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Mr. Scott Hutton

Acting Secretary General

Canadian Radio-telecommunications Commission (CRTC)
Ottawa, ON KIA ON2

Re: CRTC TNC 2017-33: Review of the regulatory framework for text-based message
relay services, File Number 1011-NOC2017-0033

Dear Mr. Hutton:

Please find the two of the joint intervenors’ Reply to the RFI Answers submitted by the TSPs
on 31 October 2017 which were also relevant including our supplementary submission on 11
September 2017.

Canadian Association of the Deaf - Association des Sourds du Canada (CAD-ASC) and Deaf
Wireless Canada Consultative Committee (DWCC) is responding from a Deaf and Hard of
Hearing perspective. Both groups will henceforth be collectively referred to as “DWCC” for
technical formatting, as suggested in previous proceeding documents. CNSDB will respond
separately from DWCC to show the distinct Deaf-Blind perspective as the proceeding wraps

up.

DWCC categorize consumers of TTY and IP Relay Services as Deaf, Deaf-Blind, and Hard of
Hearing (DDBHH), which also includes: late deafened, severely hard of hearing and oral deaf
Canadians. DWCC also recognizes that people who have difficulty with their speech also
utilize these relay services, collectively as speech disabled persons.

1. Before we proceed, DWCC must re-iterate the priorities coming from our group:

1.1 No MRS is phased out unless an equivalent and accessible solution is available for those
who still heavily rely on the MRS, such as Deaf-Blind, late deafened, severely hard of hearing
and senior citizens.

1.2 IP Relay is accessible in an App format with customizable features.

1.3 IP Relay Webpage Interface redesigned for a more responsive design.

1.4 RTT is supported as long as there is backward compatibility across multiple platforms
including existing TTY devices.

2. DWCC observes that there were several commonalities in the TSP RFI answers and further
responses from DWCC to these commonalities are provided under the relevant headings.
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IP RELAY WEB VERSION
DWCC Response

3. DWCC acknowledges and appreciates that some telecom companies are willing to fix and
update their IP Relay mobile access, however it is not the ideal solution that DWCC is
seeking.

4. Apps have more features and settings for customization and personalization. Settings in
these Apps can be adjusted for accessibility which gives users options and preferences to
ensure stress-free phone call interaction.

5. DWCC finds it a travesty that not even one TSP is willing to develop a mobile based app for
IP relay. Apps are prevalent in today’s society with ubiquitous mobile phones and tablets.
During the 2013 VRS proceedings and from the experience of the BC Video Relay Services
Committee’s (BCVRS) with the TELUS trials previously recommended that “options [be
provided] that allow Deaf Canadians to be mobile and not “tethered” to their desktop computer
or laptops.” Once again in 2017, the same scenatrio is repeating itself: Deaf and hard of
hearing Canadians are limited to access IP Relay only on a computer-based internet browser.
Allowing refinements to the IP Relay web interface will not entirely solve the accessibility
issues, due to the potential inability to access customization on a mobile screen. See our
Resource Appendix.

6. Apps have far more capability for setting adjustments and upgrades. Deaf and Hard of
Hearing Canadians call for mobile solutions, imperatively requesting an App to be developed
that is user-friendly and customizable.

IP RELAY APP
DWCC Response:

7. DWCC observes that a few TSPs are eager to ditch an IP Relay App in favor of developing
a Real Time Text (RTT) alternative. We view this trend as rather troubling and alarming
because it essentially excludes certain marginalized groups who otherwise have no viable
telecommunications options for the next three years. Just as no “band-aid” solution is
developed for those affected by the irreconcilable Text with 911 system design between 2017
and 2020, where RTT was mentioned throughout TNC 2017-182.

8. The timeline for a RTT launch in 2020 leaves out essential access for_ millions of Deaf,
Deaf-Blind, and Hard of Hearing (DDBHH) Canadians. ASL and LSQ users in Canada highly
value having options, and if they are comfortable with written English or French and in certain
circumstances they may prefer using IP Relay instead of other options.

