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1. Part I: Preamble – CWD-O Mission

Citizens With Disabilities – Ontario (CWD-O) is dedicated to the full participation of all persons in the social, economic and political life of their communities. We actively support and promote the rights, freedoms and responsibilities of individuals to determine their own destinies, regardless of where they reside in Ontario.

CWD-O’s key areas of activities are community development, social action, social development, referral, and member services. 

CWD-O’s primary activity is to advocate on behalf of persons with disabilities and promote their personal participation in changing social and physical barriers in order to allow for their full participation in the mainstream of society.

2. Part II: CWD-O’s Position on Telecommunications 
2.1
What are “telecommunications”?

Telecommunications include all forms of communication which are created, shared and/or understood by electronic or technical means.  These include but are not limited to:

· Telephones

· Cellular telephones

· PDA technology

· GPS technology

· Television

· Digital cable

· Satellite services

· Radio

· Internet

· Video

· DVD

· Audio recordings

· Electronic text transmitted via the internet to a stationary or mobile device
Telecommunications include accessibility-related features such as open captioning, closed captioning, described video, and signing windows with live, pre-recorded or avatar characters providing sign language interpretation.

As technology expands, the list of telecommunications and the requirements for accommodation will need to expand.

2.2
Principles governing the provision of telecommunications

CWD-O believes the following principles must govern the provision of all telecommunications services:

Independence – people with disabilities have the right to determine the type of format that allows for the most accessible measures to compensate for their disability. Each individual, regardless of type(s) of disability or resulting functional limitations, can access the communication without the need for intervention or interference from any other person. 
Confidentiality – persons with disabilities deserve to have confidence that their communications can be private and confidential without concern that any third party must be involved.  The more people that must be involved, the greater the potential for a privacy breach. 
Quality – the quality of service provided must be the same or equivalent to that offered to persons without disabilities.  People with disabilities are not to experience more frequent service disruptions than persons without disabilities, and accessibility features such as call display, call relay, described video and captioning reflect quality controls for accurate depiction of the silent and audio material’s, paying, for example, particular attention to spelling and grammar in captioning. 
Consistency – the level of service available should be consistently high quality across Canada.  The work underway in Ontario to develop Information & Communications standards may provide a significant benchmark that could be applied to every province.

2.3  Persons with Disabilities have a Higher Reliance on Technology

In order to achieve independence, persons with disabilities have few options but to develop a higher reliance on technology to perform many tasks.  Therefore, it is incumbent upon the CRTC to ensure a regulatory framework that treats such technology as essential and being a necessity for persons with disabilities rather than, allowing such accommodation measures to be considered a high cost luxury or optional item. A good example representing this view is:
In December 12, 2007 edition of Buffalo News, NY, USA, “Technology removes 'dis' from ability” Bill Johnson, 65, superintendent of St. Mary's School for the Deaf is quoted, "Technology has allowed us accessibility. It's allowed us access into the general community that was pretty much unheard of before…"
The report confirms CWD-O’s position that while new technology is a novelty, to persons without disabilities, these latest communication devices and other adaptive technologies are making positive change in the lives of people with visual, hearing, physical or cognitive impairments. The technology offers persons with disabilities, not only a greater sense of self-reliance, but also access to advanced education and career opportunities.

2.4 Universal Design

CWD-O believes that equipment be developed with universal design in mind. Universal design is key to ensuring that the telecommunications and broadcast industries are inclusive.  Universal design can only be good for the broadcast industries’ “bottom line”. 

CWD-O supports the ARCH Disability Law Centre’s statement “when ‘universal design’ principles are incorporated into the design of new products, the products become usable by all people to the greatest extent possible, without the need for adaptation or specialized design” (ARCH, 2008, p. 13).  We concur with ARCH’s assessment that all people must have access to all services without barrier or discrimination (ARCH, 2008, p. 21).

