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Dear Mr. Morin:

Subject: Telecom Notice of Consultation CRTC 2025-20, Call for comments — Improving the
routing of 9-8-8 calls and texts (Public record: 1011-NOC2025-0020)

1. The Canadian Telecommunications Association (“CTA”) is an industry association dedicated to
building a better future for Canadians through connectivity. Our members include service
providers, equipment manufacturers, and other organizations in the telecommunications
ecosystem, that invest in, build, maintain and operate Canada’s world-class
telecommunications and broadcasting networks.

2. Through our advocacy initiatives, research, and events, we work to promote the importance of
telecommunications to Canada’s economic growth and social development, and advocate for
policies that foster investment, innovation, and positive outcomes for Canadians who rely on
telecommunications and related services.

3. Canadians’ ability to access life saving services, including those of the 9-8-8: Suicide Crisis
Helpline, are made possible by the work done by telecommunications service providers
(“TSPs”) in providing the necessary infrastructure and support.

4. CTA comments are being submitted on behalf of our Members and will be limited to
the 9-8-8 DID Transition Implementation Proposal (“proposal”). It should be noted
that absence of a response to any other elements identified in the Consultation should
not be interpreted as agreement or disagreement with such proposals. To the extent
that there is any inconsistency between our submission and that of an Association
Member in this consultation, the submission of such member shall prevail with respect to
its position on the relevant matter.
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Introduction

10.

CTA and its Member TSPs have been active and engaged stakeholder partners in the
development and roll-out of the 9-8-8 service infrastructure in Canada. The provision of life-
saving access to crisis management services is taken seriously by TSPs.

As identified in the summary of the consultation document, “[t]he Public Health Agency of
Canada (PHAC) oversees funding and administration of the 9-8-8: Suicide Crisis Helpline, and
the service is delivered by the Centre for Addiction and Mental Health (CAMH).

Over the course of late 2022 and 2023, TSPs participated in numerous calls with the CAMH 9-
8-8 implementation teams to ensure that requirements were fully identified and understood
by all parties, and that the service would be delivered in the most efficient and effective
manner possible. To further support activities, CTA undertook significant facilitation and
coordination activities, which it has since maintained.

It was, therefore, a surprise to see the initiation of this consultation as well as the nature of
the noted concerns. Had PHAC and CAMH proactively and collaboratively approached TSPs in
advance of the issuance of this consultation to discuss their concerns, TSPs would have
actively engaged with a view to develop a fully vetted and industry supported proposal for
Commission review and approval.

To allow for the building of such a solution, CTA would respectfully recommend that
Commission consider putting a pause on the current proceeding to give PHAC, CAMH, and
service providers time to jointly review the proposals that will have been put forward. This
approach would allow for an understanding of the issues being faced by all stakeholders in the
delivery of a solution, and allow for a productive, pro-active and future-facing review. It would
also allow for a more complete and data-supported discussion that will focus on specific
concerns and use-cases in an environment more conducive to those discussions.

Should Commission agree with this proposal, CTA would endeavour to support its Members
while they undertake these discussions.

9-8-8 DID Transition Implementation Proposal

11.

12.

CAMH noted in the background of their proposal that 9-8-8 “allows people to get help when
they need it most, connecting in a timely way to trained responders”, and the current
approach of “using a single toll-free number” was effective.

CAMH does go on to identify what it perceives as limitations which include: the potential of a
“service disruption”; the time to locate “blocked calls” if there is a need for emergency



13.

14.

15.

16.

services; and “geo-routing challenges” when the caller resides in an area that doesn’t match
their phone number.

However, CAMH has not provided data that would quantify the exact nature and extent of
these limitations either within its proposal, or directly to the industry. To be clear, these
“limitations” are not new in the sense that they were present and known at the time of
development and launch. In addition, during the consultations that resulted in Telecom
Regulatory Policy CRTC 2022-234, Introduction of 9-8-8 as the three-digit abbreviated dialing
code for mental health crisis and suicide prevention services and Northwestel Inc.’s
application for modified implementation of ten-digit local dialing, a system where TSPs
would directly route to the response centres was rejected. As such, any subsequent call for
improvement that impacts an entire industry should be accompanied with a concrete break-
down of instances where the limitations have occurred, and their impact.

