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Executive Summary

Consumer Protection

Problems related to consumer protection in developing country like Thailand
are generally different from that of developed countries. In developing countries, most
problems are related to limited choices whereas, in developed countries with
advanced telecommunication markets, most problems are related to too many choices,

which may cause confusions for consumers due to information asymmetry.

We have analyzed consumer complaint statistics related to telecommunication
services and found that the most common problems in Thailand include: incorrect or
unclear billing and metering, frauds and poor network service quality. The
Telecommunication Business Act provides a broad framework for consumer
protection in telecommunications. Again many important details have been left out
from the Act. To ensure that consumers are sufficiently protected, we propose the
following policy recommendations:

¢ The NTC should set up a Consumer Affair Department in the NTC
Office. Missions of the department include consumer education,
consumer complaint handling, consumer satisfaction survey and
statistics. The NTC should also secure sufficient funding and
manpower for the department.

e Procedures and guidelines for handling consumer complaints
should be set up. The procedures should provide alternative
channels for a consumer to lodge a complaint against an operator.
However to reduce unnecessary complaints and to promote self-
regulation, the NTC should require that consumers attempt to settle

disputes with the operators before filing a complaint to the NTC.

The NTC should also
e set up minimum service standards for services provided by
operators with market dominance and require every operator,
regardiess of their market power, to publish its service quality

statistics according to a guideline issued by the NTC.



» consider the feasibility of introducing a standardized billing and
metering quality assurance system to reduce complaints related to
billing and metering.

¢ in cooperation with the industry, prepare guidelines for consumer

protection in areas like privacy and complaint handling.
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Wauan fauuisne LLa:q%s' vjnﬁmﬁ , 'mfgﬁ/ﬁmag'i/f/:vﬁ': FONUWIFBNaM IWRIW

Uszinalny, waedmuowu 2541

WWanlau HAuusing ua: tedneol SaEnTuu, ‘W?yﬁa\rn'im775;7?7@]2;59;77:[}77

AYHTIAYT AOUWILLNaNTIWRIW LTI INng AAINY 2545.

Federal Communication Commissions, ‘Fisca/ year 2002 Budget £slimales’, submitted

to congress, April 2001

international Telecommunication Union, “Trend in Telecommurication Reform 2002

Effective Regulation” 2002
Office of Telecommunication, “Arnuva/ Report 20077, 2001
Office of Telecommunication, ‘Resource Accournt 2000-07”, 2001

The Wall Street Journal, ‘Special Report: Telecommunication’, September 2001
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] L = A A Y™ 0
A71919n 1 Tlﬂ'iﬂdlsﬂ“ﬂlﬂﬂ']?ladﬂﬂtﬂ‘iﬂu“’lﬂﬂﬂ?:ﬂlnﬁa\lﬂﬂﬁ

Soq 2540 2541 2542 2543

1. MIBTIEAUIMTULAL 89 TIAILINT 11,050 12,600 18,450 39,100
(32.1) (30.0) (34.8) (32.8)

2. qummudmsinsauinay 3,650 3,100 3,450 11,850
(10.6) (7.4) (6.5) (9.9)

3. AUMMWLIMIgNe 6,750 6,800 11,350 33,150
(19.6} (16.2) {21.4) (27.8)

4 ﬂrymmﬁmﬁ'uqﬂmrﬁ 5,050 5,400 5,750 14,650
(14.7) (12.9) {10.8) (12.3)
5AMNRUTIUYAAR (privacy) 2,250 5,850 4,850 3,350
(6.5) (13.9) (9.1) (2.8)
6 nwvanslnadnn ayalnsdw 250 1,200 2,750 3,450
(0.7) (2.9) (5.2) (2.9)

7.9u 5 5,400 7,000 6,450 13,650
{15.7) (16.7) (12.2) (11.5)

T3 34,400 41,950 53,050 119,200

(100.0) (100.0) {100.0) (100.0)

