
 

Consultation response form 

Your response 

Question Your response 

Question 1: Do you have any comments on 
Ofcom’s proposed Plan of Work 2023/24? 

 
 

Is this response confidential?  –N (delete as 
appropriate) 
 
 
MoneySavingExpert welcomes the opportunity 
to respond to Ofcom’s proposed plan of work 
for 2023/24. On this occasion, we are 
responding to two key areas within our remit: 
roaming customer protections and Ofcom’s 
role in implementing the Online Safety Bill.   

Mobile roaming customer protections 

We welcome the inclusion of roaming customer 
protections as a part of Ofcom’s project work 
for 2023/24, but we would like to see more 
detailed milestones set out for this workstream 
(as is the case with other areas of Ofcom’s 
focus). We are concerned that action here is 
too slow – urgent steps need to be taken to 
improve how roaming charges are 
communicated to consumers and to restore key 
protections that have now lapsed, ideally in 
time for summer 2023.  

MoneySavingExpert has identified some key 
issues affecting roaming consumers: 

• Providers have different definitions of 

a ‘day’ of charges: with some using 24 

hours, but others using ‘up to 

11.59pm’. If it’s the latter, this means 

that someone could be charged for a 

full day but only receive five minutes 

of roaming. This inconsistent approach 

happens across different providers, 

but also across different products of-

fered by the same provider. 

This risks confusion among consumers which 
could result in them returning from their time 
abroad to much higher bills than expected, 
especially as some providers do not 
communicate their policies explicitly to 



customers when they begin roaming. MSE first 
highlighted this issue in our August 2022 report, 
the Roaming Risk. 

• Some providers who offer inclusive EU 

roaming as part of a standard contract 

are not explicitly communicating that 

this is subject to a fair use policy – or 

explaining those fair use policies to 

their customers. This can be at the 

point of sale, when some providers 

make no mention of a fair use policy, 

or once a customer begins roaming, 

when some firms do not clearly com-

municate what the fair use policy is.  

When explaining the details of specific 
contracts on their websites, some providers 
highlight that plans include ‘EU roaming’. Some 
use phrases such as ‘roam free’ or ‘roam like 
you’re home’, which unfairly suggests to 
customers that they can use their contract 
plans in the EU exactly as they would in the UK.  
In this way, it’s not always made clear across 
the customer’s journey that the inclusive EU 
data roaming is subject to a fair use policy – 
which usually means they can only use a 
portion, not all, of their UK data allowance 
abroad, before facing additional, costly charges.  

Plus, while customers may be alerted to a fair 
use policy in the text that they receive when 
they land in an EU country, this does not always 
clearly set out how much inclusive data they 
can use abroad, which again is usually less than 
at home.  

In both cases, consumers are left having to 
trawl through T&Cs on their providers’ websites 
– which they have to seek out themselves – to 
find the answer, or risk racking up unexpected 
and expensive data costs on their return to the 
UK. We’ve included some examples of this poor 
communication in the below annex. 

• Key consumer protections were lost in 

June 2022, after important regulations 

fell away in UK law following the UK’s 

exit from the European Union.  

This means there is currently no legal obligation 
for providers to a) send customers an SMS alert 

https://www.moneysavingexpert.com/content/dam/mse/downloads/MSE-The-Roaming-Risk-August-22.pdf


when they begin roaming; b) operate a monthly 
cap on data roaming fees; or c) provide 
protections against inadvertent roaming. We 
also highlighted this in our August 2022 report, 
the Roaming Risk.  

Consumers have been left with no guarantees 
that these protections will be maintained going 
forward. While networks have said they will 
continue to offer these protections, voluntary 
commitments from providers do not go far 
enough for consumers. Indeed, many said they 
would not re-introduce roaming fees following 
the UK’s exit from the EU, and then went on to 
do so.  

We urge Ofcom to step up its activity in 
investigating these issues and to bring about 
change, ideally before summer 2023. For those 
suppliers that have re-introduced daily roaming 
charges, Ofcom should take action so that:  

• Ideally, all providers use the same defi-

nition of a ‘day’ as a 24-hour period 

from first use. At a minimum, a day de-

fined as ‘up to 11.59pm on the same 

day’ should be scrapped. 

