunderstandings as many Deaf do not write or spell well.” (Respondent 
ID#6216677078) 

2. “the challenge of print communication where vocabulary may not be known to the Deaf 
person and on both sides of our TTY calls our tone may not be clear in text 
communication.” (Respondent ID#6224528695) 

3. “Slow. No one answers. No emotion.”(Respondent ID#6224308991) 

4. “It is slow and cumbersome.”(Respondent ID#6216798339) 
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Question 38/B40: Please feel free to share your experiences or ideas how to 
improve TTY Relay or IP Relay. No charts or graphs but only text responses:

!  

Ideas 
1. “One thing is that I like the wide window making it easier to read and type. I dislike the iphone size 

which seems to be the normal even on my computer. Make it optional.” (Respondent 
ID#6216341417)  

Technical  and App  

1. “I use ip relay on my computer and I would prefer if it were available more readily on my phone 
through an app of some kind or have access to tty software easily through my smartphone to be 
able to make those calls”. (Respondent ID#6228564567) 

2.  “I could only use try or ip relay or iPhone iPad apps if accessible for DeafBlind” (Respondent 
ID#6228284141) 

3. “Relay service would be better utilized if an app was available for it on Android and Apple. This 
way calls can be made in environment/settings that are not conductive to making video relay calls, 
or when visual communication is not preferred/appropriate.” (Respondent ID#5366995674) 

4. “I want to have tty on computer or iPhone” (Respondent ID#5366995674) 

5. “More mobile phone apps to access TTY and IP Relay”(Respondent ID#5374379954) 

RTT  

6. “RTT would alleviate the concerns as expressed in this survey re time lag. That would work well for 
me in more messaging format.” (Respondent ID#5367737521) 

7. “I would love to see RTT!!!!!!!!!!!!!!! Please!!!!!!! This will make my life way much 
easier.” (Respondent ID#5366020475) 

8. I use VCO sometimes but been using the smartphone a lot especially texting. I would love to see 
the RTT or similar.” (Respondent ID#5366020475) 

9. “I have never heard of RTT. I'd love to have App installed. How will I do i?” (Respondent 
ID#5369586496) 

10. “With my above average English, I would welcome RTT whatever. BUT PLEASE do not having 
video relay service replaced with such word-based relay service that restricts, excludes and 
segregates such people who do not have such hearing-centered English or French. By replacing 
video-centered system replaced with word-centered system (e.g., RTT), you WILL be excluding, 
segregating and cheating thousands of people through forcing them to play on the unlevel playing 
field”. (Respondent ID#5370049171) 
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Features 

11. “have more representatives who use VCO to help you improve their services instead of focusing 
on users who do not speak for themselves.” (Respondent ID#6225149026) 

12. “I like using the TTY for the voice over option. I also like to use the ip relay for easy access and not 
have to carry a portable TTY to work. But I would like the idea to have a voice over option added 
too.” (Respondent ID#5356092992) 

13. “TTY relay has been good but i have replaced this with IP relay as it is a bigger screen, easier to 
follow thread of conversation and less paper waste. Response time from operators have improved. 
I usually only use IP relay for business type of calls or for service calls; once in while I may call 
someone but usually keep it short. I do like VCO calls as people prefer my voice than that of an 
operator but they don't like the lag time so we usually keep it short to point of simply making 
arrangements to meet or similar occurrences.” (Respondent ID#5354494138) 

14. “I am late-deafened and wear a CI and one hearing aid. With that I hear and talk, but use VCO for 
relay service and seldom use TTY. Deaf people will text me by email on my IPad”. (Respondent 
ID#5354491995) 

15. “I like the tty but for some reason IP Relay don't make them so they will ring you have to have an 
alert system. If I had this ip system on my iPhone or pad it would let me know about incoming 
calls”. (Respondent ID#6226791047) 

16. “1. I want see email notification from IP-Relay for missed call I want see ringing notification from 
IP-Relay for incoming call 
2. I want see 1-800 number to stop (use personal own 10-number link to account) easy for me to 
give to hearing people to call me. (no more 1-800 it is getting old and sick of it) 
3. it is technology today there is a way for me to give 10 number to hearing to call me. (same idea 
VRS) 
4. IP-Relay and TTY need improvement from operator to answer call (mean they need hire more 
operator) sometime it took too long for me to get available 1-2 minutes ) (Respondent 
ID#5372193666) 

17. “Would love to keep phone address book when update, don't like lost info when look up IP 
relay.” (Respondent ID#5374518472) 

18. “One thing that made me not use IP relay much because of big log in number which impossible to 
remember all numbers. Would be nice if I can use my ID log in. I normally uses IP relay on my 
laptop and my work computer to contact my hearing clients. I never knew that I could use my 
Iphone- need more information about it.” (Respondent ID#5351535341) 

