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Executive Summary 

 

National Administrator of NG9-1-1 

In our joint  interventions for the TNC 2016-116 hearing, we have suggested for there to be 

a national administrator of NG 9-1-1, which is in line with several other parties, such as: 

PIAC, Calgary 9-1-1, Canadian NG 9-1-1 Coalition of the Willing, CITIG, NPF-COSCO-PIAC 

and Shaw. 

 

Funding Mechanism(s) 

To make such an overhaul of the 9-1-1 system happen realistically, many parties suggested 

a funding mechanism. DWCC, CAD-ASC and CSNDB supports this, and leaves the decision 

of the form of funding mechanism to those who know more about the workings of such 

features. We do maintain the importance of there being funding available, perhaps through a 

TAF, for improving the DHHDB community’s understanding of the 9-1-1 system, as changes 

occur. 

 

While parties have different concepts of how a national administrator of NG 9-1-1, a national 

phone application for 9-1-1 and funding mechanisms would be created, several groups as 

listed above support the implementation of similar NG 9-1-1 management. 

 

Inclusiveness 

There should be representatives from various accessibility community groups in working 

groups, boards, administrative groups and so on regarding telecommunications and wireless 

services. These representatives have lived experience to offer insight into decision-making, 

to ensure all accessibilities are considered in the design of the NG-911 system.  

 

People with disabilities and community groups participating in this hearing, can assist the 

CRTC in making decisions, to ensure services and products are accessible. This places 

accessibility as a forethought rather than an afterthought in the NG-911 system and is called 

an Accessibility Lens: http://www.deafwireless.ca/index.php/terminology/accessibility-lens/  

 

Phone Application 

For ease of use for the DHHDB (Deaf, Hard of Hearing, and DeafBlind) community, we have 

suggested creation of a national 9-1-1 phone application. E-Comm, Calgary 9-1-1 and PIAC 

(to name a few) were also in favour. 

 

While parties have different concepts of how a national administrator of NG 9-1-1, a national 

phone application for 9-1-1 and funding mechanisms would be created, several groups as 

listed above support the implementation of similar NG 9-1-1 management. 

 

Position on NG-911 Issues  
 

For clarity’s sake, where necessary, the joint parties have included transcript portions to 

show our position on the common issues raised throughout the hearing.  

 

http://www.deafwireless.ca/index.php/terminology/accessibility-lens/
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Text with or to 9-1-1? 

 

We would like to clarify the terminology between Text to 9-1-1 and Text 9-1-1/ Text with 9-1-

1. The terminologies appear to be utilized interchangeably during the hearing, while the 

CRTC does use them appropriately. The difference to us is quite significant, and we need to 

ensure other involved parties understand this difference.  

 

Text to 9-1-1 indicates that an individual can text 9-1-1 directly, and receive a response, 

without having to register. Text 9-1-1/ Text with 9-1-1 represents the current clumsy, 

ineffective, life-endangering system that exists, where a DHHDB or speech impaired 

individual has to register before the service is used, and call 9-1-1 before they are able to 

text with an operator or PSAP. 

 

Voice Requirement to Contact 9-1-1 

 

While Commissioner Menzies was clear at the hearing about there not being a voice 

requirement to contact 9-1-1, the DDBHHSI community receives mixed messages from 

various websites. We are aware that any phone with a battery, and any landline can call 9-1-

1 in case of emergency, as long as they live in an area where 9-1-1 services are provided.  

 

It is reality that not all DHHDB people realize they can pick up any phone and call 9-1-1 

because while hearing people are told from a young age, “call 9-1-1 in case of emergency”, 

deaf are not told the same, because up until recently, there was no possible way to place 

that call. This creates confusion, because without many learning this, they are unaware of 

the ability to place a call and leave it hanging. The DHHDB community may fear it is treated 

as a pocket dial, or take longer to receive assistance. 

 

With this said, the information is not presented clearly in terms of T-9-1-1 protocol on WSP’s 

websites and on Textwith911.ca. Images of examples from Textwith911.ca and various 

WSP websites are provided in Appendix B, to display where the confusion stems from. 

 

Concerns with Two Minutes Delay 

 

4702 COMMISSIONER MENZIES: Sorry, can I just -- I don’t like interrupting. 

There is not a two-minute delay. There is a two-minute time period within 

which you should get a response. When you place a call, right, you do have to 

-- the call initiates a text conversation which will be initiated from the PSAP. 

And it will ask you for information and you will go back. 

4703 There is not a mandatory -- there could be a delay of up to two minutes -

-- 

4704 MS. ANDERSON-KELLETT (by interpreter): Right. 

4705 COMMISSIONER MENZIES: --- but there is not a two-minute waiting 

period which most people will experience. 

4706 I just -- the reason I want to make that clear is because if people believe 

that they will have to wait two minutes, that that’s going to be the time that 
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they wait, they will not sign up for this. They will not make the calls and 

someone may get badly hurt. 

- CRTC Commissioner Menzies, Transcript January 19, 2017 

 

 

CAD-ASC, CNSDB and DWCC would like to clarify, we are in agreement with 

Commissioner Menzies after reading the transcripts, as we realize part of our message was 

lost in translation due to the sign language interpreters. While communicating in sign 

language may have been mis-translated, we do understand that there is up to a two-minute 

wait (and not all should experience a full two minutes), and it is not a delay, so to speak. 

