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1. Introduction and Executive Summary  

1. In this proceeding, the Commission seeks to determine whether intervention is warranted 

in regard to the billing practices of telecommunications service providers (TSPs) and 

broadcasting distribution undertakings (BDUs), and, if so, what steps should be taken to 

meet the needs of consumers.1 TELUS submits that intervention is not warranted. 

2. In coming to this conclusion, TELUS first sets outs its billing policy, which focuses on 

electronic billing. For some customers, TELUS encourages the adoption of electronic 

billing. For other customers, electronic billing is mandatory. Many TELUS customers can 

continue to receive paper bills upon request. In all cases, across all of TELUS’ brands and 

services, TELUS provides alternative bill formats to customers with accessibility needs.  

3. TELUS then outlines three reasons why Commission intervention is unnecessary with 

respect to the billing practices of TSPs and BDUs generally, and paper billing specifically, 

including: environmental sustainability; consistency with consumer and industry trends, 

including increasing Internet and technology use amongst Canadian seniors; and the 

ability and agility of electronic bills to respond to unforeseen external events.  

4. Second, as a result of TELUS’ innovations in account management and billing portals, 

electronic bills offer customers a number of benefits compared to paper bills. Using 

examples from the My TELUS app portal, TELUS illustrates how the customer portal is 

simple and easy to use, provides additional billing information, and allows the customer 

to change and view her account details, all while paying her bill online. These innovative 

digital tools respond to consumers’ specific billing needs and concerns, and demonstrate 

that there is no cause for additional consumer regulations.   

5. Third, based on a review of the responses to the Commission’s requests for information, 

it is clear that market forces are currently ensuring that TSPs and BDUs continue to offer 

a variety of billing options, including paper bills. If a consumer is unhappy with her 

current billing experience, she has choices elsewhere in the market. There is therefore no 

                                                 
1  Call for comments – Provision of paper bills by communications service providers, Broadcasting and 

Telecom Notice of Consultation CRTC 2020-81. 
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need for the Commission to intervene and regulate when market forces have already 

provided a solution.  

6. Finally, Commission intervention in the billing policies of TSPs and BDUs is inconsistent 

with the legislative objectives set out in the Broadcasting Act2 and Telecommunications 

Act,3 as well as the two Cabinet policy directions issued to the Commission. The 

objectives and directions direct the Commission to, among other things, rely on market 

forces to the maximum extent feasible, and enable innovation in telecommunications 

services, including new technologies and differentiated service offerings. Different billing 

policies – of which there are many in the market – are a way for brands to differentiate 

and target themselves to consumers. The Commission should encourage this type of 

competition, not regulate it away.  

7. TELUS’ intervention focuses on the billing practices of TELUS’ small business and 

consumer wireline and wireless segments, including TELUS’ brand, Koodo Mobile.4 

TELUS’ brand Public Mobile does not provide bills, as it is a prepaid service only. 

2. TELUS’ billing policy is focused on electronic billing 

8. TELUS encourages customers to receive their bills electronically. This means that during 

the activation process, new TELUS business and consumer wireless and wireline 

customers (excluding wireline customers in Quebec, who receive paper bills by default) 

are advised that they will automatically be defaulted to electronic billing. Consistent with 

this approach, and due to recent health and safety considerations due to the ongoing 

COVID-19 pandemic, TELUS has also migrated certain existing customers still receiving 

paper bills to electronic billing, as set out in greater detail in response to request for 

information TELUS(CRTC)3Mar20-2.  

                                                 
2  S.C. 1991, c. 11. 
3  S.C. 1993, c. 38.  
4  Koodo Mobile previously submitted an intervention regarding their billing policies in TELUS’ answer to 

the Part 1 Application filed by the Public Interest Advocacy Centre and the National Pensioners 

Federation regarding paper billing by Koodo Mobile dated July 6, 2018.   
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9. Alternative bill formats continue to be available to customers with accessibility needs. 

Accessible format bills are available in large format, Braille, e-text and audio disk. 

TELUS provides accessible format bills in partnership with Crawford Technologies and 

T-Base Communications, leaders in accessible documents.5 

10. TELUS’ billing policy takes into account several policy factors (as explained in section 

3), as well as the considerable consumer protection measures already in place, including 

section 27.2 of the Telecommunications Act, section 34.1 of the Broadcasting Act, the 

Television Service Provider Code,6 Wireless Code,7 Internet Code,8 and various 

accessibility regulations.9 

11. First and foremost, however, TELUS’ policy is driven by our core principle of Customers 

First. TELUS has a singular focus on the customer throughout the company. The 

Customers First program, which started in 2008 and into which TELUS has invested 

billions of dollars, is what sets TELUS apart from its competitors. Putting customers first 

means offering products that are right for customers; fair and transparent pricing; 

customer-friendly sales processes; network reliability; and superior and stress-free 

interactions with TELUS customers, including through the billing process.  

3. TELUS’ focus on electronic billing is supported by numerous policy reasons 

12. TELUS’ focus on electronic billing is supported by numerous policy reasons, including 

environmental sustainability, consistency with consumer and industry trends, and 

responsiveness to external variables. Each is explained further below. 

3.1 Electronic billing contributes to environmental sustainability 

13. Electronic billing is environmentally friendly. Reducing paper consumption conserves 

trees, reduces wastewater and decreases greenhouse gas emissions.  

