
ACN Broadband, TV and Phone in partnership 
with Virgin Media

Order Processing Guide



Product – general overview

BROADBAND – OFFERED PRODUCTS

Triple (TV, Broadband & Phone) bundles in combination with a variety of Broadband speed.
Some of the triple bundles are: Big, Bigger, Bigger Sport and/or Movies, Biggest TV & Ultimate Volt

Duals (Broadband & Phone) – Offered with the following speed: 50MB 125MB, 250MB, 350MB, 500MB & 1Gig 

Solus – Broadband offered at the following speeds:50MB 125MB, 250MB, 350MB, 500MB & 1Gig

SIM – part of a select triple bundle offers or can be added as an Extras

Dedicated for residential customers – new customers only - the offer is not available for current VM customers

Contract length –18 months

Virgin Media owns and operates its own Fibre-optic cable network in the United Kingdom.



General Process Overview

Install can take as little as 3 days with Quickstart (available in previously wired properties)

Step 1 Step 2

The customer -
Service availability 

check & order submission

Virgin Media -
order processing,

installation & activation



Step 1 – Service availability check & order submission

To place an order, click on the ‘Broadband, Phone and Mobile partnership’ icon on the residential 
section of your IBO Online Shop or www.myacn.eu.

http://www.myacn.eu/


Step 2 – Service availability check & order submission

Service availability is subject to the service eligibility check on the partnership website.

Important:
Please read the Do’s and Don’ts to ensure you comply with the requirements to promote Virgin Media



Step 3 – Service availability check & order submission

Virgin Media landing page – SERVICE AVAILABILITY CHECK - the customer is requested to enter their postcode.

Important:
Offer is available to NEW CUSTOMERS ONLY
If the search is successful, the drop-down list with addresses appears. Customer selects their address.



Step 4 – Service availability check & order submission

If service eligibility fails, the below message appears:

Important:

DO NOT use ‘Postcode Checker’ to check service availability of your customers. To be sure that your order will be 
compensated, perform the service availability check on the partnership website that you can access through 
your ACN Online Shop.



Step 5 – Service availability check & order submission

If the property is showing as already having had Virgin Media services before the customer will see the below message 
explaining how they are eligible for Quickstart. This page will also show if your customer is already a Virgin Media customer, 
as well as if there is an active account at this address from a previous customer.



Step 6 – Service availability check & order submission

OFFER SELECTION - if service is available then the customer is redirected to the page with the list of offers and conditions. 
When offer is selected, ‘Buy’ needs to be clicked:

Pop up for adding Volt 
– speed upgrade added 
for existing O2 members



Step 7 – Service availability check & order submission

OFFER SELECTION - if the customer hasn’t taken one of the amazing SIM options, the order will begin with the entering 
of their information (About you).



Step 8 – Service availability check & order submission

PERSONAL DETAILS - the customer is requested to enter the IBO business ID (pre-populated if order submitted via Storefront), 
personal details and password that will be used whenever the customer contacts the Virgin Media support team. At the end
the customer has to give their consent to be credit checked.

A minimum of 3 years of address history is required 
(additional fields with address appear if less than 3 years)



Step 9 – Service availability check & order submission

NEW LEGAL REQUIREMENTS:



Step 10a – Service availability check & order submission

DELIVERY- the customer is requested to select one of the delivery options:

Click &Collect - picking up from CollectPlus location (the customer will get an e-mail with barcode to complete 
collection within 10 days) - self installation

Home delivery - self installation 

Installation by technician

With the VIP bundle the customer 
gets an additional set top box as part
of the bundle so a 2 man install is required. 
In the case of a 2-man installation,
Virgin Media do not offer a QuickStart.



Step 10b – Service availability check & order submission

DELIVERY- if Click&Collect is selected then the customer is requested to select one of the collection points (drop down list 
with shops located close to the address that was provided).

Please note that there is usually
a £5 charge for delivery of QuickStart kits.



Step 10c – Service availability check & order submission

DELIVERY- Click&Collect - customer is requested to select collection date:



Step 10d – Service availability check & order submission

DELIVERY- home delivery - customer is requested to select the delivery date and alternative delivery address:



Step 10e – Service availability check & order submission

DELIVERY- if engineer installation is selected the customer is redirected to the web where they can choose the preferable 
date of installation.



Step 10f – Service availability check & order submission

INSTALLATION – the customer is requested to select their preferable installation date. They will be notified about the final 
date once the installation is booked with the Virgin Media engineer.



Step 10g – Service availability check & order submission

INSTALLATION – if Quickstart isn’t available at the property then the customer can select to have an engineer complete 
the install for free. You will be directed straight to the installation page.



Step 11 – Service availability check & order submission

DIRECT DEBIT
– setting up DD; the following data must be entered:

If the customer has signed up to one of the SIM offers they will 
need to set up a second Direct Debit just for that elemen:



Step 12 – Service availability check & order submission

ORDER SUMMARY - after review and acceptance of terms and conditions the customer has to click ‘Place your order’ .
If delivery to collection point is selected, all details will be provided in the summary.



Step 13 – Service availability check & order submission

Order confirmation page:



Step 14 – Service availability check & order submission

SATISFACTION FEEDBACK – when sent the customer is redirected to the beginning of the process (service availability check)



Step 15 – Service availability check & order submission

THE ORDER CONFIRMATION E-MAIL IS SENT TO THE CUSTOMER.

Online order reference number 
visible in the report as PortalLeadID 

– could be used by IBOs to claim 
missing customers

In case of any questions the customer 
should call the number provided

in the confirmation e-mail. Calling 
the regular VM CS number might 

result in a direct sale and therefore 
not being compensated to the IBO.



Step 16 – Service availability check & order submission

IF VERIFICATION OK - DELIVERY / INSTALLATION

IF CLICK AND COLLECT WAS SELECTED:

reminder is sent to the customer to pick up the parcel. The customer has 10 days to do it (no other e-mail is sent on day 10). 
If not picked up the product is sent back to Virgin Media, and they attempt to contact the customer in order to reschedule 
the delivery day.

IF HOME DELIVERY WAS SELECTED:

reminder is sent to the customer with delivery date. The pack will be left at a neighbour's house if they aren’t in.

IF INSTALLATION WAS SELECTED:

the customer receives a text reminder 24-48 hours before the installation. If customer would like to reschedule the visit, 
Virgin Media must be contacted via the e-mail they received.

INSTALLATION VISIT:

the presence of a person 18+ is required.

the engineer must have an unobstructed access 
to the cable access point.



ACN Broadband, TV and Phone in partnership 
with Virgin Media

START TODAY
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