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Executive   Summary   
This  report,  prepared  for  the  CRTC  and  the  public  record,  in  connection  to  its                

review  of  Wireless  Accessibility,  for   Telecom  Notice  of  Consultation  2020-178 ,  deals             
with  the  Deaf,  Deaf-Blind,  and  Hard  of  Hearing  ( DDBHH )  Canadians  experiences  and              
perspectives  navigating  with  wireless  accessibility  with  the  wireless  service  providers.            
This  report’s  primary  focus  is  on  the  accessibility  services  and  products  aspect  and               
leaves  the  in-store  experiences  and  perspectives  revealed  in  a  separate  report             
“ Unlocking  the  Mystery  Shopping  Experiences  of  Deaf,  Deaf-Blind  and  Hard  of  Hearing              
Canadians   in   Wireless   Service   Retail   Stores”     1

  
Deaf  Wireless  Consultative  Committee’s  ( DWCC ),  Canadian  Association  of  the           

Deaf-Association  des  Sourds  du  Canada  ( CAD-ASC )  and  the  Canadian  National            
Society  of  Deaf-Blind  ( CNSDB )  submit  this  document  collectively  as   DWCC  et  al.   The               
report’s  goal  was  to  ensure  that  a  good  snapshot  of  other  Deaf,  Deaf-Blind  and  Hard  of                  
Hearing  Canadians  experiences  aligned  with  the  Committee  and  Board  members  lived             
experiences  with  wireless  accessibility.  The  report  provides  evidentiary  support           
containing   quantitative   and   qualitative   data   from    606   survey   participants .   

  
When  the  Commission  announced  this  proceeding,  the  DWCC  et  al.            

collaboratively  aimed  to  update  its  data  with  current  trends  of  wireless  service  provider               
accessibility  barriers.  It  is  a  fact  of  the  matter  that  when  there  is  a  development  of  new                   
services  and  products,  then  a  new  range  of  accessibility  barriers  appear,  especially  if               
there  is  no  consultation  before  the  creation  of  new  products  and  new  service               
establishments.     
  

When  wireless  consumers’  data  limit  is  reached,  they  offer  a  unique  service              
generally  called  a  “speed  pass.”  This  describes  an  offer  to  solve  a  problem  when  the                 
slowing  down  or  throttling  of  the  speed  of  the  wireless  connection.  This  network               
management  in  turn  affects  video  quality,  and  makes  video  blurry  with  pixelation,  which               
is  a  problem  for  those  who  use  ASL  or  LSQ  over  a  wireless  connection.  Consumers                 
have  to  pay  more  with  these  “speed  passes”  just  to  speed  up  their  data,  which  then                  
returns  the  video  video  quality  back  to  its  original  quality  for  those  who  use  video  for                  
communication.     

  
It  is  primarily  the  DDBHH  consumer  groups  that  end  up  repeatedly  paying  just  to                

clear  up  their  video  for  communication,  which  is  unfair  and  inequitable  for  Deaf,               
Deaf-Blind  and  Hard  of  hearing  Canadians  who  are  ASL  and  LSQ  users.  In  this  report,                 

1   Report      link    ( Anderson   -   DWCC   et   al.,   August   2021)   
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https://crtc.gc.ca/eng/archive/2020/2020-178.htm
http://www.deafwireless.ca/wp-content/uploads/2021/08/DWCC-et-al-MYSTERY-SHOPPERS-REPORT-TNC-2020-178-27-August-2021.pdf


readers  will  learn  how  much  impact  the  overage  payments  have  on  this  consumer               
group.   The   quantitative   data   shows   how   many   times   they   pay   for   these   extra   costs.   

  
The  reliance  on  video  communications  is  still  quite  prevalent  with  the  survey              

results  in  this  report,  including  78%  of  respondents  sharing  that  they  use  the   SRV                
Canada  VRS  app  on  their  smartphones  using  the  wireless  network.  At  the  time  of  the                 
survey,  only  one  of  the  wireless  service  provider  companies  provided  untouched  data  if               
the  consumer  used  this  app  over  their  wireless  network.  With  the  other  wireless               
companies,  it  remained  a  barrier  for  the  rest  of  the  DDBHH  consumers.  The  2020                
survey  results  that  63%  of  these  consumers  state  that  2-5GB  on  average  they  are  going                 
over   their   data   limit   just   for   using   the   Canada   VRS   app.     

  
With  COVID-19,  sign  language  interpreters  appeared  on  multiple  news  outlets            

through  videos,  and  these  pandemic  updates  are  available  through  various  applications             
that  can  be  downloaded  and  watched  on  smartphones.  The  reliance  on  DDBHH              
Canadians  to  watch  these  videos  for  information  regarding  public  health  orders             
increased;  thereby,  there  was  an  increase  in  ASL  and  LSQ  user’s  data  usage  for                
accessible  information.  The  Commission  and  the  wireless  industry  must  consider  data             
for   access   to   critical   public   health   information.   
  

Just  in  the  past  two  years,  after  the  advent  and  rollout  of  the  Accessibility  Plans,                 
there  were  several  reports  that  DDBHH  consumers  were  receiving  notifications  that             
their  Plans  were  expiring  and  that  they  only  had  these  accessibility  plans  for  a  year.  This                  
is  an  injustice  on  account  of  those  who  are  Deaf,  Deaf-Blind  or  Hard  of  Hearing  whether                  
if  not  born  with  these  disabilities,  or  acquire  them  later  in  life,  with  these  permanent                 
disabilities.  Therefore,  it  is  inconceivable  that  these  Plans  would  have  an  “expiry”              
applied   to   them.     
  

Ultimately,  DWCC  et  al.  offer  some  final  recommendations,  with  a  few  including              
the  removal  of  any  expiry  of  accessible  plans,  provisions  of  unlimited  data  wireless               
packages  with  no  overage  costs  for  those  who  rely  on  video  communications  with  ASL                
and  LSQ,  and  encouraging  all  companies  to  provide  unlimited  data  access  to  the  SRV                
Canada   VRS   app.   
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About   the   Joint   Intervenors  
  

1. The  Deaf  Wireless  Canada  Consultative  Committee  -  Comité  pour  les  Services             
Sans  fil  des  Sourds  du  Canada,  ( DWCC-CSSSC ),  Canadian  Association  of  the  Deaf  -              
Association  des  Sourds  du  Canada  ( CAD-ASC ),  and  Canadian  National  Society  of  the              
Deaf-Blind  ( CNSDB ),  collectively  referred  to  as   DWCC  et  al. ,  advocate  for  the  full               
inclusion  of  diverse  members  within  the  Canadian  Deaf,  Deaf-Blind  and  Hard  of  Hearing               
( DDBHH )  community  in  Canadian  society.  The  spectrum  of  DDBHH  life  experiences             
range  from  those  with  cognitive  delay,  immigrants  learning  English  or  French  as  a               
second  language,  those  with  various  degrees  of  hearing  loss,  those  with  the  unique               
“double”   disability   of   DeafBlindness,   and   finally   native   ASL/LSQ   users.     
  

2. The   three   intervenors   introduce   themselves   as   follows:   
  

DWCC-CSSSC   is  a  standing  committee  of  the  CAD-ASC  and  is  a  group  of  Deaf,                
Deaf-Blind,  and  Hard  of  Hearing  consultants,  analysts  and  committee  volunteers            
across  Canada.   DWCC' s  mandate  is  to  advocate  for  equality  for  Deaf,  Deaf-Blind              
and   Hard   of   Hearing   Canadians   in   wireless   telecommunications   as   in:   
  

● Cost  reasonable  accessible   wireless  data  plans  for  ASL  and  LSQ  users  for              
two-way   video   calls.   

● Accessible   industry-wide   promotions   of   wireless   services   and   products.   
● Removal  of  disparities  in  costs  of  the  same  accessible  wireless  products  and              

services   within   each   company.   
● Provision  of  functional  equivalent  wireless  products  and  services  including           

wireless   applications   (apps).   
● Accessible  wireless  emergency  services  (including  emergency  alerts  and          

direct   text   to   911).   
● Nationwide  public  awareness,  education  and  outreach  on  current  accessible           

wireless   and   mobile   communication   products   and   services.   

  
CAD-ASC  is  a  national  information,  research  and  community  action  organization            
of  people   who  are  culturally  and  linguistically  Deaf  in  Canada.  Founded  in  1940,               
CAD-ASC ’s  mandate  is  to  protect  and  promote  the  needs,  rights,  and  concerns              
of  Deaf  people   who  use  American  Sign  Language  (ASL)  and  langue  des  signes               
québécoise  (LSQ)  in  Canada.  We  partner  with  national  organizations  of  persons             
with  other  communication  disabilities,  including  Deaf-blind,  blind,         
developmentally  delayed,  intellectually  disabled,  language  deprived,  and  literacy          
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challenged.  We  combine  the  purposes  of  a  research  and  information  centre,             
advisory  council,  representative  body,  self-help  society,  and  community  action           
group.  We  are  the  oldest  national-level  disabled  consumers  organization  in            
Canada.   CAD-ASC  is  affiliated  with  the  World  Federation  of  the  Deaf  ( WFD )  and               
is  a  United  Nations-accredited  Non-Governmental  Organization  (NGO)  to  the           
Convention   on   the   Rights   of   Persons   with   Disabilities.   

  
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  to  empower            
individuals  who  are  deaf-blind  to  become  total  participants  of  society.  CNSDB             
provides  expertise  in  accessibility  related  to  the  needs  of  individuals  living  with              
the  specific  disability  of  DeafBlindness,  which  is  different  from  deafness  or            
blindness  due  to  being  unable  to  use  one  sense  to  compensate  for  the  loss  of  the                  
other.   

 

Definitions   
  

3. Sign   Languages:    a   naturally   occurring   visual   gestural   language   with   distinct   
grammar,   syntax   and   vocabulary   that   is   not   based   on   or   derived   from   a   spoken   language.   
In   Canada   we   have     

  
4. ASL   -   American   Sign   Language   -    is   a   widely   used   language   in   Canada   and   USA   

LSQ   -   Langue   des   signes   québecoise   -     is   the   natural   language   sign   language   of   
the   Deaf   Francophone   community   in   Canada,   regions   that   use   this   are:   Quebec,   
New   Brunswick,   Ottawa   National     
ISL   -   Indigenous   Sign   Languages   -   is   the   natural   sign   language   of   the   Deaf   2

indigenous   nations   3

  
5. Excerpted  from  the  Bell-Mission  Consulting  VRS  Feasibility  Study  Project           
(Phase3,   Consumer   Interests   and   Perspectives,    pages   71-73 ):   
  

2  Senate   of   Canada   brief   by   the   BC   Hummingbird   Council   of   British   Columbia   -    lin k   
3  The   Daily   Moth   blog   with   all   ISL   links   as   resources   -    lin k   
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http://cad.ca/wp-content/uploads/2015/02/120229-Mission-Consulting-ENGLISH.pdf
https://www.ourcommons.ca/Content/Committee/421/CHPC/Brief/BR10366021/br-external/BCHummingbirdSocietyOfTheDeaf-e.pdf?fbclid=IwAR0_mCBMlGhEJrjcjteGxbDRp4m-8e5828NMQcxM3d1_1KBoLxiQdIQIyqY
https://www.ourcommons.ca/Content/Committee/421/CHPC/Brief/BR10366021/br-external/BCHummingbirdSocietyOfTheDeaf-e.pdf?fbclid=IwAR0_mCBMlGhEJrjcjteGxbDRp4m-8e5828NMQcxM3d1_1KBoLxiQdIQIyqY


6. Culturally  Deaf   -  People  who  identify  themselves  as  culturally  Deaf;  people              4

who  are  born  deaf  or  became  deaf  early  in  life,  usually  before  language  acquisition  (i.e.                 
pre-lingual):   

a. People  who  are  born  deaf  or  become  deaf  early  in  life,  usually  before               
language   acquisition   (i.e.   pre-lingual);     
b. Rely  mainly  on,  or  a  have  a  preference  on  using  sign  language  to               
communicate,  typically  educated  in  Deaf  residential  schools  or  with  Sign            
Languages   as   the   first   language;     
c. I  prefer  to  use  sign  language  interpreters  and  visual  assistive  technology             
(e.g.   Video,   text   messaging,   captioning);   and   
d. Deafness  is  a  cultural  and  linguistic  distinction  requiring  an           
accommodation   rather   than   a   disability.   
  

7. Deaf-Blind  -  People  who  have  significant,  but  not  necessarily  total,  loss  of  both               
vision   and   hearing.   Deaf-Blind   may   also:   

a. Rely  mainly  on  tactile  signing  (signing  in  the  palm  of  the  deaf-blind  person’s               
hands,   close-up.   Signing   or   close-up   speech   reading.     

b. May  be  culturally  Deaf,  deafened,  oral  deaf,  or  hard  of  hearing  and  the               
communication   preference   will   vary   accordingly.”   
  

8. Hard  of  Hearing  -  People  with  hearing  loss  ranging  from  mild  to  profound,  may                
have  been  born  with  the  condition,  or  developed  it  later,  can  understand  speech  with  or                 
without  assistive  listening  devices  to  maximize  residual  hearing  (e.g.  Hearing  aids,             
Cochlear   implants,   wireless   transmitters,   etc.).   Hard   of   hearing   persons   may   also:   

a. Primarily  rely  on  auditory  communication  utilizing  any  residual  hearing.  Prefer  to             
use  auditory  devices  to  maximize  residual  hearing  (e.g.  Hearing  aids,  amplified             
telephones,  etc.)  captioning  devices  (e.g.  captioned  telephones,  real-time          
captioning   services)   and   may   also   utilize   speech-reading.    

b. Most   identify   with   hearing   culture,   and   very   few   use   any   kind   of   sign   language.   5

About   Deaf-Blindness   
  

9. Deaf-Blindness  is  a  dual  sensory  disability  where  the  loss  of  hearing  and  vision  is                
such  that  the  individual  cannot  use  either  sense  to  compensate  for  the  loss  of  the  other.                  

4  Mission   Consulting   VRS   Feasibility   Study   2012,   
http://cad.ca/wp-content/uploads/2015/02/120229-Mission-Consulting-ENGLISH.pdf     
5  Mission   Consulting   VRS   Feasibility   Study   2012,   
http://cad.ca/wp-content/uploads/2015/02/120229-Mission-Consulting-ENGLISH.pdf     
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An  individual  is  considered  Deaf-Blind  if  they  have  both  vision  and  hearing  losses  that                
limit  their  ability  to  communicate,  access  information,  or  travel  independently.            
Deaf-Blindness  comes  in  a  wide  range  of  hearing  and  vision  losses,  from  being  hard  of                 
hearing   or   totally   deaf   combined   with   being   low   vision   or   totally   blind.   
  

10. Depending  on  the  type  of  language  acquisition  of  the  Deaf-Blind  child,  if  the  child                
was  born  deaf  or  hard  of  hearing  but  became  blind  later,  they  tend  to  rely  on  trying  to                    
find   ways   to   communicate   with   the   focus   on   how   to   compensate   for   the   hearing   loss:   
  

a. Those  who  were  born  blind  tend  to  lean  toward  tactile  senses  of              
communication,  perhaps  with  tactile  sign  language  and  then  find  a  way  to              
accommodate   their   hearing   or   not.     
b. Those  who  were  born  fully  Deaf-Blind,  tend  to  rely  entirely  on  tactile              
communications   such   as   sign   language   communication.   
c. Deaf-Blind  individuals  face  unique  challenges  due  to  the  loss  of  both             
vision  and  hearing,  resulting  in  being  unable  to  use  either  sense  to  make  up  for                 
the  loss  of  the  other  sense.  This  can  cause  a  significant  barrier  to  access                
communication,   information   and   getting   help   in   an   emergency.     
  

11. In  this  report,  the  consumer  group  of  Deaf,  Deaf-Blind  and  Hard  of  hearing  is                
summed   up   as   DDBHH.     
  

12. The  mode  of  communication  many  DDBHH  Canadians  are  most  comfortable            
using  is  Sign  Language;  it  may  be  ASL,  LSQ  or  one  of  the  Indigenous  Sign  Languages                  
that  are  recognized  as  primary  languages  in  Canada.  The  majority  in  greater  society               
does  not  use  sign  language.  For  clarification  and  identification  purposes,  in  our  minority               
community,  we  describe  the  majority  society  as  those  who  have  audio-speaking  ability,              
“hearing   people.”     
  

13. For  more  information  about  the  Statistics  related  to  Deaf,  Deaf-Blind,  and  Hard  of               
Hearing,  please  refer  to  DWCC  et  al.  's  Mystery  Shoppers  report,  on  page  11  and  12,                  
paragraphs   11   to   13   and   Appendix   D,   on   page   130.   6

  
  

6   Unlocking   the   Mystery   Shopping   Experiences   of   Deaf,   Deaf-Blind   and   Hard   of   Hearing   Canadians   in   
Wireless   Service   Retail   Stores   -    link    ( Anderson   -   DWCC   et   al.,   August   2021)   
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http://www.deafwireless.ca/wp-content/uploads/2021/08/DWCC-et-al-MYSTERY-SHOPPERS-REPORT-TNC-2020-178-27-August-2021.pdf


History   /   Evolution   of   Wireless   Data   Packages     
  

14. A  wireless  data  package  usually  has  a  variety  of  features,  but  either  some               
features  are  included  and  some  features  you  have  to  pay  extra  for.  In  most  cases,                 
DDBHH  Canadians  are  using  very  little  of  the  features  that  come  with  the  existing                
packages.  The  features  that  these  consumers  use  far  outweigh  the  actual  features  they               
can  use  of  a  wireless  data  plan.  For  this  report,  we  refer  to  a  revised  image  from  what                    
was  used  in  a  previous  presentation  to  the  CRTC ,  for  the  proceeding  TNC  2018-246                7

which  led  to  the  CRTC   Report  on  Misleading  or  Aggressive  Communications  of  Retail               
Sales   Practises.   8

  
15. A  few  years  ago,  Canadians  could  subscribe  to  voice  minutes  where  they  paid  on                
a  “per  minute”  basis.  DDBHH  consumers  would  be  required  to  have  voice  plans  to  text                 
family  members,  friends,  colleagues,  or  just  about  anyone  with  a  mobile  phone  number.               
It  appears  that  Voice  plans  replaced  Voice  minutes  a  few  years  ago  where  DDBHH                
consumers  would  have  to  pay  at  least  $25-$30  a  month  just  to  text.  At  the  same  time,                   
the  same  consumers  require  texting  capabilities,  especially  in  emergencies  when            
texting   with   9-1-1.     
  

16. In   the   table   and   image   below,   it   assists   in   the   reader   visualizing   how   much   of   the   
features   are   used   by   hearing   people   compared   to   the   actual   use   by   the   DDBHH   
wireless   consumer   using   the   visual   analogy   of   an   iceberg:   

               
  

7  DWCC   et   al.   Public   Hearing   Presentation   -   slide   32   -   
http://www.deafwireless.ca/CRTC2018-246-Presentation-FINAL   
8  Report   on   Misleading   and   Aggressive   Communications   of   Retail   Sales   Practises   -   PDF:   
https://crtc.gc.ca/pubs/2018_246-en.pdf   
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17. With  this,  the  reader  should  be  able  to  see  clearly  what  the  DDBHH  Canadians                
have  to  endure  and  needlessly  pay  for  what  they  are  not  using.  So  for  these  customers,                  
it  does  feel  like  they  are  paying  a  full  price  for  so  many  unused  features.  These  unused                   
features  are  an  audio,  aural  usage  benefit  only  to  those  who  can  hear.  Therefore,                
DDBHH  Canadians  clearly  are  at  a  disadvantage.  To  see  this  list  without  seeing  the                
iceberg   the   list   is   as   follows:     

  
  

18. It  is  generally  known  that  DDBHH  Canadians  only  pay  for  voice  minutes  if  they                
happen  to  use  the  voice  in  an  emergency  or  urgent  situation,  for  example,  they  might                 
need  to  hand  over  their  phone  to  a  hearing  person  to  make  a  call  on  their  smartphone.                   
And  even  this  is  a  very  rare  occurrence.  Naturally,  DDBHH  consumers  would  be  willing                
to  pay  as  an  automatic,  the  911  universal  emergency  access  charges.  Another  charge               
that  the  DDBHH  consumer  can  still  pay  for  and  benefit  from  is  the  ability  to  have  Call                   
Display   turned   on   or   off   for   inbound   and   outbound   calls.     
  

19. A  new  development  is  just  because  some  of  these  consumers  wish  for  their  calls                
to  be  forwarded  to  their  SRV  Canada  VRS  number,  they  have  to  pay  for  the  feature  of                   
Voice  Mail  for  this  reason.  Since  they  have  to  pay  more  for  their  accessibility,  the                 
barriers   are   a   double-edged   sword   in   this   case.   
  

Background   of   the   Wireless   Service   Accessibility   for   Deaf,   Deaf-Blind   
and   Hard   of   Hearing   Canadians   

  
20. While  DDBHH  Canadians  are  using  their  smartphones  or  tablets  over  the             
wireless  connections,  they  primarily  use  video  data  to  communicate  using  their  Sign              
Languages   using   a   wide   range   of   videoconferencing   applications.   
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Video   Communications   on   the   Wireless   Network   
  

21. DDBHH  consumers  rely  on  their  visual  acuity  and  not  aural  acuity  to  interact  with                
their  environment,  and  with  their  wireless  devices,  they  rely  heavily  on  video              
communication   applications   and   not   on   voice   calling   applications.   
  

22. There  are  multiple  options  for  either  live  or  recorded  video  communication             
applications.  Such  live  or  recorded  messaging  video  communication  applications  range            
from  FaceTime,  Facebook  Messenger,  Glide,  Marco  Polo,  Google  Duo  and   SRV             
Canada   VRS .     
  

23. With  the  use  of  video  communications,  there  is  greater  bandwidth  which             
accumulates  bytes  faster  than  audio.  Video  data  consumes  a  great  deal  more  bytes               
over  a  data  connection  than  when  using  audio  on  a  wireless  network.  There  is  more                 
data   uploading   and   downloading   using   video   communications.     
  

24. Those  that  use  visual  and  video  communication  applications  require  clear  video             
connections  to  carry  on  with  Sign  Language  communications.  Consumption  over  mobile             
wireless  connections  requires  stronger  and  higher  bandwidth,  and  therefore  more  data             
with   the   greater   pixels   travelling   through   these   wireless   connections.     
  

25. ASL  and  LSQ  users  should  be  able  to  make  phone  calls  through  video               
communication  apps  on  the  go.  Ample  data  capacity  is  required  to  meet  the  needs  as  a                  
matter  of  functional  equivalency.  The  reality  is  Deaf,  Deaf-Blind  and  Hard  of  Hearing               
Canadians  who  depend  and  rely  on  data  plans  have  to  pay  more  than  their  hearing                 
counterparts  for  wireless  telecommunications  with  the  constant  use  of  video  for            
communication.  DDBHH  Canadians  cannot  participate  in  the  marketplace  exactly  the            
same  way  as  their  hearing  counterparts.  DDBHH  consumers  need  to  effectively  and              
efficiently  participate  in  the  telecommunications  marketplaces  similar  to  their  hearing            
counterparts.     
  

26. Functional  equivalency  is  one  way  to  efficiently  and  effectively  deal  with  these              
high   telecommunications   costs.   
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 Functional   Equivalency   with   Wireless   Communications   
  

27. DDBHH  Canadians  deserve  to  have  functional  equivalency  in          
telecommunications,   as   defined   below   by   the   National   Association   of   the   Deaf :   9

  
“...all  telecommunications [1]  equipment  and  services  must  be  accessible                 
to  and  usable  by  people  who  are  deaf  and  hard  of  hearing. [2]  Equal                           
access  to  telecommunications  is  absolutely  necessary  for  deaf  and                   
hard-of-hearing  individuals  to  have  equal  opportunities  in  education,                 
employment,  public  and  private  programs  and  services,  and  everyday  life.                     
Existing  laws [3]  mandate  access  to  telecommunications  for  deaf  people,                   
but  it  is  imperative  to  update  on  a  periodic  basis  federal  regulations  and                           
guidelines  to  incorporate  all  existing,  new,  emerging,  and  future                   
telecommunications  equipment  and  services  to  ensure  ongoing               
accessibility.  To  avoid  delays  in  accessibility  and  usability  as  well  as                       
possible  expensive  retrofitting,  telecommunications  equipment  and             
services  should  be  subject  to  universal  design  principles.  Further,  where                     
telephone  usage  is  available  to  individuals  who  are  not  deaf,  similar  access                         
must  be  afforded  for  people  who  are  deaf  such  as  in  the  workplace;  in                             
places  of  lodging;  in  prisons  and  jails;  and  in  government  and  public                         
venues.”   

  
28. Functional  equivalency  communication  encompasses  and  details  (but  is  not           
limited  to)  regulations,  policies,  best  practices,  but  actual  implementation  of  these             
policies  needs  to  be  undertaken  to  ensure  there  equal  opportunities  for  those  who  are                
Deaf,   Deaf-Blind   and   Hard   of   hearing.     
  

29. Canadians  who  can  hear  and  use  voice  on  their  wireless  device  receive  free               
voice  minutes  in  the  evenings  and  on  weekends.  For  DDBHH  Canadians,  the  functional               
equivalent  of  free  voice  minutes  targeted  to  hearing  consumers  for  DDBHH  consumers              
is   free   unlimited   data   plans   that   are   never   throttled.   
  

30. Such   unlimited   data   plans   permit:   
a. mobile  communications  between  DDBHH  and  hearing  consumers  through          
video   relay   service   ( VRS    as   explained   later   in   this   Intervention);   and,   

9  National   Association   of   the   Deaf   (NAD   )   -   
https://www.nad.org/about-us/position-statements/position-statement-on-functionally-equivalent-telecomm 
unications-for-deaf-and-hard-of-hearing-people/  
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b. zero-rated  access  to  mobile  video  conferencing  apps  (ex:  SRV  Canada            
VRS,  Facetime,  Skype,  and  FB  Messenger  Video)  allowing  mobile  conversations            
amongst   DDBHH   consumers.   

  
31. For  Deaf-Blind  Canadians,  just  as  Blind  Canadians,  the  priority  of  data  usage  is               
on  maps  and  way-finding  apps  to  direct  them  around  to  physical  places.  Therefore               
affordable  data  packaging  for  way-finding  purposes  is  a  critical  and  valued  need  for  the                
Deaf-Blind  and  Blind  Canadian  wireless  customers.  There  needs  to  be  increased  data              
available   for   them   to   use   at   reasonable   pricing   for   this   accessibility   purpose.   
  

32. Functional  equivalent  wireless  communication  for  DDBHH  is  a  universal  and            
uniform  accessibility  plan  as  described  in  this  report  is  definitely  the  only  mechanism               
DDBHH  consumers’  may  functionally  use  mobile  wireless  services  at  par  with  their              
hearing  counterparts.  Once  the  Commission  mandates  and  once  all  WSPs  implement             
such  accessibility  plans,  then  DDBHH  consumers  and  their  hearing  counterparts  will  be              
treated   equally   by   the   mobile   wireless   services   industry.   
  

Background   of   Accessibility   Plans   
  

33. After  DWCC  et  al.  appeared  in  the  2015-134  proceeding,  the  resulting  policy              
determination,   in   paragraph   212,   by   the   Commission   was:     
  

212.  Accordingly,  the  Commission  directs  all  WSPs  to  offer  mobile            
wireless  service  packages  that  meet  the  needs  of  Canadians  with            
disabilities.  These  include  people  who  are  Deaf  or  hard  of  hearing,  and              
primarily  use  video  to  communicate,  as  well  as   people  with  visual             
disabilities  who  use  way-finding  and  Global  Positioning  System          
(GPS)  apps.  WSPs  must  make  these  packages  available  no  later  than             
six  months  from  the  date  of  this  decision.  These  packages  must  include              
access  to  the  9-1-1  service  and  be  based  on  consultations  with             
Canadians   with   disabilities.     10

  
34. The   companies   came   up   with   accessibility   plans,   as   a   result   of   the   CRTC’s   
Telecom   Regulatory   Policy   2016-496   in   paragraph   214:   
  

214.   Accordingly,  the  Commission  directs  all  WSPs  to  publicize  all  of             
their  disability-specific  products/services  on  their  websites  and  expects          

10  Telecom   Regulatory   Policy   2016-496   paragraph   212   -    https://crtc.gc.ca/eng/archive/2016/2016-496.htm   

  

  
                                                                                   15   

https://crtc.gc.ca/eng/archive/2016/2016-496.htm


them  to  use  other  methods  to  publicize  this  information,  such  as  through             
call   centres,   no   later   than    six   months     from   the   date   of   this   decision.   

  
35. The  interpretation  is  that  customers  who  are  DDBHH,  according  to   Telecom             
Regulatory  Policy  2016-496  are  able  to  get  accessibility  plans  to  accommodate  for  video               
calling   and   wayfinding   Global   Positioning   System   (GPS)   purposes.   
  

36. As  a  result  of  TRP  2016-496,  DWCC  et  al.  was  consulted  on  these  plans  by  at                  
least  four  companies,  which  are  outlined  separately  in  our  intervention.  Eventually,  the              
companies  came  up  with  different  forms  of  accessibility  plans.  Bell,  Telus  and  Rogers               
shortly   after   started   providing   Accessibility   Plans   that   are   described   as   following:   

a. $15.00   rebate   
b. $20.00   rebate     
c. 2GB   add-on     
  

37. Currently,  “the  accessibility  discounts  of  most  major  wireless  service  providers            
(WSP)  consist  of  a  $20  discount  off  their  most  standard,  mainstream  mobile  plan  (usually                
costing   around   $75/month   before   the   discount).”   11

  
Accessibility   Plan   

  
38. Accessibility   plans   from   discount   providrs   tend   to   vary   more   in   cost,   presumably   
because   some   discounts   are   already   applied   to   their   listed   plan   prices.    Some   of   the   12

flankers   such   as   Fido   have   a   $10.00   accessibility   rebate   or   do   not   offer   a   discount   at   all.     
  

39. In  most  cases,  the  constraints  of  each  plan  (data  limit,  speed,  etc.)  remain  the                
same  whether  the  user  is  paying  the  typical  pricing  for  the  off-the-shelf  plan  or  has  an                  
accessibility   discount.     13

  

11   The   following   information   was   copied   from   the   report   produced   by   Canadian   Association   of   the   
Deaf-Association   des   Sourds   du   Canada   (CAD-ASC)   for   its   Office   of   Consumer   Affairs   (OCA)    Emerging   
Accessible   Technologies    project,   published   November   2020.   Copyright   ©   Canadian   Association   of   the   
Deaf   –   Association   des   Sourds   du   Canada.   All   rights   reserved.   Used   by   permission   of   the   Canadian   
Association   of   the   Deaf   –   Association   des   Sourds   du   Canada.   For   a   full   version   of   the   report,    Technology   
Accessibility   for   Canadians   with   Communication   Disabilities,    please   contact   Jim   Roots   at   jroots@cad.   
(Berman,   Roots   -   CAD-ASC,   November   2020),   Page   76.   
12   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   76.   

13   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   76.   
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40. Typically  there  is  one  discount  plan  for  all  customers  requesting  accommodation            
for  disability  (that  is,  no  special  accommodation  for  one  disability  versus  another),              14

generally   known   as   the   industry-wide   titled   “Accessibility   Plan.”     
  

41. Currently,  even  the  rebates  or  “discounts”  have  challenges  for  the  DDBHH             
customers,  because  there  is  still  not  enough  data  within  their  data  plans  provided  to                
them   for   their   video   calling   communication   needs.     

  
Data   Plans   

  
42. It  is  important  to  know  how  much  data  a  typical  sign  language  user  needs  per                 
month.  Survey  results,  as  well  as  opinions,  differ  and  vary  within  the  DHH  community.                
Individual  use  varies  depending  upon  how  much  one  travels  outside  the  home  (thus               
using  mobile  data  rather  than  residential  wifi),  and  how  much  one  uses  their  phone  to                 
communicate  in  general.  Interviews  with  Canadian  leaders  in  the  Deaf  community             
suggested  between  8GB  and  20GB.   Past  DWCC  et  al.  survey  results  provide  evidence               15

of   these   data   plan   choices   of   DDBHH   wireless   consumers.  
  

43. In  a  conversation  with  Vint  Cerf,  Vice  President  of  Google,  with  David  Berman,               
for  the  project   Technology  Accessibility  for  Canadians  with  Communication  Disabilities            
(CAD-ASC,  2020),  suggested  higher  numbers.  Cerf  pointed  out  the  importance  of             
considering  VRS  calls  involving  more  than  two  people,  and  potentially  at  4K  resolution.               
Although  it  will  not  be  technically  or  economically  available  to  all  Canadians  for  at  least                 
another  year  or  two,  “5G  technology’s  ultra-low  latency  (the  lag  between  sending  a               
request  and  the  network  responding)  will  theoretically  drop  to  one  millisecond,  400              
times   faster   than   the   blink   of   an   eye.”   16

  
44. There  are  some  ways  to  affordably  increase  this  limit,  for  example  from  10GB  to                
20GB.  Some  providers  will  occasionally  offer  promotions  increasing  their  high-speed            
data  limit,  such  as  the  Freedom  Mobile  85  for  75  Promo  25GB  plan  that  was  available                  
at  the  time  this  report  was  written.  Another  creative  approach  is  to  take  advantage  of                 
family  plans  which  allow  two  or  more  plan  holders  to  share  their  data  “bucket.”  If  one                  
person  tends  to  use  less  data  than  the  other  in  a  given  month  (thus  having  a  portion  of                    

14   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   76.   
15   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   77.   

16   Post-interview   email   from   Ruth   Altman,   Director,   Consumer   Policy,   Rogers   Communications Technology   
Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   November   
2020),   Page   77   
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their  10GB  to  share),  this  could  free  up  more  high-speed  data  for  the  user  that  needs                 
more  than  10GB  that  month.  DDBHH  Canadians  still,  yet,  should  not  be  forced  to  be                 17

creative,  and  instead,  be  given  the  opportunity  to  have  direct  unlimited  packages  for               
the   individual.     
  

45. Unfortunately,  still  today,  not  enough  data  is  provided  to  DDBHH  for  their  video               
calling  communication  needs.  These  customers  pay  over  their  monthly  costs  just  to  get               
more  data,  or  faster  speed  data,  for  video  communication.   Speed  quality  for  video  is                
quite   dependent   on   the   quality   of   the   wireless   data   plan.     
  

Speed   Quality   
  

46. The  companies  have  come  up  with  other  invented  ways  to  make  profits,  by               
offering  what  are  called  “speed  passes”  that  cause  the  slow  down  of  the  data  over  the                  
wireless  network,  once  data  limits  are  reached.  Thich  is  a  type  of  network  management                
by  the  companies  that  throttles  the  video  communication  between  those  who  use  Sign               
language.   The   wireless   companies   are   therefore   hindering   their   accessibility.     
  

47. Even  with  current  prepaid  and  postpaid  plans,  both  types  of  plans  are  not               
currently  meeting  the  needs  of  DDBHH  Canadians,  whereas  they  are  paying  overage              
charges  for  services  or  features  that  they  don’t  even  use,  or  to  simply  get  more  data,  by                   
paying  more  with  “speed  passes”  to  clear  up  their  video  communication  so  it's  not  blurry                 
as   the   data   reaches   the   monthly   limit.     
  

48. All  plans  with  unlimited  data  service  will  reduce  data  speed  after  a  certain               
amount  of  data  usage.  This  eliminates  the  anxiety  for  all  consumers  of  accidentally               
spending  money  on  extra  data  in  a  given  month.  However,  the  reduction  in  speed  when                 
over  the  limit  disproportionately  impacts  people  who  communicate  using  sign  language             
over  video  streaming  services  rather  than  voice,  as  the  reduction  in  speed  slows  the                
video  to  a  point  where  sign  language  becomes  unintelligible,  effectively  rendering  the              
remaining   ‘unlimited’   data   useless   for   that   type   of   communication.   18

  
49. The   SRV  Canada  VRS  website,  in  the  Frequently  Asked  Questions  (FAQ)             
section  states   “for  the  highest  quality  VRS  calls,  we  recommend  a  minimum  of  1.3                

17   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   77     
18   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   77   
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Megabits  per  second  (Mbps)  bandwidth  for  both  upload  and  download  speeds  to  your               
device.”     19

  
50. In  CAD-ASC’s  report,  Berman  and  Roots  gathered  research  and  updates  through             
e-mails,  as  a  part  of  its  research,  the  resulting  information  was  that  through  e-mail                
correspondence  with  the  support  services  at  SRV  Canada  VRS,  “ Any  residential             
internet  plan  will  work  with  Canada  VRS.  I  also  recommend  to  users  [sic]  Wi-Fi  with                 
5GHz.  The  data  package  that  you  subscribe  to  from  your  Internet  Service  Provider               
should  include  about  1,079  Megabytes  or  1.05  Gigabytes  per  month  for  every  two  hours                
(120   minutes)   that   you   use   the   service.”   20

    
51. Based  on  the  above  information  from  Canada  VRS,  each  10GB  of  data  a  month                
would  allow  for  approximately  19  hours  of  VRS  service  per  month,  thus  approximately               
40   minutes   of   VRS   usage   a   day   at   the   “best   quality.”   21

  
52. Vint  Cerf,  Vice  President  of  Google,  suggested  higher  numbers  to  Berman  and              
Roots,  pointing  out  the  importance  of  considering  VRS  calls  involving  more  than  two               
people.  That  is  why  Google  pushed  for  1  gigabit  per  second  for  Google  Fibre,  in  order  to                  
support  60  frames  per  second  video,  and  preferably  at  4K  video  quality.  This  would  need                 
a  minimum  of  10  Mbps  for  both  upload  and  download,  with  substantially  higher  speeds                
being  especially  beneficial  considering  group  conversations  and  the  fact  that  residential             
internet  is  typically  used  simultaneously  by  multiple  residents  and  processes.   Also  of              22

note  is  that  “the  Australian  Communication  Exchange  VRS  provides  VRS  broadband             
speeds  up  to  24  Mbps  download  and  8  Mbps  upload  5  [sic],  which  provides  a  high                  23

video   quality   and   ensures   a   fully   accessible   [sic]   to   the   telecommunication   services.”   24

  
53. In  DWCC  et  al.’s  view,  these  “speed  passes”  are  a  barrier  for  those  whose                
natural  communication  consumes  more  pixels  over  a  network,  and  requires  speed  for              

19  Quoted   from   SRV   Canada   VRS   FAQs   on   their   website:      SRV   Canada   VRS   
20    Email   from    support@srvcanadavrs.ca ,   Canada   VRS,   27   April   2020      (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   74   
21   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   75   
22   Interview   by   David   Berman   with   Vint   Cerf,   Vice   President,   Google   Inc.(Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   77   
23  Mbps   is   Megabits   per   second,   not   to   be   confused   with   MBps   which   is   Megabytes   per   second   
Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020)     
24  CAD-ASC   et   al., Telecom   Notice   of   Consultation   CRTC   2015-134:   Final   Intervention   of   the   CAD-ASC,   
point   10.   
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clear  communication.  Accessibility  must  be  taken  into  consideration  and  this  practice  is             
considered   discriminatory   and   must   be   stopped   through   regulatory   action.   
  

Unlimited   Built-in   Data   When   Accessing   the   Canada   VRS   Services     
  

54. In  previous  reports,  DWCC  et  al.  has  mentioned  that  the  wireless  communication              
companies  have  come  up  with  an  additional  feature  to  their  accessibility  plans,  a  feature                
that  would  be  valuable  to  those  who  are  Deaf  and  use  ASL  or  LSQ:  unlimited                 
high-speed   data   when   accessing   Canada   VRS   video   relay   services.   
  

55. Post-CRTC   TRP  2016-496 ,  only  two  wireless  service  provider  companies  came            
out   with   this   unlimited   access   to   Canada’s   VRS   service:   Telus   and   then   Rogers.   
  

56. Last  we  had  checked  in  2020,  it  was  only  Telus  that  was  still  providing  this                 
accessible  service  feature  for  the  Deaf  community.  DWCC  et  al.  also  recall  that  Rogers,                
for  some  reason,  stopped  providing  this  in  2019  or  at  least  did  not  continue  to  promote                  
it.   
  