                                                 
5  See TELUS’ response to requests for information TELUS(CRTC)3Mar20-2 and TELUS(CRTC)3Mar20-

1 in this proceeding.  
6  Television Service Provider Code, Broadcasting Regulatory Policy CRTC 2016-1. 
7  Wireless Code, Telecom Regulatory Policy CRTC 2013-271. 
8  Internet Code, Telecom Regulatory Policy CRTC 2019-269. 
9  Including, for example, BTNC 2009-430, TRP CRTC 2010-132, and the regulations to be made under the 

Accessible Canada Act, S.C. 2019, c. 10. 
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14. As part of TELUS’ commitment to environmental sustainability, TELUS’ has committed 

to reducing paper and packaging consumption by 10% year-over-year and to source 100% 

of purchased copy paper from tree-free sources. In 2019, TELUS reduced paper and 

packaging consumption by 36%, exceeding that target.10 Part of TELUS’ success in paper 

reduction can be attributed to growth in electronic billing. Indeed, TELUS’ ongoing 

investment in the digital billing experience and improvements made in self-serve options 

decreases customers’ paper consumption.11 

15. In terms of the paper and packaging TELUS does consume, TELUS offsets its 

consumption by planting trees in collaboration with Tree Canada. In 2019, TELUS 

planted 53,741 trees in the Yuneŝit’in First Nation territory in British Columbia, and in 

2018, 48,600 trees were planted in Oak River, Manitoba. Planting trees helps to capture 

carbon, create natural forest restoration, provide oxygen and enhance wildlife habitat for 

generations to come. In 2020, the program will support the restoration of the reserve lands 

of the Tootinaowaziibeeng First Nation to restore the forest cover and part of the 

watershed in their territory.  

16. TELUS has received recognition for its commitment to sustainability. In 2019, for the 

fourth consecutive year, TELUS was named to the Dow Jones Sustainability World 

Index, one of only nine telecom companies globally to be on this index. TELUS was also 

named to the Global 100 Most Sustainable Corporations by Corporate Knights, 

recognizing excellence in our governance, social and environmental performance.12  

17. Electronic billing is also consistent with the Government of Canada’s sustainability goals 

and strategies. Created pursuant to the Federal Sustainable Development Act,13 the 

Federal Sustainable Development Strategy outlines the government’s plan and vision for 

a more sustainable Canada. It includes goals and actions to promote clean growth, ensure 

healthy ecosystems and build safe, secure and sustainable communities. In the fourth 

                                                 
10  TELUS, Sustainability Report 2019, p. 35, online: 

https://downloads.ctfassets.net/rz9m1rynx8pv/350HGYDjutszOkPpmjL4g9/629303e3920a9a8b04f95885

1558149e/TELUS_2019_Sustainability_Report.pdf. 
11  Ibid at p. 36. 
12  Ibid. 
13  S.C. 2008, c. 33. 
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Federal Sustainable Development Strategy tabled in June 2019, the Government of 

Canada encourages Canadians to “reduce paper usage by moving to online, paperless 

billing”.14  

18. Departments and agencies within the Government of Canada are also moving away from 

unnecessary paper consumption. For example, according to the Canada Revenue Agency 

(CRA), each year almost 90% of Canadian taxpayers choose to file their personal income 

taxes using electronic methods. In an effort to reduce paper waste, the CRA mails income 

tax packages only to those individuals who filed their returns on paper the previous year, 

and hard-copy tax packages will no longer be available at Canada Post or Caisse populaire 

Desjardins locations.15 Further, pursuant to its commitments under the Federal 

Sustainable Development Act, the CRA has recently committed to reduce paper use by 

maintaining a minimum of 86% digital filing rate for individual T1 returns and 91% 

digital filing rate for business T2 returns.16 

19. Canadians are also being strongly encouraged to enrol in direct deposit for all federal 

government payments. Direct deposit is faster, more convenient “as your payment will 

not be delayed due to unforeseen circumstances such as bad weather”, reliable, secure, 

and “is much less costly than issuing a cheque.”17 In support of efforts to respond to 

COVID-19, the Government of Canada also encourages direct deposit enrolment for 

Canadians eligible for payments and benefits.18 

                                                 
14  Government of Canada, 2019 to 2022 Federal Sustainable Development Strategy, p. 73, online: 

https://www.fsds-sfdd.ca/downloads/FSDS_2019-2022.pdf. 
15  Canada Revenue Agency, The CRA has not forgotten the paper filer, February 25, 2020, online: 

https://www.tpsgc-pwgsc.gc.ca/recgen/txt/depot-deposit-eng.html. 
16  Canada Revenue Agency, Departmental Sustainable Development Strategy 2020 to 2023, June 2020, 

online: https://www.canada.ca/en/revenue-agency/corporate/about-canada-revenue-agency-

cra/sustainable-development/dsds-2020-23.html. 
17  Government of Canada, Frequently asked Questions, November 2019, online: https://www.tpsgc-

pwgsc.gc.ca/recgen/txt/faq-eng.html. 
18  Government of Canada, Direct deposit, May 2020, online: https://www.tpsgc-

pwgsc.gc.ca/recgen/txt/depot-deposit-eng.html. 
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3.2 Electronic billing is consistent with consumer and industry trends 

20. Canadian seniors and various industries across the country are increasingly making the 

shift to online transactions and billing, as Canadians spend record time online.  

