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SUMMARY

1. Title

Study on Improvement of Unfair Standard Contract Terms of Mobile Telecommunication

Service for Users’ welfareness

2. Objective and Importance of Research

As mobile communication services are accepted as essential services to consumers, the
sensitivity to use is gradually increasing. However, the contract between the tele—
communication service provider and the user is based on the terms of use, and due to
the nature of the terms and conditions, the subscriber has to accept it unilaterally. Due
to the complexity of the terms and conditions, it is difficult for users to determine
whether unfair provisions exist in the terms and conditions before the contract. In
addition, the termination of existing services, conversion to other services, the emergence
of various additional services, and the emergence of combined products with other
communication services are making this relationship more difficult. Mobile communication
service users are using the service by entering into a contract relationship with the
communication service provider based on the terms and conditions set by the service
provider. There is a risk of damage, so user complaints frequently occur. In particular,
due to the complexity of the terms and conditions, civil complaints have been raised that
suffer damage such as an additional fee burden without the user's knowledge of it, even
if conversion occurs according to the terms and conditions approved at the time of the

initial contract. Therefore, this study aims to contribute to the enhancement of users'
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rights and interests by analyzing the system of terms and conditions of mobile
communication service, discovering the issues of revision of the terms of service and
improvement of the system by identifying user inconveniences caused by the terms and

conditions, and deriving a revised proposal accordingly.

3. Contents and Scope of the Research

The composition of this report is as follows. Chapter 1 deals with the background and
purpose of the study, and Chapter 2 looks at the current status of the Terms of Use
system and regulatory cases. It describes the general terms of use regulation and the
current status of the legal system related to the regulation of the terms of use of
telecommunication services and other services Chapter 3 compares the domestic mobile
communication service terms and conditions with the number one service provider in
major countries, and examines the domestic service terms and conditions for each related
issue. Chapter 4 proposes terms and conditions of use and measures to improve the
system for the identified issues. In particular, it focuses on improving the user notification
method. This course deals with improving the notification plan for automatic rate system
conversion, improving the high local plan for contracted discount expiration, clarifying
additional service information, and improving the guidelines for telecommunication service

terms and conditions. Finally, Chapter 5 summarizes the research results and concludes.

4. Research Results

In this study, we tried to protect users' damage and expand options by deriving
improvements in the terms of use of mobile communication and system improvements of
operators.

First, it is necessary to push forward to specify the notification method and number of
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times in the terms of use for the rate plan that automatically converts after the
subscription requirements are terminated. It is specified to be notified at least three times
by text message, email, bill, etc., and if the plan subject to automatic conversion is a
minor plan, the subject of automatic conversion notification includes a legal
representative. Furthermore, Improvements to the automatic conversion process should be
considered. In the mid— to long—term, it is necessary to review plans to expand the
options for the automatic conversion rate plan for subscribers.

Second, the provision of notification of two text messages(one in advance and one after
each) in the current terms and conditions for contract expiration is expanded to at least
three times, and In this case, it is necessary to specify that the notification is also made
to the legal representative. In addition, it is necessary to inform subscribers who used
mandatory contract discount by applying the optional contract discount guide mutatis
mutandis. The fact that it is impossible to apply for a reservation in advance and that it
1s difficult to appoint a new contract date is an unfavorable condition for consumers, so
it is necessary to expand the autonomy of choosing when to renew. It is necessary to
improve the business procedures of business operators so that customers can make
reservations on a desired date before the contract expires by operating a rate discount
renewal reservation service. As a result, KT has expanded the channel for re—contract
reservations online in the customer center starting in February, and sends a URL for
re—contract reservations in text messages.

Third, it is necessary to clarify the additional services by recommending to specify
whether a self—service or affiliated service, whether to convert from free to paid, and
who subscribes and terminates, etc. for paid conversion of free supplementary services.
In addition, it is recommended that the number of notifications for paid conversion is
higher than a certain level for additional services operated and provided by
telecommunications companies. For example, it is necessary to review plans to notify by
text or e—mail at least twice in advance and on the basis of the date of conversion. In the

case of services provided by content providers, it is necessary to recommend that the
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mobile operator can also directly guide them. If a content provider manages subscribers,
it is necessary to induce cooperation between the content providers. In the case of
affiliated additional services, it is necessary to expand the options for cancellation by
diversifying the cancellation channels so that they can be canceled through mobile

operators.

5. Policy Suggestions for Practical Use

The current state of reflection of the improvement proposals presented in this report
in the government policy as of December 2020 is as follows. First of all, through the
activities of the research group, the voluntary improvement of the operation process of
operators was led. In particular, KT voluntarily implemented two operational
improvements. First, the automatic conversion notification of the military fare system was
performed only as a bill, but it was implemented by adding text message transmission
through the activity of the research group. Second, a text message containing a URL to
reserve a contract discount extension is transmitted to subscribers whose contract
discount is terminated so that the subscriber can receive the contract discount from the
time of reservation. Other companies are also considering introducing this method.

In addition, a proposal to improve the terms of use was derived and submitted to the
Korea Communications Commission in the form of a policy report, and based on this, the
Korea Communications Commission is promoting the improvement of the terms of use. It
is planned to complete the revision of the terms and conditions within the first half of

2021 through a consultation process with business operators.

6. Expectations

This study will be able to contribute to user protection and reinforcement of rights and
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interests by identifying unfair provisions in the current terms of use of mobile
communication services and suggesting improvement plans. In particular, it can have a
short—term effect in that it proposes an improvement plan for the notification method for
unfavorable changes in mobile communication service. In the mid to long term, it is
expected to be used as a reference material when establishing user protection policies in
the future, contributing to the establishment of effective terms and conditions and system

improvement.
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39) [example 1] you have a monthly recurring plan for £30 a month, with three months left.
We multiply £30 by three, totalling £ 90, and take VAT off that figure, leaving it at £7
5. Finally, we take 4% off that figure, making your final Remaining Contract Charge £72
[example 2] you have a monthly recurring plan for £45 a month, with six and a half
months left. You also have a monthly recurring discount of £ 10. We multiply £ 35
(£45 — £10 discount) by six and a half, totalling £227.50, and take VAT off that figu
re, leaving it at £ 189.58. We take 4% off that figure, making your final Remaining C
ontract Charge £ 182
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40) https://www.verizonwireless.com/legal/notices/customer—agreement/
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