19. “In emergency situations, real time text would be the best way so both parties are neither required 
to press "send" on the phone in case the sender is seriously injured or too anxious to focus. I have 
no experience with IP Relay myself so I can't offer much input about MRS in general. I don't use 
TTY anymore.” (Respondent ID#6191570155) 
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Training 

1. “I use IP Relay on a frequent basis. More operators would decrease wait times. Video chat would 
increase communications speeds. Definitely, DEFINITELY, the existence and use of this 
technology needs to be published and explained to the private sector. CRTC could produce 
manuals and distribute to Deaf and Hard of Hearing groups for the purpose of educating private 
sector users.” (Respondent ID#6198864768) 

2. “TtY operators should be trained in Deaf/HH culture. Many tty users in my community prefer tty 
over IP relay. “ (Respondent ID#6215911281) 

3. “The operators need better training so they understand the broad spectrum of communication 
needs and the issues of how to explain things to the hearing consumer. I've had many relay 
services who are very mechanical in their work.” (Respondent ID#6215911281) 

Awareness & Education 
1. “I never knew about IP Relay until this survey! More advertising and promotions 

please.” (Respondent ID#5374394372) 
2. “I never knew or learned about IP-Relay until now!” (Respondent ID#5351535341) 
3. “I have never heard of RTT. I'd love to have App installed. How will I do it? I am concerned about 

other deaf people who can't write or read English that well.” (Respondent ID#5369586496) 
4. “I rely on help on others with ASL. Want my Deaf friends to have software TTY feature in case TTY 

device will break down.” (Respondent ID#5372083663) 
5. “VRS has done a lot of awareness. I have been in the dark about IP Relay as there's not a lot about 

it. I have no IP Relay as I have no landline phone. I pay Telus bill every month even though I don't 
use the phone.” (Respondent ID#5357356018) 

6. “IP Relay (or any MRS for that matter) is a life changing technology in a rapidly changing world. To 
continue expect Deaf people to use an archaic technology like the TTY is very baffling to me. Need 
start even out the playing field stat.” (Respondent ID#5355997928) 

7. “I could only use try or ip relay or iPhone iPad apps if accessible for deaf- blind.” (Respondent 
ID#6228284141) 

8. “The operators need better training so they understand the broad spectrum of 
communication needs and the issues of how to explain things to the hearing consumer. 
I've had many relay services who are very mechanical in their work.” (Respondent 
ID#6198668797) 

General Experiences & Feedback 
1. “I don't like going through the relay operator because they don't explain what is going on 

through their background and kept me in the dark waiting for their reply back to me and often times 
i thought have hung up on me because there was a long wait with no reply like saying I am going to 
dial right now and tell me like that is the answering machine and that is all why not say what is the 
machine is saying so I know what is the answering machine is saying. How silly if the operator don't 
tell me what is saying on other line. Also it is very frustrating when the operator don't tell me 
everything that is on other line (hearing person or maybe it's a voice message) and kept me in the 
dark. It is getting to be a nuisance going through the relay service because they don't tell me 
everything. So that's why I am not using TTY often as I would like but no it's terrible 
now.” (Respondent ID#5357653163) 

2. “IP relay operators are not neutral. They get themselves involved in conversation and controls 
conversation. For example I call a 1800 number. The operator asks me which menu I want. The 
operator's job is to type out word for word. How am I supposed to know which menu option I need 
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when it has not been relayed to me? "Tell me what you want to order". IP relay operators need some 
serious training how to act like interpreter because IP relay is not feasible when operator is not 
voicing or typing word for word. I am experiencing a lot of systematic barrier with accessing IP relay. 
Currently I don't have access because shaw refuse to provide (as explained earlier). Shaw should 
be punished ” (Respondent ID#5374476640) 

3. “I prefer to use a computer for any text conversation using IP relay or Real Time relay because it is 
faster for me to type.   I am very slow when I type text on my smart phone or table (using one 
index finger!)   This survey is not only for Hard of Hearing people.  It is for Deaf, Hard of Hearing, 
or Late-deafened consumer. I like the choices of different surveys you have made possible. It is 
important that the Text relay service be still here for anyone.” (Respondent ID#6228995053) 
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Appendix B:  
Overall DeafBlind  

TTY & IP Relay Service  
Survey Responses  

Charts, Tables and Data Analysis 
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Appendix B: DeafBlind Survey Respondents Analysis 

Introduction - AGREEMENT: 

Question 1: Do you agree to take the survey?  

