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Dear Ms. Danielle May-Cuconato,
The Deaf Wireless Canada Consultative Committee (DWCC) is in receipt of Exhibit 1
guestions Written Undertaking request from the Commission for the CRTC TNC 2016-293: A

Review of the Wireless Code.

Here is our response. Please note, we have enlisted the assistance of Maple Communications
for information to respond to the question about Video Remote Interpreting.

The CRTC’s questions appear in bold font. We re-numbered your questions so we could mark
our response by number as well.

Sincerely,

Lisa Anderson-Kellett, Chairperson
Deaf Wireless Canada Consultative Committee

cC: Frank Folino, CAD-ASC President
CRTC TNC 2016-293 Distribution Lists
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CRTC Exhibit 1- Review of the Wireless Code
Written Undertakings

Questions for Consumer groups, accessibility groups and academics:

Bill shock due to overage fees:

1. Some WSPs enable customers to buy additional data (for additional fees) prior to
hitting their data cap and paying overage fees. Some WSPs have argued that customers
that pay more to increase their data limit should not have their overage fees capped
when they hit their limit — can you comment on that proposal? Should the additional
purchase price count toward the data overage fees?

1l.a. If a customer purchased an additional 2 GB prior to reaching their monthly data limit of
5GB, consumed that and then went over their (now 7 GB) limit - they should have to pay, and
the purchase of the additional data should not count towards the overage fee.

1b. While there are data limits on our accounts, until unlimited data becomes available We
would appreciate text notifications at 75%, 85% and 95% data limit-reaching warning
notifications because video data gets used up alot with our accessibility group with daily video
calls with usage of sign language.

1c. There should be text notifications with offers for customers to decide to add more data on
their bill or stop at the notification.

1d. Our accessibility group sees data packages need to be created in 1) low; 2) medium; 3)
high data user category sign language users, with 4GB, 8GB and 12GB offerings but our strong
preference is unlimited data.

le. Itis our view for our accessibility sign language group that there should be no overage fees,
and no caps, as for us, video communication is an access and communication need. It is an
everyday communication method as Deaf, Hard of hearing and DeafBlind sign language users.

2. Should the Code add and define the term ‘account holder’ in the Code? In what
provisions should the term ‘customer’ be replaced with ‘account holder’?

2a. Yes, the term “account holder” should be defined in the Code. The DWCC perceives a
difference between a wireless company and an account holder, especially in terms of shared
packages. The person paying for the package should be the one to approve of any additional
data purchases, unless they grant authority to another person(s) on their package. DWCC’s
view is where there is an opportunity for clarification, it should be added.

2b. Account holder can also mean the legal owner of the account whom would be responsible
for payments, termination or continuation of the account or discontinuation of the shared
package with the other members. For example, a parent with a shared plan with his/her
teenager. The term ‘account holder’ should be clarified in this regard.



Critical Information Summary (CIS):

3. Should the CIS include more info about the trial period, limits on any service
purchased as ‘unlimited’, or unlocking fees for all devices (not just subsidized devices,
the current requirement of the Code)?

3a. The Critical Information Summary (CIS) should include a little bit more information,
regarding a list format of all the little fees that are scattered through the contract.

3b. There needs to be a note somewhere in the CIS that sign language vocabulary videos are
available at a central web link where all the videos will be embedded or linked to from.

3c. The Critical Information Summary must have information about contacting CCTS if no
resolution is reached by the customer and the WSP when in dispute. So many people,
especially Deaf, Hard of hearing and Deaf-Blind are unaware that CCTS exists or how to go
about elevating their complaints. The information to plain language and accessible links to
CCTS needs to be included.

3d. The CIS needs to be updated with the Wireless Code changes, or any further updates.

Ensuring customers get permanent copies of contracts:

4. Should WSPs be required to send the contract to customers who opt for an electronic
copy sooner than the current 15 day timeframe?

4a. Yes, WSP’s should be required to send customers the electronic copy of their contract
earlier. It is 2017, in some locations, customers can obtain electronic receipts from stores
immediately upon purchase through email. It should not take 15 days to receive an electronic
copy of anything.

4b. Please note, customers also have the option of having a paper copy of their contract via
snail mail too. Not everyone has a computer.

Implementation:

5. Should WSPs be required to complete implementation and compliance reports? How
frequently should compliance reports be submitted? Only after the first year of
implementation? Annually thereafter?

5a. The compliance reports should be distributed after first year of implementation and on an
annual basis. DWCC requests that there are annual reports of accessibility non-compliances.
See examples below.

