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About the Joint Intervenors

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

The four intervenors introduce themselves as follows:

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

Fair, uniform, cost reasonable wireless data plans for ASL and LSQ users

Transparent and clear advertisement of plans offered

Decreased disparity of wireless product and service provisions within the companies
Promotion and availability of wireless software applications (apps) that ensure functional
equivalency

e Accessible wireless emergency service provisions in Canada

CAD-ASC is a national information, research and community action organization of
Deaf people in Canada. Founded in 1940, CAD-ASC provides consultation and information
on Deaf issues to the public, business, media, educators, governments and others; conduct
research and collects data. CAD-ASC promotes and protects the rights, needs, and
concerns of Deaf people who use American Sign Language (ASL) and langue des signes
québécoise (LSQ). CAD-ASC is affiliated with the World Federation of the Deaf (WFD), and
CAD-ASC is a United Nations-accredited Non-Governmental Organization (NGO) to the
Convention on the Rights of Persons with Disabilities.

CNSDB was registered in 1985 as a national consumer-run advocacy association
dedicated to helping Canadians who are deaf-blind achieve a higher quality of life. The
CNSDB advocates for new and improved services, promotes public awareness of deaf-blind
issues, and disseminates information in order to 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 DeafBlindness, 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.

DAANS was founded in 1976 and incorporated in 1978. DAANS works with the
public, private and non-profit sectors to remove old barriers and prevent new barriers faced



by an estimated 58,000 Deaf, hard of hearing, late deafened and Deaf-Blind Nova Scotians
in a variety of areas including communication access, education, employment, health, legal
services and recreation.

Deaf, Deaf-Blind and Hard of Hearing Canadians

To understand our accessibility group, reliable statistics on Deaf Canadians are hard
to collect, and no two organizations seem to agree on the numbers involved. It is CAD-
ASC'’s belief to use the traditional ‘one in ten’ formula for estimating statistics, with strong
disclaimers. This formula estimates that there are 357,000 culturally Deaf Canadians and
3.21 million hard of hearing Canadians. It is CAD-ASC's opinion that no fully credible census
of Deaf, deafened, and hard of hearing people has ever been conducted in Canada.” (CAD-
ASC website). !
|

The Canadian National Society of the Deaf Blind estimates there are 69,700 Deaf-
Blind Canadians over the age of 12 living with the dual disability of deafness and blindness
or a combination of both vision and hearing losses that limit their everyday activities. The
Canadian_Helen Keller Centre (CHKC) provided this estimated Deaf-Blind population
information on an earlier version of their website, and it can now be found on this separate
website source by Senator Yonah Martin, who took time to recognize Deaf-Blind Canadians.

UN Convention on the Rights of Persons with Disabilities (CRPD)

Canada ratified the United Nations Convention on the Rights of Persons with
Disabilities (CRPD) in 2010, whereas the Convention ensures the right to accessibility to
information and communications in its Article 9. State parties should take appropriate
measures to ensure to persons with disabilities and DDBHH people to have an access such
on an equal basis with others with information and communications technologies.

This includes provisions of information and communication as a part of true
accessibility for DDBHH Canadians as a human right, when received on the equal basis like
other Canadians, especially during sale practice. It is critical when it comes to the process of
purchase of provisions for their accessibility needs. One example of this true accessibility is
to include Sign language interpretation services or having Deaf sale agents at the retail
stores to ensure that communication is provided to DDBHH Canadians before making an
independent decision.

In addition, the Convention ensures the right to Sign language recognition in its
Article 21. Currently, there are over 45 countries globally that have recognized Sign
Languages through federal legislations. Canada has not yet recognized its two national Sign
languages - American Sign Language (ASL) and langue des signes québécoise (LSQ) as
official languages of Deaf people.


http://cad.ca/issues-positions/statistics-on-deaf-canadians/
http://cad.ca/issues-positions/statistics-on-deaf-canadians/
http://chkc.org/
http://www.deafwireless.ca/wp-content/uploads/2018/06/Senator-Yonah-Martin-PRINTABLE.pdf
http://www.un.org/disabilities/documents/convention/convoptprot-e.pdf
http://www.un.org/disabilities/documents/convention/convoptprot-e.pdf

Canada’s Recognition of ASL and LSQ

The Concluding Observation on the initial report of Canada was issued by the UN
Committee on the Rights of Persons with Disabilities on May 8, 2017, stated in reference to
Article 21- Freedom of expression and opinion and access to information:

The Committee is concerned by:

(a) The lack of official recognition of sign languages and that the training programmes
for sign language interpreters do not meet minimum requirements to provide a high
quality of interpretation;

The Committee recommends that the State party:

(a) Recognize, in consultation with organizations of deaf persons, American Sign
Language and Quebec Sign Language (Langue des signes Québécoise) as official
languages and their use in schools and establish jointly with organizations of deaf
persons a mechanism to certify the quality of interpretation services and ensure that
opportunities for continuous training is provided for sign language interpreters.

The UN Committee on the Rights of Persons with Disabilities clearly states
that the recognition of Sign Languages ensures the rights to accessibility including
information, communications and services outlined in the Convention. Currently, the
Accessible Canada Act is in the federal legislation stage at the House of Commons
and does not include ASL & LSQ Recognition as official languages of Deaf people
in Canada to ensure full accessibility of DDBHH Canadians.

One of our biggest goals is to make sure that there is an amendment in
the Accessible Canada Act (ACA) that will recognize ASL and LSQ as official
languages of Deaf people in Canada. With this, it will deliver together the definition
of accessible communication and the linguistic identity of Deaf individuals as
integral to both Canadian English and French societies. This is an important step
towards social inclusion and human rights for Deaf, Hard of Hearing and Deaf-Blind
Canadians, because it highlights clear benefits in terms of improved access to
information and services, especially in the area of telecommunications.

Background of the Customer Service Experience of Deaf, Deaf-Blind and Hard of
Hearing Canadians

The mode of communication many DDBHH Canadians are most comfortable using is
ASL or LSQ. The majority in greater society do not use sign language. For clarification and
identification purposes, in our minority community we describe the majority society as those
who have audio-speaking ability, “hearing people.” So oftentimes, these DDBHH Canadians
have to find a roundabout way of communicating with these hearing salespeople that do not
use Sign Languages.


http://cad.ca/wp-content/uploads/2017/04/CRPD-Concluding-Observations-on-the-initial-report-of-Canada.pdf

Over the phone, DDBHH utilize either one of three relay service options: IP Relay,
TTY Relay or SRV Canada VRS Relay to call to telecom service providers. In person, the
mode of communication is usually either by writing back and forth with a pen on paper or
typing into a notepad application on their smartphone. Online, DDBHH Canadians, when
familiar and comfortable in English or French, will use the Live Chat options or communicate
back and forth in email.

Many Deaf-Blind require the assistance of an Intervenor or Support ServiceProvider
(SSP) in order to make the travel to the retail store and then communicate with the sales
people or the phone call to the customer services or sales department. Since most Deaf-
Blind Canadians have extremely limited or no access to Intervenor or SSP services, they
are unable to act in an orderly manner.!

The short-term flash sales are often missed by the Deaf-Blind, leaving them out of
special deals. Many who are Deaf-Blind face challenges to quickly and independently
access information, meaning that they may be “too late” when learning of special deals or
may not find out at all. Even if the Deaf-Blind learn of the special short-term deals in time,
many require the assistance of an Intervenor or SSP in order to make the phone call or
travel to the retail store to directly communicate with the sales people. Since most Deaf-
Blind Canadians have extremely limited or no access to Intervenor or SSP services, they
are unable to act in time to take advantage of these special deals which hearing
counterparts can easily and independently access and take advantage of in a timely fashion.

Sometimes salespeople are open-minded and friendly with people from these
consumers from accessibility groups such as the DDBHH. It is a sad reality that more often
than not, salespeople could be downright unprofessional, inaccessible and not
accommodating to these DDBHH people. This often leads to incomplete, unclear or
misleading information that is misunderstood in these communications in their “second
language,” which is English or French. As a result, generally salespeople look to customers
from the group of Canadians who uses ASL and LSQ and resort to taking advantage of
these customers.

Not only with the current survey response analysis, but also through our previous
surveys conducted for other CRTC proceedings, it is prevalent that the majority of the
complaints by DDBHH Canadians with the sales department experience is the lack of
awareness about the accessibility discounts available by the companies that they work for.
In addition to this, because of this lack of awareness, a common scenario is the denial of
accessibility discounts being applied to their current data packages, especially for video-
calling purposes for communication in sign language just because they do not believe these
accessibility offerings are provided by the company.



Background on Accessibility Plans

On December 21, 2016 CRTC recognized the need for dedicated accessibility
plans for DDBHH Canadians in articles 212 and 214 of TRP 2016-496 which read as

follows:

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

214. Accordingly, the Commission directs all WSPs to publicize all of their disability-
specific products/services on their websites and expects them to use other methods
to publicize this information, such as through call centres, no later than six months
from the date of this decision.

As a result of TRP 2016-496 telecommunication companies such as Bell, Telus,
and Rogers are currently provide Accessibility plans that include:

a. $15.00 discount
b. $20.00 discount with unlimited SRV Canada VRS access
c. 2 GB add-on

The challenges with the above, is that front line sales agents are unaware of these
accessibility plans when DDBBH customers are shopping online or in-store. The survey
report will explain the outcomes on the lack of the awareness from the sale agents who
are being informed about the accessibility plans and how they interact with DDBHH
customers.

An Overview of DWCC et al’s previous surveys
DWCC et al has conducted five surveys to date as follows:

TNC 2015-134 (1257 respondents, 905 analyzed data)
TNC 2016-116 (660 respondents, 601 analyzed data)
TNC 2017-33 (468 respondents, 437 analyzed data)
TRP 2016-496 Follow-Up (51 respondents)

TNC 2018-98 (308 analyzed respondent data)

DWCC et all will compare some findings from these five surveys as relevant and as
applied to the current TNC 2018-246 proceeding.


https://crtc.gc.ca/eng/archive/2016/2016-496.htm
https://crtc.gc.ca/eng/archive/2016/2016-496.htm
http://www.deafwireless.ca/wp-content/uploads/2016/05/Deaf-Wireless-Canada-Survey-Analysis-2016-REV02-APRIL-19-2016.pdf
http://www.deafwireless.ca/wp-content/uploads/2017/01/RedeAfining-Accessible-9-1-1-Saving-Lives-Version2Feb202017-CADASCDWCCCNSDB.pdf
http://www.deafwireless.ca/wp-content/uploads/2017/07/DWCC-CADASC-CNSDB-TTY-IPRelay-Survey-Analysis-Report-27-June-2017_-FINAL.pdf
http://www.deafwireless.ca/wp-content/uploads/2018/04/DWCC-CADASC-Response-TRP-2016-496-Accessibility-Reporting-FINAL.pdf
http://www.deafwireless.ca/wp-content/uploads/2018/06/DWCC-et-al-TNC-2018-98-SURVEY-ANALYSIS-FULL-REPORT-12-June-2018.pdf

The Companies

According to surveys DWCC et al conducted, the DDBHH wireless marketplace in
2015 was divided as follows: 30% Rogers, 25% Telus and 22% Bell. In 2016, this shifted to
27% Rogers, 26% Telus and Bell dropped to 19%. There was a shift in 2017 in Telus’ favor
as seen in: 33% Telus, 29% Rogers and 16% Bell.

|

A 2018 snapshot with 51 respondents as a follow up to TRP 2016-496 revealed the
marketplace share became: 37% Telus, 35% Rogers and 0.5% Bell. Another survey also in
2018 conducted for TNC 2018-98 with 308 respondents revealed the marketplace became
29% Rogers, 21% Telus and 5% Bell. The current trend is that the highest number of
complaints is from the Bell, at 33%, followed with Rogers at 31%, and Telus at 27%.

