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Executive Summary 

1. Canadians wireless and Internet access subscribers are more empowered than ever 
to take advantage of lower prices and increased value being delivered by an intensely 
competitive telecommunications market. Additionally, subscriber churn is at record 
levels, with millions of subscribers switching providers and millions more switching 
plans with their existing provider every year.  
 

2. This high level of switching indicates that the existing processes for modifying plans 
and cancelling contracts are effective and easy to use. The data supports this, and 
subscribers themselves confirm that switching is easy.  Additionally, the Commission 
has acknowledged that its own consumer research shows that self-service options 
are not something consumers have been requesting. 

 
3. Our members have already made self-service mechanisms available to customers. 

But in doing so, they have been careful to take a balanced approach that protects 
customers from unintended consequences. The Commission should do the same 
when exercising its broad discretion to define what constitutes a self-service 
mechanism and any related requirements. 
 

4. In defining what constitutes a self-service mechanism and the type of 
mechanisms that are acceptable under subsection 27.01 of the 
Telecommunications Act (the Act), the Commission should not prohibit any of 
the type of self-service mechanisms already deployed by service providers or 
prohibit the inclusion of consumer safeguards, such as interaction with 
customer service representatives before completing a request. 

 
5. This flexible and balanced approach ensures that customers can perform many 

tasks independently while recognizing that certain processes might still require 
human interaction to ensure the customer understands the implications of 
their request and is aware of other options that might better suit their needs. 

 
6. Such an approach also advances the policy objective under the Act of 

increasing reliance on market forces and ensuring that any regulation is 
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effective and efficient. It also respects the 2023 Policy Direction1 (Policy 
Direction) which requires measures taken by the Commission be proportionate 
to their purpose. 

 
7. Service providers vary in size, financial resources, and customer demographics. 

These differences influence how they engage with customers and the tools they 
use for customer interaction. In competing with one another, service providers 
also innovate and evolve their customer engagement methods. Therefore, 
service providers should be able to offer a self-service mechanism that meets 
the Commission requirements through whichever channel they deem 
appropriate for their customer engagement objectives, whether via their 
website, mobile application or other customer service tools.   

 
8. Additionally, the Commission should not limit or prohibit any fees charged for 

customer service. As discussed in greater detail in our comments to TNC CRTC 
2024-294, most fees charged to customers are a legitimate way of recouping 
the cost of delivering services to customers. Limiting or prohibiting such fees 
are likely to increase the cost of service plans and increase customers’ monthly 
bills. 

 
9. Finally, current privacy laws apply to service providers collection, use and 

disclosure of personal information in connection with machine-learning and 
generative artificial intelligence. The Commission should not impose additional 
regulations regarding same. 

 

Introduction 

10. Pursuant to the procedure outlined in Telecom Notice of Consultation 2024-295 
- Call for Comments – Making it easier to choose a wireless phone or Internet 
service – Enhancing self-service mechanisms (Consultation), the Canadian 
Telecommunications Association (CTA) provides its initial comments in this 
proceeding.  
 

 
1 Order Issuing a Direction to the CRTC on a Renewed Approach to Telecommunications Policy, SOR/2023, 10 
February 2023 

https://ised-isde.canada.ca/site/mobile-plans/en/order-issuing-direction-crtc-renewed-approach-telecommunications-policy
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11. 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. Failure to address any 
question should not be construed as our agreement with any assertions made, 
or preliminary positions taken by the Commission. In addition, to the extent that 
any comment in this intervention conflicts with a comment of a CTA member, 
the comment of the member shall prevail with respect to that member. 
 

12. In Bill C-69,2 the Telecommunications Act (the Act) was amended to include a 
new subsection 27.01 which requires a service provider to “make available to 
its subscribers a self-service mechanism that meets the requirements 
established by the Commission”3 and allows the subscriber to cancel their 
contract or modify their service plan, in each case within the terms of the 
contract.  Importantly, subsection 27.01(2) states that “the Commission must 
establish what constitutes self-service and the requirements in relation to 
self-service mechanisms” (emphasis added). 