As required by Canadian Anti-Spam Laws, this question was required to be asked, and 
an unanimous agreement have been reached by all respondents in responding to this survey. 

!  
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DEMOGRAPHICS 
Question 2: Are you Deaf, Hard of Hearing, or Deaf-Blind?   

A total of 36 responses tallied who self-identified themselves as Deaf-Blind (DB) with 1 
being late deafened. This tally is relevant enough to exemplify the reality of DB demographics as 
97.2% of them are Deaf-Blind which is the core of this analysis being that they share similar 
experiences. The majority of respondents grew up in Deaf culture and use sign language, then 
when our vision deteriorates gradually, many of us had to learn about DeafBlind culture and 
tactile sign language. Others are Hard of Hearing and do not use sign language and wears 
cochlear implants. Some people with cochlear implants know sign language.  

!  
TABLE  

!  
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Question 3: What language do you use?   
A total of 27 people are bilingual with only one person being French and LSQ. Six 

responded English only, while one is French only. The remaining two people are quadrilingual. 
There is lack of survey responses from DeafBlind people in Quebec. They have a non-profit 
association for people with Usher’s Syndrome (degenerative condition that gradually causes 
DeafBlindness). The association is called “Association Syndrome de Usher du Quebec”. 
 

!  
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Question 4:  What Gender do you identify with? 

In this survey, female responses were slightly more than double the responses of males: 
69.4% versus 30.6%. In many cases, most deaf people with low vision do not usually adopt the 
DB identity until later in adult life, usually over the age of 25. This is evident in the next question 
(Q5) where there is zero respondents for age 18-24. Also many people do not deal well with the 
negative connotation of what it is like to be a DeafBlind person in the wider society. Deaf people 
with low vision prefer to retain their Deaf identity for fear of social rejection in the Deaf 
community. It comes down to the matter of self-acceptance and shame and guilt by outsiders can 
be a hindrance in the accepting the person’s inevitable different lifestyle.  

!  

!  
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Question 5: Which Age Group ?   
Broadly similar numbers across all age ranges except for youth 18-24. See further 

explanation in Question 4 to understand the statistics for Deaf people with blindness. 
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Question 6: Which Province or Territory do you live in?  

The majority of DB people who completed the survey in all 8 formats provided by DWCC 
came from Ontario and British Columbia which accounted for 83.4%. Others came from 
Manitoba (2), Quebec (2), Alberta (1), and New Brunswick (1). As per usual BC and Ontario are 
the leading provinces in Canada in terms of population size and initiativeness in policy making for 
future generations. There should be more responses from small DB communities in Alberta, 
Quebec and the Maritimes. It is unknown about the DB community in Saskatchewan. 
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Question 7: Where do you live (village, town, city)  

Looking at the survey result, 77.8% of the respondents live in a big city. The most obvious 
is the level of accessibility and services that are available in big cities. Secondly, most of them 
cannot legally drive so they use the city’s transportation system to travel around. DB people who 
live in rural areas are especially in dire need of high-speed internet and intervenor services.  
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TELECOMMUNICATIONS SERVICES 

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

Looking at survey result, the data correlates with the reality of demographics as the top 
three companies are Rogers, Bell and Telus. According to Wikipedia[1], the total subscriptions for 
Rogers Communications Canada Inc. is 10.274 million. 2nd place is Telus Communications with 
8.6 million, then Bell Mobility/Bell MTS with 8.468 million. Fourth place is Shaw Communications 
with 1.086 million then Videotron General Partnership with 828,900 subscriptions.   
 
[1] https://en.wikipedia.org/wiki/List_of_Canadian_mobile_phone_companies 

!  

!  
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Question 9: Which internet service provider do you pay for your home internet 
(WiFi or wireline to modem) services?  

Rogers, Bell and Shaw are the top 3 companies for internet providers in DB people’s 
homes, with Telus trailing right behind. Videotron for Quebec population. 
 

!  
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Question 10: How often do you use the following Relay Services for any purpose? 

The most reliable telecommunications system for DeafBlind people right now is the TTY. 
While it may be old technology, for some it is currently the only accessible method. Also, TTY 
Relay may be considered slow, which some might consider creating barriers for effective 
communication in a fast-paced 21st century society. However, for those who are severely DB, 
slower paced communication transmission can allow them to keep up, with time to read what is 
being said. 32.2% of DB people use TTY Relay Service 1 to 5 times per month, while 19.4% use 
more than 5 times per month. These numbers are not as high as expected, but for those who use 
TTY Relay who are severely DB, this may be the main method of communication that is 
accessible to them.  
 As for IP relay, it has the similar trend as TTY relay, where small number of respondents 
(19.4%) use IP relay service more than 5 times a month. 
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TTY 

Question 11: Do you still use your TTY? 

