
 

 

 
 
 
 
 
 

Reply to  
TSP RFI RESPONSES 

 
 
 
 

Review of the regulatory framework for text-based 
message relay services 

 
 
 
 
 

CRTC TNC 2017-33 
 
 
 
 
 
 
 
 
 

November 6, 2017 
 
 
 

 
 



 

1 

 
 
 
  
  
 

405-422 Willowdale Avenue 
North York, ON 

Canada M2N 5B1 
Website: deafblindcanada.ca 

E-mail: mchugh.mm@gmail.com  

 

06 November 2017 

Mr. Scott Hutton 
Acting Secretary General 
Canadian Radio-Telecommunications Commission (CRTC)  
Ottawa, ON KIA ON2  

Re: CRTC TNC 2017-33:  Review of the regulatory framework for text-based message 
relay services, File Number 1011-NOC2017-0033 

Dear Mr. Hutton: 

Please find the CNSDB’s Response to the RFI submissions by all TSPs on 31 October 2017. 

Before we begin, this response is coming from the Canadian National Society of the Deaf-
Blind, Inc (CNSDB), a joint intervener in CRTC TNC 2017-33 with the Canadian Association of 
the Deaf-Association des Sourds du Canada (CAD-ASC) and the Deaf Wireless Canada 
Consultative Committee (DWCC).  

The CNSDB would like to respond to the final phase regarding the telecoms’ reply comments 
in this proceeding. The CNSDB deemed it necessary to respond separately so those included 
in the proceeding could see the Deaf-Blind Canadians’ distinct perspective and experience 
standalone as the proceeding wraps up.   

Once again, here is our organization's description: Canadian National Society of the Deaf-Blind, 

Inc. (CNSDB) was registered in 1985 as a national consumer-run advocacy association 

dedicated to helping Canadians who are Deaf-Blind achieve a higher quality of life. We 

advocate for new and improved services, promote public awareness of Deaf-Blind issues and 

gather and distribute information in order to help empower individuals who are Deaf-Blind to 

become full participants of society. CNSDB provides expertise in accessibility related to the 

needs of individuals who are living with the distinct disability of deaf-blindness, which is different 

from deafness or blindness due to being unable to use one sense in order to compensate for 

the loss of the other. 

ABOUT OUR ACCESSIBILITY GROUP 

1. Deaf-Blind Canadians face extreme communication challenges due to the combination 
of deafness and blindness. This combination means that the deaf-blind are not able to 
effectively use vision to compensate for the lack of hearing and are not able to use 
their hearing to make up for the lack of vision. Some Deaf-Blind people are only able to 
access one type of relay system and others may be able to utilize different relay 

https://www.deafblindcanada.ca/
https://services.crtc.gc.ca/pub/instances-proceedings/Default-defaut.aspx?EN=2017-33&Lang=eng
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systems depending on their circumstances.  
 

2. Deaf-blindness creates an insurmountable challenge to independence in relation to 
communication and information access, which contributes to isolation and vulnerability. 
Communicating through relay systems on telephones, TTYs, computers, smartphones, 
tablets and other devices is very challenging unless the devices and relay system 
features, layouts and apps are fully accessible and easy to use. It can be a matter of 
life and death if a Deaf-Blind person is unable to access emergency services due to 
the system being inaccessible and/or difficult to use.  

3. Deaf-blindness comes in the form of a diverse range of levels of blindness and 
deafness, and there is several communication methods which utilizes different 
communication modalities: audio, vision, and taction. 

a. Some communicate with sign languages (ASL / LSQ) and use VRS Relay. 

b. Some do not use sign languages and must access IP Relay or TTY relay 
visually, with accessible and customizable features.  

c. Some will use VCO with TTY Relay or IP Relay.  

d. Some who are totally blind or whose vision is so limited that they cannot see 
sign language or read on a screen will use a refreshable Braille TTY or TTY 
enabled Braille device.  