 

We are also in agreement with Commissioner Menzies on being clear about what the two 

minutes means, to the DHHDB community. No one wants to see a person badly hurt due to 

miscommunication, which is why our three groups, CAD-ASC, CNSDB and DWCC would 

like to point out that there are wording on several wireless company’s website that indicates 

there is a two minutes wait time. This information is unclear and should be rectified for 

clarity including clear plain language in English and French and the need for ASL and LSQ 

videos to be created, and to work with other in community outreach. The CRTC and 

participating parties can find examples of these instances that we have found on websites  

in Appendix C.  

 

Administrator and Funding  
 

National Administrator of NG 9-1-1 

 

1618 Therefore, we believe the next-gen 9-1-1 administrator could and should have 

a role in implementing reliability and quality of service standards, privacy rules, and 

other obligations. It could undertake inspections and audits on reliability or the need 

for service improvements in specific markets or regions. 

1619 It should have a role in managing allocation of next-gen 9-1-1 funding. The 

administrator could prepare a budget or approve budgets and applications for 

funding made by the next-gen 9-1-1 operator or operators. 

1620 And it should have a role in acting as the main next-gen 9-1-1 point of contact 

and coordinator for TSPs, PSAPs, public agencies, and emergency responders. 

Other parties have also emphasized the need for a central, independent entity 

dedicated to 9-1-1 administration, albeit perhaps with different functions or 

mandates. 

1621 Regarding governance, we note the Board of the Canadian Administrator of 

VRS is composed of directors selected by deaf and hard-of-hearing stakeholders, 

TSPs, and independent directors. We would, at this stage, support a similar 

constitution of the Board of a national next-gen 9-1-1 administrator. 

- NPF-COSCO-PIAC  “The Coalition”, Transcript, CRTC Hearing January 17, 

2017 

 

It is our joint perspective that such governance for NG-911 structure be similar to the already 

established Canadian Administrator of Video Relay Services (CAV, Inc.), but we would like 

to note that also a similar structure exists with the Broadcasting Accessibility Fund (BAF), 
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where representatives from different accessibility groups are board members. We are okay 

with what decisions the CRTC makes for an administrative body but we would like to see it 

mandated that the governing body has representatives of accessibility groups in its board or 

governing structure. 

 

DWCC, CAD-ASC and CNSDB agree that representatives from our accessibility community 

groups on these kind of working groups, board governance, administrative groups, as these 

representatives will offer their lived experience and insight into the decision-making at the 

same level, to ensure an accessibility lens are considered in the design of the NG-911 

system. It is apparent that decision-making regarding accessibility groups has been made 

as afterthoughts rather than forethought and this has led to costly cataclysmic systemic 

dysfunctions. The joint parties would like to assist in ensuring that these kinds of scenarios 

do not happen again. After all it is the wise man, Tom Wheeler, past FCC Chairman, who 

said: “Accessibility must be a first thought, not an afterthought" (2015). 

 

Accessibility Funding  

 

Yet, concurrently, provisions need to be made for such an accessibility fund for the 

Telecommunications industry.  Funding is very critical and essential at this stage to rectify 

the confusion that came about as a result of unclear promotions of the system with mobile 

devices and services with the Text with 9-1-1 systematic design. Videos need to be re-

produced, and there definitely needs to be a strengthening of clarifications and more 

consistency among wireless service provider websites with the instructions of the 

registration process.  

 

Accessibility groups need to be paid consultants in advising, designing, and 

implementing a public education strategy in partnership with PSAPs and connecting local 

Deaf community members to the PSAPs.  It has to be done as a form of keeping messages 

consistent until NG-911 technology is rolled out.   

 

DWCC, CAD-ASC and CNSDB can certainly consult and advise on re-producing 

some videos to make it accessible for all DDBHHSI. There are currently two different video 

productions, with an either/or. One video has captions and graphics with step by step, and 

the other only has ASL or LSQ.  Need to have a way to merge the both for an integrated 

video education experience. Between members of CAD-ASC, DWCC, combined, there are 

over 30 years of video production and post-production experience, so they are well-qualified 

to be consultants, with the assurance of inclusivity of DeafBlind accessibility.  Funding is 

required for such an effort to rectify the confusion immediately. 

 

Once the public education strategy is established, and successful, this strategy can 

be used as a model for the NG-911 rollout, to ensure the mistakes are not repeated, 

ensuring seamless rollout, with non-existent confusion. 

 

Summary - Administrator and Funding 

 

NG-911 administrator has to be responsible to coordinate the the awareness campaign for 

this next generation system, and since this change into a new 9-1-1 platform will affect 

accessibility groups, representatives from the DHHDB communities need to included in the 

http://www.deafwireless.ca/index.php/terminology/accessibility-lens/
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decision-making body, with the administrator level governance model. Meanwhile a solution 

must be proposed to address the current confusion with the Text with 9-1-1 system, with a 

public education strategy that is inclusive of the DHHDB community members, with ASL and 

LSQ for our language access for all. 