Of the 31 respondents that answered this question, those who still use their TTY are 
almost split evenly in the middle. On one side, some DB people don’t use a TTY anymore, either 
because TTY is obsolete to them and/or they use different type of relay service. On the other 
end, there are several factors on why DB prefer to use TTY:  

● Many older DeafBlind adults (especially those with Usher’s Syndrome) continue to use 
TTY because IP relay is not as low vision friendly or braille display accessible.   

● SRV Canada VRS app is not Deaf-Blind friendly and/or they cannot see well enough to 
use video relay.   

● Many seniors prefer TTY over newer complicated technology so they remain comfortable 
using this “old technology” in modern era. 

People who have extremely low vision or are totally blind cannot use VRS or IP Relay if 
they cannot see the interpreters and they may not have learned Braille,so a tactile display isn’t 
accessible. Most people with Usher’s Syndrome become extremely limited in vision or totally 
blind as they get older. These people became very vulnerable, marginalized, and desperately 
need an accessible method of communication. 
 
 Deaf-blind people who are Hard of Hearing and do not use sign language cannot use VRS 
and may not be able to see well enough to use IP Relay, so the TTY may be their only current 
option.  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Question 12: How often do you make TTY to TTY calls?    
A total of 85.7% make TTY to TTY call more than once a month. 64.3% make more than 

5 calls a month. Due to different degrees of vision barriers with IP relay and VRS, most DeafBlind 
consumers turn to the only remaining option available: the TTY. Therefore the TTY is extremely 
vital for essential communication with anyone in Canada. Also DB people with severe vision loss 
or no vision may use a Braille computer display to translate text into Braille, a tactile reading and 
writing system that blind people use. 

!  

!  
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Question 13: When you make TTY to TTY calls, which do you tend to call:  

All respondents who make TTY to TTY calls tend to call the following: Government 
services, doctors or dentists, medical emergencies, work, pharmacies, family and friends, and 
business companies.  
  

An interesting fact: Canadian Association of the Deaf (CAD) used the courts to support   
legal decision in the 1997 Eldridge case that all government services and programs must be 
accessible for the Deaf.[2]  
 
 
[2] http://cad.ca/sur-lasc/history/ 
 

!  

!  
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TTY RELAY 

Question 14: Do you use TTY Relay Services?    
The good news is that 100% of those who still use their TTY from Question 11 use TTY 

relay services! This appears to be the most reliable telecommunications system for people with 
deafblindness. 

!  
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Question 15: Which TTY Relay Services do you use?    
Telus Relay Service procured an impressive showing with 64.3% of all respondents using 

its relay service. However 30 of 36 respondents (83.3%) who completed this survey come from 
British Columbia or Ontario as referred in Question 6 so this piece of data may be a bit skewed in 
favour of Telus. 

!  

!  
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Question 16: How did you become aware of TTY relay service? 

As learned from the Text 9-1-1 Survey early in 2017, most DHH & DB users receive vital 
information from their immediate community groups or institutions such as schools and “deaf 
clubs” (popular in the old days). In the case of DB persons, this is no different. Regarding their 
sources of information, 64.3% said “Deaf service agencies or Deaf associations”, 28.6% said 
“school’ (either mainstream or deaf institution), and 35.7% said “friend(s)”. 
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Question 17: Do you think TTY Relay access is still important for your daily use?  

Here is evidence of strong beliefs that TTY relay services need to remain available: 
85.7% of respondents agree that TTY relay access is still important for their daily use. In 
particular, TTY Relay Service is a necessity for those who are unable to use other forms of relay 
that are not accessible or easy to use. 

 

!  
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Question 18: Do you think there is enough awareness and promotion of TTY 
Relay?   

There needs to be more awareness of TTY Relay Services, especially for those who are 
DeafBlind, late deafened, and seniors who are severely Hard of Hearing. From the survey, 42.9% 
said that there should be more awareness. A notable factor is the lack of access for those who 
live in rural areas.  
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Question 19: Have you experienced challenges and issues when calling TTY 
Relay?  

Please see ‘TTY & IP Relay RESPONDENT TEXT COMMENTS.xls’ PDF to read 
selected comments to read sic comments straightforward from the survey. 

Question 20: What are your ideas and recommendations to improve TTY Relay? 

Please see ‘TTY & IP Relay RESPONDENT TEXT COMMENTS.xls’ PDF to read 
selected comments to read sic comments straightforward from the survey. 

IP Relay 

Question 21: Do you have access to IP Relay on a computer?   