3.2.1 Electronic billing responds to increasing Internet use, including among seniors 

21. Electronic billing is consistent with increasing technology and Internet use in Canada, 

including among seniors. Data from a Statistics Canada survey on Canadians’ Internet 

use in 2018 show:19 

(a) Overall, 94% of Canadians had home Internet access. In 2012, only 83% of 

Canadian households had access to the Internet at home, compared with 79% 

in 2010; 

(b) 88% of Internet users reported having a smartphone for personal use, with many 

using it to conduct online banking activities (63%) or to purchase (54%) or sell 

(16%) goods and services in the 12 months preceding the survey; 

(c) Nearly 84% of Internet users bought goods or services online in 2018, spending 

$57.4 billion, up from $18.9 billion in 2012; and 

(d) Almost half of Canadians who used the Internet (46%) reported spending more 

than 10 hours per week online in 2018, excluding time spent streaming content 

and using video gaming services. 

22. Further, according to the Commission’s 2019 Communications Monitoring Report, 

89.5% of households subscribed to mobile services, and 89% subscribed to Internet 

services;20 and more households owned mobile phones (89.5%) than home computers 

(84.1%).21 

                                                 
19  Statistics Canada, Canadian Internet Use Survey, released October 29, 2019, online: 

https://www150.statcan.gc.ca/n1/daily-quotidien/191029/dq191029a-eng.htm. 
20  CRTC, Communications Monitoring Report, 2019, at p. 24, online: https://crtc.gc.ca/pubs/cmr2019-en.pdf. 
21  Ibid at p. 28. 
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23. Consistent with the above statistics, Canadians aged 65 and over are more digitally 

connected than ever. Statistics Canada data from 2018 show: 

(a) 79% of Canadian seniors have access to the Internet at home;22 

(b) 71% of Canadian seniors reported using the Internet – a marked jump from 48% 

in 2012;23  

(c) 60% of Canadian seniors have a smartphone for personal use;24  

(d) 57% of Canadian seniors used government services online;25 and 

(e) 63% of Canadian seniors shopped online.26 

24. A 2019 survey commissioned by AGE-WELL showed that 86% of Canadians aged 65+ 

reported being online daily, and 93% of smartphone owners aged 65+ find them easy to 

use.27 In fact, 57% of Canadians aged 55+ accessed the Internet using their mobile devices 

(versus 44% in 2017 and only 24% in 2015).28   

25. Canadians seniors are also increasingly conducting their banking transactions online. 

According to a CIBC news release, the bank saw a 250% increase among senior clients 

65 years and older signing up for digital banking in the month of April 2020.29 Similarly, 

from mid-March to mid-April 2020 alone, RBC saw an increase of 84% in digital 

                                                 
22  Statistics Canada, Table 22-10-0113-01, Use of Internet services and technologies by age group and 

household income quartile, online: https://doi.org/10.25318/2210011301-eng. 
23  Statistics Canada, Canadian Internet Use Survey, released October 29, 2019, online: 

https://www150.statcan.gc.ca/n1/daily-quotidien/191029/dq191029a-eng.htm. 
24  Statistics Canada, Table 22-10-0113-01, Use of Internet services and technologies by age group and 

household income quartile, online: https://doi.org/10.25318/2210011301-eng. 
25  Ibid. 
26  Ibid. 
27  AGE-WELL, 7 in 10 Canadians over the age of 65 feel confident about technology use and 86% are online 

daily, September 16, 2020, online: https://agewell-nce.ca/archives/8713. 
28  CIRA, Canada’s Internet Fact Book, online: https://www.cira.ca/resources/corporate/factbook/canadas-

internet-factbook-2019. 
29  CIBC, Canadians 65 and over lead the surge in digital banking use amidst COVID-19 pandemic, June 9, 

2020, online: http://cibc.mediaroom.com/2020-06-09-Canadians-65-and-over-lead-the-surge-in-digital-

banking-use-amidst-COVID-19-pandemic. According to a March 2019 Canadian Bankers Association 

report, more than three-quarters (76%) of Canadians are using digital channels, both online and mobile, to 

conduct most of their banking transactions. Online banking is now the most common form of banking for 

a majority of Canadians: 88% of Canadians reported using online banking in the last year. See CBA, Focus: 

How Canadians Bank, March 13, 2019, online: https://cba.ca/technology-and-banking. 
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enrollment by seniors – and a 210% increase in digital activity by seniors who were 

already enrolled but had not been actively using these services for at least six months.30 

26. Internet use among the senior population is expected to continue to grow as seniors’ 

attitudes towards technology is changing to become more receptive. According to a 

survey commissioned by AGE-WELL, 74% of those aged 65+ and 80% of those aged 

50-64 reported feeling confident using current technology, and 61% believed the impact 

of technology on society is positive.31  

27. Many of today’s seniors have used the Internet and digital technologies for decades. 

TELUS began offering online electronic billing in 2001 for its wireless customers, when 

many of today’s seniors were in their forties. Personal computer use and ownership had 

become widespread in the 1990s in Canada. In the early 2000s, 87% of Canadian 

households were in areas with access to broadband Internet.32 And in the late 2000s, 68% 

of Canadian households had access to residential Internet service.33 Between 2007 and 

2016, the percentage of seniors who accessed the Internet grew from 32.2% to 68.2%.34  

28. Seniors are also increasingly benefiting from Internet use and various online tools. The 

Government of Canada recognized the importance of seniors staying connected with their 

community and family through the provision of electronic devices, virtual activities, and 

remote tutorials during the ongoing COVID-19 pandemic.35 Recently, TELUS responded 