 
13. Subsection 27.01 provides the Commission with broad discretion when 

deciding what is meant by “self-service” and any requirements related thereto. 
In exercising such discretion, the Commission must consider the ample 
evidence that shows that existing processes employed by service providers are 
working well, enabling millions of Canadian subscribers to easily switch 
providers or plans every year. The numbers support this, and subscribers 
themselves confirm that switching is easy. 

 
14. The Commission must also consider the potential negative impacts on 

consumers if the Commission adopts a narrow definition of what constitutes 
self-service and prohibits self-service mechanisms from including safeguards 
to ensure customers understand the implications of their requests and are 
aware of other options that might better suit their needs.  

 

 
2 An Act to implement certain provisions of the budget tabled in Parliament on April 16, 2024.  
3 Telecommunications Act, ss 27.01(1). 

https://www.parl.ca/DocumentViewer/en/44-1/bill/C-69/royal-assent
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Most subscribers find switching to be easy  

15. Aided by existing Commission policies which allow a subscriber’s new service 
provider to cancel service from the current provider on the subscriber’s behalf4 
and number portability which enables subscribers to keep their telephone 
number when changing service providers,5  service providers’ existing 
processes make it easy for subscribers to switch providers or plans while at the 
same time ensure that subscribers are fully informed of their options and the 
impact of cancelling or modifying a contract or plan. 
 

16. For example, in a 2024 survey of 5,000 Canadians conducted by Abacus Data6, one in 
four respondents indicated that they switched wireless service providers or plans in 
the previous twelve months. With approximately 37 million mobile phone subscribers 
in Canada, one in four subscribers switching their provider or plan within a twelve-
month period equals approximately 9.25 million subscribers switching.  

 
17. Among those who switched in the previous twelve months, 53% modified their 

plan with their existing provider, while 47% switched to a different provider. Of 
those who switched, 86% said they switched to a plan that gave them better 
value than their previous plan. Most (63%) said they were paying less while 
getting more or the same services under their new plan, while 17% said they 
were paying the same but getting additional services and features that weren’t 
part of their previous plan, such as additional data, higher speeds, enhanced 
coverage, increased international calling and/or texting, or increased 
international roaming.  

 
18. As Bell indicates in its initial comments to TNC CRTC 2024-293, the number of 

wireless subscribers changing between service providers has been steadily 
increasing since 2020:7  

 
4 Broadcasting and Telecom Regulatory Policy CRTC 2011-191. 
5 Telecom Decision CRTC 2005-72. 
6  Consumer Insights: Canadian Mobile Wireless Sector Providing Lower Prices and Greater Value to 
Canadians, Abacus Data, June 18, 2024.  
7 TNC CRTC 2024-293 - Bell, initial comments, February 14, 2025, paragraph 15. 

https://crtc.gc.ca/eng/archive/2011/2011-191.htm
https://crtc.gc.ca/eng/archive/2005/dt2005-72.htm
https://abacusdata.ca/canadian-mobile-wireless-sector-providing-lower-prices-and-greater-value-to-canadians/
https://abacusdata.ca/canadian-mobile-wireless-sector-providing-lower-prices-and-greater-value-to-canadians/
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Table 1 
 

Wireless Port Volumes 

2020 2021 2022 2023 2024 
3,371,445 3,802,033 

(+12.8% YoY) 
3,901,065 

(+2.6% YoY) 
5,746,096 

(+47.3% YoY) 
6,203,474 
(+8% YoY) 

 
19. In the same proceeding, the Competition Bureau noted that Commission data 

for 2023 reveals an average monthly subscriber churn rate of 1.2% for both 
wireless and wireline. Applying the 1.2% churn rate to the approximately 13.7 
million Internet access subscribers in 2023 suggests that nearly two million 
households switched providers in 2023. These wireless and Internet access 
subscriber churn number are in addition to the millions of subscribers who 
changed plans with their existing provider over the same period. 