57.  DWCC  et  al.  has  checked  a  year  later,  in  2021,  and  the  most  recent  scan                  
identified  that  the  following  companies  now  offer  this  unique  offering  of  unlimited              
high-speed  data  when  accessing  the  Canada  VRS  service:  Rogers,  Telus,  Bell,  Fido              
(Rogers),  Koodo(Telus),  and  Virgin  Mobile  (Bell).  The  other  remaining  companies,            
Videotron,  Shaw  and  Freedom  do  not  have  this  access  to  Canada  VRS,  should  be                
working   to   ensure   they   are   providing   this.     
  

58. Another  issue  remains,  it  seems  that  the  Deaf  community  is  generally  unaware  of               
this  accessibility  available  to  them.  The  DWCC  does  not  promote  information  if  it  is  only                 
with  one  company  as  we  are  to  be  neutral  and  not  show  any  leaning  to  one  or  other                    
companies  on  a  public  face.  Once  more  than  two  companies  offer  it,  DWCC  et  al.  could                  
do   a   general   promotion   of   this   offering,   at   least   after   the   reports   are   released.   
  

Other   Accessibility   Features     
  

59. The  Wireless  Code  states  that  the  trial  period  of  15  days  for  wireless               
smartphones  and  plans  is  extended  to  30  days  for  customers  of  accessibility  groups.  It                
is  interesting  to  note  that  not  all  the  wireless  service  providers  have  this  information  on                 
their   websites.   
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60. DWCC  et  al.  compiled   Table  1 :   “Summary  of  Wireless  Service  Provider             
Accessibility  Plans  and  Services ”  below  of  the  wireless  company  brand  breakdown  of              
accessibility  products  or  services  such  as  accessibility  plan,  unlimited  built-in  access  to              
Canada   VRS,   and   the   extended   30-days   for   the   trial   period   of   the   device   or   service.     
  

61. Furthermore,   Appendix  C  has  more  details  for  these  accessibility  plans,  services             
and   products   from   each   of   the   companies   fleshed   out   in   more   detail.     
  

 Table   1   -   Summary   of   Wireless   Service   Provider   Accessibility   Plans   and   Services   

Note:   Table  1  shows  that  not  all  wireless  service  providers  have  this  information  on  their  website  or  offer                    
all  the  accessibility  services  and  products  of  the  companies.  Only  5  out  of  10  have  full  wireless                   
accessibility  services  offered.  The  companies  that  need  to  update  their  wireless  services  are  Freedom,                
Shaw,   Fizz,   Koodo   and   Videotron.     
  

62. According  to  statements  on  their  website,  all  mobile  service  providers  [sic]             
declare  compliance  with  the  CRTC  regulations  that  demand  that  consumers  can  easily              
migrate  a  number,  unlock  the  phones,  and  pay  out  any  remaining  hardware  lease               
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Wireless   
Service   

Provider   (WSP)   

Accessibility   
Plan   

Unlimited   
Built-In   access   

to   Canada’s   
VRS   

30   Days   
extension   

Device   Trial   

  Score   
(Out   of   3)     

Rogers   Yes   Yes   Yes   3     

Telus   Yes   Yes   Yes   3   

Bell   Yes   Yes   Yes   3   

Videotron   Yes   No   Yes   2   

Fido   Yes   Yes   Yes   3   

Koodo   No   Yes   Yes   2   

Virgin   Mobile   Yes   Yes   Yes   3   

Fizz   No   No   Yes   1   

Shaw   No   No   No   0   

Freedom   No   No   No   0   



without  complication.  The  DWCC  et  al.  Mystery  Shopper  report  analyzes  and             25 26

provides  a  background  on  actual  consumer  shopping  experience  with  respect  to  these              
matters.   

DWCC   et   al.’s   Previous   Surveys   
63. Not  only  with  the  current  survey  response  analysis  but  also  through  our  previous               
surveys  conducted  for  other  CRTC  proceedings,  it  is  prevalent  that  the  majority  of  the                
complaints  by  DDBHH  Canadians  with  the  sales  department  experience  is  the  lack  of               
awareness  about  the  accessibility  services  or  products,  including  the  accessibility  plan             
“discounts”  available  by  the  companies  that  they  work  for.  Evidence  of  this  is  outlined  in                 
our  “ Unlocking  the  Mystery  Shopping  Experiences  of  Deaf,  Deaf-Blind  and  Hard  of              
Hearing   Canadians   in   Wireless   Service   Retail   Stores”    report .   27

  
Historical   Overview   of   DWCC   et   al.’s   Previous   Surveys   

  
64. To  help  lead  into  the  overview  of  the  wireless  accessibility  issues  and  challenges               
DDBHH  Canadians  experience,  DWCC  et  al.  has  conducted  seven  surveys  to  date  as               
follows:   
  

● TNC   2015-134   (1257   respondents,   905   analyzed   data)   
● TNC   2016-116   (660   respondents,   601   analyzed   data)   
● TNC   2017-33   (468   respondents,   437   analyzed   data)   
● TRP   2016-496   Follow-Up   (51   respondents)   
● TNC   2018-98   (308   respondents)   
● TNC   2018-246   (53   respondents)   
● TNC   2018-422   (135   respondents)     
● CAD-ASC  Office  of  Consumer  Affairs  (OCA)  Project  Wireless  Accessibility           

Survey   2020   (291   respondents)   28

  
65. DWCC  et  al.  will  compare  some  findings  from  common  questions  in  selected              
surveys   as   relevant   and   as   applied   to   the   current   TNC   2020-178   proceeding.   

25   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Page   76.   
26   Unlocking   the   Mystery   Shopping   Experiences   of   Deaf,   Deaf-Blind   and   Hard   of   Hearing   Canadians   in   
Wireless   Service   Retail   Stores   -    link    ( Anderson   -   DWCC   et   al.,   August   2021)   

27   Unlocking   the   Mystery   Shopping   Experiences   of   Deaf,   Deaf-Blind   and   Hard   of   Hearing   Canadians   in   
Wireless   Service   Retail   Stores   -    link    ( Anderson   -   DWCC   et   al.,   August   2021)   
28   Technology   Accessibility   for   Canadians   with   Communication   Disabilities    (Berman,   Roots   -   CAD-ASC,   
November   2020),   Note:   a   copy   of   this   report   is   available   by   contacting    jroots@cad.ca     
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The   Companies   
  

66. According  to  surveys  DWCC  et  al.  conducted,  the  DDBHH  wireless  marketplace             
in  2015  was  divided  as  follows:  30%  Rogers,  25%  Telus  and  22%  Bell.  In  2016,  this                  
shifted  to  27%  Rogers,  26%  Telus  and  Bell  dropped  to  19%.  There  was  a  shift  in  2017                  
in  Telus’  favour  as  seen  in  33%  Telus,  29%  Rogers  and  16%  Bell.  A  2018  snapshot                 
with  51  respondents  as  a  follow-up  to   TRP  2016-496  revealed  the  marketplace  share               
became:  37%  Telus,  35%  Rogers  and  0.5%  Bell.  In  2018,  Telus  took  a  stronghold  of  the                  
DDBHH  customer  base  once  again  with  33%  and  37%  respectively,  then  later  in  the                
year,   briefly   Rogers   led,   at   29%.   
  

67. In  the  years  2020  and  2021,  survey  results  show  a  strong  shift  of  DDBHH                
Canadians  becoming  customers  of  Telus  once  again  took  the  lead  at  29%  respectively               
with  its  desirable  accessibility  plan.  Telus  provides  the  most  versatile  and             
comprehensive  accessibility  services  with  its  products,  for  example,  it  provides            
zero-rating  for  the  usage  of  the  SRV  Canada  VRS  app  on  wireless  phones,  and  is                 
consistent  with  its  $20.00  accessibility  plan,  offering  the  best  service  package.  In  late               
2020,  the  numbers  for  Rogers  dropped  to  19%,  which  is  not  surprising  considering  they                
removed  the  data  management  with  the  SRV  Canada  VRS  app,  making  it  less  and  less                 
attractive.  Bell  Mobility  just  offering  2GB  of  free  data  reduces  and  maintains  its  least                
popularity  of  the  Big  Three  wireless,  with  one  unusual  high  incidence  among  a  small                
sampling   of   survey   respondents   in   2018.   
  

68. The  information  below  as   Table  2  and   Chart  1  shows  how  the  marketplace  share                
shifted   over   time:   
  

Table   2.   The   Big   Three,   Trends   of   DDBHH   Canadian   Customers     
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Chart   1.   The   Big   Three,   Trends   of   DDBHH   Canadian   Customers     

  
  

Trends   of   Gigabyte   Data   Packages   by   DDBHH   Canadian   Customers   
  

69. Between  2015  and  2020,  the  amounts  of  data  that  DDBHH  Canadian  consumers              
subscribed  to  as  data  plans   have  changed  over  the  years,  and  as  bigger  data  packages                 
became  available,  there  is  a  shift  where  DDBHH  consumers  purchased  the  bigger              
packages.  Since  2020,  the  highest  number  of  consumers  prefer  or  have  data  packages               
of  10GB,  or  20GB.   Table  3   and   Chart  2   below  provide  evidence  of  this  at   19%  for   10GB                    
and    18%    for    20GB.   

  
Table   3.   GB   Data   Plans   of   DDBHH   Canadian   Customers   Trends   Between   2015   -   2020     
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Chart   2.   GB   Data   Plans   of   DDBHH   Canadian   Customers    Trends   Between   2015   -   2020     

  
  

70. For  a  clearer  and  more  concise  snapshot  of  the  amounts  of  data  that  DDBHH                
Canadian  consumers  subscribed  to  as  data  plans   have  changed  over  the  years,  let's               
take  a  closer  look  at  the  data  between  2015  and  2020  into  clusters.  The  highest                 
numbers  of  data  packages  at  this  time  range  from  5  to  10GB,  and  this  makes  sense  as                   
DDBHH  Canadians  choose  them,  then  end  up  paying  more  for  data  they  need.   Table  4                 
and   Chart  3  below  provide  evidence  of  this  at   36%  for   5GB  and   35%  for 10GB,   with  the                    
upward  tick  of  trends  slowly  increasing  the  popularity  of  the  purchase  of   20GB  data                
plans,   at    18% .   

  
Table   4.   Simplified   Table   of   GB   Data   Packages   of   DDBHH   Canadian   Customers   Trends   

Between   2015   -   2020     
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Chart   3.   Simplified   Chart   of   GB   Data   Packages   of   DDBHH   Canadian   Customers     

                       Overall   Trends   Between   2015   -   2020     
  

  
  

  
Smartphone   Device   Preferences   

  
71. Between  2015  and  2020,  Apple’s  iPhone  continues  to  hold  a  stronghold  of              
preference  among  DDBHH  Canadians  for  choice  of  smartphone  due  to  its  accessibility              
features  and  quality  of  video  camera.  In  2020-2021,   69%  of  users  have  chosen               
iPhones.   A   visual   capture   of   this   information   is   available   in    Table   5    and    Chart   4    below:   
  

Table   5.   DDBHH   Canadian   Customers   Smartphone   Device   Preferences   
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     Chart   4.   DDBHH   Canadian   Customers   Smartphone   Device   Preferences   

  
  

72. After  a  review  of  historical  patterns  with  the  inclusion  of  data  of  the  current                
survey,  it  is  time  to  delve  deeper  into  the  current  survey  overview  and  analysis  to                 
examine   current   issues   of   a   robust   collection   of   accessibility   issues   and   challenges.   

Project   Summary   Overview     
73. This  report  was  prepared  for  the  CRTC  and  the  public  record,  providing  a  review                
of  survey  analysis  results  in  response  to   Telecom  Notice  of  Consultation  2020-178 .  This               
aspect  of   Accessible  Mobile  Services  purpose  is  to  gather  evidential  information  to             
complement  the  rest  of  our  interventions  to  provide  a  complete  overview  of  all  of  the                 
wireless  accessibility  issues  of  Deaf,  Deaf-Blind  and  Hard  of  Hearing  (DDBHH)             
Canadians.   
  

74. This  Survey  Analysis  is  one  part  of  three  parts  of  DWCC  et  al.’s  investigation,                
which  is  two  reports  and  a  supplementary  document  to  send  along  with  the  first                
intervention   to   the   TNC   2020-178   proceeding:     

a. “ A  Stark  Reality:  Wireless  Accessibility  Issues  and  Challenges  for           
Deaf,   Deaf-Blind   and   Hard   of   Hearing   Canadians ”   (current   report)   
b. “ Unlocking  the  Mystery  Shopping  Experiences  of  Deaf,  Deaf-Blind          
and   Hard   of   Hearing   Canadians   in   Wireless   Service   Retail   Stores”     29

29   Unlocking   the   Mystery   Shopping   Experiences   of   Deaf,   Deaf-Blind   and   Hard   of   Hearing   Canadians   in   
Wireless   Service   Retail   Stores   -    link    ( Anderson   -   DWCC   et   al.,   August   2021)   
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c. “Intervenors  or  SSPs  to  be  Provided  by  the  Wireless  Service  Provider             
Companies”    and   the   accompanying   intervention.  30

  
75. Appendix  A  is  the  overall  analysis  of  all  76  survey  questions  (excluding  the  prize                
draw  questions).   Appendix  B  is  the  survey  questions  that  were  available  in  document               
attachment/paper   format,   without   all   the   charts   and   tables.   
  

76. There  are  factors  in  our  evolving  use  of  wireless  networks  that  might  be               
overlooked  by  the  CRTC  and  the  wireless  service  providers.  Those  factors  are              
detrimental  and  contribute  to  creating  additional  barriers  for  DDBHH  Canadian  wireless             
customers.  This  survey  report  reveals  crucial  factors  to  be  analyzed  and  to  be               
concluded   with   the   summary   recommendations.   
  

Project   Rationale   
  

77. Since  its  inception,  and  its  first  participation  in  TNC  2015-134,  DWCC  et  al.               
conduct  these  surveys  to  show  the  CRTC  and  the  wireless  companies  an  insight  into                
the  experiences  of  Deaf,  Deaf-Blind  and  Hard  of  hearing  (DDBHH)  wireless  customers              
of  Canada.  The  DWCC  et  al.  team  also  aims  with  these  surveys  to  show  that  their  own                   
members  are  not  the  only  ones  first-hand  having  these  accessibility  issues  and              
challenges,  but  also  to  grasp  the  experiences  coming  from  a  snapshot  of  other  DDBHH                
Canadians.   
  

78. In  order  to  participate  in  TNC  2020-178,  bringing  forward  some  questions  from              
the  survey  for  2019-57,  with  updates  and  edits  to  the  questions,  for  this  proceeding,  to                 
get  more  of  the  bigger  picture  on  Wireless  Accessibility,  DWCC  et  al.  assembled  the                
largest  number  of  questions  in  this  survey  to  create  quantitative  and  qualitative  data  as                
factual  and  empirical  evidence  for  the  TNC  2020-178  proceeding,  a  total  of  76               
questions.   
  

79. DWCC  et  al.,  approached  this  survey  as  its  “last  mile”  with  a  more               
comprehensive  and  updated  list  of  questions  with  the  intent  to  touch  on  a  wide  range  of                  
wireless  accessibility  experiences  of  Deaf,  Deaf-Blind  and  Hard  of  hearing  (DDBHH)             
wireless   customers   of   Canada.     
  

80. The  updates  and  edits  to  the  questions  were  also  because  some  new  trends               
were  happening  that  concerned  DWCC  et  al.  that  happened  to  its  own  members               

30   Intervenors   and   SSPs   Provided   by   Wireless   Service   Providers   (WSP)   Companies   -   Supplemental   
document   to   TNC   2020-178   -     link    (McHugh   -   CNSDB,   August   2021)   
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themselves,  and  led  the  collaborative  partnership  to  wish  to  see  if  others  were               
experiencing  these  unusual  trends  impacting  their  accessibility.  with  the  addition  of             
some  more  questions  to  the  survey,  about  the  expiry,  and  reduction  of  their  accessibility                
plans   in   attempt   to   elicit   more   information:   
  

81. The   unusual   surprises   were   the   following   three   points:   
  

a. One  of  the  DWCC  members  got  messages  from  Deaf  community            
members  who  were  notified  that  their  Accessibility  Plans  were  expiring.  Some             
companies  were  claiming  the  accessibility  plan  is  only  good  for  a  year  and  that                
customers   had   to   re-apply   every   year.   
  

b. The  DWCC  Chair  was  surprised  to  find  that  her  accessibility  plan  was              
reduced  to  $10.00  through  the  pandemic,  using  the  excuse  that  the  phone  was               
not  being  used  during  the  “stay  at  home”  orders,  which  was  not  very  nice  nor                
sympathetic   for   those   in   the   early   days   of   the   “new   normal.”     
  

c. Additionally,  Committee  members  found  that  the  newest  gimmick  to  get            
more  profits  from  wireless  customers  with  the  intentional  slowing  of  wireless  data              
speeds  as  consumers  reached  their  data  limits,  the  “speed  pass”  concepts             
severely  affect  the  accessibility  for  DDBHH  Canadians  who  use  ASL  and  LSQ              
with  blurry  communications  and  the  result  of  these  consumers  being  unable  to              
carry  conversations.  These  DDBHH  Canadians  have  to  pay  extra  for  something             
that  they  actually  need.  What  if  it  was  an  urgent  call  and  the  video  was  too  blurry                   
to   convey   a   critical   signed   message?     
  

82. These  noteworthy  occurrences  led  to  the  addition  of  some  more  questions  to  the               
survey,  about  the  expiry,  the  reduction  of  accessibility  plans,  and  the  speed  passes  in  an                 
attempt   to   elicit   more   information   from   the   larger   Deaf   community.     
  

83. These  questions  also  assisted  DWCC  et  al.  to  quantify  these  latest  challenges,  to               
see  if  it  was  widespread  or  if  it  was  just  a  small  group  experiencing  these  wireless                  
accessibility  deficiencies.  Regardless  of  the  quantity,  these  instances  should  not  be             
happening  as  they  create  barriers  for  those  who  are  DDBHH  wireless  service              
customers.   
  

84. The  other  set  of  survey  queries  asked  were  around  the  topic  of  awareness  of  the                 
“Accessibility  Plan,”  by  everyone  ranging  from  the  consumer  to  the  retail  staff  person,               
the  specifics  of  the  plan  that  consumers  have,  the  trends  of  the  usage  of  wireless  data,                  
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especially  the  impacts  on  video  communications  of  ASL  and  LSQ  customers  of  wireless               
companies.     
  

85. Some  questions  DWCC  et  al.  finally  were  able  to  ask  were  about  the   SRV                
Canada  VRS  app,  about  the  data  usage  of  the  specific  app  on  wireless  to  support  the                  
concept  that  more  companies  should  be  allowing  data  packages  to  be  untouched  with               
use  of  that  specific  app  on  a  wireless  connection.  Additionally,  DWCC  et  al.  wanted  to                 
capture  the  level  of  awareness  of  DDBHH  Canadians  about  this  untouched  unlimited              
data  access  via  the  wireless  SRV  Canada  VRS  app.  Most  importantly,  DWCC  et  al.                
aspired  to  verify  that  DDBHH  Canadians  are  disproportionately  paying  for  data  usage              
overages   more   frequently   than   their   hearing   counterparts.     
  

86. DWCC  et  al.  was  also  concerned  with  the  newest  trend  with  the  data  limits  and                 
the  companies  intentionally  slowing  down  the  speeds  of  data  when  consumers  near  the               
data  limits,  as  “speed  passes,“  and  which  makes  blurry  video  communications.  Thus              
DWCC  et  al.  sought  out  to  see  if  others  were  just  as  frustrated  with  the  resulting  barriers                  
to   their   communications,   just   as   its   own   members.   
  

87. Additionally,  DWCC  et  al.  wished  to  investigate  further  to  gather  the  information              
of  whether  and  how  DDBHH  consumers  were  communicating  about  their  accessibility             
issues  or  challenges  to  the  wireless  service  provider  companies  and  if  the  companies               
were  able  to  provide  accessibility  during  the  feedback  processes.  Additionally,  we  asked              
again  if  DDBHH  wireless  consumers  were  aware  of  their  right  to  file  a  complaint  and                 
where   they   could   do   so,   for   updated   quantitative   data   for   the   record   of   the   proceeding.     
  

88. DWCC  et  al.  wished  to  see  if  there  was  anything  new  that  pops  up  regarding                 
accessibility  in  the  wireless  service  provider  industry,  and  hopes  the  respondent             
commentaries  along  with  the  anecdotal  experience  of  team  members  will  bring  more  to               
light.  This  was  undertaken  to  round  out  the  entire  wireless  accessibility  experience  of  a                
snapshot  of  DDBHH  Canadians,  of   606  respondents  of  an  overall  survey  analysis  to               
be   submitted   for   the   CRTC   proceeding   TNC   2020-178.     
  

89. The  ultimate  goal  was  to  gather  the  information  through  the  survey  that  would               
support,  enhance  and  reaffirm  the  perspectives  and  experiences  of  the  DWCC  et  al.               
members   or   board   members   with   accessibility   and   wireless   service   providers.   
  

90. It  has  been  nearly  6  years  since  DWCC  was  established  in  2015,  and  with  its                 
sole  mandate  entirely  focused  on  wireless  accessibility,  nevertheless  the  challenges  in             
the  past  year,  it  was  a  great  pleasure,  along  with  its  partners,  the  CAD-ASC  and                 
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CNSDB,  to  pull  together  a  survey  with  the  largest  number  of  questions  and  to  put  all  of                   
the   team’s   might   into   this   wireless   accessibility   proceeding.     

  
Project   Challenges   

  
91. It  has  been  quite  difficult  to  keep  momentum  and  keep  people  motivated  to               
participate  in  the  proceedings,  especially  when  a  new  major  distraction  for  the  Canadian               
Deaf  community  came  along  with  the  release  of  the   TNC  2021-102  proceeding  for  the                
Review   of   VRS.     
  

92. This  proceeding  has  been  the  most  challenging  for  a  few  reasons,  not  only  with                
COVID-19  pandemic,  but  with  the  proceeding  itself  with  its  repeated  changes  of  date               
and  proceeding  suspensions,  the  DWCC  et  al.  has  had  to  deal  with  trying  to  keep  the                  
community  informed  and  trying  repeatedly  to  promote  the  survey  which  affected  the              
energy   of   the   survey.     
  

93.  DWCC  et  al.  put  its  best  efforts  into  the  task  of  promotion  with  circulating                 
prepared  videos  as  well  as  live  vlogs.  A  total  of  5  videos  were  released  in  the  past  year.                    
A   list   of   them   is   available   below:     
  

a. Vlog   1   -     https://youtu.be/UtadJ0W1qdo    (July   15,   2020)     
b. Vlog   2   -     https://youtu.be/Uzn233RfUyA    (May   13,   2020)     
c. Vlog   3   -     https://youtu.be/tRq43o-GVCM    (May   13,   2020)     31

d. Vlog   4   -     https://youtu.be/MF1kFAyIots    (December   26,   2020)   -   Live   Video   
e. Vlog   5   -     https://youtu.be/NKsS09xHj7w    (April   16,   2021)   -   Live   Video   
  

94. DWCC  et  al.  eventually  stuck  it  out,  did  surge  promotions,  changed  things  up  to                
repeatedly  keep  people  motivated  to  allow  some  excitement  to  keep  people  interested,              
by   offering   smartphones   as   prizes.     
  

95. The  live  vlogs  and  promotions  eventually  assisted  in  getting  us   606             
respondents ,  which  is  enough  for  a  snapshot  of  DDBHH  Canadians’  experiences  with              
wireless   services   accessibility   and   public   links   to   the   survey   closed   on    April   2,   2021 .     
  

31  Note:   Vlog   3   has   been   circulated   and   re-circulated   a   few   times.   To   encourage   people   to   submit   to   the   
proceeding.     
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Methodology   
  

96. First,  the  questions  were  developed  and  determined  as  referenced  to  wireless            
accessibility,  as  referenced  to  TNC  2020-178,  with  the  additions  of  questions  that  are               
pulled   from   recent   experiences   of   DWCC   et   al.   members,   that   may   reveal   new   trends.   
  

97. Considering  DWCC  et  al.’s  experiences  with  the  challenges  of  analysis  of  text              
comments  in  past  surveys,  it  was  carefully  edited  with  the  determination  to  limit  the                
opportunities  for  respondents’  typed  text  comments  to  only  two  locations  in  the  survey.               
Respondents  had  an  opportunity  to  type  as  much  as  they  wanted  at  the  end  of  the                  
survey.   
  

98. Generally,  there  are  a  total  of  76  survey  questions  (not  including  the  prize  draw                
questions),  and  the  general  overview  of  the  types  of  questions  addressed  in  the  survey                
include:     
  

a. What  are  DDBHH  Canadian  residents’  experiences  with  mobile  wireless           
services?   

b. Are  there  differences  between  the  primary  and  flanker  WSP  company  brand             
accessibility   package   offerings?   

c. What   is   included   in   the   current   accessibility   plans?   
d. Are  DDBHH  consumers  satisfied  with  their  current  accessibility  plan           

packages?     
e. What  do  perfectly  accessible  mobile  service  plans  look  like  for  DDBHH             

residents   of   Canada?     
f. How  are  the  wireless  service  providers  promoting  accessibility  plans  in  ways             

that   are   accessible   (Stores,   websites   and   customer   service   representatives?   
  

99. All  the  76  questions  are  set  out  in   Appendix  B  and  the  contents  were  split  in  the                   
following   sections   and   categories:   
  

Part   I:   About   the   Respondents:   
a. Demographics   
b. Residential   
c. Employment   

Part   II:   Respondents   and   their   Wireless   Service   Provider/Company:     
d. Wireless   Companies   and   Devices   
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Part   III:   Accessible   DDBHH   Applications     
e. Wayfinding/GPS   Apps   
f. Video   Communication   Apps   

Part   IV:   Video   Streaming   in   ASL   and   LSQ   
g. Video   Streaming   News   in   ASL   and   LSQ     

Part   V:   Respondents   Wireless   Contract     
h. Accessibility   Plans   
i. Awareness   and   Expiry   

Part   VI:   Complaint   or   Feedback   Processes     
Part   VII:   Respondents   Data   Plan   
Part   VIII:   Exceeding   Data   Limits   

j. Wireless   Data   
k. Unlimited   Data   

Part   IX:   Accessibility   Plans   or   Packages   
Part   X:   Respondent   Comments   

  
Optional:   
Part   XI:   To   Enroll   in   the   Draw     

  
100. It  should  be  noted  that  while  respondents  had  a  choice  to  skip  the  Prize  Draw                 
part  of  the  survey  and  go  to  the  end  of  the  survey,  approximately  300,  which  is  nearly                   
half  of  the  total  number  of  respondents,  entered  their  name  for  the  smartphone  prize                
draws.     
  

101. Once  finalized,  the  questions  were  translated  to  French  and  both  English  and              
French  survey  questions  were  input  into  the  online  survey  platform  SurveyMonkey             
( www.surveymonkey.com ).  There  were  two  links  created  in  regular  design  for  the             
DDBHH  Canadians,  in  English  and  French  with  one  extra  link  created  as  additional               
direct  links  for  each  language  Deaf-Blind  respondents’  accessibility  with  high  contrast             
and   enlarged   accessible   versions.   
  

102.  The  finalized  survey  documents  were  next  sent  to  the  Sign  Language  translation               
and  filming  resources  for  production  so  the  survey  could  be  quadrilingual  (English/ASL              
and  French/LSQ)  with  ASL  and  LSQ  translations  of  the  survey  geared  toward  Canadian               
American   Sign   Language   (ASL)   and   langue   des   signes   québecoise   (LSQ)   users.     32

  

32  ASL   and   LSQ   users   refer   to   Deaf,   DeafBlind,   Hard   of   Hearing,   and   late   deafened   people   in   a   group   
using   sign   languages   
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103. With  the  COVID-19  pandemic  and  the  first  wave  of  lockdowns,  DWCC  et  al.               
found  that,  less  resources  were  available  this  time  around,  such  as  the  unavailability  of                
our  regular  translation  and  film  companies  with  their  overwhelming  demand  to  translate              
materials  into  ASL  and  LSQ  about  COVID-19  for  DDBHH  Canadians’  health  safety  as  a                
priority.     
  

104. The  team  met  and  overcame  many  challenges  and  made  sacrifices  to  ensure  the               
survey  was  fully  accessible  to  DDBHH  Canadians  within  the  timelines  for  the              
proceeding.  As  a  result  of  these  challenges,  DWCC  et  al.  team  members  enlisted  a                
different  interpreting  and  translating  company,  eventually  with  one  of  its  own  members              
doing  the  ASL  for  quicker  results  in  such  a  tight  timeline,  and  enlisted  a  freelance  LSQ                  
interpreter  who  happened  to  be  available  at  the  time.  ASL  and  LSQ  videos  were  filmed,                 
produced,   edited   and   sent   to   the   team.   
  

105. DWCC  et  al.  team  members  embedded  both  Sign  Language  videos  into  each  of               
the   English/French   questions   in   Survey   Monkey.   
  

106. The  SurveyMonkey  website  allowed  the  storing  of  data,  which  was  exported  to              
an  Excel  format  for  further  analysis.  The  committee  has  left  the  raw  data  (including                
inconclusive  results)  within  the  SurveyMonkey  site.  Several  tools  within  Excel            
spreadsheets   were   used   to   analyze   the   survey   data.     
  

107. Next,  finally  the  survey  was  prepared  in  an  accessible  document  format  with              
large  font  print,  and  upon  request  the  surveys  were  emailed  and  sent  as  Word                
documents  in  attachment.  The  survey  responses  received,  via  e-mail,  in  document             
format,   were   manually   added   to   the   online   survey.   
  

108. A  bilingual  campaign  graphic  was  created  for  promotional  purposes,  and  shared             
via  social  media,  primarily  Facebook.  The  promotion  of  the  survey  was  also  done               
through   our   email   distribution   platform,   Mailchimp.     
  

109. The  final  number  as  of  April  2,  2021,  was   606  responses.  This  is  more  than  half                   
of  the  survey  respondents  of  DWCC  et  al.’s  largest  pool  of  survey  respondents,   1005  in                 
its  2015-2016  survey,  for  the  TNC  2015-134  proceeding.  DWCC  et  al.  agree  that  the                
size  of  the  snapshot  of  the  DDBHH  Canadians’  wireless  accessibility  experiences  is              
sufficient.     
  

110. The  numerical  data  were  extracted  from  Survey  Monkey  and  organized  in  MS              
Excel,  in  multiple  tabs,  separated  and  cleaned  up,  one  tab  per  question.  Simplified               
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tables   were   created   and   organized.   
  

111. Charts,  graphs  and  infographics  were  created  to  capture  the  survey  results  in  a               
visual   way   to   assist   in   the   visual   analysis   of   the   data   collected.   
  

112. All  these  responses  were  extracted  and  have  been  summarized,  selected  to  use              
or   highlight   in   this   report,   is   available   in   a   few   formats:     

a. Bullet   forms   of   snapshot   survey   respondent   results;     
b. Captured  snapshots  of  these  highlights  in  three  types  of  visual  data  such              
as   graphs,   charts   or   wonderful   infographics;     
c. A  total  of  30  of  the  total  150  Text  comments  are  grouped  by  common                
issucaptured  in  a  word  cloud,  to  ease  understanding  of  the  information  and  the               
issues  and  challenges  of  Deaf,  Deaf-Blind  and  Hard  of  Hearing  Canadians  with              
wireless   accessibility.   

  
113. The  entirety  of  the  respondents’  input  in  a  full  survey  analysis  is  available  in                
Appendix   A .   The   following   are   selected   highlights   of   importance.   
  

Survey   Analysis   Highlights     
114. The  total  number  of  respondents  is   606 ,  and  based  on  the  response  to  the  first                 
question  about  giving  consent  to  the  CRTC,   591  proceeded  to  participate  in  the  survey.                
A  total  of   582  had  a  wireless  data  plan.  As  for  the  rest  of  the  questions,  the  numbers                    
may  vary  based  on  the  skip  logic  of  some  specific  questions.  The  highlights               
summarizing   the   survey   responses   follow:   

  
About   the   Respondents   

  
115. Demographics   

● 76%    self-identified   as   Deaf,    11%    self-identified   as   Deaf-Blind,   and    10%    as   
Hard   of   Hearing.   

● 74%    of   the   respondents   identified   the   language   they   used   as   ASL   and   English,   
22%    responded   that   they   use   LSQ   and   French.   

● 74%    is   the   total     average   age   of   respondents   at   between    35   and   64   years   old.   
● 52%    of   respondents   earned   less   than   $24,999   and    48%    earned   $25,000   to   

$34,999   in   personal   gross   income,   before   taxes.   
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116. Residential   Information   
● The   top   four   ( 4 )   Province’   respondents   originated   from   Ontario   ( 37% ),   Alberta   

( 15% ),   British   Columbia   ( 17% ),   and   Manitoba   ( 9% )   
● 73%    live   in   metropolitan   areas   with   50,000   or   more   residents   while    17%    live   in   

cities   or   towns   with   2,500   to   50,000   residents.   
  

Consumer   Experience   
  

117. WSP   Companies   and   Devices   
● 45%    are   Telus   customers,    30%    are   Rogers   Wireless   customers,    25%    are   Bell   

Mobility   customers   of   the   big   three   wireless   service   providers   (WSPs).     
● 45%    of   DDBHH   customers   have   locked   phones   still,   while    32%    have   unlocked   

smartphones   and   a   big   percentage,   at    26%    are   unsure.   
● 82%    of   DDBHH   customers   have   a   post-paid   (monthly   bill)   wireless   service   

package.     
● 52%    have   two-year   commitments/contracts   with   a   device   provided   by   their  

wireless   service   company,    26%    have   no   commitments   or   contracts   and   bring   
their   own   devices   to   the   company.   A   very   low   percentage   at    7%    have   a   two-year   
commitment/contract   with   BYOD.     

● 69%    of   the   respondents   have   an   Apple   smartphone,   while   29%   have   an   Android   
type   of   smartphone.  

  
118. Monthly   Wireless   Data   Costs   

● 15%    of   respondents   are   paying   $66.00   -   $75.99/month,    12%    are   paying   $56.00   -   
$65.99/month,    11%    are   paying    $96.00   -   $105.99/month,    7%    are   paying   $106.00   
-   $115.99/month.   

● 19%    of   respondents   have   10GB   data   plans,    14%    have   20GB   data   plans,    12%   
have   5GB   data   plans   while    13%    don’t   even   know   how   many   GB   data   they   are   
paying   for   in   a   month.   

● 69%    are    not   satisfied    with   the   price   of   their   wireless   service   contract.     
  

119. Unlimited   Data   
● 47%    say   they   do   not   have   an   “unlimited”   data   plan,   while    13%    say   they   don’t   

know   if   they   do.   
● 68%    say   it   is   their   10GB   or   20GB   plan   that   is   designated   an   “unlimited   data   plan,”     

24%    do   not   even   know   what   their   GB   data   amount   is.   
● 61%    frequently   end   up   paying   extra   for   extra   data   usage.   
● 40%    of   consumers   went   over   their   data   limits   3-4   times   in   the   past   12   months.   
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120. Data   Accessibility   
● 72%    combined   are   being   punished   with   a   barrier   of   throttled   or   blurry   video   

communications   over   wireless   connections   when   they   reach   their   data   limit.     
● 70%    likely   respondents   say   that   their   unlimited   data   plan   comes   with   a   speed   

limit.   
● 76%    of   these   customers,   combined,   do   not   understand   the   notifications   about   the   

speed   limit   reaching,   leading   to   blurry   video   communications.   
● 80%    of   DDBHH   customers   are   paying    $15-20    more   to   clear   up   their   video   for   

communications,   with    66%    having   paid   once   for   this   top-up   speed   pass,   and    22%   
paid   for   this   3   times   or   more   to   keep   having   clear,   and   not   blurry,   video   
communications.   

● 49%    have   no   idea   how   much   they’re   paying   for   how   much   more   data   they   need   
to   resume   clear   video   communications   or   stated   it   was   too   expensive   to   pay   for   
more   GB.     
  

121. Accessibility   Plans   
● 65%    did   not   know   or   were   not   aware   of   an   accessibility   plan,   and   only    35%    are   

aware   of   the   accessibility   plan's   existence.   
● 76%    were   not   aware   that   they   needed   a   membership   of   a   DDBHH   organization   

to   get   the   accessibility   plan.   
● 35%    of   DDBHH   customers   say   the   reason   why   they   don’t   have   an   accessibility   

plan   is   because   they   don’t   know   how   to   get   one.   
● 59%    have   an   accessibility   discount   of    $20.00.   
● 51%    are   not   satisfied   with   their   accessibility   plan   on   their   wireless   contract,   and   

35%    give   the   reason   that   the   discount   is   not   big   enough   because   they   are   paying   
too   much   for   the   data   that   they    need   

  
122. Video   Calling   on   Wireless     

● 72%    experience   worry   or   anxiety   when   they   make   or   receive   calls   due   to   fear   of   
extra   charges   on   their   mobile   plan.   

● 74%    said   they   would   make   more   calls   while   using   wireless   if   they   had   more   data.   
● 57%    use   Facebook   Messenger   video,    SRV   Canada   VRS    or   FaceTime   for   live   

video   communications   on   their   wireless   data   connection.   
● 66%    use   Facebook   Messenger,   iMessage/Text,   or    SRV   Canada   VRS    apps   for   

leaving   video   messages   over   their   wireless   data   connection.  
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123. SRV   Canada   VRS   app   
● 78%    use   the    SRV   Canada   VRS    app   on   their   smartphone   or   tablet   using   wireless   

services,   and    63%    say   they’ve   been   using   up   more   data   while   using   the    SRV   
Canada   VRS    app   

● 71%    say   they   are   using    2   -   14   GB     more    data    per   month   while   using   the    SRV   
Canada   VRS    app.   

  
124. Watching   Videos   on   Wireless   Network     

● 71%    watch   videos   on   their   smartphones   or   tablets   over   a   wireless   data   
connection.   

● 62%    have   gone   over   their   data   plans   due   to   watching   ASL   and   LSQ   videos   or   
news   apps   while   using   wireless   data   connection   in   the   past   12   months.   

Recommendations   Summary   
125. Accessibility   Plans   

  
1. All   accessibility   plans   to   be   reconsidered   and   redefined   with   new   criteria.     
  

2. DDBHH   Canadians   are   allocated   true   unlimited   data   accessibility   plans   with   
no   soft   GB   limits   for    functional   equivalency .   

  
3. Accessibility   Plans   cannot   be   refused   if   there   is   clear   proof   that   the   person   

qualifies.   
  

  
126. Wireless   Service   Corporations   

  
4. Corporate   and   Storefront   locations   need   consistent   training   and   awareness   

about   Accessibility   Plans.     
  

5. Administrative   monetary   penalty   systems   are   established   to   ensure   
consistency   of   accessibility   information   by   the   salespersons.   
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127. Customer   Awareness     
  

Wireless   Service   Providers     
  
6. Create   ASL   and   LSQ   videos   explaining   about   Company-specific   Accessibility   

Plans   with   details.     
  

Canadian   Wireless   Telecommunications   Association   (CWTA)   
  

7. Create  ASL  and  LSQ  videos  explaining  about  1)  Information  about            
Accessibility   Plans   2)    Unlimited   Built-in   access   to   Canada’s   VRS.   

  
Canadian   Administrator   of   Video   Relay   Services   (CAVRS)   

  
8. Create  ASL  and  LSQ  videos  explaining  about  1)  Data  Unlimited  Built-in             

access  to  Canada’s  VRS  2)  Data  consumption  rates  for  up  to  2  hours  of                
video   communication   (information   on   its   website)   

  
DWCC   et   al.   and   other   DDBHH   organizations   

  
9. Produce  ASL  and  LSQ  vlogs  to  be  shared  across  Canada  with  information              

about  proof  of  membership  to  organizations  to  qualify  for  WSP  accessibility             
plans.   
  

10.  Share  Wireless  Service  Providers,  CAV  and  CWTA’s  ASL  and  LSQ  videos              
with   DDBHH   communities   through   social   media   and   email   distribution.   

Survey   Analysis   Summary   
  

128. The  full  survey  analysis  is  available  in   Appendix  A  but  the  summary  with  selected                
highlights  of  survey  respondents'  experiences  is  as  follows  in  visual  formats  with  charts               
and   Infographics.   

