dSSAYHMAT KCC-2018-24

SLIME|A OISAL HoES ZoiE

2ot mlahAA| 2ok o1
(A Study on the Remedies for Enhancing the Protection
of User Rights of Telecommunication Service Users)

0|5 %/

o

2018. 12




2018k 3]
TAe AFZAIZM HIOM Y22 AFXte| A5

[
—
o

xH
At

| E0M
~
o

ol

0
o
k=)




i A 3
W T .
N0 o 7
ol T = )
H_l_ ﬂ o _Eo
ol ®oHr
G :
g 5 =
{0 in oo
AR — B .
T o T
i AT i
El oA
w ﬁ.o .Hw _.ﬂ_ B _Eo
o < &
53 oF Eo ol
0
oy i
— i) 3
o T
o M ==
< oOE
o oWl T
o oF "
=0



Hr

i

o

A

=
-
K
zel
el
o

B!

e
s

B/

SAHAMH|A Eopd Cienl

2.

18

22

B FJEH oo

A &

a7+l

o
3
3
3

s

| S4lAMH|

o
0

)
e

ol
=

3

1qu] 2 o 87 1

54

A
. 559

371]14

5

o

-7

3

ol
=X

3

1qu] 2 o 87 1

54

41

o
0

=
i

EE

3

1qu] 2 o 87 B

gl

SED

o,

4

) 7H0|= QI ceveeeeeneienne

H240C1E

9|

3

I7HE 2
-7-A

3

SHUAMH|AE 0| ZAt o3

7},
L,

4.

oo
BK
‘mWO
TR
o
N

)
)

REPESEEESE

gl

N2 H71E) 7}e]

3

REESEEESE

54

e



‘56

2 AFAXE LHSE ARSEA T[T coeveereereenens

2}

!

ol x|

SAAME|A 2ofd m

o.

o
Ny

Z]E

Al /\]—?‘j;(]- Z}%}j@ ;zﬂﬂg]v/lg

3

O AT} T FEUROF wovveenvreneennmeniieniiniien s
7k AT

6.

74

31} \g; %]'%

pozel

A

1/}. 7(617111414' xﬂ?j

ol

oK
ol



ix

. O}EC.
==

<¥E [-1> 0|

<E 1-2> 20154 ~2017&

Lo =
=

Hi

<I 1-3> 20164 CHH| AEHET} Al

100
10l
il
=
K|
fri
M

T

R

1=

a]

<E 1-4> Yo}

oF
<H
U|
Ok
oK

ol

<+

ofZUAEO

al
=

<X 1-5>17d 72Z2{0|AE0]

11

41

3

<E 2—6> 1372 LH|AMA

<E 2—7> 1372 LH|A}

71

<E 4-1> 0|BA &

?

<E 4-2> O|SEAIME|AQ] 24K}

K

Z 7

off

=
T'__KCI;I

= 48|17}

E;

&l

=
[

<E 4-3> HH[

K

<E 4-5> O|SEAl 0|8} 1

75
16

= e

at
=

<E 4-6> 0|

HH| 7|20 O|QTFH| ceeeevereererrenenns

3 I35

Kl

_iv_



<E 4-8> 0|

SN 20f SAAH|IA o

<E 5- 1> 0|2} T/} 7A|

<E 5—2> 0|SEA- UEEA

oo - E=2O0L—

%65 E|3H__I.Lx.|| 7|_7I_,S; 3Hx||:|_}71| .................... 46
221 SAALR} LRI |E RISEZ TAYE) o 56

O[SAt Ziati=tA| 22 ARt LI |£ AEEE MIF2IAE66



1-1] OISSA 20} SAMHIA YEY TFHTH 7| FRIEDH v x
1-2] OISSA 20} SAMHIA YEY TFHTH 7|Z: 0D v %
I—3] O|SEAl 2of EAIMH|A SHES L[GHTH| 7|30 GHR|THH| -ovvereeereeeenenne %i
1—1] QA Gl CEHE AIBHEIE o 5
1= 2] ZERIFH| D OFTEEIE oovrvreeesseerrnisss s 6
92— 1] OI%%AIJ %I:l‘_} Elcl EI@H%@OA: EDJAJ_E__T]_ %MH% .................................... a
2_2] %'_I-%%AIJ %I:l‘_} 51:I EI@H%@OA: EDJAJ_E__T]_ %MH% .................................... 3
4—1] O|2A} HSHEAHT|E) FI0|SRIOI TE THQ wwrrreerrrrererssssssssressssssssesensnns 35
4—2] O|ZSEAl O} TIBHGEL +wovreverevereersserssemssssisssisssisiisiissis s 5
1=3) O|SSAl H0F SAMHIA FEH TIHTH TI1Z: FIITH) v B
1=4] OIS 20} SAMHIA &Y TSHTH| 7|F: O[EH) - ®
4=5) 0SSl H0F SAMHIA LEH TIHTH TI1Z: RIS v B

