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UNION DES CONSUMMATORS

Strength through Networking
®

Union des consommateurs is a hon-profit organization comprised of 14 consumer
rights groups.

UC’s mission is to represent and defend the rights of consumers, with special
emphasis on the interests of low-income households. Its activities are based on
values cherished by its members: solidarity, equity and social justice, and improving
consumers’ economic, social, political and environmental living conditions.

UC’s structure enables it to maintain a broad vision of consumer issues while
developing in-depth expertise in certain programming sectors, particularly via its
research efforts on the emerging issues confronting consumers. Its activities, which
are nation-wide in scope, are enriched and legitimated by its field work and the
deep roots of its member associations in their communities.

Union des consommateurs acts mainly at the national level, by representing the
interests of consumers before political or regulatory authorities, in public forums or
through class actions. Its priority issues, in terms of research, action and advocacy,
include the following: household finances and debt, energy, issues related to
telecommunications, broadcasting, cable television and the Internet, health,
financial products and services, as well as social and fiscal policies.
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INTRODUCTION

By the fall of 2022, Canada will have four new area codes, or approximately 30 million new telephone
numbers?, in addition to the 40 area codes already in use and many reserved for areas that may need
them in the near future2. As the country's population grows, so does the demand for telephony - so
Canadians have an increasing need for telephone numbers.

Many Canadians also have multiple personal numbers, by subscribing to both landline and wireless
telephone services. While wireless is now popular, Canada still has one of the lowest rates of
consumers subscribing exclusively to this service3. The good old landline phone is still popular, even if
its star is shining less and less. More and more households are discontinuing their wireline service.
Faced with an aging infrastructure, some providers have begun to dismantle their wireline network in
favour of fibre optic technology, which is more efficient and more resistant to bad weather. In this
context, pointing to the almost inevitable end of this service, we have to wonder about the future of
wireline telephony and the impact that its disappearance will have, especially on the most vulnerable
consumers.

This report will provide a portrait of the state of fixed telephony services in the country and the warning
signs of the end of wireline services. It will also discuss the multiple contributions of telephony to
society and the socio-economic risks potentially generated by the end of wireline service. We will then
analyze the replacement options available to Canadian consumers and the extent to which these
options meet their needs and expectations. We will look at the current regulatory framework and the
rules that may apply in the event of service termination. Finally, we will examine the wireline network
discontinuation processes already underway in France, the United Kingdom and the United States, in
order to reflect on the measures required in Canada to ensure a smooth transition to other telephone
technologies.

A few words on the terminology

The world of technology is full of technical terms. It is important to make a few clarifications in order to
facilitate the understanding of this report on fixed telephony. What are we talking about when we use
this term? A telephony system where the subscriber accesses the telephone network from a fixed
location only.

It should be noted that there does not appear to be a consensus on what terms to use, in either French
or English. For example, communication service providers here generally use the term “residential

1 CRTC. Telecom Decision CRTC 2022-51 (584 in Manitoba); CRTC. Telecom Decision CRTC 2021-364 (263 in Quebec);
CRTC. Telecom Decision CRTC 2021-393 (468 in Quebec); CRTC. Telecom Decision CRTC 2019-13 (354 in Quebec,
effective date deferred to 2022).

2 CRTC. Telecom Decision CRTC 2017-38.

3 MANDER, J. Chart of the day. Mobile-Only Users by Country, GWI Blog, December 6, 2016, online:
https://blog.gwi.com/chart-of-the-day/mobile-only-users-by-country/
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telephony” to describe fixed telephony, in that it is associated with a subscriber's home. This term,
however, excludes fixed line services that are intended for business customers.

It should also be noted that the device used to make the calls is not relevant to the classification of
types of telephony; it is the technology used that is decisive. Thus, we speak of fixed telephony even
when a consumer uses a wireless handset; even if this type of handset can be moved within the
confines of a home or property, the base from which it connects is fixed, and directly connected to the
telephone network. Wireless telephony, by contrast, is entirely mobile, as the signals are transmitted
over the air.

Several different technologies are used to provide fixed telephony. The two most common are wireline
and VolIP (voice over Internet Protocol, also known simply as IP telephony) technologies. The former is
older and is offered through copper wire and coaxial cable networks4. It is the decline and eventual
foreseeable demise of these networks that has prompted this research. The Canadian Radio-television
and Telecommunications Commission (CRTC) has generally referred to this type of service as “local
telephony” or “basic telephony,” rather than “wireline telephony.”s IP technology, sometimes described
as the inevitable successor to wireline technology, operates over the Internet, as its full name implies.
Providers here and elsewhere are mainly turning to this technology in order to offer residential
telephony.

It should also be noted that there are specific names for different types of telephony service providers.
Some local service providers are referred to by the CRTC as incumbent providers because they have
their own wireline telephone network. This is the case for Bell and Telus, for example. Other providers
are described as cable companies because they have historically provided cable services in monopoly
environments. This is the case with Rogers, Shaw and Videotron for example. All of these providers
now offer fixed telephony services using the two technologies described above - wireline and IP.

Some providers are known as resellers, who do not have their own infrastructure, or have only partial
infrastructure, and offer their service using other providers’ infrastructure. This is made possible by
“wholesale service,” a regulatory framework put in place by the CRTC to allow providers to access their
competitors' networks for a fee. It should be noted that resellers make up more than two-thirds of the
active telecommunications service providers in the country, but account for only 3.5% of industry
revenuesb. The five largest providers, mentioned in the previous paragraph, account for 87% of total
revenues!

4 CRTC. “Voice wireline service, Glossary, online: https://crtc.gc.ca/eng/dcs/glossaryt.htm

5 CRTC. “Local telephone service,” online: https://crtc.gc.ca/multites/ mtwdk.exe?k=glossary-
glossaire&|=60&w=384&n=1&s=5&t=2

6 CRTC. Communications Market Reports - Annual highlights of the telecommunications sector, 2020, Table 1, online:
https://crtc.gc.ca/pubs/cmr_telecom_2021-en.pdf
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TELEPHONY AND SOCIETY

chapter 1

The telephone owes its existence above all to the telegraph, invented in 1844. The device introduced
for the first time the possibility of communicating at a distance in real time?. It was used by
governments, the world of finance and information. But its use never spread to the general public,
mainly because it required mastery of Morse codes.

About thirty years later, in March 1876, Alexander Graham Bell invented the telephone®. Considered
by its creator as an “adaptation of the telegraph19,” the new device allows the transmission of words
on the electrical circuit, and not only of electrical impulses that must then be decoded. In the months
following his invention, Bell began marketing the telephone, presenting it at the World's Fair held in
Philadelphia that yearil. It attracted the elite’s attention, but left many perplexed. For example, the
American president at the time, Rutherford B. Hayes, was quoted as saying, “That's an amazing
invention, but who would ever want to use one of them?12”

Bell's father, who was based in Canada, was responsible for marketing the telephone in Canada. Lord
Dufferin, Alexander Mackenzie, the Prime Minister of the day, and Ontario businessmen were among
his first customers13. Slowly, the ruling class of the major cities began to use the telephone. In 1882,
Toronto had 250 telephones and Montreal had 55014, The telephone was expensive and fragile and
required constant maintenance?®. In 1922, barely 6% of households in Toronto and Montreal had a
telephone. The rest used telegraph booths in the citiest®. Telephones were relatively unavailable in
rural areas and in some parts of the country, such as British Columbia and Newfoundland and
Labradorl?, But this situation did not worry the authorities. The telephone was not seen as a necessity.
Bell Canada officials even stated that “[the] telephone service is not universal in its character and
should not be supported by tax money8.” The telephone’s penetration rates in the decades that
followed would ensure that this claim about the service’s characteristics would be refuted. By 1945,

7 RENS, J.-G. The invisible empire: a history of the telecommunications industry in Canada, McGill-Queen's University Press,
2001, p. xv.

8 NYE, D. E. “Shaping Communication Networks: Telegraph, Telephone, Computer,” Social Research, vol. 64, No. 3, 1997, p.
1071.

9 RENS, J.-G. The invisible empire, op. cit., note 7, p. 49.

10 |bid. p. 48.

11 |pid. p. 49.

12 ELON UNIVERSITY. 1870s - 1940s: Telephone, Imagining the Internet, A History and Forecast, online:
https://www.elon.edu/u/imagining/time-capsule/150-years/back-1870-1940/ (consulted on November 18, 2021).

13 RENS, J.-G. The invisible empire, op. cit., note 7, p. 57.

14 |pid. p. 68.

15 |bid. p. 72.

16 MARTIN, M. “Hello central? Compagnies de téléphone, abonnés et création d'une culture téléphonique au Canada (1876-
1920),” Réseaux, vol. 10, No. 55, 1992, p. 30.

17 CRTC. Telecom Regulatory Policy CRTC 2011-291, par. 1.

18 LASEN, A. History Repeating? A Comparison of the Launch and Uses of Fixed and Mobile Phones, in HAMILL, L. and
LASEN, A., dir., Mobile World, Springer, 2005, p. 34.
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one in five Canadians owned such a device!®. And the telephone companies had large waiting lists of
customers who wanted one of their own, but had to wait because of the restrictions imposed by the
Second World War. Telephone adoption finally reached its peak in the 1970s and continued until the
late 1990s20. By then, nearly 70% of Canadians owned a telephone. The adoption of the wireless
telephone, which was introduced in the early 1980s21, followed much the same trajectory in Canada,
but at a faster pace. Initially reserved for businesspeople and the elite, the device was more widely
adopted in the late 1990s and early 2000s22.

It should be noted that Canada, along with its American neighbour, was a forerunner in the use of the
telephone. The device’s adoption was historically faster than in other industrialized countries, such as
France and the UK, which initially favoured the use of their public postal services and the telegraph2s3.
And Third World countries were largely excluded from the new technology, even though the telegraph
had quickly been introduced there24. Moreover, we would witness technological leapfrogging in
telephony in numerous Third World countries, i.e. the almost universal adoption of wireless telephony
in those societies would not follow that of fixed residential telephony, which will have been the
transitional technological stage elsewhere2s,

1.1 The Contributions of Telephony to Society

The contributions of the telephone to society are significant. The device has transformed the
organization of commerce, work, health and public safety. It has also greatly affected people's personal
and domestic lives. It acts as a tool for socialization, information and even power. This section aims to
provide a general portrait of the main facets of the telephone's contributions to Canadian society. Since
our research focuses on fixed telephony, we will concentrate our analysis on this type of telephony, but
will also address the subsequent (and renewed) contributions of mobile telephony, where relevant.

It should be noted at the outset that the telephone’s integration into society occurred during a pivotal
period of social change. Advances in transportation (the railway, for example) and communication (the
telegraph, then the telephone) led to a social and economic interdependence of communities and
individuals26é. Urbanization increased and public infrastructures were deployed in cities. While initially
envisioned as a solution to the rural exodus that began to be felt at the turn of the 20th century, the
telephone only amplified it, with the help of the railroad, then the automobile and the radio, which
favoured access and exposure to the urban lifestyle2?. The telephone is also described by some authors

19 CBC, Telephones become a necessity, not a luxury, CBC (Archive), online: https://www.cbc.ca/archives/entry/telephones-
become-a-necessity-not-a-luxury (consulted on November 18, 2021).