  
Demographics   

  
129. The  purpose  of  this  section  was  to  establish  the  profile  and  the  identification  of                
respondents   in   terms   of   demographics,   self-identification   and   their   residential   locations.   
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Self-Identification   
  

130. To  see  the  full  definition  of  each  of  the  identifications  below,  please  refer  to                
Definitions .   
  

131. The  full  breakdown  is  available  in   Question  6  and  the  visual  profile  of  survey                
respondents   self-identified   as:   

  
● Deaf   -    76%   
● Deaf-Blind   -    11%   
● Hard   of   Hearing   -    10%   
● Other    -    3%   

  

  
  

Language   
  

132. For  the  languages  that  respondents  use  most  often,  the  highest  percentage  of              
respondents  use  ASL  and  English,  at   74%  and   22%  use  LSQ  and  French.   4%  identified                 
that   they   use   other   written   or   sign   languages.   Raw   data   is   available   in    Question   7 .   
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Residential   Information   
  

133. To  get  a  snapshot  of  the  locations  of  where  survey  respondents  are,  and  their                
household  incomes,  we  look  at  a  geographic  map  and  focus  on  the  majority  of                
respondents’   salaries   on   an   annual   basis   as   follows.     
  

Geography   
  

134. Survey  respondents  were  from  all  across  Canada,  with  Ontario  having  the             
greatest  respondents,  at   34%.   Quebec  is  where  the  second  largest  pool  of  respondents               
originated,  at   22% .  British  Columbia  follows  at   15% .  The  rest  originated  from  Manitoba               
(8%),  Alberta  (6%),  Newfoundland  (5%)  and  Nova  Scotia  (4%). Full  breakdown  results              
are   found   in    Question   9 .   
  
  

  
 
Household   Salary   
  

135. Nearly  half,  at   52%,  of  the  respondents  either  didn’t  want  to  provide  their               
information,  or  earned  less  than  $24,999,  while  the  next  grouping  of  respondents              
earned  $25,000  to  $34,999  annually  at   15% .  Very  few  DDBHH  Canadians  make  more               
than  $54,999/year,  evident  by  the  fewest  respondents  at   7%   each  bracket  at  $55,000  to                
$70,000   plus.   Full   data   breakdown   is   available   at    Question   16 .   
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Wireless   Service   Providers   and   Devices   
  

136. To   capture   the   preferences   of   wireless   service   provider   choices   and   devices,   we   
provide   two   wonderful   infographics,   as   follows.     

  
Wireless   Service   Providers   

  
137. The  profile  of  respondents  and  which  Wireless  Service  Provider  company  that            
they  are  customers  of  in  order  of  percentage  out  of  the  3  totals  combined,  at   301                  
respondents   as   follows:   
  

● Telus   -    45%     (140)   
● Rogers   -    30%    (94)   
● Bell   -    25%    (67)   

  
138. Telus  being  the  highest,  with  140  out  of  301,  is  not  surprising  because  Telus  is                 
leading  with  its  consistent  accessibility  plans  and  services.  A  table  and  chart  with               
complete  data  is  available  in   Question  17  and  the  summarized  Infographic’s  focus  is  on                
the   Big   Three   below:   
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Devices   
  

139. Respondents  have  preferences  with  smartphone  devices  that  they  purchase  to            
use  with  wireless  data  service,  remaining  strong  with  the  choice  of  the  Apple  iPhone,  at                 
69%,  with  29%   of  respondents  preferring  Android  devices  such  as  Blackberry,  Google,              
LG,  Samsung  or  Sony  smartphones.   The  full  lineup  and  breakdown  of  total  choices  of                
devices   is   available   in   Appendix   A,    Question   18 .    The   infographic   image   focuses   on   the   
top   two   different   types   of   devices   that   respondents   have:     
  

  
  

  
140. Video  communications  are  important,  and  with  the  consistent  high  quality            
cameras  on  Apple  devices,  it  is  not  surprising  that  through  the  years,  in  all  of                 
DWCC   et   al.’s   surveys,   DDBHH   Canadians   have   consistently   chosen   this   phone.  

  
Wireless   Services   

  
141. DDBHH  Canadians  were  queried  about  their  monthly  wireless  data  costs,  about             
whether  they  had  subscribed  to  postpaid  or  prepaid  wireless  services,  and  whether  they               
were  overpaying  to  get  more  wireless  data  and  the  following  charts  and  infographics               
assist   in   grasping   the   visual   overview   of   the   consumers’   experiences.     

  
Monthly   Wireless   Data   Costs     

  
142. Wireless  data  packages  are  purchased  by  everyone  in  order  to  make             
communications  over  a  wireless  service  network.  DWCC  et  al.  wanted  to  know  how               
much  people  were  paying,  and  this  question  was  asked  twice,  how  much  they  agreed  to                 
pay  and  how  much  they  actually  paid  at  the  time  of  billing,  so  we  could  see  the                   
differences.   42%   of  respondents  are  actually  paying  between   $86.00  -  $95.99/month             
and   $106.00  -  $115.99/month  at  21%  each   while   20%  pay   $0.00  to  $24.99/month   and                
$96.00  -  $105.99/month.   Question  23  lists  the  full  list  of  the  costs  that  people  are                  
paying,   and   top   5   are   displayed   in   the   chart   below:   
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Postpaid   vs.   Prepaid   Billing   
  

143. The  wireless  services  are  either  paid  in  two  categories  by  customers  categorized              
as  pre-paid  (no  monthly  bill)  or  postpaid  (monthly  bill).   82%  of  the  survey  respondents                
have  a  post-paid  service  package,  which  means  they  receive  a  monthly  bill.  This               
doesn’t  surprise  DWCC  et  al.,  as  it  means  Deaf  people  prefer  to  see  how  much  they  are                   
paying  on  bills,  and  it  allows  them  to  pay  down  new  devices  with  a  monthly  payment                  
instead  of  buying  the  phones  outright.  The  other  10%  have  a  pre-paid  billing               
arrangement.  The  full  breakdown  data  in  a  table  is  available  in  Appendix  A,   Question                
25 .   Check   out   the   Infographic   below:   
 

  
 

  
  
  

Data   Packages   Overpayments     
  

144. Focusing  on  the  combination  of  the  survey  queries  comparing  the  cost  of              
agreement  with  the  company  (Question  22)  and  the  the  actual  payments  for  the               
wireless  services  (Question  23),  an  analysis  with  a  snapshot  focus  on  the              
overpayments,  shows  that  a  total  of   148  of  385,  or   39% ,  of  the  DDBHH  consumers  are                  
overpaying.  The   cost  of  overpayment  is  anywhere  from  $1.00  to  $120.00  or  more  a                
month.  The  most  have  paid  anywhere  from  $1.00  to  nearly  $30.00,  at   23%.   It  is                 
disconcerting  to  see   2%  have  even  suffered  overpayments  of  $120.00  or  more.  An               
example,  to  illustrate  is  the  highest  difference  between  two  costs  of  payments,  with  an                
agreement  of  payment  at  $51.00,  but  ended  up  paying   $170.00  more  than  the  agreed                
amount,  to  a  total  bill  of  $221.00.  This  should  not  be  happening,  to  even  begin  with.  The                   
full   breakdown   of   the   comparison   data   is   available   in   this    Analysis    page.   
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Data   Packages   
    
145. Wireless  data  is  connected  to  a  cellular  network,  not  a  WifI  router,  cellular  data  is                 
transferred  from  the  network  to  and  from  a  mobile  device.  It  depends  on  how  much  you                  
use  the  internet  and  where,  and  the  quantity  you  measure  is  in  a  gigabyte  (GB)  which  is                   
uploaded  and  downloaded  per  month,  and  it  is  the  company  that  offers  the  amount  of                 
data  you  can  use  per  month  that  you  purchase  and  pay  on  a  monthly  basis.  The                  
following  charts  and  infographics  nail  the  purchase  and  consumption  of  such  GB  data  of                
survey   respondents.   
  

Wireless   Data   Packages   
  

146. Survey  participants  were  asked  how  much  data  they  had  purchased,  and             
groupings  were  created  to  produce  the  top  5  gigabyte  (GB)  wireless  data  packages,  and                
the  results,  in  order  from  highest  percentage  to  lowest  percentage,  it  was  not  surprising                
is  the  purchasing  trend  is  moving  away  from  6-9  GB  packages  and  less  than  1  GB  data                   
packages,  with  the  highest  grouping  of  data  packages   2-5  GB  at  25% .  As  the  years  go                  
by,  the  data  offerings  have  increased,  thus  the   10  GB  (19%)   and   20  GB  (20%)                
packages  were  in  the  top  3  buckets  of  data  packages  that  DDBHH  customers  have                
purchased.     

  
147. Not  surprising  is  the  purchasing  trend  is  moving  away  from  6-9  GB  packages  and               
less  than  1GB  data  packages,  with  the  highest  grouping  of  data  packages   2-5  GB  at                 
25% .     
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148. The   full   list   of   results   is   available   in    Question   21 ,   but   the   top   5   GB   packages   are   
grouped   up   and   displayed   in   the   chart   below:   

  

           
  

“Unlimited”   Data   Packages   
  

149. One  of  the  greatest  fallacies  in  Canada’s  wireless  service  provider  industry  is  the               
“unlimited  data,”  so  DWCC  et  al.  sought  to  see  what  DDBHH  Canadians  were               
purchasing  as  the  packages,  by  asking  how  many  GB  does  their  “unlimited  data  plan”                
have?  Many  respondents,  at   34%   said  they  had   10  GB ,  or  either   20  GB ,  or  over  20  GB                    
for  a  combined   28%  or  simply  did  not  know  how  many  GB  they  had,  at   24% ,  which  is                    
concerning,   as   illustrated   in   the   chart   below   and   listed   in    Question   68 :   
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Data   Overages   
  

150. DDBHH  Canadians  tend  to  use  video  with  ASL  and  LSQ  communication,  and              
when  these  customers  reach  their  data  limits,  they  have  to  pay  more  for  extra  data                 
usage.  There  are  additional  and  extra  data  usages,  and  a  measurement  of  the               
frequency   of   these   overages   are   in   the   following   infographics   and   charts.   
  

Additional   Data   Usage   
  

151. When  it  comes  to  using  wireless  services,  61%  of  respondents  say  they              
frequently  end  up  paying  more  for  this.  Within  an  accessibility  lens,  this  is  not  equity.                 
DDBHH  Canadians  shouldn’t  have  to  keep  paying  for  extra  data,  for  video              
communications.   A   table   with   the   data   breakdown   is   available   in    Question   64 .   
  
  

  
  
  

Extra   Data   Usage   Payments   
  

152. When  the  data  limit  has  been  reached,  usually  customers  are  notified  with              
options  to  pay  extra  with  such  branded  services  as  “speed  passes”  to  continue  their                
data  usage.  Video  communications  are  important  to  those  who  communicate  with  ASL              
and  LSQ,  so  naturally,  yes,  they  would  accept  to  pay  more  to  clear  up.  The  Deaf,                  
Deaf-Blind,  and  Hard  of  Hearing  survey  respondents  indicated  at  80%  that  they  pay               
$15-$20  more  to  access  video  for  communication  when  the  data  limit  has  been               
reached.   Full   information   is   available   in    Question   72 .   
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Frequency   of   Overage   
  

153. DWCC  et  al.  wanted  to  measure  the  frequency  of  the  overage  of  data  within  the                 
period  of  a  year  (12  months),   40%  respondents  let  us  know  that  3-4  months  of  the  year,                   
DDBHH  consumers  go  over  their  data  limits,  and  over  1-2  GB,  which  is  seen  in  full  at                   
Question   65    along   with   the   chart   below:   
  

  
Blurry   Video   Communications   

  
154. DWCC  et  al.  is  concerned  about  the  throttling  and  slowing  down  of  video               
impacting  video  communications,  as  this  creates  blurred  video  on  both  ends  while  on  a                
wireless  network.  Below  are  charts  and  Infographics  that  identify  if  they  notice  their               
unlimited   data   plans   have   been   slowed   down,   with   blurred   video   data   usage.   

  
Blurry   Video   Data   Usage   

  
155. To  become  more  clear  on  throttling,  a  question  is  asked  specifically  describing              
how  video  is  affected  from  this,  and  a  certain   40%  responded  yes,  their  video  gets  more                 
blurry  when  they  are  reaching  their  data  limits  and  32%  are  unsure,  thus  it  could  easily                  
be  a  total  of   72%,  illustrated  in  the  infographic  image  below,  that  do  experience  blurry                 
video  communications  when  they  reach  their  data  limit.  This  essentially  is  a              
communication  barrier  for  DDBHH  Canadians  which  use  ASL  or  LSQ.  The  full              
breakdown   of   data   is   available   in    Question   70 .   
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Blurry   Video   from   Throttle     
  

156. When  queried  if  consumers’  unlimited  data  plans  had  a  speed  limit  and  asked  if                
they  noticed  their  wireless  internet  speed  “slowing  down”  when  they  reached  their  data               
limits,   51%  said  yes,  they  had  experienced  an  internet  speed  change  of  slowing  down.                
A  huge  chunk  of  respondents  at   29%  did  not  know  or  were  unsure.  Combining  these                 
two  outcomes,  it  could  well  be  possible  that   80%   have  experienced  this.   Full  results  can                 
be   found   in    Question   69    and   the   chart   illustrating   summarized   result   is:   

  
  

Wireless   Data   Usage   for   Accessibility   
  

157. When  Deaf,  Deaf-Blind  or  Hard  of  hearing  Canadians  use  wireless  data,  they              
have  worries,  concerns  about  their  data  usage,  for  example,  while  making  video  calls.               
The  charts  below  illustrate  the  levels  of  distress  that  the  users  have  with  making  these                 
calls   over   the   wireless   network.  

  
Anxiety   about   Data   over   Wireless   

  
158. Every  time  a  video  call  is  made  or  received  by  a  DDBHH  wireless  provider                
consumer,  72%  confirm  that  yes,  they  worry  about  the  added  costs  each  time  they                
make  their  accessible  video  calls.  Full  chart  information  is  available  at   Question  63  and                
summarized   in   this   visual   chart:   
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If   Only   I   Had   More   Data     
  

159. If  317  out  of  426,  or   74% ,  respondents  had  more  data,  they  say  yes,  they  would                  
have  made  more  video  calls  using  their  wireless  data  (LTE).  This  is  an  unnecessary                
barrier  for  those  who  use  video  communications  using  data  on  a  wireless  network.               
Numerical   data   in   a   table   is   available   in    Question   61 ,   and   a   chart   summary   is:   
  

  
  

SRV   Canada   VRS   
  

160. ASL  and  LSQ  users  are  using  the   SRV  Canada  VRS  app  over  the  wireless  data                
network.  The  level  of  usage  of  the   SRV  Canada  VRS  app  is  depicted  in  both  the  chart                   
and   infograph   below.   
  

Usage   of   Canada   VRS   app   on   Wireless   
  

161. A  total  of  364  respondents  or   78%  of  respondents  use  the   SRV  Canada  VRS  app                 
on  their  smartphone  or  tablet  using  wireless  services  (LTE),  while   22%  do  not.  The  full                 
data   is   available   at    Question   29 ,   and   the   chart   summary   is:   
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Data   Usage   while   using   Canada   VRS   
  

162. ASL  and  LSQ  users  communicate  with  hearing  people  over  the  phone  by  using               
video  relay  services,  and  a  combined  grouping  of   71%  say  they  consume  ranges               
between   2  GB  and   14  GB  more  data  while  using  the   SRV  Canada  VRS  app.  Raw                  
numerical   data   is   found   in   tables   located   at    Question   31 .     

  
  

Video   Communication   App   Usage   on   Wireless   
  

163. Respondents  were  asked  about  the  usage  of  these  live  interacting  video             
communication  apps  on  the  wifi  and  wireless  connections.  The  question  focuses  on  all               
types  of  video  communication  used  while  using  a  wireless  connection  ranging  from              
interactive  applications,  to  streaming  ASL  and  LSQ  information  videos  such  as  public              
health   education   videos.   

  
Which   Video   Communication   Apps   on   Wireless   
  

164. When  Deaf,  Deaf-Blind  and  Hard  of  Hearing  Canadians  use  a  variety  of              
applications  with  video  that  can  be  used  for  live  real-time  and  back  and  forth                
communications,  on  the  wireless  service  network,  it  is  not  surprising  that  the  top  three                
applications  that  are  used  by  the  respondents  are  split  equally  for  the  video               
communication  apps  of:  Facebook  Messenger  Video,   SRV  Canada  VRS,  and  Facetime             
each  are  used  respectfully  each  at   24% .  Even  on  wireless,  Zoom  and  Skype  are  most                 
often  used  for  video  communication,  at   14%   each.  The  graphic  chart  below  captures               
only   the   top   5   video   apps.    Full   data   is   available   in   the   Appendix   in    Question   33 .   
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Video   Data   Usage   while   streaming   on   Wireless   
  

165. ASL  and  LSQ  users  often  have  to  obtain  the  news  differently,  they  watch  ASL                
and  LSQ  video  news,  and  while  using  wireless  data  LTE  connections,  unfortunately              
62%  of   these  customers  often  go  over  the  limit  of  their  data  plans  due  to  these                  
accessible   videos.   The   full   data   is   available   in   a   table   in    Question   39 .   

  
  

Accessibility   Plans   
  

166. To  assess  the  DDBHH  customers  of  wireless  service  provider  companies,  DWCC             
et  al.  sought  to  learn  how  many  respondents  actually  have  an  accessibility  plan  with  the                 
companies,  and  if  they  said  no,  they  didn’t  have  one,  then  what  are  the  reasons  for  not                   
having  one  and  then  wanted  to  measure  the  awareness  of  such  Accessibility  Plans,               
whether  they  knew  or  did  not  know  about  such  accessibility  plans.  Charts  and               
Infographics   give   a   visual   representation   of   these   response   results.   

  
  

  

  
                                                                                   52   



Having   an   Accessibility   Plan   
  

167. 42% ,  which  is  a  total  of   189  out  of  446  respondents ,  say   Yes  they  have  one,                  
but  also  it  is  a  combined  57%  that  said  no  and  they  are  not  sure  if  they  have  an                      
accessibility   plan.   For   the   full   breakdown   of   the   respondents'   answers,   see    Question   40 .   
  

  
  

  
Reasons   for   Not   Having   an   Accessibility   Plan     

  
168. Those  who  do  not  have  an  accessibility  plan,  there  was  a  list  of  reasons  we                 
offered  as  a  choice  for  respondents,  and  the  most  listed,  at   35% ,  was  “ I  don’t  know                  
how  to  get  an  accessibility  plan. ”  This  is  a  concern  to  DWCC  et  al.  To  see  the  full                    
total   of   varied   responses,   please   see    Question   42 ,   and   the   chart   below:   
  

 
  

  
  
  
  
  

  

  
                                                                                   53   



  
Accessibility   Plan   Awareness   
  

169. Deaf,  Deaf-Blind,  and  Hard  of  Hearing  Canadians  may  or  may  not  be  aware  of                
the  Accessibility  Plan,  so  DWCC  et  al.,  asked  this  question  to  give  CRTC  some  sort  of                  
measurement  about  consumer  awareness,  and  the  result  is  that  65%  of  respondents              
did  not  know.  The  infograph  captures  the  essence  of  this  result.  Full  results  are  in  table                  
within    Question   41 .   
  

  
  

  
  

Which   Accessibility   Plan     
  

170. Of  the  35%  that  knew  and  were  aware  about  this  accessibility  plan,  59%  stated                
that  they  have  the   $20.00  accessibility  plan  with  the  wireless  service  providers.              
Question   43    has   the   data   in   a   table.     
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Communications   with   the   Wireless   Services   Industry   
  

171. To  clarify,  to  understand,  and  to  deliver  feedback  about  consumers  own  wireless              
services  is  so  critical  to  the  success  of  customer  engagement.  However,  DDBHH              
Canadians  still  have  enduring  issues  with  communication  and  delivering  the  necessary             
customer  experience  and  feedback  to  the  appropriate  department,  company,  or            
organization.     

  
Uncertainty   Where   to   Turn   -   Accessibility   

  
172. DDBHH  respondents,  at   62% ,  do  not  know  where  to  send  their  complaints,              
compliments  or  feedback  about  their  experience  with  the  wireless  companies            
accessibility  efforts.  To  get  a  picture  of  the  number  customers  who  have  no  knowledge                
Question   58    holds   the   full   data:   

  
  
  

Communication   Barriers   with   the   Companies   
  

173. The  reason  for  not  being  aware  of  the  accessibility  plans  is  most  likely  with  the                 
communication  barriers  with  the  wireless  service  companies  and   72%  of  survey             
respondents   confirmed   this.   The   full   chart   with   data   can   be   found   in    Question   56 .     
  

  

  

  
                                                                                   55   



  
Accessible   Communications   with   the   WSP   companies     

  
174. When  requesting  accessibility  for  communication,  with   83%  of  respondents           
saying  that  companies  did  not  make  efforts  for  good  communication,  just  as  our               
Mystery  Shoppers  report  indicated,  the  general  survey  respondents  confirm  the  same             
results   in    Question   57 .   
  

    
  

 
Modifications   in   Accessibility   Plans   
  

175. Unusual   activity   has   been   taking   place   with   regards   to   the   accessibility   plan,   and   
no   matter   how   small   a   percentage   of   incidence   of   these   accessibility   modifications,   it   is   
a   transgression   taking   place   by   the   wireless   service   providers   which   must   be   halted.   
Evidence   of   these   infringements   can   be   seen   in   the   charts   below.   
  

Accessibility   Plan   Expirations   
  

176. As  touched  on  earlier  in  this  document,  members  of  DWCC  et  al.  had               
experienced  a  few  unusual  situations,  where  they  received  notifications  either            
themselves,  and  had  members  of  the  community  let  Committee  members  know  of              
situations  where  their  accessibility  plan  was  expiring  after  a  year  of  having  it  applied  to                 
their   account.     
  

177. A  combined  total  of   46%  of  DDBHH  Canadians  either  said  this  happened  to  them                
or  that  they  didn’t  know,  regardless  of  the  total  numbers,  or  total  percentages  having                
experienced  this,  it  is  a  strong  concern  of  DWCC  et.  al.  As  being  Deaf,  Deaf-Blind  or                  
hard  of  hearing  is  a  lifetime,  permanent  condition,  it  does  not  make  sense  that  these                 
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accessibility  plans  would  expire,  as  the  disability  does  not  expire.  The  expiration              
concept   must   be   full   stop.   For   the   full   breakdown   details,   see    Question   50 .   
  

  
  

Accessibility   Plan   Changes   
  

178. The  companies  are  trying  to  use  the  accessibility  plan  as  something  to  “play               
with,“  reduce  it  and  sad  to  say,  some  wireless  companies  chose  to  use  the  pandemic  as                  
an   opportunity   to   do   this.     
  

179. While  only   40%  had  their  accessibility  plan  “change”  or  reduced  by  the              
companies,  or  didn’t  know  if  they  had,  it  is  another  matter  of  concern  to  the  DWCC  et  al.                    
Some  members  confirmed  that  they  were  told  their  accessibility  plan,  which  was  $20.00,               
was  dropped  to  $10.00  during  the  pandemic.  This  is  another  disingenuous  approach  by               
the  wireless  companies,  to  manipulate  the  vulnerable  and  make  profits,  by  skimping  on               
the   accessibility   plans.    For   the   full   details,   see    Question   52 .   
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Respondent   Commentaries  
  

180. DWCC   et   al.   allowed   our   participants   to   add   any   comment   in   the   last   question   of   
the   survey.   A   total   of   nearly   150   respondents   left   text   comments,   for   a   full   list   of   these   
comments,   see    Question   76 .    A   snapshot   of   the   most   common   words   is   captured   in   a   
word   cloud,   where   repeated   words   have   more   weight   and   are   enlarged   in   the   word   
cloud:     

 

  
181. The  following  are  the  most  notable  comments  with  the  corresponding  respondent             
numbers   under   common   topics   and/or   issues:   

  
182. Functional   Equivalency   
  

a. “I   want   the   cost   as   the   voice   (hearing)   is   equal!   Please.”    #12532252968   

b. “It  is  not  fair  for  us  to  have  to  pay  for  a  voice  plan  if  we  never  use  it  to  call                       
someone   to   talk.   Would   like   to   just   have   the   data   plan   itself.”   #12283715184   

c. “The  accessible  plan  should  be  equal  access  with  two  groups  of  customers              
between  consumer  and  business  (small  business  or  corporate  plan).”           
#11938186879   
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183. Video   on   Wireless   
  

a. “This  is  very  important  for  Deaf  people  to  use  video  calls,  watch  covid  news  in                 
ASL,  etc.  That’s  our  accessibility.  Why  do  they  charge  us  more  than  hearing               
people?”   #11905312189   

b. “Access  to  any  video  apps  on  the  phone  should  have  no  limits  on  data.”                
#11901776389   

c. “I  find  it  unfair  that  we  deaf  people  who  rely  on  videos  for  communication                
have  to  pay  so  much.  We  depend  on  videos  for  communication  and  to               
update  news  while  hearing  people  don't.  Hearing  people  have  unlimited            
voice  hours  to  use  on  weekends  and  after  business  hours  so  why  not  provide                
similar  unlimited  data  for  videos  to  deaf  people.  I  often  avoid  using  videos  on                
my  smartphone  if  WIFI  is  not  connected  so  I  don't  overuse  the  data.  I  prefer                 
using  my  computer  to  watch  videos  and  Facebook  to  save  the  cost  but  I  have                 
to  use  my  iphone  to  reply  back  as  my  computer  doesn't  have  a  camera.”                
#12532553793   

d. “Would  be  nice  to  have  unlimited  time  on  data,  because  we  chat  by  FaceTime                
everyday  at  our  break  time  and  lunch  time  at  our  workplace.  Cost  went  way                
up  on  our  use  of  the  data.  We  need  our  mental  peace  of  mind  to  enjoy                  
chatting  with  each  other  instead  of  being  left  out  by  hearing  people's              
conversation.  Also  using  VRS  if  needed  for  emergencies  like  doctors            
appointments   and   many   others   too.”   #12283737096   

184. Data   Overage   
  

a. “I  don't  like  TOP  UP  first  then  you  paid  your  bills  on  Freedom  mobile.  Wish                 
there  is  no  TOP  UP  for  this  Accessibility  Plan!  just  pay  the  bills.  Prefer                
Everything  is  UNLIMITED  that  includes  NO  TOP  UP!.  Don't  want  to  pay              
double   Top   up   plus   bills!”    #12536867633   

b. “...*penalized  for  data  overages  because  that’s  our  only  mode  of            
communication.”   #11902601449  

c. “During  COVID  19,  I  was  not  comfortable  going  to  the  Telus  store  because  my                
online  login  is  blocked  to  update  my  password.  I  tried  to  call,  and  there  wasn't                 
anyone  able  to  answer.  So  I  decided  to  go  to  the  telus  store  but  the  line  up                   
was  long.  I  ended  up  paying  for  an  over-data  plan  because  I  couldn't  go                
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online  or  have  someone  answer  the  phone  call.  Pretty  frustrating.”            
#11909375700   

185. Accessibility   Plans   &   Promotions   
  

a. “CRTC  needs  to  set  a  regulation  for  a  50%  discount  rate  for  all  persons  with                 
disabilities   who   have   Disability   Tax   Credit.”   #11902729203   

b. “Please  inform  the  store  agents  about  the  accessibility  plans  because  they             
didn’t  know  anything  about  it.  They  need  more  training  about  it.  It  is  better  that                 
they  know  more  about  it  than  them  calling  the  head  or  accessibility              
department  about  it  or  transferring  to  another  call.  It  is  a  long  wait.  I  rather  the                  
sales   agents   know   about   it.   It   is   much   easier   and   faster.”   #12283697323   

c. “Every  time  my  contract  ends,  when  I  renew  I  ask  them  about  reduced  rates                
for  Deaf  customers.  Every  time  they  said  no,  they  didn't  have  this.  I  found                
out  from  many  friends  that  they  have  discounts  so  I  do  not  understand  ...                
Also,  XXX  does  NOT  easily  advertise  that  they  have  accessibility  plans.  I              
ONLY   found   out   from   a   Deaf   friend.”   #11980172239   

d. “The  Wireless  companies  SHOULD  broadly  and  widely  ADVERTISE  this           
accessibility  plan,  it  looks  like  they  are  hiding  it  and  dont  want  people  to                
know.”   #11980172239   

186. Gigabytes/Data   
  

a.  “I  had  to  change  my  data  plan  to  50  gb  from  20  GB  because  20  GB  is  not                     
enough  for  me.  It's  quite  expensive  for  me  to  upgrade  this  to  avoid  the  stress,                 
frustration,   or   exhaustion   to   avoid   over   charging   my   data   plan.”   #1224444387   

187. Wireless   vs.   WiFi   
  

a. “Of  course,  I  don't  use  video  chat  when  there  are  no  wifi  areas.  Sometimes  at                 
home  the  data  built  up  while  wifi  shuts  down  switches  to  LTE  during  video                
chat  and  I  am  not  aware  of  this  happening.  I  am  on  a  budget  because  I  am                   
retired.”     #11958400554   

b. “It  annoy  with  wireless  when  my  data  stop  work  while  connect  to  Wi-Fi  and                
internet  seems  not  work  sometime  cause  disconnect  that  mean  I  need  to  turn              
Wi-Fi   off   to   use   data   to   access   internet   in   some   location.” #12478148987   
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c. “My   spouse   doesn't   have   any   data   plan   because   of   $$$.   Since   my   tethering   is   
allowed   for   my   spouse   to   use   some   of   my   data,   my   main   concern   is   GPS.   In   
case   she   has   an   emergency   situation,   no-one   knows.   Is   everyone   required   to   
purchase   a   data   plan   for   a   GPS   in   the   case   of   an   emergency?   Not   right.”   
#11937755844   

188. Store   Communication   
  

a. “I  would  like  to  have  an  ASL  interpreter  such  as  a  video-interpreter  at  a                
wireless  service  provider  store.  Would  we  use  CVRS  to  interact  with  a              
salesperson  for  a  bill,  phone  for  technical  issues,  and  discuss  the  contract  for               
a   new   or   renewal   of   a   plan.”   #12514285091   

b. “Some  employees  don't  always  know  how  to  set  the  plan  (always  asking  the               
manager   or   telling   us   to   contact   them   online).”   #11901639380   

c. “Please  inform  the  store  agents  about  the  accessibility  plans  because  they             
didn’t  know  anything  about  it.  They  need  more  training  about  it.  It  is  better  that                 
they  know  more  about  it  than  them  calling  the  head  or  accessibility              
department  about  it  or  transferring  to  another  call.  It  is  a  long  wait.  I  rather  the                  
sales   agents   know   about   it.   It   is   much   easier   and   faster.”   #12283697323   

d. “Contact  service  providers  are  not  always  Deaf  friendly...  a  lot  of  the  staff  are                
unaware  of  how  to  communicate  with  Deaf  ppl.  Also  a  lot  of  the  plans  are  not                  
allowed  to  have  the  disability  added  on  top  of  the  plans  so  disability  plan                
because   if   so   it   is   only   on   certain   plans   and   not   on   all.”   #11901332754   

189. Regional   
  

a. “The  pricing  should  be  Canada-Wide  instead  of  Province-wide  as  I  noticed             
that  there  are  different  pricing  between  my  relatives  but  we  do  have  the  same                
wireless   service.”   #12535482724   

190. Voicemail   &   Voice   to   Text     
  

a. “I  had  to  pay  an  extra  5  dollars  to  have  voicemail  to  text,  it  is  easier  for  me  to                     
read  than  try  to  listen  to  voice  mail.  Sometimes  the  server  will  say  “unable  to                 
turn   to   text.”    #12497668443   
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b. “I  don’t  need  a  voice  plan.  But  I  pay  more  for  voice  to  text  service  which  I  feel                    
is  unfair  -  they  don’t  provide  accessibility  means  for  voice  to  text,  or  service                
for   voice   to   ASL.”   #11904289570   

c. “I  don't  want  two  different  phone  numbers  from  my  cell  phone  and  VRS  and  I                 
like   my   cell   phone   with   VRS.”   #12526586665  

191. Business   vs.   Personal   
  

a. “That  should  include  Deaf/Deaf  Blind/HH  who  own  the  business  as  I've             
requested  from  XXXX  for  a  special  rate  and  they  turn  me  down  because  I  am                 
the   owner   of   a   business.   (Unfair)”  #11910149374   

b. “I  wasn't  able  to  get  the  accessibility  plan  cause  I'm  under  Corporate  Rate               
(under  Business  plan)  which  means  XXX  don't  offer  it.  If  I  was  to  get  it  I'll  lose                   
my   contract.”   #11903904182   

192. Miscellaneous   
  

a. “We   need   high   speed   for   the   reservations...”   #11902601449   

b. “CRTC  has  to  hire  some  people  who  know  in  depth  of  the  daily  life  of  the  Deaf                   
and  to  communicate  in  sign  language.  With  that,  data  reports  are             
accomplished  and  better  protect  the  consumption  and  are  reasonable.”           
#11902383172   
  

193. DWCC  et  al.  notes  that  the  majority  of  responses  indicate            
customers/respondents  the  overall  experience  of  DDBHH  survey  respondents  with  the            
sales  experiences  with  the  wireless  service  provider  companies.  Often  they  are  faced              
with  lack  of  communication  which  then  leads  to  limited  communication,  and  time  and               
again  less  words  are  exchanged  between  the  staff  person  and  the  customer  due  to  the                 
tedious   communication,   ie.   back   and   forth   writing,   therefore   less   information   is   shared.     
  

194. Oftentimes  these  customers  are  faced  with  more  negated  words,  such  as  “can’t”,              
“wouldn’t”,  “couldn’t”,  “no”,  or  even  an  outright  “refusal”  in  their  interactions  with  the               
sales  agent.  It  is  our  observation  that  it  is  the  sales  agent's  lack  of  knowledge  and                  
awareness  and  ignorance  that  the  DDBHH  customers  are  experiencing  these  situations             
frequently.  And  we  have  heard  stories  where  even  when  these  customers’  sales  agents               
have  passed  their  information  upline  to  the  management  level,  that  the  experience  is               
that   even   these   managers   have   refused.  
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Wireless   Accessibility   Issues   
  

195. DWCC  et  al.  has  determined  a  number  of  issues  as  a  result  of  the  survey                 
analysis,  DWCC  et  al.  membership  experiences,  and  commentaries,  and  now  presents             
the  CRTC  with  an  outline  of  the  identified  issues  as  follows,  first  categorized  in  the                 
following   list   format:   
  

a. Video   calling   and   messaging   apps   used   over   the   wireless   network   
b. Videos   on   wireless   network   -   Pandemic   Public   Health   videos   
c. Speed   Passes,   Throttling   and   Network   Management   as   Discrimination   
d. Overpayments   
e. Wireless   Costs   versus   Salary   
f. Accessibility   Plan   Expirations   or   Changes   
g. COVID-19   Pandemic   Challenges   with   the   Accessibility   Plan   
h. Accessibility   Plan   Limits   for   those   with   Shared   Plans   
i. Unlimited   access   to   the   VRS   network   with   the   SRV   Canada   VRS   app?   
j. Communication   and   Awareness   -   Lack   of    Publicity  
k. Regional   Differences   

  
Video   Calling   and   Messaging   Apps   Are   Used   Over   Wireless   Network   
  

196. ASL  and  LSQ  users  are  those  who  use  video  messaging  applications  to              
communicate,   that   is,   over   the   wireless   network   they:   

a. Use  these  video  communication  apps  for  interactive  conversations  and           
communications   over   the   wireless   network,   or   

b. leave   their   ASL   or   LSQ   video   messages   using   video   messaging   apps   
  

197. 82%  of  survey  respondents  state  that  they  most  commonly  use  four  video              
messaging  applications:  Facebook  Messenger,  iMessage  or  Text  apps,   SRV  Canada            
VRS ,  Glide  over  the  wireless  network.  It  is  not  surprising  that  Zoom  is  an  incoming  and                  
very  popular  video  communication  tool,  it  rose  to  popularity  during  the  pandemic.              
Another  one  that  is  quite  common  in  the  Deaf  community  for  video  messages  is  the                 
video  app  Marco  Polo.  There  doesn’t  seem  to  be  much  difference  between  usage  of                 
these  apps  compared  to  wireless  usage  while  on  wiFi  internet,  but  the  statistics               
gathered  prove  the  heavy  use  of  these  applications  irregardless.  More  allocated  data  is               
evidently   required   for   this   accessibility   group   for   their   wireless   service   plans.     
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Videos   on   Wireless   Network   -   Pandemic   Public   Health   videos   
  

198.   Public  Health  Officials  have  been  doing  daily  briefings,  often  with  ASL  or  LSQ                
interpreters  on  the  screen,  as  well  as  a  stealth  number  of  videos  have  been  produced                 
with  accessibility  in  mind,  to  help  Deaf,  Deaf-Blind  and  Hard  of  hearing  Canadians               
understand  COVID-19  and  the  pandemic.  Information  about  symptoms,  contagion,           
statistics,  public  health  safety  measures,  restrictions  and  lockdowns  have  all  been             
produced  in  ASL  and  LSQ  informational  and  educational  videos.  A  screenshot  captures              
what   is   described   below:   
 
 
 
  

  
  
  
  
  
  

 
  
  

199. These  types  of  videos  have,  in  fact,  been  around  for  quite  a  while,  with  the                 
programming  and  distribution  of  accessible  news  by  outlets  such  as   The  Daily  Moth,               
and     CNN’s   Sign1News,     A   screenshot   captures   what   is   described   below:   
 

                   
  

  

  
                                                                                   64   

https://www.dailymoth.com/blog
https://sign1news.com/


200. Only  fairly  recently  in  Canada,  such  a  news  program  is  emerging  for  Deaf               
Canadians,  which  produces  ASL  and  LSQ  news,  and  an  interesting  screenshot  is              
inserted   below   for   your   preview:   

 

  
  

201. At  the  City  of  Ottawa  website,  to  provide  an  example  are  a  series  of  videos  that                  
were  produced  to  enhance  the  understanding  of  what  COVID-19  is,  what  to  do  to  keep                 
safe,  the  public  in   ASL  link  page ,  and   LSQ  link  page ,  the  video  preview  of  the  video                   
Ottawa   Mandatory   Masks   -   ASL    (video   link)     is   as   follows:   
  

  
  

202. It  is  not  entertainment  for  DDBHH  Canadians,  it  is  rather,  instead,   critical              
information  that  is  needed  to  save  lives  and  keep  these  consumers  educated  and               
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https://www.santepubliqueottawa.ca/fr/public-health-topics/covid-19-resources-in-american-sign-language.aspx
https://www.ottawapublichealth.ca/en/resources/Corona/vulnerablepop/Mandatory-masks-ASL.mp4?wmode=transparent


informed.   62%  of  Canadians  actually  watch  these  important  video  streamed  news  and              
videos,   and   have   had   their   data   plans   over   wireless   impacted.   

  
Speed   Passes,   Throttling   and   Network   Management   as   Discrimination   
  

203. The  wireless  companies  doing  the  “speed  pass”  feature  and  strategy  of  throttling              
and  network  management  as  data  limits  are  reached  (you  pay  more  to  access               
high-speed  data)  is  the  ultimate  barrier  to  Deaf,  Deaf-Blind  and  Hard  of  hearing               
Canadians.  For  the  simple  reason  that  when  this  action  takes  place,  the  results  are                
blurry  video  communications  which  ultimately  block  and  hinder  communication           
between  two  signing  parties  over  the  wireless  connection.  Also  this  “network             
management“  can  force  an  important  video  call  to  be  dropped  and  the  call  is  cancelled.                 
A  screenshot  of  messages  received  by  one  of  DWCC  et  al.  members  is  as  follows,  to                  
illustrate  these  reduced  speeds,  asking  for  payment  for  more  data  and  more  high-speed               
data:   

  
  

204. From  this  survey,  the  results  show  that   80%  of  DDBHH  Canadians  say  they  are                
paying  more  for  top-up  or  speed  passes  just  to   obtain  improved  video  quality  for  their                 
video  communications.   Can  you  imagine  or  comprehend  what  it  would  be  like  to  have                
voice  calls  throttled  and  verbal  messaging  all  garbled  and  having  these  voice  calls               
dropped?  This  is  exactly  what  is  happening  here,  except  it  is  the  reverse,  with  video                 
calls  and  it  can  be  considered  an  unethical  practice  and  could  be  life  threatening  with                 
urgent   and   emergency   video   communications.     
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Overpayments   

  
205. When  it  comes  to  agreeing  to  pay  with  a  contract  signed  with  the  wireless                
company  and  the  actual  cost  of  payment  for  the  wireless  services,  while  it  is  good  that  a                   
group  of  consumers  are  actually  having  a  cost-savings,  most  likely  those  consumers              
with  the  accessibility  plan  applied,  or  that  there  has  been  no  difference  between  the  cost                 
they  agreed  to  pay,  it  is  the   34%  of  the  total  that  are  overpaying  is  what  DWCC  et  al.  is                      
concerned  about,  with  overpayments  of  ranging  from   $29.99  to  upwards  to  $120.00  or               
more.  This  highlights  and  reinforces  the  concern  that  DWCC  et  al.  had  in  TNC                
2018-246,  with  the  way  Deaf,  Deaf-Blind,  and  Hard  of  hearing  Canadians  are  treated  by                
the  wireless  companies.  There  needs  to  be  no  more  taking  advantage  of  any               
accessibility   group.     