 
20. The above referenced Abacus data and porting numbers show that a large number of 

wireless and Internet access subscribers are switching providers or plans. Subscriber 
churn is at an all-time high.8 This would not happen if the existing processes for 
switching were ineffective or difficult. The numbers support this, and subscribers 
themselves confirm that switching is easy.  

 
21. The Commission’s latest public opinion research on the consumer codes found that 

most Canadians (8 in 10) found switching their wireless provider easy, with over half 
describing the process as extremely easy.9 The Commission has also acknowledged  
that according to its own consumer research self-service options are not 
something that consumers have been asking for (emphasis added): 
 

 
8 Canadian Telecom Brief: Diverging Strategies Could Make or Break Leverage in 2025, S&P Global, January 
14, 2025. 
9 Public Opinion Research on the CRTC's Consumer Protection Codes 2024 – Final Report, CRTC, page 32. 

https://www.spglobal.com/ratings/en/research/articles/250114-canadian-telecom-brief-diverging-strategies-could-make-or-break-leverage-in-2025-13378024
https://epe.lac-bac.gc.ca/100/200/301/pwgsc-tpsgc/por-ef/crtc/2024/084-23-e/por084-23-report.pdf
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“...I will note a self-service mechanism is something new, quite intriguing, not 
heard of as a suggestion prior to the bill coming into place. We will be looking at 
that, but it was not something that consumers raised with us in our research…”10 

 
22. Clearly, existing processes for switching providers and plans are working and 

Canadians are more empowered than ever to take advantage of lower prices 
and increased value being delivered by an intensely competitive 
telecommunications market. It is within this context that the Commission must 
consider the implementation of the requirements of subsection 27.01 of the 
Act. 

 
Self-service mechanisms already exist 
 
23. As indicated in their responses to the Commission’s request for information 

letter dated July 23, 2024, our members are continually expanding the range of 
tools available to consumers to interact with service providers, review 
information regarding their services, and manage their accounts. These efforts 
are largely driven by market forces and the intense competition that 
characterizes Canada’s telecommunications market.  
 

24. It is in the service provider’s interest to offer such tools as they can help 
enhance customer satisfaction and reduce customer costs. But in doing so, 
service providers are also careful to take a balanced approach that protects 
customers from unintended consequences. They do so by including in some 
self-service mechanisms a requirement for the customer to interact with a 
customer service representative to ensure that the customer understands the 
implications of the changes they wish to make, including what amounts they 
will owe or what promotion or services they will lose. Interaction between a 
customer and service representative also gives the representative the 
opportunity to understand why the changes are being requested and resolve 
any issues the customer may having (which is an objective of both the 
Commission and the CCTS) or find options that fit the customer’s needs. 

 

 
10 Scott Hutton, Chief, Consumer, Research and Communications, CRTC testimony, Senate Standing 
Committee on Transport and Communication, May 28 2024 

https://sencanada.ca/en/Content/Sen/Committee/441/TRCM/90EV-56798-E
https://sencanada.ca/en/Content/Sen/Committee/441/TRCM/90EV-56798-E
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25. The implications of cancelling or modifying a telecommunications service are 
not always straightforward and are not always compatible with a simple “on-
off” switch. For example, service bundles are convenient for consumers and 
offer savings, but many customers do not want to cancel or modify all their 
bundled services. Interaction between customers and service representatives 
can ensure that a customer does not unintentionally cancel or modify a service 
or lose the benefits of special packages and promotions.  

 
26. Other examples where a service provider may wish to interact with a customer 

before a service cancellation or modification include: 
 

• If a consumer wants to cancel voice services, it is imperative that they 
understand this could affect access to 911 and other emergency services. 

• If a consumer wants to cancel a mobile account, they should understand 
that other users on that account (extra lines) will also be affected. 

• If a consumer wants to cancel one service in a discounted bundle, they 
should understand any resulting price increases on remaining services. 

