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MNpeaucnosue

WUccneposaTtenbckue Komuccum CeKtopa pas3suTtus anektpocssasum MC3 (MCI-D) obecneynBatoT HEUTPANbHYIO U
Hasnpytolytoca Ha BKaadax nnatdopmy, rae cobmpatoTca IKCNepTbl M3 MPaBUTENbCTB, OTPAC/IM U aKaeMNYeCKMX
opraHmnsauuin, Ytobbl paspabaTbiBaTb NPAKTUYECKME UHCTPYMEHTbI, MOe3HbIe PYKOBOAALLME YKa3aHUs U Pecypcbl
ONA pelweHna npobnem pa3suTmA. B pamkax paboTbl nccnenosaTenbCkux Komuceuii Ynenbl MC3-D m3yyatoT u
aHa/IM3UPYIOT OPUEHTMPOBAHHbLIE Ha PELUEHNE KOHKPETHbIX 3a[a4 BONPOChl 31eKTpocBA3M/UKT, 4ToObl YCKOPUTL
OOCTUXKEHWe NPUOPUTETHbIX Lienelt B 061acTu pa3BUTHUA Ha HaLlMOHaIbHOM YPOBHE.

ViccnenoBaTenbekme KOMUCCUM NPeaoCcTaBnatoT Bcem YneHam MCI-D BO3MOKHOCTL 0OOMEHa OMbITOM, MPEeACTaBNEHNS
naemn, obmeHa B3rALaMM M AOCTUKEHMUA KOHCEHCYCa MO Ha1eXKaLMM CTPaTerMAM /19 PaCCMOTPEHUA NMPUOPUTETOB B
obnactun anektpocsasn/UKT. Mccneposatensckie komuccnm MC3-D oTBevatoT 3a pa3paboTKy OTYETOB, PYKOBOAALLMX
YKa3aHWii U peKOMEeHAALMIA Ha OCHOBE UCXOAHbIX AAHHbIX UM BKAAA0B, NOMYYEHHbIX OT YneHos. Coop HbopmaLmm
ocyllecTBNsEeTCA NyTem 0bcnefoBaHNit, BKNALOB U UCCNEA0BAHNI KOHKPETHbIX CUTyauUMiA, U OHa AOCTynHa A1s
YNEHOB, MCMO/b3YIOLWMX CPEACTBA YNPaBAEHMSA KOHTEHTOM 1 BeO-NybanKaumum. PaboTa nccaen0BaTeNIbCKUX KOMMUCCUIA
CBA3aHa C Pa3/IMYHbIMKM NPOrpammamu 1 nHuumaTMeamm MC3I-D ¢ Lenbio co3aaHna cuHepruyeckoro abdekTa,
KOTOPbI MNOE3EH YIEeHCKOMY COCTaBy B OTHOLLEHWM PECYPCOB U CeLnabHbIX 3HaHW. Bo/blioe 3HaYeHne nmeeT
COTPYAHMYECTBO C APYTMMUM FPYNNammn U 0praHn3aumMamm, BeayLiummn paboTy No COOTBETCTBYIOLLMM TEMAM.

TeMbl, U3y4aemble UCCNeA0BaTeNbCKUMM Komuccuamm MCI-D, onpeaensoTca Kaxdble YeTblipe rofa Ha BCeMUPHbIX
KOHbepeHUMAX No pasBUTUIO 31eKTPOoCBA3K (BKPI), KoTopble MPUHUMAIOT NPOrpammsl PaboTbl U pyKoBOAALLME
yKazaHua 418 GopMyanpoBaHMa BOMPOCOB pa3suTusa 3n1eKkTpocsasn/VKT 1 nproputeTos Ha BausKaliline YeTbipe roaa.

Cédepa pabotbl 1- UccnepoBatenbckoit Komuccum MCI-D — umsydeHne “BnaronpuaTHOM cpeabl Ans
passutua anektpoceasn/UKT”, a 2-i1 UccnepoBatenbckoii kKommuccun MCI-D — nsyyerne “Mpunoxenuii UKT,
Knbep6e3onacHOCTH, INEKTPOCBA3MN B UPE3BbIYANHbBIX CUTYALMAX U aAaNTaLUU K U3MEHEHUIO KiumaTta”.

B TeyeHne nccneposatensckoro nepunoaa 2014—-2017 ronos 1-10 UccneposatenbeKyro komucemuto MC3-D Bo3rnasnanu
Mpencenatens PokcaHa MakanseiH Bebbep (CoeanHeHHble LLTaTbl AMepuKM) U 3amecTuTenu MNpeacenatens,
npeAcTaBAABLIME WECTb PernoHoB: PernHa-dnép Accymy-beccy (Kot-a'MByap), Mutep Hrean Mbenrn (KamepyH),
Knaimmp Kapocca Poapurec (BeHecyana), Buktop Mapturec (Maparsaii), Becam Anb-Pamagnt (Mopaarua), Axmen,
Abnenb Asns laa (ErvneT), Acyxmko Kasacymu (AnoHus), HryeH Kyit KyeH (BbeTHam), Baamum KanTyp (YkpanHa), Aamas
Tunenbaes (Kbiprbisckasa Pecnybimka) u baaHka loHcanec (Mcnanus).



3aKA4YUTENIbHbIN OTYeT

PaspaboTKoi 3ak/ounTesibHoro otyeta no Bonpocy 6/1: “UHPopmauma ana notpebuteneit, ux sawmra u
npaBa: 3aKOHbl, HOPMATMBHbIE NOJIOXEHUS, IKOHOMUYECKUE OCHOBbI, CETU NOoTpebuTeneit” pykosoanav Asa
Copoknagumka: LsnHblsao YaHb (Kutaiickaa HapoaHas Pecnybivka) U Poman Abune Yay (CeTb adpuKaHCKMX
notpebutenen KT (RECATIC), BeHWH); 1 AeBATb Ha3HaYeHHbIX 3amecTuTenei Joknaadmka: Maaxkua Xanua Anb-
Banywwim (PerynatopHbiit opraH anekTpoceasyu Omara (TRA), OmaH), 3a8a Anstemap (fantn), PomeH Crsa Msese
(AemokpaTtmnyeckan Pecnybanka KoHro), Aso Cutcope MasyeHa lamo (Toro), CtaHucnac KaHsonu Kaky buaxke
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Pe3ome

i. BeeneHune

CTpemnTenbHoe pasBuTMe TeXHONOMMIA Bbi3BANO PEBO/IOLMIO, KOTOpaa He obolia CTOPOHOM U CeKTop
3/71EeKTPOCBA3M, Cepbe3Hble M3MEHEHMA B KOTOPOM MPUBEAN K 3HAYUTENIbHON AMBEPCUUKALMM TEXHONOTUI 1
YCAYT, AOCTYMHbIX COBPEMEHHOMY noTpebuTento.!

OueBUAHO, YTO MHTEPHET U LMdPOBbLIE TEXHOMOTMM NPeobpasyoT M1p, NpeanaratoT npeanpPUHUMaTeNam u
noTpebuTenam Maccy BO3MOMXKHOCTEN W Aaxke NO3BOAAT NoAydaTensm ycayr npeanaratb M NpoM3BOAMTb
KOHTEHT, OCTaBasACh Npu 3ToM notTpebutensmm (MHoraa HasbiBaeMbiMKM “npocbiomepammn”). Takme n3ameHeHus
OKasanu BAMAHME Ha POCT notpebHocTen B obecnedyeHnn MHOOpMaLMeEN N LIMPOKOMNONOCHOW CBA3LIO U
npenocTasuaM notpebutenam 60/blle BO3MONKHOCTEN ANA MPUMEHEHMWa MOoTeHUMana CBOero pacTyllero
cnpoca M UCnoab3oBaHMA MHGOPMALMOHHO-KOMMYHUKALMOHHbIX TexHonornin (MKT) Ha pbiHKkax. OgHaKo, ecan
ByayT NPOOOKATbL CyLWECTBOBATL Bapbepbl, OrpaHUYMBAOLLME UCTONb30BaHME U BHEAPEHME 3/1EKTPOCBA3N/
MKT, rpakaaHe mMoryT He y3HaTb O TOoBapax M ycayrax, NepcrnekTuBbl MHTePHEeT-KOMMNaHWi 1 CTapTanos
ByayT orpaHuUyeHbl, a NpeanpuHMMaTenn U NpaBMUTeNbCTBA HE CMOTYT B MOJIHOWM Mepe BOCMO0/1b30BaTbCH
NPenMyLecTBammn LMGPOBbIX MHCTPYMEHTOB UM UCMOAb30BaTb MX Ha B1aro CBOMX rpaxaaH.

CeroaHs, 6narofaps MHHOBALMOHHbBIM TEXHONOMMAM, Pa3BUTUIO MPOMbILWIEHHOCTU U PbIHOYHO KOHKYPEHLMK,
nepes nosb30BaTeNIAMM 3/1EKTPOCBA3M OTKPbIBAETCA HO/IbLIE KOMMEPYECKMX BOSMOXKHOCTEN, HO OHU TaK:Ke
CTa/IKMBAKOTCA C MOCTOAHHBLIMM U3MEHEHMAMK Habopa NOTPEBUTENLCKMX NPaB, MX XapaKkTepa U BAUAHUA.
Mockonbky VKT cunTatoTcs GpyHAAMEHTOM SKOHOMMUYECKOTO M COLMANbHOMO Pa3BUTUA, SKOCMCTEMA BbIPOC/A,
1 Tenepb B Hee BXOAAT OnepaTopbl M NOCTaBWMKK yeayr B obnacti MKT v 3/1eKTpOCBA3K, @ TaKKe NapTHepsb!
M3 APYTUX CEKTOPOB, BK/IOYAA 34paBOOXPaHeHre, 0bpa3oBaHmMe, TPAHCMOPT U GUHAHCHI U T. 4. PerynatopHble
opraHbl BO BCEX CEKTOPAX [OMKHbI CO34aTb cpeay, 6AaronpuUaTHYO 418 HOBOW KOHBEPTMPOBAHHOM LiMdPOBOIA
3KOHOMMKM, MPY 3TOM pacTeT NOTPeHbHOCTb B MOHUMAHWUU NOTPEBUTEN MM NPENMYLLECTB KOHBEPTMPOBAHHOM
UMDPOBON SKOHOMMKM.

CeKTop pa3suTma anekTpocssasn MC3 (MC3-D), Kak 1 paHee, 0CO3HAEeT BasKHOCTb 3aLMTbl Npas noTpebutenen, 8
4aCTHOCTM B OTHOLLEHWUW HEOOX0AMMOCTH 06MeHa MHbOPMaLLMEN 06 yYpeRaeHNAX, NONMUTUKE U PErYIMPOBaHUH,
a TaKKe nepesoBbIM OMbITOM YNpPaBAeHWA roCyAapCTBEHHbIMW PEryaATOPHbBIMIU OpraHamm 1 notpebutenamm
YCNYT 3/1EKTPOCBA3N BO BCEM MUPE.

B 2014 roay BcemmnpHasa KoHGepeHUMa No pa3suTUIo an1eKTpocBaA3mM (BKPI) onpeaenvna uccneayemslin Bonpoc
6/1, NpeaAMETOM KOTOPOro ABAAETCA MHGOPMaLMA A8 NOTpebUTesen, Ux 3allmTa 1 Npasa, 1 KOTopbI onupaerca
Ha HapabOTKM UcCNefoBaTeNIbCKUX KOMUCCUIA M PeKOMEHAAUMM, NOCTynatoLLMe OT KOHCYNbTaTUBHOW rpynmbl Mo
pa3BUTUIO aneKTpocBasm (KMP3) B TeueHme nccnenosatenbckoro nepmoaa 2014—2017 ronos.

ii. Mpeablaywan pabota

B 3ak/ounTeIbHOM OTYeTe no Bonpocy 18-2/1 3a nccneaosatensckuii nepmos 2010-2014 roaos? 6611 caenaH
BbIBOA, O TOM, YTO HOPMATMUBHbIE MONOKEHWS, PETYINPYIOLLME 3aLMTY NPaB NoTpebuTenel B KOHBEPrUpyoLLen
cpefe, A0MKHbI ONMPaTbCa Ha BoceMb PykoBoaAlMX NpuHUMNoB OpraHusaumnmn Ob6beamHeHHbIX Hauuii no
3aliMTe nNpas noTpebuTenen:

1) npaBo Ha yA0BAETBOPEHME OCHOBHbIX NOTPebHOCTEN;

dusmyeckme 1 topuandeckmre anua, npuobpeTatolme an UCnonb3ytolme NPOAYKTbl UAN YCAYTKU, KOTOpble npeanaratoTcs
Ha pbIHKe, AnA Ntobbix Leneit, Kpome npodeccnoHanbHbIX. paxkaaHe Bnepsble OblIM NPU3HaHbLI Ha 0PULMANBHOM YPOBHE B
KayecTse notpebuteneit 15 mapTa 1962 roaa, koraa npesunaeHT [xkoH ®. KeHHean npoBoaa BU/b 0 3aLLmMTe NpaB ameprKaHCKMX
notpebuteneit, 3aasun 8 KoHrpecce, 4o “notpedbutent [...] ABNAIOTCA KpynHeWLLein SKOHOMMUYECKOK rpynnow BO BCEM SKOHOMMKE,
KOTOPas 3aTParMBaeT M Ha KOTOPYIO BAMAET NMPAKTUYECKM KaXKL0e rocyaapCTBEHHOE M YaCcTHOe SKOHOMMYeCKoe pelueHue. [...]
Ho [...] K X TOYKe 3peHuns 4acTo He npucaylimsatotca”. Takum obpasom, NnoTpebuTenn — 3To MOLLHbIE SKOHOMMUYECKME areHTbl,
KoTopble GOPMUPYIOT TOBApHbIE PbIHKM U, CIe0BaTENbHO, Pa3BUTUE YeNOBEKA M SKOHOMUKMU.

OTtyeT no Bonpocy 18-2/1 3a uccnegosatensckuii nepuog 2010-2014 rogos — ObecnedeHmne BbINONHEHNUA HALMOHANbHOM
NOAUTUKM N HOPMATMBHbIX MOMOKEHWI B 061aCTL 3alWmThl NOTpebuTenein ocobeHHo B KOHBEPTUPYIOLLEX cpeae, NpeacTaBneH
no agpecy: https://www.itu.int/pub/D-STG-5G01.18.2-2014.
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2) NpPaBo Ha rapaHTUIO Ha MNPOAYKT;

3) npaso Ha MHGoPMaLMIo;

4) npaBo Ha BbIOOP;

5) npaso 6bITb NPeACTaBAEHHbIM;

6)  NpaBoO Ha KOMMEHcaLWIo;

7)  npaBo Ha NpoCBeLLleHNE;

8)  MpaBO Ha YWCTYIO OKPYKatoLLyto cpeay?.

HaunoHanbHble NOAUTUKM M HOPMATKBHbIE NMOMOKEHWA, PETYANPYIOLLME 3aLWTy NpaB NnoTpebuteneit B anoxy
KOHBepreHumn, B bonblumHcTee Tocyaapcts-YneHos MCD Bce ellle HaxOAATCA Ha PasHbIX 3Tanax pPasBUTUS.
MHbpacTpyKTypa WHMPOKOMONOCHOM CBA3W U HOBbIE YC/YTU, KOTOpble OHa MOAAEPKMBAET, B OONbLUIMHCTBE
Pa3BMBAOLLMXCA CTPAH 3HAYUTENBHO IBOMOLMOHNPOBANN. Tem He MeHee, HaLLlMOHaIbHOE 3aKOHOA4ATENbCTBO
1N HOPMATMBHbIE MONOKEHWA, HAaNPaBAEHHble Ha 3aliMTy npas notpebuteneit yenyr UKT 1 aneKkTpocsasw, B
OCHOBHOM OCTAlOTCA HE3aBEPLUEHHBIMWN Y HECUCTEMHbBIMMU.

B Otuete no Bonpocy 18-2/1 onpeneneHbl YeTbipe NPUHLUMNE B OTHOLEHNM HOPMATUBHbIX MONONKEHWUIA 1
06A3aTeNbCTB MO 3aluUTe Npas notTpebutenein:

1) NepecmoTp TEKCTOB, OTHOCALLMXCA K 3NEKTPOCBA3N U UKT, Ans afanTaumm UX K KOHBEPTUPYIOLLE cpeae
C YKasaHMeMm npas Ha noaayy *Kanobbl B Lefax obecneyeHms 3alimTbl Npas noTpedbuTesnen, CBA3aHHbIX C
HOBOW cpenom.

2)  Pa3paboTka TEKCTOB O NpaBax 1 06A3aHHOCTAX NOTpebuTenell B KOHBEPTUpPYIOLLe cpese.

3)  MNomouwpb B dopme cybcmamii, BbiNaavyMBaembix accoumaumam no 3aumte npas notpebutenein ana
bUHAHCMPOBAHMA UX [EATeNLHOCTM NPM YETKO ONPeAeNeHHbIX PEryATOPHbIX YCAOBUAX M MEXaHM3MaX.

4) OnpefieneHune NOCTOAHHOW CTPYKTYPbI AN1A AMaN0ra MeXy acCoUmMaLLMaAMM NoAb30BaTeNel 1 PerynaTopHbIM
OpraHom B 06/1aCT anekTpoceasun 1 UKT, c 04HOM CTOPOHbI, 1 MEXAY accoLMaLMAMM NOAb30BaTeNEN U
onepaTopamm 1 noctasuyKkamn yeayr MKT, ¢ Apyroi CTOPOHbI.

B OTueTe TakKe oTMeyeHa HeO6XO,£],l/II\/\OCTb KoopAnHaUMn mexxay CTPYKTypamm, y4acTByrOWMMIN B AeATE/IbHOCTU
no 3aunTe npas |'|0Tpe6V|Tenel71, n npegnoxeHo ABa BapnaHTa:

1)  ObecnevyeHune KOOPAMHALIMM MEX DY accoumalmamm noTpebuTenei B cekTope anekTpocsasm n UKT.

2)  YKpenneHue coTpyAHWYECTBA MEXAY OTPAC/NEBbIMM PErYAATOPHBIMM OPraHamu B LEeAX Iydllel 3aLimTbl
npas notpebuTenen.

B oTyeTe TakKe roBopmaoch 06 MCNONb30BaHUM TEXHONOMMI, MEXAYHAPOAHOM COTPYAHUYECTBE M OOMeHe
OMbITOM, MPOCBELLEHMM, UHOOPMUPOBAHMM 1 Pa3BUTMM NOTEHLMANA accoLmMaLmMii noTpebuTenein. HakoHel, 6biam
[aHbl HEKOTOPbIE NMPUMEPbI NEPEeOBOro ONbITa U OnpeaeneHbl PYKOBOAAWME NPUHLMMBI MO KOHBEPreHUNN,
NMpM3BaHHbIe 3aWUTUTb NOTPEOUTENEN B KOHBEPrUpPYIOLLEN cpeae.

iii. OXKnpgaemble pesynbraTbl

B onpeneneHnn Bonpoca 6/1 ckasaHo, 4To MHbopmauma ana notpebuteneit u npasa notpebutenen
nprobpenv NepBOCTENEHHYIO BAXKHOCTb, M YTO 3Ta TEMA A0/IKHA CTaTb NPeAMETOM OTAE/IbHOrO UCCAeA0BaHMA.
MiccnenoBaHue, NpoBeeHHOe B TedeHue NocAeIHero MCCAea0BaTeIbCKoro LMKAa, ONMPaeTca Ha cAaenaHHble
paHee BbIBOAbI MO OCHOBHbIM BOMPOCAM 3alMTbl NOTpebuTenen, B HaCTHOCTH B KOHBEPreHTHOW cpeje, a TaksKe
no obecneyeHuto BbINMOMHEHMA 3aKOHOB, BK/OYAs COOTBETCTBYOLLEE HAaUMOHANbHOE 3aKOHOAaTEeNbCTBO,
METO/AbI, MPOLEAYPbI U CAHKLMM.

B nepunopn 2014-2017 ropos UccnegoBaHUo NogaexaT ceaytoline BONpochl:

1)  OpraHu3auMOHHble MeToAbl W CcTpaTernu, paspaboTaHHble OOLUECTBEHHbIMM YUYPEKAEHUAMM MO
3almMTe notpebutenein B OTHOLWEHUN 3aKOHOAATEIbCTBA, HOPMATUBHbIX MOMOKEHUI U PErynaTOpHOM
OEATeIbHOCTH.

3 Pesontoums OOH 39/248 ot 16 anpensa 1985 roaa.



2)  MexaHM3Mbl W CpeAcTBa, BBEAEHHble B AENCTBME PErylaTOPHbIMKM OpraHamu, ornepaTtopamu u
NOCTaBLUMKAMM YCIYT U yUpesKAeHUAMM NOo 3alumTe noTpebuTeneit ans nHGOpMMPOBaHUsA NoTpebutenen,
B 4aCTHOCTM B Pa3/IM4YHbIX PACCMaTPUBAEMbIX MPEAMETHbIX 061acTAX.

3) Ponb MexayHapoaHbIX, PETMOHANAbHbIX M HALMOHANbHbIX OPraH13aUMii No 3aluTe npasB noTpebutenein
YCAyr anekTpocsAasn un KT

4)  Jltobble 3KOHOMMYECKME U GUHAHCOBLIE Mepbl, MPUHATbIE HALMOHANbHBIMK OpraHaMu B MHTepecax
notpebuTtenen ycnyr anektpoceasmn n MKT, B 4acTHOCTM 0CObbIX KaTeropmin nosbsosateneit (nuu, c
OrpaHMYeHHbIMU BOSMOXHOCTAMM, KEHLWH U AeTel).

5) Mpobaembl, CBA3aHHbIe C OKa3aHMEM HOBbIX KOHBEPTMPOBAHHbIX YCYT, KOTOPbIE KacatoTcs 3alimTbl
notpebutenen, a TaKkKe MOAUTMKA, HOPMATMBHbIE MONOXKEHWA W MpaBWaa, yCTaHaBAMBaeMble
HaUMOHaAbHbIMU perynatopHbiMn opraHamu (HPO) ana 3awmTtel noTpebuTtenelr oT BO3MOMKHbIX
3/710ynoTpebaeHNin CoO CTOPOHbI ONMEPaTOPOB M NOCTABLLMKOB 3TUX KOHBEPTMPOBAHHbIX YCAYT.

B KOHUe nccnenosaTenbCKoro nepruoa OXMAaTCa cieyrolme pesynsraThl:

- OtuyeT locypnapctBam-YneHam M YneHam CeKTOpOB, opraHM3auuMaAm Mo 3awuTe noTtpebuTtenen,
onepaTopam 1 NMOCTaBLLUMKaM YCayr, B KOTOPOM ByayT onpeseneHbl pyKoBOAALLME YKa3aHUA U NPUBEAEHDI
npuMepbl NepesoBoro onbiTa, HeoHxoAWMble ANA OKa3aHWA MOMOLLM STUM Y4aCTHUKAM B HaXOXKAeHMM
MHCTPYMEHTOB, HEOBXOAMMbIX A1 MOBbILEHMA YPOBHSA KY/IbTYpPbl 3aWnTbl NOTpebuTenen, B Tom 4To
KacaeTcA MHbopMaL K, NOBbIWEHMA OCBEAOMNEHHOCTH, yieTa OCHOBHbIX NPaB noTpebuteneil 8 3aKoHax 1
HaLLMOHA/bHbIX, PEFMOHAbHbIX UM MEXKAYHAPOAHbBIX PErYIATOPHbIX IOKYMEHTAX 1 3aluTbl noTpebuTenen
npw oKasaHum NbbIX yeayr anekTpocsasm n VKT,

- OpraHu3aums pernoHanbHbiX CEMUHAPOB MO 3awWwmTe notpebutenein Ha Temy "MHbopmauma ans
noTpebuTenew, ux 3alimTa U Npasa, 3aKoHbl, SIKOHOMUYECKME U PUHAHCOBbLIE OCHOBBI, CETU NOTpebuTenein".

iv. BKknagpbl U pesynbTaTbl UccnegoBaTenbckoro nepmnoaa 2014-2017 ropos
BKnaAbl U UCTOYHUKU UCNO/Ib3yembliX B paGOTe maTtepuanos:

B 4OMNOIHEHME K BKAAAaM, NO/YYEHHbIM B TEHEHME MCCNeN0BaTeNbCKOrO NEPUOAA, 1 Ha OCHOBAHMM PE3Y/I6TAaTOB
npeaplayLero UCcae0BaTeIbCKOMO Neproaa 06Cya4anoch HECKObKO OTYETOB M MHWLMATMB MO HACTOALLEMY
Bonpocy 6/1:

- MC3: MC3 nonyynn oTBeTbI Ha CBOM ONPOCHWK No perynmposaruto 2015 roaa. MHorne sonpockl Obiau
CBA3aHbI C 3aLLMTON NOTPebUTENEN, Y 3TU BOMPOCHI BOW/W B CYLL,ECTBYHOLLMIM OTYHET.

- CoBeT eBpOneiiCcKUX PerynaTopHbIX OPraHoB B 06/1acTu aneKTpoHHoM cBasu (BEREC): 14 Toro 4To0b!
BEREC 1 HaumoHanbHble perynatopHble opraHbl (HPO) npeactaBaanm AMHAMUKY PbIHKA B OTHOLIEHWUM
cetesoro HelTtpanuteta (NN), B YaCTHOCTM C TOUYKM 3peHUsA KOHEYHOro nosb3osaTens, BEREC 3akaszan
nccnefosaHve notpebutenelt, Leib KOTOPOro — AOCTUYb MOHMMAHWUA TOTO, Kak NoTpebuTenn oLeHnBatoT
CeTeBOW HeMTpanuTeT, 1 KabUHETHOE nccaenoBaHMe ¢ Lenbto cbopa obueaocTynHon nHdopmaummn oo
MCNOMb30BaHMMN MHTEPHETA noTpebuTenamm.*

- PykoBoasawmMe npuHumunbl OpraHusauum O6beauHeHHbIX Hauuii no 3awuTte npas nortpebureneii
(UNGCP): OaH1M 13 pesynsTaToB nepecmoTpa PykoBoaaLmMx npuHumnos OpraHmsaummn O6beamHeHHbIX
Hauuii, peweHne o KoTopom 6110 NPUHATO Ha KpynHoW KoHpepeHuun KOHKTAL B *KeHese B ntone 2015
roaa, CTaHeT yyylleHune 3aLmTbl II0AEN, MOKYNaoWMX TOBAPbl B OHIAMHOBOM PEXKUME, KaK B Pa3BUTbLIX, TaK
1 B pa3BMBatoLLMXCA CTPaHax. B HanpasneHHom B feHepanbHyto Accambneto Opranm3aunm ObbeanHeHHbIX
Hauuit npeanoxeHum conepmntcs npocbba o Tom, 4tobbl FOHKTAL co3nana MenpaBUTENbCTBEHHYO
rpynny sKCnepToB NO 3aKOHOAATENbCTBY M MNOAUTUKe B 061aCTM 3alumThl NoTpebuTenein, KOHTPOAMPOBana
BHeApPeHMEe PYKOBOAAWMX MPUHLMMOB M obecrneynBana TeEXHUYECKOe COTPYAHMYECTBO U passutme
noTeHUMana ANA Pa3BMBAIOLLMXCA CTPaH M CTPaH C NepexoAHON akoHomukon. ObHoBaABLUMECA B
nocnenHuii pas B 1999 roay npuHumnsl UNGCP TpebytoT nepecmoTpa B MMpe 371eKTPOHHOM KoOMMepLUMn
M MOKYMOK B CETW, a TaKXKe B ApYrnx 0b6nacTax, cpeam KoTopbix GUHAHCOBbIE YCAYrW, SHEPreTUKa,
KOMMyHa/lbHble YCAyru u Typu3m. B PykoBoasALLmMe NPUHLMMbGI BOW/IM BaXKHble MPUHLMMbLI PaBEHCTBA

4 http://berec.europa.eu/eng/document_register/subject_matter/berec/reports/5024-berec-report-on-how-consumers-value-

net-neutrality-in-an-evolving-internet-marketplace-a-report-into-ecosystem-dynamics-and-demand-side-forces.



http://berec.europa.eu/eng/document_register/subject_matter/berec/reports/5024-berec-report-on-how-consumers-value-net-neutrality-in-an-evolving-internet-marketplace-a-report-into-ecosystem-dynamics-and-demand-side-forces
http://berec.europa.eu/eng/document_register/subject_matter/berec/reports/5024-berec-report-on-how-consumers-value-net-neutrality-in-an-evolving-internet-marketplace-a-report-into-ecosystem-dynamics-and-demand-side-forces

obpallleHna c NoTpebuTensiMm, CoBepLLIAILLMMM MOKYMKM B OHNAMHOBOM M 0GNaHOBOM Cpesie, 1 3aLUThl
KoHOMAEHUMANbHOCTX NoTpebutenei.”

- PerynatopHbiA opraH anektpoceasn UHaum (TRAI) BbinycTUA HOBble HOPMATUBHbIE MOOKEHWS,
Tpebytouime, 4yTobbl onepaTopbl MHOOPMMpPOBaAM noTpebutenen 06 MCNONL30BAHUM AAHHbLIX, W
06A3bIBatOLLME KOMMAHMUM 3/1EKTPOCBA3M Mepes aKkTMBaUWeln ycayr nepefayun AaHHbIX Nonyvatb
ABHOE cornacue nosb3osateneit. TRAI OTMETWA, YTO 3aKa3uYMKM YacTo KasoBa/IMCb Ha HEAOCTATOYHYHO
NPO3PayYHOCTb B OTHOWEHMW Obbema nepesayn AaHHbIX, B pe3ynbraTe KOTOPOW OHU BbIXOAMAW 33
yCTaHOBNEHHble Npeenbl (ecM TaKoBble NPUMEHANNUCH) U HECWU AOMNONAHUTENbHbIE pacxoabl. Janee,
TRAI coobLumn, YTo Nonyyan anobbl MO NOBOAbI aKTUBALMM MHTEPHET-CNYKO Ha YCTPOMCTBAX NOABWKHOWM
cBA3n H6e3 cornacma aboHeHTa, YTO ONATb-}Ke NPUBOAMAO K PACXOLOBAHUIO LOMNOAHUTENBHOINO 06bema
nepeaauv AaHHbIX U AONONHUTENbHO onnaTe.®

- B pamkax paboTbl B TEYEHME UCCNEA0BATENbCKOMO Nepuoaa TakKe Bbln NPoBeAeH PA, PEerMoHaabHbIX
CeMUHapOB, M oTYeT 060raTUACA, B TOM YNUC/IE, BKNAZAAMM CO CTOPOHbI APYrMX CEMUHaPOB:

e MC31TRAIB 2016 rosy COBMeECTHO NpoBenn B IHAMM perMoHasibHyto Nporpammy npodeccnoHanbHom
MOArOTOBKM Ha TeMY 3alluTbl NpaB noTpebuTteneit. MpeseHTaums v OTYET A0CTYMNHbI Ha Beb-cainTe.’

e MC3 ¥ MUHUCTEPCTBO NMPOMBbIWAEHHOCTU Y MHPOPMALMOHHBIX TexHonornii Kutaa (MIIT) B Hoabpe
2016 roga coBmecTHO opraHm3osanu B HyHuwmHe, KuTaitckaa HapoaHas Pecnybawvka, pervoHanbHbli
CEMMHAP-NPAKTMKYM Ha TeMy 3aLLMTbI NpaB notpebuteneit. MpeseHTauma v OTYET AOCTyMHbI Ha BeO-
caite.®

e B mapte 2017 ropa 8 KoToHy (BeHuH) Bbln NpoBeaeH pervoHanbHbIli CEMUHAP-NPAKTUKYM MO
BO3MOMHbIM pPELWEeHNAM CYyLLECTBYIOWMX W NoABAAIOWMXCA Npobaem B 06/1acTV 3aWMTbl NpaB
notpebuTenei B LMGPOBON BEK, CTOALLMX NEpes, PEryNATOPHbIMIU OpraHamu B 061acTV 3N1EKTPOCBA3M
1 PAZMOBeLLAHNA, a TaKKe KOHBEPTMPOBAHHbIMU PEryNATOPHbIMK opraHamu. MeponpusaTtue 6bi1o
opraHmsoBaHo MC3 B coTpyaHWYecTBe ¢ MUHUCTEPCTBOM LIMDPOBOI 3KOHOMMKM 1 CBA3M Pecrnybanku
BeHuH. MpeseHTaummn 1 oT4eT AOCTYMHbI Ha Beb-caitte.’

Pesynbrarhbl:

B HacTosAwem oT4yeTe TUIaTe/bHO NPOAHAM3MPOBaHbI MPOLLECChI, MPOUCXOAALLME B BbICTPO M3MEHAOLWeMCs
MWpPe, B YaCTHOCTU B UHAYCTPUM aneKTpocBA3n. OH OXBaTblBaeT MHOXECTBO TeM, Hanpumep, CUTyaLmto
notTpebuTenamm ycayr sN1eKTpoCBA3M U nNporpecc B 3Toi 0baacTtu, npobaembl 3alMTbl Npas noTpebutenei
YCNYT 9NeKTPOCBA3M, MHCTUTYLIMOHAIbHYIO OCHOBY NpaB NoTpebutenen ycnyr sNeKTPOCBA3N, SIKOHOMUYECKNe
acneKTbl 3alMTbl NpaB noTpebuTenen ycayr afekTpoCcBA3M, M HaKoHel, COAepPKMUT 0030p rnobasbHbIX
TeHAEHUMI NoTpebneHna KOMMYHMKaLMOHHBIX yCayr. B Hem npeanpuHATa nonbiTka 0606LLeHmAa nmetoLeroca
onbiTa focyaapcTe-YneHos MC3, B TOM YMC/ie OTYETOB MENKAYHAPOAHbIX OPraHM3aLmMii U 3aKOHO4aTebCTBA
N HOPMATMBHbIX MOMIOXKEHWUM HALMOHANbHbIX PErYIATOPHbIX OpraHoB. Ha 6a3e 3Tnx GaKTUYECKUX AAaHHbIX
YyMTaTeNto OTYeTa NpeaaraeTcs pad PYKOBOAALLMX NMPUHLMMIOB, MNOME3HbIX KaK A1A YH4aCTHUMKOB PbIHKA, Tak U1
ONA ONPEKTUBHBIX U PErYNATUBHBIX OPraHoB.

Huxe nepeymcneHsbl Hanbonee BaxHble NPUHUMMbI (CFII/ICOK ABNAETCA HEI'IO/]HbIM)Z

- HeobXoAMMOCTb B CNPaBeaIMBOM 1 PaBHOM 0bpaLLeHNK;

- HEeobXOAMMOCTb PACKPbITUA MHGOPMALLMM U MPO3PAYHOCTH;

- HeobXxoAYMOCTb MPOCBeLLeHNA NOTPebuTeNnei 1 NoBbIWEHUA UX OCBEAOMNEHHOCTH;
- rapaHTUA 3aLWMUTbl KOHOUAEHUMANBHOCTK;

- onpefeneHne MexaHM3MoB *anob v Cnopos;

- bopmmupoBaHmMe noBepus NoTpebuteneit B cpeae KOHBEPrMPOBaHHbIX YCYT;

> http://www.consumersinternational.org/news-and-media/news/2015/07/ungcp-revision_july2015/ n http://unctad.org/en/
pages/newsdetails.aspx?OriginalVersionID=1034&Sitemap_x0020_Taxonomy=UNCTAD Home;#2039;#7th UN Review Confer-
ence;#1475;#Competition Law and Policy.

6 http://www.itu.int/en/ITU-D/Regional-Presence/AsiaPacific/Pages/Events/2016/Mar-ITU-TRAI/home.aspx.

Tam xe.

8 http://www.itu.int/en/ITU-D/Study-Groups/2014-2018/Pages/meetings/china-nov16.aspx.

°  http://www.itu.int/en/ITU-D/Regulatory-Market/Pages/Events2016/Benin/Home.aspx.
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yCOBEPLIEHCTBOBAHME 3aKOHOAATE/bCTBA M HOPMATMBHbIX MOMOMKEHWUA, aAanTUPOBaAHHbLIX K
KOHBEPrMpPoBaHHOMY LiMGPOBOMY MUPY;

co3faHve B1aronpuATHBIX YCNOBWIA ANA “YyMHOr0” perynmpoBaHna 3a cHeT M3MeHEeHMA TPaANLMOHHbIX
bYHKUMI, HAaNpUMep, BbIXOAa Ha PbIHOK M MPUCOeAMHEHUS;

Co3aHMe MexaHM3MOB COBMECTHOIO peryinpoBaHnA nNpaBnUTe/IbCTBEHHbIMK OpraHamMmu, OTPaCIAMK PblHKaA
n I'IOTpe6l/IT€l'IbCKMN\VI OopraHM3aunamn.







BOMMPOC 6/1: MHbOpMaLma 4ns noTpebuTesen, nx 3alumTa 1 npasa: 3aKoHbl, HOPMATMBHbIE MOIOKEHWS, IKOHOMMYECKME
OCHOBbI, CETU NOTpebuTenen

1 MABA 1 — MNoTpebutenun ycnyr sNeKTPOCBA3M U UX NPaBa: TeKyLLanA
cuUTyauma 1 nporpecc

1.1 UcTopuyecKkana cnpasKa: OT N0/Ib30BaTeNA 40 I'IOTpE6MTEI'IFI

3a npouweatune 150 net onpeaeneHmne NotTpebuTens ycayr sNeKTPOoCBA3MN 3BOOLIMOHMPOBAIO 1 TENEPb BKOYAET
nonb3osaTtenein TenedpoHHON cBA3M, MOOMIBHOW CBA3M U MHTEPHETA, NPW 3TOM Bce OO/blie pa3MblBaeTCA
rpaHMLa Mexay nonb30BaTensMmn “TpaauUMOHHON” 3N1eKTPOCBA3K M MOAb30BaTENSAMMN UHTEPHETa. CeroaHs
noA onpeaeneHne NonagatoT TakxKe Noib3osaTenn MHGPaACTPYKTYpPbl, OKOHEYHOro 060PYA0BaAHMA N CETEBbIX
pPEecypcoB, a TakXKe nosib3osaTesnelt BusHec-cayK0 1 ycayr No NpeaocTaBieHUIo KOHTeHTa. MoTpebutenamm
YCNYT 3/1eKTPOCBA3M CeroHA ABNAITCA BCE NOAb30BaTENM NOTPEBUTENbCKUX NPOAYKTOB TPAAMLMOHHbIX CETEN
W YCAYT 3N1EKTPOCBA3N, TaK U MHTEPHETA.

Cpeﬂ,m N3MEHEHWM, C KOTOPbIMK CTaZIKMBAKOTCA NMO/1Ib30BaTE/IN U I'IOTp66l/ITEIWI, MOXHO OTMETUTb TaKKne:

1) cohepa NPoAYKTOB U YCAYr NPOAOKAET PACWIMPATLCA;

2)  Nonb30oBaTENM U NMPUMEHEHMS HE NepecTaloT U3MEHATLCA;

3)  nonb3oBaTENAMM TENEPb MOTYT ObiTb HE TO/IBKO MNt0AK;

4)  mofenb MnoBeAeHUA MEHAETCS — MPOUCXOAUT Mepexod OT MHAMBMAOYA/bHOrO K COBMECTHOMY
MCMNONb30BaHMIO;

5)  [AeicTBMA MHBECTOPOB, ONEepPaTopPOB, MOCTAaBLLMKOB YCIYT U NOTpebuUTeNe, a Takke peryaaTopHbIX 0praHoB
BO BCEX CEKTOpax, CTaHOBATCA 6o/1ee CKOOPAMHUPOBAHHbLIMM.

- MpoussoanTenm o6opyaoBaHUs, ONepaTopsl, NOCTABLMKNA YCAYT Y BMECTE C HUMU PEryaAaTOpHbIE U
[OVPEKTUBHbIE OpPraHbl aAanTUPYHOTCA K STUM M3MEHEHUAM, BHEAPAA MHHOBALLMOHHbIE MPOAYKTbI, YCAYTY,
KOHTEHT, MO/IMTUKY N HOPMATUBHbIE MONOKEHUA, YTODbI MATU B HOTY C U3MEHSAIOLLMMUCA NOTPebHOCTAMM
notpebutenen.

1.2 HoBble TeHaeHUMM B 06/1aCTU 3aLUTbI NPaB noTpebutenemn

CerofiHa nosefeHne notpedbutenein KT namersaetca. MNoTpedbuTenn akTMBHO MCMONb3YOT NPOAYKTbI U CYKObI
WKT ana TpaH3aKLmMi, COBMECTHOrO A0CTyNa U NPeAoCTaBNeHNA YCAYT, MEHAA XapaKTep CBOWX B3aVMOOTHOLLEHUI
€ npounsBoAuTensaMm obopyaoBaHMA, onepaTopamm, NOCTaBLWMKaMM KOHTEHTA, OTPac/ieBbIMM accoLMaLMaAMY,
rOCYA,apCTBEHHBIMU U APYITUMU YUPEKAEHUAMMW. XapaKTEPUCTUKM U TEHAEHLMMN PAa3BUTUA Npas noTpebuteneit
N VX 3aLLUNTbI U3MEHWUNCH, U MOXKHO OTMETUTbL CaeaytoLie 0cobeHHOCTU:

- LLInpoKuit Kpyr noTpebutenein ycayr anekTpocsasun. ViHHosaumm B obnact MKT paclumpatoT rpaHuupl
MHAYCTPUM MHOOPMALMMN U KOMMYHWKALLMIA, NPY STOM NMPOUCXOAMT SBOMNOLIMA XapaKTepa AeNCTBYOLMX NLL:
OT OTAE/bHbIX HOAEN K OPraHM3aUMAM, OT NH0AEN K MalUMHAM, OT OTAE/IbHbIX YCTPOMCTB K MHTEPHETY BCETO.

- BoraTcTBo NoTpebnsaemoro KOHTeHTa. biaroaaps CTPEMUTENIBHOMY PAa3BUTUIO CETEBbIX, BbIYMCUTEbHbIX
N UMGPOBbLIX TEXHONOTMIA MONb30BATENN 31EKTPOCBA3N MMEIKDT B CBOEM PACMOPAXEHUN He TONbKO
TepMUHanbl, nepeaady MHGOPMaLMU U ayaMOKOHTEHT. CeroaHs OHWM UMELOT AOCTYN K annapaTtHoMy U
nporpamMmmHomy obecrneyeHuto, LMGPOBOMY KOHTEHTY M LMBPOBbLIM YCyram, KOTOPble MOTYT AOCTaBAATLCA
B OHNAMHOBOM MK 0dNANHOBOM peXmnme — OT 06 EKTOB peasibHOro MmMpa A0 BUPTYalbHOM peasibHOCTH.

- Fnob6anusauma notpebneHua. YCKOPAIOLWAACA KOHBEPreHUMsa CeTeil 3N1eKTPOCBA3M U UHTepHeTa
nosaekna 3a coboit rMobannsaumio 1 COTPYAHUYECTBO MEXAY PA3AUYHbIMU PErMOHAMMU UK BHYTPM
TPaHCHALUMOHANbHbIX KOMMNaHWI, BAUAS B TO e BPEMA Ha PbIHKM TPY/Aa U BO3MOXHOCTM TPYA0YCTPONCTBA.
370 npoucxoauT Bo BCex cdepax, byab TO NPOM3BOACTBO, NPoaaXKa M 0BCayXKMBaHME anmnapaTHOro
obecnevyeHuns, nepesaya U COBMECTHOE UCMNONb30BaHWe LUMPPOBOro KOHTEHTa MAU NPeaoCTaBieHme
UMdpoBbIX yeayr. MeskayHapoaHbI POYMUHT AaHHbIX M 3N1EKTPOHHas Kommepums 6e3 rpaHuu, — oba
3TUX ABNEHMA ABNAIOTCA TUNUYHBIMM NPUMEPaMU CAeACTBUI robanmnsaumum.

- HeopgHopogHoCcTb mogenun 6usHeca. K ogHMM M TeM e ToBapam M ycayram, B 3aBMCMMOCTM OT
ocobeHHOoCTel NoBeAeHUs AN KOMMEPYECKUX Lenein, MoryT MPUMEHATLCA PasinyHble PbIHOYHbIE
ctpatern. OHM MoryT ObITb 6ECNNATHBIMK UK ONAAYMBATLCA B 3aBUCUMMOCTM OT BPEMEHM N0/1b30BaHNA
MU MPOMYCKHOM cNocobHOCTU. [1aTa MOXKET B3MMaTbCA C NoTpebuTenen nam ¢ NocTaBLLMKOB KOHTEHTA.
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- OuddepeHumnposaHme LeH. PasnnuHbie TOBapb! 1 YCIYTM XapaKTEPU3YIOTCA Pa3HOM PecypCoemMKOCTbIo

M Pa3HoI CTPYKTYpPOW CTOMMOCTU. ECIN He NPUMHMMATb BO BHUMAHWE AeHeXHbIN GakTop 1 0OMeHHble
KYPCbl, LeHbl OAHOTUMHbIX TOBAPOB U YCAYT MOTYT PA3InMYaThCs OT CTPaHbl K CTPaHe, a Pasnyua B LeHe
Ha pasHble ToBapsbl v ycayru byay elle 6onee 3HaunTENbHBIMM. [aXKe LieHbl Ha LUMPOKOAOCTYMHbIE YCAYTH,
COOTBETCTBYOLWME 0BWENPUHATLIM T106abHBIM TEXHUYECKUM CTaHAAPTaM, HanpUmMep, Ha NOABUNKHYO
rON0COBYIO CBA3b W NMOABUKHYIO Nepesady AaHHbIX, YaCTO 3aBUCAT OT CTPaHbI.

- HenoctoAHCcTBO KavectBa ob6caykusaHua (QoS). HecmoTps Ha To, YTO BEpXHME rpaHmLbl KauyecTBa

TOBapoB 1 ycnyr KT 06bl4HO ONpeaensoTca TeXHONOMMAMK, Ha Pe3yNbTaT MOTyT TaKKe BAUATb NpaBuia
PbIHOYHOW KOHKYpeHUMW. HaumoHanbHble TEXHONOTMYECKMe CTaHAAPTbl, MOAUTUKA M HOPMATUBHbIE
NOOXKEHMS YacTo ONPEeenatoT MUHUMAaIbHble TPeHOBaHMS, HO Ha KAYECTBO ODCYKMBAHNA MOKET TaKKe
B/IMATb OTKPBITOCTb AOMALLHEro M 3arpaHMYHOrO PbIHKOB. PbIHOYHbBIE YCI0BUA U perynaTopHaa NoanTUKa
MOryT TaKKe TpeboBaTb Hosiee 4eTKOro MHGOPMUMPOBAHMA NOTPEBUTENEN.

- OTBeTCTBEHHOCTb U 6pemsa AoKasbiBaHMA. /13-3a 60/1bWOr0 YMcna OnepaTopos M MOCTaBLMKOB
MHOOPMALMOHHBIX M KOMMYHMKALMOHHbIX YCAYT, AMBEPCUOUKALIMM YCAYT U CIOKHOM LeNoYKM MoCTaBoK
TOBAPOB U YCAYr OTAENbHOMY NOTPebuTento 4acto BbiBAET CNOKHO ONpPeaenTb UCTUHHBIN yiiep6
OT HeyA0BNETBOPUTEIbHOTO NPeAOoCTaBAeHUa yCyr. ITO YacTo BedeT 3a coboit obotoaHoe Hpems
[10Ka3bIBaHWA, 0COBEHHO B CyYasX C OHAAMHOBLIMW TPAH3aKLUMAMM.

- CnoxHocTb obecneueHua 6esonacHoctn. Mpobaembl 6e30MacHOCTM MOryT 6biTb CBA3aHbl C
NO/Ib30BATE/ILCKUMM TEPMUHANAMM UM C COBAMHEHUAMM, YCIYTaMU UM KOHTEHTOM, NPEAOCTaBAAEMbIMM
npoussoamTenammu obopyaoBaHus, onepatopamm ceTel, NoCTasLLMKaMIU KOHTEHTa UaK yeayr. MHorme
npobsembl HaxoaATCA BHE Chepbl KOHTPOA OTAENbHOW CTPaHbI. JAUPEKTUBHbIE 1 PEeryIaTOPHbIE OpraHbl
BO BCEM MUPE yaenatoT Bce 6o/bliee BHMMaHVe 6e30MacHOCTM NepCoHabHbIX AaHHbIX U aHHbIX B CETU.
YT0b6bI CMPaBUTLCA C YCAOKHAIOLLENCA 3ada4elt obecneyeHuns ceTeBoi U MHGopPMaUMOHHOM He3onacHoCTH,
HeobXoAMMbl COBMECTHbIE YCUNS.

1.3 Yt0 BXOAMT B NpaBa NoTpebuTenel: MexayHapoaHas cuTyaumsa

1.3.1 Ob6uwana cutyaums

Y notpebuTtena ectb NpaBo ObiTb YA0OBAETBOPEHHbIM TOBAPOM WM YC/AYrOW, B TOM 4YUC/le B TeyeHue
onpeseneHHoro BpemeHu nocse nosy4eHna 3Toro Toeapa Uam ycnyru. Mo cpaBHeHWO ¢ NOCTaBLLMKaMMK,
noTpebuTeNn 3a4acTyto HaXoAATCA B MEHEE BbITOAHOM MOOKEHWMU C TOUKM 3PEHMS 3alMTbI X COBCTBEHHbIX
npaB M MHTEPECOB, YAaCTO M3-3a OTCYTCTBMA AOCTYNa K MHOOPMaLMKM, HELOCTATKa 3HAHMIA 1 HABbIKOB, a TaKKe
BCNEACTBUE BAUSHUA BHEWHUX CU M APYrMX GaKTOPOB. [1paBUTENBCTBA M MEXKAYHAPOAHbIE OpraHM3aLUuu, B
ToM Yncne MC3, npeanpuUHUMALOT AeNCTBUA, HanpaBAeHHble Ha obecneyerre NoTpebuTtenel pyKoBoAALMMM
NPUHUMNAMM U MOMOLLLbIO MOCPEACTBOM NOAUTUK U HOPMATUBHbIX MOIOKEHWI, PACNPOCTPAHEHNUA MHbOPMaLMK,
NPOCBELLEHMA 1 0OYyHeHUS.

B 1980-e roabl MexayHapoaHblii cotos notpebutenert (MCIM) — BcemmpHana deaepaums rpynn notpebutenei,
cospaHHasa B 1960 roay v ceroaHs obbeamHstowas 6onee 240 opraHmsaumii 8 120 cTpaHax,! — notpebosan
BBeAeHNA Habopa 06A3aHHOCTEN NoTpebuTena, 4ONONHAIOWEro ero npaga. lpasa notpebutena basmpytoTca
Ha BOCbMMW OCHOBHbIX MPWHLMMNAX: NpaBe Ha YA0BNETBOPEHME OCHOBHbIX MOTPeOHOCTEN, NpaBe Ha rapaHTuio,
npaBe Ha MHboOpMaLMto, NpaBe Ha BbIOOP, NpaBe ObITb NPEACTABAEHHbIM, NPaBe Ha KOMMEeHcaLuo, Npase
Ha npoceelleHne, NpaBe Ha YMCTYHO OKpysKatollyto cpeay.? Oba3aHHOCTK noTpebuTteneit 6asmpyoTca Ha
pALe BaXKHEWWMX NPUHLMNOB, B KOTOPbIN BXOAAT: OCBEAOMAEHHOCTb MO KPUTUYECKM BaKHbIM BOMPOCAM,
BOBJ/IEYEHHOCTb MM aKTUBHAA MO3MLMA, COLMANbHAA OTBETCTBEHHOCTb, IKONOTMYECKan OTBETCTBEHHOCTb U
CONMAAPHOCTD.?

B PykoBoaalmx npuHumnax OpraHmsaumnn ObbeamHeHHbIx Haumii no 3awmte npas notpebutenein (UNGCP)
npmMBeaeHbl OCHOBHbIE XapPaKTEPUCTUKM 3OGEKTUBHOIO 3aKOHOAATEIbCTBA MO 3allMTe nNpaB notpebutenen,
MNCNONHUTENbHbBIX OPraHOB M CUCTEM KOMMEHCALMM 1, B MOMOLUb 3aMHTEpPecoBaHHbIM focyaapcTBam-YneHam
B GOpMYNIMPOBaHUN 1 obecrnedyeHnn cobntoaeHNs BHYTPEHHMUX U PErMOHa/IbHbIX 3aKOHOB, NMPaBKaa U HOPMbI,
COOTBETCTBYIOLWME UX IKOHOMUYECKOWN, COLMANBHOM M IKONOTMYECKOW CUTYaUMN. B HUX TaKKe nNpeacTaB/eHbl

1 http://www.consumersinternational.org/who-we-are/about-us/.
2 http://www.consumersinternational.org/who-we-are/consumer-rights.
3 Tam xe.
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H6a3oBble NMPUHLMMAbI COTPYAHMYECTBA B 06/1acTM COBNOAEHNSA MEXAYHAPOAHbIX COrnalleHnin 1 obmeHa
3HaHMAMKM mexay focyaapcTBamu-YneHamn.*

1.3.2  3awwuTa npas notpebutenei 8 KT — ponb MC3-D

MC3-D, KaKk 1 paHee, OCO3HAET BaXKHOCTb 3alMTbl NpaB noTpebuTenein B cektope anekTpocsasn n UKT, B
YaCTHOCTM B OTHOLLEHMM HEOBXOAMMOCTN 0OMeHa MHPOopMaLMei 06 yuperRaeHMAX, MONUTUKE N PETrYINPOBAHNM,
a TaKXXe NepesioBbiM OMbITOM YrNpaB/JeHWA roCyAapCTBEHHbIMU PENYIATOPHBIMKW OpraHamu 1 notTpebutenamm
YCYT 3N1eKTPoCcBA3M BO Bcem Mupe. MC3D 3aHMMaca BONPOCOM 3alluTbl Npas noTpebuTenei B TeueHne Tpex
NocAefHUX UCCNenOoBaTENbCKUX NEepPUOOB,> UCMOAb3YA TaKMe MHCTPYMEHTbI, Kak OTYeTbl U nybanKkauum,
MepOonpUATUA 1 yyebHble maTepunanbl.’ PerynaTopHble opraHbl, y4acTBoBasLLmMe B [obanbHOM cumnosnyme MCI
[NA perynaTopHbix opraHos (FCP) 2014 roaa, onpeaennnm mepbl, HeobxoAumble 411 3alMTbl Npas noTpebutenei
MKT, KoTopble, He NPENATCTBYA NPOrpPeccy, NOBbICAT KAYECTBO KMU3HW NOTPebUTENA B KOHKYPEHTHON, Be3onacHon
1 bnaroHaZexHol undpoBoii cpeae:

- MNepeonpeaeneHune NOTpebHOCTM B 3alUMTe NPaB NOTPebUTENEN Ha NPOTAXKEHUM CTOMMOCTHOM LLEMOYKM,
ot ceTein KT 40 NPUAOKEHUIA U CNyKO.

- OnpeneneHne NPUOPUTETOB M 06A3aHHOCTEN 3aMHTEPECOBAHHbIX CTOPOH cdepbl MKT (NpaBuTensCTBO,
oTpac/b 1 noTpebutenn) B UMGPoBOI cpeae.

- PaclwmpeHne NoNHOMOYMNIA PEryNATOPHbLIX OPraHoB M Habopa mep No obecnevyeHnto UCNONHEHNA HOPM
C LUENblo rapaHTMpoBaHusa 3dbEKTUBHOM 3aLLMTbI NPaB NoTpebuTenein B KOHBEPrMpoBaHHOM LMdPOBOM
cpefie (B 4aCcTHOCTM B BOMPOCAX, CBA3AHHbIX C KOHOUAEHUMANBHOCTBIO, 3aLUMTON AaHHbIX, 3aLUMTON OT
MOLWEHHWUYECTBA, HENPABOMEPHOTO UCMONb30BaHUA U T. A.).

1.4 Mporpecc B pa3nnMyHbIX CTPaHax 3a NocaeaHee Bpems

BONbLLIMHCTBO CTPaH NPUHAIN 3aKOHbI M HOPMATUBHbIE NMOIOKEHWNA M CO34a/1M OPraHbl M OpraHM3aLmm, NpU3BaHHbIe
MHPOPMMPOBATL NOTPEBUTENEN M MOMOTaTb MM Y3HaBaTb O CBOMX MPaBax M 0 MEXaHM3MaX UX OCYLLECTBNEHNA
B C/ly4asnx, KOraa TakMe npasa HapyweHbl. STUMKU Mepamu 0ObIYHO PYKOBOAAT NPABUTEIbCTBEHHbIE OpraHbl, a
BHEAPAIOT UX TPETbM CTOPOHbI. BO MHOMMX Cy4Yanx obecneyeHne oKoOHYaTeIbHOM KOMMNeHcaUuumn notTpebutenam
OTHOCMUTCA K MOJIHOMOUYMAM CyAeOHbIX opraHoB. CornacHo AaHHbIM MC3 3a 2016 roa, NponantoCTPUPOBaHHbIM
HUXKe Ha pUCYHKax 1-8, BO MHOIMX CTpaHax AOCTUIHYT 3HAYMTENbHbIM Nporpecc 8 06/1acTh 3alnTbl Npas
notpebuTesen, B KOTOPOM BaxKHYIO PO/Ib Cbirpasiv PeryaaTopHble OpraHbl.

4 PykoBoZALME NPUHUMMLI BbiaK BNiepBble BBeaeHb! pe3ontoumeit 39/248 lfeHepanbHoi Accambnen 16 anpensa 1985 roaa, 3atem
paclwupeHbl pesontoumeit IkoHommyeckoro u CoupanbHoro Coseta E/1999/INF/2/Add.2 oT 26 wiona 1999 roaa v HeaasHO
nepecmoTpeHbl feHepanbHol Accambneeit B8 pesontoumm 70/186 ot 22 nekabpsa 2015 roga (goctynHa no cebinke: http://www.
un.org/en/ga/search/view_doc.asp?symbol=A/RES/70/186).

°  Otyet no Bonpocy 18-2/1: O6ecneyeHme BbINOAHEHWS HALMOHANbHOM NONUTUKM U HOPMATUBHbIX MONOKEHWI B 061aCTW 3aLLUMTbI
notpebutenei, ocobeHHoO B KOHBEPTUPYIOLLEH cpeae; A0CTyneH no ceoiike https://www.itu.int/pub/D-STG-SG01.18.2-2014.

6 http://www.itu.int/en/ITU-D/Regulatory-Market/Pages/default.aspx.

7 http://www.itu.int/en/ITU-D/Conferences/GSR/Documents/GSR2014/BestPractices/GSR14_BPG_en.pdf.
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PucyHok 1: 3ameyaHua n npegnoxeHua ot focygapcts — YneHos MCD no Bonpocam, CBA3AHHbIM C
notpebutenamm

UKMCrno CTREH W 3KOHOMME
Adpurs Apabcame Asnarceo- CHI Espona (Ceespuan;  Brero
rocynapoTea | TMXOOKESHCKH W KooeHan
i peruox Amepuks

CywecTeyoT MK B BSWSA CTREHE 0= 27 12 18 2 30 23 128
CNEUMANEHOE 32K0MOASTENECTED MK
HODMSTHEHEIE NONDMEHWA NO SaLMTE =T 1 g 14 o 3 e =
npae noTpefuTensn yonyr
BNEKTRoCEASHT
FerynATopHEf opras, saHumsmwmics [ L] 15 25 ] G 25 154
*kanofamn noTpednTenai Het 1 1 2 o & 3 13
BxoamT nu B ofRasHHOCTH fa 34 12 24 g 23 21 119
PEryNATOQHOND OprasEs
CTHMYNWPOESHWE YUSCTHA Her 2 4 7 z 1% 10 “E
noTpeduTensd B ero AEATENLKOCTHT
FerynATopHE oprad, saHumamwmics (0 ) 11 25 7 36 25 141
npocESWEHUEM NOTpednTeneR Her 1 4 & 1 & & 23
BxogumT niu B ofRIaHHOCTH Oa 27 13 22 7 24 22 115
PEryNATOPHOrD OPraHs 03HSKOMNEHHS
noTpeSUTEned C WX NPSSSMK W S8LYMTE Her 7 3 8 1 L 10 S
BTHX Npae?
FerynATopHEI oprad, oTEeTCTEEHHEA (S 33 ] 14 3 26 15 o7
25 COSEHUTENSHYID MHDOPMELMI & per 4 G 13 4 15 13 57
Tapugax

11 2 ] 1 18 10 51
Ecnu aa, yxamWTe, ANA KKK oIy 23 L} 11 2 24 15 B0
Pazmepbl pETHOHA a4 21 40 12 a3 35 195

PucyHok 2: 3amevaHusa n npepgnoxenua ot locygapcte — YneHos MCD no Bonpocam, CBA3AHHbIM C
notpebutensmm

CyLLECTEYIOT /1M B Ballel CTPaHe CNELManbHOE 3EKOHOAATENECTED MAKM HOPMATHEHEIE NONOHEHWA NO 3EWMTE
NPae NoTpeGHTEASA YCAYT 3NEKTROCEASMT Bace Mmup
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PucyHok 3: 3ameuyaHua n npepgnoxeHua ot lfocymapcts — YneHos MCD no Bonpocam, CBA3AHHbIM C
notpebutenamm

McTouHKK: Baza 4aHHbIX N0 PErYIMPOBaHWIO B 31eKTPOCEAZNM M MKT MC3 "Ore URT™ MC3: hitp://www.itu.int/icteye

CVWWECTEYHIT /W B Baleil CTpaHe CNeUMaNsHOe 3aHOHO4ATENECTES MK HOPMATHEHEIE NONOKEHWA NC 3aWKTe Npas noTpebuTensi
yoayr 3nekTpoceAsn? 2015 r.