2.5 Vigilance to Ensure No New Barriers Are Created

A division, under the CRTC, with a mandate to continuously monitor and investigate barriers that impede full inclusion of persons with disabilities must be established to remove any such barriers, as efficiently and effectively as possible. This division must be required to prepare and publish an annual publicly accessible report on its findings, current research highlighting innovation and pitfalls in the telecommunications industry, any industry members that fail to comply with orders issued by the CRTC and showcasing industry members that not only followed but exceeded the orders of CRTC. 

2.6 Terminal Equipment
CRTC must exercise its mandate in respect of telecommunications to include regulating terminal equipment. This action is viewed as instrumental in order that such equipment like cell phones and digital cable set-top boxes will accommodate inclusion of persons with disabilities by mandatory provisions of the use of voice interfaces to enable people who are blind or who have vision loss to navigate these increasingly complex menu driven systems.

2.7 Digital Broadcasting

The move to digital broadcasting and distribution of TV programming cannot be permitted to erase or reduce the small gains towards accessibility which have occurred, like closed captioning. Moving to digital must include provisions that enhance and expand accommodation for persons with disabilities. Such action by CRTC will compliment actions towards inclusion and tend to minimize exclusion of persons with disabilities.
2.8 Described Video Programming
Described video programming must be made mandatory and become easily available for 100% of programming and it must be advertised in a wide variety of accessible formats. Regulations that provide for described video must not allow for removal of current (normal) audio tracks but need to provide for an additional track to enhance the description of the action and content being displayed on the screen.
2.9 Captioning

Consistent, high-quality closed captioning being available on 100% of programming including the provisions of quality control to minimize errors and maximize comprehensive transmittal of content other wise broadcast audibly.
2.10 Emergency Broadcast Information 

The nature of Emergency information is to ensure that the persons that are tuned into the broadcast receive what could be life saving information. Not to provide such information in a 100% accessible format is equivalent to stating to persons with disabilities that are currently not accommodated that their lives are not worth saving. Every emergency broadcast must conform to provisions of both described video and closed captioning, to ensure people who are unable to hear audio alerts or who are unable to see graphics or text on the screen do not miss any of this valuable information.

2.11 Internet

ALL websites must be accessible to all people. This is where the CRTC can include broadcasts from Canadian radio stations through their web page to become inclusive for all persons with disabilities and regulate the requirements that an audio radio broadcast reproduced on the internet, either in part or in full, include captioning enabling persons with a hearing loss or who are deaf to access such content, previously and currently not accessible. 
2.12 Customer service
Representatives must be informed and trained in the products which their companies offer. For example that they understand how to activate secondary audio programming or that they can explain how to troubleshoot problems in an accessible manner.

2.13 Telephones

All telephone services must be accessible to persons with disabilities, regardless of the type, severity or multiple disabilities. The objective must be to minimize functional limitations to enhance inclusion and participation into the community life of the person with a disability.
2.14 TTY 911 service must be consistently available.

For mobile devices, coverage in Ontario is not consistent and like other jurisdictions in Canada, there are geographic areas that have no coverage. It must be mandatory that TTY 911 service be accessible regardless of the type of terminal being used and regardless of the geographic location.
2.15 Cellular telephones must accommodate functional limitations

Cellular telephones with accessible features must be advertised widely, displayed and priced on par with other telephones.
The CRTC can use as an example the Energy and Commerce Committee of the U.S. House of Representatives’ proposed legislation that seeks to ensure telephones and television programs are accessible to people with disabilities. Known as the "Twenty-first Century Communications and Video Accessibility Act," the draft legislation is being hailed by disability communities, world wide, as a dramatic and comprehensive step forward for persons with disabilities. 