The table below shows how the marketplace share shifted over time:

Trends of DDBHH customers with the Big 3 companies

2015-134 2016-116 2017-33 2016-496 2018-98 2018-246
2015 2016 2017 2018 2018 2018
Rogers 30% 27% 29% 35% 29% 31%
Telus 19% 26% 33% 37% 21% 27%
Bell 22% 19% 16% 0.5% 5% 33%
Respondent Total: 905 601 437 51 308 53

Rationale

DWCC et al undertook the survey to create findings of empirical, quantitative and
qualitative evidence to determine that there are sale practices or accessibility issues
facing DDBHH Canadians. Committee members were experiencing situations where
front-line staff were unaware about accessibility plans and denied that they existed in the
first place. DWCC et al conducts these surveys to show it is not just Committee members
that have these experiences but also customers from the greater Deaf community of
Canada.

DWCC et al's survey attempted to answer questions posed in TNC 2018-246, and the
survey was adapted with DDBHH ASL/LSQ users in mind. It focused on the sales
experience of DDBHH customers, communication methods, clear or misunderstood
communications, and awareness of specialized accessibility plans. DWCC et al wanted to
measure the sales experience trends to demonstrate that there needs to be greater
awareness of the accessibility plans and accessibility services available for the DDBHH by
the telecommunication service providers.

The survey focused on the consumer experience with contact with the
telecommunication service provider, the types of communication with staff and their
knowledge and awareness of the accessibility plans, to determine whether DDBHH
Canadians are being treated fairly when it comes to sales practices.


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

Executive Summary

This report was prepared for the CRTC, providing a review of survey analysis results
in response to Telecom Notice of Consultation 2018-246. The survey became the basis to
collect further evidence after DWCC members received many emailed reports from DDBHH
customers on their experiences with the sales staff of Canadian telecommunication service
providers. The continued concern is the lack of awareness of front-line telecommunication
companies’ staff about their own company’s accessibility plan in addition to the lack of
awareness on engagement with DDBHH customers.

The nationwide survey was partially conducted in four languages, English, French,
ASL, and LSQ, starting on Friday October 12, 2018, and ending on Monday October 15,
2018. There were 53 responses to this survey. There were four links - two in English, two in
French, and one link each was customized and formatted for Deaf-Blind respondents ease
of use.

Methodology

DWCC et al conducted its online minimal quadrilingual (English/ASL and French/
LSQ) survey for Canadian DDBHH using SurveyMonkey (www.surveymonkey.com)
especially for American Sign Language (ASL) and langue des signes québécoise (LSQ)
users?t. !

Questions were developed and determined as we referenced to TNC 2018-246, and
among Committee members. After receiving a response from the CRTC about our survey
questions, the questions were then edited accordingly and cut down to less questions, a
total of 16 questions, for conduction of a quicker response turnaround survey. English
questions were then inputted into Survey Monkey.

The survey contents were split in the following sections:
Part |: About the Respondents:
Demographics
Residential
Part II: Consumer Experience:
Issues with the Telecom Service Providers
Communication
Retail Staff Experience
Accessibility Plans
Evidence
Part lll: Respondent Commentaries!

1 ASL and LSQ users refer to Deaf, Deaf-Blind, Hard of Hearing, and late deafened people in a group using
sign languages


https://crtc.gc.ca/eng/archive/2018/2018-246.htm
http://www.surveymonkey.com

Next, the survey was then translated to French by a Committee member. After both
English and French were created, transcripts for ASL and LSQ videos were fixed up for the
ASL and LSQ signers. Less resources were available this time around, such as the
unavailability of our regular film companies thus this time committee members did the videos
themselves for quicker results in such a tight timeline, French questions were then put into
Survey Monkey online tools. Closed Captioning was then added. DWCC et al team
members embedded both the videos into each of the questions of the survey.

Promotion of the survey was entirely dependent on Social Media, primarily Facebook,
Campaign graphic was created for promotions. Due to less time allowable in our time frame
due to multiple factors beyond the team’s control, we had the survey open for 3 days, so it
was a “flash survey” and we aimed for only 50 respondents to give a small-scale profile.

The final number as of October 15, 2018 was 53 responses. Due to the lower than
expected survey respondents due to the shorter survey duration period, we did not clean out
the data as we wanted to capture as much as we could in a “snapshot” of the respondent’s
experiences. The SurveyMonkey website allowed the storing of data, which was exported to
an Excel format for further analyzing. The committee has left the raw data (including
inconclusive results) within the SurveyMonkey site. Several tools within Excel spreadsheets
were used to analyze the survey data. Respondents emailed us personal excerpts that are
summarized in this report.

For a nation-wide Deaf community survey, based on our experience, this is a lower
than usual response attributable to a limited time frame for the survey that was cut short due
to extenuating circumstances faced by DWCC et al. DWCC et al agrees that the size of
snapshot is sufficiently big enough to analyze the DDBHH Canadians’ experiences.

Challenges
Evidence Collection

Since the proceeding opened, it has been an interesting process as DWCC et al
tried to get further information from the DDBHH Canadian community. DWCC et al
discovered the main reason for the challenge our group was experiencing is that many
people did not have the required evidence as prescribed in the TNC 2018-246 proceeding
primarily because they used SRV Canada VRS to contact telecom companies’ customer
service. SRV Canada VRS is technically set up in such a way that no conversations -
either signed or typed can be saved after a conversation ends. Therefore, these
customers using SRV Canada VRS are unable to provide concrete “paper or electronic
trail” evidence of their experiences.

While SRV Canada VRS does not record the conversations or provide text
transcripts of the conversations, IP Relay or TTY Relay services have the option for
printed out conversation transcripts.

Survey Analysis
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Highlights

Demographics

e 76% of the 53 respondents identified as Deaf, and 22% identified as Deaf-Blind !

e The top four (4) provinces respondents originated from were Ontario (21), British

Columbia (12), Quebec (7), Nova Scotia (7).
|

Issues with Telecom Service Providers

e Reported statistics for issues with sales experiences with specific telecom issues:
33% of complaints were with Bell, 31% were with Rogers, 27% were with Telus.

Communication

e 43% reported they communicated with sales staff by Phone (using TTY, IP Relay or
SRV Canada VRS), 33% reported In-store (walk-in) experiences, 18% used Live
Chat Online through the service provider’s website and 6% used email.

e 81% with store-based salespeople, respondents wrote notes back and forth (with pen
and paper), 13% used other methods such as (hand) gestures or had a CODA
customer service person serving them as customers.

e 81% were not aware they could request a sign language interpreter to personally
meet and communicate with a retail staff person.

Retail Staff experience

e 70% reported they interacted with staff that showed a willingness to meet them, while
30% did not have a positive experience with the sales staff.
e 71% had no problem understanding the plain language that was used in person or
online., however the remaining 29% had difficulties.
o 42% felt that the companies did not make an effort in ensuring accommodating Deaf,
Deaf-Blind or Hard of Hearing communication needs.
!

Accessibility Plans

e 82% were not informed of any type of accessibility plan associated with Deaf, Deaf-
Blind or Hard of Hearing.

e 61% had a hard time/great difficulty getting an accessibility plan

e 33% tried to obtain various options of accessibility plans. 30% wanted the $20.00
discount (Rogers, Telus), the remaining 17% were trying to request the free 2 GB
(Bell). The last 11% already had a grandfathered plan and were trying to keep it.

11



Evidence

e Many respondents could not produce evidence because they were calling the
telecommunications service providers through SRV Canada VRS, so they were
unable to produce a paper trail to complement the survey process.

Recommendations Summary
A shortened list of our 20 recommendations follows:
Accessible Plans

1. Specialized Accessibility Plans cannot be refused if there is clear proof that the
person qualifies.

2. Reconsideration of the current accessibility plans.

3. DDBHH Canadians should not be forced to pay for the additional package offerings
if they cannot benefit from them.

Retail Store Experience

4. Establish and designate Accessible Centre of Excellence telecom company flagship
stores.!

5. Employ DDBHH people with ASL and LSQ fluency into the company stores.

6. Where the option listed above is not feasible, sign language services are provided
with advance request and on demand (Video Remote Interpreting.)!

7. Provide in-store tablets such as iPads that play the ASL and LSQ videos
(see list on page 31)

Retail Staff training

8. Mandatory staff training on accessible company services and products.!

9. Orienting staff on tablets (iPads) that will have ASL and LSQ video playback.
Online Sales Resources

10. Promote the Accessibility Plans, on single-page web page for ease of print-out.!
|

11. Point of Sales systems must include accessibility plan options, both website and on.

In-store terminals, including the authorized retail reseller locations.

12



Telecom Company Accessibility Departments
12. Designated Accessibility Department phone numbers and e-mail addresses. !

13. Employ ASL and LSQ fluent Deaf, Deaf-Blind and Hard of hearing people to
handle the front-line inquiries and complaints or issues with the accessibility

services.

CCTS

14. Create ASL and LSQ videos with the full consultation of DWCC et al that describe
the CCTS Complaint Processes.!

15. Employ ASL and LSQ fluent Deaf, Deaf-Blind and Hard of hearing people to

handle the CCTS front-line complaints and inquiries !
|

16. CCTS produce annual detailed Accessibility complaint reports.!

CRTC

17. Establish an Accessibility Office department and hire Deaf, Deaf-Blind or hard of
hearing to manage related accessibility issues.

18. Create a Telecommunications Accessibility Fund.

CWTA

19. Direct the CWTA to produce an ASL and LSQ videos about the availability and
existence of Accessibility Plans or discounts, and to contact your company for more
information.

DWCC and Deaf organizations

20. Produce ASL and LSQ vlogs to be shared across Canada with information about
providing organization, or association members with proof of membership.

13


https://www.ccts-cprst.ca/codes-stats-and-reports/ccts-reports/annual-and-mid-year-reports/

Survey Analysis Summary

Several tools within Excel spreadsheets were used to analyze the survey data in the
following order: 1) demographics, 2) telecommunication service providers 3) communication
4) retail staff experience, 5) Accessibility Plans 5) Evidence. !

The final number as of October 15, 2018 was 53 responses. DWCC did not clean
out the any incomplete responses, as the goal was to capture as much as we could to
demonstrate a “snapshot” of the respondents’ experiences. Here is the fully collected
respondent chart analysis and personal anecdotal experiences.

Demographics

The purpose of this section was to establish the survey demographics, including the
identification of respondents in terms of self-identification and their residential locations.

The demographics of the survey respondents were those who were self-identified as Deaf,
at 76%, Deaf-Blind at 22% followed with hard of hearing, at 2%.

Deaf - 76%

Deaf-Blind - 22%

Hard of Hearing - 2%

Late deafened - 0%

2% . .
Q2. What do you self-identify as?

® Deaf

® Deaf-Blind
Hard of Hearing

® Late Deafened

To see the full definition of each of the above identifications, please refer to Appendix C.
A table of the numbers of respondents can be seen in Appendix A. !

