108 & £ 277 7 47 2

PEABN MR gL R ¢

PERREL109 & 1 °






108 & 4 2057 5 47 2
PG10805-0147

PHERE S TRRBETAFTEERZBHL AYF Y
HR%
248

PR A SRS T R

FAR HIA L SRR FURE A

hE B FoRE R

AL ARRARRNLARPEIABHLIE E AR
¢ ER 109 E 1%






F T H P EIITH I e 1
PR CAREARTRD FLRRARBEFT Y PRFT 13
B B TR A T e 13
F2H 2 BT T 33
FIR AT LERRFE IR ERRBESFTETE 52

Bo A LRI T EETE e 52

o
Iy
3

s e B4 F R R L AR IRIE S TR T e 72

i
10
3

el AR T EBRRDEETITETE 91
1



Bw s AT T E RIS AT E 109

BT E RS A LIRS T I E e 132
B RS AR A B e 172

SR ARFETHRBEFTITEBIIFT 188

Fom B T T IE A T i 188
B8~ FOFITEZ B s 196
$ 28 mEay ﬂl@ﬁ'ﬁ’»?‘ﬂlﬂﬁﬁ B2 BRI 199
Fra s (LRB)ERT2AFE TR ERIRGE TR TETE

HE) (R ) o s 204

FIE s (RRFEZ)FHET2(LERBETIELRTERE T

B o s B s 248

B B Y EEZR s 251
I oot a bbb 278
- o AR R EBRBETRET R 278
e c ARG EBRRBETRFER LB 283
Mz s A XA D RAEABFLRFA 292
Wik s e £ X L3 Deloitte B AL I o 303

II



T 2T R AW AL B R e 306

e A BB E T EEE B 316
e A B EFEREFE L E BB AT B e 318
A A EPESR CEAER Y HFEE - B o 321
el FRRIEEREY AR AR B 323
et ~ 107 £ B Fd RAE E A Y % Pfiii-r%?é EAR SRR 344

gt - 18 ERFHRMEBSY FRBEFT P AP B 5 .. 347

ekt - - & ?’éﬁﬁy‘;@&?%&éﬁﬁﬁ& B 350
et = s (RRZ) F*-pAFREL (BRFP) 368
et s (RRZ) Fr-ERTHFE (2RFEFF) 369
et T~ (RRE) G- T (BERFD) 372
et s (TRE) FT-RBEFTIEEL (ZERFER) 373
M= s (REE) Y TRERF L (BERFF) s 383
et A s (RRERE) - AEERL (2ERPEF) 385
et 4~ (RRFRZ) @ -TEFTHAFE (E&FEL) 393

Iﬁ- - L

1—\‘
it
\‘3
W
~
i
s
7
b
By
=
s
>
P
~
-
4
_q.)
o+
—
"
(do)
~

I



v



311 T BRI T 2T P oo 5
212 AR R F P EH 9
23R REHFADH LH 10
2 2-1T AFEFEL 4 B AP L e, 18
F 222 A FAFE AF B 21
22-3107 #2635 102 4G 7+ LEFERIEF i, 23
Fe 2-4 A BE L B BB RS T, 24
£2-5108 # % 3FFdid Y &R kY FHH G A28
22-6108% 10" 22 11 7 ¢ A% 2 D T EIED TA v, 29
22-TFETHEFRELESTELE " e, 31
% 2-8PZBIRA+ & 2 o HHIT L R e, 34
2 2-9 ISP FRAFF B G5 R BT oo 36
2 2- TOTTU(2013) S B 39
% 2- 11 ITUQOL6)H st 22 25 et S Bl 38 S8, 41
% 2- 12 1TU017)2E 3R 2 PRAS S T HE 6 2 S B, 44
20 2- 13 BIPR 4 & B RIRAEE T4 32 48
2 3-12RMTR$E T2 mir, 2 pHRE2 Orange dy et L 4R 4 e, 55
%«3—2;21;&];"1:;# 333{ AF L 2 PRI R R 57

v



*

*

%

3-1ed iR

3-3FRTFEAF L FHZ T Bl 64

34 FBIPZ AL T IED — T oo 69
3-5 i B R G EF &F 75 URTEZ PFAERD] 69
363 FR G EF FHEABREREL AR e 70
3-7 4c 4+ WSPs e 2 2 i B4R 2 555 s 76
3840 £ 4 = A EEAFE 2 WOPS oo 79
3-9 4 £ A HEHE 2P 84
3-10 40 £ % 2017 & % 2018 # 4 B BB AL ovvooocccceceeeeeosess, 86

—N\
nl.

72 (2001) prfz 1 2 76 4 8 4y TRGE...92

3-12020 R EE R €32 B e 101
3-13ed R EL2 A € EHFHZERMEFE L e, 103
3-14 ¢ W##2 4G PRAZKEE FEE R, 113
3-15frse Rt AN P FE RMIRBAREE F S AR, 114
3-16 HABE TG AP FHF FHAIRIZREE F 4R, 115
3-17ABT NG AP FE RMIRBREE FEE R 116
3-18 Ak Fh B £ H R IRIRFEL I s 116
3-19 A B FAR R LD P IRIARESE F A R(1/6) e, 117
3-20 A B RAR R LD P IRIEREE FEA(2/6) e, 117
3-21 A B FAR R LD P IRIARESE FEAIRGB/O6) e, 118

VI



*

E3

%

3-22 4 B BAT R T LD PIRIEKEE B E R(A6) 118

3-23 4 B T RELTF LD PIRAEAGEE BB L TL(5/6) e 118
3-24 4 B T RELTF LD PIRIEAGEE BB L TL(6/6) oo 119
3-25 4 FF MEAMTF LD PIRIBKEE FEE R 119
3-26 I 2T AGF UL PIRAEAESE BB L (/A e 120
3-27 B 2B T AGF UL PIRIEAEE BB L T2/ e 121
3-28 BRI 2B TN LD P IRIEKEE B EE G 121
3-20 TRk 2B TN LD FIRIKEE B S L (4 o 122
3-30 4 B TG UL PIRIEAEE B R IR(/6) oo 122
3-31 A B DT UL PIRIEAEE B T(6) oo 123
3-32 A #TET UL PIRIEAEE FEEIRG/O) oo 123
3-33 BT T UL PIRIEAEE B R IRE/6) oo 123
3-34 A # TG UL PIRIEAEE F B R I(S/6) oo 124
3-35F# TG UL PIRIEAEE F B T(6/6) oo 124
3-36 4 f B R E H IR RFZ I 124

3-37 4B AR IE T B R A B e 126

3-38 A BB A BIRRIFRF 2 Pl 131
3-39 5t W 4G B Ee3E 5 PRI TR S Ty o B2 & 138
3-40 35 B 27 TTU 28 08 B e 139

vl



%

%

%

3-41 55 W LTE PR35 5 RS R T & 140
3-42 FAEE T 22U GIRIBEFHERE 141
3-43 55 B 2016 # i 3 RIS F 3582 PER 142
3-44 55 B 2017 # 3 3 RIS F 3582 PR 143
3-45 55 B 2018 # i 13 JRAF S F 3582 PR 144
3- 46 i B & SRR & T EHA R T 147
3-47 5 B J SERIRIES TP E R 149
3-48 i M | F F SR PRAR S T84 R s 150
3-49 F M LTE g Pl 2 B FF U B85 2 W P, 157
3-50 55 B U SF R 2 Bl E AR 159
3-51 s RR GIRIBFSFFHTEZARAE > % i, 159
3-52??@?]§ﬂ’%?iﬂ”353.3§:%%§i5ﬂ‘ I PR L 162
3-53 8RR * P REEAN T IEEAE e, 162
3-54 5 R © RETHEZ e R iﬁ .......................................... 164
3-55 M 2018 £ B T 5% & BB EFAITEE B, 166
3-56 i% R PRI T FAMERE (FHEMARE ) 168
3-57 ARM AT HRE ITU ER2ZPEAEEF (QoS) o HE A o, 175
3-58 2 B ~ Ak > dr R R PRI AR B g R 176
3-59 EREB MRS T B TR L 182

Vi



FA4-12F (T HFEEZ) BRIBEFTIED ZAPMIE~ 191
F4-2(u R pR2) & (FEBETMHFTERE) E v i 195
2 A3 EREFFRATFERALHL T 199
2AAFEEHEEY FHAITEL AR 200
2045 5 FEEEARZ T D2 B R e 202
£ 4.6V RPFILIEEAT F AR B e, 203
FATHHTEE RS RIS N R LR e, 208
2 A8 AR FNT 3 NEG] (1/2) e, 209
249 AR F 0T 3 NEE] (2/2) e, 209
2 4-10 (Ao TaE g w2 ) & (FEd GF 68 L) RIFSFIHE P 4220