2.16 Video Relay Service
Video Relay Service aids a great deal of individuals who other wise have poor or no communications. This is an example of an inclusive service that can and does accommodate persons with disabilities and must be introduced in Canada.
2.17 Electronic Print Media

CWD-O believes that the CRTC can use as an example the United Kingdom's Copyright (Visually Impaired Persons) Act, 2002. The UK Act allows for the production of single or multiple accessible copies of 'a literary, dramatic, musical, or artistic work; or a published edition' for a person with a visual impairment without prior consent from the copyright holder(s). It also allows for the transfer of copyright- protected works to a format that is accessible to visually impaired persons, without infringement of copyright laws. 
Although CWD-O recognizes that it is not the role of CRTC, to regulate Copyright Statutes, we also recognize that a recommendation from the CRTC hearings could benefit movement in this direction. Canada needs such a law extend it to include Canadians who have visual, learning or mobility/dexterity disabilities. Such a provision would facilitate the conversion of reading materials for students, and contribute to the academic success and subsequent gainful employment of Canadians with disabilities.
2.18  Funding Support

Where persons with disabilities rely more heavily on technology for independence, education, work and recreation, government funding must be allocated to subsidize 100% of the cost of essential telecommunications equipment.  Persons with disabilities who rely on social assistance should have recreational telecommunications equipment 100% subsidized, and those not on social assistance, subsidized on a sliding scale related to ability to pay.
Part III: Specific problems of persons with disabilities in telecommunications 
CWD-O through our Technology Resources and Membership Committees reached out to our membership and asked our members to identify what they viewed as the current most crucial issues they faced in telecommunications. There were a number of responses and these were consolidated to provide common threads of problems to the CRTC. The purpose is to help the members hearing the issues of accessibility, understand the real problems and help guide the Tribunal to finding appropriate accommodation measures. This section of our submission gives a snapshot of the real barriers faced by Ontarians with disabilities attempting to use telecommunications systems.
3.1 Telephone services: home as well as cellular and mobile phones
CWD-O members expressed a great deal of concern respecting geographical availability of service and the non-accessible design of current technology. Current terminals tend to have small keys, small screens, built with many features that are not inclusive for persons with disabilities and remove some old technology that enhanced access for persons with some types of disabilities. More specifically, CWD-O members state:
· Geographic availability: I have concerns about the lack of cell phone service in rural Northern Ontario.  I travel quite a bit for work, but cannot do so alone due to safety issues.  If I should run into car trouble, I would not physically be able to wheel a few miles to the closest house to call for assistance (assuming that I could even get to their front door).  Although I limit myself to travel during fair weather, I consider this to be another barrier, and another expense to pay a companion for travel. (Diane Morrell, Sault Ste. Marie)

· Directory assistance: on 411 since the service is contracted out of country, there seems to be a language barrier and the operators are not willing to help find a number if I do not have all the exact details that they require, i.e. spelling of name, complete address and exact name of business. Also on 411 when the people were local, the operator often would be familiar with the area and if the address was slightly outside of the city limits, they would search for the name in the next community listings which helped a lot but no longer is an option because people out of the country do not know the geography. (Ian Martin, Ottawa)
· Selective connection to service: Both the land phone and cell phone companies are not waiving the 411 directory assistance charges, as Bell Canada does in Toronto area.  I had several communications with Fido and Sun sonic about the exemption from the 411 assistance fees, but I was not successful, despite after completing Fido's Medical Disclosure Form.  This deprived me of a provision that has been already put in place for persons who are legally blind. (Sricamalan Pathmanathan, Toronto)

· Telemarketing: I value my privacy and wish there was some way I could find out who gave the telephone marketers my name. There is nothing worse than picking up the phone and having silence and after saying “hello” a few times a click and somebody calling back trying to sell you something. (Ian Martin, Ottawa)