There are mixed results among all 4 choices with ‘No’ in the lead with 6 respondents. 
Second highest is ‘I don’t know’ and third is ‘Yes’. This indicates that IP relay is accessed by 
some and not used or available for others.  
 Potential factors that could cause this mixed result: 
  1. People didn’t know about IP relay. 
  2. Lack of low vision and braille accessibility features on IP relay. 
  3. Does not have a laptop or computer. 
  4. Cannot afford high-speed internet and landline phone. 
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Question 22: Do you use IP Relay on your smartphone (ie. iPhone  or tablet (ie. 
iPad)? 

Almost half of the respondents have IP Relay on their smartphone, the other half do not. 
This is almost similar to respondents who have ‘never’ used IP Relay from Question 10: 54.8% 
Presumably, the other half is using TTY relay with an actual TTY. 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Question 23: Which IP Relay Services do you use?    
Answers from Question 9 indicate that Rogers, Bell, and Shaw are the top 3 internet 

providers. Telus is making a comeback lately, so it’s a competition between the top 4 for English 
and Videotron for French. 

!  
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Question 24: Did you know that you are required to have a wireline (home 
telephone line telephone service provider (TSP) phone number to be an IP Relay 
customer?  

60% of respondents were aware that they needed a telephone service provider (TSP) 
home telephone line to be an IP relay customer. It is known that TTY relay services requires a 
wireline as well so it was a smooth transition for people who tried IP Relay Service for the first 
time. 

 

  

!  
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Question 25: How do you feel about the landline phone requirement for the IP 
Relay access?   

A combination of 10 respondents out of the given 15, or exactly two-thirds of all 
respondents were not entirely satisfied. The remaining 5 respondents or one-third (combining 
options A & G) do not seem to mind the landline requirement. However, for VRS users who do 
not have a wired telephone line, they will not be able to use a TTY relay. Also, consumers feel it 
is not fair that IP Relay users have to pay for a landline that they do not use, when VRS users 
don’t need a landline and get all calls for “free”. This is discrimination because if IP Relay is 
through the internet, there should be no need for a landline. 
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Question 26: How often do hearing people call you or call you back using IP 
Relay? 

A total of 13 respondents had few calls by hearing people. Hearing people are also rarely 
calling DeafBlind people using the IP Relay Service. Consumers believe that the hearing person 
is not as aware of IP Relay, or that calls are primarily initiated by the DB person. There may need 
to be clearer information provided to hearing people in order for them to use IP Relay Services to 
call deaf and DeafBlind people.  

!  
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Question 27: How did you become aware of IP relay service? 

This is similar to Question 16 and as seen from the Text 9-1-1 Survey, choices show that 
most respondents gather new information from their immediate circles which include community, 
school, work, and ‘deaf club’. Some are also finding information on social media or online. 
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Question 28: Do you think there is enough awareness and promotion of IP Relay?  

There needs to be more awareness as the choices of “No, there should be more” and “I 
don’t know” answers account for a large 71.4% of all respondents! This is a great indicator of the 
lack of effective awareness since IP relay began in 2011. It was known that there were a lot of 
technical problems with the IP relay when it started, so it didn’t “catch fire” in the deaf community 
across Canada. 
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Question 29: Do you think IP Relay access is still important for your daily use?  

Almost 60% of respondents still think IP Relay is important for their daily use.  
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Question 30: Please tell us what you use IP Relay to call:    

This question allows multiple picks for the usage of IP Relay Service that respondents 
have been using for: 20% of all picks was for medical services, 21.8% for government services, 
and almost 20% for emergencies. This dictates the importance of accessible telecommunication 
system for DHH and DB customers. Remaining picks were for insurance, bills, and family. So this 
list of choices indicates that IP Relay is used for a variety of purposes, making it important for the 
consumers, CRA agents, doctors, dentists, and others. 
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Question 31: Have you experienced challenges and issues when calling IP Relay?    

Two text comments were written with this question regarding challenges and issues when 
calling IP Relay. The first one: “Sometime it takes a long time to have available operator” and the 
second one: “Govt won’t talk to me because they think ip relay is third party”. 

!  
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Question 32: What are your ideas and recommendations to improve IP Relay? 

Please see ‘TTY & IP Relay RESPONDENT TEXT COMMENTS.xls’ PDF to read selected 
comments to read such comments straight from the survey.  

Question 33: Are there situations where you prefer to use or MUST use TTY or IP 
Relay services to make telephone calls?    
There were two comments with the first one, “I have to use TTY because I am not knowledge 
about IP Relay. My computer is break down. I am not an expert on the computer.” and the 
second comment: “I can’t hear so I need help with all calls.” 

