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Abstract: 

The document describes the experience in Brazil with the implementation of the principle of universal access/service from different points of view, in particular the conceptual view and those relating to their implementation.  Brazil considers it important that in the studies and analyses referring to universalization of telecommunication services, the theme of effective service should be incorporated.  For this purpose it proposes to measure the degree of satisfaction of the consumer (the citizen), the results of which are to be obtained with the application of an adequate and strong instrument.  These results should be made transparent to society.

_____

Universalization of telecommunications services may be seen from different points of view. Two of them, however, merit special attention – the conceptual view and those relative to its implementation. The conceptual view is fundamental in order to meet the necessities and desires of all social classes, not only the highest ones. The implementation aspects are important in the sense that the attendance of  that necessities and desires indeed happens according to the established concept.  The choice of these two points is based on the fact that both are directly connected to making the universalization process adequate for the citizens and thus for society in general – which is the ultimate reason for its existence. 

The Conceptual Matter

There is no doubt that we are already into an informational society. All paradigms are changing and are quickly altered. Nevertheless, in such an era of uncertainty, one thing seems to be definite, information is and will continue to be vital for each element of any society.  Thus, the concept of universalization of telecommunications services is closely tied in with access to information. Actually it is the most relevant portion of the proper concept of universal access to information.



This concept has various facets that transcend telecommunications. Among them are those of  survival of the human being, the economical, the political, and  the cultural. How can access to information contribute to the survival of the human  being ? How can it influence and benefit all levels of society, especially those of low income. How can it contribute to improvement of the political process ? How can it contribute to the eradication of illiteracy ? Facing this multiplicity of questions is it useful to analyze the nature of the contributions telecommunications may be able to provide.

Information is something that only comes to have value when it becomes available when and where it may be perceived and understood by someone or even by some kind of device. Telecommunications enters exactly at the point of the “transportation” of this information through time and space so that it may be used. Previously, facing the existing limitations, this “transportation” was often not viable. With advances in technology, however, the barriers were overcome. The question more and more ceases to be technical, which increases the importance of the discussion in all other aspects.

In the guise of an example, it occurs that in Brazil, access to information is treated in the Constitution. Article 5, Subdivision XIV states that “access to information is secured for everyone”

In summary, the human race has available more and more, the means to make universal access to information viable. Telecommunication has the means to make this a fact. It is necessary to treat the other questions that surround the subject, in order to eliminate definitively the threat of the construction of a context named “the digital divide”  and universal access to information will become feasible.

The Implementation Matter

In the telecommunications field, the feasibility of universal access to information has two equally important branches, one direct and another indirect. The direct one tries to provide that access to the citizen. The indirect one tries to create or amplify the conditions under which a citizen may effectively make use of the information.  In the first case, the aspects to be considered are regarding the provision of services of telecommunications with quality. This means those that meet the needs and desires of the public. This matter is limited to the telecommunications sector.

The second branch treats of the promotion, or  the amplification,  of citizenship of every human being. Thus it transcends that context and becomes intrinsically intersectorial. It then treats such items as tele-education, tele-medicine, and tele-security as well as many other activities of fundamental importance to every citizen. So, it is an important factor for the development of the society. 

The Question of Effectiveness

Associated with the previous questions is the notion that it is necessary that universal access to information to happen effectively. So what is important for this to happen?  Much has been read or heard about the importance of the efficiency of the processes and people. Efficiency here has the meaning of doing something well. It is related to the means used in the accomplishment of an activity. Optimizing and reducing costs, are examples of attitudes that increase efficiency.

Much has also been heard about the efficacy of processes and people. This concept means making the adequate activity. Doing what must be done in order to reach some objective. This idea is connected to the goals of a process.  Facing such a great need of humanity for goods and services that will give them access to information, it is fundamental that the contribution provided by telecommunications be efficient as well as efficacious. The first, because there is no room for waste. The scarce resources of the planet should be well managed. The second, so that the goals may be reached, mainly those that may be characterized as imminently social.

Thus with greater effort than our predecessors had, the concept of effectiveness must be the goal sought. Effective in the sense of joining efficiency to efficacious. Achieve the needs and desires of society using efficient processes, should be our aim. But how may we judge whether our process of promoting universal access to information is effective ?

The Feedback

At last analysis, one of the great human objectives in happiness. Thus to contribute to the society be happy, satisfied and content, certainly should be a goal of all, mainly those persons or institutions  who are governing in the name of the people.  Starting with this idea, one may conclude that for telecommunications to be effective, the aim needs to be to generate satisfaction in society. The concept of satisfaction and effectiveness are together.

It should be remembered that the process of serving the public with services of telecommunications has no end. Its effectiveness is in reality a continued effectiveness. This is a permanent objective.  Yet it is not enough to satisfy only a portion of society. It’s fundamental to “promote the good of all” without any “form of discrimination”. (Article 2, Subsection IV of the Brazilian Constitution)

Bringing together all of these considerations, it becomes evident that the process of serving the public with services of telecommunications should be in the agenda for constant feedback furnished by the public itself. It is necessary for its effectiveness to be evaluated on the basis of the anxieties of the citizens in a permanent and transparent evaluation.