F 411 A IRTEE TR EIL D e 232
% 4-12 B FA RIE S I EIT B e 234
2 A3 PRIFEFTRFE FAIBILD o 240
F 51 52 B 23R e 253
2520 A RRE RIFEFIED ) oo 254
ES3(FHEERATERD) (3 F) 2P s 259
254 GRPETERATERD) (X F) 2 FAHIBAD 262
LS55 (FFERATRRY) (X F) RFETHP 246 ....263

IX



2056 (Tipid) BHTIRETEIMY B R s 266
25-T(RREELZ) RETFETRATEIPM Y 2~ 269

ASBAKRTREXART FHELLEERD o 274



W] =<
Bl LI-1 ¢ 3R 0t b 0 R E IR T A i 1
Bl 1-2 (Ao R ERRBSS T RET TR E) 25 s 4
Bl 1-3 3R R 73 H FI 2 A s 10
Bl 1-4 35 B 3017 2 e 12

Bl 2- 1 DIRPEEL B F I e e 13

B 2-2 238 TCT 25 B 5525 oo 14

Bl 2-7 AR A8 5AF L 55(4G) ¥ 2 BELZE e, 18
Bl 2-8 A TF 2N H 2 Bl 20
B 2-9AA®I05#E 1 7% % 107 & 10 ? 7 288 P2 (78 F Beig & ..22
Bl 2-10 ARFEH S BRBA T S E Bl 24
Bl 2- 1137 5 & FEREY 35 % 1% e 26
Bl 2- 12107 & B (T 5 ¥ 252 2 B, 27

Bl 2- 13375 # (T M2 ¥ JFHF B o 27

B 2-14108 # 11 % Fdid ¥ 28 EH oo 29



Bl 2- 15 2018 £ 3 2L PRFE B B B 5 Brvrrreeeeeeeeseeee e 31

Bl 2- 16 A BAP BE 31T Lo 32
B 2- 17 ITU B2 8B 2 5 B F]F oo 38
Bl 2- 18 ITU AE % ~ PRAFE Qe dp iR B B BB oo, 41
Bl 2- 19 ITU pRAx 5 F R ¢ F %ﬁw‘v‘l}.ﬁ? .................................................... 43
Bl3-12REFHENPRIFET N AFF L2 BREEAE 59
Bl 3-2 2 R FHE PRI F i 3B 2 BIEE 59
Bl 3-3 /& B 7 &3 3 PRAE 5 #icdy @ﬁ%}iiﬁdéﬁiﬁ ......................... 60
Bl 3-4 % 7 &3 3 PRAE 55 #icdy @ﬁiﬁiiﬁ']éﬁﬁﬁ ......................... 61
Bl3-5 ZREFEAIRBFZTPIEIHFZ Y 15 61
B 3- 6 i BRI S R4 ¢ 3 55 32 BB EREL T LW 62
Bl3-7 3 BT B3t R BIRAT U8 F 2RSS e 63
B 3-8i2 WAl MIRIEIG 4G A F T 4 2 3@ 8% . 64
Bl 3-9 ;2 B ARCEP %= 3 Pliﬁz»iﬂ’?;ﬂ‘f%“‘?' FERET LB 65
B3-103FEFEARY FH 2 FFH T 67
Bl 3- 11 22 W= PRI & 5 378 1?%%# ............................................ 70
Bl 3- 12 E4 FH L ARIEF B2 ¥ FFRALA T Bl 71
Bl 3- 13 40 £ % 2. B 354 2 F oo 79
B 3-14 4c £ = CRTC‘?‘?;’%SF?iEfF%@(I/3) ................................... 83

XII



Bl3-154c &£+~ CRTC Y 37 g 1 R Bl (2/3) o, 83

B 3-164c £+ CRTC ¥ 35§ 7 & B (3/3) coovvooeororessssssssssssssssnn 84
Bl13-17 40 £ % 2017 & % 2018 # 3 B B3] A covvvvvvveceseseesreess 86
Bl 3- 184 &£+ (AL ARFA 3 ) BO s 87
B 3-19 40 & % 3§ ¥ FFI AR e 89
Bl13-20 2 R 2% RSQFZZE Bl covveeoeeeeeveeecsesseessoeessssseesssosess 95
B13-212018 0 il # 4R AR BT LB s 99
B13-22 0 i 34 B AR R o 102
B 3-23 &0 §F 2017-2018 3§ % % £ 3FRATHE & FIL 105
Bl 3-24 0 §F 2018 &3 § % B3R ALk A 5B ORI Y] 106
Bl13-25ad {2018 & A 3 ZIRIFL B EFA AL i 106

B] 3-26 = W2018 i) F E i T IR LN AP DT B8 g 2 107

Bl 3-27 6 f 2018 &) § ¥ & i78 T GIRFE RN AL hfriipr i 107

Bl 3-28 B B (78 B PRAE S T3 EH ] oo 111
B 3-29 4 B3 225 F T IEI AR cooeeeeeeeeeeeeeeees e eesee e enons 130
B 3- 30 48 B 2 PRAX S eimB @R AR 6 (T H B, 136
B 3- 31 85 BPRAEEH 3R HTE e 136
Bl 3- 32 5% B9 NIA 538 B PR 2 ADD oo, 137
B 3-33 55 R A& SMEEPIE 2 7 & Bl o 148

X1



B 3-35 5 BmE A BRI R 27 R Bl 151
] 3- 36 4 ® KT ~ SKT #2 LGU+% 3 %& 13 iﬂipér%%‘ra:r%l%] .......... 152
Bl 3- 37 % BRI R 17 6 AR RIS S B 20 00 AR e 153
Bl 3- 38 5% BIA PR ST RIE App 2 H F o, 154
B 3-39 48 B 2017 & * = T FEFAEF o 155
Bl 3- 40 4% B 2017 & 7 F 44047 Hid 2R ST EZ B % 155
B 3-41 W~ v frbth 23 QIR ST EE ST R B, 156
Bl 3- 42 30 35 B ETEAZ T e 167
B13-43 L BIFA BRI L TTD s 172
Bl 4- 1 A B2 78 AR FAR B 22 285 e, 188
DIRREESE ST R R 8 i N 251
B52 (¥ R2) (F%) RRAIEEREE o, 265
BS3(REHE) BHT 2 FmHEEIR 267
BS-4(THFEL2Z) FHET2FFTERETENA 270

XIv



#E

50

TEESRARTL BT MR ARG SRR e A

-

N

\

q
_,,

RIRBEFEER AR E R SO ERSAT P 2 - o
N FIEE) Ee F BT AFER AP T LA K KRR
W 1s o Rt 2 R IR B 2 R SR ES 0 7 % PURGE
ER SRS N s N YR LS PR

ARG 2 ARP I GRNENITEZERYF R AR R EE

(w‘
(Iﬂ

REFFRIBET L TR TERY -

AP FEEANFREFLERRITH A izl‘ﬂﬁiz}rﬁ?pj‘gﬁ%i

(m

B2 X W REIRIFETFES “'“ﬁ”r'_r’ﬁ"‘ AR S|

T ES e FARETEWE (ITU) 2 W b gt s ed

¥ oz
=

AR 2R BB E T gL T R L PR LBY B

oM ARG R PRS2SR

T
F
Ly
L
|
ke
3 RS
e
=
&~

[}
4oy
/\w
IR
T3
=
\\\:ﬂ_
i
=
[
ol
3 S
Ik
Bt
IR
~=$
=

EER R Sl LGS A R S R s

FHTRT RS AR BERET RAFTHLABLIFAPEFRT - &

XV



FEFFER T BRI E B2 S LY 56 ABE T SIS T

Bl PR L BRI E R R R A LT R
FEPH O EFATE CRBETEY R FREEgR L LR E
AR R D (TR BT (AR TR ERBET
RPFHFEERT) (FF) 2 (RRFEE) FHT (LEIR

BETEELBTRAFERY) (F3) 2 0 MiFe e ik

FARyFEFwE) & (AR FRIRBE TR L) 240 H
pRE 2 R SR P BT RABERD XL E RIS
It RNENARZFB AT LD NP LRE 2 IRBET

FiwE > TARFERHE BRI ARTCFELIRBETED S

LA R R EREREE L E R

MAET 1 78 0~ RIS R

XVI



Abstract

The quality of the service (QoS) of telecommunications operators is
crucial to the rights and interests of users. How to improve the quality of
communication services and to implement consumer protection
mechanisms is one of the important policy goals of the National
Communications Commission (NCC).

