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SUMMARY

1. Title

A Study on Enhancing User Protection through the Operation ofthe Telecom-

munications Dispute Resolution System

2. Objective and Importance of Research

The objective and importance of this study lie in promoting the transition of the
telecommunications dispute mediation system’s operation from ‘quantitative growth” to
"qualitative advancement’ in response to digital deepening and demographic changes. In
particular, it is significant to enhance accessibility for information-marginalized groups,
such as the elderly, by supplementing the limitations of the current online-centered
operation. Furthermore, the study aims to realize practical user protection in a changing
environment by introducing a data-based scientific administrative system and a

collective dispute mediation system for large-scale damage relief.

3. Contents and Scope of the Research

This study analyzed the operational status and limitations of the domestic
telecommunications dispute mediation system and reviewed dispute resolution systems
and user protection policy cases in major countries, including the U.S.,, UK., Germany,
and Japan. Based on this analysis, four key strategies for strengthening effectiveness
were established: @ enhancing user accessibility, @ customized education and

promotion, Q) enhancing data-based policy utility, and @ introducing collective dispute



mediation for structural expansion. Specific implementation plans for each strategy were

also suggested.

4. Research Results

1) Results of Status Analysis and Domestic/International Case Studies

The analysis of the current status of the domestic telecommunications dispute
mediation system indicates that the system has successfully established its quantitative
foundation, showing a steady increase in applications and a stable resolution rate since
its introduction. However, while maintaining the current efficient online-centered
operation system, the analysis suggests it is time for advancement toward broadly
guaranteeing accessibility for diverse users in line with changes in the digital
environment. In particular, strengthening the inclusive value of the system—such as
expanding the participation of the elderly aged 60 and over and alleviating the burden
of proof for users in quality disputes requiring expertise—was derived as a key task for
future qualitative growth. To address these tasks, a review of cases in major countries
confirmed the effectiveness of 'human assistance’ and ’offline contact points’ in the
cases of Japan (Mimamori Network) and the UK, and the positive effects of “objective
quality measurement support’ and ’provision of easy-to-understand information’ in the
case of Germany. In addition, the data analysis system of the US. (FCC, CFPB) and the
“collective dispute mediation’ model of the Domestic Personal Information Dispute
Mediation Committee were analyzed as key benchmarking cases for expanding the

external scope of the system.

2) 4 Key Strategies and Implementation Plans for Strengthening Effectiveness
Based on the above analysis, the following specific implementation plans were

derived:

_Xi_



@ Enhancing User Accessibility: Referring to the cases of Japan and the UK, the
designation of ‘offline reception support hubs’ utilizing local governments and post
offices and the operation of ‘supporters” were proposed. In addition, improving online
application convenience, establishing a ‘counseling-mediation one-stop linkage’ system,
and introducing a ‘simple quality dispute proof tool (App)" benchmarking the German
case were suggested.

@ Customized Education and Promotion: Along with the operation of ‘visiting
consumer classrooms’ for the information-vulnerable, plans were established to
distribute ‘Easy Read guides’ and ‘key checklists’ that refine and visualize complex
terms by reflecting Germany’s ‘Easy Language’ policy.

(3 Enhancing Data-based Policy Utility: Applying the precise complaint classification
system of the US., a ‘Standard Data Set for Telecommunications Dispute Mediation’
was designed, and reception channels and detailed issues (Sub-issues) were
systematized to be used as basic data for policy establishment.

@ Structural Expansion: For the efficient relief of collective damages such as
large-scale network failures, the introduction of a ‘collective dispute mediation system
in the telecommunications sector’ and the establishment of legal grounds were

proposed by applying the case of domestic personal information dispute mediation.

5. Policy Suggestions for Practical Use

The results of this study can be utilized to establish policies that expand the
inclusiveness of the telecommunications dispute mediation system and enhance
administrative efficiency. In particular, securing offline hubs and operating supporters
will serve as measures to increase the utilization rate for citizens who find online
applications difficult, and establishing a standard data set will provide objective
grounds for establishing preemptive user protection policies. To realize this, the

expansion of the budget and professional manpower, the establishment of cooperative

- xii -



governance between related agencies, and legal maintenance for the introduction of

collective dispute mediation must precede.

6. Expectations

If the measures proposed in this study are introduced, it is expected to resolve blind
spots in rights relief caused by the digital divide and enhance the speed and fairness of
dispute resolution by utilizing data and technology. In addition, the provision of
easy-to-understand information and the introduction of the collective dispute mediation
system will practically protect users’ rights and interests and contribute significantly to
the sound development of the telecommunications market and the reduction of

unnecessary social costs.
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A2 sj9] Fa=9f FALAZAAE £4

1. 0=

7k HE BARAZAAE AMdse} 7271 EY

FCCo| EAl tigt A2l= A W4 EH(Informal Conplaint) # ‘&4 &%H(Formal
Conplaint) ©. 2 o]zt o] EFH. o] T W& F& jlo] Ao & A= IHF 74
QL Mg wbol &nlAk A9 S o] £H, 4] BNk Hoh Bibela Fid

Aoke BEE 2AME R /)5,

1) Bl 32 E-YHInformal Complaint)

H g2 B9k A2] Axk47 CER. pt. 1, subpt. E)E 233 M2 2]4]0] gl Uut
T HE 2 glo] SAL ARdALY] B gl glell dis) FAE 23S s
AH| 2ot} o] FCC AB|ARAH-JF-=(Consumer and Govemmental Affairs Bureau,
CGB) 4¥ste] AH|A} 2AF 2 B9 X 2] F-A](Consumer Inquiries and Complaints Division)
oA 3

7h FCcel 9&3 WA 8¢

v F2] Bak AAbo A FCCOl A &2 A4 A Q1 B (Adjudication)S W& A4}
7b ohd, &R} AR 2ke] AR HIgAS djista dstE AAEE FAA
(Facilitator) 2412] 7|50l Aot &H|27F FCCe] '4H)AF E7F AlE(Consumer Complaint
Center) S 53 28102 BRHS A7|5lH, FCCE 1 13302 HEST TV &3,
A Y& 5 e AR YL tolHE A9y, 2F HTF(Billing), AR~ FH, F
o W3S o]5(Slamming) & /WA FA7F HAg ARlel| tis] FCCE g B59Hs B4
(Service Provider)ol| Al 212 0 & ' (Served) Tt

olg|gh v Exl Aak= FCC 91939 544 &afjuld HE 502 AZ=AE &

o, e 22 T3 WA 898 etk AA, 2PAal S adto|tt &HAt
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HlF2 AAE B3 TAE ASshe e HA A AL 717te] BFshE AL BAE]
3, vlFA B9 A7) AREE 4 BN AVE 99 AEAE W8] FRHT =X,
Aol 712 571 (Probable Cause)= Z-&Hth BRF A2] 2 ARdAtlA 321221 7]
E02 WA FHu, vHEARL 99k 9]7) ElE A9 F3F 3 =(Enforcement Bureau)©]
A2 24 25 2 AAE AT 2A A5 o)