4. As such, there needs to be different options for fully accessible relay systems. Due to 
the existing barriers that the deaf-blindness population poses, they are in even greater 
need for accessible relay system that allows us to contact emergency services, contact 
other people for help, get information and communicate with our friends, families and 
other people the same way everyone else freely enjoys. It is essential for their safety, 
health well-being, participation and contribution to the world, and quality of life. 

5. IP Relay is currently only available in website format in Canada, which means that a 
deafblind person is limited to using it is on a computer. This presents an inconvenience 
while being out in the community or in an urgent or emergency situation. The IP Relay 
website format is not accessible on mobile devices due to being extremely difficult to 
see and track information on the screen. As well you need an account number and 
password to sign in to use IP Relay which is a significant barrier if someone does not 
remember. It is extremely difficult or impossible for braille display users to access IP 
Relay on the website. Deaf-blind Canadians are in desperate need for a fully 
accessible IP Relay app that is Braille accessible, user configurable for the screen 
layout, font and colour settings. Such an app already exists in the form of Sprint’s IP 
Relay app that is available in the USA since 2011. See supplementary submission 
dated 29 August 2017 for more details (paragraph 26 on page 9). 

Before delving into relay system discussions, CNSDB would like to refer to the discussions 
regarding statistical reports and MRS revenues. 
 

STATISTICAL REPORTS & MRS REVENUES 

6. While CNSDB understands that due to competition privacy rules, according to section 
39 in the Telecommunications Act, MRS revenue information from each company is 
not public information, but yet finds it odd to observe some “roundabout” comments 
that refer to a “third party vendor.” CNSDB has to wonder if one of the TSPs is the 

http://www.deafwireless.ca/wp-content/uploads/2017/08/DWCC-CAD-ASC-CNSDB-SUPPLEMENTARY-SUBMISSION-for-CRTC-TNC-2017-33-FINAL-29-AUG-2017.pdf
http://www.deafwireless.ca/wp-content/uploads/2017/08/DWCC-CAD-ASC-CNSDB-SUPPLEMENTARY-SUBMISSION-for-CRTC-TNC-2017-33-FINAL-29-AUG-2017.pdf
http://laws-lois.justice.gc.ca/eng/acts/T-3.4/page-6.html%23h-20
http://laws-lois.justice.gc.ca/eng/acts/T-3.4/page-6.html%23h-20
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“third party” and if so, why are there multiple IP Relay Service providers. 
 
 

7. CNSDB strongly believes that there should be statistical information on: 

a. Total number of users for all TTY Relay Services 

b. Total number of registrants for all IP Relay Services 

c. Number of hours of calls daily, weekly, monthly and yearly of usage for all TTY 

Relay Services 

d. Number of hours of calls daily, weekly, monthly and yearly of usage for all IP 

Relay Services 

 

8. To clarify, these reports are not required to show company by company service 

provisions, as per confidentiality, but at least just the overall totals. 

 

9. It is CNSDB’s view that it would be beneficial to be able to compare trends year by year, 

that is for proceeding participants to observe and understand the trends of usage for 

both text-based relay services. This would be especially important for future review on 

Message Relay Services (MRS) and help the public to get the answers to some of the 

questions in these proceedings.  

 

10. It is the CNSDB perspective that due to the filing of incomplete statistical accounts 
from all of the telecommunication service providers (TSP) with only four companies 
providing partial usage tallies out of a possible eleven or twelve IP Relay companies, 
and the fact that CRTC only holds the access to the redacted and confidential 
information, the consideration is that CRTC appears to be the body that would need to 
take the responsibility to do the statistical analysis and provide the statistical 
information to the public. 
 

IP RELAY APP vs. IP RELAY WEB VERSION  
 

11. The CNSDB recommends an IP Relay app opposed to a fixed up IP Relay web version 
for mobile usage. For instance, Sprint IP Relay App evidently shows that having an 
app for IP Relay is a viable possibility.  

12. Some key features of the Sprint IP Relay app are below: 

● Ability to customize font size and colours and background colour. Preferred 

settings are saved in the app and can be changed anytime. 

● Configurable navigation and conversation style settings. 

● Braille display device connectivity. 