The main objectives of this research are as follows. First, to analyze
the evaluation practices of mobile broadband QoS in selected countries and
the data submitted by mobile broadband operators. Second, to draft rules
governing the required data submitted by mobile broadband operators and
the period scheduled for enforcement of such rules. Third, to conduct field
interviews with mobile broadband operators to help understand the self-
assessment and information disclosure about mobile broadband operators.
Fourth, to conduct in-depth interviews with domestic experts and scholars
for consolidating opinions and views of all parties in order to concretely
address the QoS data items regarding how to strengthen the operator’s self-
assessment and the recommendations about the way of improvement. Fifth,
to draft the “Regulations for the Evaluation of Quality of Mobile
Broadband Service” based on current laws governed by the NCC.

This research has analyzed the evaluation practices in the ITU, France,
Canada, New Zealand, Hong Kong, and South Korea, and the result of the
research can provide a reference for the NCC. There are two models in
selected countries, including “evaluation by government” and “sectoral

2

self-regulation.” Among the above countries, South Korea’s QoS
evaluation are relatively complete, including the evaluation by government,
self-assessment by service providers, and evaluation by users. This

research suggests the evaluation indicators based on the ITU’s classes, the
XVII



indicators of selected countries, and existing indicators and practices under
the “Guidelines for the Quality of Fixed Communications Services.”

This research has conducted field interviews with five mobile
broadband service operators. The results of interviews indicated that all
operators responded no further question after conducting the first self-
assessment under the guidance of the NCC in 2018, however, they
suggested sufficient time given for preparing the data at least 2 to 6 months.
In the in-depth interviews with experts and scholars, they suggested that
the NCC should consider the QoS assessment methods under the 5G trend
as early as possible.

According to the analysis of practices of selected countries and field
interviews with mobile broadband service operators and experts and
scholars among the fields of telecommunications, QoS and consumer
protection, this research has proposed the draft of “Regulations for the
Evaluation of Quality of Mobile Broadband Service” under the framework
of “Telecommunications Act”.

Owing to the enactment of “Telecommunications Management Act”
proclaimed on June 26, 2019, this research also proposed the draft of
“Regulations for the Evaluation and Inspection of the Quality of

b

Telecommunications Service,” suggesting that the evaluation indicators
and information disclosure indicators are in line with the global trend. In
this way, Taiwan’s telecommunications operators’ QoS assessment and
competitiveness can be improved and consumer rights and interests can be

further guaranteed.

Keywords: Mobile Broadband, Quality of Service, Service Evaluation
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95 R% 7 5 5 B (International Telecommunication Union ITU )

2B F AT 0 2019 B R 2R AT B 53.6% 1@ * R o X 41
AT o AREIT 2005 £ 23T 16.8% A ¢ F A s BEoT VR RRR D
r FixEHED (ITU>2019) 35 4@ 2-1

4.5 Individuals using the Internet, 2005-2019* 60
53.6
4.0
50
3.5
3.0 40
g 2.5 =
a 30
2.0
1.5 20
1.0
- 10
0.5
00 I — i —_ __ — = __ — __ —_ —_ — — — — 0
2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019*
Number of Internet users (left axis) ==ll==Percentage of Internet users (right axis)
Note: * ITU estimate
Source: ITU.

FAL kR ITU (2019) , “Individuals Using the Internet, 2005-2019.”
Bl 2-1 23 gt K

R SRR SRS LS SRS B LA

FH AL o ITU 53t 276 2 %4 2 5 (Mobile-cellular
Telephone SubscriptionsPer 100 Inhabitants ) 2019 # = £ 108% - {7 &

3 https://www.itu.int/en/ITU-D/Statistics/Pages/stat/default.aspx
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FApg i v % =4 2 & (Active Mobile-broadband Subscriptions Per

100 Inhabitants ) % 83% > & IIFH = £ 48% > ¥ P AFAQAR e B AE
= 4 2 Z (Fixed-broadband Subscriptions Per 100 Inhabitants )( 14.9% )>

mOE TR * © ¥ 2 F (Fixed-telephone Subscriptions Per 100

e

Inhabitants ) (12.1%) BRI S 484 - kg7 Fd i MBI EA L

2
S 4 2l
sl;*‘_;}”,,;» R X KE LR gL E > 4rE2-2 0
Global ICT developments, 2001-2019*
108.0
s [0 bile-cellular telephone subscriptions
100 o
| ndividuals using the Internet
Fixed-telephone subscriptions 83.0
80 s Active mobile-broadband subscriptions
E s Fixed-broadband subscriptions
o
2 6o |
<
£
o
=}
—
S 40 |
20
/
0 ' T T T T T T T T T T T T T T T T T
2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019*
Note: * Estimate
Source: ITU Weorld Telecommunication /ICT Indicators database

T4 kiR D ITU (2019) , “Global ICT Developments, 2001-2019.”
W 2-2 23 ICT 3 B 53t

AN EFRETIEL 2 FEer A A prERRC
R EF I RRA A AHES o 19 LA (Cisco) 2019 # B 3731 &
Bhpkor 0 2%k IP R E A 2017 &2 E 3| F & 1.5 Zettabytes
(ZB)» & % 4 122Exabytes (EB) > £ 2016 £ 7%+ & fp+* & P &
FEEF LR AART AR RERABREE SR 3R T 2022 & F
Y RELEEA8ZB AP 5 396 BB & P TmT R @R £ £

£ % it 26% 0 4B 2-3 o o
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26% CAGR
2017-2022

150

300

396
319
250
Exabytes 254
per Month €0 201
LR 122
.‘)’_’l
1)

2017 2018 2019 2020 2021 2022

Source: Cisco VNI Global IP Tralfic Forecast, 2017-20227
FAL kR : Cisco (2019) , “Cisco Visual Networking Index: Forecast and Trends, 2017-2022

White Paper.”
W 2-3 23 TP iz g

[}

- ARTHREREFERR

R R RR O EARYT > DT RS KRR RRAAK
oo RyR A B2 A S AR TP o (TWNIC)(2019 5 A itdr s )
R o 2BI2 & e A diE 1,898 F A0 2R e A #ice iE 2,020
A FMr e d85.6% Y o AR X EREE AR .

F7aF EL R ¢ (108 & A R g4 A4R2 ) 74t
ANFI2 AN ARG pFiT3 & FAZES = o T i@ ¥ pRA 0
d 94 & 5162.7%= £ 3 108 & 986.2% (4@ 2-4 #777 ) o

Hoe RPN R BT %ﬂiﬁ%ﬂf%ﬂ;&% FpnT M AZR T oA
ERBEEFLR o RPIY AR MARRARF OB R o PR FARF
PR PER L APERE o IR RE Ry o RIUAINERS (87.0%)
e 2 RR BB B AL 4£5 (85.6%) A28 (83.9%)- ¥
0 (81.4%) % 3 MERH (79.8%) e
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. o — 76.3 78.0 :
62.7 65. 6 .
% 40
20
94 95 96 97 98 99 100 101 102 103 104 105 106 107 108
RE

FHRLR R FFELERE € (2019) (108 # i 4 Fr#i=i ¢ EFE )
W 2-4 AF B A T kv

/\‘t@qf:%.’ 3? &#l%??gﬂli’bﬁpéﬁ ﬁ_aﬂ_g?'—":qu'a»:ng,ﬁ

BLT AT TR TR A 5 @ FEA L et

Zd 107 & 9 753%33 5 108 # 177.4% (H4oB@l 2-5 #577 ) o

ETINS
\‘\“}

100
7.4

30 75. 3

60 ol074 ml084
%40

20 14.9 14.3

5.2 4.0 4.0 3.6 0.3 0.3
0 s O s : ) J
HEUFHR REAEH 0 FRAUTHE TR E B T

FRAR: AFFELEE (2019) (108 &2 B 4 FEiBeN A2 ) -
B 2-5 A Fprhd pRG @7 R

b bR A ARG AR AR R R Fd 106 E
80.1%3 & 107 & c184.9% » 108 & | 5 84.4% > v& % > 0.5 B A
2t (4] 2- 6 #751 ) e
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84.9
73.1

%

99 100 101 102 103 104 105 106 107 108
R.H

FARKRERTFEELRE (2019) (108 # B 4 7o Hi=ip g3 AR L) -
1 2-6 3 R {78 ¢ e & 8 0 7

DAL AN AR A LE S F2F R (IMD) ¥ & 92018
£ F B 4 3 4 v (IMD World Digital Competitiveness Ranking
2018) "R £ % 16 £ o 3™ thd Tamd ST 2r T AR &
ZARPFER Wl B AR o oq RypEiRT 2019 £ gt

BT oo AP LS 13 Lo AR 2018 E L A3 L0

2018 & AR f g Repmil F ¢ o TR EAET R L F 2
foRRRS (RE§2018) 70 @0 p A A ES 3 £ 5§