'ﬁm ; Office of Telecommunication (www.oftel.gov.uk)
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13N 2 'ﬂB‘ii]\ll?ﬂ“ﬂlﬂEI'J'IIﬂﬁﬂﬂtﬂ?ﬂﬂ%’]ﬂ“ﬂ'ﬁ:lﬂﬁﬁ“?ﬁﬂlNTﬂ'l

309 Tnséwriugu | Tmdwiladaud | su
(3.91.-31.21.2545)
1. mitrszauImsuszdandining 6,543 3,532 10,075
(45.5) (60.5) (49.8)
2. gEmwunsinTnuunan uaz o 763 675 1,438
imsandh (5.3) (11.6) (7.1}
3. Cramming (Jywimstabpsuinisuaziiu 1,158 149 1,307
Guenlftinslavlildudidaduilnn (8.1) (2.6) (6.5)
4. TywwApanumslawon 1,495 723 2,218
(10.4) (12.4) (11.0)
5. Slamming (ﬂrymmnﬂ‘§uw‘ifl'ﬁ'u'%n'lﬂﬂuvlai 1,768 - 1,768
udsdagfuilng) (12.3) (8.7)
6. flywiAnaiungmanoduatosfidinsdwd 2,658 . 2,658
{Telephone Consumer Protection Act) (18.5) (13.1)
7. Ty wAearudygn (contract) - 512 512
(8.8) (2.5)
8. ﬂngmLﬁmﬁ’uqﬂn‘mf (equipment) - 249 249
(4.3) (1.2)
33 14,385 5,840 20,225
{100.0) (100.0) (100.0)

o
Y141 : Federal Communications Commission (www.fcc.gov})
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AN 3 N']G\‘iﬁ"l%ﬂﬂbﬂ']ﬂﬂ‘iﬂ']‘ﬂl ﬂ\'laﬂﬂ Us

winilnsaaunian MAIFIRQBMNINUTANT
Insdwrifingn (wired telecommunication services)
A o w gd

nsRaaslnsAniiugu

a U a -
- &adamolu 5 u (P) fouas 95

a b vod e oo [y
- danaldluiuiguilnamy (s) Youaz 98

- THELIRTE (S)

1 [waunlatloanin

miund ladofiawaa (faults fixed) luanfirnnua

.24 52las (P) Fouas 90
_48 H2luy (P) auar 95
SausspasiuaunTanlalnseeimunsaiume ldamnatiitinue
(operator services — percentage of calls handled) (S)
U3n17 100
- mulu 10 Sund {aus: 85
- mulu 20 Jud fouaz 90
USN1y 104
- mulu 10 Fu# Souaz 90
- mulw 20 Jund fouas 95
13n3 161
- mulu 10 Fwdi fanar 85
- mylu 20 Fuf fous: 90

U3In13 900
- l’)ﬂ’ﬁﬂlﬁaﬂ

13n7 1800-73/81311
- mulu 15 Fuh

waunin 10 Jud

fauny 85

u r P ) _ - oo
msui ludasasduunoamsirseaiuinng (biling) 2ol 5 W (S)

Jauaz 100

a B a ar ' w a &
mifiasauimslnsdwiszwinalszna (10D) Wungldinsdwrinugu
-molu 1 7% (8)
- mulu 2 4 (S)

Youaz 95
Souas 99.9

= i NS

uanaislunmsseanauInsiwd
- sEUvawIden (P)
- sTUudiIan  (P)

5 92139
3 gl

T a & A -
NIFANTILARDUN

Y o \ v a
- Sﬂﬂﬂ:'ﬂaal’)mnIﬂ‘N?ﬂ Um“”lifﬂ“usrﬂ? (P}

wnnrinaas 99

[ o , A
- 7ana:'ummmqmuaamn'ﬁaoarynunmtﬁu (P}

daunisoa: 5

- $opazuaInTIunauI (% of calls successfully connected) (P)

wnndfana: 95

F -
- mwmanneimaowun'lmmn’ﬁ {P)
- vunuw (On-street level)

& & o
- ludnludufigusu (in-building)

wnniiaues 95
nniioues 85
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- auadslumsIonda (S) wauni 5 Juh