20 WORLD BANK. Fixed telephone subscriptions (per 100 people) - Canada - 1960 - 2020, online:
https://data.worldbank.org/indicator/IT.MLT.MAIN.P2?locations=CA (consulted on November 18, 2021).

21 ZABIHIYAN, B. Le téléphone cellulaire a 40 ans, Radio-Canada, April 1, 2013, online: https://ici.radio-
canada.ca/nouvelle/607003/telephone-motorola-iphone

22 L ASEN, A. History Repeating? op. cit., note 18, p. 56.

23 RENS, J.-G. The invisible empire, op. cit., note 7, p. 169.

24 |pid. p. 170.

25 JAMES, J. The impact of cell phones on poverty and inequality in developing countries, Springer, 2016, pp. 14-17.

26 MACDOUGALL, R. “The People's Telephone: The Politics of Telephony in the United States and Canada, 1876-1926,”
Enterprise & Society, vol. 6, No. 4, 2005, p. 582.

27 RENS, J.-G. The invisible empire, op. cit., note 7, p. 339.
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as an instrument of urban adaptation, capable of shaping an immediate and symbolic proximity despite
a context of social mobility28.

But the telephone is not exactly like other advances of the time. It is integrated directly into the homes
of individuals. It links the private sphere to the public sphere2°. The home loses its autonomy by being
integrated into the community in which it is located, although at the same time liberalism and
individualism emerges0.

1.1.1 ATool of Commerce
The telephone was initially marketed to the business community3L. It was seen as a tool for improving
commerce and economic exchange. The vast majority of available telephones were in the workplace
in the 19t century32. The use of the telephone for leisure or social purposes was highly frowned upon
at the time, especially if it was likely to interfere with the conduct of business, as telephone lines were
initially shared among several subscriberss3s.

The telephone rapidly came to be used by merchants to buy and sell goods and services, both
wholesale and retail34. It reduced travel, but also the asymmetry of information between merchants
and consumers. The telephone book, which facilitated those transactions, appeared very early on. The
first Toronto (1879) and Montreal (1880) directories contained only a few pages3®. A century later, the
use of the telephone for telemarketing purposes, i.e., soliciting consumers by telephone for the purpose
of promoting and selling goods and services, became widespread3s.

The introduction of the telephone also favoured the development and expansion of stock markets.
Financial information was more readily available and it was now possible to execute shareholder
requests in near real time37.

Finally, the arrival of the telephone brought about a profound reorganization of the workplace. It
favoured the creation of business centres in the city, detached from production or distribution sitess3s.

28 LASEN, A. History Repeating? op. cit., note 18, p. 54.

29 PATTON, E. A. “The telephone and better living,” Easy Living: The Rise of the Home Office, Rutgers University Press, 2020,
p. 41; RENS, J.-G. The invisible empire, op. cit., note 7, p. 335.

30 RENS, J.-G. The invisible empire, op. cit., note 7, p. 336.

31 |bid. pp. 336-337.

32 MACDOUGALL, R. “All Telephones Are Local,” The People's Network: The Political Economy of the Telephone in the Gilded
Age, University of Pennsylvania Press, 2014, p. 42.

33 MARTIN, M. “Hello central? Compagnies de téléphone, abonnés et création d'une culture téléphonique au Canada (1876-
1920),” Réseaux, vol. 10, No. 55, 1992, p. 45; FISCHER, C. S. “Touch Someone”: The Telephone Industry Discovers
Sociability,” Technology and Culture, vol. 29, No. 1, 1988, p. 33.

34 ARONSO, S. H. “Téléphone et société,” Réseaux, vol. 10, No. 55, 1992, p. 16.

35 KRASHINSKY, S. “Hanging up on the phone book,” Globe and Mail, June 6, 2010, online:
https://www.theglobeandmail.com/report-on-business/hanging-up-on-the-phone-book/article4388683/; FRANCOIS, C.
“Alld Montréal, un rappel de I'évolution du téléphone,” Radio-Canada, March 8, 2017, online: https://ici.radio-
canada.ca/nouvelle/1021198/allo-montreal-exposition-evolution-telephone-musee-pointe-calliere

36 Telemarketing practices really take off in the 1970s: AIR MARKETING. It Wasn't Always A Piece Of Cake - The History Of
Telemarketing, November 23, 2018, online: https://www.air-marketing.co.uk/2018/11/23/it-wasnt-always-a-piece-of-cake-
the-history-of-telemarketing/

37 ARONSO, S. H. “Téléphone et société,” op. cit., note 34, pp. 15-16.

38 DUPUY, G. “Le Téléphone et La Ville : Le Téléphone : Technique Urbaine ?” Annales de Géographie, vol. 90, No. 500,
Armand Colin, 1981, pp.389-394.
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1.1.2 ATool for Domestic Life
By promoting the development of commerce, the telephone also facilitates household consumption.
Along with Internet access services, telephone services are now considered “electronic highways of
advanced consumer-oriented societies3.” In the early days of the telephone, housewives were
encouraged by advertisements to use the device to make purchases and appointments for the smooth
running of the household40. It later became a means of communicating with the state, to obtain or
coordinate access to its services.

At an early stage, the telephone also played a role in monitoring and tracking children and adolescents,
who were asked to “stay in touch” by calling home from a public phone booth, for example4t. This
function became increasingly important with the adoption of wireless phones; the phenomenon is now
referred to as “mobile parenting42.”

More broadly, the wireless phone has turned the phone from a household management tool into a
personal management tool.

The cell phone is becoming a personal trusted device, a life management tool for business,
work and leisure. It will take on many roles: an anchor point, a digital navigator and a lifestyle
accessory that will help individuals control and enrich their lives43.

1.1.3 A Public Health and Safety Tool
From the beginning, the telephone was also used to facilitate access to emergency services. It is now
possible to communicate quickly with the police or fire departments without having to travel. The first
step was to get help from an operator. Then, services were available at a variety of numbers (depending
on the service desired and where you live)*4. Universal emergency numbers were introduced much
later, first in the UK in 1927 (999) and then in the United States in 1973 (911). The 911 number was
adopted by major Canadian cities in the 1980s (Toronto in 1982 and Montreal in 1985, for example)4s.

From its inception, the telephone was also used to contact physicians in a non-emergency care setting.
In fact, the device was seen as a revolutionary tool for medicine at the end of the 19t century.
Physicians initially developed telephone auscultation techniques, mistakenly believing that the device

39 DUTTON, W. H. “The social impact of emerging telephone services,” Telecommunications Policy, vol. 16, No. 5, 1992, p.
378.

40 FISCHER, C. S. “Touch Someone": The Telephone Industry Discovers Sociability.” Technology and Culture, vol. 29, No. 1,
1988, p. 39.

41 ABILDGAARD, M. and HUMPHREYS, L. “Landline natives: telephone practices since the 1950s as innovation,” Technology
and Culture, vol. 61, No. 3, 2020, p. 940.

42 | ASEN, A. History Repeating? op. cit., note 18, p. 39; LING, R. Taken for Grantedness: The Embedding of Mobile
Communication Into Society. The MIT Press, 2012, p. 124.

43 DE VRIES, I. Mobile Telephony: Realising the Dream of Ideal Communication? in HAMILL L. and LASEN A., dir., Mobile
World, Springer, 2005, p. 24.

44 911 EDUCATION FOUNDATION. History of 911 and what it means for the future of emergency communications, 2015,
online: https://www.ng91 linstitute.org/wp-content/uploads/2015/10/iCERT-9EF_Historyof911_WebVersion.pdf

45 SPVM. Centre d’urgence 911 - Histoire, online: https://spvm.qc.ca/fr/Pages/Decouvrir-le-SPVM/Qui-fait-quoi/Centre-
durgence-911-/Histoire (consulted on November 17, 2021); TORONTO POLICE SERVICE. The Development of 9-1-1, online:
http://www.torontopolice.on.ca/communications/e911.php_(consulted on November 17, 2021)

10


https://www.ng911institute.org/wp-content/uploads/2015/10/iCERT-9EF_Historyof911_WebVersion.pdf
https://spvm.qc.ca/fr/Pages/Decouvrir-le-SPVM/Qui-fait-quoi/Centre-durgence-911-/Histoire
https://spvm.qc.ca/fr/Pages/Decouvrir-le-SPVM/Qui-fait-quoi/Centre-durgence-911-/Histoire
http://www.torontopolice.on.ca/communications/e911.php

The Eventual Death of Wireline Telephony in Canada
Union des consommateurs (2022)

optimized audible sounds4é. The telephone was then used as a stethoscope for the heart, lungs and
even the bladder4?. Doctors used it, among other things, to diagnose and treat patients in remote
areas, but also to preserve the modesty of female patients in cities*s.

The telephone was introduced in doctors' and pharmacists' offices as early as 1880, but also in large
hospitals in urban centres4®. It was used to improve the end of life of hospitalized people, who could
remain in contact with their loved ones. It is seen as an important instrument of palliative care at the
timeS0 (and still today). It was also used to facilitate the isolation and movement of contagious patients
to sanatoriums, notably during the smallpox epidemic in 188551,

The issue of telephone use in the context of medical isolation has become particularly topical again in
recent years with the COVID-19 pandemic. In the first four months of the pandemic in Canada (March
to June 2020), nearly half of Canadians used virtual health care (calls, emails, text messages, video),
according to the Canadian Medical Association52. Even before 2020, telemedicine had already gained
prominence as a response to medical deserts and to facilitate the monitoring of chronic diseases by
medical professionalss3. For example, the Mayo Clinic highlights the many possibilities offered by
smartphones: virtual tracking of daily medical data (e.g., blood glucose levels, blood pressure, sleep
patterns) entered manually or recorded automatically, ordering medications and tests remotely,
reminder calls or text messages for preventive care (e.g., vaccines), etc.54

Finally, it should be noted that since the 1980s, a variety of psychosocial referral and assistance
services have been added to telemedicine and 911 services, such as crisis lines for people in
psychological and social distress®s. In Quebec alone, there are currently about thirty such lines (for
youth, seniors, LGBTQ2+ people, people in mourning, victims of sexual assault, etc.)s6.

1.1.4 ATool for Socialization
Despite the business community’s initial opposition, the telephone quickly became a tool for
socialization, unlike its ancestor, the telegraph5’. As early as the 1920s, the telephone was used to
maintain contact with relatives who did not live nearby (long-distance calls). And from the 1930s, it

46 BONEA, A. et al. Anxious Times: Medicine and Modernity in Nineteenth-Century Britain, University of Pittsburgh Press,
2019, p. 67.

47 |pid.. p. 68.

48 |pid.. p. 68.

49 |pid.. p. 72.

50 Ipid.. p. 63.

51 Ipid.. p. 76.

52 ZAFAR, A. Many Canadians used virtual medical care during COVID-19, poll suggests, CBC, 8 June 2020, online:
https://www.cbc.ca/news/health/virtual-care-cma-survey-1.5603713

53 ROSIER, F. Covid-19 : I'essor fulgurant de la télémédecine, Le Monde, 20 October 2020, online:
https://www.lemonde.fr/le-monde-evenements/article/2020/10/20/covid-19--essor-fulgurant-de-la-
telemedecine_6056664_4333359.html

54 MAYO CLINIC. Telehealth: Technology meets health care, May 15, 2020, online: https://www.mayoclinic.org/healthy-
lifestyle/consumer-health/in-depth/telehealth/art-2004487 8#

55 BARDIN, L. “From the landline to the cell phone. A Quarter Century of Mediated Interpersonal Relations in France.”
Cahiers Internationaux de Sociologie, vol. 112, Presses Universitaires de France, 2002, p. 107.

