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Annex A 

Methodology 

The research programme comprised four distinct components: in store mystery 

shopping, telesales mystery shopping, website evaluations and in -depth telephone 

interviews.  All four components were carried out by Synovate, an independent  

market research agency commissioned by the Panel.   

The focus of the research was the seven largest mobile operators and the two 

largest third party retailers, listed in table A1 below. Operators were chosen to 

include all five UK network operators and the two largest service providers, which 

together accounted for around 98% of all UK mobile subscriptions in 2009.1 The two 

third -party retail chains were Carphone Warehouse and Phones 4u.  These retailers 

were chosen since they are the two largest nationwide specialist mobile retailers.  

Table A1 Research subjects: operators and third -party retailers  

 H3G 

 O2 

 Orange 

 Tesco Mobile 

 T-Mobile 

 Virgin Mobile 

 Vodafone 

 Carphone Warehouse 

 Phones 4u 

A.1 In-Store Mystery Shopping Evaluations 

514 mystery shopping visits were underta ken between 31 March and 22 April  2010 

in the stores of  the seven main operators (50 or more visits per operator) and the 

two main third -party  party retailers (c. 50 visits per retailer).  These visits resulted 

in 1,034 evaluations - the table below provides a breakdown.  

The evaluations were undertaken in stores throughout England (83%), Scotland 
(10%), Wales (4%) and Northern Ireland (3%) and in a mix of areas: half with poor 
network coverage and half with good network coverage.

                                         
1 Figure stated refers to Q2 2009: Ofcom (December 2009) Mobile Evolution  

http://stakeholders.ofcom.org.uk/binaries/consul tations/msa/statement/MSA_statement.pdf , p.19  

http://stakeholders.ofcom.org.uk/binaries/consultations/msa/statement/MSA_statement.pdf
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Table A2: Overview of study sample sizes  

* (54 evaluations in Carphone Warehouse, 50 evaluations in Phones4u) 

A.2 Telesales Mystery Shopping Evaluations 

90 mystery shopping calls in total were made between 9 and 22 April 2010 to the 

seven main network operators ( 10 calls per operator) and the two main third -party  

retailers (10 calls per retailer).   

As with the in -store mystery shopping, half of the calls used as an example a 

postcode with poor network coverage and half used a postcode with good network 

coverage, according to operator coverage checkers.  

A.3 Website Evaluations 

Synovate executive staff  undertook an evaluation of all nine of the operator and 

third -party websites to record the information available and ease of locating this 

information.  

 Operator Stores  * 3 rd Party Retailers  Evaluation s 
per 

operator  

 Bad 
coverage 

Good 
coverage 

Bad 
coverage 

Good 
coverage 

3 25 25 

53 51 

154 

O2 26 27 157 

Orange 25 25 154 

T-Mobile 28 25 157 

Vodafone 27 26 157 

Virgin Mobile  25 25 154 

Tesco 60 41 - - 101 

TOTAL 216 194 53 51 1,034  
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A.4 In-Depth Telephone Interviews 

30 telephone interviews were conducted with consumers who had previously 

cancelled or tried to cancel  a contract due to poor coverage , independent of this 

research programme.  Synovate contacted an existing database of consumers who 

had indicated that they would be interested in taking part in market research .  

The agency found people on this database who had had problems with coverage 

and had tried to cancel their contracts within the previous three months.   It then 

conducted in -depth interviews with 30 of them and presented case studies that 

represented both positive and negative outcomes.   All operators and third -party 

retailers were represented.  
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Annex B 

Operator and third -party retailer policies  
Table B1: Operatorõs cancellation policies applicable to coverage problems 2  

 H3G O2 

Time limit (in store)  Entire contract  14 days after purchase 

Time limit (distance)  Entire contract  14 days after purchase 

Coverage issues only (in 
store)? 

Yes No, general ôchange of mindõ 
policy  

Coverage issues only 
(distance)?  

Yes No, general ôchange of mindõ 
policy  

Applicable to contracts 
bought via third parties?  

Customers must contact H3G and deal with the i ssue directly 
with the operator.  

No 

Notes  

 

Customers must contact H3G to discuss their coverage issues.  If 
the operator confirms a network issue and is unable to fix it 
within 30 days, the customer can cancel their contract without 
penalty.  