14



Geography

Survey respondents were from all across Canada, with Ontario having the greatest
respondents, at 41%. British Columbia is where the second largest pool of respondents
originated. The rest originated from Quebec, Nova Scotia, New Brunswick, Manitoba, and
Newfoundland and Labrador. Full breakdown results are available in Question 3

Q3. Which Canadian province or territory do you live in? (choose only one)

@ British Columbia
® Yukon
@ Alberta
@ Northwest Territories
@ Ssaskatchewan
@ Nunavut
@ Manitoba
@ Ontario
Québec
@® Newfoundland and Labrador
@ Nova Scotia
Prince Edward Island
@ New Brunswick

Customer Experience

Experience with Company Sales Staff

When asked if respondents had a bad experience (either with aggressive sales or
technical support staff) the top 3 companies that our participants had issues with were Bell,
Rogers and Telus, at 33%, 31% and 27% respectively. The breakdown with the full list of
telecommunication service providers can be seen in Question 4

Q4. Have you had a bad experience (aggressive sales or technical support) with a
telecommunication service provider in the past? If so, which one? (Pick one per survey)

@ Rogers Communications (includes Fido)
@ Telus Communications (includes Koodo and Public Mobile)
@ Bell Canada (includes Virgin Mobile and BellMTS)
@ Shaw Communications (includes Freedom Mobile)
@ Videotron
@ Xplornet Communications
® Cogeco
@ Eastlink
Northwestel
@ Ssasktel
@ ThbayTel
TekSavvy

15



Communication

Communication with the company

43% DDBHH Canadian customers reported they communicated by Phone (using
TTY, IP Relay or SRV Canada VRS), while 33% reported walking In-store experiences,
18% used Live Chat Online through the service provider’s website. The list of ways that
DDBHH Canadians communicated with the companies is available in Question 5.

Q5. How did you communicate with the telecommunications service provider?

@ By Phone (using TTY, IP Relay or SRV Canada VRS)
@ In-store (walk-in)
Live Chat Online through the service provider’s website
® E-mail
@ Social media messaging (Facebook Messenger, Twitter inbox)

Retail Staff In-Store Experience
Walk-in store communication experience

When Deaf, Deaf-Blind Hard of Hearing customers walk into the store, how did they
communicate with the sales agents? Respondents shared their communication experience
with these staff in person. With pen and paper, 81% wrote notes back and forth with store-
based salespeople, 13% used other methods such as (hand) gestures or had a CODA
customer service person serving them while they were customers. For a full break down,

see Question 6 in Appendix A.

Q6. How did you communicate with the salesperson in the store?

@ Pen and paper writing notes back and forth
@ oOther (please specify)

Interpreter or intervenor (service support provider - SSP)
@ Typing on devices back and forth

16



Communication Options

For communication options, it was alarming to learn that 81% of respondents were unaware

that they are able to request a sign language interpreter to meet retail staff in person. To see
further information with this question, please see Question 7.

Q7. Did you know you can request a sign language interpreter to
meet retail staff in person according to Wireless Code 2.0?

® Yes
® No

@ Other (please add to explain)

For those who use ASL and LSQ, due to their language barrier, a majority of these
respondents, at 72% feel that they are not being accommodated with their needs by the
companies to ensure they are making upfront informed shopping decisions about services
or devices sold by the telecommunication service providers in Question 13.

Q13. If you are Deaf, Deaf-Blind, or Hard of Hearing, and have a language
barrier did you find that the telecommunications service providers made
an effort to ensure and accommodated your needs to ensure that you

are able to to make an informed decision about the service sold or offer
to you for sale?

® VYes
® No

@ Iam not sure
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Accessibility Plans

Customers who are DDBHH, according to Telecom Regulatory Policy 2016-496 are
able to get accessibility plans to accommodate for video calling and way-finding Global
Positioning System (GPS) purposes. However, in Question 10, it is clear that company sales
staff are unaware, and not informed about these accessibility plan offerings with 82% of
sales staff not offering such plans to these customers.

49, Q10. Did the sales staff inform you of an accessibility plan?

® Yes
® No

I don't know / Unsure

Customers who are aware and informed of their rights to have an accessibility plan
have a great difficulty obtaining the plan, respondents in Question 11 came back with 61%
confirming they had difficulty obtaining such plans, and with 18% being unaware of the
plans.

Q11. Did you have hard time getting an accessibility plan?
(choose only one)

® Yes
® No

I don't know / Unsure

Of these accessibility plans, which plans were they having a hard time obtaining?
Respondents to Question 12, 33% had a miscellanea of accessibility plans they were trying
to obtain, which shows lack of consistency with the accessibility plans. There have been
reports of many backdoor negotiations with the telecommunication companies which creates
a inconsistency, and disparity in the accessibility plan offerings. 30% could not get the
$20.00 accessibility plan discount with the unlimited SRV Canada VRS access, which
DWCC et al is aware is currently offered by Telus and Rogers. 17% struggled to get the free
2GB top-up, likely from Bell Canada. DWCC is unsure the origin of $15.00 discounts,
however fact is 9% are struggling to get this discount.
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Q12. If yes, please describe the accessibility plan
(select all that apply):

® $15.00 discount

@ $20.00 discount

@ 2GBfree

@ Grandfathered plan

@ Please describe your plan: (please write on line)

For those who use ASL and LSQ, due to their language barrier, a majority of these
respondents, at 72% feel that they are not being accommodated with their needs by the
companies to ensure they are making upfront informed shopping decisions about services
or devices sold by the telecommunication service providers in Question 13.!

Q13. If you are Deaf, Deaf-Blind, or Hard of Hearing, and have a language
barrier did you find that the telecommunications service providers made
an effort to ensure and accommodated your needs to ensure that you
are able to to make an informed decision about the service sold or offer
to you for sale?

® Yes
® No

@ Iam notsure
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Respondent Commentaries

For the text responses, instead of typing out the responses, we copy and pasted the
descriptive words into a word cloud engine and allowed the website to ‘spit out’ the
highlighted words. For text responses to Question 8, respondents comments are

summarized as:
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For text responses to Question 12, the word cloud configured to:
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Text responses to Question 14, word cloud output composed:

Vague ConfusingAvoiding
Exhaustive.p NoAssistant
Nolssues.g, %, zollinformed
DonTABDIY %, &g, %, Misieadinginfo
Informedz, = % @,@0Qﬂa,,mnnorant

A LN iy,

£ Speal-Blind% %% o,
s§clearlvcommunlllon -/

£ LWritingkack-Forth TooConfusing
S ConfusingContract Interpreter
-~ & Deal/Ei_DataPlanNoDiscount
§  NoVoiceMinutes NotHelpful
S ASlLinterpreter 6@
ChangeTheStory
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For the text responses to Question 15, DWCC et al notes that the majority of
responses indicate customers/respondents did not have evidence and the most popular
rationale for this is that the majority of the discussions for the sales and services by the
telecommunication service providers took place whereas a Deaf, Deaf-Blind, or Hard of
hearing customer called using SRV Canada VRS. And in this, the respondents stated there
is no hard evidence to provide us as as result.

Text responses to Question 16, configured to the following word cloud image:
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Taking from the above word clouds, the overall experience of DDBHH survey
respondents matches the DWCC et al committee members experiences of frustration with
the sales experiences with the telecommunication service provider companies. Often they
are faced with lack of communication which then leads to limited communication, and
oftentimes less words are exchanged between the staff person and the customer due to the
tedious communication, ie. back and forth writing, therefore less information is shared.
Oftentimes these customers are faced with more negated words, such as “can’t”, “wouldn’t”,
‘couldn’t’, “no”, or even an outright “refusal” in their interactions with the sales agent. It is
our observation that it is the sales agent lack of knowledge and awareness and ignorance
that the DDBHH customers are experiencing these situations frequently. And we have
heard stories where even when these customers’ sales agents have passed their
information up-line to the management level, even these managers have refused.

If you refer to customer testimonials, in Appendix A, on page 46 begins a string of personal
anecdotal experiences gathered primarily submitted as survey responses and collected via
email by DWCC et al. The majority of the excerpts are from Deaf-Blind individuals who have
shared their experiences with some from Deaf Canadian customers. Overall, emails
submitted from respondents described scenarios where they had less than stellar
experiences with sales agents with the companies. Inconsistencies are prevalent and
rampant with similar experiences with the accessibility plans and discounts. Customers from
our accessibility group of DDBHH Canadians are still experiencing barriers with these
accessibility plans and features.
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Deaf-Blind Issues Summary

The Deaf-Blind face unique challenges due to the loss of both vision and hearing, resulting
in being unable to use either sense to make up for the loss of the other. This can cause a
major barrier to accessing communication, information and getting help in an emergency.!

|

Some key points:

|

The Deaf-Blind have a great need for accessible technology that allows them better access
to communication, information and emergency services. Accessible technology, combined
with wireless services (Data, Text, Voice) increases independent access to things that are
inaccessible in other formats.!

|

The Deaf-Blind face greater barriers to employment, resulting in lower income. While the
Deaf-Blind face even greater need for accessible technology, high costs of wireless
services, especially data, create huge barriers. Those who have the greater need also face
the greater barriers to accessing what they need.!

|

The Deaf-Blind face bigger barriers to interacting with wireless service providers. Some of
those include but are not limited to; being unable to get to retail stores on their own due to
being unable to find their way around, being unable to communicate with retail store staff
due to not being able to see to write notes or hear to have a voice conversation, not seeing
or hearing about information that is distributed in mainstream media, not being able to make
a voice call or a VRS call or a relay call independently due to the combination of deafness
and blindness, and having very limited or no access to services that would assist them in
doing all the above things.

Many Deaf-Blind missed out on the 10 GB for $60 flash sale plans in December 2017
because they did not find out about them in time or they were unable to get to the retail
stores or make the phone calls or arrange the assistance they needed in order to do it,
within the very short period of time. The Deaf-Blind were at a tremendous unfair
disadvantage.

Additionally, the Deaf-Blind have greater need for accessible Text with 911 (T911 services)

because they are much more vulnerable in emergencies and have far fewer ways of
accessing help.
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Overall Issues raised in the Survey Analysis

December 2017 Promotion

Providing a background first, DDBHH Canadians in certain (not all) provinces saw
promotions in December 2017 for 10GB for $60 data plans. DDBHH individuals were
attracted to this promotion - 10GB for $60 fit their video communication needs better than
their existing data plans and rushed to take advantage of such promotions. DDBHH depend
on data plans to a far greater extent than their hearing counterparts. DDBHH Canadians use
data for everyday needs, as in video communications, to each other, to leave video
messages or to make calls through SRV Canada VRS. Such data plans enable the former
to connect to the world in a visual not an aural manner. Data plans (not voice plans) are
therefore a necessity for the DDBHH. Hearing counterparts use data plans mostly for
entertainment - to play games or watch movies. Hearing Canadians depend more heavily on
voice plans than on data plans.

Many but not all DDBHH Canadians subscribed to the 10GB for $60 plan and took
advantage of accessibility discounts to bring the final cost down to 10GB for $40. As an
aside, some DDBHH Canadians took advantage of this promotion but were told by their
WSPs they could not have their accessibility discounts applied to their data plans.

DWCC et al leads spent Christmas break dealing with an onslaught of messages
from DDBHH Canadians complaining that the companies were being rude and telling these
customers that no such accessibility plans existed. The DWCC chair spent the beginning of
Christmas break attempting to resolve the barriers experienced by multiple people. After
investigation and checking with telecom contacts, DWCC resolved this scenario by
encouragement of these DDBHH Canadians to go and get the plans and then wait a few
days to deal with the accessibility discounts. Of about 30 complaints, 27 were resolved
within a week and 3 cases still remain unresolved after numerous back and forth
communications with the Chair moderating with consumers and the telecoms. To see
several accounts from people who communicated with the Chair, check out Anecdotal
Summary of Experiences by two individuals we labelled Deaf #9 and Deaf #10 toward the

end of Appendix A.!

Accessibility Plan

Fact is, CRTC issued a policy in_TNC 2016-496 whereas it directed the telecoms to
start offering accessibility plans for those who are DDBHH that heavily utilize wireless for
video calling and those who are blind or have visual disabilites. However, in our most
recent survey before this proceeding for TNC 2018-98 the results showed that more than
half of the participants (53%) don’t have any accessibility plan. 26% of the participants don’t
know or aren’t sure if they actually have an accessibility plan. This greatly concerns DWCC
et al as this shows that there is a high incidence of DDBHH Canadians unaware that they
can qualify for an accessible plan. Certainly, this proves that something is amiss.
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One thing that is “hidden” in all of the plans are fees and charges for a bunch of
services that Deaf people are paying for that they don’t use, not only the “voice” part of
phone packages that has been much debated and brought up as a concern in previous
CRTC proceedings. Examples of additional services and charges Deaf people are forced to
pay for that they do not use or benefit from are:

Conference Calling X

Call Waiting X

Advanced Voice Mail X

Evening & Weekend (6PM-7AM) X
Family Calling LD X

911 Emergency Access Charge - (4

This does not count for the optional and likely beneficial 1) Call Display &4 2)
Outbound Call Display On 4 which are features that DDBHH can use.