● Activate braille mode so that messages are easily accessed on braille display. 

● Can save and print conversation transcript. 

● Customizable notifications to indicate a call coming in. 

http://www.deafwireless.ca/wp-content/uploads/2017/11/DWCC-CADASC-CNSDB-Total-Calls-for-TTY-and-IP-Relay-STATS.pdf
http://www.deafwireless.ca/wp-content/uploads/2017/11/DWCC-CADASC-CNSDB-Total-Calls-for-TTY-and-IP-Relay-STATS.pdf
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● Numbers called are saved in user’s address book for future use. 

● Callers can leave a message. 

● Can work with weaker / lower quality connections where VRS Relay may not 
work. 

● Voice Carry Over (VCO) for hard of hearing. 

● Ten digit numbers allow direct dialing the number instead of first calling IP 
Relay and giving the operator the number to dial Deaf-Blind Canadians are in 
great need of an IP Relay app with these features.  

13. The features related to customizable fonts, colours, background, layout and braille 
access are especially crucial for the deaf-blind. Such an app would allow Deaf-Blind 
Canadians to have full access to IP Relay communication that is currently not available 
in Canada. For more detailed information, please see the supplementary submission 
dated 29 August 2017. 

14. Especially important to the deaf-blind community is the customization of the 
navigational and conversational style settings, in big part because Deaf-Blind cannot 
read real-time messages on split screens. It is better for these individuals to choose 
the style of navigating and conversation style that they are comfortable with, which is 
specifically made possible by the Sprint IP Relay app. 

15. The website version of IP Relay does not meet these needs, resulting in the Deaf-Blind 
being left behind in the dark. 

16. If Canadian telecoms do not want to expend the resources to develop their own IP 
Relay app then there is the option of contacting Sprint about the possibility of obtaining 
a Canadian version of Sprint’s IP Relay app that currently is being used in the USA. 
Since the app already exists, there is no need to start from scratch, or “reinvent the 
wheel.” 

17. CNSDB implores that the naysayers reach out to Sprint Relay contact: Kenneth 
Goulston, Account Executive, kenneth.a.goulston@sprint.com 
 

World Wide Web Consortium (W3C) WCAG 

18. The CNSDB would like to state that even when the W3C WCAG mandates accessibility 
ratings for its level of overall accessibility,the Deaf-Blind still find limited options in a 

majority of current website layouts and designs. Choices of formats for documents are 
limited whereas for our group not all of us have Microsoft’s WORD application, so 
rather it is better for Deaf-Blind to have text format (.txt) available as an option. Video 
or photo descriptions are often missing, and not all videos come with transcripts for 
those with visual challenges. 
 

REAL TIME TEXT (RTT) 

19. The Deaf-Blind cannot wait for three more years or even much longer, depending on 
how long it actually takes for Real Time Text (RTT) to become available. Again, we 
also do not know if the RTT app will be Deaf-Blind accessible and easy to use. 

http://www.deafwireless.ca/wp-content/uploads/2017/08/DWCC-CAD-ASC-CNSDB-SUPPLEMENTARY-SUBMISSION-for-CRTC-TNC-2017-33-FINAL-29-AUG-2017.pdf
mailto:kenneth.a.goulston@sprint.com
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20. In comparison, referencing to the supplementary document, the Sprint IP Relay app 
looks far more accessible and usable than the screenshots of the RTT app do. The 
RTT app screenshots do not show as accessible or easily used by the Deaf-Blind. The 
screenshots of the RTT app, which show side by side boxes will make it extremely 
difficult for most Deaf-Blind users to effectively use it. So far, we have no reason to 
believe that the RTT app will be fully accessible and easily used by the Deaf-Blind. 

21. An accessible IP Relay app is essential, regardless of whether RTT becomes available 
in Canada in the future or not. Until RTT has become available sometime off in the 
future and is demonstrated to be accessible and meet Deaf-Blind users’ needs, there 
needs to be an accessible IP Relay app available as soon as possible. 
 

