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1. The Deaf Wireless Canada Consultative Committee - Comité pour les Services Sans
fil des Sourds du Canada (DWCC - CSSSC or "DWCC"), Canadian National Society
of Deaf-Blind (CNSDB), and Deaf-Blind Planning Committee (DBPC), as well as a
number of francophone and LSQ organizations for Deaf, Deaf-Blind and Hard of
Hearing (DDBHH) organizations for Deaf, Deaf-Blind and Hard of hearing (DDBHH)
going forward as “DWCC” hereby submit its intervention and declares its wish and
interest in participating in the proceeding.


http://www.deafwireless.ca
https://x.com/DeafWirelessCAN
mailto:sec-gen@crtc.gc.ca

Table of Contents

Introductions and Descriptions
First Intervention Response
Response to Question 1
Response to Question 2
Response to Question 3
Response to Question 4
Response to Question 5
Response to Question 6
Response to Question 7
Response to Question 8
Response to Question 9
Response to Question 10
Response to Question 11
Response to Question 12
Response to Question 13
Participation in the proceeding

Introductions and Descriptions

2. DWCC-CSSSC advances for the full inclusion of diverse members within the

© 00 NO”OGT 1T WWNDb

e i U |
o~ WON -2 0O

Canadian Deaf, Deaf-Blind and Hard of Hearing (DDBHH) community in Canadian
society. The spectrum of DDBHH life experiences, including those that are
Indigenous and 2SLGBTQIA+, and range from those with cognitive delay or have
neurodiversity, immigrants learning English or French as a second language, those
with various degrees of hearing loss, those with the unique “double” disability as
Deaf-Blind, and finally native ASL/LSQ users. Additionally, DWCC supports that
Indigenous have the right to ask for support, including requesting Indigenous Sign
Language interpreters. When DWCC writes DDBHH, it is inclusive of all those with
intersectional identities.

. DWCC's mandate is to advocate for accessible wireless communications equity for
DDBHH Canadians, including but not limited to:

a. Cost-reasonable accessible wireless data plans for ASL and LSQ users
for two-way video calls.

b. Accessible industry-wide promotions of wireless services and products.



c. Removal of disparities in costs of the same accessible wireless products
and services within each company.

d. Provision of functional equivalent wireless products and services,
including wireless applications (apps).

e. Accessible wireless emergency services (including emergency alerts and
direct text to 911).

f. Nationwide public awareness, education and outreach on currently
accessible wireless and mobile communication products and services.

First Intervention Response

4. On February 14, 2024, the DWCC submitted a detailed survey analysis report for
TNC 2024-293. This report aims to provide valuable insights into the needs and
preferences of DDBHH Canadians regarding notifications from wireless and service
providers. The analysis supplements the ongoing intervention process by offering
data-driven recommendations and highlighting the specific requirements of DDBHH
individuals. Through this survey, the DWCC seeks to ensure that the CRTC
understands and addresses the unique needs of the DDBHH community, fostering
better communication and equitable access to essential telecommunications
services.

5. Itis important to note that in the survey, respondents were allowed to select multiple
answers for several questions. As a result, the total number of responses for certain
questions may exceed the actual number of respondents. For example, one
respondent could choose more than one option when answering questions about
preferences or needs, which leads to variations in the number of responses for
specific categories. This approach ensures that all relevant data is captured,
providing a comprehensive understanding of the diverse needs and preferences of
DDBHH Canadians.

Response to Question 1

Q1. What information should be included in the 90-day notice to better respond to
Canadians’ needs? Why?

6. The DWCC believes that a list of key information needs to be included in the 90-day
notice to better address the needs of Canadian DDBHH communities for wireless



and internet services.