One major peeve of many DDBHH Canadians is they cannot benefit from the
Evening & Weekend (6PM-7AM) option X of included free minutes for these voice
calls in evenings and on weekends. This is the bottom line of why our accessibility
group currently does not have an experience equitable to the Audio-Speaking
Ability people in majority of Canada.

Oftentimes DDBHH users lose the battle to have these charges removed and this
restricts creates an unfair barrier for DDBHH Canadians have to endure. ASL and
LSQ users are constantly paying for services that they cannot use and deserve better
than the current accessibility plan offerings.

Therefore, we bring in the TNC 2018-98 Recommendation #3 that DWCC et al clearly
stated would be better attainable for our accessibility group: “All WSPs are to offer the
following 3 accessible plans allowing DDBHH to use data-intensive video communication
apps other than SRV Canada VRS: a. 10GB for $40.00 b. 15GB for $55.00 c. 20GB for
$70.00 (“unlimited data”).

Accessible Services

The lack of empathy and appropriate responses by the sales staff leads us to believe
there must be improvements made for store-front in-person opportunities and interactions so
that DDBHH Canadians are not entirely dependent on writing back and forth with customer
service.

There must be designated telecom company Accessible flagship stores in major
metropolitan cities identified as “Accessibility Centres of Excellence” with the provisions of:

1. DDBHH staff persons that are fluent ASL or LSQ
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2. Sign language interpreters at the designated stores available on regular days and
times, with more than one option per week provided to DDBHH customers.

3. Video Remote Interpreting options to be available as well.

Telecommunication company websites must include information about these
designated Accessibility stores. Staff persons should make video messages to the local
DDBHH community announcing Accessible Store locations and regular schedules
information. Scheduling information should include the store’s chosen specific dates and
times that several options of accessibility are available for DDBHH customers. Also, staff
must be well-trained and well-informed on all Accessibility services, devices and features.

Staff Awareness and Training

There are some concerns about misleading sale practices that affects DDBHH
customers when it comes to buying decisions simply because telecom retail stores agents
do not inform DDBHH customers about the accessibility plans that are being offered to them
before making a purchase on the smartphones or tablets with the data plans.

It is very clear to DWCC et al that there is a strong lack of awareness among sales
agents and staff persons about Accessibility package and service offerings. There is
inconsistent information available to them which leads DWCC et al to question telecom
company training and awareness practices.

Telecom sales agents need to undergo mandatory accessibility training to be more
aware of these accessibility services and plans provided by the companies. These questions
are asked as follows:

a) Did the telecom companies provide an internal memo to all telecom retail stores
across Canada about the accessibility plans that are being offered to DDBHH
customers? !

b) Do telecom retail store agents receive appropriate and sufficient training when on-
boarding (at time of hiring) and on a continuous basis afterwards on accessible
services required by DDBHH consumers such as accessibility plans, sign language
interpretation services offerings and resources? Who provides the training provisions
to telecom retail agents and is the training information being consulted with our
accessibility groups such as what is applicable to DDBHH customers before the
training to be provided? !

c) Are the up-line telecom retail store managers aware about accessibility plans for
DDBHH customers and do they provide the appropriate supervision to telecom sale
agents to ensure that there cannot be omitted and a responsible transparency of the
availability of such accessibility plans?!
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Telecommunications Company Websites

Telecom company websites have done what they could to put accessible information
in web pages but for the benefit of these sales staff, and the DDBHH customers, there is not
a single-page web page that is easy to print off on a piece of paper and bring to the store.
These single-page web pages can easily be e-mailed and forwarded to sales staff while
communication in Live Chat or in e-mail communications. Please note this same webpage
should hold information about the accessible plan available also in ASL and LSQ.

Another challenge DWCC et al sees is that while as per Telecom Regulatory Policy
2017-200, CWTA has successfully published Wireless Code videos, about the customers’
rights and responsibilities, as well as the terminology videos, these videos are being
incorrectly placed on the company websites. DWCC et al thus needs to point out several
things.

Fact is, there are two sets of videos available each in ASL and LSQ, and the correct
videos need to be inserted on the correct website locations:

a) Wireless Code What is the Wireless Code? Understanding the customer’s rights
should be with Wireless Code webpage; while

b) Alternative formats Terminology videos embedded where there is mention of
contracts available in an “alternate format.”

To-date have yet to be aware of more than just one company that has produced
videos in ASL and LSQ about their company’s accessibility service provisions. At this time,
DWCC is aware there is only one company that has completed such a project and another
one has such a video project in progress. More of the companies need to be producing
videos to make their accessibility micro-sites of their company websites fully accessible to
include ASL and LSQ customers who are DDBHH. The companies need to move away from
medicalizing this group on their websites and respecting we are a linguistic and cultural
minority with our language and integrating icons with hands signing or stack photos of
people using sign languages.

Retail Store Experience

DWCC et al observes that there are often disputes with store staff about the
availability of the accessible plans, and sales staff are pushing the DDBHH customers to
purchase inaccessible data plans, while these customers are not fully understanding what
they are getting into.

It is DWCC et al's observation that often, when the customer is at the sales desk in
the store, Point of Sale (POS) systems the option for the accessibility plan does not exist in
the drop-down options, which leads to arguments between the customer and sales agents.
Therefore, it must be mandatory to put in the system and for staff to be aware through
training where to find such discounts to apply to the sale. This is also applicable for third-
party (authorized retail reseller stores) telecommunication service providers and sales
points, such as Best Buy, Apple store, etc. This is why DWCC has advocated for a simpler
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cost structure proposed in TNC 2018-98, especially when such accessibility plans are not
“one size fits all, with Deaf people paying high prices for greater data packages and getting
no benefit from the $20.00 discount applied.

For those DDBHH customers who walk into the retail stores the reality is that the full
information is not being provided. These customers are being showed paper contracts
without having seen the wireless terminology videos. Do they fully understand what they are
signing for, do they understand what pre-paid vs. post-paid means? If DDBHH customers
do not fully understand what they are signing the contract without seeing the ASL and LSQ
wireless terminology videos, which could translate to misleading sale practices.

The stores need to have the capability to playback all the ASL and LSQ videos of the
Wireless Code to be available to them, at the customer sales front desk with a tablet such
as an iPad. Next to the tablet the Wireless Code information in English and French available
in an equivalent message. This will safeguard their rights and responsibilities as DDBHH
customers to see the Wireless Code in the ASL and LSQ videos at the customer front desks
like other Canadians who are seen the print copy of the Wireless Code as well.

Telecom Company Accessibility Departments

Accessibility Departments need to better handle the types of requests that come
through. Not all companies have designated department phone numbers and email
addresses to field the issues that are delivered. Phoning to the generic 1-866 numbers has
created so much confusion and strife for DDBHH customers, with phone trees that are not
accessible with relay services. There need to be people who have the lived experience,
such as those who are Deaf, Deaf-Blind or Hard of hearing themselves in the departments,
running the departments and answering the front-line responses with empathetic and
knowledgeable responses because they understand the experience themselves.

CWTA

Many of the telecommunications companies have not produced a video about the
companies’ own accessibility plans, so DWCC et al proposes an idea: CWTA produce a
short video about TNC 2016-496 and the points where CRTC directs the telecom companies
to provide accessibility plans that accommodate video calling and GPS way-finding. This
video can direct for the customers to check the companies websites for more information.!

CCTS Complaint Processes

In the previous survey on 2018-98, which is included in Appendix A of this report, the
majority of the users (57%) did not know they could file a complaint about their data plan to
their wireless service provider as well as to the CCTS. It is therefore important to raise
awareness to Deaf, Deaf-Blind and about the CCTS. It shows that there is lack of
awareness about the CCTS complaint process from DDBHH Canadians who does not know
about their rights and responsibilities to file a complaint with sale agents through the CCTS.
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Thus, CCTS needs to create accessible ASL and LSQ videos about the complaint

processes and mechanisms for DDBHH customers on its CCTS website and make the
services accessible to these Canadians. In order to develop an accessible video on ASL and
LSQ about the compliant processes, it requires to have a full consultation by our groups,
include us from the start, and consult with our group on which film companies to contract to.
DWCC et al has gained enough video consultation experience in the Canadian
telecommunications industry to learn what works and what does not for fully accessible
videos that include Deaf-Blind accessibility. Some tips include:!

Voiceovers are to be added in the final edit of the and not pre-recorded,
Captioning is to be timed with the ASL and LSQ signs;
Transcripts of the videos must be included for Deaf-Blind;

Dark backgrounds; with the ASL or LSQ person wearing dark contrast colours of
clothing against the contrast dark background;

If there is a video in video, this inset video must be % screen with interpreter standing
on the first 74 of the screen and allow for more pauses;

Visual aids (text and visual graphics) in the video will be very helpful for DDBHH
Canadians to get a better understanding about their rights and responsibilities in the
complaint processes. These complementary visual aids also aid in emphasis or
clarification of the signed message. !

Accessible Complaint Officers

CCTS should hire Deaf ASL and LSQ staff to field the complaints by DDBHH
Canadians with issues with the telecommunication service providers and all relay
services.!

Detailed Accessibility Complaint Reporting

CCTS should develop detailed tracking of accessibility service issues to ensure
accessibility is happening with the telecom service providers and identify where the
problems and challenges are for CRTC to understand and see what the issues are. In
this way CRTC is not just hearing the stories from DWCC et al. Data tracking ensures
accountability. !
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CRTC

Since 2008, accessibility groups have been asking the CRTC to develop a
department that has oversight on all accessibility issues as the telecommunication
issues around accessibility are growing and expanding and there needs to be a
department with people of disabilities addressing the issues for people of accessibility
departments. Where is CRTC’s Accessibility Office?

It is to our knowledge that you have hired a hearing person, a sign language
interpreter, to work for your organization, without hiring a Deaf person, and this is
considered not appropriate. What the Federal Communications Commission (FCC)
did right was they hired a Deaf person first, then they hired an interpreter. Currently
they have several Deaf working for the Disability Rights Office, and when that person
left, they continued by hiring consecutively, the next Deaf Chief Officer of this same
department. Why is CRTC acting backward?

There is a mounting need for the establishment of a Telecommunication Accessibility
Fund, so many issues have been raised around awareness, community education,
research, and produce ASL and LSQ videos. It is time for CRTC to accept the reality
of accessibility needs for DDBHH Canadians by establishing funds to be available for
such consistent and ongoing projects.

Overall Recommendations

DWCC et al hereby makes the following overall recommendations:

Recommendations

Accessible Plans

1. Specialized Accessibility Plans cannot be refused if there is clear proof that the
person qualifies, no matter is there is a different deal going on, the accessibility plan is
applied regardless. It is a matter of accessibility, period.

2. Reconsideration of the current accessibility plans. Better accessible plans offered
with more data for less. More data for our accessibility group is functionally equivalent to
other Canadians.

3. DDBHH Canadians should not be forced to pay for the additional package offerings
if they cannot benefit from them, ie. Call Waiting, Conference Calling, Evening and
Weekend Plans, and Advanced Voice Mail.

Retail Store Experience

4. Establish and designate Accessible Centre of Excellence telecom company
flagship stores in high traffic locations in metropolitan centres across Canada. Company
websites should list these stores and share video messages about the hours where full
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accessibility is provided.!

