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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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