56 211. Lignes d'écoute et d'aide dans le Grand Montréal, online: https://www.211qc.ca/soutien-psychosocial/lignes-
ecoute-lignes-aide (consulted on November 22, 2021).

57 LASEN, A. History Repeating? op. cit., note 18, pp. 32-33.
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was used to talk regularly with relatives and friends, whether they lived far away or nots8. The telephone
has not replaced face-to-face visits, but it has greatly facilitated their organization and has reduced
their impromptu nature. A new practice also emerged: pre-arranging meetings in public placess®.

More generally, the telephone allows the development of a wider social network (a process already
begun by urbanization). It creates what experts call an “artificial social environment” that replaces or
adds to the real environment of individuals®©. The telephone plays a role in maintaining social ties in a
community that is more individualistic than before. Its use reduces total isolation or loneliness. In this
sense, the telephone contributes to the feeling of physical and social security of individuals, even when
they are not using it. This may explain the strong negative reaction of individuals to network failures,
for example, even when they are very shortél,

Despite the break-up of communities, individuals [maintain] important bonds of solidarity
through networks of relationships extended in space and diversified in content. It is no longer
living together, close to each other in the same space, that ensures social cohesion, but the
maintenance of specialized interpersonal links, reflecting the fact that each person belongs
to differentiated and juxtaposed relational universes (work, friends, family, associations,
leisure activities) within which the different aspects of relational support (emotional, material,
informational, etc.) are crystallized®2.

Finally, it should be emphasized that the telephone has also had a considerable impact on the very
functioning of social relations. It has brought immediacy to long-distance communications, which in
turn has provoked a new state of mind: the expectation and demand for immediate results in
professional, social and even intimate relationships®3. The advent of the wireless phone has added a
new element to this immediacy: the speed of communication, which today is manifested in particular
by text messages and by emoticons that allow people to share a feeling without using words®4.

1.1.5 An Information and Entertainment Tool
Telephony quickly became a tool for researching and disseminating information of general interest to
the public. Switchboard operators initially played the role of informal journalists. They answered
questions of all kinds: police bulletins, the status of floods or fires in a locality, etc.65

Telephone companies, aware of the demand, developed telephone information and entertainment
services at the end of the 19th century. The elite of the time, who owned a telephone, could listen to

58 FISCHER, C. S. “Touch Someone': The Telephone Industry Discovers Sociability.” Technology and Culture, vol. 29, No. 1,
1988, pp. 42-44.

59 FISCHER, C. “Appels privés, significations individuelles. Histoire sociale du téléphone avant-guerre aux Etats-Unis,”
Réseaux, vol. 10, No. 55, 1992, p. 82.

60 DUPUY, G. “Le Téléphone et La Ville : Le Téléphone : Technique Urbaine ? Annales de Géographie, vol. 90, No. 500,
Armand Colin, 1981, p. 395; DE VRIES, I. Mobile Telephony: Realising the Dream of Ideal Communication? in HAMILL L. and
LASEN A., eds, Mobile World, Springer, 2005, p. 17.

61 LASEN, A. History Repeating? op. cit., note 18, p. 54.

62 RIVIERE, C-A. “Le téléphone : un facteur d'intégration sociale,” Economie et Statistique, No. 345, 2001, p. 7.

63 FISCHER, C. “Private calls, individual meanings. A Social History of the Prewar Telephone in the United States,” Networks,
vol. 10, No. 55, 1992, p. 89.

64 LASEN, A. History Repeating? op. cit., note 18, p. 47.

65 ARONSO, S. H. “Téléphone et société,” op. cit., note 34, p. 18.
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concerts, plays, sports matches or sermons, as well as news and weather reports specially designed
for the telephone network®s,

Those services, like switchboard operators, have disappeared, but the use of the telephone for
information and entertainment purposes is still alive and well, even revived by the advent of the
wireless smartphone. More than a third of Canadian consumers now access newspapers and news
magazines on their smartphonesé’. And a majority regularly use mobile gaming, video and audio
streaming applications for entertainment on their device®s.

1.1.6 ATool of Power

The telephone's ability to disseminate information quickly and widely is not limited to the journalistic
and cultural communities. The device has also been used extensively by activist organizations and
grassroots movements for that purpose. The American civil rights movements of the 1950s and 1960s,
and the peace, environmental and feminist movements of the 1970s and 1980s relied heavily on the
telephone to organize and mobilize®®. The same thing happened with the pro-democracy movements
in the Arab world and the global Occupy movement in the early 2010s, this time with the help of the
wireless phone0. The latter, now equipped with a camera and usually connected to the Internet and
social media, plays a significant role in documenting human rights violations by the state, for example
during police interventions?. This phenomenon is called “sousveillance,” “reverse surveillance” or
“surveillance from below.”

Even in the commercial context, the telephone undermines the traditional balance of power by reducing
information asymmetry and the historically weaker party's lack of market knowledge?2. In developing
countries, for example, the wireless telephone allows local producers to adjust the wholesale price of
their products (coffee, cocoa, etc.) on a daily basis according to market fluctuations?3.

66 LASEN, A. History Repeating? op. cit., note 18, p. 31; ARONSO, S. H. “Téléphone et société,” op. cit., note 34, p. 18.

67 VIVIDATA. Capturing the media and purchasing habits of Canadians amidst a pandemic: Vividata's Winter 2021 Survey of
the Canadian Consumer, February 18, 2021, online: https://vividata.ca/press_release/capturing-the-media-and-
purchasing-habits-of-canadians-amidst-a-pandemic-vividatas-winter-202 1-survey-of-the-canadian-consumer/

68 STEWART, D. Global Consumer Mobile Survey Results 2019, Deloitte, online:
https://www?2.deloitte.com/ca/en/pages/technology-media-and-telecommunications/articles/gmcs-canadian-edition.html;
MALIK, A. 64 percent of Canadians use their phone to watch online video: study, Mobilesyrup, June 26, 2019, online:
https://mobilesyrup.com/2019/06/26/64-percent-canadians-use-phone-watch-online-video/

69 KEYS, B. The telephone and its uses in 1980S U.S. Activism, Journal of Interdisciplinary History, vol. 48, No. 4, 2018, pp.
486-488; KEYS, B. Were we wrong to give up the landline?,” ABC, March 4, 2018, online:
https://www.abc.net.au/news/2018-03-05/landlines-vs-mobile-phones-were-we-wrong-to-give-up-land-line/9508500

70 LING, R. Taken for Grantedness, op. cit., note 42, p. 132; KEYS, B. The telephone and its uses in 1980S U.S. op. cit., note
69, p. 485.

71 GOGGIN, G. and CLARK, J. “Mobile Phones and Community Development: A Contact Zone between Media and
Citizenship,” Development in Practice, vol. 19, No. 4/5, 2009, p. 593.

72 BHAVNANI, A. et al. The role of cell phones in sustainable rural poverty reduction, World Bank (ICT Policy Division), 15
June 2008, p. 16, online:
https://documentsl.worldbank.org/curated/en/644271468315541419/pdf/446780WP0Box321bile1PhonesO1PUBLIC1
.pdf

73 GOGGIN, G. and CLARK, J. “Mobile Phones and Community Development,” op. cit., note 71, p. 589. The residential telephone
had this same function for North American farmers in the 20th century: RENS, J.-G., The invisible empire, op. cit., note 7, p.
339.
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1.1.7 AResearch Tool
The telephone has also made a significant contribution to the advancement of research in several
areas. The first telephone surveys were conducted in 1929 by George Gallup, founder of the American
Institute of Public Opinion74. This new practice facilitated the work of researchers and considerably
reduced costs: There was no need to travel to remote areas to conduct face-to-face interviews.

The use of telephone surveys really became popular in the late 1960s, when residential telephone
subscription levels were more significant. Surveys were first used in academia and in the public health
and commercial (marketing) sectors?s. All sectors eventually used surveys, particularly governmental
organizations. The latter were strongly encouraged to do so as the size of government expanded and
more social programs were put in place. The telephone survey is seen as a way to keep bureaucrats
(located in major centres) informed about the realities and needs of the population7e.

From the 1970s to the 2000s, the telephone survey was considered to be the most important data
collection method in Western countries’?”. Researchers have adapted and developed their collection
and sampling techniques according to the device and its use in society (e.g., random telephone number
generators, computer-assisted telephone interviews). It is worth noting that many surveys are now
conducted via the Internet, given the additional cost reduction afforded by this medium through self-
administration of tests by respondentss,

74 The development of telephone interviewing as a tool in marketing research: A survey of the literature. 16, No. 3, 1985, p.
146.

75 NATHAN, G. “Telesurvey Methodologies for Household Surveys - A Review and Some Thoughts for the Future,” Survey
Methodology, vol. 27, No. 1, June 2001, p. 8, online: https://www150.statcan.gc.ca/n1/en/pub/12-001-
x/2001001/article/5851-eng.pdf?st=hvOkIGN5

76 GROVES, R. M. “Three eras of survey research,” The Public Opinion Quarterly, vol. 75, No. 5, 2011, pp. 864-865, online:
https://www.uvm.edu/~dguber/POLS234/articles/groves.pdf

77 NATHAN, G. “Telesurvey Methodologies,” op. cit., note 75, p. 9.

78 GROVES, R. M. “Three eras of survey research,” op. cit., note 76, p. 867.
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CHRONICLE OF A DEATH FORETOLD FOR RESIDENTIAL TELEPHONY

chapter 2

The considerable contribution of telephony to society has been felt since the appearance of the
telephone, which was necessarily connected to a fixed line. But this contribution has since been
strongly renewed by the deployment of wireless telephony services, which are now much more popular
among consumers here and elsewhere. This leads some to question the future of the good old fixed-
line telephone, especially in the residential context (as opposed to business subscriptions, where
demand has remained more stable).

In 2007, CBC ran a headline on the question: “Will Canadians' love affair with landlines last?79” A
review of articles published in the following years8¢ tends to offer a rather negative answer to this
famous question about the future of the landline.

“Is it the end of the line for the landline?” (2010, Toronto Star)

“Why Canadians are hanging up on their landline phones” (2014, Financial Post)

“Isn't it time you cut your landline?” (2020, Globe and Mail)

“This is how the landline phone will die” (2021, Wired).

But the reality is more complex than those titles might suggest. So in this chapter we explore the current
state of residential services in this country and the many signs of its eventual demise, perhaps slower
than one might have initially thought.

2.1The Current State of the Fixed Telephony Services Market

Fixed telephony has been present in Canada for over a century and a half. Its deployment, its offer and
its adoption by Canadian consumers have evolved considerably during this long period. Here is what
fixed telephony looks like today in Canada.

According to the latest CRTC data, there are 17.5 million fixed-line subscriptions (residential and
business) in Canada. The vast majority of these are wireline telephony subscriptions (13.3 million),
plus just over 4 million subscriptions to a standard IP telephony service® and approximately 850,000

79 Tomlinson, N. Future of phones - Will Canadians' love affair with landlines last, CBC, November 23, 2007, online:
https://www.cbc.ca/news2/background/tech/cellphones/future.html

80 LEVY, C. Is it the end of the line for the landline? Toronto Star, September 19, 2010, online:
https://www.thestar.com/business/2010/09/19/is_it_the_end_of_the_line_for_the_landline.html; Greenwood, J. Why
Canadians are hanging up on their landline phones, Financial Post, June 24, 2014, online:
https://financialpost.com/technology/why-canadians-are-hanging-up-on-their-landline-phones; Carrick, R. Isn't it time you
cut your landline? Globe and Mail, January 9, 2020, online: https://www.theglobeandmail.com/investing/personal-
finance/household-finances/article-isnt-it-time-you-cut-your-landline; BERNAL, N. This is how the landline phone will die,
Wired UK, September 28, 2021, online: https://www.wired.co.uk/article/landline-phone-network-death.

