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Background to the research  

• Communications providers (CPs) are required 
to comply with the requirement in General 
Condition 15 (GC15) to publicise the 
availability of telecommunications services for 
disabled consumers that are mandated in the 
same Condition 
 

• The services for disabled consumers 
mandated in GC15 are: 

• Access to an approved text relay 
service  

• Free directory enquiries for customers 
who are unable to use a printed 
directory because of a disability  

• Priority fault repair (fixed line only) for 
customers who depend on the 
telephone because of severe ill-health 
or disability and have an urgent need 
for a repair 

• Third party bill management, enabling a 
nominated friend or relative to act on 
behalf of someone who needs help to 
manage their affairs  

• Bills and contracts in formats such as 
large print and Braille on request 

Ofcom has therefore undertaken 
a mystery shopping exercise 
to monitor what advice is being 
provided to customers 
presenting with: 
 
• Blind/ partial sight 
• Deaf/ hearing impaired 
• Cognitive /long term health 

issues 
 

A separate website audit of the 
CPs’ websites was also carried 
out and is reported in the annex. 

 

This activity formed part of a wider mystery 
shopping exercise which also included 
Affordability and Pricing related topics.  These 
are reported separately. 
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Store Telephone 

Enquiries were made through all main purchase channels where possible 

 

How the mystery shopping was conducted 

Online 

Webchats and email contact 
forms were used to contact 
providers online. 

Three attempts were made if 
webchats were offline/ busy 

 

Enquiries were spread over a range of  days, times and dates in order to avoid detection.  No more than 2-3 enquiries 
per week were made to each CP  

A telephone number for customer 
services or the disability team was 
used 

 

Shoppers did not visit stores on 
more than one occasion 

Enquiries were spread over the UK 

Shoppers typically made enquiries over different methods, although if details were requested by CPs this was noted in 
order to avoid detection 
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Fieldwork was conducted from 7th June to 25th September 2014 
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The mystery shopping process 

Shoppers were given a specific set of circumstances which they 
outlined to advisors.   
 
Basic scenarios are provided in the following slides.  Enquiries 
were split into blind/ visually impaired, deaf/ hearing impaired and 
cognitive/ long term health issues.  
 
The mystery shopper presented the scenario as relating to 
themselves or as a relative enquiring on behalf of someone else. 

Any information provided by advisors after this initial enquiry was 
then recorded after the enquiry had taken place 

Shoppers then additionally prompted the advisor about the 
availability of specific key services. NB Only services named in the 
GC15 were prompted on. 

Information provided at this stage was recorded as 
‘initial’ mentions’  

(noted as ‘spontaneous’ in chart footnotes) 

Information provided at this stage was recorded 
as ‘further  prompted’. Additional prompting was 

less extensive online 
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However, all information was recorded (not just advice related to 
key services) 

Shoppers were given a comprehensive set of instructions and briefings in order to ensure they were comfortable with the mystery 
shopping process and scenarios.   A summary of the mystery shopping process provided to the shoppers follows: 
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Basic scenarios for blind/visually impaired enquiries 

I am not sure if you will be able to help me.  My mother has almost entirely lost her 
sight.  I was wondering if you have any telephone services you can offer to help her? 

My granddad still uses his phone, but he is getting 
increasingly blind so it’s really very difficult.  I’ve already 
got info on your various price plans but was wondering if 
you could let me know if there’s anything you can offer to 
help him? 

Could you tell me what services you have for blind customers?  
My grandmother is looking  for a new telephone service that 
may be more suitable for her 

Unfortunately, my mum’s eyesight is getting worse and it makes it 
harder to use her phone.  Does your company have any services that 
might be able to help her out and keep using her phone etc? Or do you 
know where I can get more information on this sort of thing? 

My dad is partially blind.  I’ve heard that some telephone companies can offer 
help or additional services for those whose eyesight is failing, so could you let 
me know if you have anything that can help him out? 

Initial scenarios: 

Further prompts: 

Directory Enquires/through connection: When he/she 
gets given a number (from directory enquires), can you 
put the call through without them having to re-dial the 
number?  Bill/contract formats: I thought I’d heard that you can offer bills in 

different formats? 

Priority Fault repair: Are they able to get their phone line fixed 
more quickly than usual? 



7 

Basic scenarios for deaf/ hearing impaired enquiries 

Unfortunately my Dad is losing his hearing but until now 
has still relied on his phone on a regular basis.  Can you 
tell me if you have any services that can help him? 

My granddad’s almost deaf, and it’s difficult for him to use his 
phone now.  Is there anything that you offer which would make it 
possible for him to use it? 

My Dad’s hearing is really deteriorating but he still needs 
to use the phone.  Are there any services you offer that 
might be able to help him out? 

I was wondering what services (if any) you have for 
deaf customers?  My grandmother is looking for a 
telephone service would still allow her to keep in 
touch. 

Someone mentioned to me the other day that their  telephone 
company offers help or additional services for those whose hearing 
is bad, and my mum is getting quite deaf.  Could you let me know if 
you’ve got anything that can help her out? 

Initial scenarios: 

Further prompts: 

Text relay:  One of Dads friends mentioned 
something about a text relay service – is that 
something that you offer? 

Text relay: Is there any special tariff or money back scheme available? 

Priority Fault repair: If anything goes wrong, would they get priority on fault 
repair? 
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Basic scenarios for cognitive / long term health issues enquiries 

My mum is in hospital and is not likely to leave for several 
months.  She still has a telephone service at home but 
wants a new contract.  Could you let me know if you have 
any advice on services you can offer (or measures I could 
take with regard to her phone service) for people in her 
situation?  

My dad has recently suffered a stroke.  
Please could you tell me if you have any 
information on your telephone services 
that may be appropriate for people less 
able to use the phone or anything I can do 
to help him with this?   

My gran who I look after, although we don’t currently live together, has Alzheimer’s and it’s getting worse.   
I’ve heard there may be some services you could offer to help her with her telephone service – could you let 
me know if you have any more info on this? 