9. DWCC cannot comprehend why any TSP is declining to provide or even develop an IP
Relay App, a refusal which effectively leaves millions without a mobile solution between 2017
and 2020. Canada has had a worldwide, stellar reputation for world-class telecommunications
systems but certainly not in this case - where Canada is very slow catching up to modern-day
technology options especially for Canadians from accessibility groups and providing them with
telecommunications options that are easy to use.

10. According to the Canadian Association of the Deaf-Association des Sourds du Canada
(CAD-ASC) website, using the traditional “one in ten” statistical formula results in an estimated
3.21 million hard of hearing Canadians, but no one knows with certainty how many of those do
not use sign language. However DWCC can state with confidence that a majority of these
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hard of hearing Canadians do not sign and therefore are prime candidates for using IP Relay.
Therefore these hard of hearing individuals comprise one of the marginalized groups striving
to maintain communication independence as expressed in the Charter of Rights.

11. To provide another specific example, we understand from the CNSDB that SRV Canada
VRS is not accessible for quite a number of Deaf-Blind individuals, and together with the
absence of mobile based IP Relay apps, they literally have no telecommunication options in
Canada. This indeed is a grave injustice.

12. Sprint Relay is offering a solution, and they have confirmed that they are willing to work
with Canadian IP Relay Service companies to redesign or “refactor” the app to provide a
Canadian version available in both English and French. DWCC is confident a timely solution
exists, and we encourage and recommend that if there is such a concern with time and labour
invested in an app, to just simply go ahead, begin deliberations, and negotiations to establish
a business arrangement, with licensing, or even a subscription-based agreement.

13. Since TELUS, Bell and Rogers are multimillion dollar companies, they certainly can very
easily invest both time and money in making their telecommunications system more
accessible and user friendly.

14. What is of high priority is to encourage the other TSPs to exercise their power with this no-
named “third-party vendor” and find solutions in favour of the customers that are actually using
their products!

15. DWCC commends Shaw for taking an initiative, listening to the advisory groups, and
moving away from the former “third-party vendor” to find one willing to design and create
mobile-friendly options such as apps. It certainly shows Shaw is willing to listen to its
customers and make the telecommunications services more user-friendly and easier to use.
Shaw did the right thing by collaborating with DDBHH consumers - “Nothing About Us Without
Us” and the DWCC acknowledges this effort.

16. As documented later in this response, and examples are provided, TSPs in other countries
are not planning to “replace” their IP Relay Services for the RTT - a trend Canadian TSPs
seem to be ignoring. DWCC vehemently opposes any “replacement” strategies, and supports
having accessibility considerations in both options, emphasizing the need for updated
message relay service accessibility continuing from this time through the year 2020. There
must be no gaps nor increased frustration experienced by Deaf, Deaf-Blind, Hard of hearing
and speech impaired Canadian MRS consumers. The creation and maintenance of an IP
Relay Service app is a fail-safe mechanism in case of failures or difficulties with the transition
to RTT.



REAL TIME TEXT

DWCC Response:

17. DWCC is still in favour of having the implementation of the Real Time Text option, as long
as it is accessible and inclusive for Deaf-Blind Canadians, which must include backward
compatibility for those who use TTY devices with braille displays and other accessible tools
and so forth.

18. DWCC is pleased to see that multiple TSPs confirmed, in the RFI Answer phase,
regarding the inclusion of members from DWCC and other national groups in the alpha and
beta testing in the beginning stages of the development and launch of the Real Time Text in
Canada. DWCC requests that TSPs also make every effort to include CNSDB members with
varying ranges of vision loss and blindness, to provide comprehensive input from the Deaf-
Blind in the very same alpha and beta testing phases.

19. There must be considerations to have Real Time Text Relay Service with its
implementation and integration in text based Message Relay Services provisions in Canada
but it is imperative to ensure that it should not be considered a replacement until well after
Real-Time Text is introduced into Canada. DWCC does support “engaging with the Deaf,
DeafBlind, hard of hearing and speech-impaired community during the development, testing
and implementation of RTT MRS.”