  
Wireless   Costs   versus   Salary  
  

206. DWCC  et  al.  is  concerned  about  the  affordability  challenges  of  the  Deaf,              
Deaf-Blind  and  Hard  of  hearing  Canadians  with  the  cost  of  wireless  services.  With  the                
numbers  of   52%  of  respondents  making  less  than  $25,000.00  or   67%  making  less  than                
$35,000.00  annually,  along  with   36%  not  having  paid  work,  and   28%  are  on  government                
social  assistance,  24%  are  receiving  funds  from  government  pension  plans.  At  nearly              
40%  these  marginalized  consumers  are  stuck  overpaying  upwards  to  an   extra  $170.00              
for  their  bills.  Are  they  sacrificing  their  food  costs?  No  human  should  sacrifice  their                
needs  for  survival  all  for  the  basis  of  the  human  right  to  communication.  DDBHH                
Canadians  need  this  same  communication  for  calling  their  doctor,  school,  emergency,             
and  access  to  public  health  and  public  safety.  The  additional  data  for  video  calls  is  equal                  
to  hearing  people  making  voice  phone  calls.  How  come  hearing  people  who  talk  on  the                 
phone  have  unlimited  voice  and  text,  while  the  Deaf  have  to  have  their  phone  calls  over                  
wireless   capped   at   limits?   

  
Accessibility   Plan   Expirations   or   Changes   

  
207. Not  only  through  the  pandemic,  were  there  reports  of  changes  to  consumer’s              
Accessibility  Plans,  but  generally  overall,  at  a  combined   40%  experienced  a  surprising              
change  to  their  accessibility  plan.  Accessibility  Plans  should  not  be  changed.  It  stays  the                
same,  except  only  if  there  are  upgrades  or  evolves  into  a  more  robust  plan  with  more                  
features   with   true   accessibility   at   the   forefront.   
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208. With  a  combined  total  of   46%  of  DDBHH  Canadians  either  said  yes,  or  that  they                 
were  unsure  that  their  accessibility  plans  had  expired,  is  a  strong  concern  of  DWCC  et.                 
al.  Once  again,  people’s  disabilities  are  permanent,  most  often  from  birth  or  in               
childhood,  and  can  be  progressively  worse  as  people  age,  are  lifetime  conditions,  so  it                
is  unnerving  for  companies  to  expire  such  accessibility  plans.  These  disabilities  are              
permanent  and  do  not  expire,  therefore  the  accessibility  plans  should  not  expire.  This               
should   not   be   happening   at   all,   and   the   practice   must   be   fixed   and    stopped.   
  

COVID-19   Pandemic   Challenges   with   the   Accessibility   Plan     
  

209. DWCC  et  al.  is  concerned  about  the  behaviours  of  the  wireless  services              
providers  with  the  modifications  of  Accessibility  Plans  especially  during  the  pandemic.             
Some  companies  went  as  far  as  reducing  the  accessibility  plans  “due  to  the  pandemic,”                
because  the  wireless  network  wasn’t  being  used  as  much  during  the  lockdowns.  For               
example,  a  person’s  accessibility  plan,  which  was  $20.00,  was  dropped  to  $10.00.  This               
tactic  should  not  be  happening.  People’s  disabilities  do  not  change  during  a  pandemic,               
the  needs  remain  the  same  for  communication,  with  these  permanent  and  lifetime              
conditions   of   Deaf,   Deaf-Blind   and   Hard   of   Hearing   Canadians.     
  

Accessibility   Plan   Limits   for   those   with   Shared   Plans   
  

210. Through  comments  by  respondents  and  DWCC  et  al.  members,  it  is  evident  that               
there  remain  issues  for  those  with  Shared  Plans.  It  appears  that  if  there  are  more  than                  
one  person  who  are  DDBHH  in  one  shared  plan,  only  one  person  can  have  an                 
accessibility  plan  or,  nobody  in  a  shared  family  plan  is  allowed  to  have  an  accessibility                 
plan.  It  is  not  fair  for  the  person  who  is  DDBHH  to  not  have  an  accessibility  plan  for  their                     
needs  whether  they  are  under  a  plan  with  the  family,  especially  when  everyone  else  is                 
hearing  and  they  are  the  only  DDBHH  in  the  plan.  In  the  survey  results,  it  showed  the                   
most  number  of  DDBHH  people  in  these  shared  &  family  plans  were  likely  to  be  two                  
people,  with  the  probability  of  them  being  the  spouses,  with  up  to  3  people  on  the                  
shared  or  family  plan  at   30% .  Who  are  the  wireless  service  provider  companies  to  say                 
yes  or  no  to  individuals  who  request  an  accessibility  plan  when  it  is  proven  they  are                  
DDBHH  and  can  qualify  for  this  plan?  Every  Deaf,  Deaf-Blind,  or  Hard  of  hearing                
(DDBHH)  individual  should  be  able  to  have  an  accessibility  plan.  One  accessibility  plan               
per  person.  Overall,  this  information  regarding  shared  and  family  plans  and  the              
accessibility   plans   seems   to   be   vague,   and   must   be   addressed.   
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Unlimited   Access   to   the   VRS   Network   with   the   SRV   Canada   VRS   app?   
  

211. While,  as  seen  in   Table  1  of  this  report,  in  the  column   Unlimited  built-in  access                 
to  Canada’s  VRS ,  according  to  their  websites,  only  six  wireless  service  providers  have               
built-in  access  to  Canada’s  VRS  without  having  their  data  limits  compromised.  While              
this  is  a  fantastic  concept,  according  to  respondents,   78%  are  using  the  VRS  app  on  the                  
wireless  network,  with  yet   71%  still  have  2  -  14GB  more   of  their  data  used  up  more                   
by  the  SRV  Canada  VRS  app.  Are  the  companies  really  giving  their  built-in  access  to                 
these  accessibility  plan  customers?  Are  they  just  putting  it  on  their  websites  “for  show,”                
but  not  following  through?  This  must  be  investigated,  and  ensured  that  all  companies,               
including  Videotron  and  Shaw  Mobile,  be  required  and  put  into  effect  the  “unlimited               
access   to   the   network   for   access   to   Canada   VRS”   for   their   consumers.   

  
Regional   Differences   

  
212. DWCC  et  al.  has  received  experiences  in  several  different  cities  and  towns,  with               
the  same  wireless  service  provider,  the  pricing  is  different,  and  this  is  creating  a                
disparity  and  not  a  consistency  of  data  package  offerings  and  prices  and  causes               
confusion.  There  must  be  a  consistency  to  this  data  and  accessibility  pricing  for  DDBHH                
Canadians.   

  
Communication   and   Awareness   -   Lack   of    Publicity   

  
213. Another  issue  remains,  that  there  seems  to  be  a  general  lack  of  awareness  of                
accessibility  plans  and  accessible  services  such  as  the  unlimited  access  to  the  SRV               
Canada  VRS  app  on  the  wireless  network.  An  indication  is  by  the   65%  of  respondents                 
that  did  not  know  about  the  accessibility  plan.  At  the  same  time,  at   72%  and   83%                  
respectively  experiencing  lack  of  communication  or  information  with  DDBHH           
consumers,  indicates  that  there  appears  to  be  a  systematic  disconnect  of             
communication  and  information  sharing  within  the  wireless  service  provider  companies,            
internally   and   externally.     
  

214. Internally,  staff  including  management,  call  centres,  and  storefront          
representatives  do  not  appear  to  know  about  the  accessibility  plans  or  the  benefits  that                
come  with  the  plans  for  its  consumers,  such  as  access  to  unlimited  data  for  using  VRS                  
on   the   wireless   network.     
  

215. Externally,  out  into  the  community,  t here  is  no  promotion  of  either  accessibility              
plans  or  unlimited  high-speed  data  access  to  Canada’s  VRS  from  each  of  the  wireless                
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service  provider  companies,  Canadian  Wireless  Telecommunications  Association         
(CWTA),   or   CRTC,   in   the   accessible   language   of   either   ASL   or   LSQ.     
  

216. To  continue  in  the  vein  of  informational  videos,  as  in  promotional  wireless  service               
provider  information  videos  in  ASL/LSQ,   we  have  only  found  one  by  Bell  that  mentions                
the   2GB  in  a  combined  information  video  (2018)  but  not  in  a  singular  promo  video.                 33

Telus  did  a  wonderful  job  with  ASL  and  LSQ  videos  on  its  website  about  its  general                  
accessibility  services,  but  there  is  no  singular  promo  video  about  the  accessibility  plans               
and   what   the   features   include.   
  

217. A  scan  of  the  Canadian  Administrator  of  VRS  ( CAV,  Inc. )  website  and  youtube               
channels,  there  is  no  available  posting  of  this  information  about  the  unique  offering  or                
benefit   of  using  the   SRV  Canada  VRS .  app  on  the  wireless  network,  and  not  even  in                  
ASL  or  LSQ  video.  Not  even  a  video  explaining  in  ASL  and  LSQ  the  data  consumption                  
of   1.05   GB   for   2   hours   of   video   communication.   
  

218.  DWCC  et  al.  does  not  promote  information  if  it  is  only  with  one  company  as  we                   
are  to  be  neutral  and  not  show  any  leaning  to  one  or  other  companies  on  a  public  face.                    
With  this  in  mind,  once  more  than  two  companies  offer  it,  DWCC  et  al.  could  do  a                   
general   promotion   of   this   offering,   at   least   after   the   reports   are   released.   
  

219. To  conclude,  this  leaves  the  question  of  how  DDBHH  consumers  can  take              
advantage  of  such  accessible  mobile  wireless  packages  or  services,  such  as  the              
accessibility  plan,  or  access  to  VRS  on  wireless  network,  if  the  information  is  not                
available  in  their  accessible  language  by  the  major  industry  players  (CAV,  CWTA,              
CRTC).   
 

Overall   Recommendations   
  

220. With   the   notion   that   the   word   accessibility   plan   has   been   misdefined   and   been   
misunderstood   for   the   true   essence   of   its   definition,   thus,   DWCC   et   al.   further   clarifies   
and   re-defines   the   accessibility   plan   as   the   following:   

  
221. Accessibility   plan    is   a   specific   developed   plan   for   customers   who   are   unable   
to   effectively   communicate   over   voice   networks,   especially   Deaf,   Deaf-Blind   and   Hard   
of   Hearing.   The   plan   provides   data-only   access   to   wireless   service   provider   networks   
and   typically   includes   the   following   features:   Text   Messaging,   E-mail,   Internet   access,   

33Accessibility   Rate   Plan   -   Bell    Youtube    (2018)   
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and   Video   Calling   or   Multimedia   Messaging   (when   not   restricted   by   device).   The   data   
 provided   by   the   Accessibility   plan   is   unlimited.   This   leads   to   effective    communication   
equivalence ,   rather   than   functional   equivalence.     
  

DWCC   et   al.   hereby   makes   the   following   recommendations:     
  

Accessibility   Plans   
  

1. All   accessibility   plans   to   be   reconsidered   and   redefined   with   new   criteria.     
a. Always   high-speed   (no   intentional   slow   down)     
b. No   network   management   (throttling),   and   exempt   from   speed   pass   
c. Provides   built-in   unlimited   data   access   to   Canada   VRS   app   
d. No   additional   cost   for   phone   forwarding   to   VRS   number   
e. No   additional   cost   for   text   transcript   of   an   incoming   voicemail   
f. No   limits   for   numbers   of   accessible   people   on   the   shared   plan   
g. NEVER   EXPIRES ,   or   adjusts/changes   regardless   of   situation   

  
2. DDBHH   Canadians   are   allocated   true   unlimited   data   accessibility   plans   

with   no   soft   GB   limits   for   functional   equivalency.   
a. Deaf,   Deaf-Blind   and   Hard   of   hearing   Canadians   should   not   be   

experiencing   the   de-prioritization   of   data   usage   and     34

b. Unlimited   video   data,   Unlimited   texting,   Unlimited   voice   calling   and   
c. DDBHH   are   never   penalized   or   paying   overages.   
d. The   cap   of   the   price   of   these   data   plans   with   an   accessibility   plan   applied   

is    $70.00   CAD,    before   taxes.   
  

3. Accessibility   Plans   cannot   be   refused   if   there   is   clear   proof   that   the   person   
qualifies.    Even   if   there   is   a   different   deal   going   on,   the   accessibility   plan   is   
applied   irregardless.   

  
  
  
  
  
  

34  WhistleOut:    :   A Fact:   A   Truly   Unlimited   Data   Plan   Doesn't   Exist ,   (Angelo   illumba,   2018)   -    link   
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Wireless   Service   Corporations   
  

4. Corporate   and   Storefront   locations   need   consistent   training   and   awareness   
about   Accessibility   Plans.    The   storefront   salesperson   should   provide   
consistent   information.   

a. In   store   terminals   and   website   Point   of   Sales   (POS)   systems   must   include   
accessibility   plan   options.     
  

5. Administrative   monetary   penalty   systems   are   established   to   ensure   
consistency   of   accessibility   information   by   the   salespersons.    This   is   to   stop   
the   salespersons   providing   inconsistent   and   incorrect   information.   

  
Customer   Awareness     

  
Wireless   Service   Providers     

  
6. Create   ASL   and   LSQ   videos   explaining   details   about   company-specific   

Accessibility   Plans.     
  

Canadian   Wireless   Telecommunications   Association   (CWTA)   
  

7. Create  ASL  and  LSQ  videos  explaining  about  1)  Information  about            
Accessibility   Plans   2)    Unlimited   Built-in   access   to   Canada’s   VRS.   

a. These  videos  explain  the  availability  and  existence  of  accessibility  plans            
and  the  built-in  access  to  VRS,  and  to  contact  the  companies  for  more               
information.   

  
Canadian   Administrator   of   Video   Relay   Services   (CAVRS)   
  

8. Create  ASL  and  LSQ  videos  explaining  about  1)  Data  Unlimited  Built-in             
access  to  Canada’s  VRS  2)  Data  consumption  rates  for  up  to  2  hours  of                
video   communication   (information   on   its   website)   
Referencing   SRVCanadaVRS   website:     

a. “.. .about  1,079  Megabytes  or  1.05  Gigabytes  per  month  for  every  two             
hours   (120   minutes)   that   you   use   the   service.   35

35  SRV   Canada   VRS   Internet   webpage   on   their   website:     SRV   Canada   VRS     
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b. “for  the  highest  quality  VRS  calls,  we  recommend  a  minimum  of  1.3              
Megabits  per  second  (Mbps)  bandwidth  for  both  upload  and  download            
speeds   to   your   device.”     36

  
DWCC   et   al.   and   other   DDBHH   organizations   

  
9. Produce  ASL  and  LSQ  vlogs  to  be  shared  across  Canada  with             

information  about  proof  of  membership  to  organizations  to  qualify  for            
WSP   accessibility   plans.     
  

10.Share  Wireless  Service  Providers,  CAV,  and  CWTA’s  ASL  and  LSQ  videos             
with   DDBHH   communities   through   social   media   and   email   distribution.   

Conclusion   
  

222. A  total  of   606  respondents   in  this  survey  revealed  that  overall,  ASL  and  LSQ                
users  do  use  video  communication,  and  that  despite  the  “unlimited  data”  packages,  they               
were  often  paying  top-up,  in  order  to  get  extra  high-speed  data  to  utilize  video                
communications   over   the   wireless   networks.     
  

223. DWCC  et  al.  seeks  quality  of  access  to  communication  through  wireless             
networks  for  Deaf,  Deaf-Blind  and  Hard  of  hearing  Canadians,  “anytime,  anywhere,  and              
independently.”   37

  

224. It  is  critical  not  to  de-prioritize  DDBHH  Canadians  use  of  wireless  data  for  the                
reason   of   accessibility   to   video   communications.   
  

225. Some  overall  recommendations  included  a  revised  accessibility  plan  with  more            
criteria  that  prohibit  the  network  management  /  throttling  of  such  plans,  exempt  from               
speed  passes,  unlimited  access  to  Canada’s  VRS,  unlimited  data,  text  and  voice  calling,               
and   does   not   expire   or   change,   and   with   no   additional   cost   for   two   accessibility   features:   

a. phone   forwarding   from   text   number   to   VRS   number   and;   
b. incoming   voicemail   text   transcript   services.     
  

36  Quoted   from   SRV   Canada   VRS   FAQs   on   their   website:      SRV   Canada   VRS   
37  Buff   and   Blue   Student   Newspaper,   Gallaudet   University   (November   10,   1989),   Kelby   Brick,   2017     
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226. There  is  currently  a  systemic  disparity  of  information  causing  frustration  on  both              
sides  of  the  DDBHH  customers  and  the  storefront  salespersons.  Thus,  it  is  DWCC  et                
al.'s  perspective  that  wireless  companies  must  do  better  for  consistency  of  information              
by  enhancing  and  expanding  mechanisms  and  training  for  the  frontline  salespeople  in              
the  storefronts,  including  implementing  administrative  monetary  penalties.  An  additional           
solution  would  be  to  have  store  and  system-wide  POS  entries  that  have  “accessibility               
plans”   listed   in   drop   down   lists   of   options,   and   ready   to   be   applied   at   the   sales   kiosk.   
  

227. Due  to  the  proceeding  being  suspended  numerous  times,  the  proposed  price             
plans  offered  in  a  question  in  our  survey  are  now  moot,  because  these  prices  and                 
packages  are  stale,  with  the  playing  field  landscape  having  changed.  This  is  with  the                
offering  of  larger  GB  packages.  Consequently,  based  on  DWCC  et  al.’s  analysis,  there               
are  two  points,  for  the  reason  of  accessibility,  true  unlimited  wireless  data  offerings  need                
to  be  offered  for  Deaf,  Deaf-Blind  and  Hard  of  hearing,  and  at  a  price  cap  of   $70.00                   
before   taxes.   

  
228. Additionally,  the  next  biggest  issue  identified  is  the  general  unawareness  of  the              
accessibility  plan,  the  unlimited  built-in  access  to  VRS,  therefore  several  videos  in  ASL               
and  LSQ  need  to  be  released  by  the  following:  all  wireless  service  providers,  CWTA,                
CAV,  and  DWCC  et  al.  and  other  DDBHH  organizations.  The  list  of  these               
recommended   videos   to   produce   are   found   in    Recommendations .   
  

229. A  summary  of  the  survey  project  results  for  TNC  2020-178,  results  is  put               
together   visually   in   a   delightful   Infographic   in    Appendix   D .   
  

230. DWCC  et  al.  trusts  it  has  accumulated  sufficient  evidence  concerning  its             
accessibility  group  to  significantly  and  meaningfully  contribute  to  the  CRTC  proceeding             
TNC  2020-178:  Call  for  comments  –   Accessibility  –  Mobile  wireless  service             
plans   that   meet   the   needs   of   Canadians   with   various   disabilities.   
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Appendix   A:   Overall   Survey   Data   Results   Analysis     
  

Accessible   Mobile   Wireless   Services   Survey   
  

Introduction   -   Background   &   Purpose   
    

To   take   this   survey,   you   must   be:   
1.   At   least   18   years   old;   and   
2.   A   Canadian   resident   consumer   of   a   wireless   service   company   for   at   least   one   

year;   and   
3.   Deaf,   Deaf-Blind,   Hard   of   Hearing,   or   Late-deafened;   and   
4.   Use   any   smartphone   or   tablet   connected   to   a   Canadian   mobile   network     

 
This   survey   is   available   in   ASL,   English,   LSQ   and   French.     

  
Please   keep   in   mind:   through   the   survey   you   will   see   “other”   in   many   questions.   
Feel   free   to   provide   additional   details   about   these   at   the   end   of   the   survey.   
  

For   a   large   print   edition   or   other   alternative   formats,   please   contact   us   at:   
survey@deafwireless.ca   

  
Thank   you   for   participating   in   this   survey.   
  

QUALIFYING   QUESTIONS   
    
 Question   1:    I   hereby   consent   that   my   responses   will   be   used   to   present   the   
information   to   the   Canadian   Radio-television   and   Telecommunications   
Commission   (CRTC)   for   Telecom   Notice   of   Consultation   2020-178.   

  
This  question  was  used  to  explain  that  the  results  would  be  shared  to  the  CRTC,  and                  
gave  the  respondents  the  option  to  remove  themselves  from  the  survey  if  they  didn’t                
give  consent.  Only  15  people,  at   2% ,  gave  consent,  and  the  rest,  591,  and   98%   gave                  
consent.   
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 Question   2:   Do   you   have   a   wireless   data   plan?     
a. Yes     
b. No     

  
As  this  proceeding’s  focus  is  on  wireless  data  plans,  we  wanted  to  ensure  that  the                 
people  who  participated  in  the  survey  had  a  wireless  plan,  and  the  majority  said  they                 
did,  at   89%,   with  11%  who  responded  that  they  did  not.  A  total  of   517  is  plenty  of                    
people  to  gather  a  profile  of  the  wireless  accessibility  challenges  that  are  explored  in                
this   proceeding.    
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 Question   3:   Do   you   have   more   than   1   wireless   provider   (company)?   
a. Yes,   (Please   fill   out   a   survey   for   EACH   provider   or   company)   
b. No   (please   fill   out   this   survey   once)  

  
As  instructed,  people  were  instructed  to  answer  this  survey  for  each  company  that  they                
are  a  consumer  of.  With  this  question,  we  found  that   104  respondents  were  consumers                
of  multiple  wireless  provider  companies,  and  the  rest,   408  were  consumers  of  only  one                
company.   

  
  
  
  

Part   I:   ABOUT   YOU   
  

 Question   4:   What   is   your   gender?     
a. Female   
b. Male   
c. Non-binary   
d. I   prefer   not   to   provide   information   
  

Our  surveys  wanted  to  reflect  the  intersectionality  of  the  Deaf  community,  and              
respect  that  some  humans  prefer  not  to  be  limited  by  society’s  definitions  of  genders                
DWCC  et  al.  provided  other  options,  such  as  non-binary,  and  we  wished  to  give  the                 
option  not  to  state  which  they  are.  The  result  of  this  question  was  296  identified                 
themselves  as  female,  while   38%  as  Male,  while  the  remaining  17  were  either               
non-binary,  at   1% ,  or  did  not  wish  to  be  identified  at   2% .  Women  take  the  lead  in  the                    
willingness   to   participate   in   surveys,   at   59%.   
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 Question   5:   How   old   are   you?   

a. 18   to   24   years   
b. 25   to   34   years   
c. 35   to   44   years   
d. 45   to   54   years   
e. 55   to   64   years   
f. 65   years   or   older   
g. I   prefer   not   to   provide   information   

  
To  build  the  profile  of  survey  respondents,  we  wanted  to  build  a  profile  of  the  age  range                   
of  respondents.  The  largest  range  of  respondents  for  this  survey,  is  the  group  of  35  to                  
64  years  of  age  at   72%,   follows  by  the  grouping  of  respondents  in  the  range  of  25  to  34                     
years  of  age,  at   14%,   people  who  are  in  the  retirement  bracket,  at  65  years  or  older,  are                    
the  next  largest  grouping  of  respondents,  at   9%.   It  is  interesting  to  note  the  youngest                 
group,  those  being  between  18  to  24  years  of  age,  was  the  smallest  group  of                 
respondents.   
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 Question   6:   How   do   you   self-identify?   
a. Deaf   (a   sign   language   user--for   example:   ASL   or   LSQ)   
b. Deaf-Blind   (low   vision,   Usher   Syndrome)   
c. Hard   of   Hearing/Oral   Deaf   
d. Late-deafened   
e. Other   

  
The  self-identification  of  the  respondents  participating  in  the  survey  had  the  largest              
chunk  of  people  who  were  a  sign  language  user,  using  either  ASL  or  LSQ,  at   76% ,  with                   
11%  being  Deaf-Blind,  and   10%  being  Hard  of  hearing  or  an  Oral  deaf  person.  A  very                  
much  smaller  percentage  identify  as  late-deafened,  or  other  identifications  that  are  not              
listed.   
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Q6.   What   do   you   self-identify   as?  Responses  

Deaf   (a   sign   language   user   -   for   example:   ASL   or   LSQ)  382   

Deaf-Blind   (low   vision,   Usher's   Syndrome)  54   

Hard   of   Hearing/Oral   Deaf  51   

Late-deafened  7   

Other  10   

Total  504   



 Question   7:    Which   languages   do   you   use?   
a. ASL   
b. LSQ   
c. English   
d. French   
e. Other   written   or   sign   languages   

  
For  the  languages  that  respondents  use  most  often,  the  highest  percentage  of             
respondents  use  ASL  and  English,  at   74%  and   22%  use  LSQ  and  French.   5%  identified                 
that   they   use   other   written   or   sign   languages.     

  

 
  

With  the  next  question,  only  those  who  self-identified  as  Deaf-Blind,  a  total  of   54                
respondents,   could   complete    Question   8 .   

  
  

ONLY   FOR   DEAF   BLIND   RESPONDENTS   
  

 Question   8:   Which   modes   of   communication   do   you   use?   
a. Sign   Language   
b. Tactile   ASL   or   Tactile   LSQ   (hand   on   hand   communication)   
c. Protactile   
d. Two   hand   manual   
e. Braille   
f. Voice   
g. Other   

  
Of  the  54  Deaf-Blind  respondents,  we  learned  the  communication  they  most  use  is  Sign                
Language  (ASL  or  LSQ)  with   43% ,  with   19%  of  these  respondents  using  Tactile  ASL  or                 
LSQ  for  communication,  with  a  smaller  percentage  of  them  using  Pro-Tactile  or  Braille,               
at   8%   each,  and  interesting  enough,   17%  of  them  used  Voice  to  communicate.  The                
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smallest  breakdown  of  respondents  used  two-hand  manual  communication,  which  is            
likened   to   the   two-hand   British   Sign   Language   but   in   a   tactile   style.   

  

  
  

  
RESIDENTIAL   INFORMATION   
  
 Question   9:   Which   Canadian   province   or   territory   do   you   currently   live   in?   

  
a. British   Columbia   
b. Yukon   
c. Alberta   
d. Northwest   Territories     
e. Saskatchewan     
f. Nunavut   
g. Manitoba   

h. Ontario     
i. Québec   
j. Newfoundland   and   Labrador   
k. Nova   Scotia   
l. Prince   Edward   Island   
m. New   Brunswick   
  

  
The  largest  pool  of  respondents  to  the  survey  reside  in  the  Province  of  Ontario,  at   34% .                  
The  second  largest  pool  of  respondents  reside  in  the  province  of  Quebec,  at   22% ,  and                 
British  Columbia  residents  came  in  3rd  at   16%   with  Manitoba,  at   8%,   the  smallest                
groupings  are  from   3-6%  with  origins  from  Alberta,  Newfoundland,  Nova  Scotia,             
Saskatchewan   and   New   Brunswick.   
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The   table   with   all   the   totals   from   each   Province   appears   on   the   next   page.   
  

  
  
 Question   10:   Where   do   you   live   (metropolitan   vs.   rural)?   
a. City   or   metropolitan   area   (50,000   or   more   people)   
b. City   or   town   (between   2,500   –   50,000   people)   
c. Village   (fewer   than   2,500   people)   
d. I   am   nomadic,   living   from   town   to   town   
e. I   prefer   not   to   provide   information   
  

The  highest  number  of  respondents  at   73%  originate  from  metropolitan  cities  with              
50,000  or  more  people.  The  result  was  not  surprising  considering  most  Deaf  service               
agencies,  and  job  opportunities  for  Deaf,  Deaf-Blind  and  Hard  of  hearing  are  located               
and  usually  found  in  metropolitan  areas.   17%  live  in  smaller  cities  or  towns  with  a                 
population  of  2,  5000  to  50,000  people.  Much  smaller  numbers,  at   4%  each ,  live  in                 
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Q9.   Which   Canadian   province   or   territory   do   you   live   in?  Responses   Percentage   %   

Ontario  167   34   

Québec  110   22   

British   Columbia  77   16   

Manitoba  39   8   

Alberta  30   6   

Newfoundland   and   Labrador  27   5   

Nova   Scotia  19   4   

Saskatchewan  14   3   

New   Brunswick  13   3   

Yukon  0     

Northwest   Territories  0     

Nunavut  0     

Prince   Edward   Island  0     

Total  496     



villages  or  nomadic  communities  and  the  remaining  did  not  wish  to  prefer  what  type  of                 
area  that  they  reside  in.  Major  cities  are  usually  where  DDDHH  Canadians  gravitate               
toward  due  to  accessible  services  provided  in  these  cities  and  larger  community  social               
circles.   

  

  
  

  
  

 Question  11:  How  many  Deaf,  Deaf-Blind  or  Hard  of  Hearing  people  live  at  your                
residence?   
a. 1   (just   me)   
b. 2   people   
c. 3   people   
d. 4   or   more   people     
  

For  CRTC  to  see  the  picture  of  the  number  of  DDBHH  people  living  alone  versus  with                  
others  that  are  also  DDBHH  in  the  same  residence,  it  was  surprising  to  see  the  results                  
where  a  large  percentage  of  DDBHH  respondents  actually  live  alone,  at   55%,   with  two                
people  living  together  at   33%,   more  than  2  people  was  considerably  less  at  a  combined                 
11%.     
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Q10.   Where   do   you   live   (metropolitan   vs.   rural)?   Responses   

City   or   metropolitan   area   (50,000   or   more   people)  364   

City   or   town   (between   2,500   –   50,000   people)  84   

Village   (fewer   than   2,500   people)  21   

I   am   nomadic,   living   from   town   to   town  6   

I   prefer   not   to   provide   information  21   

Total  496   



  
  

EMPLOYMENT   
  
 Question   12:   Do   you   have   a   paid   job?     

a. Yes   
b. No     

  
To  understand  the  employment  and  salary  profile  of  the  DDBHH  respondents,  DWCC  et               
al.  asked  employment-related  questions,  and  asked  respondents  if  they  had  a  paid  job,               
and   64%  did  say  yes  they  did,  while   36%,   with  a  total  of  178  respondents,  said  no,  they                    
did   not.   

  
  

 Question   13:   If   you   do   not   have   paid   work,   what   do   you   do?     
a. Student   
b. Volunteer   
c. Parent   or   Caretaker   for   family   members   (senior   or   young   children)   
d. Retired     
e. Other   

  
Of  the   178  who  said  they  do  not  have  paid  work,  to  understand  further,  the  query                  
specifically   asked   what   they   do   if   they   don’t   have   paid   work.     
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The  highest  number  of  respondents  chose  “Other”  meaning  they  were  neither  students,              
volunteers,  caretakers,  parents  or  retired,  at   39% ,  while  the  other  greatest  number  of               
respondents  stated  they  were  retired,  at   38% ,  while  a  combined   13%  were  students  or                
volunteers,  and   10%  were  either  a  parent  themselves  or  a  caretaker  for  their  own  family                 
members.  Once  again,  the  largest  grouping  of  respondents  seems  to  be  from  the  retired                
bracket.   
  

 
  

  
  

 Question   14:   If   you   do   not   have   paid   work,   your   income   is   from   where?   
a. Government   Disability   or   Social   Assistance   (PWD)   
b. Employment   Insurance   (EI)   
c. Canada   Pension   Plan   (CPP)   
d. Old   Age   Security   (OAS)   
e. None   of   above   

  
To  understand  where  the  source  of  income  was  coming  from  as  an  Canadian  that  isn’t                 
working  in  a  paid  job,  the  responses  were  all  over  the  place.  The  largest  source  of                  
income  of  this  respondent  group  was  social  assistance  such  as  disability  from  the               
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Q13.   If   you   do   not   have   paid   work,   what   do   you   do?   Responses   

Student  11   

Volunteer  12   

Parent   or   Caretaker   for   family   members   (senior   or   young   
children)  18   

Retired  67   

Other  70   

Total  178   



provincial  government.  The  highest  bracket  of  respondents  had   28%  on  social             
assistance.  Using  the  largest  number  of  residents  from  Ontario  as  an  example,  the               
equivalent  of  that  province’s  government  assistance  would  be  the  Ontario  Disability             
Support  Program  (ODSP).  The  second  largest  respondent  group,  at   24%  were  either  on               
the  Canadian  Pension  Plan  (CPP)  or  get  their  income  from  “none  of  the  above,”  all  the                  
choices  that  are  listed.  Matching  up  with  the  demographics,   16%  of  respondents  were  in                
retirement,  so  they  were  receiving  the  Old  Age  Security  (OAS)  stipend,  with  the  smallest                
group  being  those  who  are  on  Employment  Insurance  (EI),  at   7% .  The  largest               
unemployed   group   was   those   who   are   on   social   assistance.     

    

  

  
 Question   15:   Which   one   of   these   terms   best   describes   your   paid   job?   

a. Part-time   
b. Full-time   
c. Contract   job     
d. Freelance   -   work   for   multiple   contracts     
e. Self-employed/entrepreneur   (own   business)   

  
To  envision  the  profile  of  the  type  of  paid  work  people  had,  the  responses  were  with                  
nearly  half  having  full-time  work,  at   53%,   a  combined   22%  were  either  contract  or                
self-employed,  with   17%   of  respondents  having  part-time  work.  A  smaller  group  of              
respondents   get   by   on   freelance   work,   and   work   for   multiple   contracts,   at   only    9%.   
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Q14.   If   you   do   not   have   paid   work,   your   income   is   from   
where?   Responses   

Government   Disability   or   Social   Assistance   (PWD)  61   

Employment   Insurance   (EI)  15   

Canada   Pension   Plan   (CPP)  53   

Old   Age   Security   (OAS)  35   

None   of   above  53   

Total  178   



  

  
  

  
 Question   16:   What   is   your   total   personal   gross   income,   before   taxes?   

f. Less   than   $24,999   
g. $25,000   -   $34,999     
h. $35,000   -   $44,999     
i. $45,000   -   $54,999     
j. $55,000   -   $69,999   
k. $70,000   or   more     
l. I   prefer   not   to   provide   information   
 
As   for   salary,   nearly   half,   at    52%,    of   the   respondents   either   didn’t   want   to   provide   
their   information,   or   earned   less   than   $24,999,   while   the   next   grouping   of   
respondents   earned   $25,000   to   $34,999   annually   at    15% .   Very   few   DDBHH  
Canadians   make   more   than   $54,999/year,   evident   by   the   fewest   respondents   at    7% .   
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Q15.   Which   term(s)   describes   your   paid   job?   TOTAL   
Full-time   208   
Part-time   66   
Contract   job   46   
Self-employed/entrepreneur   (own   business)   38   
Freelance   -   work   for   multiple   contracts   35   
Answered   314   



  
  

  
  

PART   II:   YOU   and   YOUR   WIRELESS   SERVICE   PROVIDER/COMPANY     
  

WIRELESS   COMPANIES   &   DEVICES     
  
 Question   17:   Which     wireless   service   provider    (company)   do   you   currently   use?      

  
a. Bell   Mobility   
b. BellMTS   
c. Eastlink   
d. Rogers   Wireless   
e. Sasktel   
f. Telus   Mobility   
g. Vidéotron   

h. Fido   
i. Freedom   Mobile   
j. Koodo   Mobility   
k. Public   Mobile   
l. Virgin   Mobile     
m. My   provider   (company)   is   not   
listed   /   None   of   the   Above   

  
The  respondents  are  showing  us  that  Telus  has  the  greatest  number  of  DDBHH               
customers,  which  is  not  surprising,  considering  Telus  offers  one  of  the  most              
complete  accessibility  plan  packages  out  of  all  the  companies.  The  result  was   29%                
and  Rogers  followed  at   19% ,  with  Bell  falling  behind  at   14% .  Videotron,  the  most                
popular  company  for  those  in  Gatineau  or  the  province  of  Quebec  has   8%  of                
DDBHH  customers.  The  three  top  flanker  companies  (Fido,  Koodo  Mobility,  Virgin             
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Q16.   What   is   your   total   personal   gross   income,   before   taxes?  Responses   

Less   than   $24,999   &   I   prefer   not   to   provide   information   253   

$25,000   -   $34,999   71   

$35,000   -   $44,999   48   

$45,000   -   $54,999   48   

$55,000   -   $69,999   36   

$70,000   or   more   33   

Total  489   

https://youtu.be/HjUJdnPYIGU
https://youtu.be/HjUJdnPYIGU


Mobile)  fall  respectively  at  7%,  7%  and  4%.  The  table  with  the  respondent  number                
totals   is   found   below   on   the   next   page.   