_Vi_



LA =

SN2 o84 Polus HBE AT AaTA B A7

=

AR 27 geket e 2 oz A FHel ue o] &xte] Ha o] HFHoE
HHAste] BAlA 2 Hubel] jet Fs) A ek ohyEl ARIAEY] IS Al ARSI A=
el 74 & FAARIE o] &t FafjFAle EASE AT A7 el YT
S AHZ1(2018) 9] 8 F58 thl ' w95 2R Y 20179 71 19 FoE/ =
AtEE, 29] o] S-S AHIZ, 49] 2B, 399 RHIAAGAHIE T FAAH] 29

et v =4 vehdar vk 53] 2utd AldAR 2 it g4 F
7hhe & BAIAMIZE o] 8t a7t oHE] =A UEh, SAAMRIZ Ropd o] g4 A

E3T A3 A ABH] AT T|Eo] g Aol

= I 9E X F HUHEAIAuE 2] gigk B4 WA A AT 4
AE SRIAREAS A 7IEe] Basith AR o8] Yzd| g A dES 24
T AES US ERTSEAL 1o o] &4 v
AR ARG g]ef A 710
golata Rl Axel wheh AHEA HAFS AT o] F71HQ0 A FAAMH]

ol g2l Aelu s F3E AT A&l 7A AR B sl TAl 71 AAAJ] AT

.|_4

E Qe UE Tl B ek AATE, BN QAT SEATA
F 5 TR Az gEe] FAHD I £ 34 SujEE 5 A

oA AART F3HE A H Al 715 FAS B ARIA WIS At

- Vil -



3. A7 74 2 ¥

FAMH2 o 87 AP3E 9 Tel Al ek ATE BEE s gl o] A7

FARY 74 2 WAE e ok

A, OIFEA W ST Hopel o84 AT BT HhTA 1FS A
@,

EA, B2 STA A AR vH 2 WY ARHL AESTD, Js7A
7oYYL AEdh

AR, SAAESE TTA B AR WEAE ASHAPAS A7,

9R, BN TSR 48 3R AT AABAAT L V1% 5T 2 4B

zA,

tlo

O
r

A o 82 FYHE 98] RS WA WA ATHE AL BHow
2HE AnE Sun oo} 2o,
AVl Bopd Thimel MBS RASIA FUATT 1372 2617
AGAESE BFAA) A N S} AL S Aingieh FNARI 201749 1
29 9 A FPS 24T A ol 8 AANAE YFAe Bofol
Wglo] 74 BT teont BORE, HAaFA ol o guAdAE Py

15
FAEA, LTE, sANAE $I83, 43, 28814 52 wsle] Bol he}

- viii -



o] 82k Tl 79, ol8, A GAl SFof =EHN o FAH e vt 2k

r>
i=]
00
>
Kl
%
&)
ogk

<E I-1> 0|55 ¢S

5 EEEE
1) SAl3) o554 wEgA Pkl Hords
7| 2) Q15 0§ A AR A FAR A EE H9IA
R [3) WA Bl Qe P Ao
1) RoEg Ao

= 7H] 14<d ol
= 7k 15 o|%- 674 ol

6) P FIHMEIS 25 AT

oo O

7) Y 7Y FAAAEE F AR RURMEI A 2 AT

8) ol§4 59| gl BNz frE AP

9) 8w o} A+

& | 10) AP-LER 5oz Qg §A

A 111) §A A

<J% [-1> 0|53 20 SUAMH[A SHEY Tfai7H| 7|&: 7T

OIS 20l SUMUIA =S Mo H J1=: THL S|

1 2 3 4

gdiele s go| = gt
= 0|8 =Rt A ef

ZA| Hot H3| = 0|5 S O|SHE} MU~ o2 e S A| o|5HE Me|~ SA| ol 5=} e~ A
AERTA] A4H|8 SE HA = QorZTp SHOILE o Hi = OSSR oF Fi = T RSN
= %Hl 5 = X FUHIZ I A FHE ojgs2 HEsIL 9o Xt
‘H Al EH FAtE AtE2S 7t ERst s #E
e

ol e o=
ﬁ%ﬂ%
0 L
5=
oo
na Mmoo
Of 2t o]
¥

o

o

>

_ix_



g A% BIEA BF, WAR s 23R, 239

Bz F A $AbNA a3 AT ol8A Fel gt ¥AMMA fEd

&, a5 JpT e #hE aried S 3 ARl A i

)