81 CRTC. Communications Market Reports - Open Data, Tables SLI4 and SLI10, online:
https://crtc.gc.ca/fra/publications/reports/PolicyMonitoring/cmrd.htm
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subscriptions to an IP service independent of access to a dedicated network82. The latter service is
more marginal and will be discussed further in section 4.1.2. It should be noted that it is offered by
non-traditional providers, who have no control over the Internet access network that allows calls to be
sent and received. And unlike reseller providers, network-independent IP service providers don’t even
have a relationship with the incumbent infrastructure provider.

In 2018, the average basic wireline phone subscription in Canada cost between $25 and $51,
depending on the regionss. In its monitoring report on monthly prices at the end of 2019, the CRTC
cited an average of $34.1884. Saskatchewan has the lowest prices whereas Ontario and the Maritimes
have the highest. Unfortunately, the Wall Report and the CRTC don’t publish data on the prices of other
residential telephone services (IP type). It should be pointed out that those services are generally
offered at lower prices than wireline telephony, as shown in our analysis in Chapter 4.

Overall, the home phone services market was worth about $6.2 billion in 2020, according to the CRTC's
most recent market reportss. But there is some disagreement about those numbers, and some argue
that they are grossly understated. The most recent report by the Global Media and Internet
Concentration Project, based at Carleton University and grouping some 50 researchers from around
the world, puts the figure at $12.9 billion for that same yearsé. However, all agree on the fact that
revenues have been declining for several years. We will come back to this.

Finally, we are dealing with highly concentrated markets. The revenues described above are mainly
shared among a very small number of providers, even though residential telephone service is offered
by a wide variety of providers through wholesale access. For example, while wireline subscriptions from
Bell, Telus, Rogers, Shaw and Videotron account for just 49% of total subscriptions, they still generate
93% of retail revenues in this sectorg?.

The current situation contrasts with that of the 1980s and 1990s, when levels of concentration in the
wireline telephony market declined significantly with the entry of promising new players88. But several
elements have slowed and eventually reversed this trend beginning in the 2000s, including:

82 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 30, online:
https://crtc.gc.ca/pubs/cmr_telecom_2021-en.pdf

83 WALL COMMUNICATIONS INC., Price Comparisons of Wireline, Wireless and Internet Services in Canada and with Foreign
Jurisdictions, 2018 Edition, p. 19 and fol. Online: https://ised-isde.canada.ca/site/strategic-policy-
sector/sites/default/files/attachments/2022/telecom2018e.pdf. Prices considered by Wall include access line and other
charges (long distance, optional feature charges (e.g., voicemail and call display) and other recurring charges (e.g., 911
service, network access charges, etc.). The amounts quoted are those applicable to Level 1 service - including charges for
a very low number of long distance minutes and no optional features. Wall's report notes that the cost of Level 1 services
has increased since 2013 at an annual rate of 4.3%, while Level 3 services (more frequent long distance usage and full
range of optional features) have increased by only 1.2% over the same period. The wireline telephony category has not been
included in reports prepared for Innovation, Science and Economic Development Canada since the 2018 study.

84 CRTC. Communications Monitoring Report 2020, Table 5.1, online:
https://crtc.gc.ca/eng/publications/reports/policymonitoring/2020/cmr5.htm

85 CRTC. Communications Market Reports - Highlights... 2020, op. cit., note 6, p. 29.

86 WINSECK, D. Media and Internet Concentration in Canada, 1984-2020, Global Media and Internet Concentration Project,
2021, p. 65, online: http://www.cmcrp.org/wp-content/uploads/2021/12/GMICP-Concentration-Report-Canada-2021-
17122021.pdf

87 |pid. pp. 66-67.

88 TYHURST, J. S. Monopoly Lost? The Legal and Regulatory Path to Canadian Telecommunications Competition, 1979-
2002, Ottawa Law Review, vol. 33, No. 2, 2002, p. 387, online:
https://www.canlii.org/en/commentary/doc/2002CanLIIDocs26; WINSECK, D. Media and Internet Concentration in
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e The bankruptcy of several small providers following the collapse of the Internet bubble;

e Decreased demand for wireline telephony services, thus making the service less attractive to
less established providers;

e The rise of bundled service offerings by large providers (coupled with greater simplicity and
lower prices for consumers)se.

2.2 Residential Telephony: a Service Increasingly Unpopular Among Consumers

With 17.5 million subscriptions and sales of more than $6 billion, one might think that residential
telephony is doing quite well. However, it has been on the decline for several years now. Among the
most credible signs of the eventual end of residential telephone services is the continued decline in
demand by Canadian consumers.

While wireless telephony is growing steadily in terms of subscriptions (with the exception of the year
2020, for which the exceptional decline is attributed to the negative impact of COVID-19), the opposite
is true for fixed telephony services, and mainly for wireline services. This decline in subscriptions has
actually been relatively stable for more than a decade. Between 2013 and 2017, for example, the
average annual (compound) decline rate of Canadian households subscribing was more than 5%9°.

Canada, 1984-2020, Global Media and Internet Concentration Project, 2021, p. 37, online: http://www.cmcrp.org/wp-
content/uploads/2021/12/GMICP-Concentration-Report-Canada-2021-17122021.pdf

89 WINSECK, D. Media and Internet Concentration in Canada, op. cit., note 86, p. vi.

90 CRTC. Communications Monitoring Report 2019, p. 54, Table 1.3, online: https://crtc.gc.ca/pubs/cmr2019-en.pdf
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Table 1
Evolution of wireline, VoIP and wireless Evolution of the percentage of Canadian
subscriptions in Canada (in millions)” households subscribing to wireline telephony®
40 100 763
35 90
80
32,4
30 , 70
58
25 27 60
40
15 13,3
1. 30
10 20
5,1
5 ——'\—\4'1 10
0
0 5 H A O N D b A O
Q7 O O O N DV Y N Y
5N O 06 A O N D B A L0 (OO IO IR SIS
Q7 L L O O 5 QY DY
S T S S S S S S A A S

= \\/ired telephony
=== \/OIP telephony
Wireless telephony

* VoIP telephony data is no longer available
for the period prior to 2013.

The decline in fixed-line subscriptions is mainly felt in wireline services. Residential subscriptions are
the most affected by this decline. Business subscriptions, while declining, remain more stable, which
can be explained by some business equipment compatibility issues, which we will discuss in section
3.6 of this report. Between 2013 and 2020, the number of residential subscriptions decreased by
nearly 25 percent compared to only 14 percent for business packages®s3.

91 CRTC. Communications Market Reports - Open Data, op. cit., note 81, tables MB-S5, SLI4 and SLI10, CRTC. CRTC
Communications Monitoring Report, October 2014, pp. 161 and 163, online:
https://publications.gc.ca/collections/collection_2014/crtc/BC9-9-2014-fra.pdf; CRTC. Communications Monitoring Report
2009, August 2009, pp.217 and 254, online: https://publications.gc.ca/collections/collection_2009/crtc/BC9-9-
2009F.pdf; CRTC. CRTC Telecommunications Monitoring Report - Status of Competition in Canadian Telecommunications
Markets, July 2006, pp. 30 and 87, online: https://publications.gc.ca/collections/Collection/BC92-57-2006F.pdf

92 CRTC. CRTC Communications Monitoring Report, October 2014, p. 15, online:
https://publications.gc.ca/collections/collection_2014/crtc/BC9-9-2014-eng.pdf; CRTC. Communications Monitoring
Report 2018, p. 24, online: https://crtc.ge.ca/pubs/cmr2018-en.pdf; CRTC. Communications Market Reports — Open Data,
op. cit., note 81, Tables MG-6 and SLI4.

93 CRTC. Communications Market Reports - Open Data, op. cit., note 81, Table SLI4.
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The Canadian situation and that of other Western countries

Although fixed telephony is undeniably losing ground here in Canada, the situation here is much less
dramatic than in other Western countries. More than half of Canadian households still subscribe to
residential telephone service. In the U.S., only 37% of households have such a service®4. Subscriptions
in Australia are also below the 40% mark®5. Some European countries stand out even more, with 80%
to 90% of households now using only wireless telephony®6. Nearly half of Czechs and Finns no longer
had a landline phone at home... as of 200797!

The Canadian situation differs from that of other Western countries because of the structure and state
of competition in Canada’s communications services market. All wireless service providers in Canada
are vertically or diagonally integrated with communications and media conglomerates. This means that
the providers are integrated with entities that own or are associated with businesses that also offer
other telecommunications services, including fixed telephony®8. Other countries have very popular
stand-alone providers, such as T-Mobile or Vodafone®. Not Canada. In this context, it is not in the
interest of Canadian providers to make wireless telephony services so attractive (in terms of price and
availability, for example) that their subscribers would be encouraged to abandon their fixed-line service
as well.

Diagonally integrated companies often manage demand, rivalry and prices across each of
their “platforms” in a way that aims to ensure that whatever one branch of the company does
it does not cannibalize the revenue of anotheri0,

In an effort to maintain a customer base for their traditional telephony services, Canadian providers
have tended to integrate those services into bundled offerings, rather than pit them against wireless
services101,

2.3 Residential Telephony: a Service out of Favour with the CRTC

While the choice of Canadian consumers to turn to other telephone services and technologies is a clear
indication of the foreseeable, slow, but very real end of residential telephony, it is not the only one. Far

94 VORHAUS, M. Americans Use Their Mobile Phone To Replace Their Landline Phones, Forbes, May 14, 2021, online:
https://www.forbes.com/sites/mikevorhaus/2021/05/14/americans-use-their-mobile-phone-to-replace-their-landline-
phones/?sh=7d761ae68cc4

95 ACMA. Mobile-only Australia: living without a fixed line at home, June 2021, online:
https://www.acma.gov.au/publications/2020-12/report/mobile-only-australia-living-without-fixed-line-home

96 LINK, T. More than half of U.S. households have ditched landline phones, LA Times, June 6, 2018, online:
https://www.latimes.com/business/technology/la-fi-tn-landline-cellphone-20180606-story.html

9718% of EU households cut landlines, The Irish Times, November 27, 2007, online: https://www.irishtimes.com/news/ 18-
of-eu-households-cut-landlines-1.815429

98 WINSECK, D. Media and Internet Concentration in Canada, 1984-2020, Global Media and Internet Concentration Project,
2021, p. 65, online: http://www.cmcrp.org/wp-content/uploads/2021/12/GMICP-Concentration-Report-Canada-2021-
17122021.pdf

99 |pid., p. 129

100 |pid.

101 GREENWOOD, J. Why Canadians are hanging up on their landline phones, Financial Post, June 24, 2014, online:
https://financialpost.com/technology/why-canadians-are-hanging-up-on-their-landline-phones
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from it. Some of the CRTC's regulatory choices are just as revealing of the devaluation of wireline
telephony and, more broadly, of residential telephony in Canada.