• If a consumer wants to cancel because of extended travel, they may not 
know about other options like putting their account on pause – which 
prevents them from losing their phone number, saved voice messages, and 
other services. 

• If a consumer wants to cancel because of financial hardship, a customer 
service representative can inform them of other options that may be made 
available. 

• If a consumer wants to cancel and needs to return equipment, a customer 
service representative can provide instructions on how they can return 
equipment.  

• If a consumer wants to cancel their mobile service, CSRs can explain how 
amounts will appear on the final bill, eligibility for pro-rata refund, and any 
impact of auto-pay arrangements etc. 

 
27. The Commission should avoid taking an overly prescriptive approach and 

should allow service providers flexibility in how they communicate with their 
customers to provide them with the necessary information surrounding the 
potential consequences of cancellation or modification, to understand the 
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reasons for the request, and inform customers about options that might better 
address their needs.  
 

28. A flexible and balanced approach ensures that customers can perform many 
tasks independently while recognizing that certain processes might still require 
human interaction to ensure the customer understands the implications of the 
request and is aware of other options that might better suit the customer’s 
needs. 

 

The Commission has broad discretion in defining self-service  
 
29. Subsection 27.01(2) of the Act states that:  

 
...the Commission must establish what constitutes self-service and the 
requirements in relation to self-service mechanisms. The Commission may 
also specify types of self-service mechanisms that are acceptable for the 
purposes of that subsection. [emphasis added] 
 

30. The Act grants the Commission broad discretion in defining self-service and the types 
of self-service mechanisms that are acceptable. As mentioned above, the evidence 
shows that Canadians are finding it easy to switch providers and plans. The numbers 
show this, and subscribers are confirming it, with 8 out of 10 saying switching is easy 
and over half saying it is extremely easy. The Commission has also acknowledged that 
in its consumers surveys, self-service mechanisms are not something that 
consumers have requested. 
 

31. While the Commission cites the policy objectives set out paragraph 7(a) and 
7(h) of the Act and subparagraph 17(b)(iv) of the Policy Direction in the 
Consultation, the policy objectives under the Act also require the Commission 
to advance the objective of increasing reliance on market forces and if 
regulation is required that, it should be “efficient and effective.”11 The Policy 
Direction also provides that the Commission should “ensure that measures 
that it imposes through its decisions are efficient and proportionate to their 
purpose.”12 

 
11 Telecommunications Act, s7(f) 
12 Policy Direction, paragraph 4. 
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32. As the evidence mentioned above clearly shows, market forces, aided by the 

Commission’s existing policies related to switching, have already made it easy 
for consumers to modify or cancel service plans while also ensuring that 
appropriate safeguards remain in place so that consumers receive their desired 
outcome. In defining self-service mechanisms and the type of mechanisms that 
are acceptable under subsection 27.01 of the Act, the Commission should not 
interfere with this success by prohibiting any of the type of self-service 
mechanisms already deployed by service providers or prohibit consumer 
safeguards, such as interaction with customer service representatives before 
completing a request. 

 
33. Failure to do so will not only risk increasing customer confusion and 

dissatisfaction, but it will also require service providers to build and implement 
complex and costly systems and processes that must contemplate the many 
different variables and consequences of cancellation and modification 
requests and attempt to replace the important safeguards that are currently 
provided through interactions with customer service representatives.  

 
34. These additional costs would ultimately have to be recovered through service 

fees charged to consumers, which runs counter to the policy objectives of 
rendering affordable services13 and recognizing the economic and social 
requirements of consumers.14 At a time when the Commission should be 
looking for ways to reduce and avoid regulations that result in incremental 
increases in costs, prohibiting the types of self-service mechanisms already 
deployed by service providers or prohibiting consumer safeguards, such as 
interaction with customer service representatives before completing a request, 
will result in increased administrative and financial burdens on services 
providers that are disproportionate to any alleged consumer benefit.  