 

Public Awareness and Rollout Issues 

 

Roll-Out of Text with 911   

 

2086 From our perspective, a lack of national coordination made the rollout of T9-1-

1 for deaf and hard-of-hearing across Canada a difficult experience both for the 

users of the service and for the PSAPs providing the service. 

 

2087 We introduced it in March of 2014 but today, nearly 3 years later, T9-1-1 is still 

not fully rolled out by primary and secondary PSAPs and the awareness and 

utilization of the service is also quite low as a result of fragmented and 

uncoordinated efforts at public communication and also because of certain 

limitations with the service. 

- NPF-COSCO-PIAC  “The Coalition”, Transcript, CRTC Hearing January 17, 

2017 

 

In response from NPF-COSCO-PIAC: “The Coalition”, and E-Comm, Emergency 

Communications for British Columbia, the DWCC, CAD-ASC and CSNDB are in agreement 

that there was a lack of national coordination of the rollout of Text with 9-1-1 and we can see 

how difficult it has been with the enlisting of the wrong groups for testing. To specify what 

we mean about this, it appears that only the audio-visual and medicalized disability groups 

such as Canadian Hearing Society and the Centre Québécois de la Déficience Auditive 

(CQDA), were enlisted and consulted for the Text with 9-1-1 testing and programs. No Deaf 

organizations, such as Canadian Association of the Deaf - Association des Sourds du 

Canada, representing sign language users, were enlisted to help with the trial and to provide 

sign language users’ input on the process with the Text with 9-1-1. 

 

DWCC, CAD-ASC and CSNDB believes that including the ASL and LSQ groups in the 

beginning would have a different result with today’s Text with 9-1-1 systematic set-up. It is 

just like it was an “afterthought,” to ask groups like ours, and to put it mildly, a cataclysmic 

error.  Yet, what we have to do is resolve to step back and problem-solving by collaborating 

and working on an education and public education strategy that is inclusive of all groups of 

DDBHHSI. The CRTC needs to call on the CWTA to re-engage its Wireless Accessibility 

Committee (CWTA-WAC) group to meet and work on this strategy with extra funding for 

public education including video productions as a means of resolution. CAD-ASC, DWCC 

and CNSDB should all be invited to this working committee to move forward. 

 

With this note from the transcript, this day forward, our joint groups are committed to 

assisting, collaborating and ensuring that NG-911 groups do not make the same 

afterthoughts again, with our inclusion. This is why our jointly groups would like to see such 

an administrative body for the NG-911 to be mandated similar to the governing model of 

either the existing Canadian Administrator of Video Relay Services (CAV) or the 

Broadcasting Accessibility Fund (BAF). We strongly believe that the NG-911 governance 
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body must include DDBHHSI representatives from sign language accessibility community 

groups such as CAD-ASC, DWCC, and CSNDB. 

 

THE CHAIRMAN: Can we learn from that rollout? Perhaps we should have done 

pilot projects before rolling it out more broadly. 

2334 MR. WEBB: Yeah, I mean, there were some issues with the technical 

capability. I think the bigger issue was just that it wasn’t coordinated and well 

communicated, and the support from the CWTA was not the greatest as far as this 

registration process and that sort of thing, right. So it was really more the 

operational parts of it that -- and I suppose a pilot maybe could have addressed 

some of that. 

- E-Comm, Emergency Communications for British Columbia, 

Transcript, Hearing January 17, 2017 

 

In regards to trials and testing, DWCC, CAD-ASC, and CNSDB found that members really 

strongly prefer to have an opportunity to “test” to ensure  that Text with 9-1-1 is really 

working, to have some kind of an “echo number” to call, much like that is available with the 

VRS app.  Many feel unsure about whether the Text with 9-1-1 actually really works. There 

is a widespread lack of confidence that Text with 9-1-1 actually works. The uncertainty 

creates stress and anxiety for many of these individuals. Please see Appendix D of our our 

survey report “Rede(a)fining Accessible 9-1-1: Saving Lives: A Survey Analysis Report 

Examining Deaf Hard of Hearing and DeafBlind Issues Version 2,” in Appendix D (Page 10) 

for the comments from the forum that will illustrate the issues. 

 

Text to 9-1-1 

 

Our joint national organizations find it interesting to observe that the cities of Toronto and 

Montreal have preferred to migrate over to the direct Text to 9-1-1 system rather than the 

Text with 9-1-1 system design as a means to reduce the confusion and time it takes for 

responses between the caller and the dispatcher.  

Our collective national groups would like to leave the Commission with one question, is it 

remotely possible to migrate from the Text with 9-1-1 systematic set up to a direct Text to 9-

1-1 system that would be more efficient and allay the concerns of not being able to test if it 

works, and all the confusion around registration requirements? Is it possible to seek a 

compromise made for the current system design? As Nelson Mandela once said: It always 

seems impossible until it's done.  

 

Community Education and Public Awareness 

 

2414 MS. ARITA: We -- primarily from a disability perspective, our challenges have 

been around the deaf and hard of hearing and speech impaired...  