Historically, the CRTC has focused its interventions on three main regulatory measures: a basic service
objective, an obligation to serve and, at the same time, a subsidy regime for the deployment and
maintenance of an adequate supply. Those three measures initially focused on providing all consumers
with access to residential telephone servicel02,

As of 1999, the CRTC therefore required providers to offer residential telephone service to Canadian
consumers, within certain limits that we will discuss in the fourth chapter. In return, the CRTC
introduced a local service subsidy scheme to ensure the provision of service in high-cost serving areas
(HCSA), i.e., in rural or isolated areas that it would be less profitable to servel93, Providers offering
telephone service in these areas are entitled to a subsidy that takes into account, among other things,
the costs incurred in providing their service and the rate (still regulated, due to lack of adequate
competition) paid by their subscribers104, In 2002, total subsidies under this scheme amounted to
almost $50 million0s,

But in 2016, after several years of questioning the future of those subsidies, the CRTC finally realigned
its basic service policy. The regulator's interest in other telecom services was particularly noticeable,
as it decided to focus its policy more on the participation of all Canadians in the digital economy and
on what it called “modern telecom services.” It added broadband Internet access and wireless
telephone services to its basic service objective, and at the same time announced changes to the
distribution of subsidies.

[...] the Commission has a role in setting policies that will assist in expanding the availability
and adoption of broadband Internet access services. Accordingly, the Commission will begin
to shift the focus of its current regulatory frameworks from wireline voice services to
broadband Internet access services. In particular, to support continued access to broadband
Internet access services in underserved areas, the Commission intends to phase out the local
service subsidy regime and to establish a new funding mechanism for broadband Internet
access services106,

The CRTC established the Broadband Fund to finance the service’s deployment and announced the
end of subsidies for residential telephony in HCSAs as of 2021197, In support of its decision, the
Commission argued that providers can now offer other types of telephony service, such as IP telephony,
inthose areas and that it is no longer necessary to fund so-called traditional telephony access to ensure
access to basic service.

102 CRTC. Telecom Regulatory Policy CRTC 2016-496, par. 2; CRTC. Telecom Decision CRTC 99-16

103 A contribution regime for the funding of basic local residential services by providers in the long distance market has
existed since 1992: CRTC. Decision CRTC 2000-745, par. 4.

104 CRTC. Telecom Regulatory Policy CRTC 2018-213, par. 3.

105 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 16.

106 CRTC. Telecom Regulatory Policy CRTC 2016-496, par. 51.

107 CRTC. Telecom Regulatory Policy CRTC 2018-213.
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2.4 Residential Telephony and Wireline Telephony: Services Neglected by Providers

It's not just the CRTC that is aggressively pursuing alternative telephony services. Providers are doing
the same, concentrating their marketing efforts and the bulk of their investments on the provision and
development of their wireless services. It must be said that these services have become much more
profitable.

One reason is that wireline telephony requires capital expenditures - those related to network
maintenance or upgrades - that are far greater than those required to offer wireless services. In 2020,
providers invested $8.6 billion in their wireline infrastructure, three times as much as in wireless198, It
is true that wireless providers must invest in deploying their respective wireless networks and
purchasing spectrum licences, for the radio frequencies that enable the sending and receiving of
wireless signals109. The providers invested $7.32 billion for this purpose between 2014 and 2020119,
which is certainly significant, but still less than a single year's worth of capital expenditures on wireline
networks!

Another reason is that wireless EBITDA margins - earnings before interest, taxes, depreciation and
amortization - are about 10 percent higher than wireline ones!11, In 2020, wireless services generated
$26.8 billion in profits, representing more than half of the telecommunications industry's total retail
revenues. In comparison, wireline revenues now account for only 10% of total revenues'12, And they
are declining significantly, year after year13, The average revenue per subscription for wireless services
is also much higher: $67/month versus $26/month for fixed-line services114,

In this context, it is not surprising to see that the country's major telephone providers are placing
considerably more emphasis on wireless services in their advertising and in the presentation of their
services online or in stores. Home phone services are no longer really promoted by these same
providers. And while they used to be regularly included in bundled service offers (subscriptions
sometimes referred to as “packages”), residential telephony services now seem to be excluded from
this type of offer (limited to cable television and Internet access services) by the country's largest
national and regional providers. However, a few independent providers still offer bundling with other
services.

Technological changes in the cards

Beyond the way they offer and present telephony services, providers are rethinking the technologies
through which they deliver these services. Some providers are progressively abandoning portions of their
wireline infrastructures in the country. Examples of that are becoming more and more frequent.

108 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 17.

109 L IBRARY OF PARLIAMENT. Understanding Spectrum Management in Canada, HillNotes, May 10, 2021, online:
https://hillnotes.ca/2021/05/10/understanding-spectrum-management-in-canada/

110 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 21.

111 |pjd., p. 20.

112 |pjid., p. 22.

113 Between 2015 and 2020, the compound annual decline rate was 5.6%: CRTC. Communications Market Reports -
Highlights [...] 2020, op. cit., note 6, p. 29.

114 CRTC. Communications Market Reports - Open Data, supra note 81, Tables SLI6 and MB-G12.
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National provider Telus, for example, has announced that it will complete the abandonment of its
wireline network with the transfer of remaining customers to its new fibre network by early 2023.
Subscribers who have not already done so will necessarily switch, if they remain with Telus, to IP
telephony services (for the same price). The provider presents its process, which began nearly 10 years
ago, as follows:

The company initially focused on serving new customers who wanted its fiber products and “kind
of left behind” existing subscribers who were content with their copper service. Its migration
program is now “revisiting those customers to see if the circumstances and needs have
changed1s.”

There is very little public information about the provider's actions. The few comments from subscribers
on forums and social media paint a mixed picture of their interactions with the provider. Some are
pleased with the simplicity and speed of the transfer process, but others are highly critical of the
pressure of an initial refusal and the lack of information available about the upcoming process and the
impacts of the change116,

Bell, which has the largest wireline infrastructure in the country, may be tempted to do the same. Bell is
also investing heavily in the deployment of a parallel fibre network and has publicly pointed out the poor
condition of the wireline infrastructure available in some parts of the country (e.g., in the Winnipeg area
in 2022117), A 2017 Global News article notes that the provider is already shifting customers (sometimes
unwittingly, even against their will) to its IP telephony services when they opt for fibre-based Internet
access servicells,

Even when wireline service remains available, there are changes in the offering. Rogers, for example,
has had a specific offering since 2016, aimed at small businesses that want to switch from a wireline
to wireless subscription while maintaining some of the features traditionally associated with the
former119,

115 GOOVAERTS, D. Canada's Telus is on track to retire its copper network by early 2023, Fierce Telecom, 10 November
2021, online: https://www.fiercetelecom.com/operators/canada-s-telus-track-to-retire-its-copper-network-by-early-2023
116 See for example: “TELUS is making my grandparents switch their copper phone line to a PureFibre one. How big is the
hassle?,” Reddit, 2021 conversation, online:
https://www.reddit.com/r/vancouver/comments/qty6ef/telus_is_making_my_grandparents_switch_their/; “PureFibre
installation harassment,” Telus Forum, 2019, online: https://forum.telus.com/t5/Internet-Home-Phone/PureFibre-
installation-harrassment/td-p/98170

117 KEELE, J. Bell MTS reveals cause of faulty landline services in Manitoba, CTV News, May 24, 2022, online:
https://winnipeg.ctvnews.ca/bell-mts-reveals-cause-of-faulty-landline-services-in-manitoba-1.5917139

118 O'SHEA, S. 'Kind of a life and death thing': Toronto man loses Bell landline, service to be restored, Global News, May 29,
2017, online: https://globalnews.ca/news/3487865/bell-landline-copper-telephone-service/

119 MCINTYRE, C. Why It May Be Time to Cut the Landline, Canadian Business, July 19, 2016, online:
https://archive.canadianbusiness.com/innovation/why-it-may-be-time-to-cut-the-landline/
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THE SOCIO-ECONOMIC IMPACTS OF THE END OF WIRELINE TELEPHONY IN CANADA

chapter 3

Relatively little has been written about the potential impacts of a wireline telephony shutdown. In fact,
residential telephony, more broadly, has been the subject of a surprisingly small amount of study by
researchers and academia, unlike wireless telephony, for example.

In the following section, we will attempt to draw a portrait of the main concerns that this situation raises
from a consumer protection perspective, based on the various sources available. The limitations and
risks related to the economic and geographic accessibility of alternative services will be addressed in
Chapter 4, where we analyze those services in more detail.

3.1 Who Still Uses Wireline Telephony Today?

Just over half of Canadian households still have a residential telephone subscription. In some cases,
the members of these households also have individual wireless telephone subscriptions, but in other
cases - just under 10% of Canadian households, according to the most recent data available120 - they
rely entirely on fixed telephony.

In general, households that still subscribe to residential telephony are distinguished by certain socio-
demographic characteristics. Data from the United Kingdom, the United States and Australia - three
countries with telecommunications markets similar to Canada's - show an over-representation of the
following types of consumers:

e Older consumersi21;
e |Less educated consumerst??;
e Low-income consumerst23;

120 CRTC. Communications Monitoring Report 2019, p. 26, online: https://crtc.gc.ca/pubs/cmr2019-fr.pdf

121 For example, 40% of British consumers who subscribe only to residential telephony are over 75: OFCOM. Review of the
market for standalone landline telephone services, statement, October 26, 2017, p. 8, online:
https://www.ofcom.org.uk/__data/assets/pdf_file/0015/107322/standalone-landline-statement.pdf; similarly, in the
United States, only consumers from the silent generation (i.e., born no later than 1927) spend more on average on their
home phone service than on their wireless service: US BUREAU OF LABOR STATISTICS. “Are most Americans cutting the cord
on landlines?,” Beyond the numbers, vol. 8, No. 7, May 2019, online: https://www.bls.gov/opub/btn/volume-8/are-most-
americans-cutting-the-cord-on-landlines.htm

122 |n Australia, for example, only 32% of consumers with a university education have a home phone subscription, compared
to 51% of those with a high school or technical degree: ACMA. Mobile-only Australia: living without a fixed line at home,
interactive report, June 2021, p. 8, online: https://www.acma.gov.au/publications/2020-12/report/mobile-only-australia-
living-without-fixed-line-home

123 For example, one third of British households that subscribe only to residential telephony are in the lowest socio-
economic group: OFCOM. Review of the market for standalone landline telephone services, statement, op. cit., note 121, p.
11.
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e Consumers with disabilities124,

When asked about this, a higher proportion of consumers who subscribe to residential telephony
describe themselves as being not very or not at all comfortable with technology than subscribers to
other services125, They are also less mobile on the telecommunications services market. For example,
77% of UK households that only subscribe to home telephony have never switched service providers126,

There is no such detailed picture of residential telephone subscribers in Canada. Statistics Canada
likely has much of this information, but it has not published a document on the subject of residential
telephony for several years. The CRTC publishes an annual report on the communications services
market. In some years, it notes socio-demographic trends among subscribers of the various services.
Based on this data and the data obtained from our cross-Canada survey (discussed in Chapter 5), we
find that the subscriber vulnerabilities described above are equally applicable to the Canadian context.