2 #asle] Falabel $(Serve)shs AMEH AW A4
(47 CFR § L7170 2A% A4 HA-HA14 geleilo] A&t old wat FAAE
Brke onke J2 R 309 ool FCC} dlg AnlAtolAl A HHAME o F-H o
2 AlEsof st ol 71s W mlold) Al Mxo] 74 fWteZ AAE & = FAA
ofFoltt. gRlMellE FAA AH A 9 24 W8 e WA ZA7} EFE ofof s,
BAAE o] 717t F AniAke Y HEFs] A AESIE it o] F FCCo| AE
& AA Evte] HAHUAAY 74 E57F AHEE Aale FEHAR 2047 G
kA X 79 WhEk(Rebuttal) 713]7F FolA|w, v F2] AAtel A AR BE A 6
Mg ool &4 Ex(Formal Complainty& A71& 5= Itk AE2# 2 of 30Yol2k= 1
3 A A 7713 o)) 8-S BAEkAL 71 9] 443 B8-S AAlshE Al
2 YA 2 2-g3eh19

2) 34 EYHFormal Complaint)

2] Bak Hx= A A|208%(Section 208 of the Communications Act)oll 73k &
FHE ASE, F2 0 AAA AR G AAG AHlA g3 A, =
of &afjuj o] FHHH ARIeA g

o

o

rlr
a

18) Federal Communications Commission. (n.d). Filing an informal complaint.
https:/fwww.fcc.gov/consumers/guides/filing-informal-complaint

19) Federal Communications Commission. (n.d.). Filing a complaint: Questions and answers.
https://consumercomplaints.fcc.gov/hc/en-us/articles/205082880-Filing-a-Complaint-Ques
tions-and-Answers#question_2
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7h) FCCel 9&3 WA 8¢

o] Matell Al FCC FAA} obd 'EAPH A Al 7| 0 2 A 7553 FCC= 8 |
A& tilate] gARARE 7he] BAS WA OR Alelsta s, 3= (Enforcement
Bureau) E=+= $]93] 24 3] 2] (Commission en banc)E 53 % ™ ®(Final Order)S W&
o o] AF HE2 WYY HAH YT FEHE THAY, AWk A9le] FA HEERL of
Yzt A sl HF ol 34 F(Forfeiture) F-3} TO.2 o]0}l & 9lof 3
W2 g98 Adrh

4] Buk Hels O vAL 44 72 (Federal Rules of Civil Procedure)} frAlsHA 218
=W, 47 CFR §§ 1.720 - 1.7400) ot} v-¢- A2 F4& 73it) vF2 dapet &
2] 5402 2(WF 7He)d] A Frart BaE, AHUE A% AF dANATEH ZF
ARle] B BE AR BAI} WA 2, o]F SiFEhe S AR e E 4EEH

4
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Waks 432 BYstel A4 Aol WA AT YA T8 A (Accelerated
Docket) A8 A4 % 9tk o] F% AAT AFEANAZMDRD)SE] A H
5 4 o] AAsolo} sul, W Y19 BEF A% 4FS Fol B A F 602
ol A AL e AL BEE Uk

U HAlS A 3

FCCE t&dt W2 o2 HgASEC] A HlE2 Bk A7 E & JES PHS 7
ZF3 ok ol 53] Aolel de] AHF-=H(Disability Rights Office, DRO)Y'©] ¥ 3= 2+
A 43} vFA Bibs A7shs S ox] 74 WaldA FAT 4 Qo
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1) AelQl del AHF=(DRO)S AY A28l
7h ASL &2 A 2FRI(ASL Consumer Support Line)

20149 69, FOCE 9 AR 713 H 22 420] ALE &8V} BT QZS E3) A3
H 2T 5 9 ASL &I} A BRI e SIS ol 71€ TTY(Teletypewriter)

U Al AHIZ(TRS)] TH &% o] Zhe ARt A, o9, 4 dee] g S5

s

517] 918l 2% HlY) 2 T (Direct Video Calling, DVC) 71&S E9)% Aot} 47 %
ol AB|IA= A& WME(84M4-4-FCCASL)E T3l HY 24 94 308HEH 23 SA(FH
A 71274 ASL A& A3k AARE s el 7hssitt o] AulaE HIEA &
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W ¢ H2A A3k 2] 20to](AudioEye) EHF =9
FCCE A7+ Aofdlolu 1853 o] g 2~E 7ol offe-& F& o] 845 93l &
#Ho] Ao 'T] L olo|(AudioEye) HAH EHFE =8t Y3t Qi) o] Evl= 45

o|x|e] HAEE 2407 9Jo]F+= 7|5 (Screen Reader), S4F 27| L A4 tjv] 23 7|
& =

20) Federal Communications Commission. (n.d). FCC ASL consumer support line.
https:/fwww.fcc.gov/fcc-asl-consumer-support-line
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<12l 3-1> 2C|20}0|(AudioEye) EH}

R Consumer Inquiries and Complaints Center Para presentar una queja en espafol, lamar al:
o8

\Z) AudioEye | Accessibility Help Desk X

Search our support

FAQ  What happens after filing my complaint  How other agencies can help ” RepoftIssie Personalization Tools

Report an accessibility issue
Please describe the accessibility issue you

encountered
Consumer Complaints at the FCC

Name (Required)
Phone Form - Descriptions of Complaint Issues

Email (Required)
If you have questions about a problem you are having with your phone service and want to read more about common phone issues raised with

see our consumer guides.

If our consumer guides do not address your issue, another option is to file a complaint. Assistive Technology

Digital accessibility
Something else

(Required)
Start your complaint with the FCC
Describe the issue (Required)

Phone Issues on the Complaint Form

Please look carefully at the list of issues available on the complaint form, If you already know what issue you'd like to file a complaint about then

Unwanted Calls/Robocalls
If you have received an unwanted call, including robacalls, you will need to select “unwanted calls/texts” as the Phone Issue and then “all other 4
calls/texts” as the sub-issue. If you received an unwanted call from an international number in a format other than 555-555-5555, you can repor|
number in the “Additional Information” field on the complaint form.

Phone (Optional)

Unwanted Texts/Robotexts
If you have received an unwanted text, including robotexts, you will need to select “unwanted calls/texts” as the Phone Issue and then “all other :n":“ '*‘j and Sf"-‘e with the Tarma of Servica end
unwanted calls/texts” as the sub-issue.

T
Your Number Is Being Spoofed

If your number is being spoofed, blocked, or labeled as potential spam you will need to select "unwanted calls/texts” as the Phone Issue and the,
own number is being spoofed” as the sub-issue.

| @ Trusted Certification

2) AT A5k FollolA] 74 8

FCCE HI 54 87 5 A Aol D52l o F4 9)o] /AP EE 273174 &
oA £ 1T HAAE 278 4 ik o]9} S &HIAF ERE AlE(Consumer
Conplaint Center)x= TV, X2}, IEM, 2t 2 & wlAE R ofo|23be 2 @<l A4 w7
£ AlTste] A2A8E w30 ol &AWt ofol & Ay 27 AT, ERE 5 7414
BN ol olafaly] A2 gol= AAHE, olE A Ao fES BEE] Ad
317] o2& LHFONA &3 7kl =7t Ho] 211 AHE WAk Erto] o3t A

%

2 AEES a9

c

&
HE
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File a complaint

Billing, equipment, coverage, Availability, speed, billin Billing, indecency, loud
number porting, unlocking, equipment, and more. commercials, service, and mor
incarcerated people’s

communications services, and

more.