A3HMATCHO- CesepHas U
o Adpuka Apafckne . CHI Eepona Bec)
g p THXOOKEGHCKHI HmHan b Mup
o rocyAapcTea pervod AnEpHEE
5
i
| 2 2 ? E-] ]
[
Ha ocHogasuK Ha ocHogasun Ha OCHOEaHHK Ha OCHOoEaHuK Ha ocHogasnn Ha ocHoBasnK Ha oCcHoEasum
A3HHBIX 0D ZE w2 A3HHBIX 1D 17 w2 AdHHBIX 1D 33 M3 ASHHBIX N0 B nz A3HHBIX ND 47 w3 A3HHBIX NO 32 M2 A3HHBX NO 170u=
44 cTpas 21 cTpamHnl 40 cTpas 12 cTpam 43 CTpas 35 CTpas 135 cTpaH
. s Her

WcTouHuK: Basa AaHHbIX N0 perynnposaHuio B anekTpocsasn n UKT MC3.
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PucyHok 4: 3amevyaHuna n npegnoxeHua ot locypapcts — YneHos MC3 no Bonpocam, CBA3aHHbIM C
notpebutensmm

McTouHuK: Basa JaHHbIX N0 peryIMpoBaHWI0 B 3MeKTPOCEA3HM M MKT MC3 "Oko MKT" MC3: http://www.itu.int/icteye

PerynaTopHbilil OpraH, 3aHUMAKLWMIACA xanobanu notpeburenei, 2015 .

A3METORO- CesepHan u
Apadckue T =

Adpura MXODHEGHIKH A CHr Espona HiHan Beck Mup
o
E rocygapcrsa PETHOH AMEpHEE
5
£
£ "
g
=

Ha oCHosaHHH Ha orHoaaHUK Ha oCHOoBaHHH Ha oCHogaHuK Ha oCHoaaHHK Ha oCHoaaHHK Ha cCHOBaHUA
A3HHlE no 40 12 AaHHlE no 16 W2 AaHHbIX no 30 W3 AEHHDIX NO 8 W3 AasHolE no 42 w3 AarHoix no 31 w3 AFHHDIX Mo 167 K3
4d cTpas 21 crpaHm 40 cTpas 1Z cTpas 43 cTpas 35 cTpas 185 cTpaH
. s Her

WcTouHuk: basa gaHHbIX NO peryiMpoBaHuio B anekTpocsasm n MKT MC3.

PucyHok 5: 3ameyaHuna mn npegnoxeHuma ot locygapcts — YneHos MC3 no Bonpocam, CBA3aHHbIM C
notpebutenamm

WCcToYHMK: Baza AaHHbBIX N0 PEryNMpOBaHWI0 B SNEKTPOCEAIM M MKT MC3 “Oko MKT" MC3: http://www.itu.int/ictey

BxoauT ni B cBAIEHHOCTH PEMYNATORHOMD OPraHa CTMMYNWDOBEaHWE y4acTuA noTpebutensei s erc geatensHocTu? 2015 1.

A3MaTCHO- CesepHaa u
Beci
Agpuka Apafickue THXOOKEBHCHMI CHP Espona HmiHaa s
rocynapcTsa PErkoH Amepuka

MpoUeHT OTBETOB

Ha orHogasum Ha DCHOo3asuK Ha oCHOo3asuK Ha orHoaasum Ha OCHOSaHKHH Ha orHOEaHHK Ha oCHo3asMM
AasHoix no 36 k2 AasHDix no 16 ka AarHoix no 31 w2 AEHHDEX N0 T M2 AasHbIx N0 41 w2 AaHHDIX N0 31 M3 AFHHEX no 162 uz
44 cTpas 21 cTpaHol 40 CcTpas 12 cTpam 43 cTpas 35 CTpas 135 cipaH

| ___JIF] Het

WcTouHuk: basa gaHHbIX N0 peryiMpoBaHuio B anekTpocsasun u MKT MCI

PucyHoK 6: 3ameyvaHus u npeanoxkeHus ot locysapcts — YneHoB MC3 no Bonpocam, CBA3AHHbIM C
notpebutensmm

PerynsTepHbiiA 0prad, 3aHMMaoWWACA NpocEeleHmMenm notpeburenei, 2015 .

J— CeeepHan n
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z 1% 1%
Ha ocHogasuHe Ha oCHogasHH Ha oCHOEaHHA Ha oCHOEaHHA Ha oCHO8aHHA Ha ofHO2aHHK Ha ofHoaasne
OasHBIx no 38 u3 OasHBIx no 15 u3 AaHHDE no 31 M3 AEHHEX No 8 K2 OasHBIX No 42 u3 A3sHDIE N0 31 M3 A3HHBX No 165 uz
44 cTpas 21 cTpaHbl 40 cTpas 12 cTpas 43 CTpaH 35 cTpas 185 CTpaEH

. s Her
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PucyHok 7: 3ameyaHua n npegnoxeHua ot focygapcts — YneHos MCD no Bonpocam, CBA3AHHbIM C
notpebutenamu

Bxo,AWT-ni-B-06A38HHOCTH-PEMYNATOPHOMO-0praHa-03HaKOMAEHKE - NOTPEB MTENSI-C-MX-NPABaMM-M-33 LLMTE-3THX-NPas-2015%.9
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PucyHok 8: 3ameuyaHua n npepgnoxeHua ot focymapctes — YneHos MCD no Bomnpocam, CBA3AHHbLIM C
notpebutenamm

PeryAsTOpPHEI OPraH, OTEETCTEEHHEIM 38 CRESHUTENEHYHD MEbopMaLMio o Tapudax, 2015 .
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Ha ocHogasMn Ha ocHogasHn Ha orHogaHun Ha ocHogasun Ha ocxoaasun Ha orHogaHnn Ha orHogaHuH
A@sHDE no 37 K2 QasHoiE no 14 k2 OasHoiE no 27 u2 LEHHDX NG 7 HE gasHoiE no 41 m2 AaHHDIE N0 28 m2 AEHHDE No 154 uz
44 CTpas 21 cTpaHol 40 cTpas 12 CTpas 43 CTpaH 35 CTpas 195 CTpaH
. Nz Her

B otyete MC3 3a 2013 rof TaKKe Npu3HaeTca HeobXxoAMMOCTb M3MEHEH WA HOPMATMBHO-MPaBOBbIX 6a3, BKOYanA
yCOBEPLUEHCTBOBAHME Mep MO BHeAPEHWIO U obecneyeHnto cobnoaeHna 3aKoHOAaTeNbCTBA, HOPM U MPaBuA
no 3almTe npas notpebuTtenelt, NOCKONAbKY cnocobbl NPeaoCTaBNEHNA U NPOAANKM YCAYT, NMPUNOKEHUNA U
KOHTEHTa NoTpebuTenam npetepneBatoT NOCTOAHHbIE 3HAYUTE/IbHbIE U3MEHEHMA, 1 NMOCKO/IbKY MOCTABLLMKM
YCAyT, KOTOpble paHblle 06CNyKMBann pasHble PbIHKK, Tenepb HOPIOTCA 33 OAHMX U Tex e noTpebutenet.
TpyAHOCTb ANA rOCYAaPCTBEHHbIX PEryaaTOPHbIX OPraHoB, FOBOPUTCA B OTYeTe, COCTOWUT B MOHMMaHUM
OMHAaMWYEeCKMX NPOLLECCOB, NeXKaLLMX B OCHOBE KOHBEPreHUMn, C TOYKM 3peHnsa notpebutena. Hecmotpa Ha
TO, 4TO BO MHOXeCTBe CTpaH NOMIUTUKA U HOPMATUBHbIE MONOKEHWNA, aAaNTUPOBAHHbIE K KOHBEPTMPOBAHHbIM
ycayram, 4o CUX NMOP HaxoAATCA B CTaAuu pa3paboTKK, BarKHEWLWMMN U3 NpaB noTpebuTenei, Ha KoTopble
cneayeT 06paTUTb BHUMAHME, ABNAIOTCA MPO3PaYHOCTb LIEH, TEXHOTOTUYECKMI U CETEBOM HENTPAIUTET, a TaKKe
3allMTa NepcoHabHbIX AaHHbIX, TMYHON N KOHOMAEHUMANbHOM MHOOPMALIMM U NPaBO NOAABATb Kanobbl. B
3TOM KOHTeKcTe B ot4eTe MC3 caenaH BbIBOA, O TOM, YTO PeryaaTopHble OpraHbl Yallle BCEro CTa/IkMBatoTCA C
HeobxoAMMOCTbIO:

- CTMMYNMpPOBaTb NPUTOK MHBECTULIMIA B BbICOKOCKOPOCTHbIE CETU M YCOBEPLIEHCTBOBAHHbIE TEXHUYECKME
peLleHns, JOCTYMNHble A/1A BCeX.

- ObecneynTs 3aLWMTY HOBATOPOB, Pa3paboTUNKOB M NOTpebuTenein ot NoAAE0K U NMMPATCTBA, CBA3AHHbIX
C OHNANHOBbIM (1 BCe Yallle TPpaHCrpaHWYHbIM) NPeaoCTaBAeHUEM NPOAYKTOB M YCAYT.

- CTVMYNMPOBaTh M 3alLMLLIATL S/EKTPOHHYID KOMMEpPLMIO: CO34aBan ycioBuMA, baaronpuaTtHble Ana
BHEAPEHUS HAZEKHbIX U 3QDEKTUBHbIX INEKTPOHHBIX NMNATEKHBIX CUCTEM (KapTOYKamu, Yepes HTepHET
1 MOBUNbHbIE CPEACTBA), HANPUMEP YCYTM SNEKTPOHHOM MAEHTUGUKALMK, YCAYTY LOBEPEHHOM CYKObI
L0151 3N1EKTPOHHbBIX TPAH3aKLMIA.

- ObecneunBaTb Hanunume y notpebutenein scelt HeobxoaMMOM MHPOPMALMKU ANS OCYLLECTBAEHUA
OCO3HaHHOro BbIOOPA M HaANEKALLMX MEXaHW3MOB 3alMTbl U BO3MeLLeHMA yulepba B ciayvae
BO3HWMKHOBEHWSA Npobiem.

- CoxpaHWTb A0BEPHE K UHTEPHETY, onpeaenns abdekTBHYIo cTpaTernto 6opbbbl ¢ KMGEepPNPecTynHOCTbIO,
a TaKKe cTpaTermio B8 061acTv 33Tl U obecnedeHns KOHOUAEHUMANBHOCTU AaHHbIX, KOTOPas MOMKeT
COBEPLEHCTBOBATLCA BMECTE C PAa3BUTUEM HOBbIX TEXHOOTUA.
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- Co3patb Honee NPOCTytO U YeTKyto HOPMATUBHO-MPaBOBYIO 6asy, a TaKKe cnpaBea/MBble YCN0BUA A8
pacnpocTpaHuTenei KoHTeHTa, n3beran topuaNHECKMX HeonpeaeneHHocTel, AybAnposaHma 1 ABOMHOMO
MOHWTOPWHTA, KOTOPble MOTYT BO3HWKATb TOrAa, KOr4a peryiMpoBaHune ceTell 1 nepesay OTAeNeHOo OT
PerynMpoBaHmnA KoHTeHTa.®

B 2014 roay MesxayHapoaHblit coto3 noTpebutenert (MCIM) npuHAN pelleHre oueHWUTb COCTOAHWE Aes B 061acTu
3alMTbl NpaB NotTpebuTeneln BoO BCEM MUPE NyTeEM NpPoBeAeHMA 106abHOMO ONpoca Cpeam OpraHM3aLmnii,
BXOAALMX B ee cocTas.’ Cpeaiy OCHOBHbIX BbIBOAOB, CAENAHHbIX B XO4E OMPOCca, MOXKHO OTMETUTb TO, YTO, KaK
NPOUNNOCTPUPOBAHO HUKE HA PUCYHKax 9 u 10, HOBOE 3aKOHOAATENbCTBO Yallle BCEro CUMTAIOT GaKTOPOM,
KOTOpbI obecneunn nporpecc B 061acTi 3alWuThbl NpaB NoTpebuTenel 3a nocneaHme Tpu roaa v No3sBoaseT
OMNAATb AaIbHENLWMX yayULleHni B ByayLiem, U YTO CyLLLECTBYET MOHUMAHKe TOro, YTO Mo Mepe PocTa U pa3BuTUA
LUMOPOBOM SKOHOMMKIM OHa NOPOXKAAET LiebI pAa TPYAHOCTEN A4 TeX, KTO paboTaeT B MHTepecax noTpebuTens,
B TOM 4ucse npobaemy obecneyeHmnsa onTMManbHON 3aKOHOAATE/IbHOM M HOPMATUBHO-NPaBOBOM 6asbl U
CTaHAAPTOB, MPUCNOCOBNEHHBIX K Cpefe CO CTPEMMUTEIbHO Pa3BMBAIOLLMMUCA TEXHONOTMAMM. B oTyeTe TaKkke
CAenaH BbIBOL O HEOBXOAMMOCTU YTBEPKAEHNA MPUHLMMOB YBaKEHMA K UHGOPMALMKN 1 KOHOMAEHLMANBHOCTY
noTpebuTens v BbiparkeHa 03abo4YeHHOCTb TEM, YTO MEXaHM3Mbl 3aWWKTbI NOTpebuTeneit ycTapenmn n oTcTatoT oT
CTPeMUTENbHO M3MEHAOLWENCS LMbPOBOIM SKOHOMMKIM. HakoHel,, B Xxo4e onpoca TakKe 6blf10 BbIACHEHO, YTO
[OCTYN K UMGPOBOM 3KOHOMMKE 1 LUPPOBBLIM TEXHONOTUAM NpruobpeTaeT xapakTep NOBCEMECTHOrO ABNEHWS,
1 NOABNAIOTCA HOBble CPE/ACTBA M BO3MOXKHOCTM obecnedeHns 3alutsl notpebutenein.

PucyHok 9: Hanbosnee BasHble nokasatesim nporpecca ¢ 2012 roga cornacHo uccnenosaHuio MexayHapoaHoro
colo3a notpebuteneit

Haunbonee BaXHbIe NoKasaTenu nporpecca ¢ 2012 roga

Mo MHEHHIO YNeHoB, TPH OCHOBHbLIX 0BNAcTH, B KOTOPbIX HabnwaaeTca nporpece ¢ 2012 ro,

40% 18% 18%

dBEMEHHE HHT ETYNUpOBAHWE W
nebuTenei of EHWEe HCNOMHEHHWA

BaHbIM (DaKTOpOM GhIN TAIGKE POCT OCBEAOMNEHHOCTY NOTPeOUTENEH 0 CBOMX NpaBay.

McTounumk: Otyet 06 uccnesosanmnm 2014 r., MexayHapoaHbiii coto3 notpebuteneit, 4octyneH no ceobiake: http://www.consumersinternational.org/

media/1568496/ci-survey-summary-2015-english.pdf.

8 https://www.itu.int/en/ITU-D/Regulatory-Market/Documents/Regulation%20and%20consumer%20protection.pdf.

C uenbto nccneposarusa Ynenol Cl 6bin pasaeneHbl Ha YeTbipe 6ONbLWNX PervoHa. Mcnonb30oBanmnch pernoHsl: Abpuka; Asmatcro-
TuxooKeaHCKMI pernoH, LleHTpanbHas Asuna u bamkHuii Boctok (APCAME); EBpona n CeBepHas Amepuka (EurNA); /laTuHcKan
Amepuka n Kapmbckumin 6acceitr (LA&C). http://www.consumersinternational.org/media/1568496/ci-survey-summary-2015-
english.pdf.

1 http://www.consumersinternational.org/media/1568496/ci-survey-summary-2015-english.pdf.
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PucyHok 10: ®akTopbl, cnocobcTBytoWwMe HaHeceHU o yuepba notpebutenam

QakTopel, cnocoGCcTEYOWWE HAHECEHWID yiuepba noTpebuTenam

YneHol OTMETHIM, YTO TPEMA OCHOBHBIMKM (DAKTOpPAaMK, CNOCOOCTBYHOWHMH HAHECEHH IO
ylwepba noTpeduTenam, ABNAKTCA:

21% 20% 15%

H4YeCKE
bl U TPYOHOCTH
Pa3BNTHA

Huz A
2AKOHOOATENLHOW DAzl K NPOOYKLMKM W YCITYT
MCMIONHWTENBHBIX OPraHoe

-
I
I
1
i
I
I
I

-

M 38etb CYLWECTEYIOT CLUYTHMBIE PEMTMOHANBHLIE DaENWHMS STOM NONNTHYECKSA HECTABMNBHOCTE W HH3KWA YpOBEHE
OCEEAOMNEHHOCTH O NPEEAX OKASLIBIIOT 3AMETHD DONbLWES BNUAHWE HA HAHECEHWE yilepha noTpetnTenam B ﬁimpuxe
MpogyELMA W YCTYTH HASKOMD KEYECTER B SHAYWTENEHO GoNblIed Mepe AENAKTCA NpobnemMon cTpad APCAME |
3HAYMTENEHO MEHBILER MEDE — cTpaH EurMA (9%).

UcTounnk: OTueT 06 uccnegosaHuu 2014 r., MexayHapoAHbIii coto3 notTpebuteneit, JOCTYNEH Mo cebike: http://www.consumersinternational.org/

media/1568496/ci-survey-summary-2015-english.pdf.
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2 MABA 2 — TpygHoOCTM B 061acTh 3aLWmMTbl NpaB noTpebutenen ycayr
3/1EKTPOCBA3U

2.1 TexHONOrM4yecKkne NHHOBaLMUMK

MOHATME TEXHONOTMUYECKUX MHHOBAUMN, Kak onpeaeneHo B “Pykosoactee Ocno” (PykosodsLine npuHLUMMbI
no cbopy v nHTepnpetauun nHdopmaLmm B 061acTv MHHOBALMIA), OXBATbIBAET MHHOBALIMM B NPOAYKLMN U
NPOM3BOACTBEHHbIX MPOLIECCaX, a TakKe MHHOBALMOHHbIE CPeACcTBa B chepax, B KOTOPbIX MPOLECC pa3BUTUs
He 3asepLumnncs.t

VIHHOBALWMM B NMPOAYKLIMM 3aK/04aIOTCA B BbIBOAE Ha PbIHOK MPO/AyKTa (ToBapa MAM yCayri), KoTopblit Anbo
ABNAETCA HOBbIM, B0 3HAYUTENBHO YCOBEPLIEHCTBOBAH C TOYKM 3pEHUsA OCHOBHbIX XapaKTEPUCTHK, B TO BPEMS KaK
MHHOBALIMK B MPOU3BO/ACTBEHHbIX MPOLIECCAX — 3TO BHEAPEHME HOBbIX MM 3HAYUTE/IbHO YCOBEPLLIEHCTBOBAHHbIX
MpOoLLEeccoB MPOU3BOACTBA, CNOCOOOB PacnpoCTPaHeHMA UAN AeATENbHOCTM MO NMOAAEPKKE TOBAPOB 1 YCyT.

OT ApeBHUX AbIMOBbLIX CUTHANOB A0 NOABAEHUA YETBEPTOrO W NATOrO NMOKOAEHWUI UndpoBOI TeneGoHUn un
oT Tenerpada 4o MHTEPHETA — 33 BEKA CPEACTBA KOMMYHMKAUMK U3MEHUINCL HEY3HaBaemo. B TO ke Bpems
BMECTO NPOCTOl NoTpebHOCTN B 0OMeHe COODLLEHMAMM NPULLIIA HEOBXOAMMOCTb Nepesfayv nHbopmaumm Bo
BCE YrO/IKM NIaHETbl B PEXMME PEasbHOrO BPEMEHM, TOJI0COM U, BCE Yalle, NOCPeACcTBOM nepenayv AaHHbIX.
ToBapbl U ycAyrn Tenepb KpaHe pasHo0bpasHbl 1 BAUAIOT Ha U 34,0pOBbe NOTPebuTeNel, KOTopble CEeroAHA Kak
HWKOrAA HYKAAK0TCA B TOM, YTOObI UX MHOOPMMPOBaK 06 ONTMMaIbHbIX CMNOCOOAxX MCMONb30BAHNA MMEIOLLMXCS
Ha PbIHKE NPOLYKTOB.

2.1.1 BanaHne TexHoNormyeckmnx MHHOBaLJ,VIVI Ha NCNoNb30BaHUE U YCNIYTU

- Yenyrun

VIHHOBaLWMM 1 pa3HOObpasne TEXHONOTNIA AatoT MOTPEBUTENH0 BO3MOXKHOCTbL 06LWaThCA, paboTaTb 1 NMO/b30BaTHCSA
nHbopmaLpeit, cokpaluas LMGpPoBOe OTCTaBaHMe OT yHUBEPCaIbHbIX yCayT 6aaroaaps OHAaNHOBbIM CEPBUCAM,
HOBbIM MPUIOKEHMAM, TPOrPAMMHbIM PELIEHMAM, TEPMUHAAAM 1 YCTPONCTBAM, GYHKLMM KOTOPbIX MOCTOAHHO
COBEpPLIEHCTBYIOTCA.

MpeumyLLecTBa TeXHONOMMYECKOro Nporpecca HeCOMHEHHbI, U HUXKe OHW NPOMAIIOCTPUPOBAHbI OMNbITOM
HEKOTOPbIX CTPaH:

B cnyuae KamepyHa,'’ B fononHeHne K AOroBopy O COTPyAHWYeCTBe, noanucaHHomy B 2015 roay ¢ psgom
onepaTopoB NOABUNKHOM TenedOHHOW CBA3M, HANOrOBas aAMUHUCTPALMA CTPaHbl CEroAHA NpefocTaBaaeT
rpaxiaHam BO3MOXKHOCTb M1aTUTb HA0MM C MOMOLLbIO MOBMIBHOTO TesledOHa, YTO ABAETCA WArom HaBCTpeyy
HasioronnaTenblMKam 1 paspeLlaeT HekoTopble Npobaembl ¢ MOBUABHOCTbIO. Bosee Toro, BO Bpemsa nepeoro
HauMoHanbHoro dopyma no ycayram 3G 1 4G B UMdpoBOI 3KOHOMUKe KamepyHa, NpoBeaeHHOro B dpeBpasne
2015 roga no MHUUMATMBE AreHTCTBa pPeryimMpoBaHuns anekTpocsssum (ART), onepaTopbl aHOHCMPOBAAM
BO3MOHOCTW, BO3HMKWME Baarofapa MHHOBALMOHHBIM LUMOPOBLIM CEPBMCAM: 31EKTPOHHYK TOProB/HO,
3/1eKTPOHHOE 06pa30BaHMe, 3N1EKTPOHHOE 34PaBOOXPAHEHME, SNEKTPOHHbIN BAHKMHT 1 3/1EKTPOHHbIE NAATEXKM.

CTpaHa HaxoamTca B npolecce BHeapeHua 4G, ceivyac NpoucxoamuT 0OHOBAEHNE TMLEH3NOHHbIX COralleHni
N Kpyra BeeHWA NNLEH3MPOBAHHbIX ONepaTopoB. MNpaKkTnuyeckoe ncnonb3oBaHne 4G HaxoAMTCA Ha paHHel
CTauuv 1 cenyac 3aTparMBaeT TOMIbKO TPU NUNOTHbIX ropoaa (AyHae, ysay v Mapya), B TO BpeMs Kak notpebutenm
elle He No/b3ytoTCA B NONHOM 0b6beme npenmyLlecTBamu ycayr 3G 13-3a HEONTUMAbHOTO KayecTBa CeTU U
NOKpbITMA. Bo Bpema nepsbix HaumoHanbHbix AHeM LMdPOBO SKOHOMMUKM, OPraHM30BaHHbIX MUHUCTEPCTBOM,
KOTOpOe BeZaeT MoYTOM M 3NeKTPOCBA3bI0, BcemmnpHbIi 6aHK oTMeTUA cnabblii ypoBeHb pa3suTua yeayr 3G,
KOTOpbI B KamepyHe, cornacHo oLeHKe, cocTasaseT 2% no cpaBHeHUto ¢ 8% B MaspuTtaHum u 17% B TyHuce.
KayecTBo ycnyr ABNAETCA rMaBHbIM MCTOYHWKOM He,0BONbCTBA NOTpebuTenelt 1 BAMAET Ha Pacxo/ibl, NOKalLlimeca
Ha KOHeYyHoro noTpebuTens.

- Ucnonb3osaHue

1 http://www.uis.unesco.org/Library/Documents/OECDOsloManual05_en.pdf.
2 [lokymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvika KamepyH.
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MNHHOBALMOHHbIE YCAYr MOTYT BbITb MO0 NPUYMHOM, IMBO PE3yBTAaTOM POCTa UCMO/1b30BAHMA 3/1EKTPOCBSA3M
1 UKT, B 3aBMCMMOCTM OT 3aKOHOAATE/ILHOM M HOPMATUBHO-MPaBOBOM 6a3bl U PbIHOYHbIX YC/IOBUNA.

B KamepyHe, HecmMoTps Ha 3HauMTeNbHbIV pocT TenedoHHOW nNaoTHOCTK (c 25% B 2010 1. 4o 92% B 2014 r.),
B/ANAHNE TEXHONOTMYECKMX MHHOBALLMIA OCTAeTCsA HeZOCTAaTOUYHbIM, YacTo M3-33 HEOCTAaTOYHOrO MOKPbITUA
ceTei. B 2014 roay ART nopyunna HaumMoHanbHOMY MHCTUTYTY CTaTUCTMKM (INS) BbINOAHWTD "M3ydeHne ypoBHs
A0CTyna K YCyram 3/1eKTPOHHOW CBA3M, X MCMONb30BaHWSA U BOCNPUATMS", ABOMHON LEblo KOTOPOro Hbino
NONYYUTb OCHOBHbIE MOKa3aTenn, OTHOCALLMECA K JOCTYNHOCTU 1 ucnonb3osaHua VKT, n paccunTaTb MHAEKChI
WM UCKYCCTBEHHbIE NMOoKasaTenu (nHaekc undposoro goctyna (MUA) v nunaexc passutua VKT (MPW)).1

Ecam paccmaTpmBaTb AOCTYMN M MCMOb30BaHWE, OKasasnoch, 4To 11,8% cemelt umetoT KomnbtoTep (20,7% B
ropogax 1 3,3% B CenbCKOM MECTHOCTM) 1 YTO 6,7% cemei MMetoT AoMa NoAKAYeHne K nHTepHeTy (12,3% 8
ropozax v 1,4% B cenbckolt MecTHOCTH). OCHOBHbIMM NMO/Ib30BATENAMM MHTEPHETA ABAAKOTCA YaCTHbIE KOMMAHUM
npw gone 89% no cpasHeHuto ¢ 46,5% B rocyapcTBEHHOM ceKTope. YTo KacaeTca nokasatenel, 8 2014 roay
DAI 611 paseH 0,356, a IDI coctasnan 2,03.4

[1o pesynsTatam nccneoBaHWA rocy4apCTBEHHbIM MU PEryIATOPHbIM OpraHam B YC/10BUAX MOCTOAHHOIO Pa3BUTUA
TEXHO/IOMMI PEKOMEH/YeTCcA co34aTb HOPMATUBHO-NPaBoByto Ha3y No obecneyeHunto AocTyna notpebutenei
K BbICOKOCKOPOCTHbIM YCTPOMCTBAM M yCAyram Mo MpUemaeMbIM LieHaM, MOOLLPAA B TO e BpemaA oTpac/b
aneKkTpocsasn n UKT 3a cueT CTMMynMpoBaHuA.

B Kutaiickoii HapogHoii Pecnybnuke'> HalupoHanbHbIA KOMUTET Nonb3osatenei anektpocsasn (NCTU) akTMBHO
OTC/IEXKMBAET TEXHONOTMYECKME MHHOBALIMM M Pa3paboTKM Ha pbiHKe 4G, ycayrv Ha KOTOPOM A0CTynHbI ¢ 2014
roga. Mocse y4actusa B aKCnepumMeHTanbHOM paboTe 1 TEXHUYECKOM M KOMMEPYECKOM BHEAPEHWUMN ITUX YCAYT,
yneHbl NCTU (M3 KOMNaHWKI, YHUBEPCUTETOB U UCCNEA0BATENbCKUX MHCTUTYTOB) BbIABUHYIM MPEANOKEHMS,
KacalolLmMecs, Kpome NpoYero, pPasBuTUA pbiHKka 4G, MHTEpecoB notTpebuTtenent u ynydeHna GyHKLMOHaNbHOCTH

yCcnyr.

2.1.2  [pyrve Bonpocskl, Kacatowmecs notpebutenein n cBasaHHble C Pa3BUTUEM TEXHOIOTUM

2.1.2.1 WHbopmMMpOBaHMe, NOBbILLIEHWE OCBEAOMAEHHOCTU U 0byYeHne

Bnarofaps LWMPOKOMOIOCHOW CBA3KM U CTPEMUTENbHOMY pa3BuTuio MKT 1 TexHWKM noTpebuTenn cerogHs
NOb3YHOTCA NMPEeNMYLLECTBaMK BbICTPOro AOCTyNa K LWMPOKOMY CMEeKTpy pa3zHoobpasHoi nHbopmaumnm us
Pa3/IMYHbIX MCTOYHMKOB. AAANTUPYIOTCA M Npeaaraemble YCayrv Noj, peasibHble noTpebHocTn noTpebutenei,
NMAn camm GoOPMMPYIOT 3TU NOTPEBHOCTU? YunTbiBas GUHAHCOBOE 3HAYEHWE MPOAYKTOB TEXHONOMMYECKMX
MHHOBAUWI, BaXKHO MHDOPMMPOBATL U 0ByYaTb NOTPEOUTENEN B YAaCTU MX MCMONb30BAHUSA, YTODbLI OHU MOTIN
No/b30BaTbCA STUMM NPOAYKTaMM M TPATUTb HA HUX CBOM A€HbIM, BNaAes BCell MHGopmaLmeil.

2.1.2.2 BanAHME 3NEeKTPOMArHMTHOIo U3ny4eHMA Ha 340p0Bbe

Pa3BuTMe BCce HONEe YAaCTOTOEMKMX HOBbIX TEXHONOTMMIA M ONEePaToOPCKMX CETEel W COMyTCTBYIOLWMIA poCT
MHOPACTPYKTYPbI CAYKAT MPUYMHON NOCTOAHHOrO OECMOKOMCTBA accoLMaLMi MO 3aluTe nNpaB noTpebuTenei,
Nnonb30BaTeNel M AaXKe MeCTHbIX OOLWMH B OTHOWEHWW BAWAHWA Ha 3[0POBbe HaceseHuA. PesynbTaThl
NpoBeAEHHbIX WM MPOBOAMMbIX B HACTOALWLMIA MOMEHT MEXAYHapOAHbIX UCCAeL0BaHUI NOoKa He AatoT
YBEPEHHOCTM B HEMTPANbHOCTU STUX TEXHONOMMI ANA GU3NYECKOTrO 34,0P0BbA JHOAEN.

B KamepyHe'® HauyaTa paboTa no co3gaHuio HOPMaTHBHO-MPaBOBOM 6asbl B OTBET Ha Npobaemy BO3AeNCTBMA
371EKTPOMATHUTHbIX MONe:

- B [ekpete 2013/0403/PM o1 27 dpespana 2013 roaa ycTaHOBAEHbI MaKCMMaslbHbIE AOMYCTMMbIE 3HAYEHMA
BO3/ENCTBMA 3/1EKTPOMArHMTHOrO MNo/d, co3aaBaemMoro obopyaoBaHMEM, MCMOb3YEMbIM B CETAX
3/1EKTPOHHOM CBA3M, WA NOOBLIM APYrMM 060pya0BaHNEM, CMOCOOHbIM CO34aBaTh 3/1EKTPOMArHUTHOE

B http://www.art.cm/images/pdf/studies/NI1S%20survey%20Updated.pdf.

o Tam xe.

5 [lokymeHT 1/88, “dddekTnsHas pabota HaumMoHaabHOro KOMUTETa NMONb30BaTENEN INEKTPOCBA3N A1 COBEPLIEHCTBOBAHMS
ycnyr anekTpocsaAsn”, Kutaiickas HapogHas Pecnybanka.

% NlokymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvka KamepyH.
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n3nyydeHve, Ana HaceneHua. YkasaHHble TpeboBaHMA ABAAIOTCA 06A3aTENbHbIMK A/1A BCEX, KTO MMeeT
MpaBo yCTaHaB/AMBATb M 3KCMYaTUPOBATb CETU 3/1€KTPOHHOM CBA3M, ONEepaTopoB CeTel UAN CpeacTs
pPaaVoCBA3N U BNa4eblbl AOTOBOPOB O YaCTOTHOM NpucBoeHnn. KoHkpeTHee, ecin B paauyce 100 m ot
Takoro obopyaoBaHMA U CPEACTB HaxoAATCA 06pa3oBaTesibHble YUPEXAEHNA, AETCKME Cafbl U OOBEKTHI
3/1paBooOXpaHeHuns, onepatopbl 060pya0BaHMA U CPEACTB PAAMOCBA3N AOKHbI MPUHATL Mepbl Mo
obecneyeHnto MMHIMMaNbHOTO BOSMOXKHOTO YPOBHA BO34ENCTBUA B3 CHUKEHWA KauecTBa OKa3bliBaeMbIX

yCnyr.

- YCTaHOBKa OMop, aHTeHH M MadT ABdeTca npeameTom PeweHna MunHnctepctsa 00000054/MINPOSTEL
oT 18 anpena 2015 roga. OHO NpuMeHseTca noA KoHTponem ART, KoTopoe oTBevaeT 3a pa3paboTKy
TEXHUYECKMX XapaKTepUCTMK OMOP M MauT, @ TaKKe TexHUYecKMx napametpoB mep 6e3onacHocTH B
OTHOLUEHWW OrpakAeHN, PacCTOAHUN, NPaB NPOX0Aa, CUrHANM3ALMM, OCBELLEHMA N YCTAHOBKM 3HAKOB.

2.1.2.3 BAusHME Ha OKpPY}KAOLLYHO cpeay: Npobiema 3eKTPOHHbIX OTXO4,08B

MN3-3a AMHAMUWYHOTO Pa3BUTMA OTPACNeN, BXOAALLMX B CEKTOP SNEKTPOHHOM CBA3M, B KOTOPOM MOCTOAHHO
06HOBNAIOTCA TEPMUHANBI 9NEKTPOHHON cBA3M, 0bopyaoBaHue 1 UKT, a noTpebutenm sce 6onblie Cnonb3yoT
pas/InyHble yCTpoiicTBa M 0bopyaoBaHWe, Npobiema ynpasieHUA 3NEKTPOHHbIMM OTXO4aMM C roAamu CTana
Honee aKkTyaNbHOW, @ HEraTUBHOE BAUAHME SNEKTPOHHbIX OTXOL0B Ha OKPY»KatoLLyto cpesly 1 340pOoBbe NtoAew
[OCTUINO KPUTUYECKOro ypoBHs. COracHO CTaTUCTUKE, /IEKTPOHHbIE OTXObl — OAMH M3 Hanbonee BbICTPO
pacTyLMX NOTOKOB 0TX0A0B, 06bem KoToporo B 2014 rosy COCTaBW/, COMNACHO OUeHKe, 42 MUANNOHA TOHH.
B HepaBHem oTyeTe MCD Ha Temy YCTOMYMBOrO YNpaBaeHWA OTXOA4aMU SNEKTPUYECKOTO U 3NEKTPOHHOIO
obopyanosaHma (WEEE) B /TaTMHCKOM AMeprKe OTMEUYEHO, YTO HECMOTPA Ha TO, YTO HeodUUMaNbHan yTUAM3aUMA
OTXOZ,0B 3/1IEKTPUYECKOTO W 31EKTPOHHOTO 060PYA0BAHNA OKA3bIBAET BAUAHME HA 340POBbE M KAYECTBO XKM3HU
Ntofen, KpaliHe BaXKHa TaKKe crneLmanbHan HOpMaTMBHO-NpaBoBas 6a3a. BaxHbl Takke mogenn addekTMBHoOro
ynpaBAeHunsa, B KOTOPbIX 334eMCTBOBAHbI BCE 3aMHTEPECOBAHHbIE CTOPOHbI, C YETKO OnpeaeseHHbIMU POAAMM
1 06a3aHHOCTAMM. TMpouecc BbIpabOTKM HaLLMOHaAbHbIX HOPMATUBHO-NPABOBbIX 633 JOMKEH TaKXKe BKAOYATb
SKOHOMMYECKMI aHaIN3 IKONOTUYECKMX N COLMABbHBIX PUCKOB, CBA3AHHbIX C HEHaA/1eXallMM yipaBaeHem
0TX0AaMM SNEeKTPUYECKOro M 31eKTPOHHOro obopyaosaHma. HO OTXOAbl SNEKTPUYECKOro U 9NeKTPOHHOro
060pyA0BaHNA — HE TOIbKO HalUMOHaAbHas Npobaema, To ecTb 419 3GOEKTUBHBIX U PALMOHA/bHbIX AEMCTBUI
HeobxoMMa KOOPAMHALMA MeX Ay NPeACTaBUTeNAMM CTPYKTYP, 3aHMMAIOLLMXCA OXPaHOM OKpYKatoLLel cpeapl,
n otpacav MKT Ha HaUMOHaNbHOM, PErMOHaIbHOM U 1106a/1bHOM YPOBHAX.Y

2.2 PblHOYHaA cpeda v KOHKypeHUUA

OnepaTtopsl U NPeanpUATAA 3NEKTPOHHOW CBA3U BEAYT KECTKYIO KOHKYpPeHTHyto 60opbby 3a npusnedeHmne
KNMEHTOB, UCMONB3YA LieHY B Ka4ecTse NprMaHKK. [1oTpebuTenn Takke BCe Yallie CTaHOBATCA “Npocklomepamu’”
1 NMO3TOMY MOTYT AaxKe A0CTUYb BONbLIErO BANAHUA Ha PbIHKE.

2.2.1 PacnpocTpaHeHne MHPOPMALMM O LLeHaX U PEKNAMHbIX NaKeTax

OfHa 13 peKkomMeHZaUMi Ha OCHOBE MepefoBOro OMbiTa, NPUHATAA Ha [MobanbHOM cumnosnyme AnA
perynaTopHbix opraHos B 2015 roay B /lnbpesune (faboH), HaueneHHas Ha 3awWuMTy noTpebutenein u
NOCTaBLWMKOB, NpeaycMaTpmBaeT HEOOXOAMMOCTb “npocseweHus u pacwupeHus npas nompebumenel ¢
NOMOWbIO Pa3/IUYHbIX CPedCM8 U UHUYUAmMue, 8 Mmom Yucsae nymem npedocmassaeHus yoobHbIX naamgopm
¢ akmyansHoU UHGopmauuel 019 CpaBHEHUA NpedaoxeHUld no ycayeam u mapugos, UHHOPMUPOBAHUSA
nompebumeneli 0 3aKOHOOaMenbHbIX NOMOKEHUAX U Peanu3ayuu npoyedyp noodayu #anob u 8o3meu,eHus
ywepba, a maxkxe nymem npoodsudceHuUsa Kysemypel kubepbesonacHocmu”.*®

B yCNoBMAX CTPEMUTENBHOTO TEXHOIOMMYECKOro NPOrpecca onepaTopbl, HaxoAACh B MOCTOAHHOM NMOUCKE HOBbIX
HULW Ha pbiHKe, 3abpacblBatoT TEPpMMHAbI NOTPEBUTENEN 3aMaHUNBBIMW MPEAJIOKEHUAMM, LUENb KOTOPbIX —
co3faTh UAMNO3UI0 HeobxoanmocTu. B cnyyae c KamepyHOM pacnpocTpaHeHune TapudHbIX N1aHOB, HEKOTOPbIE K3
KOTOPbIX CyLLIECTBOBA/IM C MOMEHTa Havyasa paboTbl ceTeit onpeaeeHHbIX 0nepaTopos NoABUKHON TenepoHHO
CBA3M, MeLLao YeTKOMY NOHMMaHWI0 6a30BbIX TapMdoB. HexenaHve aboHeHTOB NepexoAnTb Ha HOBble Tapudbl
1N HAaBOAMTb NOPALOK B TapMbHbIX NAaHax NPUBOAUT K HEA0CTaTOYHON MHOOPMUPOBAHHOCTM O MPUMEHAEMbIX
Tapudax. HekoTopble noTpebutenn 06POBOALHO OTKA3bIBAIOTCA NEPEXOAnTb Ha Bosiee BbiroAHble TapudHble

7 http://wftp3.itu.int/pub/epub_shared/TSB/2016-Integrated-mngnt/index.html#p=1.
8 http://www.itu.int/en/ITU-D/Conferences/GSR/Documents/GSR2015/Consultation/BPG_2015_E.pdf.
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nAaHbl; Takne aboHEHTbI MPeAnoYnTaoT Taprdbl, KOTOPbIE OHU CYKUTatoT Bonee NPUBAEKATENbHbIMK B CBETE
nx noTpebHocTel. Tem He MeHee, ANA NoAABAAOLWEro 60AbWIMHCTBA aDOHEHTOB HeXenaHue nepexoanTb Ha
HoBble TapMbbl CBA3aHO BoblLE C HECMOCOHHOCTHIO PAa306PaThCA B MPEA/IOKEHMAX UK C OTCYTCTBMEM SCHOCTK
B 3TUX NPEAIOKEHUAX.

Koraa peyb vAeT O pekNamHbix NpeanoXKeHuaAxX, KpaHe BaXKHa posib PeryaaToOpHbIX OPraHoB B BOMpoOcax
OpUEHTMPOBAHMA NOTPebUTENEN N NPeaoTBPaLLEHNS 310yNoTPebAeHNIM CO CTOPOHbI ONepaTopoB. B cutyaumm
c KamepyHom Habntofanmce caydan “HaBasumnBoro cepeumca’, Koraa AencTBUe BDEMEHHOTO PEKIAMHOTO Tapuda
NPOAO/KANOCH MOC/E OKOHYAHMA 3aABEHHOIO CPoKa. B oteeT Ha 310 ART B cBoem Pewiernn 0000 0086/ART/
DG/DAJPC ot 22 mas 2014 roaa, B KOTOPOM YCTaHABAMBAOTCA YCIOBMUA M MEXaHW3Mbl 3aryCcKa onepaTopamu
PeKNaMHbIX MPEeAJIOKEHWNIA YCYT 31EKTPOHHOM CBA3M, OrPaHNUMI0 MAaKCUMAbHYIO MPOLOMKUTENBHOCTL It060r0
PEKNaMHOro Tapuda Tpemsa MecALAMM, @ MMHUMA/IbHBINA MHTEPBAN MEX/Y ABYMA PEKNAMHbIMU NPEea/I0KEeHUAMM
ana noboro Tapnda — AByma mecalamm. bosee Toro, oT onepatopos NoTpeboBaiv 33 BOCEMb AHEN A0 3aMyCKa
Nto60ro peKkNamHoOro NpeasioKeHUA — yCioBmUA KOTOPOro, B YaCTHOCTM, B OTHOLUEHWK Tapud OB, AOMKHbI ObiTb
YETKMMM, NUCHEPMbIBAOLLMMM, HECTHBIMU U HEABYCMbIC/IEHHBIMM — NOAABATb 3TO NPEA/IOKEHWE Ha YTBEPKAEHME
8 ART.

B cnyyae c Bpasuameii® HaumoHanbHoe areHTcTBo anekTpocsasn (ANATEL) Pesontoumeit 632 3a mapTt 2014 roaa
yTBepanno Oblipe npasunia B OTHOLLIEHUN NpaB notpebuteneit B obnactu ycayr anektpocsasu (RGC). Kpome
npoYero, AOKYMEHT HalleNeH Ha obecneyeHme Ny4YLiero NoHMMaHa NoTpebuTeNnaMmmn CBOMX NpPas 1 BO3MOXKHOCTK
H6onee He3aBUCMMOTO BbIOOPa B KOHBEPTrMpYytoLel cpese. Takvum 06pa3om, 3aMHTEPECOBAHHbIN NOTPebUTENb,
KOTOPbIN MOXKET ABNATLCA MW HE ABNATLCA NOKYNaTenem yCayr, MOXKeT BbITb NOANMCAH HAa HOBblE PeKNaMHble
npeasioXKeHNs NocTaBLLMKa YCAYr MPU YCA0BUM, YTO NoTpebuTens byaeT NpoMHGOPMMUPOBAH O TOM, YTO B
[,0roBope MOXKeT ObITb NpeaycMOoTpeHa onaTa B cydae paHHero pactopxeHus (Ctatba 46 RGC). Cneaytoumm
TpeboBaHVeM ABSETCA MPO3PAYHOCTb MPEAIOKEHNIN, MPU STOM NOCTABLLMK YCAYT AO/KEH Nepes NoAnucaHuem
[0roBopa NPefoCcTaBUTb NOTPEOUTEND CBOAKY, COAEPMKALLYIO YETKYI0 MHOOPMaLMIO O NPEAIOKEHMM, B TOM
yucae LeHbl, nepnoa, AeNCTBUA 1 LieHbl, KOTopble ByayT NPMMEHATLCS NOC/Ee 3aBepLIeHns nepruoaa AencTems
npeanosxkerma (Ctatba 50 RGC).

2.2.2  WUrpbl n notepen

CeKTop a3apTHbIX Urp Baarogapsa 3NEKTPOHHLIM CPeACTBaM CBA3M MNEPEXMBAET BTOPOE POXKAEHME K PaLOCTM
onepaTopoB, NpeaaratoLLmx Tak1e Urpbl, U Yalle Bo Bped, Yem Ha Nosb3y NoTpebutenam, KoTopble He Bceraa
NMOHMMALOT YCNOBMA y4acTMA. TaKoW Ke HeoCTaToK nHdopMaummn HabatogaeTca B MPOBOANMbIX ONepaTopamm
nioTepesnx, B KOTOPbIX NOTpebuTenu yuacTBytoT, oTnpasasas SMS. Koraa no npasuiam urpbl nepes posbirpbilem
HeobXoAMMO OTBETUTL Ha PAL BONPOCOB, HaZexKAa Ha Nnobeay 3acTaBNAeT UrPoKa 3abbiTb O CTOMMOCTH y4acTus,
Tem Honee NaaTa CHUMAETCA 3a KaxKaoe OTnpaBaeHHoe cooblieHme.

B KamepyHe 3akoHOAaTeNnbCTBO, OTHOCALLEecs K urpam, B 2014 roay ObI10 AONONHEHO pelleHem AreHTcTBa
perynnpoBaHus anekTpocsasu (ART),?° ycTaHaBAMBAOWMM OTPaHUYEHNA BPEMEHWN ONA UIP U PeKNambl B
NHTepecax 3alnTbl U MHOOPMMPOBAHNA NoTpebuTenein.

2.2.3  Hayano gomuHupoBaHuA notpebuTenei n nx npas

“[OMUHUPOBAHME” — CNIOXHbIM TEPMUH, COYeTatol Ml B cebe NoAUTUYECKoe, SKOHOMMUYECKOe 1 NMPaBoBOe
3HayeHMA. OH HanpAMYto CBA3aH C KOHKPETHbIM PErmoHOM, OTPac/blo MAM NPOAYKUMEN M OTHOCUTCA K
CNOCOBHOCTU NtoAeN, rpynnbl UAM OpraHu3aumMmn BAUATb Ha cUTyauuto. JOMUHUPYOLLAS CTOPOHA MOXET
OMKTOBATb NpaBkaa B OTPAC/M M ONpenenaTb MaclTab, CTPYKTypy, YPOBEHb KayecTBa, CTOMMOCTb U UeHY
KOHKPETHbIX TOBApOB M yCyr.?

CornacHo 3aKoHaM 3KOHOMMKM, B 3MOXY PbiHKA NPOAABLOB M3-3a HEA0CTaTKa TOBAPOB M YCAYT JOMUHMUPYHOLLYHO
PO/Ib B YNPaBAEHUN PbIHKOM UTPatoT NPOo/AaBLbl. B 3Moxy pbiHKa NoKynaTes HanoJHEHHOCTb TOBapamMm M yCi1yramm
3HaYMTENbHO MPEBbIWAET CNPOC, U MPOM3BOAMTENM, KaK NPOAABLbI, TEPAIOT NO3ULMM B LIeHOOBpa3oBaHmK,

9 [lokymeHT 1/35, “Obuiee perynnposaHue npas notpebuteneir ycayr anektpocesasn”, deaepatneHan Pecnybavika bpasuaus.

0 lokymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvika KamepyH.

2 NokymeHT SGIRGQ/199, “Consumer protection in the convergent era: user dominant right is rising up”, Kutalickas HapoaHan
Pecny6uka.
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KOTOPOE NIEKMUT B OCHOBE CMOCOBHOCTU YNPaBAATb PbIHKOM. [10TPEBUTENM MOTYT CTaTb CUbHBIMUM Y4aCTHUKAMM
pblHKa Bnarofaps NokynaTesbCKol cnocobHocTM 1 ceobose Bbibopa.

B cooTBeTCTBMM C MCTOYHMKOM LLEeHHOCTM TOBApOB U YCAYT, pa3BuTme rnobanbHOM MHAOYCTPpUK I/IH(I)OpMaLJ,l/Il/I n
CBA3M NPOLWANO NATb OCHOBHbIX 3TanoB, a MMEHHO:

- nepsblii 3Tan — POCT 33 CHeT OTPaACAN GUKCHPOBAHHOW rONOCOBOW CBA3K;
- BTOPOW 3Tan — POCT 3a CYET OTPAC/IM NOABMMKHOM roNI0COBON CBA3MK;
- TPeTUii 3Tan — poCT 3a CYeT OTPACAN Nepesayn AaHHbIX C LONOAHUTENbHBIMK YCYramu;

- yeTBepTbIii 3Tan — PocT LMdPOBbLIX CNYXKO BCAe 33 Pa3BUTMEM Nepeaaqn AaHHbIX MO WUPOKOMONOCHbIM
ceTaMm;

- NATbLIN 3Tan — pOoCT, 06yCﬂOBﬂ6HHbIl7I pasBnuTMeEM UHTEPHETA BCETO.

B HacTodAuee Bpema BOAbLWNHCTBO CTPaH M PErMoHOB BOLIAM B YETBEPTbIM 3Tan pas3BuTMA. TUMUYHbLIMK
XapaKTePMCTMKaMM 3TOro 3Tana ABAAIOTCA: BHEAPEeHMEe BOOKOHHO-ONTUYECKMX LWMPOKOMONOCHbIX CeTel B
ropoAax v CebCKOM MeCTHOCTH; YCKOPEHWe POCTa NMOABMMKHOM LUMPOKOMOAOCHOW CBA3M 3a cHeT aboHeHToB 3G
1 4G; nocTeneHHoe cokpalleHne AMBMAEHAA, BbI3BaHHOMO NPUPOCTOM HaceneHns, 1 NnoasneHve aMsnaeHaa ot
nepenayr AaHHbIX. B Hawwm AHM BONbLIMHCTBO Pa3BMBAOLLMXCA CTPAH HaxoA4ATCA Ha NEPBOM 3Tane ANBUAEHAA
[aHHbIX — AWBMAEH/ NOTOKA AaHHbIX ABUMKET POCTOM, M HEKOTOPbIE Pa3BMBatOLIMECA SKOHOMMKIM BOLWAN BO
BTOPOM 3Tan, Ha KOTOPOM POCTOM ABUKET AMBUAEH KOHTEHTA.

Mepexoa AOMUHUPYIOLLMX NPaB B PAsNYHbIX OTPACINAX U B OTHOLLEHWUM Pa3NNYHBIX MPOAYKTOB NMPOAO/IKAETCA.
Ero cyTb cOCTOUT B nepexode GyHKUMI CO34aHUA U pacnpeneneHms LeHHOCTU OT OAHMX y4aCTHMUKOB PbiHKa
K APYrMM. B yCI0BMAX SKOHOMMKM NPOAaBLa NMOCTaBLIMKM, MaBHbIM 06pa3om AOMUHMPYIOLLME OnepaTopsl,
MOTyT ONpenenaTb KOAMYECTBO TOBApPOB, KAa4eCTBO YC/Yr, LeHy, YCI0BMA TOProBaM 1 Apyrue dakTopsl, a
bYHKUMOHaNbHAA LEHHOCTb TOBAPOB U LIEHHOCTb COEAMHEHMS CETU CTAHOBATCS OCHOBHbIMM COCTaBAAOLLIMMM
LeHHOCTU, CNe[0BaTeIbHO, MPaBOM pacnpeaeieHna LEHHOCTV BAaAeHoT BeyLipe Npeanpuatns, u notpedbutenn
MOTYT TO/IbKO NMaCCMBHO MPUHUMATb YCI0BUSA MPOAAXM TOBAPOB 1 YCYT. B SKOHOMMKe NoKynaTens notpebutenm
MOTYT N1ETKO BbIBMPaTb TOBApPbI M YCAYIM 1 OBAaAEBaOT NPaBoM pacnpeaeseHns LeHHOCTU B COOTBETCTBUM C
KayecTBOM TOBapa, LIEHOW, CPOKOM MOCTaBKM M APYTMMM GaKTopamu. MIHOraa OHM MOryT [ase y4acTBoBaTh B
CO34aHMU LEHHOCTM NOCPEeACTBOM NPOM3BO/ACTBA Ha 3aKas.

Mepexon nNpaBa AOMWHUPOBAHUA B XO4e Pa3BUTUA 1M0HaNbHOMO MHPOPMALMOHHO-KOMMYHUKALMOHHOIO
pbIHKa npousoluen okono 2012 roga, nocne UcHesHOBEHUA Aemorpadunyeckoro AnBuaeHAa. K Tomy BpemeHun
HbICTPO pa3BOpPaYMBaNNUCL BONOKOHHO-ONTUYECKME CETU U WIMPOKONONOCHAA NOABMKHAA CBA3b 3G, ypoBEHb
NPOHNKHOBEHNA MOBUBHBIX TeePOHOB AOCTUT B HEKOTOPbIX cTpaHax 90% 1 ypoBeHb pacnpocTpaHeHus
LUMPOKOMONOCHOM CBA3M B ceEMbAX Npubansnnca k 80%. Yrke He OLLLyLLLaNCA HeA0CTAaTOK NPOMYCKHOM cnocobHOCTH
N LUMPUHbI NONOCHI CETEN CBA3W, YTO MPUBEO K M3ObITKY B HEKOTOPBIX CTPaHax. POCT A0X0408 M NpubbIan
HbicTpo ocnabesan. OnepaTopbl 3NEKTPOCBA3N ObINN BbIHYKAEHbI MCCNen0BaTb Chepy MHTEPHET-yCayr B
ycnosuax 6onee TeCHOTO COTPYAHMYECTBa U Honee NMOJHO PAcKpbiBad CBOM BO3MOXKHOCTU. OHM Hanpasuiu
CBOM YCUANA Ha YBENYEHWE CPeZIHEro A0X04a Ha OAHOro nonb3osaTena (ARPU) 1 noBbILIEeHWE LEeHHOCTW yCayr
no NpeAoCTaBNEHMIO KOHTEHTA.

Mocne BHeApeHWA TexHONOMMIN 4G yCayru NOABUNKHOIO MHTEPHEeT-40CTyna AsuraTtenem pocta [OXOL0B.
[omyHMpoBaHMe Npas Nosb3oBaTesel CTaHOBUTCA BCe 6o/1ee O4EBUAHBIM, YUUTbIBAA:

- CHU}KeHUe LLeHHOCTU coeauHeHUs. Koraa yiKe He OlLYLLIAaeTCs HedoCTaTKa B CETEBbIX PeCypcax, HECMOTPS
Ha Bce ele abdEKTUBHYIO MarncTpanb, ee A0XOAHOCTb byaeT ybbiaTb. Monb30BaTeNn ckopee byayT
CK/IOHHbI NNATUTb 3@ LMGPOBOM KOHTEHT M YCNYTU, YEM 33 AOCTYM M NMOAK/OUEHME.

- MosBneHne MHOXeCTBa BapuaHTOB A0CTyna noab3oBaTteneii. B npownom tenedoHHbIi Homep bbin
OCHOBHbIM, U [1a}Ke eAMHCTBEHHbIM CMOCOHBOM COEIMHEHMA NMOb30BATENSA C APYTMMM aDOHEHTaMM CBA3M.
OAHaKo NoSBUAWCH ApYrve BapmMaHTbl B BUAE apeca 3NeKTPOHHOM NoYTbl, HOMep A8 MIHOBEHHOMO
obmeHa coobLLEHNAMM, JOMALLHAA CTPAHWLLA B CETM, YY4ETHbIE 3aMMUCKN B CEPBUCAX MUKPODBAOTMHIa 1
Opyrue BUpTyasbHble agpeca. HEKOTOpble MONIOAbIE NOAM B MOBCEAHEBHOM KU3HM NMOMb3YIOTCA UMK axKe
yalle, Yem TenedoHHbIM HOMEPOM.

- MepcoHanusaumio. LleHHOCTN TPaAMLMOHHbIX NPOAYKTOB, AN1A KOTOPbLIX XapaKTepHbl YHUOULMPOBAHHbIE
TEXHUYECKMe CTaHAapTbl U BU3HEC-MOAENN, YXKe He Tak NonyasapHbl. BmecTo 3Toro Bce 60/blwyto
NONyNApPHOCTb NpUMoBpeTaeT NepcoHann3aLma Ha TeEPMUHANE, PEXUM COeAUHEHUA, NOAKNOYEHNA,
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Tapuobbl 1 apyrne dakTopbl. ONepaTopbl M NOCTABLLMKM YCAYT 31EKTPOCBA3M aKTMBHO PaboTatoT B 3TOM
061acTH, CTapasnch NOBbICUTL SIOANLHOCTb M MOTPEOUTENBCKYIO LIEHHOCTL BpeHaa.

- [eueHTpanusaumio NocTaBLMKOB. OTae/bHbIe MPOAYKTbI M YTy MOTYT MOCTaBAATLCA OAHON KOMMaHWEN
CaMOCTOATE/IbHO MO BEPTUKANbHOM cxeme. B Takux Cyd4anx KOMMNaHMM, KOTOPble COeAMHAIOT NoAeN,
MOTyT IOMUHNPOBATb B MpaBax. B KOHBEPreHTHOM cpeae MHOrMe ToBapbl 1 YCAYTW A0KHbI MOCTaBAATbLCA
HECKONbKMMM KOMMNaHMAMM, Hanpumep, OHAaNHOBbIE CEPBMCHI LMGPOBOro BMAEO. A HUX Heobxoamnma
coBmecTHas paboTa onepaTopoB ceTeit, MOCTaBLWMKOB NAaTGOPM U1 co3aaTenein BUAEOKOHTEHTa, YTO He
NO3BO/IAET ONepaTopam 3aHATb LIEHTPa/IbHOE MOIOXKEHNEe B CTOMMOCTHOM LIeMNoYKe.

- MHTerpaumnio NnpoussoacTsa U nortpebieHna ycnyr no npeaoctaBieHuio uudppoBOro KOHTEHTa.
Hanbosnee Ba)KHOE M3MEHEHME KOCHY/NOCb B3aMMOCBSA3M NPOM3BOACTBA M NOTPebAeHUA LUMPPOBOTo
KOHTeHTa. LLIMPOKOMNOOCHbIE CETU M YMHbIE TEPMUHA/bLI MOOLLPSAIOT NO/b30BATENEN K CO3AaHMI0 KOHTEHTa
(UGC), nenas aTo 3aHATME NPOCTLIM M yA0OHbLIM. YacTb noTpebuTeneit, 06aaaatoLimx npodpeccroHanbHbIMM
CNOCOBHOCTAMM, MOTYT CTAHOBUTLCSA MapTHepamu onepaTopos v naatGopm. OHM MOTYT BbIMyCKaTb
NpUBNEKATENbHbIA BUAEOKOHTEHT, OHOBPEMEHHO MOTPEHAAR KOHTEHT, CO3AaHHbIA APYTMMM NHO4bMU,
UTO BeAEeT K MHTerpaLmumn NpounssoacTsa U notpebaeHns. MHOTOIMKOCTb NO/b30BaTeNEN MOXKET NOMOYb
M3MEHUTb MOZEb B3Heca. MoKeT MosBUTLCA BHYTPEHHMUI 0BMEH, CMeCh NPAMbIX 1 06paTHbIX Tapndos,
buKcpoBaHHas onaata A9 Pas/inNyHbIX NOAb30BaTENeN.

- MocTosiHHbIE MHHOBALMM B 061acTU TOBApOB U ycayr. OAnH HaIEXKHbI NPOYKT MOMKET MOMOYb YAEepKaTb
K/IMEHTOB, HO ero byAeT HeLOCTaTOYHO AN1A YBENNYEHMA LLEeHHOCTU. OnepaTopbl CETEN 1 NOCTaBLUMKM YCayr
CO3/,at0T 1 OTKPbIBAIOT BM3HeC-NNaTGOPMbI 417 NOTEHLMANbHbIX NapTHePOB, YTOObl BOBPeMA pearnpoBaTh
Ha NOTPebUTeNbCKMIA CNPOC, COKpaLLATh LIMKA pa3paboTKu NpoAyKTa U onepaTvBHO NPeaoCTaBnAaATb
MHHOBALMOHHbIE MPOAYKTbI U ycnyrn. MccnenosaHue m paspaboTka npoaykumm notpebutenamm
CTQHOBMTCA OOLLENPUHATON NMPAKTUKOW.

2.3 Kak nsmenua B GU3Hec-mogenax v NpeaocTaBNeHnm yCayr BAMAIOT Ha noTpebuTenei

2.3.1 JononHutenbHble ycayrmn, npegoctasasaemble no cobcTBEHHOM MHUymnatmnee

TakvMK ycayramm MoryT BbiTb My3blKalbHasA 3acTaBKka Npu yaepsKaHuu, HepaboTatolme Koapl AeakTMBaLmm
N MEXaHM3Mbl MoJaum Kanob, MHbopmaLma, a TakKe aBToMaTMyeckoe 0bHOBAEHME NOAMNUCKM MPU COKHOM
MeXaHW3Me 0TKa3a OT NMOAMUCKM.

PeleHvem aTux npobaem moryT BbiTb:

- Mepbl rocyaapCTBEHHbIX PeryiaTopHbIX OPraHoB Mo 3awmute notpebuTenein ot 3noynotpebneHunii co
CTOPOHbI OMEpPaTopoB.

- Mepbl, rapaHTUpytoLLue 3alMTy NpaB NoTpebuTenel Bcex yeayr anekTpocsasn n NKT.