== ot l 71E: O122H
4

5
ol8x Sof gl 22 act
CEVTPS o
S= dst
o = || sreixEzE =Ho|X|- SIpMuIA Aot FH | B 28 2
p— et e gen Sy HEXE 52 53 £ 2= | SThA
= e 25 712k DAL A] || H|x 93 22

O S AFES APE
ZESH ST MH A
o B2 DjAte
Zizt 2t =2 e o]
AbE Al DR
=3z a= ==

opr [ ¥

]

=
-
= =E
= 50%
bl
b
Q‘t

| =

A GA L B A/ AYETE o= U A, SAH o dddE | 2VIEH &

<38 1-3> 0|53t 20F SAIMH|A HEY mlai72A 7|=: SHXITHA|

r=

Ol=SS4 E0FSAMMHI A =S HOHHI 71=: OHXIZHI
2

[
i
4
x
z
b
%

o
2
o
x
K
']
E)
J

B
EFE
Zh
tone
0o
Wi
Ll

ﬁﬂfﬁ
il
rwé




B o] e e EAME|A o]gx}t WREE Y& AEsE w§A Heke

oft

AMHIZE ol gt HTAE AT AHBAH(NE) Thol =il
oHlA, SAAE 2 e tAl BE AR WRI1E AR 7R
XA, B FA7IT B 7] BAIANI A g A 45t A Fol

ATt o] Aol A JiEE o] FFAl EoF FAMMIL HRAFTES 71RE ARRatAl
= ATt B40E BUEYS o HA tE]l F9 gl vAgaA Ao
ol gAF ysf el ko] d AoE Az,

YA, 352 B3 49 o84k a7t g ez yehyar Jlvk 23 o84kt
Azshe T3k B AR ol AE Fd B 7S] AFolt 8l ol
ek ZjAde] dasitt

OAA, mAld BRI a5 AT, 25 o F7 5 AR FREeg 2
AE AZ o)A Ha7h DA sEAL lof, ARtAl s A& Q) EUE o] dasi.
184 A8 FAAG 37 =S st oS A & & = TEE v

%ol @ Aoz Azed

5
o

O
%P

e
ob
rr
pad)
l
bl

_Xi_



sjo] A7) @ 717 AR

S

=457] 9

KR
=

[¢)

[e)
Ri

1

]

o, SN2 o] §7}e] 3]

B

—_
o

oj

ikl

A4 »

ks

74 7€ rh S

5]

EA MH| A o] 84 AR T

3} 2.

t‘g:

o

i=1

i)

i

9
pil

7He 2RI 20l T

£

)=]

=
o

By, £9, Wb 2o

o

o

o 9

v

o}

NE

3l 7A 7]

|

- Xii —



SUMMARY

1. Title

A Study on the Remedies for Enhancing the Protection of User Rights of

Telecommunication Service Users

2. Objective and Importance of Research

As telecommunication services are provided in various forms and methods, the types of
damage caused by users are complex. Therefore, not only damage remedies for
telecommunication services but also researches for revitalization of telecommunication
service users' remedies such as damage relief and social institution damage relief A need
emerged. According to the ranking of the bundle counseling service by the Korea
Consumer Agency (2018), the ranking of consulting services such as first mobile phone /
smartphone, 2nd mobile phone service, 5th broadband internet and 39th mobile game
service are very high in 2017 . Especially, the number of consultation on mobile game
service has increased rapidly, and the damage of communication service users is still high.

Recently, consumer dispute resolution standards that can be solved in the event of
disputes on additional communication services such as portals that are growing rapidly are
needed. Businesses are launching new products in line with the needs of users and
introducing combined products among them, and products are becoming more
complicated, and new types of complaints are also increasing in user complaints. In
addition, it is necessary to analyze the case of damage relief and to study system of
damage relief in order to strengthen the protection of user rights by telecommunication

service from the long—term point of view because it provides discriminatory compensation
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according to the intensity of complaints.

In addition, not only damage to general merchandise but also a variety of service
products such as its own combined products and equally—coupled products between
telecommunication service providers have been released and the scope of damage has
been drastically expanded. It is necessary to study the standard autonomous inspection
method.

In addition, it is necessary to confirm major policies and trends for overseas
telecommunication organizations and major organizations to relieve users of
telecommunication services.

The purpose of this study is to investigate the detailed remedies for strengthening the

rights of users of telecommunication services.

3. Contents and Scope of the Research

The purpose of this study is to investigate the ways to prevent damage to
telecommunication service users.

First, we analyze the actual condition of user 's damage in the field of mobile
communication and intelligent communication and study the standard of damage relief.

Second, it examines the appropriateness of laws and regulations, and examines equity
of damage relief level.

Third, the autonomous I

nspection method of internal standard for damage relief related to telecommunication
service will be studied.