                                                 
30  RBC, RBC keeping seniors safe by helping them bank from home, May 7, 2020, online: 

https://www.newswire.ca/news-releases/rbc-keeping-seniors-safe-by-helping-them-bank-from-home-

866855400.html.  
31  AGE-WELL, 7 in 10 Canadians over the age of 65 feel confident about technology use and 86% are online 

daily, September 16, 2020, online: https://agewell-nce.ca/archives/8713. 
32  CRTC, Communications Monitoring Report, 2008, p. 215. 
33  Ibid at p. 207.  
34  Statistics Canada, Evolving Internet Use Among Canadian Seniors, released July 10, 2019, online: 

https://www150.statcan.gc.ca/n1/pub/11f0019m/11f0019m2019015-eng.htm. 
35  Government of Canada, New Horizons for Seniors Program projects can now be used for COVID-19 

support, April 6, 2020, online: https://www.canada.ca/en/employment-social-

development/news/2020/04/new-horizons-for-seniors-program-projects-can-now-be-used-for-covid-19-

support.html. Online resources such as social networking, delivery of groceries, and leisure activities can 

help seniors stay connected and prevent social isolation. The Internet is also a good source of information 

for retirement planning and information about health conditions and self-care, and can therefore promote 

healthy aging. The use of technologies more generally help seniors stay healthy, engaged and living 

independently for as long as possible. See AGE-WELL, 7 in 10 Canadians over the age of 65 feel confident 

about technology use and 86% are online daily, September 16, 2020, online: https://agewell-

nce.ca/archives/8713. 
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by providing delivering over 10,000 free mobile devices to help isolated seniors, 

hospitalized patients and vulnerable Canadians stay connected.36   

3.2.2 Electronic billing is consistent with industry trends 

29. Many industries are moving away from paper bills and encouraging their customers to 

reduce paper consumption by adopting electronic bills. 

30. In the telecommunications industry, Bell, Rogers, and Shaw, for example, have recently 

announced and implemented moves toward electronic billing. In 2019, Bell began 

notifying its mobile customers that still receive paper bills that Bell will begin sending 

electronic bills in 2020.37 Fido and Rogers announced that they were shifting to electronic 

billing as of April 2019 and March 2020, respectively.38 Shaw and Freedom customers 

are enrolled in a digital billing platform by default, and in the fall of 2019, Shaw migrated 

its customers who had an email address on file but who were subscribed to paper bills to 

a digital billing system.39 

31. In the broadcasting industry, both Netflix40 and Amazon Prime Video41 state in their 

Terms of Use that invoices (as well as other communications relating to a subscriber’s 

account) will be provided in electronic form only.  

32. Utility companies are increasingly promoting electronic billing via online portal, where 

customers have secure online access to track energy use, set up due date reminders, and 

get high usage alerts to monitor their energy use.42 Such initiatives are working. In fiscal 

                                                 
36  TELUS, TELUS delivering over 10,000 free mobile devices to help isolated seniors, hospitalized patients 

and vulnerable Canadians stay connected during the COVID-19 pandemic, online: 

https://www.telus.com/en/about/news-and-events/media-releases/telus-delivering-over-10000-free-

mobile-devices-to-help-canadians-stay-connected. 
37  Mobile Syrup, Bell to shift to paperless billing in 2020, October 31, 2019, online: 

https://mobilesyrup.com/2019/10/31/bell-paperless-billing/. 
38  Rogers Communications Canada Inc., Response to Request for Information, Rogers(CRTC)2Mar2020-2, 

June 1, 2020, pgs. 2-3.  
39  Shaw Communications Inc., Response to Request for Information, Shaw(CRTC)3Mar20-2, June 1, 2020, 

p.1 
40  Netflix, Terms of Use, December 31, 2019, s. 8.6, online: https://help.netflix.com/legal/termsofuse. 
41  Amazon Prime Video, Conditions of Use, June 26, 2018, online: 

https://www.amazon.ca/gp/help/customer/display.html/ref=footer_cou?ie=UTF8&nodeId=918816. 
42  See, for example, BC Hydro, Go paperless with your BC Hydro bill, online: 

https://app.bchydro.com/accounts-billing/bill-payment/online-billing.html?WT.mc_id=rd_gopaperless; 
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year 2019, BC Hydro converted approximately 33,000 accounts to electronic billing 

resulting in 54% of total paperless billing customers.43  

3.3 Electronic billing is less susceptible to unforeseen external events 

33. Electronic billing is a flexible and adaptive way for customers to receive their bill, 

unhindered by uncontrollable external events. Mailed paper bills, on the other hand, are 

vulnerable to postal service disruptions, paper production slowdown, or lost/stolen mail. 

Severe local weather events like flooding and winter storms can also delay delivery or re-

route mail away from their intended destination.  

34. The COVID-19 global pandemic has impacted Canada Post’s mail delivery and policies. 

Due to the lack of available transportation,44 postal service suspensions,45 and increase in 

online shopping,46 mail delivery has been delayed or restricted. New physical distancing 

policies and delivery processes have also been implemented for mail carriers in order to 

protect the health and safety of employees and the public.47  

35. TELUS’ focus on electronic billing has helped reduce the chance of contagion through 

social distancing, decreasing pressure on suppliers, and lessening the load of Canada Post 

workers and mail carriers. 

