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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.

Any VRS-related comments or queries, if any, will be deferred to other
members of the Joint-Party Interventors.



Accessibility

e We are disappointed that CRTC did not provide Sign language interpreters as “FULL"”
accessibility services for the whole week hearing on NG 9-1-1. Accessibility is key to
participation because it is our basic human rights to be full equal like other Canadians!

o Canada ratified the United Nations Convention on the Rights of Person with
Disabilities, Article 9 (Accessibility) stipulates that States parties will “take
appropriate measures” including “elimination of obstacles and barriers” to ensure
equal accessibility services, this includes to “provide forms of live assistance and
intermediaries, including guides, readers and professional sign language interpreters, to
facilitate accessibility to buildings and other facilities open to the public.”

o The legal decision in Canada is “Canadian Association of the Deaf, et. al. v. Her
Majesty the Queen [2006]" requires that all federal government programs, offices
and services must provide and pay Sign language interpreters.



Canadian Association of the Deaf - . @
Association des Sourds du Canada

The Canadian Association of the Deaf-Association des Sourds du
Canada (CAD-ASC) is a not-for-profit organization founded in 1940
that provides consultation and information on Deaf issues to the
public, business, media, educators, governments and others;
conduct research and collects data; and community action
organization of the Deaf people in Canada. We promote and protect
the rights, needs, and concerns of Deaf people who uses American
Sign Language (ASL) and langue des signes québecoise (LSQ).



Canadian National Society of the CNSDB

)
Deaf- B ll n d The Canadian National Society of the Deaf-Blind, Inc

The Canadian National Society of the Deaf-Blind, Inc. (CNSDB) was registered
in 1985 as a national consumer-run advocacy association dedicated to helping
Canadians who are deaf-blind achieve a higher quality of life. We advocate for
new and improved services, promote public awareness of deaf-blind issues
and gather and distribute information in order to help empower individuals
who are deaf-blind to become full participants of society. CNSDB provides
expertise in accessibility related to the needs of individuals who are living with
the distinct disability of deaf-blindness, which is different from deafness or
blindness due to being unable to use one sense in order to compensate for
the loss of the other.



Deaf Wireless Canada Consultative ...

SANS FIL DES
CANADA SOURDS DU

Com mittee COMMITTEE CANADA

Deaf Wireless Canada Consultative Committee (DWCC) is an ad-hoc committee of the CAD-ASC and is a
group of Deaf, Hard of hearing and DeafBlind consultants, analysts and committee volunteers across
Canada. The mandate of DWCC is to advocate for fair priced wireless contracts for ASL/LSQ consumers and to
promote the ideal functional equivalency for all Canadian wireless customers.

We seek the following points related to 9-1-1:

1. Removal or clarification of voice-plan requirements to all ASL and LSQ users in Canada regards to Text with
9-1-1. Voice minutes instead of voice plans.

2. Overhaul or removal of requirement for Text with 9-1-1 registration.

3. Reliable and direct access to Text 9-1-1 with the ability to attach photos and videos in text messages with
dispatchers

4. Faster response time between 9-1-1 responders with DHHSI consumers.

5. App development including GPS location capability.

6, Improved information dissemination and distribution of Text with 9-1-1 updates to all consumers, including
social media and community education for enhanced digital literacy.



Permission
We have completed a report entitled:

“Redefining Accessible 9-1-1, Saving Deaf Lives - A
Survey Analysis examining Deaf, Hard of Hearing
and DeafBlind Issues”

We would like to request permission from the

hearing panel for CRTC TNC 2016-116 to have the
Redefining Accessible 9-1-1, Saving Deaf Lives” to
be placed on the public record of the proceeding.