- TouazIRIT MR (S) wapnitiona: 5
- sl m'fuv'?uwi&’u‘*ﬁnm’awa (S) Wouni 4 F4la
IngAam 3@ (public radio paging services)
- faparunainflasith T Iniuing () unnindouss 99
- $onarvsansitannudiia (P) innindeuas 97
- ANATDUARNY DIRUALALIMS (P) unnitdsuaz 95
Swinadnia (internet access services)
- m‘:ﬁa;jmaﬂﬂwﬂw {(network availability) (P) unNIsapas 99.5
- ATEATDIUMIANADIZUY (System accessibility) (P)
- szuv'ledpw (Dial-up access) unniTavas 95
- SLYVUELLET (Leased-line access) wnninfasas 99
- nfimansolvuims e ﬁ‘UGII:JLLGI'FEU%Iﬂﬂfade] (S})
- 1zuuladdw (Diak-up access) 3 U wIiasannin
- STUUABLT (Leased-line access) 7 3u wIavdeania
flan : IDA
WU :

1. (P) dlussdnanlumsiagunuinis (primary indicator)
(8) udrilsaslumsiagumwuinis (secondary indicator)
2. fusznaumiszgnasnswinaumwiinslildnaspu lasesgniliu 5,000 aasans
ﬁaﬂiﬂfﬂ'E]G‘f‘ﬂﬁ"fﬂﬂlmn’lwu?n"ﬁﬁﬁﬁﬂﬁ'nﬁmﬁau {per primary indicator per month) uaz 1,000 AaaaTs

‘E’Nﬂ'[ﬂfﬁiaﬁ"nﬁﬁ'ﬂqmmwu?ri’l‘sﬁﬁﬁmwimﬁau (per secondary indicator per month)
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a19197 4 Tamnminaadasiulnseaaniesing

\Fas HAL* ﬂaﬁﬁtﬁai Gulaseiee
uilna* wuanind.aan
A.A.-7.7.2545 | 2543 2544 N.A.2545
1. MmsfrszatuImMsuazandninig 8 20 15 79
- AUINISLAUTR (30.8) (64.5) | (57.7) (38.5)

r d 1 ) - =3
- FURW TR MITUATLINTIETY
- Haganisuimslidaau

2. pumwuimsinsauuiag 6 6 2 76
- Fygrmligaiau (23.1) (19.4) | (7.7 (37.1)
- ftlywalumsinseaanwiaduee

3. aomwuInIgnan 2 - 2 12
- WiknauuInmsliudmslas 7.7) (7.7) (5.8)
- m‘sﬁﬂcﬁ'?oqﬂmrdsi'liﬂ

4. tywauApasunislawson - - 1 19
- Fui Wl ululawon (3.8) (9.3)

a oA T |
- TgudRalurmn Lo

SRR
5. ﬂn_gml.ﬁmﬁuqﬂmrﬁ 2 - 5 13
- InsdwsidngaiFonig 7.7 (19.2) (6.3)
- Imﬁ'wﬁmﬁauﬁa;rymu
6. Uywimsusanutasanars 1w gn 8 5 1 3
wandardremaw el s Insawrt (30.8) (16.1) | (3.8) (14)
gndnsauIuFy g Mlnaimiefend
7. msDarumssedaninaamu . - - 3
(SMS)*** (1.46)
T3 26 31 26 205
(100.0) (100.0) | (100.0) (100.0)

fan - fineuanensim Iyl Haﬁ‘ﬁxﬁaﬁuﬂnﬂ uaz L3u'lel Pantp.com
WHNG
* dayavndninnuanznsaunyduasesduilnn Huadfdotoadoulniruuauanznidilnsdwindan
7l saudideuunyin ~ aaiaw 2545 Taontdinsmmiuguliifedaasemfstulutamdansn
= daynamyaiisiiaduilnn U 2543 uss 2544 \udeyarauiilnsiwriiugiuuscTndwiladaui
= fusurdayannnafluduloaiuifing aen doanyyassussissirenlwdauningin 2545
s Soymmailadumidadeniudu wia sms insaadeuluiiadienningiey 2545 Sudhwlgmfiie