Fourth, investigate overseas communication organizations and institutional trends and

policies for the revitalization of telecommunication services.

4. Research Results

- Xiv -



The purpose of this study is to investigate the detailed remedial measures to strengthen
the rights and interests of users of telecommunication services.

First, the current status of the complaints by the telecommunication service sector

Second, major laws and regulations related to the relief of telecommunication service
users

Third, the type of user damage by communication service sector

Fourth, Compensation (standard) guideline for user damage relief by communication
service

Fifth, the autonomous inspection standard

Sixth, there is a policy to revitalize communication services of overseas communication

organizations and organizations.

5. Policy Suggestions for Practical Use

Based on the results of this study, suggestions for strengthening the interests of users
of telecommunication services are as follows.

First, in the field of mobile communication, it is necessary to prepare countermeasures
for problem solving due to the user 's damage due to important matters or false notices
at the subscribing stage.

Second, if the mobile communication terminal device is purchased by communication
such as electronic commerce, providing the information that the subscription can be
withdrawn to the user is considered to help prevent the damage of the related user.

Third, there is still damage to the user due to the contract of the minor without the
consent of the legal representative. If it is monitored in the form of post regulation or
autonomous regulation on the basis of the telecommunication service damage
compensation standard developed in this study, it will help to prevent user damage due to

the contract of minors without the consent of the legal representative.
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Fourth, damage to users related to poor call quality is a frequent complaint. However,
there is a difference between the poor quality of the call quality experienced by the user
and the poor quality standards stipulated in the terms of the service provider.

Fifth, damage caused by unauthorized acts or illegal activities such as service charges,
excessive charges, and so on are occurring. Also, it would be helpful to provide a channel
for users to create a user—friendly communication market environment.

Sixth, information disclosure of government agencies and organizations is necessary to

analyze the damage type of communication service users.

6. Expectations

In the future, the following policy proposals will be made to protect the rights and
interests of users of telecommunication services and to set standards for damage relief.

First, this study has prepared the criteria for damage relief such as mobile
communication and public communication, and it needs to be continuously revised and
supplemented in the future.

Second, this study focused on mobile communication and neighbors communication. In
future researches, it is necessary to prepare the damage relief standards for additional
communication services such as broadband Internet, portal, app market, and open market

based on communication service.
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Slamming: Switching Your Authorized Telephone Company Without Permission

Slamming is the illegal practice of switching a consumer's traditional wireline telephone
company for local, local toll, or long distance service without permission. The FCC's
slamming rules help protect consumers from illegal switches, and provide a remedy if
you've been slammed. The rules also prohibit unreasonable delays in an authorized
switch by your local telephone company.

How to protect yourself against slamming

— Always examine your telephone bill immediately and thoroughly. If you see a new
telephone company name on your bill, call the number that's shown on that portion of
the bill and ask for an explanation.

— Be aware of the methods telephone companies can use to change your authorized
telephone company legally. The FCC's rules require telephone companies to obtain your
clear permission to make such a change.

— Ask your local telephone company to place a "freeze" on your account to keep
anyone other than you from changing your authorized telephone company selection.
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What to do if you've been slammed
If your authorized telephone company has been switched without your permission:

— Call the slamming company and tell it that you want the problem fixed and that,
under FCC rules, you don't have to pay for the first 30 days of its service.

— Call your authorized company to inform it of the slam, and that you want to be
switched back with the same calling plan you had before the slam.

— Also, tell your authorized local telephone company that you want all charges for
switching companies removed from your bill.

If you have been slammed but HAVE NOT paid the bill of the slamming company, you
DO NOT have to pay the slamming company for up to 30 days after being slammed. You
also do not have to pay your authorized telephone company for any charges for up to
30 days. After 30 days, you must pay your authorized company for service, but at its
rates, not the slammer's rates.

If you have been slammed, but discover it after you HAVE paid the bill of the slamming
company, the slamming company must pay your authorized company 150 percent of the
charges you paid the slamming company. Out of this amount, your authorized company
will reimburse you 50 percent of the charges you paid the slamming company. Or, you
can ask your authorized company to recalculate and resend your bill using its rates
instead of the slamming company's rates.

Authorized switching methods
Your telephone service cannot legally be switched from your existing authorized
telephone company to a new company unless the new company verifies the switch by
one of the following methods:

— Using an independent third party to verify your oral authorization to switch

— Obtaining your signature on a letter that indicates, in writing, that you want to switch
authorized telephone companies

— Providing a toll—free number that you can call to confirm the order to switch
authorized telephone companies

Filing a slamming complaint

If you live in Alaska, Arizona, Delaware, Florida, Georgia, Hawaii, Illinois, Missouri, New
Mexico, Pennsylvania, Rhode Island, Tennessee, Virginia, West Virginia, Wisconsin or the
Virgin Islands, you can file a slamming complaint with the FCC.