· Availability of products: Being blind, I have not been able to find a cell phone at the stores in Ottawa where I can try a cell phone with talking features, so I do not use a cell phone. (Ian Martin, Ottawa)
· Accessible information: Cell phone companies, at least Fido, do not answer/help my call to find out whether I have gone over my limited free day-time minutes.  They currently send a couple of updates via the hand device on the amount of free minutes remaining or exceeded the free minutes during each month, which are not accessible to customers with vision disabilities.  It is a clear discrimination disadvantage for customers who are blind, as they did not offer a solution to this problem or did not try to work around our issue. (Sricamalan Pathmanathan, Toronto)
· Pay more and get less: These providers force people to pay large monthly fees for a bundle that includes many features that are inaccessible for blind users.  These features include things like text messaging and mobile web browsing, which are unusable to most blind people because of the fact that cell phones aren't made accessible for users with disabilities.  When even able-bodied/sighted customers complain about the high monthly fees, imagine how hard those fees are for a customer with multiple disabilities living below the poverty line.  Mobile phone companies must give customers the option of paying an affordable basic rate for basic service, with extra charges only for features used that aren't included in the basic service.  This measure, instead of their current practice of making us pay for features we can't use, will be good for all customers, not just customers with disabilities. (Maria Cruz, Toronto)
· Terminal design: My issue is with cell phones. The number pad is FAR TOO SMALL. Blind persons don't need a screen on the cell phone. The numbers are far too close to each other. All blind persons need is a basic cell phone with a number pad only. It is extremely unsafe and very frustrating to be continually dialing incorrect numbers because of the congestion of the number pad. (Dan McKay, Northern Ontario)
· Voice dialing: Once offered by Bell Canada on land phone lines but has since been removed and only those "grandfathered" can have it.  As a person with significant mobility impairment, voice dialing has been an amazing breakthrough.  Unfortunately, none of the home phone providers currently offer this.  If it is available on cell phones why can it not be offered by all telephone providers? (Audrey King, Toronto)

· Pressure sale tactics: When the phone companies market/provide their features as a bundle, I am paying for many features that are not made accessible to me, e.g., "Call Display". I am often forced to pay for the bundle as the other option is significantly costlier, when I only want the Call Waiting or Call Answer. (Sricamalan Pathmanathan, Toronto)

3.2 Television broadcasting 
· Disability promotion: Persons with disabilities need a dedicated television channel for disability issues, providing in depth programming that addresses all areas of interest to people with disabilities. This channel should be available across the country as a part of the mandated package provided by cable networks, funded by an allocation of the broadcast accessibility pool of money identified for that purpose. (Jerry Ford, Eastern Ontario)
· Persons with disabilities made visible: Projection of persons with disabilities in the media must improve and the content must increase drastically.  One important step in achieving this is to ensure these organizations hire and promote all types of persons with disabilities in the workforce.  Another practical measure would be to create scholarships/grants to students with disabilities in the post secondary educational institutions . (Sricamalan Pathmanathan, Toronto)
· Broadcasters discriminate against persons with disabilities: CBC boasts 2,400 hours of HD coverage of the 2008 Summer Olympic Games.  Contrastingly, our national broadcaster presented 10 hours of 2008 Summer Paralympics Games coverage. Canada earned 18 medals at the Olympics - 50 at the Paralympics. Some math:  This means that in Beijing, Canadian Paralympians earned 278% more medals than Canadian Olympians and received, a comparative 0.4% broadcast coverage. (Josh Vander Vies, London)
· Geographic availability: I have concerns about the availability of service in rural Northern Ontario.  I live within city limits, however high speed internet service is not available in my area.  Other outlying areas, not even within city limits, have this service provided.  I consider this to be a barrier to the same information. (Diane Morrell, Sault Ste. Marie)
· Descriptive Video: Ensure that the television stations are required to include "descriptive" information for those of us that are blind or have low vision. (James, St. John)
· Described Video: news broadcasts, where the announcer states for example, “see the web address or number at the bottom of the screen” instead of reading the information and just flashing the financial information on the stock market again the information is not read. (Ian Martin, Ottawa)
· Described Video: why is DV not used on all channels so that on regular broadcasts i.e. you do not loose the audio on CBC? (Ian Martin, Ottawa)

· Described video – commercials: I have found that many commercials now have music but do not tell what product they are advertising nor do they provide any audio contact information. (Ian Martin, Ottawa)