5. Employ DDBHH people with ASL and LSQ fluency into the company stores to avoid
any misleading sale practices, this will ensure the communication accessibility for DDBHH
customers to receive appropriate services.

6. Where the option listed above is not feasible, sign language services are provided
with advance request and on demand (Video Remote Interpreting.)!

7. Provide in-store tablets such as iPads that play the ASL and LSQ videos of the
following content (at a minimum): Recommendation
o Company accessibility services offerings, including Accessibility Plan
information
o Wireless Code - What Are Your Rights?
o Wireless Terminology videos
o Text with 9-1-1 videos

Retail Staff training

8. Mandatory staff training on accessible company services and products, including
orientation of its own website where the accessible information is and where to find the
accessible videos, including the Wireless Code - Your Rights and Wireless terminology
videos.!

9. Orienting staff on tablets (iPads) that will have ASL and LSQ video playback.

Online Sales Resources

10. Promote the Accessibility Plans, on single-page web page for ease of print-out.

11. Point of Sales systems must include accessibility plan options, both website and
on in-store terminals, including the authorized retail reseller locations.

Telecom Company Accessibility Departments

12. Designated Accessibility Department phone numbers and e-mail addresses. This
is to avoid the quagmire of application processes for accessibility plans.

13. Employ ASL and LSQ fluent Deaf, Deaf-Blind and Hard of hearing people to handle
the front-line inquiries and complaints or issues with the accessibility services.

CCTS

14. Create ASL and LSQ videos with the full consultation of DWCC et al that describe
the CCTS Complaint Processes.!
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15. Employ ASL and LSQ fluent Deaf, Deaf-Blind and Hard of hearing people to handle
the CCTS front-line complaints and inquiries

16. CCTS produce annual detailed Accessibility complaint reports.
CRTC

17. Establish an Accessibility Office department and hire Deaf, Deaf-Blind or hard of
hearing to manage related accessibility issues.

18. Create a Telecommunications Accessibility Fund.

19. Direct the CWTA to produce an ASL and LSQ video about the availability and
existence of Accessibility Plans or discounts, and to contact your company

DWCC and Deaf organizations

20. Produce ASL and LSQ vlog to be shared across Canada with information about
providing organization, or association members with proof of membership to get their
accessibility discounts approved by the telecommunication service provider companies.

Conclusion

This report analyzed 53 responses to a nationwide flash quadrilingual survey (English / ASL
and French / LSQ). It revealed that generally speaking, DDBHH Canadians are prone to
aggressive misleading and or inaccurate sales practices by the large Canadian
telecommunications service providers. For example, sales staff generally speaking were not
aware of their own companies’ Accessibility Plans. 82% of the survey respondents reported
being uninformed of any type of accessibility plan targeted towards DDBHH consumers.
61% of the survey respondents either had a hard time or great difficulty getting an
accessibility plan.

Many DDBHH individuals were not able to produce the “hard evidence” CRTC required
simply because of the manner the SRV Canada VRS (the relay service they used to contact
telecommunications service providers) is technically set up. SRV Canada VRS does not
record or save conversations - either signed or text.

As seen at the end of Appendix A, ten individuals were able to send in accounts of their
experiences with the telecom company sales and illustrated the frustrations they were
experiencing primarily with obtaining the accessibility plans.

Some overall recommendations involved improving the Accessibility plans themselves to
achieve true functional equivalency in using telecommunication services, better promotion of
said accessibility plans, and better training of sales and technical support agents in said
accessibility plans.
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DWCC et al trusts it has accumulated sufficient evidence concerning its accessibility group
to significantly and meaningfully contribute to the CRTC proceeding TNC 2018-246: Report
regarding the retail sales practices of Canada’s large telecommunications carriers

33


https://crtc.gc.ca/eng/archive/2018/2018-246.htm

Appendix A: !
Overall Survey
Charts, Tables and Data Analysis
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Appendix A: Survey Questions & Overall Results of Survey Data

PARTICIPATION

Question 1: Do you meet the survey criteria?

The results clearly show 53 (98%) out of 54 respondents determined they met all the criteria

for taking the survey. In other words, they were all of the following:

Sign language user (ex: ASL or LSQ), and
18 years of age or older, and
A Canadian resident, and

ARl

Deaf, Deaf-Blind, Hard of Hearing, or Late-deafened; and
Use phone - wireless, internet, or landline, television or internet services in Canada!

1. Do you meet all requirements? If yes, then you may begin the survey.

a. Yes
b. No

2% Q1. Do you meet all requirements?
If yes, then you may begin the survey.

Q1. Do you meet all requirements? If yes, then you may begin the survey.

Yes 53
No 1
Total 54
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DEMOGRAPHICS
Question 2: What do you self-identify as?

Out of 51 respondents, the majority identified as Deaf, 76%, while 22% and 2% identified as
Deaf-Blind, and Hard of Hearing respectively. There were no Late Deafened respondents.

2% Q2. What do you self-identify as?

® Deaf

® Deaf-Blind

@ Hard of Hearing
® Late Deafened

Question 2

What do you self-identify as?

Deaf 39 76%
Deaf-Blind 11 22%
Hard of Hearing 1 2%
Late Deafened 0 0%
Total: 51 100%
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Question 3: Which Province or Territory do you live in?

Out of 51 respondents, the top respondents came from Ontario and British Columbia at 41%
and 24% respectively. The rest originated from Quebec and Nova Scotia respectively. The remaining
8% came from New Brunswick, Manitoba, and Newfoundland and Labrador.

2%
2%

Question 3

Q3. Which Canadian province or territory do you live in? (choose only one)

Ontario

British Columbia
Québec

Nova Scotia

New Brunswick
Manitoba
Newfoundland and Labrador
Yukon

Alberta

Northwest Territories
Saskatchewan
Nunavut

Prince Edward Island

Which Canadian province or territory do you live in? (choose

only one)

Ontario
British Columbia

41%
24%

Québec
Nova Scotia
New Brunswick

14%
14%
4%

Manitoba
Newfoundland and Labrador

2%
2%

Yukon
Alberta

0%
0%

Northwest Territories

0%

Saskatchewan
Nunavut

0%
0%

Prince Edward Island

TOTAL: 51

O O OO0 0O -~ ~aNNSNDN

0%
100%
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COMPANY

Question 4: Which company have you had issues or a bad experience with?

Of 49 respondents, 33%, 31%, 27% of the respondents reported they had a bad experience
(either with aggressive sales or technical support staft) with Bell Canada, Rogers, and Telus. The
remaining 5% had issues with Videotron, TekSavvy and TbayTel.

Q4. Have you had a bad experience (aggressive sales or technical support) with a
2% telecommunication service provider in the past? If so, which one? (Pick one per survey)

Bell Canada (includes Virgin Mobile and BellMTS)
Rogers Communications (includes Fido)

Telus Communications (includes Koodo and Public Mobile)
TekSavvy

Videotron

TbayTel

Cogeco

Eastlink

Northwestel

Sasktel

Shaw Communications (includes Freedom Mobile)
Xplornet Communications

00000000000

Question 4

Have you had a bad experience (aggressive sales or technical support) with a
telecommunication service provider in the past? If so, which one? (Pick one per

survey)
Bell Canada (includes Virgin Mobile and BellMTS) 16 33%
Rogers Communications (includes Fido) 15 31%
Telus Communications (includes Koodo and Public Mobile) 13 27%
TekSavvy 2 4%
Videotron 2 4%
ThayTel 1 2%
Cogeco 0 0%
Eastlink 0 0%
Northwestel 0 0%
Sasktel 0 0%
Shaw Communications (includes Freedom Mobile) 0 0%
Xplornet Communications 0 0%
TOTAL: 49 100%




COMMUNICATION

Question 5: How did you communicate with the telecommunications service provider?

Out of 49 respondents, 43% reported they communicated by Phone (using TTY, IP Relay or SRV
Canada VRS)”, 33% reported In-store (walk-in) experiences, 18% used Live Chat Online through the

service provider’s website and 6% used email. Nobody reported using “Social media messaging
(Facebook Messenger, Twitter inbox).

Q5. How did you communicate with the telecommunications service provider?

® By Phone (using TTY, IP Relay or SRV Canada VRS)
@ In-store (walk-in)

Live Chat Online through the service provider’s website
® E-mail

@ Social media messaging (Facebook Messenger, Twitter inbox)

Question 5

How did you communicate with the telecommunications service provider?

By Phone (using TTY, IP Relay or SRV Canada VRS) 21 43%

In-store (walk-in) 16 33%

Live Chat Online through the service provider’s website 9 18%

E-mail 3 6%

Social media messaging (Facebook Messenger, Twitter inbox) 0 0%
TOTAL: 49 100%
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Question 6: How did you communicate with the salesperson in the store?

Out of 16 respondents to this question, 81% wrote notes back and forth (with pen and paper)
with store based salespeople, 13% used other methods such as (hand) gestures or had a CODA
customer service person serving them as customers. 6% used interpreters or intervenors to

communicate with salespeople. Nobody reported they typed notes back and forth on electronic
devices.

Q6. How did you communicate with the salesperson in the store?

@ Pen and paper writing notes back and forth

@ Typing on devices back and forth

¢ Interpreter or intervenor (service support provider - SSP)
@ oOther (please specify)

Question 6

How did you communicate with the salesperson in the store?

Pen and paper writing notes back and forth 13 81%
Other (please specify) 2 13%
Interpreter or intervenor (service support provider - SSP) 1 6%
Typing on devices back and forth 0 0%
(2 RESPONSES) TOTAL: 16 100%
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Question 7: Did you know you can request a sign language interpreter to meet retail staff in
person according to Wireless Code 2.0?

Out of 47 respondents, 81% were not aware they could request a sign language interpreter personally

meet a retail staff. In other words, only 19% knew they could do so.

Q7. Did you know you can request a sign language interpreter to
meet retail staff in person according to Wireless Code 2.0?

® No
® Yes
Other (please add to explain)

Question 7

Did you know you can request a sign language interpreter to meet retail staff in
person according to Wireless Code 2.0?

No 38 81%
Yes 9 19%
Other (please add to explain) 0 0%
(0 RESPONSE) TOTAL: 47 100%
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Question 8: Was the staff willing to communicate with you, were they friendly and accepting?

Out of 47 respondents, 70% reported they interacted with friendly and accepting staff showed a
willingness to meet them. The remaining 30% reported they had no such experiences.!

Q8. Was the staff willing to communicate with you,
were they friendly and accepting?

® Yes
® No

' Idon't know / Unsure

Question 8

Was the staff willing to communicate with you, were they friendly and accepting?

Yes 33 70%
No 14 30%
| don't know / Unsure 0 0%
(7 RESPONSES)+(1 RESPONSE)+(6 RESPONSES) TOTAL: 47 100%

If no, please describe your experience (respondent text comments):

1.

[98)

o

I don’t have TELUS contract. My data plan with TELUS is 10 GB and unlimited texts $40 per
month including Deaf plan. I called TELUS about purchasing new iPhone 8 and I want to
have two-year contract when I buy iPhone at low price but I was told that my data plan would
go up to $90 per month. I asked if I could get two-year contract with $40 data plan. Telus said
no. I told them I don’t need voice. Telus said they couldn’t do anything.

They communicate limit to me.

Some were nice some were dickheads.

They wanted to call me to talk to me. Cannot call them via vrs because refer to solve issue
online.

They were ignorant and extremely rude to me.

Not comfortable speaking through interpreter or hang up as thinking it was telemarketing
Very short replies did not know what kind of plans I was looking for. Refused to acknowledge
the fact other deaf people I know have a plan I want, and they wouldn't do the same for me.
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Question 9. When you dealt with your telecommunications service providers in person or
online, did the service provider use plain language that was easy to understand?