You must include a copy of any bill you are complaining about. Please indicate on the
copy of the bill the name of the slamming telephone company and the disputed charges.

Public service commissions in all other states, the District of Columbia and Puerto Rico
process slamming complaints arising within those jurisdictions. If you live in a state or
territory that processes slamming complaints, check the website of its public service
commission for information on filing a complaint.

¥ &3 1 FCC &H°]A]( https://www.fcc.gov )
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Cramming - Unauthorized Charges on Your Phone Bill
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What is cramming?

Cramming 1s the illegal act of placing unauthorized charges on your wireline, wireless, or
bundled services telephone bill. The FCC has estimated that cramming has harmed tens
of millions of American households.
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Deception is the hallmark of cramming. Crammers often rely on confusing telephone bills
to trick consumers into paying for services they did not authorize or receive, or that cost
more than the consumer was led to believe.

Wireless consumers should be particularly vigilant. Smartphones are sophisticated
handheld devices that enable consumers to shop online from wherever they are or
charge app purchases to theirphone bills. The more your mobile phone bill begins to
resemble a credit card bill, the more difficult it may become to spot unauthorized
charges.

How does cramming occur?

Cramming most often occurs when telephone companies allow other providers of goods
or services to place charges on their customers’ telephone bills, enabling a telephone
number to be used like a credit or debit card account number for vendors. Crammers
may attempt to place a charge on a consumer’s phone bill having nothing other than
an active telephone number, which can be obtained from a telephone directory.

What do cramming charges look like?

Cramming comes in many forms. Charges — such as those described below - may be
legitimate if authorized but, if unauthorized, are cramming:

— Charges for services that are explained on your telephone bill in general terms such
as ‘service fee,” ‘“service charge,” ‘other fees,” “voicemail,” “mail server,’
“calling plan,” and “membership.”

— Charges that are added to your telephone bill every month without a clear explanation
of the services provided — such as a “monthly fee” or “minimum monthly usage
fee.”

— Charges for specific services or products you may not have authorized, like ringtones,
cell phone wallpaper, or “premium’ text messages about sports scores, celebrity
gossip, flirting tips, or daily horoscopes.

« “« »
)

How can I protect myself against cramming?

— Carefully review your telephone bill every month, just as closely as you review your
monthly credit card and bank statements.

— Ask yourself the following questions as you review your telephone bill:

- Do I recognize the names of all the companies listed on my bill?

- What services were provided by the listed companies?

- Does my bill include charges for calls I did not place or services I did not authorize?
- Are the rates and line items consistent with the rates and line items that the company
quoted to me?
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— When in doubt, ask questions. You may be billed for a call you placed or a service you
used, but the description listed on your telephone bill for the call or service may be
unclear. If you don’'t know what service was provided for a charge listed on your bill,
ask your telephone company to explain the charge before paying it.

— Make sure you know what service was provided, even for small charges. Cramming
often goes undetected as very small “mystery charges” - sometimes only $1, $2, or $3
- to thousands of consumers. Crammed charges can remain on bills for years.

— Keep a record of the services you have authorized and used. These records can be
helpful when billing descriptions are unclear.

— Carefully read all forms and promotional materials - including the fine print — before
signing upfor telephone or other services to be billed on your phone bill.

What should I do if I think I've been crammed?

Take the following actions if your telephone bill lists unknown or suspicious charges:
— Call the telephone company responsible for your bill, explain your concerns about the
charges, and ask to have incorrect charges removed. You can also call the company that
charged you, ask them to explain the charges, and request an adjustment to your bill for
any incorrect charges.

— If neither the telephone company sending you the bill nor the company that provided
the service in question will remove charges you consider to be incorrect, you can file a
complaint:

- With the FCC about any charges on your telephone bill, whether they relate
specifically to telephone service or to other products or services that appear on your bill;
- With your state public service commission for telephone services within your state
(www.naruc.org/commissions.cfm);

- With the Federal Trade Commission (https://www.ftccomplaintassistant.gov) about
charges for non—telephone services on your telephone bill
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Complaints handling process
7 Establish a complaints handling process

(1) A carriage service provider that offers to supply telecommunications products to
consumers under a consumer contract must:

(a) establish a complaints handling process that includes the minimum requirements for
consumer complaints handling; and

(b) comply with the minimum requirements for consumer complaints handling set out in
its complaints handling process.