Pirate/unauthorized stations, n ations ies
interference, and more. 911 outage, tower light outage, Accessible TV video
and more. programming, communications
services, and more.

<2 3-3> Majof cist viEA 20 A Ho[X]

Phone Complaint

Approved by OMB 3060-0874 (Est. average burden per response i 15 minutes), iv

Fields marked with * are required. The submit button will not be active until all required fields are completed.

The FCC's informal complaint process is designed to facilitate a conversation between you and your provider. After submitting a complaint, your
information will most likely be shared with your selected provider and the company will have 30 days to respond. Not all complaints will be served
on a provider and not all complaints served on a provider will result in the consumer’s desired outcome. The FCC cannot act as your personal lawyer,
a court of law, or your legal advisor

If you want to share information with the FCC and not have your information shared with the selected company, use the Your Story form.
Your email address*

Subject*

Description *

Your description is important to understanding your situation. Do not include any sensitive information, such as SSN, DOB, driver's license numbers,
medical history, etc.

Phone Issues*

Scroll through the list to select the issue that best describes your complaint. For concerns about TRS (e.g, VRS or IP CTS) or disability access to
phone services or equipment, please use the forms found at www.fcc.gov/accessibilitycomplaints.

Attachments(optional)

Note: If you are a current or former employee of the provider in question and wish for your information to NOT be shared wiith the selected company,
please DO NOT submit a complaint. Instead, please submit via the Your Story form.
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Phone Form - Descriptions of Complaint Issues

If you have questions about a problem you are having with your phone service and want to read more about common phone issues raised with the FCC,

see our consumer guides,

If our consumer guides do not address your issue, another option is to file a complaint.

Please look carefully at the list of issues available on the complaint form. If you already know what issue you'd like to file a complaint about then:

Start your complaint with the FCC

Phone Issues on the Complaint Form

Unwanted Calls/Robocalls

If you have received an unwanted call, including robocalls, you will need to select “unwanted calls/texts” as the Phone Issue and then “all other unwanted
calls/texts" as the sub-issue. If you received an unwanted call from an international number in a format other than 555-555-5555 , you can report the
number in the “Additional Information” field on the complaint form

Unwanted Texts/Robotexts

If you have received an unwanted text, including robotexts, you will need to select “unwanted calls/texts" as the Phone Issue and then “all other
unwanted calls/texts” as the sub-issue.

Your Number Is Being Spoofed

If your number is being spoofed, blocked, or labeled as potential spam you will need to select “unwanted calls/texts” as the Phone Issue and then “my
own number is being spoofed” as the sub-issue

Availability

Services are not available in your area, issues with coverage areas or coverage maps.

Billing

Issues with your provider about advertised rates, service charges, taxes, fees, surcharges, lifeline, including incarcerated people’s communications
services.

*#4if you believe you have been slammed — your provider has been changed without your authorization - please select the Slamming issue NOT the
Billing issue.

*##if you believe you have been crammed — there has been an unauthorized charge placed on your phone bill - please select the Cramming issue NOT
the Billing issue.

Cramming

Unauthorized charges placed on your phone bill. Many times, this happens when a third party places a charge on your bill. For example, if you have been

slammed — your provider is changed without your authorization — and they charge you for the unauthorized service after your service has been switched
back.

i
0101'
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=
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1) &4 vHoi(SNS) B frrEE 283 =7 A A
1 OAE HGAS/A FEA 283}
7] S1el = Oli%‘r, FRE & &8 vdo] s &8 -5 A (Alert-to-Action)’
A 3l 54 A7l Fdshs AP
TR et & }T«]E(Consumer Alerty S TE T w, 2#2Q0 oy 23} A 1
& =% A dolA A AFste] daf AA SA A AR AU U=F A
24E€ 534t B¢ fRE AdedA = B3 AV|E FAhs ol &4E ddl BEd
A ZH=2E Agstet, AS AE 7l)=E S Ax 7 433 AdAk) 308 )
9 9% (The 30-Day Rule)E BAISt] A=) AaALS Fx3t) Yol <A A4 71
oj=elAE FH oA HERE AEA Y A AL AAl SFHOR HAFI Fo)(ASL)

gole AQgoan, A7 Aol 183 5 AR AMFE ofEig glol BAE ¢

OlN'



o

T AESE FI Aok

<32l 3-5> FCC HO|AS L} AH|X} Folg

Federal Communications Commission & - 22 .
1215¢-Q

We are warning consumers about a deceptive and fraudulent mortgage relief calling campaign

targeting homeowners in all fifty states and costing homeowners hundreds of thousands of dollars.

We have alerted law enforcement partners and industry stakeholders to look out for these spoofed

calls.

Scammers call homeowners and spoof the caller ID number to pose as the homeowner's mortgage
provider and frequently know details regarding the homeowner’s name, address, and their current
or former mortgage lending institution convincing the homeowner of the call’s legitimacy.

Consumers should be aware that they are likely talking to a scammer if the caller:

« Pressures you to provide money or information.

« Asks for payments through unusual methods or channels.

« Offers a deal too good to be true.

If you have received a possible scam robocall or call using a spoofed telephone number:

« Do not share any personal or financial information.

« If you're not sure, hang up and call the institution using their publicly available, legitimate phone
number.

« File a complaint with the FCC: https://consumercomplaints.fcc.gov.

#of 57]
O 48 Si= 257 =7 483
dH Eota Q s#2 271 o B0

a2 3-6> H|SA 28 HE AE 7o|E
= ©Youluhe” oy a ¢

FCC Listens
To Consumers

Consumer Complaints

Federal Communications Commission & = 29
O PEA 292018 ° HEoe G Sz [Qum
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< 3-7> MM AFE Jo|=

= ©YouTube " 2 m Q 9

How to File:a Complaint

with the

Federal Communications Commission

How to File a Complaint with the Federal Communications Commission

Federal Communications Commission © = 24 g o=
@ o @ S¥=IR) @i G

FCCe 183 o] &A= 913 A& iso]A| A g AlLjo] B4l AHAKHOlder Wiser
Telecom Consuners)’ & 7Adste], A& Fo] T4l I3l BA Al T4 flo] vlF2] ETks A
71 JEE E3ld AR} HRE XYt & HojA s ZHE A)(Grandparent
Scans), B ZRZ, WS WX 5 1F T AF A& I3l F¥S FAHHOE PAE,
Ged AE o SA BN AVIGEE AF AZS WY hown Bul x| o
JAAEE AT T3 A 717] &8o] n|&3k o] 55 98 By A7) B84 4
HF 4=2]o] &7 918 PDF ‘B A|E(Tip Sheets)’S Al 3-3te] 2849l ARE ezgglog
Pehe 7t 98-S st ERE gok voprt sigo)A] k) stttel] B A|7|(File a
Conplainty ME-S w23 E34e & glo] YFo g H Ao =2 F =S F
e Hasketa, 221 Hol oE & A5 thrle] H-8 23 5(1-888-CALL-FCO&
Z SAE I fiEte 5 B9 AV A2 AEE tssiathe)