Blo2019 g thd® L P AR ATHRAIAF T &0 %4 53R

CRFSBELR £(2019) (108 & < Fo B s g p AFL) -
https://ws.ndc.gov.tw/Download.ashx?u=LzAwMS9hZG1pbmlzdHJIhdG9yL zEwL 2NrZmlsZS82YmQ
yOTBiZi0zOGRIiLTRmMjYtOGYyOS0zZNmIyMjRIMzVkY WIucGRm&n=6ZmESLu2My0xMDjlubT
lglvkurrlrrbmil bmlbjkvY3mgZ%2fmnIPoqr%2fmn6X1oLHIk Yot5Y Ws5ZGK54mlIdjMucGRm&icon=
pdf

5 file:///C:/Users/d33693/Downloads/imd_world_digital competitiveness_ranking_2018.pdf

6 file:///C:/Users/d33693/Downloads/imd-world-digital-competitiveness-rankings-2019.pdf

_https://www.ndc.gov.tw/News_Content.aspx?’n=6FDC603ACC3D414D&sms=DF717169EA26F1A3
&s=2B6097800AEA1DA7
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https://ws.ndc.gov.tw/Download.ashx?u=LzAwMS9hZG1pbmlzdHJhdG9yLzEwL2NrZmlsZS82YmQyOTBiZi0zOGRiLTRmMjYtOGYyOS0zNmIyMjRlMzVkYWIucGRm&n=6ZmE5Lu2My0xMDjlubTlgIvkurrlrrbmiLbmlbjkvY3mqZ%2fmnIPoqr%2fmn6XloLHlkYot5YWs5ZGK54mIdjMucGRm&icon=.pdf
https://ws.ndc.gov.tw/Download.ashx?u=LzAwMS9hZG1pbmlzdHJhdG9yLzEwL2NrZmlsZS82YmQyOTBiZi0zOGRiLTRmMjYtOGYyOS0zNmIyMjRlMzVkYWIucGRm&n=6ZmE5Lu2My0xMDjlubTlgIvkurrlrrbmiLbmlbjkvY3mqZ%2fmnIPoqr%2fmn6XloLHlkYot5YWs5ZGK54mIdjMucGRm&icon=.pdf
https://ws.ndc.gov.tw/Download.ashx?u=LzAwMS9hZG1pbmlzdHJhdG9yLzEwL2NrZmlsZS82YmQyOTBiZi0zOGRiLTRmMjYtOGYyOS0zNmIyMjRlMzVkYWIucGRm&n=6ZmE5Lu2My0xMDjlubTlgIvkurrlrrbmiLbmlbjkvY3mqZ%2fmnIPoqr%2fmn6XloLHlkYot5YWs5ZGK54mIdjMucGRm&icon=.pdf
file:///C:/Users/d33693/Downloads/imd_world_digital_competitiveness_ranking_2018.pdf
file:///C:/Users/d33693/Downloads/imd-world-digital-competitiveness-rankings-2019.pdf
https://www.ndc.gov.tw/News_Content.aspx?n=6FDC603ACC3D414D&sms=DF717169EA26F1A3&s=2B6097800AEA1DA7
https://www.ndc.gov.tw/News_Content.aspx?n=6FDC603ACC3D414D&sms=DF717169EA26F1A3&s=2B6097800AEA1DA7

22-1 ARk HLA AR L

OVERALL & FACTORS - 5 years 2015 2016 2017 2018 2019
OVERALL 15 16 12 16 13
Knowledge 19 19 16 19 17
Technology 4 8 7 1 9

Future readiness 20 22 16 22 12

T KA IMD (2019) > “IMD WORLD DIGITAL COMPETITIVENESS RANKING 2019.”

MEFARGFEERAHERRAE > FH FH LR RRENYE 2
L5 4G WA PRAE* 2 2014 £ 3,047 2 R D 2019 & 11 0 K e
2929245 % (LB§>2019) A2 4 A v Bl 4wl 2-7 ¢

35,000,000

29,240,574
30,000,000 27,698,175

25,000,000 22,588,039

) 20,000,000 18,067,037
Y

* 15,000,000

11,574,394
10,000,000

5,000,000 3,449,307

3,047

2014#5% 2014#%12* 2015 12" 2016+« 12" 2017+ 12" 2018+« 12" 2019+# 11"
FALKR g (2019) T A 5 £+ (2G~3G~4G) % = dtdk ) R R ERY 2

o AT W -

W 2-7 AR RAEBMEG)? » iyt
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NG E 5108 E TR G R FEAYEMR 2019 £ 127 31 9 o
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EoRSFFIO R SARFFLELHRAL -

B 3rokma
¥ g “r3 %
AR T
2019 Q3 405.9
2019 Q2 406.6
2019 Q1 407.1
2018 Q4 421.6
2018 Q3 426.0
2018 Q2 459.8
2018 Ql 453.2
Hedy B PRI (7 MMS § o)
2019 Q3 227.6
2019 Q2 227.5
2019 Q1 228.4
2018 Q 227.5
2018 Q3 225.0
2018 Q2 234.9
2018 Q1 234.1
2019 Q3 134.5
2019 Q2 135.8
2019 Q1 136.3
2018 Q4 145.4
2018 Q3 150.1
2018 Q2 163.0
2018 Q1 166.4
i 3% F 1= (SMS)
2019 Q3 79
2019 Q2 6.2
2019 Q1 55
2018 Q4 43
2018 Q3 55
2018 Q2 52
2018 Q1 54
H sy »
2019 Q3 35.9
2019 Q2 371
2019 Q1 37.0
2018 Q4 443
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I IREE F#HB%EF#F, Facebook ~ Google ~ Youtube 7 F B fxps ¥ o
FAKR D AP EE MEE AT G Y 2 (2019) -

PR RE R LR
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4

R RS R T > g SRR TP o (TWNIC) %
T BRSSP TAE) 2 55T 0320198 % 35
A Rk AR i 3,400,868Mbps 0 $i + — £ 4c 75,968 Mbps ;
AH 10 EAFHFRRBFTEREERF XL L LH5o

Y iE AR HET 0 (2019) 0 T4G fAd L R F il 20 $9F R R-107 ERBERIBRFE
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+o4°
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11 | &%= 411 411 411 411 0.01% | 0.00%
75
12 | #® 156 156 156 156 0.00% | 0.00%
Pia
w3t | 2,772,243 | 2,979,743 | 3,325,170 | 3,400,868 | 100.00% | 2.28%

FALHR R TWNIC (2019) S s e SUETD A ) -

NE
4

ARERGP R R

Bl

FEE(FH TR EREERR) 21 &
A IR Y R g BB TR T B R R
EHE R L BEp 2013 £ | P ATHFE  AF2 8

R s S

sk >
>
WL fg

L =

-

14
b
S
Y
=
R
—\A‘T'
=
&
—
N
i
)\m
ETTRS
N
=
’(_}\
¥
;VF
(\x.

FARZFL  ARAENIRBEF RO 3

VB THmE R RATY AR 6
7

PRSI ANEREFT RBETUE TR AN EG 5 &
REFFARE MG AR ORI BREF LA N

CAKIER AT i K

R

FEAT @ ¢ F 2 (107 & & NCCH Ui 3 ¥ 3 mamfsdp 2 )

16 i @ ¢ (2019) » ( NCC iigm;ﬂ‘;% R ERAEL 108 EF O3 F ) FTH KK
https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content sn=3 156&cate=0&keyword=&is_histo
ry=0&pages=0&sn_f=42200 -

25


https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=3156&cate=0&keyword=&is_history=0&pages=0&sn_f=42200
https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=3156&cate=0&keyword=&is_history=0&pages=0&sn_f=42200

£33 11,969 210

R
i
=
N
=
Y|
TN

S
=M
o
o
i,
BN
W
=
(Q
£
=
ﬁ,
Fs

14,000
12,000
10,000
8,000 | M o *
6,000
4,000
2,000
. " N 4
103 104# 105 106 107 &
—— 3k 9,912 9,081 8,393 10123 | 11,969
B 7 5, 8,663 7,781 7,266 7,748 10,669
T 948 856 723 1,883 889
=T AR 301 444 404 492 411

FH KR @ ¢ (2018) 5 (107 & & NCCH 3uif § ¥ 3 E LA {44 ) -
W 2- 11355 & e % ¢
107 &R FRanl g rdeagu 25 TEng,Tun
BT RB R/ T EIR % R 2-120 4
I NAMEF | 2 kB

o

-

5569715 kgL 53%;

4 E T B/ BE/F g ¥ 1,879 0 F 18%; uE TEIR 4
CREZ £ 60T 0§ 6% FHL T E b RS A 5
F 107 g p B de T KRN TR IR R AR E R
Toag 1 A ABH o ho§] 2- 13 o