TTY RELAY 

22. TTY Relay may be considered “old technology,” but it is still being used by people who 
are Deaf-Blind.  Many seniors who have used TTY for many years have not adapted to 
more modern relay systems, and still depend on TTY Relay.  Conclusively, not 
everyone uses or has access to computers or mobile devices in order to access VRS 
or IP Relay.  This can be said for those who reside in rural regions as well. Please see 
the compiled survey respondents’ comments here. 

23. Deaf-Blind braille users who use a braille TTY or a TTY enabled braille notetaker may 
not be able to use other forms of relay due to the other equipment being inaccessible 
to those who have very minimal or no vision. 

24. Additionally, the Apple iPhone TTY functionality is not currently supported by all 
Canadian telecoms. 
 

CALLING-ANSWER TIMES  

25. There is often a delay in the time it takes to connect to an IP Relay operator. For the 
Deaf-Blind, it is hard to see the IP Relay operator’s typing due to having three boxes 
on the screen. 

26. The operator’s box is at the top, with a large conversation box in the middle and the 
user’s box under the conversation box. With very limited vision tunnel field, blurry 
vision and large magnification, it is difficult or impossible to view the entire screen at 
once. The operator’s text does not appear in the conversation box until they finish  
typing so there is a significant delay in receiving the information if you cannot see the 
operator’s typing at the top. Also, if viewing the operator’s box at the top while using 
large fonts, there’s only a small amount of text showing as it scrolls, making it 
extremely difficult to follow. These issues are a barrier on the computer and it’s much 
worse when using the website on a smartphone or tablet, to the point it is unusable. 

27. This limits the Deaf-Blind to only being able to use IP Relay effectively on a computer 
and additionally prevents them from accessing the relay services while out on the go. 
Having a configurable app that is Deaf-Blind accessible is an absolute necessity. 
 

TYPING SPEEDS 

28. The faster the words per minute the better because it gets the information on the 
screen quicker and there is less delay in communication especially in emergency 
situations. 

http://www.deafwireless.ca/wp-content/uploads/2017/08/DWCC-CAD-ASC-CNSDB-SUPPLEMENTARY-SUBMISSION-for-CRTC-TNC-2017-33-FINAL-29-AUG-2017.pdf
http://www.deafwireless.ca/wp-content/uploads/2017/07/DWCC-CADASC-CNSDB-TTY-IPRelay-Survey-Analysis-Report-27-June-2017_-FINAL.pdf
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29. The challenge for the Deaf-Blind is when they are having trouble following the typing in 
the top box, so the faster it is typed, the sooner it comes on the conversation box. 
Sometimes for a person who is Deaf-Blind, if the typing is TOO fast, it can actually 
scroll off the screen before they can read it all, especially if they are using large fonts. 
This is what is especially the problem with the text box on the top of the screen in the 
IP Relay configuration. 

30. Coming from personal experience, the President of the CNSDB had that problem on 
the TTY as their vision got worse, it took longer to read the text and sometimes it was 
scrolling off the screen and then would have to ask the operator to type a bit slower, 
which worked. 

31. Overall CNSDB agrees that faster typing allows the information to be received faster 
and if it is too fast, the user can request the relay operator to type a bit slower. 
Likewise, other users prefer having the information available faster so reliable 
operators with appropriate typing speed should be readily available.  
 

VIDEO RELAY SERVICES (VRS) 

32. VRS is popular with those who communicate with sign languages (ASL / LSQ) and 
who can see the signing on a computer or mobile device screen. However, many Deaf-
Blind VRS users struggle due to the system not being fully visually accessible to low 
vision. VRS must be made more accessible for Deaf-Blind users. 

33. CNSDB understands that at the time of the Video Relay Services policy release CRTC 
TNC 2014-187 that here was no mention of Deaf-Blind in the policy. CNSDB will 
participate in the next public proceeding review on VRS to present Deaf-Blind 
Canadians’ perspective. 

34. Fact of the matter is that Deaf-Blind VRS users need the system to be more accessible 
now as opposed to waiting until:  

 

 a. there is a comprehensive review of VRS in Canada in 2019 and  
 b. the confirmed release of the RTT in 2020 according to CRTC TNC 2017-182. 

