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<3 4> "I FCC 8 FAlol &4 dell A1 A2 d(2010d Al 1/427])

14 2g 3 1A= B
Cable & Satellite Services

Digital Television Issues 33 25 20 78
Carrier marketing & Advertising 84 90 94 268
Service Related issues 127 128 141 396
Billing & Rates issues 168 173 206 547
Programming Issues 254 188 298 740
Totals 666 604 759 2,029

5 #A3F - = - AE71(2009)
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14 2 3 1AHRZ| &8
Radio & Television Broadcasting

Carrier Marketing & Advertising 40 43 23 106
Programming - General Criticism 188 100 234 522
Digital Television Issues 235 154 146 535
Other Programming Issues 183 162 257 602
Programming - Indecency/Obscenity 127,655 1,916 1,080 130,651
Totals 128,301 2,375 1,740 132,416

128 2 34 1AHE2| &8

Wireless Telecommunications

Carrier Marketing & Advertising 168 117 105 390
Contact - Early Termination 159 145 143 447
Service Related Issues 285 249 277 811
Billing & Rates 1,242 1,175 1,376 3,793
Telephone Consumer Protection Act 3,873 3,441 3,998 11,312
Totals 5,727 5,127 5,899 16,753

14 24 34 1AHE2| &8

Wireline Telecommunications

Service Quality 288 237 321 846
Biling & Rates 1,029 926 1,192 3,147
Unsolicited Fax 1,738 1,780 2,113 5,631
Do Not Call List 2,639 2,532 2,870 8,041
Other Issues 2,773 2,754 3,199 8,726
Totals 8,467 8,229 9,695 26,391

2 fradsalel digk g s ALl A ol

6) FCC(2010)

7) 2009 ALAREZIOl AZIE Fo A FANE dee FAEA 161427, FA4E4]
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z1 11071 BBB A ALl
AT @A = o AspqHl s dd AR & BBB 1SS H537 ARG AR
& 1470 Ao, o] T 8/ AFAAE A+E B 5sten, 47 AFAAE A, 2

36,42471 0.2 FAF Al gk & FA o] FAFAle gk 38| A4l K oF 2.3

B Zow zAE ATHEFCC, 2009).

8) Xk Aed - 445 3](2009)

9) Mini Swamy, AT&T Mobility Receives "a” Rating&BBB, TMCnet, 2010.05.25

10) "= 4l BBBU S 5 AGA 2l=E
800 Telecom (A+), AT&T Mobility (A+), Applied Technology Solutions, INC. (A+),
Business Telecommunications Services, INC. (A+), Celtic Communications, LLC
(A+), Huntertek Center (A-), InPhonex.com LLC (A), JS Communications, LLC
(A+), Omni Telecommunications, Inc. (A+), Pay Mobile Technologies, Inc. (A),
United World Telecom LC. (A+), Unitel, Inc. (A-), YMAX Holdings Corp. (A),
Ymax Communications Corporation (A)
http://www.bbb.org/south-east—florida/business—reviews/telephone-communications—service
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k3 A (Unfair Terms in Consumer Contracts Regulation)oll & 3le] B4 &
oFe] kS gfAE JrhlD
st ool EXAAY HAE A A AS} o] & HEE HEste &

AAUNH(OFT: Office of Fair Trading)ol FAlst® ol F24dADTI
Department of Trade and Industry)® #I5& ¥ SHE AAFG7|Ho|g. =
OFTE A AUH(Fair Trading Act)¥} ¢F&5F A ¥ (Unfair Contracts Term Act)
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Bogl FARA, ol §ARAL Ao Fysn] ol §ARE B AR7|w
SEN EEREE! A7 ® L 2uAHE el WreA Fol A

< Ofcom2 o] &AH T T3 2L 7lo]=9f WetsS AASta AHsar
e, ot o] B4

AotzA, o] FEAAY AR, /TR 24 5 £2H AALLL AT
z=

BillMonitorgt= 7FA B Ao ES E&] zpale] BAl4H] gEHe] HH e 714

AL AT oFEAANAAG 2FAF Solab Hetd F YEF A8
Fgolth. F, ol ol &7t AlelA HHA o] FENA} aFAE Aulste A

oM HTeta A#es 2xetn B £ grhld)

g8, Ofcome FAARAE ] BWALEe] HgolA AedAe] o2& Fa
M-S V1Eeta Basls Ae FAsE RS mE Tl don 20089 B}
2] 20109 RuAodE 2E gors A 9l 20089 Ko wl=w

whAbake) A gel A A A6l o2 FaAgre 7%ea

fx

=]
=
BHES GO 20108 BuAdAE Ak AU BE AU/SH 34U

Ao tferd BEAE A A = (Alternative dispute Resolution: ADR)e A 3] 3 4+
AE st So=24 ‘A (dispute)S g3t =d, ADRoIA Aste ‘A
< FAlo] g Ate BAIA A A A 2 ERHE(complaints) S Egkr), g