!  
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Question 34: Do you ever use other internet-based services (e.g. VRS, Skype, 
FaceTime, or Messenger) or texting instead of making telephone calls through TTY 
or IP relay services?   

As expected, a total of 85.7% of respondents have used other internet-based services 
(e.g. VRS, Skype, FaceTime or Messenger) or texting instead of making telephone calls through 
TTY or IP relay services. The 2 respondents that said ‘No’ seems to have no experience with 
internet-based services.  

The lone comment provided for this question is “I would love to be able to use VRS for 
me to sign and an interpreter to type back to me. I do use texting, but this is only for people who 
text, and so far, my doctor doesn’t give out her cell!” 

There are a wide range of ways to communicate, which is good. However, there are 
things which you must have specific access to making direct phone calls for, using IP Relay or 
TTY Relay. Those other methods are not replacements for IP Relay or TTY Relay, especially 
since many DeafBlind cannot see well enough (or see at all) to use those other communication 
methods. Deaf-blind individuals face special challenges due to blindness and whether they are 
Deaf or HOH, meaning that not all persons can use all methods of communication. Those who 
have the lowest vision or are totally blind are very limited in what methods they can use and are 
much more vulnerable as a result. 
 

                                                                                    !136



Question 35: Real-Time Text (RTT  - Would you consider using RTT for 
conversations on your mobile phone, notebook and computer? See image (click 
link  for example, or click this link for more descriptive information.  

A resounding 67.7% says ‘Yes’ as in considering the new RTT (Real Time Texting) 
technology because this has potential to save lives. It is being tested in the US currently. If you 
can convince those who chose option C, ‘I don’t know/Unsure’ to jump on the bandwagon, then it 
will be an even more resounding 93.5%. Therefore, there is a huge potential for this kind of 
technology. However, we are not yet sure how it will incorporate braille and low vision settings for 
the severely DeafBlind people. Many will consider different options and methods BUT only if 
those methods are accessible and usable for the DeafBlind, especially those who have extremely 
low vision or are totally blind. The most vulnerable people must be a priority to ensure all can use 
it. 

 

                                                                                    !137

http://www.deafwireless.ca/wp-content/uploads/2017/05/Black-background-RTT-EN.png
https://www.youtube.com/watch?v=tfmAblNvr8E
https://www.youtube.com/watch?v=tfmAblNvr8E


Question 36: Would you consider using an IP Relay app on your mobile device or 
tablet device for conversations? See image (click link) 

By combining option A & C, these answers will account for 90.3% of the total 31 
respondents. This indicates the significant need of a telecommunications app for the DHH & DB 
population. Maybe we could somehow integrate an IP Relay app on phones with RTT? Is this 
feasible? The only concern is that not many DB people can afford a large data plan to be able to 
use IP Relay anytime 24/7 for emergency reasons. Recommend using the TTY Relay as back up 
if IP Relay is too difficult for DB persons with severe vision limitations.  

Many will consider different options and methods BUT only if those methods are actually 
accessible and usable for the DeafBlind, especially those who have extremely low vision or are 
totally blind. The most vulnerable people must be a priority to ensure all can use it. 
 

!  
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Question 37: Would you consider using an already built-in software TTY feature 
(for example: Apple Software TTY on iPhone   for conversations on your mobile 
smartphone device?  See the image (click link  or this link for descriptive 
information.   

By combining option A & C it adds up to 87.1% of the total 31 respondents - which 
suggests that people are curious about what this could do for them. Many will consider different 
options and methods BUT only if those methods are actually accessible and usable for the 
DeafBlind, especially those who have extremely low vision or are totally blind. The most 
vulnerable people must be a priority to ensure all can use it. 

!  

Question 38/B40: Please feel free to share your experiences or ideas how to 
improve TTY Relay or IP Relay.  

Please see ‘TTY & IP Relay RESPONDENT TEXT COMMENTS.xls’ PDF to read selected 
comments to read sic comments straightforward from the survey. 
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Appendix C:  
Timeline of the  

Overall Survey Process 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Appendix C: Timeline of the Overall Survey Process 

March 10: First letter to CRTC regarding participation in CRTC 2017-33 proceeding. 

March 22: Second letter to CRTC with revised timelines  

April 10: DWCC, CAD-ASC and CNSDB file CRTC TNC 2017-33 First Intervention document 

March 10 - April 10: Brainstorming and drafting questions to include in survey  

Submissions of Survey Questions to CRTC 
 
Editing and finalization of survey questions, translations into French version. 
 