TEXT with 9-1-1
TEXTO au 9-1-1

SURVEY qﬁ J SONDAGE

DECEMBER 14-28
Du 14 au 28 decembre

SURVEY ANALYSIS RESULT



SURVEY FINDINGS

Quadrilingual (English/ASL, French/LSQ & DeafBlind accessible)

Paper & online - booth opportunities across the nation

Goal for the survey was:

RESPONDENTS

Test awareness of Text with 9-1-1

Discover how respondents learned about Text with 9-1-1

Test knowledge about the registration process

Quantify the number of people registered for Text with 9-1-1

Test the clarity of the Text with 9-1-1 website (textwith911.ca)

Determine the frequency of respondents requiring 9-7-7 and the methods
they used to access the services from first responders

S i A



SURVEY- IF YOU HAVE NOT REGISTERED- WHY NOT?

Q21 - If you have not registered with Text with 9-1-1,
Why not?

”
—

= Al didn't know | was
required to register

= B. Registration process is
not clear

= C. My area does not have
Text with 9-1-1 service

= D. Does not apply to me

E. Hearing family
member/roommate

= r

30% didn’t know they
were REQUIRED to
register!

27% Registration is
not clear

Total: 57% shows
that there are many
issues with Text with
9-1-1 with over half
of the respondents =
300+ respondents




REGISTRATION - ASL & LSQ “STEP BY STEP” VIDEOS

Q25 - Do you prefer very short ASL and LSQ videos of step-by-step
instruction on how to register?

In an emergency,
things must be clear!

= | don't know / Unsure




WHAT CURRENT METHODS PREFER TO REACH 9-1-1

Q32 - The CRTC is proposing some changes to
9-1-1 services. What methods do you currently

prefer to use? e Majority (33%) prefer
mobile app - easy push
of one button

= A Use phone
B UseTTY

= C. Use IP-Relay e 24% prefer direct Text

to 9-1-1 (without
through call then wait
for text)

' D. Use Text with 9-1-1

« E. Direct Text

= F. Use Mobile App




ISSUES & CHALLENGES



DELAY RESPONSES ON TEXT WITH 911

e DHHSI people reported experiencing
difficulties regarding on Text with 911
for emergency services because it
requires DHHSI person to dial 9-1-1
on a smartphone to place an
emergency voice call where thereis a
waiting time (up to 2 minutes) for an
initial text message response from
9-1-1 responders.

e There are so many variables
happening after dialing 9-1-1: Call
being on hold, congestion voice line,
drop-calls, out of range coverage. It is
a serious concern with this time delay
because it is a safety issues for DHHSI
people in the time of emergency.

“Text to 911"

Standard
SMS Text 911
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Typ 911 and short msg.
4 seconds to send out.

“Text with 911”7

i REQUIRETO REGISTER
UNDER
CANADA WIRELESS PROVIDERS
ONLY!
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Dial 9-1-1 then press send out.
Wait up to two minutes

for 911 Operator to send text back



TEXT WITH 911: VOICE REQUIREMENT

e Common scenario & complaint: Deaf customer goes into WSP vendor
location & argues about the voice aspect of their wireless services,
wanting it REMOVED.

1) Deaf Community customers are not fully understanding the reason why
WSP vendor says no, cannot remove (the reason is for Text with 9-1-1
access)

2) Customer gets upset because they are: @@N UN DRUM
a) paying for something they are not using.

b) they are not aware of voice-credited data plans created for this reason
($15 or $30 depending on which WSP)




TEXT WITH 911 TRIAL: SYSTEMATIC DECISION PROCESS

e 27 DHHSI Volunteers were selected in part of
this trial period for Text with 911 before the
implementation in these cities are Montreal: 10;
Peel: 7; Toronto: 6; and Vancouver: 4.

e Two provincial Deaf organizations were
selected: CHS and CQDA that focus on Ontario
and Quebec but the remaining Deaf
organizations in 8 different provinces were not
included. The national Deaf organization,
CAD-ASC was not included.

e We question the validity of systematic
decision-making based on a such a low trial
participant number. How can you make such a
big systematic decision based on only 27
participants while we were able to get a wider
reach?