U i@ g (2018) » (107 £ & NCC @ if § ¢ % ERMmITH 24 )« FA KR :

https://www.ncc.gov.tw/chinese/news.aspx?site_content sn=3156

26


https://www.ncc.gov.tw/chinese/news.aspx?site_content_sn=3156

6, 000 5,697

5, 000
4,000
3, 000
> 000 , 879
1000 45 124112 61 53 o 157346 4 216 39 190 44 125 31 270182
2 @ P 3B F R M ‘*’rfkﬁ*‘Fﬁfﬂ%ﬁﬂ‘@ﬁ;@i—
éﬂmﬁ&ﬁf&%&mﬁ&ﬁﬁéﬂ%ﬁ'ﬁ&%i&fﬂi‘r&.
%x‘s;*g b4 P + ﬂ-FTﬁPq{t
P # i IR R
EN =
T % K gﬁ‘
#) pi
#h

g

FH &R LB E (2018) 5 (107 # & NCCE i B ¢ 37T {5484 ) o
W2-12107 2R 7l 3¢ 7% ik

12,000
}
10,000
8,000 Aﬁ%— 4/

6,000
4,000 /

2,002 — ﬂ

103# 104 # 105# 106# 107 #
Bt L £ 3,713 3,552 3,514 3,638 5,697
== % JR 323 360 266 525 607
i RS Nk 1,198 985 1,061 1,339 1,879
= TR AR 8,663 7,781 7,266 7,748 10,669

FH AR L BE (2018)> <<1074H§;NCC‘ %Y RE AR L ) o
W 2-13:75# 72 ¥ 3/FEY

Py 108 £ % 3 F (A § v FEREL ) FHO A
Uik A S (£ 1,653 % F 88.4%) Bk L FlesEY ki

T

(£ 162 1% & 8.66%)c H ¥ » Fhid gy 77k 2 Mg 2B A5
ﬁn ek f (% 1,064 %0 F 6436%) B s TY E/BE/FY

B (£ 1952 5} 11.79%) 2 TR #F (£ 50 2 > } 3.02%)° &
P70 AR RN VR A2-528% THAGAST



BRI

57 24%) -

CA e
EIBRD/F G R LR
/G ) 5 32.82%)

(£ 363 &

'

w

PEPR ) Y LS (121

rﬁ%ﬁ@é’ﬂ&?J 57 34.12% ) ~
B 5 (£ 64 i

o T /R

s

=

'_

jid

"ER

% 2-5108 2% 3FFHANY 7t I Y rH S HY FEY
PETR BRTE (AR TATR (o822 E B
At Rb AR 5 11 3 2 8 29
LTI gy 277 166 159 363 99| 1064
- VRS K 5 26 24 64 31 50 195
heY % 0 1 1 3 3 8
EA=4) o 2 6 5 5 4 22
Ty 3 3 0 1 1 8
S s 7 3 8 2 0 20
fij 2 8 4 1 0 0 13
Z JR 12 10 9 8 11 50
948 6 5 5 8 7 31
PR 6 6 5 16 4 37
E 0 0 0 0 0 0
ot 8 6 12 6 2 34
B 0 1 0 0 0 1
B 3 4 13 0 5 25
B3 ks 0 2 1 1 0 4
5575 7 48 (NP) 2 1 9 5 2 19
PR EHTE 0 0 1 0 0 1
ThHEPMF 6 13 2 6 5 32
Ry 1] g
" " 4 5 7 1 6 23
H 3 4 8 0 22 37
Bt 378 275 313 458 229 1653
FAL diR 1 1B £ (2019)  (NCCH i) % ¢ 3T ILF£-108 & 5 3 5 ) o
FHRALBATZ AR T 0 Ry 108 & 11 1 (¥ skl dg
L) M EFRE AR AR L S (X 527 2 F 87.69% ) fpik

28



N —

=

20

5

)

B2 335% - H=t 5 Flspe kit (2492 8.15%)

R FEAt o A NERSF skt S (£ 283

) #55

7~

£2-6108 103 2 11 7 ¢ 3% 2

Mo s/8 $ /89 ) 5E(E 96 &

L EE(E 23 ¢ 5§ 436%)

b 18.22%) ~

jid

PRTEHED RA

10356 [ gAv [ | A |FAvSF

7 8534 31 517 84.34% 527 87.69% +3.35%

74 67 |  10.93% 49 8.15% -2.78%

e 29 4.73% 25 4.16% -0.57%
B3 613 100% 601 100%

T

Lk R i € (2019) 108 & 10 * % 11
I—E__?_O

PANCCH P B Y iR e)e 2477

300 283

250

200

150

96
100
50 22 23
12 g 11 | 7 5 3 T o 1 9 311 j 13,

0 - - (. l
W @ ¥ B 4 ¥ OB M % OB F £ oA ¥ Mm@ o om T oK H
BmOoHME £ % OF OB oW oP BEOF OE M OROEOEOH RO R
E ;g L3 gg 2 AR & +* I I A I

# K . % F ] P B S
x 8" =
% 4§ s i %%
4 1+

®

FHKR B g (2019) 108 & 11 7 (NCCH 7 ¥ 37~ 47482 ) -

W 2-14108 & 11 * {7

29

B Y RO




B FAE b el A 0 2013 E TR AL L BE A TR HEY

HETRR R AR pd FREERETE O BEY R
E
N

\_
o
She
4
[\)
-}
[—"
o0

RlEEER R 3R AR TR
£ 4G fFde P P F R g BF R REIFL F 0 48 G-
H R R H red (7 RIS TR AL “,faﬁ 2016 # % 2017 &# T 78

BRI E 4G P pE 52 TR REHBBERIAD P T
BLEORTE P A B EpRET = 2BREMFR ¢ 7 Google YouTube~
Facebook = i #exk > 11 %2 £ p Google Drive Z HA1 #-7 V4% 5% 2
4G F s 5 B R RIE P R 4ol FRR (4 2 EdRIR
i) o MURR_AG R A el M R e ugla E ) 0

4 P
FLEAITRY R 20I8 EREPNFE SRR FA AT

AR FER SR A 2 Pz #

e |
Bp R, A AR S AE (35 AFEE IR

Al6kZE N e BRI AEH G TR IS 1,068 R X o

Bhttps://www.ncc.gov.tw/chinese/news.aspx?site_content_sn=3220
Phttps://www.ncc.gov.tw/chinese/news_detail.aspx?site_content sn=8&cate=0&keyword=%e4%b8%8
a%e7%b6%b2%e9%80%91%e7%8e%87&is_history=0&pages=0&sn_f=38907
Dhttps://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=4007&cate=0&keyword=&is_hist
ory=0&pages=0&sn_{=40972
https://www.ncc.gov.tw/chinese/news.aspx?site_content_sn=5081&is_history=0
https://www.ncc.gov.tw/chinese/files/19031/5081 41115 190314 1.pdf

30


https://www.ncc.gov.tw/chinese/news.aspx?site_content_sn=3220
https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=8&cate=0&keyword=%e4%b8%8a%e7%b6%b2%e9%80%9f%e7%8e%87&is_history=0&pages=0&sn_f=38907
https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=8&cate=0&keyword=%e4%b8%8a%e7%b6%b2%e9%80%9f%e7%8e%87&is_history=0&pages=0&sn_f=38907
https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=4007&cate=0&keyword=&is_history=0&pages=0&sn_f=40972
https://www.ncc.gov.tw/chinese/news_detail.aspx?site_content_sn=4007&cate=0&keyword=&is_history=0&pages=0&sn_f=40972
https://www.ncc.gov.tw/chinese/news.aspx?site_content_sn=5081&is_history=0
https://www.ncc.gov.tw/chinese/files/19031/5081_41115_190314_1.pdf

He o2 i pTHAESTRLE (173 4%) B8 H5&AZ
FRTEER T (7440 ) 77 A 2FELR (734 ) 2
FERTEEETERLRE (7184 ).
i 2018 E 2017 ERA AL E AR LA T RIRIBFDELR
T AR BT R E AR b B BTH BRI
ARG R G 2%RE 2 E FETE EETRLRFEE LM
Bor A RivE g 2 /F o

10
9

8 7.73 44 s s
r
6
5
4
3
2
1
0

jz] 7 = 17

7 i) th @

z = El g

i i 4 aH

i e iF s

HA an (2]2] AR

] )