Out of 45 respondents, 71% had no problem understanding the plain language that was used
in person or online. The remaining 29% appeared to have a difficulty.

Q9. When you dealt with your telecommunications service
providers in person or online, did the service provider use
plain language that was easy to understand?

® Yes

® No

Question 9

When you dealt with your telecommunications service providers in person or online, did the service
provider use plain language that was easy to understand?

Yes 32 71%
No 13 29%
(3 RESPONSES) + (1 RESPONSE)+(5 RESPONSES) TOTAL: 45 100%

Question 9 Respondents Comments:
1. They did not instruct me how to do
2. They are using another word that not shared to us as play around the word.

3. Their plans are hard to understand. Many don't realize you pay related to the type of
phone you have and get discount on THAT, and not the cost of the data or anything
itself. | did not realize until after | signed a contract that because | have a newest
model iPhone, it's not classified as a "smartphone" but more like a super smartphone.
A super smartphone's base plan is $20 more than the smartphone base plan. We
may get a $15-20 discount for a deaf plan, but it's not a discount if we have to pay
additional costs monthly to have the BEST smartphone. | get $20 off but pay $20
extra for a "super" smartphone, so | actually don't save money compared to if | only
had smartphone. Base price should not depend on the class of device someone has.

| tried to transfer my phone to Bell, so it's not additional cost due to the phone, but
due to plan itself.
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Question 10: Did the sales staff inform you of an accessibility plan?

Out of 45 respondents, 82% were not informed of any type of accessibility plan associated with Deaf,
Deaf-Blind or Hard of Hearing. Perhaps the sales staff are unaware?
!

4% Q10. Did the sales staff inform you of an accessibility plan?

Question 10

Did the sales staff inform you of an accessibility plan? \

No 37 | 82% |

Yes 6 13%

| don't know / Unsure 2 | 4% |
TOTAL: 45 100%
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Question 11: Did you have hard time getting an accessibility plan? (choose only one)

Out of 44 respondents, 61% had a hard time getting an accessibility plan due to various reasons. Only
a fifth had no problem. 18% were unsure.

Q11. Did you have hard time getting an accessibility plan?
(choose only one)

® Yes
® No
@ ldon't know / Unsure

Question 11

Did you have hard time getting an accessibility plan? (choose only one) \
Yes 27 61%
No 9 20%
| don't know / Unsure 8 18%
TOTAL: 44 100%
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Question 12: If yes, you had a hard time obtaining the accessibility plan, please describe which
plan it was?

Out of 44 respondents, a third, at 33% had various options of accessibility plans. A close second is
30% for those who wanted the $20.00 discount. The remaining 17% wished for the free 2 GB. The
last 11% already had a grandfathered plan.

Q12. If yes, please describe the accessibility plan
(select all that apply):

® Other - please describe plan and type in text box:
® $20.00 discount
2 GB free
® Grandfathered plan
® $15.00 discount

Question 12

If yes, please describe the accessibility plan (select all that apply):

Other - please describe plan and type in text box: 18 33%
$20.00 discount 16 30%
2 GB free 9 17%
Grandfathered plan 6 1%
$15.00 discount 5 9%
(13 RESPONSES) + (2 RESPONSES)+(3 RESPONSES) TOTAL: 44 100%

Q12. Comment:

10 GB FOR 40.00 monthly

6GB $89.60 included tax

3 GB free for 2 yrs

They did not explain to me

8gb for 45 dollars

Virgin Mobile - 6GB with voice minutes = 75$

I was told to call Bell and ask when I did they wanted me to spend hours on the live chat it is a
long process.

8. Special work plan

9. 8gb for $80

10. Want 10Gb data plan with unlimited text, photos and video
11. Agent not aware of the plan

12. never get any better plan

Nk =
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Question 13: If you are Deaf, Deaf-Blind, or Hard of Hearing, and have a language
barrier did you find that the telecommunications service providers made
an effort to ensure and accommodated your needs to ensure that you

are able to to make an informed decision about the service sold or offer
to you for sale?

Out of 43 respondents, 42% felt that telecommunications service providers were not able to
make an effort in ensuring accommodating Deaf, Deaf-Blind or Hard of Hearing communication

needs. A third was not sure if they were informed about service itself or the sale offer. 28% reported
satisfied.

Q13. If you are Deaf, Deaf-Blind, or Hard of Hearing, and have a language
barrier did you find that the telecommunications service providers made

an effort to ensure and accommodated your needs to ensure that you

are able to to make an informed decision about the service sold or offer

to you for sale?
® No

® | am not sure
Yes

Question 13

If you are Deaf, Deaf-Blind, or Hard of Hearing, and have a language barrier did you find that the telecommunications service providers made an

effort to ensure and accommodated your needs to ensure that you are able to to make an informed decision about the service sold or offer to
you for sale?

No

18 42%

| am not sure 13 30%
Yes 12 28%
TOTAL: 43 100%
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Question 14. Describe your experience either in text or ASL / LSQ.

Did the telecommunications service provider give you incomplete, unclear or misleading
information? Were you able to understand the information given to you? Were you confident
you made the best “informed” decision possible about these services? If not, what happened
and how could it be done differently?

a. Please type here [text box] or

b. Please insert a video link (either Youtube or vimeo) to allow us to watch
your video to decide to select to use toward the proceeding. If possible, can
you include a transcript or e-mail us a transcript at: survey(@deafwireless.ca

Q14. Responses: (Total number of responses 26 - short & irrelevant were removed)

1. I’m sure that Telus knew about Deaf/Hard of Hearing Data Plan and Telus does not want
discount for Deaf/Hard of Hearing Data plan. They are avoiding and making misleading
information.

2. I was with my son at time when I bought Smartphone and new data plan that time Accessible
data plan was not available until 8 months, I heard the news, it was only one day limited in
same day. I was unable to go due of last minute and no one would assistant me because [ am
Deaf-Blind.

3. Accessible for Deaf should give a honour fee for VRS while we are (us) are on data plan

4. 1 wish the agents would be more informed about deaf needs when it comes to using data plan,
offer accommodation plan, offer interpreting service when meeting in store instead of writing
back-forth that is exhaustive, vague and time-consuming.

5. They made a confusing with Contact form with right information not blurry

6. I was told by a friend that they offer disability plan and I told to them and they said that it
doesn’t apply to them. Even if my friend knows about it. And I also had hard time to have
them removed the voice plan. It did work in the past and they refuse to do it this time.

7. Wished that we use. ASL interpreter each time we go into the store and ask for help. Writing
back and forth can be confusing.

8. Not very helpful

9. Not really to information clear

10. Very clearly communication

11. They simply don’t understand that the more data we need, not the voice minutes. They don’t
help look for better data package.

12. Very well informed. No issues

13. I feel they are not aware or ignorant of the accessibility plans which are available.

14. Info too confusing

15. Not being promised as mentioned and they change the story afterd

16. Finally telus gives me ip relay access much later
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Question 15: Please provide us with evidence of your experience by uploading evidence

documents by e-mail to survev@deafwireless.ca

Examples of evidence:

Emailed file or copy paste of an IP Relay transcript
Emailed file or copy paste of an Online Live Chat transcript
Emailed copy and paste from Twitter inbox or live twitter conversations
Emailed copy and paste from Facebook Live Support transcript
Photographed or scanned images of your handwritten notes back and forth
with the salesperson for in-store communications.
6. Forwarded a copy of e-mail communications with the sales department

M.

Important: The evidence must include supporting rationale and all the evidence upon which
your shared experience is based on:

the service provider and service (wireless data package plans, internet plans,
accessibility plans, etc) that you are sharing your experience about

Date

What way the sales interaction occurred (e.g. in person, on the phone, etc.);
the nature of the sales practice used and why the consumer views it as
misleading or aggressive; and

avenues that the consumer used to address those sales practices and the
results of the consumer’s attempt to rectify the situation, if any, as well as
whether the consumer was aware of any other recourse available to them.

Q15 Text Responses:

1.
2.

| called through by CAVRS so there is no black and white doc or copy of video.

There are no wrong with my data plan, it was processed perfectly but only
problems is accessible data plan is not available right now?

No evidence on hand - its been a while back - sorry.

| don’t have the copy since it was via phone using VRS Service

Sorry no evidence available as this happened 3 years ago.

| did not have any records of the conversations because they were conducted in
VRS and TRS.

No copy.
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Question 16: Do you have any more comments or concerns you would like to share with the
Canadian Radio-television Telecommunications Commission (CRTC)?

Q16 Text Responses: (Total of 13 typed responses)

1.

CRTC makes new law for Deaf/ Hard of Hearing Data Plan price standard unlimited Data/
Text Plan for 50.00 per person to enforce All Phones Companies must follow Deaf/Hard of
Hearing Data/Text Plan by CRTC order

Need to improve accessibility to Deaf at any stores

Develop standard plan and apply that plan to all TSPs that satisfy deaf needs, deaf wages, etc.
It’s even worse in places that use Tamaani, Xplornet, etc... their plans does not suit video
usage and already very expensive. Take a look into their websites. And we often thought, the
more we increase, the more expensive we go, our video quality will get better - which is often
not the case. This occurs when we are misinformed.

Why can’t them follow what USA have? They have better services and plans compare to
Canada

Are these companies able to pay for Interpreter? !

Rate plan for deaf accessibility. I don’t need use the voice into the price with data plan
because I can’t speak the voice on the mobility.!

More access discounts

It would be nice if the east coast is offered the 10 GB plan for 60 bucks like what the west had
for a short-term last year.

Their websites have still offered vague data plans for Deaf and HH customers in spite of
Wireless Code 2.0. They need to be easily understandable and be written in plain English.

10. Telus store never know any better plans.

Question 17. What is your e-mail address so we may reach you if we need to ask questions for
clarification on your evidence?

Confidential, we will not publish the email addresses.
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SURVEY RESPONSE from TNC 2018-98 - CCTS Complaint Process Awareness

Q46 Are you aware that you have the right to file a complaint about your data plan to your wireless
company and Commission for Complaints for Telecom-Television Services (CCTS)?

Q46. Are you aware that you have the right to file a complaint about
your data plan to your wireless company and Commission for
Complaints for Telecom-Television Services (CCTS)?

® A.Yes
® B.No
@ C.I1did not know

Are you aware of CCTS and your right to complain to them or your wireless company? Total:
A. Yes 110
B. No 47
C. | did not know 102
. 259 |
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Ancedotal E-mailed Stories and Descriptions:

Deaf-Blind #1

AB is a single mother in her 40°s, who is deaf-blind and uses ASL for communication and
lives on ODSP. AB’s teen daughter, who is hearing and sighted, lives with her. They had a
shared plan with Bell.

AB was able to receive the Accessibility Discount of 2gb from Bell. However, she made
numerous calls using VRS to Bell, attempting to have her plan made more affordable, which
turned out to be a very frustrating experience. She felt that the information was not

explained clearly and there was no flexibility in helping her get an affordable plan that took
her accessibility needs into account. AB’s plan included data that was shared between herself
and her daughter and voice and texting on both of their phones. AB is totally deaf and was
frustrated that she had to pay for voice that she cannot use, when she desperately needed
more data in order to communicate using ASL. A CNSDB board member assisted AB in
making a call to Bell to attempt to work out the problems. During that call, the Bell agent
said that they couldn’t assist them on the phone and told them to go to the website and login
there to get the information and then hung up. The agent did

not listen when they were asked to assist with the plan and explain the information, hanging
up twice even though they were informed that discussing the situation via Relay was the most
accessible communication method. AB eventually left Bell and switched to another WSP.