My mum had an accident and had a head injury and is going 
to be poorly, not able to leave her bed for several weeks, so 
I’m now looking after her at her home.  She wants to change 
her existing contract.  Is there any general info you can send 
me regarding the telephone services you could offer for 
people less able to use the phone? 

My brother is having an operation and wants a new network but is probably 
going to be in hospital for up to 2 months.  He wants to keep his phone 
service but won’t really be able to manage running his account Do you 
have any general advice you can offer about this? 

Initial scenarios: 

Further prompts: 

Third party account management: Is there any way that 
someone else can manage their account and bill? 

Priority Fault repair:  Given Dad is not well does he get 
any kind of priority when it comes to fault repairs? 
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Providers included in the mystery shopping exercise 

Base sizes 
 
 

Telephone In-store Online 

150 30 30 

150 30 Only method via webchat as 
sales channel  

150 30 
Only contact methods only 

available for customers.  
Contact form only.  Not 

included. 

150 30 30 

150 No BT store 30 

149 30 30 

150 No Talk Talk store 30 

150 30 30 

METHOD 
 
• NB The mystery shopping, and therefore samples,  were split into 

the three types of scenarios. 
 
• As illustrated in the next slide, this means that it is only by 

telephone that results are available for individual providers 
(because only samples for the telephone mystery shopping  are 
around 50, the minimum required for individual analysis) 
 

• Therefore, in-store and online enquiries are shown at a total level 
per scenario (rather than showing data for individual providers) 
 

COMPARISONS 
 
• A year on year comparison is shown for provision of at least 1 key 

service by phone for each disability type and provider. 
 

• NB mentions of a ‘disability team’ and bills in ‘audio’, 
‘electronic’, and ‘other formats’  are included within the 
measure of ‘mention a key service’ in this research, 
although these were not included in previous research 

• Data collected in 2010 has been re-stated here. Therefore 
data reported here may differ from that published in 2010. 
 

• 2010 data includes mystery shopping with T-Mobile and Orange. 
These no longer exist as separate retailers, but are both now part 
of EE, therefore they are used as a comparison with current EE 
findings. Sky was not included in the 2010 research.  Eight text relay calls per supplier were also conducted using the ‘deaf/ 

hearing impaired’ scenario 
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Sample sizes by type of scenario included in the mystery shopping 
exercise 

Blind/ partially 
sighted 

Telephone In-store Online 

49 9 10 

50 9 n/a 

50 10 n/a 

50 10 10 

49 n/a 10 

50 10 10 

51 n/a 10 

52 10 10 

Telephone In-store Online 

52 11 10 

53 11 n/a 

50 10 n/a 

51 10 11 

52 n/a 10 

50 10 10 

52 n/a 10 

50 10 11 

Telephone In-store Online 

49 10 10 

47 10 n/a 

50 10 n/a 

49 10 9 

49 n/a 10 

49 10 10 

47 n/a 10 

48 10 9 

Deaf/ hearing  
Impaired 

Cognitive/ long term 
health issues 

Online research methods: 
• All via webchat = BT, Sky, Vodafone, O2 
• All via online contact form = TalkTalk, Virgin Media 
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Analysis – Mentioned at least one key service 

 

– Free directory enquiries (195)/Through-
connection services (195) 

– Bills/contracts in Braille 

– Bills/contracts in large print 

– Priority fault repair (fixed line only) NB 
priority fault repair may not be 
appropriate in all circumstances 

– Bills/contracts in audio format 

– Bills/contracts in electronic format 

– Bills/contracts in other format 

– Disability team 

 

       We report on whether the CPs mentioned at least one of the following aspects of service for each of the types of disability scenario 
examined: 

 

– Access to text relay service 

– Special tariff/money back 
scheme 

– Priority fault repair (fixed line 
only) NB priority fault repair may 
not be appropriate in all 
circumstances 

– Bills/ contracts in electronic 
format 

– Bills/ contracts in other format 

– Disability team 

 

 

– Third party account access/bill 
management    

– Priority fault repair (fixed line only) 
NB priority fault repair may not be 
appropriate in all circumstances 

– Disability team 

 

 

Cognitive/ long term  health 
issues services 

Blind/ visually impaired 
services 

Deaf/ hearing impaired 
services 

Within the previous disability mystery shopping in 2006 and 2010, mentions of a ‘disability team’, and bills in ‘audio’, ‘electronic’, 
and ‘other formats’ were not included in this measure of the CPs’ mentioning ‘at least one key service’ (the research focused only 
on key services mandated by name in GC15).  

Although in the 2014 research these additional areas were still not specifically prompted for, if these areas were mentioned, these 
have been included and the data collected in 2010 has been re-stated here. Therefore data reported here may differ from that 
published in 2010. 
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Key services: 
• Free directory enquiries (195)/Through-

connection services (195) 

• Bills/contracts in Braille 

• Bills/contracts in large print 

• Priority fault repair (fixed line only) NB priority 
fault repair may not be appropriate in all 
circumstances 

• Bills/ contracts in audio format 

• Bills/ contracts in electronic format 

• Bills/ contracts in other format 

• Disability team 

 
Additional: 
• Software that converts text message to voice 
• Equipment* code changed in 2014 from Big button/ phones 

with well-spaced buttons to ‘Equipment eg big button phones/ 
phones with well spaced buttons 

• Any referrals on 

Key services: 
• Access to text relay service 

• Special tariff/money back scheme 

• Priority fault repair (fixed line only) 
NB priority fault repair may not be 
appropriate in all circumstances 

• Bills/ contracts in electronic format 

• Bills/ contracts in other format 

• Disability team 

 
Additional: 
• Tariff that offers lots of text 

messages 
• Equipment* code changed in 2014 from Mention 

a model of phone adapted to work with hearing 
aids/inductive loop system to Equipment, e.g. mention 
a model of phone adapted to work with hearing 
aids/inductive loop system  

• Any referrals on 
 

Key services: 
• Third party account access/bill 

management    

• Priority fault repair (fixed line 
only) NB priority fault repair 
may not be appropriate in all 
circumstances 

• Disability team 

 
Additional: 
• Bills/ contracts in other formats 
• Any referrals on 
 

Analysis – Mentioned any appropriate advice 

Analysis of the mystery shopping also reports when ‘any appropriate advice’ was given. This includes mentions of one of the 
key services in or any additional advice/information outlined below. 