7. Specifically for wireless plans, the following information should be included:
e Pricing, plans, and affordability
e Specialized wireless accessibility plans for DDBHH
e A summary of wireless service offerings

8. For internet plans, the following were prioritized:
e Pricing, plans, and affordability
e Unlimited data
e |Internet speeds

9. DWCC submits that the rationale for these recommendations is based on the top
three reasons provided by survey respondents. The reasons are as follows:
e Keeps the process simple and understandable
e Makes the process clearer
e Avoid extra fees

10. To understand the context of the information that should be included in the 90-day
notice, please review the following summarized data from Canadian DDBHH survey
respondents:

Wireless Service Providers

Based on 243 responses from the DWCC Survey, the following information was

identified as the 3 most important to wireless service users:

e 27% of responses indicated a need for pricing, plans, and affordability
information.

e 18% of responses requested specialized wireless accessibility plans for DDBHH
Canadians.

e 16% of responses sought a summary of wireless service offerings.

Internet Service Providers

Based on 288 responses from our DWCC Survey, the following information was

identified as the 3 most important to internet service users:

e 28% of responses indicated a need for pricing, plans, and affordability
information.

e 22% of responses requested unlimited data for their internet plan.

e 20% of responses prioritized internet speed details.



Rationale

Based on 413 responses from our DWCC Survey, the following top 3 rationale were

given as reasons to include the above information in the 90-day notice:

e 19% of responses emphasized it would keep the process simple and easy to
understand.

e 18% of the responses wanted the process to be made clear for users.

o 18% of responses stressed the need for avoiding extra fees or charges.

Response to Question 2

Q2. What criteria should be used to determine which plans service providers
must inform Canadians about in the 90-day notice?

11. The DWCC believes that the criteria to determine which plans service providers
should inform Canadians about it in the 90-day notice include the reason for the
notice with the new expected cost changes, and new pricing and plan offer options.
Additionally, the notice should include pre-recorded ASL and LSQ videos to ensure
accessibility for all DDBHH Canadians.

12.To understand how DWCC determined its criteria to include in the 90-day notice,
please review the following summarized data from Canadian DDBHH survey
respondents.

13.Based on 485 responses from the DWCC Survey, the following information was
identified as the most important criteria to include in the 90-day notice:

16% of responses indicated a need for new pricing & plan offer options.

15% of responses wanted to know the reason for the notice.

13% of responses were interested in expected cost changes.

13% of responses requested pre-recorded ASL or LSQ videos.

Response to Question 3

Q3. What information should the Commission require to be included about the
self-service mechanisms, considered in a separate notice of consultation as
noted above, as part of the 90-day notice? Why?

14.The DWCC will submit full answers and responses in the separate notice of
consultation, CRTC 2024-295, however because it has some access to the answers
to the survey questions for that proceeding, it will briefly respond.



15. The Commission should require that the 90-day notice includes detailed information
on self-service mechanisms to ensure accessibility, transparency, and ease of use
for all consumers, particularly Deaf, Deaf-Blind, and Hard of Hearing (DDBHH)
Canadians.

1. Accessibility of Self-Service Portals

16. The notice must inform customers about the availability of self-service options
through multiple channels, including apps, websites, text messaging, email, QR
codes, direct ASL/LSQ video calls, Video Relay Services (VRS), live chat, and
in-store kiosks.

2. Basic Features of Self-Service

17.Consumers should be made aware that they can use self-service portals to:
a. View and manage data usage

Change service plans easily

View past bills and payment history

Reset passwords and manage account security

Receive service outage notifications

Find complaint policy and update the status of complaint process
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3. ASL/LSQ Accessible Customer Support

18.The 90-day notice information should specify direct ASL & LSQ video customer
support as well as alternative service options such as live chat, email, and text
support.

4. Clear Instructions on Self-Service Account Management

19. The notice should include plain-language and ASL/LSQ video explanations on:
a. How to access and use self-service tools
b. How to review and modify service plans
c. Steps for switching providers or canceling a plan

20.The Commission should mandate that all self-service notifications be available in
both plain language and ASL/LSQ video format to ensure accessibility and
compliance with the Accessible Canada Act. More detailed responses will be
provided in CRTC 2024-295.

Response to Question 4



Q4. When Canadians switch service providers, their new service provider can
cancel their existing service and transfer their phone number from their old
service provider on their behalf. Should the Commission require the 90-day
notice to inform Canadians that this option is available? Why or why not?

21.The DWCC believes that wireless service providers should be responsible to inform
customers that they could keep their old phone number and cancel their existing
wireless service. This is also supported by the 71% of respondents who indicated
that in the DWCC Survey.