                                                 
https://www.hydroone.com/rates-and-billing/billing-and-payments/paperless-billing; and HydroOne, 

Paperless Billing, online: https://www.saskpower.com/Accounts-and-Services/Billing/Your-Power-

Bill/Paperless-Billing. 
43  BC Hydro, BC Hydro 2018 Carbon Neutral Action Report, May 2019, online: 

https://www.bchydro.com/content/dam/BCHydro/customer-portal/documents/corporate/environment-

sustainability/environmental-reports/2018-carbon-neutral-action-report.pdf at p. 5.  
44  Canada Post, Delivery Service Alerts, online: https://www.canadapost.ca/cpc/en/our-company/news-and-

media/service-alerts.page. 
45  Ibid. 
46  Canada Post, Update on our service and commitment to safety, April 21, 2020, online: 

https://www.canadapost.ca/cpc/en/our-company/news-and-media/corporate-news/news-release-

detail.page?article=2020/04/21/update_on_our_servic&cattype=announcements&cat=newsreleases. 
47  Canada Post, COVID-19 Public Update, March 15, 2020, online: https://www.canadapost.ca/cpc/en/our-

company/news-and-media/corporate-news/news-release-

detail.page?article=2020/03/15/public_update_covid_&cat=updates&cattype=announcements; Canada 

Post, Important Changes to Canada’s Postal Service, March 23, 2020, online: 

https://www.canadapost.ca/cpc/en/our-company/news-and-media/corporate-news/news-release-

detail.page?article=2020/03/23/important_changes_to&cat=newsreleases&cattype=announcements. 
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4. TELUS’ account management tools are innovative and responsive to consumer needs  

36. The ease and convenience of online account management tools has progressed in recent 

years. Innovation has given customers a convenient and efficient way to review and 

manage their account information and settings, as digital tools provide additional 

information and insight than a mailed paper bill. These innovations have responded to 

consumer’s specific billing needs and concerns about switching to electronic billing. 

4.1 TELUS’ account management innovation is consumer friendly 

37. The simplest way for customers to manage their account and pay their bill is online 

through TELUS’ web and app portals. These portals provide customers a convenient and 

efficient way to review and manage their account information and settings. Customers 

can change contact information, obtain account numbers, check usage details, change rate 

plans or features, update notification settings, and access 18 months of billing history to 

file, save or print, all at no cost. 

38. TELUS’ portals also facilitate the easy review and payment of electronic bills. Customers 

receive an email and/or text notification when their electronic bill is ready, and after 

logging in to the portal, customers can review and pay their bill at their convenience. 

39. Both TELUS’ self-serve portals and electronic bills are simple to access and easy to 

understand. Figure 1 shows a screenshot of what a TELUS Mobility customer sees when 

looking at her bill using the My TELUS app on her mobile phone. The mobile-friendly 

format lays out charges in a clear and transparent manner to ensure that she knows how 

much she needs to pay and how she incurred each of the charges. She is also given the 

option of paying the bill or setting up pre-authorized payments from the same page. If she 

is paying her bill at a bank branch, all she needs is an account number and the amount, 

both of which are provided (as shown below in Figure 1). 
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Figure 1: Example of a mobile bill viewed on the My TELUS app setting out details of 

monthly charges. 

40. If the customer wishes to download or print her current bill, she has the ability to do so 

by clicking the “Download Bill (PDF)” link shown above in Figure 1. Alternatively, the 

“Bill History” page shown below in Figure 2 presents the customer’s current and previous 

bills, giving her access to 18 months of billing history to file, save or print. 
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Figure 2: Example of a mobile bill 

viewed on the My TELUS app 

setting out a customers’ previous 

months’ bills ready to view, 

download and print. 

Figure 3: Example of a mobile bill viewed 

on the My TELUS app setting out a 

customers’ usage details. 

 

41. Figure 3, above, shows the customer’s billing cycle and how much data, messaging and 

minutes have been used on a near real-time basis. The same screen gives the customer the 

opportunity to view her data top-up options, if needed. 

42. If the customer has any remaining questions or needs assistance, TELUS Assist is a virtual 

assistant available to customers 24/7 on their mobile phone or desktop devices without 

the need to call in to speak to a customer service representative.48 TELUS Assist can also 

                                                 
48  TELUS Assist is a virtual assistant. TELUS Assist can answer questions about TELUS brand mobile phone 

and mobile services or TELUS TV, home phone, Internet, email and home security services. 
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perform simple account transactions like checking account balances or adding features 

like Easy Roam. If a customer using TELUS Assist needs further assistance, she can ask 

to transfer to a live chat agent or request to have someone call her back. The agent will 

receive her account information and the transcript of her conversation with the virtual 

assistant to be able to help her quickly. Figure 4, below, shows the beginning of a 

conversation with TELUS Assist. 

 

Figure 4: Example of a conversation with TELUS Assist. 

43. The benefits associated with TELUS’ portals and electronic bills cannot be replicated on 

paper. As a result, customers who opt for paper bills receive a more summary bill in 

comparison to the detail available online. For example, a TELUS mobility customer who 

receives her bill via mail can review her account summary (previous charges and 

payments, balance forward from the customer’s last bill (if any) and new charges), and 

the services associated with the account (usage charges, add-ons, etc.). She is unable, 

however, to see how much data, messaging and minutes have been used on real-time 
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basis, change her account settings, make an online payment, ask questions or seek 

assistance at the click of a button. 