 

2416 There was quite a bit of confusion from the community, and we did do quite a 

bit of outreach, as far as attending town hall meetings, having members come into 

our centre and demonstrating the process. And there was a lot of confusion from the 

community in terms of how the service worked, where it was available, why they 

couldn't just simply Text-to-9-1-1.  
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2418 THE CHAIRMAN: Right. 

 

2419 MS. ARITA: So it was a little bit of a learning or an education process for this 

community. So again, you know, public education, I think, is going to be key rolling 

out any other new type of service, and ensuring that there is some uniformity across 

Canada. 

 

- E-Comm, Emergency Communications for British Columbia, 

Transcript, Hearing January 17, 2017 

 

One of the members of DWCC, specifically the Chairperson, was actually from one of the 

agencies (Deaf, Hard of Hearing, and Deaf-Blind Well-Being Program (WBP) that enlisted 

the E-Comm, and its partner, Western Institute of the Deaf and Hard of Hearing (WIDHH) to 

do Text with 9-1-1 workshops, and hosted up over 5 sessions for their community groups in 

different settings, several times for senior citizens, a couple for Youth, and a couple for a 

drop-in coffee group, and one for the general Deaf community.  Each time there was a 

workshop, there were always a barrage of questions and a need to repeat and re-clarify 

things.   

 

It is key to have a Deaf presenter, co-presenting with a PSAP representative presenting, just 

as E-Comm role modeled by having a Deaf community representative from another agency, 

the Western Institute of the Deaf and Hard of Hearing (WIDHH), partner up with for the 

public education sessions.  What DWCC Chairperson observed was, the workshop sessions 

were too short, and the presenters left, and the staff of the agency, who happened to be the 

Chairperson ended up extending the education session by showing videos and actually 

doing one-on-one registrations for each of the clients wishing to be registered for Text with 

9-1-1.  

 

The show-how, the hands-on is where people have the greatest benefit and leave the 

workshops satisfied. Just talking to them doesn’t do justice. Showing them is the best 

solution, hands-on opportunity  is the best learning tool.  

 

This is exactly why we are here participating in the proceeding, we have the experience, we 

are qualified, to give an example, the Chairperson has 18 years of coordinating and 

providing community education while the rest of the CAD-ASC, DWCC, and CNSDB team 

all personally know what works and what doesn’t, after all we are deaf, hard of hearing and 

deaf-blind members of our respective communities. With this, after all we know our 

Community well, we know the makeup of each of our local Deaf communities, the literacy 

levels, the numbers of Seniors, the new immigrants, and students. Committee members  

know our community, they know their audiences, they know know what the clients need to 

have a fully enhanced community education experience.   

 

We recommend as follows:  

 

1) that a Deaf presenter partner up with a PSAP presenter and  

2) Each community education session to have actual sit down hands-on opportunities for 

people to orient to the Textwith911.ca website or the PSAP website, and if the people are 
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not already registered, the Deaf presenter provides assistance to actually register to make 

the education session successful. 

3) Accessibility groups such as Sign language users from CAD-ASC, DWCC and CSNDB to 

be on the EWSG working group that will allow to work and coordinate the public outreach 

education to Deaf community across Canada.  

 

Wireless Companies Websites 

There are concerns about WSP’s website showing disparities in their information as we 

have reviewed through the textwith911.ca website and we found the following websites did 

not have any reference back to the Text with 911 website:  

● Rogers 

● CityFone  

● Eastlink 

● Primus 

● Talk & Save 

● 7-11 SpeakOut 

● Talk & Earn 

 

There were some quite surprising discoveries, websites were found to be way too wordy 

that not even a person with English as a second language, or Deaf person, would 

understand the language being written on the web page. Plain language in less words, and 

a bulleted list is recommended. 

We have included one example of a discombobulated webpage in Appendix D. 

DWCC, CAD-ASC and CSNDB requests that any WSPs should consult with us before 

publishing such as information on the WSPs website. Some simple remedies we offer are 

ASL and LSQ videos translating the corresponding information on the webpages. 

As stated in previous interventions and reports, CWTA’s website also needs fixing up for 

accessibility reasons, with the DeafBlind finding it completely inaccessible.  

With this said, the information is not presented clearly in terms of T-9-1-1 protocol on WSP’s 

websites and on Textwith911.ca. Images of examples from Textwith911.ca and various 

WSP websites are provided in Appendix B, to display where the confusion stems from. 

 

From TTY to 21st Century Technology for 9-1-1 Access 

 

TTYs 

 

2734 COMMISSIONER SIMPSON: Have you got, in your standards, anything that 

references how long you’ll continue to support TTY? 

 

2735 MR. RENFREE: No, we don’t at this time. 

 

- E-Comm, Emergency Communications for British Columbia, Transcript, 

Hearing January 17, 2017 
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First, there are a quite a number of TTY users in the Lower Mainland, many being either 

senior citizens who cannot do without what they are familiar with, not keen on new 

technologies, and the Deaf-Blind that use access to 9-1-1 via use of a connecting braille 

machine due to full sight loss. The senior citizens and Deaf-Blind are the primary two groups 

that are not keen on the “death of the TTY,” as elaborated by the representative from 

CNSDB in this Submission’s Appendix A.  