5b. DWCC views examples of non-compliance would include those connected to:

5c. accessibility issues, such as:

5d. ambiguous contracts to DHH customers, hence, no links to ASL and LSQ videos

5e. Not advertising the DHH Wireless plan clearly or

5f. difficult to find information about DHH Wireless plans for Deaf, Hard of hearing and
DeafBlind customers



5g. Disparity of pricing for Deaf and hard of hearing and DeafBlind customers, stick to the
advertised special DHH Wireless Plan pricing (5 customers of one company all had 2GB plans
but all had different pricing ranging from $35, $50, $65, $85.00/month with the same 2GB - too
much disparity and creates confusion and a feeling of unfairness among DHH wireless
customers)

note: CCTS should permit up to 5 Deaf, Hard of Hearing and DeafBlind customers to make a
group complaint with such disparity and ensure the companies adheres to following the
ADVERTISED DHH Wireless plan

5h. failure to include all relevant information of interest to the customer in a contract.

5i .In other words, no such information shall not be intentionally missing from a contract at the
expense of the customer while WSP’s stands to gain. The fine print really needs to be clear and

available in plain language.

Consumer awareness of the Code and their rights:

6. In terms of in-store promotion of the Code, should WSPs be required to visually
display information about consumer rights under the Code or provide a leaflet of the
simplified Code along with the contract and CIS?

6a. WSP’s should be required to complete implementation and compliance reports. We have
examples of parts not being properly adhered to. Please check our Wireless Survey Report,
published in April 2016 for individual Respondent comments for examples of such

6b. With the requirement to complete compliance reports, WSP’s are held accountable for their
actions, and it ensures the Wireless Code is upheld.

6d. As Bell Mobility, (Transcript lines 1574 on February 7, 2017) and
Consumers Council of Canada (Transcript lines 1846, on February 7, 2017)

describe the popularity of development and use of mobile applications,

6e. DWCC agrees with the following groups proposing that an interactive Wireless Code app
could be created to complement the efforts previously stated by one of the following parties:
Cavanaugh and Pavlovic (Transcript lines 1369 & 1495 on Feb 6, 2017)

6f. A Wireless Code app would be a plain language application for smartphones that provide
details about the wireless customers’ rights, it can outline everything in this link: The Wireless
Code - Simplified.

6g. Visual aids such as this image should be made available within this app. Of course it needs
to be bilingual in its written form, but have the wording with hyperlinked terms to ASL and LSQ
videos from the wireless terminology. Such as easy to find link on disabilty/accessibilty issues
rather than obscure.

6h. DWCC'’s position is that the CRTC should do ASL and LSQ videos about the Wireless Code
that clearly outline and summarize the important points of wireless customer’s rights as seen at
these links:

1) Know your rights and 2) The Wireless Code, simplified



http://crtc.gc.ca/eng/phone/mobile/codesimpl.htm
http://crtc.gc.ca/eng/phone/mobile/codesimpl.htm
http://crtc.gc.ca/eng/phone/mobile/infograph01.htm
http://crtc.gc.ca/eng/phone/mobile/infograph01.htm%20http:/crtc.gc.ca/eng/phone/mobile/infograph01.htm
http://crtc.gc.ca/eng/phone/mobile/codesimpl.htm

6i. And there must be clear, accessible and plain language CCTS links for those to be made
aware of the availability and the resources of the CCTS in customer conflict resolution
escalation processes.

6j. CRTC did well with the Roadmap to CRTC videos, and we are confident will do fantastic with
the production of similar video series summarizing the Wireless Code.

6k. After we finish our paperwork for the proceedings in these early 2017 months, we will be
pleased to assist in re-distributing the CRTC Roadmap videos and once CRTC produces a
series of Wireless Code videos, these will also be massively distributed and shared among our
Mailchimp, website, and social media networks. We look forward to future collaborations with
the CRTC to ensure Deaf, hard of hearing and DeafBlind Canadians understand their wireless
customer rights and contract vocabulary as you will see in the responses below. Additionally
once wireless terminology videos are produced, there will be wide dissemination efforts once
again.

Additional Questions - Party specific
Deaf Wireless Canada Consultative Committee:

Accessibility requests:

1. With respect to your proposal that a sign language video be created explaining
common contract terminology in sign language, can you provide a list of terminology
commonly used in contracts that you believe should be included in a sign language
video?

Ala. Without contracts from various WSP’s in front of us, we are unable to provide a complete
list of terminology commonly used. The terminology video(s) should be created in a manner that
also lists the words included, to allow for search engine optimization. Search Engine
Optimization(SEO) will not be as strong with only the video’s contents, as the search engine
cannot crawl through the contents of a video the way they crawl through a website. A typed list
of contents/terminology should correspond with the video or be posted as a description, to
assist individuals in finding their way to the webpage (or other source for videos such as
YouTube).

Alb.Some of the words which should be included in a sign language terminology video are:

Data Overage

Unlimited

Data Limit (Including explanation of the different data amounts)
3G

LTE

Wifi

Alc. Please see Undertaking #1 for the initial list of 32 suggested terminologies. More words
could be added to the list once Committee members meet with WSP company representatives
on a joint committee or working group to agree on the complete list of terminologies that need to
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be in ASL and LSQ format.