· Described Video – contests: As a blind person, I am totally screened out of contests on TV as they ask for you to watch for example for a logo or something and there are no audio clues and this leaves me unable to participate in the contests. (Ian Martin, Ottawa)

· Move to digital: The move to digital broadcasting and distribution of TV programming not erase the small gains of accessibility which have already occurred. (name withheld by request, Amherstburg)
· Closed-Captioning: Consistent, high-quality closed captioning be available on all programming and be monitored for errors. (name withheld by request, Amherstburg)
· Emergency Alerts: Emergency information during broadcasts be in accessible formats to ensure people who are unable to hear audio alerts do not miss any of this valuable information. (name withheld by request, Amherstburg)
· Emergency Alerts: How is a blind person to receive the emergency information when it is not given through audio? (Ian Martin, Ottawa)

· Emergency Alerts: Why can’t the broadcast stations with all the professional voiceovers read any content that currently is in text only? (Ian Martin, Ottawa)
3.3 Smart phones and PDAs 
· General application: All phone services be available to all people and that TTY 911 service be consistent and always available. (name withheld by request, Amherstburg)
· Accommodation made standard: All cell phones, smart phones and PDAs should come standard with a built-in screen reader that can be adjusted for speed, volume, verbosity etc.  This screen reader would be factory-set to work the first time the device is turned on, and users who don't want it can turn the screen reader off.  This would enable blind users to access features like text messaging, e-mail and web browsing, as well as make general use of the phone much easier.  It would also alleviate the high cost of the mobile phone screen readers which some blind users currently must buy separately in order to access their phones, and which many of us can't afford to buy.  The screen reader should also be able to read screen indicators like the power level, signal strength, roaming, etc.  It should be able to read the call display as well as messages from the service provider, such as how many free or paid minutes the user has left.  If the speech synthesizer was built into all or most mainstream phones, not only would the cost of the screen readers come down, but sighted users would find the feature handy as well. (Maria Cruz, Toronto)
· Good for all: Accessibility features like larger and better-separated keys would be very helpful for people with dexterity problems.  Flip phones can be made much easier to open, just by incorporating a scooped-out space on the end of the phone where a finger or other object can be inserted to separate the two halves. Free 411 service would also benefit physically disabled users, some of whom might find it very hard to manipulate a phone book. (Maria Cruz, Toronto)

· Features: All cell phone features must be designed accessible to accommodate persons with disabilities, be advertised widely and cost no more than other phones. (name withheld by request, Amherstburg)
· Video feature: Video Relay Service be introduced in Canada. (name withheld by request, Amherstburg)

3.4 Customer Services: in stores and via telephone or equivalent

· Accommodation measures: Customer service representatives be informed and trained in the products which their companies offer. For example that they understand how to activate secondary audio programming or that they can explain how to troubleshoot problems in an accessible manner. (name withheld by request, Amherstburg)

· Automated assistance services: I find that recently when I call 411 the people are trying to get me off the phone quickly and I most often get the wrong telephone number because they will not take the time to make sure I hear them correctly. Further, the voice systems they use for telephone assistance is very frustrating because as much as I try to speak clearly, the voice system does not give me the correct listing I seek. (Ian Martin, Ottawa)

3.5 Internet 
· Alt-tags for pictures and text not PDF files: In trying to join some groups, I find that they are using a visual capture type security and where I cannot see what they want me to see, I cannot join groups I would like to join. (Ian Martin, Ottawa)
· Frustration: Many sites that are expected to be accessible to my adaptive technology is not, for example, I receive a link that people want me to read a newspaper article, I click on the link and my voice software must read every link on every page of the site until it gets to the link that I clicked on. I find that this can take 5 minutes and more where I am and can only listen to my computer read every link and if I stop the reading, it is next to impossible to find the article I am asked to read. (Ian Martin, Ottawa)

4. Part IV: Conclusions
CWD-O takes the position that CRTC is mandated to govern the provision of both essential and recreational telecommunications services. As a result of changing methodology for delivery of telecommunications and the concern over style versus functional terminal design, persons with disabilities’ safety and participation in their communities is being compromised. CRTC has a mandate to ensure that telecommunications is accessible and functional for persons with disabilities, taking into consideration characteristics of all types and combinations of functional limitations resulting from disabilities.

