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Traffic at Canadian Wireless Carrier Retail Stores Declines—More Challenges Lie Ahead,  
J.D. Power Finds 
 
Virgin Mobile Ranks Highest in Wireless Purchase Experience Satisfaction  
 
TORONTO: 21 May 2020 – While retail stores of Canada’s wireless carriers still account for the lion’s share 
of sales volume, customer traffic for in-store purchases prior to the pandemic declined to 51% from 56% in 
2019. This casts a shadow over future in-store purchases in the COVID-19 era, according to the  
J.D. Power 2020 Canada Wireless Purchase Experience Study,SM released today.  
 
The study this year finds that overall satisfaction with the shopping experience at carriers’ retail locations 
is higher than at non-carrier stores (800 vs. 795, respectively, on a 1,000-point scale), yet customer 
satisfaction declines with store facilities (-6 points) and with store sales representatives (-8) compared 
with 2019. The in-store purchase experience remains more satisfying compared to phone and web 
purchase channels, and contributes to a more positive brand image in the eyes of customers. 
 
“The role of retail stores will remain critical for carriers in retaining customers, attracting new ones and 
building their brand,” said Adrian Chung, director of the technology, media & telecom practice at  
J.D. Power Canada. “With fewer shoppers visiting carriers’ brick-and-mortar locations, the prospect of a 
redesigned shopping experience in a new retail environment will offer opportunities to sharply focus on 
meeting customer needs and elevating their purchase experience while continuing to adhere to public 
health guidelines.” 
 
The study also reveals a disparity in the in-store experience between new and current wireless customers. 
While both groups cite a higher satisfaction level when shopping at a retail store vs. shopping on a carrier’s 
website or via a phone representative, new customers are more satisfied with the overall store experience 
(812) than are current customers (795). New customers also have higher satisfaction with the price of the 
new device or plan (721) than do current customers (678). 
 
Study Rankings 
 
Virgin Mobile ranks highest in overall satisfaction with the purchase experience with a score of 820. 
Koodo Mobile (816) ranks second and Videotron (802) ranks third. Overall satisfaction is 795, a slight 
increase from 793 in 2019. 
 

The 2020 Canada Wireless Purchase Experience Study examines wireless carriers’ performance across 
sales-related activities in stores, over the phone and online. Satisfaction is measured in six factors: store 
representative; online purchase; phone purchase; facility; offerings and promotions; and cost of service. 
The study is based on responses from 5,249 wireless customers with a postpaid plan from an eligible 
carrier and who have had a purchasing experience in the past six months. The study was fielded In 
February-March 2020. 
 
For more information about the Canada Wireless Purchase Experience Study visit 
https://canada.jdpower.com/tmt/canada-wireless-purchase-experience-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2020057. 
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J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power has offices serving North America, Asia Pacific and Europe. 
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Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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