2.3.2  U3meHUBLIMECA MOZenU BM3HECA U MAPKETUHIOBbIE CTpATErnm

B yCnoBusAx pacTyLein KOHKYpPEHLMM B CEKTOPE 3/MEKTPOCBA3N HAabM0AAETCA YCKOPEHWE ABUKEHWA B CTOPOHY
6onee MHTErpUPOBaHHOTO OM3HECa 1 AOCTUKEHME Lienei NPOLBUMKEHMA MHHOBALMIA, POCTa NPUBEPIKEHHOCTU
notpebutenelt N NOTPebUTENLCKON LEHHOCTM. KOHKYpeHUMA MeXay onepatopamu M3 MpocTo LLEeHOBOM
npeBpaTuiach B KOHKYpPeHLMo BpeHa0B, YCAYT U KOHTEHTA, B TOM YMC/e C UCMOAb30BAHMEM “MaKeTHOro
mapketnHra” (Confluent Marketing — CM), KoTopblIii NpeanonaraeT NOCTaBKy NakeTos pas/iMyHbIX BUAOB YCayr
C NpefoCTaBAeHNEM CKMAOK B 3aBUCMMOCTM OT TUMOB W MPOMNOPLMIA, HAanprmep, NakeToB, COCTOALLMUX U3
MobunbHoro TenedoHa, ycayrn WMpPoKONosOCHOM CBA3K, CEPBMCA MIHOBEHHOTO 0OMeHa COOBLEHUAMM N TaK
nanee.

B 2012 roay B KuTarickoi HapoaHoli Pecnybnmnke komnanua China Telecom 3anycTuia cBoto NakeTHyHO
nporpammy, B pamKax KOTOpPOn NpeasioxKmaa KameHTam Tpu smuaa yeayr: “My E-home”, “Business Navigation”
n “E-surfing Mobile”. MakeTbl E6 (cTaumoHapHble NAc MobuabHble TenedoHsl), E8 (cTaumoHapHble TenedoHbl
NOC WMPOKOMONOCHbIM A0cTyn) 1 E9 (cTaumoHapHble 1 MobWAbHbIE TenedOoHbI NAKC LMPOKOMOAOCHbIM A0CTYM)
OblaM CO34aHbl C Lie/Iblo YA0BNETBOPEHNA PA3/IMYHbIX BUAOB CNpoca Noj, TOProBbiIM HaumeHoBaHuem “My
E-home”. YTob6bl NOBbLICUTL KayecTBO 0bCayKMBaHua KaneHTos, China Unicom npeanpuHMmaeT AeNCTBUS MO
BHEAPEHMNIO YHUOMLMPOBAHHOTO A0CTYNa MO GUKCMPOBAHHBIM AMHUAM CBA3KM, 3G 1 Wi-Fi 1 obbeanHeHuto
YYETHbIX 3annceit nonb3osBatenet aAna obecneyeHmna AOCTyNa K 060N CTpaHMLe UAKM KOHTeHTY. “Family One

Plus” (FOP) — MHTerpmMpoBaHHbIii TapndHbINA NaaH, pa3paboTaHHbli AN cemelHbiX Noab3oBaTenet. B Hero
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BXOAAT YCAYTM OCHOBHbIX OMepaTopoB GDUKCMPOBAHHOM, TO/I0COBOM M LLIMPOKOMONOCHOM CBA3M BMECTE C
MOBWABbHBIM TenehoHoM, BUAEODOHOM, CUCTEMOW BUAEOAOCMOTPA U AOMALLHMIA W03, MakeTbl FOP MOXHO
pa3nennTb Ha Tpu TMna: “FOP voice” (cTaumoHapHble 1 MobuibHble TenedoHsl), “FOP online” (buKcnpoBaHHbIN
LUMPOKOMOOCHBIN AOCTYN M MOBUAbHbIE TenedoHbl) 1 “FOP infinity” (cTaupoHapHbie n MOBUNbHbIE TeNedOoHb!
nAtoC WrnpokonosocHbln aoctyn). China Mobile pewmnna ncnonb3oBaTb pasnyHblie BUAbI HecnpoBoaHOro
LUMPOKOMOIOCHOIO AOCTYNa ANA BbIXOAA Ha PbIHOK NakeTHbIX ycayr. 310 2G, 3G, Wi-Fi n LTE. Kpome 3T010, B
2009 roay cTapToBas NPOEKT MynbTUMeauniiHoM IP-noacuctemsl (IMS) ans nepeaayun ronoca, n3obpaxkeHun,
BMAeO 1 hainos Ha Hase CyLLecTBYOLWMX NOABWKHbBIX CETEN, GUKCMPOBAHHBIX CETEN U TaKKe MHTepHeTa. IMS
peannsyeTt AN CBOMX KOPMOPATUBHbIX KAMEHTOB GYHKLMM TenedOHHON cBA3M, dpaKkca, nepesadn AaHHbIX,
BMAEOKOHbEPEHLCBA3N, LLeHTPa 06paboTKM BbI3OBOB M T. A. TMNOBbIE NPOAYKThI — Enterprise communications
Assistant (KopnopaTWBHbIM KOMMYHMKaLUWOHHbIN accucTeHT) 1 Merged VPMN (o6beanHeHHas VPMN).

[ns yBennyeHna oxsaTa B nakeT A06aBaA0TCA HoBble ycayru. C LIMPOKOMONOCHOW CBA3LIO U MOABMMKHBIMM
cny:kbamu yacto obbeanHaAT IPTV 1 BUAeoHabntoaeHWe. Takme NakeTbl YCAyr NPOEKTUPYOTCA TaKUM 00pasom,
uTO6bI OTBEYATH MOTPEOHOCTAM AOMALWHUX M KOPMNOPATUBHbIX KAWEHTOB, Hanpumep, nakeT npoayktos China
Unicom, KoTopblii HasbiBaeTcsa “Broadband Mobile plus Magic Eye” ans npombiLLAeHHbIX 30H.

C yBeAMYeHMEM NaKEeTHbIX YCAYT PeryaaTopHas nofuMTUKa, CO34aBaBLIanca AN8 OAMHOUYHbIX YCAYT, AOMKHA
MN3MEHUTLCA KaK C TOYKM 3PEHMA OXBaTa, Tak M C TOYKM 3pEHUs MHCTpymeHToB. CrenosaTenbHo, YTobbl
chopmmnpoBaTb HOBYIO PErYAATOPHYIO MOAMUTUKY, PErYAATOPHbIE OpraHbl AOXHbI aAaNTUPOBATLCA K BHELLHEN
cpeae.

YT10ObI AT B HOTY C U3MEHEHUAMM B PbIHOYHOW KOHKYPEHUMUWU M NMPeaoCTaBAeHUN YCAYT, PeryaaTopHble
OpraHbl AONKHbI MOAEPHW3NPOBATb CBOM BO3MOMHOCTU U MHCTPYMEHTbI, B YaCTHOCTM, BBOAA HOBbIE MePbI MO
peryiMpoBaHmio NakeTHbIX MPOAYKTOB. B Kntae Kaxkaoe nakeTHoe npefnoxeHune nepes BbIXOLOM Ha PbIHOK
noflaeTca B PerynATOpHbIN opraH AnA NpoBepku. B cayyae ¢ onepatopamu, o61afatolivMm 3HaUNTENbHBIM
BAUAHMEM Ha pbiHKe (SMP), perynaTopHbId OpraH MOXKEeT AasKe OTKAOHATb MaKeTbl YCAYT, eCAN CyLWeCcTBYOT
BECKMe [0Ka3aTeNbCTBa TOro, YTO OHWM MOTYT HAaHECTU Bpes, KOHKYpPeHTHON Bbopbbe nan notpebutensckom
Bblroge. Bo-BTOpbIX, ONepaTtop A0/MKeH NPefoCTaBUTb CBOMM KAMEHTAaM BO3MOXHOCTb Ha CBOE YCMOTpeHue
nepexoamuTb ¢ Ntoboro nakeTa ycnyr Ha Apyrie nakeTbl. 9Ta HOPMa cyllecTsyeT bonee NATU NET U 3HAUNTENBHO
NOAHANA YPOBEHb YA0BNETBOPEHHOCTM NOTpebuTenel. B-tpeTbux, 6bi1 co3aaH pAL MOHUTOPUHIOBbLIX N1ATGOPM
ana cbopa nHGopmaL MM 0 KayecTse 0OCNYKMBAHMA U NONb30BATENLCKOM OnbiTe. B 2012 roay MIIT 3aBepwmnna
co3AaHMe HalMoHa bHOM NAaTGOPMbl MO KOHTPOJIO 3a NpucoeanmHeHnem K nHtepHeTy. B 2013 roay 6bina
BBeeHa HoBaA niatdopma A4NA NPOBEPKU UCTUHHOM CKOPOCTU A0CTyNa K UHTEPHETY.

PerynaTopHbI OpraH 31eKTPOCBA3W [O/MKEH TaKKe COTPYAHMYATb C APYTMMU PEFYAATOPHBIMKU OpraHamu,
NOCKO/IbKY MHOTWE MaKeTHble NPOAYKTbl He OTHOCATCA K chepe ycayr CBA3M, Hanpumep, My3blika, BUAEO U
YCAYT 34paBoOOXpPaHeHuA. s TOro, YTobbl UCKAOUYMTL Na3eMKN U NOBLICUTb 3GOEKTUBHOCTb, HEOBXOAMMO
COTPYAHNYECTBO MM COBMECTHOE PEery1MpoBaHue.

2.4 PocT pucKa HapyLlleHMA HEMNPUKOCHOBEHHOCTM YaCTHOM }KU3HMU

B 310Xy ro/10COBOW CBA3M NO/Ib30BaTENN CTONKHY/IMCH C PUCKOM PaCKPbITUS CBOMX HOMEPOB, MECTOHAXOMAEHMS
1N COOEPHKMMOTo pa3roBopoB. C BbICTPbIM POCTOM MHTEPHETA, B TOM YMC/e MOABUIKHOIO, MOAEb NOBEAEHMS
notpebutens sce 6osblue M BOMbLIE CMELLAeTCA B CTOPOHY COBMECTHOrO MCMNOo/b30BaHua nHbopmaumm
1 B3aMmoaencTena. JInuHaa MHGOpMaLmMs Yallle BCEro CTaHOBUTCA AOCTYMHON B MHTEpHEeTe B pesy/bTate
ncnonbsosarmsa MK, cmapTdoHOB 1 naaHweTos. ClefoBaTesIbHO, CYLLECTBYET NOTEHLMANbHbIA PUCK PACKPbITUSA
nepcoHasbHbIX AaHHbIX, KOHGUAEHUMANBHON MHDOPMaLMK U MHPOPMaLMKM O COBCTBEHHOCTM NoTpebuTens u
HapyLUeHUA CBA3AHHbIX C 3TUM Mpas.

HeobxoaMmo 3aTpoHYTb caeaytoLime npobaemsl:

1) BnuvsHMe coumanbHblx ceTein: obmeH Buaeo, GoTorpadmamm 1 NPUAoKeHna a8 06paboTKM N3006paKeHNN.

2) MPUNOXKEHUSA ANA COXPAHEHMSA KOMUM UCTOPUK NMEPENnMCKK B YaTax 1 darnos mynbtumeama B iCloud m
BO3MOKHOE MCMOMb30BaHNE XPAHALLMXCA AAHHbIX; MPUIOKEHNA, KOTOPbIE MOTYT BTOPraTbCA B YaCTHYHO
YKM3Hb UAK NOYYaTb AOCTYN K MEANUMHCKOM MHDOPMALMK, U KOTOPLIM NO/b30BaTENb OTKPbLIBAET AOCTYM K
nHbopmaLmm 6e3 Kakmx-nmbo rapaHTuin. Cnyyau, Koraa HeKOTopble OnepaTopbl NPenaraloT MeaULMHCKME
KOHCy/AbTaUMKM nocpeactsom SMS, He npefoctasaas nHbopmaumn 06 MAEHTUYHOCTM NPAKTUKYIOLLETO
Bpaya W rapaHTUi OTCyTCTBMA KOppynumuu. Kak onpefennts 0643aTenbCTBa MPU HECHACTHOM Cydyae?
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3) Mpobnembl MaeHTUOUKALUMM aboHeHTa; NpoJaska NpeaBapuTesbHO aKTMBMPOBAHHbLIX SIM-KapT;
TenedoHHOEe U MHTEPHET-MOLIEHHMYECTBO.

Hanpumep, B Kutaickoit HapoaHot Pecnybnuvke ¢ 2012 no 2013 rof npor3owno HeckonbKo MHUMAEHTOB,
B pe3y/nbTaTe KOTOPbIX KaK MUHUMYM HECKO/NIbKO MWIIMOHOB MNOAb30BaTeneit Notepann nepcoHanbHyto
nHodopmaumto. Coscem HeaaBHO, B nepsoli nonosuHe 2014 roaa, MMen MecTo cy4vald, Koraa Xakep B3noman
cuctemMy MHbOPMaUMM KOMMOAHUKM KYPbEePCKOW AO0CTaBKM W MNepcoHanbHas WMHbopmaums b6onee yem
14 MMNMOHOB KAMEHTOB Oblna NpoaaHa yepes nHTepHeT Bcero 3a 1000 KuTalckux toaHel (160 gonnapos
CLUA). Takme MHUMAEHTbI He TONIbKO HaHecn GUHaHCOoBbIN yilepb, HO U NoA0PBaNM A0BEPUeE NOTpebuTenen.

Y106bI 0becneunTb 3dPEeKTUBHYIO 3alUMTY NepcoHanbHOW MHOOPMAaLMM MOAb30BATENEN 3/1eKTPOCBA3M
M UHTepHeTa M BOpOTbCA C MPecTynHOCTblo, BcekuTalickoe cobpaHue HapoAHbIX NpeacTaBuTesnein u
NpPaBUTENIbCTBEHHbIE YYPEXKAEHNA B pe3yabTaTe TECHOro COTpyaAHMYecTBa onybamkosanm B 2012 roay pas,
3aKOHOB ¥ HOPM MO 3aluTe MHGOPMALMK B CETU. ITU NPaBuUIa ONpPeaenatoT COCTaB MUHGOPMALLMK B CETH, POSIK,
chepbl OTBETCTBEHHOCTU M 0BA3aHHOCTM PA3INYHbIX OpPraHmn3aLmii. YTobbl MPUMEHUTb 3TM HOPMbI Ha MPAKTUKE,
MIIT KaK perynaTtopHbIin opraH B8 2013 roay BbinycTuaa 6onee noapobHble Npasuaa, B KOTOPble BOWAM Hopmbl
no 3aliMTe nepcoHanbHoOW MHGOPMaLMKM NONb30BaTeNel INEKTPOCBA3N U MHTEpPHETa U Hopmbl pernctpaumm
nosib30BaTeNel 3/1eKTPOCBA3N C YKa3aHNEM HACTOALLETO MMEHW.*> TN HOPMbI ABAAKOTCA OCHOBOW yNpaBaeHns
co34aHMeM, COBMECTHbIM MCMO/b30BaHMEM 1 COOPOM MHPOPMALLMM U KOHTPO/IA 33 3/I0HAMEPEHHbIM AOCTYNOM
B €ro MCXOHOM ToYKe.

B anpene 2013 roga MIIT onybnukosana 3anasneHne 06 yCUNEHUWN aAMUHUCTPUPOBAHUA UHTENNEKTYabHbIX
NoABUKHbIX yCTporcTB. OHO ObIIO MOCBALLEHO YCAyram Ha naatdopmax npuaoxeHuin. OT npounssoamnTenei
MOOUbHBIX TenehOHOB NOTPeOOBaNM He YCTaHaBAMBATL NPOrPaMMbl, KOTOPbIE COAEPKAT ONacHY MHGOPMaLLMIO,
BTOPraloTCA B YACTHYIO XXM3Hb MOMb30BaTENA U HAHOCAT Bpen H6e3sonacHoctn cetein. OT paspaboTymkos
nporpammHoro obecneyeHna noTpeboBanv PerncTpMpoBaThL CBOK MPOAYKLMIO M NPeAoCTaBAATL NPOrPaMMHbIi
KOZ [N TECTUPOBAHMA. T Mepbl CbIrPain akTUBHYIO Posb B obecrneveHnn 40H6pOoCoOBECTHON KOHKYPEHUMUN,
peasn3almm npasa NnoTpebutens Ha MHGOPMALMIO U TAPAHTUPOBAHUM HEMPUKOCHOBEHHOCTM YaCTHOWM KU3HMU.

OnacHoCTb nceBao-6a30BbIX CTaHLMIA

MceBno-6asosan ctaHuma (MBC) — cBOEro poaa BbICOKOTEXHONOTUYHbIM MHCTPYMEHT, COCTOALLMIN 13 paboyero
Moayna v HOyTOYKa. OHa MOMKET MCKaTb U HAxXoAMTb MHGOPMaUMIO O Haxoaawmxca nobansoctu SIM-kapTax.
[ocne ycnewHoro nepexsata OHa MOXeT PaboTaTb Kak MOBUAbHbIN TenedoH ntoboro n3 aboHeHTOB, paccblnas
SMS co cnamom LenesbiM Nosb3oBaTensam. Bo Bpems paboTbl TakoM CTaHUMKM MOBUAbHBIN TenedoH 06bIYHOMO
nonb3oBaTeNn NPUHyAUTENbHO Noak to4YaeTca K MBC BMecTo ceTu obuiero nosib3oBaHMa, M ycayru cetm
NOABUMKHOMN CBA3W CTAHOBATCA A/19 HEMO HEAOCTYMHbLIMM.

B HacToAlee obHapyKeHWe 1 HeMTpanr3aLuma NonbITOK ncnonb3osaHua NEC nponcxoamT B YeTbipe 3Tana:
pacnosHaBaHWe, onpeaeneHne MecTOHaxXOXAEeHWs, CaexeHne 1 3axsaT. OnepaTopbl 3N1EKTPOCBA3N MOTyT
peasnv30BbIBaTh NepBble ABa 3Tana, UCMOo/b3yA MHCTPYMEHTbI aHain3a ceTi 1 nepeaBuKHble nabopatopum.
PaboTa no ciexeHuo U NepexsaTy 3aBUCUT OT UMEIOLLMXCA BO3MOXKHOCTEN M MOAAEPKKM NOAMUMN. [IpUMEHEHWE
MBEC TpebyeT OT 0Tpacau AeMCTBIIA, 3aTParMBatoLLMX UCCNe0BaHWA, MPOM3BOACTBO, MPOAAXKM, paccnefoBaHve
npecTynieHuit n pacnpeaenenne npmbbiaun. Moatomy ana Toro, Ytobbl adbeKTMBHO BOPOTLCA C NPUMEHEHMEM
MEC, perynaTopHble opraHbl W OnepaTopbl 3M1E€KTPOCBA3M, MOMULMA U CMEXKHbIE OPraHM3aLn AOMKHbI
COTPYAHMYATb APYr C APYrom. B TO e Bpems, topuanyeckme opraHmnsalmm A0MKHbl NPEAnpPUHATL aKTUBHbIE
Larv no ycTpaHeHwo 1a3eeK B 3aKOHOAATeNbCTBE W YBENNYUTb CaHKLMK (lTpadbl) 3a npumeHeHwue MBC, 4Tobbl
yAEpKaTb NOTEHUMANbHbBIX MPECTYMHUKOB OT COBEPLIEHWSA NPECTYNAeHUIA.

KuTtaiickoe npaBUTeNbCTBO M PErYAATOPHbIM OpraH NMPUHUMALOT M Apyrie mepbl no 6opbbe ¢ MBC, 4To oTobparkeHo
8 Mpunoxkenuun 4.

2.5 HenpaBomepHOe UCNONAb30BaHNE HYMeEpPaL UK
TexHuyecKkme acnekTbl TenedoHHOro Homepa cornacHo PekomeHaaumm MC3 E.164 TakoBbl:

1)  makcumanbHas anamHa 15 umdp;

22 https://www.itu.int/en/ITU-D/Conferences/GSR/Documents/GSR2014/GSR14%20Contribution_China.pdf.


https://www.itu.int/en/ITU-D/Conferences/GSR/Documents/GSR2014/GSR14%20Contribution_China.pdf

BOMMPOC 6/1: MHbOpMaLma 4ns noTpebuTesen, nx 3alumTa 1 npasa: 3aKoHbl, HOPMATMBHbIE MOIOKEHWS, IKOHOMMYECKME
OCHOBbI, CETU NOTpebuTenen

2)  pasnnuHble NOAXOAbl FOCYAAPCTB K MOALEPIKKE OTKPbLITOrO WM 3aKPbITOTO MaHa Hymepauuu uam
KOMOMWHaLMK 060MX NNAHOB;

3)  MaKkcMmanbHoe YMCIo UnMbdp, KOTopble HEODXOAMMO NPOoaHaAM3MPOBaTb OnepaTopy AAA TOro, YTobbI
onpefenvTb MapLpyTU3aLmMio M CTOMMOCTb BbI30BA, CBA3aHHOMO C IaHHbIM HOMEPOM, PAaBHO CEMMU.

HenpasomepHoe MCNONb30BaHME HymMepaLnn — 3TO UCNO/Ib30BaHMe Teﬂed)OHHOI'O HOMepa cnocobom, He
npeaycMOTPeHHbIM OPraHoOM, OTBETCTBEHHbIM 3a pacnpezeneHre HOMepoB. JTO ABJEHWEe OTIMYaeTca oT
MOLlIeHHMYeCTBa C HOMepamMuM, KOTOPOE NnoapasymeBaeT npasBmnibHoOe NCNONb30BaHWE HOMePa, HO cnocobom,
KOTOprl‘;l Hanpas/eH Ha obmaH CTOPOH, NPUHUMAOLWMNX y4acTmne B BbI3OBE.

|_|03TOMy BO3MOXHbl TOU Pa3/IMYHbIX CLUEeHapUA:

1)  HenpaBOoMepHOEe WMCMOo/b30BaHWE HOMEPOB (pacnpeaeseHHbIX UK He pacnpeaeneHHbIX);
2)  MOLIEHHMYECKOE MCMO/Ib30BaHME HOMEPOB (pacnpeaeeHHbIX UK He pacnpeneneHHbIx);
3)  HenpaBOMEPHOE M MOLLEHHUYECKOE MCMO/b30BaHKE HOMEPOB (pacnpeaeneHHbIX UK He pacnpeaeneHHbIX).

B AanbHelwem paccMaTpMBaeTCs TObKO HENMpaBoOMEpHOe MCMOAb30BaHMe Hymepauun. MoLleHHNYecTso
ABAAeTca 6onee 06LWMPHLIM NPaBOBbLIM BOMPOCOM BO MHOTUX CTPaHaX, 1 ero peLleHne OTHOCUTCA K KOMMeTeHLMM
cynebHol cuctemsl.

HenpaBomepHOE 1CMO/b30BaHWEe HYMEPaLIMM — 3TO UCMO/b30BaHME HOMEPOB He MO HasHaveHuo. B Kayectse
NPUMEPOB HENPaBOMEPHOTO UCMOIb30BaHMA MOXKHO NPUBECTU UCMO/b30BaHKE He pacnpeaeieHHbIX HOMEPOB,
NoAAEPKKY HOMEpPaMK pacnpeneneHns 40xoAa, Koraa 3To He pa3pelleHo, 3aBepLieHne BbI30BOB 3a Npeaenamm
CTpaHbl, Koraa 370 He paspelleHo. OCHOBHbIM MOTUBOM HEMPaBOMEPHOIO MCMO/Ib30BaHMA HyMepaLmu, npu
KoTopom Homepa CTpaHbl A mpeanaratoTca K MCnonb3oBaHuio B CTpaHe b, ABNSETCA BblCOKAs CTOMMOCTb
3aBepLUeHNA BXOAALMX MEXAYHAPOAHbIX 3B0HKOB B CTpaHe A. Tak Noyemy ke BO3HMKaeT HernpasomepHoe
Mcnonb3osaHue?

YacTo KoMNaHWA, Npea/iaratolan K MCNONb30BaHUIO HOMEPA, He MMeeT OTHOLWEeHUI C AOMUHUCTPATOPOM
HaluMoHanbHoro nnaHa Hymepaumm (NNPA), 4b HoMepa MCNONb3YIOTCA. YNOMAHYTAA KOMMNaHUA NpeabaBaAseT
npasa Ha UCMo/b30BaHNE HOMEPOB, KOTOPbIe He BbIN el NPefoCTaBAEHbI, ¥ NpeA/iaraeT Noab30BaTeNAM 3TUX
HOMEepOB 10110 B NPUBbINM, NONb3YACh BbICOKOM CTOMMOCTbIO 3aBEPLUEH A BXOAALLMX MEX/AYHAPOAHbIX 3BOHKOB
B YMOMAHYTbIX CTPAHaAX.

KomnaHum moryT npeabAsBaATb NPaBa Ha MCNONb30BaHME STUX HOMEPOB, MOCKO/IbKY BO MHOrMX caydanx 'y NNPA
He XBaTaeT apCeHana CPeacTB ANA KOHTPONA PeCcypCcoB, 3a KOTOPble OH HeceT OTBETCTBEHHOCTb. KOHTPO/b
OXBaTbIBAET OTBETCTBEHHOCTb M AEWCTBMA B TEYEHME BCEro Nepuoaa sKCnayaTaLmm Homepa, oT pacnpeaeneHna
[0 NpeKpaLleHna obCcnyKMBaHMA, 1 3aTparnBaeT Kak U3MEHeHWe UCMO/b30BaHWA, Tak U U3MEHeHWe A/IHbI
Homepa. Y NNPA nonkHa 6bITb BO3MOXKHOCTb NOMYYeHNA MHGOPMALMK O pacnpeneneHHbIX HoMepax, O Lenu,
C KOTOpOV HoMepa bbin pacnpeaeneHsl (Kak onpeaeneHo B HaumoHanbHoM nnaHe Hymepauyum (NTNP)),
npaBo NpoBepKM obnasatens nNpae Ha AManasoHOB (4ToObI rapaHTMPOBATh, YTO AMANa30Hbl NMPUCBOEHbI
NpPaBoOMEPHO UM UCMO/b3YIOTCA B COOTBETCTBUM ¢ TpeboBaHMsaMM NTNP) 1, B HEKOTOPbIX C/ly4asx, BOSMOMXKHOCTb
MN3MEHEHWA MCMONb30BAHUA HOMEPOB (B COOTBETCTBMM C M3MeHeHUAMK B NTNP), annHbl Homepos (19 6opbObl
C McYepnaHMem HOMEpPOB) U, HaKOHeL,, NpeKpaLleHna 0b6CNyKMBaHUA HOMEPOB (MOCKObKY OHU MepecTanu
MCMONb30BaTHCA, MCMOMb3YKOTCA HENMPABOMEPHO WAN BCIEACTBME M3MEHEHUA pacnpeaeneHuns).

Eule oaHa coCTaBNAOWANA HEMPAaBOMEPHOTO MCMOb30BaHUA Hymepauumn — 370 "short stopping" (paHHee
3aBeplueHne). OHO COCTOUT B TOM, YTO BbI3OB HE AOCTUIaeT TOYKM HazHauyeHua Bonpekn 3anpety NTNP. OueHKa
B3aMMOOTHOLLEHWNIA MeX Ay KOMMNaHUAMM, PEKNAMUPYIOLLMMIU HOMEPA, U KOMMAHWAMM, OCYLLECTBAAIOLLMMM short
stopping, 1 BO3MOKHbIX BAPMAHTOB MOLLEHHWYECTBA, Koraa Npubbl/ib 3a UCMO/b30BAHNE HOMEPOB BbiM/launBaeTca
COMNAcHO 3aKOHOAATE/IbCTBY, HO HE IOXOAMNT A0 CTPaHbI, YbM HOMepa ncnonbaytotca. CoBpemeHHasn TenedoHms,
0AHOBPEMEHHO NOAAEPHKMBAIOLLAA KOHKYPEHLLMIO BO BCEX acMeKTax (LOCTyrn, MeXAyHapoaHasn CBA3b, TPAH3UT
BbI30OBOB U T. A.) U pa3HOOOPa3Hble TEXHONOMMN (KaHasibl U NakeTbl, GUKCUPOBAHHAA WAN NOABUMKHAA CBA3b,
CMYTHMKOBAA UM HA3eMHas) 4acCTo C/I0XKHee BCEro Toro, C YeM NPUXOAMIOCH CTaIKMBATLCA paHbLLe. B ycnosusx,
KOra MaplupyTu3aLmA BbI3OBOB HepeaKo ObICTPO MeHAeTcA, YTo 0OyCN0BAEHO CTOMMOCTbIO U Cnocobom
MCMob30BaHUA TenedoHHbIX HOMEPOB MPU A0CTaBKe BbI30Ba, HEOOXOAMMO rapaHTMPOBATh MapLPyTMU3aLMIo
BbI30BOB K MeCTy Ha3HayeHWA Ha OCHOBAHWM aHa/N3a BbI3bIBAEMOro HOMEPa M KOMMEPYECKMUX OTHOLIEHWH,
MMEIOLLMX MECTO NPWU MapLUpPyTM3aLLMKM BbI30BA ONEepaTopamMm.
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B rBuHee?® 6610 NpuHAT 1 B 2013 roay BHeAPEH B rBUHEMCKOM CEKTOpe 31eKTPocBA3M U VKT HOBbIN NnaH
Hymepauun. C uenbto adPeKTUBHOTO pacnpeneneHns pecypcos PerynaTopHbIi opraH noyTbl U 3/1EKTPOCBA3N
(ARPT) BBen npoueaypbl ynpaBaeHua Homepamu 1 H610kamm Homepos. o 3anpocy onepaTtopos ARPT
npenocTasnset Homepa 6aokamm no 1 000 000 3a roaosyto naaTy 750 remHeiickmx dpaHkos (0,107 gonnapa)
33 Homep. ARPT nepuoamnyeckn npoBoaAMT NPOBEPKM paHee BblaeneHHbIx 6i10KkoB. [na obHoBAeHMS H610KOB
HOMepoB onepaTtop Ao/KeH noaaTb B ARPT o60ocHOBaHHbIM 3anpoc ycTaHoBNeHHOW dopmbl. 3aTem ARPT
BbIMOMHAET MPOBEPKY, UTOObI YAOCTOBEPUTHCA B COOTBETCTBUM IPaHUL, UCMONb30BaHUA Hopmam MC3, u
NAEHTUOULMPYET HOMepa. B ciyyae, ecnm rpaHMYHble 3HAYEHUA He AOCTUMHYTbI UK UAEHTUOUKaLMA He
ABMAETCA MCYEPbIBAIOLLEN, BbiNMyCKaeTca 0O0CHOBAHHbIN OTKa3, KOTOPbIN HanpaBaAaeTca onepaTopy.

OTBETbI HAa OMPOC OKa3a/IMCb XOPOLO pacnpeaeneHHbiMmu, 1 B MpunoxkeHun 3 cobpaHa MHPopmauus 0b
oTBeTax, NpeacTasaeHHbIx cobpaHuto Mpynnsl Joknaaunmka MC3-D no Bonpocy 6/1 8 sHeape 2017 rona. O6uieit
4epToi BCcex OTBETOB ObI/I0 BHMMaHME, KOTOPOe yAeNA0Ch YNpaBaeHWo pecypcamu. Pecypcbl HymepaLumm
MCMONBb3YIOTCA PA3/IMYHBIMM 3aMHTEPECOBAHHBIMM CTOPOHAMW U1, KaK CNeACTBME, OTBeYatoT pa3Hoobpa3HbiM
TpeboBaHMAM. OnepaTopbl UCMOMb3YIOT HOMEpPa A1A Pa3INUYHbIX AENCTBUIA, Hanpumep, 415 BbICTaBAEHUSA
CYETOB M MapLUPYTU3aLLMKM; PEryNATOPHbIE OpraHbl MCMNOMb3YOT HOMepPa A1A CNOCOOCTBOBAHMA KOHKYPEHLIMY,
a noTpebuTenu Noab3yTCa HOMepamu 1A TOro, YTobbl CBA3bIBATHCA C APYTMMU 1 ObITh Ha CBA3W. B Lienoyke
CO3[aHKA LeHHOCTM UCMONb30BaHNA HOMEPOB MMEHHO NoTpebuTenn co3AatoT LeHHOCTb, M MMeHHO noTpebuTenn
HYKO,AH0TCA B JIOTUYHbIX, MPO3PaYHbIX U MOHATHbIX HOMepax. [TOHNMMaHe HOMEPOB MOXKET 3BO/IHOLMOHUPOBATb
N U3MEHATHCA CO BPEMEHEM.

BayKHO, UTOObI NyTEM YNPABAEHMA HOMEPaMM 1 MCNOAb30BaHMA HALUMOHAIbHOTO NiaHa HymepaLmmn noTpebutenam
OblNa NpefocTaBneHa Ha/exalaa 3awmTa. PerynatopHbie opraHbl M OnepaTtopbl AO/KHbI MPUMEHATb
OPUMEHTMPOBAHHbIN Ha NOAb30BaTeNs NOAXOA K M3MEHEHMIO M NOCAeAyoLLEeMY MCMOMb30BaHMIO TeNedOHHbIX
HOMEPOB, YTOObI MaKCHMM3MPOBATL BbITOAY M LEHHOCTb TeNledOHHbIX HOMEPOB. 3aLlimMTe NoTpebuTene moryt
cnocobcTBOBaThL YeTKME M MOoCaAeAoBaTebHble NpaBuaa, peryanpytoume pacnpeaeneHue, npucBoeHme u
O,0MYCTUMOE UCMo/b30BaHKe TenedpOoHHbIX HOMePOB, U MHGOPMALMA, KOTOPYHO PEryIATOPHbIN OpraH CBA3bIBaeT
¢ TenedoHHbIMM HoMepamn. [lonoNHUTENbHBIM CPEACTBOM NOAAEPIKKM MOMKET HbITb 3aKoHOAAaTENbHAN Ha3a,
KoTopas byaeT 4eTKo CHOKyCMpOBaHa Ha NOTPEBUTENAX U CMOXKET YCUAUTb UX 3aWwmTy. [Tprmepom TaKkoMm
3aKoHOAAaTeNbHOM 6a3bl MOTYT CAYMKUTb HOPMbI, PEryanpytoLLmne GUHaHCOBbIE YCAYTX C AOCTYNOM Mo TenedoHy.

PocT MCNoNb30BaHMA 31EKTPOCBA3M M CBA3AHHbIE C HUM HAZEX bl Ha NpeonosieHne LnMdPOoBOTro paspbisa nyTem
npeaoCcTaBNeHNA MHHOBALLMOHHBIX YCYT, HAaNpUMep, cepsuca MOOUBHBIX AEHET, U pacluMpeHre BO3SMOXKHOCTEN
notpebuTenei TpebytoT co3aaHMA YCI0BUIA, NPU KOTOPbIX UCMOb30BaHME HOMEPOB OCHOBAHO Ha HaA/1eXallem
ynpasaeHnn Homepamu, a yrnpasneHne HoMepaMm OCHOBAHO Ha YETKMX U NPo3payHbiX npasuaax. OTBETbI Ha
OMpPOC MOKA3bIBAIOT, YTO XOTA BHEAPEHME TaKMX NPaBUI Ha HALMOHAIbHOM YPOBHE OTPAKAET HAUMOHA/IbHbIN
NoAXOL K UCMONb30BaHMIO TenedOoHHbIX HOMEPOB, TaKkWe NpaBuIa AeNCTBUTENbHO BHOCAT CBOWV BKAA/, B 3aLUMTY
notpebutenen.

3 [lokymeHT 1/274, “The numbering plan in Guinea”, Pecny6avka BuHes.
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BcTaBka 1: AHa/iM3 onpoca no HenpaBoMepPHOMY MCMO/Ib30BAHMIO HYMepaLMm

Bonpoc HenpaBomepHOro UCNoAb30BaHMA HYMePaLMK Ha MeXAyHapPOAHOM YpoBHe Obln1 NOAHAT Ha
BKP3-14 B cootBeTCcTBUM C Pe3ontoumen 78. B noaneprKKy aton Pesontoumm B rpynny no Bonpocy
6/1 MC3-D nocTynmao cOBMECTHoe npeanoxeHune ob onpoce locyaapcTs-YneHos, KoTopoe 6bi1o
noAAepyKaHo, 1 Moc/e BHECEHMSA AOMNOAHEHNIA B rpynne no Bonpocy 6/1 onpoc 6bin HanpasneH
focynapcTBam-YneHam. Huxke npuseaeH nepBoHaYaabHbIM aHanM3 OTBETOB Ha 3To Lipkynap.

LIMpKynap 6611 paszpaboTaH C Le/blo OLEHKM 0XBaTa HaLMOHaAbHbIMKU HOpMamu chepbl yrpasaeHus
TenepoHHbIMU HOMEpPaMM 1 Bbli AOMOMHEH C Lie/Iblo OLEHKM 0xBaTa Npobiembl MOLIEHHMYECTBA C
MCMONb30BaHMEM YCTPOMCTB A1A KNOHMPOBaHUA SIM-KapT. LiMpKyaap HaMepeHHOo caenaH KpaTkmum,
4yT06bI fOCYAapcTBamM-YneHam 6b110 NPOCTO M yA0bHO OTBEYaTh Ha Hero. B onpoce y4acTBoBano
40 pecrnoHAeHTOoB, 1 XoTA HekoTopble [ocyaapcTa-YaeHbl 6bin NpeacTasieHbl 6onee oAHOMO pasa,
WX NPEACTABAAAN PA3HbIE YYACTHUKM.

MHbopMaLma, NnonyvyeHHan B Xo4e onpoca, NoKasasa KOHCTPYKTUBHBIN noaxos, locyaapcts-YaeHos
K Hymepauwmu. Noxoxe, NpUCyTCTBYET yNpaBAeHNe HaLMOHANbHbIMW pPecypcammn HyMepaLmm, XoTa
OHO U1 pa3nunyaeTtca. Takoe ynpaBaeHWe Tak*Ke rapaHTMpyeT A0CTyn K MHGOpMaLLMmM o HaupoHanbHOM
niaHe HyMepaLuMn Kak BHYTPM roCyAapcTBa, Tak 1 co cTtopoHbl MCI-T. OueHKa ob6bema pecypcos,
OXBaTblBAEMbIX HALIMOHA/NbHbIM M1IaHOM HYMepaLmK, He MPOBOAMNACD.

Y4nTbiBaA Hasuyve ynpasaeHUAs HaUMOHa/NbHbIMW PECYPCaMU HYMepauuu, AONMOAHUTENBHOMO
paccmoTpeHusa TpebyeT BOMpPOC HeNnpaBOMEPHOro MCcnoib3oBaHus. OauH U3 paHHUX BOMPOCOB
Kacasica Toro, ABAAETCA M AOCTAaTOYHbIM MMEIOLLEECA YNPaBAEHWE Ha HaLLMOHAIbHOM YPOBHE C TOUKM
3peHus PecypcoB, OXBaTbiBAaEMbIX TaKUM YNpaBieHUEM, 1 OTBETCTBEHHOCTM PEryisaTopHOro opraHa
AN ALMUHUCTPALLMMN B PAMKaX 3TOMO YNPaBAeHNA B OTHOLIEHWM BCEX aCMEKTOB aAMMHUCTPUPOBAHMA
HOMEpPOB Ha BCEM MPOTANKEHMUN KMU3HEHHOTO LMKAA pecypca Hymepaumu. Cneayet OTMETUTb, YTO
CYLLLECTBYHOT Pa3/iMyHble Pecypcbl HyMepaLumu, KOTopble MOryT ObiTb BK/IKOYEHbI B HALLMOHANbHBbI
nAaH Hymepaummn Kpome TenedOoHHbIX HOMEPOB U MEXKAYHAPOAHbIX MAEHTUGUKATOPOB NOABUMKHbIX
abOHEHTOB MU YCYT; KPOME HUX MOTYT ObiTb BKAOYEHbI TenedoHHble HOMepPa BHYTPEHHero
M0/Ib30BaHUA, KOPOTKME HOMEPA U MEXK/AYHAPOAHbIE KObl CUTHAIbHbIX TOYEK.

BayKHO OTMETUTb, YTO Kaskaoe focyAapcTBO-Y1eH MCNONb3YEeT HalMOHabHbIN MOAXOA K YNPaBAeHWIo
pecypcamm Hymepauuu. ITO OTpaxkaeT CyLEeCcTBylOlIMe pas3iMinMA B HaLMOHANbHbIX pecypcax
HyMepaLuu. B TO e Bpems, CyLLEeCTBYHOT 0bLLme 415 BCEX BOMPOCHI, KOTOPbIE A0/KHbI OXBaTbIBaTbCA
BCEMM HALUMOHANbHBIMU HOPMATMBHBIMW NMONOKEHNAMM.

K obuwmm ana Bcex BOMpocam ynpasaeHns pecypcami Hymepaumm MOXKHO OTHECTW, Hanpumep,
BOMPOC HEobXoAMMOCTM MPOBEAEHMUSA EKEerofHbIX MPOBEPOK OpPraHOM, OTBETCTBEHHbIM 3a
ynpas/eHve pecypcamu Hymepaumu, Mau Aaske BOMPOC AOMYCTMMOCTH TaKuMxX NpoBepoK. Hopmbl
MOTYT TaK:Ke perysmpoBaTh ApyrMe BONpochl, Hanpumep, BeayT v BCe ONepaTopbl KypHaa COCTOAHMA
pacnpeaeneHHbIx TenedoHHbIX HOMEPOB MM CYLLECTBYIOT W NpaBwaa, rapaHTMpytoLme ymenoe
ynpas/ieHne pecypcamm HymepaLmm, OXBaTblIBaEMbIMM HaLLMOHA/IbHBIM M1aHOM HyMepaLuuu. VIMeHHo
Mo 3TMM MOMEHTAM MOTYT BbITb AaHbl MEPBOHAYa/IbHbIE YKa3aHMS.

Bonee TOro, noouwpeHne AenCTBMIM ONepaTopoB, HanpaBAEHHbIX Ha 6OpbOy C HEMPaBOMEPHbIM
MCMONb30BaHUEM HYMEPALIMM, TaKKe ABAFETCA 3GDEKTUBHBIM MHCTPYMEHTOM M TPEDYET Aa/ibHENLLIero
PaCcCMOTPEHUS.

B oTHOWEHWM 0DBO3HAYEHHbIX BOMPOCOB aHa/IM3 MoOKasasa, YTO CyllecTBytkollee ynpasaeHue
ABNAETCA HALLMOHA/IbHbIM MO CBOEMY NOAXOAY. OTOT BbIBOA, MOXKET NMOKA3aTbCA OYEBUAHBIM, HO €ro
HeO6XO,£I,l/1MO OCO3HaTb.
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KaK peLmnTb BOMPOC 1 COBMOCTU KOHCTUTYLMIO M KOHBEHLMIO B OTHOLLEHWM MPUHLIMMAA HALMOHAbHOIO
CyBEepeHuUTeTa, a 3aTem obecneunTb CneaoBaHne HaluoHaAbHOMY NMOAXOAY K YIPaBAEHNUIO HOMepamu,
KOTOPbIM OTpaXKaeT MOHWMaHMe NOTPebHOCTeN BCeX 3aMHTEPECOBaHHbIX CTOPOH.

MepBbli War Ha NyTW K MOHMMaHWIO TOro, CYLLECTBYET /M HalMOHaAbHOe yrnpaBieHne, — 3TO
MOHATb, B KaKOM mepe ynpasastoTca (MAM He ynpaBaatoTcs) B COOTBETCTBMM C OOLLENPUHATbIMM
NPUHLMNAMW Pecypcbl HyMepaLummn, KOTOpble MCNONb3YIOTCA HENMPaBOMEPHO. Hanpumep, Kakmx
MacliTaboB AOCTUraeT KAOHMpoBaHMe SIM-KapT, Koraa perncrtpauus npu nokynke SIM-KapTbl
ABNAETCA YNPOLLEHHOM MK BoObLLE OTCyTCTBYET? Kakmx maclwtaboB AOCTUrAeT HeNMpaBoOMeEpPHoe
MCMO/Mb30BaHME HOMEPOB B YCA0BMAX HEAOCTAaTKa HOPMATUBHbIX MOMOMKEHUA U PYKOBOAALLMX
NPUHUMNOB? HeKoTopble OTBETbI Ha NOCAEAHMI BONPOC COAEPHKANM NPEANONOKEHNE O TOM, YTO
cobntogeHne n obecneyeHme UCNOTHEHNSA STUX HOPM CHUXKAET YPOBEHb MOLWEHHWYECTBa.

Ba)KHO MOHMMaTb, YTO BO MHOTMX C/ly4asaX BCEraa OCTAHEeTCA BO3MOMHOCTb A1 HEMPaBOMEPHOTO
MCNOAb30BaHMSA TeNePOHHbIX HOMEPOB, YY4UTbIBAS, YTO A/19 MapLIPYTU3aLLMM 1 TapudUKaLMM BbIZOBA
HbIBaeT AOCTATOYHO NMPOAHANN3MPOBATH /ML YaCTb HAOMPaEeMOro HOMepa, 1 YTO B Iy4llem Cy4vae
MHbOPMaLMA O TOM, KTO 0b1aaeT NPaBOM MCMNO/b30BaHUA HOMEPOB, MOXKET NOMOYb B bopbbe
C TaKMM HEMNPaBOMEPHbIM MCMO/b30BaHWEM. Hanpumep, MOKET M CyOBEKT, KOTOPOro NPOCAT
MapLUpPYTU3MPOBATb BbI3OBbI, ONPEAENTb, MOCTYMNUA M 3aNpoC OT ONepaTopa, y KOTOPOro ecTb
COOTBETCTBYHOLLEE MPABO?

ObecneyeHvie NPYMEHEHWA NPaBUIbHbIX MPUHLUMMOB B CYLLECTBYIOWEM MNOAXOAE K YNpaBAeHUIo
HaLMOHaNbHbIMK pecypcamu HymepaLmm U NOHUMAHUA 3aMHTEPECOBAHHbIMW CTOPOHAMU CBOMX
KOHKPETHbIX PO/Ie U B3aMMOOTHOLIEHNI MOXKET MOMOYb CHU3WUTL MacliTabbl HEMPAaBOMEPHOTO
ncnonbzosaHuA. C 3TUM HanNpAMYO CBA3aHa TaKKe HeobXOAMMOCTb rapaHTUK TOro, YTO Y BCEX
3aMHTEePECcoBaHHbIX CTOPOH eCTb 3aKOHHbIe MOJHOMOYMA Ha BbINOAHEHME CBOUX GYHKLMIA, U YTO B
pamKax BbIMONHEHMA 3TUX GYHKLMI CyLLLeCTBYEeT NOHMMaHWe MHGOPMALLMK O TOM, KTO MMeeT NpaBo
MCMOMb30BaHMA, U YTO M3BECTHbI AEICTBUA, KOTOPblE HEOOXOAMMO NPeANnPUHUMATS.

2.6 MoTpebHOCTM 0CcobbIX FPYNM: NOAN C OFPaHUYEHHBIMM BOSMOMKHOCTAMM, KEHLLMHbI
N 0etu

OxBaT UMOPOBLIMM TEXHONOTMAMM MOAPA3YMEBaeT NpeaocTaBAeHMe BCEM, BKIOYasa Noael ¢ ocobbimu
notpebHoCTAMM, A0CTyNa K MHOOPMALMOHHO-KOMMYHUKALUMOHHBbIM TexHonormam (MKT). CornacHo
XOZIMCTUYECKOMY MPUHLMMY, AeATENbHOCTb BO 61ar0 OAHOM rPyMnbl TaKKe MOMOMKUTENbHO CKa3biBaeTca Ha
Apyrux rpynnax. [leaTensHocTb o 0XBaTy UMbPOBbIMM TEXHONOMMAMK B BPD MMeET CBOe Liea1blo NPoaBMsKeEHNE
[0CTYNHOCTU UKT 1 UX MCNoNb30BaHWA 418 COLMaNbHOMO M SKOHOMMYECKOrO Pas3BUTUA 04N C 0COBbIMM
NOTPEOHOCTAMM, B TOM YMC/E KOPEHHbIX HAPOA0B U XKUTE/NEN CENbCKON MECTHOCTHU, MOAEN C OrpaHUYEHHbIMM
BO3MOXHOCTAMM, KEHLMH U AeBOYEK, AeTel U Monoaeskn. >

Bonpockl reHAepHOro paBeHCcTBa YacTo KacatoTca TPYAOYCTPOMCTBA, ONaaThl TPyAa, HACUMAWSA B CEMbe U
NPEecTynaeHnn Ha CeKcyasbHOM noyse. HeKoTopble NMPUIOKEHWUA COLMA/bHBIX CeTel CTasv COOBLHMKAaMM
npecTynHunkos. ObyyeHre B OHNANHOBOM PEXKUME 1 COLIMAbHBIE CETU, CPEAM MPOYEro, MOTyT BbITb NOSE3HbIMM
MHCTPYMEHTaMM A7 KEeHLWWH, HOPIOLWMXCA C reHAePHOM AUCKPUMMHALMEN U APYTMMUM NPOBaeMamu.

[etn — Hawe byayuiee. Ho monoable Ntoamn Takke 0cOBEHHO yA3BMMbI B OHIAMHOBOW cpese, B KOTOPOM
OETN MOTYT BbIXOAMTb B UHTEPHET C NMOMOLLI0 CaMbIX PasHbIX YCTPOMCTB. [HM, Koraa AoMallHMIn KoMNbloTep
Obl/1 €AMHCTBEHHbBIM CPEACTBOM BbIXOAA B MHTEPHET, OCTaNCh B Npowaom 6aarofaps CTPEMUTENBHOMY
PacnpoCTPaHEHNIO MOBUNbHbIX TEeGOHOB, B TOM YMC/E MMEIOLLMX GYHKLMIO A0CTYNa B UHTEPHET. MI3MeHeHus
CBA3aHbI C NOABAEHMEM OTHOCUTENIbHO MPOCTOrO cnocoba A0CTyna K MHGOpMaLMK 1 ee NyBANKaLMM HE3aBUCUMO
OT MECTOHaXOXKAeHus Nnoab3osaTens. MobuabHble TenedoHbl U yCAyru MHTepHeTa CTaHOBATCA Bce Honee
nonynspHbIMK Cpeaun AeTei. Hawu AeTr MOryT N0/1b30BaTbCA NOPTATUBHBIMM YCTPOMCTBAMM — CMapThOHamM,
HOyTOYKamMK, UTpoBbIMK yCTpoitcTBamm (Hanpumep, Nintendo DSi), MynsTUMEAMIHbIMKU NPOUTPLIBATENAMM
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(Hanpumep, iPod Touch) n nnaHweTamu (iPad 1 1. A4.) UK Bonee AelEBbIMM BEPCUAMM UM DbIBLLIMMM B
ynoTpebaeHnmn ycTpomncTBamm.

[eTn 4acTo CTAHOBATCA KepTBaMU MOLUEHHWYECTBa MO0 MPECTyn/ieHWIn Ha CeKCya/lbHOM Mnoyse C
MCMO/1b30BaHMEM 3/1EKTPOCBA3M. ITO B 3HAUUTEIbHOW CTENEHM 0ByCcnaBAMBaET HEOOXOAMMOCTb 3aLLMTbI AETEN.
B YacTHOCTH, aKTyaneH BOMNPOC BPEeALOHOCHOIO KOHTEHTa B BUAEO U UIPOBbIX CEPBUCAX.

HekoTopble cneumanbHble cMapTdOHbI pa3pabaTbiBannch AnA TOro, 4Tobbl 06ecneynTs POAUTENLCKUIA KOHTPOb
3a AeTbMu, 1 ocHaLlleHbl GPS, [JTOHACC, North Big Dipper v cuctemoi No3ULMOHUPOBAHMSA C UCMOb30BAHMEM
COTOBbIX CETEN, a TakKe KHomnkoi SOS. B KuTae aetckuii Tenedor-4ackl “360” ¢ dyHKUMAMM Be3onacHOCTM
MOXXHO KynuTb meHee Yem 3a 50 gonnapos CLUA (cm. pucyHok 11).

PucyHok 11: PasnuyHble BUAbI AETCKUX YAcoB C d)yHKLI,VIHMVI CBA3N U onpegeneHna MmectononoxKeHna

e LEFES 360JLEF %30 360)LEFH3

McTounmk: Marasumn 360, http://kids.360.com/.

NHTepHeT-, MOBUAbHbIE U BUAEOYCAYTM B UMBPOBOM MUPE MOTYT MPUHECTU HGOoNblWyo NOoAb3y NOAAM C
OrpaHMYeHHbIMM BO3MOXHOCTAMM, MOMOTaa COKPaTUTb LMGpoBol paspbis. MC BHeAPWA pAL MHCTPYMEHTOSB,
NPU3BaHHbIX MTOMOYb 0COObIM KaTErOpMAM NOAb30BATENEN NMONYYUTb ZOCTYMN K LUPPOBLIM YCyram Nno pasyMHbIiM
LieHam.?> MHorve rocyaapcTBa-4eHbl TaKKe CO34a/1 MHCTPYMEHTbI, TPebytoLLMe OT ONepaTopoB M NOCTABLUMKOB
YCAYT YNPOCTUTb AOCTYN /HOAEN C OFPaHUYEHHbIMM BO3MOXHOCTAMM K 3n1eKkTpocsssn u MKT. YneHnbl MC3, B
TOM YMCNe OMPEKTUBHbIE U PErYIATOPHbIE OPraHbl WU MOCTABLLMKK YCAYT, NPOAO/KAIOT UrPaTb BAXKHYIO POJb
B obecneyeHnM B CBOMX CTpaHax AOCTyna /tOAeN C OrpaHUYeHHbIMU BO3MOXKHOCTAMM K VIKT 1 ycTpaHeHuun
H6apbepos B goctyne K VKT, BP3 npoBoAnT MeponpuaTuna, npussaHHble NomModb YaeHam MCI ny4ylie noHATb
noTpebHOCTM NtoAel € orpaHUYeHHbIMM BOSMOXKHOCTAMM M pa30bpaTbCs B UMEIOLLMXCA TEXHUYECKUX PELLIEHUSAX,
a TaKXKe AMPEKTUBHbBIX U PETYIATOPHbIX Mepax, KOTOPble OHM MOTYT MCMO/b30BaTh ANA 0becneyeHuns LWMPOKOM
O0CTYMHOCTM TaKMX PELLEeHMI MO MPUEMIEMbIM LieHaM.

Kpome 31oro, B otdeTe 3a 2014—2017 roabl*® 1-i1 MiccnepgosaTtensckoit kommccun MC3-D no Bonpocy 7/1
pPaccMaTpMBaOTCA CAeYIOLLIME TEMbI, KacatoLlimecs A0CcTynHocTn UKT:

1) Kak copeictBoBaTb AOCTYMHOCTM B OOLLECTBEHHbIX MECTax Mcnosb3osaHua VKT, Takux Kak LeHTpbI
371EKTPOCBA3M U TAaKCOPOHbI?

2)  Kakue TpeboBaHMA B OTHOLWEHWN rOCYAAaPCTBEHHbIX 3aKYMOK, BK/OUYas NepeaoByO PbIHOYHYIO NMPaKTUKY
B 06nacTu anektpocsasn 1 VKT, 4OMKHBI TPUMEHATLCA K OAAM C OrpaHNYEHHbIMM BO3MOXHOCTAMMU?

3)  Kakrosbl TpeboBaHMA K AOCTYNHOCTU MOBUAbHBIX TeNedpoHOB?
4)  KakoBbl Tpeb0oBaHMA K AOCTYMHOCTM TENEBU3UOHHbIX M BUAEONPOrPaMM?
5) KakoBbl TpeboBaHMA K AOCTYNHOCTK BeB-pecypcos?

6)  Kak MoryT /toam, UCMbITbIBatOLWME TPYAHOCTM B OBNAAEHUW HaBblKaMK YTEHMS U NCbMA, MCMO/Ib30BaTb
MHCTPYMEHTbI AOCTYNHOCTU?

2 http://www.itu.int/en/ITU-D/Digital-Inclusion/Pages/default.aspx.
% OtueT no Bonpocy 7/1 “AocTyn K ycayram anektpocssasu/UKT ana Anu ¢ orpaHUYeHHbIMM BO3MOXKHOCTAMMU U C 0COBbIMM
notpebHocTAMM” NpeacTasneH no agpecy: http://www.itu.int/md/D14-SG01-C-0482/.
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7)  Kakue Haunydlwume cTpatervu, HanpasaeHUs NOMUTWMKKM M NPOEKTbl B 061aCTV AOCTYMHOCTU YyiKe
peann3oBaHbl?

8) Kakne Kommepyeckme pelleHuns CyLecTBYyoT Ha robanbHOM pbiHKe VKT?

9)  Kakumu moryT 6bITb NOTEHLMAbHbIE MPAKTUYECKME PeLleHWA MO NPOABUKEHWIO AOCTYMHOMO 31EKTPOHHOTO
0bpazoBaHMa?

[ocTynHoCTb BeH-pecypcoB MoXKeT bbiTb onpedeneHa Kak A0CTynHble Be6-CaiTbl, CNPOEKTMPOBaHHbIE U
pa3paboTaHHble TakK, YTobbl MyTeM MCMOb30BAHUA WMPOKOIrO CMNEKTpa TEXHONOMMn obecnevynTs AOCTyM
Ntofein ¢ caMbiMK pasHbIMM NOTpebHOCTAMK. TIpUMePOM BaXKHOM yHKLMM Beb-CcaiTa, AOCTYNHOrO NOAAM C
OrpaHMYEHHbIMM BO3MOXKHOCTSAMM, MOMKET C/Y»KMTb TEKCTOBOE OMMCaHKe BCel nHbopmMaumm, coaepKallenca
B M300pakeHMAX. TakoM TEKCT Ha3blBAETCA 3aMeLLaoLLIMM 1 HeOBX0AMM CAenbiM N0AAM, KOTOPbIE NOb3YOTCA
NporpaMmol 3KpaHHOro AocCTyna, A/A Toro, 4Tobbl BOCMPUHMMATbL MHOOPMALMIO, coAepKallytoca B
n3obparkeHmnx. CyLLecTBYET YETbIPe MMaBHbIX MPUHLIMMNG, B3ATbIX M3 MEX/AYHAPOAHOro CTaHAapTa No A0CTYNHOCTH
BebH-pecypcoB, KOTOPbIN HasbiBaeTca “PykoBogsallme NPUHLMMLI obecrnedyeHna 4ocTyna K Beb-KoHTeHTy 2.0”:
BOCMPUHMMAEMOCTb, YNPaBAAEMOCTb, MOHATHOCTb, HaZEXHOCTb. OTYeT MCD 0 MoAaeNbHOW HOPMATUBHO-
npaBoBoii 6a3e Mo 31eKTPOHHOM [OCTYMHOCTMU TaKKe COAEPHKUT MPUMEPbI NePeoBOro OMnbiTa U MPaKTUYECcKmne
MHCTPYMEHTbI, Ha3HaYyeHe KOTOPbIX — MOMOYb HaLMOHANbHbIM AMPEKTUBHbBIM M PEerynaTOpHbIM OpraHam B
Co34aHMKN COBCTBEHHOW HOPMATMBHO-NPaBoBoi Hasbl B o61actn goctynHocti MKT.?

B Typuum bochopckuii yHusepcuteT n komnanus Turk Telekom cosgann nepsyto B Typumn TenedoHHy0
61bNMoTEKY. JTabopaTOPMA aCCUCTUBHbLIX TEXHONOTMIA M 0OPa30BaHMA /1A 1ML, C OrPaHNYEHHbIMM BO3MOXKHOCTAMM
no 3peHunto (cokpauleHHo GETEM Ha TypeLKom s3bike) B BochopcKom yHMBEpPCUTETE GYHKLMOHMPYET Noj,
3rMaoM yHmBepcuTeTckoro LieHTpa no npobaemam orpaHnyYeHHbIX BO3SMOXKHOCTEN NPM NOAAEPKKE CO CTOPOHbI
BocdopcKoro yHMBepcuTeTa U BHELHUX AoHOpOoB. /labopaTopus GETEM ¢ 2006 roaa okasbiBaeT HecnnaTHblie
YCAyrn 8 061aCTV aCCUCTMBHBIX TEXHONOTUI AN CTYI€HTOB YHUBEPCUTETA C OFPaHUYEHHbBIMM BO3MOXKHOCTAMM,
a TakKe becnaaTHble OHMAMHOBbIE YCAYTW UMdPOBOI BUBAMOTEKM AA WL, C OFPaHNYEHHbIMM BO3MOMKHOCTAMM
no 3peHuto B TypLmm.

MpoeKT umndpoBoit BUBANOTEKM HanpasieH Ha oxBaT B Typumm noyt 400 000 YyenoBeK C orpaHMYeHHbIMM
BO3MOMXHOCTAMM MO 3PEHWMIO, @ TAKMKE C APYTVIMU BUAAMM HAPYLLEHWI, BKIKOYAA WL, CTPaAAoLLIMX LepebpanbHbiM
napannuyom, 1 1L, He CNOCOBHbIX YMTaTb. YCAYrM B paMKax 3TOro NpoeKTa Lndposoi bUbAIMOTEKM OKa3bIBAOTCA B
Typuum TakKe myHuumnanutetamu, HMO n yHnBepcutetamu. Lindposas brnbamnoteka pacnonaraet matepmanamm
Ha TYPELIKOM M aHTIMMCKOM A3biKax.?® MoMMMO pacckasos, POMaHOB M No3m B BUBANOTEKE MMEIOTCA TaKKe
y4yebHble MaTepuasnbl, BKAKOYAA KHUTU, CTaTbW, KOHCMEKTbI, EKLMMN, NPOTOKO/bI KOHbEPEHLMIA, KoTopble
TaKKe NpeaoCcTaBaAOTCA B OLMGPOBAHHOM BUAE. DTU MATEPUAsIbI 03BYUYEHbI YEJIOBEKOM MM KOMMbIOTEPHbIM
ronocom. Kpome TOro, 3T maTepuasnbl MOXKHO MPOCAYLWNBATb, UCNOMb3YA CreLanbHble NPorpammsl, 6O
YnTaTb Ha BpaineBCKOM AMchee C pereHepaument n3obparkeHms, Ha KOTOPOM 31EKTPOHHbIN TEKCT CUHXPOHHO
npeobpasyeTcs B WpUdT bpainns.