- a- | o 5 = P '
o1l nwnmmwﬁmnum'nmwmm;dﬂi:naummﬁéwmamﬂammﬂﬂ ofthszney Ml
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< s o
#13190 6 yulszuywuas FCC il'lll%ﬂ@l']&lﬂﬂﬂmtd"lﬂﬂ 2001

ANBWHZITH sudszanm UARTNS

(activity) ywaoaand | Samaz | aw Son

dvo. as
m3eenluaugelsznaums (licensing) 41,388 18.0 370 | 1873
MIWBITH {competition) 69,000 304 510 25.82
msnulEngwany (enforcement) 72,889 317 658 | 33.32
msbidayarduilng (consumer information service) 22,993 10.0 265 | 13.42
n’lm?wﬁﬂaumwﬁ (spectrum management) 22,764 99 172 8.71
I8 229,034 100 1975 100

ﬁm : Fiscal year 2002 Budget Estimates, submitted to congress, FCC, April 2001
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A1519N 7 JuilsEanmaad Oftel 51u.unmu'5'mqﬂ‘i:m¢f‘i'l 2001

nguizaed sudTzanm Jaune
(Wuaud)
Mt Tuat L EnBaw 4,373 32.0
m‘s'lﬁ"ﬁagauﬁﬂuﬂnﬂamuﬁmwa 2,323 17.0
MIfuATOIRUT LA 3,963 29.0
mstlasfuma fuanfafunsused 3,006 220
594 13,665 100

ey
141 : Resource Account 2000-01, Office of Telecommunications.

32




4 at 4
AN 1 Tueanmsinadansasduilaads CRTC (uawian)

HuFlnadindogw

b

- ] J
Tnidwiiadedusznaunisi

Al iEms

—P

gurznauniramnroafle

-
Faa¥eaFuuld

wndaasTinalalunanisudiyw

Feusavmnafuaadnen]

P -t
a ﬂHTﬂQHﬂT:ﬂﬂUﬂ’]T

>

gurznaumsstunsoudle

FaefaaTeuld

wndaadlinalatunantsufidyun

Anra CRTC Wantaasune Tnr

#17 nséwl (toll free) uTansen

CRTC nedumafiin

4

. -
s sfuFuiredfaeFaunas —

3 e | 3 -
FIWREDIAT M IV IO N

dd
* T4 fiag wailnsdwiresdFeaFou
YO S § T s )
® LifuGedfiiatnalinnie
- - -
¢ JursnaumsgfesFoutduinag

®  afuralguiineta faiarinaduun

P - -
wnatrmnaadas u luaisiireiiu

- W

CTRC a:fmsagusznounit unzlioan 20
TutumsufladgubigieeGeu
Tnulfudaaunffeafaulnens

v, 4
nieuadgunenan s CRTC

CRTC aznumunanzufindafaaFousiingindn
AN uaziitawavialy

- winfismauds CRTC azlidwiiumslas da

- i biunsan CTRC ananadayaandiiinauas

Aurznaunmniin uazAandiumsuiladoywiole

33




] | %)
NN 2 Puaaumsinaianaosnuilnaaa TIO (pomandy)

guiTnefielm

v oo

N

a . a - v o= w & A
Huﬂnﬂﬂﬂﬂa;dﬂ-s:nnum'mﬂu'l'nmm-: nalnawd wis
NIRRT ('lun'nﬁﬁﬂeiammwmmjﬂ's:naumﬁaq

» S arwe - ' var A wr
wianfugFeadowinldiugasmalu s )

h 4

w L =,
HusenaumsudlaliiaTaniatu 30 Ju dulsznaunag
. u 1 » ol 7
. 4
flianrnudlyidanud e Feaaderanuiumin uaz s BTy

srazinanf W unrudledoun Yo adunld

!

