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Annex 1 — Case studies

1.1 Cooperation and information-sharing among policy-makers, regulators and
consumer associations

Cote d’Ivoire — Consumer Council

The Consumer Council created by ARTCI is an inclusive exchange framework that integrates all
stakeholders to protect the rights of consumers of telecommunications/ICT services in domains
that fall within the remit of ARTCI: electronic transactions, protection of personal data and privacy,
and the fight against cybercrime. Concretely, the Consumer Council formulates opinions, proposes
draft decisions and makes recommendations to the ARTCI Regulatory Council, taking into account
technological, economic and regulatory developments. This is done either at the request of the ARTCI
Regulatory Council or on the initiative of the Consumer Council, in an anticipated or proactive manner,
on matters regulated by the ARTCI. Consumer associations are appointed to the Consumer Council
for a renewable period of two years, following a selection procedure based on transparent criteria
set by decision of the ARTCI Regulatory Council.

Democratic Republic of the Congo

The collaboration mechanism between ARPTC and the consumer associations is intended in particular
to inform consumers about current news and trends in ICT, identify the problems consumers face, and
inform them of the remedies available. To set up the collaboration mechanism, ARPTC identified three
associations having a particular impact on the population, one of which specialized in the ICT sector.

Cote d’Ivoire — permanent local centres

The aim of creating permanent local centres for education and processing consumer complaints is
mainly to promote proximity between consumers and administrative and protection authorities,
promoting an ecosystem of trust. These centres will have the following specific objectives:

—  inform and train consumers on technological advances in ICT and on their rights related to the
use of ICT goods and services.

—  set up mechanisms for collecting and processing malfunctions and complaints related to non-
compliance with standards in force, reported by consumers.

- conduct regular training and information activities on new digital technologies and on the
evolution of consumer rights.

—  provide alerts to administrations and regulators in order to promote revisions and adjustments
of standards and structures.

- be a digital observatory.

In view of the objectives pursued, the results of the work of these centres should be able to contribute
significantly to strengthening the protection of consumer rights and contribute to reducing the digital
divide.
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1.2 Mechanisms/tools for listening to the consumer and means to receive and
resolve consumer complaints

Tirkiye — Online complaint notification

The Information and Communication Technologies Authority of Turkey, BTK, has established an online
complaint notification system to resolve consumer/user complaints in electronic communication and
postal services. By dispensing with paper-based and post-reliant processes, this contributes to the
country's digital transformation processes. The system offers multiple levels of appeal, improving
the chances of resolution at the source (without the direct intervention of BTK) and thus reducing
the Authority’s workload. Registered complaints can serve as an input for possible regulatory and
supervisory action. Finally, the system facilitates the classification and analysis of consumer complaints
to identify particularly problematic issues and provides an opportunity to take quick action.

Nigeria — Complaints channels and consumer engagement

The National Communications Commission (NCC) of Nigeria has come up with two strategic
initiatives, focussed on complaint channels and consumer engagement respectively, to ensure the
protection of digital consumers. One initiative is the Telecom Consumer Parliament, “a high-level
dialogue forum held twice a year to address critical and contemporary issues affecting the Nation’s
telecommunications industry during which key telecom industry players gather to exchange ideas on
salient issues affecting the consumers of telecommunication services in Nigeria”. The other is Telecom
Consumer Conversations, which consists of various interactive programmes including Telecom Campus
Conversation, NYSC Camp Sensitization, Village Square Dialogue, and Market Conversation. Through
the initiatives described above and many other public actions and measures, it has been possible to
progressively reach out to a large number of Nigerians, particularly at the grass-roots level, to ensure
that the public fully understands and appreciates the benefits of telecommunication services and to
enlighten and inform them about their rights.

China

In China, operators have a mandate to optimize market service initiatives to promote consumer-
informed decision-making. China Mobile gathers consumer feedback through complaint hotlines and
through its customer service. The end goal is to ensure the service quality for all telecom consumers
and informed decision-making b consumers, for total consumer satisfaction.

Animportant stakeholder is the China Consumers Association (CCA), a nationwide social organization
that safeguards the legitimate rights of consumers. It accepts complaints, conducts investigations and
offers consultation services to consumers, including litigation. It publicizes unfair and non-transparent
behaviour of enterprises, as well as activities which violate consumer’s rights and interests. National
live broadcasts are held annually. These are highly public events that serve to expedite resolution of
issues and provide added motivation for self-scrutiny by telecom enterprises and service providers
and improvements to consumer information.

Democratic Republic of the Congo

ARPTC has designed numerous tools to contribute to better consideration of consumer rights. One
is CEIR , a national system to combat the theft and counterfeiting of mobile terminals that can help
consumers recover their lost or stolen terminals. Another is the web portal created by ARPTC to
handle complaints from consumers of digital services. This website also serves as a price simulator
and market comparator to help consumers choose the offer best suited to their needs and determine
assess the necessary budget. Some tools have been designed in collaboration with consumers of
digital services, including a toll-free centralized hotline. Building on the successful collaboration and
dialogue between the telecoms regulator and consumers, ARPTC is planning the following additional
initiatives: the creation of a discussion forum on Facebook for exchanges with digital consumers
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on their concerns related to the provision of digital services; a tripartite charter between MNOs,
ARPTC and digital consumers’ associations; and surveys among households to measure the level of
satisfaction with the services of the MNOs.

Haiti

The regulator in Haiti has created a unit for monitoring operators for the benefit of customers. The
regulator is also lobbying the competent authorities to set up online public communication services
enabling persons with disabilities to access the services of government administration, the local
authorities and public establishments. The development of accessible technologies (haptic, remote
control, voice announcements in public transportation, sound signals at pedestrian crossings, etc.)
represents major progress for persons with disabilities, in particular the visually impaired and the
blind. The Secretariat of State for Persons with has been authorized to plan training a cohort of 50
young persons with disabilities under its RepareNet programme, which aims to teach the young
people how to repair their own defective phones and those of others, thereby enabling them to earn
a significant income and to be part of the digital economy.

Mexico

In Mexico, IFT has introduced a complaint map to give users more insight into the record of each
service provider as regards complaints, and the consensus in each region. Users of digital services
are also able to use an interactive application to research and compare relevant characteristics of
the policies and the terms and conditions used by the main digital platforms, terminal equipment
vendors, and operating systems. It highlights the information that the user population shares with
them and how that is manged, as well as the scope of the permissions that are granted when using
these platforms.

For the development of the tool, information was identified and analysed for different digital platforms,
terminal equipment vendors and operating systems and their policies, terms and conditions, and so
on. The information that is integrated into the tool is related to the constantly evolving information
provided by these companies. In this way users can keep up to date regarding their rights.
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