KNMeHTbI ¢ HapyLeHNAMM 3peHnA MOryT Noay4aTb BecniaTHbli AOCTYN K ayAMOKHUram 6aarofaps AMyHomy
NAEHTUOUKALMOHHOMY HOMEPY, KOTOPbIM OHM MOAYYatoT NpK 3anuncu B 6ubanoteky GETEM. Monb3oBatenu
npoekTa “KHurm no tenedoHy”, y KOTOPbIX MMETCA TONbKO AoMallHMe TenedoHbl, MOryT UCMOb30BaTb
pa3/IMYHble BapWaHTbl, BKAOYAsA BbIGOP KHUM MO CBOEMY YCMOTPEHMIO, BO3OOHOBAEHME NpeablayLiero ceaHca
BO BpPeMSA CNeAytollero 380HKa MM NPOC/YLIMBAHWE Pa3/IMYHbIX [1aB TEKCTa N0 CBOEMY KenaHwuto. /lnua ¢
HapYLUEHUAMM 3PEHMNS, KOTOPbIEe 3aMMcaanch C MOMOLLbIO Beb-cainTa www.getem.boun.edu.tr B Gubanotery
GETEM, KoTopas npogosixKaeT cBoto paboTy B pamkax bocdopckoro yHueepcuTeTa, MOryT 6ecnnatHo
NPOCAYLWINBATL YEPE3 MHTEPHET ThICAYM ayAMOKHUT. A 1L C HAPYWEeHUIMU 3peHNs, He nMetoLLMe A0CTyna
K KOMMbIOTEPAM WM UHTEPHETY, MOryT MOAyYaTb AOCTYN K ayAMOKHMIaM NOoCpeAcTBOM MpoekTa “KHuru no
TenedpoHy”. Kpome TOro, NpoeKT cTan MHULMATOPOM A0OPOBOALHOIO OOLIECTBEHHOMO ABMMKEHUA, B PaMKaXx
KOTOPOTO NONyNApHbIE HALMOHA/bHbIE AEATENN U U3BECTHbIE AN CTaIM BHOCUTb BKIAZ B 3TOT NPOEKT, YnTas
KHWTW 1 3aM1CbiBas MaTepmasbl CBOMMM rolocamm, 4Tobbl OKasaTb YCAYrM rpaxaaHam C HapyLweHUIMM 3peHUA.

Brnepsble B uctopun MeKcuku denepasnbHblii 3aKOH 06 371€KTPOCBA3M U LUIMPOKOMOIOCHOW CBA3M YCTaHOBU/
npasa Nosb3oBaTenelt yCayr aNeKTPOCBA3N C OrpaHUYEHHbBIMW BO3MOXKHOCTAMM. ITa 3aKoHOAaTeNbHan 6a3a
Hagenuna PegepanbHbli UHCTUTYT 31eKTPOCBA3M MeKcukHM (IFT) NoOHOMOUMAMM A15 BbINyCKa COOTBETCTBYHOLLIMX

27 http://www.itu.int/en/ITU-D/Digital-Inclusion/Persons-with-Disabilities/Pages/ITU%20publications%20and%
200nline%20resources.aspx.
2 http://www.youtube.com/watch?v=peUkdbWx3_w.
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PYKOBOAALMX MPUHLMMOB. B COOTBETCTBUM C STUMM NOSHOMOYMAMM, ¢ 14 aBrycta no 25 ceHTabpa 2015 roaa
Ha obcyaeHWe obLecTBeHHOCTH Bbl NpeaCcTaBNeH NePBOHAYa/bHbIM NPOEKT.?

2.7 Pecypcbl 1 BO3MOXKHOCTU peryimpoBaHus

CeroaiHs, B YMHOM “coeiMHEHHOM” 0OLLECTBE, PEryiaTopHbIM U AMPEKTUBHbIM OpraHam MpUXoaAUTCS
paboTaTb B CNIOXKHOW “ceTeBoi” cpede NOKanbHOro 1 rnobasbHoro macwtaba, B KOTOPOM COTPYAHUYECTBO
MEXOY CEKTOPaMU ABASETCA KNOYOM K yCrexy. B KOHBEPreHTHOM UMbPOBOM MUPE PeryasaTOpHbIM OpraHam
NPUXOAMTCA UMETHL AeN0 C HOBbIMW MPOAYKTaMK, yCAyramu, y4acTHMKamMM pbiHKa, mogenamu busHeca,
NpeAnoYTEHNAMM NONb30BaTENEN U LLEHOBBIMU UHCTPYMEHTAMM. TPaAMUMOHHBIE UHCTPYMEHTbI PEryMpoBaHms
y)Ke He 06ecneunBatoT HyKHY 3GGEKTUBHOCTb, U A,00UTbCA cOaNaHCMPOBAHHOW KOHKYPEHLIMM CTaHOBUTCA
BCe C/oXKHee. YTobbl 3alMTUTL NOTpebuTenemn, perynsTopHble opraHbl 31eKTPOCBA3M A0MKHbI paboTaTb C
LPYrMMU roCyLapCTBEHHbBIMM OpraHamMm, NOCKO/IbKY LOCTaBKOM 3aHMMatOTCA OMepaTopbl, HO B3aMMOAENCTBIE
C NON1b30BATENIAMM U UX YAOBNETBOPEHHOCTb AMKTYIOT NOCTABLMKM YCAYT, HAMPUMEP, SNEKTPOHHOM KOMMEPLK,
MOBU/BbHBIX NAaTEXeN nnu oHnaHosoro suaeo. MKT Takke Bce Honblle B3aMMOAEWCTBYIOT C APYTMMM
CeKTopamm, YTO O3HaYaeT, YTo y4acTHUKAM pbiHKa KT npuxoamTca Bce 6osblie paboTaTb C HEMNPUBbLIYHBbIMU
ona cebs napTHepamu. [na NoAKMOYEHNA KO/, NPaBUTENbCTBa M chepbl 34paBOOXPAHEHMSA, a TaKKe A1A
BK/IIOYEHMA B UMPPOBYIO dMHAHCOBYO cucTeMy TpebyeTtca aoctyn K MKT 1 ceTam u ycayram sneKkTpocss3u.
CreneHb nnbepanm3aLin 3NeKTPOCBA3N BAUAET Ha APYrMe CEeKTOPbl, MOCKOMbKY PbIHOYHbIE OTPaHUYEHUA
NPUBOAAT K CHUKEHMIO KOHKYPEHUMM, POCTY LIEH, CHUMKEHMIO KaYecTBa YCIYT U COKPALLEHMIO BO3MOXKHOCTE
NOAKNOYEHNA. TeM He MeHee, COeIMHEHHbIV XxapakTep LMdPOBbIX 0OLLECTB BO BCEX CEKTOPax 0bycnasnmnsaet
HeobXoAMMOCTb COTPYAHNYECTBA MEXKIY NPAaBUTENLCTBOM M OMepaTopamm 0TPaCaM, a TakKe PeryasTopHbIMM
opraHamMu BCex CEKTOPOB AnA obecrneyeHna sGpdeKTMBHOIO pearnpoBaHMa Ha Npobaembl, BO3HMKaOWME B
CeTEBbIX KOMMYHMKALMOHHbIX NOTOKax.*°

PerynaTopHble opraHbl CTa/IKUBAKOTCA C TPYAHOCTAMU C TOYKM 3PEHUSA PECYPCOB U KBAIMPUKALIMM MO MHOTUM
NpUYMHaM, Cpesiv KOTOPbIX:

- OTCyTCTBME COOTBETCTBYIOLLMX 33KOHOB M HOPMATMBHbIX MONOXKEHNIA, KOTopble Bbln Hbl NprcnocobneHsl
K KOHBEPTrEHTHOMY MUPY.

- 3aZ@4M peryanpoBaHuaA YCAOKHATCA U CTAHOBATCA HOosiee pasHOobOpasHbIMK, BbIXOAA 33 PaMKU
NOOLLPEHNA KOHKYPEHLMM 1 3aLLMTbI NOTPebUTENbCKON BbIroAabl.

- NHCTpYMeHTOB perynMpoBaHuA, B TOM YMC/e KOAMYECTBEHHbIX, OKa3blBaeTcA HeAOCTaTOYHO A/A
paspeLeHna SKOHOMMUYECKUX KOHDANKTOB.

- KOHKypeHLMA MeXay ceKTopamMu NPUBOAUT K MOABNEHMIO CNOXKHbIX Moaenel busHeca U MHOXKecCTBa
3aMHTEPECOBAHHbIX CTOPOH.

- MeaneHHbIA POCT BO3MOMKHOCTEN PEeryiMpoBaHMs M3-3a HefoCTaTka GUHAHCUMPOBAHMUA M HOACKMX
pecypcos.

- TpaHCcrpaHuyHble yCayru, B TOM YUCIe MeXAyHapOoaHble MHBECTULMK M TOProBAA, Tp66y}OT HamHoro 6onee
TEeCHOITo MexXayHapoAHOro cotTpyaHmn4ecTsa.

- PerynatopHble v AMPEKTUBHbIE OPraHbl A0XKHbI 33/1aTb OCHOBY, @ TakXKe N1aThopMbl 1 MexaHWU3Mbl A5
COBMECTHOTO PeryaMpoBaHms ¢ ApYrMmmn CEeKTOpamu: 34paBooxpaHeHns, dnHaHcos, o6pa3oBaHmua
SHEepPreTUKM.

YT06bl CNPaBUTLCS C NEPEeUNCIEHHBIMM BbllE TPYAHOCTAMM, MEXKAYHAPOAHbIE OPraHM3aLMmN U PEeryIaTopHble
opraHbl NPUAAratoT MakCUMYM YCUANIA AN NepecTPOKM HOPMATUBHO-NPaBOBON Hasbl, OT U3MEHEHUA UAeN
M KOHUEeNUMii 10 pa3paboTKM HOBbIX HOPMATUBHbIX MONOMKEHWUI M CO34aHMSA HOBbIX OPTraHOB, CPeAM KOTOPbIX
cneflyeT OTMETUTb He3aBUCUMblE, KOHBEPTMPOBAHHbIE PErYIATOPHbIE OPraHbl.

B HeKkoTopbIx CcTpaHax, Hanpumep, B MHann 1 Gpanumn (cm. pucyHkn 12 1 13) 0683aHHOCTW peryanpoBaHms
pacnpoCTPaHUINCh Ha paamMoBellaHme, YHUOULMPOBAHHbIE TMLEH3UM U SKOIOTMYECKM YUCTOe pas3BUTHE.

2 [lokymeHT SG1RGQ/123, “Actions to benefit telecommunication service users in Mexico”, Mekcuka.
30 http://www.itu.int/en/ITU-D/Conferences/GSR/Documents/ITU_BuildingBlocksReg GSR16.pdf.
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PucyHok 12: OcHOBHble 0683aHHOCTU PErynaTOPHbIX OPraHOB 31EKTPOCBA3M B MHAUM
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PucyHok 13: CtpykTypHas cxema ARCEP, ®paHuma, 2016 roa
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WUcTouHuk: OdurumansHblii Beb6-cant ARCEP, ¢paHuMﬂ.3z

[na co3paHma noTeHUMana TakKe HeobXxoAMMbl MHCTPyMeHTbl obmeHa 3HaHuamu. MC3 cosgan pag,
MHCTPYMEHTOB B MOMOLLb [ocyaapcTBam-YaeHam B aHaM3e UX PbIHKOB M AN1A CPaBHEHMA pa3Hbix cTpaH. MC3
TaKKe NPOBOAMUT NPAKTUKYMbl U CEMUHApPbl U co3AaeT NOTeHUMan ANA MHGOPMUMPOBAHUA Pa3BMBAIOLLMXCA U
HanMeHee Pa3BWTbIX CTPaH O MobaNbHbIX TEHAEHUMAX. HEKOTOPbIE MPUMEPbI STUX MHCTPYMEHTOB NPeACTaBNeHbI
HUMXe Ha pUcyHKe 14 1 pucyHke 15.

31 YcTouHumK: http://www.trai.gov.in/.
32 WcTouHuK: http://www.arcep.fr/.
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3 MABA 3 — MHCTUTYUMOHAIbHAA OCHOBA 3alMTbl NpaB NoTpebuTenemn
YCNYT 3NEeKTPOCBA3U

3.1 3aKOHO[aTeNbCTBO U HOPMATMBHbIE MOJIOXKEHUA: NPAaKTUKA HA HALMOHANbHOM
ypoBHe

3awumTta npas noTpebutens ycayr 31eKTPOCBA3N ONMPAeTCa Ha 3akoHodaTeNbHyto 6asy. HauuoHanbHble
3aKoHOAaTeNbCTBa B 061ACTU 3aLMTbI NPas NoTpebuTene, pamKm KOTOPbIX Ha MEXKAyHapOaAHOM ypOBHE
3a/105KeHbI B pyKoBOAALLMX NpuHLumnax OOH (PDPC), cnnbHO 3aBUCAT OT CUTyaLIMM B CTPAHE M YPOBHS Pa3BUTMA
TEXHONOMMIA. BKnaabl foCcyAapcTe B OTHOLWEHMM X NPaKTUKM B 3TOM 061aCTU NMO3BOAAOT CAeNaTb 06LLIMIA BbIBOA,
0 TOM, YTO UMEETCH 3HaYMTEe/IbHasA CTemNeHb CXOACTBa MeXAy OnpeaeseHHbIMU NPaKTUYECKMMM NOAX0AaMU 1
cUTyauuammn B 061acTu 3aluTbl Npas notpebutenell B paae CTpaH.

3.1.1 O6wuit 0630p 3aKOHOAATENBCTBA M HOPMATUBHbIX MOJIOKEHMUI HA HALMOHAIbHOM YPOBHE

HauMoHanbHbIM MPAKTUYECKUA OMbIT MPUMEHEHUS COOTBETCTBYHOLLIMX HOPMATUBHbLIX MONOMKEHWUN 1
3aKoHOAATeNbCTBA B 06/1aCTU NOTPEBUTENBCKOTO NPaBa CBA3aH C NPUHMMaeMbiMM Mepamu No obecneyeHmto
abdeKTMBHOM 3aLLMTbI NpaB NnoTpedbutenein. Cpean Takux mep — 06A3aTenbCTBa, BO3/1araemble Ha OnepaTopos
3/1EKTPOCBA3U, N cucTeMa 06paboTKM Kanob.

Hanpumep, B8 KamepyHe® c uUesnblo 3awuTbl Npas notpebuteneit onepatopos o06A3aaM NpuHUMaTH
COOTBETCTBYIOLLME MEPBI, OTHOCALLMECS, KPOME NPOYEro, K:

- 3aumTe KOHOUOEHUMAbHOCTY;
- He3onacHocCTy;
- MHOOPMaLMK O KadecTse yCayr, Tapudax 1 oniaTte 3NeKTPOHHOM CBA3M.

Ha ypoBHe aenapTameHToB BbliM TakKe co3aaHbl HaupMoHanbHbI COBET noTpebutenei 1 anennsaumoHHble
KOMUTETBI, 3a/a4a KOTOPbIX — rapaHTMpPOBaTb KOMMeEHcaUmMo yulepba, NoOHEeCeHHOro NoTpebutTensimm, u
NPMMEHEHME CaHKLMIA B OTBET Ha HapyLleHne NoTpebunTeNbCKMX Npas.

B HeKkoTopbIx cTpaHax, Hanpumep, 8 JlemoKpaTuueckom Pecnybamke KoHro,> 8 Buay OTCYTCTBUA CrieLmanbHbIX
3aKOHOB 0 3alMTe noTpebutenein MKT, HopmaTMBHO-NpaBoBasa Hasa no 3almMTe Npas NOTPebUTeNen oTpaKeHa
B 06A33aHHOCTAX OMepaTopOB, B KOTOPbIX ONpeAeNeHbl ABa B 3aLLMTbl NpaB noTpebutenei: TexHnyeckasn v
KoMMmepyecKas.

B MHAUW®® 3TN Mepbl MPUHUMAIOT GOPMY HOPMATUBHbIX MOMIOXKEHWI, KOTOPbIE YNPaBAAIOT 3aLIMTON Npas
noTpebuTenen, n cuctemon cyaebHoM 3alimTbl NpaB, OXxBaTblBatoOWEN Takne 061acTi Kak KoMMepyecKas
KOMMYHMKaLMA N0 MHWULMATIBE NOCTaBLLMKA YCAYT, KaYeCTBO YCAYT U NEPEHOCUMMOCTb MOBU/IbHBIX HOMEPOSB.

B CaypoBckoii ApaBum,*® ecniv roBopuTb O CUCTEME Kasnob, rocy4apcTBO rapaHTMpyeT coboaeHne npas
noTtpebuTenen, 0b6A3biBan 0NepaTopoB MCMOAb30BaTb YETKME U PEerlaMeHTUPOBaHHbIe Npoueaypbl 06paboTKm
»Kanob.

B MHTEpecax 3alimTbl NepcoHabHbIX AaHHbIX NoAb30BaTenei MKT Bo BbeTHame®’ pa3paboTasiv 3aKoHOAATEeNbHYIO
6a3y, B KOTOPOW aKLEHT cAeaH Ha OTBETCTBEHHOCTH NOTpebuTeneit 3a 3alUuTy CBOM NepCcoHa/bHble AaHHbIe.
MoTpebutenb 0693aH 3ab60TUTLCA O 3alUMTE CBOMX MEPCOHAJbHbLIX AaHHbIX BCAKMI pas, Koraa BBOAMT
nMHbOpPMaLMIo B OHNAiHOBOM pexurme. B 3umbabse™® HeT cneumanbHbix 3aKOHOB B OTHOLWEHMMW NoTpebuTtenei
YCAYT 3N1EKTPOCBA3M, U CYLLECTBYIOT INLLb 0bLIMe NpaBmaa B 061aCTM 3aLLMTbl NpaB notpebuTteneit. B oxumaaHnm

[LokymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvika KamepyH.

[LokymeHT SG1IRGQ/22, “DRC’s experience with regulatory policy on ICT consumer protection”, lemokpatuieckas Pecrnybaunka
KoHro.

3 lokymeHT SG1RGQ/46, Pecnybaunka MHams.

% [okymeHT 1/216, “The applicant/user’s protection”, Koponesctso CayaoBckas Apasus.

LokrymeHT 1/197, “The state of telecommunications consumers protection — The need for distinct regulation”, Coupannctmnyeckas
Pecnybnvika BoeTHam.

3 [okymeHT 1/230, “Consumer protection: the Zimbabwean experience”, Pecnybaunka 3umbabee.


http://www.itu.int/md/D14-SG01.RGQ-C-0038/
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creumnanbHoro 3aKoHoA4aTeIbCTBa B 3TOM 061aCTH, CYLLECTBYIOT PEKOMEHAALMM OTHOCUTEILHO pa3paboTku
BCeobbeM/IIOLLEN 3aKOHOAATeIbHOM 6a3bl N0 3alMTe NOTPEOUTENBCKMX NPaB:

- B npouecce popmynMpoBaHMA 3aKOHOB MO 3aluTe Npas notpebuTenein cTpaHbl A40MKHbI MPOBOANTb
WMPOKOMACLITabHbIE KOHCY/IbTALMM C MPEACTaBUTENAMM Pa3IMYHbIX COCTaBHbIX YacTel obLIecTsa.

- [onKHbl CO34aBaTbCs 0OLWECTBEHHbIE OpraHbl MO 3aliuUTe NPaB NoTpebuTenel, HanpUmep, KOMUCCUK,
B KOTOpble [O/IKHbl BXOAUTb MPEACTaBUTENN PAa3NYHbIX OPraHuW3auuii U yYpexaeHui, akTUBHO
3aHMMAIOLLMXCA BOMPOCAMM HAPYLIEHUA NOTPEBUTENBCKMX NPaB.

- YT106bl ObITb 3GDEKTUBHBIMK, 3aKOHbI MO 3alLMTe Npas notpebutenet MKT AonKHbI ObITb TECHO CBA3aHbI
C CYLLLECTBYHOLLVM 3aKOHOAATENbCTBOM B 3TOM 06/1aCTU.

- [onskeH 6bITb CO3AaH CneumnansbHblii cya ans pasbopa NpectynneHnii Npotns notTpebuteneit, 4Tobbl Takme
[eNna He HanpasAfAUCh MO TPAAULMOHHBIM KPUANYECKUM KaHanam.

Bpasuaua® npuHana obLimMe HopMaTUBHbIE MOOXKEHMA MO 3allMTe Npas noTpebuTenei yeayr sNeKTpocsasn
(RGC). MoNOKEHMS 3TUX HOPM YCUIMBAOT 3aLLMTY NpaB NoTpebuTenei B BONpocax aBTOMaTUYECKOro 0TKasa,
BbICTPbIX 0BPATHbIX 3BOHKOB MO Pa3beANHEHHbIM BbI30BaM, MUHMUMAasIbHOrO CPOKa AeNCTBUA NpeaoniadeHHo
KapTbl, peKAambl, MPO3PAYHOCTM NPEAIOKEHMI U Kanob B OTHOLIEHUN BbICTABEHMS CHETOB.

3.1.2  3aKOHOAATENbCTBO M HOPMATUBHbIE NOJIOKEHUA NO MHHOBALMOHHbIM METOZaM 3aLWMTbl NpaB
notpebutenei

B Kutaickon HapogHoi Pecnybauke®’c uenbio obecrneveHmsa 3almuTbl NepPCOHaNbHOM MHbOPMaLMK
BcekuTaiickoe cobpaHme HapoaHbIX NpeacTasuteneit n npasntensctso B 2012 rogy ony611MKoBaam psj, 3aKoHOB
1 HOPM M0 3aLMTe MHGOPMALLUK B MHTEPHETE MO, 3aro/I0BKOM “HopMbl MO 3aLmTe NepcoHasbHOR MHGOpPMaLmMi
no/Ib30BaTeNel SNEKTPOCBA3N U MHTEPHETa M HOpMbI PerncTpaLMm noib3oBaTeNei 3N1eKTPOCBA3M C YKasaHnem
HacToAwero nmeHn”. CornacHo aTMM HOpMam, NpoJasuam CMapTGOHOB 3amnpelaeTcs ycTaHaBAMBaTb Ha
ycTpoiicTea toboe BpeaoHOCHOEe NporpaMmMHoe obecnedeHne, CnocobHoe packpbiBaTb MHGOPMALMIO O HYaCTHOM
¥M3HM NONb30BaTeNeN M CHUKATL 6e30MacHOCTb HTEPHETa. Kpome 3Toro, paspaboTumKm NPUAOKEHWIA AONKHbI
PerncTprpoBaTh CBOM NPOAYKTbI M NPEeA0CTaBAATb KOA, HEOBXOAMMbINA 1A NPeABapUTEbHOMO TECTUPOBAHUA.

B Fambuum,*! B OTBET Ha CTPEMUTENIbHOE Pa3BUTUE MHTEPHET-YC/YT M MacluTaboB yBAEYEHNA AeTEN MHTEPHETOM,
MPaBMTENbCTBO B HACTOALWMIA MOMEHT MHULMMPOBANO M34aHWE 3aKOHa O 3aliuTe AeTeit OT HeraTMBHbIX
acnekToB KMbepnpocTpaHcTea. B aTom 3aKoHe, NPM3BaHHOM rapaHTMPOBaTb BCECTOPOHHIOD 3alLMTY AeTel
NPy NOIb30BAHUM UHTEPHETOM, BHYMaHWE COCPEN0TOUEHO Ha IOPUAMYECKMX, TEXHUYECKMX, OPraHM3aLMOHHbIX U
npoLefypHbIX aCNeKTax, a TakKe Ha MoBbILEeHUM KBAaNUOUKALMM U YCUNEHMU MEXAYHAPOLHOIO COTPYAHMYECTBa
B 061acT 6opbObI C KMbEpNpecTynaeHUIMU.

3.2 PasnnyHble opraHnsaumm n nx GyHKLUm

3.2.1  MexayHapoaHble opraHmMsaumm

OpraHusaumnmn notpebuteneit npeacTasnatoT cobolt obLlecTBeHHble 06beANHEHMS, Lie/Ib KOTOPbIX — 3aLUMLLaTh
Ntofen oT cayydaes 3/710ynoTpebaeHnin co CTOPOHbI KOMMaHuii, Hanpumep, Hebe3omnacHOW NPoAyKLMM,
XMLWHMYECKOTO KPeAMTOBaHWA, HeA0OPOCOBECTHOM PeKAambl, acTpoTypdUHra U 3arpasHeHns. OpraHusaumm
noTpebuTesein moryT AeicTBOBaTb MOCPEACTBOM MPOTECTOB, MCKOB, PEKNAMHbIX KaMMaHWi n 10661poBaHus.
OHW MOTYT y4acTBOBATb B CreLMasibHbIX KaMnaHuax (Hanpumep, bputaHckas KamnaHua 3a HacToALWMIA 3/1b
(CAMRA), HanpaBneHHas NpOTMB KErOBOrO Mi1Ba M NPOABUratoLLas O0YKOBbIN 3/1b) UM NO3ULMOHMPOBATb
cebs B KayecTBe 3alUMTHMKOB Ho/Mee LWMPOKOTo Kpyra MHTepecoB notpebuTtesnei, Hanpumep, Accoumaums
notpebuTesei B BennkobputaHuu.

OAVH W3 pacnpoCTpaHeHHbIX MyTen npenocTaBAeHUs noTpedbuTensm nosesHon MHGopmaumm — 3TO
HEe3aBMCUMbIIN CPaBHUTENbHbIN 0630p MM TECTUPOBaHME NPOAYKTOB M YCAYT PA3IMYHbLIX MPOM3BOAMTENEN U
KomnaHuii. Eule ogHa ob61acTb, B KOTOpOM paboTatoT opraHusalm notpebutenen — 6e30macHoOCTb NMULLEBbLIX
NpoAyKTOB. HEoBX0AMMOCTb NPOBEeAEHMSA KaMMNaHWI B 3TOM 061aCTM C/IOXKHEE CTbIKYeTCA C UX TPAAMLMOHHBIMM

3 [okymeHT 1/35, “Obuee perynvpoBaHme npas notpebuteneit ycayr anektpocsasn”, degepatmsHas Pecnybanka bpasuans.
0 fokymeHT 1/52, “Recent progress in the field of telecommunications consumers”, Kutaiickas HapogHas Pecnybanka.
- [okymeHT 1/133, “OcHoBaHue ANa NPUHATAS MHULUMATMB MO 3alumTe pebeHKa B oHnaiHoBo cpeae B HPC”, Pecnybiunka lambus.
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MeToamu paboTbl, MOCKOMbKY Hay4YHble, AMETONOrMYECKME Y MeANLMHCKME 3aKat0YeHns 06blyHO BbiBatOT
6onee CNOXKHbIMUK, YemM B Apyrux 0bnacTax, Hanpumep, B 061aCTh 3n1eKTpobe30nacHOCTU ObITOBOM TEXHUKMN.
Mmetolmecs cTaHAapTbl 0653aTeNbHOM MapKMPOBKY B Pa3BUTbIX CTPaHax chopmMmMpoBasnch ot4acTv bnarogaps
N066MPOBAHMIO CO CTOPOHbI OpraHM3aLmii noTpebuTenein B NpoLwiom.

OfHOW 13 Lenel opraHnsaumii notpebutenein moxeT 6biTb BHeApPeHME N obecneyeHme coboaeHNA Npas
notpebutenein. dbGeKrTUBHbIE Pe3ynbTaThl AAET TaKXKe MNPOCTas yrpo3a aHTMpPEKIaMbl, 3aCTaBiAd KOMMNaHUM
obpalllaTb BHMMaHMe Ha MHeHue notpebutenein. OpraHusaumm noTpedbuTenein MoryT NbiTaTbCa 3allMLLATL
MHTEpeChl NoTpebuTens bonee-meHee NPAMbIMU AEMCTBUAMM, HanpUMep, cCobnpasn 1 pacnpoCcTPaHan PbIHOYHYHO
MHGOPMALMIO MK 3anpellas OTAeNbHble AeUCTBUA UAW NPAKTUKY, UM NOOWPAA KOHKYPEHUMIO Ha PbIHKAX,
KOTOpble HaMpPsSMYI UK ONOCPeaoBaHHO BAUAIOT Ha noTpebuTeneit (Hanprumep, TPAHCMNOPT, 31eKTPUYECTBO,
KOMMYHWKaLMK 1 T. 4.).4

PucyHok 16: lfonoc eBponenckoro notpebutens B chepe ctTaHAapTU3aALUK

ANEC (EBponelickas accouuauma Mo KoopAMHaUMM NpeacTaBuTeNbCcTBa noTpebutenein B8 cohepe
CTaH4apTM3aLUmMmM) — 3TO rO1I0C EBPONENCKOro NoTpebutens B chepe cTaHAapTU3aLMMN, KOTOPbIN NpeacTaBnaeT
MHTEpeChbl eBPOMNenCcKoro notTpebutena Npu co3gaHnm TEXHUYECKMX CTaHAAPTOB, B 0COOEHHOCTY TeX, KOTopble
pa3pabaTbiBAOTCA B NOAAEPHKKY BHEAPEHWA €BPOMNENCKMX 3aKOHOB M NOAUTUKK. BBOAHYO MHBOpPMALMO O
ponu ANEC B cTaHA@pTM3aLMM MOXKHO HaliTv B bpowtope “What we do for you” (Y10 mbl fenaem ans sac) uam
B 6yknete “ANEC in 60 seconds” (ANEC 3a 60 cekyHa).

ANEC — mexayHapoaHoe HeKOMMepyecKoe obbeaMHeHWe, AeNCTBYHOWEe B pamMKkax Oenbruinckoro
3aKOHOAATeNbCTBA, C LeHTpabHbIM cekpeTapuaTtom B bproccene, benbrua. OHO npu3HaHo EBponeickon
Kommccuelt n Cekpetapmnatom EACT m aBnseTca YneHom KOHCyNbTaTUBHOM rpynmbl €BPOMNENCKMX NnoTpebutenei
(ECCG), HECKO/IbKMX KOHCYIbTaTUBHbIX KOMUTETOB EBPOMNENCKOM KOMUCCUM M MHOTOUYMCIEHHBIX TPYMM SKCNEPTOB.
ANEC noanucana EBponeitckunin peectp npo3spadHocti (Ne 507800799-30) 1 cobntoaaeT coaeprallumniics B Hem
Koaekc noseneHna. ANEC yyacTsyeT, B OCHOBHOM Yepes CBOMX 3KCMEPTOB-BOIOHTEPOB, B AEATENbHOCTM NO
pa3paboTKe cTaHaapToB Tpex EBponeickmx opraHmsaumii no ctaHaapT1saumm (ESO), npmaHaHHbIX EBponenckmnm
Cotozom mn EACT:

- CEN (www.cen.eu);
- CENELEC (www.cenelec.eu);
- ETSI (www.etsi.org).

ANEC Takske y4acTsyeT B paboTe Apyrvx opraHmsaumii, paspabaTbiBatoLLMX CTAaHAAPTbI, UCMO/Ib30BAHWE KOTOPbIX
NPAMO UM KOCBEHHO 3aTparMBaeT eBponencKoro notpebutens, B Tom ymucne MexayHapoaHo opraHM3aumm
no crtaHgaptusaumun (MCO) 1 MexayHapoaHON aneKTpoTexHUYecko kommncemm (M3K), a Takke ESK OOH
(EBponerickoit akoHomMueckon kommnccmn OOH), B koTopoit ANEC yyacTsyeT B pabote HedopmanbHoM rpynnbl
no cuctemam 6esonacHocti ana aeteit GRSP ESK OOH noa armaoin MexayHapoaHOro cotosa notpebutenen.
B o6ueit cnoxkHocTn, ANEC npuHmmaeT yyactue B pabote 6onee yem 155 TexHUYECKMX OpraHOB €BPONENCKMX
M HALMOHANbHbIX OPraHM3aLmMaAX No CTaHAAPTU3aLMN.

ANEC nHTepecyeTca TakKe NpMMeHeHeM CTaHAapTOB, B TOM YMC/1e UCCAeA0BaHMEM PbIHKA M CXeMaMU OLEHKM
CO6IIPO£I,€HVIF| CTaHZapTOB, aKKkpeauTaLmMm 1N COOTBETCTBMA. Mbl TakXKe CTPEMUMCA BIMATL Ha pa3pa60TKy nnn
nepecmoTp EBpOI'IeVICKOFO 3aKOHOAaTeNbCTBa, CBA3AHHOIO C TOBAapamm 1 ycayramm, KOtopble CNOCOOHbI BAMATL
Ha I'IOTpe6l/ITeflﬂ, 0cobeHHO ecnn CyUllecCTBYyeT CCbl/IKa Ha CTaHAapT.

MpeactasneHne notpebuteneit B eBpONerNCcKoOmM npougecce CTaHAapTU3aUMK ABAAETCA AeATENbHOCTbIO B
nHTepecax obuiectsa, U ANEC duHaHcupyeTca Esponelickum Cotozom (95%) n EACT (5%) Kak opraHmsaums,
noanaaatolan nog Npunoxerue Il cornacHo PernamenTy (EC) 1025/2012. B 2015 roay 6roaskeT ANEC coctau
1,32 MNH eBpO, MpW 3TOM y4acTue SKCMepTOB-BOSIOHTEPOB paccMaTpmBanocb EBponenckom Kommuccunen m
Cekpetapmatom EACT B KauecTBe HeaeHeXKHOro Bknaaa. B 2007 roay, cornacHo pacyety Cekpetapmnata ANEC,

42 https://en.wikipedia.org/wiki/Consumer_organization.
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LileHa 3Toro Bkaaga coctasmaa 260 000 eBpo, a no oueHke 3a 2013 rog — kak muHnumym 350 000 espo. 1o mHeHumto
ANEC, cTaHOapTbl 3aTparneatoT He TO/IbKO BOMPOCh! GYHKLMOHAIbHOM COBMECTUMOCTM A/1A noTpebuTenei, 1
MOTYT:

1) ToBbICUTb YPOBEHb 3aLLMTbI NOTPEOUTENS M YMEHBLINTL PUCK HECHACTHbIX C1y4aEB.

2)  CnocobcTBOBATh 3aLUMUTE OKPY*KAIOLWEN Cpebl M HEUCTOLLAIOLWEMY Pa3BUTUIO.

3)  Cpenatb KayecTBO ycayr 6os1ee NoCTOAHHbIM.

4) [apaHTMPOBaTb PAaBHOMPABHbIN AOCTYN NtOIeM BCEX BO3PACTOB M NOTPEBOHOCTEN K TOBapam U yCayram.
5) Co3aasatb GyHAAMEHT Ana UMdPOBOM 3NoXM 1 MHGOPMaLMOHHOIO obLLecTsa.

BEUC (EBponeiickaa opraHusauua notpeburenei)

PucyHok 17: EBponeiickasa opraHu3auus notpebutenei (BEUC)

BEUC MPUOPUTETHI MYBIMKALMH CETb BEUC KAMMAHMM

Fonoc noTpedeTens & EEpona

BEUC 6blna ocHoBaHa 6 mMapTa 1962 roga notpebutenbCcKMMM opraHusaumamm benbrun, Jltokcembypra,
®paHumun, HnaepnaHaos, Mtanmm n fepmaHuu. Mocne MHOMWMX NET COTPYAHNYECTBA STW OPraHmM3aLmMmn pewnam
co34aTb eBPONENCKYIo accoumaLmio co WwTab-kBapTmpoit B bptoccene. BEUC B bptoccene BbinonHAeT GyHKLMN
rOJIOBHOM Tpynnbl 418 CBOUX YJ€HOB, M ee OCHOBHAas 3aZaya COCTOWUT B TOM, YTOObl NpeacTaBAATb UX Ha
€BPOMNENCKOM YPOBHE M 3alLMLLATh MHTEPECHI BCEX eBPONelcKMX noTpebuTenein. BEUC 6bina nMoHepom, oHOM
13 NepBbIX T06OUCTCKMX OpraHM3aLmii, 06OCHOBABLUMXCA B €BPOMENCKOM CTONMLE B CTPEMIEHWM OKa3biBaTb
BAWAHME Ha NpOLLecc NPUHATUA pelleHnii. SToMy Nprmepy NocneaoBanu MHorve, Yyncano nobbumcrTos pocao B
reoMeTPUYEeCcKOn nporpeccuu, n ceidac coctasaset 6onee 15 000. BEUC m3ydaeT pewenuns EC 1 pa3paboTky,
cnocobHble BANATb Ha NoTpebuTenel, yaenas ocoboe BHMUMaHME NATU HanpasBieHUAM, onpefeneHHbIM ee
Y/leHaMM B Ka4eCcTBe MPUOPUTETHBIX: GUHAHCOBBLIM YCyram, MPOAYKTaM NMUTaHWSA, UMOPOBLIM MPaBam, MpaBam
notpebuTtenein n nx cobntoaeHNIo U HeUCTOLLLAoLLEMY Pa3BUTUIO.

To4HO TaK e, Kak 1 B camom EC, konmyecTso YneHos BEUC yBennumnnocn, 1 tenepb B Hee BXOAAT 43 aBTOPUTETHbIX
HaLMOHANbHbIX OpraHunsaumm noTpedbutenein ns 31 esponeickoit ctparbl (EC, ED3 n cTpaHbl-KaHAMAATbI).
BEUC npu3HaHa B KayecTBe 3aC/yKMBaAOLLEro AOBepue NpeacTaBUTensa Kak BedyLMMM NOANTUKAMU, TaK U
OnnoHeHTamu, bnarogaps, B YaCTHOCTU, YMEHWIO COTPYAHMYATb, 3HAHMSAM M OMbITY BXOAALLMX B HEE OpraHU3aLUmid.

VX MMCCKA Kak pas M COCTOWT B TOM, 06beAMHUTL NOTpebuTebCKMe opraHu3aumm Esponerickoro Cotosa 1 Apyrmx
€BPOMEeNCKMX CTPaH C LEe/blo MPOABUKEHWSA, 3aLLMTbI M NPEACTaBNEHNA MHTEPECOB eBPONERCKMX noTpebuTene
B pa3paboTKe 1 BHeApeHWU NoauTUKK EBponeiickoro Coto3a ¢ ero yupexaeHnaMM U ApYyrMMm opraHamu.

BEUC nopfepkvBaeT paclumpeHne npas notpebuteneit 3a cyeT pbIHOYHON KOHKYPEeHUMK, AOMNOAHEHHOM
MepaMm Mo oxpaHe 340Pp0Bbs 1 0becneyeHnto 6esonacHoCTH. Lienb COCTOUT B TOM, YTODbI I0OUTLCA MPUCYTCTBUA
Ha eBPOMNeNCKOM pbiHKe TOIbKO 6e30MacHbIX TOBAPOB W YC/YT, KOTOPbIE HE NOABEPratoT ONAaCHOCTH 3/10P0OBbE
ntoaen, byaylime NOKONEHUA AN OKPYXKatoLLYIO cpesy. Tam, rae pacliMpeHmne npaB noTpebuTenein HeBO3MOKHO,
MX 9KOHOMMYECKME U OPUANYECKME MHTEPECHI LO/IKHbI ObITb 3aLLMLLEHbBI PErYAATOPHBIMKU MHCTPYMEHTaMU. ITO
0COHEHHO BAXKHO [1/19 YA3BMMbIX KaTeropuii notpebutenem.

ICRT (MeayHapogHas opraHM3aums nNo Uccief0BaHUAM U UCMIbITAHUAM B MHTepecax notpebuteneit)

PucyHoK 18: MesayHapoaHas opraH13aums no UccaegoBaHUAM M UCMbITAHUAM B MHTepecax noTpebutenei
(ICRT)

I C | IMOBAMNBHLIE UCCNEQOBAHNA M MCMBITAHWA B MHTEPECAX NMOTPEGMTENENR
NERLETA T e ALy (13 WA W T A

ICRT npeactaBnaeT cobolt BCEMMUPHBLIA KOHCOpUMyM Oonee yem 40 noTpebUTenbCKMX opraHmM3aLmii,
3aHMMaAOLWMIACA NpoBeAeHMEeM COBMECTHbIX MCCAeA0BaHWI M UCMbITaHUA B MHTEepecax notpebutenen.
OcHoBsHble Lenun ICRT —cnocobcTBOBaTb COTPYAHMYECTBY MEKIY CBOMMM Y1€HAMM M MPOABMIaTb MCCNeA0BaHMA
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N MUCMbITaHMA B 061aCTU NOTPEOUTENbCKMX TOBAPOB M ycayr. YneHbl ICRT coBMeCTHO paboTatoT Haz, Nporpammoin
HenpepbIBHbIX MCMbITAHWI WMPOKOTO aCCOPTUMEHTA NOMYAAPHBIX NOTPEOUTENBCKMX NPOAYKTOB — LMbPOBbLIX
boToannapatos, MOBUNbHbIX TeNedOHOB, TENEBN30POB, aBTOMOBWAEN, CTUPAIbHBIX MALLIWH, NOCYA0MOEYHbIX
MalLLWH, NbINIECOCOB W 3/1eKTPOAam. Kpome 3Toro, NpoBoAMTCA HO/bLIOE KOMYECTBO COBMECTHbIX UCMbITaHWI
MeHbLIero maclitaba co BCEM aCCOPTUMEHTOM MOTPEBUTENBCKMX TOBAPOB, OT KPEMOB MPOTHB MOPLLMH A0
CNopTUBHOM 0OYBM.

BesonacHocTb Bceraa Obi1a B LLEeHTPe BHUMaHWA NoTpebuTenbcknx opraHnsaumii. Ynensl ICRT nrpanu seayLyto
PO/b B MPOABUMKEHNMN BbICOKMX CTaHAAPTOB He3onacHoCTM NoTpebutensckix ToBapos. ICRT TakKe npoasuraeT
Cpefiv CBOMX YN1eHOB 0bMeH MHbOPMALMEN 1 NPOBEAEHWE UCMbITAHWUIA B TaKMX chepax, KaKk NpoayKTbl NUTaHWA,
30,0P0BbE, OKPYKatoLLaa cpeaa v GUHAHCOBbIE YCYTU.

Bce opraHunsaumn, sxoaduimne B coctas ICRT, 4eMCTBYIOT UCKAOUMTENBHO B MHTEpecax noTpebutenein. OHM He
OPMEHTUPYIOTCA Ha peKNamy W He 3aBMCAT OT KOMMEPYECKMX CTPYKTYP, MPOMBbILLIEHHOCTM 1 NOAUTUYECKMX
napTunii. Pasamep opraH1saLmii BapbUpyeTca OT KPYMHENLWMX B MUPe 00beanHEeHWI NoTpebuTeein ¢ KoamyecTBom
yneHos ot 200 000 A0 7 MUNAMOHOB A0 HEBONBLINX OpPraHn3aumin ¢ meHee yem 10 000 YneHos.

VIX MUCCUA COCTOUT B TOM, YTOBbI, Byayun Bedyllei opraHnsaumeit MMpoBoro maclitaba, nomoraTb CBOMM
YNeHam NpefocTaB/iaTb KAYECTBEHHYIO M He3aBMCUMYO MHbOopMaLmMio noTpebutenam so scem mupe. ICRT
npecaenyeT CBOU Leau nyTem:

- YBENNYEHUSA SKOHOMMUYECKON 3PDEKTUBHOCTM MUCMbITaHWIN 3a CYeT MNPoBeAeHUA COBMECTHbIX
MEMAYHAPOAHbIX UCMbITaHWIA U UCCAeA0BaHWA;

- obecneyeHms NONHOLEHHOM NpaBoBoit 6a3bl A1 COBMECTHbIX UCMbITaHWI C YCTOABLIMMMUCS NpaBMaamMm
1 PYKOBOAALLMMM NMPUHLIMNAMMU;

- pa3pa60T|<|A O6U.LVIX nporpamm NCMbITAHWUI 1 MeToA0B OLUEHKN;

- COAEVCTBMA PAa3BUTMIO OPraHM3aLIMiA MeHbLLIEero pasmepa npu NnoMoLLM NPOrpammbl CO3AaHMA NoTeHUMana
1M obMeHa 3HaHUAMMU.

Kpome BbileynoMAHYTbIX OpraHu3auunii, nos arnaon OpraHmsaumm ObbeanHeHHbIX Hauui cyuiectsyeT
MHOXECTBO YUYpPEKAEHWIM, 3aHMMatOLLMXCA Aenamm noTpebuTeneit. Cpeamn HUX MOXKHO oTmeTuTb BO3, MPOOH,
FOHECKO, FOHMAO, OHUCE® 1 Kommnccma no nonoxKeHMo KeHLmH noa arnaoin IKOCOC.

CeTb appuKaHckux notpebuteneit UKT (RECATIC)/African ICT Consumers Network (AICN)

PucyHok 19: CeTb adppuKaHckux notpebuteneit MKT (RECATIC)/African ICT Consumers Network (AICN)

CeTb adbpuKraHckmx notpebuteneit MKT (Réseau des Consommateurs Africains des TIC (RéCATIC)/African ICT
Consumers Network (AICN)), 6bl1a ocHoBaHa B 2008 roay 1 obbeanHuaa 20 NoTpebuTenbCKMX accoumaLmi
APPUKAHCKOrO KOHTUHEHTA C UE/blo NPUBAEYEHUA BHUMAHMUA K NOTPEOUTENbCKMM MpaBam M BKAKOYEHUS
MX B 3aKOHOZATENIbCTBO B 0071aCTU 3N1EKTPOCBA3M adPUKAHCKMX CTPaH, a TaKXKe Co34aHuA COOTBETCTBYHOLMX
MEexaHM3MOB.

3a/1a4a COCTOWT B TOM, YTODbI CO3[aTb PETMOHANBHYIO MAN MEXAYHAPOAHYIO Fpynny UHTEPECOB, NPMU3BAHHYHO
NMOMOYb PErvoHabHbIM OpraHam B MPOABUMKEHUM BOCbMM (8) Npas noTpebuteneit, ynomaHyTbIx B PyKOBOAALLMX
NPUHLMNAX Mo 3aluTe Npas NnoTpebuTtenel, NpUHATLIX Ha [eHepanbHo accambnee OOH 9 anpena 1985 roaa B
pamKax Pesontounm 39/248, nyTem BHEAPEHUA STUX MPUHLMMOB B HALlMOHAIbHOE 3aKOHOAATENLCTBO B 061aCTU
anekTpocsasu 1 UKT ana peweHmsa npobaem, ¢ KOTOPbIMM NOTPEOUTENN CTaNIKMBAKOTCS B 061aCTAX:

- LEeHOBOW 1 reorpaduyeckoi AOCTYNHOCTU YCAYT 3neKTpocBa3un n UKT;

- NpO3paYyHOCTM LiIeHO0OPa30BaHMA B 31eKTPOCBA3N U UKT;
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- 3aLUMTHI NEePCOHA/bHbIX AaHHbIX;

- 3alUMTHI AETEW B UHTEPHETE;

- paspelLleHns anob notpebutenei;
- 3arpsa3HeHns MHGPACTPYKTYPbI;

- NHOOPMMPOBAHMA N NPOCBELLEHMA NOTPebuTenen c uenbkd ONTMManAbHOrO UCNOAb30BAHUA YCAYT
anekTpoceasn n NKT.

OeatenbHocTb RECATIC TakKe HaueneHa Ha:

- npuaaHne 6osbliero npodeccrnoHanama permoHa ibHOMY ABUMKEHWIO NOTpebuTenen nytem ykpenieHuns
noTeHLMana accoumalmin-4aeHos;

- CTUMYAMPOBaHMe pa3paboTKM W CTaHAaPTM3aLMM PErNamMeHTOoB, PerympyroLmMx npesocTaBieHne 1
TapudUKaLMIO YCYT 31EKTPOCBA3M B adPUKAHCKUX CTPaHaX;

- obecneyeHne sbPeKTUBHOM N AEMCTBEHHOM 3aWuMTbl NoTpebutenein n3 53 rocyaapcts AGpuKku nytem
peanusauuy nNporpamm, yAOBAETBOPAOLMX NOTpebHOCTAM noTpebutenei Ha HaUWMOHANbHOM,
PErvoHaNbHOM M KOHTUHEHTA/IbHOM YPOBHSAX;

- obecneyeHme Hannuma Ha AGPUKAHCKOM KOHTUHEHTe 3PGEKTUBHbIX MEXAaHW3MOB M CPEeACTB 3aLLMThI
NHTepecos notpebutenel NKT;

- noBbilleHne MHGOPMMUPOBAHHOCTM NoTpebuTenein ob Ux Npasax U 06A3aHHOCTAX Kak NoTpebutesneil;

- coaeiicTene paspaboTke U peanusauum CTpaTermii, HanpasieHHbIX Ha obneryeHne yHMBepcabHoro
[0CTyna;

- COTPYAHUYECTBO M B3aMMOAENCTBIE CO BCEMM PErMOHANbHLIMK U MEXKAYHAPOAHbIMM OpraHu3aLmnamm,
Creumnanm3npyoLLMMIMCA B OTPACN 3EKTPOCBA3M, B HaCTHOCTU C AGQPUKAHCKMM COHO30M 3/1€KTPOCBA3M
(AC3) 1 MexayHapoaHbIM coto30M aneKTpocssasn (MC3).

3.2.2  MecTHble opraHuM3aunm
OpraHusauum, cneuuanmsupyowmeca 8 UKT

OpraHusaummn notpebutenei npeacTasnatoT cobolt obLlecTBeHHble 06beANHEHMA, Lie/ib KOTOPbIX — 3alUMLLaTh
nofen ot cayyaes 3/0ynoTpebsieHnini co CTOPOHbI KOMMaHMI, Hanpumep, Hebe3onacHoOM NpPoayKLUmMK,
XMLLHWUYECKOTO KpeanTOBaHNA, He0OPOCOBECTHOM pekNambl, acTPOTYpdMHIa U 3arpsasHeHns. OLHOM U3 Lenen
opraHusauuin notpebutenein obbIYHO ABASETCA BHeApPeHNe 1 obecnedyeHne cobaoaeHns npas noTpebutenei.
Tem He meHee, 3bdeKTMBHbIE pe3yabTaTbl 1aBana TakKe NpocTas aHTUPEKNaMa, HaLeneHHaa Ha NpuBaeYeHne
BHMMaHWA KOMMaHUI K TOYKe 3peHuns notpebuTesnein.

OAMH 13 pacnpoCcTpaHeHHbIX NyTel npeaocTaBaeHnsa NoTpebuTenam noaesHon MHGopPMaLmM —3TO HE3aBUCUMbIN
CPaBHUTENbHbBIN 0630p MW TECTUPOBAHME NPOLYKTOB U YCAYT Pa3/IMYHbIX MPOU3BOAMTENEN M KOMNAHWA.

OpraHun3aummn noTpebuteneit MoryT NblTaTbCA 3alMLLATb MHTEPECHI NOTpebuTena 6onee-meHee NPAMbIMM
OeCcTBUAMMK, Hanpumep, cobmnpasa 1 pacnpocTpaHas PbIHOYHYIO MHDOPMALMIO UK 3anpellas oTaelbHble
OEVCTBMA MNN NPAKTUKY, MAM NOOLLPAA KOHKYPEHLMIO Ha PbIHKAX, KOTOPblE HANPAMYK MK ONocpeaoBaHHO
B/IMAIOT Ha NoTpebuTenen (Hanpumep, TPaHCHOPT, SNEKTPUYECTBO, KOMMYHUKALMM U T. A.).

OpraHu3alumn noTpebuTenen MoryT Tak:Ke AeMCcTBOBaTb NOCPEACTBOM MPOTECTOB, MCKOB, PEKIaMHbIX KaMMaHu i
n nob66uposarna. OHM MOryT y4acTBOBATb B CMeLMaNbHbIX KaMiaHuax (TakMx, Kak, Hanpumep, bputaHcKkas
Kamnanua 3a HacToawmii ans (CAMRA), HanpaBaeHHas NpoTMB KeroBoro n1ea M Npoasuratolas Ho4koBbIi
3/1b) UM NO3ULMOHMPOBATL CebA B Ka4ecTse 3alMTHMKOB Bosiee LWMPOKOTo Kpyra MHTepecoB notpebutenen,
Kak Accoupvauma notpebutenell B BeankobputaHumn. HekoTopble cneunanmsnpoBaHHbie OpraHn3aumm Takke
3aHMMatOTCA 3alLMTOM NpaB NoTpebuTenel, B TOM YNCAe B CEKTOPE 3N1eKTpocBa3n n UKT.

B KamepyHe AreHTCTBO MO pery1MpoBaHuio 31eKTPOCBA3M HeceT OTBETCTBEHHOCTb, OT MMEHM rocy4apcTsa, 3a
perynnpoBaHue, KOHTPO/b U HAA30P 33 AeATeIbHOCTbI0 ONepaTopoB CeKTopa anekTpocsasun n MKT. OcHoBaHHaA
cornacHo 3akoHy 2010/012 ot 21 aexkabps 2010 roga, peryanpytoliemy 31eKTPOoHHY0 CBA3b B KamepyHe,
OHa TaKKe Npu3BaHa rapaHTMPOBaTb 3alUMTYy NpaB NoTpebuTeneit, KOTopble 0AHOBPEMEHHO 0byCcaaBnnBatoT
paccmaTprBaeMyto SKOHOMMUYECKYIO AeATeNbHOCTb W MONYyYatoT OT Hee Bbirody. MaHepa 13noxKeHua 3azad
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BO BBOZHOM Y4acTK BHYTPEHHEro 3aKOHO/ATeNbCTBA, KaK M pPelleHna U AMPEeKTUBbI ATeHTCTBA, MOSHOCTbIO
COOTBETCTBYIOT 06WMM NpuHUMNam OpraHm3daumm O6beaMHeHHbIX Hauni, @ UMEHHO MPUHLMNAM 3aLLMThI,
YO0B/IETBOPEHMA, PaBEHCTBA M ydacTna.®

Bpasuaus, B cBOO ovepe/ib, OCHOBaNa HaumoHanbHoe areHTCcTBo anekTpocsasm (ANATEL), koTopoe Pesontoumeit
632 mapTa 2014 ropna yteepamno Obuie HoOpMaTUBHbIE MONOKEHWA MO 3alLMTe NpaB notpebutenen ycnyr
anektpoceasn (RGC). 3To 6bI710 caenaHo B OTBET Ha NMOBTOPSOLLMECS Kanobbl U C LEebio pacliMpeHna npas
notpebuteneit n yHUGMKaLMM pernameHTUPYOLLMX NMONOKEHUI B OTHOLEHUW CTALMOHAPHONM U NOLABUMKHOWM
TenedOHHOM CBA3M, TeNEBUAEHMNA U LIMPOKOMOJIOCHOW CBA3M U CBEAEHUA WX MoA, O4HY pe3ontouunto. bonee
TOro, YTO6bl CTUMYNNPOBATH KOHKYPEHLLMIO CO34aTb YCA0BKA AN cbaNnaHCMPOBAHHOIO PbIHKa, Ha bonee Menkmnx
onepaTopoB HbiNM BO30XKeHbI Honee nerkne obasaHHoct. 31 aHeapsa 2014 roga ANATEL 3anycTnaa HoBbIM
nopTan ans notpebuteneit: www.anatel.gov.br/consumidor.*

B Kutalickoi HapoaHoii Pecnybamnke MuHUCTEPCTBO MHGOPMALIMOHHOW NpomblwneHHocTn (MIl) (bbiBluee
MMWHNCTEPCTBO MHOOPMAUMOHHOM MPOMbILAEHHOCTM U anekTpocsasn (MIIT)) B 1999 roay ocHoBano
06LEeCTBEHHYO OpraHM3aUMio, M3BECTHYIO Kak HauMoHanbHbIA KOMUTET Nonb3oBaTeneit anektpocsasm (NCTU),
Le/blo KOTOPOro, COMacHO periaMeHTy, ABndeTca obecrneyeHre NoCTOAHHOrO YyYlleHWA KavyecTsa yCayr
3/1eKTPOCBA3M, B NEPBYHO 0Yepesb ¢ 3ab0TOM 0 N0Ab30BaTENAX, B UbMX MHTEPECAX OH AO/IKEH M3y4aTb MHEHWA
M NPEeLOCTaBAATb KOHCY/IbTALMM B OTHOWEHUN PEryIMpPOBaHUSA, B YHaCTHOCTM, KACAEMO KOHTPO/IS 3a yCayramu
3/1EeKTPOCBA3M, NOALEPHKMBATb TECHbIN KOHTAKT C ONepaTopamm 3N1eKTPOCBA3M U NPeAOCTaBAATb KOHCYAbTaLMM
no BOMpocam yaydleHua paboTbl CEPBMCOB 31EKTPOCBA3N. TakMM 06pa3om, ero yCcuama HanpasieHbl Ha
noBbIlWEHME YPOBHA KayecTBa B OTBET Ha BCce 6osee BO3paCTatoLLMI CNPOC Ha ycayru anekTpocsasn. NCTU
ynpasnseT "KoHrpecc", AeneratoB KOTOPOTO BbIABUIatOT M BbIOMPAOT CPOKOM Ha TPM rofa OpraHM3alMm cektopa
anekTpocsAsmn. KoHrpecc, ABAsAtoWMnCa pyKoBOAALLMM OPraHOM BbICLLErO YPOBHS, BbIOMPAET M Ha3HaYaeT Y1eHoB
McnonHutensHoro 6topo. MicnonHuTensHoe 610po MOXKeT MCMONHATL 06A3aHHOCTY KoHrpecca, Koraa nocaeaHui
He 3acefiaeT, M NPMHMMaTb OTBETCTBEHHbIE PeLLEHMA OT ero MUMeHW. MoBceHEBHYO AE€ATENBHOCTb OCYLLECTBAAET
CekpeTapuaT, KOTOPbI 3aKpensieH 3a NoApPasaAeeHUEM YCAYT HAUMOHAIbHOMO PEryAsTOPHOrO areHTcTea.*

B UHAUK'® PerynaTtopHbiii opraH anexktpocsasn Muamm (TRAI) oTBevaeT 3a onpeaeneHme CTaH4apToB KayecTsa
YCNyr, NpefoCTaBAAEMbIX MOCTaBLIMKAMM, KOHTPONb 33 CODAtOAEeHMEM 3TUX CTaHAAPTOB M NMpPOBeAeHMe
NepnoaAMYECcKMX MPOBEPOK COOTBETCTBYIOLWMX YCYT B MHTepecax noTpebutenei.

OpraHM3aumMm no 3awmTe Npas NotTpebuteneii B LLUPOKOM MOHMMaHUKN 3TOTO TEPMUHA

B HekoTOpbIX CTpaHax OTCYTCTBYIOT OpraHbl, cneuuanusvpyrolimeca B peryamposaHum cektopa WMKT. Bo
BbeTHame,*’ Hanpumep, 3alimTa npas notpebutenein MKT asnsetca 0683aHHOCTbIO YNpasaeHua no aenam
KOHKypeHLuKn BbeTHama nog srnaot MMHMUCTEPCTBA MPOMbILLZIEHHOCTM M TOProBan. Kpome STOro ynpasaeHus,
cyulecTByeT BbeTHaMCcKas accoumaLma no CTaHaapTamM M Aenam notpebuteneit, Kotopas aaseTcs 0buecTBeHHoM
npodeccroHanbHOW A06POBONBHOM HEKOMMEPYECKOW OpraHu3aLmelt, paboTatollein B 061acT cTaHAAPTOB,
KayecTBa M 3allMTbl NpaB NoTpebutenen.

B 3umbabee Komuccua no 3awmte npas notpebuteneit o6aanaeT WMpPOKMMM NOJTHOMOYMAMM B 061aCTU 3aLLUTbI
MHTepecoB noTpebuteneit Boobuie.*

3.2.3 HenpaBuTenbCTBEHHbIE OpraHM3aumm

MexayHapoaHbii coto3 noTtpebutenein (MCI1) ABnAeTcA HE3aBUCHMbIM MEXAYHAPOAHbIM OPraHoM,
BbIpaskatoLLMM MHeHuA noTpebutenet. MCIM HacumnTbiBaeT 6onee 240 opraHmnsaumii-yneHos B 120 cTpaHax
N ABNAETCA MOLLHBIM MEXAYHAPOAHbIM ABUKEHMEM noTpebuTenei, NpusBaHHbIM NMOMOraTb 3aluTe u
pacliMpeHuto Npas NoTpebuteneit Bo Bcem mupe. B cerogHawHem UMbpoBoOM Mupe NoTpedbuTesib 3aBUCUT OT
ceTell CBA3W BPOAE UHTEPHETA M BO3MOXKHOCTM A0CTyNa U 0bMeHa 3HaHUAMK Yepes Takune ceTu. [BunxKeHwne

3 [okymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvika KamepyH.

4 [okymeHT 1/35, “Obuiee perynmposaHue npas notpebuteneit ycnyr anektpoceasun”, deaepatusras Pecnybnmnka bpasunms.

4 [lokymeHT 1/88, “dddekTnBHan paboTa HaumoHaNbHOTO KOMUTETA NO/b30BATE/NEN 3/1EKTPOCBA3M A1 COBEPLIEHCTBOBAHMA
ycnyr anekTpocsaAsn”, Kutaiickas HapogHas Pecnybanka.

% NokymeHT SG1IRGQ/46, Pecnybnunka UHama.

[LokymeHT 1/197, “The state of telecommunications consumers’ protection — The need for distinct regulation”, Counanuctnyeckas

Pecny6ivKka BbeTHam.

% [okymeHT 1/230, “Consumer protection: the Zimbabwean experience”, Pecnybauka 3umbabee.
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http://www.itu.int/md/D14-SG01-C-0197/
http://www.itu.int/md/D14-SG01-C-0230/

BOMMPOC 6/1: MHbOpMaLma 4ns noTpebuTesen, nx 3alumTa 1 npasa: 3aKoHbl, HOPMATMBHbIE MOIOKEHWS, IKOHOMMYECKME
OCHOBbI, CETU NOTpebuTenen

notpebuTeneln nrpaeT BaxkHYO posib B 0becneyeHmnm AoCTYNHOCTH, B TOM YMC/E LIEHOBOM, @ TaKKe HaZeKHOCTM
1 6€30MacHOCTM TakUX CETEN U NepesaBaemoli No HUM MHbOPMaLK.