Number of People reached

“Comparison by Numbers’

5000—

2500

1250



DEAF-BLIND: GENERAL 9-1-1

e What is DeafBlindness
e Communication
e Difficulty being Located

e Difficulty Communicating with First Responders



DEAF-BLIND: TEXT WITH 9-1-1

Registration Process
Needing a Voice Plan to use
with Text with 9-1-1

Needing to make Initial Voice
call to 9-1-1

Text with 9-1-1 does not

indicate the caller is DeafBlind

TEXT.with 9-1-1}

Click here for

What you need to know current service

about TEXT with 9-1- ! availability

Click here for what you need to
know about Text with 9-1-1

Important Resources for TEXT with 9-1-1

ASL Video

How to Make a @ Registration .fﬁ\ Service FAQs
T9-1-1 Call A s &E availability
nle
911
r

1
be served]...]

2016 Can | Privacy Policy | Terms of Use and Disclaimer | [.] Home ContactUs History What's New Frangais



RECOMMENDATIONS



RECOMMENDATION #1 - TEXT TO 911 APP

An app will provide functional equivalency and
plain language for all DHHSI people who are
DeafBlind, intellectually and cognitively challenged,
and mobility issues in light of any emergency
situations where the responders can be able to
arrive the scene in a timely manner

Innovation and development of simplified and
visual apps that are available in popular
smartphone devices including:

Direct Text to 911

GPS locators

Take and send photos & videos
Dial 9-1-1

O O O O




RECOMMENDATION #2 - REAL-TIME TEXT (RTT)

FCC recently approved this new technology geared to replace the TTY since itis in
declining or has stopped production of these devices. A description of this technology in
bullet form:

e Permits wireless service providers and handset manufacturers to support RTT in lieu of TTY

technology
e Ensures RTT users will be able to call 911 for emergency services and 711 for relay

services
e Defines RTT to be interoperable across networks and devices and backward compatible with

TTYs; and
e Establishes a phased rollout of RTT for wireless networks from December 31, 2017 to June

2021.

Links & Resources available in our Survey Analysis report



RECOMMENDATION #3 - GPS/ PSAP Triangulation

CRTC Hearmg Bulldmgs
&Y . _1.,_‘ X .

Use PSAP’s tnangulattbn to locate 911 caller
Between 50 Meter to 300 Meter (3x Football field)




RECOMMENDATION #4- DEAF-BLIND

Text TO 9-1-1 Registration & App:

e Registration has a note the person is deaf-blind in user profile,
information for first responders

e Inclusive consultation process



RECOMMENDATION #5- IMPROVE REGISTRATION

Review Registration
System: 64% nearly half,
over 300 respondents are
NOT registered or don't
know/not aware.

Awareness & PR
campaign needs to
improve and through the
Deaf Community
channels for increased
effectiveness

Q14 - Are you registered with Text with 9-1-1?

= No

H Yes

m | don't know

— g

i




RECOMMENDATION #6- IMPROVE DISSEMINATION

e ASL & LSQ Videos & Playlists
e Deaf Community - 260 contacts

elections.ca [

Readywvote 7
a '@ Accessible Voting (ASL)

'- Getting ready to vote (ASL,
3

- . .
You can also get this'information i 4 % Eethieles
at elections.ca or by calling us. e

How to Make a T9-1-1 Call

Before you can use T9-1-1:

You must be registered for the T9-1-1 service and establish contact through a voice call to
interact with emergency services via text message. A text message that is sen to 9-1-1
from an unregistered cell phone and/or without a voice call will not be received.

Please contact your wireless service provider to register.
Find out if T9-1-1 is available in your ares.
How to Make a T9-1-1 Call

* Unlock the cell phone keypad if it s locked. Some cell phones do not allow receiving
and/or sending text messages if the keypad Is locked, even though they allow a user
to dial 9-1-1. “Unlocking’ means entering your personal password or pressing an
unlock button on the phone.

« Dial 9-1-1 on your cell phone, and press CALUSEND to place an emergency voice
all.