Deaf-Blind #2

CD is a Deaf-Blind woman in her 70s, whose Deaf husband is in his 80s. Both use iPhones
but CD is the primary technology user. Both are experiencing health problems as they age,
meaning that being able to use accessible 911 emergency services is essential. Both registered
for Text with 911 (T911) with Telus prepaid plans. CD later switched to Koodo, in order to
get a better plan as she is a heavier user. After CD switched to Koodo, she attempted to
register for T911 with Koodo. The registration process went part way and then failed when
she got to the point where she needed to confirm her T911 registration,

she got a message saying, “We are unable to load the page. Please try again later.” She
attempted to repeat the process several times over the next couple weeks with the same
results. Finally, CD went to the Telus — Koodo (TK) store in her town, along with a CNSDB
representative to assist her. The TK store agent didn’t know anything about what T911 was,
how it works and who can use it. After the CNSDB Rep explained to the TK store agent in
detail and emphasized why T911 is so critical for people who are Deaf-Blind or Deaf, in
particular seniors with health problems, the TK store agent was eager to help.

The TK agent called the Telus — Koodo support number and after discussing with them, was
told that CD is not eligible for T911 due to her prepaid plan. We informed the TK agent that
Telus provides T911 to prepaid users and it was not acceptable that Koodo did not. The TK
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support person insisted that nothing could be done and was not inclined to be helpful. The
CNSDB rep insisted it needed to be worked out and the TK store agent continued the
discussion with the TK support person and eventually persuaded the TK support person to
manually override the system in order to add T911 access to CDs

account, as suggested by the CNSDB rep. We have not yet been able to verify that it actually
works but will do so soon. However, even if this does work, it still means that any other
Deaf-Blind or Deaf TK prepaid customer who tries to register for T911, they will be unable
to and likely will not realize that they should be able to access it, and then just give up.

Deaf-Blind #3
Rogers billing inconsistency:

“I just got off the phone with Rogers today.... for another hour wasted, but we got somewhere
at least.!

!

Ok so I’'m going to type my story here. As per Megan’s request for invoices, i will try my
best to navigate MyRogers as [ am not good with finding pdf files and such.!

|

Anyway how this started:!

|

I had the 7 gb for $70 deal (Quebec City rogers, a promo 2 years ago, BYOD). I had that plan
until February when the whole discount thing was going around with Telus, and I wondered
if Rogers had the same.!

|

So March I call Rogers and they say no they don’t have the accessibility plan BUT can give
me a ‘discount’. If i remember right they said 60 dollars for 5 GB but top up free which
would bring me to 8 gb. Guess what? I got a bill the next month for a little over $100! I
called in April to complain and they said the top up wasn’t free (!!!!) and that I had a late fee
(which i totally own up to) but whoa... a long cry from $60. However, the agent said “wait,
now we DO have the accessibility plan.... give me proof that Telus has the $20 off. So I give
her all the info, attached the website link etc etc. She tells me to email
accessibilitydiscount@rci.rogers.com with proof'i am disabled. !

|

However, I emailed them asking some questions well before the next billing cycle. Waiting
for the reply, I paid my insane bill all off and in May I *still* get a bill for $80. I called again
and got really upset with them and the agent told me the accessibility dept didn’t apply the
discount therefore they never got the proof. The accessibility dept NEVER emailed me
response to my questions AND never sent me a confirmation email they GOT my first email.
Rogers agent said “sorry but we’ll still have to charge you.... and i said I never agreed to the
top up! Again...... so they went down to $67 the original plan for 8 go. I still objected, saying
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it wasn’t my fault the access dept didn’t get my email. So i talked to a manager and she
agreed one time only to reduce my bill to 47 (plus $1 for u.s. texts, nice) but i told the
manager i am this close to leaving rogers altogether. So i1 email accessibility again and this
time got a email confirmation they got my email. I had attached proof of my disability.!

!

June 10 i get the new bill. $80. What the heck............ So I call today......!

!

Rogers agent said that the access dept probably never got my email and I proved him wrong.
He apologized and gave me an entire waive of my bill. It’s at $0 now. And I asked to transfer
to the access dept phone and the agent (and a few others) DID NOT KNOW where to transfer
to!!! So the agent talked to the upper level management and after 15 mins found the phone
number for the access dept and transferred me.!

!

The guy Peter in access dept said he never saw my email and i insisted on it. He searched and
ta-da sees it. I was honest and said the department is incompetent.!

!

He apologized and said he applied the discount to my next bill. I said he better or I'm totally
done with Rogers.

So, my bill should be $48 next month......!
!

So, here’s the email for access dept!
|

Accessibilitydiscount(@rci.rogers.com

Deaf-Blind #4

Telus misleading?:
|

2 months ago, I left Bell to take advantage of Telus's Accessibility rate of $65/mo. and was told

that my first bill will be $30, but the first bill turned out $145, then second bill came today...

Deaf-Blind #5

1J is a deaf-blind woman in her 30s who is a single mother with one young daughter. She
lives on a limited fixed income. She has used Bell and Rogers. Eventually she had to cut her
cable TV due to the expense, which was very upsetting to her daughter. She also had to cut
her home phone but kept home internet. 1J realized that she has to have a phone for
communication, especially since she has a child. She got a cell phone so that she can use text
messaging and access T911. 1J said that Bell always communicates better with her but that
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Rogers has refused to communicate with her while she is using an intervenor,

demanding to speak to her personally. IJ is Deaf and cannot communicate with hearing
people without the assistance of an intervenor. 1J desperately needs access to affordable
wireless so that she can communicate and access information more independently and

be safer by being able to access T911 services. 1J also has great need or affordable data for
video communication as ASL is her first language.

Deaf-Blind #6

EF is a Deaf-Blind woman in her 50s who is extremely low vision and hard of hearing. She uses
Data, Voice and Text. EF was able to get the 10 GB for $60 special promotion from Rogers in
December 2017. EF used IP Relay to contact Rogers afterwards to request the $20 Accessibility
Discount. She got the run around with the Rogers support staff, being told that Rogers did not have
any discounts for accessibility. EF, who is very tech savvy, had to explain in detail to Rogers staff
what the Accessibility Discount was, the purpose of it and who was eligible for it. Eventually, she was
informed by Rogers support that she was not eligible for the Accessibility Discount due to her 10 GB
$60 / month plan being “already discounted”. EF explained to the Rogers support staff that other
WSPs such as Telus and Bell were giving the Accessibility Discount on top of plans that were already
discounted because the whole idea is to give people who Deaf or Deaf-Blind the opportunity to have
more accessible plans, to bring them up to be more equitable with plans that the general population
can get. Rogers still refused to make the plan more equitable.

EF discovered that a large number of other Deaf-Blind or Deaf Rogers customers were also denied
the Accessibility Discount on the grounds that their current plan was already discounted, no matter
what type of discount it was.

Deaf-Blind #7

GH is a Deaf-Blind woman in her 40s who uses VRS and video chat apps to communicate. She needs
to use video to make many calls, such as to check in on her elderly mother who lives far away,
making appointments, contacting people or companies for information, having conversations with her
friends. In other words, the same reasons anyone else uses their phone. However, GH has a 3 GB data
plan, plus voice (that she cannot use) and text, for $70 / month. She plans to apply for the 2 GB
Accessibility Discount. GH finds her plan to be very expensive, especially considering that the small
amount of data severely limits her ability to freely communicate, to make calls. Even 5 GB of data
after she gets the 2 GB Accessibility Discount, her

communication access would be very limited. GH has tried discussing her plan with Bell using VRS,
with no success. She reported that the Bell support people did not understand her needs and did not
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explain things clearly. Also, the Bell support people did not tell her anything about Accessibility

Discount or any other accessibility options.

Deaf #8

1 am Terri Watts and spoke with through Canada Video Relay Services and contact to Telus
by 1 866's number. Reason I ask for upgrade Google Pixel 3 and gave them information
about my account and I am an existing customer of Telus for the past 2 years.

I am interested to have Google pixel 3 and I don’t want hearing voice options plans which I
have current account wanting same continuing data 10 gb. I was told, you cannot have this
because require having this option and will not use 10 gb anymore, and that you must new
options on voice/data plan. I do not want this because I am Deaf.

They kept continuing refused deal with me and force me to buy full amount for Google Pixel
3 which it's nearly over 1,200 dollars. I couldn't afford and want 2 years contract terms of
same carry 10 gb data and discounts 20 dollars which I am disability "Deaf".

I was told, you can't have this Google pixel 3 and you can get other mobile as older and will
have same carry the data plans as current. I do not approve this. I felt treated me like
degrading or discrimination because of this.

I did post my story on Facebook and Twitter on 17 October 2018 and this is what I said:

Facebook video links:
Part 1: https://www.facebook.com/wattsbulldogz/videos/10156393368216620/

Part 2: https://www.facebook.com/wattsbulldogz/videos/10156393493271620/

Twitter link:

https://twitter.com/wattsbulldogz/status/1052682470724755457

I spoke with Telus Company regarding about the new release mobility "Google Pixel 3"
which it's pre-order. I do not want to add up the Hearing plans as such: voice/Data and price
info. I gave them information about the accessibility rate plan for disability through the
website. I want to get Google pixel 3 come with accessibility rate plan but was told force to
buy mobile google pixel 3 and will carry same the account. "TO BUY BRAND NEW
MOBILE," without contracts and will stay continue same data plan instead 2- year contract."
I cannot afford to buy FULL amount the cost 1k over and without for two-year contract with
plan payments. Unfortunately, they refuse and stay with different deal with the arrangements
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on three options listing of plans. They are expecting to Disability with people and buying
little older the mobile instead brand-new mobile releases. How they treat to Disability and
degrading us? I feel treated by discrimination. Spread this awareness please for Deaf
Canadian.

Deaf #9

I waited for 2 hours on the phone only to have them tell me to go “in-person” to any Telus centre. So I
went to a Telus store in Langley and lined up for close to 2 hours only to have the guy say, “it can
only be done on the phone and that there is no such thing as accessibility discount”. He wouldn’t
listen to me when I tried to explain. I had a toddler with me so I got fed up and left.

I tried to call back using chat line but waited for a long time (can’t remember how long) only to be
disconnected. I tried twice and kept getting disconnected.

Then yesterday, I went back to a different Telus store in Langley (at the mall) and she said it was too
late for the 60/10gb plan but that she could help me get the accessibility plan. So she did get me 20
dollars off of my current plan.

However, I felt disappointed/cheated out on the 60/10 plan because I felt they didn’t want to deal with
me as a deaf person (on the first phone call and first Telus store). I felt it was discriminating.

Deaf #10

My parents and I signed up with Bell during the promo week. We upgraded our iPhone from I5 to I8
due to quality for VRS. We pay $85 per month but that also includes with voice minutes and I have
been trying to explain to them that we shouldn’t be charged for voice minutes and they seem to be
resisting on what I am explaining. !

I explained that hearing people pay same price as we do and they have two options, using data and
voice while my parents and I only use data and still have to pay for voice. Which seems ridiculous
and unfair.

I am waiting to hear back from Bell. It’s a slow response from them but basically I forwarded them
the link where CBC wrote an article on people were able to qualifying for $60 for 10gb deal after the
promo was over and deny what [ was trying to get.. what I’'m asking if only $20 off from my bill. If
they still give me hard time then I am going to contact CBC. I will for sure keep you in the loop!
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I followed up with Bell one more time via phone call and the accessibility centre immediately
transferred me to supervisor of accessibility ( finally!) after I mentioned about CRTC. Supervisor
( Denise) said she/he gave my parents and I credit of $15 but still doesn’t feel fair? They said they
gave us 2GB free - yes they did but I never asked for it. They just gave it to me and it’s valued at
$30.00 and we don’t even use 12GB per month! We probably use max of 6-8GB!

I feel that should be an option. Free 2GB OR $30 off, to meet that agreements with CRTC to create
cost reasonable plan.
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Appendix B: Survey Questions for TNC 2018-246

Introduction - Background & Purpose

The federal government received many complaints from the public about how large
telecommunications service providers aggressively promoted their telephone, wireless, or
internet services. The government responded by “ordering” the CRTC to examine the sales
practices of all large Canadian telecommunications service providers (companies).