Ffaasiinwalaiunanssullodyu

- 4 - . X
Juilnadaecfoaduuiaiimereiugalu

fhdvadlinalamuuantsuiladogwn

LIt

fuilnafara TIO

Ombudsman)

h 4

{Telecommunication Industry <—

TIO finsudlatioun 4 s=AuAe

| - i
geAUT 1 : Founs 90 aaadeyuaudlalursiuusn Mnali
- . - e oy L "
i 14 4u TnsdnAdutlywnilddudeuda TIo digedamdy
. o v v - .
FnaNssvIngdrenaunIfudusinamitu

v | »~ - Py
sEiun 2-3 : feafeyaussinAurzTudafinm Wi
tsznn 4-5 flani

P | d -l My
seaum 4 ¢ duFedsaFauitutaunn TIo Bitddwun

wanely walaednfaclifiu 12 Feu

fhdanalinelsAumansudladymn

LY

4 4 . -
fuilnriuieciasFuusasiagfarm

34




= e ] i o G A ¥ s
nnn 3 Gﬂﬂﬂ’]ﬁtﬂid GRab) munmuqummguﬂnﬂ

(Consumer & Governmental Affairs Bureau)

299 FCC (An33)

Office of the Bureau Chief

Intergovernmental

Affairs Office

Chief of Staff
Administrative & System Support Office
Management Office
[ i
Inquiries & Complaints Policy Consumer Affairs
Information Consumer Reference Policy Disability
Access & Inquiries & Information Division Rights
Privacy Office complaints Center Offica
Consumer Consumer
. Publications
Washington Geltyburg Analysis Affairs &
Branch
consumer Consumer Branch Qutreach
Center Center Division

fiu1 : Consumer & Government Affair Bureau, Federat Communications Commission
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n5aun 1 Telecommunication Industry Ombudsman 2980@a5tAY
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Fplunsldvins TIO i"lénmalun'ﬁﬁ'ﬂ%uu.a:1:5’u-ﬁ'aﬁw1ﬂluﬁ‘mﬁﬁgamgaqdmﬁu 10,000
aaaanfesaiandn” warldsrpzislunsAismidasiaaFonlifi 12 Fau  aungnuns
Telecommunications Consurmer Protection and Service Standards Act 1999 Q‘lﬁ‘u’%nﬁﬂmﬂnmﬂu

o U L B Lt ﬂ. e
'I"lﬂ'i’]!.l@'lﬂﬂl'ﬁﬁi{ﬂi:ﬂ?%ﬂﬁ?ﬁ:ﬂﬂﬂlEIWWWYI'IJHG TIO L&lﬂgﬂ%ﬂdl%ﬂ%IﬂUﬁUﬁIﬂﬂ
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U3W13 (board of director) annysuMTUsznsufILfUNUIINFENUEY TIO "ﬁot.ﬂur;'a’ﬂ‘s:n aums
5 au wazsunuduilan 5 ou  Melduas TI0 andbivinrslnsauwauussduinnBumes
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% v . . . o LI | . |
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(Y = . a o { - P
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ﬂs:nﬂumﬂmﬁwﬁﬁugmimﬂlﬁ "f1adtiA UNTWLINN3" (service quality adjustment factor 138 SQAF)
L‘ﬁmﬂﬂu@m?m?ﬁmummeuﬁ"\mﬁ’wia‘lﬂﬁ
pcl = pel™ {1+ 1'- X £ SQAF)

Tat# PCIwmneBeamausan | unaiedaiaduie X wnatfudanin 4 SOAF vy
fetladtamumnidng  uudazifow NYNEX asfaemaunatsignunwainisaemioeaunifuaus
18906855 AnmuwUInssanasasgnin idAndudriiiaaninuantdilun it Inudgagn
YRIFTRARININLINAT (service quality index W5e SQI) Aa 42 wazAEWINIUITAE 25 gastunisiivun
AU AAsULTIaEASe ot wn NYNEX Sidn AAnNMLENS (SQ1) Tdinoslwdiauls A
SQAF axtfintenas 0.0417 wasmnlurmunmsinielu 6 Feu A1 SQAF azifisiudosas 025