(2) The carriage service provider's Chief Executive Officer (or equivalent) must approve
the complaints handling process and be responsible for its implementation and operation.
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8 Minimum requirements — accessibility

(1) A complaints handling process must:

(a) be set out in writing;

(b) be made available to the public on the carriage service provider's website in a
concise form that sets out the minimum requirements for complaints handling referred to in)
paragraphs (d) to (m), and sections 9 and 10;

(¢) be made available to a consumer on request, or as soon as practicable after a
consumer informs the carriage service provider they wish to make a complaint, in a form
that is suitable for the consumer and, where appropriate, made available to carriage service
providers or carriers identified in sections 23 and 24;

(d) be free of charge for consumers to use;

(e) be focused on the needs and expectations of consumers making a complaint and be
easy to understand and use;

(f) state that consumers have a right to make a complaint;

(g) set out how and when a consumer can make a complaint and monitor the progress of]
their complaint;

(h) permit consumers to make complaints by telephone, letter, email and online;

(1) permit consumers to make complaints in store, where the carriage service provider
offers services at a physical location;

(j) specify the telephone number, email address and web address where a consumer can
make a complaint;

(k) require members of its personnel to:

(1) clarify with a consumer if they wish to make a complaint where the consumer has
made contact and expressed dissatisfaction through one of the channels referred to in
paragraph (h) or paragaraph (i), and the member of the personnel is uncertain if the
consumer wishes to make a complaint; and

(ii) provide consumers with help to formulate, make and progress a complaint, and set out]
steps to assist members of its personnel to help consumers with special needs or disabilities,
and consumers from non—English backgrounds or those suffering financial hardship;

(1) allow for consumers to nominate a representative to make and handle a complaint;

(m) set out in sequence each potential step in the process for managing a complaint that]
was unable to be resolved on first contact, including the following steps:

(1) receipt of a complaint;

(i) acknowledgment of a complaint;

(i) initial assessment of a complaint;

(iv) investigation of a complaint;

(v) response to a complaint and proposed resolution;

(vi) communicating the carriage service provider’s decision in response to the complaint;
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(vii) implementation of agreed resolution;

(viii) losing a complaint;

(ix) the process where a complaint is referred to the TIO for external dispute resolution;
and

(x) the procedures for identifying and handling urgent complaints, including how those
procedures differ from handling ordinary complaints.

(2) A carriage service provider must ensure that its personnel dealing directly with
consumers:

(a) are given access to a copy of the complaints handling process; and
(b) understand the minimum requirements for consumer complaints handling and thein
roles and responsibilities under the complaint handling process.

(3) A carriage service provider must ensure that information about how a consumer can
contact the carriage service provider to make a complaint or enquiry can be accessed vig
a link on the homepage for its website.

9 Minimum requirements — timeliness

A complaints handling process must identify the relevant time periods associated with each
step in the process, including the response times for managing a complaint set out in
sections 12, 13, 14, 15, 16 and 17.

10 Minimum requirements — transparency
A complaints handling process must:

(a) include an internal process for prioritising complaints that is clear, accessible and
transparent for consumers;

(b) include an internal process for escalating a consumer’s complaint, which is clear,
accessible and transparent for consumers;

(¢) require complaints to be escalated at the reasonable request of a consumer;

(d) set out a description of how escalated complaints will be managed;

(e) set out a dispute resolution process, which provides a consumer with the right to
escalate a complaint to the TIO after the carriage service provider has been given a
reasonable opportunity to resolve a complaint, and which includes details about how 4
consumer can contact the TIO;

(f) provide that a consumer’s telecommunications service cannot be cancelled for the
sole reason that the consumer was unable to resolve the complaint directly with the
carriage service provider and pursued options for external dispute resolution; and

(g) include a process for classifying complaints into different categories, which clearly
describes each category of complaint.

¥ Z23 0 35 HEAREh S o] ( https://www.legislation.gov.au )
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11 Complaints management

A carriage service provider must ensure that:

(a) its complaints handling process is managed by a senior manager who is required to
maintain the effective and efficient operation of that process in accordance with the
minimum requirements for consumer complaints handling; and

(b) its personnel dealing directly with consumers or personnel dealing with complaints:

(i) manage and resolve complaints in an effective and efficient manner in accordance
with the minimum requirements for consumer complaints handling;

(i) treat consumers making a complaint with fairness and courtesy;

(iii) can identify and record a complaint; and

(iv) can classify complaints in accordance with the provider’s process mentioned in
paragraph 10(g).