21) Federal Communications Commission. (n.d.). Older Wiser Telecom Consumers.
https:/fwww.fcc.gov/older-wiser-telecom-consumers
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<38 3-8 SFst AlL{o] & 2H[AL EH|0|X]

Older - but Wiser - Telecom Consumers

u fight back:

plains what you shoulg

File a Complaint with the FCC

issues - visit the FCC's

2. glolg] 7wk At 2] 3 AF o7 fAYS
FCCE &l 27 HolB & AAH o2 5] E4ste] A3 &7t FCColl A<
H 2 EB7H2 dlo]El# 0] 2815 o] Consumer Conplaint Data CenterE 53l 271%™
HAES FE 2 AEE o Ae) 3 B RS X 8. dE =9
FCCe /W82 o2 s o] oftfe A3Ash-detA] = w4 74l 59 ZTole=
7158t Wi 54 BB 718t ek, Al H3 8 A A oA AR AR
th. FCCE “AHAEe] A7 3A Bt doJel7t AnlaEo] A #A419] We Zo

o, 2Ab Fe] A7 Ha A i 1S elA BAAAe Eural Bela )l o]
g ElolE 7]k A2 Yol FOCe F41 ARl o] 84 3] F0]& dotetal, Adak

of g ZARAAY 74 Al B HolHE wysigek

E3h )= 3o £ 'QE Ho]E|(Open Data) AL 53 v]=2 o Y& 54
A oA WekS wisky] 93] 4 dloleE Flste] ASA AL bEstES
Atk FCCE 'An|AL 9 Hlo]H AE'E T3l 27 dloJHE s 373, ol&
3 Ao EHd-E Alsta dlolE 7|gke] AR 7|uke ERgth22)

22) Federal Communications Commission. (n.d.). Consumer complaints data center.
https://www.fcc.gov/consumer-complaints-center-data
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1) dlolE] F71 &= (Data Fields)
FCCE E11le] Zlo|MA|E B3] a) 719l 218 AR PI)E A3 UmA| glo]

i)
i
o

15 &AMl F71&t 3715 = dlolE = API(Application Programming Interface)E
1ZPo= FT 7hsstH, CSV 3 FHEE 2= & v} 58 HolE 2

offt
=
>
>

<% 3-1> Consumer Complaint Data Center =7l H|O|E E=

28 1 s escripton | delel 43 49
(Field Name)
. 7z B9t o BoEE 34
Ticket ID A ms Text
Date of |[&B|A7) 8= 9uk 39 .
Date & Time
Issue g
Date  |[FCC Al2:Hlo] Eqlo] H4d ]
Date & T
Received i ate me
2B A7} 3 Bl
p ETke] F8 U< (4 Billing, Text &) &Unwanted Calls&,
ssue Privacy, Availability) &Billing&) &, @ F-A ujg<]
7150] #th
A2 A AQIE, Hs
TV)S WAk,
Method ETF Ol Auls oA Text LA B Al 2H(Wireless Bureau)
etho (Phone, Internet, TV, Radio) 23AA] A A= (Wireline
Competition Bureaw) &#AIAE
A g}
AH|Rke AFA R, A A B
City, State, . F s =(Hotspo) & T}otate] A4
gp | EVASIAEA SR AR T oy 24 29 g 2
213},
ZH|ze] gEkr]o] FAIH
Hoolt ol ZRE
Caller D | (ZRZ/~9 &) WAz Text o 22 (Traceback) A4 7H4
Number HE F83 GA7E HH, o]%
233 (Neighbor Spoofing) &S
AEsl= d AFSE
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A e feshs HMEE,

Advertiser | (B3 H3} #¢) Fussh | [2F8D B s el $E A
Number At WM =] ZHBeneficiary) & 43} o
ggdth

2) HlolEl o] A %

CCDCE F3l 3719 dolHe 9d 54 5215 9o {3 (Enforcement), B2 Y
(Rulemaking), A1 24 7158 4305t 2222 J3 37 (Feedback Loop)2] 341 AF4k
o= FgHT FCC JY=2 o] HolEHE 43 Y ZRF AnQls BA w43k
7 FRE =T 2L 78 A AF BAHAA AR S SEe SAR o
TAE AL o5 Fall A 723 EAE AIstd THHAQ] A 345 =3
53] B ZHZ(Robocalls) T8 AHElE olelgt HoJEI7} '4HA BXF 25 — FA 3
AA = WE A - 71€d Ad o7 olojA & AA F] HEed 725 /P & B
Zt}. 201833} 20194 Ao] AZRY B 2R F Bylo] FE38ke] 20193 ol qt oF 194+ 3
29 Y3 e 3F o] AFEHAEED), FCCE o] HolHE 7|Wog bR &
AHE 71831 Rising Eagle Capital Group®ll 29} 2,500%F ©2{24), Affordable Enterprises of
Arizona®l| 3,750%F Zelgte Hoid AAFS RASIATRS. Yoyt o]H g &uAr ERb
dolel= Aol AAAA ZA7F Ho 201999 TRACED Act #178-& o] EAWTh o] HL
A MS )1 7]€<] STIR/SHAKEN =495 o) F-3}ste] 233 & U3 ahds}al, FCC7t
mid &nlzE B9 BAl9F F S 93] HustEE FAToEZN A ARE AR

23) Federal Communications Commission. (2020, June 25). Report on call blocking: Call
blocking tools now substantially available to consumers (CG Docket No. 17-59).
https://www.fcc.gov/document/fcc-report-finds-substantial-availability-robocall-blocking
~-tools

24) Federal Communications Commission. (2020, June 9). FCC proposes record $225 million
fine for massive spoofed robocall campaign selling health insurance [Press release]. htt
ps:/fwww.fcc.gov/document/fcc-proposes-record-225-million-fine-spoof ed-robocalls

25) Federal Communications Commission. (2020, October 28). In the matter of Affordable
Enterprises of Arizona, LLC (FCC 20-149).
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glstth. A7- 02 CCDC HlolH & Bet #a 2A8E Jol di YHEo] 873k
A E11 H|o]E(Statutory Reporting Data)2412] A|9E E3sA = AT

3) 942§ EHCFPR) 295 W
FCCS} frAHAl &AL s Q5§ F33h= CFPBE ©<edt 54 tlolE & ol 4

2] HAA F2(Opt-in) stoll TFA A B9 W &(Narmative), & “F-<& ¥o] AAEA] 0l

Nk Aed EEs 38t 7199 t8-& EE3lste] Bt o= AHA7E B9 A
SAA BTl AR FoAT Aol Tl A 8EE AT FES e mEH, &

£ de A olg, AF HE 5 A A ARe A3 9 5 AES 59~

2" (Scrubbing)’ #4-& AA A3 AAE & 7 ETH20 o] 2]k AT 13

INE e AHAEY FAF 98] dis B @9, 71980l W g3 s v A

WHOE A¥l2: FAL ANIES fEste TR BARE FERTR)

)
o

W lo

<HE 3-2> AH|XZSESH(CFPB) =7H o 2=

2 (Field Name) 47 (Description)

A4 (Date received) CFPB7} E9H2 H4gk @4 (o 05/25/2013)

Z2HIZZE BRE A7) Al AEdE 58 AF F3 FR B A5
A, A= S

A= (Product)

