MAPPING THE INFORMATION NEEDS AND ISSUES OF CANADA’S CELLPHONE CONSUMERS
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1 PROBLEM STATEMENT
Situated within a widely recognized access-tojustice public legal education framework, this
research sought to uncover the information
seeking and use behaviours of Canadians
resolving their own knowledge gaps in support.
The research followed cellphone consumers
(CCs) within the context of post purchase
problem-solving, with particular focus on how
CCs select, access and use particular information
resources to resolve their own issues in real time.

2 METHODOLOGY
Total interviews (17)
-1 incompleteEnglish: 10
French: 6

Service providers
Rogers: 4
Bell: 4
Telus: 1
Koodo: 5
Others: 2

Iterative Content Analysis
The research methodology pulled qualitative and
quantitative content analysis from a data set of
17 English and French CCs information interview
transcripts generated by a class of graduate
students in Information Studies at the University
of Ottawa. The interviews were initially coded for
inductive text analysis and overall interpretation,
and then sub-coding was identified and refined
through inter-coder reliability intervals for
language consistency and topic accuracy. The
results indicated a strong preference across
profile types for independently searchable peerbased support forums where issues could be
discussed and resolved in real time. These
findings provided the foundational understanding
of the preferred user-based framework which will
be used to develop a multi-dimensional concept
map and frontline tool to support the public legal
access- to-justice system in phase two.
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Telecom Relationship
There is a division on satisfaction with telecom service providers. The CCs identified four areas that impacted their relationship with their telecom provider: trust, loyalty, convenience and
price. CCs also discussed how their fear of the unknown and the reputation of the “Big Three” (Bell, Rodgers, and Telus) affected their relationship with their cell phone provider.
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Loyalty

Trust
CCs were conflicted as to the degree to which they trusted their providers. Some felt that that their provider
was dishonest but that there was nothing they could do about it. Other CCs had never experienced any
problems that would lead them to not trust their provider.
“There’s no incentive for them to be honest. They can tell me how many pixels there is. But they can’t tell me “This phone’s fantastic, you’ll love it”.
They can’t… It’s not honest… You have to see what other people think” CC #1
“I have no reason to find [the info]… to be false. I’ve never had any reason to believe I’m being shorthanded in that department. Personally I’ve never
had to look it up, other than once I got overcharged but I called and the charges were dropped. Other than that I’ve never had to check online, I’ve
never felt the need to. The prices might not be great but they are constant, and billing is trustworthy, I guess?” CC #14

Most CCs were loyal to their providers, and had been with the same company for many years. However, even
the most satisfied would change providers if they were offered a better price or package.
“Bell, being a long-time client, they offer a loyalty program so I wanted to see what they could offer versus some of the others….I was already a Bell
customer. For me it was convenient to not have to change providers and also to get the exact deal that I received from another provider, matched by
Bell” CC #4
“Bell… I’m not happy. I mean the coverage is fine, I just, I just don’t think I get my…I don’t know. I just think that their plans are unfair. They don’t give
people what they need…. it has always worked, but, I don’t think it’s fair for others.” CC #4

Price
Most CCs were not happy with the cost of their cell phone plans.

Convenience
Many CCs did not look into other providers because it was more convenient to stay with their current provider.
“I actually am happy with the plan that I have. I don’t see any need in the future to go looking for another plan or any different provider or any
different rate. I think that in the average—although Canada compared to the world has very high cell phone plan prices per se, I find that it’s quite a
good deal that I have.” CC #14
“I should probably just change my plan but uhh I guess you’d have to say I’ve been like hesitant to because I uhh thought that I wouldn’t be going
over anymore with being back in school but that hasn’t happened so uhm, yea [sic].“ CC # 1

“Providers are a bit overpriced.” CC #11
“If they could come up with a plan that is usable, like my plan is pretty bare bones, should cost maybe around 20 to 30 dollars a month, that seems
more reasonable, considering you can get unlimited data plans for around 80 dollars a month.” CC #11

Big 3 Reputation
CCs felt frustrated over a lack of choice in providers. Some CCs would purposely chose their provider because
they were not one of the Big 3.

Fear of Unknown
There was a widespread concern that other providers may have worse service.
“I would switch if found a provider who offered better prices. Although, in this length of time koodo has offered to me very friendly customer service
and it might be a gamble to give that up. I’m not sure I would get as good of service somewhere else, because I’ve heard of worse experiences from
others, especially those going to larger providers.” CC #11

"Well there’s really the two—three—big companies that have control of the market so they get to obviously price their service a lot higher than you
would normally see in other parts of the world so uhm it’s a little frustrating but it’s something that you kind of have to accept in the meantime unless
you want to go with the providers that are a little bit newer but don’t have as good—uh—service for their actual products so I may end up doing that in
the future but—uh—we’ll see as they are significantly cheaper [sic]." CC # 16

“Well, I’m not an expert on this, [issues with other providers] I don’t know (pause) primarily that people’s complaints get sent up a ladder and
ultimately don’t get resolved most of the time.“ CC # 11

“When they’re selling, they have no problem telling you, providers make it difficult to get help for troubleshooting/website is confusing, unless you are
looking the buy then everything is very convenient. “ CC # 3

Consumer-Telecom Communication

“moderate level of difficulty like I’ve had experiences where it was like, a lot more difficult. They’re never easy—from my experience. And this one wasn’t
the worst but it was obviously still not easy, so. “ CC #16

The manner in which telecoms communicated with their clients was a source of dissatisfaction identified in the CCs. Consumers generally feel that it is easy to communicate with a cell
phone provider when it is about sales, but it is much more difficult when dealing with a troubleshooting, or a billing, problem.