MpoeKT "3aluTa NoTPebUTeNbCKMX AAHHbIX B CTPaHaX ¢ GOpMMPYIOLLECA SKOHOMMKOM'" MMeeT CBOel Lesbto
yAydLeHWe YCAOBUIA A8 COTPYAHMYeCTBa Mexay bpasuaven, Kutainckot HapoaHoit Pecnybivkoi n fepmaHmneit
8 06/1aCTH 3aLLMTbI NOTPEOUTENBCKIMX AaHHbIX. OH KacaeTca 3aWmTbl AaHHbIX 6onee yem 800 000 000 YenoBek,
YTO cocTaBaAeT bosiee TPeTU Nob3osaTenel MHTepHeTa naaHeTbl.*

[0CTyn K MHTEPHETY CTas OAHOM M3 BaXKHEWLNX COCTABAALWMX KU3HM COBPEMEHHOIO NOTpebuTens, 1 ero
BaXKHOCTb, Kak B Pa3BMUTbIX, TaK M B Pa3BMBAIOLLMXCA CTpaHax, OyAeT ToNbKO pacT. MexayHapoaHbIl coto3
notpebuteneit (MCM) 3anycTna ABYX/IETHIOK KamnaHWio noa, Ha3BaHWem "3a OTBETCTBEHHOCTb NMOCTaBLIMKOB
YCAYT WIMPOKOMONOCHOM CBA3K", HaLLeNIeHHYIO Ha TO, YTOObI HaAeNUTb NOTPebUTENbCKME OpraHM3aLMK BO BCEM
Mupe npasom TpeboBaTh bonee cnpaBeaMBbIX U AOCTYMHbIX YC0BUI NPEAOCTaBAEHUA YCAYT LUIMPOKOMONOCHOM
CBA3M, yBaXkalolMx npasa notpebuTenel n, B bonee WMPOKOM CMbIC/E, NPaBa Ye/0BeKa, U ABAAIOLLMXCA
HeoBX0AMMOW NPEeAnOChIIKON AN CO3AaHNA OTKPLITOrO A5 Bcex MHGOPMaLMOHHOro obuiectsa.”®

OfHa v3 npowbix MHMUmMaTne Cl B 061aCTU LUIMPOKOMONOCHOM CBA3M — [10/10)KEHME O PACKPLITUM MHGOPMALMK
0 LUMPOKOMONOCHOM CBA3M, NpU3blBatoLLee NnoTpebuTeneit TpeboBaTh OT NOCTABLLMKOB YCAYT MHTEPHETA YEeTKOro
onucaHna NpeAoCTaBAAEMbIX YCYT, KOTOPOE MOXKHO 6b110 6bl CPAaBHUTb C NPEANIOKEHUAMM APYTMX MOCTABLLMKOB.
“Don’t Lock Me In” (He 3anupait meHs!) —aTo pekomeHaaumm, npm3BaHHbIe MOMOYb NOTPEOUTENAM OCTaHOBUTb
NPYMEHAEMYHO NMOCTaBLMKAMM YCIYT MHTEPHETA MPaKTUKY CBA3bIBAHWA UX A,0/TOCPOYHbIMM 06A3aTe/IbCTBAMM C
NMOMOLLLbIO HEMMBKMX KOHTPAKTOB M NMaKeToB yCAyr. “3a OTBETCTBEHHOCTb MNOCTABLLMKOB YCNYT LUMPOKOMNONOCHOWM
CBA3M: PYKOBOACTBO MO 3alliMTe NpaB noTpebuTenelr” NoceALLEHO peLleHuto Tex e npobaem.

3.2.4 Cetv notpebutenei

B KamepyHe, COrnacHO CTaTUCTUYECKMM AaHHbIM, CyllecTsyeT okono 20 accoumaumi no sauwimTte npas
notpebuteneit, 8 6ONbLIMHCTBE CBOEM — OBLLENO XapaKTepa, U TOIbKO HEDO/IbLLIOE KONMYECTBO STUX accoLmaLmit,
No-BUAMMOMY, CNEeLMann3MpyeTcs Ha BONPOCax, OTHOCALLMXCSA K 21EKTPOHHOM cBa3n 1 MKT. HepoctaTouHas
OpraHn30BaHHOCTb, HabAAAOWAACA B HEKOTOPbIX U3 HUX, HEFATUBHO BAUAET Ha UX 3GHEKTUBHOCTbL. Takue
06beAMHEHNA JONMKHbI BbITb 60/1EE OPraHN30BaHHbLIMU, UMETb HOIEE COBEPLLEHHYIO CTPYKTYPY 1 60/1ee BbICOKMI
YPOBEHb MOATOTOBKM, EC/IM XOTAT, B CBOK OYepesb, 0bydaTb NoTpebutenein U 3aHnmMaTtbhCsa Ux akTyasabHbIMM
npobnemamu. 1A 3TOro PeryiaTopHbIA OpraH, Yba POJb COCTOWT B YMPOLWEHMM paboTbl ONepaTopoB Npu
rapaHTMPOBaHHOM Y/0B/ETBOPEHMM 3anNpocoB noTpebuTeneit (HO He NpedycmaTpuBaeT NpeaocTaBneHms
bUHAHCOBOM NOAAEPIKKM OpraHM3aLmam, 3aWmMLaloWwmm npasa notpebuTtenein) NpoBoAUT CEMUHAPLI MO
NOBbILLIEHNIO 0CBEAOMNEHHOCTH. !

B OemokpaTuueckoi Pecnybamke KOHro y4acTHUKM pbiHKa B JaHHOM CEKTOPE aKTUBHO 3aHMMaKOTCA 3aLLMTOM
npas notpebuTenei Ha obLMX OCHOBAHUAX. TO, B YaCTHOCTM, OTHOCUTCS K:

- UDECOM: Union pour la Défense des droits des Consommateurs au Congo (Coto3 no 3awuTe npas
notpebutens KoHro), KoTopbiit paboTaeT Hag obecnedeHnem 3almThbl Npas noTpebutenelt Tosapos u
YCNYT Ha 0BLLMX OCHOBAHMAX.

- UCST: 'Union des Consommateurs des Services des Télécommunications (UCST) (Coto3 noTpebutenei
YCNYT 3N1EKTPOCBA3M), KOTOPbIM, HAaNpPOTMB, TeCHee CBA3aH C CEKTOPOM M orpaHuymsaeT chepy cBoen
[OEATeNbHOCTM NOTPEeBUTENAMM YCAYT 31EKTPOCBA3M.

B MpaKTMYecKoM CMbIC/ie 3TM [BEe acCouMauMu Helb3Aa CUMTaTb HU aKTUBHbLIMWU, HU IOOEKTUBHLIMU B
paccmaTtpmsaemol obnactn. OHm 6optoTca 3a To, YTOObI BAMATL Ha 3alUMUTy MHTepecos noTpebutend. Us-
33 OTCYTCTBMS CEPbe3HOW CTPYKTYpPbl OHWM He MOAAEP)KMBAIOT CBA3b C KAKUMU-IMOO MeXAyHAapOAHbIMM
opraHM3aLmMaMM, akTMBHO paboTatoLLmmm B 061aCTH 3aLmTbl npas noTpebuteneit VKT (Hanpumep, c RECATIC).>

4 https://www.giz.de/en/worldwide/32176.html.

%0 http://www.consumersinternational.org/our-work/digital/key-projects/broadband/.

°L [okymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvika KamepyH.

2 [lokymeHT SGIRGQ/22, “DRC’s experience with regulatory policy on ICT consumer protection”, [lemokpaTtuieckas Pecnybanka
KoHro.
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3.3 MexaHM3Mbl: KaK OHW paboTatoT U KaKOBbI pe3ynbTaTbl

3.3.1 [apTHepCTBO perynsaTopHbIX OPraHoOB U ceTen notTpebutenen

B cTpemneHnm BbIMOHWUTL CBOK MUCCUIO MO 3aLlMTe Npas notpebuteneit, opraHmsaumm cektopa MKT npuberatot
K HECKOJIbKMM CTpaTernam.

B MHaMm paboTaeT HECKO/IbKO areHTCTB, 3aHMMaloLLMXCS 3aliMTON Npas notpebutenei. Mx aeatenbHOCTb
OMMpaeTcsa Ha c/eaytolme MeToApl U CTpaTernu:

- MOBbILWEHWE OCBEAOMIEHHOCTH NOTPpebuTenei 1 nX NpocBeLLeHmE;
- co3aHune cetel 1 rpynmn camonomoLy noTpebutenei.

MHorure rpynnbl Mo 3aliMTe nNpas notTpebuTenel, 3aperncTpmpoBaHHbie B TRAI, nepeaatoT *Kanobbl B oTAe/bl
peKNamMaLii COOTBETCTBYIOLLLMX NMOCTABLLMKOB YC/YT U y4acTBYIOT B X 06paboTke™.

MiccnenoBaHve KOHKPETHOro npumepa COBMECTHOM paboTbl HaLMOHAAbHOTO PerynaTopHOro areHTCTsa U
accoumaummn notpebuteneit 8 bBeHnHe™ nokasbisaeT, 4to ¢ 2010 roga NPOUCXOAUT PasBUTUE MAPTHEPCKMX
OTHOLLIEHMIA Mexay OpraHOM, OTBETCTBEHHbIM 33 PeryMpoBaHme 31eKTPOHHOM cBA3M 1 noyTbl (ARCEP-BENIN),
1 NNaTGOPMON U3 BOCbMM COTPYAHMYAIOLLMX accolmalnii notpebuteneit. Ytobbl noaaepsKaTb 3TM accoumaumm
B MX CTPEM/IEHMM Y4aCTBOBaTb B Pa3BUTUM CeKTopa, bbina co3gaHa naatdopma AnA COBMECTHOW paboTbl,
6naroapa KOTOPOM CTa/lo BO3MOMKHbIM B3aMMOBBIFOAHOE COTPYAHMYECTBO. B COOTBETCTBMM C PaMOYHbIM
cornaweHnem o naptHepctee mexay ARCEP-BENIN 1 accoumaumamm notpebutenein, nocnefHme Hanpasuam
B PEryNaTOPHbIV OpraH pasHoobpasHblie MPOEKTbl ANS YTBEPKAEHUA U NOATBEPKAEHUA GUHAHCUPOBAHMA.
B 9TOM €BA3M Kaxaaa accoumauma nonydmna GuHaHCMpoBaHue B pazmepe 5 muaanoHos ¢paHkos KOA ana
BHEAPEHWA NMPOEKTOB, NPeACTaBNALWMIA 06WMI nHTepec. BooayweBastolMe pe3yabTaTbl, NOJyYeHHble B
2015 roay, NnpuBenu K NPOAOIXKEHNIO NAPTHEPCTBA acCoUMaLIMIl U PerynaTopHOro opraHa 8 2016 roay ¢ uensto
noBbIWeHNA MHGOPMMPOBAHHOCTY U OCBELOMIEHHOCTH NOTPebuTena Tosapos 1 ycayr B obnactu VKT Ha Bcel
TEepPPUTOPMM CTPaHbI. ITO AONTOCPOYHAA MHULMATMBA BeHWHa, MHDOPMaLMA O KOTOPOI MOXKET MOMOYb L0OUTLCA
nporpecca Besze, rae byayT npMMeHeHbl nogo6bHbIe Mepbl.

3.3.2  OTKpbITME pernoHanbHbIX PeryaaTopHbix odMCcoB No 3alLmTe npas notpebutens

B NOCTOSSHHOM CTPeM/IEHNN ellle onepaTUBHEE pearMpoBaTh Ha BOMPOCH! 3alMThl Npas noTpebuteneit MKT
perynaTopHble OpraHbl AeLeHTPann3yoTca, YTobbl cTaTb HAKKe K noTpebuTenam.

Tak npovcxoant 8 UHaum, rae TRAI cozfan naTb pervoHanbHbiX odyCoB No 3alluTe npas notTpebuteseit no Bcen
cTpaHe.> MocpeacTBOM 3TX 0DMCOB BO BCEX HYACTAX CTPaHbl NPOBOAATCA MHGOPMaLUMOHHO-NPONaraHAMCTCKMe
NpPOrpammel, CEMUHAPbI ¥ MPAKTUKYMbl 418 NOTPEOUTENEN C Lie/IbIo CNOCOOCTBOBAHUA B3aUMOAENCTBUIO MEKIY
noTpebuTensamm 1 NOCTaBLLMKAMM YCAyT. PernoHanbHble 0duChbl MOMOratoT NOTPeOUTENAM y3HABATb O PA3/IUYHbIX
HOPMATMBHbIX MOMOXKEHUAX, BHeAPEHHbIX TRAI B OTHOLIEHMM KaYyecTBa yCyr, NePeHOCUMOCTM MOBUIbHbIX
HOMEpPOB, KOMMEPYECKOM KOMMYHWKALLMKM MO MHULMATMBE NMOCTaBLUMKA YCAYT, MPaB, CKUAOK U T. 4. OHM TakKe
CNoCOBCTBYIOT NMPAMOMY B3aWMOLENCTBUIO MEXKAY MOCTABLLMKAMMK YCAYT, NOTPEOUTENAMM U PA3NINYHBIMM
3aMHTEPECOBAHHbIMW CTOPOHAMM C TeM, YTODObI OHWM Ha OTKPbITbIX GOPYyMax 06CyKAaNM PasanYHble BapUaAHTbI
noAaum Kanob, a TakxKe Apyrve BONpoCkl, OTHOCALLMECH K 3aliuTe noTpebutenei. Takoe BlanmoaelncTeme
TaKKe momMoraeT obecneynTb HENOCPeACTBEHHYIO 06PaTHYIO CBA3b CO BCEMM 3aMHTEPECOBAHHbLIMM CTOPOHAMM.

3.3.3  3KoHOMMYecKkune n GMHAHCOBbIE Mepbl, MPUHATbIE HALMOHANbHbIMM OPraHamu B MHTepecax
notpebutenein ycayr anekrpocsasun n UKT

NHAMA O4YeHb cepbe3HO OTHOCUTCA K obecrneyeHuto cobatoaeHUa Hopm, perynupytolimx cektop UKT B
o6nacT 3aWmThl Npas noTpebutena. C atoi uensto TRAI Yyepes cBou permoHasbHble 0dUChl U HE3aBUCUMbIE
areHTCTBa NPOBOAMT NMPOBEPKM C LIE/IbIO ONpeaeseHnsa KauecTsa yeayr M HaaeKHOCTU CUCTEM yyeTa TpaduKka u
bopmmnpoBaHMA cyeToB. Ha NOCTaBLUMKOB YCAYT, KOTOPbIE HE COOTBETCTBYHOT CTaHAaPTaM B OTHOLWEHMMN KayecTsa

% [lokymeHT SG1RGQ/46, Pecnybaunka VHams.

* [okymeHT SG1RGQ/73, “Collaboration entre une Agence de régulation et les associations de consommateurs: cas du Bénin”,
Pecnybnvika BeHUH.

*  [lokymeHT SG1RGQ/46, Pecnybaunka VHams.


http://www.itu.int/md/D14-SG01.RGQ-C-0046/
http://www.itu.int/md/D14-SG01.RGQ-c-0073/
http://www.itu.int/md/D14-SG01.RGQ-C-0046/

BOMMPOC 6/1: MHbOpMaLma 4ns noTpebuTesen, nx 3alumTa 1 npasa: 3aKoHbl, HOPMATMBHbIE MOIOKEHWS, IKOHOMMYECKME
OCHOBbI, CETU NOTpebuTenen

YCAYT UK NPO3PaYHOCTM GOPMMPOBAHMA CHETOB UK HE CODIOAat0T OFOBOPEHHbIE CPOKM 06paboTKM »Kanob,
YCTPaHEHMA HEUCNPABHOCTEN W T. A., HaKkNaablBatoTCA WTpadbl.®

3.3.4 Cucrtema 06paboTku Kanob

B Kot-a’UByape ([JokymeHT 1/41 — AymcopcuHe ynpasneHus OmHOWEHUAMU C KAUEHMAMU: 8/1UAHUE UeHMpPos
06pabomku 86130808 HA NPABO NOOAYU Han0bbl 8 CAyH Oy NOOOEPHKU KAUeHMO8) NPUXOA CreLmanncTos
no ueHTpam obpaboTKM BbIZOBOB OTKPbIA J1a3eiKy A1 0NepaTopoB. TeXHOOrUA, UCNoAb3yemas B LeHTpax
06paboTKM BbI3OBOB, MOMOTaeT BUPTYaIM3MPOBaTh yrpaBaeHme OTHOLLEHMAMM C KnneHTamu (CRM). B pesynbTaTe
ayTCOpCUHTa TenedOoHHble KOMMAaHWW BbIWAKN MU3-NMOA KOHTPONA cBomx cuctem CRM. 3T obcToATENbCTBA,
0bycn0BNEHHbIE TEXHONOTUAMK U CYLLECTBYIOLLMMMN CUCTEMAMKU, MOTYT NPeACTaBAATb yrposy 414 npas
noTpebuTens, B YaCTHOCTH, A1A NPaBa NoAAaYuM Kanob B CNy:KOY NOAAEPHKKM KAMEHTOB OMnepaTopa.

Mpobnema cTaHOBUTCA Tem Honee KPUTUYECKOWM, Koraa onepatopbl He MOTyT OTpearmpoBaTth Ha Kanobbl
KNIMEHTOB B ABYXHEAE/bHbIN CPOK. TaKyto MeAIMTEeNbHOCTb MOXKHO OTHECTM Ha CYEeT TOTo GaKTa, YTo ornepaTopy
nepes TeM, Kak OTBETUTb Ha *Kanoby, Hy»KHO NPOBEPUTb AaHHbIE, NPEAOCTaBNEHHbIE MNOCTABLLIMKOM (LLEHTPOM
06paboTKM BbIZOBOB).

Mepbl, cnocobHble MOMOYb B 3TOM CUTYaLLMK:

- [ns Toro ytobbl NoTpebuTenb Bbin Aydlwe 3alMULEeH, ONepaTop AO/KEH YKas3blBaTb B KOHTPaKTE C
Nonb30BaTeeM, YTO B3aMMOOTHOLIEHUA C NOTpebuTenem OCyLLecTBAAIOTCA NOCPeACTBOM LEHTpa
06pabOoTKM BbI3OBOB.

- OnepaTop 06A3aTe/IbHO AO/MKEH UMETb C/TYKOY NOAAEPIKKMN KIMEHTOB, 3aHUMALOLLLYHOCA UCKIOUYUTENIbHO
Kanobamu, oTAe/bHO OT HPUAMYECKMX KaHANOB BAMAHUA Ha onepaTtopa, He Bceraa YAOobOHbIX AN
notpebutens.

- TpeboBaHUA K aBOHEHTY A0/KHbI HE TOJIbKO AMKTOBATLCS YCOBUAMM PbIHKA, HO TAKMKE YUMUTbIBATb 3aLLUUTY
npas noTpebuTenen.

- PerynaTopHble opraHbl AOMKHbI ObiTb Honee 6AUTENbHBIMM B OTHOWEHUN TEHAEHUMM K NPUBIEYEHMIO
onepaTopamu BHELWHUX UcnonHuTenei 6e3 oraaKM Ha npasuaa, codepalimecs B 06A3aHHOCTAX
onepaTopa.

- B 0653aHHOCTAX OMepaTopoB A0MKHbI ObITb YKa3aHbl onpeaeneHHblie 061acT, B KOTOPbIX OHW HE AOMKHbI
npuberaTb K ycnyram TpETbUX AL, (QyTCOPCHHTY) B OTHOLWEHMM BbINONHEHWS CBOMX 0O6A3ATE/LCTB.

3.3.5  [pWuMHbI HU3KOM Pe3yNbTaTUBHOCTU PaboTbl ceTei NoTpebuTenei B 061acTv 3alwmThi Npas
notpebutenei

B cdepe UKT ceTv noTpebuteneit CTaikMBatoTCA C HECKObKUMM TPYAHOCTAMM, KOTOPbIE MOTYT NOMeLaTh UM
[OCTUYb CBOMX Leneit. Kak n mHorve apyrue cTpaHbl, Jlemokpatuyeckas Pecnybamnka KoHro npusoamT pag,
NpUYMH HeaddeKTMBHOM paboTbl accoumaumii.®’ K H1UmM, cpeam NpoYero, OTHOCATCA:

- OTCyTCTBME YETKOro BUAEHMA.

- HepnocTaTok cooTBeTCTBYIOWEN NOATOTOBKM.

- OTCyTCTBME OTBETCTBEHHOM OpPraHm3aLmn UK CTPYKTYPbI.
- OTtcyTcTBME Heobxoanumoro onbiTa B KT v perynmposaHmm.

- PaboTa B M30nsaUMKM, 63 KaKoro-1Mbo yyacTmsa B MeXAyHapPOAHbIX M PermoHasbHbIX opraHu3auusx,
3aHMMaLOLLIMXCA 3aWnUTON noTpebutenein MKT.

% Tam xe.
7 [lokymeHT SG1IRGQ/22, “DRC’s experience with regulatory policy on ICT consumer protection”, [lemokpaTtuieckas Pecnybinka
KoHro.
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3.3.6  Mepbl no 3awuTe npas notpebuTene, KOTopblie MOryT BbITb NPUHATLI PEryNATOPHBIMM
opraHamu

C uenblo 3aLMTbI NPaB NoTpebuTenelt perynaTopHble opraHbl MPUHUMALOT PAA Mep B MHTepecax notpebutenei
1 ONepaTopos.

B noapobHom uccnenoBaHum cutyalimm 8 KamepyHe, co CCbIIKOM Ha permoHasbHble 0COBeHHOCTY, MPeACTaBAeHa,
B YaCTHOCTH, MHGOPMALWMA O 3aKOHOAATENbHOW Hase Mo 3aLLMTe NPaB NoAb30BaTENEN CETEN U YCAYT SNEKTPOHHOW
CBA3M, KOTOpas Obla co3aaHa B IKOHOMMUYECKOM coobliiecTe cTpaH LieHTpanbHo Adpukm (CEMAC) cornacHo
PernamenTy 21/08-UEAC-133-CM-18 no ctaHaapTM3aLmm HOpMaTUBHbIX MONOXKEHMI 1 PEryAATOPHOM NOAUTUKM
N0 3N1EKTPOHHOI CBA3K.>® B KamepyHe TaKKe CyLIeCTBYHOT CTaHAaPTHbIE KOHTPAKTbl. TeM He MeHee, MOCKO/bKY
B NPOLLUIOM C NOTPebUTeNamum He KOHCYNBTUPOBAIMCE MO BOMPOCaM OnpeaeeHna YyCA0BUIA TakMX CTaHAAPTHbIX
KOHTPAKTOB, HaLMOHaNbHbIM PErynaTOpHbIN OpraH OpraHn3oBan BCTPeYy C 3aMHTePEeCOBAaHHbIMKU CTOPOHAMM,
B TOM 4MC/e C accoumaumammn notpebutener, ¢ Lenblo yTeepxaeHua byayLiero TMNoBOro KOHTPaKTa co
CTAHAAPTHBLIMM YCIOBUAMM.

CyLecTByeT NoOHMMaHne NoTPebHOCTM B CO3A4aHMM NOTeHLMaNa, KOTOPbIM MO3BONT MNOBbLICUTL 3GGEKTUBHOCTb
KaK camMmx accoumaumii, Tak n UX B3aMMOAENCTBMA C PeryNaTOPHbIM OpraHoM. Mpo3ByYano npeanoKeHme
0 TOM, 4To EP3 mornio 66l MOMOYb rocyaapcTBaM-4ieHam, COAEeNCTBYS PeryaaTopHbIM OpraHam B CO34aHUM
LeHTpoB 06paboTKM BbIZOBOB, CHabKaA yKasaHMAMM NO ONTMMAIbHOW OpraHM3aLmm COTPYAHNYECTBA MeXAay
accoumaumamm N perynaTopHbIMKM OpraHaMmm 1 passrBan NOTeHUMan nyTem NpoBeAeHUA NPaKTUKYMOB UK
CEMMHAPOB MO BOMPOCaM 3allMTbl NpaB notpebutenei.

PYKOBOACTBYACb MONOMKEHMAMM, OTHOCALWMMMUCA K €ro PeryniaTopHoOMm MWUCCUK, PEryNATOPHbIN opraH
DOemokpaTtuueckoii Pecny6amku KoHro ARPTC npuHan paa mep v NpoBes paa,Meponpuatnii no obecnevyeHunio
3alUMTbl NpaB notTpebutenen,* 8 Tom ymcne:

- PeryaapHoO Npu3biBan K OTBETY OMNepaTopos B CAy4asax rpyboro nonpaHua MHTepecos notpebuteneit,
Tpebys B HEKOTOPbIX C/IyYanx KOPPEKTUPYIOLWMX AEACTBUIA UM KOMMNEHCALMIA, B YaCTHOCTU, MyTEM BbINAaTbI
[EHEMHbIX CYMM NOTPEBUTENAM U T. 4.;

- BBe/N B 06A3aHHOCTM OMepaTopoB TpeboBaHMe yBaKaTb MHTepeCh! NoTpebuTeneir, kpome npoyero 06a3as
UX 3apaHee MHGOPMMPOBaATL NOTPEBUTENEN O TEXHUYECKOM OBCYKMBAHUM CETEI, MOTYLLEM BbI3BATb
nepeboun UK CHUMKEHWE KauecTBa BbI3OBOB;

- BHEAPWA CTPOrve Npasuaa 1 yCinoBMA HaZlexallero NposBeAeH1s onepaTopamm pekaamHbIxX akumii no
YCAYram 3/1eKTPOCBSA3K, HaNPUMEP, MOOMKEHNA O FAPAHTUPOBAHMM GaKTUYECKOM peann3aummn obelaHHbIX
BbIFOA, ¥ 3alLMTe noTpebuTenel ot 06MaHHbIX NPeasoXKeHUN;

- onpeaenna B pamkax 3akoHa MPUHLLMM YHUBEPCANbHOCTM 0O6CNYKMBAHWA B OTHOLWEHWM NPeAI0KEHMI NO
YC/yram 3/1eKTPOCBA3MN, COOTBETCTBYIOLWMX TPEOOBAHUAM K KauecTBy, LOCTYMHbIX Ha MOCTOSHHOW OCHOBE
Ha BCEeW TEPPUTOPUM CTPaHbI U AOCTYMHbIX MO LieHe A1A BCeX KOHroNe3CKux notpebutenei.

31 aHBaps 2014 roaa 6pasmuNbCKUA perynaTopHblii opraH ANATEL 3anycTun HoBbl Beb-nopTtan oA
notpebuteneit. Noptan NOCTOSHHO OHBHOBASETCA, U MHEHMWS OPraHU3aLMIA U YUPERAEHWI, 3aHUMAIOLLMXCA
3alMTON Npas nNoTpebutenen, KOTopble BCeraa NPUBETCTBYIOTCA, MOTYT HaMpPaBAATLCA HENOCPEACTBEHHO MO
3N1eKTPOHHOM nouTe.®

OTt4yeT OmaHa coAep»KUT NPUMepP A0roBopa NpUcoeanmHeHnd, NoAroTOBJAEHHOIO ONepaTopoM 3/1eKTPOCBA3M
[ON19 NPelOCTaBIEHWA YCAYT NOABUKHOW CBA3W U YTBEPKAEHHOTO PerynaTopHbIM OpraHom 31eKTpocBasu (TRA)
OmaHa.®* B pamkax npouecca ytsepxaeHmsa TRA cTaBWT 3a4a4y rapaHTUPOBaHUA COBMOAEHUA UHTEPECOB
H6eHeduLmapa U obecneyeHms BKIOUYEHMSA B KOHTPAKT CNPaBea/IMBbIX M MPO3PaYHbIX YCIOBUIA.

B otyeTe UHAMM aHanu3npyeTca MHAMIACKAA HOPMATUBHO-NPaBoBan 6asa Ha NpeaMeT Hannuma nHGopmaumm
0015 noTpebuTenei, nomoratowen 3almiLaTb Ux MHTepecsl.®

*  lokymeHT SG1RGQ/38, “Consumer protection in respect of electronic communication products and services in Cameroon”,
Pecnybnvika KamepyH.

% [lokymeHT SGIRGQ/22, “DRC’s experience with regulatory policy on ICT consumer protection”, lemokpaTtuieckas Pecnybavka
Kohro.

0 lokymeHT 1/36, “Beb-canT ans notpebutenein 8 bpasunun”, denepatrnsHan Pecnybavka bpasuams.

f [okymeHT SG1IRGQ/100, “Standard Customer Agreement”, TRA Oman, CyntaHat OmaH.

82 NokymeHT SG1IRGQ/46, Pecnybaunka UHama.
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B 60/1bWMHCTBE CTPaH OblM CO3AaHbI FPYNMbl NONb30BaTENEN INEKTPOCBA3M PA3UYHbIX BUAOB, C PAa3IUUHbIMUI
Ha3BaHWAMM, BUAAMMN AEATENbHOCTU U LieneBbiMM HanpasaeHnamn. B Kutaiicko HapogHoii Pecnybauke
HaupoHanbHbIM KomUTeT nosb3oBaTtenelt anekTpocsasm (NCTU) npuHUMaEeT akTUBHOE y4acTue B NoAAepHKaHNN
COBPEMEHHOT0 YPOBHA TEXHONOMMYECKMX MHHOBALMIA M pa3BMTUA pbiHKa.®* B 2014 rogy NCTU ycTaHOBWIA TECHbIN
KOHTaKT C MeCTHbIMM OpraHM3aUMAMM Ha YpOBHe NPoBMHLUMIA. B nekabpe oH nposen 8 LLlaocnHe, npoBuHLMA
Y3k313AH, GOPYM C Liesblo YCKOPEHMA BOM/IOWEHWA NPOEKTa MO MNOBbLILLEHWIO YPOBHA Y/A0BIETBOPEHHOCTH
nonb3osateneit. OnbiT Kntalicko HapoaHoi Pecnybamki AOKa3bIBAET, YTO TakMe opraHM3aLmm moryT MoMoYb
HaLMOHaNbHbIM PerynaTopHbiM opraHam 6onee 3GGeKTUBHO ynpaBaATb PbIHKOM M MOBbICUTb KayecTBO
obcnykmBaHma. CTpaHbl, B KOTOPbIX HET NOA0OHbLIX OpraHM3aumii, cnedyeT NOOLLPATb K MPUHATMIO Mep B 3TOM
HanpasneHuu.

OpraHun3aumn notpedbutenein MoryT ykpennate obmeH MHGopmaunen n COBMECTHYO paboTy, NpoBOAMTL
TEMATMYECKYIO NOATOTOBKY A8 COAENCTBUA 3allMTe NPaB U MHTEPECOB MO/b30BATENEN 3NEKTPOCBA3M.

3.3.7 Tnaga B byayuwee

Ecnv roBopuTb 0 3alLmTe npas notpebuteneit MKT 1 3akoHOAATEIbCTBE B 3TOW 061aCTW, UMEoLLMECH B HAIMYNK
NpPaBoBble MHCTPYMEHTbI BAPbUPYHOTCA OT CTPaHbI K CTPaHe. Ho Aake CTpaHbl, KOTOpble MPaKTUYEeCKN He MMetoT
COOTBETCTBYIOLLErO 3aKOHOAATENbCTBA, HE TO/IbKO He M3beratoT 3Tol Npobiemsl, HO 1 NpUAAaratoT ycuamsa ans
pa3paboTKM KOHKPETHbIX 3aKOHOB, PeryanpytoLimx cektop MKT.

B AlemokpaTtuueckoii Pecnybnmke KoHro 6bi1 NpUHAT pAa Mep No obecneyeHmto CTpaHbl 3aKOHOAATENbCTBOM,
COOTBETCTBYHOLIMM TEKYLEMy cocToaHMo UKT.®* Cpeam aTux mep:

1) [MpoBepKa NpeanoXeHHOro 3aKoHOMPOEKTa Mo 3aliuTe Npas nonb3osatenen B [APK.

2)  MMpoBepKa perynaTopHbIM OPraHOM MPOEKTa peLleHns, onpeaensatollero npoueaypy obpaboTku xanob
notpebuTener n NOTPedbUTENbCKMUX OpraHM3aLmi.

3) [poeKT co3aaHma LeHTpa 0bpaboTKM BbI30BOB A4 cOopa B peabHOM BpeMeHU Kanob notpebutenei
YC/IYr 371eKTPOCBA3M C LUE/bl0 aBTOMaTMYECKOTO pearMpoBaHUs Ha Caydau nonpaHua MHTepecos
notpebutenen.

4)  TprobpeTeHne Nnoaxoaalero 0bopyaoBaHWs U NAaTGoPM A8 KOHTPOAA KavecTsa obcaykumBaHma (QoS)
rO/10COBOW CBA3M M Nepeaadn AaHHbIX.

5) MpodeccroHanmsauma Kak cneacTsme HalMoHaAbHOTO ABUKEHNS NoTpebuTenelt baarogaps yecuneHuo
noTeHUMana NnoTpebuTeNbCKMX accoLmaLmii.

8 [lokymeHT 1/88, “IddekTnBHan paboTa HallMOHaNbHOrO KOMUTETa MOMb30BATENEN 3NEKTPOCBA3M A1A COBEPLIEHCTBOBAHMA
ycnyr anektpocsaAsn”, Kutaiickas HapogHas Pecnybauka.

8 NokymeHT SG1IRGQ/22, “DRC’s experience with regulatory policy on ICT consumer protection”, [lemokpaTtuieckas Pecnybanka
KoHro.
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4 MABA 4 — 3KOHOMWYECKME acneKTbl 3aLWnUTbl NpaB noTpebutenen

4.1 LleHoobpa3oBaHMe Ha OCHOBE 3aTpaT U HEOOXOAMMOCTb 3BOJIOLUMN MOAENEN B
HOBOW 3KOCUCTEME

YCNyru aneKkTpocBaA3n [0CTaTOMHO TECHO CBA3aHbl C NMOBCEAHEBHOM M3HbIKO MOAb30BaTENs, MPU STOM
60/bLMHCTBO MtOAEN BECbMA YyBCTBMTE/IbHbI K LIeHE. B HEKOTOPbIX CTpaHax v perMoHax 13-3a HegoCTaToYHOM
Pa3BUTOCTM MHPOPMALMOHHON MHPPACTPYKTYPbI YPOBEHb LIEH TaKOB, YTO BOJblIAsA YacTb YCAYT 3NEKTPOCBA3N
HaxoAMTCA AaneKko 3a npeaenamu A0CTYMHOCTY Ad BONbLIMHCTBA NOAb30BaTENeN.% B pasnmnyHbIX CTaHax
CNOMKMUNNCH PA3ANYHbBIE SKOHOMUYECKME U PEryNATOPHbIE PEaNbHOCTU U PbIHKM, @ 3HAYUT 1 PasandHble MOAENN
B 06/1aCTU LLeHO0bPa30BaHmMs, Kak BUAHO 13 MaTepuana, NpeacTaB/eHHOro B Pasaese HXKe.

B cOOTBETCTBMM C NPUHATOM BO MHOTMX CTPaHAX MMPa MOZE/NbIO LLeHOO6Pa30BaHMA Ha OCHOBE 3aTpaT, Pas/InyHble
perynATopHble opraHbl NPUMEHAIOT PasnyHble Habopbl TapndHbIX NPaBKU, B TOM YMCAe rOCyAapCTBEHHOe
LeHoobpas3oBaHWe, OPUEHTUPOBOYHbIE FOCYAAPCTBEHHbIE LIEHbI U LLeHOBble OrpaHunyeHns. Hesasncrumo ot
TOro, Kakow BUA LeHoobpa3oBaHWA MCMNONb3YETCA, PEryIATOPHbLIM OpraHam HyXHbl MOZENM 3aTpaT, YToObI
onepaTopam v pPerynaTopHbIM opraHam Bblan NOHATHBI CTOUMOCTb W CTPYKTYpPa YCAYT SNEKTPOCBA3N, 1 YTOObI
Obl1a BO3MOXKHOCTb BAUATbL Ha Tapubbl AN8 noTpebutenei, onmpanch Ha OTKPbITYHO M MOHATHYO MHGOPMALINIO.
370 TpebyeT He TONbKO Pa3aebHOro BeAeHUA DyXranTepcKoro y4eTa onepaTopamm 31eKTPOCBA3N, HO U TOYHOTO
M }KeCTKOro peryinpoBaHua NoBeAeHWA onepaTopoB Ha pbiHKe. B HacToAllee Bpems CO3aeTca MHOMKEeCTBO
MoZe/elt 3aTpaT, MPU3BaHHbIX NPeSOCTaBUTb PEryIaTOPHbIM OpraHam 1 onepaTtopam Hosblie nHbopmaLmn
0 CTOMMOCTM, Yem B npotsiom. Moaenn 3aTpaT paccmaTpusatotcea B Bonpoce 4/1 1-i1 Miccnenosatenbckom
Komuccrn MC3-D,® npeameTom KOTOPOTO TaKKe ABAAETCA CHUXKEHME LieH A41a noTpebuTesell ¢ roaamu.

Kpome 0bopyaoBaHWa M 30aHWUI, Ha CTOMMOCTb YCAYT 3/1EKTPOCBA3K BAUAET MHOXECTBO APYTUX GaKTOPOB.
HeT HMYero HeobbIYHOro B TOM, YTO AAKEe OAHM M Te e YCNYrW, Kak HampuMmep rofiocosBas CBA3b MK
WIMPOKOMONOCHbIN AOCTYM, MOTYT BK/KOYATb Pa3NiMyHble 3aTpaTbl, HANPUMep, 3aTPaTbl Ha YCTAaHOBKY WM ONAaTy
TpyAaa. CTano ACHO, YTO Peasum PbiHKa HAMHOTO CIOKHEE YNPOLLEHHbBIX TEOPETUYECKMX MOEEN, OMMPAIOLLMXCA
Ha rMMOTETUYECKOro MaeaNbHOro onepaTopa, Ha 3aTpaTax KOTOPOro AO/MKHO 6a3nMpoBaTbCA peryanposaHune
LeHO0bPa3oBaHMA Ha pbiHKe. KOHEUYHbIX MOMb30BaTeNeN TakKe He 3a60TUT KOJIMYEeCTBO M CTPYKTypa 3aTpar.
VIx 6onblue BONHYET BIOAMKET U AOCTYMHOCTb YCAYT.

370 0bbACHAETCA, IaBHbIM 06Pa3oM, CreayoWMM GakTopamu:

a) MpunoxeHA M cBA3AHHbIE C HUMMK YC/yTW pa3pacTatoTca, CI'IOCO6CTByﬂ ANCKPUMUHAUWMN 3a cYeT
YCNOXHEHNA HENPAMbIX 3aTParT.

b)  [paKkTUYeCcKM BCEr1a BOSHMKAET HECOOTBETCTBME MENIY AaHHbIMM O CEBECTOMMOCTM YCNYT 3/1EKTPOCBA3M,
cobpaHHbIMM onepaTopamun W PeryaaTopHbIMK opraHamu. 3To obycnasaneaeT HeobXoAMMOCTb B
MeXaHM3Max KOHTPO/IS, KOTOpble He MPeayCMOTPEHbI B MOAEAX 3aTpaT, 6as3mpyloLmMxca Ha “UaeanbHOM
onepatope”.

c) [ MHOTVX BUAOB YCYT BO3POC/1a BAaXKHOCTb 3aTPaT, He CBA3AHHbIX C TOACKMMUM pecypcamm, Uan 3aTpat
Ha obopyaoBaHue. Kpome 3T0ro, bbicTpas KoHBepreHums B HanpasaeHu CMM 1 WMPOKKIA aCCOPTUMEHT
npeanaraeMbix KOMMEPYECKMX YCyr TPeOYIOT KOMMNIEKCHOrO MOAEIMPOBAHNA BCE COBOKYMHOCTM yCayr
M X BAUAHWA Ha noTpebneHne pecypcos.

d) B pasnnuHbix perroHax npomsoLwnm 6oblume UsMeHeHWs B 061acTi NpeaoCTaBNeHNS YCAYT, CBA3aHHbIE C
noTpebUTEIbCKUM OMbIToM. OnepaTopsl 1 PeryaaTopHbIe OpraHbl AOMKHbLI UMETb BO3MOXKHOCTb J0Ka3aTh,
4TO 3aTpaThbl, 0XKALIMECA HA NOTPebUTeNd, 0BYCA0BAEHbI UCKNOYUTENBHO Pecypcamm, KOTopble OH
noTpebseT B pamKax Kaxaomn yeayru.

e)  MpuHuMn “eAnHOW LUeHbI Ha eAMHbI NPOAYKT” BCe pexxe NPUMEHSAETCA B PbIHOYHOM NpakTuke. CeroaHa
yCyra MOXeT BK/O4aTh OAHO MW HECKOIbKO NPUNOKEHUI, 0ObeaNHAEMbIX B TPYMMbl B COOTBETCTBUM C
MHTepecaMm KaxKAoro 13 CermeHTOB KOHTUMHIeHTa noTpebuTenei.

LorymeHTsl 1/275, “New environment directly influencing methods of determining costs of electronic communication services
in the new sectoral ecosystem” n 1/276(Rev.1), “Overview of an accounting model, Tactikom”, Pecny6au1ka CeHeran.

Bonpoc 4/1 1-i Uccneposatensckoit Komuccum MCI-D “IKoHOMMYECKas NOAWUTUKE U METOAbI ONpeaeNeHms CTOMMOCTH YCayr
HaLMOHaNbHbIX ceTelt anekTpoceasn/UKT, BKoYas ceTv nocneaytowmx NnokoneHnin” npeacrasnen no agpecy: http://www.itu.
int/md/D14-SG01-C-0479/.
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f) MoTpebutenn 6onee CKNOHHbI 06pallaTh BHUMaHWE Ha AOCTYMHble LEeHbl MPU NPUEMIEMOM KadyecTse
ycnyru.
g) Mogaenn 6usHeca npeTepneBardT 3HaYUTENbHble W3MEHEHWA, YTOObl NPefoCTaBUTb KOHEYHOMY

nonb30BaTeNto pasHoobpasHble ycayru. TpaAMLMOHHbIE MOAENM 3aTPaT, UCMOAb3yeMble PeryNaTopHbIMMI
OpraHamu u ornepaTopamm, HEBO3MOXKHO aZlanTMPOBaTb KO BCEM KOHGUIypaLMAM Npeaiaraembix YCayr.

PerynaTopHble opraHbl GOKYCUPYHOTCS Ha OrPaHMYEeHNM PO3HUYHBIX LieH, YTODBbI He AaTb AOMUHMPYIOLLEMY UTPOKY
KOHTPO/IMPOBATH LieHbI. B TO e Bpems OnToBbIe LieHbl, B TOM YKC/IE M1aTa 3a NpucoeanHeHmne, nprobpeTatoT sce
Hosbliee 3HaYeHMe C TOYKM 3PEHUA TapaHTMIA PaBHbIX YCNOBUIA AEATENBHOCTM U 3GGEKTUBHON KOHKYPEHLMN.

HoBas aKocMcTeMa YCAOXKHWAA 3a[a4y PEry/IMPOBaHMA PbIHKA Ha OCHOBE 3aTpaT AOMMUHMPYIOLWMX ONepaTopos,
NMOCKO/IbKY MOCAeAHME YTPATUAN CTAaTyC MOHOMONNCTOB MM KBa3MMOHOMO/IMCTOB. bosee Toro, COBMecTHoe
1CMO/b30BaHME CETU PA3INYHBbIMU NMPUIOKEHUAMM (HanprUmep, roN0COBOW CBA3bIO, AaHHbIMKU, SMS, ronocosoii
cBA3bto ¢ SMS, ron0CoBOM CBA3bIO C AAaHHbIMK, TOIOCOBON CBA3bIO C SMS 1 AaHHbIMMK) CO343EeT BHYTPEHHMUM
avcbanaHc ¢ TOUKM 3peHnn notpebneHna pecypcos, U ABa onepaTopa, MAEHTUYHbIE BO BCEX OTHOLIEHMAX U
paboTatoLpe Ha OIHOM PbIHKE, MOTYT B pe3y/ibTaTe MMETb CUbHO Pa3/InYatoLLyoCA CTOMMOCTb FO/I0COBbIX YCAYT.

37O ABAAETCA OCHOBOM KOHLUENUWn “nakeTHOro mMapKeTuHra”, koTopble Npu paspaboTke npeasoKeHuin
no TapuOHbIM NaaHamM ANA PasanyHbIX CETMEHTOB KOHTUHIEHTA NOTpebuTenei Kpome OLEHKU YAENbHOM
cebecToMMoCT! NpeaocTaBndeMbiX YCAYr MOTyT NpeaycMaTpuBaTb M3MepeHue W MporHo3mpoBaHue
noTpebNeHHOro Koan4ecTBa.

Mogenu 3aTpaT, UCnoab3yemble PerynaTopHbIMKM OpraHamu 1 onepaTopamu, AOMKHbI NpeaycMaTpuBaTh
BO3MOYHOCTb aZlanTaluy KO BCeM KOHGUrypauusam npeasaraemoix ycayr. B MHTepecax cnpasensvBoro
perynmpoBaHmaA A41A BCeX onepaTopoB Ha OTAE/bHO B3ATOM pbiHKe cneayeT n3beraTb NPaKTUKKM OpueHTaumm
Ha OZLHOTO WM/IN HECKO/IbKUX JOMUHUPYIOLLX ONepaTopoB.

4.2  TapudHble NaKeTbl: OCHOBHbIE MOMbITKX ONepaTopoB

[l0BOMIbHO YacTo B Mupe BU3Heca, M He TONbKO Ha PbIHKe YC/yr 31eKTPOCBA3M, HAapAAy CO CTaHAAPTHbIMM
Tapurdamm Ha OTAeNbHbIE TOBAPbI MAW YCAYTU CYLWEeCTBYOT TapudHble NakeTbl Ha Habopbl TOBAPOB WM YCAYT.
TapundHble NakeTbl pacnpocTpaHeHbl B chepe 0b6LLECTBEHHbIX YCYT — B TpAaHCNopTe, Typn3me, 0b6pa3oBaHuy,
30paBOOXPaHEHMM U IOMALIHEM XO3AWUCTBE — B CUAY CNeAyolimMX GaKkTopoB:

1) OHW NOMOraloT KOMMAHWAM YAEPHKUBATb KAMEHTOB M M3beraTb Pe3Kkmnx KonebaHmin 40X040B.

2)  OHuM BNaroCKIOHHO BOCMPUHUMAIOTCA NOTPEbUTEN MM M3-3a MPOCTOTbI 1 yA0OCTBa.

3)  OHW MOryT Npu HeOBXOAMMOCTM NIETKO BbIBUPATLCA NOCTABLIMKAMM YCAYT UM NOAb30BATENIMM.

4)  TloCTaBWMKM MOTYT A06ABAATb MW YAANATb NAKETbI B COOTBETCTBMU C PA3IMUYHbIMU NOTPEBHOCTAMM.

5)  OHU He TpebyioT yTBEPKAEHWA PEryaTOPHbIX OPraHoB UK APYIUX rOCYAapPCTBEHHbIX yUPEKAEHWI (a9
PO3HWUYHBIX yCAYT).

6)  OHM MOTYT NMPUMEHATLCA BO MHOTUX OTPAC/SX, aXKe B MEPEKPECTHOM MapPKEeTUHIe U MPoaarkax.

B peasibHOM KM3HK, B YC/IOBUAX CTPEMUTENIbHOTO PA3BUTUA PbIHKOB 3/1EKTPOCBA3M, NOb30BATE b CTA/IKMBAETCA
CO BCe BO3PaCTaALWMM KONMYECTBOM OMEPATOPOB U YCAYT. JIHOAM MCNOb3YIOT KOMMYHUKALMOHHbIE MPOAYKTbI
N YCNIYTU He TONIbKO A/1A CBA3W, HO U A/1A TOro, YTOObl HAaCNaXKAATbCA MY3bIKOM, MPOCMATPUBATb BUAEO M UIPaThb
B Urpbl, 3HAKOMUTLCA M 0BLLATLCA B COLMATBHbBIX CETAX, MHBECTUPOBATb, Ae/1aTh NMOKYMNKU U Tak Aanee. CeTu u
MOBWbHbIE YCTPOMCTBA AOCTABAAIOT M NPELOCTaBAAIoOT Bce HonbLie 1 6onblie ycayr. MobuabHbIA MHTEPHET
CTa/l MOLLHbIM KaTasM3aTopoM UMbPOBOWA KM3HM 1 paboTbl. CerofHa TapudHble NakeTbl CTAHOBATCA BCe bonee
nonynapHbIMK cpesi 60NbLIMHCTBA NOAb30BaTENEN, MOCKONbKY MMM MPOLLLE NOAb30BATLCA U C HUMM BO3SMOXKEH
bonee HU3KMIM BXOAHOMN NOPOT.

KoHKypeHUMa mexay onepatopamm 13 NpocToro ConepHMYecTBa LieH NpespaThaack B bopbby bpeHaos, ycayr
1N KOHTEHTa. TUMMYHbBIM CTano NpUMEHeHMe "MakeTHOro MapKeT1Hra", KoTopbl NpeanonaraeT GopmmMpoBaHmne
NMaKeToB Pa3/IMYHbIX BUAOB YC/YT C NPEA0CTaBNEHMEM CKMAOK B 3aBUCMMOCTM OT TUMOB M MPOMNOPLMIA, Hanpumep,
MaKeToB, COCTOALMX U3 MOOUAbHOTO TenedoHa, yCayr LWMPOKOMOI0CHO CBA3W, CEPBMCAa MTHOBEHHOTO 0bMeHa
COOBUEHNAMM U TaK Aanee. MaKeTHbIM MAapPKETUHT WMPOKO MCMNOb3YETCA B Pa3/IMYHbIX PernoHax. KomnaHumsa
AT&T (CoeamHeHHble LLTaTbl AMEpUKIM) NpeaoCcTaBAdeT YCaYru TeNeBUaAeHNsA, CTauMOHAPHOrO MHTEPHETA U
YMHOW TenedoHMM No BOSIOKOHHO-ONTUYECKMM LLIMPOKOMOAOCHbLIM ceTaM. British Telecom (BT) (BennkobpuTaHua)
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NMOMOTaeT CBOMM abOHEHTaM MCMOb30BaTb “YMHble” TEXHONOTMN B CEMENHOW Kn3HM Bnarogaps BT Fusion
n Bluetooth. France Telecom (®PpaHuma) npeasokmna LOMALLIHUM W KOPNOPATUBHBIM KAMEHTaM pasinyHble
NPOAYKTbl NMakeTHOro mapketuHra: Family Talk, Business Talk u Livebox noa ob6beamMHeHHbIM TOProBbIM
HavmeHoBaHWem Orange. Vodafone o6beanHWAG CTaLMOHAPHYHO M MOABMMKHYIO LWMPOKOMONOCHYIO CBA3b, NAA
Ha BCTpeYy MoXKenaHUsM KAMEHTOB B OTHOLLIEHUW KOHCONMAMPOBaHHbIX cyeToB. KDDI (AnoHua) paspaboTana
nakeT FMBC, 06beanHUB yCNyrv paiMoBeLLaHna C YCayramm NoABUKHOM 1 CTaLMOHAPHON CBA3M.

B 2012 roay komnanua China Telecom 3amnyckana 1 pasnnyHbiMK cnocobamm BbIBOAMAG HA PbIHOK MPOEKTHI
NaKeTHOro MapKeTuHra, NpeaocTaBass no/b3oBaTenam Tpu suaa ycayr: My E-home, Business Navigation u
E-surfing Mobile. MakeTsbl E6 (cTaumoHapHble natoc MobubHble TenedoHbl), E8 (cTaumoHapHble TenedoHbl ntoc
LLIMPOKOMONOCHbIM A0CTyn) 1 E9 (cTaumoHapHbie 1 MobubHbIE TenedOHbI NAKC WNPOKOMONAOCHbIM A0CTYN) Obln
CO34aHbl C Lie/Iblo YA0BNETBOPEHMSA Pa3/IMYHbIX BUAOB CpOCa Moz TOProBbiM HaumeHosaHvem “My E-home”.
B 2016 roay, c bbicTpbiM pa3BepTbiBaHMEM yCayr 4G, KUTalCKMe NOAb30BaTeIM MOTYT BblIOMPaTh pasinyHble
TapudHbIe NakeTbl OT BCEX TPEX ONepaTopoB. [loporosas LieHa ynana Ao meHee Yem 10 nonnapos CLUA B mecsl,
KaK BUAHO 13 pUCyHKa 20.

Ha 6puTaHCKOM pbiHKe KpynHerwnin onepatop Vodafone cerogHs npefoctaBafaeT AOMaLWHMM NOb30BaTENAM
pasnuyHble TapudHble NaKkeTbl WKWPOKOMONOCHOW CBA3M ANA Pa3Hbix TpeboBaHW MO CKOPOCTU, YTO
MPOVAIIOCTPUPOBAHO Ha PUCYHKe 21. B ABCTpannu AOMalLHWE NOb30BaTeNN MOTYT NoA06paTh NOAXOAALLMIA
NaKeT ro/I0COBbIX, BUAEO- U UHTEPHET-YCYT ANA CBOEro LMdpoBOro 40Ma (PUCYHOK 22).

MaketT FMC (KoHBepreHumsa GUKCMPOBAHHOM M NMOABUMMXHOM CBA3M) — Hava ibHbIK NakeT Ana 60/bLIMHCTBA
onepatopos. O6bIYHO OH 0ObeAUHAET OAMH CTalMOHAPHbIN TeNedOHHbI HOMEP M HECKOIbKO MOBUIbHbIX
HOMEpPOB, N03B0/1AA aboHeHTam 6e3 orpaHUYeHNt Pa3roBapmnBaTh C HECKONbKMMM HOMEPAMM 1 MOb30BaThLCA
[OOMNONHUTEIbHBIM MHTEPHET-TPaGMKOM. OH MOKET B HEKOTOPOI Mepe NpeaoTBPaTUTL COKPaLLEHNEe CermeHTa
CTaLMOHaPHO ronocoso ceasu. LLinpokononocHas caasb Naoc 3G 1 4G — NonNyaspHbI nakeT yeayr. Ero yacTo
KOMBWHMPOBANM C TEPMMHANAMM U CKUAKAMM Ha FOI0COBYHO CBA3b. OH MOMET MOMOYb M0/Ib30BATENAM MOYUMTD
ycnyr no 6onee HU3KOM LigHe U CTUMYIMPOBATL NOTPebIeHMe YCYr, HO He NO3BOAET Peasin30BaTh HacTosllee
B3avMoAencTBme ceTel.

PucyHok 20: CpaBHeHMe TapudHbIx NakeToB ycayr 4G B Kutalickoli HapogHol Pecny6anke

PIRESN Lyt IR

Am &R L] Am 2@ (] Bl | RE L

58 ‘ SCOM - 50 . I I 59 I S00M I 100
a8 | 700M h 200 I 76 I 400M . 200 | 79 . 700M h 200
106 ‘ 800M - 300 99 - 16 - 300
138 - 16 - 500 - 136 - 16 [ 500 | 129 - 16 - 500
158 l 26 - 500 . 166 I 2G - 500 I 169 - 26 - 700
196 I 36 [ 500 | 199 ! 36 ' 700
238 26 1000 ‘ - h ‘
268 36 1000 I 296 | 4G I 1000 299 ' 46 h 1500
338 36 2000 [ 396 I 6G ' 2000 I 399 I 606 . 2000
588 | 66 I 4000 . 596 I 116 I 3000 I 598 I 116 ' 3000

UcTouHuK: OdpurumanbHbiii Be6-cailt CMCC, CT, CU u MIIT.
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PucyHoK 21: MaKeTbl LUMPOKOMNONOCHOM CBA3M ANA AOMALIHUX NoMb30oBaTenel B BennkobputaHum

(WupokononocHsM ADSL

LIMpOXONCNOCHBIA ZOCTYM 1A
AoMEWHNWE TenedaH

MpEEPACHEIN BAPWAHT

ANAC
HEGOMBILNX CEMEN MK

WCNONE30EEHWA OT
CITY4ARA K CITY4aI

CropocTe Oo
17 MBéant/c

Onnata 8

- 2,5 tpyHTaA -

MecAL Ha 12 mecRueE,
zarem 5 yHTOE B

MECHL

Mnie apsHas NesEue
13 dyHTOR B MECRL
Doroeop Ha 18 mecAyss

CeepxcropocTHoW Fibre

LWpoRononocHLIR A0CTYN
AoMawHKE Tenedon

WMpeaned gna:
[ ] g CEMEf, MOnb3youecs
MHOWEC TECOM YCTPORCTE

CropocTe Oo
38 MGaut/c

Onnata 8

ML 7,5 cpyHTa -

MecAl Ha 12 mecRues,
zarem 15 dyHToR E

MECHL

Mnwc apsHaa N
13 dyHTOE B MECRL
Doroecp Ha 18 mecAyss

CeepxcropocTHoW Fibre+

IMpOXONCONOCHBIA ZOCTYM 1A
AoMaEWHWE TenedaH

OTRRYHO NOAXOAWT ANA:

- CEMEN, AKTMEHD
MCNONBIYIOWME NOTOKW
AAHHLE

CropocTe Mo
76 MG6anTtic

Onnata 8

— 10 cpyHTORB

B MecAl Ha 12 mecRueE,
zatem 20 dyHTOR E

MECHL

Mnie apsHas NesEue
13 dyHTOR B MECRL
Doroscp e 18 mecAyss

UcTouHuK: OduumansHblii Beb-caiiT Vodafone, BenmkobputaHus.

PucyHok 22: KomnaeKcHble NakeTbl A5 4OMALLHUX NOAb30oBaTeel B ABCTpainm

\"
— *

1000GB

WHTEPHET

i

W MHOIOE [PYTOE

1000 e MIHTEPHETA  3BOHKM BKMHOYEHLI TELSTRA TV TELSTRA AIR

McTouHmK: OduumanbHblii Beb-caiiT Telstra, ABcTpanus.

[ns yBennmyeHna oxsaTa B nakeT f06aBaA0TCA HoBble ycayru. C LUMPOKOMONIOCHOW CBA3LIO U MOABMMKHBIMUI
cnykbamu yacto obbeanHstoT IPTV 1 BUaeoHabaoaeHne. Takme nakeTbl YCayr NPOEKTUPYOTCA TakMM 06pasom,
4TO6bI OTBEYATH MOTPEOHOCTAM AOMALWHUX M KOPMNOPATUBHbIX KAWEHTOB, Hanpumep, nakeT npoayktos China
Unicom, KoTopsbilt Ha3biBaeTca “Broadband Mobile plus Magic Eye” ana npomblILWAEHHbIX 30H.

Kak makeTbl ycnyr BAMAIOT Ha MHTepecbl notpebutens? MNepsBoe NMpaBO CBA3aHO C 0CBEOOMAEHHOCMbIO.
PasHoobOpa3Hblie NaKkeTbl NPOAYKTOB HACTO/IbKO CAOMKHbI M COAepaT Tak MHOro MHGoOpmMaLMM, YTO NULb
HeMHorve notpebuTenn cnocobHbl Pa3obpaTbcA B YC0BUAX M BO3MOKHbBIX OrpaHuyeHunax. Onepatopbl He
roTOBbl 06BACHATL BCE 3TO Ny6ANKe. BO-BTOPbLIX, HO NPABO 86160pA B/UAOM HEKOMOPLIE YCA08US, BKAIOYAEMbIE
B MaKeTbl NPOAYKTOB. HEKOTOPbIe NaKeTHble MPOAYKTbI He MOTYT ObiTb MPUOBPETEHBI KaXKAbIM MOMb30BATENEM.
HeKoTopble yCn0BMA NAaKETOB ABNAKTCA HACTONBKO YKECTKMMM, YTO NOTPebUTeNn He MOTYT HUYEro M3MEHUTb
B HUX. B Apyrux cayyasx noab3oBaTesv He MOTYT NMepexoAuTb C O4HOro NakeTa Ha Apyroi. TpeTuin Bonpoc —
Kayecmeo ycaye. OH MOKET ObITb 601ee CNOMKHbBIM, YeM B C/lydae € 0ObIYHbIMM YCAYraMm M3-3a HEAO0CTaTOYHO
pPa3BUTbIX CTAHAAPTOB B 06/1aCTU NaKeTHbIX ycayr. ECivM nonb3oBaTenn He MOryT COBMECTHO MO/1b30BaTbCs
YCNyramm He3aBMCHMO OT KOZIMYECTBA MM KayecTBa, O4eHb C/IOXKHO pacnpeaenvTb OTBETCTBEHHOCTb. YeTBepTbIN
baKTOp CBA3aH C Npagom Ha cnpasedsiusyto coesky. BoNbLUMHCTBO MNaKeTHbIX MPEA/IOKEHMWI CYLLECTBYIOT B BUAE
YKECTKMX YC0BUI ANA KOHKPETHbIX PETMOHOB, MO3TOMY NOTPEBUTENN HE MOTYT U3MEHATb KX, YTO 0ByCNaBAMBaET
HeraTuBHbIN NOTPEOUTENbCKUIA OMbIT.

