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Introduction

The Deaf Wireless Canada Committee-Comite pour les Services Sans fil des Sourds du
Canada (DWCC-CSSSC), was formed in June 2015. Lisa Anderson-Kellett was the
founder and is the leader of this initiative. 22 members, who are Deaf and Hard of
Hearing from all across Canada, have created a collective committee of volunteers. They
learned of Deaf and Hard of Hearing people expressing their frustrations and concerns
about the common wireless issues in Canada through social media. The Canadian
Association of the Deaf - Association des Sourds du Canada (CAD-ASC) Board approved
the committee’s proposal to become an ad-hoc committee under their organization. At
the July 2015 Annual General Meeting, Mrs. Anderson-Kellett became an elected CAD-
ASC Director-at-Large with the focus on Wireless Issues. In turn, this activity led to a
collaborative liaison between the committee and the board. Further information on the
committee can found on the bilingual website at deafwireless.ca.

For the ease of communication purposes, “DWCC” will be used for consistency
throughout this document and during the hearing. DWCC thanks the CRTC for the
opportunity to present today.

On Monday April 18, 2016, as a part of party #32, the panelists will be:

Lisa Anderson-Kellett, DWCC Chair, British Columbia

Rytch Newmiller, DWCC Vice Chair, Alberta

Arista Haas, DWCC Secretary-Treasurer, Alberta

Nicole Marsh, DWCC Survey Contributor & PR Advisor, Newfoundland

Disclaimer #1: The DWCC representatives are volunteers and not in a position to advise
or provide expert answers on technical specifications, but can provide their best reference
points derived from what they learned from requesting input from outside experts in the
United States, to help answer RFI questions by the CRTC.

Disclaimer #2: Lisa Anderson-Kellett, is participating in this hearing as a volunteer in her
role as Chair of the Deaf Wireless Canada Committee (DWCC), and not as a Director of
the Canadian Administrator of VRS (CAV, Inc.) All information contained in this
submission in Lisa’s role as a volunteer of the Deaf Wireless Canada Committee and not
in the capacity as a Director of the CAV. No confidential or proprietary information of CAV
was used in the preparation of this or all preceding or subsequent submissions. Any VRS-
related comments or queries, if any, will be deferred to other members of the Committee
during the hearing.
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The Mandate

The mandate of DWCC is to advocate for fair priced wireless contracts for Deaf and Hard
of Hearing consumers and to promote the ideal functional equivalency’ for all Canadian
consumers. The committee is seeking in the following points:

1. Fair and uniform wireless data plans for Deaf and Hard of Hearing consumers

2. Telecommunication Service Providers (wireless/mobile companies) provide fair
options of data plans for Deaf and Hard of Hearing consumers

3. Telecommunication Service Providers (wireless/mobile companies) ensure more
transparency in advertisement of package offerings specifically for Deaf and Hard
of Hearing consumers; and

4. Decreased disparity but fair competitive prices within and among different
Telecommunication Service Providers (wireless/mobile companies) that Deaf and
Hard of Hearing consumers have more variety in their choices.

Executive Summary of Survey Analysis

The report provides a review of survey findings in order to prepare for the CRTC
proceedings on basic telecommunication services (Telecom Notice of Consultation 2015-
134). The DWCC has set out to prove four points in the mandate by conducting a survey
to learn about awareness of telecommunication services by American Sign Language
(ASL) and langue des signes québecoise (LSQ) users®. The breakdown for analysis is
on a national level. 1257 responses were collected; 28.0% of overall responses had
inconclusive or no data, which was removed from the analysis. In turn, the completed
data reflected in 905 responses.

The survey outcome supports four points of the mandate:

1. Fair wireless options: the survey outcome reflects how respondents have
responded to the wireless plan packages and its packages. There is no
consistency in how each ASL/LSQ user is informed of wireless plans.

2. Fair options from TSPs: In spite of having a diversified market of TSPs for a
consumer choice, the options are infeasible and unfair to the ASL and LSQ users.

! The phrase “functional equivalency” is adopted from the National Association of the Deaf, an American advocacy
organization for the Deaf and Hard of Hearing citizens; and the FCC, the American counterpart of CRTC.

2 ASL and LSQ users refer to Deaf, Hard of Hearing, Deaf-Blind and late deafened people in a group using sign
languages.
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3. Transparency from TSPs: Based on the respondents’ answers to questions
regarding voice-credited plans and accessibility to services, transparency is
lacking in advertisements.

4. Decreased disparity in fair competition by TSPs: The committee recognizes
the fact that some of the WSPs are major telecommunication companies in
Canada, which they have competitive prices. The emphasis is that the CRTC
needs to enforce the Wireless Code Act ruling(s) with all TSPs so prices are more
fair and with decreased disparity while staying competitive.