A 24E (Sub-product) [ARIAZE AEd AR AE F3(d: 1 A, AHE A2 gE)

2BA7Y Y AdEE et A
(o: A= A, o

A (Issue) =
=
/\u]x} } /5 g o £AH B4 538

AF EA (Sub-issue)

(of: ¢ ! 22, € S 24 EA)
27 2k g 22} &F-E ‘?:lol ARNEAE A Aed Y&
(Consumer complaint 2027} FA A So)Opt-in)gk Aol /AN RS
narrative) 27 (Scrubbing) 3k 3 E74
714 &7 g (Company 7190] Adgq oz AFste tE 3718 g1

26) Consumer Financial Protection Bureau. (2023, May). Narrative scrubbing standard.
27) Consumer Financial Protection Bureau. (2025, September 12). How we share complaint
data. https://www.consumerfinance.gov/complaint/data-use/
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. 719S Aol Ao #F B 55 F huE AEE F e
public response) (ol SAR= o] Balo] 1T 98e] Astely WeUTh)
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= (State) A7 AFE H T4 e F(State) FH
ows AL AlFe SHATONIAEE BEE 98 4 vpad

¥ (P codo) ADSAG BAHA B F 9D

7:1*%‘“%%% g 571 9% g
B) 1 (Tags) ()): 624 0] Z2HOlder American), ¢ %

%( ervicemember))

&HlA 5] A&
(Consumer consent
provided?)

AH| 27} B9 W &(Narrative) 3719 S93l=A o1

A% 7 Z (Submitted via)

Euto] CFPBol| Al&=¥ AE (o (Web), A3KPhone))

719 A4 (Date sent to
company)

CFPB7} sl £1e 71dell %

g g

7199] &l &

(Company response to

71490] A Al DA t-SHU=A A F
(of): A=} 37 ZZ(Closed with explanation))

consumer)
A &7 o5 (Timely 710l A3zl 71 el $HA=A A7
response?) (dl: <l(Yes), o} 2(No)

2Bz} o]9] A7) o -
(Consumer disputed?)

a7k 7190 Sl ey ole)g AZIHEA o

E7 ID (Complaint ID)

o

a Erlel] FoH H s
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7k 549 SALAZA AMdze} 724 54
BAR(TKG) Al68x9} An|AHEA N AR (VSBG)S i A%
Fdo| AT EE B4 A AR Int ARA RS je)rt A stolB
g = W14 7|Nks 2keq Q). B0 (Telekomnunikationsgesetz, TKG) A68Z2= =Y &
ETAHBNetzA)l A 24 2L 93 A A A Fo
atm, HF o] 8At TAIAMeHY] B4 B Al AHME A0 =S AAHT F e
HEE HAIG o]& B4l Aul29 7<d A9k B8-S wkgste] Anjate] Hes
TAE] 1 AHAQ ZA Aotk o]¢} HEo] Hate] AN FH E
2B 22 AY 3l 4 ¥ (Verbraucherstreitbeilegungsgesetz, VSBG)Y] &S BH=
o] BAl FANY3) = LHIARANAH(VSBO)Ol whet 34 SR8 'Aanat 24 7]
A, 943 94, 28 A FyA 71EE 448 Eslor doh 53] AnA
AN EH(VSBGE 240 TAF A4 & 237U &<ld TAle]ojof o A3t

40 ATdS FEsaL glon, £nA7L vl B glo] 3R AAE <188 + 3

=
re
%
=
(m
1o
H

Ao 24 A= ‘9 EH(niederschwellig) # <H]-§ F-/d(kostenlos)’ & Y2 0.2 3}
208 AAE AYErh 2 2nlae 24 A A 5 ARIARe

ARAA 24 2 A= AAFEe dSelor shedl, ols 2T 13k 2 B
T7h obd AgA A s Al Aste 2244 74 FEE HdTh AR 2,
o, $¥ 5 OUd F2E Tl dHHOZ FER Jhseiths) 54 AR i
WART g3t FEshs 24 94 (Mediation-fist) ZEol A=, 20231 BAlo] w2
A A el o] oF 95.5%7F T4 2]k AA] o dell Al Z]Re] Ao E AFGATE

28) Bundesministerium der Justiz und fiir Verbraucherschutz. (2025). Verbraucherschlichtu
ng: Ein Leitfaden. https://www.bmjv.de
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ALH o FAE AT ARAT ol T AT EAA B4 7 FROE AEe
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1) BITV 2.03% BGGell 7|5k tAE 2§ 9 tF Ajd H=
3371 HoEN AN AR EHBGOH A Bl ARE 24
o

[¢}
(BITV 2009 A4 248 Wom, ol ted A} ohd WA 9% Aot ol

whet A E 2] L2kl #A 24 £ {7 EZ(EN 301 549)& Eaof ohm,

Ao Eof A4 A A(Erklirung zur Barrierefreiheit)& AlAI3e] @A) HIAH &5 &

=2 T s7ska Aok =7 A Aoi7k AU i Ee] v o] 84S sl &
B3 AEd &8 4L Aoj(Leichte Sprache) & AH3 AL BEE |33t

AE ATAE w012 T30 H Yot yAE AR sjas fel 22 A o=

PDF 42 5 9, 2 448 WYstel 1Y% 5 wdAD 13 Aze HAL

29) Bundesnetzagentur. (2024, May). Tatigkeitsbericht Schlichtungsstelle Telekommunikatio
n 2023.

30) Bundesnetzagentur. (n.d.). Bundes-Netz-Agentur. Retrieved December 12, 2025, from
https://www.bundesnetzagentur.de/DE/Service/Leichte-Sprache/leichte-sprache_node.ht
ml
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THHENGE Aol SRA oY B3 A A4S & Wl AAsks didl, 2@AE 49

A elef7h A

2) "ol 7|ke] AH|AF Al 73} 'Breitbandmessung S}
592 B4 A4S dol AnAt A4le] FEE VEH o R S e Y

& A7 AZFoZA BA AHls AHG HEE T BYS TS AT Uk o

L

U E] 3H(AES T4)0] Wl Z3}E 'Breitbandmessung(BH S S8y A &g &
g =77 ok}, BAIM(TKG) Al5720 HAE 24 9 54 sjxds Pk
A st Mgl {A A 78 =T2A 7153803

o] Y& d F4 BE 9o A A& 2t MR Y5 XK (Nachweisverfahren) =
o} 2R} o] RES BAEsHH, AL A Z]He] A 94T 71HEA
A, 71 &4 50l mEk 38e FYsH, 1 dde 24 27T FHY| #3F
ZEF(Messprotokoll) 2 A HT) o] T2 EZS W2 BA A Aujx F4 #4312 4
sk ko] §le g AR E JAEE FEe 7‘](Prima—facie evidence)'i Ae=o],
HIHE7R] &b At BAIAE AA7 = HEE s

7€ =70 HA g8 AN EY A 'O]H}Zi—v‘(AllgememverﬁJgung)’ B +
Aste =, Be EAd wet ApEstE 7ol ALH 1AW JdEHYY A¢ 2021d