YT10ObI MATU B HOTY C MU3MEHEHUAMM B PbIHOYHOW KOHKYPEHUMWU M NMPeaoCTaBaAeHUN YCaYT, PeryaaTopHble
opraHbl A0/KHbI MOAEPHM3NPOBATL CBOWM PECYPChI, BO3MOMKHOCTM U MHCTPYMEHTbI, B YaCTHOCTM, BBOASA HOBbIE
Mepbl MO peryIMpoBaHuio NakeTHbIX NpoaykToB. B Kutaiickoit HapoaHoit Pecnybauke, Hanpumep, Kaxaplii
nakeT nepes BbIXOAOM Ha PbIHOK NOAAeTCsA B PeryaTopHbI opraH 414 NpoBepKu. B cayyae ¢ onepatopamu,
0b61a4atoWMMM 3HAUYUTENbHBIM BAMAHMEM Ha pbiHKe (SMP), perynaTopHbI OpraH MOMKET AaXKe OTKIOHATb MaKeTbl
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YCNYT, EC/IW CYWECTBYIOT BECKME A0KA3aTEIbCTBA TOrO, YTO OHWM MOTYT HAHECTU Bpes KOHKypeHTHol 6opbbe
NN NOTPebuTENbCKOW BbiroAe. Bo-BTOPbIX, ONepaTop A0KEH NPefoCTaBUTb CBOMM KAMEHTaM BO3SMOXKHOCTb
Ha CBOE YCMOTpeHue nepexoamntsb ¢ Ntoboro naketa yciyr Ha Apyrue nakeTbl. OTa Hopma AelcTeyeT bonee
NATV N1eT U 3HAYUTENbHO NMOAHANA YPOBEHb YA0BAETBOPEHHOCTM NOTpebuTenei. B-TpeTbux, 6bin co3aaH pas,
MOHWTOPUHIOBbIX NAaTdopm Ana cbopa MHOOPMALIMM O KayecTBe 0DCAYKMBAHMA U MOSb30BATE/IbCKOM OMbITE.
Bonee TOro, perynaTopHbIM OpraH 31eKTPOCBA3M AO/IKEH COTPYAHUYATL C APYITMMU PETYIATOPHbBIMM OpraHamu,
MOCKO/IbKY MHOTME NMaKeTHble MPO/YKTbl He OTHOCATCA K Chepe yCayr CBA3M, HanpuUMep, My3blKa, BUAEO U YCayTH
3paBOOXPaHEHMA.

4.3 Bbibop notpebutenamm ontumanbHoro codetaHma LEHA-KOJTMYECTBO (B wnpokom
cMmbicne)

B TpaAMLMOHHOM MMpe KOMMEPLMM KOMMNAHUK HAaXOAATCA Ha ropasno bonee CUIbHbBIX NO3MLUMAX B BOMpoce
onpeneneHns LeHbl Mo CPaBHEHUIO C NOTPebUTeNaMM, B OCHOBHOM MOTOMY, YTO yylle MHGOPMUPOBaHbI
O CTOMMOCTU WM KOHTPOMPYIOT MOCTaBKW.®” B MMpe, 3aBA3aHHOM Ha OHNAliHOBbIE U 0dNIaiHOBbIE PbIHKMK,
BbILWEYNOMAHYTbIN hakTop BbICTPO UcYe3aeT. ITO CBA3AHO, B YaCTHOCTH, C TEXHOOTMYECKUMU UHHOBAUMUAMM U
POCTOM NPOW3BOAMTENBHOCTU U, KaK CNEACTBUE, C Nepenpon3BOACTBOM MHOMMX TOBApOB U yCyr.®

B ycnoBUAX pbiHKa NoKynatens MHTepechl Notpebutens moryT bbiTb cobntoaeHbl 6osee NoaHO B OTHOLLEHUM
cB060bI BbIOOPA M CAMOCTOATE/ILHOTO HE3aBMCHMOTO LLeHO0OPa30BaHMA. TaKOM PbIHOK MOMKHO OXapaKTepn30BaTh
cnefyroumMMm NprU3HaKkamu:

1) noTpebuTensbckuii Cnpoc ABASETCA OCHOBOW NPOM3BO/ACTBA M NPEA0CTaBAEHNA YCAYT;

2)  un306unve NpeanoKeHuin ¢ 60bLIMM KOIMYECTBOM TOBAPOB U YC/YT, KOTAa NoTpebuTenn moryT Bblonpathb
ntobble ToBapsbl;

3) noTpebuTenm moryT ObiTb YA0BAETBOPEHbI OOCAYKMBAHUEM Mepes NPoAaXKen, BO Bpemsa Npoaaxkn u
nocne Npoaaxu;

4)  KeCTKas KOHKYPEeHLMA NPOAaBLIOB B OTHOLIEHWM LiBETA, Pa3HO0bpasna, 06CyKMBAHUA, LIeHbI, PeKNaMbl
W APYryX acneKToB NPOAYKTa;

5)  ypOBEHb LEH Ha TOBaPbI M YCNYrM BbICTPO CHUMKAETCA.

Ha pblHKe yCAyr 371eKTPOCBA3M MpaKTMKa NacCMBHOTO COMacusa U NPUHATMA COoKpallaeTtca. B npowiom
noTPebUTENN YACTO KaNoBaMMCh Ha COAEPIKMMOE 1 yCNoBUA caenoK. CeroaHs, ocobeHHo B 061acTv TapuUdHbIX
yCnoBuii, y notpebutenei Bce elle mMano BO3MOXHOCTEN A5 BblpayKeHUA CBOETO OTHOLLEHUA W NOXeNaHuii.
B pesysbTaTe He yaaeTcs o4HOBPeMEHHO A06WUTbCS pasyMHOro notpebneHuns u cpeaHeit LeHbl. [axe ecam
noTpebutenb CTasKMBaeTCA C OWMBKaMM B CHETE, MY C/IOMKHO B OAMHOUKY UX UCMPaBAATL C TOUKU 3peHus
BPEMEHM 1 3aTpar.

B 3MOXy WWPOKOro A0CTyna K CETAM M LUMPOKMX BO3MONKHOCTEN MOAKAYEHUA Yy noTpebutenein moxer
6biTb 60sblie cBO6OABI A4 BbiGOpa. ITO NPaBO MOMET BblPaXKaTbCsA B HE3aBUCMMOM CaMOCTOATENLHOM
LeHo0bpa3oBaHMK, 03HaYakoLIEM, YTO MOb30BaTEIb MOXET CO3/aBaTb CBOM COOCTBEHHbIN “nopTdens LeH”,
HauAyYLWMM 06Pa3oM COMACYHOLWMIACA C ero NoTpebHOCTAMM B OTHOLLEHUM COCTaBa yCayrk, KOAMYecTsa, Tuna,
KayecTsa 1 ApyrmMx GaKkTopos.

8 EcAn TONbKO 3TO He BbI3BAHO TPYAHOCTAMM MepPeBOAa, CNOraH “camMocToATesbHOe He3aBWCMMOe noTpebuTesnbckoe
LeHoobpa3oBaHMe” He COOTBETCTBYET peanvaM PbiHKa. LieHbl Bceraa ycTaHaBNMBaeT onepaTtop, KOTOPbIK, Tem He MeHee,
MOKET CO3/1aBaTh NPEeNOKeHUs, B KoTopblx codeTaHne LLEHA-KO/TMYECTBO moXKeT ObiTb HaLe/1eHO Ha HECKOIbKO CermeHToB
KOHTUHreHTa notpebuteneir. MoTpebuTesb MOKET, TakMm 06pas3om, “3aKAOUUTb CAeNKY” Ha YCAOBUAX, OTHOCALLMXCA K
KOHKPETHOMY CErMeHTY KOHTUHIeHTa noTpebuTeneil, K KOTOPOMY OH NpUHAZNEXUT. ChedyeT, TeM He MeHee, MOHWMATb, YTO
onepaTop OyAeT CTPOUTb TaKyl CermeHTaLMio Ha OCHOBe rybOoKOro aHanu3a noseAeHWA notTpebuTenein 1 Npu Haanymm
HeobxoAMMOIN KOMNETEHLMM CMOAENNPYET BANAHME KaXA0ro CermeHTa Ha notpebneHne pecypcos, CefoBaTeNbHO, Ha KX
CTOMMOCTb.

% B c/yyasx, Koraa onepaTop co3zfan n3bbIToOYHOE MPeanOKeHWe W MPOAAET YCAYry N0 HU3KOM (He XWLLHWYEeCKoW) LeHe, 1
06bem KOPPeKTUPYeT LeHy YCNyri, BCE XOPOLUO, U NpeaioKeHne nepectaeT HbiTb M36bITOYHBIM. Ho ecnn onepatop npodaet
ycnyry 8 ybbITOK, He Nnpuberaa kK nepekpecTHOMy CybCHAMPOBaHMIO, OH B KOHEYHOM CYeTe nepecTaHeT paboTaTb, M 3aKasymKm
nepenayT K KOHKYPEHTaM, Ybe MpeanoKeHne No ycayram He HacTONbKO NPeBbIaeT Cnpoc. Takaa NPUYUHHO-CNeACTBEHHAA
LlenoYKa MOXET NPOAOKATLCA A0 TEX NOpP, NOKa PbIHOK HE CKOPPEKTUPYET M3BbITOK MOLLHOCTYM, KOTOPLIN HeNb3A CYMTaTb
HOpMOIA. Enu onepaTtopsl, B cBETE Npeanaraemblx YCayr, MPakTUKYIOT XULLHUYECKOe LLeHOObpasoBaHue 1/uam nepekpectHoe
cybcmavpoBaHue, perynaTopHblii opraH byaeT 06A3aH A0Ka3aTb 3TO B paMKax COBPEMEHHON Moaeny LieHoobpasoBaHua, 4Tobbl
MMETb BO3MOMKHOCTb 3aNPeTUTb NPaKTKKY, MeLatoLLLYyt0 CBODOHOM KOHKYPEHLMH.
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B TeopeTmyeckom aHanmze Bbibop codetaHmsa LIEHA-KONTMYECTBO notpebutenem MoXKeT MMETL Cleaytolime
o4eBMAHbIe MPenMyLLecTBa:

1)  aBTOMaTMYecKkoe onpeaesneHue pasymHoit LeHbl nocne cbopa uHdopmaumm;
2)  6BbIcTpoe NprobpeTeHue yCayr y MHOKECTBa NPOAAaBLOB Noc/ie onpeaeneHus LUeHbl;
3)  JOCTUXKeHWe paBHOBECUA MeXay NPoAaBLOM W MOKynaTeaem nocne obeyaeHus;

4)  cTumyanposaHue notpebuTenei Kk npuobpeteHnto 6obLIEro KOAMYECTBa TOBAPOB M YCAYT NMPU TOM e
YPOBHE LEH.

MocTaBLUMKM 0OECNOKOEHbI TEM, HTO CHUMKEHWE YPOBHSA LLeH MOXET HaHeCTU yLepb LOXOLAHOCTM UX NPeAnpUATUIA.
KoHKypeHUMsa cMmelLaeTca OT LeHbl B CTOPOHY bpeHaa, 06CnyKMBaHWA U MHHOBaUMK. Ho, ¢ Apyro CTOPOHbI,
Bbl6op cooTHoweHus LLEHA-KO/TMYECTBO noTtpebutenem MOXKET NPMUBECTU K YCKOPEHMIO LMKIOB NPOAAXK U
HonbLLelt NOANBHOCTM K MOCTaBLLMKaM.

Korza onepaTtopbl 31eKTPOCBA3M PeLLatoT NONTH HaBCTPeYy TPeOoBaHMIO NPeAoCTaBnTb NPaBo BbIOOPa coYeTaHmA
LUEHA-KO/TMYECTBO notpebutento, perynaTopHble opraHbl TPeBYIOT OT HUX NPeaoCTaBUTb NOAb30BATENAM
NHAMBUAYANbHbIE MPOAYKTbI AW YCAYrM C LOCTaTOYHbIM KOAMYECTBOM MHOOPMaL MK, ONMcCbiBatoLei
KOZIMYECTBO, CKOPOCTb, BPEMA MCMONb30BAHMA, CTAHAAPTHYIO LEeHY OTAENbHbIX NPOAYKTOB M BO3MOXHbIE
CKMAKM Ha MakeTHble ycnyru. Bca ata nHbopmaLma AOMKHA NPefoCTaBAATLCA NOTPEOUTENAM Pa3NNUHBIMK
KaHanamu, BKtoYan BeH-caiT, MOOWUAbHbIE MPUNOKEHUA U TPAAMLMOHHbIE CPECTBA MacCOBOW MHGOPMALMM.
C NOMOLLbIO COBPEMEHHbIX MHCTPYMEHTOB D0/bLUMHCTBO NOTPeObUTENe MOryT Ierko ONpPesennTb, Kakol nakeT
Nydlle oTBeYvaeT ux TpebosaHMAM. OnepaTopbl YaCTO C HEOXOTOWM OTKA3bIBAKOTCA OT 3apaHee CrnaaHNPOBAHHbBIX
NaKeToB, KOTOpPble MOTYT ObITb 3HA4YMTENBHO BoNee AeleBbIMU MO CPAaBHEHMIO C NaKETaMK, OnpeseniembIMm
notpebuTenem, NOCKONbKY MOCAELHME MOTYT COMPOBOMAATLCA APYTMMWU YCNOBUAMMN CAEMAKM, Hanpumep,
YCNOBUAMM UCMOb30BAHMA, OFPAHUYEHNEM CKOPOCTU M 06A3aTeNbCTBAMM MO MUHUMYMY NOTpebieHuns.

Ha kuTalickom peiHke ¢ 2014 roga, nocae Toro, Kak ycayrm 4G noasuaunce Ha poiHke, China Mobile, China Telecom
1 China Unicom TpaHchopmmnpoBanu cuctemy noaaep:KKM AeATeNbHOCTM NPeAnpuUaTUA U CTaaM paspellaTb
CBOWMM M0/1b30BaTENSIM CBOOOAHO HAaCTpanuBaTb KOMBUHMPOBAHHbIE NMaKeTbl B BU3HEC-LEHTPE CeTEBbIX YCAYT U1
HU13HeC-LeHTpe NOABMKHON CcBA3M. CeroaHs KMTaMCKMe Noab30BaTENM NOABUKHOM CBA3WM MOTYT NEPEXOAUTb C
04HOro NakeTa Ha Apyroi no cobCTBEHHOMY ¥KeNaHMIo, eCIM OHM CaMM He 334a/Iv CPOK AeNCTBUA CASNKN ANA
npeablayero Tapuda (cm. PUCyHOK 23).

PucyHok 23: TapudHble nakeTbl, onpeaensaemole nonb3osatesnem, ot China Mobile
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McTouHuK: OduumansbHblii Beb-caiit CMCC.

B HeKoTOpbIX pernoHax HebosbluMe onepaTopbl MoryT 6osnee aKTMBHO NPeaoCTaBAATb TapubHble NaaHbl
oTAENbHbIM Nonb3oBaTeNdM. Hanpumep, Ha pbiHke CLUA Sprint u T-Mobile oTctatoT oT Verizon 1 AT&T ¢ To4km
3peHua aonen poiHka. OHM MCNONb3YHOT TEHAEHLMIO NePexXoa C ros10COBOM CBA3M K yCyram nepeaayn AaHHbIX
M NpeanaraloT HeorpaHUYEeHHbIe MakeTbl AaHHbIX (C OrpaHUYEHMEM CKOPOCTU MPU MPEBbILLIEHWUM ONpeaeeHHOro
obbema TpaduKa). ITO MOXKHO CYMUTATH elle OJHMM BMAOM CaMOCTOATEIbHOTO HE3aBUCMMOTO LieHO06pa3oBaHms.
ABOHEHTbI MOTYT MO/1b30BaTLCA OObIMUK yCayramu 6e3 orpaHnyYeHni, ecamn 3aKasbliBaloT COOTBETCTBYHOLLMIA
TapudHbIN NakeT (cm. PUCYHOK 24).
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PucyHok 24: HeorpaHuyeHHble TapudHble nakeTbl oT Sprint Ha pbiHKe CLUA

Bece TapudMele nnavel ¢ obbemom 16 - 406 Exnwyaor
HEOTDAHWYEHHEI Toatue 2G.
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UctouHuk: OdurumansHblii Be6-canT Sprint, CoegnHeHrHble LLTaTbl AMEpUKM.

4.4  KomneHcauua: 4aNeKO 32 pamMKaMu peasibHOro maTepmanbHoro yuwepba

KomneHcauumn nonb3osaTensam sceraa 6ol LWEeKOTMBbIM BOMPOCOM A/1A NOCTaBUWMKOB yCayr. B npowealine
AEeCATUNETUS MHOrMe TpeboBaHMA KOMMNEeHcaumn Bblan Bbi3BaHbl OWIMOKAMK MPU BbICTaBAEHWM CYETOB.
Monb3oBaTeNu A0MKHbI NPEA0CTaBUTb OnepaTopy A0CTaTOYHOE KOAMYECTBO A0KA3aTenbCTs, U MM He MPOCTO
cobnpaTb Hy*KHYO MHGOPMaLUuio 6e3 coaencTBmna onepatopa. B ciyyae ¢ nakeTHbIMM TOBapamm UAK ycayramm
KOHOAMKT Mexay onepaTopamm M NOAb30BaTeNAMM CTaHOBMUTCA elle bonee cnoXHbiM. OTBETCTBEHHOCTb
3a NpenocTaBiAeHMe YCAYr UM KOHTEHTA HeCcyT TPeTbM CTOPOHbI. 3a NocaeaHMe rodpl B LeHTPe BHUMaHMA
noNb30BaTeNA OKa3a/MCb KayecTBO YC/yr, NPOMCLIECTBUA, CBA3aHHble ¢ 6e30MacHOCTbIO M OTCTaBaHue Mo
CKOpOCTU. KomneHcaums BbIXOAMT AaNeKO 3a Npeae/ibl peasbHoro matepuasnbHoro yiiepba.

Bo MHOrMX CTpaHax NpaBo Ha KOMMeHcaumio 6bi10 3adUKCHPOBAHO B 3aKOHAX Y HOPMATUBHbIX NMOIOKEHUAX. B
061aCTH yCNyr 3NEKTPOCBA3M NPABO N0/Ab30BATENA Ha KOMMNEHCALMIO MOXKET MPUMEHATLCA B PaMKax 06bI4HOTo
rpakJaHCKOro 3aKOHOAATeNbCTBA, @ TaKKe B PaMKax CreumanbHbIX MPOMbILWAEHHbIX 3aKOHOB. PerynaTopHble
opraHbl yNofHOMOYeHb! MOAAEPHKMBATL NOb30BATENEN 3/1EKTPOCBA3M B UX TpeboBaHMM 3aKOHHOrO Npasa Ha
KomMeHcaumio. KntoueBoi BONpoC 3ak/1to4aeTca B TOM, Kak ONpeaenTb “3aKoHHY” KOMMNeHcaLumio.

TeopeTuyecku, LeNb KOMMNeHCcalyn — NOKPbITb HAHECEHHbIN KepTBe peasbHblit yilepd, 0COBEHHO MaTepMabHbIA.
B cayuae olWwmMBKM B BbICTaBAEHMM CHETOB ONEPaTop Kak Bblro4onpruobpeTtatesb A0IKeH CBOEBPEMEHHO BEPHYTb
pacxoApl NoOb30BaTeNA, CBA3aHHbIE C MepeniaToil. Ha NpakTuKke, ecam Cymma OKasbiBaeTcs oveHb 60bLION U
nepuos, BPEMEHMN OYEHb A/IMTENbHBIM, K CYMME KOMMEeHcaLumn AoxHa 6biTb 4o6aBaeHa CTOMMOCTb BDEMEHMU.
MnaBHas npobnema cesasaHa co CHOPOM [10Ka3aTeNbCTB, Koraa 0bbIYHbIM M0/b30BaTE/Ib HE MOMKET BOBPEMS
NONYYUTb BYMaXKHbIE N SNEKTPOHHbIE MHPOPMALMOHHbIE CBUAETENbCTBA HE3 NOMOLLM onepatopa. [osTomy
PeryaaTOPHbIA OpraH AO/MKEeH NMoMOoYb Nob30BaTenam TpeboBaTb TakMe CBUAETEIbCTBA NyTeM BHeApeHus
COOTBETCTBYIOLLMX 3aKOHOB Y HOPMAaTUBHbIX MOMONKEHUAX. B BONBLWIMHCTBE CNyYaeB PeryiaTopHble OpraHbl 1
nosnb3oBaTenn, Tpebysa peakummn onepaTopa, HaxoAATCA B OAMHAKOBOM MOIOKEHMN.

Yiiepb, HaHeCeHHbI NOAb30BaTE/NO, MOKHO Pa3aeNnTb Ha [Ba TMMNa: NPAMOMN U KOCBEHHbIN. Ecan Bbl B
HOPMAaTUBHbIX NONOMKEHUAX BblN NOAPOBHO ONMcaH pacyeT yuiepba COOTBETCTBYIOLLMMM CTOPOHAMM, MPAMOA
yulepb mMoKHO 66110 Bbl ONpeaennTs B HONbLIMHCTBE CaydYaes. K COXaneHuto, MexayHapoaHan npaxkTuka
MOKa3bIBaET, YTO B 3aKOHAX M HOPMAaTUBHbIX MOOMKEHNUAX 3Ta 33/1a4a OTAaHa B BeAeHWe PEryATOPHbIX OpPraHoB
1 cynoB. B pesynbtaTte MHOTME NO/b30BaTe/IM HE MO/y4YatoT CBOEBPEMEHHO AOCTATOYHYIO KOMMEHCALIMIO.

Camas cnoxkHas 3aZ,a4a — iaTb OnpeaeneHne KOCBEHHOMY yilepby. PaspbiB Mex Ly onepaTopamu, NOCTaBLLMKaMm
YCAYT ¥ NOTPEBUTENAMM TaK BEWK, YTO KaXKZbl OTAENbHbIM CyYalt MOXKHO PacCMaTPMBaTh KaK YHUKabHbIN,
1 0BbIYHO CyZibM He MPU3HAKT KOCBEHHbIN yLLepb MM NPU3HAOT ero NNLb YaCTUYHO. Pe3ybTaT NOHATEH:
3TO NO3BOAET HAPYLUMTENO NPOAO/KATL BECTU ceba Nog0bHbIM 06pa3om, MOCKO/bKY 3aKOH He AeWNCTBYeT U1
HaKa3aHne MOXHO MrHOPMPOBATb.

C ObICTPbIM POCTOM WMHTEPHET-YC/YT HEKOTOPble OHIAMHOBbIE CEPBMUCHI NMPeAOCTaBAATCA KOHEYHOMY
Nno/Ib30BaTe/Nt0 COBMECTHO OnepaTopamu CETEN M MOCTaBLIMKaMM ycayr. B 061acTv MOBMAbHbIX NaaTexen,
KOTOpasA CTaHOBMTCA BCe Donee NOMNyAAPHOW cpeau noab3osaTesein MHTePHETa, CMapTOOHbI U NPUIOKEHNA
NOCTOSHHO COBUPAIOT NEPCOHA/IbHYIO KOHGUAEHUMANBHYIO MHDOPMALMIO — HOMEPA CYETOB, MAPON, AAHHbIE
O MECTOMOIOKEHNM, NAaTeXHble nopyveHus. Mpu oTcyTCTBUU SOOEKTUBHOMN 3aLLMTLI TAKOM NepcoHasbHOM
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MHPOPMALIMM OH MOXKET BbITb yTEPAHA, YTO B/IeYET 3a coboit npsmoin yulepb. B AnoHum, Kopee 1 Kntae, Kak 1
BO MHOTWX APYI1X CTPaHaX, MHOKECTBO MOOAbIX 04N A0BEPAOT MOBUIbHBIM NAaTeXam, HO OHU CMOKOMHbI
B OTHOLUEHWM PUCKA YTEPU NEPCOHANbHbIX AAHHbIX.

B HacTosllee Bpems, B OTBET Ha NOTPEOHOCTb B 3alUMTE KOHOUAEHUMANBHOW MHGOPMaLIMK NoTpebutenen,
obcyKaaeTca MexaHM3M COBMECTHOM 0TBETCTBEHHOCTH. OnepaTopbl 3/1EKTPOCBA3M 1 MOCTABLUMKIN YCAYT AOKHbI
npuaaraTb COBMECTHbIE YCUIMA MO 3almUTe KOHGUAEHUMANbHOM MHPOPMALLMM MONb30BATENA B KOHTEKCTE
TEXHOMOTMYECKMX MHCTPYMEHTOB M 06A3aTeNbCTB, NpeAnmcaHHbIX 3aKOHOM. B ciydae npomcllecTsmnsa onepaTopbl
1 NOCTaBLLUMKM YCNYT, Hanpumep, BaHKK1, MOryT 3aMOPO3UTb CHET M OTCAeAMTL, OTKYAA AENCTBYHOT NPECTYMHUKM,
yTOObI N36EXKaTL BoNee cepbesHoro yulepba Uam paccnenosaTb CUTYaLMIO.

MpodwnnakTMKa HAMHOIO Ny4lle Haka3aHWi U KoMneHcauuin. HekoTopble cTpaHbl NpeanpUHUMatOT AeCTBUA
no oby4yeHuto noTpebuTenel 3almMte cBoMx MHTepecos. B aekabpe 2015 roaa BpasnabeKuii perynaTopHbii
opraH ANATEL 3anyctnn kamnanumto “ANATEL o6bacHaeT”.®® KamnaHua cocTouUT M3 MHOOPMATMBHbIX YacTein
(obyyvatoume matepuassl, BuAeOMaTepmnanbl U MUHGOPMALIMOHHO-PEKIAMHbIe MaTepuasl). [lBaxkasl B HeAeto
Ha Beb-canTe ANATEL 1 B coumanbHom ceTn nybamKyeTcs HOBbIM KOHTEHT. Mporpamma “ANATEL obbacHAeT”
€03/1aBafacb C LENblo pacliMpeHns BO3MOXKHOCTEN NoTpebutens nytem npeaocTaBieHusa emy, B MPOCTbIX
bopmynmpoBsKax 1 ¢ HebONbLIMM KONMYECTBOM TEXHUYECKMX TEPMUHOB, MHDOPMaLLMM 00 yCayrax 3NeKTpocBA3m
1 Npasax notpebutenei.

KamnaHua paccyvTaHa Ha pacnpocTpaHeHne CaeaytoWmx OCHOBHbIX BUA0B MHOPMaLMM:

1) MpaBa notpebuTenei ycnyr snekTpocsBA3n M 06A3aTeNbCTBA KOMMAaHWA B 3TOM ceKkTope. paBa u
00653aHHOCTH, yCTaHOBAEHHbIe B pe3ontoumax ANATEL, KpaTKO M310KeHbl B MPOCTbIX GOPMYIMPOBKAX.

2)  WHbopmauma o Tom, Kak noTpebuTenn mMoryT 3aliMTUTL CBOM Npasa, Hanpumep: Kak v Koraa noaatb
»anoby B ANATEL v kak pabotaeT ANATEL.

[lo Havyana mapTa 2016 rosa Ha Beb-caitte ANATEL 6bin10 onyb6ankosaHo 25 obyuatoumx matepuanos (http://
www.anatel.gov.br/consumidor/index.php/2015-11-26-16-43-20). B MHGOPMALMOHHOM YacTW PasbACHANUCH
TaKMe MOMEHTbI, KaK CKOPOCTb LIMPOKOMONOCHOIO A0CTYNa, BbICTaBlEHME CHETOB M OniaTa, CNocobbl OTKa3a
OT KOHTPaKTa 1 cnocob npoaasxku ycayrn. Ha pucyHke 25 npusefeHbl HEKOTOPbIE NMPUMEpPbI 0byYatoLLmX
MaTepuanos.

KamnaHua ctapToBana B Aekabpe 2015 roga n npogonkaerca B 2016 roay. Mo cnosam 3nu3bl SleoHen (Elisa
Leonel), CynepuHTeHaaHTa ANATEL no genam notpebuTenen, KamnaHua — 3TO MHMUMATMBA, NPMU3BaAHHAA
NMOMOYb NOTPEBUTENAM Y3HATb O CBOMX NMPaBax U Hay4YMUTbCA NMOAb30BATbCA UMK, “Koraa noTpebutenn xopowo
MHOOPMMpPOBaHbI 06 ycayrax U 0 CBOMX MpaBax, OHWM MOTyT BbiOpaTb BapMaHT, Hanbosee COOTBETCTBYOL MM
nx noTpebHocTam. Mporpammoit ‘ANATEL 06bsicHSEeT Mbl XOTUM AaTb NOTPEOUTENAM TO, YTO ABASETCS CaMblM
BaXKHbIM UX MHCTPYMEHTOM: 3HaHMA”, — roBOpUT oHa. KamnaHua bbina co3aaHa, 4Tobbl MoOMoYb NoTpebuTenam
1N 0aTb VM COBET, U ABAAETCA OTIMYHBIM MCTOYHUKOM MHGOPMALIMK, BAXKHOM ANA MOHUMaHUA noTpebutenem
YCNYT 91EKTPOCBA3N 1 CBOUX NpPaB.

% [okymeHT SG1IRGQ/210, “KamnaHus ‘ANATEL obbsacHaeT”, enepatnsHan Pecnybavka bpasuams.
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PucyHok 25: Mpumepsbl M3 KamnaHuu “ANATEL o6bAcHaeT”

ANATEL O servico é gratuito e

deve funcionar

EXPLICA ininterruptamente, 24
horas por dia e 7 dias

por semana.

Prestadoras de pequeno porte
(menas de 50 mil dientes) devem

COMO DEVE SER O ATENDIMENTO realizar atendimento telefénico,

no minimao, entre 8h e 20h, nos

TELEFONICO DAS PRESTADORAS? dias Giteis.

Apds o primeiro contato com o atendente, se a ligagdo cair, a
prestadora é obrigada a retornar em até 5 minutos.

Os call centers aceitam chamadas originadas tanto de telefon K0S quanto de
celulares e devem receber, tratar e solucionar pedidos dos consumidores.
Mas ndo se esqueca: sempre anote o protocolo de atendimento.

O contrato pode ser rescindido pelo call center sem que o cliente fale
com o atendente. E <6 digitar a opgio de cancelamento sem falar
com o atendente. Nessa caso, a empresa tem no maximo dois dias
para atender a solicitacdo. Nesse periodo - até o cancelamento efetivo
-, 0 servigo continua funcionando e os gastos continuam sendo
cobrados.

0O tempo maxime para o contato direto com o atendente deve ser de
até 60 segundos depois que essa opgdo for selecionada ou quando
houver transfer&ncia entre atendentes.

A prestadora & obrigada a gravar os atendimentos telefénicos aos
consumidores, independentemente de quem originar a interagdo.

Entenda as regras:

* A gravagdo deve ser mantida em curso até o atendimento ser
finalizado, independentemente de transferéncia entre atendentes.

* £ obrigatério que a empresa guarde a gravacdo por pelo menos sei
meses, periodo em que o consumidor pode pedir copia do se
Para as prestadoras de pequeno porte, o prazo € de 90 di

» A disponibilizacdo da copia da gravagao deve acontecer em, no
maxirmo, dez dias a contar da solicitacdo. O processo é de gragae o
consumidor escolhe se prefere receber a gravacap pelo espago reservado
no site da operadora, por e-mail, por correspondéncia ou pessoalmente.
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UcTounuk: lokymeHT SG1IRGQ/210 — Kamnanus “ANATEL o6bsacHseT”, epepatusHan Pecnybauka Bpasunus.
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5 [TTABA 5 — BbiBOAb! 1 pyKoBOAALLME NPUHLUMUNDI

51 BbiBOAbI

B 3M0Xy AOMUHMPOBaHMSA ONepaTopoB Lieab PaboTbl PeryisTOPHOTO OpraHa 31eKTPOCBA3M — ONTUMMU3MPOBATb
pacnpeneneHune pecypcos, CNeAuTb 3a PaBHOBECMEM PbIHOYHOM KOHKYPEeHUMM M 3aliuiiaT UHTEPECHI
notpebutenen. B ueHTpe BHMMaHMA HaxOAATCA BeAyLMe OnepaTopbl PbiHKa. PeryaTopHblie opraHbl CTREMATCSA
peann30BaTh Leau NOMUTUKM, OTKPbIBASA PbIHKK, MPUMEHSAS BHELLHME GpaKTopbl, CNOCOBCTBYIOLME KOHKYPEHLMM,
cnens 3a GyHKUMOHAAbHOM COBMECTMMOCTbBIO, ONTOBbIMU LIEHAMM U MCMONb3YS APpYrue CPpeacTsa.

B 06n1acTu 3aWwmTbl Npas notpebuteneit paboTa HalleneHa Ha bonee NoHy peanu3aluio Npasa noTpebuTtens
Ha MHdOPMaLMio, rapaHTMpPOBaHWe Npasa Bbibopa M Npasa Ha A06POCOBECTHYIO TOProB/t, U obecneyeHune
BO3MellleHMA yHbITKOB. OCHOBHAA NMPeAnochiIKa TaKoro peMma perynmposaHuna — cnabble notpebutenn
N CUNbHblE OonepaTopbl. B anoxy umMdpoBOi KOHBEPrEHLMM TOBAPbI U YCAYTM AANEKO BbIXOAAT 33 rPaHMLbl
TPAAMUMOHHOW nepefayn MHGOpMaLLMKM, NPOHMKaA B 06/1aCTb CO34aHMA U PacnpocTpaHeHna LMppoBoro
KOHTEeHTa M MHTerpaumm oHAalnHOBOM M 0daaliHOBOW CETEBON 3KOHOMMUKM. MMoaTomy dunocoduns n moaens
perysMpoBaHMA LOMKHbI afanNTMPOBaTbCA K TpeO0BaHNAM PbIHOYHON Cpeab!.

5.2 PykoBoasLine NpUHUMNbI AN PErYAATOPHbIX OPraHOB M APYTrMX COOTBETCTBYHOLLMNX
opraHusauuni

Onumpanch Ha MeXAyHapOAHYI0 MPAKTUKY M OMbIT CTPaH, PEryaaTopHble OpraHbl S1eKTPOCBA3M AO/MKHbI CNef0BaTb
naee n NpUHUMNY “CTUMYAMPYIOLLEro PerysMpoBaHmna” Kak OCHOBe AeATeNbHOCTU, NoAOMNAEKe, OTPAKEHMIO
CPEeACTB, MEXaHWU3MOB M MONUTUKM 3aLLUTbI Mpas noTpebuteneit.

- CoBepLUeHCTBOBaHUE TPAAULIMOHHDBIX GYHKLMIA

e [loCTOAHHO 0CNabnATb OrpaHUYeHnsa AOCTYNa K PbIHKY, CTUMYAMPOBATb Pa3INUYHbIX Y4aCTHUKOB
PbIHKa K PaCMPEHNo KOHKYPEHTHOrO pa3Hoo6bpasns, NoAaep,Ka nNpeycnesatolmx npeanpuaTmii,
paclWwupeHne NPoCcTpaHCcTBa U cBoboAbl Bbibopa noTpebutens.

e ONTMMM3NPOBATL pacrnpeaeseHne KOMMYHMUKALMOHHbIX PECYPCOB — HOMEPOB, CMEKTPa U AOMEHHbIX
MMEH, NMOOLLPATL KPYMHbIX Y4aCTHUKOB PbIHKa K CO34aHMI0 OTKPbITbIX MAaTGOPM M cnocobcTBoBaThb
MHHOBALMAM B 061aCTV MPO/AYKTOB M YCAYT CO CTOPOHbI MEKUX M CPEAHUX NPEeAnpUATUIA.

*  BHeapaTb rMbKMIN MexaHW3M LeHo0bpa3oBaHWa, YAEeATb BHUMAHME CNpaBeamBOCTM BXOAHbIX
ONTOBbIX LIEH, YCKOPATb TEMIM M3MEHEHMUA PO3HUYHbIX TAPMUOB U NPOLONKATL YBEANYMBATL MacLLTabbI
1 0,010 NO/b30BATENbCKOTO HE3aBMCMMOrO CAMOCTOATEIbHOTO LIEHO0BPa30BaHMA.

- CootBeTcTBME TPeb60BaHUAM HOBOI KOHBEPreHTHOW cpeabl U YCI0BUAM COBMECTHO paboTbl

e TIpUHATb BCEOOBEMOLWMA NOAXOA Ha MEXKAYHAPOAHOM, PETMOHANBHOM M HALLMOHAIbHOM YPOBHAX
ONA coaencTana BbinonHeruto Lenent OpraHmsaumm ObbeamHeHHbIX Haumii 8 061acTh yCTOMYMBOro
pa3BuTua (LIYP), npm3BaB AMPEKTUBHbIE U PEryASTOPHbIE OpraHbl BKAOYMTL 3aaa4m LIYP B cBom
HaUMOHa/bHble NAaHbl M NOCTaBUTb MHTEPECHl NoTpebuTenein n cobnoaeHne Ux Npas B LEHTpe
[AMCKYCCUM MO BCEM BOMPOCAM COLLMAbHO-3KOHOMMYECKOTO PAa3BUTUSA U MOAUTUKMN.

e ONTMMW3MPOBATL KOHKYPEHTHbIE B3aMMOOTHOLIEHUA MEXKAY MPeaoXeHnem U CrpocoM B
chepax “OusHec-6msHec” (B2B) u “6usHec-notpedbuTens” (B2C), 3HaYMTENbHO COKpaLlaTb Mepbl
no npeaBapuTeibHOMY YNPaBAEHUIO M KOHTPOMIO KOMMYECTBA M BHEAPATb MEXaHW3Mbl HaZ30pa B
npouecce U NOCNe OKasaHWs yCayru.

° MO,EI,EpHVBVIpOBaTb MeTOo, ynpasneHmAa HaA30pOM 3a Ka4yeCTBOM YyCayr U COBEpPLIEHCTBOBATb
LLMPOKOMNONOCHbIE, MHTENNNEKTYA/IbHbIE, MObuNbHbIe I'I}'IaTd)OpN\bI KOHTPOIA U MeXaHU3Mbl KOHTPOA
nosb3oBaTeneu, npuHagnexaune TDETbem CTOpOHE, ANnA obecneyeHns cTabUIbHOTO KayecTsa YCAyr.

e Co3pgasaTb biaronpuaTHble YCI0BUA A1A NPOCBELLEeHUA noTpebutenei n npeanpuHnumaTeneit 8
061aCTU YCYT 3NEKTPOCBA3N U MHTEPHETa.

e (ObecneunBaTb pelieHne TeXHONOMMYECKMX 3a1ay, CBA3AHHbIX C KOHBEpreHumen ceTei n ycayr, B
4aCTHOCTM TaKMX, KaK KauyecTBO 0BCNYKMBaHUA, GYHKLMOHANbHAA COBMECTMMOCTb, 6€30MacHOCTb,
KOHOUAEHUMANbHOCTb, YHUBEPCaNbHbIA AOCTYN K YCAyram s BCEX C/I0EB HACeNeHUs, CHUKEHWe
LEH.
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e PaclumMpuTb OXBaT CTpaTerunii YHMBEPCAAbHOrO A0CTYNa C LENbi0 BKIOYWUTb BOMPOCHI COAENCTBUSA
3awuTe nNpas notpebutenei, 06pasosaHMa M MHHGOPMMPOBAHHOCTH, B YAaCTHOCTH, yAeNnB ocoboe
BHMMaHMe BOMPOCcam 3aluTbl U 6e30MacHOCTY.

e TOOWPATb MHBECTULMM B MHOOPMALMOHHYO MHOPACTPYKTYPY M €€ MCNOAb30BaHKe NOCPEACTBOM
rocyAapcTBeHHO-4acTHOro napTtHepctBa (PPP) u cneumanbHbix doHA0B, Hanpumep, doHaa
yHMBepcanbHoro obcnyxmnsaHmsa (USF), 4Tobbl paclumMpuTb BO3MOKHOCTM A0CTyNa ANS NOAEN C
HM3KMM YPOBHEM [0XO0B B PETMOHAX C BbICOKOI CTOMMOCTbBIO YCAYT UK OTAANEHHbIX PaioHaXx.

WNHHOBaLMM B MeXaHM3MaX U yNpaBieHUn

e Co3paBaTb MexaHW3Mbl YNPaBAeHWA HaLMOHAAbHbIMK PYKOBOAALLMMM NPUHLIMNAMK, OTPac/ieBom
camoperynaumert 1M yyactmem noTpebutenei, KOTopble MOTyT aKTUBHO BAMATb Ha acCMekTbl
CNpaBesMBOCTM LIEH, HAZEXKHOCTW YCYT 1 CBOEBPEMEHHOCTM KOMMEHCaLLMii B 061aCTV S1eKTPOCBA3M.

e BHegpsATb M COBEPLEHCTBOBATb CUMCTEMY M MexaHU3Mbl obecneyeHnsa KoHOUAEHUMANbHOCTH
notpebutenei n 6esonacHOCTV AaHHbIX.®

°  Ycunueatb notpebuTenbckme MHOOPMALMOHHbIE CeTW, CO34aBaTb Cy:KebHble naaThopmbl Ha
HaUMOHaNbHOM, PErMOHaIbHOM W MEXAYHAaPOAHOM YPOBHE M MPOAO/KaTb PaClIMpPATL Npasa
noTpebuTens, a Takke ero NpodeccroHanbHble 3HaHWA B 06/1aCT MCNOb30BaHMA NaaThopm Ana
H0/bLWNX AAHHBIX 1 MOBUIbHBIX MHTEPHET-MPUNOKEH WA,

e Cos3pnaBaTb 3QpdEeKTUBHbIE MEXaHM3Mbl B LIeNAX Pa3BUTMS 06pa3oBaHma, COAENCTBMA NOBbILEHUIO
YPOBHA MHOOPMUPOBAHHOCTM M PACNPOCTPAHEHNA MHDOPMALLMM MO TaKMM BOMPOCAM, KaK NapameTpbi
KayecTBa 06CyKMBaHWS, Tapudbl, 6630MaCHOCTb U MCMOMb30BAHWE UHTEPHETA, B YaCTHOCTU, AAETbMMU,
KEHLLMHAMM U HOABMU C OFPaHNYEHHbIMU BOSMOXHOCTAMM.

e PacwmpATb nNpasa NoTpebuUTeNbCKUX OpraHM3auuii nytem ykpenaeHua obmeHa nHoopmaumen m
COBMECTHOM paboTbl, U COBMECTHOTO NPOBEAEHMA TEMATUYECKOM NOATOTOBKM C LIe/Iblo COAENCTBMA
3alyTe NpaB M MHTEPECOB NO/b30BaTe/IeM 31EKTPOCBA3M, a TaKXKe OPULMANBHO 3aKPENUTL NpoBeAeHMe
He peske 04HOro pasa Kaxaple ABa roga Gopyma Mo Bonpocam 3alluTbl Npas notpebutenei.

YcuneHue Bcex BUAOB COTPYAHUYECTBA

e YKpennaTb NapTHEPCKME OTHOLLIEHUA MEAY 3aMHTepecoBaHHbIMM CTOPOHAMM B LIeAX CO34aHuA
naateopm ana obmeHa 3HAHUAMU U PA3BUTUSA AMAN0Ta Ha HALUMOHA/NbHOM, PErMOHANbHOM U
MEKAYHAPOAHOM YPOBHSAX A7 3aLUMTbl NoTpebutenei 1 nx npas.

e CoBepleHCTBOBaTb COTPYAHMYECTBO C MEXAYHapPOAHbIMKM OpraHM3aumamm 8 obnactu UKT, B
yacTtHocTi ¢ MC3, ¢ uenblo obMeHa 3HaHUAMKU U MHDOPMALIMEN; a TaKKe BbIABEHUS NepeaoBoro
onbiTa U MHOGOPMMPOBAHMA O HEM, B TOM YMcie O PYKOBOAALWMX yKa3aHMAX Ha OCHOBE NPMMepoB
nepenoBoro onbiTa, NPpuUHATLIX B 2014 roay Ha MobanbHoM cumnosmyme MCI-D ana peryaaTopHbIx
opraHos (ICP14), nonoxexuax Pesontoumin MC3, B Tom uncne Pesontoumm 64 MC3-D (Mepecm.
Oy6an, 2014 r.) n Pesontoumn 84 (Xammamet, 2016 1.) o 3awmTe noTpebutenein Ha HaumoHaIbHOM
1N PErMoHaNbHOM YPOBHAX, M BKAKOYMTL B AeAaTenbHOCTb MC3-D Bonpockl 3alWmThl noTpebutenen m
MHPOPMaLMIO O MpaBax NoTpebutenen.

e CofencTBOoBaThb CO3[aHMI0 accoumallmii noTpebuTenen Ha HaluoHaIbHOM MU PErMOHAIbHOM YPOBHSAX,
YKPEenaaTb X NpodpeccroHan3m M 0KasblBaTb MOMOLLb B HapalllMBaHMM MMM CBOETO NoTeHLMaNa Ha
HaLMOHaIbHOM, CybpernoHaabHOM M PerrMoHa bHOM YPOBHSX.

Ce200Hs Mbl NPUHUMAEM NPasusa, NPU3BAHHbIE 3aWUMUMb KOHGUOEHYUAI6HOCMb NO/b308aMesel WUpPOKononocHol C8A3U.
Obcyxcdaa 0b1acme npuMeHeHUA 3mux Nnpasusl, Mel onpedensem “Hocumersnel 31eKmpocsasu’”, Ha KOMopbIX PACNPOCMPAHAMCA
Hawu npasuna, u “nompebumeneli”, KOMopbIX 3Mu NPABUAG NPU3BAHbLI 3aWUWams. Mel makxice onpedensem UHHOPMAyULo,
Komopasa cyumaemcs 3akpsimoli coenacHo pasoesny 222, KaK KOHGHUOEHUUAAbHYIO UHGOopMayuo nompebumens.

B onpedesneHue KoOH@puUOeH uansHol UHpopmayuu nompebumesns Mol 8KAOYAEM MPU HEB3AUMOUCKAYAUWUX Muna
UHopmayuu, cobupaemoli NOCMABWUKAMU YCr1ye 31eKMPOCBA3U 8 PAMKAX NPEOOCMABAEHUS yCry2 WUpoKoNoaocHol unu
Opyzoli anekmpoceA3su: (i) uHousudyansHo udeHmuguyupyemyro KoHgudeHyuansHyo cemesyto UHGopmMayuto o nompebumene
(CPNI) coenacHo onpedeneHuto 8 pazdene 222(h); (i) uHgpopmayuto, nossonaowyro ycmaHosume audHocme (PIl) u (iii)
codeprcaHue KOMMyHUKauul. Mbl makxce 8HeOpAem U pasbACHAEM KOMNAEKCHbIU N00Xo0 K onpedesieHuto mozo, bbiau U OaHHbIe
Hadnexcawum obpazom deudeHmupuyupo8aHsl U, cnedosamesbHo, He nodnadarom au oHU nod delicmaue pexcuma evibopa
nompebumerns, Komopell Mbl Ucnonb3yem 0414 KOHpuUOeH uansHol uHgopmayuu o nompebumene. [lanee Mol npuHumMaem
npasuna, 3aWUWarUUe KoHpuoeHyuansHocmes nompebumerss ¢ UCNoAb308AHUEM MPEX OCHO8 KOHGUOeHYuan6HoCMU —
npospayHocmu, 8bibopa u 6ezonacHocmu (https://www.fcc.gov/document/fcc-adopts-broadband-consumer-privacy-rules).
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e COBEpLIEHCTBOBATb MEXaHM3Mbl COBMECTHOTO YNpaB/IeHWUs HaUMOHaNbHbIX PEryAATOPHbLIX OpraHoB
371EeKTPOCBA3KM U OPraHoB ynpaBneHua UMOPOBLIM KOHTEHTOM. YrnybnaTb MexayHapoaHoe
COTPYAHUYECTBO MEXKAY PEryaaTOPHbIMU opraHammn B 061acT 60pbbbl C TPOSHCKMMU BUPYCaMMK,
CEeTEBbIMM aTaKaMu U MOLIEHHNYECTBOM C Lie/iblo GOPMMPOBaHMA He30MacHOM U HaAeKHOI CeTeBON
cpenbl Ana notpebutene.

e Ob6MeHMBaTbCA NepesoBbIM OMbITOM M MOOLWPATbL FOCYAAPCTBEHHO-YACTHbIE WHWULUMATUBLI B
Hanpas/ieHUN yNPaBAEHNA SNEKTPOHHBIMU OTXOLAMM M COXPAaHEHUA IKOCMCTEMBI, KaK Toro Tpebyet
cTaHaapT 14001.2015 (cepTudmKaLmMa onepaTopoB CEKTOPA), YTO BXOAMT B MOHATME KayecTBa.

PyKkoBogsALLME NPUHLMUMbI 419 ONEePaTopoB U NOCTaBLLMKOB YCaYr

Hopmbl, 3an10KeHHble B PykoBoAAWMX NpuHUMnax OpraHusaumm ObbeanHeHHbIX Hauuii no 3awmTe npas
noTtpebutenei,’” 3aaatoT OPMEHTMPLI HaaNeKallel NPaKTUKK BeaeHWa BusHeca 415 OHAaNHOBOM M 0GAatHOBOW
KOMMEepYECKOW AeATeNbHOCTYM C y4acTMem notpebuteneir, Takosb:

71

PackpbiTe MHGOpMaLumm 1 Npo3padHocTb: OnepaTopbl v MOCTABLLMKM YCAYT AONKHbI NPEAOCTaBAATb
MOJTHYIO, TOYHYIO U He BBOAALLYHO B 3261y aeHMe MHOOPMaLIMIO B OTHOLIEHMM TOBAPOB U YCAYT, YCAOBUNA,
NPYMEHAEMbIX TapUbOB 1 UTOrOBOW CTOMMOCTU, YTOBbI NOTPEBUTENIM MO MPUHUMATL MHOOPMMPOBAHHbIE
pelwerusa. MpeanpuHUMaTeNN A0MKHbI rAPaHTUPOBATL NMPOCTOM AOCTYN K 3TON MHOPMaLLMKM, 0COBEHHO
K OCHOBHbIM YC/I0BMAIM, HE3aBMCMMO OT UCMO/b3YEMbIX TEXHOOMMYECKMX CPE/CTB.

CnpaBeaamBoe 1 paBHoe o6paleHune: Onepatopbl v NOCTABLLMKM YCAYT AONKHbI 6bITb CNIPaBEaNBbIMMU
M YECTHbIMM MO OTHOLLIEHMIO K NOTPEBUTENAM Ha BCEX 3Tanax MX B3aMMOOTHOLLEHWI, TaK, 4Tobbl 3TO
66110 HEOTHEMIEMOM YaCTblO KybTYPbl BeaeHus aen. MpeanpuHumaTenn A0MKHbI M3berat MeToao0s,
KOTOpble BpeasaT noTpebutenaim, B 4aCTHOCTM B OTHOLLEHWM YA3BUMbIX M HAXOAALLMXCA B HEBNArONPUATHOM
MONIOXKEHUN KaTeropuii notpebutenei.

Kommepueckoe nosegeHue: OnepaTtopbl M MOCTaBLIMKM YCAYT HE A0KHbI TPUMEHATL K NoTpebuTenam
HEe3aKOHHble, He3TUYHbIE, AUCKPUMUHALUMOHHbIE AU OBMaHHble MeToAbl, Hanpumep, obmaHHble
MapKeTUHIroBble TaKTUKKM, 0BMaHHOe B3MMaHWe A0Ar0B UAM Apyrue Bubl MOBEAEHMUsA, KOTOPble MOryT
nosBepraTb NOTPEOUTENEN HEHYKHOMY PUCKY MK BPeAWTb UM. MpeanpuHUMATENM U UX YNTOTHOMOYEHHbIE
NpeAcTaBUTENIN AO0IKHbI CTOEMUTLCA YUUTHIBATL MHTEPECH! NOTPebUTEeNel N HECTU OTBETCTBEHHOCTb 3a
obecneyeHune vx 3aluThI.

*anobbl norpebuteneit u cnopbli: Onepatopbl U MOCTABLLMKM YCAYT AOKHbI NPefoCTaBuTb B
pacrnopseHne notpebutenein mexaHnsambl 06paboOTKM Kanob, KoTopble obecneyat noTpebuTenam
6e3oTnaratesibHOe, CNpaBea/IMBOE, MPO3PAYHOE, HEAOPOrOCTOALLEE, LOCTYNHOE, ObiCTpOe V1 3G deKTHBHOE
paspeLleHne cnopoB 6e3 HeHYXKHbIX 3aTPaT U TATOT. MpeAnpUHUMATENN AO/IKHbBI YUUTbIBATL COBNOAEHNE
rOCYAApCTBEHHbIX M MEXAYHAPOAHbIX CTaHAAPTOB, Kacatolwmxcd obpaboTKM BHYTPEHHUX Kanob,
aNbTEePHATUBHBIX C/IYXKO MO paspeLleHnto CnopoB U HOPM YA0BAETBOPEHHOCTH NoTpebuTenei.

MpocBeLeHne U NoBbileHUe 0cBeAOMAEHHOCTU: ONepaTopbl U NOCTABLLMKM YCAYT LOMXKHBI, MO Mepe
HeobxoA4MMOCTH, pa3pabaTbiBaTh NPOrPaMmMbl U MEXaHW3MbI, MOMOTatoLLIMe NOTPebUTeNAM pa3BMBaTb
3HAHMA U HaBbIKM, HEOBXOAMMbIE ANA MOHWMAHWA PUCKOB, B TOM Yncae GUHAHCOBbLIX PUCKOB, A8
NPUHATUA 0OOCHOBAHHbIX PELWEHUI 1, MPU HeobXoAMMOCTH, ANA 0OpaLLEeHNA 332 KOMMNETEHTHbIMU 1
npodeccroHanbHbIMKU COBETaM U MOMOLLM, NPEANOYTUTENBHO OT HE3ABUCUMOMN TPETbEN CTOPOHbI.

3awmra KoHpuaeHuManbHocTh: OnepaTopbl v NOCTABLLMKM YCAYT AOMKHbI 3aLMWATE KOHOUAEHUMANBLHOCTb
notpebutenein NocpeaCcTBOM COYETaHUA COOTBETCTBYIOLLMX MEXaHW3MOB yrpaBaeHus, 6esonacHocTu,
obecrnedyeHns NPO3PaYHOCTM M NPEAOCTaB/AeHNA COracua B OTHOLWEHUK cbopa M UCNOAb30BaHUA KX
nepcoHanbHbIX AaHHbIX.

dopmupoBaHue goeepusa nortpebuteneil B cpeae KOHBEPrupoBaHHbIX ycayr: CoaeicTBoBaTh
3N1EKTPOHHON KOMMEPLUK 1 KOMMEPLMM C UCMO/b30BaHNEM MOBUIbHbBIX CPEACTB U 3aLMLLIATh ee NyTem
BBEAEHWA Mep, HanpasaeHHbIX Ha opMMpoBaHmMe Aosepus notTpebuteneit. CoaeincTeoBaTb onepaTopam,
C TeM YTOBbl OHU NPUHUMANN Mepbl 6@30MacHOCTH, B TOM YMC/e NPeayCMaTPUBaAN BCTPOEHHbIE GYHKLIMM
6e3onacHoOCTV A1 NPefoTBPaLLEHNS HECAaHKLUMOHMPOBAHHbIX TPAH3aKLMIA U yTEUKM AaHHbIX. [pU3HaTh
HeobXOAMMOCTb 3alUUTbl M NPOCBELLEHMA NoTpebuTenei, UMeLMX pasHble NoTPpebHOCTM B A0CTYNE,
KOTOpble MOTYT BbITb 0COBEHHO YA3BUMbIMM MO OTHOLLIEHMIO K 0BMaHHOM KOMMEPYECKOM NpaKTMKe nan
MOTYT UCMbITbIBATb TPYAHOCTM B MOHUMaHWUM MEXaHU3MOB OMN/aThbl.

http://unctad.org/en/PublicationsLibrary/a35r63_UNCPP_en.pdf.
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Abbreviations and acronyms

Various abbreviations and acronyms are used through the document, they are provided here.

Abbreviation/acronym Description

AABE Argentina’s State Property Administration Agency (Agencia de Administracion
de Bienes del Estado) (Argentine Republic)

AICN African ICT Consumers Network
ALD Assistive Listening Devices
ANATEL Brazilian National Telecommunications Agency (Agéncia Nacional de

Telecomunicacdes) (Federative Republic of Brazil)

ANEC European Association for the Co-ordination of Consumer Representation in
Standardisation

ANT Access Network Transport

APT Asia-Pacific Telecommunity

ARCEP Autorité de Régulation des Communications Electroniques et des Postes
ARPU Average Revenue Generated per User

ARPT Postal and Telecommunication Regulatory Authority (Autorité de Régulation

des Postes et Télécommunications) (Republic of Guinea)

ARPCT Autorité de Régulation de la Poste et des Télécommunications du Congo
(Democratic Republic of the Congo)

ART Telecommunications Regulatory Agency (Agence de Régulation des
Télécommunications) (Republic of Cameroon)

ATU African Telecommunications Union

B2B Business-to-Business

B2C Business-to-Consumer

BDT Telecommunication Development Bureau

BEREC Body of European Regulators for Electronic Communications

BEUC European Consumer Organisation (Bureau Européen des Unions de
Consommateurs)

BT British Telecom

CAMRA Campaign for Real Ale (United Kingdom of Great Britain and Northern Ireland)

CEMAC Central African Economic and Monetary Community

CEN European Committee for Standarization

CENELEC European Commiteee For Electrotechnical Standarization

CERT Cybersecurity Emergency Response Team

Cl Consumers International
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Abbreviation/acronym Description

CITC Communications and Information Technology Commission (Kingdom of Saudi
Arabia)

CcM Confluent Marketing

CONATEL National Telecommunication Commission (Comisién Nacional de
Telecomuncaciones)

CPNI Customer Proprietary Network Information

CRA Communications Regulatory Authority (Islamic Republic of Iran)

CRM Customer Relations Management

DAI Digital Access Index

EC European Commission

ECCG European Consumer Consultative Group

ECOSOC United Nations Economic and Social Council

EEA European Economic Area

EFTA European Free Trade Association

ESMT Ecole Supérieure Multinationale des Télécommunications

ESO European Standardisation Organisation

ETSI European Telecommunications Standards Institute

FG DFS Focus Group on Digital Financial Services

FG SSC Focus Group on Smart Sustainable Cities

FOP Family One Plus

GETEM Assistive Technology and Education Laboratory for Individuals with Visual
Disabilities

GPS Global Positioning System

GRC General Regulation on Consumer Rights

GRSP Group on Child Restraint Systems

GSR Global Symposium for Regulators

HNT Home Network Transport

IAP Internet Access Provider

ICRT International Consumer Research & Testing

ICT Information and Communication Technology

IDI ICT Development Index

IEC International Electrotechnical Commission
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IFT Federal Telecommunications Institute (Instituto Federal de Telecomunicaciones)
(Mexico)

IMT International Mobile Telecommunication

INS National Statistical Institute (Institut National de la Statistique) (Republic of
Cameroon)

loT Internet of Things

IPTV Internet Protocol Television

ISO International Organization for Standardization

ISP Internet Service Provider

ITU International Telecommunication Union

ITU-D ITU Telecommunication Development Sector

ITU-T ITU Telecommunication Standarization Sector

JCA-AHF Joint Coordination Activity on Accessibility and Human Factors

LDCs Least Developed Countries

Mil Ministry for the Information Industry (People’s Republic of China)

MIIT Ministry of Industry and Information Technology (People’s Republic of China)

NCTU National Committee of Telecom Users (People’s Republic of China)

NDRC National Development and Reform Commission (People’s Republic of China)

NGN Next Genearation Network

NGO Non-Governmental Organization

NN Net Neutrality

NNPA National Numbering Plan Administrator

NorSIS Norwegian Centre for Cybersecurity (Norway)

NRA National Regulatory Agency

NTNP National Telephone Numbering Plan

OFCOM Office Fédéral de la Communication (Confederation of Switzerland)

oTT Over-the-Top

PBS Pseudo Base Station

PCA Partnered Consumer Association

Pl Proprietary Information

QoE Quiality of Experience

QoS Quality of Service
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Abbreviation/acronym Description

R&D Research and Development

RéCATIC Réseau des Consommateurs Africains des TIC

RGC General Rules on Consumer Rights

SDGs Sustainable Development Goals

SIM Subscriber Identity Module

SMS Short Message Service

TDAG Telecommunication Development Advisory Group

TRA Telecommunications Regulatory Authority (Sultanate of Oman)
TRAI Telecom Regulatory Authority of India (Republic of India)

TSAG Telecommunication Standardization Advisory Group

UCST Union of Telecommunication Service Consumers (Union des Consommateurs

des Services des Télécommunications) (Democratic Republic of the Congo)

UDECOM Union for the Defense of Consumer Rights in the Congo (Union pour la Défense
des droits des Consommateurs au Congo) (Democratic Republic of the Congo)

UNCTAD United Nations Conference on Trade and Development

UNDP United Nations Development Programme

UNECE United Nations Economic Commission for Europe

UNESCO United Nations Educational, Scientific and Cultural Organization
UNICEF United Nations Children’s Fund

UNIDO United Nations Industrial Development Organization

UNGCP United Nations Guidelines on Consumer Protection

USF Universal Service Fund

USSD Unstructured Supplementary Service Data

VINASTAS Viet Nam Standard and Consumers Association (Socialist Republic of Viet Nam)
VPMN Visited Public Mobile Network

VUSTA Viet Nam Union of Science and Technology Association

WEEE Waste Electrical and Electronic Equipment

WHO World Health Organisation

WiMAX Worldwide interoperability for Microwave Access

WSIS World Summit on the Information Society

WTDC World Telecommunication Development Conference

WTSA World Telecommunication Standardization Assembly
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Annexes

Annex 1: List of contributions during study period 2014-2017

These are the contributions received for consideration by Question 6/1. Many thanks are extended to all the

contributors.