Blind/ visually impaired 
services 

Deaf/ hearing impaired 
services 

Cognitive/ long term  health 
issues services 



Summary of findings 
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Provision of information about ‘key services’ 
• The proportion of telephone mystery enquiries where the advisors spontaneously gave at least one piece of information on a key service 

relating to GC15 was as follows for the different scenarios; blind/ visually impaired scenario 56%, deaf/hearing impaired scenario 48%, 
cognitive or long term health issues scenario 50%. 

• With further prompting from the mystery shoppers, the provision of information increased to between 71% and 84% of mystery shopping 
enquiries across the different scenarios. 

• Since the 2010 mystery shopping,  the spontaneous provision of information on key services has significantly increased for the cognitive 
or long term health scenario (from 40%), while the spontaneous provision of information relating to the blind/ visually impaired scenario 
has decreased (from 69%). 

• For all enquiries, telephone yielded more specific information about key services relevant to the scenario provided, compared to online or 
in-store enquiries. 

• Looking across all of the mystery shopping, scenarios and contact routes,  BT, Virgin Media, Sky and Vodafone appear to be the 
providers most likely to provide specific information on the ‘key services’.  

Role of disability teams and referrals to other sources 
• The data also shows that on average (across all providers, scenarios and contact methods) the CP’s specific disability/accessibility team 

was mentioned to the mystery shopper in 20% of mystery shopping enquiries; a similar level compared to 2010. Sky and Vodafone in 
particular mentioned their disability teams in around 3 in 10 mystery shopping enquiries.  

• The mystery shopping exercise separately recorded if any referral on to other contact methods/info sources was mentioned (e.g. website, 
telephone number, email address, leaflet). On average across all providers, scenarios and contact methods, in 41%  of mystery shopping 
enquiries some sort of referral on was made. In particular, in 25% of mystery shopping enquiries the referral was to a website and in 20% 
it was to a telephone number. Sky, Vodafone, BT, Virgin Media and EE all made a referral in 40% or more of their mystery shopping 
enquiries. 

• Looking at the different contact routes separately also shows that levels of referrals differ by the method of enquiry; 37% for telephone 
calls, 46% for online contacts and 67% for in-store visits. This mirrors the finding that enquiries over the telephone tended to yield more 
specific information about key services compared to in-store and online contacts.  

• NB the mystery shopping did not follow up any referrals or suggestions to call the disability team to ascertain if the source was helpful and 
would provide the appropriate information. 

 

 

Summary – key findings 
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Telephone 
• The proportion of telephone enquiries using a blind/ visually impaired scenario where the advisor gave information or advice seen to be 

relevant or appropriate to the enquiry without specific prompting was 77% (and increased to 91% with further prompting) 

• BT, Sky, Vodafone and EE  gave at least one piece of relevant information spontaneously  in at least 8 in 10 telephone mystery 
shopping enquiries 

• Talk Talk gave at least one piece of relevant information spontaneously in just over half of the telephone mystery shopping 
enquiries 

• However, the proportion of telephone enquiries using a blind/ visually impaired scenario where the advisor gave at least one piece of 
information on a key service (without specific prompting) was at 56%. This has decreased from 69% in 2010.   

• BT, Virgin Media, Sky and Vodafone gave at least one piece of information about a key service spontaneously in at least 6 in 10 
telephone enquiries (although for Vodafone this is a dip year on year, which is also recorded for O2) 

• EE gave at least one piece of information about a key service spontaneously in just over a third of mystery shopping enquiries 

• After shoppers prompted the CP advisor further with some of the specific types of mandated service, 84% of advisors mentioned or 
gave information about at least one relevant service. This has decreased from 92% in 2010.  There was no significant decrease for any 
individual CP.  

Online and in-store 
• Online provision of information on the key services was lower than by telephone, both at the initial enquiry (28% vs. 56%). and after 

some prompting (32% vs. 84%).  In-store provision of information on key services was also below the level for telephone (36% initially 
and 59% prompted) 

• However, it should be noted that some CPs referred the mystery shoppers to make contact in a different way or contact the disability 
team directly, e.g. 24% of in-store enquiries had a referral to a specific disability/accessibility related contact  on the telephone. Online 
13% of enquiries resulted in a referral to a specific disability related contact  on the telephone and 17% referred the mystery shopper to 
information on the website. 

 

Summary – Blind/ visually impaired 
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Telephone 
• The proportion of telephone enquiries using a deaf/hearing impaired scenario where the advisor gave information or advice seen to be 

relevant or appropriate to the enquiry without specific prompting was 72% (this increased to 83% after further prompting) 

• BT and EE both gave at least one piece of relevant information spontaneously in 8 in 10 telephone mystery shopping enquiries 

• Talk Talk gave at least one piece of relevant information spontaneously in half of the telephone mystery shop 

• Around half (48%) the telephone shoppers were told about at least one key service spontaneously, similar to 2010 (50%). 

• BT, Virgin Media, Sky, Vodafone and O2 gave at least one piece of information spontaneously in just over half the enquiries  

• When additionally prompted for  information on mandated services not mentioned spontaneously by the advisor, 71% were given at 
least one piece of information on key services, similar to 2010 (68%). 

• In particular, the proportion of telephone shoppers recording being told about the text relay service (after prompting) increased from 
44% in 2010 to 58% in 2014.  The proportion of enquiries that produced information about ‘special tariff/ money back scheme’ also 
increased threefold, from 6% to 15% 

 

Online and in-store 

• Online enquiries relating to hearing impairments were less likely to yield advice relating to the key services than enquiries over the 
telephone. This was true at a spontaneous (32%,vs.  48%) and prompted level (35% vs. 71%) 

• In-store enquiries relating to hearing impairments yielded broadly similar levels of advice relating to the key services as enquiries 
over the telephone: 45% spontaneous, 61% prompted. 