13 Resolution of complaints

(1) A carriage service provider must:

(a) use its best efforts to resolve a complaint on first contact;

(b) implement processes for the identification, management and resolution of urgent
complaints;

(c) investigate a complaint to the extent that is commensurate with the seriousness of
the complaint, where it is not possible to resolve a complaint to the satisfaction of the
consumer at first contact or without an investigation;

(d) ensure that its personnel understand what remedies are available to assist with the
resolution of a complaint;

(e) tailor any remedy offered to a consumer so that, as far as practicable, the remedy
addresses the main cause of the complaint, and the individual circumstances of the

consumer,
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(f) resolve complaints about alleged billing errors no later than the end of the billing
period immediately following the consumer’s current billing period;

(g) provide confirmation of a proposed resolution of a complaint, within 15 working days
of receiving the complaint;

(h) provide confirmation of a proposed resolution of an urgent complaint, and if the
consumer accepts the proposed resolution, implement that resolution, within 2 working
days of receiving the urgent complaint;

(1) where a complaint is indicative of broader problem or systemic issue, seek to resolve
the main cause of that problem or issue;
ting that resolution, except where:

(j) complete all necessary actions to implement a proposed resolution, within 10 working
days of the consumer accepting that resolution, except where:

(1) otherwise agreed with the consumer;

(i1) the consumer agreed to undertake actions to implement the proposed resolution by
a specified time, but did not complete the actions as agreed;

(iii) the complaint is an urgent complaint and paragraph (h) applies;

(k) provide confirmation to a consumer that their complaint has been resolved, as soon
as practicable after the carriage service provider completes its investigation of the
complaint; and

(1) only allow a complaint or an urgent complaint to be closed with the consent of the

consumer, or where the carriage service provider has complied with subsection 15(2),
section 16 or section 17.
(2) A carriage service provider must, upon receiving a request from a consumer to
provide written confirmation of the matters set out in paragraphs (1)(g), (h) or (k),
provide that confirmation in writing to the consumer within 5 working days after
receiving the request.
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Our Powers

We are able to handle complaints about telephone and internet services, including by
collecting any documents or information relevant to the complaint. We have the
authority to decide the resolution of a complaint (the telecommunications company is
legally obliged to implement) up to $50,000, and make recommendations up to $100,000.
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3) Prevent unauthorised transfers : AFGAF FebHg 14
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Tips for avoiding unauthorised transfers

While you can authorise a transfer over the phone, sometimes it can be confusing and
you may not be aware of exactly what's going on. If you get a call about your
telephone account, keep these tips in mind:

Some companies may lead you to believe they are calling on behalf of your existing
provider. Make sure you know who you are speaking to, the company they're calling
from and what you're being offered before you agree to anything.

Before you accept an offer, make sure you understand the rates and the terms and
conditions. It's a good idea to ask the caller to send you information about the offer,
including a Critical Information Summary setting out the key terms and conditions so you
can check the details before you make a decision.

Be cautious about giving the caller any personal information such as your date of birth
or driver’s licence number. The sales person may tell you they need the information
for confirmation purposes, but providing this information is often the first step in
authorising a transfer.

If you are not interested in the offer, make it clear to the caller by being polite and
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firm.
Always check your telephone bill to make sure you're still with your chosen provider.

FAsk oot

© YR AGRIE o] 8RR Ftodg BRIEo] V& MHIAE AT T AHAR £
A THEUTh o gk At Fo35tr] A, E4o] F3lEd Ao
ok it

CAYE FEE7] A, 850l disk Akgoly o] &-ektg AdiZ olFjd=A] Flsfof
.

- Ak Adddoly AW E SEHE 5 JNAAHRE WA A AFde Aol #
osfof F}. -

- 71E BARFATAE F15)] alo] 71E AREAS} YRR I

¥ Z3] - ACMA E#°|A|( https://www.acma.gov.au)

oje} 2re APt Byt ofe} o] Ao A Tfo] H 4 Qe At 2 BAgs
7 obe Shlistar, A ARIAIA A 5E FHeke 5 A4 diAS B o

A dsi2d S =Rl v

il

—

What can I do if it happens to me?
If your telco service has been transferred without your consent, you should contact:

— the new provider you have been transferred to—tell them that you did not authorise
the transfer and ask to be returned to your preferred/original provider

— your original provider—let them know what happened and explain that you would like
to go back to your previous service arrangements.
In most cases, the problem should be resolved between the two providers. If it is not,
you can contact the Telecommunication Industry Ombudsman (TIO) on 1800 062 058.

Liability for charges following an unauthorised transfer

If you have not authorised a transfer and you disagree with the charges billed to you by
the new provider, you should lodge a complaint with the new provider. If you are not
happy with the response from this provider, you can contact the TIO.
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Understanding direct carrier billing

Direct carrier billing (DCB) allows you to easily buy digital content with only one or two
clicks, and charge the purchase to your mobile phone bill or have it deducted from your
prepaid balance.

It's sometimes called ‘third—party purchases’ or ‘content purchases on your bill.
This is because mobile providers do not market or develop the content services—instead,
they come from third—party content providers.