H3G also offers 14-day ôchange of mindõ policy on its in-store 
and distance-selling channels; however,  the handset must be 
unused, so this policy is unsuitable for customers who have used 
their phone to check coverage levels.  

Customers must return any 
equipment to the store where 
they bought it within the 14 
days. 

                                         
2 These policies were collected from the operators and retailersõ legal and regulatory departments during December 2009 to May 2010.  The policies were subsequently clarified and checked for 

accuracy with the operators and retailers during June 2010, prior to publication of this research.  
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 Orange Tesco Mobile  T-Mobile  

Time limi t (in store)  No automatic right to cancel  14 days after purchase 7 days after purchase 

Time limit (distance)  7 days after receiving SIM card 14 days after receiving SIM card 7 days after receiving SIM card 

Coverage issues only (in 
store)? 

n/a  No, general ôchange of mindõ 
policy 

Yes 

Coverage issues only 
(distance)?  

No, general ôchange of mindõ 
policy 

No, general ôchange of mindõ 
policy 

No, general ôchange of mindõ 
policy 

Applicable to contracts 
bought via third parties?  

No Tesco Mobile contracts are not  
available through third parties  

No 

Notes  Customers should contact the 
operator if they find they have 
a problem with coverage.  

For contracts bought at a 
distance, customers should 
contact Orange within 7 days 
and return any equipment to 
the operator wit hin 30 days. 

 Customers must use T-Mobileõs 
StreetCheck coverage checker 
before purchase and receive a 
network guarantee code.  

The customer should then use 
this code within 7 days of 
purchase if they find they do 
not get the coverage they 
expected.  

Handset must be in perfect 
condition and any accessories 
should be unopened. 
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 Virgin Mobile  Vodafone 

Time limit (in store)  28 days after purchase 7 days after purchase 

Time limit (distance)  28 days after receiving SIM card 7 days after receiving SIM card 

Coverage issues only (in store)?  No, general ôchange of mindõ policy Yes 

Coverage issues only (distance)?  No, general ôchange of mindõ policy No, general ôchange of mindõ policy 

Applicable to contracts bought via 
third parties?  

No No 

Notes  Handset must be returned during the 
cancellation period ôas newõ, in original 
packaging and with proof of purchase.  

Contracts and handsets bought in a store 
must be returned to a store.  
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Table B2: Third -party retailer õs cancellation policies applicable to coverage problems  

  Carphone Warehouse  Phone 4U 

Time limit (in store)  H3G No automatic right to cancel  Entire contract  

O2 14 days after purchase 

Orange No automatic right to cancel  

T-Mobile No automatic right to cancel  

Virgin Mobile 14 days after purchase 

Vodafone No automatic right to cancel  

Time limit (distance)  H3G 14 days after receiving SIM 
card 

7 days after receiving SIM card (general ôchange of 
mindõ) 

Entire contract for coverage issues  
O2 

Orange 

T-Mobile 

Virgin Mobile 

Vodafone 

Coverage issues only 
(in store)?  

 No, general ôchange of mindõ 
policy (where applicable)  

Yes 

Coverage issues only 
(distance)?  

 No, general ôchange of mindõ 
policy 

General ôchange of mindõ policy applies for first 7 days 
after purchase  

Cancellation due to coverage issues possible throughout 
contract  

Notes    Customers who wish to cancel due to coverage issues 
outside of cooling -off period must first try to solve the 
problem by swapping their contract for similar deals on 
other networks.  If this do es not resolve the issue, the 
customer may cancel their contract without penalty.  
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Annex C 

Third party retailer f low diagrams 

 

Fig C1: Carphone Warehouse/H3G results tree for in-store evaluations  
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Fig C2: Carphone Warehouse/O2 results tree for in-store evaluations  
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Fig C3: Carphone Warehouse/Orange results tree for in-store evaluations  
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Fig C4: Carphone Warehouse/T -Mobile results tree for in-store evaluations  

 

 

 

 

 

 

 



Can I cancel? Mobile coverage and contract cancellation  

Annexes to the Consumer Research Report 

13 

 

 

Fig C5: Carphone Warehouse/Virgin Mobile results tr ee for in-store 

evaluations  
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Fig C6: Carphone Warehouse/Vodafone results tree for in-store evaluations  

 

 

 

 

 

 

 

 