The survey was conducted in four languages starting on September 25, 2015, and ending
on November 30, 2015. The second survey was conducted from December 1st, 2015 to
January 16th, 2016 and it was geared for Deaf-Blind respondents. To accommodate their
visual needs, the survey included a black background with high contrast coloured
text. The four languages were English, French, ASL, and LSQ.

Highlights

Demographics
« 81% of the 905 respondents are Deaf, Hard of Hearing, and Deaf-Blind.

« The top four (4) provinces are Ontario, British Columbia, Quebec and Alberta.

« 70% of the respondents live in metropolitan cities.

Landline & TTY

« 53% of the respondents still have landlines at home, so they can continue to make
phone calls using their Teletypewriters (TTY®) and being able to dial 911 for
emergency services.

« 71% of the respondents who still have landlines have noticed their use of TTY had
declined in the last 5 years.

« 84% of the respondents are planning to cancel their landline services in favour of
wireless technology in the next 3 years.

Video Communications

« 89% of the respondents are currently using video communications only at home or
both at home and at work. This is a clear indication that the purpose is not only for
social, it is the most optimal and natural mode of communication.

3 TTY stands for Teletypewriter, which is also known as Telecommunication Device for the Deaf (TDD). It is a special
device that lets people who are deaf, hard of hearing, or speech-impaired use the telephone to communicate, by
allowing them to type text messages. A TTY is required at both ends of the conversation in order to communicate.



« 83% of the respondents are currently using video communications on their
smartphones; FaceTime, Glide, and Skype are the most popular choices.

Video App Quality Satisfaction
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Wireless Services
« T77% responded that Rogers, Bell, and Telus are their Wireless Service Providers.

+ 68% of the respondents are currently under 1 or 2 year contract while 20% have
unlocked phones.

- 86% of the respondents are not aware of voice-credited or voice-removed data
plan options.

« 54% of the respondents require 2 to 6 GB to meet the current wireless
communication needs.

- Texting, emailing, taking photos, and video communications are the top four
needs for visual communication.

+ 53% of the respondents went over the data plan limit while 45% stayed within
their data plan limits. The rest of respondents were unsure or did not know of their
data plan limits.
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« Over 60% of the respondents are not satisfied with the data plan costs.

Wireless Features Satisfaction
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Recommendations

The DWCC proposes recommendations that would require a collaborative approach, in
some instances, by all parties: CAD-ASC, CRTC, CCTS, CWTA and TSPs/WSPs. The
following recommendations are formulated in four categories: Transparency, Consumer
Education, Affordability, and Accessibility.

Transparency

1. Clear and designated wireless packages need to be advertised to this
population. These wireless packages should be focused on the data plan with
voice-credits.

Voice credited data plans would be a better option due to the existing T911
requirement.

To meet the ASL and LSQ users’ needs with the accessibility to video
communications, the DWCC is in support of 10 to 12 GB data packages with a 3
to 5 GB overage allowance cushion without penalty. This would be based on
the condition of only if unlimited data package offerings are not possible, at
reasonable and advertising prices.

The other condition of this recommendation is not having any throttling affecting
any ASL/LSQ user (as well as Canadians) and allow for greater bandwidth and
barrier-free access for video communications on smartphones.

Abridged version of Survey Analysis Report — CRTC TNC 2015-134 — April 18, 2016 5



2. Increased promotions of wireless plans need to be distributed in print media,
web, and video announcements in sign language to ASL and LSQ users,
consumer organizations, and several Deaf/Hard of Hearing organizations. As well,
perhaps television commercials may be a useful medium.

An ideal approach in providing specific plans would be to have assigned codes or
names to allow for the customer and WSP vendor an efficient customer service
transaction.

In Australia, a video announcement was made in a partnership between Deaf
Australia (a non-profit advocacy organization for the Auslan community) and a
company. This is a perfect example on how a partnership could work in Canada.

Consumer Education

3. Consumer educational videos, in ASL and LSQ, need to be created to explain
the structure of telecommunication system in the following examples:

What is CCTS?

What is CWTA?

What is the Wireless Code? (Section 18. Accessibility items # 330 - 338)
How to file a complaint with CCTS?

coop

A joint committee could be created to oversee this type of initiative or project. This
committee could be comprised of representatives from CAD-ASC, CRTC, CCTS,
CWTA and some of TSPs/WSPs. The other option would be creating a type of
funding to manage this initiative or project.

CRTC has already created ASL and LSQ videos on their processes and are
currently in the YouTube site: “Your Roadmap to CRTC Processes in ASL”. Our
final comments in CRTC TNC 2015-134 will have expanded ideas on different
video productions and suggestions which organization has video productions.