2. You have offered to prepare a draft proposed video project budget, if requested as an
undertaking. What expertise or experience do you have in this area?

A2a. From over 30 years of combined experience in creating video projects, and working with
people skilled in their fields, we are able to create a draft budget. With experience, we are able
to accurately estimate the time required in undertaking video projects as well as the accepted
industry-standard pay rates for the skill sets required.

A2b. Profiles:

A2c. Lisa Anderson-Kellett first took digital video training through Deaf at Video In “Deaf@VI,
initially learning digital video filming and recording and using AVID and Adobe Premiere
softwares. Produced 6.5-minute video “Deaf Rowing Challenge,” (2003), later became Mentor
and Project Coordinator of MediaEyes Production Society supervising instructors and
coordinating education and training for six students. Experienced all roles of pre-production and
post-production, including Director of Photography and digital video editing.

A2d. This is the year she began doing vlogs and video editing and through the years onward, as
a volunteer she filmed, and edited videos, even with the BC Video Relay Services Committee
(BCVRS), in the meantime, while at her former workplace, where she was for 16 years (2000-
2016), she handled a video project not only once but twice for the twice-revamped agency’s
website, coordinating up to 12 video signers doing 24 ASL video clips, with the addition of
videos with mental health terminology, and her roles have ranged from preparing scripts to
setting up lights, camera, and directing the signers behind the camera. After filming she would
do the digital video editing for each of the videos. The goal was ensuring that the agency’s
website was fully accessible to Deaf, hard of hearing and Deaf-Blind clients and their hearing
family members. All of the website videos had captioning and voice overs, and adhered to the
provincial government marketing guidelines, with hex colour codes for integration into all
promotional materials including the website. Additionally, Lisa has had to film and edit over 50
video messages promoting workshops and community education opportunities during her 16
year work with the Deaf, Hard of Hearing and Deaf-Blind Well-Being Program.

A2e. For DWCC, Lisa coordinated the filming for two quadrilingual surveys. This is over 68
videos and oversaw the video editing of these videos coordinating up to 10 people in these
projects. All videos have been uploaded to YouTube, and she is familiar with embedding videos
and utilizing HTML for website content management. She would usually do the video editing but
with all the writing for the CRTC, she had to delegate and request the assistance of a Deaf-run
film company in Langley, BC for this specific task. With Project Coordination, it is rather better to
assign complex tasks to someone else with a professional expertise.

A2f. With the DWCC she is helping the team keep above in all the tasks that need to be done
especially in responding to CRTC and proceeding questions and requests for information. Lisa
will work in tandem with Nicole in when meeting with the companies in consultation and
negotiation for ASL and LSQ customers of WSP companies. Lisa is currently not steadily
employed, and DWCC and the WSPs should do well to enlist her availability, and expertise as a



very experienced film project coordinator. To see her full work history, you may view her
LinkedIn. References are available upon request.

A2g. Jeffrey Beatty has over 14 years of experience in Apple STEM education and
school/curriculum design. Designed STEM curriculum and delivered Science, Technology,
Engineering, Mathematic High School classes and programs to continuously increase skill and
the collaborative ability of STEM Educator’'s mixed technical, media and classroom
management.

A2h. Designed, created and delivered Apple Media courseware, tutorials, as well as examples
of STEM teachers. Delivered final content in the classroom, interactively and in digital film and
print media. These activities integrate 21st-century learning tools, such as LEGO robotic to
create prototypes, and digital media to give students an opportunity to share their knowledge.
From K to grade 12, students are guided to collaborate, problem solves, and create to
accomplish specific STEM missions.

A2i. Jeff continues to maintain a thriving culture of innovation through focused Apple STEM
programs for new STEM educators and extensive development opportunities for all teachers.
Acted as Apple STEM community liaison, working closely with the university, local school, state
school, education leaders and community as a whole.

A2j. Jeff has worked as a teacher, curriculum developer, instructional coach. He has worked at
the Colorado School for the Deaf and Blind as a Mathematics, Science, Biology and Physics
teacher and became an Apple STEM Educator consultant.

A2Kk. His role with the DWCC has been as Technical Advisor and consultant to help us
understand with complex technical questions and the wording for telecommunication and
wireless technologies.

A2l. Nicole Marsh is a professional Social Media consultant, having worked in Public Relations,
and Marketing positions for marketing companies for over 5 years. She currently works as a
consultant overseeing and managing clients’ social media channels and developing marketing
strategies for clients in Newfoundland and across Canada.

A2m. After preparing and participating in the April 2016 hearing for the Basic
Telecommunications Services proceeding, has consulted with several wireless service
providers, including CCTS, and provided her social media expertise to several requests. She
will be working in tandem with the Chairperson when meeting with the companies in
consultation and negotiation for ASL and LSQ customers of WSP companies. Nicole’s full work
history is available at LinkedIn.