  

  
  
  
  

 Question   17:   Which     wireless   service   provider    (company)   do   you   currently   use?      
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https://youtu.be/HjUJdnPYIGU
https://youtu.be/HjUJdnPYIGU


  
  
 Question   18:   What   kind   of     smartphone    device   do   you   use   most   for   wireless   data   
service   (for   example,   LTE)?     

a. iOS   (Apple   iPhone)   
b. Android   (for   example,   Blackberry,   Google,   LG,   Samsung,   Sony)   
c. Windows   
d. I   don’t   use   a   smartphone,   I   use   a   tablet   
e. Other   

  
As  for  the  type  of   smartphone  device  used  most  for  wireless  data  service ,               
respondents  remain  strong  with  the  choice  of  the  Apple  iPhone,  at   69%,  with  29%   of                 
respondents  preferring  Android  devices  such  as  Blackberry,  Google,  LG,  Samsung  or             
Sony  smartphones.  Even  smaller  percentages  of  respondents  have  Windows  or  other             
smartphones,  and   1%  of  them  use  a  tablet  instead  of  a  smartphone.  Of  those  who  use  a                   
tablet,  a  total  of  6  respondents,  it  is  only  these  respondents  that  were  asked  to  answer                  
the   next   question,    Question   19 .   
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Q17.   Which   wireless   service   provider   (company)   do   you   currently   use?  Responses  

Telus   Mobility  140   

Rogers   Wireless  94   

Bell   Mobility  67   

Vidéotron  39   

Fido  33   

Koodo   Mobility  33   

Virgin   Mobile  21   

Freedom   Mobile  17   

My   provider   (company)   is   not   listed   /   None   of   the   Above  15   

Bell   MTS  11   

Sasktel  8   

Eastlink  6   

Public   Mobile  2   

Total  486   

https://youtu.be/iyPmAEWXM40
https://youtu.be/iyPmAEWXM40


  
  

  
  

 Question  19:  What  kind  of  tablet  do  you  use  most  with  wireless  data  services  (on                 
LTE   with   SIM   card)?      

  
a. iOS   (Apple   iPad)   
b. Android   (for   example,   Galaxy,   Note,)   
c. Windows   (for   example,   Microsoft   Surface   Pro)   
d. I   don’t   use   a   tablet,   I   use   a   smartphone   
e. Other   
  

Of  the  6  who  use  a  smartphone  over  the  wireless  data  connection,   67%  were  using                 
an  Apple  tablet,  an  iPad  while  the  other   33%  had  been  using  an  Android  tablet,  for                  
example  the  Samsung  Galaxy  Note  and  none  mentioned  using  the  Microsoft             
Surface   Pro   or   chose   “other”   for   the   type   of   tablet   they   were   using   on   wireless   data.   
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Q18.   What   kind   of   smartphone   device   do   you   use   most   for   wireless   data   service   (for   
example,   LTE)?   Responses   

iOS   (Apple   iPhone)  335   

Android   (for   example,   Blackberry,   Google,   LG,   Samsung,   Sony)  140   

Windows  2   

I   don’t   use   a   smartphone,   I   use   a   tablet  6   

Other  3   

Total  486   



  
  

  
  

 Question   20:   Is   your   main   device   locked   to   a   particular   wireless   service   
provider?   
a. Yes,   my   main   device   is   a    locked    smartphone   
b. No,   my   main   device   is   an    unlocked    smartphone   
c. I   don’t   know   

  
As  for  whether  their  main  device  may  it  be  a  smartphone  or  a  tablet,  most  likely  the                   
smartphone,  is  locked  or  unlocked,   41%  said  it  is  locked,  and  would  be  tethered  to  their                  
wireless  service  provider  company,  while   32%  say  their  smartphone  is  unlocked  and              
they  are  free  to  switch  between  companies  but  a  high  percentage,  at   26%  simply  don’t                 
know   whether   their   smartphone   is   locked   or   unlocked.     
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Q19.   What   kind   of   tablet   do   you   use   most   with   wireless   
data   services   (on   LTE   with   SIM   card)?   Responses   

Yes  4   

No  2   

Total  6   

Q20.   Is   your   main   device   locked   to   a   particular  
wireless   service   provider?   (choose   only   one)   Responses   

Yes,   my   main   device   is   locked  199   

No,   my   main   device   is   unlocked  157   

I   don’t   know  128   

Total  484   



  
 Question   21:   How   much   wireless   data   is   included   in   your   monthly   plan?     
a. 0   to   100   MB   
b. 101   to   250   MB   
c. 251   to   500   MB   
d. 501   MB   to   1   GB   
e. 2   GB   
f. 3   GB   
g. 4   GB   
h. 5   GB   
i. 6   GB   
j. 7   GB   
k. 8   GB   
l. 9   GB   
m. 10   GB   
n. 11-14   GB   
o. 15   GB   
p. 20   GB   or   more   (including   unlimited)   
q. I   don’t   know/Unsure  
  

The  wireless  service  providers  provide  packages  with  monthly  limited  amounts  of  data              
for  the  consumers  to  use,  based  on  the  package  or  plans  they  paid  for.  Not  surprising                  
with  the  most  recent  offerings  and  sales  packages,  the  most  popular  GB  packages  that                
DDBHH  Canadians  have  are  the  10GB  and  20GB  of  wireless  data  packages.  Combined               
the  percentage  is   29%   with  a  total  of  167  of  respondents,   with  20  GB  or  more   being  the                    
highest  at   20%.   The  first  chart  follows  the  increments  of  GB  1GB  to  “20GB  or  more.”                  
The  second  follows  the  actual  results  from  following  the  order  of  the  totals,  from  highest                 
to   lowest   totals   and   percentages.   
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Q21.   How   much   wireless   data   is   
included   in   your   monthly   plan?   TOTAL   

0   to   100   MB  14   

101   to   250   MB  5   

251   to   500   MB  5   

501   MB   to   1   GB  12   

2   GB  35   

3   GB  14   

4   GB  25   

5   GB  35   

6   GB  34   

7   GB  7   

8   GB  15   

9   GB  12   

10   GB  80   

11-14   GB  20   

15   GB  32   

20   GB   or   more   (including   unlimited)  87   

I   don't   know/Unsure  45   

Answered  477   



  
 Question   22:   How   much   did   you    agree    to   pay   for   your   phone   bill   cost   per   month,   
according   to   your   contract/plan   (including   taxes)?   
  

a. $0.00   -   $24.99/month     
b. $25.00   -   $35.99/month     
c. $36.00   -   $45.99/month     
d. $46.00   -   $55.99/month     
e. $56.00   -   $65.99/month     
f. $66.00   -   $75.99/month     
g. $76.00   -   $85.99/month     
h. $86.00   -   $95.99/month     
i. $96.00   -   $105.99/month     
j. $106.00   -   $115.99/month     
k. $116.00   -   $125.99/month     

l. $126.00   -   $135.99/month   
m. $136.00-   $145.99month   
n. $146.00-   $155.99/month   
o. $156.00   -   $165.99/month   
p. $166.00   -   $175.99/month   
q. $176.00   -   $185.99/month   
r. $186.00   -   $194.99/month   
s. $196.00   -   $205.99/month   
t. $206.00   -   $215.99/month   
u. $216.00   -   $225.99/month     
v. $226   or   more   per   month   

  
The  highest  number  of  respondents  have  agreed,  64  out  of  477,  at   19% ,  to  pay                 
$66.00-$75.99/month  for  their  wireless  services.   17%  of  respondents  have  agreed  to             
pay    $56.00   -   $65.99/month ,   and    16%    have   agreed   to   pay    $36.00   -   $45.99   per   month.   
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Q22.   How   much   did   you   agree   to   pay   for   your   phone   bill   cost   
per   month,   according   to   your   contract/plan   (including   taxes)?   Responses   

$66.00   -   $75.99/month   64   

$56.00   -   $65.99/month   59   

$36.00   -   $45.99/month   55   

$46.00   -   $55.99/month   49   

$76.00   -   $85.99/month   49   

$86.00   -   $95.99/month   39   

$106.00   -   $115.99/month   29   

Total  477   



  
To  have  a  comparison  between  what  they  agreed  to  pay  vs.  what  they  are  paying  in  the                   
end,   this   question   was   used   to   collect   data   for   comparison   with    Question   22 .     

  
 Question   23:   How   much   do   you    actually    pay   for   your   phone   bill   per   month   
(including   any   data   add-ons   and   taxes)?   
  

a. $0.00   -   $24.99/month     
b. $25.00   -   $35.99/month     
c. $36.00   -   $45.99/month     
d. $46.00   -   $55.99/month     
e. $56.00   -   $65.99/month     
f. $66.00   -   $75.99/month     
g. $76.00   -   $85.99/month     
h. $86.00   -   $95.99/month     
i. $96.00   -   $105.99/month     
j. $106.00   -   $115.99/month       
k. $116.00   -   $125.99/month     

l. $126.00   -   $135.99/month   
m. $136.00-   $145.99month   
n. $146.00-   $155.99/month   
o. $156.00   -   $165.99/month   
p. $166.00   -   $175.99/month   
q. $176.00   -   $185.99/month   
r. $186.00   -   $194.99/month   
s. $196.00   -   $205.99/month   
t. $206.00   -   $215.99/month   
u. $216.00   -   $225.99/month     
v. $226   or   more   per   month   
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Q22.   How   much   did   you   agree   to   pay   for   your   phone   bill   cost   
per   month,   according   to   your   contract/plan   (including   taxes)?   Responses   
$66.00   -   $75.99/month   64   

$56.00   -   $65.99/month   59   

$36.00   -   $45.99/month   55   

$46.00   -   $55.99/month   49   

$76.00   -   $85.99/month   49   

$86.00   -   $95.99/month   39   

$106.00   -   $115.99/month   29   

$0.00   -   $24.99/month   28   

$96.00   -   $105.99/month   25   

$25.00   -   $35.99/month   22   

$116.00   -   $125.99/month   21   

$126.00   -   $135.99/month   8   

$146.00-   $155.99/month   8   

$226   or   more   per   month   7   

$166.00   -   $175.99/month   4   

$136.00-   $145.99/month   3   

$156.00   -   $165.99/month   2   

$216.00   -   $225.99/month   2   

$176.00   -   $185.99/month   1   

$196.00   -   $205.99/month   1   

$206.00   -   $215.99/month   1   

$186.00   -   $194.99/month   0   

Total  477   



  
In  the  order  of  largest  percentage  to  lowest  percentage.  For  example,  a  combined   42%                
of  respondents  are  actually  paying  between   $86.00  -  $95.99/month and   $106.00  -              
$115.99/month  at  21%  each   while   20%  pay   $0.00  to  $24.99/month   and   $96.00  -               
$105.99/month.   The  smallest  grouping  of  respondents  at  17%  pay  between   $36.00  -              
$45.99/month .   

    
  

    
 Analysis   of   Question   22   and   23   -   Cost   Savings   and   Overpayments   
  

With  Question  22  and  Question  23,  we  wanted  to  do  a  comparison  between  what                
people  had  agreed  to  pay  with  their  contracts  versus  what  they  had  been  paying  in                
reality,  and  captured  it  from  both  the  overpayment  and  cost  savings  perspectives.  Of  the                
422  total  respondents  to  these  questions,  148  have  been  overpaying  on  their  bills,  57                
have  had  cost-savings,  while  237  had  neither  meaning  they  had  been  paying  exactly               
what  they  agreed  to  with  the  companies.  While  it  is  good  that  there  has  been  no                  
difference,  at  54%  of  the  422,  or  that  a  group  of  consumers  are  actually  having  a                  
cost-savings,  most  likely  with  the  accessibility  plan  applied,  it  is  the   148 ,  or   34%  of  the                  
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Q23.   How   much   do   you   actually   pay   for   your   phone   
bill   per   month   (including   any   data   add-ons   and   
taxes)?   Responses   

$86.00   -   $95.99/month  35   
$106.00   -   $115.99/month  35   

$0.00   -   $24.99/month  34   
$96.00   -   $105.99/month  34   
$36.00   -   $45.99/month  29   

Total  167   



total  that  are  overpaying,  with  overpayments  of  ranging  of  as  much  as  $120  and                
upwards,  is  what  DWCC  et  al.  is  concerned  with.  The  first  chart  and  table  a  profile  of  the                    
total  422  respondents.  The  second  snapshot  focuses  only  on  those  who  state  they               
have   overpaid   their   agreed   payments.     

    

 
Snapshot   of   Overpayment   costs   

 
Focusing   on   the   combination   of   those   who   saw   no   change   to   their   payments   between   
the   agreement   with   the   company   (Question   22)   and   the   actual   payments   for   the   
wireless   services   (Question   23),   and   those   who   overpaid,   it   shows   that   a   total   of    148    of   
385,   or    38% ,   of   the   DDBHH   consumers   are   overpaying   anywhere   from   $1.00   to   
$120.00   or   more   a   month.   The   most   have   paid   anywhere   from   $1.00   to   nearly   $30.00,   
at    23%.    It   is   disconcerting   to   see    2%    have   even   suffered   overpayments   of   $120   or   
more.   This   should   not   be   happening,   to   even   begin   with.   
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 Question   24:   Describe   your   wireless   service   agreement/contract:   
a. Two-year   commitment/contract   with   a   device   provided   by   your   wireless   company   
b. Two-year   commitment/contract   with   BYOD   (“Bring   Your   Own   Device”)   
c. No   commitment/contract   (for   example,   no   term,   or   BYOD)   
d. I   don’t   know   /   Unsure   
e. Other   
  

To  understand  the  contract  choices  by  DDBHH  consumers  of  the  wireless  service              
providers,  we  have  now  learned  that   52%  have  a  two-year  commitment  or  contract  with                
a  device  provided  by  the  wireless  company.   26%  have  no  commitment  or  contract  (no                
term  or  BYOD)  A  very  small  percentage,   7%  have  a  two-year  commitment  when  they                
brought  their  own  devices  (“BYOD”)  A  combined   16%  just  don’t  know  and  are  unsure  or                 
have   other   types   of   agreements   with   the   wireless   service   provider   companies.     
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 Question   25:   Is   your   wireless   service   pre-paid   or   post-paid?     

a. Pre-paid   (I   do   not   get   a   monthly   bill)   
b. Post-paid   (I   get   a   monthly   bill)   
c. I   don’t   know   

  
To  learn  whether  DDBHH  Canadians  pay  with  a  monthly  bill  or  not,  most               

respondents  are  paying  and  receiving  monthly  bills  for  their  wireless  services,  at  82%.               
Not  as  many  people,  10%   pre-pay  for  their  wireless  services,  and  an  even  smaller                
percentage   just   don’t   know.   

  
 Question   26:   How   many   people   TOTAL   are   on   your   shared   data   plan   as   a   family   
plan   (for   example:   parent,   spouse,   partner,   children)?     

a. 1   (just   myself)   
b. 2   people   
c. 3   people   
d. 4   or   more   people   

  
To  determine  how  many  people  would  be  on  a  household  shared  wireless  data               

plan,  it  was  evident  with  many  people,  a  total  of  326,  responding  that  they  were  the  only                   
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Q24.   Describe   your   wireless   service   
agreement/contract:   TOTAL   ENGLISH   FRENCH  

DB   
ENGLISH    

DB   
FRENCH   

TOTAL   
RESPONDENTS   

Two-year   commitment/contract   with   a   
device   provided   by   your   wireless   company   242   173   35   14   20     

Two-year   commitment/contract   with   BYOD   
(“Bring   Your   Own   Device”)   33   20   9   0   4     

No   commitment/contract   (for   example,   no   
term,   or   BYOD)   121   105   4   5   7     

I   don’t   know   /   Unsure   55   42   6   5   2     

Other   18   11   4   1   2     

Answered   469   351   58   25   35     

Skipped   137   86   25   7   19   606   



person  they  were  paying  for  the  plan,  at   70%.   More  than  one  person,  and  mostly                 
couples  are  on  these  shared  or  family  plans,  at   20%,  while  more  than  three  people  and                  
families,   to   a   combined   total   of    10%.     

  

  
  

 Question   27:   How   many   DDBHH   people   are   on   your   shared   data   plan   in   addition   
to   yourself   (for   example   have   a   family   plan)?   

a. 1   person   
b. 2   people   
c. 3   people   
d. 4   or   more   people   

  
To  determine  how  many  people  besides  the  respondent  would  be  on  a  household              

shared  wireless  data  plan,  the  result  was  quite  large,  at   74%  are  the  only  one  on  their                   
data  plans,  while  the  most  common  response  was  one  other  person,  at   12% ,  that  are                 
sharing  the  wireless  service  bill,  with   45  of  346  of  responses.   10%  have  three  other                  
people   on   the   shared   family   plan.     
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PART   III:   ACCESSIBLE   DDBHH   APPS   
    

WAYFINDING/GPS   APPS   
  

 Question   28:   You   use   wayfinding   (for   example,   GPS   maps)   on   your   smartphone   /   
tablet   to:   

a. Tell   you   where   you   are   
b. Tell   you   how   to   go   from   one   place   to   another   
c. Tell   you   which   side   of   the   street   you’re   on   and   which   direction   you’re   going   
d. Tell   you   when   public   transit   (bus,   train,   taxi   or   rideshare)   will   arrive   
e. Tell   you   what’s   around   you   (landmarks,   restaurants,   stores   or   other   places)   
f. None   of   the   above   
g. Other   

  
To  show  the  rationales  people  use  their  wayfinding  or  GPS  systems,  the  most               

people  responded  it  is  used  for  how  to  tell  or  describe  to  get  from  place  to  another,  at                    
24% ,   19%  of  the  time  respondents  use  wayfinding  to  tell  them  what  landmarks  are                
around  them,  ie.  restaurants,  or  stores  and  tell  you  where  exactly  you  are. 16%  use  it                  
to   notify   them   when   public   transportation   will   arrive.   
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VIDEO   COMMUNICATION   APPS   
  
 Question  29:  Do  you  use  the   SRV  Canada  VRS  app  on  your  smartphone  or  tablet                 
using   wireless   services   (LTE)?   

a. Yes   
b. No   

  
A  total  of  364  respondents  or   78%  of  respondents  use  the  SRV  Canada  VRS  app  on                  
their   smartphone   or   tablet   using   wireless   services   (LTE),   while    22%    do   not.     

  
  
 Question  30:  Do  you  use  more  data  since  you  started  using  the   SRV  Canada  VRS                 
app   on   your   smartphone   or   tablet   using   wireless   services   (LTE)?   

a. Yes   
b. No   
c. I   don’t   know   

  
Respondents  have  confirmed  that  they  use  more  data  since  they  started  using  the  SRV                
Canada  VRS  app  on  their  smartphones  or  tablets  while  using  wireless  services  (LTE)               
with  the  total  number  of  respondents  228  out  of  363,  or   63%   of  the  respondents.                 
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Q28.  You  use  way-finding  (for  example  GPS  maps)  on  your  device             
to:   TOTAL   

Tell   you   how   to   go   from   one   place   to   another   337   

Tell  you  what’s  around  you  (landmarks,  restaurants,  stores  or  other            
places)   269   

Tell   you   where   you   are   267   

Tell   you   when   public   transit   (bus,   train,   taxi   or   rideshare)   will   arrive   219   

Tell  you  which  side  of  the  street  you’re  on  and  which  direction              
you’re   going   210   

Other   84   

Answered   466   



Interestingly  enough, 23%  of  the  respondents  simply  don’t  know,  and  14%  said  no,  and                
are   likely   satisfied   with   their   allocated   data   on   the   wireless   service   network.     

  

  
  
 Question  31:  If  your  data  usage  has  increased  since  you  started  using   SRV               
Canada   VRS ,   how   much   more   data   per   cycle   (month)   on   average   are   you   using?   

a. 1   GB   or   less   
b. 2-5   GB   
c. 6-9   GB   
d. 10-14   GB   
e. 15-19   GB   
f. 20   GB   or   more   

  
When  DDBHH  consume  data  by  using  video,  they  would  notice  that  their  data  usage                
has  increased,  and  this  query  asks  if  the  data  increased  when  they  were  specifically                
using  the  SRV  Canada  VRS  app,  and  the  results  show  that  the  highest  grouping,  at                 
36%  of  the  amounts  of  more  data  used  is  2-5  GB  more  of  data  is  used  a  month  while                     
using  the  SRV  Canada  VRS  app,  and  some,   18% ,  even  say  they  are  seeing  an                 
increase  of  6-9GB  per  data  cycle  (month).  If  you  add  up  the  largest  number  of                 
responding  users,   71%,  it  is  clear  that  DDBHH  consumers  have  increased  their  data               
usage   by   using   SRV   Canada   VRS   app   between    2-14GB    per   data   cycle.   
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 Question  32:  Which   live  interactive  video  applications  (“apps”)  do  you  use  at              
home   or   in   a   public   location    with   a   wifi   connection ?     
a. FaceTime   
b. Facebook   Messenger   Video   
c. Google   (Duo,   Meet,   Hangouts)   
d. Imo   
e. Skype   
f. SRV   Canada   VRS   
g. WhatsApp   
h. Zoom   
i. Other   

  
There  are  other  video  applications  that  can  be  used  for  live  real-time  and  back  and  forth                  
communications,  and  in  order  to  do  a  comparison,  one  question  is  asked  for  the  usage                 
of  these  apps  on  the  wifi  connection,  and  the  same  question  is  asked  for  the  wireless                  
service  connection.  This  one  is  focused  on  those  that  would  use  a  wiFi  connection.  The                 
most  popular  application  used  for  video  communication  is  Facebook  Messenger  Video,             
at   18% ,  the  Canada  VRS  application  follows  at   17% ,  with  Facetime  at   16%  and  it  is  not                   
surprising,   with   the   pandemic   that   the   app   of   Zoom   is   high   on   the   list   at    15% .     
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Question   32   continued:   Chart   and   Table   

 
  
  

  
  

 Question  33:  Which   live  interactive  video  applications  (“apps”)  do  you  use             
while   using   wireless   data   (LTE) ?   
a. FaceTime   
b. Facebook   Messenger   Video   
c. Google   (Duo,   Meet,   Hangouts)   
d. Imo   
e. Skype   
f. SRV   Canada   VRS   
g. WhatsApp   
h. Zoom   
i. Other   
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Q32.   Which   live   interactive   video   applications   (“apps”)   do   you   use   at   
home   or   in   a   public   location   with   a   wifi   connection?   (choose   all   that   apply)  TOTAL   

Facebook   Messenger   Video  380   

SRV   Canada   VRS  356   

FaceTime  338   

Zoom  316   

Skype  254   

Google   (Duo,   Meet,   Hangouts)  190   

WhatsApp  142   

Other  84   

imo  18   

Answered  457   



This  question  is  asked  about  the  usage  of  these  live  interacting  video  communication               
apps  on  the  wifi  connection,  and  the  same  question  is  asked  for  the  wireless  service                 
connection.  This  one  is  focused  on  those  that  would  use  a  wiFi  connection.  When  Deaf,                 
Deaf-Blind  and  Hard  of  Hearing  Canadians  use  a  variety  of  applications  with  video  that                
can  be  used  for  live  real-time  and  back  and  forth  communications,  on  the  wireless                
service  network,  it  is  not  surprising  that  the  top  three  applications  that  are  used  by  the                  
respondents  are  split  equally  for  the  video  communication  apps  of:  Facebook             
Messenger  Video,   SRV  Canada  VRS,  and  Facetime  each  are  used  respectfully  each  at               
19% .  Even  on  wireless,  Zoom  and  Skype  are  most  often  used  for  video  communication,                
at   11%   each.  The  chart  on  the  next  page  cuts  down  and  focuses  only  on  the  top  5                    
applications:   Facebook,   SRV   Canada   VRS,   Facetime,   Zoom   and   Skype.     
  

  
  

Question   33:   Chart   and   Table   
  

Q33.  Which  live  interactive  video  applications  (“apps”)  do  you  use  while  using              
wireless   data   (LTE)?   (choose   all   that   apply)   
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Question   33   continued:   Shortlist   snapshot   
  

The  chart  and  table  focuses  only  on  the  top  5  applications:  Facebook,  SRV  Canada                
VRS,  Facetime,  Zoom  and  Skype.  It  appears  the  top  3  applications  that  are  most  used                 
on  wireless  data  (LTE)  are  Facebook  Messenger  Video,  SRV  Canada  VRS  and              
Facetime,   at    24%    each   respectfully.   
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Q33.  Which  live  interactive  video  applications  (“apps”)  do  you           
use   while   using   wireless   data   (LTE)?   (choose   all   that   apply)   TOTAL   

Facebook   Messenger   Video  312   

SRV   Canada   VRS  311   

FaceTime  307   

Zoom  185   

Skype  178   

Google   (Duo,   Meet,   Hangouts)  128   

WhatsApp  120   

Other  75   

Imo  13   

Answered  457   



  
Comparison  usage  of  interactive  video  applications  on  Wifi  &  Wireless  (Question             
32   &   33):   Top   4   Apps   
 

  
  
  
 Question  34:  Which   video  messaging  applications  (“apps”)  do  you  use  at  home              
or   in   a   public   location   with   a    wifi   connection    to   leave   video   messages?   

a. Facebook   Messenger   
b. Glide   
c. iMessage/Text   Apps   
d. Marco   Polo   
e. SRV   Canada   VRS   
f. Other   

  
This  next  question  is  once  again  asked  twice,  once  in  relation  to  the  usage  of  the  video                   
messaging  application  on  the  wifi  connection,  and  the  other  is  while  using  the  wireless                
data   service   connection.   This   one   is   focused   on   those   that   would   use   a   wiFi   connection.     
 
Signing  Deaf  people,  ASL  and  LSQ  users  are  those  who  use  video  messaging  apps  to                 
communicate,  that  is,  they  leave  their  ASL  or  LSQ  video  messages  using  video               
messaging  applications.  On  the  wiFi  connection,  respondents  leave  video  messages            
most  commonly  with  the  use  of  four  video  messaging  applications:  Facebook             
Messenger,  iMessage  or  Text  apps,  SRV  Canada  VRS,  Glide  or  even,  Marco  Polo.  The                
highest  number  of  respondents  use   Facebook  Messenger ,  at   25%  or   326  out  of  452                
respondents   for   this   question.   
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Question   34   continued:   Chart   and   Table   
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Q34.  Which  video  messaging  applications  (“apps”)  do  you  use  at  home  or  in  a                
public  location  with  a  wifi  connection  to  leave  video  messages?  (choose  all  that               
apply)  TOTAL   

Facebook   Messenger  326   

iMessage/Text   Apps  270   

SRV   Canada   VRS  267   

Glide  200   

Marco   Polo  160   

Other  75   

Answered  452   



 Question  35:  Which   video  messaging  applications  (“apps”)  do  you  use   while             
using   wireless   data   (LTE)    to   leave   video   messages?     

a. Facebook   Messenger   
b. Glide   
c. iMessage/Text   Apps   
d. Marco   Polo   
e. SRV   Canada   VRS   
f. Other   

  
On  the  wireless  data  connection,  respondents  leave  video  messages  most  commonly             
with  the  use  of  four  video  messaging  applications:  Facebook  Messenger,  iMessage  or              
Text  apps,  SRV  Canada  VRS,  or  Glide.  The  highest  number  of  respondents  use              
Facebook  Messenger ,  at   24%  or   282  out  of  452   respondents  for  this  question.  The                
table   with   the   totals   is   below,   on   the   next   page.   
  

  
  
Question   35   continued:   Chart   and   Table   
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Comparison  usage  of  video  message  applications  on  Wifi  &  Wireless  (Question             
34   &   35):   Top   4   Apps   

  

  
  

PART   IV:   VIDEO   STREAMING   IN   ASL   &   LSQ     
Video   Streaming   News   in   ASL   &   LSQ   

  
 Question  36:  Do  you  watch  videos  on  your  smartphone  or  tablet  while  using               
wireless   data   (LTE)?   
a. Yes   
b. No   

 
When  asked  if  the  respondents  watch  videos  on  their  smartphone  or  tablet  while  they                
are  using  their  wireless  data  (LTE),  the  majority  of  respondents,  at  322  out  of  452                 
respondents   said   yes,   resulting   in   a   resounding   Yes,   at    71%.   
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Q35.  Which  video  messaging  applications  (“apps”)  do  you  use  while            
using  wireless  data  (LTE)  to  leave  video  messages?  (choose  all  that             
apply)  TOTAL   

Facebook   Messenger  282   

iMessage/Text   Apps  254   

SRV   Canada   VRS  231   

Glide  188   

Marco   Polo  146   

Other  80   

Answered  452   



  
 Question  37:  What  kind  of  sign  language  (ASL  or  LSQ)  news  or  informational               
videos  do  you  watch  from  your  smartphone  or  tablet  while  using  wireless  data               
(LTE)?   
a. Emergency  or  public  health  vlogs(for  example:  COVID-19  and  pandemic           
public  health  news  and  videos,  extreme  weather,  for  example,  tornado,  earthquake,             
news   broadcasts)   
b. Sign  Language  News  Vlogs  (for  example,   Les  Ushers  Tres  Bien! ,  The  Daily              
Moth,   DPAN   TV   News,   Sign   1   News,   Seek   the   World,   DeafNation)   
c. Facebook  Live  informational  videos  in  ASL  or  LSQ,  including  natural  disaster             
emergency   video   messages   

  
Respondents  who  use  their  smartphones  over  the  wireless  data  (LTE)  connection  to              
watch  sign  language  news  or  informational  videos  have  responded  that  they  are  split  on                
using  emergency  or  public  health  videos  and  sign  language  news  vlogs,  at   34%  each.                
This  makes  complete  sense  at  this  particular  time,  as  we  are  in  the  midst  of  the                  
COVID-19  pandemic,  so  these  informational  videos,  watched  on  their  smartphones,  are             
critical   at   this   time.     
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Q37.  What  kind  of  sign  language  (ASL  or  LSQ)  news  or            
informational  videos  do  you  watch  from  your  smartphone  or           
tablet   while   using   wireless   data   (LTE)?   (select   all   that   apply)   TOTAL   

Emergency   or   public   health   vlogs  243   

Sign   Language   News   Vlogs  241   

Facebook   Live   informational   videos   in   ASL   or   LSQ  225   

Answered  318   



 Question  38:  Which  kinds  of  news  videos  do  you  watch  from  your  smartphone               
or   tablet   while   using   wireless   data   (LTE)?   
a. News   (for   example,   TVA,   CBC   News,   CBC   Sports,   CTV   News   Go,   Global   Go)   
b. Television   (for   example,   Shaw   FreeRange,   Bell   Fibe   TV)   
c. Videos   (for   example,   YouTube,   Vimeo)   

  
DWCC  et  al.  needed  to  see  what  people  really  use  for  the  rest  of  their  wireless  data                   
usage,  and  the  answer  is  a  bit  more  people  are  just  like  the  rest  of  everyone,  just                   
watching  videos,  youtube,  vimeo  and  possibly  Netflixing  with  a  bit  of  chilling.  Still  a  great                 
number,   238  out  of  318 ,  at   40%  responses  for  this  question,   do  watch  the  news  on                  
their  smartphones  or  tablets  while  on  a  wireless  data  connection,  and  this  is  important  in                 
this  pandemic,  to  keep  up  with  health  and  safety  guidelines  that  seem  to  be  ever                 
changing   dependent   on   the   numbers   of   health   cases.   This   makes   sense.   
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Q38.  Which  kinds  of  news  videos  do  you  watch  from  your  smartphone  or  tablet  while                 
using   wireless   data   (LTE)?   (select   all   that   apply)   TOTAL   

News  (for  example,  CTV  News  Go,  CBC  News,  CBC  Sports,  CBC  Olympics,  Global  Go,                
Radio-Canada,   Radio-Canada   Sports)   238   

Television   (for   example,   Shaw   FreeRange,   Bell   Fibe   TV)   101   

Videos   (for   example,   YouTube,   Vimeo)   251   

Answered   318   



 Question  39:  Have  you  ever  gone  over  your  data  plan  due  to  watching  ASL  or                 
LSQ  videos,  or  news  apps  while  using  wireless  services  (LTE)  in  the  last  12                
months?    
a. Yes   
b. No   

  
An  ultra-important  question  for  DWCC  et  al.  was  about  data  usage  over  a  wireless                
service  network,  and  this  survey  has  confirmed  in  more  than  one  way,  that  yes,  DDBHH                 
wireless  customers  have  been  going  over  their  data  plans,  with  their  allocated  data               
amounts  per  month.  An  example  is  where   62%  of  DDBHH  wireless  customers  have               
been  going  over  their  data  plans,  with  their  allocated  data  amounts  per  month,  by                
watching   ASL   or   LSQ   news   apps   while   using   their   wireless   network.   

  
  

PART   V:   YOUR   WIRELESS   CONTRACT   
  

ACCESSIBILITY   PLANS   
  

 Question   40:   Do   you   have   an   accessibility   plan?     
a. Yes     
b. No   
c. I   don’t   know   /   Unsure   

  
To  assess  the  DDBHH  customers  of  wireless  service  provider  companies,  we  want  to               
know  how  many  actually  have  an  accessibility  plan  with  the  companies,   42% ,  which  is  a                 
total  of   189  out  of  446  respondents ,  say   Yes  they  have  one,  but  also  it  is  a  combined                     
57%  that  said  no  and  they  are  not  sure  if  they  have  an  accessibility  plan.  The  survey                   
was  programmed  if  they  selected  no,  they  would  be  asked  for  the  reasons  why  not  in                  
another   question   on   the   survey.   
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 Question   41:   Are   you   aware   of   accessibility   plans?   
a. Yes   
b. No     

  
65%  are   not  aware  of  the  accessibility  plans  being  available  to  them  for  their  wireless                 
service   provider   plans.   Only   35%   of   respondents   are   aware   of   these   accessibility   plans.   
  

  
  
  

 Question   42:    Why   do   you   not   have   an   accessibility   plan?   
a. I   don’t   know   how   to   get   an   accessibility   plan   
b. I   am   not   a   member   of   a   DDBHH   organization   
c. It   is   cheaper   for   me   to   not   have   an   accessibility   plan   
d. I   couldn’t   communicate   is   ASL/LSQ   at   the   store   
e. Other   

  
From  the  people  who  do  not  have  an  accessibility  plan,  when  they  answered  in                
Question  40  there  are  a  list  of  reasons  we  offered  as  a  choice  for  respondents,  and  the                    
most  listed,  at   35%  was  “ I  don’t  know  how  to  get  an  accessibility  plan ”,  and  “other”                  
meaning  there  were  other  reasons  other  than  the  suggested  reasons  DWCC  et  al.               
offered  and  listed  did  not  fit  for  them  and  similarly  a  combined   30%   state  it  was                  
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because  they  couldn’t  communicate  in  their  own  language  (ASL  or  LSQ)  with  the               
retail  store  staff.  An  interesting  response  number,  with  only  22  people  responding  for               
this  one,  at   15% ,  was  that  it  was  cheaper  for  them  not  to  have  an  accessibility  plan,  that                    
there  was  something  in  the  plan  design  that  made  it  cheaper  without  an  accessibility                
plan.   Interesting.   
  

  
  

  
  

 Question   43:   Please   describe   the   accessibility   plan:     
a. $15.00   discount   
b. $20.00   discount   
c. 2   GB   free   
d. Grandfathered   plan   
e. Other:   (please   write   on   the   line)   ____________________________   

  
If  people  had  an  accessibility  plan,  respondents  were  asked  to  describe  the  accessibility               
plan,  of  194  respondents,   59%  had  the  $20.00  accessibility  plan.  14%  have  a  $15.00                
accessibility   plan.   
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Q42.   Why   do   you   not   have   an   accessibility   plan?  TOTAL   

I   don’t   know   how   to   get   an   accessibility   plan   53   

I   am   not   a   member   of   a   DDBHH   organization   7   

It  is  cheaper  for  me  to  not  have  an  accessibility            
plan   22   

I   couldn’t   communicate   in   ASL/LSQ   at   the   store   22   

Other   46   

Answered   121   



 

  
  

  
  

 Question  44:  Are  you  happy  with  the  accessibility  plan  on  your  wireless              
service   contract?     
a. Yes,   I   am   satisfied   
b. No,   I   am   not   satisfied  
  

Of  those  who  had  an  accessibility  plan  on  their  wireless  service  contract,  the               
responses  are  nearly  split  with  more  saying  “ No,  I  am  not  satisfied,”   at   51%  of                 
respondents.     
  

  

  
                                                                                   120   

Virgin   Mobile   won’t   let   me   discount   for   deaf   1  

extra   data,   no   $   discounts   1  

15   GB   Free   1  

1   GB   Free   1  

$30.00   discount   1  

$10.00   discount   10  

half   off   1  

Je   ne   sais   pas   car   manque   information   (I   don't   know   because   of   lack   of   information)   1  

Not   sure   as   I’m   on   a   family   plan   that   I   share   with   my   family   (parents   and   siblings)   1  

23,05   $   1  



  
  
  

 Question   45:   Why   are   you   not   satisfied   with   your   accessibility   plan?:   
a. Discount   is   not   big   enough,   I’m   paying   too   much   for   the   data   I   use   
b. Not   enough   data   
c. My   accessibility   plan   changed   (for   example:   discount   was   reduced)   without   me   

knowing   about   it   
d. My   accessibility   plan   expired   
e. I   couldn’t   communicate   in   ASL/LSQ   at   the   store   /   interpreters   were   not   provided   
f. I   do   not   have   access   to   my   wireless   wireless   contract   in   ASL/LSQ   
g. Other   

  
When   those   who   have   accessibility   plans   are   queried   on   why   they   are   not   satisfied   with   
their   accessibility   plan,   out   of   99   responses   to   this   question,    35%    say   the   reason   is   the   
discount   is   not   large   enough     and   that    they   are   still   paying   too   much   for   the   data   that   
they   use.   23%    say   there   is   not   enough   data   for   their   communication   needs.    17%    say   
the   issue   is   with   the   retail   store   staff,   and   that   they   couldn’t   communicate   in   ASL   or   LSQ   
and   that   interpreters   were   not   provided.     
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 Question  46:  Are  you  happy  with  the  price  of  data  on  your  wireless  service                
contract?     
a. Yes,   I   am   satisfied     
b. No,   I   am   not   satisfied    
 
Out   of   442   responses   to   this   question,   the   majority,   and   a   total   of   304,   or    69%    state   
that   they   are   not   happy   with   the   price   of   their   wireless   service   contracts.     

  

  
  

 Question   47:   Why   are   you   not   satisfied   with   the   price   of   data   on   your   wireless   
service   contract?     
a. I’m   paying   too   much   for   the   data   I   use   
b. Not   enough   data   
c. I   am   paying   more   than   I   agreed   to   with   the   contract   with   the   company   
d. I   am   paying   too   much   for   overage   costs     
e. I   am   afraid   of   going   over   my   data   limit   so   I   don’t   use   as   much   as   I   need   
f. Other   

  
Out  of  a  total  of  305  responses  to  this  question,   34%  say  they  are  not  satisfied  with  the                    
price  of  data  on  their  wireless  service  contract  for  the  reason  that  they   feel  they  are                  
paying  too  much  for  the  data  that  they  use.   21%  have  complained  that   they  are                 
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Q45.   Why   are   you   not   satisfied   with   your   accessibility   plan?   (select   all   that   apply):   Responses   

Discount   is   not   big   enough,   I’m   paying   too   much   for   the   data   I   use   81   

Not   enough   data   54   

I   couldn’t   communicate   in   ASL/LSQ   at   the   store   /   interpreters   were   not   provided   39   

I   do   not   have   access   to   my   wireless   wireless   contract   in   ASL/LSQ   25   

My   accessibility   plan   changed   without   me   knowing   about   it   12   

Other   12   

My   accessibility   plan   expired   7   

Total  99   



paying  more  than  they  agreed  to  with  the  contract  with  the  WSP  company.   19%   said                 
their  reason  for  not  being  satisfied  is  that  they  are  afraid  of  going  over  their  data,  so  they                    
don’t  use  their  smartphone  as  much  as  they  need  to.  In  other  words  they  have  anxiety                  
and   worry   about   their   data   usage.     

