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Canada Wireless 



Market Opportunity 
• Canada has over 29 million wireless subscribers. 79% of all 

wireless subscribers are Post Paid Customers and 21% are Pre-
Paid Customers 

• Telus is one of the top 3 wireless carriers with over 28.9% of the 
market 

• A 2014 study showed that 55% of Canadians owned a 
smartphone. In 2015 the penetration rate grew to 68%, 
representing a year-over-year growth of 24%. 

• Since 2008 the average wireless price has decreased by 22% 

• As of summer 2015, the amount of spectrum available to provide 
mobile services to consumers has grown by almost 60 percent, 
allowing Canadians and their families to benefit from the latest 
technologies and world-class services.  



Why TELUS? 

• Latest Greatest Devices - find the phone that's right for you, including an 

iPhone! 

• Great Network - Our state-of-the-art 4G network is now faster with 

Canada’s most advanced LTE technology. Get our very best speeds 

available for your device no matter where you are. 

• TELUS Your Choice Plans - Choose the phone you want and the 

amounts of voice and data you need. Your Choice lets you create a custom 

mobile phone plan with flexibility and savings for you, or your entire family. 

• Best of the Internet - access to the apps and services you love the most  



Target Market 

Wireless Service 

Renewals & Upgrades 

• Canadian Post Paid Residential Customers 

• The value conscious consumer who is looking for the latest smart phone at the 

best price on the market! 

• We offer international roaming with talk & text in over 200 countries, and email 

and web in over 100 countries.  

 

• Current post-paid TELUS customers, regardless of their originating dealer 



TELUS 4G Network 

• TELUS 4G LTE Advanced network at speeds up to 225 Mbps (manufacturer’s 

rated peak download speed, average expected speeds from 12-65 Mbps) in more 

places in Canada 

• Covers 95% of Canadian population 

• Surf, download files and tether at lightning-fast speeds 

• Faster download and upload speeds letting customers download files, upload 

pictures and status updates on their favorite sites, and stream content, even 

quicker than before  

• Enhanced experience and quicker responsiveness for interactive applications like 

multi-player gaming, rich multi-media communications and remote presentations  

• Richer experience using interactive video applications such as Skype, Google 

Talk, etc. to chat with friends and family  

Canada’s Fastest Coast-to-coast Network 



Devices 

The Latest and Greatest 

• iPhone – Phones like: iPhone 

6s, iPhone 5s 

• Premium Smartphone – Phones 

like: HTC One M9, Samsung 

Galaxy S6/S6 edge 

• Smartphone – Phones like: 

iPhone 5c, BlackBerry Leap, 

Moto X 



Mobile Internet Devices 

High Speed Internet On-The-Go 

• Access the Internet wherever there is coverage on 

the TELUS 4G LTE Network 

• Simply plug the Smart Hub into a power outlet, 

connect to the TELUS 4G LTE network and share 

your Internet access with up to 32 Wi-Fi enabled 

devices. Plus, you can also plug a landline phone 

into this Smart Hub and make phone calls. 

• Simply plug the Key into your laptop to quickly and 

reliably download large files, stream videos, or 

keep up with your social network without the hassle 

of locating a Wi-Fi network. 

• Perfect for Travelers, Commuters, and Small 

Business Owners 
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Voice Plans 

TELUS Voice Plans Include: 

• The flexibility to choose your voice and data 

• Unlimited nationwide text, picture and video 

messaging 

• Free evenings and weekends after 6 pm 

• National family to family calling 

• Voice Mail 25, call display, call waiting and 

conference calling 

• Savings when you share data among family 

members and devices 



Your Choice Plans 

TELUS Your Choice Plans Include: 

Choose the phone you want and the amounts of voice and data (from 500 

MB to 10 GB) you need. Your Choice lets you create a custom mobile phone 

plan with flexibility and savings for you, or your entire family. 