• All providers should be mandated to 

clearly explain how they define a ‘day’ 

in the arrival SMS that customers re-

ceive. 

• Providers should alert customers at 

least an hour before the end of the 

‘daily’ roaming period, so they know 

they will incur additional charges if they 

continue to use mobile services. 

 

For those suppliers that have restrictive fair use 
policies on contracts that include roaming, 
Ofcom should take action so that: 
 

• All providers must state clearly what 

their fair use policy is as part of any 

mention of EU roaming at the point of 

sale. 

• Providers must clearly set out the fair 

use policy in the text that customers re-

ceive when they land in a roaming 

country.  

 

https://www.moneysavingexpert.com/content/dam/mse/downloads/MSE-The-Roaming-Risk-August-22.pdf


Further, for all customers: 

• The lapsed roaming protections should 

be immediately re-instated by Ofcom – 

consumers have already been left with-

out rights they previously enjoyed for 

the past eight months. We would like 

to see these rights put back by the reg-

ulator as soon as possible. 

Online safety  

MoneySavingExpert, alongside many other 
consumer advocates and organisations, 
campaigned extensively for fraudulent 
advertising to be included in the Online Safety 
Bill, and we were pleased when the 
Government listened to our calls.  

As we’ve previously set out in our responses to 
Government consultations on online 
advertising, we are largely agnostic about the 
exact measures used to regulate the online 
advertising landscape –  for example, whether 
it needs a technical solution or whether teams 
of people should manually check platforms for 
fraudulent content. Clearly, the measures must, 
however, be effective at preventing criminals 
from using platforms’ advertising features to 
harm consumers. 

However, we would like to see Ofcom consider 
platforms that are paid to publish these 
fraudulent adverts as ‘publishers’. As such, it 
should be incumbent on industry to implement 
measures which proactively protect consumers 
and stop fraudulent adverts from appearing in 
the first place, rather than for consumers to 
have to report scams when they come across 
them.   

MSE welcomes Ofcom’s commitment to 
cooperating with other regulators in the UK and 
overseas, and Ofcom’s plan to implement the 
regime as swiftly as possible when the bill 
becomes law. The longer that the regulations 
take to come in, the more devastating the 
impact may be for those consumers falling foul 
of scams every day.  

We understand from Ofcom’s Online Safety 
Roadmap that it is currently focusing on four 
key areas for its implementation plan, and that 



more detail on how it plans to implement the 
fraudulent advertising requirements are yet to 
appear and will follow in due course. We look 
forward to working with Ofcom closely on its 
plans for ensuring platforms quickly and 
sufficiently adhere to the requirements around 
fraudulent advertising.  

 
 
 
 

 

 

  



Annex 

Note: We’ve not looked at all networks that offer inclusive roaming data plans. The examples below are from networks that offer the most restrictive EU 
roaming fair use policies that we’ve seen.  

Lyca mobile 

Customer journey on Lyca mobile website, last accessed:  8 February 2023 

 

 

Source: https://www.lycamobile.co.uk/ 
 
Comment: 
 
This is on the homepage of the website. ‘EU roaming’ is highlighted as a 
feature of these plans. There is no mention of a fair use policy on this page.  

https://www.lycamobile.co.uk/


 
 

 

Source: https://www.lycamobile.co.uk/en/bundle/national-plus/ (after 
clicking ‘Buy Now’ on the previous page) 
 
Comment:  
 
‘EU Roaming’ is highlighted again on the left-hand side, with no mention of a 
fair use policy (picture 1). 
 
 
 
 
 
 
 
 
 
 
The customer has to scroll down the grey section to the very end to find a 
mention of the EU roaming fair use policy (picture 2).  

https://www.lycamobile.co.uk/en/bundle/national-plus/


 

Source: https://www.lycamobile.co.uk/en/checkout/ 
 
Comment:  
 
On the first purchase page, there is again no mention of a fair use policy. 