  
  

  
  

AWARENESS   &   EXPIRY   
    
 Question  48:  Did  you  know  you  must  have  a  membership  of  a  DDBHH               
organization  (such  as  DWCC,  CAD-ASC,  CNSDB),  or  any  provincial  DDBHH            
organizations   to   qualify   for   the   accessibility   plan?   

a. Yes   
b. No   

  
76%  of  437  respondents  say  they  did  not  know   about  the  membership  requirement               
for   the   DDBHH   organization.     
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Q47.   Why   are   you   not   satisfied   with   the   price   of   data   on   your   
wireless   service   contract?   Responses   

I’m   paying   too   much   for   the   data   I   use  200   

I   am   afraid   of   going   over   my   data   limit   so   I   don’t   use   as   much   as   I   need  116   

I   am   paying   more   than   I   agreed   to   with   the   contract   with   the   company  125   

I   am   paying   too   much   for   overage   costs  66   

Not   enough   data  56   

Other  34   

Total  305   



  

  
  

 Question   49:   How   did   you   find   out   about   accessibility   plans    for   the   first   time ?   
a. I   did   not   know   about   accessibility   plan   until   now   
b. Announcements   or   advertisements   
c. DWCC,   CAD-ASC,   CNSDB   or   provincial   DDBHH   organizations   
d. Friend   
e. Online   
f. Wireless   company   representative   
g. Other   

  
Many,   at   41%   which   is   a   total   of   181   people   out   of   437   respondents,   said   it   again,   “ I   did   
not   know   about   the   accessibility   plan   until   now. ”   While    24%    said   that   they    learned   
about   it   from   their   friends .    12%    did   learn   about   the   accessibility   plans   from   Deaf   
organizations   such   as:   DWCC,   CAD-ASC,   CNSDB   or   any   other   provincial   DDBHH   
organizations.   
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Q48.  Did  you  know  you  must  have  a  membership  of  a            
DDBHH  organization  (such  as  DWCC,  CAD-ASC,       
CNSDB),  or  any  provincial  DDBHH  organizations  to  get         
accessibility   plans?   Responses   

Yes  105   

No  332   

Total  437   



  
  

  
 Question   50:   Have   you   been   informed   by   your   wireless   service   provider   
(company)   regarding   your   accessibility   plan   will   soon   expire   (for   example,   after   
one   year   of   having   the   plan)?   

  
a. Yes     
b. No   
c. I   don’t   know   /   Unsure   

  
A  small  percentage  of  respondents,   11% ,  said  yes,  they  had  been  informed  about  the                
accessibility  plan  soon  expiring,  while  the  second  largest  count  of  respondents,   35% ,              
were  unsure  or  did  not  know,  which  is  a  combined   46%,   that  experienced  their                
accessibility  plan  expired  or  they  were  not  sure.  A  total  of   54% ,  or  235/433  respondents                 
said   No.   Nevertheless  the  small  percentage,  DWCC  et  al.  is  concerned  about  the               
numbers,  as  this  should  not  be  happening  at  all,  and  that  no  accessibility  plan  should                 
expire.     
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Q49.   How   did   you   find   out   about   accessibility   plans   for   the   first   time?  Responses   

I   did   not   know   about   accessibility   plan   until   now  181   

Friend  105   

DWCC,   CAD-ASC,   CNSDB   or   provincial   DDBHH   organizations  52   

Other  32   

Online  30   

Announcements   or   advertisements  20   

Wireless   company   representative  17   

Total  437   



  
  

  
 Question   51:     How   were   you   informed   of   your   accessibility   plan   expiring?   

a. Email   
b. I   had   to   contact   them   myself   
c. Letter   (Mailbox   or   through   store)    
d. Live   chat   
e. My   plan   was   removed   without   my   knowledge,   I   found   out   when   my   bill   increased   
f. Phone   call   via    SRV   Canada   VRS   
g. Text   messages   on   my   smartphone   or   tablet   
h. Other   

  
To  learn  more  about  the  accessibility  plans  expiring,  DWCC  et  al.  asked  respondents               
how  they  were  informed  about  their  accessibility  plan  expiring.   50%  couldn’t  say              
specifically  how  they  were  informed.  Possibly  because  the  number  of  respondents  in              
the  previous  question  was  48,  and  the  number  of  respondents  to  this  question  was                
higher,  so  that  many  respondents'  answers  were  irrelevant  to  this  question  because              
they  did  not  experience  the  expiration  of  their  accessibility  plan.   13%  say  if  they  were                 
informed,  it  was  through  email,  while  12%  said  they  found  out  about  it  somehow  and                 
had   to   contact   the   companies   themselves   to   find   out   about   the   plan   expiring.   
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Q50.   Have   you   been   informed   by   your   wireless   service   
provider   (company)   regarding   your   accessibility   plan   will   soon   
expire   (for   example,   after   one   year   of   having   the   plan)?   Responses   

Yes  48   

No  235   

I   don't   know   /   Unsure  150   

Total  433   



 

  
  

  
 Question  52:  Have  you  been  informed  by  your  wireless  service  provider             
(company)  regarding  your  accessibility  plan  changing  or  being  reduced  (for            
example,  you  did  not  use  wireless  much  while   Staying  Home  due  to  a               
pandemic)?   
a. Yes   
b. No   
c. I   don’t   know   /   Unsure   

  
While  the  majority  said  no  they  hadn’t  experienced  being  informed  by  their  company               
regarding  accessibility  plan  changing  or  being  reduced,  at   60% ,  the  combined   40%  that               
did  get  informed  about  the  plan  changes  is  what  concerns  DWCC  et  al.  This                
accessibility   plan   “change”   should   not   be   happening.     
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Q51.   How   were   you   informed   of   your   accessibility   plan   expiring?   Responses   

Other  215   

Email  55   

I   had   to   contact   them   myself  52   

My   plan   was   removed   without   my   knowledge,   I   found   out   when   my   bill   
increased  37   

Text   messages   on   my   smartphone   or   tablet  37   

Phone   call   via   SRV   Canada   VRS  28   

Live   chat  6   

Letter   (Mailbox   or   through   store)  3   

Total  433   



  

  
 Question   53:   How   were   you   informed   about   your   accessibility   plan   changing   
or   being   reduced?   
a. Email   
b. I   had   to   contact   them   myself   
c. Letter   (Mailbox   or   through   store)    
d. Live   chat   
e. My   plan   was   removed   without   my   knowledge,   I   found   out   when   my   bill   

increased   
f. Phone   call   via    SRV   Canada   VRS   
g. Text   messages   on   my   smartphone   or   tablet   
h. Other   
  

If  their  accessibility  plan  was  changed  or  reduced,  DWCC  et  al.  was  to  learn  more  about                  
how  respondents  were  informed  about  the  changes.  A  total  of  233  or   52%  of                
respondents  said  “other,  ”  and  a  combined   24%   said  either  they  were  notified  through                
email  or  they  noticed  something  changed  so  they  had  to  reach  out  to  contact  the                 
companies   themselves   to   learn   more   about   the   accessibility   plan   changes.   
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Q52.   Have   you   been   informed   by   your   wireless   service   provider   (company)   
regarding   your   accessibility   plan   changing   or   being   reduced   (for   example,   
you   did   not   use   wireless   much   while   Staying   Home   due   to   a   pandemic)?   Responses   

Yes  50   

No  260   

I   don't   know   /   Unsure  123   

Total  433   



 

  
  

  
  

PART   VI:   COMPLAINT   or   FEEDBACK   PROCESSES   
  

 Question   54:   Did   you   give   your   wireless   service   provider   feedback   (complaint   or   
compliment)?     

a. Yes     
b. No   

  
To  see  what  the  feedback  processes  were  for  the  DDBHH  customers  in  reaching  the                
wireless  service  provider  companies,  we  asked  if  they  made  an  effort  to  contact  for                
feedback,  either  a  complaint  or  a  compliment.  We  appreciate  the  effort  that  168               
DDBHH  customers  made  but   61% ,  or  a  total  of  263  respondents  said  they  did  not  give                  
feedback   to   the   companies.     
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Q53.   How   were   you   informed   about   your   accessibility   plan   changing   or   being   
reduced?  Responses   

Other  223   

I   had   to   contact   them   myself  54   

Email  53   

Phone   call   via   SRV   Canada   VRS  34   

My   plan   was   removed   without   my   knowledge,   I   found   out   when   my   bill   increased  29   

Text   messages   on   my   smartphone   or   tablet  25   

Live   chat  8   

Letter   (Mailbox   or   through   store)  7   

Total  433   



  
  
  

   Question  55:  Were  you  able  to  make  your  points  to  the  wireless  service  provider                 
during   your   feedback   process?   
a. Yes   
b. No   
  

When  the  customers  did  reach  out  to  the  wireless  service  provider  for  feedback,  they                
were  asked  if  they  were  able  to  complete  the  aim  for  the  contact  to  the  companies,  by                   
covering  all  the  points  that  needed  to  be  covered.  Of  168  respondents,  110  did  say                 
“yes”  they  were  able  to  deliver  their  message  to  the  companies,  while   35%   weren’t  able                 
to   do   so.     
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 Question   56:    Were   there   barriers   in   communication   during   the   feedback?   
a. Yes   
b. No   
  

Of   the   58   who   were   not   able   to   communicate   their   goal   and   intent   while   the   DDBHH   
wireless   consumer   was   giving   feedback,   respondents   were   asked   if   there   were   barriers   
while   in   communication   with   the   companies.    72%    said   “ Yes, ”   there   were   barriers   in   the   
communication   during   the   feedback.     
  

  
  
  

 Question   57:   Did   the   wireless   service   provider   make   efforts   to   provide   you   with   
the   accessibility   for   you   to   have   effective   communication   during   your   feedback   
process?   

a. Yes   
b. No   

  
Unfortunately,  of  the  58  respondents  in   Question  55 ,  when  there  were  communication             
barriers  during  the  feedback  process,   83%   of  the  DDBHH  consumers  experienced             
situations  where  the  companies   did  not  make  an  effort  to  provide  the  accessibility               
for  DDBHH  consumers  to  have  effective  communication  during  the  feedback            
process.     
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 Question   58:   Do   you   know   where   to   send   your   complaints,   compliments   or   
feedback   about   your   wireless   service   providers   adaptation   to   your   accessibility   
needs?   

a. Yes     
b. No   

  
DDBHH   respondents,   at    62% ,   do   not   know   where   to   send   their   complaints,   compliments   
or   feedback   about   their   experience   with   the   wireless   companies   accessibility   efforts.     
  

  
  
  
  

 Question   59:   Are   you   aware   that   you   have   the   right   to   file   a   complaint   about   your   
data   plan   to   your   wireless   company   and   Commission   for   Complaints   for   
Telecom-Television   Services   (CCTS)?   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   
d. I   just   learned   about   this   now   with   this   question  

  
46%    of   respondents   learned   about   CCTS   from   this   survey   alone.   Combined   with   those   
who   responded   that   they   are   unsure   means    57%    of   DDBHH   Canadians   are   unaware   of   
CCTS.   More   must   be   done   for   promotion   of   CCTS   to   DDBHH   Canadians.   
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PART   VII:   YOUR   DATA   PLAN   

  
 Question   60:   Have   you   ever   gone   over   your   data   plan   due   to   using   live   and   
messaging   video   communication   apps   while   using   wireless   services   (LTE)?   
For   example    SRV   Canada   VRS ,   or   Glide.   
a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   
  

Specifically  when  using  SRV  Canada  VRS  or  any  live  or  video  messaging              
communication  apps,  while  on  the  wireless  service  network,  DWCC  et  al.  questioned              
DDBHH  consumers  about  their  data  usage,  and  227,  or   53%  confirm  that  they  have                
went   over   their   wireless   data   plan   usage   due   to   these   communication   apps.   
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Q59.   Are   you   aware   that   you   have   the   right   to   file   a   complaint   
about   your   data   plan   to   your   wireless   company   and   Commission   
for   Complaints   for   Telecom-Television   Services   (CCTS)?   Responses   

Yes  120   

No  63   

I   don't   know   /   Unsure  48   

I   just   learned   about   this   now   with   this   question  197   

Total  428   



  
  

  
  

 Question   61.   If   you   had   more   data   would   you   make   more   video   calls   using   
wireless   (LTE)?   
a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
If   317   out   of   426,   or    74% ,   respondents   had   more   data,   they   say   yes,   they   would   have   
made   more   video   calls   using   their   wireless   data   (LTE).   
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Q60.   Have   you   ever   gone   over   your   data   plan   due   to   using   live   and   
messaging   video   communication   apps   while   using   wireless   
services   (LTE)?   For   example   SRV   Canada   VRS,   or   Glide   Response   

Yes  227   

No  134   

I   don't   know   /   Unsure  65   

Total  426   



 Question   62:   Do   you   make   fewer   video   calls   due   to   trying   to   limit   going   over   
your   monthly   data   plan   while   using   wireless   (LTE)?     
a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   
 
With   the   responses   in    Question   61 ,   it   was   not   surprising   that   in   this   next   question,   
DDBHH   Canadians   and   respondents   make   fewer   video   calls   due   to   trying   to   limit   
their   monthly   data   usage,   with   299,   or    70%    responding.     

  

  
  
  

 Question   63:   Do   you   worry   about   added   costs   each   time   you   make   or   receive   a   
video   call   when   using   wireless   services   (LTE)?   
a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  

  
  

Every   time   a   video   call   is   made   or   received   by   a   DDBHH   wireless   provider   consumer,   
72%    confirm   that   yes,   they   worry   about   the   added   costs   each   time   they   make   their   
accessible   video   calls.   DDBHH   Canadians’   anxiety   must   be   reduced.   
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PART   VIII:   EXCEEDING   DATA   LIMITS   
 
WIRELESS   DATA   

  
 Question   64:   Do   you   frequently   end   up   paying   for   extra   data   usage?   

a. Yes     
b. No     

  
DDBHH   consumers   are   nearly   split   on   whether   they   frequently   end   up   paying   for   extra   
data   usage.   A   total   of   261   respondents   out   of   425,   or    61%    say   yes,   they   are   frequently   
paying   more   for   data   usage.   While,    39%,    or   164   respondents   out   of   425,   say   no   it   is   not   
the   case   for   their   consumer   habits.   
  

  
  
  

 Question  65:  How  many  months  out  of  the  last  12  months  have  you  gone  over                 
your   data   limit?   
a. 1-2   months   
b. 3-4   months   
c. 5-6   months   
d. 7   or   more   
 
To  go  further,  165  respondents  shared  that  their  usage  goes  over  the  data  limit  most                 
often  every  3-4  months  at   40% ,  and  30%  say  it  is  only  1-2  months  it  often  goes  over                    
the   wireless   data   limit.     
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 Question   66:    When   you   realize   you   are   going   to   exceed   your   data   limit   for   the   
current   month   and   you   decide   to   buy   an   add-on   for   that   month,   which   option   
do   you   choose?   
a. I   buy   less   than   1   GB   extra   
b. I   buy   1   GB   extra   
c. I   buy   more   than   2   GB   extra     
d. My   provider   warns   of   an   overage   and   asks   if   I   would   like   to   continue,   but   does   

not   give   me   an   option   to   buy   an   add-on   
e. Other   

  
When  DDBHH  respondents  realize  they  are  going  to  exceed  their  data  limit  for  the                
current  month,  and  they  go  ahead  to  buy  an  add-on  for  that  month,   27%  say  that  their                   
wireless  service  provider  sends  a  warning  of  data  overage,  but  it  doesn’t  give  the  option                 
to  buy  an  add-on.  The  highest  extra  data  they  buy  more  of  is  more  than  2GB,  at   18% .                    
With  this  response,  it  is  confirmed  that  DDBHH  Canadian  consumers  are  paying  for               
overage   of   their   data.   
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UNLIMITED   DATA   

  
 Question   67:   Do   you   have   an   “unlimited”   data   plan   from   your   wireless   service   
provider?   
a. Yes     
b. No   
c. I   Don’t   know   /   Unsure   

  
40%    say   yes,   they   have   an   “unlimited”   wireless   data   plan   from   their   wireless   service   
provider.    13%    are   not   sure.   47%   say   they   do   not.   

  

  
  

 Question   68:   How   many   GB   does   your   “unlimited   data   plan”   have?   Select   the   
number   closest   to   your   GB   amount   below:   
a. 10   GB   
b. 15   GB   
c. 20   GB   
d. Over   20   GB   
e. I   Don’t   know   /   Unsure   
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Q66.   When   you   realize   you   are   going   to   exceed   your   data   
limit   for   the   current   month   and   you   decide   to   buy   an   
add-on   for   that   month,   which   option   do   you   choose?   Responses   

I   buy   less   than   1   GB   extra   19   

I   buy   1   GB   extra   21   

I   buy   more   than   2   GB   extra   30   

My   provider   warns   of   an   overage   and   asks   if   I   would   like   
to   continue,   but   does   not   give   me   an   option   to   buy   an   
add-on   44   

Other   50   

Total     164   



To   see   which   data   plan   is   most   popular,   the   respondents   shared   that    34%    of   their   plans   
are    10GB    as   “unlimited   data   plans”   while    17%    say   20GB    is   “unlimited   data   plan”    and   
unfortunately   many   just   don’t   know   and   are   unsure.   

  

 
  

 Question   69:   Does   your   unlimited   data   plan   have   a   speed   limit?   In   other   words,   
does   your   wireless   internet   speed   slow   down   ( throttling)    when   you   reach   your   
data   limit?   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   
  

Throttling  is  a  concern  of  DDBHH  Canadian  consumers,  where  the  internet  speed  slows               
down  and  video  communication  becomes  blurry.  The  companies  are  intentionally  doing             
this  for  their  customers  when  they  reach  their  data  limits,  and  this  hinders  and  becomes                 
a  communication  barrier  for  ASL  and  LSQ  consumers.  Unfortunately   51%  of  DDBHH              
respondents  said  yes,  they  were  experiencing  this  throttling,  however  regrettably  29%             
simply  don’t  know  if  this  is  happening  to  them  most  likely  because  they  are  unfamiliar                 
with   the   term   “throttling.”   
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https://youtu.be/qXckPtnqW9o


  
 Question   70:   When   you   reach   your   data   limit,   do   your   videos   get   more   blurry?     

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
To  become  more  clear  on  throttling  specifically,  a  question  is  asked  specifically              
describing  how  video  is  affected  from  this,  and   40%  responded  yes,  their  video  gets                
more  blurry  when  they  are  reaching  their  data  limits.  Equally  puzzling  is  how  32%  just                 
don’t  know,  and  if  they  understood,  it  could  easily  be  a  total  of  73%  that  do  experience                   
blurriness   when   reaching   their   data   limits.     
  
  

  
  
  

 Question   71:   Do   you   receive   notifications   via   text   or   email   notifying   that   you   
have   to   pay   more   to   get   a   video   “speed   pass”   for   better   video   quality?     
a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
A  combined  total  of   54%  have  stated  that  they  receive  a  text  message  or  an  email                  
notification  for  a  speed  pass,  when  it  is  time  to  pay  more  for  better  video  quality.  They’re                   
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Q69.   Does   your   unlimited   data   plan   have   a   speed   limit?   In   
other   words,   does   your   wireless   internet   speed   slow   
down   (throttling)   when   you   reach   your   data   limit?   Responses   

Yes  86   

No  32   

I   don't   know   /   Unsure  49   

Total  167   



paying  more  to  get  their  accessibility.  29%  aren’t  familiar  with  this  so  they  said  they  were                  
unsure     

  

  
  
  

 Question   72:   How   much   did   you   have   to   pay   “top-up”   to   get   a   speed   pass   for   
more   GB   (for   example,   3   GB)   with   better   video   quality?   
  

a. Less   than   $15.00   
b. $15.00   -   $20.00   
c. More   than   $20.00   
  

80%   of  respondents  pay   $15.00  -  $20.00  more  for  a  top-up  to  get  their  access  for  video                   
communications  when  their  data  limit  has  been  reached,  to  obtain  their  better  video               
quality.   20%  of  these  consumers  state  that  they  pay   more  than  $20.00  for  more  data                 
and   to   clear   up   their   video   speed.     
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 Question   73:   How   many   times   did   you   pay   for   this   top   up?   
a. Once   
b. Twice   
c. 3   times   or   more   

  
When   asked   how   many   times   they   had   to   pay   for   this   top-up   of   more   data,    66%    said   
they   paid   once   for   this,   while    22%    said   they   paid   more   3   or   more   times.   

 
  

PART   IX:   ACCESSIBILITY   PLANS   OR   PACKAGES   
  

 Question   74:   If   you   had   to   buy   only   one   of   the   following   data   plans,   which   
would   you   choose?  
  

a. 10   GB   for   $40.00/month   
b. 15   GB   for   $55.00/month   
c. 25   GB   for   $70.00/month   
d. None   of   the   above   
e. Other   
  

If  given  the  choice,  DDBHH  wireless  consumers  would  choose  none  of  the  package               
options,  while  a  combined   46%  would  pay  $40.00/month  for  10GB  data,  or  $55.00               
for   15GB   of   data.     
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 Question   75:   Would   you   be   interested   in   an   accessibility   package   that   includes   
ALL   the   following   features   for   a   reasonable   price   with   no   GB   limits?:   

● No   throttling   (no   intentional   video   blurring)     
● Unlimited   data   plan   
● Unlimited   texting   
● Unlimited   voice   calling   

  
a. Yes   
b. No   

  
When   given   the   options   in   the   list,    96%    said   Yes,   they   would   go   for   this   type   of   package  
as   it   would   meet   their   accessibility   needs.   
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Q74.   If   you   had   to   buy   only   one   of   the   
following   data   plans,   which   would   you   
choose?   TOTAL   

10   GB   for   $40.00/month  96   
15   GB   for   $55.00/month  95   
25   GB   for   $70.00/month  63   

None   of   the   above  113   
Other  52   

Answered  419   



  
  

  
  

PART   X:   YOUR   COMMENTS   
  

 Question   76:   Any   more   concerns,   comments,   that   you   have   and   want   to   share   
with   us   or   the   Canadian   Radio-television   and   Telecommunications   Commission   
(CRTC)?   (please   write   on   the   lines   or   on   the   back   of   the   last   page   of   this   survey).     

  
Note:    The   comments   left   in   the   document   were   a   total   of    170    and   after   cleaning   up   the   
blanks,   No   comments,   Not   Applicables,   a   total   of    150    comments   were   pasted   here,   and   
edited   with   a   grammar-check   app   for   clarity’s   purpose.   The   best   ones   that   captured   the   
essence   of   the   DDBHH   consumer’s   wireless   accessibility   experience   were   inserted   
earlier   in   this   report   for   highlights.   At   the   end   of   each   of   these   text   comments   is   the   
anonymous   Respondent   number   of   who   typed   these   words.   
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Q75.   Would   you   be   interested   in   an   accessibility   package   that   includes   
ALL   the   following   features   for   a   reasonable   price   with   no   GB   limits?:   

  
No   throttling   (no   intentional   video   blurring)   

  
Unlimited   data   plan   

  
Unlimited   voice   calling   

  
Unlimited   texting  TOTAL   

Yes  402   

No  17   

Answered  419   



1. Wish  that  an  accessibility  plan  is  possible  through  a  family  or  shared  plan.  Don't  know                 
why   it   is   never   included   so   I   am   always   forced   to   pick   1   or   other. 12535986761   

2. Recently  around  new  year  January  2021,  Rogers  announced  a  new  deal  for  the  new                
Apple  12  Plus.  I  stopped  by  the  dealer  store  to  check  if  it  meant  I  could  proceed  to  trade  my                      
Apple  Plus  6.  The  agent  there  said  no.  Information  sent  wasn't  clear  of  what  was  all  about  this                    
new  deaf  offer.  Grrr!  That  is  my  beef,  the  information  was  shared  in  a  too  short  &  flashy                    
advertisement. 12540363106   

3. Some  other  companies  said  I  must  have  a  voice  data  plan.....  very  confusing  for  us  deaf                  
people.  We  didn’t  want  a  voice  data  plan  and  hoped  the  price  would  go  lower...  they  refused.                   
However,   we   found   Fido   and   we   are   happy   with   it   but   not   sure   for   how   long. 12540044633   

4. I  don't  like  TOP  UP  first  then  you  paid  your  bills  on  Freedom  mobile.  Wish  there  is  no                    
TOP  UP  for  this  Accessibility  Plan!  just  pay  the  bills.  Prefer  Everything  is  UNLIMITED  that                 
includes   NO   TOP   UP!.   Don't   want   to   pay   double   Top   up   plus   bills!   12536867633   

5. “Data  pricing  in  Canada  is  ridiculously  too  high.  It  should  be  made  cheap  like  in  India                  
where  it's  a  few  measly  dollars  for  a  couple  gigs  of  data.  Deaf  people  should  be  reimbursed                   
for  the  years  they've  OVERPAID  their  phone  bills  -  especially  when  THOUSANDS  had  to  pay  for                  
voice.  We  were  taken  advantage  of  because  the  phone  companies  REFUSED  to  allow  us  to                 
have  only  text-based  plans  BEFORE  smartphones  were  a  thing.  Mass  theft  and  preying  upon                
disabled  people.  Shame  on  you  big-wigs.  Reimburse  us  by  giving  us  50%  off  the  phone  plans                  
so  we  could  slowly  be  compensated  for  years  of  theft.  Make  data  plans  more  affordable  for                  
the  disabled  community.  And  kindly  ensure  all  telephone  carriers  are  aware  about  the               
accessibility  plan  and  make  it  easy  for  Deaf  people  to  receive  such  discounts.  Forcing  Deaf                 
people  to  prove  their  membership  is  ludicrous.  Put  yourself  in  our  shoes  -  how  would  you  feel  if                    
we  forced  you  to  prove  to  us  that  you  are  hearing  before  you're  able  to  access  our  products.                    
You   must   join   a   hearing-based   club   to   prove   it.” 12538916329   

6. “CRTC  needs  to  understand  Deaf  consumers  are  distrustful  of  Canada  government  and              
CAD-ASC.  Majority  are  suffering  from  lack  of  action  and  are  slow  to  acknowledge  that  this  is  a                   
minority  community  that  has  been  neglected  fully  by  Canada  Government  through  all  of  the                
following  means  of  services....  education,  medical,  legal  and  society  depriving  us  of  human               
rights   and   the   quality   of   life.”   “12538715132   

7. “All  telephone  companies  always  think  about  $$$  without  listening  to  our  concerns  and               
feedback.  It  has  been  ongoing  for  years.  Telephone  Companies  will  always  bribe  CRTC  and                
Nothing   changes! “12536129319   

8. “I  have  no  accessibility  plan  because  I  keep  putting  it  off.  I  am  a  member  of  the  TRIO                    
organization.    They   provided   me   with   info   on   how   to   get   the   discount.”   12536182643   
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9. Could  love  have  all  deaf/hard  of  hearing/blind  get  free  data  to  get  through  a  VRS                 
emergency  like  doctors  appt  or  meeting  appointment  or  interview  meeting  or  family  emergency               
or   something   like   most   important   to   call.   Thank   you.               12535780083   

10. Keep   up   good   work. 12535795825   

11. I  am  surprised  I  wasn't  informed  about  the  DWCC  to  become  a  member  as  I  was  not                   
being   informed   and   I   would   be   interested   to   apply   for   one   to   get   the   Accessibility   Plan. 
12543290342   

12. I  m  new  to  Telus  customer  just  less  month  and  my  old  provider  was  Virgin  Mobile  not                   
give  me  good  deal  so  i  decided  to  change  provider  cuz  it  has  5G  speed  after  over  limit  go  speed                      
to   LTE   speed   but   i   haven't   been   experienced   yet   ...wait   and   see   how   it   going 12535747595   

13. I  would  prefer  unlimited  data,text,voice  can  do  price  between  $30-45  fit  my  budget  less                
stress  about  high  price  that  all  I  wish  will  help  people  need  it  budget  from  $30-45  good  price  like                     
same   as   USA 12535757323   

14. The  wireless  providers  need  to  be  trained  to  understand  accessibility  law  on  their               
providers..  Most  of  the  time,  I  hear  stories  of  how  people  would  have  to  fight  for  this...  It  needs                     
to   be   changed...   :)   12535493943   

15. The  pricing  should  be  Canada-Wide  instead  of  Province-wide  as  I  noticed  that  there  are               
different   pricing   between   my   relatives   but   we   do   have   the   same   wireless   service. 12535482724   

16. I  would  love  to  have  accessible  service!!  I  am  wondering  where  I  can  find  to  fill  the  form.                    
Thank   you! 12535247210   

17. Would  like  to  see  deaf  people  have  better  access  to  cell  plans  because  we  use  videos                  
all   the   time.   That   takes   up   a   lot   of   data.    Thank   you   for   the   survey.   12534742863   

18. Please   send   for   more   information   about   accessibility   access   with   percent   etc 
12533895164   

19. hearing  companies  refused  to  help  me-  Bell,  Telus,...  very  frustrated  ,  challenged  ,  don't                
understand  why  I  have  to  pay  over  $75.  I  had  bad  credit  over  9  years  ago...  my  was  lock...                     
someone   has   my   cell   number.. 12533570315   

20. I   want   to   learn   more   about   the   offers   with   discount   bills   with   pay   for   any   device.   
12533520031   

21. Wayfinding   features   are   not   accessible   to   me   because   I   am   deafblind.   12533426601   

22. I  like  to  let  you  know  that  many  Deaf  people  has  low  income  which  it’s  not  fair  for  them                     
paying   high   price   for   phone   📲!   Please   make   less   💰   for   Deaf   people   in   the   future       Thank   you   
12533521864   
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23. I  need  a  higher  speed  unlimited  than  the  20GB  with  limited  high  speed  reduced  slow                 
down. 12533507654   

24. As  a  pensioner/artist,  communications  is  extremely  important  and  always  using  wifi             
because  data  is  so  expensive  which  also  using  maps  and  info  while  away  from  wifi,  I  tend  to                    
wait   till   i   find   wifi   before   using   these   apps 12533304613   

25. Heck   with   Telus   Mobility,   no   better   than   Rogers.   12533117637   

26. The   in-home   wifi   needs   to   include   the   accessibility   package   too.   Also   doe   deaf   business   
12532762118   

27. I  find  it  unfair  that  we  deaf  people  who  rely  on  videos  for  communication  have  to  pay  so                    
much.  We  depend  on  videos  for  communication  and  to  update  news  while  hearing  people                
don't.  Hearing  people  have  unlimited  voice  hours  to  use  on  weekends  and  after  business                
hours  so  why  not  provide  similar  unlimited  data  for  videos  to  deaf  people.  I  often  avoid  using                   
videos  on  my  smartphone  if  WIFI  is  not  connected  so  I  don't  overuse  the  data.  I  prefer  using                    
my  computer  to  watch  videos  and  Facebook  to  save  the  cost  but  I  have  to  use  my  iphone  to                     
reply   back   as   my   computer   doesn't   have   a   camera.   12532553793   

28. Hello!  Everyone.  How  are  you?  Please  help  me  with  data  (  LTE  )  and  any  when  and  any                    
time?   Better   this   VRS.    Thanks! 12532433546   

29. THERE  IS  A  NEED  FOR  IMPROVEMENT  FOR  IP  RELAY  SERVICES.  I  DON'T  USE               
VISUAL  RELAY  SERVICE.  THE  QUESTIONNAIRE  IS  A  BIT  CONFUSING  SO  I  HAD  TO               
HIT   'OTHER'   12531643390   

30. I  never  received  any  information  if  they  expired  the  Accessibility  discount.  I  learn  about                
this  now  from  the  questions.  I  better  check  my  accessibility  discount  to  make  sure  if  it  is  still                    
$15.00   off. 12530517931   

31. I  now  understand  that  there  are  items  that  I  have  never  been  told  about.  It  is  too                   
complicated   and   needs   to   be   simplified. 12530230074   

32. It's  unfair  that  hearing  people  enjoy  more  and  use  less  data  on  music  which  is  always                  
cheaper  for  entertainment  than  us!!!  Ie  Amazon  Music  for  99  cents  for  3  months  while  Amazon                  
Prime   to   watch   videos!   👎😡 12529401568   

33. Only  the  Big  3  had  the  $20  off  the  $75  plan  for  20gb.  (At  time  of  research).  I  would  like                      
all   the   companies   like   Koodo   to   have   this   accessibility   plan   available   as   well. 12528939231   

34. I  would  like  to  have  an  ASL  interpreter  such  as  a  video-interpreter  at  a  wireless  service                  
provider  store.  Would  we  use  CVRS  to  interact  with  a  salesperson  for  a  bill,  phone  for  technical                   
issues,   and   discuss   the   contract   for   a   new   or   renewal   of   a   plan.   12514285091   
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35. Rogers  did  not  tell  us  about  accessibilities  costs  or  removal  and  all  of  that,  etc.  I  better                   
check   my   billings   here.    Thank   you.    Often   I   find   it   blurry   then   I   have   to   look   for   the   WiFi   area.   
12497668443   

36. I  have  bought  a  mobile  from  Telus  by  calling  on  video  because  of  the  reduced  price  for                   
Disability   (not   storefront)   12496500078   

37. I  use  Rogers  for  my  mobile  and  pay  too  much  for  bills  every  month.  I  feel  it  is  not  fair  for                       
me  and  for  DDBHH  people  because  hearing  people  pay  less  than  us.  I  would  like  to  see  good                    
and   fair   prices   for   DDBHH   people. 12482475848   

38. New   mobility   should   get   less   price   for   monthly   because   of   higher   price$$$$.12477985065   

39.  Here's  the  story  of  my  experience.  I  had  a  hard  time  trying  to  tell  Rogers  to  get  20$  off                      
because  I’m  using  VRS  Canada  all  time  on  my  data.  I  am  a  business  owner  and  they  still  won’t                     
let  me  get  off  20$  on  my  data.  It’s  still  going  on  in  email.  No  matter,  I’m  still  happy  with  30GBS                       
for  $70  thanks  to  my  other  job  DoorDash  Bonus.  That’s  sad  they  won’t  let  me  get  off  20$.  It’s                     
not   fair   for   me.   My   girlfriend   uses   Telus   and   she   got   20$   off   with   no   problems.       12477972133   

40. Needs  to  be  more  accessible  and  Deaf-friendly  data  plans  and  have  better  options....               
Skype,  FaceTime,  fb  messenger  video  chat,  Marco  Polo,  and  google  duo  uses  up  a  lot  of  my                   
data  when  I  am  using  LTE  wireless  when  I  am  out.  I  end  up  having  to  use  it  at  home  when  my                        
wifi  is  down  or  not  reliable...  needs  to  see  way  less  of  the  video  freezing-up,  with  frozen,  choppy                    
videos  during  our  video  chats.  Even  if  watching  YouTube  or  any  other  vlogs  &  videos,  the  same                   
issues  as  well.  Sometimes  disconnections  during  video  chats  happen  which  shouldn’t  have              
happened   so   that’s   another   issue   too.   12477921909   

41. There  should  be  an  deaf/  HOH/  DB  package  that  will  suit  us  all  with  our  Accessibility                  
needs!   12477925626   

42. My  data  plan  didn’t  fit  my  lifestyle,  I  had  to  up  it  and  pay  way  more  monthly  than  others                     
do...  so  I  don’t  go  over  my  limit.  Other  countries  pay  way  less  for  more  data.  It’s  crazy  how                     
much   Canadians   pay   for   our   data   plans...   it’s   highway   robbery   for   sure. 12477886628   

43. Unlimited   data   is   necessary   for   us. 12284126501   

44. I  am  not  happy  with  paying  100$  and  more  for  my  phone  with  TELUS  with  only  a  few  GB                     
data,  I  keep  paying  for  more  data,  and  I  would  like  to  have  more  cellular  data  with  accessibility                    
included   too. 12283836805   

45. Unlimited   data   is   best   for   deaf   community   because   we   require   visual   language   all   the   
time.   ❤  12283763952   

46. Would  be  nice  to  have  unlimited  time  on  data,  because  we  chat  by  FaceTime  everyday                 
at  our  break  time  and  lunch  time  at  our  workplace.  Cost  went  way  up  on  our  use  of  the  data.                      
We  need  our  mental  peace  of  mind  to  enjoy  chatting  with  each  other  instead  of  being  left  out  by                     
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hearing  people's  conversation.  Also  using  VRS  if  needed  for  emergencies  like  doctors              
appointments   and   many   others   too.   12283737096   

47. It  is  not  fair  for  us  to  have  to  pay  for  a  voice  plan  if  we  never  use  it  to  call  someone  to                         
talk.   Would   like   to   just   have   the   data   plan   itself.   12283715184   

48. I  am  tired  of  the  company  demanding  that  I  must  use  the  voice  on  the  phone  as  I  was                     
told  it  is  impossible  for  me  to  use  voice,  I’d  rather  only  text  some  apps  to  use.  They  are  forced  to                       
use   the   voice   on   the   phone.   I   felt   that   I   had   to   pay   for   not   using   the   voice   on   the   phone.   
12283697453   

49. Please  inform  the  store  agents  about  the  accessibility  plans  because  they  didn’t  know               
anything  about  it.  They  need  more  training  about  it.  It  is  better  that  they  know  more  about  it  than                     
them  calling  the  head  or  accessibility  department  about  it  or  transferring  to  another  call.  It  is  a                   
long   wait.   I   rather   the   sale   agents   know   about   it.   It   is   much   easier   and   faster.   12283697323   

50. Unlimited  data  plan....my  GPS  is  useful  for  location/911/covid-19  everything.  I  see  the              
Federal  government  is  encouraging  all  Canadian  citizens  to  download  an  app:  covid-19  alert               
notification  then  data  plan  shall  be  unlimited  for  all  people.  Some  apps  are  demanding  data                 
usage.....unfortunately,   for   people   who   can't   afford   data   plans. 12283692798   

51. I  used  to  be  with  Bell  Mobility.  As  I  recall,  if  I  wanted  an  Accessibility  Discount,  I  have  to                     
get  proof  from  the  doctor  that  I'm  deaf.  As  for  switching  to  Telus  Mobility,  I  haven't  had  the                   
chance  yet.  When  I  got  the  yearly  TRIO  membership  ,  I  got  the  letter  stating  I  can  contact  the                     
organization  for  details  on  accessibility  discount.  I  haven't  tried  it  yet.  But  I'm  going  to  try  it                   
soon.  So  proof  of  being  Deaf,  is  there  a  way  to  get  an  accessibility  discount  if  you  are  not  a                      
member   of   any   deaf   organization?   Thanks!   12283682182   

52. Frustrating   to   see   smartphones   are   always   upgrading   and   it   is   costly   if   you   need   to   keep   
updating   to   get   proper   access   to   live   video   and   use   up   a   lot   of   data.   12281803922   

53. I   had   to   change   my   data   plan   to   50   gb   from   20   GB   because   20   GB   is   not   enough   for   me.   
It's   quite   expensive   for   me   to   upgrade   this   to   avoid   the   stress,   frustration,   or   exhaustion   to   avoid   
over   charging   my   data   plan. 12244443879   

54. Unlimited   data   and   free-worry. 12027895205   

55. I  have  been  with  Telus  for  at  least  20  years.  Every  time  my  contract  ends,  when  I  renew                    
I  ask  them  about  reduced  rates  for  Deaf  customers.  Every  time  they  said  no,  they  didn't  have                  
this.  I  found  out  from  many  friends  that  they  have  discounts  so  I  do  not  understand  why  Telus                    
kept  saying  no.  It  was  ONLY  this  year  that  a  friend  told  me  about  the  website  that  offers  the                     
Accessibility   Discount   of   $20   per   month.     

56. BUT  I  had  to  switch  data  plans  to  a  HIGHER  priced  plan  because  Telus  said  that  my                   
current  data  plan  was  NOT  COMPATIBLE  with  the  plan  that  I  had  before.  So  I  ended  up                   
switching  plans  JUST  to  get  the  Disability  discount.  I  ended  up  paying  about  the  same  price  as                   
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before  but  they  gave  me  more  data,  20  GB,  before  I  only  had  7  GB.  I  was  not  asked  about                      
membership  in  Deaf  organization.  So  in  the  end  I  am  satisfied  but  it  took  many  many  hours  of                    
CHAT  conversations  with  Telus  agents  and  each  agent  was  different,  some  would  not  offer                
anything  while  the  last  one  accommodated  me  and  offered  me  a  better  plan  for  the  same  price                   
as  before.  There  needs  to  be  training  for  agents.  Also,  Telus  does  NOT  easily  advertise  that                  
they  have  accessibility  plans.  I  ONLY  found  out  from  a  Deaf  friend.  The  Wireless  companies                 
SHOULD  broadly  and  widely  ADVERTISE  this  discount,  it  looks  like  they  are  hiding  it  and  dont                  
want   people   to   know. 11980172239   

57. Hi...I   sometimes   get   fed   up   with   communicating   with   someone   at   my   company's   Live   
chat   for   accessibility.   Someone   there   has   kept   asking   me   to   send   the   copy   of   membership   of   
deaf   organization   several   times.   I   already   sent   it   there.   Why   is   no   one   listening   to   me?   I   recently   
found   out   that   the   bill   goes   back   to   the   same   amount   without   accessibility   cost.   It   has   not   been   
over   one   year. 11961152713   

58. The   prices   of   wireless   plans   in   Canada,   in   general,   are   ridiculous   when   compared   to   
other   OECD   countries.   I   am   used   to   purchasing   >20GB   plans   for   approx.   $35   CAD   (usually   £20   
GBP)   without   any   disability/accessibility   discounts.   That   includes   worldwide   roaming   in   +40   
countries   w/o   any   change   in   usage   or   speed   and   also   not   counting   Netflix/Amazon   Prime/BBC   
iPlayer   usage   against   the   data   cap.     

