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SUMMARY

1. Title

Study on the user protection evaluation system to induce self-regulation of

telecommunications service providers

2. Objective and Importance of Research

The user protection evaluation system for telecommunications carriers is implemented
to encourage carriers’ voluntary efforts in user protection. However, as the
telecommunications market environment has changed recently, there have been
increasing calls for improvements to enhance the system’s effectiveness. Initially,
evaluations focused primarily on basic telecommunications services. However, over the
past decade, the scope of services subject to evaluation has diversified due to the growth
of value-added telecommunications services. During this process, opinions have emerged
that the evaluation system for telecommunications service providers’ user protection
activities needs to be reorganized and improved. This is to enhance participation
incentives for global operators and address emerging new types of user harm cases,
thereby strengthening the system and increasing incentives for voluntary operator
participation. Based on this awareness of the issues, this study aims to identify the
changed telecommunications service environment and newly emerging user harm issues. It
further seeks to derive directions for institutional improvements to enhance the efficient
operation of the telecommunications service provider user protection evaluation system

and to increase the incentive for voluntary participation by providers.
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3. Contents and Scope of the Research

This study aims to identify changes in the telecommunications market environment and
analyze the progress and current status of the existing evaluation system to identify its
problems. Based on the identified issues, it seeks to compare and analyze similar
evaluation systems domestically and internationally, gather opinions from experts who
participated in actual evaluations, and derive directions for improving the evaluation

system.

4. Research Results

This study proposed improvement directions for the evaluation system, covering both
short-term and medium-to-long-term aspects. In the short term, it suggested maintaining
the current evaluation framework while introducing improvements to address issues raised
through media channels. Specifically, it proposed: - Revising evaluation incentives and
penalties, which were most frequently criticized - Amending the domestic agent system to
ensure enforcement power against global operators - Improving certain evaluation items to
enhance efficiency For the medium to long term, it proposed shifting the evaluation
system away from a complaint-handling focus toward one that prevents various new types
of harm. This involves reorganizing the system to strengthen user information provision
through systematization of evaluations and the publication of evaluation results reports.

Currently, academic and legislative discussions on dark patterns are active, but specific
regulatory standards and criteria for identifying cases are lacking. Therefore, future
research should clarify the detailed criteria for dark patterns and develop specific design
elements and regulatory measures to protect the user’s right to choose. To this end, it is
necessary to identify the design elements of each step of the overall use of digital

services and to derive the policy direction through cooperation with stakeholders.
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5. Expectations

This study is expected to provide foundational data necessary for establishing policies to
enhance the provision of user information for telecommunications services in the digital
environment and to promote user rights and interests in response to harmful incidents, by
proposing improvements to the user protection evaluation system of telecommunications

service providers.
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A T8 AE 54 2 Aad A3
A urey | T HEE8%), 234 QIR FAASRTIR) <=
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(Overview) ;m;umx - B A wEE7) 20223 tin] A Boel A §ojn|
e 37 53
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2wl E%‘ S 94%). _ _
(Mobile) 8 A%, B | -F8 Bk AHA A rEd9%), AT 2 7H EA
A7 ol (38%).
- W7 sk gi7] AR 18 5222 A giH] 95,
-7V 943 Al Plusnet(PH= 91%).
3 21% AA A=Y, | -F8 Bk BoPEd AAUS%), FIRT =Y &%
AEA R = (30%).
(Broadband) &1 Az -3 A AHE A BT S Hlgo] 4%z 20229

(39%) tivl S7Fgh

4. A
(Landline)

-7V 5% Al Plusnet(RFEE S 83%).
- A7) YE%: Virgin Media67%).
- Al Aol(Fsl F4 Ast 37 7P £ BN AN

A
= (49%)%).
o
5 e HEotel Hﬁ;ﬁ; -zl 1) SEEEsN)E LA Nsd £F
W - H]Evﬂ* olu}, M71B0%W} 7F(T9%)He} &5

6. A 5l g

- FA(Full-fibre) AAoll - 14 287,

(Provisioning | AIZY, 4 F8] | -4 F@A Aulx Fhe P 190 Agn),
& Repair) 712k 88%7F 44 W A=,

AT BAA | ooy g | 72024800 63008 s olae) Bl A,
(Automatic A% A2 v - BT AR A7 Eole A2 Auls oF 34

Compensation) © R A7) AAYSS AN

5. Ofcom, Comparing Customer Services, May 2025.

7} 2} MR A3 o 827 ARIA R Had 5 Qe Fee) Az YHz
BIA) AFHD YOR, 0|9} 2L Bt AAE FAFLER ol SR Hue] ¢
2g FPA MU Sk, AR ole 1A vl B PP AT AL 2
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Average 8 EE Do eBara  Lycase S Ho i @

h
Satisfaction wit 88% 90% N/A 91% N/A
service overall

Satisfaction with
reception or signal ~ 80% 83% 85% N/A 81% N/A 73% 85%

76%

strength®

Satislaction with QYT e2x N/A na IRE se%
value for money

Customers with

areason to 18%P 14% 11% 13% N/A  14%) EBCIA
complain

Overall satisfaction
with complaint 61%1P 61%1 65%1 N/A  68% N/A  63%1 65%1
handling