 

Text that customer receives on arrival in a roaming country 

 

Example SMS on arrival 
 
Welcome to Italy. You can now use your plan minutes, texts and data at no extra 
charge within the EU/EEA. Out of plan costs: £0.12/min (landline) & £0.15/min 
(mobile) to make calls; texts are £0.06 and data costs £0.12/MB. Calls and texts are 
free to receive (subject to fair usage policy). Call 112 for emergency services and 
call +442071320322 for updates on EU/EEA roaming charges. For more info visit 
LycaMobile.co.uk/euroaming 

Comment:  
 
This arrival text makes NO mention of a fair usage policy relating to 
data costs and suggests that a customer can use the full data 
allowance included in their UK plan within the EU/EEA.  
 
The supplier will alert the customer once they have used 90% and 
100% of their roaming data allowance. This means the first time a 
customer may be aware of the fair use policy is after they have 
used almost all of this allowance.  

 

 

 

https://www.lycamobile.co.uk/en/checkout/


iD Mobile 

Customer journey on iD Mobile website, last accessed 8 February 2023 

 

 

Source: https://www.idmobile.co.uk/ 
 
Comment: This is part of a graphic on the iD Mobile 
homepage. There is no mention of a fair use policy for 
EU roaming.  
 
Source: https://www.idmobile.co.uk/sim-only-deals 
 
Comment: this graphic is repeated at the top of the page 
for sim-only deals, suggesting the ‘roam free’ feature is 
available for all plans on the page.  

https://www.idmobile.co.uk/
https://www.idmobile.co.uk/sim-only-deals


 
 
 

 

Source: https://www.idmobile.co.uk/beta/basket 
 
Comment:  
 
After clicking ‘buy now’ on the first suggested Sim plan, 
the purchase page again repeats the feature of ‘Inclusive 
Roaming: Roam like you’re at home in 50 destinations’ 
(picture 1). 
 
 
 
 
 
 
 
 
 
 
Scrolling down the page, the customer is told that ‘Our 
fair usage policy prevents our Inclusive Roaming feature 
from being misused’. There is no mention of what the 
fair use policy is or how it applies to this customer’s 
plan. There is no clear link on this page that takes the 
customer to information on the fair usage or open data 
policies (picture 2). 

https://www.idmobile.co.uk/beta/basket


 

Source: https://www.idmobile.co.uk/help-and-
advice/eu-roaming/fair-usage-policy 
 
Comment: 
 
The EU roaming data fair use policy is set out under the 
heading ‘open data policy’ on a page that is hidden 
under a drop-down menu at the top of the website. A 
customer must enter their plan’s’ monthly cost to 
calculate what their fair use amount will be – however, 
some sim-only plans cost the same but have very 
different amounts of inclusive data, for example:  
 

• For £10/month, a customer could get a 1-month 
contract with 60GB of data or a 12-month con-
tract with 80GB of data.  

• For £12/month, a customer could get a 1-month 
contract with 100GB of data, a 12-month con-
tract with 150GB of data, or a 24-month con-
tract with 200GB of data. 

(Source: https://www.idmobile.co.uk/sim-only-deals, 
last accessed 10/02/23) 
 
Using this calculator, this means customers paying the 
same monthly price could have the same amount of 
roaming data allowance while abroad, but as much as 
double the amount of data allowance at home. 
 
Not only is the fair use policy difficult to find, but a 
customer may reasonably assume the more data they 
have in their contract, the more they can use while 
roaming in the EU – but this calculator suggests that’s 
not the case. This poor communication and restrictive 

https://www.idmobile.co.uk/help-and-advice/eu-roaming/fair-usage-policy
https://www.idmobile.co.uk/help-and-advice/eu-roaming/fair-usage-policy
https://www.idmobile.co.uk/sim-only-deals


data policy could risk many going over their contract 
allowance and paying expensive charges on their return 
to the UK.  
 

 
Text that customer receives on arrival in a roaming country  

Arrival in Roaming destination: 
 
Welcome! With iD, you can ‘roam like at home’ in 50 destinations throughout the EU and 
beyond. So you can now use your minutes, texts and data just like you would back in the UK 
(open data and fair usage policy may apply). Note: out-of-bundle rates could be up 
to £XX.XX per 100MB. For more info visit Mobile Roaming - Inclusive EU Roaming | iD Mobile 
Network or dial +441144529898free from your iD mobile. Enjoy your stay.  
 