22.DWCC submits that the rationale for this is to ensure a seamless transition between
wireless service providers without interruptions to service and help customers to
keep track of the change in service providers so that the data will not be lost.
Additionally, it ensures that the customers’ contacts can still get in touch with the
current holder of the phone number.

23.To find the percentage of respondents who stated that wireless service providers
should inform customers that they could cancel their existing service and transfer
their phone number, please refer to the DWCC survey.

Response to Question 5

Q5. Should the Commission require the 90-day notice to remind Canadians who
have a device rental plan about the terms they originally agreed to with regard to
giving the device back or having to pay the remaining balance owed on the
device? Why or why not? If so, what specific information should be included?

24.The DWCC believes that the Commission should require the 90-day notice to
include information about the device rental plan and clearly indicate the remaining
owed if customers decide to keep the device.

25.DWCC submits that the rationale for this inclusion is based on the top three reasons
provided by survey respondents.

a. For Smartphones, the rationale is as follows:
i. Makes the process easier
i. Helps avoid unexpected charges or pay extra fees
iii.  Ensures fairness and transparency

b. For routers, the rationale is as follows:
i. Make the process easier



i. Helps avoid unexpected charges or pay extra fees
iii.  Ensures fairness and transparency

26.To understand the context of how it was DWCC'’s rationale was determined, please
review the following summarized data from Canadian DDBHH survey respondents:

Rationale

Based on 253 responses from the DWCC Survey, the following top 3 rationales
were provided as reasons for including the Smartphone rental plan and
remaining balance owed in the 90-day notice:
e 20% of responses wanted to make the process easier.
e 19% of the responses wanted to avoid unexpected charges or pay extra
fees.
e 17% of responses believed it would ensure fairness and transparency.

For internet routers, based on 300 responses, the top reasons for inclusion in the
90-day notice were:

o 21% of responses wanted to make the process easier.
e 20% of responses wanted to avoid unexpected charges or pay extra fees.
o 15% of responses believed it would ensure fairness and transparency.

Response to Question 6

Q6. Should any specific service providers or classes of service providers be
exempt from this updated 90-day notification requirement? Why or why not?

27.1t is DWCC'’s position that service providers or classes of service providers should be
exempt from the updated 90-day notification requirement. There

Reasons Against Exemptions:
Consumer Protection, Equal Treatment and Accessible Communication

28. All service providers, regardless of size or class, should be held to the same
standard to ensure fairness and transparency for consumers.

29. Exemptions could create loopholes where certain providers avoid accountability,
leading to inconsistent consumer experiences.

30. Allowing exemptions would create barriers, leaving some consumers without the
same level of access to important contract and billing information.



Avoiding Confusion and Unfair Practices

31.If some providers are exempt, customers may not receive consistent and predictable
notifications across different services, making it harder to compare and switch plans.

32. A uniform requirement ensures that all consumers receive timely and clear
information to make informed decisions about their contracts.

Regulatory Consistency Across Telecom and Internet Services

33.The 90-day notice requirement is intended to enhance customer notifications, across
all providers, ensuring compliance with the Accessible Canada Act and CRTC
consumer rights policies.

34.Exempting specific service providers, such as smaller ISPs or MVNOs, would
undermine the goal of standardizing customer protections in the telecom and
internet sectors.

35.DWCC concludes that the 90-day notification requirement should apply to all
service providers without exemptions. This ensures consumer protection,
transparency, accessibility, and regulatory consistency, preventing confusion and
unfair treatment for DDBHH Canadians and all telecom users.

Response to Question 7

Q7. Should the Commission require a notice similar to the 90-day notice for
month-to-month plans? Why or why not?

36.The DWCC believes that the Commission should require a notice similar to the
90-day notice for month-to-month plans.

37.DWCC submits that the rationale for this notice is based on the top three reasons
provided by survey respondents. The reasons are as follows:
e Keep informed of the new plan
e Avoid confusion with charges
e Be updated on new prices

38. To understand the context of how DWCC determined its rationale, please review the
following summarized data from Canadian DDBHH survey respondents:



Rationale
Based on 510 responses from the DWCC Survey, the following top 3 rationales
were provided as reasons for including a notice similar to the 90-day notice for
month-to-month plans:

e 16% of responses wanted to be informed of the new plan.

e 16% of the responses desired to avoid confusion with charges.

o 15% of responses required to be updated in new prices.