Complaints to

Ofcomper100,000 124, 74 N/A 114 NA NA 239D &) ) 129 8l
subscribers**

Average call

waiting time 1:520, 2:03¢ N/A 133 0:15¢ 2:564 3:27 1120 0:2201 0460 0:294
(mm:ss)**

Call abandonment

e 6%y 7%l NA 7% 2% NA NA 3%l N/A NA 2%}

A8 Ofcom, Comparing Customer Services, May 2025.
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29) Australian Communications and Media Authority
30) Telecommunications Consumer Protections Code, C628:2007
31) Telecommunications Industry Ombudsman
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TRIGGERS CATEGORY ACTION

——-
BEETET e BT
EEET ) ) (B

:udehn:hsprdd:le:ndpwdsr

addmssingﬂwemdlet - ACMA views that systemic code breach is
- Formal i i required to ascertain if
mep'ryr‘ﬁtiga‘ﬂm e T Iestoer - Provider formally invited to respond to issues
- No response or inadequate response from provider to
ACMAspldimmzquuTry

- Consumer complaints made directly to ACMA . :
- Advice or referral from the TIO, ancther regulatory or I 2 ;erger?v;’dgumal b(?aoc:dg;gshii:;: st
industry bedy or a provider Preliminary Enquiry . aged
S _lesue raised In public debate Assess whether ssue requires escalation

A5 YHFAFAATLQ009), “FAAAARS] o] SART Ad Gl tiF BHAE A

570 AR A& FAER /MO S5, FA71 89 AMAZL 558 Fope] 4 of
B8 A BUEYSIE 9 A A AU ol FH A P4 & BelE, ol
A% AR A PARRE A o574 g AT FAH PAES LG EA
o} g7 nEel HEAS ¥oln Utk BRI YUk oldF YA L Fu) Amshs
Aoldo] glom esle A XY Avlzol EUHTL i A BAT Lol AR}
25 A0S ANGD AU ARHOE ol 2555 BUHY 5L Fa) 9 A

A7} ANE Sk FEE Asha ook

-

2t Bepd
Bepdo FAl TrAl71 8] Anatel32 e SRR 20 theto] o] 84} WIS, AW F
A& At st} Frista o2 A71H o2 g7hsta Ao 1tAl7189) Anatel> 20159

32) Agencia Nacional de Telecomunicagoes: ¥4+t o] 5419 U3



Aol g WIS o) 5T, ZAEAY, FUAS 5 T8 FA Aulzo] B olg
A REE 8 FA 24 FASAT, H7h $AL Ofcomsh SASE e Hel B o

JEIE AYARIE UL 0§ HEXAS WPl WAE Y5 ok

(E 3—4) Anatele] EAMH|A O|2X E& | A|A

ZA O ol FHMSHA, FB), A, By B, FEHE AWz

A% A& 5% PIke] AR A3 A (Prestadora de Pequeno Porte)E
o AR | AR BE AGAE tﬁ”ﬁi Eis
¥ A= z7)olle 7H4AF & ovb miRkE Vo R 3

AYAZRE TAZE GBS £l AEIT T AR
A o184 HES oz

A WEE, o g AFHE AR, A2 A, 8F AT, 14
S okz TRl AL HAe] A%

Azt 27 =% A< DB3lste] 3N
A5 Anatel E#0]2] W& A4

o]%9] 2019 M2 ZLJBN)e] Fatel whet FAAHI 2 FH HE A7 HEE
A 718 MR A FAS Brkete 1SS S8k SN2 FE1A
(RQUAL, Regulamento de Qualidade dos Servicos de Telecomunicacoes)’©]gh= o]E0 &
AgE R om, o 17 AW 7IZbe AA 2024 dFE] EAH R Bt AlEITH
AZE 822 H7F AA M= Arl 2 F2 A41QS%), Az Fd ASIQP3N), W4 A
FRI)olgh= Al 74 A A xS AAsta vk Mulzx FE A WENAD 97,
£5 5 71548 F4E A BAAY] VEYARTE HolHE TRt 2AR

oh A B A ANz g IAME S SE 52 EFte 0§ B

33) Resolucao n2 654, de 13 de julho de 2015

34) ARk = HE AAS A Ee A AR A9 HE
35) Resolucdo no 717, de 23 de dezembro de 2019

36) Indice de Qualidade do Servico

37) Indice de qualidade percebida

38) Indice de reclamacaes
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39) https://www.gov.br/anatel/pt-br/dados/qualidade/qualidade-dos-servicos/sobre-o-rqual
40) Lei Geral de Telecomunicacoes(LGT)
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41) Resolucdo Anatel n 765, de 6 de novembro de 2023
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42) https://www.trai.gov.in/release-publication/qos-reports/pmr-reports
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ol mEkA ARdANAl AR AES 848k H7HE FskaL vk ool mhEh 284l
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