 

Summary – Deaf/ hearing impaired  
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Telephone 
• The proportion of telephone enquiries using a cognitive or long term health issues scenario where the advisor gave 

information or advice seen to be relevant or appropriate to the enquiry without specific prompting was 59% (and 
increased to 83% with further prompting) 

• BT and Vodafone both gave at least one piece of relevant information spontaneously  in at least 7 in 10 telephone 
mystery enquiries 

• Talk Talk, Three, O2 and EE gave at least one piece of relevant information spontaneously in around half of the 
telephone mystery shopping enquiries 

 

• Half (50%) of telephone shoppers using a cognitive or long term health issues scenario were provided with at least one 
pieces of information about key services without specifically prompting for it 

• This represents an increase from 40% since the mystery shopping in 2010, with Virgin Media and Vodafone both 
having improved significantly (30% to 63%, 30% to 67%) 

• With specific prompting, provision of information about key services via the telephone reached 80% . This is less than in 
2010 (87%) (so the increase is provision of information on key services is limited to initial mentions only) 

• Specifically, three in four provide information about third party account management  

 

Online and in-store 

• Online enquiries were less likely to  yield information on key services compared to enquiries made over the telephone, 
both at the initial enquiry (33% vs. 50%)  or in total (45% vs. 80%). 

• In-store shoppers were more likely than online to record the provision of information on key services at 47% initially, 68% 
in total 

Summary – Cognitive / long term health issues 



Mentions of at least 
one key service 
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Analysis – Mentioned at least one key service 

 

– Free directory enquiries (195)/Through-
connection services (195) 

– Bills/contracts in Braille 

– Bills/contracts in large print 

– Priority fault repair (fixed line only) NB 
priority fault repair may not be 
appropriate in all circumstances 

– Bills/ contracts in audio format 

– Bills/ contracts in electronic format 

– Bills/ contracts in other format 

– Disability team 

 

       This section reports on whether the CPs mentioned at least one of the following aspects of service for each of the types of 
disability scenario examined: 

 

– Access to text relay service 

– Special tariff/money back 
scheme 

– Priority fault repair (fixed line 
only) NB priority fault repair may 
not be appropriate in all 
circumstances 

– Bills/ contracts in electronic 
format 

– Bills/ contracts in other format 

– Disability team 

 

 

– Third party account access/bill 
management    

– Priority fault repair (fixed line only) 
NB priority fault repair may not be 
appropriate in all circumstances 

– Disability team 

 

 

Cognitive/ long term  health 
issues services 

Blind/ visually impaired 
services 

Deaf/ hearing impaired 
services 

Within the previous disability mystery shopping in 2006 and 2010, mentions of a ‘disability team’, and bills in ‘audio’, ‘electronic’, 
and ‘other formats’ were not included in this measure of the CPs’ mentioning a ‘at least one key service’ (the research focused 
only on key services mandated by name in GC15).  

Although in the 2014 research these additional areas were still not specifically prompted for, if these areas were mentioned, these 
have been included and the data collected in 2010 has been re-stated here. Therefore data reported here may differ from that 
published in 2010. 



Deaf/ hearing impaired Initial Initial and after further prompting 

Telephone 48 (50 in 2010) 71 (68 in 2010) 

In-store 45 61 

Online 32 35 

Cognitive / long term 
health issues 

Initial Initial and after further prompting 

Telephone 50 (40 in 2010) 80 (87 in 2010) 

In-store 47 68 

Online 33 45 

20 

Blind/ visually 
impaired 

Initial Initial and after further prompting 

Telephone 56 (69  in 2010) 84 (92 in  2010) 

In-store 36 59 

Online 28 32 

% of enquiries where at least one key service was mentioned:  

key 

60% + 

40%-59% 

0-39% 

Base: all providers together, split by enquiry type and method of contact. For bases sizes, see later charts. = sig change over time 

% 



21 

Telephone 
enquiries 
only 

Blind/ visually impaired Deaf/ hearing impaired 
 

Cognitive / long term  
health issues 
 

Initial Initial and after 
further prompting 

Initial Initial and after 
further prompting 

Initial Initial and after 
further prompting 

BT 65 86 54 85 59 84 

Virgin 
Media 64 86 52 72 63 84 

Talk Talk 45 78 38 54 43 68 

Sky 63 92 54 76 52 75 

Vodafone 74 88 55 73 67 90 

Three 52 78 46 66 38 78 

O2 47 80 54 81 37 76 

EE 36 80 34 62 43 83 

% of enquiries where at least one key service was mentioned:  
 

Base: Telephone enquiries only. Data for individual providers split by enquiry type. For bases sizes, see later charts. 
 

key 

60% + 

40%-59% 

0-39% 

% 



22 

At least one ‘key service’ mentioned: initially 

56 65 64 
45 

63 
74 

52 47 
36 

0

20

40

60

80

100

Proportion of blind/visually impaired shoppers informed about 
at least one key service 

Source: TD2. Which of the following services did the operator mention spontaneously for blind/visually impaired customers? 
Base: Total: 401 / BT, O2: 49 / Virgin Media, Vodafone, Three, EE: 50 / Talk Talk: 51 / Sky: 52 
2010: Total: 430, BT: 61, VM: 55, Talk Talk: 59, O2: 59, Vodafone: 57, Three: 57, Orange: 54, T-Mobile: 53 
 

Total 

2010 69% 66% 51% 52% - 90% 62% 80% Orange 67% 
T-Mobile 89% 

Visually impaired/ blind scenario, telephone enquiry 

= sig change over time 
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At least one ‘key service’ mentioned: in total 

84 86 86 78 
92 88 

78 80 80 

0

20

40

60

80

100

Proportion of blind/visually impaired shoppers informed about 
at least one key service 

Source: TD2/3. Which of the following services did the operator mention spontaneously for blind/visually impaired customers? / And which services did they 
confirm were offered after prompting? 
Base: Total: 401 / BT, O2: 49 / Virgin Media, Vodafone, Three, EE: 50 / Talk Talk: 51 / Sky: 52 
2010: Total: 430, BT: 61, VM: 55, Talk Talk: 59, O2: 59, Vodafone: 57, Three: 57, Orange: 54, T-Mobile: 53 
 