« Monitor the cell phone display to ensure that the call is connected. Shortly
after the call Is connected, you should receive an initial text message from a
9-1-1 call centre.

* The number you will see on your cell phone will have 13 digits and will begin with
555911

o Once the initial text message is received, you should reply to this text message and
provide the 9-1-1 call taker with the information that they are requesting, such as
the nature of the emergency and your location. Keep your text messages brief and
condise.

+ You should keep the 9-1-1 voice call connected during the entire text messaging
session if possible. This will permit the 9-1-1 call taker to hear any background
noises that can be helpful to assess the emergency, and will provide enhanced 9-1-1
functions.

« You will know that the T9-1-1 session has been condluded when you receive the
message “End of 9-1-1 Call"

+ After receiving the “End of 9-1-1 Call” message, If you need to further communicate
with the 8-1-1 call centre, you will need to initiate a new text session by dialing 9-1-1
to re-establish contact with the 9-1-1 call centre and communicate again by replying
to the text message.

Interacting with a 9-1-1 Call Centre during a T9-1-1 Call
If you have registered for the T9-1-1 service but do not receive an initial text message from

the 9-1-1 call centre after calling 9-1-1:

o Ensure that you are using the cell phone with the telephone number that you have
registered with the T9-1-1 service.

« Confirm that you are still in the coverage area,

o Check to make sure that you have adequate network coverage by looking at your
handset.

« Keep monitoring the cell phone display to ensure that the callis still connected.

Please be patient, as emergency text communication takes longer 1o initiate, especially
during peak emergency situations. The 9-1-1 call taker will be making their best effort to
quickly send the initial text message.

# If no response is received within a few minutes, then you may seek an alternate way
to get assistance, such as asking someane else to dial 9-1-1 on your behalf.

T9-1-1 Explained (3:45 min.)

[hie T9-1-1number will
[S8le 13 digits and

T9-1-1 Explained (ASL, 5:30 min.)

A

X,

How to Make a T9-1-1 Call (2:09 min.)

How to Make a T9-1-1 Call
(ASL, 4:02 min.)




RECOMMENDATION #7 - TELECOMMUNICATIONS
ACCESSIBILITY FUND (TAF)

e The Commission has created a number of funds for specific purposes, some
related to accessibility such as the Broadcasting Accessibility Fund. We
strongly recommends that the Commission to establish a similar new funding
mechanism through a central contribution fund for the provision of
accessibility to any telecommunication services including Text with 911.

o Anindependent and impartial funding body supporting innovative projects
that provide solutions to promote the accessibility of all telecommunication
services content in Canada.

o The funding must be national to provide urban and rural communities and
also will provide support for these resources for such important projects such
as community education workshops with simplified updated short and quick
step-by-step informational and educational videos and critical to create and
distribute widely in ASL and LSQ vlogs.



RECOMMENDATION #8- STAKEHOLDERS INVOLVEMENT

e Consult with groups like ours

e Example - ensure Accessibility groups are involved in the following:
o Emergency Services Working Group

Canadian Wireless and Telecommunications Association

Public-Safety Answering Points

CRTC Advisory Committees

Board of Directors on NG-911 Administrator

WoTiinG ABOVT vs, withovT vsi!

o O O O




RECOMMENDATION #9 -“Text TO 9-1-1”

e Re-examination, and possible overhaul, of Text with 9-1-1 system.
Possible ideas:

o Remove the Voice requirement for 9-1-1 access via texting and
app.
o Timing delay issues need to be addressed with re-examination

of Text with 9-1-1 system.
o Public Education and Awareness Text 9-1-1 Strategy in plan

with more DHHSI Stakeholders involved

Telecom Regulatory Policy TRP #2016-496 released on December 21,
2016 resolves about the data plans but still voice issues remain and
need to be addressed with 9-1-1 issues in this proceeding.
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"Accessibiilty must be a first theught, not an afterthought™

~ Tom Wheeler, FCC Chairman 2013 - 2017 (2015)
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