For example, a 2019 CRTC report notes that while 99% of Canadian households own a phone, the
distribution of subscriptions is still very uneven. Nearly a quarter of low-income households (first
income quintile) rely exclusively on a wireline telephone service, compared to barely 2.4% of the most
affluent households (fifth quintile)127. It should also be noted that residents of Quebec and the Eastern
provinces are more likely to subscribe to wireline services than those of Ontario and the West. For
example, more than 80% of households in New Brunswick still subscribed to them in 2017, compared
to just 55% of households in Alberta12s. We will return to those socio-demographic characteristics later.

3.2 Risks of Exclusion and Isolation

There is a risk of exclusion (real or perceived by the main stakeholders) if individuals who were
previously subscribers to a wireline telephony service do not subscribe to an alternative telephony
service following termination of the first service, for example because of a lack of financial resources
or a discomfort with technology. This fear is exacerbated by the particular vulnerabilities of such
subscribers.

The results of a 2018 California study tend to show that the mere presence of a phone, even if not
used, reduces the risks and effects of social exclusion.

According to the lead author:

124 COMMUNICATIONS CONSUMER PANEL. Communications Consumer Panel and ACOD response to Ofcom's consultation
on its review of the market for standalone landline telephone services, May 9, 2017, p. 2, online:
https://www.ofcom.org.uk/__data/assets/pdf_file/0026/102869/ccp-acod.pdf

125 COMMUNICATIONS CONSUMER PANEL. Communications Consumer Panel and ACOD response to Ofcom's consultation
on its review of the market for standalone landline telephone services, May 9, 2017, p. 2, online:
https://www.ofcom.org.uk/__data/assets/pdf_file/0026/102869/ccp-acod.pdf

126 OFCOM. Review of the market for standalone landline telephone services, statement, op. cit., note 121, p. 8.

127 CRTC. Communications Monitoring Report 2019, op. cit., note 120, p. 29.

128 |pjd, p. 30.
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Phones serve as symbols of an individual's larger personal network [...] When people can shift
their attention away from environmental stressors toward the symbolic connections offered
by their phones, it may mitigate feelings of isolation and can provide a sense of security129,

That recent study supports the results of a 1975 study of consumers who experienced a month-long
service outage on Manhattan Island as a result of a fire130. Despite their urban location, the consumers
felt isolated. Their increased consumption of media (television and radio) did not satisfactorily replace
their recourse to telephony (or its simple presence in their lives), mainly because of the feeling of
“symbolic proximity of the entourage” strongly associated with the telephone.

3.3 Health and Safety Risks

A transfer from wireline residential telephony to IP telephony could also have certain repercussions in
terms of user health and safety. To be clear: IP telephony is generally quite secure. But the fact that it
does not work during a power failure (usually) or an Internet network failure distinguishes it from
wireline telephony. This obviously limits consumers' access to emergency services in those situations.
They will be able to use a wireless service, if they also have a subscription to this type of service, but if
they only have IP residential telephony, they will not be able to make this sometimes vital call.

Even in the absence of an outage, accessing emergency services using an IP telephony service remains
more complex than with wireline telephony since the call will not be initially located. The subscriber will
have to give his address to an operator, usually from a third-party operator?3t, who will then route him
to the nearest public safety call centrel32, The emergency response time may therefore be slightly
longer. There is also a risk that the address on file with the IP service provider may no longer be
accurate (e.g., due to a move) and that the address on file will be automatically forwarded during the
initial screening of calls133,

Obtaining accurate location information continues to be the most pressing concern among
public safety groups, as does the increased use of alternative technologies. Regulations
imposed on VoIP service providers...have helped to improve matters, but questions remain
about the accuracy of this information34,

129 Smartphones act as digital security blankets in stressful social situations, UCI News, August 7, 2018, online:
https://news.uci.edu/2018/08/07/smartphones-act-as-digital-security-blankets-in-stressful-social-situations/

130 WURTZEL, A. H. and TURNER, C. What Missing the Telephone Means, Journal of Communication, vol. 27, No. 2, 1977.
131 For example, Rogers refers to a “specialized emergency call centre” in its terms and conditions: ROGERS. Wi-Fi Calling
Terms and Conditions, s. 6(B), online: https://www.rogers.com/support/terms/wi-fi-calling-terms-and-conditions (consulted
on March 28, 2022).

132 CRTC. Evaluation of Payphone Alternatives and Payphones in Emergency Preparedness, March 25, 2014, online:
https://crtc.gc.ca/eng/publications/reports/rp150226.htm

133 ROBERTSON, G. Canada's 9-1-1 emergency, Globe and Mail, 19 February 2018, online:
https://www.theglobeandmail.com/technology/canadas-9-1-1-emergency/article560927/

134 CRTC. Evaluation of Payphone Alternatives, 5.6.3, op. cit., note 132. See also section 5.5.5 VolP.
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3.4Technical and Organizational Changes to Be Expected

In analyzing the impact of a transition from wireline telephony to other telephony technologies, it is
important not to lose sight of the other uses of the networks involved. The wireline network enables
much more than “just” making and receiving calls.

Many devices that require communication between multiple low-speed machines were developed and
deployed using the wireline network in the 1980s and 1990s135. The operation of those devices does
not necessarily require a subscription to a wireline telephone service, but it does require a connection
to the network at the very least. It is thus appropriate to question the impact of a technological
transition in telephony that would imply the cessation or withdrawal of networks for the future of uses
that are sometimes essential to society.

Many organizations have been interested in this issue over the past few years. The concerns that arise
are generally more associated with the smooth running of businesses, but some of them can also
greatly affect consumers. The Fédération Francaise des Télécoms and a working group set up by the
British communications regulator, Ofcom, have identified the various types of devices and uses that
could be affected by the loss of the wireline network136, Here are some of the items identified:

= Telemedicine devices

Many remote medical monitoring, remote assistance and remote medical alert devices require
a wireline network connection for real-time data transmission. Similarly, some devices must be
connected for regular remote verification of their operation. This is the case, for example, with
certain pacemakers, whose battery is normally checked four times a year, three of which are
done remotely, automatically37. According to a (small) pilot project in England in 2019 and
2020, about 1% of British wireline subscribers may have a telemedicine device connected to
the network13s,

= Card payment terminals
Many card payment terminals are currently connected to the wireline network. In France, for
example, it is estimated that 60% of independent (small retail) businesses use terminals that
rely on the wireline network139, |t should be noted, however, that newer terminals are usually
also equipped with an IP function.

=  Monitoring and alarm systems

135 FEDERATION FRANGAISE DES TELECOMS (FFT). Transition du RTC vers la voix sur IP, Livre blanc - Recommandations du
groupe de travail de la Fédération Francaise des Télécoms, 2017, p. 2, online:
https://www.fftelecoms.org/app/uploads/2017/05/Livre-blanc-FFTelecoms-Fin-du-RTC-1.pdf

136 OFCOM. All-IP Working Group, PowerPoint presentation at the September 24, 2019 meeting, p. 5, online:
https://www.uktelehealthcare.com/wp-content/uploads/2019/10/All-IP-Voice-Technical-Working-Group-240919.pdf; FFT,
Transition from PSTN to VolIP, op. cit., note 135, p. 3.

137 DUNLAP, B. Home heart monitors changing to cell phone technology, The Parkersburg News and Sentinel, December 4,
2016, online: https://www.newsandsentinel.com/news/business/2016/12/home-heart-monitors-changing-to-cell-phone-
technology/

138 OFCOM. All-IP Working Group, PowerPoint presentation, op. cit., note 156, p. 44.

139 FFT, Transition du RTC vers la voix sur IP, op. cit., note 135, p. 14.
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Many monitoring and alarm systems require a connection to the wireline network, which allows
them to receive test “calls” on a regular basis and make calls to a central system when an
incident is detected40. In France, it is estimated that 70% of remote monitoring stations
currently require a connection to the wireline network141,

= Elevators
Elevator remote alarm systems for reporting a problem from the car depend in many cases on
the wireline network. This type of alarm, used on average once or twice a year, is mandatory142,
It is estimated that about half of the UK's elevators are currently connected to the wireline
network for this purpose14s,

= Fax machines
Even if they are often perceived as an outdated technology, fax machines are still very present
in many businesses, services and companies. However, many use the wireline network to
transmit and receive documents.

Since some of the devices involved have a long lifespan, replacing them in the event of incompatibility
with a new telephone network could be particularly problematic. For example, a surveillance and alarm
system has a lifespan of between 20 and 25 years in a residential context and about 10 years in a
commercial context144, Replacing it prematurely could therefore be costly; in addition to purchasing a
new system, the costs of acquiring the old system would have to be spread over a shorter period of
time than anticipated.

140 EDHOLM, p. Good OId POTS is Going Away. Is Your Organization Prepared? No lJitter blog (Enterprise Connect), January
31, 2022, online: https://www.nojitter.com/technology-trends/good-old-pots-going-away-your-organization-prepared

141 FFT, Transition du RTC vers la voix sur IP, op. cit., note 135, p. 14.

142 KEYO COMMUNICATIONS. White Paper: Expert Insights on the CTR Shutdown, 2017, p. 42, online:
http://www.gpmse.com/wp-content/uploads/2017/06/Livre-blanc-Keyyo-arr%C3%AAt-du-RTC.pdf

143 BARKER, G. What is happening to lift communications in the UK, and what do you need to do about it? Cundall, February
15, 2022, online: https://www.cundall.com/ideas/blog/what-is-happening-to-lift-communications-in-the-uk-and-what-do-
you-need-to-do-about-it

144 FFT, Transition du RTC vers la voix sur IP, op. cit., note 135, p. 15.
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ALTERNATIVES TO WIRELINE TELEPHONY

chapter 4

4.1 Overview of Alternatives to Wireline Telephony

If wireline telephone services were to disappear, where would consumers looking for residential service
turn? We will explore that in this section, with particular emphasis on the availability, affordability and
user-friendliness of the various alternative services available, as well as their treatment of certain
issues that are important to consumers (phone number retention, access to emergency services, etc.).
The following services will be addressed:

e Standard IP residential telephony services

o Network-independent IP residential telephony services
e Wireless telephony services

e Wireless home phone services

e Online communication applications

e Prepaid phone cards

Our study shows that alternatives to wireline telephony are generally more affordable than wireline
telephony, which costs an average of about $34.18/month in Canada4s. The only exception to this
rule is wireless telephony, which is by far the most popular option. It should also be noted that according
to a CRTC study, alternatives to wireline telephony generally have a low or moderate level of complexity
in installation or use, which is slightly higher than that associated with the first servicel4e,

4.1.1 Standard IP Residential Telephony Services
Since 2005147, many communications service providers in Canada have been offering IP telephony
(also known as VolP, for Voice over Internet Protocol). Rather than using the analog infrastructure, this
service uses a high-speed Internet connection from the subscriber's home to transmit calls. The voice
is compressed, digitized and converted to digital data and then carried over the Internet.

Access to IP telephony is therefore dependent on the availability of a high-speed Internet connection,
a type of connection that may not be available in some rural and remote areas. The most recent CRTC
statistics show that 89.5% of the Canadian population has high-speed Internet access coveragel4s, It
should be noted that the use of an IP telephony service does not generally require a subscription to an

145 CRTC. Communications Monitoring Report 2020, Table 5.1, online:
https://crtc.gc.ca/eng/publications/reports/policymonitoring/2020/cmr5.htm

146 CRTC. Evaluation of Payphone Alternatives and Payphones in Emergency Preparedness, March 25, 2014, online:
https://crtc.gc.ca/eng/publications/reports/rp150226.htm

147 |bid, section 3.2.