Limitations
The small sample of 17 made it difficult to find
significant relationships from the data, as a
larger sample size would be needed to ensure a
more representative distribution of the
population. Notably the method itself also had
some limitations as the interviewers were not
consistently asking the same questions, though
broad topic categories remained consistent. As
such, some key questions were not asked to all
participants and in retrospect, providing a
question grid could have helped address
particular issues around profile sub-types that
emerged later in the study. Finally, it must be
acknowledged that this remains self-interpreted
data and thus may be limited by researcher bias.

FINDINGS

Legal Issues
CCS are often unaware that the problems they are facing with their providers are legal in nature, and often do not know what steps to take to resolve the issue. Lack of Knowledge, Unequal
Bargaining Power, and Complacency all play a role in how consumers deal with the legal issues they are experiencing.

Lack of Technical Knowledge
Due to a lack of technical knowledge, CCs incur extra costs, are unaware of how their
contract works, and how to deal with billing and other issues.

“Des fois surtout nous qu’on voyage longtemps, souvent quand on voyage je ferme mon 3G pis mon data cellulaire, je le ferme parce que je veux pas que ce soit sur le 3G pendant
qu’on voyage parce qu’on fait des longues routes, 8h-10h heures, donc si je fais pas attention, mettons les enfants jouent avec pis y’a un vidéo Facebook, ça utilise le data si t’es pas
sur le WiFi right. So c’est juste ça, si je pourrais avoir juste un buffer, 1 go de plus, je serais contente.” CC #9

“I signed a three year contract with Bell when I first got my phone and instantly regretted it because I didn’t, I wasn’t very informed about cell phone contracts and the like. And I had previously
come off just like a, I guess what you would call a “dumb” phone with a very cheap contract, so I wasn’t really informed at the time about what was a reasonable cost, or what was necessary in a
phone so I ended up subsidizing the phone cost using a phone plan, which ended up tying me into a three year contract so, so the result was that I was stuck with Bell for three years” CC # 1

Complacency

Unequal Bargaining Power
CCs often felt that they were on an unequal playing field with their providers,
and that they did not have much choice or say in their cell phone plan
contract.

“moderate level of difficulty like I’ve had experiences where it was like, a lot more difficult. They’re never easy—from my experience. And this one wasn’t the worst but it was obviously still not easy, so.“ CC# 16

CCs often lack agency to
deal with issues, or to “I log on, check it, make sure it makes sense and pay it. And then eventually I got sick of doing that so I set up automatic payments, so I just check once in a while that I’m getting reasonable cell phone bills around the value of my standard contract.” CC # 1
make a change in their “Je paye chaque mois par carte de crédit, c’est automatique, je n’ai pas besoin de m’en inquiéter. Telus était cher au début, comparé à d’autres compagnies comme Fido par exemple, mais finalement les prix se sont équilibrés à travers les autres compagnies.
plan or provider, even Ça me coûte 80$ par mois pour texting illimité et un GB de data.” CC # 2
when it was in their best
interest to do so.
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DISCUSSION: Building a Bridge Over The Legal Services Knowledge Gap

There is a division on satisfaction with telecom service providers. Approximately half of CCs were happy with their providers, and had no desire to change to another company. Others felt
that they had no choice but to stay with their current provider, even though they were unhappy with the service they were being provided. Some of the CCs stayed with their provider
because they felt that there were no better options, or because they feared that if they switched, the new provider would provide a worse service than the one they currently had. Many CCs
stated that they wished that prices were lower, or that they had more providers to choose from. While many CCs were loyal to their provider, that loyalty was dependent on the facts and
the situation. Many CCs, even those who were currently satisfied, would not hesitate to switch providers if another company was able to offer a better plan at a lower price.
People need real help to navigate and resolve their legal problems. Yet, no tools currently exist to teach the public how to identify or access information resources to empower themselves
to perceive “injurious experiences” and take action. Consumers often face legal issues when dealing with telecom providers, but often are unaware that the issue is a legal one, and do not
know what steps to take to advocate for themselves. Dealing with telecoms to resolve an issue can be a long and difficult process, and it is common for these types of consumer issues to
be left unresolved due to lack of agency on the part of consumers, and the small monetary value of the problem. CCs have identified that Canadians want more choice in providers,
cheaper and contract free cell phone plans, and a more user friendly system of dealing with consumer issues.
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