 

Real Time Text (RTT)  

 

Gary Malkowski, of the Canadian Hearing Society (CHS), showcased Real Time Texting 

(RTT) as an up and coming technology, with a video describing RTT. This potential RTT 

technology may impact the design of the NG-911 and there may be a need to integrate and 

align the NG-911 platform with the RTT platform so that the system design is fully 

accessible. But yet, before all of this be a test phases such as Alpha and Beta testing must 

take place, that include DeafBlind before any such plans for RTT takes place. It is very 

important to really ensure that RTT is accessible for even the DeafBlind before going 

forward. For further introspection from CNSDB, please see Appendix A. 

 

 Text to 9-1-1 

Instead of the cumbersome registration-style Text with 911 set up, Deaf community 

members, along with members of the general Canadian society, will appreciate the ability 

to have photo and video sending over Multimedia Messaging Service (MMS) but we would 

like the Commission to take note of a new enhanced feature, the Multimedia Messaging 

Emergency Service (MMES). We support that NG-911 allows for video and photo sending 

over MMES. For a bit of an explanation, MMES will allow for simultaneous use of pictures, 

videos, text and voice between an emergency caller and a PSAP. However, it is to our 

knowledge that ATIS MMES standards are not yet completed and therefore an MMES 

solution is not likely to be available from all carriers for several years. This works out 

because during this proceeding, all parties were in agreement it may take up to ten years 

for the transition to NG-911 and by then, MMES systems will be more commonplace. We 

support that NG-911 allows for video and photo sending over MMES.  

We believe upgrades to the system needs to include direct communication with all 

dispatchers, and should be implemented with the capabilities of the following:  

1) sending photos 

2) sending video clips 

3) live video streaming  

4) GPS-locator capability and  

5) pre-inputted information such as some preliminary required medical information or   

    self-identification (DeafBlind and the required accessibility needs) 

6) simple universally recognized icons 

 

This system would allow for greater visual communication, with the sending of photos or 

videos as an option so that visual identification of the emergency situation is clearly 

described or visualized and by the dispatchers, can be communicated with the emergency 

personnel, via the dispatcher.  

https://en.wikipedia.org/wiki/Multimedia_Messaging_Service
https://www.apcointl.org/resources/next-generation-communications-systems/text-to-9-1-1.html
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We recognize the efforts and provision for improving the accessibility for 9-1-1 networks 

where it requires extensive collaboration with different government agencies in the province 

as well as local PSAPS that dispatch the emergency responders. However, we would like to 

see more accountability on the accessibility for Deaf, Hard of Hearing and DeafBlind people 

across Canada that will involve major stakeholders and its management of Canadian 9-1-1 

networks.  

This is the best way to provide functional equivalency for Deaf, Hard of Hearing and 

DeafBlind people in Canada in light of any emergency situations where the responders 

can be able to arrive the scene in a timely manner. Not only this, we encourage the 

innovation and development of simplified and visual apps that are available in popular 

smartphone devices to meet a wide range of DHHSI consumers.   

Text with 911 App  

 

Parties such as E-Comm, Calgary 9-1-1 and PIAC, to name a few during this 2016-116 

proceeding are in support of a 911 app. Our joint parties are pleased to see this however we 

have some concerns that need to be brought to light. We have seen that mobile apps hold 

great potential. Text GPS to 911 apps may eventually benefit from these tools, but 

considerable work remains to protect the Accessibility public and the integrity of the 

emergency response system.  

 

The PSAPs could deploy "Text GPS to 911" with slogans like, “Call if you can, Text if you 

can’t.” The public safety community will need to educate the public and manage 

expectations to ensure that the potential benefits of Text GPS to 911 apps are realized in a 

way that minimizes the inherent risks. Save more lives for everyone! 

 

It’s also worth considering that the delivery of automatic location information to PSAPs 

becomes most critical when a DDBHHSI caller cannot report his or her own location. Thus, 

user correction would only be useful for 9-1-1 in a narrow set of circumstances.  

 

DWCC has been an advocate to support Text 911 + GPS apps for communication direct to 

the to 9-1-1 Dispatcher. For the reason that the specific Text 911 + GPS apps support and 

benefit for Deaf, DeafBlind, Hard of Hearing, Speech Impaired (DDBHHSI) users with the 

ability to confirm and send final Text 911 + GPS message directly to 9-1-1 Dispatcher. The 

response time is much quicker, with a ten second response time.  

 

For this reason, we would prefer to have our Text GPS to 911 apps send a text message 

with an automatic GPS locator address directly to the 9-1-1 PSAP. The location information 

is embedded in the text message.  We do not want to see the PSAPs with delays in locating 

our 911 calls with their triangulation technicalities. The reality is that PSAPs cannot locate 

our 911 calls with a 50M to 300M margin of error. Instead, we need the stock aGPS locator 

information to send exact GPS locator addresses to have the PSAP to find us. Text GPS to 

911 apps can utilize the devices’ native location data directly to 9-1-1 Dispatcher. 

 

We would much rather carry our Text GPS to 911 apps on our smartphones for use since 

this would foster a sense of independence and worry-free communication. Especially with 
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the DeafBlind who rely on GPS technology as they often can’t explain where they are. This 

would save lives. 