H A A ] AFEEE “ERPE Ofcom®] 'ISO 10002:2004 o] A} AF-&-3kaL 2l

12) 2010 59 12¥9 ‘Consumer Focus & the Communications Consumer Panel’ ©|2}= 7}9]
oA Frg

13) Ofcom, How to get the best mobile phone deal, 2010.5.12#}

14) Ofcom(2010)
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Ofcom EAALG A el Al EvbA 2] datel] tfgh 7ho]l=ehlE A& st
= CCoP(Complaints Code of Practice)#te HAEAES £ 143
2 SR E EvbA e AR 245 3 Ofcome] ¢91& ol o] &atkn
&5 Aldgt. &, CCoPx= Ofcomo] SAIAF AL Al Exvb A g] dxpe] w3k
Al tigh Frel=gRloln FAAIY A BAIAH] o] &xprF ERte] fE F
ARG A A EREAZIE HFT AF o] qrokel wiEkA B o] &k B
AL Al Folof ghrhd),

a8y A H A o] G2 Erbo] AR R 1AFH ] Ewksl A At
ola NAHA Y= AT o)A+ ADRS Fd EANEAS AL 4 glow B
© AEAES AALY FAlol8A} ErbA e datel] ola o] §AFe] =rbo]l A H
A %<& AF ADRE ©]&3 & Stk o] &t Al FA &l Fofof et
7o BRE FAAPAELS Ofcomel A Q17Fg 2709 ADR & stuE #léte] 7h<d
dlok &t ADROlA 274 F ALRS &5 o7 Fo{x1H 16

Ofcomell A 217k ADR 7] = &A B5F RIZbeAol A g5t glom <lE
Ul Aujz= AR 9 Ul A8k AR 915 R 7Y 3 CISAS(Communications
& Internet Services Adjudications System)®} 443} AL =}, o] &5 d3F ALG A},

A Muj= A So] F Fdor ZhdEe] = Otelo(Office  of

foi

mlo

Telecommunications Ombudsman)©] ¢l TtH?.

15) ©]><(2008)
16) 27]1%k - ull & R1(2008)
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Otelo®] 78-% thi-Eo] Apetell whal] &2 2Ql Axjoll ofgt E2AZA o] 35 A
ghoARQEel whel FAARG A E AEEARQL ERE AP A E HY Af T
Aol Al vl E A Al A A 73 E Foetr| e gk 3ldAket B gl A
o] &5 Ewkatdolu, el B 7| BAX Rl & s Ae] vtrka de
HAY 5 A AP T e ol s s AelskA Fa vk

Otelooll Al 27+3F 'Ombudsman report 201070 ¢J8tA A A 102,02570¢] Ewto]
AEHATL o]F 52% T LAAAMN A 2% = BALH, 15% = AUl 8%+ AT
A o Byke] BFHJTEIY o] F 76%7F 85 ulell sAe] F9lall9), 23% %=
8] B 7HE A (deadlock letter) W4 FEHE, 1%E 2 =Evte AgAZor Ay
A

[1% 12] 9= Otelo =4+ W& &7 A

During 2009-2010 the complaints considered

D

AtZ: Otelo(2010), "Ombudsman report 2010"

M Customer service
M Disputed charges
i Service

M Billing

M Equipment

[ Security

17) Ofcom(2008b)
18) Otelo(2010)

19) 2009 9L7AA = FAAH 2 o] &A= FAAY AT} ‘deadlock letter’, & EAALA A
7b &AM 2 o] & 2Le] Ertke] E—XMFJ daE oA FuME dAE ¢ v
FRaE MAe Buer] Aol ADRS Helr] 9ld 1255 7lvheE ol w}. o,
B A ARE ADRell 9f8hA] efmAe Eybo] slAdE 4 glvka wdshs A gl

F7} H7] olAolgtE ‘deadlock letter’ 2, Evwho] A&7} (deadlock)dtthe Al A1S
e 4 9k Ty 20099 9Y o] Foll = o] 3 ADRES HFel7I7ZFA Y] 713E 8
T2 95t AldEa )
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L o] o] 8T B 7FAFE 20

Ofcom FAA B2~ o] &zt HEE 98 o] &A1 &4 2 374 =(Consumer
Protection Policy Review, CPPR)A == 2002 =<3 tt. Ofcome o] A =S
53 SalolgHo U HARE FEZ Fo]&A A AFstal ol tig &
TAE Aldstar vk w=e] FCC A$% AN A=7F d5S oln] kA 4

