
Input to: Review of the Broadcasting Act and Telecommunications Act 
 
 
Background  
I recently had an issue with Bell Media/Crave Canada. After trying without success to resolve 
the issue directly with the company, I complained to the CCTS.  
 
The CCTS replied that my complaint did not fall within their mandate. They forwarded my 
complaint to the CRTC. This link features pics of the email response I received from the CCTS 
on November 28. 
 
https://drive.google.com/drive/folders/0B6GSeRvkXZM4M005dGZPdmtJVGs  
 
The CRTC got in touch on December 12 to say that my complaint did not fit within their mandate 
either. They referred me to the Competition Bureau of Canada and also suggested that I might 
want to file a complaint with my provincial consumer protection branch.  
 
This link features pics of the email response I received from the CRTC on December 12. 
 
https://drive.google.com/drive/folders/0B6GSeRvkXZM4M0dtbUxKdFhORms  
 
I filed a complaint with the Competition Bureau of Canada on December 13. (The document 
available through this next link describes my full complaint, it's rationale and also features links 
to snapshots of supporting documentation.) 
 
https://drive.google.com/file/d/1o559PSeBSKDzwY4aL5-ZXoRatCLSMUwz/view?usp=drivesdk  
 
In the complaint I described how things had evolved for me with Bell Media's Crave service and 
also described what I'd been seeing on the Crave Facebook page in the way of complaints by 
other disgruntled customers. 
 
On December 13, I went back to both the CCTS and the CRTC to challenge their interpretation 
of their mandate with regard to my complaint. I received a response from the CRTC 
re-confirming their original assessment that my complaint fell outside theirs and the CCTS' 
mandate and providing information on how to submit input to this Review of the Broadcasting 
Act and Telecommunications Act.  This link goes to pics of my exchanges with them. 
 
https://drive.google.com/drive/folders/0B6GSeRvkXZM4M0loOHpHTy1tRW8  
 
On December 19, I followed up with the Competition Bureau to enquire as to whether/when I 
would be receiving updates on my complaint with them. I also let them know that my Dec 7 
refund request to Crave was still outstanding. Later that same day I received an email from 
Crave stating that they had canceled our service and refunded our credit card. On December 
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21, I received a response from the Competition Bureau advising, in a nutshell, that their 
complaint process is not open and transparent. Rather, they operate in secret.  
 
For the full 5 weeks of this ordeal, I continued to complain a lot on Crave's Facebook page, 
sharing information about how to complain to the CCTS, CRTC and Competition Bureau. I'm not 
happy that it took a full five weeks of concerted effort to settle this. I'm also not happy to see that 
complaints on Crave's Facebook page continue and that the company appears to still be 
maintaining their no refund policy publicly while privately offering refunds to consumers who are 
persistent with their complaints.  
 
Recommendation 
In the context of this review, I would ask the government to update its legislation, regulations, 
policies and procedures to provide for ONE open and transparent outlet for consumer 
complaints to be heard, mediated, analyzed at a macro level for trends and reported on publicly 
annually.  
 
Rationale  
Based on my experience - and my observation of Crave reps' responses to complaints on their 
Facebook page - it would appear that Bell Media has been purposely delaying taking action until 
it is clear that the complainant will not go away. That speaks volumes to the need to close the 
loophole and provide for oversight by an external independent body of these services too.  
 
It strikes me as ridiculous that anyone paying for a service should have to go to so much effort 
to either get what they're paying for or receive a full refund.  
 
It strikes me as equally ridiculous that consumers are referred to myriad different agencies with 
oversight responsibilities. Decentralizing the complaints across many agencies effectively 
hinders an accurate assessment of how serious and widespread the problem is. To insist that 
existing complaint mechanisms are designed strictly to handle complaints against ISP's but not 
against "content providers" is a distinction without a difference and, I believe, only serves to 
create a loophole that enables shady business practices of this sort to continue with impunity.  
 
I am concerned about the impact on our society of manipulative business policies and 
behaviours of this sort. Sadly, as frustrated and angry as customers get over these types of 
business practices, some organizations don't seem to be taking the public outcry seriously. 
Unfortunately, many in the public are too busy leading very hectic lives to do much more than 
complain online or to friends and family. The end result is that companies feel enabled and 
emboldened and, thus, aren't motivated to change their ways.  
 
Referring customers' complaints to several watchdog/regulatory agencies increases the 
workload for consumers thereby further frustrating and discouraging them from persisting with 
their complaint. It also needlessly increases the workload for the oversight bodies themselves - 
if they each receive duplicates of the same complaint.  This not only wastes resources in these 



agencies but also makes it harder to get an accurate picture of the size and scope of the 
problem. Additionally, referring consumers to the very secretive Competition Bureau further 
disempowers people who already feel they have been wronged and further muddies the water 
by effectively hiding the issue from public view.  
 
I believe that should business practices such as these continue to be enabled by virtue of this 
loophole in existing legislation, regulations, policies and procedures, the ultimate impact on our 
society will be very disruptive. How disheartening is it for individual Canadians to effectively 
have two choices: i) get angry and do nothing because you have no time and/or feel powerless; 
or, ii) spend days, weeks or maybe even months fighting for a fair outcome that may serve you 
but won't change the culture, attitudes and behaviours of offenders? These practices by Bell 
Media/Crave are reminiscent of the up selling, manipulative and dishonest attitudes and 
behaviours of big Telecom companies that have been much reported on in the recent past.  
 
 
Kathleen O'Connor  
January 1, 2018 
 
 
 