Reports
Web Received Source Title
1/REP/36 2017-03-01 Rapporteurs for Question Report of the Rapporteur Group meeting on Question
6/1 6/1 (Geneva, Thursday, 30 March 2017, 14:30 — 17:30
hours)
RGQ/REP/24 | 2017-01-13 Rapporteurs for Question Report for the Rapporteur Group meeting on Question
6/1 6/1 (Geneva, Wednesday, 11 January 2017, 09:30-12:30
and 14:30—17:30 hours)
1/REP/26 2016-09-20 Rapporteurs for Question Report of the Rapporteur Group meeting on Question
6/1 6/1 (Geneva, Thursday, 22 September 2016, 14:30 —
17:30 hours)
RGQ/REP/15 | 2016-04-14 Rapporteurs for Question Report of the Rapporteur Group meeting on Question
6/1 6/1 (Geneva, Tuesday, 5 April 2016, 09:30-12:30 and
14:30—-17:30 hours)
1/REP/16 2015-09-17 Rapporteur for Question Report of the Rapporteur Group Meeting on Ques-
6/1 tion 6/1 (Geneva, Thursday 17 September 2015, 11:00
—12:30)
RGQ/REP/6 2015-04-14 Rapporteur for Question Report of the Rapporteur Group Meeting on Question
6/1 6/1 (Geneva, Tuesday, 14 April 2015, 09:30-12:30 and
140:30—-17:30 hours)
1/REP/6 2014-09-17 Rapporteur for Question Report of the Rapporteur Group Meeting on Question
(Rev.1) 6/1 6/1 (Geneva, Wednesday 17 September 2014, 14:30 —
15:45 hours)

Question 6/1 contributions for Rapporteur Group and Study Group meetings

Web Received Source Title
1/470 2017-03-17 BDT Focal Point for Ques- | GSR-17 provisional programme focusing on living in a
tion 1/1 world of digital opportunities
1/468 2017-03-17 Argentine Republic National Plan for the Development of Competitive-
ness and Quality Conditions of Mobile Communication
Services
1/467 2017-03-17 Argentine Republic Argentina reconverts the “Enabling environment for the
development of telecommunications/ICTs”
1/453 2017-03-13 Iran University of Science | Consumers’ rights in information technology in Iran (v0.8)
& Technology
1/442 2017-01-11 Rapporteurs for Question | Report of the Rapporteur Group meeting on Question
6/1 6/1, Geneva, 11 January 2017
1/417 2017-02-10 Rapporteur for Question Final Report for Question 6/1
[OR] 6/1



https://www.itu.int/md/D14-SG01-R-0036/en
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-R-0024
http://www.itu.int/md/D14-SG01-R-0026/
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-R-0015
http://www.itu.int/md/D14-SG01-R-0016/
http://www.itu.int/md/D14-SG01.RGQ-R-0006/
http://www.itu.int/md/D14-SG01-R-0006/
http://www.itu.int/md/D14-SG01-R-0006/
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0470
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0468
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0467
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0453
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0442
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0417
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Web Received Source Title
RGQ/311 2016-12-30 Telecommunication Devel- | Overview of input received through the ITU-D Study
+Ann.1 opment Bureau Group 1 Question 6/1 Global survey on telephone num-
bering misuse and misappropriation
RGQ/310 2016-12-30 Haiti (Republic of) Expérience d’Haiti pour la protection des consommateurs
RGQ/302 2016-12-06 Co-Rapporteurs for Ques- | Draft Final Report for Question 6/1
(Rev.1) tion 6/1
[OR]
RGQ/298 2016-11-25 Palestine(*) Explain the special resolution to protect subscribers
+Ann.1 added services through operators networks
RGQ/264 2016-11-14 Norway Creating a metric for cyber security culture
RGQ/261 2016-11-14 Tactikom (Sénégal) New environment having direct influence on methods of
determining costs of electronic communication services
in the new sectoral ecosystem. Amendments to Chapter
5 of the draft final report
RGQ/255 2016-10-31 Oman Telecommunica- Standard customer agreement
tions Regulatory Authority
(TRA)
1/364 2016-09-07 United Kingdom and Initial consideration of responses to numbering misuse
Northern Ireland survey as a contribution to the Question 6/1 report
1/358 2016-09-07 Telecommunication Devel- | Overview of input received through the ITU-D Study
+Ann.1 opment Bureau Group 1 Question 6/1 Global survey on telephone num-
bering misuse and misappropriation
1/348 2016-08-15 Benin (Republic of) Actions réglementaires en faveur de I'implantation des
stations radioélectriques et la protection des personnes
contre les contre les effets des champs électriques, mag-
nétiques et électromagnétiques
1/340 2016-08-05 Co-Rapporteur for Ques- Lignes directrices pour la Question6/1
tion 6/1
1/325 2016-08-05 Cote d’Ivoire (Republic of) | Risks associated with the reallocation of cancelled num-
bers: rights and freedoms of subscribers appearing in a
telephone directory
1/323 2016-08-05 Cote d’lvoire (Republic of) | Renforcement du cadre légal de la protection des con-
sommateurs: Cas de la Cote d’Ivoire
1/308 2016-08-04 BDT Focal Point for Ques- | GSR 2016 Discussion Papers and Best Practice Guidelines
+Ann.1 tion 6/1
1/293 2016-08-02 Co-Rapporteur for Ques- | Draft Report of Question 6/1: Consumer information,
tion 6/1 protection and rights: Laws, regulation, economic bases,
[OR] consumer networks
1/274 2016-07-22 Guinea (Republic of) The numbering plan in Guinea
(Rev.1)
1/246 2016-04-05 Rapporteurs for Question | Report of the Rapporteur Group Meeting on Question

6/1

6/1, Geneva, 5 April 2016



http://www.itu.int/md/D14-SG01.RGQ-C-0311
http://www.itu.int/md/D14-SG01.RGQ-C-0310/en
http://www.itu.int/md/D14-SG01.RGQ-C-0302/en
http://www.itu.int/md/D14-SG01.RGQ-C-0302/en
http://www.itu.int/md/D14-SG01.RGQ-C-0298/en
http://www.itu.int/md/D14-SG01.RGQ-C-0264/en
http://www.itu.int/md/D14-SG01.RGQ-C-0261/en
http://www.itu.int/md/D14-SG01.RGQ-C-0255/en
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0364
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0358
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0348
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0340
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0325
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0323
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0308
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0293
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0274
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0246
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Web Received Source Title
RGQ/242 2016-04-15 Rapporteur for Question Working document: draft Question 6/1 report following
6/1 the 5 April 2016 Q6/1 meeting
RGQ/210 2016-03-18 Brazil (Federative Repub- | “ANATEL explains” campaign
lic of)
RGQ/200 2016-03-21 United Kingdom of Great | Title to be added (contribution from UK, Australia, Samoa,
Britain and Northern Vanuatu and Papua New Guinea
Ireland, Australia, Papua
New Guinea, Vanuatu
(Republic of)
RGQ/199 2016-03-16 China (People’s Republic Consumer protection in the convergent era: user domi-
of) nant right is rising up
RGQ/195 2016-03-14 Rapporteur pour la Ques- | Chapitre 4 du rapport de la Question 6/1
tion 6/1
RGQ/179 2016-03-06 African ICT Consumers Resolution 64 (Rev. Dubai, 2014)
Network (AICN)
RGQ/178 2016-03-06 | African ICT Consumers Les lignes directrices de Bahrein
Network (AICN)
RGQ/165 2016-02-17 Gambia (Republic of the) | A case to adopt child online protection initiatives across
LDCs
RGQ/164 2016-02-18 Benin (Republic of) Collaboration between a regulatory agency and consum-
ers’ associations: the case of Benin
RGQ/162 2016-02-18 Benin (Republic of) Regulatory measures for the protection of telecommuni-
cation service consumers in Benin
RGQ/159 2016-02-22 Central African Republic Legislative and regulatory framework for the protection
of ICT consumers in the Central African Republic
RGQ/123 2015-09-11 Mexico Actions to benefit telecommunication service users in
Mexico
1/230 2015-09-03 Zimbabwe (Republic of) Consumer protection: the Zimbabwean experience
1/225 2015-09-01 BDT Focal Point for Ques- | Background Documents for Report
+Ann.1 tion 6/1
1/216 2015-08-30 Saudi Arabia (Kingdom of) | The applicant/user's protection
1/198 2015-08-21 Zimbabwe (Republic of) To use of not to use cloud computing?: The question for
the developing world
1/197 2015-08-21 Viet Nam (Socialist Repub- | The state of telecommunications consumers protection —
lic of) The need for distinct regulation
1/189 2015-08-12 | Telefon AB — LM Ericsson | Evolution in mobile broadband networks, for its consider-
ation in the reports
1/166 2015-07-31 Brazil (Federative Repub- | Telecommunication consumer and its rights: proposed
lic of) text for Chapter 2 of the Report of Question 6/1
1/159 2015-07-31 Co-Rapporteur for Ques- | Draft outline for the final report of Question 6/1 and task

tion 6/1

distribution



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0242
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0210
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0200
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0199
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0195
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0179
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0178
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0165
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0164
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0162
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0159
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0123
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0230
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0225
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0216
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0198
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0197
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0189
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0166
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0159
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Web Received Source Title
1/153 2015-07-29 Australia, Papua, New Proposed amended questions on numbering misuse
(Rev.1) Guinea, Samoa (Indepen-
dent State of), United
Kingdom of Great Britain
and Northern Ireland,
Vanuatu (Republic of)
1/133 2015-07-16 Gambia (Republic of the) | A case to adopt Child Online Protection initiatives across
LDCs
1/106 2015-05-07 Rapporteurs for Question | Report of the Rapporteur Group Meeting on Question
6/1 6/1, Geneva, 14 April 2015
1/88 2015-04-03 China (People’s Republic National Committee of Telecom Users work effectively to
of) improve telecom services
RGQ/106 2015-03-31 Australia, Samoa (Inde- Proposed questions to assist combatting Numbering
(Rev.1) pendent State of), United | Misuse
Kingdom of Great Britain
and Northern Ireland,
Vanuatu (Republic of)
RGQ/100 2015-03-31 Oman (Sultanate of) Standard Customer Agreement
RGQ/73 2015-03-10 Benin (Republic of) Collaboration entre une Agence de régulation et les asso-
ciations de consommateurs: cas du Bénin
RGQ/66 2015-03-03 United Kingdom of Great | Numbering misuse — A tutorial
Britain and Northern
Ireland
RGQ/46 2015-02-26 India (Republic of) Input for Question 6/1
RGQ/38 2015-02-25 Cameroon (Republic of) Consumer protection in respect of electronic communi-
cation products and services in Cameroon
RGQ/22 2014-09-08 Democratic Republic of DRC's experience with regulatory policy on ICT consumer
the Congo protection
RGQ/12 2014-12-15 Rapporteurs for Question | Draft work plan for Question 6/1
(Rev.1) 6/1
1/52 2014-08-28 China (People's Republic Recent progress in the field of telecommunications
of) consumers
1/44 2014-08-13 BDT Focal Point for Ques- | List of resources which may be useful for the work on
tion 6/1 Question 6/1
1/41 2014-08-05 Cote d’Ivoire (Republic of) | Externalisation de la gestion client: impact des calls
center sur le droit de recours des consommateurs aupres
du service clientele
1/38 2014-08-04 Telecommunication Devel- | Quality of Service Training Programme (QoSTP)
+Ann.1 opment Bureau
1/36 2014-07-31 Brazil (Federative Repub- | Consumers website in Brazil
lic of)
1/35 2014-07-31 Brazil (Federative Repub- | General regulation on consumer rights of telecom

lic of)

services

Contributions for QAIl for Rapporteur Group and Study Group meetings



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0153
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0133
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0106
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0088
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0106
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0100
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0073
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0066
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0046
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0038
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0022
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0012
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0052
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0044
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0041
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0038
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0036
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0035
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Web Received Source Title
1/458 2017-03-17 Telecommunication Feedback received through the survey on ITU-D Study
+Ann.1 Development Bureau Group Questions, Procedures, and Proposals on Future
Activities
1/457 2017-03-17 Telecommunication Innovation activities in ITU-D
Development Bureau
1/454 2017-03-15 Russian Federation Proposals for the revision and rearrangement of ITU-D
Study Groups 1 and 2’ Study Questions
1/447 2017-03-09 Rapporteur for Question Analysis of feedback received through the global survey
+Ann.1-2 9/2 on the work of ITU-D study groups
1/434 2017-02-22 Vice-Chairman, ITU-D Study Groups, study Questions, and working method for
Study Group 2, and WTDC-17
Co-Rapporteur for Ques-
tion 8/2
1/432 2017-02-17 Cote d'lvoire (Republic of) | Draft texts for the revision of the study Questions and
+Ann.1 new Questions for the period 2018-2021
1/431 2017-02-17 Cote d'lvoire (Republic of) | Proposal for new Question on Internet of Things for the
study period 2018-2021
1/396 2017-01-30 Chairman, ITU-D Study Survey on ITU-D Study Group Questions, Procedures, and
Group 1, Vice-Chairman, Proposals on Future Activities
ITU-D Study Group 1
1/371 2016-09-07 Telecommunication Update on innovation activities to ITU-D Study Groups
Development Bureau
1/332 2016-08-05 General Secretariat WSIS Stocktaking 2014-2016 Regional Reports of ICT Proj-
ects and Activities
1/331 2016-08-05 General Secretariat WSIS Prizes 2016-2017
1/330 2016-08-05 General Secretariat WSIS Stocktaking 2016-2017
1/310 2016-08-04 General Secretariat WSIS Action Line Roadmaps C2, C5 and C6
1/309 2016-08-04 General Secretariat ITU's Contribution to the Implementation of the WSIS
Outcomes 2016
1/307 2016-08-04 General Secretariat WSIS Forum 2016 and SDG Matrix
1/306 2016-08-04 General Secretariat WSIS Action Lines Supporting Implementation of the
SDGs
1/305 2016-08-04 General Secretariat WSIS Forum 2016: High Level Track Outcomes and Exec-
utive Brief
1/304 2016-08-04 General Secretariat WSIS Forum 2016 Outcome Document — Forum Track
1/303 2016-08-04 General Secretariat WSIS Forum 2017 — Open Consultation Process

(Rev.1)



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0458
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0457
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0454
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0447
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0434
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0432
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0431
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0396
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0371
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0332
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0331
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0330
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0310
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0309
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0307
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0306
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0305
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0304
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0303
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Web Received Source Title

1/253 2016-05-31 Chairman, ITU-D Study Compendium of Draft Outlines for expected outputs to

(Rev.1) Group 1 be produced by ITU-D Study Group 1 Questions and Res-

+Ann.1 olution 9 (September 2016)

RGQ/204 2016-03-18 BDT Focal Point for Ques- | Outcomes of RA-15WRC-15 and CPM19-1 related to

tion 8/1 and Resolution 9 | ITU-D

RGQ/152 2016-02-18 Kazakhstan (Republic of) Contribution from Kazakhstan to Questions 1/1, 2/1, 3/1,
4/1,5/1,6/1,7/1,8/1 and 5/2

1/232 2015-09-13 Chairman, ITU-D Study Work plan for ITU-D Study Group 1 (September 2015)

+Ann.1 Group 1

1/231 2015-09-04 Chairman, ITU-D Study Compendium of Draft Outlines for Expected Outputs to

(Rev.1) Group 1 be Produced by ITU-D Study Group 1 Questions and Res-
olution 9 (September 2015)

1/229 2015-09-02 Argentine Republic Draft new Resolution: “Telecommunication/ICT acces-

(Rev.1) sibility for persons with disabilities and persons with
specific needs”

1/228 2015-09-02 Argentine Republic Modification of the Resolution ITU-R 61 “Contribution in

(Rev.1) implementing the outcomes of the World Summit on the
Information Society”

1/200 2015-08-25 Telecommunication ITU-D Study Groups Innovation update

Development Bureau
1/183 2015-08-07 | Telecommunication 1st ITU-D Academia Network Meeting
Development Bureau

1/145 2015-07-24 General Secretariat WSIS Forum 2015: High level policy statements, Outcome
document, Reports on WSIS Stocktaking

1/126 2015-07-06 Uganda (Republic of) Increasing women'’s participation in ITU Study Groups’
work

1/125 2015-06-29 BDT Focal Point for Ques- | ITU GSR15 discussion papers and best practice guidelines

tion 1/1
1/70 2014-09-18 | Chairman, ITU-D Study Appointed Rapporteurs and Vice-Rapporteurs of ITU-D
Group 1 Study Group 1 Questions for the 2014-2018 period
1/66 2014-09-04 | Telecommunication List of information documents
Development Bureau
1/65 2014-09-03 Australia, Samoa (Inde- Numbering misappropriation
pendent State of), United
Kingdom of Great Britain
and Northern Ireland,
Vanuatu (Republic of)

1/64 2014-09-03 Intel Corporation New question for ITU-D Study Group 1 (2014-2018):
Assistance to developing countries for the implementa-
tion of ICT programs in education

1/50 2014-08-28 United States of America | Selected recent developments in U.S. spectrum
management

1/48 2014-08-23 Nepal (Republic of) Need for developing detailed table of contents for each

Question under both the ITU-D Study Groups at the
beginning



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0253
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0204
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0152
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0232
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0231
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0229
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0228
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0200
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0183
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0145
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0126
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0125
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0070
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0066
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0065
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0064
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0050
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0048
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Web Received Source Title
1/38 2014-08-04 Telecommunication Quiality of Service Training Programme (QoSTP)
+Ann.1 Development Bureau
1/22 2014-06-27 BDT Focal Point for Ques- | Status report on Regulatory and Market Environment
tion 1/1
1/5 2014-09-08 Telecommunication Candidates for Rapporteurs and Vice-Rapporteurs of
(Rev.1-2) Development Bureau ITU-D Study Group 1 and 2 study Questions for the 2014-
2018 period
1/4 2014-09-01 Telecommunication List of WTDC Resolutions and ITU-D Recommendations
Development Bureau relevant to the work of the ITU-D Study Groups
1/3 2014-08-20 Telecommunication Resolution 9 (Rev. Dubai, 2014): Participation of coun-
Development Bureau tries, particularly developing countries, in spectrum
management
1/2 2014-08-20 Telecommunication Resolution 2 (Rev. Dubai, 2014): Establishment of study
+Ann.1 Development Bureau groups + Full text of all ITU-D Study Group 1 Questions
in Annex 1
1/1 2014-06-11 Telecommunication Resolution 1 (Rev. Dubai, 2014): Rules of procedure of the

Development Bureau

ITU Telecommunication Development Sector

Liaison Statements

Web

1/446

Received

2017-03-03

Source

ITU-T Study Group 11

Title

Liaison Statement from ITU-T SG11 to ITU-D Study Group
1 Question 6/1 and to Study Group 2 Question 4/2 on
ITU-T SG11 work on the combat of counterfeit ICT devices
and mobile device theft

1/433

2017-02-22

ITU-T Study Group 11

Liaison Statement from ITU-T SG11 to ITU-D SG1
Questions 2/1, 3/1, 6/1 on Operational Plan for imple-
mentation of WTSA-16 Resolution 95

1/257

2016-06-28

ITU-T Study Group 12

Liaison Statement from ITU-T SG12 to ITU-D SG1 and SG2
on revised definition of Quality of Experience (QoE) and
new terms in Rec. P.10/G.100

1/256

2016-06-28

ITU-T Study Group 12

Liaison Statement from ITU-T SG12 to ITU-D SG1 and SG2
on ITU inter-Sector coordination (reply to TSAG LS17)

RGQ/127

2015-12-21

ITU-T Study Group 11

Liaison statement from ITU-T SG11 to ITU-D Study Group
1 and 2 on the progress on standardization work to
combat Counterfeit ICT devices

RGQ/6

2014-11-27

ITU-T Study Group 11

Liaison Statement from ITU-T SG11 to ITU-D Study Groups
on the Progress on the Technical Report on Counterfeit
ICT Equipment

RGQ/3

2014-09-12

ITU-T Study Group 12

Liaison Statement from ITU-T SG12 to ITU-D SG1 Q6/1 on
indices

Liaison Statements for QAIl

Web Received Source Title
1/460 2017-03-17 | ITU-T JCA-AHF Liaison Statement from ITU-T JCA-AHF to ITU-D SG1 on
recent meeting reports of Joint Coordination Activity on
Accessibility and Human Factors (JCA-AHF)
1/456 2017-03-17 | ITU-T JCA-AHF Liaison Statement from ITU-T JCA-AHF to ITU-D SG1 on Call

for voluntary contributions to the ITU Accessibility Fund



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0038
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0022
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0005
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0004
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0003
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0002
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0001
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0446
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0433
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0257
https://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0256
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0127
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0006
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0003
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0460
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0456
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Web Received Source Title
1/398 2017-01-31 ITU-T Study Group 12 Liaison Statement from ITU-T SG12 to ITU-D SG1 and SG2
on operational plan for implementation of WTSA-16 Reso-
lution 95 (Hammamet, 2016)
RGQ/260 2016-10-31 ITU-T Study Group 15 Liaison Statement from ITU-T SG15 to ITU-D Study Groups
1 and 2 on the latest version of the Access Network Trans-
port (ANT), Smart Grid and Home Network Transport (HNT)
Standards Overviews and Work Plans
1/287 2016-07-29 TSAG Liaison Statement from TSAG to ITU-D Study Groups on ITU
inter-sector coordination
1/286 2016-07-29 | ITU-T JCA-AHF Liaison statement from ITU-T JCA-AHF Chairman to ITU-D
SG1 on JCA-AHF recent meeting report
1/257 2016-06-28 [TU-T Study Group 12 Liaison Statement from ITU-T SG12 to ITU-D SG1 and SG2
on revised definition of Quality of Experience (QoE) and
new terms in Rec. P.10/G.100
1/256 2016-06-28 ITU-T Study Group 12 Liaison Statement from ITU-T SG12 to ITU-D SG1 and SG2
on ITU inter-Sector coordination (reply to TSAG LS17)
RGQ/204 2016-03-18 | BDT Focal Point for Ques- | Outcomes of RA-15WRC-15 and CPM19-1 related to ITU-D
tion 8/1 and Resolution 9

RGQ/186 2016-03-09 ITU-R Study Groups- Liaison statement from ITU-R WP 5D to ITU-D SG1 on
Working Party 5D (IMT Working document towards a preliminary draft new report
System) ITU-R SM.(innovative regulatory tools)

RGQ/181 2016-03-07 ITU-T Study Group 15 Liaison statement from ITU-T SG15 to ITU-D SG1 and 2 on
the latest version of the Access Network Transport (ANT),
Smart Grid and Home Network Transport (HNT) Standards
Overviews and Work Plans

RGQ/172 2016-03-03 ITU-D Study Group 1 Liaison statement from ITU-T Study Group 15 to ITU-D SG 1
and 2 on ITU-T SG15 OTNT standardization work plan

RGQ/171 2016-03-03 ITU-T Study Group 15 Liaison statement from ITU-T Study Group 15 to ITU-D SG
1 and 2 on new technical classification and numbering of
ITU-T L-Series Recommendations

RGQ/139 2016-02-08 | TSAG Liaison statement from TSAG to ITU-D study groups 1 and 2
on ITU inter-Sector coordination

RGQ/124 2015-11-18 ITU-R Study Group Liaison statement from ITU-R Study Group Department to

Department ITU-D SG 1 and 2 on Resolutions approved at the Radio-
communication Assembly (RA-15)

RGQ/118 2015-09-29 | Asia-Pacific Telecommu- | Liaison statement from the APT Standardization Program

nity (APT) Forum (ASTAP) to ITU-D Study Group 1 and 2 on NGN
activities

1/202 2015-08-24 | ITU-T JCA-AHF Liaison Statement from ITU-T JCA-AHF, Chairman to ITU-D
SGs on Draft meeting report of Joint Coordination Activity
on Accessibility and Human Factors (JCA-AHF) in Geneva
on 17 June 2015

1/128 2015-07-10 ITU-T Study Group 15 Liaison Statement from ITU-T SG15 to ITU-D SGs on the

latest versions of the Access Network Transport (ANT),
Smart Grid and Home Network Transport (HNT) Standards
Overviews and Work Plans



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0398
http://www.itu.int/md/D14-SG01.RGQ-C-0260/en
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0287
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0286
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0257
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0256
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0204
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0186
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0181
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0172
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0171
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0139
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0124
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0118
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0202
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0128
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Web Received Source Title
1/127 2015-07-04 ITU-T Study Group 15 Liaison Statement from ITU-T SG15 to ITU-D SGs on ITU-T
SG15 OTNT standardization work plan
1/124 2015-07-12 TSAG Liaison Statement from TSAG to ITU-D Study Groups on ITU
inter-sector coordination
1/120 2015-06-23 ITU-R Study Groups- Liaison Statement from ITU-R WP1B to ITU-D Study Group
Working Party 1B 1 on Working document towards a preliminary draft new
report ITU-R SM on Innovative regulatory tools
1/116 2015-05-19 | ITU-T Focus Group on Liaison Statement from ITU-T FG-SSC to ITU-D SGs on Final
SSC deliverables of the Focus Group on Smart Sustainable
Cities (FG-SSC) and proposal of a new Study Group
1/113 2015-05-12 ITU-T Study Group 13 Liaison Statement from ITU-T SG13 to ITU-D SGs on Devel-
opment of the Roadmap on IMT
1/100 2015-04-30 ITU-T Study Group 11 Liaison Statement from ITU-T SG11 to ITU-D Study Groups
on the progress on standardization work to combat Coun-
terfeit ICT devices
1/99 2015-04-29 ITU-T Study Group 16 Liaison Statement from ITU-T SG16 to ITU-D SGs on ITU-D
SG1 and SG2 Questions of interest to ITU-T Study Groups
1/98 2015-04-29 ITU-T Focus Group on Liaison Statement from ITU-T Focus Group on Digital Finan-
Digital Financial Services | cial Services (DFS) to ITU-D Study Groups on BDT’s work on
ITU m-Powering Development
1/97 2015-04-29 ITU-T Focus Group on Liaison Statement from ITU-T Focus Group on Digital Finan-
Digital Financial Services | cial Services (DFS) to ITU-D Study Groups concerning its
work
RGQ/68 2015-03-03 ITU-T Study Group 16 Liaison Statement from ITU-T SG16 to ITU-D SGs on ITU-D
SG1 and SG2 Questions of interest to ITU-T Study Groups
RGQ/28 2015-02-10 ITU-R Study Groups- Liaison Statement from ITU Radiocommunication Study
Working Party 5D Groups WP5D to ITU-D Study Groups concerning the Hand-
book on “Global Trends in IMT”
RGQ/27 2015-02-10 ITU-R Study Groups- Liaison Statement from ITU Radiocommunication Study
Working Party 5D Groups WP5D to ITU-D Study Groups concerning the Hand-
book on “Global Trends in IMT”
RGQ/21 2015-01-23 ITU-T FG DFS Liaison Statement from ITU-T Focus Group on Digital Finan-
cial Services (DFS) to ITU-D Study Groups on BDT’s work on
ITU m-Powering Development
RGQ/20 2015-01-22 ITU-T FG DFS Liaison Statement from ITU-T Focus Group on Digital Finan-
cial Services (DFS) to ITU-D Study Groups concerning its
work
1/18 2014-05-23 | ITU-T JCA-AHF Liaison Statement from ITU-T Joint Coordination Activity
on Accessibility and Human Factors (JCA-AHF) on Assistive
Listening Devices (ALD) and the allocation of Mobile Phone
Services in the 2.3-2.4 GHz band
1/16 2014-03-10 ITU-T Study Group 11 Liaison Statement from ITU-T Study Group 11 to ITU-D
SG1 and SG2 on Request for status update from GSMA and
ITU on proposed studies on the issue of mobile theft, grey
market and counterfeit devices
1/15 2014-03-10 ITU-T Study Group 11 Liaison Statement from ITU-T Study Group 11 to ITU-D SG1

(Rev.1)

and SG2 on Technical report on counterfeit equipment



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0127
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0124
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0120
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0116
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0113
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0100
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0099
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0098
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0097
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0068
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0028
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0027
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0021
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01.RGQ-C-0020
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0018
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0016
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0015
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Web Received Source Title
1/12 2014-02-10 | ITU-T Focus Group on Liaison Statement from the ITU-T FG on Innovation to
Innovation ITU-D SG1 and SG2 on New Standardization Activities for

ITU-T study groups and ICT Innovation Panel

1/9 2013-10-22 ITU-T Focus Group on Liaison Statement from the ITU-T FG on Innovation to
Innovation ITU-D SG1 and SG2 on inputs on ICT innovation panel



http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0012
http://www.itu.int/md/meetingdoc.asp?lang=en&parent=D14-SG01-C-0009
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Annex 2: Summary of workshops, meetings or training activities
India workshop in March 2016

Rapid technological change and its impact on consumer behavior is taking place within an increasingly liberalized
market place in which the global drive to compete brings new challenges to both existing and nascent regulatory
authorities.

In order to ensure that consumers benefit fully from the services the Internet / broadband has to offer, regulators
need to ensure that networks are efficient and reliable, widely accessible (including in remote rural areas) and
affordable. In order to encourage private investment in the infrastructure needed to meet those objectives,
regulators need to create an environment in which communications investment is commercially viable, whilst
at the same time promoting competition to increase choice and drive down prices. The challenge for regulation
is to promote favorable market conditions in which competition can flourish and foster innovation, whilst at the
same time ensuring that consumers’ interests are protected.

The ITU-TRAI Training on Consumer Protection aimed at sharing real experiences, brainstorming on possible
solutions to address existing as well as emerging challenges amongst telecommunication, broadcasting and
converged ICT regulators in the area of protecting consumers in the digital age.

Website: http://www.itu.int/en/ITU-D/Regional-Presence/AsiaPacific/Pages/Events/2016/Mar-ITU-TRAI/home.
aspx.

Table 1A includes the agenda for the workshop.

Table 1A: Agenda for India workshop in March 2016

Day 1: Monday 21 March Day 2: Tuesday 22 March Day 3: Wednesday 23 March

9:00 Registration and TEA/COFFEE TEA/COFFEE TEA/COFFEE
-9.30
Welcome Special Address: Regulatory Initiatives Session 8: Emerging issues for
Welcome address: Mr Sudhir Gupta, on QoS and Consumer Protection in consumers for online services : The
Secretary, TRAI Thailand: Mr. Takorn Tantasith, Secretary | Reconnecting the Customer Inquiry,
General, NBTC, Thailand International Mobile Roaming reg-
ulation, Australian Internet Security
Welcome and brief of the program: Mr. | Session 4: Quality of Service Monitoring Initiative for the reduction of mal-
9.30 Sameer Sharma, Senior Advisor, ITU in India ware and botnets
g 1050 Ms. Jennifer McNeill, General Man-
. ager, Content, Consumer & Citizen,
Keynote Address : Dr. Syed Ismail Shah, | Regulatory framework on Quality of Ser- | \cp1a Australia
Chairman PTA vice: Mr. A. Robert Ravi, Advisor TRAI
Framework of QoS monitoring and
implementation in India : Mr Chandra Protecting rights of consumers
Inaugural address : Mr. R.S. Sharma, Prakash, Member (T) (Rtd.) for online services: Ms. Andirauga
Chairman, TRAI Nongkas, Principal Consumer Ana-
Regulating Unsolicited Commercial lyst, NICTA, Papua New Guinea
Communications: Service Provider’s
Vote of thanks : Mr. C.P.S Bakshi, Advi- Perspective : Mr. Anurag Jain, Airtel
sor, TRAI Implementation of the Metering and Session Chair : Dr. Syed Ismail Shah,
Billing Standards: Mr. Apoorva Yatindra, | Chairman PTA, Pakistan
oo Hisite M/s Anil Ashok &Associates
Audit & assessment of QoS parame-
ters of TSPs in India : Mr. Biswapriya
Bhattacharjee, Vice President, IMRB
International
Session Chair : Mr. U. K. Srivastava, Pr.
Adv TRAI
10.30 MORNING TEA MORNING TEA MORNING TEA
—11.00



http://www.itu.int/en/ITU-D/Regional-Presence/AsiaPacific/Pages/Events/2016/Mar-ITU-TRAI/home.aspx
http://www.itu.int/en/ITU-D/Regional-Presence/AsiaPacific/Pages/Events/2016/Mar-ITU-TRAI/home.aspx
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Day 1: Monday 21 March

Day 2: Tuesday 22 March

Day 3: Wednesday 23 March

Session 1 : Consumer Protection in
Telecom and Broadcasting sector: Indian
Perspective and framework

Initiatives taken by TRAI to safeguard
consumers interest : Mr. Agneshwar Sen
Advisor, TRAI

Session 5: QoS and Consumer Protection

Quiality of Service Monitoring and Con-
sumer Protection :Provisions of QoS

and Consumer Protection, Initiatives to
protect consumer interests, Issues and
challenges : Dr. Syed Ismail Shah, Chair-

Session 9: Consumer Protection :
Challenges and Way Foreword

Session Chair : Mr. S.K Gupta, Pr.
Adv TRAI

11.00
. ; . man PTA, Pakistan Mr. Sameer Sharma, Senior Advisor,
—12.30 | Consumer issues in India: Mr Apoorva ’
. ITU
Mehrotra, Business head, Vodafone
. - X Ms. Jennifer McNeill, General Man-
Consumer Issues : Mr. George Cheriyan, | Provisions, reporting and enforcement o
Director CUTS Int tional £ QoS: Mr. M Ganbold. E " ager, Content, Consumer & Citizen,
e emeen (F:e uolaéorr‘DeuiurlZR(aZnMoon, oTiZer , ACMA, Australia
Making it Easy & Simple for Customers g VISERL, ’ 8 Dr. Syed Ismail Shah, Chairman PTA
to use Broadcasting Services : Mr. Harit Pakistan ! ’
Mgl 0 ety Quality of Service Compliance: Report- Ms. Sharizan Abdul Aziz. MCMC
ing mechanism, Consumer complaint Maiaysia ! !
’ - redressal mechanism, Challenges and
Session Chair: Mr. Sameer Sharma, X N i
. ) innovative techniques: Mr. Satha Touch,
Senior Advisor, ITU . K § .
Licensing Officer, TRC Cambodia Closing Ceremony :
Session Chair : Ms. Jennifer McNeill, Vil Sermear Sharmg. Seisr Adviser
General Manager, Content, Consumer & ITU ’ !
Citizen, ACMA, Australia
Mr. R.S. Sharma, Chairman, TRAI
12.30 LUNCH LUNCH LUNCH
—14.00
Session 2: Protecting consumer interest | Session 6: Monitoring broadband qual-
in broadband services: ICT development | ity of service and Consumer complaint
trends, Consumer Protection , Quality handling mechanism
of Service framework : Sameer Sharma,
ITU
Monitoring broadband quality of service:
Ms.Hemali Menaka Pathirana, Deputy
14.00 Consumer protection under broadband Director Compliance (Consumer Com-
_15.30 | convergent world-How China is taking plaints/Public Awareness), TRCSL Sri
actions: Pricing, QoS promise and Speed | Lanka
Mc')mtoang 3 % @HIER Uit Dep‘uty Consumer complaint handling mecha-
Chief Engineer, CAICT, MIIT, P.R. China . ) .
nism: Mr. Roger Jimmy, Consumer Affairs
Officer, TRR, Vanuatu
Session Chair : Mr. U. K. Srivastava, Pr.
AdVITRAS Session Chair: Ms. Sharizan Abdul Aziz,
MCMC, Malaysia
15.30 AFTERNOON TEA AFTERNOON TEA
—-16.00
Session 3: Consumer Protection in Era of | Session 7: Consumer protection in the
16.00 Online Services : EU digital era
—17.00 Framework of QOS monitoring & QOS

Case Study : Mr. Klaus Pendl, European
Union

Parameters , audit and reporting , Ms.
Sharizan Abdul Aziz, MCMC Malaysia
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Some common lessons that emerged out of this discussions / interactions as follows:

- Consumer protection is a long term investment in trust, loyalty and not simply a cost centre;
- Promote consumer involvement and awareness;

- Ensure accurate reliable information is available;

- Ensure consumers have access to effective redressal mechanism;

- Enforceability of standards where necessary;

- Global response to security concerns;

- Engage industry before during and after regulatory mechanisms are invoked and encouraging industry to
resolve consumer and quality issues through collaborations, engagements, education and awareness.

People’s Republic of China workshop in November 2016

ICTs are recognized as the foundation upon which the pillars of economic and social development can grow.
There is increased recognition that we need ecosystems that include not only ICT/telecommunication operators
and service providers, but also banks and other partners, to connect the world and create value for business.
This will bring regulatory questions and opportunities for business and consumers. As the Internet of Things is
impacting people and societies, there are issues that regulators and policy makers, as well as consumers, face
with regard to business models, e-commerce, cross-border transactions and communications. We need to work
together to create an inclusive dialogue to foster an enabling regulatory environment between regulators across
the sectors and remove the barriers that hinder progress for consumers.

ITU-D Study Group 1 Question 6/1 dedicated to “Consumer information, protection and rights: Laws, regulation,
economic bases, consumer networks” has as one of its outcomes requested by WTDC-14, the organization of
seminars in all regions on consumer protection, covering areas such as consumer information, protection and
rights, laws, economic and financial bases, and consumer networks. In this regard, the workshop on 10 and 11
November 2016 focused on “Consumer protection in a digital collaborative economy”.

The Question 6/1 expert meeting on 9 November 2016 aimed to further progress the ongoing work on
Question 6/1 on developing practical guidelines for consumer protection and as such will prepare inputs for
consideration during the January 2017 ITU-D Study Group 1 Question 6/1 Rapporteur Group meeting.

Table 2A includes the workshop agenda.

Table 2A: Agenda for China workshop in November 2016

8 November
Time Agenda item Venue
15:30-21:30 Arrival and registration CQUPT Hotel
18:30-19:30 Dinner CQUPT Hotel
9 November
Time Agenda item Venue
8:30-10:00 Expert Meeting Conference Room
1. Review the expected content/outline for the Question 6/1 expected deliv- 203 in Yifu Building
erables for the 2014-2017 study period
2. Review the draft Final Report for Question 6/1
10:00-10:30 Coffee/tea break
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10:30-12:00 Expert Meeting Conference Room
1. Consider/discuss contributions and input that have not yet been incorpo- 203 in Yifu Building
rated into the Q6/1 deliverables and propose action to be taken
2. Discuss the work plan, actions and agree on meeting outputs to be pre-
sented to the January 2017 Question 6/1 Rapporteur Group meeting
(revised Draft Report, Guidelines, possible Draft Recommendation, etc.)
3. Discuss interesting topics in consumer protection that could be worth
considering for study during the next study period
4. Any other business
12:00-13:00 Lunch CQUPT Hotel
13:00-14:00 Lunch Break (Free Time)
14:00-18:00 Visit: Chongging City Planning Museum and Smart Zone Chongging
Downtown
18:30-19:30 Dinner reception hosted by China Telecom Chongging Branch Road Nanbin
10 November
Time Agenda item Venue
8:30-9:15 Opening Ceremony Lecture Hall in
Host: Prof. Wan Xiaoyu, Dean, School of Economics and Management, Yifu Building
Chongging University of Posts and Telecommunications
1. Introduction to the guests
2. Speech by Mr. Zhang Huan, Ministry of Industry and Information
Technology
3. Speech by representative from co-organizers
- Ms. Xu Hong, Deputy Director General, Chongging Administration of
Communication
- Prof. Li Lin, Schoolmaster, Chongging University of Posts and
Telecommunications.
4.  Speech by Ms. Sofie Maddens, Head of Regulatory and Market Environ-
ment Division, ITU
5. Group photo
9:15-10:15 Workshop theme 1: Are current consumer protection measures suitable for connect- Lecture Hall in
ing the world and the Internet of things? . o
Yifu Building
Moderator: Dr. Chen Jingiao, Co-Rapportuer of Question 6/1 for ITU-D Study
Group 1, Deputy Chief Engineer of CAICT, MIIT
1. Invitation Report: Mr. Chen Yuping, Secretary General, National Telecom
User Committee
2. Invitation Report : Ms. Yin Yuan, Vice-President, China Telecom Chongging
company
3. Invitation Report: Mr. Wu Suoning, Chief Editor, People’s Post
4. Discussion
10:15-10:40 Coffee/tea break
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10:40-11:40 | Workshop theme 2: Can digital platform enable consumers and Lecture Hall in
?
entrepreneurs? Yifu Building
Moderator: Mr. Bohyun Seo, TDAG Vice-Chairman, Expert from the Republic
of Korea
1. Invitation Report: Ms. Sofie Maddens, Head of Regulatory and Market
Environment Division, ITU
2. Invitation Report: Vice-President of China Mobile Chongging Company
3. Invitation Report: Mr. Liu Xuehui, Product Manager, Incorporated China
Branch, Qualcomm
4. Discussion
12:00-13:00 Lunch: buffet CQUPT Hotel
13:00-14:00 Lunch Break (Free Time)
14:00-15:00 | Workshop theme 3: Information consumption in Chongging Lecture Hall in
Moderator: Mr. Wu Suoning, Chief Editor, People’s Post Yifu Building
1. Invitation Report: Leader of Chongging Economic and Information
Committee
2. Invitation Report: Ms. Xu Xiaoli, Inspector General, Consumer experiment
in North East Asia, Ericsson
3. Invitation Report: Prof. Wan Xiaoyu, Dean, School of Economics and Man-
agement, Chongging University of Posts and Telecommunications
4. Invitation Report: Representative from Chonggqing internet company
5. Discussion
15:00-15:20 Coffee/tea break
15:20-16:20 | Workshop theme 4:Channels available for payment - International Mobile Lecture Hall in
sirlalle Yifu Building
Moderator: Mr. Zhou Jianming, Senior General Manager,
China Mobile Group
1. Invitation Report: Prof. Zeng lJiangiu, Beijing University of Posts and
Telecommunications
2. Invitation Report: Ms. Venerande Mukamurera, Expert representative
from Rwanda
3. Invitation Report: Vice-President of China Unicom Chongging Company
4. Discussion
16:20-16:40 Coffee/tea break
16:40-17:40 | Workshop theme 5: Protect consumers in a global e-Commerce world Lecture Hall in
Moderator: Mr. Me. Moshiur Rahman, Expert representative from Yifu Building
Bangladesh
1. Invitation Report: Secretary General, Chong Qing Consumer Protection
Committee
2. Invitation Report: Dr. Gu Qifeng, Deputy Dean, BIMBA Project, National
Development Research of Beijing University
3. Invitation Report: Mr. Zian Shah Kabir, Expert representative from
Bangladesh
4. Discussion
18:30-19:30 Welcome dinner CQUPT Hotel

11 November
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Time Agenda item Venue
8:30-11:30 Investigation: Smart health and broadband village Chongging Tongnan
12:00-13:30 Lunch Chongging Tongnan
14:00-15:30 Investigation: Smart school University Town
18:30-19:30 Dinner CQUPT Hotel

Workshop theme 1: Are current consumer protection measures suitable for connecting the world and the
Internet of things?

Moderator: Dr. Chen Jingiao, Co-Rapporteur of Question 6/1 for ITU-D Study Group 1, Deputy Chief Engineer
of CAICT, MIIT

Invitation Report: Mr. Chen Yuping, Secretary General, National Telecom User Committee:
[Presentation]

Invitation Report: Ms. Yin Yuan, Vice-President, China Telecom Chongging company [Presentation]
Invitation Report: Mr. Wu Suoning, Chief Editor, People’s Post

Discussion

Workshop theme 2: Can digital platform enable consumers and entrepreneurs?

Moderator: Mr. Bohyun Seo, TDAG Vice-Chairman, Expert from the Republic of Korea

Invitation Report: Ms. Sofie Maddens, Head of Regulatory and Market Environment Division, ITU [Presentation
1] [Presentation 2]

Invitation Report: Vice-President of China Mobile Chongging Company

Invitation Report: Mr. Liu Xuehui, Product Manager, Incorporated China Branch, Qualcomm [Presentation]
Discussion

Workshop theme 3: information consumption in Chongqing

Moderator: Mr. Wu Suoning, Chief Editor, People’s Post

Invitation Report: Leader of Chongging Economic and Information Committee [Presentation]

Invitation Report: Ms. Xu Xiaoli, Inspector General, Consumer experiment in North East Asia, Ericsson
[Presentation]

Invitation Report: Prof. Wan Xiaoyu, Dean, School of Economics and Management, Chongging University of Posts
and Telecommunications [Presentation]

Invitation Report: Representative from Chongging internet company [Presentation]

Discussion

Workshop theme 4: channels available for payment — international mobile roaming

Moderator: Mr. Zhou Jianming, Senior General Manager, China Mobile Group [Presentation]

Invitation Report: Prof. Zeng Jiangiu, Beijing University of Posts and Telecommunications [Presentation]

Invitation Report: Ms. Venerande Mukamurera, Expert representative from Rwanda
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Invitation Report: Vice-President of China Unicom Chongging Company

Discussion

Workshop theme 5: protect consumers in a global e-Commerce world
Moderator: Mr. Me. Moshiur Rahman, Expert representative from Bangladesh
Invitation Report: Secretary General, Chong Qing Consumer Protection Committee

Invitation Report: Dr. Gu Qifeng, Deputy Dean, BiMBA Project, National Development Research of Beijing
University

Invitation Report: Mr. Zian Shah Kabir, Expert representative from Bangladesh
Discussion

- Expert meeting for Q6/1 and workshop on consumer protection report can be found at:
http://www.itu.int/oth/D0708000010/.

Benin workshop in March 2017

The International Telecommunication (ITU) Regional Forum on Consumer Information, Protection and Rights for
Africa organized by the Telecommunication Development Bureau (BDT), in collaboration with the Government
of the Republic of Benin, the Network of African Consumers in ICT (RECATIC) and the Regulatory Authority of
Postal and Electronics Communications (ARCEP) provided a platform for sharing experiences to address existing
as well as emerging challenges amongst telecommunication, broadcasting and converged ICT policy makers,
regulators and the industry in the area of consumers’ rights and protection in the digital age.

Table 3A: Agenda for Benin workshop in March 2017

Day 1: Tuesday 14th March

9.00-9.30 Registration

9.30- 10.15 Opening Ceremony

Welcome address: Romain Houéhou, Secretary-General ,RECATIC
Keynote address: Ali Drissa Badiel, ITU Area Representative, West Africa
Keynote address: Flavien Bachabi, Chairman, ARCEP

Opening address: H.E. Rafiatou Monrou, Minister Digital Economy and Communication, Benin

10:15-10:45 Coffee Break

10:45- 12:00 Session 1: A Macro — Overview — ICT4SDG and Consumer Protection: This session reviews the role
of ICTs as a foundation for economic and social development-What do SDGs mean for consumers in
Africa and what is the role of ICTs in achieving the SDGs

1.1 Global ICT trends, SDGs and implication for Consumer —Ali-Drissa Badiel, ITU
1.2 International, Regional & global partnership for SDGs — UNDP Benin

1.3 Sustainable Development: Using What We Have to Get What We Need — Shola Sanni, Policy
Manager, GSMA-Africa

1.4 The Equity Challenges —Russell Southwood — Balancing Act Africa

12:00-13:00 Session 2: Institutional Frameworks and Practices — Policy, Regulation & Advocacy: The session
explores the current concepts and issues pertaining to the implementation of right protection & insti-
tutional frameworks at global and regional level and national level.

2.1 Meriem Slimani, Standardization and Development Coordinator, African Telecommunications
Union (ATU)

2.2 Representative of ARCEP Benin / ReCATIC

2.3 Reuben Gwatidzo -Consumer Advocacy Zimbabwe
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13:00-14:00 Lunch
14:00- 15:30 Session 3: Connecting the Unconnected: Technology and Financing
Developments and Challenges: The session will explore New technologies for developments:
infrastructure, broadband rollout plans, IPv6, Internet exchange points (IXP) and the impact
on international transit in Africa; How can technology lead to content creation and vice-versa
and the need to revising UAS to achieve connectivity.
3.1 Global and regional initiatives and approaches — Ali-Drissa Badiel, ITU
3.2 National frameworks and practices; Burkina Faso case study by Joseph NANA, CT-MDENP
3.3 Gambia — The “Bantaba Outreach’ by Solo SIMA, Director Consumer Affair PURA
15:30- 16:00 Coffee/Tea Break
16:00- 16:45 Session 4: Round table
Moderator: Russell Southwood
The round table examines the policy, regulatory and advocacy gaps, challenges and
solutions for Consumer Protection and Rights in Africa.
4.1 Aminata Kaba, Directrice Générale Adjointe, Autorité de Régulation des Postes et Télécommu-
nications (ARPT)
4.2 ARCEP/Benin
4.3 Ghislaine Carine Essomba Avom — Central Africa Telecommunications Regulators Assembly
(ARTAC)
Day 2: Wednesday, 15th March
9.00-9.15 Recap of day 1 session — Chairman of the forum/ITU
9.15-10.30 Session 5: Consumer protection and Quality of service — This session will examine the
consumer protection measures adopted in the broadband & loT era with a focus on QoS
and QoE.
5.1 QoS and the Digital Tsunami Shola Sanni, Policy Manager, GSMA Africa
5.2 QoS frameworks, audit and assessment of QoS parameters for digital services, enforcement and
redress mechanisms — Country case studies
a. Burkina Faso —Joseph Nana, CT-MDENP
b. Ghana— Abed BANDIM — NCA
c. Nigeria — Hadiza Kachallah — NCC
10:30-11:00 Coffee break
11:00- 12:00 Session 6: Consumer Affordability and Entrepreneurship — The session will examine the

tariff monitoring and regulatory approaches adopted to protect consumers from excessive
pricing, the mechanisms for enhancing consumer price awareness in the digital environment
including price bundles and OTTs.

6.1 The App Economy and implication for consumer protection and Rights — Andre ONANA — ESMT
6.2 International mobile roaming, tariff and costing practices — Anne Rita Ssemboga, ITU

6.3 Price awareness and monitoring approaches for consumer protection Country experience:

a. Reuben Gwatidzo — Consumer Advocacy Zimbabwe

b. Suzy Owona — ART Cameroon
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12:00- 13:00 Session 7: Platforms to empower consumers and entrepreneurship — Case studies on
digital financial inclusion:
7.1 Global Symposium paper on DFS — Ms. Anne Rita Ssemboga ITU,
7.2 Best practices: country experience, operator experience
a. Cote d’ivoire — Peya Bridgette
b. Benin central bank
c.  MTN Mobile Money SA/ASMAB
12:45- 14:00 Lunch break
14:00- 15:30 Session 8: Emerging issues for consumers’ for online protection — Session examines how
consumers can be protected in a global world of e-commerce (mobile devices, mobile/online
payments, counterfeit devices).
8.1 Global consumer protection of e-Commerce — Andre Onana — ESMT
8.2 Safe & Secure Mobile Experience: The Key Issues — Shola Sanni, Policy Manager, GSMA-Africa
8.3 Country experience — Gwa Tobbie Mohammed, NCC, Nigeria
15:30- 16:00 Tea break
16:00- 16:45 Session 9- Round table discussion — Marking the World Consumers Rights Day -Theme:
Building a digital world consumer can trust.
Moderator: Abile Romain Houehou, ReCATIC
Panellists:
a. Agathe Affougnon
b. Robin Accrombessi
c. Hervé Guedegbé
d. Russell Southwood, Balancing Act
Day 3 Thursday 16th March, 2017
9.00-9.15 Recap of day 2- Chairman of the forum
9:15-10.30 Session 10: Child Online Protection — The session presents COP at the regional and
international level highlighting the importance of international cooperation and regional
harmonization.
10.1 International cooperation and COP Guidelines, Anne Rita Ssemboga ITU
10.2 Policy and Practice- Siakou Fall, Data Protection Commission CDP, Senegal
10.3 The SADONUM Platform- Fatou Ndiouck, BOYE
10:30-11:00 Tea break
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11:00- 12:00 Session 11: Effective Information, education and communication strategies — The session
will explore policy, regulatory and industry initiatives undertake to empower consumers in
Africa and enhance their ICT knowledge and skills.
Country case study
11.1 Consumer Out Reach Programs in Uganda — Ibrahim Bbossa, UCC
11.2 |ICT Education and consumer outreach in Rwanda — Vénérande Mukamurera, RURA
11.3 The Kitsong and Digital literacy Program for Botswana —Suzan D. Jacobs, BOCRA

12:00- 13:00 Session 12: Round table — Take home: Collaborative partnerships models and approaches
for consumer Information Protection and Rights for Africa- Requirements and way forward-
Moderator: Aminata Kaba, Directrice Générale Adjointe,
Autorité de Régulation des Postes et Télécommunications (ARPT)
Anne Rita Ssemboga, ITU Presentation: collaborative Regulatory models
Panelists:
a. Abile Romain Houehou, ReCATIC
b. Mariem Slamini, ATU Representative
c. Shola Sanni, GSMA-Africa

12:45- 14:00 Lunch break

14:00- 15:30 Closing Ceremony

The Forum was attended by 131 delegates from 21 countries including regional institutions and academia such
as African Telecommunications Union (ATU), Ecole supérieure multinationale des télécommunications (ESMT)
and GSMA-Africa. All presentations and materials are available at the Forum Website: http://www.itu.int/en/
ITU-D/Regulatory-Market/Pages/Events2016/Benin/Home.aspx.

The forum reviewed a number of topical issues including:

- An overview of ICT4SDG and Consumer Protection and consumer protection and rights for Africa;

- The institutional frameworks, policy, regulation and advocacy for consumer protection at global and
regional level and national level;

- Connecting the Unconnected: Technology and financing developments and challenges for infrastructure,
broadband rollout plans and the need to revising UAS to achieve connectivity;

- Consumer protection and Quality of Service in the broadband & IoT era;

Consumer Affordability and Entrepreneurship. The session examined the tariff monitoring and regulatory
approaches adopted to protect consumers from excessive pricing, the mechanisms for enhancing consumer
price awareness in the digital environment including price bundles and OTTs;

Platforms to empower consumers and entrepreneurship: Case studies on digital financial inclusion;

Emerging issues for consumers’ for online protection, examining how consumers can be protected in a
global world of e-commerce (mobile devices, mobile/online payments, counterfeit devices);

A round table discussion in commemoration of World Consumers Rights Day whose theme was ‘Building
a digital world consumer can trust”;

Child Online Protection;

Effective Information, education and communication strategies to empower consumers in Africa and
enhance their ICT knowledge and skills.

The Forum acknowledged:
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e The Commemoration of the World Consumers rights Day Celebration which featured a round table
discussion with a theme building a digital world consumer we can trust” with a call for increased
cooperation at national and regional level on the promotion of consumer rights and advocacy.

2. The Forum noted:

e The contribution of ICTs and particularly of the mobile sector in Africa to the attainment of the SDGs in
particular by facilitating direct employment and enhancing efficiencies to all sectors of the economy;

e The slow rate of digital transformation due to inadequate infrastructure, affordability, gender and
rural urban inequities — this affects the potential and impact of ICTs for SDGs;

e With the growing economic and social importance of digitalization, there is a need to protect
consumers using Internet services and to ensure that they can continue to use these services safely
and securely. Safeguarding children & vulnerable persons online, mitigating fraud and security threats,
as well as the sale & use of counterfeit devices are major concerns for consumers in Africa;

e The inadequate legal and institutional frameworks for ICT consumer protection at regional and
national level and the limited support provided by Governments and Regulator to ICT Consumer
Associations and networks are barriers to effective consumer protection when using ICTs;

e QoS and QoE remain a major concern for consumers in the region. This is heightened by an exceptional
demand for data as well as by inadequate investment in infrastructure to match the demand and
additional supply constraints such as high cost of international internet connectivity, insufficient
power, counterfeit and poor quality networks and devices;

e Thegrowing significance of the APP economy in Africa; governments and regulators are still struggling
to formulate responses to the multifaceted phenomenon; institutional frameworks, competition and
consumer laws are lagging behind;

e Traditional voice services have definite measurement criteria for tariffs and monitoring usage —i.e.
per second or per minute call, the tools and mechanisms for monitoring data and bundled tariffs and
the usage of data are not definitive and not known to the majority of ICT users in the region.

3. The forum adopted the following guidelines and recommendations;
e Strengthen partnerships between stakeholders to create knowledge exchange platforms and dialogue
at national, regional and international level for consumer protection and rights in Africa;

e Raise awareness of the ITU-D Global Symposium for Regulators 2014 Best Practice Guidelines (GSR14)
as well as of ITU-D Resolution 64 (Rev. Dubai, 2014) and ITU-T Resolution 84 (Hammamet, 2016) on
consumer protection at national and regional level and to integrate the protection and information
on consumer rights in Africa into ITU activities;

e Formalize the organization of a Forum on Consumer Protection to be held at least once every two
years;

e Promote the establishment of consumer associations, their professionalism, and assist in building
their capacity building at national, sub-regional and regional levels;

e Establish effective mechanisms for education, awareness raising and dissemination of information on
issues such as QoS parameters, tariffs, safety and use of internet in particular for children, women
and people with disabilities;

e Adopt an inclusive approach at international, regional and national level for the promotion and
implementation of SDGs, calling upon policy makers, regulators to integrate SDG targets in their
national plans and to bring consumer interests and rights at the center of discussions of all socio
economic development and policies;

e Expand Universal Access Strategies to include the promotion of consumer rights, information,
education and awareness, particularly focusing on security and safety.
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Annex 3: Analysis of the Questionnaire on numbering misuse
The survey questions can be found in the associated Circular letter at: http://www.itu.int/md/D14-CA-CIR-0009/.

How are telephone numbering and associated resources managed (allocate, audited and withdrawn) in
your country?

All of the respondents indicated that there was the concept of control over numbering resources. This was done
either through primary legislation or regulations. There were differences in the approaches that were taken, with
some Member States indicating that there were charges involved as part of the management of the allocation.

There was some variation in the detail that was provided. In some cases the respondents cited ITU-T
recommendations as directing the development of national rules. In other cases the respondents appeared to
have different management responsibilities. For example, some respondents appeared not to have the ability
undertake annual audits or reclaim numbers and other resources if appropriate.

Charging for the allocation of numbers was by no means universal. However, as this was outside of the intent
of the questionnaire, and at a level of detail not sought, no conclusion is offered on this issue.

Is there a National Telephone Numbering Plan, outlining the use that can be made of national telephone
numbers and associated resources?

All but one of the responding countries had a National Telephone Numbering Plan.

Are details of the National Telephone Numbering Plan and associated resources that have been allocated
made available within your countries or notified to the ITU-T?

The majority of respondents make the information available both nationally and notify the ITU.

What are the national rules for managing (allocated, audited and withdrawn) numbering and associated
resources?

The information received was varied. Some of the respondents indicated where further information could be
found, whilst others provided the detail of the management process. With those that provided the further detail
of the national management process there was diversity of the environment in which the processes occurred.
This reflects the national approach to the management of numbers.

What experiences do you have of misuse of other associated resources e.g. SIM BOX? Others? Please provide
details.

The focus of many of the answers to this question when experience of misuse was acknowledged was on SIM
Boxes. It appears from the responses that misuse of SIM box is most prevalent in many Member States in Africa.
There were some occurrences in the Caribbean.

The response to the issue raised by SIM box fraud varied between those Member States. There was recognition
that operators themselves are taking action, that national guidelines to combat illegal SIM box activity existed.
A further point that was noted was that “re-origination” was used in association with by-pass. Associated with
this was the role of Calling Line Identification in association with SIM boxes. One country had banned “spoofing”
of CLI.

In one instance a respondent provided details of the positive use of SIM boxes.

In at least one case it would appear that the instance of the number misuse was related to exploitation between
the length of the overall numbers and the number of digits required for analysis for routing and charging
purposes.

Any other comments?

Whilst many of the respondents indicate that there were no other comments or issues to be raised, those that
did respond covered a number of issues. These issues included identification of misuse of numbers based on
an exploitation of the telephone numbers allocated (as opposed to the number required for analysis), and the
need for continuous review of the numbers assigned.



http://www.itu.int/md/D14-CA-CIR-0009/

BOMPOC 6/1: UHdopmaums ans notpebuteneit, Mx 3alimta U Npasa: 3aKoHbl, HOPMAaTUBHbIE MONOMKEHWS, SKOHOMUYECKME
OCHOBbI, CETU NOTpebuTenen

Also identified was the ability to fight against misuse requiring the systematic identification of all subscribers
and the tax rate for international incoming calls. Other issues that were cited included the role of CLI and the

lack of proper regulation of international telecommunication traffic. It was also suggested that transportation
of SIM cards be prohibited.

In parallel to these issues being raised several respondents indicated a continuous activity to improve the national
regulatory environment to address these issues.
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Annex 4: Selected country cases
Argentina

The National Plan for the Development of Competitiveness and Quality Conditions of Mobile Communication
Services establishes that telecommunication/ICTs and media services networks should be expanded to provide
more and better services to consumers at competitive prices and higher quality.

To this end, the current State policy aims to accelerate the Sector’s growth and development fostering competition
in the market and proposing changes in the legal and institutional framework through clear rules, which ensure
sustainability and predictability in order to restore the pace of investment in the Telecommunications/ICTs
market, and to combat any type of market distortion.

In that sense, the Sector is undergoing a paradigm shift because this new regulation aims to ensure
competitiveness, which will contribute to improve the quality of services for the well-being of consumers/
users, increasing productivity and promoting development and innovation.

The Ministry of Communications, as Enforcement Authority, is currently developing and updating various
Regulations aiming to protect and defend customers and users rights.

- The Mobile Communication Service General Regulations, which shall provide for the introduction of
mechanisms, which allow customers to access information on the quality of the services being provided
and obtain bonuses and/or compensation in case of non-compliance with established quality levels;

- The Spectrum Management and Control Regulations, which shall introduce greater competition among
all services;

- The National Chart of Spectrum Bands Allocation in order to increase the availability of frequencies for
the provision of mobile communication services;

- The National Interconnection and Licensing Regulations with the aim of generating greater sustainable
competition in all networks and services, encouraging market entry for state-of-the-art services in the
framework of technological convergence;

- The Number Portability Regime, which shall be revised and updated;

- The Universal Service General Regulations establishing the National Communication Entity, an autonomous
body under the Ministry of Communications, as the organization in charge of designing the various
programs to be funded from the Universal Service Fund; and

- The National Contingency Plan for disaster response.

This National Plan was launched in contrast to the macroeconomic context of the last years of the previous
government, which showed growing difficulties to import the necessary capital goods for the provision of mobile
communication services.

Lack of investment in infrastructure, delay in the granting of licenses and in the allocation of resources for the
provision of services or in the approval of company control changes, among others, resulted in poor quality
mobile communication services, particularly voice.

This National Plan is based on national regulations which provide that telecommunication and ICTs service
providers may, and in some cases have to, share network infrastructure, buildings (terraces, roofs, towers, lots
and/or structures), facilities, and associated resources, to achieve greater efficiency.

In this sense, the National State has many properties that makes available to the public/private sector operators
for them to install equipment and infrastructure taking into account the growing development and capillarity of
telecommunication networks, which generate increasingly difficult access to sites where to install both antenna
structures and necessary equipment for the normal operation of Mobile Communication Services.