148 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 29.
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Internet access service per se, but only a possible connection from the home (approximately 68% of
Canadian households currently subscribe to such a servicel49).

To use an IP telephony service, a consumer does not need to know or understand the relatively complex
operation of this technology. Its use will be very similar to that of the wireline service. However,
installation of the system requires some basic computer skKills, first to connect the various components
and then to configure the system. In order to continue to use their phone, consumers will have to
connect it to a digital adapteri50, which looks like a modem.

Cable companies first offered this service, as they did not have their own wireline infrastructure;
companies that used to offer traditional telephony, such as Bell, now also offer it, sometimes in
conjunction with their wireline service. Many reseller (independent) providers offer it in combination
with their Internet access service.

The prices of IP telephony services are as varied as the providers that offer them. They are generally
lower than those of wireline telephony. In Quebec, for example, there are many offers at prices ranging
from $10 to $20 per month (e.g.: Teksavvy: $9.95, Primus: $12, Bravo Telecom: $12.95, B2B2C:
$14.95, VMedia and Ebox: $19.95151),

The use of an IP telephony service has some disadvantages over the use of a wireline phone. First of
all, as we mentioned earlier, the service will not work in case of a power failure or an Internet access
service failure. Subscribers will therefore lose the ability to make calls, including to emergency services.
However, it is possible to purchase battery backups that allow the device to continue to operate for a
period of time in the absence of power. But there is no solution when the failure affects the Internet
access network.

It should also be recalled that apart from the issue of outages, access to emergency services by using
an IP telephony service is a little more complex than with wireline telephony, since the call will not be
initially located (see section 3.3 of this report).

Another disadvantage is that not all non-telephone devices historically developed and deployed over
the wireline network (alarms, faxes, telemedicine, etc.) are compatible with IP technology, although
newer products are more compatible. The compatibility of devices and the need to purchase new ones
will be evaluated on a case-by-case basis, by contacting the devices’ providers and the IP telephone
service. It should also be noted that it is generally possible to transfer a telephone number from a
wireline to an IP line.

4.1.2 Network-Independent IP Telephony Services
A sub-category of IP services are referred to as network independent (or access independent). The
service operates much like a standard IP service; however, the provider does not have access to the

149 |pid.
150 CRTC. Evaluation of Payphone Alternatives, op. cit., note 156, section 3.2.
151 Prices were identified on provider websites in March 2022.
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Internet access network used or to the subscriber's own home facilities152. This type of independent
provider also generally does not offer any other communication services.

Providers of this type of IP service are generally from the United States. Their offers cover calls made
and received from Canada and the United States, which distinguishes them from the traditional offers
of Canadian providers. However, we can see from some of their contracts that not all parts of the
country are necessarily covered. For example, Magiclack, which claims to allow calls to and from
Canada, does not in practice cover the Northwest Territories and Yukon (which they consider long
distance)153. Some also apply different pricing or have a different country selection that will depend on
the phone service (wireline, wireless or IP)154 used by call recipients.

Prices for network-independent IP services vary, but are generally somewhat lower than for standard
IP services, which, it should be remembered, are already much lower than for wireline services.
However, network-independent IP services differ from standard IP services in that some packages are
not offered on a monthly basis, and equipment may have to be purchased at the time of subscription
(whereas it is usually provided free of charge or leased by standard IP service providers). This makes
calculation of the services’ actual cost services somewhat more complex. Here are some examples of
basic offerings from independent IP service providers1ss;

e Ooma: free service (taxes and mandatory fees apply). Fees range from $90 to $160 for
equipment.

e VolPo: $149 US/2 years ($8 CDN/month). Free equipment.

e MagicJack: $43 US ($54 CDN)/year for service. 50-60 US ($62-75 CDN) for equipment.

¢ AXvoice: $8.25 US/month. Free equipment.

e 1-VoIP: $9 US ($11 CDN)/month. Free equipment.

It should be noted that the disadvantages or concerns described above for traditional IP telephony
services apply equally to network-independent services (loss of service in the event of a failure, more-
complex access to emergency services, and incompatibility with non-telephone devices). Also, it will
likely be more difficult for consumers to retain their phone number, although some providers are
beginning to offer this option.

4.1.3 Wireless Telephony Services
In recent years, the most popular alternative to wireline telephony has been wireless telephone service.
There were no less than 32.4 million subscriptions to this service in Canada in 2020156,

152 CRTC. FAQ - Wireline local and access (21X), online: https://crtc.gc.ca/eng/dcs/current/faq_46.htm (consulted on
March 28, 2022).

153 MAGICJACK. Subscriber Agreement for Products and Services, art. 3(b), online:
https://help.magicjack.com/faq/saps/?_ga=2.125399247.457541018.1647617361-959438478.1647024116
(consulted on March 18, 2022)

154 For example, the provider Vonage.

185 Prices were identified on provider websites in March 2022. Several prices are shown when providers offered several
devices or when they offered short-term promotions at the time of data collection. Canadian price equivalents have been
rounded.

156 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 25.
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Wireless telephony differs from other telephony services primarily by its highly mobile nature. The
service is not tied to the subscriber's home, but to the subscriber himself. Calls are transmitted via
wireless and satellite frequencies, particularly in remote areas157. One-fifth of the country's geographic
area is covered by this infrastructure, providing access to over 99.7% of the populationi58, And since
transmission and reception are not dependent on equipment in the consumers’ home, a power outage
there will not affect the operation of their wireless service. Moreover, access to emergency services is
generally simpler with wireless telephony than with IP telephony, since the former applies the advanced
E911 process - determination of the approximate location of calls using GPS and trilateration
technologies.

On a less positive note, the price of wireless service also differs from that of IP telephony... Fixed
telephony subscribers who transfer to wireless could therefore have to pay more to obtain this
replacement service, depending on the package chosen.

Unlike wireline service, which has a more standardized package (unlimited inbound and outbound calls
within a given country or region), wireless packages are much more varied. Prices depend on call
minutes, number of text messages, coverage, mobile data included, and mobile network. Generally
speaking, more and more plans include unlimited incoming and outgoing calls and texts. With respect
to mobile data, the average monthly usage is 2.9 GB for subscribers to plans that include mobile data
(90% of subscribers)1s9, Since this consumption is increasing rapidly, the CRTC has been more
interested for the past two years in packages that include 5 GB of mobile data. We will therefore refer
to these as average packages for the purposes of this section. In 2019, the packages cost an average
of $48.82/month. As with wireline services, the price of this type of service is not uniform; depending
on the provider and region, it ranges from $40 to $81 per month (in Saskatchewan). The price of an
average wireless service can be as high as $99 per month in the Canadian North160,

The CRTC also requires national carriers (Bell, Telus and Rogers) and Sasktel as of July 2021 to offer
a basic wireless package16t for $35 per month, which must include unlimited talk and text minutes
and at least 3 GB of mobile data per month.

157 CRTC. Evaluation of Payphone Alternatives and Payphones in Emergency Preparedness, March 25, 2014, online:
https://crtc.gc.ca/eng/publications/reports/rp150226.htm

158 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 25.

159 CRTC. Communications Market Reports - Highlights [...] 2020, op. cit., note 6, p. 24.

160 CRTC. Communications Market Reports - Open Data, op. cit., note 81, Table P-G7.

161 CRTC. Telecom Regulatory Policy CRTC 2021-130, par. 545.
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Table 2
Plans without mobile data, by provider'®

Prices of wireless phone plans without
Providers mobi!e data by included monthly call time

(in minutes)

100 250 1000 Unlimited

Fizz $24
Freedom $24
Virgin Mobile $15 $24
Bell $15 $25-30
Telus $15 $25-30
Fido $25 $35 $26
Koodo $15 $30
Videotron $30
Rogers $25 $35 $30-55
Public Mobile $15
Chatr $15
Lucky

But those average and basic packages would not necessarily suit the needs of today's fixed-line
subscribers, especially when it comes to the mobile data that is automatically included in fixed
telephony. And there are unfortunately fewer and fewer wireless packages that do not include this
expensive component of the service price. Table 2 provides an overview of the prices for packages
called “Talk & Text” in Quebec and the providers that offer them.

It is possible, even likely, that when switching from landline to wireless telephony, a household will
have to subscribe to more than one plan or a family plan so that each member can have their own
device and service. The total cost of telephone service will of course increase in such a situation. The
average Canadian household currently spends $112 per month to cover its wireless needs163,

In addition to those fixed monthly costs, there is a potentially significant expense: the purchase of one
or more mobile devices, since the device used for landline telephony does not usually include the SIM
card required to connect to a wireless network. Over the years, mobile devices have become more
complex. The simple flip phone that only allowed you to make calls and send or receive text messages
has been replaced by smartphones with multiple features: the ability to access the Internet, download
applications, take high-quality photos, etc. Today, 85% of Canadians own a smartphonelé4, The price
for this type of device can vary from a few hundred dollars to over a thousand. The average price of
devices sold in 2021 was US$368165, or about $460 here. Of course, smartphones are also available

162 The collection of posted prices in Quebec was conducted in March 2022. Two amounts appear in the same column
when a prepaid and a postpaid package were offered by the provider for a package with similar components.

163 STATISTICS CANADA. Telecommunications: Connecting Canadians, online: https://www.statcan.gc.ca/en/subjects-
start/digital_economy_and_society/telecommunications (consulted on March 21, 2022).

164 |pid.

165 GFK. Global smartphone market recovers in 2021, February 24, 2022, online: https://www.gfk.com/press/global-
smartphone-market-recovers-in-2021

32


https://www.statcan.gc.ca/en/subjects-start/digital_economy_and_society/telecommunications
https://www.statcan.gc.ca/en/subjects-start/digital_economy_and_society/telecommunications
https://www.gfk.com/press/global-smartphone-market-recovers-in-2021
https://www.gfk.com/press/global-smartphone-market-recovers-in-2021

The Eventual Death of Wireline Telephony in Canada
Union des consommateurs (2022)

on the second-hand market at lower costs. Similarly, buying a good old basic phone - sometimes
referred to as a dumbphone - is still an option. And even though the supply is smaller these days,
nearly a billion of these devices were still sold worldwide last year16s,

4.1.4 Wireless Home Phone Services
A new wireless type of service has also emerged in recent years, combining wireless technologies with
the fixed nature of traditional residential telephony (and the type of device associated with it). The way
wireless home telephony works is very similar to IP telephony: Instead of transmitting calls through the
Internet, this type of service sends them through the wireless network. The consumer, in addition to
his telephone set, also needs a terminal that will connect this residential telephone set to the wireless
network. This connection is made through a SIM card, which is in the terminal rather than in the phone.

The Koodo provider explains the installation of the service with the following illustration:

Koodo's illustration of a wireless terminal'’

© nsert the SIM card into the Hub. |L I

e Connect your existing Home Phone handset into the Hub.
(handset sold separately).

o Plug into an outlet in an area with good mobile reception, and start @
dialling. m
3

Since the phone and the terminal can be moved anywhere, as long as the wireless network is available,
providers generally promote it for of its mobility (e.g.: use at the cottage or at the office).