 

Total 

2010 92% 93% 93% 83% - 94% 83% 91% Orange 98% 
T-Mobile 98% 

Visually impaired/ blind scenario, telephone enquiry 

= sig change over time 
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At least one ‘key service’ mentioned: initially 

48 54 52 
38 

54 55 46 54 
34 

0

20

40

60

80

100

Proportion of deaf/hearing impaired shoppers informed about at least 
one key service 

Source: TD5. Which of the following services did the operator mention spontaneously for deaf/hearing impaired customers? 
Base: Total: 410 / BT: 52, Virgin Media: 50, Talk Talk: 52, Sky: 50, O2:52, Vodafone: 51, Three: 50, EE: 53 
2010: Total: 390, BT: 48, VM: 48, Talk Talk: 48, O2: 48,  Vodafone: 51, Three: 51, Orange: 48, T-Mobile: 48 
 

Total 

2010 50% 50% 40% 29% - 57% 33% 56% Orange 56% 
T-Mobile 81% 

Deaf/ hearing impaired scenario, telephone enquiry 

= sig change over time 
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At least one ‘key service’ mentioned: in total 

71 
85 

72 
54 

76 73 66 
81 

62 

0

20

40

60

80

100

Proportion of deaf/hearing impaired shoppers informed about at least 
one key service 

Source: TD5/6. Which of the following services did the operator mention spontaneously for deaf/hearing impaired customers? / And which services did they 
confirm were offered after prompting? 
Base: 410 / BT: 52, Virgin Media: 50, Talk Talk: 52, Sky: 50, O2:52, Vodafone: 51, Three: 50, EE: 53 
2010: Total: 390, BT: 48, VM: 48, Talk Talk: 48, O2: 48,  Vodafone: 51, Three: 51, Orange: 48, T-Mobile: 48 
 
 

Total 

2010 68% 83% 67% 63% - 65% 49% 67% Orange 69% 
T-Mobile 88% 

vs. T Mobile 

Deaf/ hearing impaired scenario, telephone enquiry 

= sig change over time 
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At least one ‘key service’ mentioned: initially 

50 59 63 
43 52 

67 

38 37 43 

0

20

40

60

80

100

Proportion of shoppers informed about at least one key service for 
customers with cognitive problems or long term hospital patients 

TD9. Which of the following services did the operator mention spontaneously for customers with cognitive problems or long term hospital patients? 
Base: Total: 388 / EE: 47 / Sky: 48 / BT, Virgin Media, O2, Vodafone: 49 / Three: 50 
Total: 400,  BT: 55, VM: 50,  Talk Talk: 55, O2: 55,  Vodafone: 55, Three: 55, Orange: 50, T-Mobile: 50 
 

Total 

2010 40% 46% 30% 48% - 30% 28% 30% Orange 32% 
T-Mobile 72% 

vs. T-
Mobile 

Cognitive/long term health issues scenario, telephone enquiry 

= sig change over time 
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At least one ‘key service’ mentioned: in total 

80 84 84 
68 75 

90 
78 76 83 

0

20

40

60

80

100

Proportion of shoppers informed about at least one key service for 
customers with cognitive problems or long term hospital patients 

TD9/10. Which of the following services did the operator mention spontaneously for customers with cognitive problems or long term hospital patients? / And 
which services did they confirm were offered after prompting? 
Base: Total: 388 / EE: 47 / Sky: 48 / BT, Virgin Media, O2, Vodafone: 49 / Three: 50 
Total: 400,  BT: 55, VM: 50,  Talk Talk: 55, O2: 55,  Vodafone: 55, Three: 55, Orange: 50, T-Mobile: 50 
 
 

Total 

2010 87% 84% 86% 90% - 90% 80% 82% Orange 84% 
T-Mobile 96% 

vs. T-
Mobile 

Cognitive/long term health issues scenario, telephone enquiry 

= sig change over time 



  Blind/ visually impaired  Deaf/ hearing impaired Cognitive/long term health  
   issues 

28 

At least one key service mentioned: initially and in total 

28 32 32 35 33 
45 

0

20

40

60

80

100

Initially In total Initially In total Initially In total

Proportion of shoppers informed about at least one key service for by 
each impairment type online, all providers together 

ED3, ED3/4, ED6, ED6/7, ED10, ED10/11 
Base: Blind/ Visually impaired: 60/ Deaf/ Hearing impaired: 62/ Cognitive/ Long term health issues: 58 

All scenarios, online enquiry 
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At least one ‘key service’ mentioned: initially and in total 
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Proportion of shoppers informed about at least one key service for by 
each impairment type in-store, all providers together 
 

SD1, SD1/2, SD4, SD4/5, SD8, SD8/9 
Base: Blind/ Visually impaired: 58/ Deaf/ Hearing impaired: 62/ Cognitive/ Long term health issues: 60 

All scenarios, in-store enquiry 

  Blind/ visually impaired  Deaf/ hearing impaired Cognitive/long term health 
   issues 



Any appropriate 
advice given 
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Key services: 
• Free directory enquiries (195)/Through-

connection services (195) 

• Bills/contracts in Braille 

• Bills/contracts in large print 

• Priority fault repair (fixed line only) NB priority 
fault repair may not be appropriate in all 
circumstances 

• Bills/ contracts in audio format 

• Bills/ contracts in electronic format 

• Bills/ contracts in other format 

• Disability team 

 
Additional: 
• Software that converts text message to voice 
• Equipment* code changed in 2014 from Big button/ phones 

with well-spaced buttons to ‘Equipment eg big button phones/ 
phones with well spaced buttons 

• Any referrals on 

Key services: 
• Access to text relay service 

• Special tariff/money back scheme 

• Priority fault repair (fixed line only) 
NB priority fault repair may not be 
appropriate in all circumstances 

• Bills/ contracts in electronic format 

• Bills/ contracts in other format 

• Disability team 

 
Additional: 
• Tariff that offers lots of text 

messages 
• Equipment* code changed in 2014 from Mention 

a model of phone adapted to work with hearing 
aids/inductive loop system to Equipment, e.g. mention 
a model of phone adapted to work with hearing 
aids/inductive loop system  

• Any referrals on 
 

Key services: 
• Third party account access/bill 

management    

• Priority fault repair (fixed line 
only) NB priority fault repair 
may not be appropriate in all 
circumstances 

• Disability team 

 
Additional: 
• Bills/ contracts in other formats 
• Any referrals on 
 

Analysis – Mentioned any appropriate advice 

Analysis of the mystery shopping also reports when ‘any appropriate advice’ was given. This includes mentions of one of the 
key services in or any additional advice/information outlined below. 