 

It is CAD-ASC, DWCC and CNSDB’s view that CRTC to implement and collaborate with 

existing resources such as the FCC’s Accessible Communications for Everyone, or (ACE) 

https://www.fcc.gov/ace with regards to Text GPS to 911 technologies. They can learn from 

FCC’s ability to fund such Accessibility apps for DDBHHSI and for anyone in Canada. 

 

Additionally, it is since we participated in this hearing that we have learned there are paid 

revenue subscription app 911 application developers who are generally hearing people 

taking advantage of accessibility groups and not integrating their experiences in the 

development of such apps. Rapid SOS is such, a Boston-based app company in the 911 

industry that provides a platform that enables consumers to connect immediately with 

emergency services utilizing its “one touch” application.  While the app is great in concept, 

we like the idea of the app, but we do not support the motivation behind the app.  

 

Third party, non-legit apps can be dangerous in the aspect of its “additional features,” for 

example notifying a predefined list of individuals that the caller connected to 9-1-1 and their 

last known location. The natural instinct of someone who is alerted that a friend or loved one 

is in need of emergency assistance and their location, is to go to the location to check the 

individual. It just sends a message of unnecessary panic and our concern is the wellbeing of 

everyone involved. Also to the impact to the first responders and more individuals placing 

themselves in a dangerous situation. We are also concerned about the impact to the PSAPs 

from receiving additional phone calls inquiring about the situation and seeking information 

about why their contact reached out to 9-1-1. For this reason, that app we do not support 

due to the interfering 911 caller. Thus, we do not support paid revenue subscription 911 

apps. Our groups are very concerned that the marketing claims of some app developers are 

often misleading, uninformed, and even dangerous. 

 

We ask the CRTC to be leery toward paid revenue subscription 9-1-1 apps and go for 

genuine accessibility apps, that include people with disabilities from the development to 

testing phases. Support the accessibility groups’ economy. There are quite a few skilled and 

experienced people out there, as evidenced by the Neil Squire Society. This, we can enlist 

them for assistance and use the people who have the expertise at the sametime fully 

understand the challenges. This is a perfect example of the Accessibility Lens approach. We 

would also really appreciate to support DDBHH people in this development and testing 

phase. It is our recommendation that CRTC enlists the assistance of Gallaudet’s 

Technology Access Program (TAP), the team which developed and tested the Real Time 

Text (RTT) technology, they are the leaders in testing for Deaf, hard of hearing and Deaf-

Blind technologies.  

 

We ask that the CRTC, the ESWGs and the PSAPs agree to have thoroughly tested, 

marketed Text GPS to 911 smartphone apps to the Accessibility public without false 

assertions or assertions that the app should replace a traditional voice call to 9-1-1 in an 

emergency.  We support the testing and development of such apps and then the integration 

of such an app with Real-Time Text (RTT) with NG911 technologies. Therefore, DWCC asks 

the CRTC Commission to undertake a proceeding to ensure Text GPS to 911 apps are 

reliable, safe, and meet the needs of DDBHHSI consumers.  

https://www.fcc.gov/ace
https://techcrunch.com/2015/06/03/rapidsos/
http://www.deafwireless.ca/index.php/terminology/accessibility-lens/
https://tap.gallaudet.edu/
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General Issues and Concerns 

 

Privacy Concern  

Many parties during the public hearing discussed privacy issues with health information. It 

is our position that as long as the app has an opportunity to review terms and conditions, 

and to click that they agree to consent of using photos or videos from within the app, then 

privacy issue is on the patient and not on the health service provider.  We see the sharing 

of such information as more of a benefit for the first responders to know what to expect, for 

example, that the caller is DeafBlind and what they need for accessibility. 

Conclusion 

As we wrap up our participation in this hearing, it is our plea that it is imperative to keep this 

in mind, Accessibility must be a first thought, not an afterthought,” (Tom Wheeler, FCC 

Chairman, source). 

It appears impossible to overhaul the Text with 9-1-1 set up, as it is already out there and it 

is still rolling out in some geographic locations and instead regroup, re-examine and 

establish a public education and awareness strategy until new technologies are made 

possible starting with Text to 9-1-1 apps with GPS capability, and the integration of RTT 

technologies. The priority needs to be focused on resolving current accessibility issues, and 

concurrently developing, testing, and implementing new technologies as solutions during the 

transition to NG9-1-1 implementation.  

 

This will require working together, the innovation and the collaboration of accessibility 

groups including DDBHHSI representatives, with all levels involved in 9-1-1 systems, from 

municipal, provincial governments, 9-1-1 networks, PSAPs, all the way up to the 

Emergency Services Working Group at the federal level.  Inclusion of accessibility from the 

beginning is an essential ingredient to the success of such an intricate and universal  

systematic design that directly impacts accessibility groups such as ours. 

Our three national organizations are here, we are willing, we are available to work together, 

and we will be pleased to liaise with the TAP at Gallaudet, and assist in recruiting an 

appropriate number of Canadian alpha, beta testers on Text with 911 with GPS capability 

smartphone apps and Real Time Text (RTT) as we have a wide reach to Deaf Hard of 

Hearing and DeafBlind communities across Canada. Representation and collaboration 

should not originate from provincial organizations but rather national organizations with 

wider reaches. 