Az lfimausasiasanadlutninl idesasannniniidonss

Aall ATUIWLITNTIEY NYNEX ATRUK

nmysrAhiataanyrainiglu 5 uiing Feuay) <12 2
{New installations orders not completed within 5 working days) 12.0-13.99 1
>14.0 Q
AIIUNNIHIATA TUNTRAG <25 2
{Installation appointments missed) 2.5-3.49 1
>3.5 4]
msliamnraliiinisinsdwiunuiu 24 dalus Feeas) <40 4

(Line out of service > 24 hours)
U FtenLandn (Fauaz) <11 2
(Repeat repair raports) 11.0-13.99 1
>14 0
naAglFnrrenmeuiuiinirdenesn Guii) <14.0 4
{Repair service answer time} 14.0-16.99 2
=17 0

| - T . -
namdluinrradie o reena s uneingdws Guii) <4.0 2
(directory assistance answer time) 4.0-5.99 1
>G.0 0
- ] - - . -~ e

ANAIN T TUNIUTN TR B eIRRY — TaNABI9AT 1.5 wnzdn (19 <2.5 2
143) (Average duration time —special access 1.5 Mbits circuits) 2.5-4.49 1
>4.49 0
ATUUUTIER 22
smunudefesdeuned uinasdae 100 aveuinag Aoquany <4.0 2
{customer trouble reports per 100 lines per central office) 4.0-4.99 1
’ >5 0
Azuuugaandull1e (aundliguans 10 wi) 20
ﬂ:uumﬁuﬂaa&ﬁ 42

i Intven (2000)
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mMankInin 1

wwanmamslfidussgasmnssalninawianuasoadianis

(Industry Code of Practices)

A 1 - a - = IJ el
'luﬂ%’»guuv.m EJ{I'I'HTI’IT']UQI.I.E*Iﬂﬁ]ﬂ’ﬁITlTﬂH'l«L’]ﬂllﬂElﬁ'W'I‘ILﬂEI (ACA) ‘1.@1‘?.|1»Lﬂ:lU BHUUITININIT

a wa ad
UfiRvssgamunssulnsaumauinuon 17 3as fa

NIURAIRNIELRVITENTN {calling number display}

mssanmIassaadou (complaint handling)

ms'lﬁ‘ﬂ’aa‘;aLnﬁg“’u‘ﬂnmﬁmﬁn-ﬁmp (70wl waz A (customer information on
prices, terms and conditions)

NTEIEATUINTT (billing)

MIUIWILATAA (credit management)
MIAAAILINITUAEAIIUYNABIVBINTTE 23U (call charging and billing accuracy)
m‘ﬂauﬂnﬁ"] (customer transfer)

ﬂ"lﬁ'ﬂ?ﬂﬁmau&'ﬁ'ﬂmiﬁaga IPND (Integrated public number database (IPND) data
providers, data user and IPND manager}

mslilasstnerasiuanstuditanls {unconditioned local loop service network
deployment rules)

'Jﬁmﬂniﬁ‘wﬁi}mﬁu {emergency call services requirement)
mslamutismdaduauinasnma EANM NG WAz
(provision of assistance to national security, enforcement and government
agencies)

msnsliFauanan u'[mﬁ'wﬁtﬁmﬂﬁuu@'lﬁu"‘sms {mobile number portability}
qmmwmaﬂmmj’m (end-to-end netwoerk performance)
mﬂﬁamgﬂs:naumséawﬁﬂ (Pre-selection single basket/multi service deliverer)
m‘:uﬁﬂn_;mm‘sgnqnn'mm\ﬂﬂ‘sﬁ'wﬁua:'[mﬁ'wﬁﬁ1ﬂﬁaﬂszaaﬁ {handling of life
threatening and unwelcome calls})

n’ﬁ%‘ﬂmﬂmaﬁwﬁugﬂu"mqanmnu (deployment of radio-communications
infrastructure)

maanlduInTres Hilsznaunis (commercial chum)

w
@rndiitavivasunanienisl{fua

o wimalfiiRlunsugasiasuansniniunian (Calling Number Display)