A2n. (1) Terminologies commonly used in wireless services:

A20.We would also like to place importance on getting the seemingly smaller details right, as
indicated in the video clips we have recently shown during our testimony. These small details
have a large impact, and videos should be created by the deaf community, through
organizations such as the Canadian Association of the Deaf-Association des Sourds du
Canada (CAD-ASC), or at the very least, with close guidance from DWCC. We would consult
with members of the Canadian National Society of the Deaf-Blind to ensure that the videos are
also accessible for the DeafBlind.


https://www.linkedin.com/in/lisa-anderson-kellett-89576333/
https://www.linkedin.com/in/marshnicole/

A2p. Please note that we started to film and produce video clips, and they are still being edited
and just haven’t been posted on our website. Yes, at the public hearing, we had originally
believed that $20,000 was the cost for a filming project , but when we actually hunkered down
and worked on the project cost breakdown, we realized that the $20,000 was close enough for
one lanquage, with the total of filming for one language at $22,940.00 and it did not include
costs for the time the DWCC consultants would spend coordinating the project and the meetings
with the WSPs, and administrative costs we will have to pay to the CAD-ASC for the
association’s management of the funding for us. Also in retrospect, the videos will be on
permanent record and the need to do it as top notch quality is paramount with attention paid to
detail and clarity in explaining terminology. And, yet. this is a one-time cost for both languages
and with the collaboration of a team of representatives of the WSPs, we hope that everyone will
agree it is a considerable and valuable project for all. This is a good use of resources well for
such a substantial customer base: the Deaf, Hard of hearing and DeafBlind population in
thousands. With DWCC's assistance of wide promotions and distributions of these videos, the
viewer numbers of these videos will soar, and everyone will see the video productions as a
good return on the investment by a group of WSPs.

A2g. Please note, the total price of the budget will be variable on the agreed number of
terminology to have translated with the WSP Service Accessibility Working Group. We used
Roger’s glossary website as a benchmark, but even this site, the glossary definitions of such
CIS information as the 9-1-1 fees was not included in this glossary link, such as 9-1-1 fees, so
we rounded up the number of videos to 100 terminologies as the maximum number of
terminology videos to produce, to include such terminologies describing specific fees, but it
could be less.

Again, it depends on the WSP Service Accessibility Working Group for the video production
consultations and collaborations with the WSP’s. It would have to be a cooperative collaboration
with the WSPs and the DWCC to determine the actual final number together through
consultation meetings that would affect the final cost of the project. There would need to be an
agreed written contract drawn up between the Working Group and he DWCC, and would need
to be upheld. DWCC will not undertake such a project until the funds are granted in full. The
entire video production for both languages, including meetings with WSP’s should take place
between 3-6 months with all videos uploaded to a website location by the end of a agreed 6-
month deadline.

A2r. Wireless SERVICE ACCESSIBILITY IN ASL & LSQ Project

A2s. 1. PROJECT DESCRIPTION

Aim: to ensure that Wireless Service Providers comply with the CRTC Wireless Code and
ensure there is clarity and understanding for wireless service contract language in sign
language: ASL and LSQ for these customers. Video resources to be housed on a central
website, such as CWTA (wirelessaccessibility.ca) website. Terminology wording to be agreed
on with consultation of WSPs in 4 consultation meetings and via e-mail for fine-tuning and
editing. Using Rogers Wireless Glossary list as a benchmark, without the glossary definition for
such fees as 9-1-1 fee, the estimated number of videos is 100 videos per language, to a total of
200 videos. Two locations for filming: 1) ASL Deaf-run group in Langley, British Columbia. 2)
Cineall.tv is a Deaf-run LSQ company in Montreal, Quebec.



http://www.rogers.com/web/ir/key-links/glossary/
http://www.rogers.com/web/content/wireless-911?content10=wireless-911#,Tabset1--4
http://wirelessaccessibility.ca/
http://www.rogers.com/web/ir/key-links/glossary/

A2t. 2. PROJECT BREAKDOWN DESCRIPTION

Full Day is 7 hours. This is based on 7 days will allow to fully film the videos. Filming an average
of 15 video clips a day, allowing for natural breaks. Some rates are per day rate, some are per
hour, and based on corporate rates. Split into two categories: 1) Project Coordinator oversees

budget expenses and then the 2) WSP Working Committee costs covered by WSPs for the
meeting time and travel expenses for the Project Coordinator to attend in hypothetically, an
Ottawa location. The Project Coordinator oversees budget below:

A2u. ASL VIDEOS - Langley, BC

Pre-Production: Filming, Studio, 7 days filming (average 15 videos film/day)

e Studio Rental Rate — Full Day: $200/day $1,400.00
e Film Equipment Rental Rate — Full Day: $275/day $1,925.00
e Film Shooting — Full Day: $80/hour $3,200.00
e Deaf Interpreters — Full Day: $50.00/hour $2,450.00
e ASL Consultant — Full Day: $60.00/hour $2,940.00
Subtotal $11,915.00
Post-Production: Editing, 7 days editing, 7 hours/day
e Video Editing - Full Day: Corp Rate, $125/hour $6,125.00
e ASL Interpreter Voiceovers — Full Day - $50/hour $2,450.00
e Captioner/Subtitler — Full Day - $50/hour $2,450.00
Subtotal $11,025.00
ASL TOTAL.: $22,940.00

A2v. LSQ VIDEOS - Cinéall - Montreal, Quebec

Pre-Production: Filming, Studio, 7 days filming (average 15 videos film/day)

e Studio Rental Rate — Full Day: $200/day $1,400.00
e Film Equipment Rental Rate — Full Day: $275/day $1,925.00
e Film Shooting — Full Day: $80/hour $3,200.00
e Deaf Interpreters — Full Day: $50.00/hour $2,450.00
e LSQ Consultant — Full Day: $60.00/hour $2,940.00
e Travel: Project Coordinator support LSQ filming team:

o Flight $1,200.00




o Hotel: 4 days (include prep day) x $150 (incl. tax) $600.00
Subtotal $13,715.00
Post-Production: Editing, 7 days editing, 7 hours/day
e Video Editing - Full Day: Corp Rate, $125/hour $6,125.00
e LSQ Interpreter Voiceovers — Full Day - $50/hour $2,450.00
e Captioner/Subtitler — Full Day - $50/hour $2,450.00
Subtotal $11,025.00
LSQ Total: $24,740.00
ASL & LSQ TOTAL: $47,680.00
A2w. Project Costs
Expenses
e Equipment — Hard Drive, SD card and foot teleprompter $505.00
o Hard Drive
o SD Card
o Teleprompter foot control
e Office Admin Supplies (printing, copying) $495.00
Total $1,000.00
Project Coordination & Resources
e Project Coordinator & Consultant: $40/hour (10% of budget) $6,000.00
e Project Assistant & Consultant: $40/hour (Covers filming $3,000.00
assistant, and teamwork attending the WSP meetings)
Total $9,000.00

PROJECT COST TOTAL: $10,000.00

10



A2x. OVERALL SUMMARY

e Total Project Management Cost $57,680.00
e Administrative Cost (CAD-ASC) 10% for Financial $5,768.00
Management

FINAL TOTAL $63,448.00

A2y. Wireless Service Provider Working Committee Expenses

French translations* $3,000.00

WSP Terminology Consultation Meetings — 2 meetings in Ottawa*- $4,080.00
Travel: Meeting Purposes: Introduction-Initial & Video Reviews

e Flight cost (max. include taxes): $1500.00
e Hotel (2 nights): $350.00
e Meals (2 days): $120.00
e Taxi to/from airport costs: $70.00 =
Total: $2,040 per trip x 2
Two meetings conducted via Videoconferencing at WSP expense: $700.00

e Project Coordinator at Vancouver location*

WSP Consultation meeting - ASL interpreters* $1400.00

Total WSP Working Group Cost $9,180.00

A2z.1. *Variables

All of these costs are variable, depending on rates which WSP companies choose:
e an official French translating company;

e flight prices vary depending on time of year of flight, how far in advance the flight is
booked, taxes;

e the hotel depends on how many nights required to stay in town to cover the whole
agenda of meeting;
the WSP company providing the video for video conferencing;
how long the meeting is, and how many interpreters required, as if it is more 2 hours, it
will be required to have a team of two interpreters and then doubles the cost ($2800.00)

A2z.2. Addendum

Project Coordinator from Vancouver to Ottawa only twice to initiate the project, meet the others
in person, and then after editing is complete, meets once again to review the videos one by one.
As for language, this only needs to happen once because the usual process is to meet with
WSP to make sure ASL is correct because once ASL is correct, then LSQ will have a model to
follow from. And in the meetings we can ensure the French is satisfactory as well before LSQ is
filmed. Project Coordinator is responsible for budget oversight and reports to one person with
the WSP working group.
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(2) promotional materials for wireless services and products;

A3a. First of all, the Wireless Service Providers are responsible for the printing marketing
promotional materials in the form of brochures and flyers or ads in paper or print media. We do
not have access to this kind of information, thus our focus for this response, is on what DWCC
can offer to assist in the promotion of these wireless services and products geared toward the
Deaf, Hard of hearing and Deaf-Blind Canadians that use sign language, either ASL or LSQ.

A3b. DWCC is neutral to which WSP company, we only want to serve as a one-stop place that
holds all the relevant information in one place for our constituency’s convenience. Thus, we
make the same offer to all WSP companies with regards to our website.