Our three organizations implore and emphasize that such intensive consultation and 

inclusion be made with groups such as ours as a form of prevention of cataclysmic system 

design flaws.  

Representatives from accessibility stakeholder groups such as CAD-ASC, DWCC, and 

CSNDB must be made a part of the NG-911 administrator governance body, with its 

structure similar to the CAV, or BAF. Other representatives need to come from the ESWG, 

Public Safety Answering Points (PSAPs), Telecom Service Providers, CWTA, 9-1-1 

Industry specialists, and First responder groups: police, ambulance and fire departments so 

https://apps.fcc.gov/edocs_public/attachmatch/DOC-336447A1.pdf
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that all perspectives are included in the system design as well too. A seven to nine-member 

of an administrative body is recommended for such a critical system design of NG-911.  

This NG911 Administrator will be required to address accessibility issues on future NG-911 

technologies and to find solutions such as the implementation of the direct text to Text with 

9-1-1 for ensuring that each group have their inputs in making decisions together and to 

ensure that equal accessibility are provided to all customers.  

At the same time, we cannot emphasize the importance of the establishment of a 

Telecommunications Accessibility Fund (TAF) to resolve the current issues around funding 

and projects that would benefit the accessibility groups around community education and 

public awareness to clarify Text with 9-1-1 and registration. This TAF would be a great 

source for also grant funding and oversee projects that develop, and test new 9-1-1 apps 

and RTT among all accessibility groups.  

 

Our national groups will be pleased to assist in recruiting alpha, beta testers as we have a 

wide reach to Deaf Hard of Hearing and DeafBlind communities across Canada. This 

consultation will be required in order to move forward to have an enhance public education 

program and we would like to re-emphasize our view that ultimately this inclusive 

collaboration process, of working together, will result in a great investment for saving lives 

and promoting the health and safety of the Deaf, Hard of hearing, Deaf-blind, and will be 

inclusive of DeafBlind and other persons with cognitive challenges, not to exclude a great 

many other people who may prefer “silent” 9-1-1 calls, The effort will be very much worth 

considering to include us than exclude us. Inclusion of accessibility groups with CRTC will 

prevail in working together to make greater things possible. 

 

It is also imperative that more accessibility group representatives from groups like our three 

national organizations be immediately included by invitation to participate in the current 

CRTC Emergency Service Working Group (ESWG) as well as the CWTA’s Wireless 

Accessibility Committee (WAC) that has not met for the past three years and it needs to be 

reassembled to address current issues and have accessibility designs reviewed. This is a 

critical time, time is of the essence.  

 

No policy should be decided by any representative without the full and direct participation of 

members of the group(s) affected by that policy: 

 

Nihil de nobis, sine nobis (Nothing About Us Without Us)  . 

 

 

 

 

 

 

 

 

 

 

https://en.wikipedia.org/wiki/Nothing_About_Us_Without_Us
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Appendix A:  DeafBlind Perspective 

 

Comments for CRTC related to NG 9-1-1: Megan McHugh, 

President of the Canadian National Society of the Deaf-Blind 

provided these issues from a deaf-blind perspective, 

accessibility AND usability are an ongoing concern as 

technology evolves.  
 

1. Regarding TTYs, it is true that they are “old technology”. 

Some talked about aiming to phase out TTYs by 2021, the 

same year the Americans are aiming for. The United 

States is significantly ahead of Canada in its development 

of Text 9-1-1 and various relay systems. Canada needs to 

build fully accessible and usable Text 9-1-1 and relay 

systems and improve existing systems before starting the 

process to phase out TTYs. For many people who are 

deaf-blind, TTYs may be the main option they have for 

communication, to access 9-1-1 and relay services. While 

the deaf-blind may be a relatively small population, we are 

also much more vulnerable than either the deaf or the 

blind. 

 

2. IP Relay is inaccessible or very difficult to use for those 

who are more severely deaf-blind. Real Time Text (RTT) 

hasn’t been released yet and there is how accessible and 

usable it will be until people who are deaf-blind have the 

opportunity to test it in real world situations.  VRS also 

needs improvements in order to make it more usable for 

people who are more severely low vision. 

 

3. All of the relay methods need to be designed to be 

customizable, to enable users to adjust elements such as 

font sizes and colours, background colours, and screen 
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layouts of how components are displayed, to suit their 

individual needs. 

 

4. Sometimes there is an unfortunate tendency for 

technology to become less accessible and / or less usable 

when it becomes “more advanced”. It is essential that 

there be appropriate consultation with people who are 

deaf-blind and organizations that are run and operated by 

the deaf-blind, who are equipped to speak on behalf of the 

deaf-blind. It is very easy for people to step forward and 

claim that they know what the deaf-blind need, when in 

reality, they are only speaking to what works for them 

personally and may not be as knowledgeable of the needs 

of others. As such, there must be thorough consultation to 

ensure that the technology can be effectively used by 

everyone. There is no “one size fits all” and the 

technology needs to be built in ways that it is adaptable to 

meet the needs of the users. 
  