20. DWCC and CAD-ASC continue to be involved in the Emergency Services Working Group
(ESWG) on specific tasks designated by the CISC (CRTC Interconnection Steering
Committee) for the transition to NG-911 in the matter of Real Time Text (RTT). DWCC
continues to monitor and ensure that the roll out and transition plans are implemented
properly, strategically, and most importantly, inclusively.

21. Furthermore, quality assurance monitoring, and statistical data reporting must be inclusive
in future implementation measures for accountability of Real Time Text.

CALLING-ANSWER TIMES

DWCC Response:

22. DWCC maintains that the concerns of its respondents to the survey included the long
waits, lack of waiting prompts for queues, hold times, and hang ups. DWCC affirms that the
Commission needs to monitor and implement standards to mirror the FCC’s standards and
report annually. DWCC agrees with the FCC standard option as followed, stated in the
Commission’s RFI on 25 September 2017:

e 85% of the calls must be answered within 10 seconds, which, according to the FCC
website, is presently the standard employed by the FCC

23. DWCC notes that this was a reference point to the RuleMaking that FCC follows -
specifically 47 CFR 64.604 - Mandatory minimum standards that “TRS facilities shall, except
during network failure, answer 85% of all calls within 10 seconds by any method which results
in the caller’s call immediately being placed, not put in a queue or on hold. The ten seconds
begins at the time the call is delivered to the TRS facility's network.” (Source:_footnote 3)
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TYPING SPEEDS
DWCC Response:

24. The DWCC reached out to several contacts in different countries to examine the typing
speeds required by their countries’ telecommunications service provisions for text-based
message relay services.

25. The United States has its minimum at 60 WPM, according to this recently filed link, item
number 16, “Whereas ii) CAs must provide a typing speed of a minimum of 60 words per
minute. Technological aids may be used to reach the required typing speed. Providers must
give oral-to-type tests of CA speed.”

26. Ofcom, a regulator in the United Kingdom, similar to the States’ FCC, have KPIs (Key
Performance Indicators) where the minimum typing speed is 40 wpm. The Special Interest
Group called Deaf Access in Communications (DAC) has felt that it was far too slow. If one
reads the BT's NGTS Next Generation Text Service (relay) annual report,there is a statement
that for typing speed, most relay assistants can type 40 wpm or more. About 75% can type
around 60 wpm.

27. Based on the inspection of other countries’ Message Relay Service (MRS) WPM levels,
DWCC concurs that the minimum standard of typing speed of 60 WPM for MRS that was
originally established by the Commission should be the ultimate goal. It is further understood
that typing speed be consistently maintained, with increased monitoring of spelling accuracy
for quality levels and assurances (Quality Assurance). The DWCC agrees that a 95%
transcription accuracy is satisfactory.

28. DWCC strongly recommends that the CRTC, monitoring or reporting bodies that Key
Performance Indicators (KPIs) need to be established for measured monitoring and reporting
for Canada’s text based MRS.

WORLD WIDE WEB CONSORTIUM (W3C) WCAG
DWCC Response:

29. DWCC states that even at the highest rating of accessibility for websites, some do not
meet the Accessibility Needs of consumers such as the Deaf-Blind. See below for examples
that do not meet these accessibility needs, as described mentioned below:

29.1) include conversational style adjustment options for Deaf-Blind or Blind persons
to be able to rearrange the screen to meet their visual comfort.

29.2) alternate options must be provided for Blind or Deaf-Blind to read materials, as
files provided in PDF only are not always accessible. Provide one or both of the other two
options are available for download: Microsoft Word text documents, or non-RTF (non-Rich
Text Files) .txt files for those who do not have the Microsoft Office applications and programs
to read documents.