Response to Question 8

Q8. If the Commission decides to require a notice similar to the 90-day notice for
month-to-month plans, how often should it be sent?

39.The DWCC believes that the Commission should require that notifications be sent:
e Once a month
e Twice a week
e The day before the contract ends

40.To understand the context of how DWCC determined the frequency of notifications,
please review the following summarized data from Canadian DDBHH survey
respondents:

Frequency of notifications
Based on 145 responses from the DWCC Survey, the following top 3 selections for
notifications timing were as followed:
e 34% of responses wanted to be notified every 30 days.
o 21% of the responses indicated they preferred to receive a notification the
day before the expiration date of the contract.
e 21% of responses wanted to be updated on new prices.

Response to Question 9
Q9. If the Commission decides to require a notice similar to the 90-day notice for
month-to-month plans, should its content be the same as in the notice for

fixed-term contracts? Why or why not?

41.The DWCC believes that service providers should include information in the notice
for month-to-month plans similar to the 90-day notice.
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42.DWCC submits that the rationale for this similarity is based on the top four reasons
provided by survey respondents. The reasons are as follows:

Ensure fairness and transparency for all plans

Avoid confusion

Be aware of available options

Treat all plans equally the same

43.To understand the context of how it was DWCC'’s rationale was determined, please
review the following summarized data from Canadian DDBHH survey respondents:

Rationale for similar notice
Based on 416 responses from the DWCC Survey, the following information was
identified as the 4 most important to service users:
e 17% of responses wanted to ensure fairness and transparency for all

plans.

17% of responses found it necessary to avoid confusion.

17% of responses needed to be aware of all available options.

17% of responses thought all plans should be treated equally the same.

Response to Question 10

Q10. Should the Commission require wireless service providers to notify
customers before they reach the $100 international roaming cap? Why or why
not? If so, what thresholds should be considered?

44.The DWCC believes that wireless service providers should be required to notify
customers before they reach the $100 international roaming cap. The DWCC Survey
indicates that nearly half, at 48%, of DDBHH do use international roaming.

45.DWCC submits that the rationale for these notifications is based on the top three
reasons provided by survey respondents. The reasons are as follows:
e Be aware of current roaming costs
e Avoid high charges
e Switch cell phone or tablet to public WiFi

46. Additionally, the notifications should be made at the threshold of:
o 50%
o 75%
e 90%
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47.To understand the context of how it was DWCC'’s rationale was determined, please
review the following summarized data from Canadian DDBHH survey respondents:

Rationale for notifications

Based on 243 responses from the DWCC Survey, the following information was
identified as the 3 most important to wireless service users:

e 27% of responses for being aware of current roaming costs

e 25% of responses for avoiding high charges

e 20% of responses for putting cell phone or tablet on public WiFi

Rationale for frequency of notifications
e 46% of responses for at 50%
e 37% of responses for at 75%
e 18% of responses for at 90%

Response to Question 11

Q11. When a customer is roaming in another country, they must be notified and
made aware of the associated pay-as-you-go rates. Should the Commission
require wireless service providers to make the customer aware through this
notice that there are packages to avoid pay-as-you-go costs/pricing? Why or why
not?

48.The DWCC believes that the Commission should require wireless service providers
to notify customers about pay-as-you-go pricing and make them aware of available
packages when roaming in another country.

49. DWCC submits that the rationale for these notifications is based on the top three
reasons provided by survey respondents. The reasons are as follows:
e Help avoid unexpected high charges
e Enable customers to turn off settings for international roaming
e Prevent surprises or hidden fees

50.To understand how the DWCC determined its rationale, please review the following
summarized data from Canadian DDBHH survey respondents:

Rationale for notifications

Based on 159 responses from the DWCC Survey, the following information was
identified as the 3 most important to wireless service users:

o 21% of responses wanted to avoid unexpected high charges
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e 25% of responses needed to know how to turn off settings for international
roaming
e 19% of responses desired to avoid surprises or hidden fees

Other Accessibility Considerations with International Roaming

51.Video Relay Services, which is equal to phone calls, should be available to DDBHH
Canadians while they are travelling internationally. Accessibility plans should include
international roaming at no extra cost to ensure continuous communication while
traveling.