Blind/ visually impaired 
services 

Deaf/ hearing impaired 
services 

Cognitive/ long term  health 
issues services 



Deaf/hearing impaired 
 

Initial Initial and after further prompting 

Telephone 72% 83% 

In-store 90% 92% 

Online 65% 65% 

Cognitive / long term 
health issues 
 

Initial Initial and after further prompting 

Telephone 59% 83% 

In-store 77% 85% 

Online 53% 59% 

32 

Blind/ visually 
impaired 
 

Initial Initial and after further prompting 

Telephone 77% 91% 

In-store 86% 90% 

Online 55% 55% 

% 

% of enquiries where ‘any appropriate advice’ was given: 

Base: all providers together, split by enquiry type and method of contact. See chart explaining the definition of ‘any appropriate advice’. 
For bases sizes, see later charts. 
 

key 

60% + 

40%-59% 

0-39% 
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Telephone 
enquiries only 
 

Blind/ visually impaired Deaf/hearing impaired Cognitive / long term  
Health issues 

Initial Initial and after 
further prompting 

Initial Initial and after 
further prompting 

Initial Initial and after 
further prompting 

BT 
84% 96% 81% 94% 78% 92% 

Virgin Media 
74% 92% 66% 80% 69% 86% 

Talk Talk 
55% 82% 50% 65% 49% 72% 

Sky 
83% 96% 70% 80% 58% 75% 

Vodafone 
88% 92% 78% 84% 73% 94% 

Three 
78% 90% 68% 72% 50% 82% 

O2 
73% 88% 79% 92% 47% 82% 

EE 
80% 92% 81% 92% 49% 83% 

% 

% of enquiries where ‘any appropriate advice was given: 

Base: Telephone enquiries only. Data for individual providers split by enquiry type. See separate chart explaining the definition of ‘any 
appropriate advice’. For bases sizes, see later charts. 
 

key 

60% + 

40%-59% 

0-39% 
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‘Any appropriate advice’ mentioned: initially 
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Proportion of blind/visually impaired enquiries resulting in ‘any 
‘appropriate advice’ 

Source: TD2. Which of the following services did the operator mention spontaneously for blind/visually impaired customers? 
Base: Total 2014: 401 / BT, O2: 49 / Virgin Media, Vodafone, Three, EE: 50 / Talk Talk: 51 / Sky: 52 
2010: Total: 430, BT: 61, VM: 55, Talk Talk: 59, O2: 59, Vodafone: 57, Three: 57,  Orange: 54, T-Mobile: 53 
 

Total 

2010 79% 89% 62% 56% - 92% 73% 85% Orange 81% 
T-Mobile 94% 

vs. T 
Mobile 

Visually impaired/ blind scenario, telephone enquiry 

= sig change over time 
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Any ‘appropriate advice’ mentioned: in total 

91 96 92 82 
96 92 90 88 92 
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Proportion of blind/visually impaired enquiries resulting in ‘any 
‘appropriate advice’ 

Source: TD2/3. Which of the following services did the operator mention spontaneously for blind/visually impaired customers? 
Base: Total: 401 / BT, O2: 49 / Virgin Media, Vodafone, Three, EE: 50 / Talk Talk: 51 / Sky: 52 
2010: Total: 430, BT: 61, VM: 55, Talk Talk: 59, O2: 59, Vodafone: 57, Three: 57, Orange: 54, T-Mobile: 53 
 
 

Total 

2010 96% 98% 98% 87% - 96% 96% 96% Orange 100% 
T-Mobile 98% 

Vs. 
Orange 

Visually impaired/ blind scenario, telephone enquiry 

= sig change over time 
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Any ‘appropriate advice’ mentioned: initially 
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Proportion of deaf/hearing impaired enquiries resulting in ‘any 
‘appropriate advice’ 

Source: TD5. Which of the following services did the operator mention spontaneously for deaf/hearing impaired customers? 
Base: Total: 410 / BT: 52, Virgin Media: 50, Talk Talk: 52, Sky: 50, O2: 52, Vodafone: 51, Three: 50, EE: 53 
2010: Total: 390, BT: 48, VM: 48, Talk Talk: 48, O2: 48,  Vodafone: 51, Three: 51, Orange: 48, T-Mobile: 48 
 
 

Total 

2010 72% 81% 56% 46% - 84% 57% 77% Orange 79% 
T-Mobile 94% 

Vs. T 
Mobile 

Deaf/ hearing impaired scenario, telephone enquiry 

= sig change over time 
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Any ‘appropriate advice’ mentioned: in total 

83 
94 

80 
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Proportion of deaf/hearing impaired enquiries resulting in ‘any 
‘appropriate advice’ 

Source: TD5/6. Which of the following services did the operator mention spontaneously for deaf/hearing impaired customers? 
Base: Total: 410 / BT: 52, Virgin Media: 50, Talk Talk: 52, Sky: 50, O2:52, Vodafone: 51, Three: 50, EE: 53 
2010: Total: 390, BT: 48, VM: 48, Talk Talk: 48, O2: 48,  Vodafone: 51, Three: 51, Orange: 48, T-Mobile: 48 
 
 

Total 

2010 90% 98% 85% 81% - 94% 82% 90% Orange 92% 
T-Mobile 98% 

Deaf/ hearing impaired scenario, telephone enquiry 

= sig change over time 
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Any ‘appropriate advice’ mentioned: initially 