29.3) videos are not captioned or subtitled, nor are options for font colours and
background provided. For example, some people prefer yellow text on a black screen, not just
the standard white on black. A Deaf-Blind consumer on a mobile device needs to be able to
adjust the size of the font for their viewing comfort.
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29.4) videos and images do not come with text-written descriptions of the images or
videos, and video transcripts are not provided. Separate and attached URL link(s) should be
available for transcripts that can be downloaded.

30. Nevertheless, the IP Relay web version must be made more responsive and allow for
customization for personal accessibility settings that Deaf-Blind can configure independently.

STATISTICAL REPORTS & MRS REVENUES
DWCC Response:

31. DWCC is adding the total overall Canadian TRS statistics here, so you can see that the
cumulative totals are incomplete - showing that only four out of ten IP Relay companies in
Canada providing information for 2015 and 2016.

32. It is the position of DWCC that there should be a way to provide key information, while
respecting the privacy of economic or financial data - as per section 39 in the
Telecommunications Act. There is a need to make available, at the minimum, the generic
statistics as follows:

- Total number of users for all TTY Relay Services

- Total number of registrants for all IP Relay Services

- Number of hours of calls daily, weekly, monthly and yearly of usage for TTY Relay
Services

- Number of hours of calls daily, weekly, monthly and yearly of usage for IP Relay
Services

- Statistical data cross-sectional analysis to see peak times of day usage

- Comparative analysis for province and territory

- Common user inquiry and complaints feedback and input

33. Without a separate body overlooking the MRS in Canada, it is suggested that the CRTC
itself should be the body responsible for annual reporting, because the Commissioners have
access to the “confidential” data with the statistics of users and hours submitted directly from
the TSPs, with the public only served abridged and redacted copies. This would increase
accountability as the Canadian Radio-television Telecommunications Commission can write
the reports following the reporting Rules according to the Telecommunications Act.

34. DWCC has a clear perspective gleaned by comparing international providers to Canadian
providers, which recommends a continued effort to keep the VRS and MRS separate and
emphasize that the MRS operations need to be streamlined, and there needs to be increased
accountability with annual reporting statistics, retroactive to 2015 and continuing through
current and future report years.

35. In closing, the DWCC draws on international examples for the CRTC to take into
consideration when setting standards for annual statistical reporting.

INTERNATIONAL QUANTITY AND NUMBERS OF RELAY SERVICES

36. To begin with the figures of relay services offered: in many other countries there are
multiple options for telecommunications access such as relay services, including Message
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Relay Services. The United States of America, and Australia have multiple choices, whilst
Canada is limited to just three: TTY Relay, IP Relay, and VRS. The hard of hearing in other
countries have far more accessibility than they do in Canada.

37. In this country, there is currently no caption telecommunications (captel), speech to
speech/speak and listen as other options for those who are non-signing, hard of hearing, or
oral or speech disabled. Currently for a million of hard of hearing Canadians, they are
depending on an inaccessible IP Relay design where speech is not involved at all. This reason
alone is imperative to upgrade the IP Relay web interface and create an app to provide for this
group a strong option with improved features. Deaf, Deaf-Blind, and hard of hearing
consumers require telecommunication companies to be more accessible in Canada and to be
more expeditious in providing changes and updates. It is recommended that the next major
update would be to include a requirement for an IP Relay App. For one thing, this would allow
people to be more mobile and not stuck to personal computers, and secondly, the process and
program would make it more user friendly.

Australia:

38. From Australia, there is a description of their National Relay Services Plan in this
document. Australians have integrated relay systems and all are integrated into one
application, as seen in the screenshot in the Resource Appendix and listed below:

- Internet Relay - Speak and Listen
- Video Relay - Captioned relay

New Zealand:

39. In New Zealand, a combination of four different government ministries pay to provide relay
services, and a full description of the services provided in that country is available here. The
full list of what services are provided is here.

- Mobile Text Relay (MTR) - Speech to Speech-Hearing Carry Over
- Internet Relay - Hearing Carry Over

- TTY to Voice - Speech to Speech (Video-assisted)

- Captel - Video Relay Services

- Voice Carry Over - Video Remote Interpreting (VRI)

United States:

40. In the United States, the industry is much larger and valued at 1.2 trillion dollars, but there
are significantly more numbers of consumers than in Canada.