4.2 TELUS’ consumer portals and electronic billing is responsive to consumer needs 

44. TELUS has reviewed the interventions filed by certain intervenors in this proceeding. 

Many of the concerns regarding electronic billing can be characterized into several key 

issues. While not an exhaustive list, TELUS has addressed the most commonly cited 

issues below.  

(a) “Paper bills are necessary for accessibility reasons.” As set out in response to 

request for information TELUS(CRTC)3Mar20-2, TELUS provides accessible 

format bills across all its brands.  

(b) “Electronic billing is not safe.” Electronic billing is a secure service. TELUS takes 

customers’ security and privacy very seriously, and takes strong measures to protect 

the privacy and security of customer information.49 

(c) “Paper bills act as a payment reminder.” Customers have the ability to set up 

notifications (via email or SMS) that their electronic bill is ready to be viewed and 

paid. Notifications are also sent when the billing date is approaching and the 

customer has not yet paid. Customers can also set up pre-authorized payments 

which allow enough time (15 days) to review a bill and make any modifications 

required before the due date.  

(d) “Not all customers have access to a computer.” Wireline customers without a 

computer are provided with paper bills. Mobile wireless customers can, of course, 

access electronic bills on their devices. A customer service representative can help 

customers download the customer portal app, or bookmark the web portal on their 

mobile device so they can easily access it directly from their phone. Wireless 

customers also have access to their bills free of charge, even if they have no access 

                                                 
49  For further information on TELUS’ commitment to customer privacy, see 

https://www.telus.com/en/about/privacy. 
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to home or mobile internet. The data required to access electronic bills are zero-

rated, including for customers whose rate plans do not include data.  

(e) “Paying at the bank is easier.” Electronic billing does not require electronic 

payment. Customers can still pay their electronic bill at the bank. All that is needed 

is the account number, which is available on the web or app portal, or by calling a 

customer service representative. Customers can also sign up for the hassle-free 

convenience of pre-authorized payments or mail a cheque or money order.  

(f) “Paper bills are necessary for expense and tax purposes.” Instead of accumulating 

piles of paper, customers who receive electronic bills can simply view an electronic 

archive of statements online. If necessary, customers can download, save and file 

them. Having a digital copy also protects paper invoices from loss or damage. And, 

as noted above, the overwhelming majority of Canadians already file their taxes 

online. 

(g) “Setting up the customer portal takes time.” Signing up only takes a few minutes. 

Customer service representatives are available to walk a customer through the 

necessary steps over the phone, or can send the customer the link and steps via 

email. The enrollment process is user-friendly on both desktop and mobile. The 

electronic bill will be available to view sooner than waiting for it to arrive by mail. 

45. Electronic billing enables technological innovation and differentiated service offerings, 

which respond to consumer billing needs and concerns. In Telecom Decision CRTC 

2020-80, the Commission acknowledged that digital service innovation is an important 

factor in the overall market.50 These types of innovations are made possible without the 

mass printing and mailing of bills. While a separate process exists to produce a small 

number of accessible bills, mandating the mass printing and mailing of bills will require 

companies to needlessly keep old billing systems, and continue to incur the cost of mass 

printing and mailing.  

                                                 
50  Telecom Decision CRTC 2020-80, Public Interest Advocacy Centre and National Pensioners Federation 

– Application regarding paper billing by Koodo Mobile, March 3, 2020, para 6.  
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5. Various billing options, including paper bills, are available to consumers in the market 

46. Consumers who still wish to receive paper bills can readily access them, as there are 

multiple companies and brands in the market that provide these billing services.  

47. Many TELUS customers continue to be able to receive paper bills, and numerous other 

TSPs and BDUs in the market make paper bills available to their customers either upon 

request or by default. Bell and its brands provide paper billing to any customer upon 

request;51 Cogeco provides paper billing to any customer upon request;52 Distributel, 

ThinkTel, and Yak each provide paper billing upon request, while Navigata provides it 

by default;53 Eastlink provides paper billing by default for its wireline services, and paper 

billing is available upon request to a portion of its wireless customer base;54 Rogers 

provides papers billing upon request to customers who are seniors and identify as not 

being technologically savvy or comfortable using online billing;55 SaskTel provides paper 

billing to any customer upon request;56 Shaw and Freedom provide paper billing to any 

customer who requests it;57 Vidéotron provides paper billing upon request for its legacy 

services;58 Tbaytel automatically provides paper bills to all customers with the option to 

sign up for paperless billing;59 Xplornet provides paper bills upon request to all Xplornet 

and Xplore Mobile customers;60 and TekSavvy provides paper billing to any customer 

upon request.61 

48. As evidenced above, consumers have choices for different billing options in the market. 

In fact, all twelve respondents to the Commission’s requests for information stated that 