FH KR 107 EE A BHED HDE o
W 2- 152018 #id WMIRFEH R BV R

22-7T FRTEEIZIRETARLAR

] FEIZrS & ‘
U 2017 & 2018 & 3

PR REES S TRAR 7.22 7.44 +0.22

R TR EETRAR 6.93 7.18 +0.25

:Pxff"j\)hz? 106 2 107 £ A FAEE5FL o A7 HFIL o

BN A2 2B 10242 T722FBA -

31



¥ ek ;‘%.:}—}i—ﬂ T8 ﬁ'ﬁ??}.f&é‘“ H"‘ﬂj
FHRE)H B FR RS AR

3% ﬂﬂg"ﬁﬁ;<ﬁﬁ°ﬁﬁﬁ
%ﬁ%%@mﬁ&?~i

WHHLE S BREAD L ~ pATRER o A7 0 % 4 BRFR DS
TIRAREF IR % 5 BR ﬁ%%W* B LE Ry 2
EERARDE - FDL ATt T SRR S T Y S e
7 ARRE hRGE T 8 ITU 2k2 2 v fred 0 ¢ 7 Fise iRl &
LR ﬂ%mggi,ipxﬁﬁ“:i“ ¥ 3t ITU 2 PRI% 5
FraMERAR -2 FHRATE X TR “;T“h‘ii’é%?((f?
BERRSER) C RPEF FRUPE 25 FIRBE T £

R ARG WA ER R HNEY R 2 p AEpie

M TETRETEN I EFERIALTHR TL S 324
e

O HN WAV N®

i EE]

Lgge o)
]
ey

Hsem AE
@AY 20135 Bp £ TICH

fTATH LM R Wt

HAHAEER TR BHE
B~ 25w A o 3% ¥ 4 2018
F TAGHT o)k 48k & L@ 12
‘Pgﬁ'i—ilp‘]_j -

HEEHE
BEEN201T5 R L ER
RATRANHAE - 20185
HENZLLWEBE - THNE
imEZ FHFP

WHEFER R

B (T HEAATEEL)
FORRAREPHEEAL -

T KA RIEZ KA
(FHAAK B EL) TR
o488 H B K48 % 25 45
BB HFH AEEH
AREMEE HEFEAR
FHRITIFE - FEERS
HERBEERIMA AR
RMAEMME WARR
HHZERAE -

TR KR AT FE

W2 16 R R MR

32



LR 27
-~ REE fF

FRUNd - BRRL LS RA#HAF - o v - W2 5y
BRKER A HB G E«ﬂ“%ﬁﬁf#ﬁés—— B i 2 e 2 2 2R %
PR A iR~ 0 TS TR - R i AR o Do RAT R GARE A
( Economist Intelligence Unit » EIU ) # # e N #ic iz & % ip ( The
Inclusive Internet Index 2019) ,~ ®*% T G #E (ITU) 3 # o (F 3
i ¢ =€ 3% 2 ( Measuring the Information Society Report » MIS
Report)) » 2 2 £ F &34 (World Economic Forum » WEF ) % #
1 ( 2 F L34 (Global Information Technology Report)) % >
PHRLREREA RS FTUNE ZARQAFRIAP o

BAERL P FHEATHRET ORBETL VRMARL L EAH
1% 2 f & B 4% 2 (Parasuraman et al., 1985; Dawkins and Reichheld,
1990; Reichheld and Sasser, 1990; Parasuraman et al., 1996 ) » ¥t & 12 &
EHqogt o i) TIRGFS 0 Thdp SRR AR Y 3R 0 2
#{ﬁpﬁﬁﬁléﬁﬁﬁﬁ@%%i°$Wﬁ%ﬁ%ﬁag’QW
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3 7
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A8 o Gronroosstal. (2000) R4t 1B £ Fodf PRAR & 0 2
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Informations a propos de... Démarches en cas de...

= Haut et trés haut debit
= Numerotation et tarification

= Changement d'opérateur
= Déménagement

= Facturation

= Panne de réseaux

= \/ol de mobile

= Service et annuaire universel
= Téléphonie fixe
= Télephonie mobile

n WIFI = Voyage a I'étranger

= Tous les thémes = Tous les thémes

Fiches-infos les plus consultées — Focus

J'alerte I'Arcep

e Jalerte 'Arcep est une plateforme en ligne qui permet aux utilisateurs
Les numeros 08 SMS indésirables . R } .
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et les numéros et appels A R ) ;
e T relations avec les opérateurs fixes, mobiles, internet et postaux.

En savoir plus

meonreseaumeobile.fr
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durgence des ferminauy * cartes de couverture et de qualité de service.
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mode d’emploi En savoir plus
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Requirement ( refer to Have you complied with | Briefly explain how you
hyperlinks below ) this requirement as of | meet this requirement. If
2 December 2013? you have not met the

(Answer Yesor No) [ requirement, explain why.

A. Clarity
1. Plain language i

2. Prices i.
3. Unlimited services i.

B. Contracts and related documents

1. Postpaid service contracts |i.

iv.
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Requirement ( refer to
hyperlinks below )

Have you complied with
this requirement as of
2 December 2013?
(Answer Yes or No)

Briefly explain how you
meet this requirement. If
you have not met the
requirement, explain why.

2. Prepaid service contracts

V.
C. Ciritical Information
Summary

1. Critical Information i
Summary

D. Changes to contracts and

related documents

1. Changes to key contract
terms and conditions

2. Changes to other
contract terms and conditions
or related documents

E. Bill Management

1. International roaming
notification

2. Cap on data roaming
charges

3. Cap on data overage
charges

4. Unsolicited wireless
services

5. Mobile premium services

F. Mobile Device Issues

1. Unlocking

2. Warranties

3. Lost or stolen devices
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Requirement ( refer to
hyperlinks below )

Have you complied with
this requirement as of
2 December 2013?
(Answer Yes or No)

Briefly explain how you
meet this requirement. If
you have not met the
requirement, explain why.

4. Repairs

G. Contract Cancellation and Extension

1. Early cancellation fees -
general

2. Early cancellation fees -
subsidized device

3. Early cancellation fees - no
subsidized device

4. Trial period

5. Cancellation date

6. Contract extension

H. Security Deposits

1. Requesting, reviewing, and
returning a security deposit

I. Disconnection

1. When disconnection may
occur

2. Notice before
disconnection

3. Disputing disconnection
charges

J. Expiration of Prepaid C

ards

1. General

7R kiR © CRTC -
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Plain language !

Prices ;/
Unlimited services v

CONTRACTS AND RELATED DOCUMENTS
Postpaid service contracts

Prepaid service contracts \/

CRITICAL INFORMATION SUMMARY
Critical information summary

CHANGES TO CONTRACTS AND RELATED

DOCUMENTS

Changes to key confract ferms

Changes to other confract terms or related J
documents

BILL MANAGEMENT

International roaming nofification

Cap on data roaming charges
Cap on dala overage charges

Unsolicited wireless services

NNSKNS

Mobile premium services

Unlocking !!

Warranties
lost or stolen devices

Repairs

NSNS

FAL %R CRTC e

2.
3.

1.

CONTRACT CANCELLATION AND EXTENSION
Early cancellation fees — general

Early cancellation fees — subsidized device v

Early cancellation fees — no subsidized device A

t with the tric

penalty if they return th

Bell

Okcte
Cancellation date \/
Contract extension J

SECURITY DEPOSITS

Requesfing, reviewing, and refurning a security J
deposit

Notice before disconnection

<k

Disputing disconnection charges

EXPIRATION OF PREPAID CARDS
General

W3-13 s £ 429 wp2+

% 3-84c g K2 ﬁﬁ;‘zﬂ;ﬁ[iﬁ%a WSPs

BB WSPs BB WSPs )= WSPs
1 Bell 12 Ice 23 SaskTel
2 Bell Alliant 13 Koodo 24 Sagetel
3 Brook 14 Mobilicity 25 Solo Mobile
4 Bruce 15 Mornington 26 ThayTel
5 Chatr 16 MTS 27 Telus
6 Cityphone 17 Northerntel 28 Tuckersmith
7 Eastlink 18 On Star 29 Télébec
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)%‘ '5)‘9 WSPs }%‘ '?)ku WSPs E‘ %}‘u WSPs
8 Execulink 19 PC Mobile 30 Videotron
: Public .
9 Fido 20 Mobile 31 Virgin
10 Hay 21 Quadro 32 Wightman
11 Huron 22 Rogers 33 Wind
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MUEARF) LEABHAOPF e 7 (AR GE=Z )
1. & gy @ * (Wireless Data Usage )
2. TR H B8 214 ¥%5% (Bill shock and Roaming fees )
3. & ¥ e f215 % (Understanding of Contracts )
4. & Y% { (Changes)
5. % (Complaints )
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2 Your Consumer Rights

Read the simplified Wireless Code to learn more about your rights.
You can also learn more about why the CRTC created the Wireless
Code in 2013 and what changes were made as a result of a review
of the Code in 2017.

Watch the American Sign Language (ASL) video on The Wireless
Code and Your Rights as a Canadian Wireless Consumer.

Also available in Langue des signes québécoise (LSQ) : Code sur
les services sans fil et de vos droits a titre de consommateurs
canadiens.

Have a Question?

Question: If you have a question regarding the Wireless Code, please

visit our Support Centre.
Have a Complaint?