 

 

 

 

 

 

 

 

 

 

 

 

 

 



17 

Appendix B: Screenshots with “Voice required” 

 

Videotron:  

 

 
 

https://www.videotron.com/client/residentiel/t911/secur/inscriptioninput.action?/&locale=en 

 

Rogers: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.videotron.com/client/residentiel/t911/secur/inscriptioninput.action?/&locale=en
https://www.videotron.com/client/residentiel/t911/secur/inscriptioninput.action?/&locale=en
https://www.videotron.com/client/residentiel/t911/secur/inscriptioninput.action?/&locale=en
https://www.rogers.com/web/T911.portal?_nfpb=true&_windowLabel=portletInstance_1&portletInstance_1_actionOverride=%2Fportlets%2Fcommon%2Ft911registration%2FsubscribeT911service&_pageLabel=T911_portal_registration_page
https://www.rogers.com/web/T911.portal?_nfpb=true&_windowLabel=portletInstance_1&portletInstance_1_actionOverride=%2Fportlets%2Fcommon%2Ft911registration%2FsubscribeT911service&_pageLabel=T911_portal_registration_page
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Appendix C: Screenshots with the “two-minute wait” 

 

Videos 

 

English 

 

 
 
French 
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ASL: 
 

 
 
 
 
LSQ: 
 

 
 
Bell Canada: 
  
http://www.bell.ca/Accessibility_services/T911 

 

 

http://www.bell.ca/Accessibility_services/T911
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Virgin Mobile:  

http://www.virginmobile.ca/en/support/t911.html  

 

Telus: 

 

 
http://www.telus.com/en/ab/support/article/text-911?lang=en&prov=ab  

 

 

 

 

 

 

 

 

 

 

http://www.virginmobile.ca/en/support/t911.html
http://www.telus.com/en/ab/support/article/text-911?lang=en&prov=ab
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Appendix D: Literacy check on WSP websites 

 

This screenshot is from Public Mobile, we find it to be quite wordy and long and not 

in a plain language that is friendly for our DDBHH  community members.   

 

ASL and LSQ videos would need to be integrated in the site to provide clarity and a 

much more simplified plain language. 

 
source: http://productioncommunity.publicmobile.ca/t5/Phones-Hardware/What-is-T911-service-911-

Text-service/m-p/63#M8 

 

 

 

 

 

http://productioncommunity.publicmobile.ca/t5/Phones-Hardware/What-is-T911-service-911-Text-service/m-p/63#M8
http://productioncommunity.publicmobile.ca/t5/Phones-Hardware/What-is-T911-service-911-Text-service/m-p/63#M8
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Appendix E: Clarifications on VRS 

 

Video Relay Service Registration  

 

CAD-ASC would like to clarify on these comments about VRS registration during this NG-

911 hearing were not in the scope of the proceeding. To re-iterate what was mentioned on 

record, there should not be any concern. SRV Canada VRS has only been operating for five 

months to-date. According to the CRTC Telecom Regulatory Policy 2014-659, the Canadian 

Administrator of the Video Relay Service (CAV) is responsible for mandated public outreach 

and educational programs. 

 

Keeping this in mind, there was a job posting looking for community relations specialist 

position in December 2016, and it is our view that whoever successfully gets this position 

will be solely responsible for marketing, social media, and community outreach.  

 

It is very clear that the reason for this delay was to ensure that the working parts of SRV 

Canada VRS were established, before seeking further funding for the community relations 

specialist position. Our organization is confident that there will be an increase into the 

numbers of VRS registrations after a public education plan is in place with multiple 

workshops scheduled across the nation.  

 

With the comments made, it was premature to determine the registration of SRV Canada 

VRS at this stage. Again, it is our view that the comments made should not have been 

made, simply because they were not be in the scope of this NG-911 hearing.  

 

On the other coin, during the E-Comm appearance at the CRTC hearing, it was noted as 

follows: 

2439 THE CHAIRMAN: Right. Has video relay been something you've had to deal 

with with the rollouts in September, a video relay? 

2440 MS. ARITA: We actually haven't had any experience with that yet. 

2441 THE CHAIRMAN: Okay, but you would be equipped for that, right? 

2442 MS. ARITA: We actually don’t -- or we aren't equipped to take a video relay 

call. 

2443 THE CHAIRMAN: But -- okay, you're not equipped, okay. 

2444 MS. ARITA: No. 

2445 THE CHAIRMAN: Are there any plans to equip yourself for that? 

2446 MS. ARITA: Yeah, we haven't really discussed that matter much, although we 

are obviously going to be getting to that. It was a little bit of a surprise to us in terms 

of when it was rolled out. I think we were informed about it just a couple of months 

ago. 
 

It should be acknowledged that immediately after the E-Comm presentation, one of the 

DWCC members, with the hired interpreters, went up to Ms. Arista, and clarify what VRS is 

and how it actually works and do not require equipment for the calls, that the dispatcher 

would be the one receiving only a phone call from the DDBHH caller via a VRS interpreter. 

Ms. Arita got everything cleared up, and since has been e-introduced to the Executive 

Director at the CAV to get the rest of her technical questions about VRS answered.    

                                                       **END DOCUMENT** 