English survey created and edited within SurveyMonkey 

April 5, 13 and 19:  Filming ASL version of survey questions 

ASL survey question video edits begin 

French translations of survey are complete and sent to the LSQ talent for LSQ translation filming 

Filming LSQ version of survey questions 

April 22: LSQ survey question video edits begin 

April 23: English and French Survey created and entered within SurveyMonkey including ASL and 
LSQ videos 
 
April 24 - May 4: Duplicating and editing each SurveyMonkey creating 3 separate links for each 
community in each language, to a total of 6 survey links 

May 4: Final fix of ASL videos in ASL playlist  

May 7: Final fix of LSQ videos in LSQ playlist 

May 7: Survey was launched and distributed via Facebook shares in English, ASL, LSQ and 
French.  

May 9: MailChimp send out nationally 

May 12 & 13: Survey distributed from the CAD-ASC & DWCC booth at Mayfest, in Toronto, 
Ontario where approximately 2,000 people attended. Mayfest is an annual event that provides 
exhibit space to share information about Deaf, Hard of Hearing and DeafBlind organizations and 
services to the public.  
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May 19: DWCC Committee members stop by at the DeafBlind Drop-In in Burnaby, BC with paper 
copies of survey and stay available to assist  

May 24: As requested by the Hard of Hearing community, a new survey link without videos were 
made and distributed to the public.  

May 30: The survey respondent numbers increased within one day, as a result of friendly reminder 
countdown images starting with 5 Days Left/5 Jours Restant spread around on Social Media 
(Twitter and Facebook). 

May 31 & June 2: GVAD and DWCC host Drop In Opportunities for Survey Respondents 

June 3: Vancouver Deaf Deaf World event with DWCC Booth Opportunities for more Survey 
Responses 

June 4: Survey Closed 

June 5: Survey Methodology Process begins  
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Appendix D:  
Examples of Relay Service Apps  

 
IP Relay Services Apps 

RTT App Images 
Apple TTY App Image 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Appendix D: Relay Service Apps   

EXISTING AMERICAN IP RELAY APPS 

SPRINT IP RELAY APP LINK: http://www.sprintrelay.com/iprelay  

 

 
Generic IP Relay App Image (Used in the Survey)  
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RTT App Image used in the Survey:  
 

LINK to RTT descriptive video used in Survey. 

APPLE APP Software App Image used in Survey  
 
LINK to Apple App Information - https://support.apple.com/en-us/HT207033 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Appendix E:  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Appendix E: Terminology 

Excerpted and modified from the Bell-Mission Consulting VRS Feasibility Study Project Phase 3-
Consumer Interests and Perspectives, on pages 12-13. 

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. Like 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 on or a have a preference for 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 
Deafness being considered a disability.  

● Some individuals may also use assistive listening devices (e.g. hearing aids and/or 
cochlear implants) - yet have strong ties to Deaf Culture and chose to be bi-cultural.  

   
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.  

Deafened or Late deafened 
● People who became deaf postlingually (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 a spoken language either in English or French 
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● 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 

   Hard of Hearing  
● People with hearing loss ranging from mild to profound, who 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.), uses 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  
   
  DeafBlind 

● People who have significant, but not necessarily total, loss of both vision and hearing 
● Rely mainly on tactile signing (signing in the palm of the DeafBlind person’s hands, close-

up signing, or close up speechreading. 
● May be culturally Deaf, deafened, oral deaf, or Hard of Hearing and communication 

preference will vary accordingly.  
● May use supplemental communication systems like ProTactile  
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Appendix F: Canadian IP Relay Registration  

Bell IP Relay 
http://www.bell.ca/Accessibility_services/Bell_IP_Relay 

!  
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Rogers IP Relay: http://www.rogers.com/web/content/rogers-IP-relay?
setLanguage=en&cm_mmc=Redirects-_-Consumer_Support_Eng-_-IP_Relay_1112-_-iprelay 

 
 
 
 
 
 
 
 
 
 
 
 
 

Telus IP relay:  
https://iprelay.telus.net/IPRelayApp/servlet/register?locale=en_US 

!  
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Shaw IP Relay:  
https://iprelay.shaw.ca/register#/ 

!  

Videotron IP Relay:  
https://iprelay.videotron.com/IPRelayApp/servlet/WelcomeServlet  
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Appendix G: Additional Reading and Resources 
 
TTY  
http://www.abouttty.com  

TTY Relay  
http://crtc.gc.ca/eng/phone/acces/mrsrt.htm  

IP Relay 
http://crtc.gc.ca/eng/phone/acces/mrsrt.htm  

Canadian IP Relay 
http://crtc.gc.ca/eng/phone/acces/mrsrt.htm  

American IP Relay 
https://www.fcc.gov/general/internet-based-trs-providers#block-menu-block-4 