59 
78 69 
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Proportion of cognitive/long term health issue enquiries resulting in 
‘any ‘appropriate advice’ 

TD9. Which of the following services did the operator mention spontaneously for customers with cognitive problems or long term hospital patients? 
Base: Total: 388 / EE: 47 / Sky: 48 / BT, Virgin Media, O2, Vodafone: 49 / Three: 50 
Total: 400,  BT: 55, VM: 50,  Talk Talk: 55, O2: 55,  Vodafone: 55, Three: 55, Orange: 50, T-Mobile: 50 

Total 

2010 62% 64% 54% 66% - 58% 44% 64% Orange 54% 
T-Mobile 92% 

vs. T-
Mobile 

Cognitive/long term health issues scenario, telephone enquiry 

= sig change over time 
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Any ‘appropriate advice’ mentioned: in total 

83 92 86 
72 75 
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Proportion of cognitive/long term health issue enquiries resulting in ‘any 
‘appropriate advice’ 

TD9. Which of the following services did the operator mention spontaneously for customers with cognitive problems or long term hospital patients? 
Base: Total: 388 / EE: 47 / Sky: 48 / BT, Virgin Media, O2, Vodafone: 49 / Three: 50 
Total: 400,  BT: 55, VM: 50,  Talk Talk: 55, O2: 55,  Vodafone: 55, Three: 55, Orange: 50, T-Mobile: 50 
 

Total 

2010 96% 94% 92% 98% - 96% 92% 94% Orange 98% 
T-Mobile 100% 

Cognitive/long term health issues scenario, telephone enquiry 

= sig change over time 
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Any ‘appropriate advice’ mentioned: initially and in total 
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Proportion of enquiries resulting in ‘any ‘appropriate advice’, online, all 
providers together 
 

ED3, ED3/4, ED6, ED6/7, ED10, ED10/11 
Base: Blind/ Visually impaired: 60/ Deaf/ Hearing impaired: 62/ Cognitive/ Long term health issues: 58 

All scenarios, online enquiry 

  Blind/ visually impaired  Deaf/ hearing impaired Cognitive/long term health 
   issues 
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Any ‘appropriate advice’ mentioned: initially and in total 
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Initially In total Initially In total Initially In total

Proportion of enquiries resulting in ‘any ‘appropriate advice’, in-store, all 
providers together 
 

SD1, SD1/2, SD4, SD4/5, SD8, SD8/9 
Base: Blind/ Visually impaired: 58/ Deaf/ Hearing impaired: 62/ Cognitive/ Long term health issues: 60 

All scenarios, in-store enquiry 

  Blind/ visually impaired  Deaf/ hearing impaired Cognitive/long term health 
   issues 



Mentions of a 
disability/accessibility 
team 
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2010 
Via any method (telephone/online) 

2014 
Via any method (telephone/online/in-

store) 

All providers* 19 20  

BT 24 21 

Virgin Media 7 20 

Talk Talk 12 10 

Sky Not included 31 

Vodafone 19 32 

Three 5 15 

O2 20 14 

EE Orange    3 
T-Mobile   5 13 

% of all enquiries where a specific disability/accessibility 
team was mentioned as part of the advice provided: 

Base:  All enquiry types and methods of contact combined, but data shown for providers individually as well as in total. 
All 2014: 1559, BT: 180, Virgin Media: 209, Talk Talk: 180, Sky: 210,  Vodafone: 210, O2: 210, Three: 180, EE: 180 
All 2010:  1377, BT: 176, Virgin Media: 159, Talk Talk: 173,  Vodafone: 175, O2: 173, Three: 175, Orange: 174, T-Mobile: 172 
*mean average of the results for individual providers 



Any referrals  
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% of all enquiries where any referral on to other contact 
methods/info sources was mentioned: all providers, all enquiry 
types, split by contact method 

Source: TD12/ SD11/ ED13 
Base: online - 180, All Store - 180, All telephone – 1199 
Referrals could include: website address/URL, telephone number, specific name/person to ask for, email address, postal address. 
leafle.t/other printed information 

46 
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% giving any referral 
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Via any method (telephone/online/in-store) 

Any referral Referring to website 
specifically 

Referring to a telephone 
number specifically 

 
All providers* 41  25 20 

BT 49  28 28 

Virgin Media 44 26 23 

Talk Talk 24 16 14 

Sky 53 30 29 

Vodafone 50 31 26 

Three 35 20 12 

O2 35 21 15 

EE 41 27 13 

Base: All enquiry types and methods of contact combined, but data shown for providers individually as well as in total. 
 All: 1559, BT: 180, Virgin Media: 209, Talk Talk: 180, Sky: 210,  Vodafone: 210, O2: 210, Three: 180, EE: 180. *mean average of the results for individual 
providers. ‘Any referral’ could include: website address/URL, telephone number, specific name/person to ask for, email address, postal address. leafle.t/other 
printed information 
 
 

% of all enquiries where a referral on to other contact 
methods/info sources was mentioned : 

% 



Text relay 
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Text relay enquiries 

• In total, 64 enquiries were made via text relay using a text phone 
• It was not possible to use the software or newly developed app because 

this was being tested and was not live during the fieldwork period 
• Calls were made by BDRC-Continental execs and interviewers 
• Results from the text-relay calls are reported on separately here (i.e. are 

not included in the overall telephone enquiry data) 
 

8 calls were made to each provider 

All calls related to a deaf or hearing impaired scenario 
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Text relay results 

49 

Initial response: 
TEXT RELAY 

Initial and further 
prompted: 

TEXT RELAY 

Access to text relay service/Mention of 'Type Talk' 11% 13% 

Special tariff/money back scheme 0% 16% 

Priority fault repair (BT/Virgin Media/Talk Talk/Sky only) 3% 16% 

Suggested a tariff that offers a lot of text messages 3% 3% 

Equipment e.g. mentioned adapted model of phone 13% 13% 

Disability team/special needs unit that can help further 3% 3% 

Free directory enquiries (195) 2% 2% 

Through connection service (195) 0% 0% 

Bills/contracts in Braille 3% 3% 

Bills/contracts in large print 3% 3% 

Bills/contracts via email/in electronic format 2% 2% 

Bills/contracts in other format 2% 2% 

Third party account access/bill management 2% 2% 

At least 1 key service * 14% 32% 

At least 2 key services * 6% 14% 

Source: TD5/6. Which of the following services did the operator mention spontaneously for deaf/hearing impaired 
customers? / And which services did they confirm were offered after prompting? 
Base:  All text relay (64) 