According to our research, this service is currently offered by national providers Rogers and Telus, their
respective complementary brands Fido and Koodo, as well as Virgin and a few lesser known providers
(e.g. SimplyConnect, Zoomer Wireless). The prices of the packages offered by some of them are lower
if the consumer also has a subscription to the wireless telephone service with the same provider. Prices
generally range from $5 to $30 per month. In some cases, the terminal must be purchased separately,
at a cost of approximately $120 to $14016s,

As with regular wireless telephony, itis relatively easy to have the phone number used for one's wireline
service transferred to this new servicel®9, It is also possible to contact emergency services, except in
the case of a power failure, since the terminal depends on the electrical grid to function.

166 BEARNE, S. Not smart but clever? The return of 'dumbphones’, BBC, 21 March 2022, online:
https://www.bbc.com/news/business-60763168

167 KOODO. Wireless home phone, online: https://www.koodomobile.com/en/phones/wireless-home-phone (consulted on
March 25, 2022).

168 The prices shown were observed on the providers’ websites in March 2022.

169 CANADIAN WIRELESS TELECOMMUNICATIONS ASSOCIATION. Wireless Number Portability, online:
https://www.cwta.ca/for-consumers/wireless-number-portability/ (consulted on March 21, 2022).
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4.1.5 Online Communication Applications
A multitude of applications are available to send and receive text messages and make calls, including
video calls. Skype, Zoom, Google Voice, Messenger (from the Facebook platform), WhatsApp, Viber,
etc.: All of these applications have grown in popularity in recent years, thanks in part to the popularity
of social media and the workplace reorganization required by telecommuting.

In order to operate, these applications require an Internet connection, which a consumer will have
purchased independently of the calling service, i.e. an Internet access or mobile data service. Note that
unlike standard IP telephony service, the data required to make calls from these applications will be
counted in the consumer's monthly total of the underlying service (Internet connection or mobile data).
A Skype call (audio and video) will consume approximately 5 MB of data per minute170,

Calls can be made from a consumer's electronic device (desktop, laptop, smartphone, tablet, etc.) on
which the application has been installed. Without an adapter, a traditional phone cannot be used in
this context, as it cannot connect to the Internet. To use the applications, a consumer must have some
basic computer skills and be comfortable following online instructions. He needs first to download the
application (from a website or app store) and create an account and login. He then must integrate the
IDs or other contact information of the people he wants to communicate with, and he must send them
an invitation to interact on the platform. Finally, he must select from his list the contact he wants to
communicate with at the moment, and he must choose the type of interaction he wants to establish
the communication.

Unlike the other telephony services we have discussed so far, call applications generally allow calls
only between users of the same platform and not to or from telephone numbers. These applications
therefore evolve in parallel with the Canadian telephony system. Some services are exceptions to this
rule (e.g.: paid version of Skype). Ironically, some of the applications still require a phone number at
the time of registration in order to verify the consumer’s identity (double authentication process). This
is the case of Google Duo, for example, a service that will not use that phone number to operate
afterwards. It could therefore be difficult for a consumer without any telephony service to use only this
type of application.

But that approach remains feasible and was even indirectly appreciated by the CRTC in a 2018
decision. In doing so, the Commission mandated that certain providers offer lower-cost mobile data-
only plans, and expressed the view that such an offering would encourage the use of applications for
voice and text communication purposest’t. While the CRTC's approach still fits into the wireless
market, the result remains the same: to facilitate the use of Internet-based voice and video calling
applications in place of traditional telephony, particularly for consumers who make relatively few calls.

Those consumers benefit because call applications are generally free and don’t require the purchase
of specific hardware to use. Some applications, however, offer additional versions or services, which

170 XPLORNET. Monitor and Manage Your Data When Video Calling, online:
https://www.xplornet.com/support/internet/managing-data-using-skype/ (consulted on March 29, 2022).
171 CRTC. Telecom Decision CRTC 2018-97, pars. 102-103.
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incur a fee, such as the ability to call multiple people simultaneously or the ability to call a phone
number. A package of this type costs $11.40 per month with Skypel72,

Finally, it should be noted that voice and video calling applications have certain disadvantages that
could make many people hesitate to opt for their exclusive use. Like IP telephony services, they depend
on Internet access and the proper functioning of the connection device. Thus, a power failure will
prevent them from working. Since they are not integrated with telephone networks, the applications
don’t make it possible to contact emergency services or use an old telephone number. And because
they are closed circuit, they will not be able to support non-telephone devices that need to transmit
data in real time (e.g., alarms, telemedicine devices).

4.1.6 Prepaid Phone Cards

The last option available to consumers, the prepaid phone card, is now less and less popular,
particularly among those who do not make long distance calls. A consumer will generally purchase this
type of card from general retail stores (big box stores, convenience stores, etc.) or from certain
telephone service providers. To use the card, the consumer will need to follow the instructions on the
card or explained on the card's access phone number that he dials from any telephone device. Some
cards have amounts already built in, while others must be “loaded,” i.e. the consumer adds the amount
he wants to the card. With each call, this amount is deducted based on the number of minutes of the
call and the applicable rate (which varies depending on the call’s destination). In some cases, however,
the call minutes may be lost at the end of the card's active period.

Today, these cards are mainly used for long distance calls, which are more expensive with home phone
or wireless phone plans. Few people use them to make local calls, especially since many providers now
offer prepaid phone plans that are similar in many ways to phone cards.

It should be noted that phone cards have many of the same problems as other alternative services
(i.e., inability to transfer a phone number, incompatibility with non-telephone devices, etc.). However,
they can be used to contact emergency services. And since they are not dependent on Internet access,
they will continue to work even if there is a power outage.

4.2 Rights and Obligations: What Do the Service Contracts Say?

As shown in the previous section, several alternative services are available to consumers who no longer
wish to or cannot maintain a wireline telephone subscription. The services vary in terms of how they
work, their components and the providers that offer them. As such, these services may be subject to
different legislative or regulatory frameworks, and subscribers’ rights and obligations may differ
considerably. An overview of the contractual documentation of some providers is therefore necessary
to get the full picture.

172 The price shown was observed on the Skype website in March 2022.

35



The Eventual Death of Wireline Telephony in Canada
Union des consommateurs (2022)

Due to the multitude of alternative telephony service providers in the Canadian market, we chose to
limit our analysis to a sample of them - eleven (11) providers were selected based on their popularity
with Canadian consumers and their particular status or role in the market:

e The three national providers (residential and wireless telephony): Bell, Rogers and Telus
o Avregional provider (residential and wireless telephony): Videotron

e Two reseller providers (residential IP telephony): Ebox and Teksavvy

o Two network-independent IP telephony providers: MagicJack and Ooma

e Three voice and video calling service providers: Google Voice, Skype and WhatsApp

We will not deal with prepaid calling card contracts, given the relatively marginal nature of this service
and especially because several major providers, such as VOX or PCMobile, which do business with Bell,
copy its terms of service directly into their respective contractst73.

It should be kept in mind that this analysis is done by a consumer advocacy group; while the data is
objective, our findings and conclusions are not necessarily those that would be spontaneously arrived
at by the relevant regulatory authorities. Thus, while we may comment on the general state of
compliance in the marketplace or with respect to specific providers and make recommendations, it will
be up to those authorities to determine how the issues we have raised should be addressed and how
they will interpret and apply the applicable frameworks.

Finally, a more general finding of this study is that the contracts of companies that are not traditional
communications service providers (Bell, Ebox, Rogers, Telus, Teksavvy, Videotron) have a structure
and, above all, rules that are sometimes very different from those of the latter. For example, the service
contracts of independent IP telephony providers seem to apply to both their Canadian and American
subscribers. Moreover, they are written exclusively in English. But more generally, the terms used and
the clauses’ dense presentation make the documents more difficult to read and understand. Despite
the criticisms that can certainly still be levelled at traditional providers and the CRTC, it must be
admitted that the clarity obligations put in place by the Canadian regulatory body definitely seem to
have brought about some improvements. We note that although the non-traditional providers are
recognized as local service providers (VoIP type) by the CRTC (and by CCTS), the Ooma and MagicJack
contracts ignore many of the rules developed by the Commission.

As for the three calling and video applications studied, we note that they all belong to larger companies,
namely Microsoft for Skype, Google for Google Voice and Meta (formerly Facebook) for WhatsApp. Only
Meta offers a specific contract for its application. For the other two, the applicable contracts are more
broadly related to the range of services and products offered by their owners (e.g.: Office suite, Xbox,
Google Maps, OneDrive). A consumer who tries to find out the contractual terms related to the service
is therefore faced with a more complex exercise, since he will have to distinguish and deduce which
elements apply to his calling application. On this point, it should be noted that the same problem arises
at times with several traditional providers, when their contracts cover all of their services (e.g., Internet
access and cable television services) in a single document.

173 VOX. Terms of Service, online: https://vox.ca/doc/unreg_service_en.pdf (consulted on March 21, 2022); PCMOBILE. PC
mobile Terms of Service, online: https://www.pcmobile.ca/en/terms-of-service/ (consulted on March 21, 2022).
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4.2.1 The Applicable Legislative and Regulatory Framework
The presence of certain choice of law and jurisdiction clauses in the contracts of independent IP
telephony providers and audio and video calling applications is immediately noticeable.

For example, the Ooma and Google Voice contracts provide for the application of California law174, and
the MagicJack contract for the application of Florida law175. Even more complex, Skype's contract
provides for application of the laws in the province where the consumer resides, but for the exclusive
jurisdiction of the courts of Ontariol76! And the WhatsApp contract does not mention the applicable
legislation - which would also be the legislation of the province where the consumer resides - but
grants jurisdiction to the state court of San Mateo County (whose territory covers Silicon Valley)177. It
should be noted that these clauses are not enforceable against Quebec consumers, since art. 3149
C.C.Q. provides that Quebec authorities always have jurisdiction over an action based on a consumer
contract concluded by a resident of the provincel’8. The situation is more complex in the other
provinces of Canada. In an article on the subject, Professor Marina Pavlovi¢ speaks of a nebulous
application of this type of clause by Canadian courts in recent decades17°.

Some of the contracts mentioned above, as well as those of Teksavvy and Rogers, also contain clauses
that waive the consumers’ right to participate in a class action and even to bring a dispute before a
local court (e.g., Small Claims Court). Instead, in the event of a dispute, the consumer must bring the
matter before an arbitrator1®o, This type of clause is also unenforceable against consumers in some
parts of the country (Alberta18l, Ontario82, Quebec®3 and Saskatchewan184),

4.2.2  The Proper Functioning of Services
None of the contracts studied provide any guarantee that the telephony service will function properly.
We find a variety of clauses on this subject, regardless of the type of services offered, ranging from

174 OOMA. Standard Terms and Conditions of Agreement Between Customers and Ooma, art. 19(c), online:
https://www.ooma.ca/legal/terms/ (consulted on March 18, 2022), GOOGLE. Terms of Use, online:
https://policies.google.com/terms (consulted on March 21, 2022)

175 MAGICJACK. Subscriber Agreement, op. cit., note 153, art. 22, online:
https://help.magicjack.com/faq/saps/?_ga=2.125399247.457541018.1647617361-959438478.1647024116
(consulted on March 18, 2022)

176 MICROSOFT. Microsoft Services Agreement, art. 10(a), online: https://www.microsoft.com/en-ca/servicesagreement/
(consulted on March 21, 2022)

177 WHATSAPP. WhatsApp Terms of Service, online: https://www.whatsapp.com/legal/terms-of-service (consulted on March
21, 2022)
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