The following services are provided in the States:

- IP =P Relay Service - IP CTS = IP Captioned Telephone Services
- IP CTS = IP Captioned Telephone Services - CTS = Captioned Telephone Services
- TTY =TTY Relay Services - STS = Speech to Speech Services

- VRS = Video Relay Services
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United Kingdom:

41. In the United Kingdom, there is Next Generation Text Service (NGTS) which is a kind of
hybrid of Text Relay and IP Relay. The latest news is that there is a Special Interest Group
called Deaf Access in Communications (DAC) which focuses on both telecommunications and
broadcasting. They have recently restructured their campaign focus on VRS.

42. So many countries have quite varied numbers and types of services, depending on the
particular government structure and provisions. As the CAD-ASC and DWCC have
established international contacts and networks, they are able to bring these key accessibility
consumer issues to your attention.

STATISTICAL REPORTS

43. DWCC contacted experts in four countries (the United States, the United Kingdom,
Australia, and New Zealand) to obtain information for this response in order to underscore that
other countries do provide monthly, quarterly or annual reports on relay service provisions.

44. Even the United States, which produced many of its documents redacted and blank or at a
value of 0 in many columns, still provided overall totals when reporting in their monthly or
yearly reports.

45. Here are some examples found by our network of contacts in the USA, as well as public
links:

United States:

46. For Year 2017:
The reports are not by number of users, calls, or hours, but by number of minutes - the key

criteria being that billing is per minute. The most recent public report we have is July 2017.

Monthly reporting:

TTY relay - 166,048 minutes in July 2017
IP Relay - 482,321 minutes in July 2017

Also adding these two text-based categories:

CTS: 413,502 minutes in July 2017
IP CTS: 28,575,873 minutes in July 2017 (note: this is the largest category by far).

Source: National Association of the Deaf - gleaning from the Rolka Loube Public Utility and
Telecommunications Consulting - http://www.rolkaloube.com/formsreports



http://www.rolkaloube.com/formsreports

47. With the preceding statistical information above, one of our members of the DWCC created
this clear statistical chart with the information coming from 2016 and 2017 reports originated
from Rolka Loube:
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Source: hitp/fwww.rolkaloube.comformsrepaorts

48. DWCC was impressed with other report links, showing what should/could be produced with
Canada’s text based relay MRS services. See this 83-page report filed in April 2012 with this
example graph:

Reported minutes of service per month for each service type
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Legend (order of appearance):

VRS = Video Relay Services IP = IP Relay Service

IP CTS = IP Caption Telephone Services, CTS = Caption Telephone Services
TTY =TTY Relay Services, STS = Speech to Speech Services

Australia:

49. In Australia, two National Relay Service quarterly reports can be found here:
1) Quarter 4, 2016-2017
2) Quarter 3, 2015-2016 (DWCC had to upload the report file to its website because the
direct PDF link could not be found.
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50. Here is a snapshot from the 2016-2017 Relay Service access type charting that DWCC also
acknowledges, from_page 8:

SUCCESSFUL INBOUND CONNECTIONS (BY SERVICE TYPE)
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51. Altogether DWCC has presented three snapshot statistical examples that can used as
models if the CRTC would so order. “When there is a will, there is a way!”

52. Only one relay service in Canada is currently producing annual reports - CAV, Inc., as
seen in this publicized annual report on their website. Taking this into consideration, the
DWCC believes that the CRTC appears to be the appropriate body that could take the
responsibility to do the statistical analysis and provide the statistical reporting, with relevant
graphs and charts, on text based Message Relay Services and share with the public.
Alternatively, as in the case observed with these other countries, the CRTC could assign one
contractor entrusted with confidentiality to do the annual reporting.