The State Property Administration Agency (AABE) shall be the only organization that may grant permits for the
precarious use of real property owned by the National State, regardless of their jurisdiction of origin. To this
end, telecommunication licensees and independent companies sharing passive infrastructure will be provided
a list of state properties with potential suitability for the installation of shared infrastructure.
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In accordance with the legislation in force, independent companies sharing passive infrastructure do not require a
license, authorization or permit to carry out their activity, without prejudice to the non-discrimination obligation.

To this end, the Judicial Power of the Nation, the Legislative Power of the Nation, the Provinces, the Autonomous
City of Buenos Aires, the Municipalities, the Villages and the National Universities are invited to adhere to the
above mentioned to facilitate the utilization of state assets for the deployment of telecommunication/ICTs and
media service networks.

Another important feature is that the National Plan, through the National Communication Entity, foresees
taking non-ionizing radiation measurements to control that they are within levels that are not detrimental to
human health.

The Ministries of Communications, Environment and Sustainable Development, and Health will carry out
research on non-ionizing radiations and the application of new technologies for health protection, and will
carry out outreach campaigns with the participation of the private sector and NGOs with experience in the field.

Benin

In order to protect the rights and interests of telecommunication service users, ARCEP-BENIN during 2015 began
a process of auditing standard contracts and general service conditions of fixed and mobile telephone operators
and of Internet Access Providers (IAPs).

The results of this activity have made it possible to identify failings which could leave these standard contracts
and general service conditions open to abuse as regards consumers and open the way to recurrent complaints.

The audit is undertaken as a preliminary to the approval of standard contracts and operators’ general service
contracts. This mission was authorized by a decision establishing the list of mandatory provisions in model
contracts or general conditions for the provision of telecommunication services for consumers in the Republic
of Benin.

The following points must be included in standard contracts or general service conditions, in accordance with
article 3 of the regulator’s decision:

- Definitions of technical terms or terms with specific meanings;

- Object of the contract or general conditions for providing services, defined clearly and precisely;
- Contract duration and method of renewal;

- Conditions of subscription and service provision;

- List of documents required;

- Obligations of the customer;

- Obligations of the operator;

- Confidentiality clause;

- Information relating to equipment, in particular concerning precautions for use;

- General conditions of operation, and specifically those relating to protection of personal and medical data;
- Quiality of service clauses;

- Prices or means of price setting;

- Criteria for billing and conditions of payment;

- Financial guarantees, where necessary;

- After-sales services;

- Warranty clauses and so on.

Once the decision was adopted, the operators concerned were informed with a view to ensuring that their
standard contracts or general service conditions would be aligned with it.
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Adoption of this legal instrument provides ARCEP-BENIN with the means of approving and monitoring standard
contracts or general conditions for the provision of electronic communication services, ensuring greater respect
for consumer rights. It enables the regulatory authority to investigate complaints from consumers or consumer
organizations, as required under article 4 of Decree 2014-599 of 9 October 2014 concerning the mandate,
organization and operation of ARCEP-BENIN.

Partnership of ARCEP-BENIN and consumers’ associations

In its relations with consumer associations, ARCEP-BENIN carried out a census which in 2010 identified eight
consumers’ associations in the ICT sector.

Following the census, the consumers' associations formulated a number of demands addressed to the regulator
with a view to:

- Reflecting consumers’ interests in the regulator's activities;

- Improving quality of service;

- Ensuring transparency with regard to charges;

- Ensuring security of personal data;

- Ensuring access for consumers to telecommunication services in the context of universal service;

- Improving awareness of consumers rights and obligations;

- Ensuring assistance from the regulatory authority in providing feedback to the public on training received;

ARCEP-BENIN has noted several types of requirement among consumers' associations concerning:

- Their strong desire to improve their knowledge of the sector; and

- The need to improve their knowledge as regards consumers' rights and obligations in connection with
easily investigated complaints, in accordance with current laws and regulations.

In order to encourage consumers' associations to share in the development of the telecommunication/ICT
sector, a framework for collaboration has been put in place and has facilitated a number of activities, including:

- A capacity-building workshop (3-4 February 2011);
- Two consumer satisfaction surveys in 2011 and 2013;

- Approval of an information leaflet on consumers’ rights and obligations, in collaboration with partner
associations of consumers (20 December 2011);

- National seminar on the effects of non-ionizing radiation and protection of the public (24, 25, 26 April
2012);

- Audit of the mobile telephony operators' customer services (October 2013).

A document base has been set up and made available to consumers' associations and ICT services and can be
used by them as a basis for training. It comprises:

- The telecommunication services guide for users;
- Flyers on consumers rights and obligations;
- Question and answer information sheets to help expedite processing of users’ complaints.

These measures are reinforced by:

- Opening of a customer complaints desk;
- Setting up a toll-free complaints line (131);

- Setting up a Facebook discussion forum for ARCEP-BENIN and users to express their concerns on service
provisions.

On 28 November 2014, this collaborative framework was formalized in a framework cooperation agreement
between ARCEP-BENIN and the eight partner associations of consumers. This agreement provides for the
implementation of projects of common interest by partner associates with funding from ARCEP-BENIN.
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Brazil

The provision of convergent telecommunication services has many implications on the consumers rights, since
most of convergent service operators have been dealing with their clients separately, as customers of a single
service, even when they contracted a bundle. From customer’s point of view, it is hard to understand different
rules applied to similar services provided by the same operator over the same network infrastructure. Therefore,
a redefinition on consumer protection needs, through providing them a better understanding and a clearer view
of their rights regarding telecommunication services must be a priority.

For that reason and focusing on solving repeated complaints, empowering consumers and unifying the regulation
terms of fixed and mobile telephony, TV and broadband by turning them into one convergent resolution, the
National Telecommunication Agency — ANATEL approved on March, 2014, the General Regulation on Consumer
Rights of Telecom Services (GRC), Resolution n2. 632/2014-ANATEL. In order to stimulate competition and
promote balance to the market, smaller operator has lighter obligations. Considering the complexity of new
rules it was fixed different dates for them to be in force. The first term was July 8, 2014.

New rules are as follows:

- Automatic cancellation: Cancel a telecommunications service became simpler after the new regulation.
Even without talking to an attendant, the service can be canceled by internet or by typing a number on the
call center through the interactive voice response system. The automatic cancellation must be processed
by the service provider in a maximum of two working days. During this period, consumer can regret and
the provided service will be charged. Consumers are warned that this ease is only for canceling the entire
contract (Article 15 of the RGC).

- Instant call back for dropped calls: The provider will be required to return the call every time the phone
interaction between the consumer and his call center drops. The service provider is required to return
the call at least one time within 5 minutes to the consumer. (Article 28 of the RGC).

- Prepaid credit: minimum 30 day expiration. All credit for prepaid mobile services must have a minimum
expiration term of 30 days. The companies must also offer options with expiry date of 90 and 180 days
in their own stores and at electronic recharging points. Whenever consumers want to buy credits, it will
be possible to check the expiration term through SMS or by calling a number provided by the company
(Article 68 of the RGC).

- Promotions apply to all: Many providers have promotional offers (with lower prices or even some freebies)
to capture new customers. With the new regulation, anyone, customer or not, has the right to join any
deal advertised by the service provider. If the interested consumers are already clients, they need to be
aware about the possibility of having an early termination fee in their contracts (Article 46 of the RGC).

- Transparency in offers: Before formally closing any contract, the service providers must give consumers a
short summary with clear and organized information about the offer. It should be informed, for example,
whether or not the announced price is valid within a specific period, presenting details of when it starts,
when it ends and what price will be practiced after the end of the promotion (Article 50 of the RGC).

- Billing Related Complaints: Whenever a customer reclaim about a billing and has not yet paid the invoice,
the company will issue a new billing document without the disputed value and then analyze the situation.
If it was already paid, and the analysis concludes that the value has been improperly charged, or if the
company does not respond the claim within 30 days, the customer will be entitled to receive the claimed
amount in double. If after the payment it was verified that the consumer was properly charged, the
consumer will return the amount received. (Articles 83 and 85 of the RGC).

OnJanuary 31, 2014, ANATEL launched a new Consumers website: www.anatel.gov.br/consumidor. It was created
to convey, in simple language and few technical terms, the most relevant information about telecommunications
service and consumers’ rights. The website intents to narrow the relationship with telecom consumers and
provides better information on sectorial issues of consumers’ interest.

Central African Republic
Legal framework of CEMAC

Within the area covered by CEMAC (Central African Economic and Monetary Community), of which the Central
African Republic is a member country, Directive 07/08-UEAC-133-CM-1 of 19 December 2008 established
the legal framework for protection of the rights of users of electronic communication networks and services,


http://www.anatel.gov.br/consumidor
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guaranteeing the rights of users with respect to their private life, the right to information, service quality and
performance, dispute resolution between subscribers and operators, processing of personal data and protection
against cybercrime and cyberattacks.

In addition, CEMAC Regulation 21/08-UEAC-133-CM-18 further strengthens and defines the foundations for
harmonization of the regulations and regulatory policies governing electronic communications in this community
space.

Among the objectives of this subregional regulatory framework are the following:

- Introduction of universal services;

- Full sector liberalization with high-quality services at affordable prices;

- Non-discriminatory access to ICT services;

- Meeting the needs of vulnerable social groups, particularly persons with disabilities;
- Strengthening the rights and obligations of consumers;

- Sustainable consumer protection.
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National legal framework

The Central African Republic is part of the CEMAC community space. Thus, in addition to international directives
and regulations, those adopted at the community level have to be applied at the national level. With respect
to the objectives established by the two above-mentioned community texts, Act 07.020 of 28 December 2007
regulating the telecommunication sector in the Central African Republic was deemed to be inconsistent not only
with Regulation 21/08-UEAC-133-CM-18 of 19 December 2008, but also with five CEMAC Directives, particularly
Directive 07/08-UEAC-133-CM-1 of 19 December 2008.

Thus, a Draft Law on Digital Communications in the Central African Republic, jointly revised and approved by
operators, consumers and the National Commission for Texts, has been elaborated and is currently before the
Government. It will very shortly be brought before the future National Assembly for adoption at the end of the
current political transition.

This draft law is intended in particular to strengthen:

Universal access;

- Non-discriminatory access to ICT services;

- The rights and obligations of consumers;

- Quiality of Service;

- Protection of consumers against exposure to electromagnetic fields;
- Child Online protection;

- Personal-data security;

- Respect for privacy and confidentiality;

- Women'’s rights and the gender dimension;

- Cybersecurity and the fight against cybercrime and cyberattacks;

- The encouragement of young women to take up careers in ICT, through ITU’s “International Girls in ICT
Day”, which the Government intends to adopt.

Measures taken by the regulator in the interests of consumer rights protection and with respect to the
Draft Law

Aware of the need for legislation covering protection of the rights of electronic communication consumers, the
regulator has taken measures to:

- Identify all associations of electronic communication consumers;
- Organize a five-day workshop on the rights and obligations of electronic communication consumers;
- Conduct a regular audit of the quality of service of electronic communication operators;

- Ensure the introduction of legislation that takes account of the CEMAC directives and regulations and of
the GSR14 guidelines on the rights of electronic communication consumers;

- Create a consumer service in the new structure of the Telecommunication Regulatory Agency established
in December 2015, the duties of which include:

e Posting, on the Telecommunication Regulatory Agency website, of an online guide and guidelines on
the protection of telecommunication and ICT service consumers;

e Fostering, through online channels, best practices, standards, technical guidelines and procedures
for making ICT networks less vulnerable and less exposed to threats;

e Recognizing consumers’ right of appeal and the option to refuse functionalities and services;
e Establishing free phone numbers for use by consumers;
e Producing brochures on the rights and obligations of consumers;

e Making consumers aware of the potentially harmful effects of ICTs on health, education, etc;
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e Regularly informing consumers, including minors, about the risks of exposure to electromagnetic
radiation from ICT products;

e Protecting minors, women, persons with disabilities and indigenous and tribal people;

e Making available online, and keeping up to date, information on the protection of minors with respect
to ICTs;

e Monitoring the tariffs applied and ensuring fair competition;

e Establishing a partnership agreement between consumer associations and the Telecommunication
Regulatory Agency;

e Following the GSR14 guidelines and regularly assessing their implementation.

China (People’s Republic of)

With the high speed development in the continuous ten years, China telecommunication industry maintains
its No.1 place and enhances the leading position. The huge customer has brought the operators and service
providers’ big chance, as well as the variety and personality of services. More challenge has risen up in the
field of fair competition, QoS, reasonable tariff packages, and disputes settlement. Chinese government bodies
and regulator are trying their best to establish regulations, perfect organizations, optimize service process and
working mechanism, and enhance public supervision. A relative systematic institutions of telecommunication
consumer protection have been set up.

First of all, the different multiple layer of laws and regulations have come into being. There are three core laws
published by national congress which are called The Act for Consumer’s Rights (2013 amendment), The Resolution
for the safeguard of internet (2000), and The Resolution for ensuring the protection of network information
(2012). In addition, The Telecommunication Regulations of P.R.C was published by the central government State
Council as the basic rules for telecommunication market. MIIT also issued a series of departmental rules to
regulate the consumer-protection such as The Standard for Telecommunication Service (2012) and the regulations
for personal information protection of telecommunication and internet users (2013). Relative government bodies
such as NDRC (National Development and Reform Commission) and SAIC (State Administration for Industry
&Commerce) also released some rules for the management of providers and consumers.

Secondly, trilateral parties including government bodies, association organization and the public have been
combined to shape the frame of the protection of consumer rights. At the government level, MIIT, NDRC, SAIC
and relevant organizations work together to regulate the field of market entrance, network interconnection,
QosS, technology standard, tariff, and dispute settlement. At the third party level, the enterprises involved in
the provision of telecommunication and information services are launching the professional organizations
whose name are called China Association of the Communication Enterprises and Internet Society of China. They
are collaborating with NTUS (The National Telecommunication User Society) belonging to China Consumers’
Association to participate the activities of QoS supervision and market inspection. At the society level, National
Telecommunication User Appeal Center has been established for more than ten years with the guidance of MIIT.
Since 2002 the unified number 12300 has been put into practice for the convenience of customers which is
dealing with the problems related to operators headquarter. The local users can get additional assistance from
the local center placed at province level.

In addition, a quarterly announcement for telecommunication service quality has been enforced by independent
academic institution for at least ten years. It has become the symbol of operator’s service quality. Moreover,
in order to help the media and public better supervise the activities of operators and service providers, the
regulator approved NTUS to invite the lawyers, economists, and engineers as its consultants.

Cote d’lvoire (Republic of)

In Céte d’lvoire, Article 168 of Ordinance 2012-293 on telecommunications/ICT provides that operators and
service providers shall wait a minimum period of three months before reallocating a cancelled telephone number.

Despite the implementation of subscriber identification by operators and service providers, unidentified SIM
cards continue to turn up, or cards are activated and then passed from person to person, with the result that
judicial requisitions that the regulatory authority is required to transmit to network and service operators in
the search for wrongdoers are in some cases unsuccessful.
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The search for information concerning a number whose owner is being pursued can prove ineffective for several
reasons —for example persons identified on the basis of SIM cards that have been lost or stolen, or whose owners
have died. In such cases, the true identity of the wrongdoer is unlikely to be found.

Beyond such cases, which result in false identification and stalled investigations, the fact that a number may
change hands several times can make it very difficult to secure accurate information on the identity of an
offender or suspect.

As for the three-month waiting period to be observed before reallocating a number that is no longer active,
there is a proven risk of the same number being identified four times in the same year, producing a chain of four
successive holders of the same number. In such cases, a judicial requisition as part of a criminal investigation
spanning more than one quarter is sure to run into difficulties if the holder of the number in question has
changed during the same period.

This situation inevitably creates uncertainty and can result in the failure of judicial procedures and investigations.

One thing is for sure: the constant reallocation of numbers can result in innocent persons being caught up in
an investigation that has nothing to do with them.

The following solutions are proposed in the interests of avoiding the kinds of judicial error to which the above
situation can lead.

Solutions:

- Harmonize the time period for reallocating a number with the time taken to enter it in the directory;
- Provide that any number appearing in the directory cannot be reallocated until one year has elapsed;
- Grant a notice period of three months to the holder of a number that appears in a directory;

- Judicial enquiries relating to a given number must take account of the chain of successive holders of that
number, since the current holder will not automatically be the author of any offences committed using
that number.

Haiti
- An administrative circular letter from CONATEL has set up a unit for the protection of consumers of

telecommunications services. The objectives of this unit are collecting consumers’ claims and complaints,
monitoring and making recommendations to the Directorate;

- From the outset, the unit has set itself the objective of: being functional, by defining a framework based
on the principles of management effectiveness aimed at the functionality of the means of receiving claims
and complaints as well as to inform the relevant actors about the existence of the unit and to define a
mechanism for dealing with complaints.

Activities carried out:

- Establish a space to physically receive complainant consumers at CONATEL's subsidiary office;
- Implement and make functional a short code (189) for operators: Digicel and Natcom;

- Make available a form in both French and Creole to receive complaints;

- Contact CONATEL's decentralised offices to receive complaints;

- Training staff to ensure proper reception of complainants;

- Establish a database in order to archive efficiently the complaints received;

- Correspondence to operators to notify them about the existence of the CPC and to ask them to designate
a contact person for the CPC;

- Create a guide for telecommunications consumers in Haiti.

- Since its implementation in July 2016 to date, the unit has received and processed an average of 20
complaints. People designated by the operators have been contacted for following-up the claims and
complaints. Around 15 complaints were received in August 2016 and the number is improving. The
operators involved have reacted positively. The CPC has, among other things, developed working
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procedures with operators for the treatment and follow-up. The existence of the unit gives a boost to
improve the quality of the service provided by the operators as well as the treatment that their customers
received.

Islamic Republic of Iran

Consumer rights as well as other economic issues, as well as underlying trends and mechanisms for consumers
should be addressed by countries. The situation of consumers can be improved in terms of quality of service
and incorrect usage pattern, thus avoiding mistrust of manufacturers.

In Iran, the Communications Regulatory Authority of Iran (CRA) is responsible for monitoring of licensees, as
well as quality of service and pricing of information technology products and services. CRA is also responsible
for telecommunications and information technology sector market structure including the liberalization of the
sector and privatization issues. CRA is also responsible for defining and enforcing regulation in the sector. It helps
both consumers and service providers by creating the enabling environment that defines rights and obligations
of stakeholders and creates the environment to enable them to benefit from digital opportunities.

Information Technology section

- Rules and policies

CRA has defined rules and regulations governing relationships between service providers and customers in terms
of delivering service in data transmission networks, focusing in particular on consumer protection. CRA has
included in telecommunication operators licenses a number of obligations relating to subscriber and consumer
rights:

¢ Information on services and services rates must be complete and clearly presented to subscribers
and consumers at no cost;

*  Anappropriate location should be considered for meeting and answering subscribers and consumers’
demands with exact address and hours of such activity;

e Inthe event of a dispute between the licensee (licensee holder) and customers and subscribers, or
if any of the sides does not fulfil its obligations, in the first stage, negotiations between the sides
should attempt to resolve differences, and in case of disagreement, the investigating authority shall
act in accordance with the license conditions;

e Licensees are obliged to establish technical facilities to meet the needs of subscribers to the extent
possible.

- Complaint resolution for ICT costumers

e Inordertoincrease customers’ satisfaction in 2015, a free complaints system was established on each
licensee’s website upon the order of the Ministry of Communications and Information Technology.
Such systems electronically register complaints to service provider organizations such ISPs and mobile
operators in relation to services provided in the fixed telephone, Internet or mobile sectors.

e The overall time of handling complaints by the operator can be variable depending on the type of
complaints and ranges between 6 days, 12 days, 20 days and 30 days (due to lack of sufficient technical
equipment or tower installation or landline outages, etc.).

e The system shall manage the complaints electrically as a non-personal service as below:

O  The ability of recording the complaints electrically by using a portal from the IT service provider
in the organizations’ complaints system by real or legal persons;

O Investigating complaints and performing the necessary measurements, electronically, by the
operator or the Department of Communications Regulatory Authority in relevant area;

O  Responding to the complaint within 7 working days based on an expert assessment.

Radiocommunications sector
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According to the granted licenses to mobile operators and WiMAX operators, CRA has created “the electronically
recording complaints system” in order to address concerns from users and consumers and to respond to their
complaints in relation to operators antennas and possible radiation, including:

- The ability of the complaints to be submitted to the organizations’ complaints system by real or legal
persons;

- Investigating complaints and performing the necessary measurements either by the operator or the
Department of Regulatory and radio communications in the relevant area;

— Comments on complaints to be provided by the Atomic Energy Organization of Iran as the country radiation
trustee with regards to the measurements results.

The satisfaction evaluation system in the field of IT services

The Communications Regulatory Authority (CRA) of the Islamic Republic of Iran, in order to enhance competition
and to improve the quality of service, has created a system to assess user’s satisfaction in the field of information
technology services. Users can participate in the survey, and can cooperate in identifying strengths and
weaknesses of operators. In addition, licensees and users can consult the results of the conducted survey
on the organization portal after the end of each period. In this regard, the National Association of Consumer
Rights offers Certificates of consumers’ rights protection and also provides awards to those who have played
a significant role in the country's ICT industry and has been ranked highly in terms of the provision of services
in order to increase motivation, competition between service providers and to increase consumer confidence.

Kazakhstan
Background

Provision of telecommunication services is governed by the Constitution of Kazakhstan, the Civil Code, Law No.
567 of 5 July 2004 on communications, Law No. 274-1V of 4 May 2010 on protection of consumers’ rights, and
Order No. 171 of 24 February 2015 of the Acting Minister for Investment and Development approving rules for
the provision of communication services.

Reciprocal relations with users in the provision of telecommunication services are regulated by the Rules for
the provision of communication services, which stipulate the conditions applicable to all the parties involved,
procedures for concluding standard contracts for those services, and applications for such services, changing
subscription terms, or obtaining additional services.

Cost and tariff for telecommunication services

Communication operators use a system of separate accounting of income, expenditure and assets deployed,
in order to facilitate accounting of cost price for the basic types of services considered. The methodology of
attributing costs, income and assets is based on the “Rules for separate accounting of income, expenditure and
assets by communication operators for regulated forms of telecommunication services and other technologically
related services, approved by Order No. 312-0OD of the Agency for the Regulation of Natural Monopolies and
Protection of Competition, dated 12 December 2003.

In setting tariffs for telecommunication services, communication operators are guided by the following:

- For services included in the List of universal telecommunication services — the Law on communications.

- For services included in the Register of entities subject to natural monopoly — the Law on natural
monopolies and regulated markets.

- For services included in the Register of entities occupying a dominant position in a given commercial
market — the Law on natural monopolies and regulated markets.

- For non-regulated services- prevailing conditions in the telecommunication service market.

Mexico
Background

In Mexico, the Constitutional Reform in the area of Telecommunications, Broadcasting and Economic Competition,
published in the Official Gazette of the Federation on 11 June 2013, establishes, in article 6, section VI of the
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Constitution, that a new Act shall be passed setting out the rights of telecommunications users and audiences,
along with mechanisms to protect them. The Federal Telecommunications Institute of Mexico (IFT) was created
under this reform as an autonomous body with legal personality and its own property, having been set up on
10 September 2013. The new Federal Telecommunications and Broadcasting Act, published on 14 July 2014,
includes two important chapters, one dealing with the rights of users and the other with the rights of users with
disabilities, which set out the actions that IFT must take for the benefit of these user groups.

Action taken

In accordance with the current legal framework, IFT has taken specific action to give effect to the rights of
telecommunication service users and provide proper follow-up, bearing in mind the need to keep users informed
and ensure that they have access to tools that make it easier to file complaints and compare the tariffs offered
by different mobile operators, and also to establish equal access to telecommunication services by people with
disabilities.

The actions taken are listed below:

- Comparison tool for mobile telephone service plans. This online tool is an information mechanism that IFT
makes available on its Internet portal so that users can consult and compare in detail, quickly and easily,
the current mobile telephone plans offered by virtual mobile licensees and operators.

- The tool enables users to compare post-payment plans and prepayment schemes, as well as view additional
packages and identify those that are available for each mobile service plan offered.

- The online tool is informative and brings together the services offered by virtual mobile licensees and
operators so that users can decide whether to subscribe to or renew services, reducing the time needed
to visit web pages or customer centres individually.

- First survey of telecommunication service users. In April 2015, IFT presented its first survey to find out
about patterns of use and the experience and satisfaction of telecommunication users. Information
obtained from surveys enables an objective diagnosis to be made of the needs and interests of users of
mobile telephony, fixed telephony, pay-to-view television and Internet services. Work is now under way
on a second survey, the results of which will soon be published on IFT’s web site (http://www.ift.org.mx).

- Comparable information reports. In June 2015, users were provided with a comparable information report
on mobile telephony plans and tariffs which analyzed the services on offer until 31 May 2015, as published
on the web pages of the licensees Lusacell, Movistar, Nextel, Telcel and Unefon, each of which is registered
with IFT. In August 2015, another comparable information report on plans and tariffs offered by virtual
mobile operators was published, analysing and comparing the prepayment services currently on offer.

- The Charter of Users’” Minimum Rights is a document issued by IFT and the Office of the Federal Prosecutor
for Consumer Affairs pursuant to article 191 of the Federal Telecommunications and Broadcasting Act,
which sets out the minimum rights that users enjoy in accessing, subscribing to and using services.

- Operators are obliged to disseminate the contents of this Charter on their web pages and to provide it
to users who subscribe to their services. This results in better-informed users who can speak up for their
rights in the face of any violation.

- The “I'm a User” portal is an online tool that enables users to submit complaints about their provider
swiftly in the event of shortcomings with the service or if they consider any of their rights to have been
violated, thereby initiating a pre-conciliation procedure, which is monitored regularly by IFT and the Office
of the Federal Prosecutor for Consumer Affairs in order to ensure that the rights of users are upheld. By
eliminating overlapping between the two institutions, this tool makes protecting the most important
element of the telecommunication ecosystem — the user — more efficient.

- The Communication and Distribution Strategy for Telecommunication Service Users has been implemented
with the aim of distributing tools and data that may be beneficial to users, such as videos on products
released by the Institute, including “Tariff Comparison Tool” and “What can you do with your unused
credit?” Likewise, various products have been developed to raise user awareness of the proper use of

telecommunication services. These have included “Mobiles and flying”, “Communicating well in emergency
situations” and “International Personal Data Protection Day”.

- Guidelines on Telecommunication Service Accessibility for People with Disabilities. For the first time
in Mexico’s history, the Federal Telecommunications and Broadcasting Act sets out the rights of
telecommunication service users with disabilities. This legal framework gives IFT the mandate to issue
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the relevant guidelines. In line with this mandate, an initial draft was sent out to public consultation from
14 August to 25 September 2015.

Norway
Introduction

The Norwegian Centre for Cybersecurity (NorSIS)”? has conducted a study to provide new insight in the Norwegian
Cybersecurity culture. The study aims to develop grounds for effective cyber security practices and to improve
national cyber resilience. Cyber criminals and foreign intelligence agencies have over time analyzed our cultural
characteristics to disclose vulnerabilities to exploit. This gives them definite advantages. Therefore, we should
feel obliged to increase our understanding of the dynamics in how a cyber security culture is shaped and how
it affects the digitalization in businesses, sectors and on a national level. Human factors have long time been
recognized as fundamental to cyber security, but so far efforts to understand this important phenomenon has
been limited in scope. NorSIS sees mapping cyber security culture as a way of understanding yourself, your
company and your country.

In order to create a resilient digital Norway, it is paramount that the government apply a holistic approach. The
study shows that it will be necessary to increase the reach and quality of cyber education, establish effective
online law enforcement, and engage private and voluntary sector in a struggle to increase the national “cyber
hygiene”.

Measuring cybersecurity culture

In creating a metric for measuring the national cybersecurity culture, there are at least two critical challenges:
One is the question of terminology, i.e. what do we actually mean when we refer to “cybersecurity culture”?
The other is the level of analysis, i.e. how can we identify a “cybersecurity culture” concept that is valid and
applicable to both businesses and nations? That is to say that whilst the concept might be developed within the
confines of industries and businesses focused on cybersecurity, also nations have “cybersecurity cultures”. It may,
however, not play out the same way. There is a huge gap in how “culture” is shaped and expressed depending
on the level on which it is discussed. For example, whereas a business, an organization and an institution all
have defined purposes and thereby measures, the scope of a nation is much vaguer.

Secondly, while business can actively tutor and educate their personnel in cybersecurity, citizens of a state cannot
be equally monitored. Is it, then, possible to generate a general comprehension of “cybersecurity culture” that
is equally applicable to business and nations?

We believe that measurements of cybersecurity cultures can benefit from a more comprehensive approach,
taking a step back from simple registrations of whether employees open phishing-emails and rather look at
the attitudes and perspectives towards technology and cyber security, and how this resonates with other core
values, interests and abilities.

Key findings

The study is unique as we encompass a broad approach to cybersecurity culture, and because the scope is
much larger than any study we are aware of. We worked with 29 partners in the public and private sector, and
reached 150.000 individuals in Norway. Our key findings are:

- Fear of cybercrime creates a chilling effect on the digitalization process

Although most people (approximately 90 per cent) thinks that the police should handle online crime, far less
(46 per cent) trusts that the police will be able to help them. The police reported in 2015, that a mere 13 per
cent of individuals that are victims to online crime actually files a police report. At the same time, as many as
44 per cent thinks that individuals and activist groups has a role to play in the fight against online crime. Apart
from the fact that such involvement may cause suspicion towards innocent, let the guilty go free and tamper
with ongoing investigations, we believe that it may cause a chilling effect for the digitization efforts. 44 per cent
reports that they have abstained from using online services due to digital threats. Norway is currently undergoing
a digital transformation in both public and private sector, and this development is worrying.

- The Norwegian citizenry is not properly educated in cybersecurity

72 Document SG1RGQ/264, “Creating a metric for cyber security culture”, Norway.
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The government is not educating the population in cybersecurity, despite that the digitization demands it. The
society expects the individual to know how to protect themselves from digital threats. We find that only 50
per cent of the population has received cybersecurity education during the last two years, and that businesses
are taking that responsibility upon themselves. This causes vulnerable groups to be left out, such as the young
and the elderly.

- There is a low awareness of the concept of online hygiene

People see cybersecurity as a means to protect themselves, but are not aware of the complex co-dependencies in
a digitized society. In short, cybersecurity to them is about protecting themselves, not the people around them.
In a digital world, everything is connected to everything else. Long and complex digital value-chains makes up
our critical infrastructures, our financial systems etc. Our study reveals shortcomings in the way cybersecurity
is taught today, and we need to develop new educational methods if we are to prepare the citizenry for a new
digital reality.

Oman
Article 7, Item 5, of the Telecom Act stipulates the TRA's role in safeguarding the interests of beneficiaries:

“To safeguard the interests of beneficiaries and dealers with respect to the prices of equipment and the rates,
quality and efficiency of telecommunication services”.

The Standard Customer Agreement is as an adhesion contracts that the TRA negotiates with the operator on
behalf of the beneficiary in order to circumvent any prejudice or bias on the part of the telecom operator. Below
are the obligations related to the Standard Customer Agreement:

“Within six (6) months following the Effective Date, the Licensee shall submit to the Regulatory Authority for
its approval a form of standard customer agreement containing the terms and conditions for the provision of
Licensed Services to Customers”.

“The Standard Customer Agreement form shall become effective if the Regulatory Authority did not object to
it within thirty (30) days of its receipt or on a later date specified for its execution. If the Regulatory Authority
has objected to the Standard Customer Agreement form during such period, the Regulatory Authority shall
notify the Licensee in writing of the reasons for this objection and the Licensee shall accordingly modify the
Customer Agreement form and present it to the Regulatory Authority within fifteen (15) days of its receipt of
such objection. This shall be applicable to the modified Standard Customer agreement form”.

“The Licensee may from time to time modify the Standard Customer Agreement. This modification shall be
subject to Condition 8.5.”

“The Licensee shall notify all Customers of the terms and conditions of the Standard Customer Agreement and
any modifications thereto and shall thereafter provide Licensed Services based upon the Standard Customer
Agreement.
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State of Palestine

The Palestinian Ministry of Telecommunications has issued a decree protecting the rights of subscribers to
mobile telephone services, particularly the additional services offered by operators and service providers over
operator networks. The decree deals with a number of issues:

- Timing the sending of all types of text messages;

- Obtaining the subscriber’s explicit and documented approval to take part in promotions for additional
services;

- Registering the subscriber for certain services free of charge and processing the matter at the end of the
free period;

- The mechanism for subscribing to and canceling additional services;

- Obliging operators and the providers of additional services to adhere to the standards and specifications
set by the official bodies, such as the consumer protection department, regarding awards;

- Putting forward proposals to test the additional services offered by mobile telephone operators and the
providers of additional services.

Saudi Arabia

In continuing Communications and Information Technology Commission (CITC) efforts, to protect the interests
and rights of users of ICT services in the Kingdom of Saudi Arabia, CITC has recently developed a document under
the title (the applicant /user protection). This document addresses a range of procedures which the service
providers obliged to follow when providing or cancelling, or billing ICT services. Also, the document touches in
how to deal with the credit limit, the Internet packages, and the obligations of the service provider to protect
the user during international roaming, in addition to its obligations in dealing with the user complaints.

The document included eleven articles for the most important issues of interest to users, along with their own
terms which must be adhered to by the service providers. Those issues and some of the associated terms, will
be reviewed below:

a)  Billing:

The document stipulates that the service provider must provide free means enables the user to control
consumption, for any service used, whether prepaid or postpaid service. It must also provide the user regularly
with clear and correct and detailed bills, according to the details set forth in the telecom bylaw, and the terms
of the provision of ICT services documents, and it must be free of charge, and in Arabic or English depending
on the user's choice, and sent to the user on paper or electronically according to the user request.

b)  The user credit limit:

The document emphasized that the service provider must specify the credit limit for each user and include it
in the contract, and in the bill sent to the user. Also, the service provider is not entitled to raise the credit limit
without the user's prior knowledge and consent. In addition to that the service provider is obliged to enable
the user to know credit limit at any time through the following means: text messaging, voice call, visiting the
customer service center, the website for the service provider/e-Applications, and to notify the user when the
credit limit reaches 80 per cent, through a message SMS sent to the user for mobile service, and any other
suitable means for the other services.

c) Mobile internet:

The service provider must enable the user to use the mobile internet service only after the user request this
service. The Service Provider must notify the user via SMS when a consumption of its subscribed internet package
reached 80 per cent, and suspend the Internet service as soon as the user consume the entire amount of the
internet package, with notifying the user of stopping the service, and how to return it, and the cost to use the
Internet without the package, and any other packages user can subscribe to.

d) International roaming service:

The document stipulates that the service provider should enable the user to use the international roaming
service only after the user's request for the service according to the service request procedure described in this
document. Also, the service provider must enable the user to use the mobile internet service while roaming
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internationally only after the user's request for the service separately when the user request voice calls and
other telecom services. The service provider must notify the user as soon as the user connect to a service
provider network in the country the user traveling to via free text messages in Arabic and English regarding
some information such as the domestic and international call rates (incoming and outgoing), SMS, and use
of the Internet in the country of travel. In addition to enabling the user to access to customer services while
roaming internationally in any time free, and notifying the user that there is no credit limit for the service while
roaming internationally.

e)  Cancellation or suspension of the service:

The document did not neglect user right in service continuity, or the right to cancel it, which stipulates a set of
articles that the service provider must follows when the user request suspension or cancellation of the service,
as well as when the service provider initiates suspension or cancellation of the service, the document stipulates
the user right to request cancellation of the service, and ordered the service provider to execute the request, and
simplify the procedures pertain to such request, and to make cancellation request for any service available at all
its centers, and to not ask the user to visit customer service offices to cancel the service, except in cases of final
cancellation of the full basic service if such service was established through the user presence in the customer
service office, and allow the cancellation of added service through the means available to request the addition
of that service, and document the cancellation process, either through written documents, or text messages.

Also the document prevented the service provider of cancelling or suspending the service on its own except
in accordance with the cases stipulated in the telecom bylaw and in the terms of the provision of ICT services
documents, and to not cancel the service before suspending it for a period of not less than 15 days before the
process of the service cancellation, and to notify the user before the suspension or cancellation process via
text messages.

f) User complaints:

The document addressed user complaints thoroughly in order to ensure the rights of users, by forcing the service
provider to set specific and clear procedures to deal with them, such as:

e That all procedures pertain to complaint handling at the service provider must be according to a
specific electronic system, to keep all the complaint procedures from the beginning of submitting the
complaint until closing it, this system should be interactive with the user, where the user can respond
to the service provider, and see the progress of the complaint electronically;

e That the complaint submission be available through all possible means, whether electronic or
via phone call, or personal presence, and not requiring the user to use a single mean to submit a
complaint, and to have an easy and a clear access to those means;

e Providing the user with a reference number for the complaint;

e The complaint handling procedures should not exceed (15) days from the date of submitting the
complaint;

e Thatthe user after submitting the complaint should be provided with the expected duration to address
the complaint via text message, which shows how to follow up the complaint, and if the expected
duration ends before processing the complaint, the latest development regarding the complaint and
the new expected duration to address the complaint should be reported to the user, and in any case
the complaint handling should not exceed (15) days from the date of submitting the complaint, taking
into account the duration of each stage of tackling the problem with the service provider.

The document also stipulates some of the service provider obligations toward the applicant, where the service
provider must make it clear to the applicant before entering into a service contract as follows:

e Details of the required service price, including the service tariff and any amount required to be paid
in advance at the beginning of the service contract, or upon completion of the service;

e Details of the service and its inclusions which the service provider is committed to provide;
e Details of the conditions and obligations on the applicant, and the consequences of failure to do so;

e Details of any restrictions or exceptions to the use of the service, and any fees will be applied when
overcome these limitations;

e Billing dates;
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e Adjustment mechanism and cancellation of the service;
e Cases where the service provider has the right to suspend and cancel the service for the user.

In addition to that, the service provider must facilitate the service request procedures, and provide access to
all services in all its centers, and to not limit the provision of some services in specific places and not others.
Also, the service provider must get the applicant approval of the service and his knowledge and acceptance
of all the terms and conditions, the obligations and provisions of the service, according to the service request
procedure specified in the document, which aims to document the process of requesting the service, whether
through written contracts, or text messages.

Vietham

Vietnam is one of the first ASEAN Countries paid attention to consumer protection field. From 1999, the National
assembly already Adopted Ordinance No. 13/1999/PL-UBTVQH10 on the protection of Consumers' Interests.

The Law on Protection of Consumers’ Rights (“Law 59”) to replace the 1999’s Ordinance on the Protection of
Consumers’ Rights, can into effect from 1st July 2011 (passed by the National Assembly on 15 November 2010).

Continuously, the Government level was issued two decree: Decree No. Issued 99/2011/ND-CP (“Decree 99”)
detailing and an implementation of a Guiding the number of articles of Law 59 on 27 October 2011 and Decree
No 19/2012/ND-CP (Decree 12) on Sanctions Against administrative violations of Consumers' rights protection.

Decision No. 02/2012/QD-TTg of the Prime Minister on January 13, 2012 (came into effect from March 1st,
2012) promulgating the list of essential goods and services to the subject to registration on standard contract,
general conditions transaction. According to the Decision, business individuals and organizations trading in 9
groups of goods and services have to implement the registration procedure with relevant State authorities in
order to protect the interests of consumers. The good and services listed include 04 items (kind of services) from
the telecom sector as: Fixed telephone service (Public Switched Telephone service), post-paid mobile telephone
service, Internet connection and Pay television (Telecom application services).

Regulation on consumer protection in the telecommunications sector: Vietnam so far doesn’t have a separately
legal documents to regulate telecommunications services’ user protection. However in the system of legal
documents on telecommunications sector has made many provisions express this content.

In terms of state management, consumers protection being assigned as a function of the Vietnam Competition
Authority under the Ministry of Industry and Trade. Besides there Vietnam Standard and Consumers Association
(VINASTAS) is a social organization — professional, voluntary, not-for-profits who operate in the field of standards,
quality and protect consumer rights aims to: gather and unite, help members to improve vocational qualifications,
develop and apply technical measures and technologies in the field of standards and quality and protection
of consumer rights in Vietnam. Association Standards and Consumer Protection Vietnam are members of the
Vietnam Union of Science and Technology Association (VUSTA) and Consumers International (Cl).

The implementation of consumer protection sector in Vietnam were described as follows:

- When realize customer rights are violated, at first the customer will call to support service line of
corresponding provider to complaints and requests for settlement.

- The operator resolves customer complaints under their customer care process and the majority of
complaints will be fully processed at this stage.

- For any complaints have not been satisfactorily resolved, customer can send comments to Vietnam
Standard and Consumers Association for assistance and also can complain to the Vietnam Competition
Authority or Vietnam Telecom Authority (specialized management agency) for assistance and settlement.

- The protection of consumers has done indirectly in the management of the state. In the telecommunications
licensing process, Vietnam Telecom Authority has always attended and require operators have to
committed, complied with regulations on the quality of service, resolve complaints and resolve customers'
rights when stopped offering service it is considered as the conditions for approval telecom licenses.

Zimbabwe
Consumer protection has taken centre stage in Zimbabwe as the nation is seriously trying to ensure protection

of consumer rights in the wake of the new Constitution which came into operation in 2013.The constitution is
now being used as a base to review the existing laws and guidelines on consumer protection both in relation
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to Telecommunication/ICTs and other services. The country is reviewing its consumer laws and coming up
with strategies to enhance consumer protection. The strategies include a review of the current law, wide
stakeholder consultation, and participation of consumer agencies in the review of the law and putting in place
public institutions to enforce consumer rights.

The major piece of legislation on consumer protection, other than the Consumer Rights entrenched in the
bill of rights contained in the Constitution, is the Consumer Contracts Act Chapter 8:03. The Common law of
the Country, which is Roman Dutch law, is very limited in terms of consumer protection, as redress can only
be obtained through applying the laws of contract and delict only. The purpose of this piece of legislation is to
provide relief to parties to consumer contracts where such contracts are and would be unfair. The Act defines
a consumer contract as a contract for the sale or supply of goods or services or both, in which the seller or
supplier is dealing in the course of business.

The law as it stands has been inadequate in terms of protecting consumers in general as it has been limited to
contracts, particularly written contracts between parties. Day to day transactions where no written contracts
are involved are not covered yet these are the kind of transactions that involve the ordinary man in the streets
who needs protection. This therefore leaves the subscribers to telecommunication services exposed to abuse,
as they do not usually have comprehensive contracts with service providers. The law is also silent on consumer
rights and does not take these into account. It also has no affordable dispute resolution process as it is limited
to litigation. The law does not cover oral contracts yet oral contracts are binding in Zimbabwe.

In order to bridge this gap, the Zimbabwean Government has come up with a draft law which is still undergoing
parliamentary scrutiny.

The draft Act also establishes a Commission, to be known as the Consumer Protection Commission (CPC), which
shall be a body corporate capable of suing and being sued in its corporate name. The board of the Commission
will have its members coming from various organizations as follows:

4.1.1 one member shall be a representative of Environmental Management Agency Council;

4.1.2 one member shall be a representative of the Farmers Association;

4.1.3 one member shall be a representative of the Ministry responsible for Industry and Commerce;
4.1.4 one member shall be a representative of the Competition and Tariff Commission;

4.1.5 one member shall be a representative of the Standards Association of Zimbabwe;

4.1.6 one member shall be a representative of Zimbabwe National Editors Forum;

4.1.7 one member shall be a legal practitioner registered as such in terms of the Legal Practitioners Act.
4.1.8 three members shall be representatives of registered consumer organizations.

It is also important to note that the Chairperson of the Committee is expected to be one of the three
representatives of registered consumer organizations.
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Annex 5: ITU GSR Best Practice Guidelines
GSR 2014 Best Practice Guidelines on Consumer Protection in a Digital world”

The digital economy unquestionably offers consumers new and exciting possibilities, as well as fascinating
challenges on which regulators need to focus greater attention. Consumers face new challenges linked to the
ever increasing availability of new Information and Communication Technologies (ICTs) in the form of numerous
devices, new online services and new applications. In order to protect the rights of all users in an open and
inclusive digital world, it is essential to define in advance policies and regulatory measures to complement
solutions and initiatives involving co-regulation and self-regulation with a view to educating and empowering
consumers.

Regulators who participated in the 2014 Global Symposium for Regulators acknowledged the need to achieve a
balance between the rights of all stakeholders to ensure that everyone, consumers and business, can enjoy the
benefits of digital technologies. They consequently formulated some guidelines on good regulatory practices to
protect consumers’ interests. Implementing these guidelines will improve the regulatory frameworks needed
to ensure better protection for all stakeholders and especially consumers. These guidelines are set out below.

a)  Charting a strategic direction

We believe that governments must play a major role in facilitating the protection of citizens at all levels through
the development of a wide array of relevant legislation and government policies, such as national ICT and
universal access policies, specific consumer protection legislation, cybersecurity and cybercrime legislation,
including on child online protection, regulations on quality of service, regulations concerning on-line content,
and electromagnetic exposure limit regulations as well as complementary initiatives, such as the development of
guidelines on prohibited acts and best practices in tackling issues as varied as hacking, transmission of personal
data (between service and/or content providers), and online fraud. In addition, a series of policy measures can
be prioritized to establish self-adaptive and self-renewing regulatory mechanisms in order to build a secure and
reliable cyber space.

We consider that regulations should redefine legitimate consumer rights and interests, which include but are
not limited to: access to publically available information and services over the Internet, guaranteed quality of
service, privacy, confidentiality and protection of personal data, the possibility to opt-out; the right to file a
complaint; number portability; and intellectual property rights and virtual property rights. Regulators and policy
makers should strive to protect those rights universally and equally within the scope of laws and regulations.

We recognize that, in enforcing and reviewing relevant legislation, regulators and policy makers must establish
effective mechanisms for cooperation (such as memoranda of cooperation) with dedicated consumer protection
authorities and other relevant bodies at the national, regional and international level. In doing so, clearly
allocating responsibilities between the parties is fundamental, as well as information and resources sharing, as
appropriate. We further recognize that multinational cooperation is required in order to deal effectively with
cross-border phenomena such as issues related to content provided by “Over-the-Top” players (OTTs), online
fraud and cybercrime related to e-commerce and social media activities. Likewise, specialized regional entities
can be empowered to deal with cross-national matters in a harmonized and focused manner.

b)  Enhancing market competitiveness

We recognize that legal and regulatory frameworks need to be kept open, forward-looking, neutral and flexible to
allow leveraging on new technologies, innovative services and new business practices, such as cloud computing,
social media, mobile broadband, “Big Data”, and the Internet of Things, for users to benefit from a variety of
services provided at all levels of the ICT markets. With regards to the storage and transmission of information,
regulated telecom and ICT market players and OTTs should be treated on an equal footing when it comes to the
enforcement of consumer protection legal instruments.

c) Partnering with industry

We recognize that industry players have a vital role to play in ensuring not only transparency and accountability
in their business practices, but also in willingly adopting measures geared at protecting the rights of consumers,
such as protecting personal data, fighting unfair mass advertising, the permanency of data, and child online
protection.

7 http://www.itu.int/en/ITU-D/Conferences/GSR/Documents/GSR2014/BestPractices/GSR14_BPG_en.pdf.
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We recommend that regulators encourage the development of Codes of Practice for service providers, including
OTTs, to ensure that content, promotion and operation of services comply with all necessary protection
conditions.

d)  Providing a sound framework for contractual services

We consider best practice to legally prohibit the use of general terms and conditions that provide to the customer’s
detriment and are contrary to the principles of good faith. Furthermore, unjustified and disproportionate
differences between the rights and obligations arising under the contract should be prohibited irrespective as
to whether or not it was concluded online. We further recognize the need to draw up transparent rules on the
terms and conditions for concluding contracts online, the form of such contracts as well as the related procedures
(e.g., user identification, order confirmation, cancellation and termination).

e)  Multiple channels for redress

We believe that the regulator’s role in mediating and escalating consumer complaints for redress is essential, and
sound relationship with service providers needs to be maintained to this end. Complaints handling procedures
that specifically encourage consumers to first seek redress with service providers can be successful and increase
service providers’ awareness of consumer needs, rights and responsibilities. We believe that consumers not
only have the right to complain, but more importantly, have the right to seek a remedy whenever their rights
have been infringed.

In the event of a dispute, alternative mechanisms (such as conciliation, arbitration and self-resolution) following
clear and transparent procedures can be introduced for settling disputes in addition to formal adjudication and
good offices, so that consumers can defend their rights rapidly and at lower cost. Specialized telecommunication/
ICT mediation centres might prove particularly effective with this regard.

f) Quality of service

A series of measures can be taken to ensure that the consumer has easy and reliable access to ICT services. This
could involve developing and regularly reviewing minimum quality of service standards and specifications of
new technologies and services; monitoring network service providers; regularly assessing telecom/ICT services
quality and publishing the results.

g)  Protecting consumer privacy and data

We believe that establishing an integrated legal system for effectively protecting personal data and information
is paramount for the digital world to thrive. We recommend that OTTs, and social media providers in particular,
commit themselves to greater transparency in data processing, obtain the consent of their customers through
opt-in before sharing their data and provide users with the option to clearly choose the nature (public or private)
of their communications. Users should be able to make informed decisions about the degree to which their data
can be accessed by others and the usage that third parties may make of it.

The online world exposes children and youth to specific risks, notably in terms of adult-only content and sexual
predation. We acknowledge the importance of supplementing legal tools with a series of measures that include
public advocacy, content alerts and industry self-regulation initiatives while engaging further efforts in consumer
education for targeted groups, such as children, youth, parents and teachers.

We believe that establishing a Cybersecurity Emergency Response Team (CERT) can yield multiple benefits to
consumers in terms of providing, inter alia, an early warning service on threats and possible cyberattacks to
both the general public and government agencies.

h)  Empowering consumers

The ICT regulator should be proactive in promoting, informing, encouraging and raising awareness to stakeholders
of the benefits and challenges of a connected broadband world. In doing so, it is important to recognize the
need to protect and educate consumers with different access needs who may be particularly vulnerable to
deceptive commercial practices or have difficulties fully understanding terms and conditions of service (e.g., the
illiterate, the disabled, children and youth). In addition, a bottom-up approach targeted at citizens through the
involvement of schools, community centres and NGOs, could greatly contribute to raising consumer awareness.

i) The consumer’s right to information
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Regulators need to ensure that all service providers make available timely and accurate information in a clear,
transparent and comparable manner that is conducive to rational decision making. Consumers must understand
their rights and obligations, prices and how they are calculated, and the quality of service provided. All regulations
related to the consumer’s right to information should be systematically updated so that they can be enforced
in practice.

i) Redefining the role of regulators

We are mindful that the ICT regulator is increasingly seen as a partner to market players and an advocate for
consumers’ rights. Their decisions are taken based on evidence and technical expertise to foster access and use
of ICTs, competitiveness of the markets, and overall social and economic development. It is, therefore, necessary
to reconsider the mandate of ICT regulators with a view to strategically strengthening their enforcement power
to respond to the challenges of the digital environment.

Conclusions

Effective information, education and protection in all possible forms, covering the full range of users of
telecommunication services and information and communication technologies, are the principal pillars for
restoring consumer confidence.

The gathering of delegates at the World Telecommunication Development Conference in Dubai in 2014 took a
big step forward by including the study of Question 6/1 “Consumer information, protection and rights: Laws,
regulation, economic bases, consumer networks” in the programme of study for the study period 2014-2018.

The Swiss contribution” to the Global Symposium for Regulators held in 2014 in Bahrain perfectly illustrates
the issues considered in the report on Q6/1, and we should use that content in finalizing the report. Effective
protection for consumers of electronic communication services requires regulatory action, going beyond issues
of access and quality of access, on:

e E-Commerce;

e Social media;

e International cooperation.
a) E-Commerce

Consumers must be protected when engaging in online commerce at all stages of the contractual process.

Adbvertising: first, consumers have to be given the means of protecting themselves from aggressive advertising.
In Switzerland, unfair mass advertising, or spamming, is prohibited, unless the customer has previously opted-
in. Consumers targeted by abusive advertising campaigns can demand that their telecommunication service
provider give them the name and address of the connection so that they can identify the advertiser. Furthermore,
telecommunication service suppliers are under an obligation to fight unfair mass advertising.

Although not actually prohibited, unsolicited phone calls (cold calling) are disagreeable for consumers. In
Switzerland, callers who do not respect the asterisk customers have had placed in the telephone directory to
indicate that they do not wish to receive unfair advertising messages from third parties are subject to criminal
penalties. If that measure is to be effective, however, call centres should also be obliged to publish an entry in
the telephone directory, the use of hidden numbers should be prohibited and it should be possible to reach
advertisers at both the number from which the cold call was placed and the number published in the directory.
By the same token, customers should be able to demand that their telecommunication service supplier provide
the name and address needed to identify the party making the cold call.

Contracts concluded online: legislators need to draw up transparent rules on the terms and conditions for
concluding contracts online and the form of such contracts. In particular, parties engaging in e-commerce to
sell merchandise, works or services must clearly indicate their full identity and contact information. This is
what is stipulated in Swiss law, which also provides that the various technical stages leading to the conclusion
of the contract must be indicated, that appropriate technical tools must be made available for detecting and
correcting entry errors before an order is sent and that the customer’s order must be confirmed without delay
by e-mail message.

74 Office Fédéral de la Communication (OFCOM), Confederation of Switzerland.
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Contract validity: once the contract has been concluded, the consumer must not be left without remedies. In
order to ensure that they are better protected against the risks related to Internet impulse buying, consumers
must be able to cancel the contract within a deadline of several days (for example, 14 days). In addition, Swiss
law prohibits the use of general terms and conditions that provide, to the customer's detriment and contrary
to the rules of good faith, for an unjustified and disproportionate difference between the rights and obligations
arising under the contract, whether it was concluded online or not.

Disputes: in the event of a dispute, consumers find it difficult to place the matter immediately before a civil
court because of the length and cost of the proceedings. Alternative mechanisms (conciliation, arbitration)
should therefore be introduced for settling disputes, so that consumers can defend their rights rapidly and at
a lower cost.

Consumer information: the State should spare no effort in providing consumers with all the information they
need to be informed e-commerce participants. In Switzerland, for example, the federal administration has
drawn up guidelines for online purchases, the “Guide des achats en ligne”, in French, German and Italian and
in cooperation with the parties concerned.

b)  Social media

In recent years, social media such as Facebook, Twitter and Instagram have grown exponentially worldwide.
Estimates put the number of Facebook users alone at between 1.3 and 1.5 billion people at the end of 2013.
Social media have substantial economic, social and political potential; they play a role, for example, in democracy-
building processes. A relatively recent phenomenon, social media are also a source of many regulatory problems.
In Switzerland, the protection of children and young people is a priority on the political agenda.

Legal aspects: Swiss telecommunication law, like comparable legislation in other countries, was drawn up at a
time when the provision of telecommunication services still depended on the possession of a specific network
designed for that specific purpose, or on authorized access to such a network. With developments in technology,
the link between network and services has disappeared. Today, services may be provided by various means;
they may even be provided by social media without the active participation of network operators. Should
platforms such as Facebook and Twitter therefore be regarded as telecommunication service providers? To what
rights and obligations should they be subject? These are pending legal questions that need to be discussed at
international level as well.

Lack of data control and transparency: the fact that users lose almost all control over their data when they
use social networks is a serious problem. The Council of Europe Committee of Ministers” recommends that
platform operators engage in more transparent data processing, obtain the consent of the persons concerned
and clearly indicate to users whether or not their communications are private or public.

Users should be able to make informed decisions about the degree to which their data can be accessed by others.
Social network operators should not collect or process data from non-members and should use a configuration
and software that respect user privacy. In addition, users should undertake not to publish content on other
people unless the latter have given their consent. These recommendations could be implemented internationally
as a form of industry self-regulation, for example a code of conduct. Platforms that try to keep their customers
by blocking the transfer of personal data to a competitor are another instance in which users have found they
have no control over their data. In future, it will probably become necessary to introduce legislation on data
transfers or to regulate the interfaces between social network platforms.

Aspects relating to the protection of children and young people: social networks expose children and young
people to specific risks, notably in terms of adult-only content and sexual predation by third parties. Because
they do not have the requisite technical knowledge and are not really aware of the problem, young people are
not always able to protect themselves against the risks related to problematic contacts or the transmission of
personal data. The Internet never forgets; the permanency of data is a problem that children and young people
are unable to gauge correctly. Often, the adults around them — their parents or teachers, for example — also
lack the experience and technical knowledge needed to alert them to the risks of social media. Legal tools do
not suffice to protect children and young people. They need to be supplemented with a series of measures that
include public advocacy, content alerts and self-regulation initiatives in the industry. At the same time, the media

7> Recommendation CM/Rec(2012)4 of the Committee of Ministers of the Council of Europe to member States on the protection
of human rights with regard to social networking services.
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savvy of children, young people, parents and teachers needs to be improved. Such measures must be drawn up
using an interdisciplinary approach and must be complementary so as to create a coherent general framework.

c) International cooperation

In a globalized digital environment, the best national consumer protection measures are pointless if they cannot
be implemented beyond borders. Multinational cooperation is required in order to deal effectively with cross-
border phenomena such as e-Commerce and social media. In that regard, Switzerland applauds the preparation
of guidelines on best practices.

GSR 2016 Best Practice Guidelines on Digital Financial Inclusion

As the digital economy unfolds, digital financial inclusion is likely to prove one of the most transformative
applications it brings about. Banking the unbanked, like connecting the unconnected, is a major milestone
towards universal growth and prosperity. ° At the nexus of technology and finance, digital financial inclusion
can be a powerful drive towards achieving the Sustainable Development Goals.

The digital marketplace is constantly evolving and calls for new regulatory regimes. The fifth generation of ICT
regulation is coming out of age, unleashing the potential of collaboration to set an enabling environment for
innovation and investment.

Collaboration among all the various government agencies involved in overseeing the digital economy is essential
to ensure that regulatory frameworks are consistent, predictable, fair and effective. Collaborative regulation
can and will lead digital financial inclusion onwards and upwards, boosting entrepreneurship and e-Trade while
enabling e-Government services and sustainable living styles.

We, the regulators participating in the 2016 Global Symposium for Regulators, recognize that there is no single,
comprehensive blueprint for best practice, but agree that country experiences can be enlightening and guide
us towards regulatory excellence. In the increasingly complex and dynamic ICT ecosystem, it is important to
agree on common principles and put forward clear and simple rules.

We have, therefore, identified and endorsed these regulatory best practice guidelines to facilitate access to and
the development of digital financial services for everyone.

- Unleashing the potential of two-sided markets

We recognize that the introduction of m-payments creates a significant opportunity to spread useful and
responsible services for the unbanked or underbanked people.

Innovative two-sided platforms enable digital financial services such as mobile banking, mobile money micro
finance, mobile commerce and international remittance services. While regulation is not a goal in itself, various
regulatory measures can be considered to leverage the potential of such platforms for digital financial inclusion.

Holistic and balanced privacy and data protection legal frameworks need to be enacted, in accordance with
internationally-agreed core principles. In order to enhance trust in new financial digital services, it is equally
important to broaden the enforcement powers of the ICT regulator and strengthen sanctions in the case of
fault, fraud or abuse.

Clear and straightforward rules and procedures for consumer protection of users of digital financial services
should be implemented, in particular for terms and conditions of online contracts, the use of personal data
by service providers, tariffs for services and quality of service. Transparent, fast and effective mechanisms for
handling consumer complaints should be made available and enforced.

Interoperability among operators and service providers is essential for reaping the benefits of digital financial
services. Regulatory measures geared towards interconnection, USSD access and tariff issues related to digital
finance could enable interoperable services at the national level and globally.

Regulatory measures for reducing the cost of digital transactions and mobile payments can be put in place.
In view of weighing the impact of current regulations and revising them accordingly, we consider that ongoing

monitoring and periodic assessment of the state of digital financial services are needed. Likewise, the views

76 http://www.itu.int/en/ITU-D/Conferences/GSR/Documents/GSR2016/BPG_16_en.pdf.
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and experiences of all stakeholders should be taken into account and assessed. Adequate revision of regulatory
policies should then be carried out.

- Coining new regulatory approaches

We believe that adopting suitable regulatory framework and policies related to digital financial services will
encourage services providers to reach out to the unserved and underserved.

New regulations for digital financial services should be based on a functional approach. The regulatory agencies
involved in the various aspects of such services need to reassess their regulatory objectives and examine how
they can best be achieved, regardless of technology or legacy market structures.

Furthermore, regulations shouldn’t allow different regulatory treatment or a two-track regulatory approach for
incumbents and new players, both from the ICT and the finance sector.

A lighter licensing regime may be generally appropriate to allow digital financial services to thrive. Innovative
licensing schemes for market entry, including provisional and temporary licenses, can be envisaged.

We reiterate that all regulators should consider transposing international best practices and guidelines for digital
financial inclusion at the national level.

- Addressing overlaps between sectors

We believe that the various regulators need to collaborate to tackle issues related to digital financial inclusion,
from their inception to adoption to ensuring consumer redress. The ICT regulator and the authorities regulating
financial services as well as the dedicated competition and consumer protection authorities should know and
fulfill their respective powers and responsibilities. Where their mandates overlap, specific mechanisms could
be considered to ensure the interplay (such as memoranda of understanding or less formal agreements). Good
governance principles and practical solutions should be leveraged for a truly collaborative approach to regulation.

A sound national framework for collaborative regulation goes a long way towards creating working synergies
and effectively enabling new services. Such a framework could include:

Harmonization of the Telecommunications/ICT Act with the relevant financial legislation and regulatory policies
as well as with those in critical cross-cutting areas such as consumer protection, cybersecurity, privacy and data
protection.

Ongoing dialogue and regulatory cooperation regarding competition between financial and telecom service
providers as well as over-the-top players.

Periodic open consultations and meetings with stakeholders, public and private, to monitor policy implementation.

A harmonization of legal and regulatory requirements for digital financial services at the regional or sub-regional
level can have a multiplier effect on innovation and investment in national markets. The issue needs to be brought
to the agenda of Regulatory Associations and Regional Economic Communities in view of facilitating the spread
and benefits of digital financial inclusion in developing regions.
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