  
THIS   is   what   makes   it   much   more   accessible   for   me   (even   though   the   UK   does   not   have   
disability/accessibility   plans   for   mobile   use).   With   their   plan,   I   was   able   to   use   the   SRV   Canada   
VRS   app   from   any   other   countries   in   emergencies   (contacting   my   Canadian   bank   or   such)   or   
contacting   my   Deaf   family   members   because   I   had   data   access   regardless   of   where   I   was.   
Coming   back   to   Canada   and   setting   up   a   new   mobile   data   contract   here   was   actually   a   big  
downgrade   for   me,   despite   the   accessibility   plan.     11960699804   

59. Question   #   9   does   not   include   rural   areas.    I   don't   live   in   town,   just   in   the   country. 
11959551266   

60. I   would   like   to   use   an   unlimited   data   plan   with   high   speed   download   and   upload   all   the   
time. 11959384596   

61. Of   course,   I   don't   use   video   chat   when   there   are   no   wifi   areas.        Sometimes   at   home   
the   data   built   up   while   wifi   shuts   down   switches   to   LTE   during   video   chat   and   I   am   not   aware   of   
this   happening.      I   am   on   a   budget   because   I   am   retired.     11958400554   

62. Like   to   have   more   cheap   payment   on   phone   and   unlimited   calls   cu   I   always   on   road   
always   use   data   over   11958232423   

63. Question   #59      The   suggested   plans   are   awful,   if   you   look   at   accessible   plans   in   other   
countries,   you   will   see   how   bad   those   proposals   are.      Also,   a   few   years   ago,   there   was   an   
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Xmas   promotion   by   the   "big   3",   and   that   many   people   took   up,   as   a   great   deal,   that   is   better   
than   what   is   offered   in   question   59.       11957997552   

64. Allow   competition   please.   Stop   with   the   big   3   monopoly.    Company   takeovers   should   be   
illegal   (example   Rogers   buying   LTE   spectrum   from   Shaw   which   they   bought   in   special   auction   
but   ended   up   selling   to   the   big   3). 11954700148   

65. I  depend  on  information  that  I  do  not  get  from  the  general  public,  government,  or                 
immediate  family  and  friends.  Majority  of  deaf  people  struggle  with  English  literacy  due  to                
ill-equipped  school  systems  across  Canada  not  trained  enough  to  teach  deaf,  d/b  and  hoh                
students  properly.  Many  teachers  did  not  have  sufficient  sign  language  skills  along  with  the                
administration's  support  lacking.  Result,  an  average  grade  4  in  Ontario  is  common.  Which  is                
why  we  rely  on  ASL  for  information  about  our  contracts,  agreements,  and  warranty  options.  Too                 
many  of  us  are  underemployed  or  unemployed,  and  in  poverty.  Technology  such  as  a                
smartphone  is  our  access  to  life  -  we  use  it  for  SOS.  I  have  5  hearing  kids  (3  with  special  needs)                       
and   I   require   access   to   them   as   they   reside   in   another   province. 11953044234   

66. The  accessible  plan  should  be  equal  access  with  two  group  of  customers  between               
consumer   and   business   (small   business   or   corporate   plan) 11938186879   

67. My   spouse   doesn't   have   any   data   plan   because   of   $$$.   Since   my   tethering   is   allowed   for   
my   spouse   to   use   some   of   my   data,   my   main   concern   is   GPS.   In   case   she   has   an   emergency   
situation,   no-one   knows.   Is   everyone   required   to   purchase   a   data   plan   for   a   GPS   in   the   case   of   
an   emergency?   Not   right. 11937755844   

68. Question  #  19  Issue  on  Phone  which  I  deleted  on  my  Videotron.  Question  #  28  happen                  
only   once.   Some   are   hard   to   understand   due   to   my   device   being   old.   11928288812   

69. I  was  appalled  to  know  that  hearing  people  can  buy  unlimited  music  thru  Amazon  for  99                  
cents   a   month   for   3   months   while   we   could   not   have   movies   for   the   same   price!! 11927034927   

70. People  who  are  Deaf,  or  Deaf  plus  need  to  have  data  packages  free  or  close  to  free.                   
We  have  so  many  other  expenses  that  take  money.  I'm  finding  out  that  in  Vancouver,  they  give                   
free  phones  to  homeless  people.  I  don't  know  what  the  catch  is  for  that.  I  used  to  have  LTE                     
until  I  went  over  the  permitted  amount  of  data.  I  returned  the  thing  to  telus.  I  just  couldn't  take                     
the  surprises  anymore.  I  don't  trust  the  telecom  companies.  they  are  multi  billion  dollar                
companies,  they  can  afford  to  let  a  few  people  with  disabilities  have  cell  phones  for  free,  and                   
free  data.  I  don't  like  having  to  play  detective  for  their  websites.  I  couldn't  find  the  access                   
information,  so  I  gave  up  when  I  tried  to  get  a  new  LTE  card.  Why  is  that  hidden?  or  buried                      
under  some  obscure  link.  This  adds  to  my  mistrust  of  the  big  telecom  companies.  And  by                  
the   way,   I   put   "other"   for   my   self   identifier.    you   didn't   put   the   option   deaf   plus...    only   deaf   blind.   
11926231482   

71. We   need   accessible   and   cheap   plans   to   allow   Deaf   people   to   communicate,   access   
information   to   keep   themselves   safe   and   informed   in   event   of   emergencies   or   whatnot.   Data   
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plans   in   Canada   are   WAY   too   expensive!   Cheaper   and   bigger   data   plans   for   Deaf   people   NOW!   
11917683122   

72. My   cell   of   blackberry   data   is    priced   at   120    dollars   for   6   GB.   I   am    frustrated   with   bills   
overage   and   sometimes   have   to   take   care   of   my   bills.   I   wish   to   have   an   accessibility   plan   and   
hope   I   will   be   happy   with   it.   11917126813   

73. Telus  never  changed  or  reduced  my  cell  plan  during  the  COVID-19  times.  The  only                
reason  why  I  am  not  satisfied  with  Telus  is  that  I  didn't  know  they  had  an  online  sale  to  get  10                       
GB  more  toward  my  plan  for  the  same  price  (maybe  $5  more  or  something).  I  missed  out  on                    
that,  so  it's  a  disappointment  for  me.  Oh  well.  Would  appreciate  receiving  a  head  up  via  email  or                    
something. 11916292189   

74. My  Koodo  plan  does  not  work  from  my  home.  I  recently  had  surgery  and  required  an                  
extra  prescription  and  my  calls  were  fading  in  and  out  or  dropping.  I  had  to  get  my  spouse  to  call                      
my   surgeon   from   outside   just   to   get   a   prescription   filled. 11914634928   

75. I  always  asked  the  different  Wireless  providers  if  they  would  have  accessibility  plans  to                
offer  more  discounts,  but  they  won't  willingly  offer  me  a  discount  plan.  I  was  not  satisfied  with                   
the  data  plan  because  the  data  plan  didn't  have  enough  data,  the  price  could  be  expensive  for                   
me  on  9  GB  ($55),  and  I  also  don't  have  a  disability  membership  at  all.  Many  Wireless  sales                    
associates  are  not  aware  of  people  who  are  Deaf/or  Hard  of  Hearing  because  they  would  ignore                  
them   if   customer   service   could   be   worse. 11913914495   

76. I  am  using  Shaw  Mobile  (not  listed  in  your  survey)  which  just  came  out  this  month.                  
Customers  who  have  Shaw  internet  pay  $0  for  unlimited  talk  and  text.  Data  is  $10  for  1GB,                   
carry   over   any   unused   data   for   up   to   90   days.This   plan   works   for   me.11912109863  

77. I  had  to  pay  an  extra  5  dollars  to  have  voicemail  to  text,  it  is  easier  for  me  to  read  than                       
try  to  listen  to  voice  mail.  Sometimes  the  server  will  say  unable  to  turn  to  text.  With  Rogers  I                     
have   a   data   plan   of   10   GB.    At   home   often   I   find   it   blurry   so   I   have   to   look   for   the   WiFi   area.   
12497668443   

78. That  should  include  Deaf/Deaf  Blind/HH  who  own  the  business  as  I've  requested  from               
Telus  Mobility  for  a  special  rate  and  they  turn  me  down  because  I  am  the  owner  of  a  business.                     
(Unfair)   11910149374   

79. Want  to  know  if  we  can  receive  a  discount  for  voice  calling  because  we  can’t  talk  on                   
smartphones.         Can   I   get   a   discount   for   it   or   not   ?? 11909640064   

80. During  COVID  19,  I  was  not  comfortable  going  to  the  Telus  store  because  my  online                 
login  is  blocked  to  update  my  password.  I  tried  to  call,  and  there  wasn't  anyone  able  to  answer.                    
So  I  decided  to  go  to  the  telus  store  but  the  line  up  was  long.  I  ended  up  paying  an  over  data                        
plan   because   I   couldn't   go   online   or   have   someone   answer   the   phone   call.   Pretty   frustrating. 
11909375700   
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81. I   am   concern   about   my   iPhone   with   data   and   should   have   deal   with   accessibility   and   
cheap   with   price   and   all   deaf   always   use   data   when   stay   in   camping   or   hiking   or   ride   boat   
11909183409   

82. For  Other  response:  -  I  did  not  know  that  I  have  to  be  a  member  of  an  Deaf                    
Organization  to  have  an  accessibility  plan.  -  Coming  from  a  rural  small  town,  I  never  had  an                   
accessibility  plan.  -  The  Provider  (Bell)  would  send  me  a  message  stating/  warning  that  Data                 
limit  overage  and  send  me  the  mobile  app  link  to  my  Bell  Account  if  I  wanted  more  data  via                     
Text  Message.  I  ended  up  buying  more  data.  I  learned  that  the  reason  my  data  went  over  the                    
limit  was  that  I  used  way  too  much  social  media.  I  did  have  wireless  and  stopped  using  it  due  to                      
throttling.  I  got  mad  and  gave  up.  I  did  limit  the  use  of  video  messaging  on  facebook  messenger                    
and  Zoom.  It  was  because  I  was  worried  about  going  over  the  limit  but  being  on  social  media                    
too  much  has  pushed  me  to  buy  more  data.  I  got  20  GB  data  for  $80.00  after  showing  the                     
tech  rep  at  The  Source  my  bill.  He  was  mortified  to  see  how  high  my  bill  cost  was  and  it  was                       
an  "unlimited"  plan.  He  figured  out  that  I  was  on  a  shared  plan  and  he  changed  it  to  an                     
unlimited  20  GB  Data  plan.  So  in  your  question  the  price  acceptable  for  10  GB  for  $40.00  and                    
even  25  GB  for  $75.00  was  more  of  a  better  deal  than  I  just  got  for  20  GB  at  $80.00  Without                       
any   accessibility   plan! 11907500802   

83. I   am   tired   of   paying   for   extra. 11905452162   

84. This  is  very  important  for  Deaf  people  to  use  video  calls,  watch  covid  news  in  ASL,  etc.                   
That’s   our   accessibility.       Why   do   they   charge   us   more   than   hearing   people?   11905312189   

85. struggle  to  deaf  people  special  price  than  hearing  and  i  feel  not  fair  and  i  want  same                   
hearing   cheap   bill   11904980675   

86. There  is  something  I  want  to  speak  up  about.  Since  the  phone  line  company  price  isn't                  
same  exactly  fair  amount  of  video  streaming  price  I  do  understand  the  technology  of  currents                 
data  isn't  enough  or  not  powerful  enough  to  handle  for  entire  people.  But  one  thing  that  gave                   
me  a  thought  about  important  events  such  as  covid-19  and  current  and  communicating.  Since                
now  we  are  forbidden  to  socialize  in  deaf  sign  language  user  community  in  the  local/area  which                  
we  are  forced  to  use  web-cam/  video  phone  using.  Biggest  problem  is  that  the  quality  of                  
serving  and  the  equipment  isn't  enough  for  us.  Sometimes  it  can  be  an  internet/server                
problem  but  sometimes  it  can  also  be  that  the  cell  phone  web-cam  isn't  good  quality.  I  do                   
acknowledge  the  technology  itself  by  having  30  fps  to  60  fps  streaming  to  give  highest  quality                  
base  on  the  format  size  for  example  having  1920x1080  30fps  to  60fps  is  superior  for  deaf                  
community  to  read  clear  and  louds  but  same  time  the  size  is  bit  beyond  for  the  current  phone  to                     
handle.  Naturally,  a  computer  with  a  high  end  web-cam  60  fps  to  120  fps  can  run  super                   
smoothly.  The  problem  is  the  price  itself  doesn't  support  Deaf  community  and  it  hurts  their                 
wallets  since  everyone  is  a  bit  far  behind  our  education  and  job  needs.  So  ultimately  we  will                  
try  to  do  our  best  to  be  patient  and  support  the  community  to  give  awareness  to  companies  to                    
know  our  existence.  We  do  need  their  help  since  our  ears  can't  be  fixed  but  technology  and                   
price   budget   can   be   fixed. 11904820511   
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87. I  don’t  need  a  voice  plan.  But  I  pay  more  for  voice  to  text  service  which  I  feel  is  unfair  -                       
they   don’t   provide   accessibility   means   for   voice   to   text,   or   service   for   voice   to   ASL   
11904289570   

88. I  believe  all  accessibility  services  in  all  companies  should  automatically  add  in  all               
programs  all  people  that  have  disabilities.  Such  as  those  who  are  hard  of  hearing,  if  someone                  
calls  the  cell  phone  that  person  should  qualify  for  free  voicemail  to  text,  definitely  more  than                  
2GB  of  data  plan,  and  I  believe  should  get  a  discount  on  the  monthly  bills.  It  is  a  little                     
disappointing  that  Bell  Mobility  and  Bell  Aliant  aren't  the  same.  I  do  have  a  package  with  Bell                   
Aliant  and  Bell  Mobility.  They  refused  to  allow  me  to  combine  my  package  such  as  tv,  house                   
phone,  cable  and  cell  phone  into  one  bill..  If  they  are  advertising  about  it  then  why  even                   
advertising   about   it!?      It   frustrates   me   so   much. 11903941503   

89. I  wasn't  able  to  get  the  accessibility  plan  cause  I'm  under  Corporate  Rate  (under                
Business  plan)  which  means  Rogers  don't  offer  it.  If  I  was  to  get  it  I'll  lose  my  contract.  I  have                      
low  payment  for  15GB  for  a  good  price  but  still  I  don't  have  any  option  to  use  the  accessibility                     
plan.  I  should  have  the  option  either  way  due  to  my  deafness.  ALso,  not  able  to  even  add                    
another  GB  or  add  ons  without  having  to  change  my  contract.  So  I'm  in  the  hard  rock  place,  lol                     
Sadly. 11903904182   

90. I  want  to  remove  voice  in  any  mobile  when  people  are  deaf  but  mostly  co  refused  to                   
remove  voice  because  they  want  more  $  that’s  why  please  respect  those  deaf  people’s  wish  to                  
remove  voice  plan  more  save  money  be  wise.  Most  deaf  people  are  not  kind  of  wealthy  person                   
such   as   hearing   people.   Most   deaf   people   can’t   afford   it. 11903400073   

91. Being  late-deafened  I  am  trying  to  learn  ASL  and  am  trying  to  find  technology  that  helps                  
with   my   hearing   loss-   it   is   very   confusing   and   overwhelming.   11903253376   

92. I  would  also  be  interested  in  better  audio  call  quality  (for  calls  to  people  who  do  not  use                    
video/text  services).  I  find  it  extremely  difficult  to  understand  people  over  the  phone  (warbled                
speech,  volume  levels)  but  they  do  not  allow  accommodations  to  take  place  (emailing               
documents,  submitting  online  forms  instead  of  orally  giving  information).  It  makes  stressful  calls               
even  more  stressful  (ex:  calling  government  departments  like  CRA),  when  I  can't  understand  or                
hear  the  other  person  I  often  say  "what?  sorry?  I  can't  hear  you,  can  you  speak  up",  which                    
causes  them  to  question  me  (verifying  identity  questions).  I  think  the  government  and  other                
essential  services  need  to  be  equipped  with  better  audio  calling  features  (for  HoH  people  who                 
don't   utilize   video   calling   or   are   unable   to   use   video/TTY). 11903053571   

93. When  I  signed  up  for  a  contract  to  get  a  new  iPhone,  I  was  forced  to  have  a  voice  plan                      
because  it  is  a  contract.  I'm  paying  $50+  dollars  for  a  voice  plan  that  I  will  never  use.  They  need                      
to  remove  that  for  deaf  people  and  let  us  just  sign  up  with  a  data  plan.  I  am  tired  of  paying                       
$170+   every   month! 11903000984   
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94. I  had  the  old  plan  for  10gb  cost  me  $130  so  finally  I  broke  the  plan  and  changed  to  20GB                      
for   $85.00   recently   but   I   need   to   find   if   I   have   an   accessible   plan   with   a   discount   of   $20   off. 
11902888119   

95. CRTC  needs  to  set  a  regulation  for  50%  discount  rate  for  all  persons  with  disabilities                 
who   have   Disability   Tax   Credit 11902729203   

96. I  am  concerned  that  other  hearing  people  have  very  good  hearing  privileges  with  the                
phone  service  provider  than  I  do.  I  am  main  contract  holder  while  try  to  be  nice  for  other  person                     
which  my  ex...  She  able  to  steal  my  credit  reputation  by  few  calls,  when  I  locked  it  as  I  am  the                       
primary  account  holder.  No  permission  ask  or  warning  from  them,  just  because  i  have  to  call  in                   
with  VRS...  It  takes  few  minutes  for  my  ex  doing  that  behind  my  back  without  me  understand                   
what  she  doing  with  everything  being  not  interpreted.  Contract  Holder,  Account  Holder,              
deserves  full  privileges  with  customer  services  reckless,  if  I  typed  that  I  am  deaf;  Where  are                  
their  patience  with  this?  No  room  to  notes?  Until  they  find  ways  to  force  noting  into?  Why  so                    
difficult?   Why   I   felt   like    am   only   one   do   all   fixing? 11902748366   

97. Why  contract  plan  included  voice  for  hearing  never  use  for  deaf  I  want  unlimited                
anything   video   FT,   Skype   and   etc   11902679621   

98. We  need  high  speed  for  the  reservations.  *  penalized  for  data  overages  because  that’s                
our   only   mode   of   communication                  11902601449   

99. Question   11   job   is   only   issues:   what   about   those   retired   with   limited   dpay?     

100. 12   work   full   time   but   retired?     
22   family   plan   what   about   friend   plan     
34  news  with  cc  or  without  cc  No  provide  retired  rate  for  accessible  plan  because  the  retired                   
people   who   always   stay   same   amount   in   per   monthly.   The   economy   rate   increased?  
11902415221   

101. Access   to   any   video   apps   on   phone   should   have   no   limits   on   data   11901776389   

102. Many   times   data   does   not   work. 11901733087   

103. Some  employees  don't  always  know  how  to  set  the  plan  (always  asking  the  manager  or                 
telling   us   to   contact   them   online).   11901639380   

104. Contact  service  providers  are  not  always  Deaf  friendly...  a  lot  of  the  staff  are  unaware  of                  
how  to  communicate  with  Deaf  ppl.  Also  a  lot  of  the  plans  are  not  allowed  to  have  the  disability                     
added  on  top  of  the  plans  so  we  are  not  able  to  register  for  the  disability  plan  because  if  so  it  is                        
only   on   certain   plans   and   not   on   all                           11901332754   
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105. I  tried  to  go  to  the  store  because  she  or  he  said  no  discount  is  available  with  Bell                    
Canada  p.  So  my  deaf  friend  suggested  the  Fizz  online  best  because  cheap  I  am  satisfied  but                   
VRS   SRV/VRS   Canada   and   glide   too   fast   use   up   both   GB   and   battery.        11901297834   

106. I  find  it  frustrating  that  these  accessibility  packages  are  available,  but  providers  either               
don't  know  about  them  or  they  don't  want  to  let  consumers  know  about  them.  Sometimes  after                  
getting  a  new  phone,  consumers  learn  about  accessibility  plans  and  are  told  they  can't  get  them                  
because  they  didn't  sign  up  at  the  time  the  contract  was  started.  I  just  feel  like  these  plans  are                     
just   a   big   secret   that's   only   offered   if   you   know   to   ask   about   it. 12536337463   

107. Most  of  these  questions  do  not  apply  to  me  because  I  am  Deafblind  and  can't  use  video                   
messaging.  My  concern  is  that  I  need  my  bluetooth  to  be  on  for  me  to  connect  my  braille                    
display.  When  I  travel  I  am  asked  to  turn  my  Bluetooth  off  or  they  will  have  to  charge  me  out  of                       
country  fees.  Delayed  texts  are  saved  in  my  bluetooth  sometimes  and  send  them  when  I  am                  
out   of   country   12535293128   

108. I   belong   to   CNIB   and   CHKC   12533461003   

109. I  want  10GB  for  30  dollars  or  20  GB  for  40  dollars  Unlimited  data  at  the  same  price  for                     
35   dollars   every   month. 12530836006   

110. I  often  read  books  on  my  iPad  and  would  like  the  print  to  adjust  to  the  large  print  when  I                      
open  a  book.  Also,  I  need  voice  mail  to  be  text  only  as  I  can’t  pick  up  the  spoken  word  on  a                        
phone. 12530411324   

111. It  annoy  with  TELUS  when  my  data  stop  work  while  connect  to  Wi-Fi  and  internet                 
seems  not  work  sometime  cause  disconnect  that  mean  I  need  to  turn  Wi-Fi  off  to  use  data  to                    
access   internet   in   some   location   12478148987   

112. I  am  deaf  with  one  eye  and  legally  blind.  I  haven’t  get  information  if  any  accessibility  plan                   
if  any  company  has  known  the  deaf  or  deaf-blind  ,  h  of  h  clients  example  I  am  using  bell  mobility                      
company  they  should  know  I  am  deaf  with  eye  legal  blind  to  let  me  know  anything  new  about                    
accessibility  plan  for  change  cost  or  etc  hard  to  trust  on  text  or  email  by  company  cuz  we  don’t                     
know  if  real  people  to  let  us  know.  I  don’t  know  if  my  company  bell  mobility  took  off  or  they                      
insisted  on  me  to  pay  for  voice  for  no  reason  cuz  I  am  deaf  can’t  use  voice,  the  services  for                      
hearing  are  then  a  waste  or  must  I  keep  voice  for  T911  .  Do  I  have  to  pay?  I  don’t  remember                       
how  much  I  pay  for  the  voice  bill  on  my  iPhone.  It  might  be  $27.00  or  less.  Will  I  talk  with  bell                        
mobility  again  to  discuss  the  right  rate  for  any  accessibility  plan  like  data  etc  again  but  I  am  not                     
sure   how   bell   mobility   will   accept   the   accessibility   plan   ? 11955884814   

113. Yes  please  for  10  or  20  GB  for  30  dollars  unlimited  plans.  It's  my  goal.  Mine  is  Virgin,                    
and  I  had  a  new  iPhone  XR  that  Plan  for  5GB.  50  dollars  and  plus  charge  for  iPhone  every                     
month,  $33.92.  I  don’t  understand,  it  is  too  much  for  me.  I  don’t  like  that  5GB  for  50  dollars  is                      
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possible.   TBooth   company   for   my   virgin   store   that   I   bought   one   since    so   I   am   deaf   blind   person. 
11916201378   

114. I  hate  that  I  have  to  pay  for  voice  calling  minutes  I  don't  use  but  my  plan  has  to  include                      
them  and  the  best  plan  options  when  I  signed  up  was  for  unlimited  voice  but  only  2  GB  data.  I                      
wish  I  could  pay  less  and  have  only  30  minutes  voice  in  case  needed  or  pay  per  use  voice                     
minutes   and   the   same   amount   of   data.   I   don't   use   LTE   a   lot   but   mostly   wifi. 11910062787   

115. Hi  I  have  several  comments:  Wayfinding;  In  the  past  12  months,  I  have  only  used                 
wayfinding  3  or  4  times.  Only  on  my  tablet,  never  on  iPhone.  The  app  (google  maps)  is                   
inaccessible.  If  I  pinch  to  zoom  in,  the  info  (names  of  places)  gets  smaller,  and  I  can’t  see  the                     
info  again.  It  is  the  app,  not  the  device.  So  I  never  use  it,  only  when  I  really  need.  And  never                       
went   out   in   the   community.   I   like   “getting   lost”!     

  
Question  31:  I  put  down  Others  because  of  a  lack  of  options.  I  do  not  use  any  video  app  to                      
“leave   a   message”.     

  
Further  to  above:  In  the  past  12  months,  I  almost  never  use  video  apps  to  chat  with  people.  And                     
NEVER  on  my  cell  device.  I  use  a  tablet  for  Zoom  meetings.  Being  Deaf-Blind  I  find  it                   
increasingly  hard  to  see  the  person  on  the  other  end,  which  affects  my  vision  and  I  become  tired                    
and   cannot   follow.     

  
Question  56:  This  question  I  answered  with  my  old  provider  in  mind;  I  was  with  Virgin.  I  had  NO                     
Accessibility  Plan,  and  50  mb  data  a  month,  I  started  with  2  GB  Data  due  to  my  SFU  student                     
status.  They  did  not  inform  me  this  was  only  a  12  month  limit.  Then,  I  had  to  ask  many  times  for                       
an  Accessibility  Plan.  They  gave  me  $10  off  for  12  months.  Three  times  I  went  over  50  mb                    
data,  not  because  I  was  using  video  chat  or  YouTube,  but  because  I  forgot  to  turn  the  mobile                    
data  off.  When  it  exceeded  a  specific  amount,  they  sent  email  and  then  turned  data  off.  I  was                    
upset   because   I   forgot   to   turn   it   off.     

Virgin  did  NOT  offer  add-on  data.  I  paid  the  charges.  I  am  now  with  Telus  and  have  a                    
new  iPhone.  They  promised  me  a  bill  not  exceeding  $85  per  month.  But  so  far  my  bill  is                    
$140.  And  I  haven’t  even  signed  up  for  T911  or  other  essential  services  I  had  before.  I                   
do  have  Telus  IP  relay  on  both  iPad/iPhone.  I  have  a  VRS  account  but  have  never  used                   
it. 11905704600   

116. I  am  not  good  at  smartphones,  only  texting  with  my  husband  while  in  the  store  to  pick                   
me  up  from.  It’s  very  difficult  for  me  to  focus  on  the  bright  light  reflecting  glass  ,  I  need  to  find  a                        
shade  to  read  or  type.  I  do  miss  my  old  Apple  iPhone!  Need  a  bigger  iPhone  or  else..  no  that                      
LG  I  am  stuck  with  it.  Confused  about  how  to  deal  with  my  vision  adjustment.  I  am  too  tired  and                      
stay  home  most  of  the  time  and  do  not  use  video  much.  I  read  transcripts.  Need  more                   
improvement  for  Deaf-Blind  or  low  vision  more  easily  than  searching  for  phone  icons,  too  pale                 
print  that  I  could  spot!  I  recently  practiced  on  Zoom  tests  with  a  meeting  last  week  (new                   
experience  for  me)  .  Try  hard  to  figure  out  how  to  use.  Well,  I  am  a  senior  and  have  Ushers.  I                       
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mostly  use  EMAILS!  I  still  have  to  read  on  Facebook.  It  seems  my  Sight  getting  worse.  Time  for                    
me  to  take  a  Braille  course  soon.  I  live  in  a  rural  area.  Hopefully  I  will  find  a  way  better.  Thank                       
you   for   listening   and   understanding   12545123881   

117. Often   video   blocks   and   blurs.   12545123881   

118. Hi  yes  I  like  good  prices  for  me  because  usher  syndrome  also  unlimited  packages                
without   freeze   cam   videos,   thank   you. 12539614849   

119. I  am  profoundly  deaf  I  need  my  unlimited  data  without  lag  and  no  blur  after  the  speed                   
drops.  It's  not  that  the  videos  are  very  clear  video  images  during  communication  as  VRS,  very                  
important  for  me  are  equal  with  hearing  speak  voice  unlimited  as  we  it's  clear  thank  you  for                   
understanding   :-) 12539603981   

120. I   would   like   to   remove   the   Voice   Package   and   keep   the   Data   Package,   thank   you. 
12538534141   

121. I  find  the  rate  expensive  because  I  don't  need  the  included  options.  Accessibility  is                
needed  for  my  LSQ  video  communication  right,  so  normally  the  rate  would  be  the  same  as  voice                   
calls   that   hearing   people   use,   it   costs   them   less   than   me.   12536702281   

122. 40$  per  month  for  unlimited  forfait  for  deaf  people  as  a  matter  of  equality  with  hearing                  
people  who  can  speak  unlimited  (voice)  but  video  requires  a  lot  of  GB.  and  most  deaf  people                   
don't  earn  much  income.  So  40$  a  month  for  unlimited  data  will  be  reasonable  for  ALL  the                   
companies   chosen.   Damn   the   different   prices. 12536896672   

123. Unlimited   data   at   a   reasonable   price   preferably   to   have   peace   in   my   head  
12536001926   

124.  I  want  high  speed  and  unlimited  plans.  I'm  deaf  with  lsq  or  asl  when  we  talk  with  a  deaf                      
person,   sometimes   it   worries   me   if   it's   too   much   ....   thanks   12535452531   

125. I  would  like  to  have  unlimited  plans  by  LTE  or  WIFI,  I  pay  once  a  month  every  month                    
because  my  husband  and  I  have  a  little  low  income.  It  is  very  useful  with  my  cell  phone  and  two                      
tablets   for   both   of   us,   needing   messages   etc...    Thank   you!   12535044220   

126. I   prefer   without   unlimited   please   12534877996   

127. Yes   I   would   also   like   for   USA   without   paying   extra   for   included   full   packages   
12534823734   

128. I  prefer  without  a  comfortable  limit  because  they  always  monitor  limits.  :(  also  price                
increase   fast   rise   data,   wow   not   fun   surprise   $$$ 12534274110   

129. I  would  like  my  cell  phone  with  unlimited  examples  at  visit  (  no  wi-fi  )  private  case  grrr  I                     
can't  show  video  LTE  limit  at  visit  (  example  video  message  or  example  youtube  option  etc  )                   
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every   time   I   ask   me   to   let   me   use   Wi-Fi   wherever   I   am   visiting,   if   it   doesn’t   bother   ??   thank   you   
12533482712   

130. Last  year,  I  sent  to  the  CRTC,  but  they  did  not  do  anything  ...  It  has  been  since  one  year                      
that  CRTC  does  nothing,  then  I  lose  time  and  patience  too  late  not  well  ....  Bell  Mobility  how                    
much  does  it  cost  $55.00  and  more  in  taxes  GB  unlimited.  .  If  it  really  costs  $75.00,  reduce                    
$20.00  a  balance  of  $55.00  and  more  of  unlimited  GB  taxes  for  a  reason;  a  hearing  impairment                   
and   pay   too   much   ... 12532261638   

131. I   want   the   cost   as   the   voice   (hearing)   is   equal!   Please 12532252968   

132. I  don't  want  two  different  phone  numbers  from  my  cell  phone  and  VRS  and  I  like  my  cell                    
phone   with   VRS   12526586665   

133. We   pay   for   voice   but   never   use   it 12526425907   

134. I'm  trying  to  prove...I  propose  easier  with  business  card  proof  by  CRTC  including  proof  of                 
being  deaf  etc...  because  there  are  fraudulent  hearing  people  who  take  advantage  without               
proof... 12481814329   

135. Agents  at  suppliers  do  not  always  know  about  offers  and  you  have  to  spend  30  minutes                  
before  "finally  finding  a  solution"  and  not  every  user  has  the  same  discount  price....  Which  is                  
illegal 12538140889   

136. So   I   would   like   to   have   unlimited,   please.   12535041200   

137. I'm   worried   about   SRV   because   of   the   6GB,   oof!    12534799501   

138. I   want   unlimited   for   life,   cheaper   $50/month   for   deaf   people   right12531517477   

139. $$$  -  It  gets  more  expensive  over  time.  It  eats  up  a  lot  of  GB  even  though  I  use  a  bit  of                        
LTE   video.   I'm   worried   about   the   future   if   the   price   keeps   going   up.   12526983973   

140. To  make  complaints,  I  think  it's  complicated.  Many  people  don't  do  it  because  there  is                 
always  a  reply  and  according  to  the  providers,  there  is  always  an  answer  to  everything...                 
Moreover,  we  pay  for  the  voice,  we  do  not  need  that.  It  should  be  reversed  data  rather  than                    
voice 11947661536   

141. In  my  response  in  the  survey  comment,  I  made  the  mistake  of  having  answered  on  price.                  
I  answered  only  one  price,  when  in  reality  I  had  2  prices  because  my  cellular  phone  belongs  to                    
the  community  organization.  I  would  like  to  have  the  discount  because  of  the  Video,  Skype,                 
Messenger,   Glide   that   requires   a   lot   of   consumption   of   data.   Thank   you! 11926642734   

142. Hello,  To  strengthen  the  voice  and  answering  message  phone,  I  would  like  to  eliminate                
the  fees  for  voice  and  answering  messages,  because  the  deaf  and  hard  of  hearing  never  use                  
them  for  a  long  time,  but  are  forced  to  pay  more  as  profit.  I  do  not  agree.  For  hearing  people,                      
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they  are  lucky  to  have  unlimited  voice,  but  we  deaf  people  there  are  not  unlimited  for  video,                   
often   it   is   limited.       Thanks   :)   11946981279   

143. Prefer   to   take   unlimited   $75   per   month. 11917129638   

144. Hello,  I  would  like  every  supplier  to  know  the  benefits  for  deaf  people  on  CRTC  etc..  for                   
their  rights  without  limiting  their  bills  as  well  as  facilitated  access  to  videos  (SRV,  Marco  Polo,                  
Glide   and   others).   Thank   you   for   this   survey.   11915395627   

145. Hi,   I   would   like   a   good   price   and   a   good   GB.,   also   accessible   again   at   50%   discount. 
11913937542   

146. The  only  thing  more  important  that  does  not  agree  to  me  on  the  speed  reduced  unlimited                  
to  512k  since  new  contract  more  than  a  year  ago  and  second  thing  for  my  data  often  exceeded                    
by  LTE  because  of  delay  wait  at  the  providers  and  or  government  and  company  with  SRV                  
Canada  I  have  well  disappointed  often  exceeded  me  by  my  data  GO  and  I  oblige  additional                  
meme  change  the  package  more  expensive  ps  the  choice  but  really  very  expensive  for  my                 
handicapped  deaf  accessible  I  gave  my  comment  to  the  complaint  for  the  checks  providers                
Telus,  I  gave  my  comments  to  the  complaint  for  the  supplier  cheques  to  Telus,  Bell,  Videotron                  
and   Rogers   anyway   I   gave   to   the   supervisor   and   big   boss   thank   you   for   understanding 
11913819351   

147. For   the   deaf   have   to   pay   less   per   month,   because   it   is   too   expensive   for   the   moment   
11909723803   

148. Congratulations  for  the  creation  of  the  VRS  which,  in  my  opinion,  is  an  ultra  essential                 
service  for  the  deaf  community...  it  is  sure  that  it  has  an  improvement  to  make  for  the  costs  of                     
the   data 11908960937   

149. During  the  COVID-19,  there  is  no  more  access  to  live  chat  on  their  website.  I  can't  get  in                    
touch   with   Rogers.   Limited   option! 11902725209   

150. CRTC  has  to  hire  some  people  who  know  in  depth  of  the  daily  life  of  the  Deaf  and  to                     
communicate  in  sign  language.  With  that,  data  reports  are  accomplished  and  better  protect  the                
consumption   and   are   reasonable. 11902383172   

151. I  live  in  a  small  town  and  only  have  access  to  "not  high  speed"  internet  and  it's  hard  to                     
work  because  I  have  to  participate  in  video  conferences,  skype  calls  with  clients.  My  LTE                 
network  is  not  so  good  either.  I  would  like  you  to  consider  adjusting  the  internet  quality  to  small                    
towns  especially  with  the  COVID-19  it  becomes  a  barrier  for  a  complete  deaf  family  (4  people)                  
and   impossible   to   "connect”   freely. 11901313716   
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Appendix   B:   Survey   Questions   
  

Accessible   Mobile   Wireless   Services   Survey   
  

Introduction   -   Background   &   Purpose   
    

DWCC ,    CAD-ASC ,   and    CNSDB    are   conducting   a   national   survey   to   investigate   how   
accessible   Canadian   wireless   service   plans   are   and   how   appropriate   they   are   for   Deaf,   
Deaf-Blind   and   Hard   of   Hearing   (DDBHH)   residents   of   Canada.     
 
The   Canadian   Radio-television   and   Telecommunications   Commissions   (CRTC)   
launched   a   proceeding   ( Telecom   Notice   of   Consultation   (TNC)   2020-178 )   to   investigate   
accessibility   of   mobile   wireless   service   plans   in   Canada.   The   CRTC   is   determining   what   
it   has   to   do   to   improve   choice   and   affordability   for   Canadian   residents   who   are   DDBHH   
and   persons   with   disabilities.   
  

Some   questions   we   address   in   this   survey   include:  
- What   are   DDBHH   Canadian   residents’   experiences   with   mobile   wireless   

services?   
- How   are   the   wireless   service   providers   promoting   accessibility   plans   in   ways   that   

are   accessible   (stores,   websites   and   customer   service   representatives)?   
- Are   there   differences   between   the   primary   and   flanker   WSP   company   brand   

accessibility   package   offerings?   
- Are   DDBHH   consumers   satisfied   with   their   current   packages?   
- What   do   perfectly   accessible   mobile   service   plans   look   like   for   DDBHH   residents   

of   Canada?   
  

This   survey   is   a   web-based   questionnaire   hosted   by   SurveyMonkey.   A   paper   or   PDF   
version   of   this   questionnaire   is   also   available   by   request.   This   survey   has   76   multiple   
choice   questions   and   should   take   approximately   30   minutes   to   complete.   
    

Your   privacy,   confidentiality   and   trust   are   important   to   us.   All   data   collected   will   be   
stored   according   to   industry   wide   data   security   standards.   No   names   or   e-mail   
addresses   are   collected   or   stored.:   All   responses   are   anonymous,   and   your   identity   will   
not   be   tracked   in   any   manner.   Therefore   all   survey   responses   are   confidential.   
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Data   collected   from   this   survey   will   be   anonymized,   aggregated   and   analyzed   to   
produce   a   report   to   be   filed   with   the   CRTC.   This   report   will   be   made   public   at   
www.deafwireless.ca    and     www.cad.ca .   
    

Your   participation   in   this   important   survey   will   provide   valuable   data   to   CRTC   as   it   
considers   how   mobile   wireless   services   can   be   improved   for   all   DDBHH   Canadians.   
    

If   you   have   any   concerns   or   questions,   you   may   contact   Lisa   Anderson,   DWCC   Acting   
Chair   at    chair@deafwireless.ca .   
    

To   take   this   survey,   you   must   be:   
1.   At   least   18   years   old;   and   
2.   A   Canadian   resident   consumer   of   a   wireless   service   company   for   at   least   one   

year;   and   
3.   Deaf,   Deaf-Blind,   Hard   of   Hearing,   or   Late-deafened;   and   
4.   Use   any   smartphone   or   tablet   connected   to   a   Canadian   mobile   network     

 
This   survey   is   available   in   ASL,   English,   LSQ   and   French.     

  
Please   keep   in   mind:   through   the   survey   you   will   see   “other”   in   many   questions.   
Feel   free   to   provide   additional   details   about   these   at   the   end   of   the   survey.   
  

For   a   large   print   edition   or   other   alternative   formats,   please   contact   us   at:   
survey@deafwireless.ca   

  
Thank   you   for   participating   in   this   survey.   