Text relay calls were made 
exclusively using the deaf/ 
hearing impaired scenario. 
Results here for text relay will 
reflect the fact that calls were 
being made using this method, 
i.e. an assumed level of 
knowledge may be taking place 
and be responsible for driving 
the lower scores here 



Website audit 



• In addition to the mystery shopping, research executives carried out website audits. The aim was to identify 
availability of information about the following services related to disability or illness: 

• Blind/visually impaired: Alternative formats for bills/contracts, free directory enquiries and through 
connection  

• Deaf/hearing impaired: Access to text relay, special tariff/money back scheme 
• Cognitive issues or long-term hospital stay: third-party account access/bill management 
• Disabled and dependent on the phone: Priority fault repair (for BT, Virgin Media, Talk Talk and Sky only) 

 
• Research executives were asked to browse and search (using particular search terms) to record information 

available to customers with impairments.  
• The audits took place in June and July 2014.   
• The information found was recorded in a questionnaire with the journey captured using screen shots. 

 
• The search terms used were: 

• Disabled  
• Disability 
• Help for disabilities 
• Deaf 
• Hard of hearing  
• Blind 
• Visually impaired 
• Cognitive problems 
• Hospital stay 

Website audit 



 
BT 
 
• It was not straightforward to locate information from the BT homepage by browsing, the auditor had to go to 

the BT Help page and locate information from there (by clicking through to the phone section and following 
links through to an Accessibility page).   

• However once there, there was a list of easy to understand questions and answers about the various 
disability services, e.g. priority repair, textphones, large print etc.   

• The search function on the homepage did not provide useful links (due to searching wider content than BT’s 
own help pages/services information), however the search function on the ‘Help’ page was productive, and 
provided useful links e.g. when using terms such as ‘disability’ ‘deaf’ and ‘hospital stay’.   

• This meant that compared to other providers with sub-sites for accessibility that were more easily found on 
the homepage, the BT site was less easy to navigate to the relevant information. 
 

Sky 
 
• From the main homepage, Sky’s webpage had a link that took consumers to a dedicated ‘Accessibility’ 

page with links to different types of advice they have for customers.   
• The pages looked consumer friendly and contained lots of information; however this was predominantly 

about accessibility of TV (e.g. audio description, subtitles).   
• Some information about phone services related to disabilities was found here (e.g. alternative formats of 

bills), however no information was found here on the text relay service, third party bill management, priority 
fault repair or free directory enquiries and through connection service.   

• The search function on Sky’s homepage did not give useful results using relevant search terms, due to 
searching wider content than its own website. However, the search function found within the ‘Accessibility’ 
page described above did provide useful results.  



 
Talk Talk 
 
• Information relating to disabilities was provided from a link at the bottom of the homepage called Accessibility.  
• This linked to different areas where assistance could be provided and was detailed clearly (although some text on 

the text relay service was out of date and refers to RNID running the service).    
• Using the search function on the ‘Help’ tab with terms such as ‘deaf’, ‘blind’ and ‘hospital stay’ generally provided a 

link to the overall ‘Accessibility’ page containing information on the relevant services. 
 

Virgin Media 
 
• ‘Accessibility’ information was linked from the homepage and yielded information about the relevant services 

related to disability and illness.   
• The search function generally provided useful links when searching within the website and when using search 

terms such as ‘impaired hearing’ and ‘visually impaired’. However, the search function was less successful in 
detecting applicable advice for some of the terms tested, e.g. ‘blind’.  
 
 
 



 
Three 
 
• Information about disability related services available through Three was found by clicking on the Accessibility link 

at the bottom of the homepage.   
• All the information was then laid out on one page, however there was no information about the special tariff/money 

back scheme for text relay calls.   
• The search function sometimes worked to locate relevant advice (e.g. using terms like ‘disability’, deaf’, or ‘hearing 

impaired’), but did not provide useful results from other search terms like ‘blind’ or ‘visually impaired’.   
• Information available was not as detailed as that provided by some other communication providers and did not 

cover all the key areas. 
 

 
Vodafone 
 
• There was a link from the homepage to Accessibility where advice relating to the relevant services was provided 

through three headings, i.e. ‘if you are blind or have restricted vision’, ‘If you are deaf or have difficulty hearing’ and 
‘If you have limited dexterity or mobility ’.   

• Relevant advice for those with either hearing or vision impairments was found though these links. However the 
auditor could not find information on third party account management within these webpages.   

• Using the search function produced some relevant results using the search terms such as ‘disability’, however 
some search terms produced limited relevant results, e.g. searching using ‘deaf’ provided information on the 
emergency text service using 999, but did not provide information on the text relay service or provide a link to the 
overall accessibility homepage. 
 



 
EE 
 
• Once the Accessibility link was located (at the bottom of the homepage) it was straightforward to find relevant 

information.   
• The advice was clearly laid out and contained clear information under headings such as ‘helping you see’.   
• Search terms also yielded useful results, e.g. ‘disability’ which linked to a page containing a variety of information 

about the services relating to disability.   
• In addition, there was other extra information available such as guides to choosing mobile phones for people who 

are deaf or hearing impaired. 
 

O2 
 
• A link from the homepage took the auditor to the Access for all section on O2’s website.  This provided links to lots 

of information for people with disabilities.   
• The search facility also worked well, again returning the link to the Access for all section.   
• Most of the areas of information were found (e.g. text relay service, contracts in alternative formats, and third-party 

bill management) , however not all (i.e. the special tariff/money back scheme for deaf/hearing impaired 
customers).   

• The website also contained information about how to choose a phone for people with different impairments. 
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