A3c. DWCC WSP Promotions Assistance Project
A3d. Project Description

A3e: Aim: to promote each of the WSP's DHH Wireless Plan that is accessible for Deaf, Hard of
hearing and Deaf-Blind sign language users, in ASL and LSQ.

A3f: The DWCC will provide space on their website at deafwireless.ca with two parts of
promotion for the WSP's plans:

1) one Page that lists the current 26 wireless service providers DHH Wireless Plans which will
link to #2 (note: until each company has a plan available, the words will be "Not Available -
When available will post”)

2) one Post per company to link to from that list page (see #1):

A3g. DWCC will create space for one Page for each company in simplified language English
and French format describing the WSP's plan and embedding and providing links to ASL and
LSQ promotional videos describing the plan options.

A3h. Additionally, the DWCC will be available to coordinate video filming of the WSP company's
DHH plan packages in both ASL and LSQ. The script would have to come from each of the
companies, and we get the ASL or LSQ signer to follow the script along with an ASL or LSQ
consultant for consistency and accuracy.

ASi. For each video it would take about three hours of filming with green screen studios. This
makes it easy for post-production digital video editing. This type of videos editing is extra with
integration of company logos and marketing guideline adherence, which would require
collaboration and consultation with each of the WSPs Marketing departments to maintain
consistency with company official marketing colour and logo schemes and strategies.

A3j. We highly recommend each of the companies come up with a hashtag or code that
promotes the company's' wireless plan to help search engine optimization(SEO) to find the
target webpages. For example: #DHHTelus #DHHRogers #DHHBell #SMVideotron
#DHHVideotron
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A3Kk. We can create t-shirts that have these hashtags that Deaf people can purchase from the
DWCC to wear and go into the WSP vendor locations and say this is what we want by pointing
on their t-shirts with hashtags. We will create downloadable and printable business cards with
information as another option.

A3l. PROJECT BREAKDOWN

A3m. ASL VIDEOS - Langley, BC

Pre-Production - 3 hours filming/studio

e Studio Rental Rate — Half Day: $100/day $100.00
e Film Equipment Rental Rate — Half Day: $137.50/day $137.50
e Film Shooting — 3 hours @ $80/hour $240.00
e Deaf Interpreters — 3 hours @ $50.00/hour $150.00
e ASL Consultant — 3 hours: $60.00/hour $180.00

Subtotal $807.00

Post-Production - Editing, 4 hours per video (with WSP marketing integration)

e Video editing - 4 hours @ $125/hour $500.00
e ASL Interpreter Voiceovers — 2 hours $50/hour $100.00
e Captioner/Subtitler — 2 hours - $50/hour $100.00

Subtotal $700.00

ASL TOTAL: $1507.00
Each company will need to contribute this cost for each ASL video DWCC coordinates.

A3n. LSQ VIDEOS - Cinéall - Montreal, Quebec

Pre-Production : Filming, Studio, 3 hours filming/studio

e Studio Rental Rate — Half Day: $100/day $100.00
e Film Equipment Rental Rate — Half Day: $137/day $137.50
e Film Shooting — 3 hours: $80/hour $240.00
e Deaf Interpreters — 3 hours: $50.00/hour $150.00
e LSQ Consultant — 3 hours: $60.00/hour $180.00

Subtotal $807.00




Post-Production: Editing, 7 days editing, 7 hours/day

e Video Editing - 4 hours @ $125/hour $500.00

e LSQ Interpreter Voiceovers — 2 hours - $50/hour $100.00

e Captioner/Subtitler — 2 hours - $50/hour $100.00
Subtotal $700.00
LSQ Total:  $1,507.00

Each company will need to contribute this cost for each LSQ video DWCC produces.

ASL & LSQ TOTAL: $3,014.00

A30. DWCC Liaison Time:

e Filming Liaison per WSP $400.00
e Marketing Liaison per WSP $2,600.00
o 2 hours x $50= $100.00 x 26 WSPs
Subtotal $3,000.00
e Total cost per WSP video for 2 videos - ASL & LSQ $3,014.00
(Film Production Costs- ASL: $1,507.00 & LSQ: $1,507.00)
e Total Administrative Cost (CAD-ASC): 10% for Financial $301.40
Management
Subtotal $3,315.40

TOTAL DWCC LIAISON TIME: $6,315.40

A3p. Ongoing Costs:

DWCC WebPage with plain language (English or French) ASL & LSQ Promotion

e Dedicated WSP webpage with DHH Wireless Plan Promotion
info ($100/mo.)

$1,200.00/year

(3) a) In-store Sign-language interpretation

There are two types of bookings for sign language interpreters, you can have them

1) booked for pre-arranged scheduled time blocks or
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2) arrange bookings with the customer, for atime and date pre-determined and
arranged via e-mail or text.