R YA E(A1992021 500 whe} AH[AbE A LANo] A4 E ZdEjel A 3Y3t F 30

b
|\
N

[
il
é
oy

H:l

ol

39

tlo

31) Bundesnetzagentur. (n.d.). Breitbandmessung. Retrieved December 12, 2025, from
https://www.breitbandmessung.de/
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8o 27& saalof 3, o] HA A Aokel o o) ol Bl Sof At
2 Aol Ak AAE 27T 5 ek

olEFAl EoF A =84 ML <& 7IE riddl ¢ Aoy, dHUES

A7E 237k oS RAA Felok Aoty Ate AAH 2024 64, Erkd 2 T)EE
TS UHEAE QK (Verfiigung Nr. XX/2024)& g8kl g7HstAtt. o] HAelA A4

878 A A& 7)F(Kartenmodell) & &H1AF A2 E HelD 2471 310 7123
on, gl 59 AYL 300m G T =R ARSet 7h Bxd vt Ak 71EE A
ok A8 Bdlo] A-HUTE o] mt mutd AvlAk= 5YURE F 303)(3HE 631)2]
= 5 oleBAl Aulze] FA AshE ARH o
A e S Hdnt. AAHOR o] AmE 1S 4

QM AE LuAE AR AT 5 A TAA EolE R A@FO =M, U

g FA AelA e anA FdE AEF s Bt

32) Bundesnetzagentur. (n.d.). Breitbandgeschwindigkeiten. Retrieved December 12, 2025,
from https://www.bundesnetzagentur.de/DE/Fachthemen/Telekommunikation/Breitband/B
reitbandgeschwindigkeiten/start.html

33) Bundesnetzagentur. (2024). Verfiigung Nr. XX/2024: Allgemeinverfiigung zur Konkretisi
erung der unbestimmten Begriffe ,erhebliche, kontinuierliche oder regelmi 3ig wiederk
ehrende Abweichung bei der Geschwindigkeit “ bei Internetzugsngen (PDF). Retrieved
December 12, 2025, from https://www.bundesnetzagentur.de/SharedDocs/Downloads/DE/
Sachgebiete/Telekommunikation/Breitband/Breitbandgeschwindigkeiten/EV_AV.pdf?__blo
b=publicationFile&v=2
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) &Rz g s 2 AR Ay
AYHFR} APUEL AL LnApE B33 WA RS A ol + d=F "
2H|A} 23 (Verbraucherschlichtung)' % 28 7ho] =2l HE24p012 Azksle] wj2 3t
o] Az & T4l AHIZ Fofoll sl A= FAl 4191 3] (Schlichtungsstelle Telekommunika
tionyoll Al 2H& AT = Atk A A HE §ol8 AU wiAsta, Y +

2) 7199 AR AT oF

ABIAREASN AH(VSBG) 719olAl 24 A=ol tig ARE AnztoA 5402
4 o5 Rty LnAEANAY(VSBG) A3zl w, IAelEE YUY
G AHESIE 71 Aol 2Bl 24 Aol FAT AL QIEA], B WAL
oA 57t eAE &HATE A € AEE W3] uAs|of gk ok, ML
2 AAEE 98 928 A9ty AUE 12€ 31Y 7)F o] 109 o5k 4
A& A6 Yy 1A ool A HAIATE T4l AH 29 Hgoll= YA R 37t 7}
FEAA, 5 )l A RoBR 102 olate] AR T

A O (Ao Bk ”o“l)% AARA fok, =g, An A A (VS
BG) A37z2E 4 B Al 71949 1A o5 PAstaL sl 719l LRlAee] A4
S AAH o7 AsA EHS A-HDeadlock), LHI A HIAE Al o7 Bet 247

34) Bundesministerium der Justiz und fir Verbraucherschutz. (2025). Verbrauchers-
chlichtung: Ein Leitfaden. https://www.bmjv.de
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B Fash YAO|ES SIS, AN B Fol o} RE T BW AP FASE

5 ZAGe =N 2HAT} thg GAE Yol = Q= ol R E ATt

g wlole] Z)uk A3t B 2 AH BF WAUZ

PPENIHE BAZA HAo A FAE HloElE e BA Azle] TAA 2k,
A% NS AR NS B4 72 Bgsks AAAQ HolE Az AAE 75
.

R

1) B4 43 AFKP) B2 9 20
A EYIA L md A} &5 HAM(Titigkeitsberichte) S 718t A =9 %4 A
HE oA AT 20249 BaAol] mEH, 24 ANA Hdees 2534008 Hd o
Hl oF 10% S7kst] Adl A5 71Fen, Fo B4 F3& A U 2 o
(35%), 71%2) Ao)(23%), LF FTH12%) 22 YElstth dHhEY 348 0|23 KPI
& AAGE BASt AR a4 A8k, 53] AFgAl o ARE026%) T 2

FA42 AZE NG zZN AF FAAENA HH g 235 93l FAHE fFEs=
A AT E A (Soft Regulation) =72 E-8-3HT}39)

Waming Function) 2.2 &-&3it} ol & o], HolH 45 B3l FAolE A Adoly
574 A%k 24 B4 Evto] g5t TV A=W

35) Bundesnetzagentur. (2025). Tatigkeitsbericht Schlichtungsstelle Telekommunikation
2024
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YESFH e 54 AR B 1A (Jahresbericht Telekommunikation)$t 2= o], =z}
T2 A gofolyt AR A FHA 2 AANF A A a3 AFH 7
Z 7530

3. 9=

7k @7l FARARA Avdret 23 E
1) 2003 FAIH(Communications Act 2003)3} dHE 2 A=
G B ALY HA9 HE SAE 20039 FAlgelth o] We 7]Ee] sfE s
(Licensing) A= HA&}aL, 'AHt £ (General Authorisation) A TS =Y. 2N A%
A e i 330tk ol ARIAPE ARV} Rojshs A8t glole = HEEAl
2191 3](Ofcom)©] A3 'YHt 27 (General Conditions of Entitlement) & S48} o]ol| w&
ARE AAE FFEA T4 AHI2E AFE F US5E oridith ek duk 21e

3 A7 obd 2l ARIATE Al AESE] Hef HEEA] Zhojof & A4 g0

o

41::

FAIH A52Z(Section 52)= = W5 T A LI (Ofcom)o| Al AH|A E7F Xe] 2
A 2 dxE FHE 55 FAZ o] 23 FA AGATE FEskaL, a3z o)y,
HIZpE ARl BA) i d AxE 23 AAsk, 53] /M8 2 AR 7Y 24109
oJghyo] o] MatE F-EE o] &  UojoF & HWASAL Utk ol& F= HEEAISd
3](Ofcom)o] TAAQ! a9 #AES AARL & A= AY AW
F= TEFA A3 (Ofcom)yS A7 8 wistel] we} FASHA FAIE }]é?% T A=

ry
X
N
X
L)
=
o

it
oft
ol

36) undesnetzagentur. (2025). Tatigkeitsbericht Schlichtungsstelle Telekommunikation 2024
(p. 6); Bundesnetzagentur. (2025). Jahresbericht 2024: Telekommunikation, Post,
Eisenbahnen.