HEgH o] Ams olSARTE fd FHalA= e FHe] des x9e

it

1

rr

LA Adeln A Agel AAgRa HER NG F, oF B of
§ARE QAo Al A7 AAAol L FAA o ABAHA B

A Ol §ARE ¥ Wk BREAAE GH APl 7 AIAE A
CCoPE Wol AZH CCoPE #¥%ahm wUEPake] Ofcomel A AAd 7hol=
2 Jzom AgAY W7 @ A7bE ANem Atk A Ofcome wt} 72
stEl CCoP 7Fol=2hl& AA12D3E 2 2011 1€ 8+ A2 Wz e CCoPel

S A WAhE AN AHE FEAAT ol J1E AgiAE Ao
=]

rl

i
rO

2 A4E CCoPl &% H77b ol Ofcomold A4 #EH ®weE Dol
CCoPZAH 7129 AdAE A4&H9l o] §4uE 47 +5& urk F5AA
b= 4ol Qdholea

¥ = (‘the Ofcom Code)S A A3t o] & F3 FHstL A& EvbAzE] dAE
s 7 AEE ARt Al &7 Algoltt. ‘the Ofcom Code'oll &= HF ARSI A}

o] EwkxgldAate]l tidk FH A (accessibility), T A (transparency) and &34
(effectiveness)ol] that AT =21 AAsE] AFGAE Q7 Al AFEE

o % o] t}22),

20) BRI - Al - F53(2009)9] Al 4% 2 yEbd BAAEA o] AR S w7
Atellell g FAA0 WE

21) TopNews, Ofcom announces new code of practice to make complaint handling
better, 2010.07.23#}

22) Ofcom(2010)
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7b 259 ol gAET Ak

T3 ol ExAH T E 19993 AAFH EAH(Telecommunication Act)ell €] &}o]
TAEL o o= QaifAlY FE e A Y] =K ZF(Customer Service

Guarantee, CSOAI =R A E3lE o] Yt uHAMH| 2B ZE=AEE SAAAA7E IF

TTAAEE olge CSG A% Yolx= F0A0] 2 o] g2 FaFAE s &
AAake] FH-Z= w24 (Telecommunication Industry Ombudsman, TIO)3 AFd &}-&F

kA = (Industry Codes of Practice, ICP)E = 3te] EAMn] 2~ o] g2l Exts
TAT = QEF AYsta k. A oot ®AR FHEE ¥ dubtA
Z|#HEH e VARSI AE EASY. = ZF Fof A9 vz B 9

A Z1gel A A W 26 HE AL 2

e

Wg =AL 24 2 e T &

23) CSG(Customer Service Guarantee) A=+ 2000d A< A& EH Ao &
FAE WA Axrt ddsa gl

A 2006 717

¢

24) TIOE 19939 EFA%7 AMF SPHe) 24024 FANY A 27 FAA
W2 ol gAte]l u sl2e 1% RANAs Btk B FA A gREwe o

T 2 HTe AT WANA NEA] He|E AHof st 7] Holt)
Telecommunication Act 1997 Section 114 Industry codes and industry standards
may confer powers on the Telecommunications Industry Ombudsman
(1) if the Telecommunications Industry Ombudsman consents, an industry code or
industry standard may confer functions and powers on the Telecommunications
Industry ombudsman.
(2) The continuity of a consent under subsection (1) is not affected by:
(a) a change in the occupancy of the position of Telecommunications Industry
ombudsman; or
(b) a vacancy in the position of Telecommunications industry Ombudsman that
does not continue for more than 4 months.
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vzl ool mEsy FHse TS su ok
TIOON A #eEdts Bwbd A7 4749 SHEHor i, s9¥ s
e gt g
<E 5> ZF 7 sudE TIO Bty AF
Cases
New Further
) ) Level 2 Level 3 Level 4 | All Cases
complaints26) Advice
2006-2007 85,188 10,559 5,837 837 42 102,463
2007-2008 119,248 19,899 8,641 1,842 112 149,742
2008-2009 175,963 31,937 17,402 4,321 442 230,065
2009-2010 167,955 22,983 19,860 3,789 413 214,000
change(%)* -4.6 -28 141 -12.3 -6.6 -6.5

* TOl| LIEHH Hi5122 2008-2009 ZtOA 2009-2010 Zf2 22| H5IE LIEH

I3 WEEATFA7IE ACMA(the Australian Communications and Media

Authority)= H o] &xH3ZE 93 A A A Fa
FAAG A9 ISPAFA AFE 0] o] &2 Hl1A gl 2l
st

Telecommunications

$-A (Responsiveness)