Ada. Sign language interpreter rates vary across the nation, from province to province ranging
from $40 - $60/hour. The cost we will work with is $50.00/hour for our calculations.

A4b. For the pre-arranged booked schedule time block concept, what DWCC'’s vision is that
each WSP will pick ONE designated WSP location in each of the metropolitan centres across
Canada: Vancouver, Burnaby, Surrey, Edmonton, Calgary, Winnipeg, Toronto, Ottawa,
Montreal, Halifax, Fredericton, St. John’s and have interpreters available.

Adc. Let’s use the Chairperson’s residence, Burnaby, let's say Metrotown Mall has a designated
store, where they have sign language interpreters at an expected and scheduled day of the
week, say on 2 or 3 evenings, and on the weekends during the day. Interpreters standing by for
3 hours in the evening, say 6:00 - 9:00pm., at busy and popular WSP vendor locations, at the
average interpreter rate $50.00/hour, would mean $150.00 for one night of interpreting.

A4d. For a Saturday and Sunday all-day shift of standby sign language interpreting, at seven
hours, at $50.00, it would cost $300-350.00 for one day of sign language interpreting.

Ade. What is critical is the promotions portion. Make sure that the available interpreting is
promoted well with video messages and announcements to the Deaf community members and
distributed by the DWCC to let people know about the availability. We have a great reach of
2,800 people in one Facebook group, among many other specific regional groups and we can
certainly share video messages as PSA’s announcing the availability of such interpreting
services. DWCC can help spread the word about these locations with a video, one in each
language, see above in our response to #2. We can share the information through our extensive
Mailchimp distribution list across the nation, and yes, in both written and sign languages.

A4f. DWCC is made up of: analysts, consultants, and community volunteers and evolving into a
small scale social enterprise ad-hoc group focused on wireless accessibility issues. The reality
is that DWCC is currently spread thin, with a few unpaid people working late hours. Itis time
that companies start to utilize our skills and our marketing reach with contribution of costs. We
can no longer do this kind of backbreaking work without our expenses and our time
compensated by organizations that have the money. DWCC members are the experts, we know
our community best and we are willing to work with the companies, but we absolutely require
the financial resources to enable us to carry on with the work for them.

(3) b) Video Remote Interpretation (VRI), upon request:

Ab5a. To the best of DWCC'’s knowledge, in Canada, there are two dedicated Video Remote
Interpreting agencies. DWCC views them as East and West companies.

A5b. DWCC is not in a position to favour one company over another, we prefer to remain
neutral but we will share what we know as well as the information that we successfully enlisted
the assistance of a Video Remote Interpreting agency that was willing to share and help. Partial
and redacted words from Maple Communications, Inc. are below. DWCC filed a separate
document with actual costs and pricing schedule confidentially, courtesy of Maple
Communications.

Ab5c. The Eastern agency is SLIAO sign Language Interpreting Associates Ottawa INC. (SLIAO)
and their website can be seen at: http://www.sliao.ca/ We were unable to gain information from
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them regarding their specific costs. If anyone wishes to reach them for more information, they
can be reached at: asl.interpreting@sliao.ca

A5d.On the West Coast, there is VRI service called Maple Communications Group Inc, and they
have provided information about their company:

Abe. Maple Communications Group, Inc., provides VRI service to facilitate communication
between Deaf and hearing people by having a sign language interpreter appear instantly on-
screen on an internet-enabled device, with just the tap of a button.

A5f. VRI can be used instead of in-person interpreting and is suitable for one-on-one or small
group meetings. VRI is great for short term assignments when it is not worthwhile to obtain an
in-person interpreter (e.g. short meetings lasting less than fifteen minutes), or it is otherwise
difficult to find an interpreter.

Ab5g. There are two VRI options: on-demand and scheduled. On-demand VRI is suitable for
walk-ins, short meetings, last-minute arrangements, and emergencies. Scheduled VRI is similar
to securing an in-person interpreter ahead of time and the deaf user can request for a specific
interpreter with whom they felt most comfortable, on an availability basis.

A5h. On-demand is available 24/7/365. There’s no need to book ahead of time and there are no
cancellation fees.

Ab5i. Scheduled VRI is available at a single rate Canada-wide with a one-hour minimum.
Generally one (1) week is needed to secure an interpreter; however, Maple will accept requests
on a shorter notice. One business day’s notice is needed for cancellation.

A5j. There is a one-time setup fee for VRI which includes account setup, installation, and initial
technical support.