37) Ofcom. (2024, October 1). General conditions of entitlement (Unofficial consolidated
version in force 1 October 2024 to 16 January 2025)
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2) ¥uk 27 (General Conditions)] A2} B2 &

I EEAILY3](Ofcom) e YHE =1L A WEYA 71%Part A), HE 2 7|&
(Part B), &H|2F BE(Pat O)F FHETES o] 5 4RA 24 347 A4 = dud

AHALe] ENRS Aot i Z2A| 29 95 a2 dAE
. C42 23 B2, BE SA AAGAE G HEEAI9 93| (Ofcom)o] SQ17H
TF¢F(Conplaints Code of Practice) ol F-3at= AAE T3kl E53l¢
1+ B2 H24, Al 719, &H1A4 U H= ol o
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=1
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rlo
e
r o
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e

FH A3kl 7

—

OS 8% 2 43 2F0E, o|& AGA7E ¥ B55A191 93] (Ofcom)e] 513
ADR 77 & @ ol &Aoo 7}%}1@\4enbemhip), D 717 BA| weot ot
(Comply with decisions)S ™ ] 232 ADR 7191 A8 ARglo] opd H4= o7 2
TAFLEHN, BE 5 207 ARd Bl Yo HEEE Bt T Axrt
olE ke A%, Y= TEEAI9 Y3 (Ofcom) S B A96CZo 2l ASI &<

A 10% Goks A€ T3 5 e 49 A 4L 7RG

>
&
&

o

\->

3) o]¥sld ADR %

F=o TA BA A d= HEFAA LS (Ofcom)©] AH HYsHA &, RS
ZtE 7L 71900l 3 R ETE HolA F5sith ol Al HIES B, A 313}
A sde =] 913 A Adeolth @4 9= ¥EEA191 Y8 (Ofcom)?] U
4 %<1 ADR 7] 'Communications Ombudsman(7- Ombudsman Services) 2} 'CIS
AS(Commumications and Intermet Services Adjudication Scheme) F 3-0|t}.38) FAl AR A=

o] % shtg Ausle sielslok Bk,

38) Ofcom. (2025, June 16). Making a complaint and using ADR schemes.
https://www.of com.org.uk/phones-and-broadband/service-quality/adr-schemes
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<E 3-» d= St Zof 28T Hlu=

T Communications Ombudsman CISAS (CEDR 4F&h)
ooy 2 Trust Alliance Group (¥ CEDR (Centre for Effective Dispute
-8 T 27177 Resolution)
F8 71 BT, EE, 02, Plusnet, Three, Virgin Sky, TalkTalk, Vodafone, Now

Media, Utility Warehouse, Shell Energy| Broadband, Lyca Mobile 5 137}
, o

5 1370
v 2 SR=0F 2l ZARKInvestigator)o] | B4 (Adjudication) =g =3 Aol
o ALBA 2 F AL AT | AE ARDOE B, AEEe
° H]FAA - fAg S d A3 AR 944
g 7z &R 75/ /‘}?31} Het OFdul +| &0z §8 ] /\P"*XP o Orgnl +
° T A FER) A FER)
Ao 7 MR b Al AFGAA] WA | AR e Al AR ARl Al H A

T4E W (A £10000 B2 | 74w (A £10,000 B4

°of F 77 G WESAIL 3 (Ofcom)e] S TIE(HTA, 594, 244, T84
)2 T8N0k &, 2dmitt A5 AARE HHETE39) SRR E H2 T U7 &8 W
2] zfo]olt}, Communications Ombudsmans FAF 7]5& ZAZEste] &8lA7F SAE ¢
8] AASHA] Ell = AWOE AMBAE sofstele o] e Wi
AR FAY AAE B AE8 S Ax oldd AR AAE 7 7197 Auls F4

& o3 A2 7K BEHES FESHE L7 Yk

4 Y= SALA=AY HA
&HA7} ADRE ol §317] siME DA A 271g FF3ok 50, o] o)A
AREE ke F87 el 5l o2 2uA7} Akl 7

OHH
HU:
o,
)
O
i)
b

39) Ofcom. (2025, July 8). Review of ADR in the telecoms sector: Statement on Ofcom’s
review of Alternative Dispute Resolution (ADR) procedures established under the
Communications Act 2003.

40) Graham, C. (2023). Some failings of consumer ADR policy. Amicus Curiae, 4(2), 412-
426.
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S A7 & 877 Ad wWj(A: I BEEAI 93] (Ofcom)2 20249 5¥, ADR

A 7] e 71E 85004 6322 BEsl= A4S Ulgth o] A2 F3e FH 7

HE AR 20269 49 8YHE MW AAE Ao thy7tA] AHA ol

& AEE A drhaD o= AYGALNA ZAE 222 AT FEI AT Fof

k= ARG 2827 ADRY A2 e 2L o 7 7HA F shdelth 1
31 &H|IAE ADR ©]8 AgHE 53 & 1271 ool Aok gt

o} ADRe] F

1. A%

AN

-

A3 Az B AVIYERE 877 AAP ot AHA e AS A=
o] Aol 1A ADR °]-& A del= AW FA(Written Notification)& I
fjof gt

2. WA/FH] FA A (Deadlock Letter): 8577+ AVFA] &gttiets, AR "H o) A%

& s AFo] Qi Fhste] HF @Hl(Final Response)S B2 WA E EXAS

0] ADR AxP7} /A HH, SR2Me oF GARZEE A7 &
3 7|2 5 24S Qs 27 A48E A 2wl e HE 9 FAd 2 s =94
olx ZA e AEITY AE FAHA AR} LA 27 | AHL Aeket
of ot AYE £ o, IA 8k 4§ SR2WE AT A4 L el B,
g Aol At AAAQ Anl 2 24 WHEEnt opdet Ao 1% 3es =] 5
AA Bigo]l T3 4 Q) vk 4R} o] ARG FetElA ARIAL A= WA P4
go] WwAate] T4 289 ool BAIE Al ZX|E o sfof siH, o] BoE EA 3
A e sEa,

41) Ofcom. (2025, June 16). Making a complaint and using ADR schemes.
https://www.of com.org.uk/phones-and-broadband/service-quality/adr-schemes

42) Communications Ombudsman. (n.d.). Our process. https://www.commsombudsman.org/o
Ur-process
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1) 2037428 HA: SignVideost} 7]1€3 Hx

I A% TR BA 24 HApolA] Az g o] ol 7 E B
A o] AW}, o] & 3|4dh7] 93] Y= ADR 7| TEL HAl 7es S43 ARt
T 2 Bx AH2~E E5lete] 4 Aloks S8k qlok 7 tlaEA Q) Al Sig
nVideo' ¥ 'InterpretersLive'$} 22 AATE o] B ZHE EYo]th. Communications
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2 JAE EHEE FYAE o] & AATO R SRZT HddA S40E Mt 3
AL 53t BAE g ols A9 o oAl WAl 2] 'Y WE(On-demand) FEIE &
FHAY t7] AREE 308 o] & HAsste, Agoldlo] Bad ) S o0% BA ofA
Azt YT AEF 1A o2 A U-E Ted] 7] HE 9Alel XA ¢,
A Z2AF B A A AERY HE B Aol dist A 5 B4 side A 43
oA YA AFH =3 A7 AolE 9 ) A HA dAsHA BelEn F
717-9] Ao EE ~3 9 #JT(Screen Reader) &3H4, 1tjn] Rt BIAE H7] 234 7]
5 5e /A7 zhw 9o, A EFQ WCAGWeb Content Accessibility Guidelin
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43) Communications Ombudsman. (n.d.). Accessibility. https://www.commsombudsman.org/a
ccessibility
44) Centre for Effective Dispute Resolution. (2019). Reasonable adjustments policy.
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1) &]5& 31X|(Signposting) % =¥