52.DWCC stresses the need for an accountability communication system between VRS
users and CAV ensure Deaf Canadians have communication accessibility while out
of country, similar to the measure in place in the US, with consumers filing
paperwork to request use of VRS out of country, DWCC uses the Convo Relay
example that can be seen at: https://convorelay.com/convo-passport/

il 4
Login with your Convo  Click on Passport in Fillout the formand  Be approved within1-2 ~ Convo Passport is
number and the top-right tabs. submit from the business days! valid for up to one
password. United States. year from the start

date. If you need more l@\
time, please contact ¢ o

Response to Question 12

Q12. Should the Commission require that service providers notify their
customers before the end of a time-limited discount or promotion? Why or why
not?

53.The DWCC believes that the Commission should require service providers to give
customers notifications that their time-limited discount or promotion is ending.

54. DWCC submits that the rationale for this notification is based on the top four reasons
provided by survey respondents. The reasons are as follows:
e Time to find other special discounts/promotions
e Time to cancel or switch service plans
e Prevent unexpected pricing changes

13
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e Be fully informed of upcoming changes

55.To understand the context of how it was DWCC'’s rationale was determined, please
review the following summarized data from Canadian DDBHH survey respondents:

Rationale for notifications

Based on 374 responses from the DWCC Survey, the following information was
identified as the four most important to service users:

e 21% required time to find other special discounts or promotions.

e 20% required time to decide whether to cancel or switch plans.

e 20% wanted to prevent unexpected pricing changes.

e 20% needed to be fully prepared for upcoming price changes.

Response to Question 13
Q13. If so, what information should be included in this notification? Why?

56.The DWCC believes that a list of key information needs to be included in the notice
for month-to-month plans to better address the needs of Canadian DDBHH
communities for wireless and internet services. This information should include:
e Availability of accessibility plans
e New pricing and plan offer options
e Exact end date of special discount/promotion

57.DWCC submits that the rationale for these recommendations is based on the top
three reasons provided by survey respondents. The reasons are as follows:
e Keeps the process simple and understandable
e Makes the process clearer
e Avoid extra fees

58.To understand the context of how it was DWCC'’s rationale was determined, please
review the following summarized data from Canadian DDBHH survey respondents:

Rationale

Based on 526 responses from our DWCC Survey, the following top 3 rationales were
given as reasons to include the specific information in the notification:

o 18% of responses emphasized the availability of accessibility plans.

e 15% of responses for wanted new pricing and plan offer options.

e 15% of responses prioritized the exact end date of special discount/promotion.
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Based on 413 responses from our DWCC Survey, the following top 3 rationales were

given as reasons to include the above information in the notification:

e 19% of responses emphasized it would keep the process simple and easy to
understand.

e 18% of the responses wanted the process to be made clear for users.

o 18% of responses stressed the need for avoiding extra fees or charges.

Participation in the proceeding

59. DWCC and partnering organizations, as DWCC, will have a more fulsome response to the
13 questions with the addition of 41 question responses in a survey, which proceeding
participants can see in the attached document. Please see our contribution to this critical
proceeding with the survey analysis report. We look forward to contributing our documents
to this critical proceeding and participating in the reply phase.

60. DWCC trusts it accumulated sufficient evidence, concerning its accessibility group to
significantly and meaningfully contribute to the CRTC proceeding TNC
2024-293:Call for comments - Making it easier to choose a wireless phone or
Internet service-Enhancing customer notification

61. DWCC appreciates the Commission’s consideration of its Interventions and survey
analysis report document submitted thereafter. Should you have any questions,
please do not hesitate to contact all of us.

Sincerely,

Jeffrey Beatty, Chair

Deaf Wireless Canada Consultative Committee -
Comité pour les Services-Services Sans fil des Sourds du Canada (DWCC-CSSSC)

skt END OF DOCUMENT **++*
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