 
35. These concerns are especially important given the current economic realities for 

Canada and the telecom sector. Decreasing prices, high borrowing costs, higher 
network costs, increased competition from multinational OTT players, lower 
immigration, and climate-related risks are just a few of the headwinds that telecom 

 
13 Telecommunications Act, s7(b) 
14 Ibid, s7(h). 
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providers face. As indicated in recent research note by Scotiabank, these and other 
factors “made 2024 the worst relative performance for the sector since 1959.”15 Not 
only is this bad news for shareholders, but it is also bad news for Canada. A healthy 
telecommunications sector is vital to ensuring continued investment in 
telecommunications infrastructure and innovation, which is a key foundation for 
increasing productivity and economic growth across industries.  

 
36. At a macro-level, the threat of U.S. tariffs and other economic measures pose 

challenges to Canada’s economic stability and growth prospects. Even if U.S. tariffs 
are not imposed or are eventually removed, the economic uncertainties caused by an 
unpredictable U.S. government will remain for the foreseeable future. These 
measures and uncertainties are likely to have significant impacts on consumer 
confidence and purchasing power, which could have an impact on service providers. 
A weaker Canadian dollar will also negatively impact service providers who purchase 
telecom equipment and devices in U.S. dollars.  

 
Q1. What features or functions should the Commission mandate as part of any 
required self-service mechanism, and what information about using them do 
Canadians need? Explain the specific needs being addressed. 

37. As mentioned above, market forces, together with the Commission’s existing policies 
regarding switching, have made it easy for customers to modify or cancel their service 
plans. The numbers show this, and most subscribers describe switching as easy, with 
over half describing it as very easy. The Commission has also acknowledged that 
consumers have not been requesting self-service mechanisms. Put simply, 
subsection 27.01 of the Act addresses a problem that does not exist. 
 

38. In addition to recognizing the success of existing processes in making modifying and 
cancelling service plans easy, the Commission must consider the detrimental impact 
on customers if service providers are not allowed to include consumer safeguards in 
their self-serve mechanisms. These safeguards, such as requiring interaction with a 
customer service representative before completing certain requests help prevent 
customer confusion and unintended outcomes. Without them customers may 
inadvertently cancel services or lose promotional discounts or other benefits.  

 

 
15 ScotiaBank, Scotia’s 28th TMT Conference Preview, March 3, 2025. 
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39. Given these important considerations, the only function or feature of a self-service 
mechanism that should be mandated by the Commission is that the mechanism 
should allow a customer to initiate a request to modify or cancel a service plan. This 
flexible and balanced approach will ensure that existing self-service mechanisms can 
continue to be made available to customers and that service providers can include 
safeguards to protect the interests of consumers.  

 
40. Such an approach would also advance the policy objectives set out in the Act, 

including increasing reliance on market forces and efficient and effective regulation, 
as well as the Policy Direction which requires any measures taken by the Commission 
to be proportionate to their purpose. 

 

Q2. Should the Commission only require that a minimum baseline of features or 
functions be offered as part of self-service mechanisms? Why or why not? 

41. For the reasons mentioned above, including our response for Q1, the Commission 
should only require that self-service mechanisms allow a customer to initiate a 
request to modify or cancel a service plan.   

 

Q3. How should Canadians be able to access these self-service mechanisms? Should 
they be required to be made available on the service provider’s website, through apps, 
over the phone, in stores and at kiosks, or using a different method? Why or why not? 

42. Service providers vary in size, financial resources, and customer demographics. 
These differences influence how they engage with customers and the tools they use 
for customer interaction. In competing with one another, service providers also 
innovate and evolve their customer engagement methods.  
 

43. Therefore, service providers should be able to offer a self-service mechanism that 
meets the Commission requirements through whichever channel they deem 
appropriate for their customer engagement objectives, whether via their website, 
mobile application or other customer service tools. Requiring self-serve mechanisms 
to be available through specific or multiple channels is unnecessary and is neither 
efficient nor proportionate to its purpose. It would impose unwarranted costs on 
service providers and stifle competition by limiting their ability to differentiate 
themselves. 
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44.  Additionally, requiring service providers to equip their stores with self-service 

mechanism or establish self-service kiosks at other locations is impractical and 
unnecessary. Stores are already staffed by customer service representatives to offer 
support to customers and establishing kiosks at other locations would require costly 
hardware, maintenance and location rental or acquisition costs.  
 