• Unlimited nationwide text, picture and video messaging 

• Voice Mail 25, call display, call waiting and conference calling 

• Unlimited family calling 

• The option to share data with up to 5 devices 



Data Add-Ons 

TELUS Voice Plans Include: 

• Personal Email 

• Web and Mobile Applications 

• Data Flex keeps your bill in check & avoid 

overage fees 

• Data Flex automatically adjusts your 

usage each month 



How to Order 

ONLINE ONLY at your ACN 

DIRECT ONLINE STORE 

 



Select a Device 



Select a Plan 



Select a Plan and Data 



Transferring Phone Numbers 

• You will be asked to provide your current 

carrier’s Wireless Number & Account 

Number 

• After you receive your device, to complete 

activation process, you must: 

Contact ACN TELUS 866-295-0124 

Monday – Friday 9 am to 5 pm (EST) 

 



Check Out 

• Review Order and Select Check Out 

• Agree to Service Terms 



Personal and Payment Information 
• Only Canadian credit cards with associated billing 

address 

• Only one order per credit card for a 24 hr period 

• Account name must match the name on the 

credit card used for payment 

• Print confirmation page 

• TELUS Mobility conducts the credit check for 

your wireless account and has sole authority to 

approve the service. All customers who require 

deposits will be notified via email.  

• Deposits are collected by the ACN Wireless 

support team. Payment can be made with a 

major credit card or through Western Union. The 

credit card used must be a Canadian credit card 

with a Canadian bill-to address. 

 



Setting Expectations 

• If TELUS Mobility cannot verify the identity of the customer 

placing the order, the ACN IBO will receive notice that your 

customer's identity hasn't been verified 

 

• You then will need to retrieve the IBO Verification Form 

from your IBO Back Office for your customer to fill out 

 

• The form will then need to be returned to ACN Telus 

Customer Service by you, as the ACN IBO 

ID Verification Process 



Setting Expectations 

• Customers will receive an Order 

Confirmation Email within 24 hours 

after an order is placed 

 

• A Shipping Confirmation Email will be 

sent to notify you that your order has 

been shipped 

 

• After order, device is shipped within 3-5 

days 

 

Customers must provides their correct 

email address! 

Emails to Customers 



Who to Call 

Questions Regarding: 

• Order Status  

• Activating a New Phone 

• Deposit questions 

• Returns/Exchanges within 30 days of Activation 

 

 

Contact ACN Telus at  866-295-0124 

Mon. – Fri 9 am – 5 pm EST 

 

 

 

Questions Regarding: 

• Device Assistance 

• Assistance Regarding my Wireless Phone Bill 

 

Contact Telus Client Care  

at 866-558-2273 



Renewals & Upgrades 

A renewal means you are agreeing to a new 2 or 3 year contract and obtaining a new device. 

You are eligible for a renewal if: 

• You are on a 3 year contract and have 4 months or less remaining  

• You are on a 2 year contract and have 3 months or less remaining  

What is a renewal? 

What is an upgrade? 

Customers outside of the renewal period described above can upgrade their device at anytime 

during their contract by paying off the device balance. Check your device balance by viewing 

page three of your latest TELUS Mobility bill or by logging into your TELUS Mobility online 

account. Please make sure you revisit the ACN TELUS Webstore to complete your 

upgrade. 



Renewals & Upgrades 

You must meet the following criteria to be eligible for the Clear and Simple Device Upgrades program. 

• You have a TELUS Postpaid account 

• You are not upgrading for a second time during the first six months of your contract 

• You are credit qualified 

• You are not on the Credit Limit Program 

• You are up to date with payments to your account 

 

To view your current Device Balance, refer to your latest invoice, or log in to your TELUS Mobility account 

and view your e.Bill. Please make sure you revisit the ACN TELUS Webstore to complete your upgrade. 

 

NOTE: The Device Balance fee may be waived if you are at or near the end of your contract. 

Eligibility Requirements: 



How to Renew/Upgrade 

Step 1 — Calculate your upgrade fee. (If you’re within your renewal period skip to Step 2) 

• Check your device upgrade fee: log into your TELUS Mobility account. Or view page 3 of your latest TELUS Mobility bill.  

• Please note there may be a device upgrade fee associated with an early upgrade. This fee will be added to your next bill. 

• Please make sure you revisit the ACN TELUS Webstore to complete your upgrade . 

 

Step 2 — Select a new device 

• Go to phones or mobile Internet, select your device and add it to your cart via the Upgrade device & renew contract tab. 

 

Step 3 — Select a rate plan for your upgrade 

• You can select a new plan or keep your existing plan. Some rules apply when keeping your existing plan. Learn more about plan 

compatibility. 

 

Step 4 — Checkout 

• During checkout you will enter your account info and identify the phone number you are renewing. 

• You’ll need your account number and account PIN. Your account number is found at the top of your TELUS Mobility bill.  

Qualified Customers Will: 



Device Balance 
Your Device Balance is the fee you’re required to pay if you want to upgrade your device prior to the renewal eligibility period. 