                                                 
51  Bell Canada, Response to Request for Information, Bell Canada(CRTC)3Mar20-2 BTNC 2020-81, June 1, 

2020. 
52  Cogeco Communications Inc. Response to Request for Information, BTNC 202-81, June 1, 2020, p. 2.  
53  Distributel, Response to Request for Information, BTNC 202-81, June 1, 2020, p. 2. 
54  Eastlink, Response to Request for Information, BTNC 202-81, June 1, 2020, p. 2. 
55  Rogers Communications Canada Inc., Response to Request for Information, BTNC 202-81, June 1, 2020, 

p. 2. 
56  SaskTel, Response to Request for Information, BTNC 202-81, June 1, 2020, response #2. 
57  Shaw Communications Inc., Response to Request for Information, BTNC 202-81, June 1, 2020, p. 2. 
58  Québecor Média Inc., Response to Request for Information, BTNC 202-81, June 1, 2020, pgs. 1-2. 
59  Tbaytel, Response to Request for Information, BTNC 202-81, June 1, 2020, pg 1. 
60  Xplornet, Response to Request for Information, BTNC 202-81, June 1, 2020, pg 2. 
61  TekSavvy, Response to Request for Information, BTNC 202-81, June 1, 2020, pg 2. 
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they provide paper bills to at least some segment of their customers, either by default or 

upon request. The majority provide paper bills to any customer upon request. 

49. Different billing policies are a way for brands to differentiate themselves in the market 

by targeting different segments of the population. Koodo, for example, is a brand aimed 

at individuals who are comfortable managing their own accounts. Koodo’s customers 

have been encouraged to use self-serve tools since the brand launched in 2008. It is for 

this reason that in 2015, electronic billing was made the default option for new Koodo 

customers, with paper and alternative format bills generally available only to those 

customers who request it for accessibility reasons. The TELUS brand, on the other hand, 

provides paper and alternative format bills to any of its customers upon request.  

50. This differentiation gives providers the flexibility to adapt to technological and market 

changes. Over time, different services and customer preferences may lend themselves to 

different invoicing practices. In Telecom Decision 2020-80, the Commission agreed that 

the offering of paper bills can operate as a competitive incentive, and that one provider’s 

refusal to cater to such a demand can be another provider’s opportunity to gain a 

customer.62 

51. Given that market forces are currently ensuring that certain brands continue to offer a 

variety of billing options, including paper bill, regulation is not required. There is no need 

for the Commission to intervene and regulate when market forces have already provided 

a solution.  

6. Intervention is inconsistent with legislative objectives and policy directions  

52. Mandating the provision of paper bills by all providers, despite the fact that paper bills 

are widely available to customers at present, is inconsistent with the legislative provisions 

and objectives as set out in the Broadcasting Act and Telecommunications Act, as well as 

both policy directions issued to the Commission. Rather than encouraging competition 

and competitive differentiation, such a policy would regulate it away.  

                                                 
62  Telecom Decision CRTC 2020-80, Public Interest Advocacy Centre and National Pensioners Federation 

– Application regarding paper billing by Koodo Mobile, March 3, 2020, para 55. 

TELUS Communications Inc. 
August 4, 2020

Appendix A 
Petition to the Governor in Council 

concerning Telecom Decision CRTC 2020-80



TELUS Communications Inc. 

July 3, 2020 

 TNC 2020-81 

TELUS Intervention  

  

21 

 

53. In 2014, Parliament considered the issue of mandatory paper billing, and declined to 

impose the very obligations the Commission is now considering. Section 27.2 of the 

Telecommunications Act and section 34.1 of the Broadcasting Act provide that no TSP or 

BDU shall charge a subscriber for providing a paper bill. By 2014, online billing was 

already widespread within the industry; its presence was not something that Parliament 

would have needed to imagine in the future. And, as the Supreme Court of Canada has 

held, it is “axiomatic of statutory interpretation that Parliament must be taken as being 

aware of the social and historical context in which it makes its intention known.”63 

Similarly, “[t]he legislature is … presumed to have knowledge of practical affairs. It 

understands commercial practices and the functioning of public institutions, for example, 

and is familiar with the problems its legislation is meant to address.”64 

54. Thus, despite a presumed awareness of the growth of electronic billing, and having 

examined the nature of billing for telecommunications services, Parliament expressly 

determined not to impose a mandatory billing obligation. Instead, parallel amendments 

were introduced only to address the issue of “pay-to-pay.”65 In Telecom Decision CRTC 

2020-80, the Commission found “no indication that Parliament intended this provision to 

be interpreted as also imposing an obligation to provide subscribers with paper bills.”66  

55. The Commission is therefore faced with a legislative provision only six years old which 

clearly reflects the intention of Parliament not to mandate paper billing. In the face of this 

legislative history, the Commission should be very hesitant to require now of its own 

accord what Parliament recently determined not to. 

56. Further, subsection 47(a) of the Telecommunications Act specifies that the Commission 

shall exercise its powers with a view, inter alia, "to implementing the Canadian 

                                                 
63  Moge v. Moge, [1992] 3 SCR 813 at 857. 
64  Ruth Sullivan, Sullivan on the Construction of Statutes, 6th ed (Markham: LexisNexis, 2014) at 205. 
65  House of Commons, Standing Committee on Industry, Science and Technology, Evidence at INDU 41-2 

No. 28, 6 November 2014, online: 

http://www.parl.gc.ca/HousePublications/Publication.aspx?DocId=6765892&Language=E&Mode=1; see 

also Telecom Decision CRTC 2020-80, Public Interest Advocacy Centre and National Pensioners 

Federation – Application regarding paper billing by Koodo Mobile, March 3, 2020, para. 30 and BTNC 

CRTC 2020-81, Call for comments – Provision of paper bills by communications service providers, para 

5. 
66  Telecom Decision CRTC 2020-80, Public Interest Advocacy Centre and National Pensioners Federation 

– Application regarding paper billing by Koodo Mobile, March 3, 2020, para 30. 
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telecommunications policy objectives". Section 7 sets out the following objectives 

relevant to the considerations in this proceeding: 

(c) to enhance the efficiency and competitiveness, at the national and international 

levels, of Canadian telecommunications; 

(f) to foster increased reliance on market forces for the provision of 

telecommunications services and to ensure that regulation, where required, is 

efficient and effective; and 

(h) to respond to the economic and social requirements of users of telecommunications 

services.  