 
Q4. Should the Commission address concerns related to self-service mechanisms 
entirely replacing other ways customers can cancel or modify their contracts? Why or 
why not? Are there specific cases that should be treated differently? 

 
45. It is not clear what concerns the Commission is referring to. We will respond to any 

concerns raised by other intervenors in our reply comments.  

 

Q5. How should the Commission ensure that self-service mechanisms are accessible 
to persons with disabilities? 

46. The Commission should refrain from regulating in areas where market forces and 
other regulations already provide for accessible solutions. 
 

47. As indicated in their responses to the Commission’s request for information letter of 
July 23, 2024, our members are committed to making their self – service mechanisms 
accessible by complying with relevant accessibility standards and through use of 
other technologies and tools. Service providers are also subject to applicable 
accessibility laws.  

 

Q6. Should the Commission limit or prohibit potential fees that could be charged for 
any type of customer service? Why or why not? 

48. In TNC CRTC 2024-294 the Commission is examining how to implement the 
requirements of the new subsection 27.04 of the Act which provides that a service 
provider cannot charge a fee to a subscriber that is designed to discourage them from 
modifying their service plan or cancel their contract. As part of that proceeding the 
Commission poses questions that are like this question 6.  
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49. To avoid repeating our detailed responses in that proceeding, we incorporate by 
reference our comments in TNC CRTC-2024-294 for why the Commission should not 
limit or prohibit fees, including customer service fees, except as expressly required 
under subsection 27.04(1) of the Act.  
 

50. Without limiting the foregoing, the Commission should not limit or prohibit potential 
fees that could be charged for any type of customer service. Service providers do not 
charge customers for most elements of customer service, including answering 
questions and resolving issues concerning a customer’s account or services. 
However, service providers require the flexibility to charge fees to help recover the 
significant cost of providing services to customers and operating their businesses.  

 
51. Activation fees, account maintenance fees, and similar one-time fees support the 

provision of distinct services to subscribers and each service provider decides 
whether and in what circumstances these fees are charged. If prohibited from 
charging these fees, service providers would likely have to increase the cost of their 
service plans, leading to higher monthly bills for consumers and less choice.  
 

Q7. How should the Commission contribute to the protection of customer privacy 
where machine learning or generative artificial intelligence may be used, consistent 
with the objectives of the Telecommunications Act and existing privacy rules related 
to confidential customer information? 

52. There is no need for the Commission to take any action in this regard. 
 

53. Service providers must comply with the Personal Information Protection and 
Electronic Documents Act (PIPEDA) and applicable provincial laws when collecting, 
using, and disclosing the personal information of customers. This includes when 
using such information in connection with machine learning or generative artificial 
intelligence.  
 

54. As stated by the Office of Privacy Commissioner of Canada: 

While generative AI tools may pose novel risks to privacy and raise new 
questions and concerns about the collection, use and disclosure of personal 
information, they do not occupy a space outside of current legislative 
frameworks. Organizations developing, providing, or using generative AI are 
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obligated to ensure that their activities comply with applicable privacy laws and 
regulations in Canada.16 

55. Additionally, the federal government has made the updating of privacy law and the 
introduction of laws governing artificial intelligence a priority. Any new requirements 
for the protection of personal information should be addressed through that process.  

Q8. Should any specific service providers or classes of service providers be exempt 
from the requirement to offer self-service mechanisms? Why or why not? 

56. We defer to our members’ responses. 

 

***End of Document*** 

 
16 Principles for responsible, trustworthy and privacy-protective generative AI technologies, December 7, 
2023. 

https://www.priv.gc.ca/en/privacy-topics/technology/artificial-intelligence/gd_principles_ai/