CRTC is reviewing complaints of incomplete, unclear, misleading or aggressive sales
practices (from sales agents / technical support or advertisements) regarding service terms
and conditions, or selling telecommunications services that are unsuitable for Deaf, Deaf-
Blind, and Hard of Hearing (DDBHH) consumers such as you.

Did you experience this? If yes, then this survey is for you!
This survey should only take 10 minutes of your time.
About this Survey

CRTC has questions related to persons with disabilities and DDBHH. DAANS, DWCC,
CNSDB, and CAD-ASC (DWCC et al) are working together to gather and summarize
DDBHH’s experiences to CRTC. Your responses will help CRTC mandate better sales
experiences for DDBHH Canadians.

Submitting information to CRTC for this review has new rules - not seen before. This time,
CRTC requires evidence - for example, CRTC requires details like date, time, location, the
method of communication. CRTC is also interested to know what (if anything) was done to
resolve the issue? CRTC is particularly interested in transcripts, files or emails showing what
happened. Examples of evidence can be:

1) transcripts from IP Relay conversations,
2) copy pasted or e-mail forward of online Live Chat support conversations,
3) scanned documents of paper and pen writing back and forth,

4) e-mailed forward or copy and pastes of typed back and forth conversations between
you and the sales representative.

DWCC et al will sort through the respondents and present the best 25 stories (ASL/ LSQ, or
English / French) to share with the CRTC.

At the end of the survey, there will be an opportunity for you to insert a video (YouTube,
Vimeo) of you, in ASL / LSQ sharing your communication experiences and explain how you
were misled, or not complete information provided. May we suggest making the ASL and
LSQ video in youtube or Vimeo and have a link to the video ready before starting the survey.

If you have issues with more than one telecommunications company, please fill out this
survey for each company you have an experience with. You may fill this survey more than
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once if you have an issue with more than one company but complete a separate survey for
each company, please.

This is a public survey, but we will need your email address to contact you directly ONLY to
verify or clarify details. Your email addresses will be kept in the strictest confidence and will
not be kept after the survey finishes.

There are a total of only 16 questions in this survey. Reminder: This survey should only
take 10 minutes of your time. Thank you!

To take this survey, you must be:
A. A sign language user (for example ASL or LSQ), and
B. 18 years of age or older, and
C. A Canadian resident, and
D. Deaf, Deaf-Blind, Hard of Hearing, or Late-deafened; and
E. Use phone - wireless, internet, or landline, television or internet services in
Canada

1. Do you meet all requirements? If yes, then you may begin the survey.
a. Yes
b. No

SURVEY QUESTIONS

2. What do you self-identify as?
a. Deaf
b. Deaf-Blind
c. Hard of Hearing
d. Late-deafened
e. Other (PLEASE SPECIFY)
|

3. Which Canadian province or territory do you live in? (choose only one)

a. British Columbia h. Ontario

b. Yukon i. Québec

c. Alberta j- Newfoundland and Labrador
d. Northwest Territories k. Nova Scotia

e. Saskatchewan . Prince Edward Island

f. Nunavut m. New Brunswick

g. Manitoba
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Description for the next question: For example, maybe you had an experience with a
telecommunication service provider’s sales agents or technical support staff because the
information you received from them was incomplete, misleading or unclear. Maybe you
responded to advertisements with incomplete, misleading or unclear information. If that
happened to you, which telecommunication service provider did you have a bad sales
experience with?

4. Have you had a bad experience (aggressive sales or technical support) with a
telecommunication service provider in the past? If so, which one? (Pick one per
survey)

a. Rogers Communications e. Videotron
(includes Fido) f. Xplornet Communications
b. Telus Communications (includes g. Cogeco
Koodo and Public Mobile) h. Eastlink
c. Bell Canada (includes Virgin . Northwestel
Mobile and BellMTS) m. Sasktel
d. Shaw Communications n. TbhayTel
(includes Freedom Mobile)! o. TekSavvy#

5. How did you communicate with the telecommunications service provider?

Live Chat Online through the service provider’s website (SKIP TO Q7)

Social media messaging (Facebook Messenger, Twitter inbox) (SKIP TO Q7)
By Phone (using TTY, IP Relay or SRV Canada VRS) (SKIP TO Q7)

In-store (walk-in) (SKIP TO Q6)

E-mail (SKIP TO Q7)

®Qo 00D

IN-STORE EXPERIENCE

6. How did you communicate with the salesperson in the store?
a. Pen and paper writing notes back and forth
b. Typing on devices back and forth
c. Interpreter or intervenor (service support provider - SSP)
d. Other (please specify)

7. Did you know you can request a sign language interpreter to meet retail staff in
person according to Wireless Code 2.0?

a. Yes
b. No
8. Was the staff willing to communicate with you, were they friendly and accepting?
a. Yes
b. No

If no, please describe your experience:
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9. When you dealt with your telecommunications service providers in person or
online, did the service provider use plain language that was easy to understand?

a. Yes
b. No

If no, please describe:

10. Did the sales staff inform you of an accessibility plan?

a. Yes!
b. No
C. | don’t know / Unsure

11. Did you have hard time getting an accessibility plan? (choose only one)

a. Yes
b. No
C. | don’t know / Unsure

12. If yes, please describe the accessibility plan (select all that apply):

a. $15.00 discount

b. $20.00 discount

c. 2 GB free

d. Grandfathered plan

e. Please describe your plan: (please write on the line #

Deaf, Deaf-Blind, Hard of Hearing

13. If you are Deaf, Deaf-Blind, or Hard of Hearing, and have a language barrier did

you find that the telecommunications service providers made an effort to ensure and

accommodated your needs to ensure that you are able to to make an informed
decision about the service sold or offer to you for sale?

a. Yes
b. No
C. | am not sure
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14. Describe your experience either in text or ASL / LSQ.

Did the telecommunications service provider give you incomplete, unclear or
misleading information? Were you able to understand the information given to you?
Were you confident you made the best “informed” decision possible about these
services? If not, what happened and how could it be done differently?

a. Please type here [text box] or

b. Please insert a video link (either Youtube or vimeo) to allow us to watch
your video to decide to select to use toward the proceeding. If possible, can
you include a transcript or e-mail us a transcript at: survey@deafwireless.ca

15. Please provide us with evidence of your experience by uploading evidence

documents by e-mail to survey@deafwireless.ca

Examples of evidence:

Emailed file or copy paste of an IP Relay transcript

Emailed file or copy paste of an Online Live Chat transcript

Emailed copy and paste from Twitter inbox or live twitter conversations

Emailed copy and paste from Facebook Live Support transcript

Photographed or scanned images of your handwritten notes back and forth with the
salesperson for in-store communications.

Forwarded a copy of e-mail communications with the sales department

©ap oo

—h

Important: The evidence must include supporting rationale and all the evidence
upon which your shared experience is based on:

" the service provider and service (wireless data package plans, internet plans,
accessibility plans, etc) that you are sharing your experience about

" Date

" What way the sales interaction occurred (e.g. in person, on the phone, etc.);

" the nature of the sales practice used and why the consumer views it as
misleading or aggressive; and

" avenues that the consumer used to address those sales practices and the
results of the consumer’s attempt to rectify the situation, if any, as well as
whether the consumer was aware of any other recourse available to them.

Part lll: Your Comments

16. Do you have any more comments or concerns you would like to share with the

Canadian Radio-television Telecommunications Commission (CRTC)?
|

Text response:
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17. What is your e-mail address so we may reach you if we need to ask questions for
clarification on your evidence?

Text response:
Part IV: Thank You!

The CAD-ASC and the DWCC appreciate your taking the time to complete this survey. We
look forward to sharing results of this survey with the CRTC, CCTS, CWTA, and
Telecommunications Service Providers (TSPs).

The anonymized, aggregated survey results will be submitted during the CRTC proceedings
on TNC 2018-246 and will be made public at www.deafwireless.ca and www.cad.ca.

Questions? Please feel free to contact Frank Folino, President, CAD-ASC at
ffolino@cad.ca

or by mail to:

Canadian Association of the Deaf - Association des Sourds du Canada (CAD-ASC)
251 Bank Street, Suite 606, Ottawa, Ontario K2P 1X3.

On behalf of CAD-ASC and DWCC and all our supporting partners, thank you again
for your participation.

65



Appendix C: !
Terminology and Additional Resources

66



Appendix C: Terminology

Excerpted and modified from the Bell-Mission Consulting VRS Feasibility Study Project
Phase 3-Consumer Interests and Perspectives, on pages 12-13.!

ASL - American Sign Language - a naturally occurring visual gestural language with
distinct grammar, syntax and vocabulary that is not based on or derived from a spoken
language. ASL does not follow English word order and uses facial expression for
grammatical markers. In addition, physical affect markers, spatial linguistic information and
fingerspelling are all incorporated into the unique syntax and linguistic features of the
language. Like other languages, ASL is comprised of arbitrary symbols brought together by
‘syntactic, phonological semantic, and pragmatic rules.” The main users of ASL are
culturally Deaf; however other groups may also prefer this language.

LSQ - Langue des signhes québecoise - is the natural language sign language of the Deaf
Francophone community in Canada. With other signed languages, LSQ is a naturally
occurring language with grammar, syntax, vocabulary, and lexical information that is
conveyed visually and manually. The majority of LSQ users are culturally Deaf.

Culturally Deaf

e People who identify themselves as culturally Deaf; people who are born deaf or
became deaf early in life, usually before language acquisition (i.e. pre-lingual)

e Rely mainly on or a have a preference for using sign language to communicate (ASL
or LSQ)

e Prefer to use sign language interpreters and visual assistive technology (e.g. Video,
text messaging, captioning)

e Deafness is a cultural and linguistic distinction requiring an accommodation, rather
than Deafness being considered a disability.

e Some individuals may also use assistive listening devices (e.g. hearing aids and/or
cochlear implants) - yet have strong ties to Deaf Culture and chose to be bi-cultural.

Oral Deaf

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

e Educated in the oral method and rely mainly on oral communications (e.g. speaking,
speech-reading)

e Generally, depend on a visual representation of spoken language (e.g. written text,
captioning, speech-reading)

e Typically identify with the hearing culture but may have ties to deaf culture or choose
to be bi-cultural and identify with both.
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Deafened or Late deafened

People who became deaf post lingually (after learning speech) and have now lost the
ability to understand speech with or without assistive listening devices (e.g. hearing
aids, cochlear implants, wireless transmitters, etc.)

Typically educated in a spoken language either in English or French

Generally, depend on a visual representation of spoken language for communication
(e.g. written text, speech-reading, captioning, sign supported English)

Typically identify with hearing culture, but may have ties to deaf culture or choose to
be both

Hard of Hearing

People with hearing loss ranging from mild to profound, who may have been born
with the condition, or developed it later, are able to understand speech with or without
assistive listening devices to maximize residual hearing (e.g. hearing aids, cochlear
implants, wireless transmitters, etc.)

Primarily relies on auditory communication utilizing any residual hearing

Prefer to use auditory devices to maximize residual hearing (e.g.hearing aids,
amplified telephones, etc.), uses captioning devices (e.g. captioned telephones, real
time captioning services) and may also utilize speech-reading

Most identify with hearing culture and very few use any kind of sign language

Deaf-Blind

People who have significant, but not necessarily total, loss of both vision and hearing
Rely mainly on tactile signing (signing in the palm of the Deaf-Blind person’s hands,
close-up signing, or close up speechreading.

May be culturally Deaf, deafened, oral deaf, or Hard of Hearing and communication
preference will vary accordingly.

May use supplemental communication systems like ProTactile

**End of Document**
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