Fzol WS RAlatin wudy o E A4 How A Y2 of
=

H  TIO(the

MES Ese FA Aol ga Qo] el

Industry

of FrAI71#el ACMAE T4

Aol FAZE dvkar

&A1 el Co-Regulation 2 Self-Regulation =

E

A7l el AL

SRS A g of
A el wiEelth ol & f8 ACMAT FAIANY AL B ISPell Al &Af o]
AtgALE o] o] gAtE e ZAE o9 Agstal A=Al it

pul

=i}
=

>

A=

25) TIONA weleh Hwe o1 42 9 A4y Awe uet o] o wF
AA Aele LFEE Aol ol §47 ARG EAE HAstew
AT EAE AAstEE Aad A7 52 FFHoR ueste] B

=0 10 o=

26) New complaintsell 3133t thEEQ Al EL levellol i3s3t
27) ACMA ¢]#9l Chris Chapman< 20104 4€ 209 35 A=Y “CommsDay Summit”

=AMl A o] 22 &S W

d
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rot

T2 dol(Formal Inquiry)E 33712 3 o= ACMAZ} A3+ =

A 719k A Z(Evidence-informed approach)®] ¥dsto =z & 4= git}t 30 ACMAE

oleld T4 AT Fol AAEe] AT BAl ool o 22 A
A #HE 5+ goede et 9

[Z¥ 13] 5 TIO =4 W& &7 33H20101)

During 2009-2010 TIO Top 7 issues

|

F9, ACMAE FAAGI S o] 8405 Sl8] A&H oz o] Fostn

M Billing and Payments
B Customer Service

B Complaint Handling
B Contracts

M Faults

M Credit Management

@ Provisioning

o]

g ‘A7 EA 0] &2 B 5 1A’ (the Communications Alliance Telecommunications

fr

Consumer protection Code)oll 3t AAES 8372 sFgom o= A=A
H 1997 A6F (Telecommunication Act 1997 Part 6)oll A At 3+ 2F4&
AR sta vk sl w2 vk AR A& A o2 Ak o] & A AXA
A Fs AF AVl JidE F A=F st Aok ACMAE <l g i
el dxo= Qlet7|ies #EAdo] =& vE A7 Hel Y &HA

GAE o2& “FA EH (Regulatory Forum)”S 93712 Adsta ok &

A
2,
N

# A7 F o 2= ACCC(Australian Competition and Consumer Commission)Z}

2B 2baA| 2l ATUG(Australian Telecommunications users Group) o] A &
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28) ACMA Speech by Chris Chapman, 'Telco Regulation 2.0-Reconnecting the
Customer’ (April 20. 2010)

29) AA| 33 EARFT Stephen Conroye °l-8ART 7|ETH 7]5S ACMAC -
3t7] 918 EAW NAL FRsATt AFT
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[2¥ 14] ACMA Approach ¢ (Telecommunications Code Compliance A}¢F)

TRIGGERS } [ CATEGORY ACTION

t——-
EEIIT e BT

BT e EEET

- Systemic code breach is probable and provider is not

adequately addressing the matter - ACMA views that systemic code breach is
- Formal investigation is required to ascertain if provider Investigation probable - )
is complying - Provider formally invited to respond to issues

- No response or inadequate response from provider to
ACMA's preliminary enguiry

- Consumer complaints made directly to ACMA

- Alert provider that breach have occurred
- Advice or referral from the TIO, another regulatory or ) pe (i‘m' ! rl My h ur
2 indush de B i B rovider encouraged to address issue
(o] IInssuue gi mdbu¢in0;uzﬁéa£ba;e - Assess whether issue requires escalation
= .

At=: ACMA(2007)

Mol 9)ske] 1996\ ‘B A1 Al 7 3’ (Regulierungbehdrde fiir Post
und Telekommunication)e] A X E Ao}, 200298 FHIFTFANY ZEaHol /MA

HEAq Ad RAEste] dAE ‘9’ (Bundesnetzagentur)3D o] E Al A 7] 2 O

31) Bundesnetzagentur furElektrizitat, Gas, Telekommunikation, Post und Eisenbahnen<]
i WA dis AWEdA A olge WAL AMESI AL S, AV FAAGY AL
AafA DR AR FAEY Al @3 H]L””* AT, S EAATY, 2006) e A
W EA A olgt s WAS AFESH|E X RH(A B 7], 2007), W] Agenture] 2HE

A& AES AL FAHCZAY Y ol E tE VsE IA 7] wiol

wikeloe] Salwelee] M|, sk, $H, AR A 2 #E FE #Esta
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