To-date, it is also unclear whether CAMH could introduce changes on their side — via their own
internal platforms and processes — that might sufficiently address any of the identified
concerns.

In its proposal, CAMH notes what it believes are the benefits of its proposal, including:

¢ “Improved Service Stability: Local DIDs ensure regional outages do not affect national
service.

e Efficient Emergency Response: Local DIDs are expected to reduce the time required to
locate callers needing emergency intervention.

e Seamless Provincial Support: Local DIDs support geographically-aware resource provision
for callers who have area codes that do not match their physical location (e.g. those
moving provinces or territories but keeping numbers from other provinces or territories).

e Cost Savings: Transitioning to DIDs will result in substantial cost savings to the 9-8-8
service, as currently all calls to 9-8-8 are handled with consumption based billing and a
transition to local DID termination is not, thus allowing us to adopt more consistent and
predictable monthly expenses.”

While each service provider will respond to the feasibility of the CAMH proposal as it relates to
the above-mentioned items, without fully understanding the magnitude of the issues and
specific nature of the challenges, it is difficult to provide fulsome comments on potential
alternative solutions. For example, without a national map that identifies the location of the
40 response centres and the specific telephone numbers attributed to them, TSPs may not
have all the necessary information to provide complete and meaningful feedback.



17.

18.

19.

Interestingly, one of the identified benefits relates to ‘substantial cost savings’ that a move to
DID termination would bring to PHAC.! To support any of its service-related activities, PHAC
would have negotiated and undertaken contractual relationships with numerous vendors and
service providers. 9-8-8 services would not be any different. Should its current contractual
relationship with its telecom service provider require review and/or re-negotiation, that is an
activity that can occur outside of this proceeding.

Therefore, any potential cost savings for PHAC are irrelevant to the discussion at hand given
the potential implications and impacts of having each TSP undertake potentially costly
activities.

Funding of the 9-8-8 service itself, in whole or part, should not fall to telecom service
providers. Telecom service providers are responsible for the costs of ensuring that the
telecommunications infrastructure is in place and ready to receive calls and text messages.
The operational costs associated with telephony service should fall to PHAC as it would with
any other service or program that they offer or support.

Potential alternative solutions

20. In the consultation, the Commission notes at paragraph 17 that it is “also considering other

routing methods that could improve routing of 9-8-8 calls and texts.” [emphasis added].
CAMH has not identified issues with texting, and notes that texts are currently being routed
differently than calls.

21. The ability to text 9-8-8 utilizes Short Message Service (SMS) protocols over a Common Short

Code (“CSC”). SMS is the most ubiquitous protocol, has the benefit of longevity, and is not
handset or operating system dependant. In addition, all impacted TSPs are able to support
CSC.

22. Any proposed changes to the routing methods that would impact the SMS delivery protocol

will require a thorough review.

Conclusion

23. CTA reiterates that the delivery of a viable 9-8-8 service is important and one that the telecom

industry has demonstrated support for by ensuring that the required infrastructure is in place.

L As noted within the summary of the consultation document TNC CRTC 2023-20, the “Public Health Agency
of Canada (PHAC) oversees the funding and administration” of 9-8-8.



24. Telecom service providers will individually provide comments on the DID proposal put forward
by PHAC and CAMH and identify other potential solutions within the scope of this proceeding.

25. To ensure that an optimal solution is identified, CTA respectfully recommends and supports
pausing the current consultation after the intervention phase to allow all impacted parties an
opportunity to collectively discuss the potential solutions that are brought forward. This will
allow for a more complete and collaborative review and ensure that any resulting proposal has
been contemplated in a way that limits potential issues for service providers while delivering
the benefits sought by PHAC and CAMH.

26. CTA appreciate the opportunity to participate in this important discussion.

* End of Document *
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