35. Ultimately, there needs to be something, a type of accessible mobile message relay 
service (MRS) provided to use now that is accessible for Deaf-Blind Canadians (and 
other accessibility groups). 

36. As a result, there needs to be active ongoing consultation with the Deaf-Blind to ensure 
that the Canadian telecommunication systems are made more accessible for Deaf-
Blind Canadians. 
 

CONCLUSION 

37. It is essential for the Deaf-Blind to have a variety of accessible relay options in order to 
have equitable access to make calls. The Deaf-Blind need to be able to call emergency 
services and to communicate with family, friends, employers, other services and much 
more at any time, anywhere - no matter where they are. 

38. The Deaf-Blind consumers do not want to be tied to their desktop and laptops, they 
want to be more mobile, anywhere and everywhere just like others in Canadian 
society. 

http://crtc.gc.ca/eng/archive/2014/2014-187.htm
http://crtc.gc.ca/eng/archive/2014/2014-187.htm
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39. Telecommunication Service Providers need to ensure their registration processes are 
accessible even for Canadian Deaf-Blind, as CNSDB just discovered one of the IP 
Relay Service providers offers its IP Relay Service customer registrations through a  
PDF form, which is a barrier to most Deaf-Blind. 

40. CNSDB vehemently disputes TELUS's points that, "Developing an IP Relay mobile 
application would be misguided and that it would be far more efficient to save 
investment dollars for RTT", and that "An IP Relay application is unnecessary and 
inefficient regulation, given the near term release of RTT." (Telus RFI Response, 31 
October 2017) 

41. It is unconscionable to have such an approach toward vulnerable people whose lives, 
safety and quality of life may be impacted by the lack of an accessible service. To 
claim that an accessible IP Relay app is “unnecessary because the RTT app will be 
available in the future,” especially when it is not known if RTT will be accessible and / 
or usable for the Deaf-Blind, suggests a cavalier perspective toward the daily needs of 
the Deaf-Blind. 

42. CNSDB strongly urges all TSPs to push their “third-party vendor” to provide a fully 
accessible and usable IP Relay app that meets the needs of the Deaf-Blind. As 
mentioned before, such app already exists in the form of Sprint Relay IP Relay App. 
Please contact Sprint and investigate the process involved in providing a Canadian 
version of the app that will have such a positive impact on Canadians who are Deaf-
Blind. 

43. Deaf-Blind Canadians will not accept being left in the pitch black dark when it comes to 
telecommunications. CRTC needs to seriously consider this. 

44. Canadian National Society of the Deaf-Blind thanks the CRTC to allow for the sharing 
of deaf-blind perspective, by allowing us to participate in this proceeding. 

If the CRTC has any questions that appear to be left unanswered, please do not hesitate 
to ask the CNSDB. 

Respectfully Yours,  
 

 

Megan McHugh, President    
Canadian National Society of the Deaf-Blind (CNSDB)  

Cc: Bradley Gaudet, CRTC 
Nanao Kachi, CRTC 
Lisa Anderson-Kellett, Chairperson, Deaf Wireless Canada Consultative Committee 
(DWCC) 
Frank Folino, President, Canadian Association of the Deaf - Association des Sourds du 
Canada (CAD-ASC)  
Michael J. Stewart, Data Analyst, Deaf Wireless Canada Consultative Committee (DWCC) 
Jeffrey Beatty, Technical Consultant, Deaf Wireless Canada Consultative Committee 
(DWCC) 
Lui Greco, Canadian National Institute of the Blind (CNIB) 
Anthony Tibbs, Media Access Canada (MAC) 
Gary Malkowski, Canadian Hearing Society (CHS) 
Devin Currie, Maple Communications, Inc.  
All parties in CRTC TNC 2017-33 proceeding 
 

https://www.freedommobile.ca/docs/default-source/default-document-library/ip-relay-service-application.pdf
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*** END OF DOCUMENT *** 
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