WIRELESSCODE

BSUES S
WITH YOUR

(

WIRELESS Vith your STEP?

il e (S Fesomon

» Text Description of Image

What the CRTC’s Wireless Code Means for You

No cancellation fees after 2 years
You can cancel your contract after 2 years with no cancellation fees -
even if you have agreed to a longer term.

Limit on data & roaming charges
Extra data charges and data roaming charges are capped to prevent bill
shock.

The account holder, by default, is the only one who can consent to data
overage and data roaming charges beyond the established limits, or
authorize another user to do so.

Unlocked cellphones
Mobile devices unlocked free of charge, upon request, and all newly
purchased devices unlocked.

Trial period

You can return your cellphone within 15 days, without penalty, if you are
unhappy with your service. Use up to half of your allowed monthly usage
during the trial period.

Persons with disabilities: You can return your cellphone within 30 days,
without penalty, if you are unhappy with your service. Use up to 100% of
your allowed monthly usage during the trial period.

Clear language
Your contract and related documents must be provided to you in plain
language.

© If you feel your Wireless service provider is not following these
rules, contact them directly. If you're not satisfied with the
answer, contact the CCTS.

R kR CRTC # - https:/crtc.gc.ca/eng/phone/mobile/code.htm  ©

W3-14 sc£ % CRTC® #EEF LW (1/3)

Support Centre

Answers when you want them.

Popular Questions
Get answers for the most popular questions this month.

TV llinternet JPhone  J Telemarketing ~ © Spam

When is the CRTC going to launch the Broadband Fund?

My internet speed is too slow.

I'm not getting the internet speed I'm paying for.

4

Make a Complaint or Ask a Question
Tell us what you're looking for and we'll guide you to the right place.

What are you contacting us about today?
Mobile Phone
Home Phone

Radio

=

Internet
CRTC Website Technical Support

Request to CRTC Library

AL kiR : CRTC % 7 > https://crtc.ge.ca/eng/contact/  ©

W3-15 4 £+ CRTC® #¥E 5 LW (2/3)
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Support Centre @

Answers when you want them.

R
~

Popular Questions @e a Complaint or Ask a Question \
Get answers for the most popular questions this month. Tell us what you're looking for and we'll guide you to the right place.
TV Lllinternet  JPhone ! Telemarketing @ Spam Internet
When is the CRTC going to launch the Broadband Fund? Accessibility
Billing

My internet speed is too slow.

I'm not getting the internet speed I'm paying for. Broadband Fund

Contracts
Quality of service

Spam

Kﬂack

FAL kR : CRTC # | - https:/crtc.ge.ca/eng/contact/ °
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Billing Contract dispute Service delivery  Credit management
Wireless 5,393 4,880 1,947 537 12,757
Internet 3,223 2,909 2,580 275 8,987
Local phone 2,034 1,933 1,242 145 5,354
™ 1,448 1,163 560 i 3.248
Long distance 203 95 81 4 383
Directory assistance 1 0 0 0 1
White page directories 0 0 0 0 0
Operator services 4 0 0 0 4
TOTAL 12,306 10,980 6,410 1,038 30,734
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(7% B4 42% 5 B¢ » Cogeco thit 37 B 5 120 3 4 5] 790 © + 18
B % % 34 E£3FE 47 WSPs ; Freedom Mobile =t 4e » @ 5 %5

FRLE PRt s (RARLARF) D 5 (B97F i
BT 5 e134%) o

7 b o CCTS 4% 3 2 LAT(RAL A ALFH s ) s
%W%klm? CPIFR R EFER A AT S A L iR R
RS (RS BT - R R
A.2 Prices
(i) A service provider must ensure that the prices set out in the contract are
clear and must indicate whether these prices include taxes.
A.3 Unlimited Services

(i) A service provider must not charge a customer any overage charge for
services purchased on an unlimited basis.

Section A. Complaint Summary #2: Confirmed breach of Section A.3(i)

Facts: A customer activated wireless services with a new device on December 3, 2013. The

customer's contract included an unlimited data plan. However, two weeks later, the customer

received a text message explaining that he had incurred more than $50 in data overage fees. The

WSP admitted that it had mistakenly included unlimited data in the customer's contract, and instead,

actually placed the customer on a 1GB data plan. The WSP explained that when the customer used

more than his allotted 1GB of data, the WSP charged the customer overage fees.

Investigation: We reviewed the customer’s contract and discovered that the contract listed two

different data plans:

1) a 1GB plan, which was included under the “key terms" of the contract; and

2) an unlimited data plan, which was included under the “Add-On" section of the contract.

Conclusion: CCTS determined that it was reasonable for the customer to believe that he had

unlimited data included in his contract. Our decision was based on the Preamble to the Code, which

states that when a customer’s contract is ambiguous or unclear, the contract must be interpreted to

favour the customer. Having unlimited data is more favourable to the customer than having only 1GB

of data. Thus, CCTS confirmed that:

1) the WSP breached Section A.3(i) of the Code;

2) the customer should have had unlimited data; and

3) since the customer should have had unlimited data, he should not have been charged $50 in data
overage fees.

The WSP offered the customer a one month service credit (valued at $66) and waived the data
overage fees, which resolved the complaint.
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(Investigation) (Recommendation) (Decision)
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(z ) A &4 E (Product Disclosure )
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T $F RSQ W AT PIL fRAR R > ot b » g 18— ) 538 Bip IR %
SRR SR
= RIFE & (Monitor )
#ﬁﬂ&Qi£§W%ﬁﬁ’%ﬂmﬁ%—r&m&%“"
B iR ELAE LR HTOMDBFEFAASNE B E
AR TS ST o FELE € - AE RIS 2 AT h R
RE T B> 2012 #1 2017 e FFELR €
SEROREETHIRBETAH R TP ELRE € FA
8 2 d fF 5 - 38 35 4 (Measuring Broadband New Zealand »

27 TrueNet

MBNZ): P eh% 4% i T 5B 42 % RSQ 2 JRAFH2c - B2 7
FEELER 2 TELR €A R T RIRGE LM T
REW A

VoA SRR ER A HN G R RSQ 7
* g iR ARE £ & e 22— B 6|15 MBIE 12 R

=

7 j,;]‘ #* & (National Consumer Survey ) % i’ % dﬁ LT HREAL

( Consumer New Zealand’s telecommunications survey ) 32 ¥ — =

G e TRELR LM RT 2019 EF P EBASEREL
il e %‘./‘%‘F&éﬁ:;ﬁ{gﬁﬁ'f— % F*mﬁ ERIRRY: NI ‘r'/}J
*x

f

Fof N A A TR B EARM T AL d YRR

8 F 4L %k : Ministry of Business, Innovation and Employment, “National Consumer Survey

2016 Summary findings”(April 2017), and Consumer New Zealand, “Telco survey: Mobile and
internet service providers” (31 Jan 2018), found at: https://www.consumer.org.nz/articles/telco-
providers.
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P"

& Rl

RSQ & =0E p ¢ Bt f fhikendtif 436 - £ 4

T
A

".'IA \-mL

NP BBERBHOETE LE e T EIREREF ML A

il o

=
Ri
S

* i FrE (Assess)

RSQH#AFTHF 2P 5 2R F R TP AL P a3t 1y
A7 #F R4 cn RSQ 3R AE » o *t RSQ kAL Z renk & 4% B L
PR e d T IR 6 F Y HAT R RSQ RSN wmE L iE
{LEFE T FPMHy MR- BN 2 Bi T & e
ARSQRAL > LR Po— B ERIR T BR e T LFIFHY T F
1 e B 4 ke ( The Potential Benefit to Consumers of Our

Intervention ) ; 2. % #Fen# Ao 38 e £ 42 & (The Scale of

Complaints and the Extent of the Issue ) ; 3. M} 3 E F 5 - |+

£ F:d 4§ 1+ ( Whether the Issue is a One-Off or Ongoing ) ; 4. ¢t B*

WY R H 7 % 22 (How Difficult the Issue Might be for
Consumers to Understand ) °
$-&1¢ & (Engage)

RSQHAFF e IR 2 B E  TEWHAED DAY G
Priz e AR TR w444 RSQ 7 M R AR S50 R -
741 T B % 4 (Industry stakeholders ) o 3539 epF fFF £ 2B~ 430
FROFRLTHI P AL BT 2 EEBHERIERT]
IR fRAR R o blde o EISM T EyEL g R IE L M R
T2l N o Wk g i o
1 E AR (Tools)

RSQ#FFIMRZ I EARMBER  EEZPHIE P i

1+ 3

EiEAR 11 RSQ
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BRPR A FIAS M A PR T R 6 R F R RSQ K it
FABF L FTREPRL Lt wif 1 > AT
LSS F WAL G A B e TR g
BRI ATRIFTRET LM R Tt L RSQ 4w 2 &
/ﬂ "km’ﬁ 37 Feo