Specifically, CWD-O takes the position that CRTC must address:

4.1 Telecommunications emergency services and emergency alerts

4.1.1 Signing Deaf: Although no hard data exist, it is widely observed by people familiar with the signing deaf community that with every passing year, fewer and fewer people who are culturally Deaf are subscribing to landline telephone service and thus fewer and fewer have access to 911;
4.12 Deaf: Cellular wireless devices cannot be used by persons who are Deaf for calling 911 without, in most instances, plugging in a costly and large TTY;
4.1.3 Deaf: persons who are Deaf moving to cellular technology are unaware that they are cut off from 911 services;
4.1.4 Blind: Video alert messages include only truncated versions of audio alert messages and so pose a barrier to persons who are blind;
4.1.5 Blind: Use of crawls and on-screen graphics that do not have related audio information and so pose a barrier to persons who are blind;
4.1.6 Deaf: Lack of captioning on emergency programming and audio alerts  pose a barrier to persons who are Deaf;
4.1.7 Blind: Lack of audio descriptions of important visual programming where it is unclear what is taking place on the screen pose a barrier to  persons who are blind;
4.1.8 Blind: Experience hearing undefined "alert tones" with no further information or references pose a barrier to persons who are blind.

4.2 Consumer Protection and Quality of Service:

4.2.1 Blind and otherwise reading disabled: The practices of cramming and slamming affect individuals who have difficulty reading their bills and notices;
4.2.2 Accessible features: little to no support is provided by customer services either on the phone or in person at store front locations for adaptive technology;
4.2.3 Products: persons with disabilities cannot try a product without first having to purchase both the terminal and the adaptive software to accommodate functional limitations and if it does not work there is no recourse.
4.3 Directory Assistance (DA) Services:

4.3.1 Blind/Visually-impaired / Mobility-disabled: Directory services are very expensive when you are forced to use them.  Service providers make it difficult to obtain exemptions and even when the exemption is granted the charges still appear on billings. For persons with physical disabilities and functional limitations making it extremely difficult to use a telephone book exemptions are normally not granted;
4.3.2 Interactive Voice Response: Mobility / Cognitively Disabled: Not able to successfully access the choice or being timed-out before being able to select.
4.4 Emerging trends

4.4.1 Many of the same technological advances that show great promise of improved accessibility, however, also have the potential to create new barriers for people with disabilities. Some emerging technology trends are actually causing accessibility problems.
4.4.2 Telecommunications devices will continue to get more complex to operate before they get simpler. This is already a problem for mainstream users, but even more of a problem for individuals with sensory and cognitive disabilities and people who have cognitive decline due to aging;
4.4.3 Increased use of digital controls (e.g., push buttons used in combination with displays, touch screens, etc.) are creating problems for individuals who are blind, cognitive and other disabilities;
4.4.4 The shrinking size of products is creating problems for people with physical and visual disabilities;
4.4.5 The trend toward closed systems, for digital rights management or security reasons, is preventing individuals from adapting devices to make them accessible, or from attaching assistive technology so they can access the devices;
4.4.6 Increasing use of automated self-service devices, especially in unattended locations, is posing problems for some, and absolute barriers for others;
4.4.7 The decrease of face-to-face interaction, and increase in e-business, e-government, e-learning, e-shopping, etc., is resulting in a growing portion of our everyday world and services becoming inaccessible to those who are unable to access these Internet-based places and services;
4.4.8 The rapid churn of mainstream technologies, that is, the rapid replacement of one product by another, is so fast that assistive technology developers cannot keep pace;
4.4.9 Technology advances are causing functions and product types to develop beyond the scope of existing policy. For example, the Internet, the accessibility regulations are not keeping pace.
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