  
QUALIFYING   QUESTIONS   
    

1. I   hereby   consent   that   my   responses   will   be   used   to   present   the   information   
to   the   Canadian   Radio-television   and   Telecommunications   Commission   (CRTC)   
for   Telecom   Notice   of   Consultation   2020-178.   

a. Yes   
b. No   

  
2. Do   you   have   a   wireless   data   plan?     

a. Yes     
b. No     
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3. Do   you   have   more   than   1   wireless   provider   (company)?   
a. Yes,   (Please   fill   out   a   survey   for   EACH   provider   or   company)   
b. No   (please   fill   out   this   survey   once)   

 
Part   I:   ABOUT   YOU   

  
4. How   do   you   self-identify?   

a. Deaf   (a   sign   language   user--   for   example:   ASL   or   LSQ)  
b. Deaf-Blind   (low   vision,   Usher   Syndrome)   
c. Hard   of   Hearing/Oral   Deaf   
d. Late-deafened   
e. Other   

  
5. How   old   are   you?   

a. 18   to   24   years   
b. 25   to   34   years   
c. 35   to   44   years   
d. 45   to   54   years   
e. 55   to   64   years   
f. 65   years   or   older   
g. I   prefer   not   to   provide   information   

  
6. What   is   your   gender?     

a. Female   
b. Male   
c. Non-binary   
d. I   prefer   not   to   provide   information   

  
7. Which   languages   do   you   use?   

a. ASL   
b. LSQ   
c. English   
d. French   
e. Other   written   or   sign   languages   
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ONLY   FOR   DEAF   BLIND   RESPONDENTS   
  
8. Which   modes   of   communication   do   you   use?   

a. Sign   Language   
b. Tactile   ASL   or   Tactile   LSQ   (hand   on   hand   communication)   
c. Protactile   
d. Two   hand   manual   
e. Braille   
f. Voice   
g. Other   

  
RESIDENTIAL   INFORMATION   
  

9. Which   Canadian   province   or   territory   do   you   currently   live   in?   
a. British   Columbia   
b. Yukon   
c. Alberta   
d. Northwest   Territories     
e. Saskatchewan     
f. Nunavut   
g. Manitoba   

h. Ontario     
i. Québec   
j. Newfoundland   and   

Labrador   
k. Nova   Scotia   
l. Prince   Edward   Island   
m. New   Brunswick   

  
10. Where   do   you   live   (metropolitan   vs.   rural)?   

a. City   or   metropolitan   area   (50,000   or   more   people)   
b. City   or   town   (between   2,500   –   50,000   people)   
c. Village   (fewer   than   2,500   people)   
d. I   am   nomadic,   living   from   town   to   town   
e. I   prefer   not   to   provide   information   

  
11. How  many  Deaf,  Deaf-Blind  or  Hard  of  Hearing  people  live  at  your              
residence?   

a. 1   (just   me)   
b. 2   people   
c. 3   people   
d. 4   or   more   people    
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EMPLOYMENT   
  
12. Do   you   have   a   paid   job?     

a. Yes   
b. No     

  
13. If   you   do   not   have   paid   work,   what   do   you   do?   

a. Student   
b. Volunteer   
c. Parent   or   Caretaker   for   family   members   (senior   or   young   children)   
d. Retired     
e. Other   

  
14. If   you   do   not   have   paid   work,   your   income   is   from   where?   

a. Government   Disability   or   Social   Assistance   (PWD)   
b. Employment   Insurance   (EI)   
c. Canada   Pension   Plan   (CPP)   
d. Old   Age   Security   (OAS)   
e. None   of   above   

  
15. Which   one   of   these   terms   best   describes   your   paid   job?   

a. Part-time   
b. Full-time   
c. Contract   job     
d. Freelance   -   work   for   multiple   contracts     
e. Self-employed/entrepreneur   (own   business)   

  
16. What   is   your   total   personal   gross   income,   before   taxes?   

a. Less   than   $24,999   
b. $25,000   -   $34,999     
c. $35,000   -   $44,999     
d. $45,000   -   $54,999     
e. $55,000   -   $69,999   
f. $70,000   or   more     
g. I   prefer   not   to   provide   information   
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PART   II:   YOU   and   YOUR   WIRELESS   SERVICE   PROVIDER/COMPANY     
  

WIRELESS   COMPANIES   &   DEVICES     
  

17. Which     wireless   service   provider    (company)   do   you   currently   use?      
a. Bell   Mobility   
b. BellMTS   
c. Eastlink   
d. Rogers   Wireless   
e. Sasktel   
f. Telus   Mobility   
g. Vidéotron   
h. Fido   
i. Freedom   Mobile   
j. Koodo   Mobility   
k. Public   Mobile   
l. Virgin   Mobile     
m. My   provider   (company)   is   not   listed   /   None   of   the   Above   

  
18. What   kind   of     smartphone    device   do   you   use   most   for   wireless   data   service   
(for   example,   LTE)?     

a. iOS   (Apple   iPhone)   
b. Android   (for   example,   Blackberry,   Google,   LG,   Samsung,   Sony)   
c. Windows   
d. I   don’t   use   a   smartphone,   I   use   a   tablet   
e. Other   

  
19. What  kind  of  tablet  do  you  use  most  with  wireless  data  services  (on  LTE                
with   SIM   card)?      

a. iOS   (Apple   iPad)   
b. Android   (for   example,   Galaxy,   Note,)   
c. Windows   (for   example,   Microsoft   Surface   Pro)   
d. I   don’t   use   a   tablet,   I   use   a   smartphone   
e. Other   

  
20. Is   your   main   device   locked   to   a   particular   wireless   service   provider?   

a. Yes,   my   main   device   is   a    locked    smartphone   
b. No,   my   main   device   is   an    unlocked    smartphone   
c. I   don’t   know   
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21. How   much   wireless   data   is   included   in   your   monthly   plan?     
  

a. 0   to   100   MB   
b. 101   to   250   MB   
c. 251   to   500   MB   
d. 501   MB   to   1   GB   
e. 2   GB   
f. 3   GB   
g. 4   GB   
h. 5   GB   
i. 6   GB   

j. 7   GB   
k. 8   GB   
l. 9   GB   
m. 10   GB   
n. 11-14   GB   
o. 15   GB   
p. 20   GB   or   more   (including   

unlimited)   
q. I   don’t   know/Unsure   

  
22. How   much   did   you    agree    to   pay   for   your   phone   bill   cost   per   month,   
according   to   your   contract/plan   (including   taxes)?   
  

a. $0.00   -   $24.99/month     
b. $25.00   -   $35.99/month     
c. $36.00   -   $45.99/month     
d. $46.00   -   $55.99/month     
e. $56.00   -   $65.99/month     
f. $66.00   -   $75.99/month     
g. $76.00   -   $85.99/month     
h. $86.00   -   $95.99/month     
i. $96.00   -   $105.99/month     
j. $106.00   -   $115.99/month     
k. $116.00   -   $125.99/month     

l. $126.00   -   $135.99/month   
m. $136.00-   $145.99month   
n. $146.00-   $155.99/month   
o. $156.00   -   $165.99/month   
p. $166.00   -   $175.99/month   
q. $176.00   -   $185.99/month   
r. $186.00   -   $194.99/month   
s. $196.00   -   $205.99/month   
t. $206.00   -   $215.99/month   
u. $216.00   -   $225.99/month     
v. $226   or   more   per   month   

  
23. How   much   do   you    actually    pay   for   your   phone   bill   per   month   (including   any   
data   add-ons   and   taxes)?   
  

a. $0.00   -   $24.99/month     
b. $25.00   -   $35.99/month     
c. $36.00   -   $45.99/month     
d. $46.00   -   $55.99/month     
e. $56.00   -   $65.99/month     
f. $66.00   -   $75.99/month     
g. $76.00   -   $85.99/month     
h. $86.00   -   $95.99/month     
i. $96.00   -   $105.99/month     
j. $106.00   -   $115.99/month     

  
k. $116.00   -   $125.99/month     

l. $126.00   -   $135.99/month   
m. $136.00-   $145.99month   
n. $146.00-   $155.99/month   
o. $156.00   -   $165.99/month   
p. $166.00   -   $175.99/month   
q. $176.00   -   $185.99/month   
r. $186.00   -   $194.99/month   
s. $196.00   -   $205.99/month   
t. $206.00   -   $215.99/month   
u. $216.00   -   $225.99/month     
v. $226   or   more   per   month   
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24. Describe   your   wireless   service   agreement/contract:   
a. Two-year   commitment/contract   with   a   device   provided   by   your   wireless   

company   
b. Two-year   commitment/contract   with   BYOD   (“Bring   Your   Own   Device”)   
c. No   commitment/contract   (for   example,   no   term,   or   BYOD)   
d. I   don’t   know   /   Unsure   
e. Other   

  
25. Is   your   wireless   service   pre-paid   or   post-paid?     

a. Pre-paid   (I   do   not   get   a   monthly   bill)   
b. Post-paid   (I   get   a   monthly   bill)   
c. I   don’t   know   

  
26. How   many   people   TOTAL   are   on   your   shared   data   plan   as   a   family   plan   (for   
example:   parent,   spouse,   partner,   children)?     

a. 1   (just   myself)   
b. 2   people   
c. 3   people   
d. 4   or   more   people   

  
27. How   many   DDBHH   people   are   on   your   shared   data   plan   in   addition   to   
yourself   (for   example,   have   a   family   plan)?   

a. 1   person   
b. 2   people   
c. 3   people   
d. 4   or   more   people   

  
PART   III:   ACCESSIBLE   DDBHH   APPS   
    

WAYFINDING/GPS   APPS   
  

28. You   use   wayfinding   (for   example,   GPS   maps)   on   your   smartphone   /   tablet   
to:   

a. Tell   you   where   you   are   
b. Tell   you   how   to   go   from   one   place   to   another   
c. Tell   you   which   side   of   the   street   you’re   on   and   which   direction   you’re   

going   
d. Tell   you   when   public   transit   (bus,   train,   taxi   or   rideshare)   will   arrive   
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e. Tell   you   what’s   around   you   (landmarks,   restaurants,   stores   or   other   
places)   

f. None   of   the   above   
g. Other   

  
  

VIDEO   COMMUNICATION   APPS   
  

29. Do  you  use  the   SRV  Canada  VRS  app  on  your  smartphone  or  tablet  using                
wireless   services   (LTE)?   

a. Yes   
b. No   

    
30. Do  you  use  more  data  since  you  started  using  the   SRV  Canada  VRS  app  on                 
your   smartphone   or   tablet   using   wireless   services   (LTE)?   

a. Yes   
b. No   
c. I   don’t   know   

  
31. If  your  data  usage  has  increased  since  you  started  using   SRV  Canada  VRS ,               
how   much   more   data   per   cycle   (month)   in   average,   are   you   using?   

a. 1   GB   or   less   
b. 2-5   GB   
c. 6-9   GB   
d. 10-14   GB   
e. 15-19   GB   
f. 20   GB   or   more   

  
32. Which   live  interactive  video  applications  (“apps”)  do  you  use  at  home  or  in               
a   public   location    with   a   wifi   connection ?     

a. FaceTime   
b. Facebook   Messenger   Video   
c. Google   (Duo,   Meet,   Hangouts)   
d. Imo   
e. Skype   
f. SRV   Canada   VRS   
g. WhatsApp   
h. Zoom   
i. Other   
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33. Which   live  interactive  video  applications  (“apps”)  do  you  use   while  using             
wireless   data   (LTE) ?   

a. FaceTime   
b. Facebook   Messenger   Video   
c. Google   (Duo,   Meet,   Hangouts)   
d. Imo   
e. Skype   
f. SRV   Canada   VRS   
g. WhatsApp   
h. Zoom   
i. Other   

  
34. Which   video  messaging  applications  (“apps”)  do  you  use  at  home  or  in  a               
public   location   with   a    wifi   connection    to   leave   video   messages?   

a. Facebook   Messenger   
b. Glide   
c. iMessage/Text   Apps   
d. Marco   Polo   
e. SRV   Canada   VRS   
f. Other   

  
35. Which   video  messaging  applications  (“apps”)  do  you  use   while  using            
wireless   data   (LTE)    to   leave   video   messages?     

a. Facebook   Messenger   
b. Glide   
c. iMessage/Text   Apps   
d. Marco   Polo   
e. SRV   Canada   VRS   
f. Other   

  
PART   IV:   VIDEO   STREAMING   IN   ASL   &   LSQ     
Video   Streaming   News   in   ASL   &   LSQ   

  
36. Do  you  watch  videos  on  your  smartphone  or  tablet  while  using  wireless              
data   (LTE)?   

a. Yes   
b. No   
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37. What  kind  of  sign  language  (ASL  or  LSQ)  news  or  informational  videos  do               
you   watch   from   your   smartphone   or   tablet   while   using   wireless   data   (LTE)?   

a. Emergency  or  public  health  vlogs(for  example:  COVID-19  and  pandemic           
public  health  news  and  videos,  extreme  weather,  for  example  tornado,            
earthquake,   news   broadcasts)   

b. Sign  Language  News  Vlogs  (for  example,   Les  Ushers  Tres  Bien! ,  The             
Daily   Moth,   DPAN   TV   News,   Sign   1   News,   Seek   the   World,   DeafNation)   

c. Facebook  Live  informational  videos  in  ASL  or  LSQ,  including  natural            
disaster   emergency   video   messages   
  

38. Which  kinds  of  news  videos  do  you  watch  from  your  smartphone  or  tablet               
while   using   wireless   data   (LTE)?   

a. News  (for  example,  TVA,  CBC  News,  CBC  Sports,  CTV  News  Go,  Global              
Go)   

b. Television   (for   example,   Shaw   FreeRange,   Bell   Fibe   TV)   
c. Videos   (for   example,   YouTube,   Vimeo)   

  
39. Have  you  ever  gone  over  your  data  plan  due  to  watching  ASL  or  LSQ                
videos,   or   news   apps   while   using   wireless   services   (LTE)   in   the   last   12   months?     

a. Yes   
b. No   

  
PART   V:   YOUR   WIRELESS   CONTRACT   

  
ACCESSIBILITY   PLANS   
  

40. Do   you   have   an   accessibility   plan?     
a. Yes     
b. No   
c. I   don’t   know   /   Unsure   

  
41. Are   you   aware   of   accessibility   plans?   

a. Yes   
b. No     
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42. Why   do   you   not   have   an   accessibility   plan?   
a. I   don’t   know   how   to   get   an   accessibility   plan   
b. I   am   not   a   member   of   a   DDBHH   organization   
c. It   is   cheaper   for   me   to   not   have   an   accessibility   plan   
d. I   couldn’t   communicate   is   ASL/LSQ   at   the   store   
e. Other   

  
43. Please   describe   the   accessibility   plan:     

a. $15.00   discount   
b. $20.00   discount   
c. 2   GB   free   
d. Grandfathered   plan   
e. Other:   (please   write   on   the   line)   ____________________________   

  
44. Are  you  happy  with  the  accessibility  plan  on  your  wireless  service             
contract?     

a. Yes,   I   am   satisfied   
b. No,   I   am   not   satisfied   

  
45. Why   are   you   not   satisfied   with   your   accessibility   plan?:   

a. Discount   is   not   big   enough,   I’m   paying   too   much   for   the   data   I   use   
b. Not   enough   data   
c. My   accessibility   plan   changed   (for   example:   discount   was   reduced)   

without   me   knowing   about   it   
d. My   accessibility   plan   expired   
e. I   couldn’t   communicate   in   ASL/LSQ   at   the   store   /   interpreters   were   not   

provided   
f. I   do   not   have   access   to   my   wireless   wireless   contract   in   ASL/LSQ   
g. Other   

  
46. Are   you   happy   with   the   price   of   data   on   your   wireless   service   contract?     

a. Yes,   I   am   satisfied     
b. No,   I   am   not   satisfied    
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47. Why   are   you   not   satisfied   with   the   price   of   data   on   your   wireless   service   
contract?     

a. I’m   paying   too   much   for   the   data   I   use   
b. Not   enough   data   
c. I   am   paying   more   than   I   agreed   to   with   the   contract   with   the   company   
d. I   am   paying   too   much   for   overage   costs     
e. I   am   afraid   of   going   over   my   data   limit   so   I   don’t   use   as   much   as   I   need   
f. Other   

  
AWARENESS   &   EXPIRY   
    

48. Did  you  know  you  must  have  a  membership  of  a  DDBHH  organization  (such               
as  DWCC,  CAD-ASC,  CNSDB),  or  any  provincial  DDBHH  organizations  to  qualify             
for   the   accessibility   plan?   

a. Yes   
b. No   

  
49. How   did   you   find   out   about   accessibility   plans    for   the   first   time ?   

a. I   did   not   know   about   accessibility   plan   until   now   
b. Announcements   or   advertisements   
c. DWCC,   CAD-ASC,   CNSDB   or   provincial   DDBHH   organizations   
d. Friend   
e. Online   
f. Wireless   company   representative   
g. Other   

  
50. Have   you   been   informed   by   your   wireless   service   provider   (company)   
regarding   your   accessibility   plan   will   soon   expire   (for   example,   after   one   year   of   
having   the   plan)?   

a. Yes     
b. No   
c. I   don’t   know   /   Unsure   

  
51. How   were   you   informed   of   your   accessibility   plan   expiring?   

a. Email   
b. I   had   to   contact   them   myself   
c. Letter   (Mailbox   or   through   store)    
d. Live   chat   
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e. My   plan   was   removed   without   my   knowledge,   I   found   out   when   my   bill   
increased   

f. Phone   call   via    SRV   Canada   VRS   
g. Text   messages   on   my   smartphone   or   tablet   
h. Other   

  
52. Have   you   been   informed   by   your   wireless   service   provider   (company)   
regarding   your   accessibility   plan   changing   or   being   reduced   (for   example,   you   
did   not   use   wireless   much   while    Staying   Home    due   to   a   pandemic)?   

a. Yes   
b. No   
c. I   don’t   know   /   Unsure   

  
53. How   were   you   informed   about   your   accessibility   plan   changing   or   being   
reduced?   

a. Email   
b. I   had   to   contact   them   myself   
c. Letter   (Mailbox   or   through   store)    
d. Live   chat   
e. My   plan   was   removed   without   my   knowledge,   I   found   out   when   my   bill   

increased   
f. Phone   call   via    SRV   Canada   VRS   
g. Text   messages   on   my   smartphone   or   tablet   
h. Other   

  
  

PART   VI:   COMPLAINT   or   FEEDBACK   PROCESSES   
  

54. Did   you   give   your   wireless   service   provider   feedback   (complaint   or   
compliment)?     

a. Yes     
b. No   

  
  

55.   Were   you   able   to   make   your   points   to   the   wireless   service   provider   during   
your   feedback   process?   

a. Yes   
b. No   
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56. Were   there   barriers   in   communication   during   the   feedback?   
a. Yes   
b. No   

  
57. Did   the   wireless   service   provider   make   efforts   to   provide   you   with   the   
accessibility   for   you   to   have   effective   communication   during   your   feedback   
process?   

a. Yes   
b. No   

  
58. Do   you   know   where   to   send   your   complaints,   compliments   or   feedback   
about   your   wireless   service   providers   adaptation   to   your   accessibility   needs?   

a. Yes     
b. No     

  
59. Are   you   aware   that   you   have   the   right   to   file   a   complaint   about   your   data   
plan   to   your   wireless   company   and   Commission   for   Complaints   for   
Telecom-Television   Services   (CCTS)?   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   
d. I   just   learned   about   this   now   with   this   question  

  
PART   VII:   YOUR   DATA   PLAN   

  
60. Have   you   ever   gone   over   your   data   plan   due   to   using   live   and   messaging   
video   communication   apps   while   using   wireless   services   (LTE)?   For   example    SRV   
Canada   VRS ,   or   Glide.   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
61. If   you   had   more   data   would   you   make   more   video   calls   using   wireless   
(LTE)?   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   
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62. Do   you   make   fewer   video   calls   due   to   trying   to   limit   going   over   your   
monthly   data   plan   while   using   wireless   (LTE)?     

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
63. Do   you   worry   about   added   costs   each   time   you   make   or   receive   a   video   call   
when   using   wireless   services   (LTE)?   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
PART   VIII:   EXCEEDING   DATA   LIMITS   
 
WIRELESS   DATA   

  
64. Do   you   frequently   end   up   paying   for   extra   data   usage?   

a. Yes     
b. No    

  
65. How  many  months  out  of  the  last  12  months  have  you  gone  over  your  data                 
limit?   

a. 1-2   
b. 3-4   
c. 5-6   
d. 7   or   more   

  
66. When   you   realize   you   are   going   to   exceed   your   data   limit   for   the   current   
month   and   you   decide   to   buy   an   add-on   for   that   month,   which   option   do   you   
choose?   

a. I   buy   less   than   1   GB   extra   
b. I   buy   1   GB   extra   
c. I   buy   more   than   2   GB   extra     
d. My   provider   warns   of   an   overage   and   asks   if   I   would   like   to   continue,   but   

does   not   give   me   an   option   to   buy   an   add-on   
e. Other   
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UNLIMITED   DATA   
  

67. Do   you   have   an   “unlimited”   data   plan   from   your   service   provider?   
a. Yes     
b. No   
c. I   Don’t   know   /   Unsure   

  
68. How   many   GB   does   your   “unlimited   data   plan”   have?   Select   the   number   
closest   to   your   GB   amount   below:   

a. 10   GB   
b. 15   GB   
c. 20   GB   
d. Over   20   GB   
e. I   Don’t   know   /   Unsure   

  
69. Does   your   unlimited   data   plan   have   a   speed   limit?   In   other   words,   does   
your   wireless   internet   speed   slow   down   ( throttling)    when   you   reach   your   data   
limit?   

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
70. When   you   reach   your   data   limit,   do   your   videos   get   more   blurry?    

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

  
71. Do   you   receive   notifications   via   text   or   email   notifying   that   you   have   to   pay   
more   to   get   a   video   “speed   pass”   for   better   video   quality?     

a. Yes   
b. No   
c. I   Don’t   know   /   Unsure   

    
72. How   much   did   you   have   to   pay   “top-up”   to   get   a   speed   pass   for   more   GB   
(for   example,   3GB)   with   better   video   quality?   

a. Less   than   $15   
b. $15-20   
c. More   than   $20   
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73. How   many   times   did   you   pay   for   this   top   up?   
a. Once   
b. Twice   
c. 3   times   or   more   

  
PART   IX:   ACCESSIBILITY   PLANS   OR   PACKAGES   

  
74. If   you   had   to   buy   only   one   of   the   following   data   plans,   which   would   you   
choose?   

a. 10   GB   for   $40.00/month   
b. 15   GB   for   $55.00/month   
c. 25   GB   for   $70.00/month   
d. None   of   the   above   
e. Other   

  
75. Would   you   be   interested   in   an   accessibility   package   that   includes   ALL   the   
following   features   for   a   reasonable   price   with   no   GB   limits?:   

● No   throttling   (no   intentional   video   blurring)     
● Unlimited   data   plan   
● Unlimited   texting   
● Unlimited   voice   calling   

  
a. Yes   
b. No   

 
PART   X:   YOUR   COMMENTS   
  

76. Any   more   concerns,   comments,   that   you   have   and   want   to   share   with   us   or   
the   Canadian   Radio-television   and   Telecommunications   Commission   (CRTC)?  
(please   write   on   the   lines   or   on   the   back   of   last   page   of   this   survey)   
______________________________________________________________________ 
______________________________________________________________________ 
_____________________________________________________________   
  

Part   XI:   TO   ENROLL   IN   THE   DRAW   
  

If   you   would   like   to   enter   your   name   in   the   draw   for   the   prizes:   
Name:   
Address:   
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Email   or   phone   number   (your   preferable   contact):   
  
⬜   By   entering   this   draw,   I   acknowledge   and   agree   that   winners’   names   and   their   cities   
will   be   made   public.   No   other   identifying   information   will   be   made   public.   
  

This   contact   information   is   used   only   for   the   draw.   Once   the   draw   finishes,   your   contact   
information   will   be   erased   from   our   records.     
  

Disclaimer:   This   giveaway   is   provided   free   of   charge   by   DWCC,   CAD-ASC,   and   
CNSDB,   with   no   purchase   required   to   enter.   None   of   the   organizations   receive   a   
monetary   profit   from   this   prize   draw.   

  
Part   XII:   THANK   YOU!   

  
On   behalf   of     DWCC,     CAD-ASC ,   and    CNSDB    and   all   supporting   partners,   thank   you   for   
your   time.   

***END   OF   DOCUMENT***   
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Appendix   C:   WSP   Wireless   Accessibility   Details   
The   following   information   was   copied   from   the   report   produced   by   Canadian   
Association   of   the   Deaf-Association   des   Sourds   du   Canada   (CAD-ASC)   for   its   Office   of   
Consumer   Affairs   (OCA)    Emerging   Accessible   Technologies    project,   published   
November   2020.   Copyright   ©   Canadian   Association   of   the   Deaf   –   Association   des   
Sourds   du   Canada.   All   rights   reserved.   Used   by   permission   of   the   Canadian   
Association   of   the   Deaf   –   Association   des   Sourds   du   Canada.   For   a   full   version   of   the   
report,   please   contact   Jim   Roots   at   jroots@cad.   The   information   has   been   updated   
accordingly   to   2021   rates   and   information.   

All   information   was   gleaned   from   each   of   the   wireless   companies   respective   websites   
and   are   now   current   to   August   8,   2021.   
  

Rogers   
  
1. Wireless   Plans   &   Add-ons:   Accessibility   Plans   

    
“If   you   have   an   accessibility   need   or   a   disability   you   might   be   eligible   for   a   discounted   
Wireless   plan.   
    
We   offer   a   $20   discount   on   all   of   our   in-market   plans,   including    Rogers   Infinite TM   

plans,   which   include   Data   Manager   and   Roam   Like   Home.   

First   contact   our   Accessibility   Services   team   to   help   you   choose   the   perfect   wireless   

plan.   

    
To   apply   for   a   plan   discount   please   send   your   name,   account   number   and   a   

copy   of   your   membership   to   a   disability-association   membership   to   our   

Customer   Care   team,   through   either   of   these   options:”   

Email:    AccessibilityDiscount@rci.rogers.com   
Mail:    Customer   Support   
Investigations   Team   100  
Westmorland   St   
Moncton   NB   E0C   0G1”   
Fax:    1-800-219-6473 13   
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Add-ons   

Premium   Voicemail-to-Text   

For   an   extra   $7   per   month,   get   text   and   audio   versions   of   your   voicemail   messages   
delivered   to   your   device   via   text   message.   

● Store   up   to   35   five-minute   voicemail   messages   and   save   each   one   for   up   to   10   
days.   

● Get   text   and   audio   versions   of   your   voicemail   sent   to   your   device.   
● Scan   and   respond   to   urgent   messages.   
● Choose   how   you   wish   to   respond—by   text   or   voice.   
● Listen   to   your   voicemail   without   dialling   in   or   entering   a   password.   
● Listen   to   your   voicemail   messages   in   any   order   you   want. *   38

*as   of   August   8,   2021   

2.   Video   Relay   Services   
 
“Rogers   wireless   customers   using   VRS   over   the   network   within   Canada   have   unlimited   
access   to   VRS”   

3.   Extended   Service   and   Device   Trial   Period   for   Customers   with   Disabilities   
 
“Customers   with   disabilities   are   eligible   for   an   extended   trial   period   for   their   Wireless   
service   (30   days).   Devices   can   be   returned   within   30   days   from   the   date   of   purchase.”   

  
Telus     
  

1. Accessibility   Plans   -   “Accessible   rate   plans”   
  

TELUS  offers  flexible  and  discounted  home  and  mobile  phone  rate  plans  designed  for               
people   living   with   accessibility   needs.   
    

“TELUS  offers  a  $20  monthly  discount  on  TELUS  consumer  smartphone  plans.  If              
you  are  deaf,  deaf-blind  or  hard  of  hearing  and  do  not  require  standard  TELUS                

38  Accessibility   discount   information   retrieved   from    Rogers   website:   
https://www.rogers.com/consumer/support/accessibility-services/hearing-speech   
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voice  service,  or  if  you  are  blind  or  deaf-blind  and  rely  on  mobile  applications  to                 
determine  your  location,  you  may  be  eligible  for  a  discounted  mobile  service  plan.               
Participants   in   our    Tech   for   Good    program   may   also   be   eligible   for   this   discount.     
How  to  apply:   To  learn  more,  contact  one  of  our  client  care  representatives  at                
1-866-558-2273  about  the  TELUS  Accessibility  Discount.  If  you  use  a  Teletypewriter             
(TTY),  TELUS  Relay  Service  is  available  24  hours  a  day,  7  days  a  week  by  dialing                  
711.”   39

  

2.   Video   Relay   Services   
 
“ These  plans  include  unlimited  access  to  the  SRV  Canada  VRS  Video  Relay  Service               
(VRS),  which  enables  people  to  have  video  conversations  over  the  internet.  It  is               
available  in  Canada  in  American  Sign  Language  (ASL)/English  and  Langue  des  Signes              
Québécoise   (LSQ)/French.”   40

3.   Extended   trial   periods   

“All   TELUS   customers   with   a   disability   are   eligible   for   an   extended   trial   period   of   30   
days   and   double   the   standard   usage   limits.   We   do   this   to   give   you   the   chance   to   
properly   test   drive   the   service   and   smartphone   to   ensure   that   it   meets   your   needs.”   
  
  

  Bell     

1. Accessibility   Plan:   Accessibility   discount     
  

“Bell   Mobility   offers   $20   off   per   month   for   qualified   customers   with   accessibility   
needs.   Accessibility   needs   include:   hearing,   speech,   vision,   cognitive   and   physical   
(mobility   and   dexterity).   
    
This   discount   can   be   paired   with   any   of   our   current   Connect   Everything   or   Unlimited   
smartphone   rate   plans.   
    
To   find   out   if   you   qualify   for   the   $20/month   discount,   please   contact   the   
Accessibility   Services   Centre   by   calling   1   800   268-9243.”   41

 
 
  
  

39  Accessibility   discount   information   retrieved   from     https://www.telus.com/en/about/company-   
overview/accessibility/accessible-services#rate-plans   
40  Video   Relay   Services   -   Telus   website   link   -   
https://www.telus.com/en/about/accessibility/accessible-services?linktype=subnav   
41  Accessibility   discount   -   Bell   website:    https://www.bell.ca/Accessibility_services/Mobile-Rate-Plan   

  

  
                                                                                   184   

https://www.telus.com/about/company-overview/community-investment/how-we-give/cause-campaigns/assistive-tech-for-good
https://srvcanadavrs.ca/en/
https://www.telus.com/en/about/company-overview/accessibility/accessible-services#rate-plans
https://www.telus.com/en/about/company-overview/accessibility/accessible-services#rate-plans
https://www.telus.com/en/about/company-overview/accessibility/accessible-services#rate-plans
https://www.telus.com/en/about/company-overview/accessibility/accessible-services#rate-plans
https://www.telus.com/en/about/accessibility/accessible-services?linktype=subnav
https://www.bell.ca/Accessibility_services/Mobile-Rate-Plan


2.   Video   Relay   Services   

“If  you  are  Deaf,  hard  of  hearing  or  speech  impaired  and  use  sign  language  to                 
communicate,   and   if   you   live   in   Canada,   then   you   are   eligible   to   use   VRS.     

VRS   is   available   24   hours   a   day,   7   days   a   week,   every   day   of   the   year.   

Bell  Mobility  customers  using  VRS  on  a  mobile  network  within  Canada  will  not  be                
charged   for   data   associated   with   using   VRS.”   42

3.   Extended   trial   periods   

“Bell   Mobility   customers   with   self-identified   accessibility   needs   are   eligible   for   an   
extended   trial   period   when   purchasing   wireless   service   on   a   term   commitment.   

If   you’re   not   completely   satisfied,   you   may   exchange   or   return   your   device   if   you   meet   
the   following   four   conditions:   

For   postpaid   mobile   customers   &   Mobile   Internet   devices:   

1. You   return   the   device   within   30   days   of   your   commitment   start   date.   
2. You   return   the   device   and   original   receipt   to   your   purchase   location.   
3. The   device   is   in   “like   new”   condition   with   all   original   packaging,   manuals   and   

accessories   included.   
4. You   have   not   used   the   device   excessively,   in   violation   of   our   Responsible   Use   of   

Bell   Services   Policy.   

For   prepaid   mobile   customers:   

1. You   return   the   device   within   30   days   of   your   commitment   start   date.   
2. You   return   the   device   and   original   receipt   to   your   purchase   location.   
3. The   device   is   in   “like   new”   condition   with   all   original   packaging,   manuals   and   

accessories   included.   
4. The   device   has   not   exceeded   30   minutes   of   voice   usage   or   50   MB   of   data   

usage.”   43

  
  
  

42   Video   Relay   Services   -   Bell   website:    https://www.bell.ca/Accessibility_services/Video-Relay-Service   
43   Extended   device   trial   period   -    https://www.bell.ca/Accessibility_services   
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Videotron   
    

1. Accessibility   Plan:   
  

“ EVERYONE   DESERVES   THE   SAME   LEVEL   OF   MOBILE   SERVICE.   
That’s   why   Videotron   offers   people   with   impaired   vision   and/hearing   a   discount   of   
$20/month   on   eligible   Mobile   plans.   You   can   enjoy   a   flexible   Mobile   plan   with   lots   of   
data,   at   the   best   price.    Read   more   at:     PDF   44

  
2.   Video   Relay   Services   
  

None.   
  
3.   Extended   trial   periods   

 
No   information.   
  
    
Fido   (Rogers)   

  
1. Accessibility   Discounts   -   PLANS:   

  
“Giving   you   mobile   plans   and   options   that   suit   your   needs   is   our   commitment   to   you.   
New   and   existing   Fido   Mobile   customers   with   accessibility   needs   are   eligible   for   a   $10   
monthly   discount   on   all   of   our   in-market   postpaid   mobile   plans.   The   first   step   is   to   
contact   us   –   we’ll   help   you   choose   the   right   plan.   
  

To   apply   for   the   discount,   please   send   your   name,   Fido   account   number,   mobile   number   
and   a   copy   of   your   disability   association   membership   to   our   Customer   Care   team   
through   either   of   these   options:   
  

Email:   AccessibilityDiscount@rci.rogers.com   >   
  

Fax:   1-800-219-6473   
  

Mail:   Customer   Support   Investigations   Team   

44   Accessibility   Plan   Form   -    https://videotron.com/vtrn/images/formulaires/preuve_dhandicap_en.pdf   
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100   Westmorland   St.   
Moncton   NB   E1C   0G1   
  

Once   your   documentation   is   verified   and   approved,   a   $10   monthly   discount   will   be   
applied   to   your   account.”   45

    
   2.   Video   Relay   Services     
“Fido   Mobile   customers   using   VRS   over   the   network   within   Canada   have   unlimited   
access   to   VRS.”   46

  

3.   Extended   trial   periods   
 
“Return  Policy  for  Customers  with  Special  Needs.  Devices  can  be  returned  within  30               
days   from   the   date   of   purchase.”   47

  
Koodo   (Telus)   
  
Plus,   there   are   no   data   overage   fees   on   our   Big   Gig   Data   plans.   Our   Big   Gig   

plans   enable   the   use   of   Text-to-911,   where   available.   See   all   plans:   

https://www.freedommobile.ca/plans   

    
1.    Accessibility   Plan   

    
None.   48

          2.   Video   Relay   Services   
  

  “SRV   Canada   VRS   access   -   Koodo   plans   include   unlimited,   built-in   access   to   Canada's   
Video   Relay   Service.”   49

  

           3. Extended   trial   periods   

45  Accessibility   Plans   -    https://www.fido.ca/consumer/accessibility/plans   
46  VRS   -    https://www.fido.ca/consumer/accessibility/phones#linkTab_bottom   
47   Return   Policy   for   Customers   with   Special   Needs-   
https://www.fido.ca/consumer/accessibility/phones#linkTab_bottom   
48  Accessibility   -    https://www.koodomobile.com/accessibility   
49  Accessibility   -    https://www.koodomobile.com/accessibility   
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“Customers  who  self-identify  as  a  person  with  a  disability  are  eligible  for  an  extended                
trial  period  of  30  days  and  double  the  usage  limits  to  ensure  the  service  and  phone                  
meet   your   needs.”   50

  

Virgin   Mobile    (Bell)   

  

1. Accessibility   Plan   -   Accessibility   Add-On:   
  

“Virgin  Plus  offers  a  complimentary  2GB  per  month  data  add-on  for  qualified  postpaid               
Members  with  hearing,  speech  or  visual  accessibility  needs.  The  add-on  is  paired  with               
your  existing  rate  plan  with  data.  The  add-on  provides  additional  data  in  light  of  the                 
increased  data  needs  associated  with  the  use  of  video  calling,  GPS/way-finding  tools              
and  other  apps  that  assist  with  daily  living.  To  qualify,  please  contact  the  Accessibility                
Services   Centre   at   accessible@virginplus.ca   (we’d   love   to   hear   from   you!)”   51

    

2. Video   Relay   Services   
  

  “ Virgin   Plus   Members   using   VRS   on   a   mobile   network   within   Canada   will   not   be   
charged   for   data   associated   with   using   VRS. ”   52

  

3. Extended   trial   periods   -   Extended   You'll   Love   Us   Guarantee   
  

“We’ll  lengthen  the  period  we  normally  give  Members  to  change  their  mind,  which  is  15                 
calendar  days  from  the  commitment  start  date  to  return  their  device.   If  you  are  a                 
person  of  disability,  that  extends  the  You’ll  Love  Us  Guarantee  period  to  30  days                
from  the  commitment  start  date.  For  all  returns,  conditions  do  apply.  Check  out  our                
Returns,   Warranty   and   Repairs    page   for   conditions   and   more   info.”   53

Fizz    (Videotron)   

1. Accessibility   Plan   -   no   header:   
“Admissible   proof   of   disability   documents   

50  Accessibility   -    https://www.koodomobile.com/accessibility   
51  Accessibility   -    https://www.virginplus.ca/en/support/accessibility.html   
  

52   Accessibility   -    https://www.virginplus.ca/en/support/accessibility.html   
53  Phone   Accessibility   -   
https://www.virginplus.ca/en/support/accessibility/phones-accessibility.html?itcid=VAN:150   
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● Documents   must   contain   your   name,   family   name,   address,   postal   code   and   birth   
date.   

● Only   the   section   that   mentions   the   relevant   disability   must   be   visible.   All   mentions   
of   other   disabilities   or   information   not   related   to   the   customer’s   request   must   be   
blacked   out   (redacted).   

● The   part   of   the   document   that   identifies   your   doctor   must   be   visible.   
  

Visual   disability   
● Signed   certificate   from   a   doctor   who   is   legally   practicing   in   Canada   

○ This   certificate   must   confirm   the   visual   disability   as   well   as   its   degree.   In   
all   cases,   the   visual   disability   must   be   serious.   

● Certificate   from   the   Loui   Braille   Institute   
● Certificate   from   from   the   Nazareth   Institute   
● CNIB   disability   certificate   
● Certificate   from   an   optometrist   
● Health   insurance   card   or   driving   license   with   a   visual   disability   logo   or   sticker   
● Certificat   from   a   visual   rehabilitation   centre   or   visual   impairment   program   

Auditory   disability   
● A   letter   from   a   hearing   aid   specialist   or   audiologist   
● A   health   insurance   card   or   driving   license   with   a   hearing   disability   logo   or   sticker   

Other   disabilities   
One   of   the   following   certificates   is   required:   

● Revenue   Quebec   Certificate   Respecting   an   Impairment   (TP-752.0.14-V)     
https://www.revenuquebec.ca/en/online-services/forms-and-publications/current- 
details/tp-752-0-14-v/   

● T2201   Disability   Tax   Credit   Certificate     
https://www.canada.ca/en/revenue-agency/services/forms-publications/forms/t22 
01.html ”   54

  
2. Video   Relay   Services   

  
None.   

3. Extended   trial     
  

“ Customers   with   an   approved   Certificate   of   Disability   are   entitled   to   a   30-day   trial   
period   by   contact   our   Customer   Service   team:   log   into   your   Fizz   account   and   

54   Fizz   -    Do   you   offer   services   that   are   adapted   to   my   disability?   
- https://fizz.ca/en/faq/do-you-offer-services-that-are-adapted-to-my-disability#1   
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simply   click   on   the   chat   bubble   located   in   the   lower   right-hand   corner   during   our   
business   hours .”   55

  

Shaw   Mobile   56

  

1. Accessibility   Plan     
None.   

2. Video   Relay   Services   

None.   
3. Extended   trial   

None.   
  

Freedom    (Shaw)   
  

1. Accessibility   Plan   -   Accessibility   Plan   (text   and   data   only)     

“Freedom  Mobile  offers  a  variety  of  plans  with  large  amounts  of  data,  picture  and  video                 
messaging  as  well  as  unlimited  global  texting.  You  only  pay  for  voice  if,  or  when,  you                  
need  it.  This  way  there  are  no  barriers  for  you  to  stream,  snap,  surf,  post,  upload,  catch                   
up  with  friend  via  videotelephony  (e.g.,  FaceTime)  or  use  critical  assistive  technologies              
on  the  go.  Plus,  there  are  no  data  overage  fees  on  our  Big  Gig  Data  plans.  Our  Big  Gig                     
plans   enable   the   use   of   Text-to-911,   where   available   
See   all   plans:    https://www.freedommobile.ca/plans ”   57

  
2. Video   Relay   Services   

None.   
3. Extended   trial   

  
“People  with  disabilities  may  require  additional  time  to  familiarize  themselves  with  and             
integrate  a  new  mobile  device  into  existing  and/or  possibly  new  assistive  technology              
and  software.  Freedom  Mobile  provides  a  30-calendar-day  trial  period  during  which             
customers  who  self-identify  as  having  a  disability  can  cancel  their  contract  without              
penalty.  Mobile  devices  provided  by  Freedom  that  are  in  like-new  condition,  and  which               

55  Services   Adapted   to   My   Disability   -   
https://fizz.ca/en/faq/do-you-offer-services-that-are-adapted-to-my-disability#5   
56  Shaw   Accessibility   -     https://www.shaw.ca/accessibility   
  

57  Accessibility   discount   information   retrieved   from     https://www.freedommobile.ca/en-CA/accessibility   
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include  the  original  packaging  and  receipt,  may  be  returned  to  the  original  purchase               
location.”   58

  
   

58  Accessibility   discount   information   retrieved   from     https://www.freedommobile.ca/en-CA/accessibility   

  

  
                                                                                   191   

https://www.freedommobile.ca/en-CA/accessibility
https://www.freedommobile.ca/en-CA/accessibility


  
  

    
  
  
  
  

  
 APPENDIX   D:     

Wireless   Accessibility     
Survey   Results     

Infographic     
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

  

  
                                                                                   192   



Appendix   D:   Infographic   
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

***End   of   Document***   

  

  
                                                                                   193   