I EEA A3 (Ofcom) e LHH =4 C438 AFGATE AnlAke] 2R A7) Ao
4] ADR ARE oJF-H 07 AF=E FAstIL Qlrt ool whet AdAbs Ak A2 A
ofptd} wje = FA, 223 o] BRkE A7|sh= Aldell ADR #¥H AR E
A of gk 53], ARAAZ} A A Q) BA| sl o] Bybssttta sty dgshs 1w
g A A (Deadlock Letter)oll= 7FY4¥ ADR 7|79 WA, A, o]& Wi g7
"ADRZ F-Eo|H Sy olgh= A o7 yAlF]of gtk Tl ole|g AR A
T A AR EAOE QIS 2EHAE 7L Toof FHE HeH Hrhe 753
AL o, B WETA LS (Ofcom) o] 5 Hsh7] 3] AGAF YAklE W) B
AP W] H2AEE 71808 FHsta ok
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2) ARIgA | oke] SEHA

P B4l 2okl ADR 7|7 A" HMAITY M-S Aty s ANEEAe
(Citizens Advice), =8¢l B3] @Al(Age UK) 53 71U g WEYIAE F=31a QU
AAZ B4l 52 (Commumnications Ombudsman)S &2 &3 ] 2] 9] 'F7} x| Y (Addition
al Support)’ Fo|A & 53l o]& GAE T2 ol BAA o)A} FEU R HA5HH4), F714
A E=Fo] BaF anAT}E SA] 928 F JEE ALt ek o]l 4488t Citizens
Advice#6) 9} Age UK4D) B 7+ 71 ¢9] 7hol =gl z {83 9=t td Ee]o] ADR 7]
To] H&3 AZYHE A3 TN, TAl EAOE oS Ae AHAEC] F
Al ADR HAE 8BS F AEE FE 4& Qhl(Signposting) 2 7HH SR A 9IS

eyt gl

i

45) Communications Ombudsman. (n.d.). Additional support. https://www.commsombudsman.
org/additional-support

46) Citizens Advice. (2019, September 25). Complaining to an ombudsman. https://www.citi
zensadvice.org.uk/consumer/get-more-help/how-to-use-an-ombudsman-in-england/

47) Age UK. (2025, May). Useful contacts: Information and advice directory (Information G
uide AgeUKIGI0). https://www.ageuk.org.uk
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& BAS FE8, AR AGAYE dolB 2 2ste] RS A7) A A

1) E%F dlo]E F7N(League Tables)o} H 3 71
G BTN Y3 (Ofcom)y2 v 7] TN L {E HE E
BT A4S YA o8 B AR FJAsk] sk vk 99 g HeolE
(League Tables)’2 &&= o] HOJE & AH|RRe] FAIAL AElo)] Qlo] dlA] AF2 &85
= SAl, AAdAelAlE e g E Zgate] LA AH 2~ F4 AAE f =
283 A FEoz sigeth 20243 dloly A4 A} Pay-TV FEoIA Sky<}
TalkTalks 22 BYHEE 542 A34E HQl ¥H, Vigin Media®t EEE AHHA 0% £&

=
f
kl
=X
i
of
:Cui_".
Pad
>
e
b

FAE 71 ZP e, FE B Yooz <Buk g 4 (Complaints Handling) ©] A 53
o wet ARAEe] A9 7] Ext Al7]o A-3] tf-3akA] F3ta 9lgol AT
olo] F= LEFAL l%%ﬁ(Ofcom) A3 ElolHE B B ARdARY Buhgo] A&
Aoz =AY BH f89 EAVF 55T 49, o5 AR Ay dsz

Aol sk AR 2 2R E838taL Itk

O

48) Ofcom. (2025, October 30). Report: Complaints about broadband, landline, mobile and
pay-TV services. https://www.ofcom.org.uk/phones-and-broadband/service-quality/telec
oms-and-pay-tv-complaints
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<Og 3-10> 20254 SA 7Y

Relative volume of complaints per 100,000 customers

Taking a year-on-year comparison, the relative velume of complaints about fixed broadband, landline, pay-monthly mobile, and pay-T have
all decreased.

For the best experience, expand to Tull screen telick on the button in the bottom right corner]

Relative volume of complaints per service per 100,000 subscribers

. . T

<J&! 3-11> 20254 2|71 E|0|E(League Tables)

League tables & key complaints

Fixed broadband

OFcom
Broadband S
Complaints per 100,000
Fewest
Plusnet | &4 complaints
Sk
il 6 plusnet
Virgin Media a8
. Talktalk | 9 Inchinetry
= average
< BT | 9
NOW Broadband 9
Most
\odafone 9 complaints
e [ 10
1,2

sroadband complaints per 100,000 subscribers. It illustrates the providers receiving the fewest complaints at
the top of the table and those receiving the most complaints are placed at the bottom of the table.
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2) Hlolg] o] W& A 357 Al 202539 ADR A= 7]

I FETA L3 (Ofcom)®] HloJH 4L Tedt 3 ool 24 ¢, A=

(Statement on Ofcoms review of ADR procedures) = H0|E]7} o] 9A A 4] FAS ¥
A7 A B T2 Abglolth. F= B9 93] (Ofcom) 714 22 ADR
Az &4 AAE HAdstH, ol AEdA e FHE 1 A HolEE 7|We g 4n

AHe] ADR A<t Aok 248 d3sisit.

7h A AE: H2 di7] ARE 9

G 55993 (Ofcom)S 2:HA7F ADR 7170 E9HS A71817] Y& 71tk ok
e Ha 7IRHE 71E 870l A 672 TEIVIE AR o)& Aol oo opd,
HAAZ dlo|g] £ 7Nket A2 WAoot} G WEE419 U3 (Ofcom)©] 20221 F-E]
20243744 9] Ho|EE 4% Ad, A BT OF 94-95%= 65 o|ujdl| | AE= Ao
Z JERgth 28y 65 AFAME slAE A & dol e R 705 1)9] A, 7
29 7] AL 85 A7 7T ® S AE At ADRE hiE &2 oF 19%°] £
k. dolel= 6577 At AHAME A=A 2 Evto] & 25 53t 42 Ths
ol vl Bg-g Rtk ¥ HE52191 Y3 (Ofcom) AHIA} 812 7hs/d0] 3
Fh oA 235 o ZdEls AL B3 S 24 (Harm) 3 2EH 2E 7FEAZT
HAstGit. ofo whel, wolEl7} 7ke)7)E A YAEY 67E H AHS 4
o2x, 2HA} O A& SYAR A AAE B 5 RS ARE A

t}h49)

1z

=

th A3 AEEKPDE dlold 7|utk 75}
43 &7 ADR 7179 &9 A3 A= A{HAT. S LA 993 (Ofcom)
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