Y Y “a a - ey &
O ﬁnﬂ'ﬁ?:ﬂaﬁmlﬂ?ﬂlﬂanﬂ'ﬂ:uaﬂ\’ {send) wialanu (block) NITULRAARUVINLNIT

Lo, , . L
Juneaanuoen Nia mamam?amam'ﬂﬂmm RTNTY
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implications) YEIMITURSAULAURN L LI TINTANT {called party’'s telephone service
¥38 CND)

glimsinnannudeliudnii OND urissdinssng 9 axdpsiauaiua3tufiain
m‘:'h'i’ﬁ’ayla'l.ﬁ'aaﬁn‘nﬁa%’mm'h{faQae&’mqﬂﬂm::‘]nﬂnﬂm

PPNy | o T -
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Lo -] [ 7
FunTatniele

L ) [ o a4 .
® u.wm'wﬂgucﬂawsumsaﬂmsﬁaﬁaaﬁuu (Complaint Handling)

O

as A L 3 o L) o - R
m:mumﬂﬂmnmnaqnuwum:ﬂﬁusm{[mwmwﬂmmLLi)”oLﬂumuanm»f
é‘nmua:;&'u?'[nﬂwhﬁavlﬁd'm
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¢ unamadjititisanumalaugnadn (Customer Transfer)

v o v oal i i w o v a
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A
MANWINT 2

s 1 ::l kX -l ‘:I G
A0 UI1783709198WY FCC TUNITON

vimsinTanwaalSaw (wireless telecommunications)
1. MIBITEATUINMIUAZIATIAINY {billing and rates}
- Fatoauuiifnrtestunsdnsdnnslunistdnsanyiananaaiilda3s (aitime change)
- FafaaFuufiiuatostuiasia (credits) MIAuIn (refunds) waznmsudtotuae oil
adjustment})
- FafosuuiifpatastumafuduinusemBlulueasesdu
- fusmndeudatzuy {access charge)
- MINTuIIAN (E-911) : ias"aqf%'umﬁmﬁumsiﬂiaagﬂamuﬁé’mhzﬁuaz
n‘m:qv\mummé’mhﬁﬁmu‘imﬁwﬁmﬁauﬁﬁa@ﬁamuguﬁ 911
-mE (taxes)
- n‘mﬁumu"‘m’ﬁﬁ’m%'unaw.mmﬂﬁu?n'warhqﬁ":ﬁa {universal service)
- ms3enfudrinsmedausdadias (recurring monthly charges)
- Samaruintlsudls (roaming rates)
- ﬂafam.?nul.ﬁmﬁumiﬂﬂmﬂﬁaumﬁ {practice of rounding calls to a full minute}
- damAUimImusUiuunsiuimsdng g (service plan rate)
- dr3msfifiudladulduing (activation fee)
- §1uFnmsTmlTnes (off-peak)
- fiTUSNIILASY (optional services)
- fUINMITIRUNG (peak)
- fNUIMsuLudipniaw (prepaid service)
- dusmrlugaelusTuds (promo pran)
- 13uUR9 (security deposit)
2. MIMBIUAENIIIINIIARIA (carrier marketing and advertising)
3. &yanmalwu3nas contract) : Toesdauiiigfastumadnuimnaunaisyludyan
- msznianuimstaslduing
- ﬂ']‘.i‘t!ﬂLﬁnu‘i"ﬂ’l‘a‘IG’lUPEﬂT:ﬂﬂUﬂ”l‘i
4. MIualdgauInns (cramming)
5. ﬁ'a"faaﬁ'uuﬁtﬁmﬁ’aaﬁuqﬂnmf {equipment)
- qﬂﬂ‘it‘lfl,ﬁﬂwm {faulty equipment) ﬁaﬂtymmomﬂﬁﬂ {technical problems) Luaz
myhisaninldgunsalldadraning (malfunctioning)
- aunsolgnala (stolen equipment) sauflammingunsotllifefaguszasd
6. AN IMU3NNT (quality service)
- 0AUFYY 14 (dead spots) : Ta toapuieiumslaansosusdnsle
- F1UMgA (dropped calls)
- Qmnﬁwu?mﬂuﬁuﬁ'naﬂg'l'ﬁu?nw {local calling area %38 home area service)