General Characteristics of the Evaluation

In order for the evaluation process to be effective, it must have some of the following characteristics.  The first of these is, without a doubt, the faithfulness of the evaluative instrument. It is fundamental that the process allow for a fair evaluation of the services rendered. Listening to the public and using adequate instruments for evaluation will contribute to this aspect.  The second characteristic is the continuation of the evaluative process. As already cited, the goal is to continually satisfy the public. Even more so, the simple tendency to deteriorate, should be used to alter directions.  The third characteristic is the periodicity of the research that enables the evaluation to be made. It is important that these be made with a time distribution such that seasonal effects may be considered in the computation of the degree of satisfaction and identify specific situations that may require the attention and action of the Regulatory Body.

The fourth characteristic is the self adaptability of the process to the changes in the society and in the telecommunications services. Since these are frequent and significant, the process needs to allow evaluation of what, in fact, is important to the public in any moment.  The fifth characteristic is that the process of evaluation should contemplate the entire society. This means every class and segment.  The sixth characteristic is that the process should evaluate the satisfaction of the public with all the telecommunications services rendered.  The seventh characteristic speaks to the transparency of the process. This is just as much with the form of researching the degree of satisfaction as much as it is in the dissemination of the results and access of the public to these results as a whole.  Finally, the process needs to be of such a form that the relationship cost-benefit of the research be considered so that it will not be inefficient. 

Brazilian Experience with Universalization

Brazil adopted as a policy that of serving the  necessities of the population by stages. Initially, in the scope of an ample reformulation process of the telecommunication sector, established the fixed telephone service spread throughout the country by means of the General Licensing Plan. At that time the first General Plan of Universalization Goals for Fixed Switched Telephone was established, regulating fixed telephony and foreseeing its own evolution when it will be necessary.

This plan was conceived to guarantee that the expected growth of telecommunications in the country would occur meeting not only the productive portion of the market but also increasing significantly the services for the less privileged classes, those located outside the great metropolitan centers, the remote centers of difficult access and the disabled citizens as well. It sought to lessen the regional inequalities and promote the services to health institutions and schools.

In a second step, competition between companies offering telecommunication services is been promoting on the communities without economic appeal.  Finally, there were alternative studies made for the amplification of the universal concept in order to make it more and more effective.

Judging Satisfaction – the Brazilian Experience

In Brazil, ANATEL (Brazilian Telecommunications Agency) along with the implementation of the universalization of the services of telecommunications, is developing and implementing a process for the judgment the degree of satisfaction of the consumers, with telephone services - both fixed and mobile. This process has as its principle goal the judgment of the effectiveness of the services rendered to the public of telephone services.  In the present stage, the characteristics of faithfulness, continuity, periodicity, self-adaptation, transparency and cost-benefit relations are already completely being contemplated. The participation of the entire society and the focus on all the telecommunication’s services are being achieving by steps.

As regards the faithfulness, the development of  a process to judge satisfaction included a public consultation about the instrument of evaluation in order to obtain from the society comments about  them to construct the best possible one.  As for periodicity, the process contemplates interviews made daily based on a sample plan that will statistically determine when and where the interviews should be made.  As for auto-adaptability, the process gathers information from consumers. Together with the degree of satisfaction, the importance they attribute to each attribute of the services is also identified. In addition, the consumers identify new attributes to be included in the research.

As far as transparency is concerned, the process is being developed with significant participation of the society. A public audience was initially held to present these general ideas, and obtain suggestions for improvement. Afterwards, consultants were contracted by public bidding for detailing and testing the method. The methodology will go for public suggestions and approval. Finally the results will be presented monthly to the public in a transparent form.  As far as the cost-benefit relationship is concerned, the method uses statistical techniques of moving average measurements, and in the case of public telephones, an random algorithm selects the municipalities where the research will be done. This assures that the expenses will not excessive and maintain the quality of the results.

As far as coverage of the entire society is concerned, the method adopted contemplates entire portions of society which are served by telephone services including those served by public telephones. Results are presented of more than a hundred market partitions. Thus furnishing information on each company rendering service, geographical regions, states and sectors of concessions, nature of service, etc.  As far as services go, in this first moment, fixed and mobile telephone services are contemplated with local and long distance calls - national and international – for residential, commercial and public use.

The Proposal

Brazil considers important that in the studies and analyses referring to universalization of services of telecommunications, there should be incorporated the theme of effectiveness of service rendering. For this purpose, it proposes the measurement of degree of satisfaction of the consumer (the citizen) of those services, whose results are to be obtained with application of an adequate and strong instrument and the results made transparent to the society.
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