A5k. Maple will also accept requests for in-person sign language interpretation services.
Generally 2-3 weeks are needed to secure a sign language interpreter for in-store with two
hours minimum; however, Maple will accept requests on a shorter notice. Parking and mileage
charges may apply. Contact Maple for local rates and terms. Two business days’ cancellation
notice is required.
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A5l. Request an interpreter using any of these methods:

www.maplecomm.ca/booking
booking@maplecomm.ca

Toll-free: 844.MAPLECOMM (844.627.5326)
Fax: 844.682.5326

PR

A5j. For more information, please visit www.maplecomm.ca or email to info@maplecomm.ca

A5k. To understand the Pros and Cons of In-person interpreting vs. Video Remote Interpreting,
please refer to this chart:

Pros Cons
- best possible experience - limited by the number of interpreters
- no technical setup available in area

- may need to book several weeks ahead

- can't easily change to a different interpreter
at the last minute if not satisfied

- interpreter for short meetings are often
overlooked due to the hassle and cost

- two hours minimum industry standard

- driving time and mileage charge may apply
- risk postponing the meeting or going without
an interpreter if s/he is unable to show up for
some unexpected reason (e.g. sick, weather,

In-person
Interpreting

etc )
- on-demand: 24/7/365 immediate access - potential technical related issues (e.g. video
without any need to book ahead of time quality, audio, poor intemet connection, etc.)
- on-demand: can request for different - not suitable for large group meeting as
interpreter anytime interpreter may have difficulties following the
- scheduled: secure an interpreter within one conversation. Recommended for 1-on-1 or
week notice or less, if available small group meetings up to three people.
Video - scheduled: connect to your preferred
Remote | Nterpreter from anywhere

- Deaf can maintain their confidentiality by
using interpreter from out-of-area

- provide Deaf the freedom of movement so
s'he does not feel violated by having
interpreters walk with him or her between
classes

- easy access to both ASL-English and LSQ-
French interpreters

Interpreting

(4) an awareness campaign:

Ab6a. To create PSA’s - WSPs would have to work with a professional film crew that is obtained
by the WSPs to do dramatizations but we can indeed assist do the editing of such footage for
this, with our digital video editing experience.

A6b. For such costs breakdowns for our post-production assistance, please see our responses
between A3l. and A3n in our response to the questions in the above question.

3. Some WSPs offer sign-language interpretation in-store, upon request. Do you
promote this option to your constituency?

AT7a. Yes, we have mentioned and attempted to promote one WSP’s available sign language
interpretation in a video and several public presentations across the country, and via our social
media outlets. However, there were so many questions about where, which store, where can
they contact to make arrangements, etc, that it sort of got “out of control.”
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A7b. We prefer, with a designated and qualified marketing liaison from our DWCC team, to
collaborate with the WSP’s Sales and Marketing team for an approved and consistent message
to share to our constituency. We would appreciate a contact e-mail address for customers to
reach the company directly about the interpreting. It would be good that the accessibility
department of each of the WSP have one e-mail address for the Deaf customer to reach to get
their questions answered.

A7c. Some WSP’s do not advertise this option on the accessibility page of their website, or their
website in general, and thus, we may be uncertain if such a service is provided.

A7d. Again, DWCC cannot emphasize how important it is the PROMOTIONS of such a service
availability. Please see further descriptions of such promotion strategies in Ade.

Device software updates and security patches:
1. Have your constituents ever experienced problems with the accessibility features of their
devices after downloading a software update? If yes, can you provide any details on
how the update altered the features on the device?

A8a. For those with iPhones, there doesn’t seem to be any affected accessibility features such
as video communications upon software updates.

A8b. However, with Android features, we are finding this is more of an issue and the video
quality of direct calls is poor upon updates, as evidenced in items A8d-g below.

A8c. Several members of the DWCC posted in personal timelines, in private and public FB
pages to enlist comments from Android owners, and the results came back with the following
responses;

A8d. Ottawa citizen#1: Only issue | have is whenever | restart my mobile, a voice message
automatically shows up and | have no access to voice mail. | have to force stop that app.

A8e. Ottawa citizen#2: Yes same here. Only way is to call your voicemail to go through the
options to disable it. Have to call tech support to assist.

A8f. Edmonton citizen#1: me too having hard time to removed voice mail where left in my cell.
Isn't my choice for voice.. | prefer 100% data unlimited.

A8g. Newfoundland citizen#1: For some reason | cannot use CVRS.. on my phone.. either
password | gave up. | have voice mail to text but never used it because it's either | forgot
password or gotta have a message center to hold all the Voice mails to text. I'll find out at Bell...
tomorrow.. Forgot something so IMPORTANT: my phone is not compatible to text 911. Others
yes but not Samsung 6. | do have service but cannot register t911 due to incompatibility.

Disclaimer:

Lisa Anderson-Kellett is participating in this hearing in her role as Chair of the Deaf Wireless Canada
Consultative 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 Chair-Analyst of the DWCC 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.

#+*END DOCUMENT***

18



	CRTC Exhibit 1– Review of the Wireless Code
	Written Undertakings
	Additional Questions - Party specific