53. DWCC excels in the power of observation and research, discovering that many TSPs
responded referencing to a “third party vendor,” and questions if that vendor happens to be one
of the TSPs. It was noticed that many of the homepages of websites having the same or similar
design interfaces. Examples of these login entrance website screenshots can be seen in our
Resource Appendix. DWCC “connected the dots” and questions why are there multiple IP Relay
Service providers in Canada if they all appear to be sourcing from one provider?
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International Examples of TRS Financial Reporting

54. DWCC was astounded to discover that even with confidential redacting and abridging of
competitive interests, several countries were still able to produce totals with blank columns and
create reports with the overall totals.

55. Visual examples can be found in our Resource Appendix, Yet, here is one example from the
United States:

Interstate TRS Fund Performance Status Report

Report Month:  September 2017

Actual Fund Balance
Opening Balance § 190.900,848 220

Receipts -
Receipts from Carriers § 124,853,824
Interest Recelved § 114553 $180
5160

Miscellaneous $
5140

Total Receipts $ 124,968,376 +§ 124 968,376
Disbursements

NDBEDP $ 1.434468

Total Disbursements -$ 103,898,391
Closing Balance § 211,972,834

Projected vs. Paid for Calls in September 2017
Category i) P CTS TP Relay TS T AIVRS

[Projected Minutes 308,580 | 29824268 448,590 | 12,758 161872 | 10,835,883
L 4.0486 29186 | Muliole |
51,666 § 40878402 | $ 100836537

Milliens

120

* May inciude support for minutes of services during past periods

Total Minutes Paid in September 2017

 Captioned Telephone Service

mIPCTS

[P Relay

m Speech To Speech
 Traditional TTY

Video Relay Service

Source: Interstate TRS Fund Performance Status Report — September 2017
In case it does not work, click Fund Status Reports - September 2017 at this link

CONCLUSION

56. The DWCC, and the CAD-ASC emphasize there must be no gaps in accessible relay
services between the years 2017 and 2020. No one shall be left behind.

57. There must be enhanced accessibility to IP Relay Services, allowing all Deaf, Deaf-Blind,
and Hard of Hearing Canadians to be mobile in this 21st Century.

58. Real-Time Text must be made backward compatible with existing TTY devices, especially
for those who reside in rural areas. Many seniors who have used TTY for many years have not
adapted to more modern relay systems, and still depend on TTY Relay services.

59. The Commission must make an effort to ensure that any and all telecommunication
accessibility is “...designing for ALL kind of people with its product in the first place, and not an
afterthought.” (FCC'’s former Chair, Tom Wheeler). With the new leadership at the
Commission, for inspiration, please take a coffee break and view Elaine Roy’s TedX speech:
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‘When we design for disability, all benefit’ (13:17) to understand the importance of disability
inclusivity in daily matters.

60. Nothing about us, without us.

Deaf Wireless Canada Consultative Committee, and Canadian Association of the Deaf-
Association des Sourds du Canada thanks the telecoms for sharing their perspectives, and the
CRTC for allowing us to participate in this proceeding and ensure that our “voices” were
included in the Commission's future policy decision on text based Message Relay Services.

Respectfully Yours,

Lisa Anderson-Kellett Frank Folino

Chairperson President

Deaf Wireless Canada Canadian Association of
Consultative Committee the Deaf - Association des
(DWCC) Sourds du Canada (CAD-ASC)

Cc: Bradley Gaudet, CRTC

Nanao Kachi, CRTC

Megan McHugh, Canadian National Society of the Deaf-Blind (CNSDB)

Michael J. Stewart, Data Analyst, Deaf Wireless Canada Consultative Committee (DWCC)
Jeffrey Beatty, Technical Consultant, Deaf Wireless Canada Consultative Committee (DWCC)
Gary Malkowski, Canadian Hearing Society (CHS)

Lui Greco, Canadian National Institute of the Blind (CNIB)

Anthony Tibbs, Media Access Canada (MAC)

Devin Currie, Maple Communications, Inc.

All parties in CRTC TNC 2017-33 proceeding

*+*END OF DOCUMENT***
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