US IP Relay Apps  
Sprint http://www.sprintrelay.com/iprelay  

US Resource - TEN DIGIT USERS 
https://transition.fcc.gov/cgb/consumerfacts/trstendigit-user-meaning.pdf 
 
US Resource - Average Speed of Answer  
https://www.fcc.gov/consumers/guides/telecommunications-relay-service-trs 

RTT 
www.realtimetext.org 
Gallaudet video & links:   
https://youtu.be/tfmAblNvr8E  
https://youtu.be/o803T4-RgHI  
FCC link  
https://www.fcc.gov/real-time-text 

Apple App links (Software TTY) - https://www.apple.com/accessibility/iphone/ 

FEATURES  

VCO  - Voice Carry Over 
https://www.fcc.gov/consumers/guides/telecommunications-relay-service-trs 
https://ecfsapi.fcc.gov/file/6518709483.pdf  
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OTHERS 

Captel  
http://www.captel.com  

VRS 
https://www.fcc.gov/consumers/guides/video-relay-services  
https://srvcanadavrs.ca/en/  
https://srvcanadavrs.ca/fr/ 

CANADIAN ASSOCIATION OF THE DEAF- ASSOCIATION DES SOURDS DU CANADA 
TELECOMMUNICATIONS POSITION PAPER:   
http://cad.ca/issues-positions/telecommunications/  
http://cad.ca/fr/dossiers-sur-la-surdite/les-telecommunications/ 

NATIONAL ASSOCIATION OF THE DEAF:  
https://www.nad.org/resources/technology/  
https://www.nad.org/resources/technology/telephone-and-relay-services/ 
https://www.nad.org/about-us/position-statements/position-statement-on-functionally-equivalent-
telecommunications-for-deaf-and-hard-of-hearing-people/ 

UNITED NATIONS CONVENTION ON THE RIGHTS OF PERSONS WITH DISABILITIES 
(CRPD) 
http://www.un.org/disabilities/documents/convention/convoptprot-e.pdf  

ANALYSIS REPORTS:  
1) Deaf Wireless Survey Analysis - published April 2016 (CRTC TNC 2015-134) 
2) Rede(a)fining Accessible 9-1-1: Saving Lives A Survey Analysis Report Examining Deaf 

Hard of Hearing and DeafBlind Issues (Version 2 published for CRTC TNC 2016-116) 

TTY IP RELAY RESPONDENT DATA ANALYSIS 
1) TEXT Comments and Responses from - ALL 
2) DOCUMENT - OTHER text responses   
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Appendix H: Accessibility 

Direct Contact with FCC by Deaf and Hard of Hearing Americans 

The Committee commends the efforts of the FCC, in the United States, for providing direct 
video communications, in direct sign language, in the ASL consumers preferred language, for 
complaints, inquiries and clarifications. FCC is the equivalent to the CRTC in Canada.  This is a 
venture that should be undertaken by the CRTC, and especially, the CCTS to manage the 
complaints and queries directly by ASL and LSQ consumers. See three relevant links providing full 
description of such accessible services: 

PDF Announcement link - https://apps.fcc.gov/edocs_public/attachmatch/DOC-327495A1.pdf 

Full description of service - https://www.fcc.gov/general/direct-video-communications 

TDI - https://tdiforaccess.org/2014/06/fcc-launches-video-support-call-center/ 

(TDI is formally known as Telecommunications for the Deaf and Hard of Hearing, Inc. ) 

Such Customer Service is also available in Canada provided by SRV Canada VRS’s platform 
partner, Ives, more information here: https://srvcanadavrs.ca/en/customer-service/ 
 
Note: the hope is that this type of access is established for customer service for all text-based 
relay service systems for receiving complaints, feedback, and inquiries. 

Accessibility Office 

Background: The Accessibility portfolio is currently managed by CRTC’s Consumers Affairs and 
Strategic Planning. However, the DWCC recommends a new entity be created to focus on 
establishing an Accessibility Office to be created under Consumers Affairs and Strategy Planning 
Division and/or as a 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 to be included with a focus on research and 
policy development, and 3) a liaison with CCTS to deal with complaints, accessibility queries, and 
resources, survey data collection, and promoting an “Accessibility lens” (Reference: item 4.1) for 
issues on accessibility-related topics including Deaf and Hard of Hearing customers. Deaf people 
(sign language users) and other persons with disabilities are strongly recommended for these 
employment positions in this proposed 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 used by policy and program developers and analysts to 
access and address the impact of all initiatives (policies, programs or decisions) on persons with 
disabilities. It is also a resource in creating policies and programs reflective of the rights and needs 
of persons with disabilities. Using such an “Accessibility Lens” would ensure the hiring of an 
experienced person with a disability in a senior  decision-making position.” 
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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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