- A mMUAa AT BLaaR (network busy signal)
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- anaswnsatunmslsuiia (roaming availability}
- numwuasrdnislanis (roaming service)
- MIngaazinvaIuIng (service interruption) : TafasSumnuiumsla

w ¢ _d A A o~ e v o
mNqin‘lﬁﬂ?ﬂ'wwLﬂaauﬂlua\]"ﬂ’]nUTﬂqiﬂﬂ'ﬂﬂ'ﬂ"JjﬁIﬂU&TL“UT“'}?

vimilnsaawanuuuldans {wireline telecommunications)
1.M3F1 1AM IUALIRNI1@IUIN7T (billing and rates)
- FafasSuufifisrtasiuinsia (credits) MIAwdn (refunds) uazmsurtlvluiade (il
adjustment)
- FatnaFuuilifsrdostumsifivainisen 9 Avnnglulusdadistu
- dmAnIdeudasuy {access charge)
- n'mﬁi_m"lu“‘sm'sﬁm%'unamun'ﬁ'l.ﬁ'u?msatmﬁ‘aﬁa (universal service)
- dunslannadnsdwrinaelng (interstate directory assistance)
- M (taxes)
_ anuideforesssuumItIsEANLSnTT ; m“a%'aqL'%'Umﬁmﬁ'u%amaujlﬁu'%nw
wioteyalunisdadaiugbivinmsluluiaiaedsetu ussdedas FowAtums
T yoaadualumsifudiuSmsagnafisawa (bundled charges)
- 8ATIANLTMS (rates)
- M3Gunifiusnu3nsdn (double billing)
- daTdUINTALaaIEs (DSL rate problem)
- SaneuAmImsidousadumne fiilaszninedszing (intemational internet dial-up)
- 9ATALIM I InTdmyisznIalszine (intemational calls rates)
- damduImIdayanIsuImITuLAL (900 pay-per-call)
- dammuinisinseuwnuTEwingsg (rates for interstate telecommunications
services)
- mn?nmﬁuﬁ’m?mwimﬁﬂa {recurring charges)
2. MIlABAIAEMIRINITOAN {carrier marketing and advertising)
3. amMWUIMNT (service quality)

- anulinaiiNonoainsfieaiaa (DSL service inadequate)

- qmnﬂmﬁmﬂﬂiﬂumﬂm:‘n’hﬁg (interstate telecommunication) : N1ILINT
Suau'lai® (poor call reception) USMTiEE (service outage) WauntolfuimTle
(service disconnects)

- qmmwu‘%mﬂmﬁ‘wﬁmﬂna {long distance service treatment)

4. ﬂ'l‘il'ﬂﬁ'ﬂ%!ﬂﬁu?ﬂﬂ‘ﬂ_ﬂH13~ill5€l@iﬂ!§ﬂ%fﬂﬂ (stamming) F3ura3msinsimiseninndsne

(international slam) L33 Insanyiasfiu (local service slammed) wasLSnsinydwvinaing

{long distance slammed)

5. do3ouiuuiiuriunguanamsquasasduilng (telephone consumer protection act 3a

TCPA)
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- tywinsaziiadrFvasngud i dinsdw (called party) laulnsiduazldianiudsouuiasmia
WFoafituin1Yaomiy (artificial or prerecorded message) L*R‘af%o-u"ammﬁ‘laﬂﬁ?ummqngwmn
nauldinsdnd

- Yywidedasdowfoinulysaisone (junk fax complaint)

- JmidefosGuwmAu i mying snewniarhndannuldds 157 wigamn

- UgmidedandumAmiumsins. sunanlumaing gime of day violation) wWiagiaianian 8
Tuaidn uaewa 3 vju
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