Comment: 
 
From this arrival text, it is not explicitly clear to a 
customer what the fair usage policy is.  
 
The network also texts the customer when they have 
used 80% and 100% of their roaming data.  

 

 

 

 

 

 

 

 

 

 

 

 



Asda mobile 

Customer journey on Asda mobile website, last accessed 10 February 2023 

 

 

Source: 
https://mobile.asda.com/bundles/standard?bundle=BUN10 
 
Comment: 
When buying any sim-only bundle, the website states you can 
‘roam like you’re home’ with no mention of a fair-use policy.  

 

Source: https://mobile.asda.com/my-account/sign-
up?bundle=BUN10&bundle_renewal=0 
 
Comment: 
 
On the purchasing page, it again repeats the ‘roam like you’re at 
home’ message, with no mention of a fair use policy. There is a 
tick box link to the terms and conditions, which is the only place 
that any fair use policy is mentioned.  

https://mobile.asda.com/bundles/standard?bundle=BUN10
https://mobile.asda.com/my-account/sign-up?bundle=BUN10&bundle_renewal=0
https://mobile.asda.com/my-account/sign-up?bundle=BUN10&bundle_renewal=0


 

Source: https://mobile.asda.com/support/terms-and-conditions 
 
Comment: 
The only mention of the fair use policy is buried within the terms 
and conditions. This is very difficult for a customer to find, 
especially as there is no prompt about a fair use policy anywhere 
in the customer journey.   

 

Text that customer receives on arrival in a roaming country  

Arrival in Roaming destination: 
 
Welcome to <country>. If you have a bundle then you can roam like you’re at home by 
using your included minutes, texts and data (data has a fair use limit of 5GB) as if you 
were in the UK. If you don’t have a bundle – Making a call in <country> or back to the 
UK costs 15p per minute, but they’re free to receive. Text messages are 10p per text, 
but they’re free to receive. Any data you use costs 10p per MB. For help whilst aboard 
visit mobile.asda.com/contact and message one of the team or call us free on +44 
7470 022732 

Comment: 
 
Although the information regarding the fair use policy in the 
customer journey is very difficult to find, this example is the best 
we have seen in giving the customer explicit information about 
the fair use policy.  
 
The network will also text the customer when they have used 
80% and 100% of their 5GB of roaming data.   

 

 

 

 

 

 

 

 

https://mobile.asda.com/support/terms-and-conditions
https://protect-eu.mimecast.com/s/XwiHCQ131I3ZDgoukyxp1?domain=mobile.asda.com


Giffgaff 

Customer journey on Giffgaff website, last accessed 10 February 2023 

 

Source: https://www.giffgaff.com/ 
 
Comment: 
 
Overall, this network is the best example we’ve seen of a 
network explaining their fair use policy throughout the 
customer journey. On the homepage, it is clear that there is 
a 5GB cap on EU roaming data.   

 

Source: https://www.giffgaff.com/sim-only-deals 
 
Comment: 
 
When a customer looks into more details about a sim plan, 
they are again told that EU roaming is only included up to 
5GB.  

https://www.giffgaff.com/sim-only-deals


 

Source: https://www.giffgaff.com/sim-only-
deals/10pound-golden-goodybag 
 
Comment: 
 
When ordering the plan, the customer is again reminded 
that EU roaming has a 5GB cap.  

 

Text that customer receives on arrival in a roaming country  

Arrival in Roaming destination: 
 

Hey, welcome to {VCOUNTRY}. Calls, texts and data will now come out of your normal UK 
allowance, just like being at home.  

Once you have used all your goodybags allowance, or all your EU roaming data allowance, 
data will be charged at 10p/MB.  

For more info and terms, we suggest checking out this guide: giff.ly/ggRoam. Call 112 in 
emergencies across Europe. 

Comment: 
 
While this text tells the customer that there is an EU 
roaming data allowance, there is no clear mention of the 
5GB cap.  

 

 

https://www.giffgaff.com/sim-only-deals/10pound-golden-goodybag
https://www.giffgaff.com/sim-only-deals/10pound-golden-goodybag