DCB can be an easy way to buy content online—however, some customers have found
charges on their mobile bill for content they accidentally bought or believe they did not
subscribe to. So, it pays to know how it works—particularly if you have children or
others using your mobile phone.

How does it work?

You can use DCB to pay for a wide range of entertainment and content services, such
as games, movies and music; apps and in—app purchases (including from Google Play); TV
voting and competitions; ringtones; and age—restricted content.

There are two types of purchases:

one—off charges, like when you download a game or vote in a competition
subscriptions that charge on an ongoing basis to play online games or receive content
such as daily horoscopes, quizzes or personality tests.

¥ &3] 0 ACMA E#o|A|( https://www.acma.gov.au)
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How can I avoid or manage DCB charges?
There are a number of things you can do to avoid or limit your DCB charges:

Ask your provider to bar access to DCB. Telstra, Optus and Vodafone have information
on how to bar DCB for your mobile service. First, make sure all existing subscriptions
have been cancelled by using one of the methods to unsubscribe from the service before
barring DCB. Barring will not remove or cancel existing subscriptions.

Your mobile provider applies a pre—set limit to your monthly spending on DCB. Both
Telstra and Optus allow their prepaid and postpaid customers to use DCB with pre—set
limits that you can adjust.

Regularly check for DCB charges on your bill and in SMS notifications. If you're a
prepaid customer, you can log in to view your account via your mobile provider's
portal. Here are the customer portals for Telstra, Optus and Vodafone.
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- AR FR BAIAMHIA ARIAA DCB A 233
-9 DCB e aS HAFUT
- ATA R SMS ¢3S Bl ATEds Ar1HeE Adsfor Syt

When using DCB, be aware that:

you won't need to provide your bank account or credit card details

your mobile provider pays the third party for the content, and then charges you in
your monthly bill or from your prepaid balance

your mobile provider may pass your phone number to the third—party content provider
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to supply you with the content

these are extra charges, which are not part of your monthly plan for calls, SMS and
data.

Most importantly, you should always read the terms and conditions to understand any
ongoing costs associated with the service.
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This message should provide:

the name of the service

— a description of whether you've made a ‘one—off purchase or have subscribed
the charges you'll see on your mobile bill

— how to unsubscribe from a subscription service

— a contact phone number for customer service.
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How do I seek a refund?
You may be entitled to a refund if you were:
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— charged without your consent

— misled about the charges or the nature of services.

— A refund may not be offered if you simply change your mind or if your mobile device
has been used by someone else who made the purchases.
Contact your mobile provider or the third—party content provider named on your mobile
bill to see if you can find a resolution. If your issue remains unresolved, contact the TIO.
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rohiem A landline or broadband customer Amount of

would be entitled to compensation if... compensation
Delayed repair Their service has stopped working and £8 for each calendar
following loss of it is not fully fixed after two full day that the service is
service working days. a@®  not repaired

: =L
Mikised An engineer does not turn up for a LfS 71 £25 per missed

= scheduled appointment, or it is cancelled -
appointments with less than 24 hours’ notice. E_‘Z_OG_) aRRointment.

Delays with the  Their provider promises to start a new £5 for each calendar
start of a new service on a particular date, but fails to day of delay, including

service do so. the missed start date
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What is covered by a bill limit?

Your provider is only required to apply a bill limit to the mobile phone services that they
provide to you. This will cover your use of your mobile phone to send text messages,
make calls and use data. This does not cover other charges on your bill that may be
charged by your mobile provider but are not mobile phone services, for example, fees
for paper bills or late payment fees.

_42_




Ao dwe FAGIR

 Fstels) OB AuAE AT BAANIAE BT0F BFES APslor P
ol 8}, SMS, HlolH AHg 5 71EH 0 o FEAMH FAS ST FrpAE
olgaFolt FURNE olgal B ATHHLE olgdhe 29AALFE TP
RS

¥ &3 Ofcom € 9] A|( https://www.ofcom.org.uk )

AT FEAHL Bill shock O.2 93 o]&x1e) Hge 2rAog vy 9
3 g Ao, e B4 A ke JTERE olgAe g By
@ 249 92 BYI 18 AY ARE DRHOE AY3] A3 Ofeome THE
3} pe gRARS vhage,

What happens when I reach my limit?

Your provider will let you know if you are likely to reach the limit before the end of a
particular billing period. Your contract should explain when and how your provider will
give you this notice. For example, your provider may send a text message to warn you
if your usage has reached 80%.

When you have reached your bill limit, your provider will give you a further notice.
Once your limit is reached you may not be able to make calls, send text messages or use
data above your monthly allowance. However, you will still be able to access emergency
services. If your provider allows you to continue to use mobile phone services after your
limit has been reached, they cannot charge you beyond the bill limit unless you have
agreed to go over it.
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