4. Terminology needs to be created to allow for ASL and LSQ users to navigate
through the wireless contracts to understand what they are getting into, as per
Wireless Code’s “alternative formats.” The committee recognizes that this should
fall upon the responsibilities of the WSPs or a consortium of these companies. In
contrast, our committee has begun to develop a generic terminology list with the
focus on telecommunications. Currently, the deafwireless.ca website has a
webpage focused on terminology. This web page may eventually be transferred
to the CAD-ASC website in the future.

5. Workshops could be hosted in different cities in each province to educate ASL
and LSQ users. This option could be in a collaborative approach by all parties.
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Affordability

6. Create an accessibility fund, either originating from a newly created
Telecommunications Accessibility Fund (TAF), or Media Access Canada’s
suggested “National Disabilities Subsidy Fund (NDSF)”, (Reference: DWCC's
Second Intervention located on deafwireless.ca website) pooled by the WSPs:

a. to provide those with low-income to afford smartphones and reasonable data
plan packages to access video communications

b. to be utilized as a contingency fund for projects to develop educational videos
to address the communication gap; and

3. training and employment opportunities for Deaf and Hard of Hearing
employees to provide WSPs customer service directly in sign language.

7. The existing Text with 911 system needs to be overhauled to improve its
effectiveness and efficiency for all consumers including ASL and LSQ
users. Even though this report is primarily focused on the Wireless Services, cost
savings would be paramount for the ASL and LSQ users when their consumer
decisions on the TTY, Landline (or Wireline), internet based connections and other
digital technologies are impacted by improvements in the T911 system.

8. 10 Mbps for download and upload speeds should be the minimum standard
for all wireless communications including the video communications. This
will allow for two-way video communication for ASL and LSQ communication users
to have access to best quality videos to correspond in sign language. The current
download/upload speeds are at 5 Mbps/1 Mbps which is not adequate enough.

Rationale: “Video has a greater bandwidth, which accumulates bytes faster than
audio does during a download/upload process that would lead to overage of the
current data plans. Currently the average data plan is at 6GB. Current video
communication apps such as Glide, Facetime, Skype and ooVoo push past the
usage past the 6GB data limit.

In order to have the same experience as our hearing fellow Canadians, ASL and
LSQ users would like to have enough download/upload speed in order to carry out
conversations with video communication apps.

As well, ASL and LSQ users would be able to make phone calls via video apps “on
the go,” ample data capacity is required to meet the needs and as a matter of
functional equivalency.”
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9. WSPs could invest in ensuring ASL and LSQ users receive services in their
native language. Three options are:

a. hire and train Deaf/Hard of Hearing people to become customer service
representatives placed in high-traffic or popular vendor locations and advertise
their locations so signing customers can be directed to the correct locations.

b. invest in extensive training sessions for selected, current employees, who are
willing to learn new language in order to service ASL/LSQ consumers.

c. Provide sign language interpretation upon request and without barriers.

Customer service will be therefore utilized more efficiently for the benefit of all
parties.

10.Direct Video Communication services should be provided by CCTS and
CRTC to log in complaints and queries. In other words, hire Deaf/Hard of
Hearing people as “consumer service specialists” to accommodate Deaf and Hard
of Hearing Canadians. In the United States, the FCC has taken on this initiative
to ensure full accessibility for Deaf and Hard of Hearing American citizens.

11.CRTC needs create a new entity such as an Accessibility Office within the
Consumer Affairs and Strategy Planning Division and/or a stand-alone office
that will include new positions to deal with administrative work such as liaising with
CCTS on complaints.

An Accessibility office would help guide the CRTC with its work in research and
policy development, and decision-making, ensuring that all accessibility issues are
included in all its decisions and published policies.

The other recommendation is to include ASL and LSQ representatives preferably
from this Committee and/or CAD-ASC Board on a WSP Accessibility
Committees where available, such as CWTA and CCTS.
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Conclusion

Since 2008 and after several CRTC proceedings, several organizations have requested
an entity be created. FCC has this type of office, keeping an accessibility lens within the
organization. Proceedings included the following: 1) CRTC Telecom Public Notice 2008-
8; and 2) CRTC Telecom Notice of Consultation 2013-155.

After all, it is 2016! 8 years is how long the Deaf, Hard of Hearing,
Deaf-Blind, and late deafened Canadians have been waiting!

The DWCC is open to being contacted by any of the WSP’s for consultation on developing
the ideal plans that provide full accessibility to ASL and LSQ users.

The contact e-mail addresses are:

Lisa Anderson-Kellett, Chair lisa@deafwireless.ca
Arista Haas, Secretary-Treasurer at arista@deafwireless.ca

For further resources, please visit deafwireless.ca

To follow, the DWCC presentation in PowerPoint.

Note: The survey report and one of recommendations mentioned Text with 911 (or
T911); however, this topic will be better focused in the other public proceedings (CRTC’s
TNC 2016-116 on Next Generation 911) and this committee plans to appear and expand
on the committee’s views with this topic.
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