57. The Commission is also bound by subsection 47(b) of the Telecommunications Act to 

exercise its powers and perform its duties in accordance with any orders made under 

section 8, which authorizes the Governor in Council to issue directions to the 

Commission. The 2006 Policy Direction67 requires the Commission to rely on market 

forces to the maximum extent feasible when the Commission is exercising its powers and 

performing its duties under the Telecommunications Act. The 2019 Policy Direction68 

provides that the Commission should “enable innovation in telecommunications services, 

including new technologies and differentiated service offerings”.  

58. Subsection 5(1) of the Broadcasting Act requires the Commission to regulate and 

supervise all aspects of the Canadian broadcasting system with a view to implementing 

the broadcasting policy set out in subsection 3(1) of the Broadcasting Act, while also 

having regard to the regulatory policy set out in subsection 5(2). Subsection 5(2) states 

that the Canadian broadcasting system should be regulated and supervised in a flexible 

manner that, inter alia: 

(c) is readily adaptable to scientific and technological change; and 

                                                 
67  Order Issuing a Direction to the CRTC on Implementing the Canadian Telecommunications Policy 

Objectives, SOR/2006-355, 14 December 2006. 
68  Order Issuing a Direction to the CRTC on Implementing the Canadian Telecommunications Policy 

Objectives to Promote Competition, Affordability, Consumer Interests and Innovation, SOR/2019-227, 17 

June 2019. 
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(g) is sensitive to the administrative burden that, as a consequence of such regulation 

and supervision, may be imposed on persons carrying on broadcasting 

undertakings. 

59. Mandating paper bills, when they are already broadly available, is contradictory to the 

legislative and regulatory scheme that governs the Commission’s scope of action. As a 

number of providers (at least 12) are providing differentiated billing offerings, including 

the provision of paper bills, market forces are currently ensuring that providers offer a 

variety of billing options. There is therefore no need for Commission intervention. In fact, 

intervention would hinder innovation, differentiation and competition, activities the 

Broadcasting Act, Telecommunications Act, and the policy directions specifically order 

the Commission to encourage through reliance on market forces.  

7. Conclusion 

60. For reasons set out above, TELUS requests that the Commission refrain from intervening 

in regard to the billing practices of TSPs and BDUs. Intervention is contrary to prevailing 

policy, hinders technological innovation and differentiated service offerings, ignores the 

solutions already available in the market, and is inconsistent with legislative objectives 

and Cabinet policy directions. There is no reason to enact regulations mandating the 

provision of paper bills.  

 

* * * End of Document * * *  
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Appendix A – Answers to Commission Questions set out in BTNC 2020-81 

In this proceeding, the Commission seeks comments on:  

(a) whether there is a need for Canadians or certain groups of Canadians to continue to 

receive paper bills; 

TELUS believes that there is a need for Canadians with disabilities and/or 

those with accessibility concerns to continue to be provided the option to 

receive paper or alternative format bills.  

(b) whether Commission intervention is appropriate and warranted with respect to the 

paper billing practices of TSPs and BDUs; 

TELUS submits that Commission intervention is unnecessary with respect 

to the billing practices of TSPs and BDUs generally, and paper billing 

specifically, for at least four reasons. 

First, numerous policies support TELUS’ focus on electronic billing, 

including: environmental sustainability, including consistency with the 

sustainability commitments and goals of the Government of Canada; 

consistency with consumer and industry trends, including increasing 

Internet and technology use amongst Canadian seniors; and the ability of 

electronic bills to respond to external local and global variables like weather 

events and postal delays. See section 3 above for further reference.  

Second, as a result of TELUS’ innovations in account management and 

billing portals, electronic bills are more advantageous than mailed paper 

bills. These innovative digital tools respond to consumers’ specific billing 

needs and concerns, negating the need for additional consumer regulations. 

See section 4 above for further reference.  

Third, market forces are currently ensuring that TSPs and BDUs continue 

to offer a variety of billing options, including paper bills. If a consumer is 

unhappy with her current billing experience, she has choices elsewhere in 

the market. There is therefore no need for the Commission to intervene and 
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regulate when market forces have already provided a solution. See section 

5 above for further reference.  

Fourth, Commission intervention in the billing policies of TSPs and BDUs 

is inconsistent with the legislative provisions and objectives set out in the 

Broadcasting Act and Telecommunications Act, as well as the two Cabinet 

policy directions issued to the Commission. In 2014, Parliament considered 

the issue of mandatory paper billing and declined to impose such an 

obligation. The Commission should be reluctant require what Parliament, 

having turned its mind to, declined to require. Further, intervention would 

hinder innovation, differentiation and competition, activities the 

Commission are specifically directed to encourage through reliance on 

market forces, not regulate away. See section 6 above for further reference. 

(c) if Commission intervention is appropriate and warranted, what measures, if any, 

the Commission should impose with respect to paper billing practices; and 

(d) to whom and how any new obligations should apply. 
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