The Device Balance fee is based on two factors. 

• The number of months remaining on your current contract 

• The discount you originally received on your current device 

 

TELUS discounts the cost of your device when you sign a contract. The discount amount becomes your Device Balance. Over the length of your contract, 

TELUS automatically reduces your Device Balance each month by a set amount. This "monthly credit" is equal to your original device discount divided by the 

number of months in your contract. At the end of your contract the Device Balance is $0. 

 

Check your Device Balance by viewing page three of your latest TELUS Mobility bill or you can also check the upgrade fee by logging in to your account to view 

detailed Device Balance billing. Please make sure you revisit the ACN TELUS Webstore to complete your upgrade. 

 

NOTE: The Device Balance fee may be waived if you are at or near the end of your contract. (If you are on a 3 year contract and have 4 months or less 

remaining or if you are on a 2 year contract and have 3 months or less remaining.) 

 

What you need to know 

• Your upgrade options are determined by when you signed or renewed your contract: 

• If you don't know when you signed your contract, log in to your account to obtain up to date contract information. Please make sure you revisit the ACN 

TELUS Webstore to complete your upgrade. 

 

 



Check Point 

An email will be sent to the customer with the device upgrade fee and they are asked to respond if they 

agree.  If there is no response after 7 days… 

• A call will be placed to the customer from TELUS Activation team  letting them know the Early Device 

Upgrade fee 

• Customer will not be charged the “upgrade” fee until they speak with Customer Service and give their 

approval to proceed. The order will not proceed until  upgrade fee is approved by the customer 

and order is voided if no response is received 7 days after initial call.   

• After order, device is shipped within 3-5 days 

• Customer must call into Customer Service to activate the device  -  they will not lose service 

 



Ordering – Renewals/Upgrades 

• Select the Renewals option 

• Select Shop for Phones 

• Choose Upgrade device & 

renew contract 



Key Ordering Reminders 

• You cannot add a device upgrade to a cart that already 

contains a new activation 

 

• When ordering a new device or renewing/upgrading you 

must pick a device plan that is compatible with your new 

chosen device.  Please be aware, that if your plan is not 

compatible with the phone ($50.00 Spend commitment, 

CDMA to HSPA, etc) you will be notified to change your plan 

to an applicable plan 



Frequently Asked Questions 

If I am renewing my contract or upgrading my device, can I keep my current rate plan? 

This will depend on what you have ordered. The ACN TELUS Webstore smartphone promotional prices require a rate 

plan and / or feature combination of $50 or more. If your current plan meets these criteria you can keep your existing 

plan. If your current plan does not meet these criteria or is not compatible with the HSPA network, a TELUS Webstore 

representative will contact you to recommend a plan which will suit your needs 

 

If I am renewing my contract or upgrading my device, can I keep my current features?  

This will depend on what you have ordered. When placing the order through the ACN TELUS Webstore, you will be 

required to select a new rate plan if you are selecting a smartphone or HSPA device for the first time. In some instances, 

the new rate plan you select may not be compatible with your current features, especially if they are expired or 

grandfathered features. If the features on your account are not compatible with your device and rate plan, a Webstore 

representative will contact you to recommend a feature which will suit your needs. 

 
Is there a contract or Early Termination Fee? 

Yes, Telus requires a 2 year commitment. The Early Termination fee is typically the greater of $100 or $20 per month for 

the remainder of the contract. You should reference your contract or contact your existing carrier for the exact amount 

and terms of your Early Termination Fee. 

 

 

 

 



Frequently Asked Questions 

Visit the ACN Telus section of MyACNCanada.CA for additional FAQs 

What is the refund policy? Does 30-day Money Back Guarantee apply? 

The 30-day Money Back Guarantee applies to current PCS phones and Mobile Internet Devices sold through the ACN 

TELUS Webstore. The phone can be returned at any time within 30 days for a full refund, however no refunds are 

applicable to the actual service.  In addition,  returns are not accepted on any phone accessories. Early termination fees 

may apply.  

 

What is the warranty? 

There is a one year full manufacturers' warranty on all phones. Refer to the phone's warranty card for specifications and 

exclusions. Certified Pre Owned devices have a 90 day warranty (Refurbished). 

 

Add to Existing Account? 

Clients have the option to add a device to their existing account. They simply enter their account information and by doing 

so will bypass an additional credit check and will also reduce order processing time as we will not need to follow up with 

the client.  

 
 

 

 