6. % A& (Review)

RSQ #EFFAWESFAME > FRBM AL FHALED
LRI E R ﬁwﬂi wrnk Ao P PEHEEE B EIE
Pruz 5L F 0¥ TEEFEFRELE (&) FF 0T
N R SN S

(=) R 2E84

O R ERIRISAET R 2 EB P R BE T R E A
Fifese $IN(MBIE )R § 325 ) 8 e & 1630 2016 4 2 7 12 %
R E2018F 112 1 p322019F 1" 25pHpREF A paed
BB AT B A CALe d B ri@]'ﬁiﬁ'?ﬁiﬁé’% % (National
Consumer Survey ) ; { ¢ i T#TRed i 7 ## % (New Zealand
Consumer Survey ) p H ¢ F 1 £} Fi& {7 { # F % MBIE #3556 ¢
LR OB 1 #enf® BRRET EE MBIE & % 4208 0§ B 4k & i
AR ENMNERed FERY T RONTEFTH R MBIE FpF ¢
F# 273 MBIE F * FHhenfz 2> 2 % ¢ g%;%-ﬁé%,é_p it 2 R e
PHEBVINE 2O M REEFERN S A HE ST B E 2h
PTG e BT Prezzy + (% 2 3VHg02 Visa + ) A3 B4 G
1,000 # ~ & H & 53 100 # et &35 0 > {30 A AF BIEE R
B¥2KE4 MBIE ¢ %47 X ®FLE o2 v TP AR Z ¥
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PBEDEWREDT > ZFFE AR %wm}w T igig—%f g
MBIE % 3 0B % p 425 2,000 > » B 5EF » F BFEINE 4 A
¥ 2 iE 2,000 > MBIE (S ¢ e d i - 8 51]%(ElectoralRoll)
PREE SRR AT EFEFIARE S LT AR o

NEW ZEALAND CONSUMER SURVEY 2018

DO YOU FEEL PROTECTED AS A CONSUMER?

THANK YOU FOR AGREEING TO TAKE PART IN THIS SURVEY. YOUR RESPONSES WILL BE VERY IMPORTANT FOR HELFING
THE GOVERMMENT BETTER PROTECT CONSUMERS IN NEW ZEALAND.

Once you have completed c - - -
- onsumer Circles indicate that Squares indicata
the survey please return it Protecﬁoﬂ INSTRUCTIONS you should tick only thiat you should tick
to Colmar Brunton in the Some questions O ANSWEr. all that apphy.
freepost envelope provided require you to tick
_ . s Yas Blue
{mo stamp is required). Fill in a-.,..l.e‘ n'Jrﬁ _{Vlr?'"': 3'-":!:‘1:“5_5:”':”7 only one answer,
the back page to enter cur 1 whillst for others "i/- Red
prize draw for a 5500 Prezzy you should tick 2 o
. Green
card or one of five 5100 ™, all the answers
cards [six prizes in total). hw that applhy. a “ Yellows
SECTION 1 The fc-llmnrirtg_l?'.tus r\elatet\o.the rights of consumers and
YOUR RIGHTS AND CONFIDENCE AS A CONSUMER LEIEr s TR e SRR D
dealing with consumers. Please rate your understanding
Firstly, we want to find out how much you know about of what these laws mean for you as a consumer:
organisations and |laws relating to consumer rights and how .
confident you are when purchasing products and services. Please tick one answer for each law

[only use 1-5 scale if you have heard of it)

Before today, were you aware that New Zealand laws
exist to protect basic consumer rights when purchasing 1) Consumer Guarantees Act (0GA)
products or services?

| b heand Ihave =
| have never - of this lzw but | hawe 3 moderate wery
heard of this - | dont know understanding of understanding
Yas law before ; what it mezns this law of this lzw
i
1 2 3
No * :
2
2| Fair Trading Act [FTA)
| hawe heard I have a
Fhwmuﬁdowufeelwukmwabou‘tyour e s & ofthes Eves bat T ’
rights as a consumer? hﬂrd of this | 1don't know understznding of understanding
law before : what it means this law of this law
1 2 3 4 5

| kmow a lot about my rights as 3 consumer

3} Credit Contracts and Consumer Finance Act [CCCRA)

| knovw a moderate amount about iy rights | v heard Ihave 3
2z | have never - of this lzw but | have a moderste very good
heard of this | | dont know understznding of understanding
law before | what it mezns this law of this |zw
1 2 3 4 5

I know a little bit abowt rmy rights

4] Commerce Act

| don't know anything at all abowt my rights | Frave heard |havea
2 —JHEE | have mever - of this law but | have 3 moderate very good
heard of this & | don't know understanding of under:t:n-dlng
law before [ what it means this law of this [aw
1 2 3 4 5

AL %k MBIE (2018) » New Zealand Consumer Survey 2018 °

M3-212018 5 W FHAARITLN
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(2) FEIHEBPHLIFIDATREISS

3 B MBIE % * R 2 A AL H 1T 74y f"t‘ﬁ??ﬁ'?'ﬁ
JRIZ A > # 7 MBIE - %78 T GIRME (WFddd ) p B A F
ﬁza,W%#ﬁ—#Aé4@wW’%—@Wﬁ%**%d H 1
Fle3 8 (QI-Ql1b); % = BIRG B >R R anE #2445 (Q12)5 &
= BN RE 24 5% (Problem Resolution Experience )  ( Q13-
Q25); % w BIiFE - LA E (Q26-Q32) 0 FHAotitsrT o

2 FREwEEYH
(-) FrEAFEEEY
L WP ELE AR RE AR AT RS B ¥ iE
TP RAPFEEF AR LA CERF SR &
FELARGEHT §ENTorFn
FREAR S UFERAREFAL N FT L OEFGEEFE G

=il e
iﬁHmILALo

e R ELR S SEPERL AL EE E F ALY
FRTA A BF R Vi EEE %

EofESE PSS g A
wid E EE R §R DI
.éﬁfﬁ%iﬁgiﬁiﬁg 1%\\'4MF"!’JJ}';\”"F’TIZ§%'1'7:_;11+,#%"
Fi2 L #yp 2T 2 k2 (Fair Trading Act » 1986) # ¥73
BERAFEREDE L W R E G F%EZ (Credit Contracts and

Consumer Finance Act » 2003 ) 1,5—; ‘}"%”,’ ﬁ [EE v SN S

® %72 (CommerceAct »1986) Z 1} B HMEfri7 5 > 40T £ 977 o
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231280 FPELR R 2R

&4 xR R E iﬁ’?’-*",f‘,ﬁ“f,v—*?:iz’s BE

Bl EEFadiEsd | R R F 2 aAE -y
A R / / ﬁ: I =2 T 3
t EX TR sIL M;’Eé_\% AL ELHRAE

7 % sk : Commerce Commission (2019) -

F -G MNed R REENEA 2OT eMeT
[ =Y ERL ( Telecommunications Dispute Resolution services °
TDR) » 8 ot i et if % X ASL LR EHRT B o
iz #% % (Telecommunications Forum » TCF) % = » #d 2001 & ;

=
1
BT LR ERE R T 6 R R ET 9% i T FIR

LT FREELR G 2015 ERFRLfY AN LER
( Competition and Consumer Investigation Guidelines ) » £t 2T 2 %
ZAWFERREFEREFEZLSRRE P AORERS o R 2
Gt Brited WAREDJE FRELEfONF R0 §E E
ES R RS 132

FEREFR M e RB T ~ o0 ~ZE RA2: 2B ~ %
PRA RR 3 rEAAZRAE . R4 FEFTREERD D R
S5:AREFRRAM O NEFE L HEEERBLER I FE2BARRE

FREL3 T B BE T AR K R R .
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Investigation process

Screening and Investigation
prioritisation Information gathering Decision making

Outcome

Complaint received /issue Information and evidence f
comes to our attention Voluntantorcompulo - Contact
Y, PO, complainant
Documents or Interview
v - Contact

T — investigated
Prioritisation and affected

) 4 arties
- Forming i )
Take further action? X theory - Public

information
) 4 \ 4

No further Investigation
action (NFA) opened

Further information
or additional
evidence received Make a

v decision on

Complaint the matter

closed

V.

Notify Notify
complainant complainant

4L %k © Commerce Commission (2019) e

W3-22 &5 Wi ? iR 7!2”'#-3]

“ % I‘:e;gaﬁ—f&gkgééﬁﬁ#ﬁgJ°-f—3ﬁﬁ%iﬁg FER SR
=

Ry
¥
2
=
)
ok
Ia\
2%
F_&

%ﬁ%%&ﬂ%f
1. 3 % #2& (Extent of Detriment )

For R e 2 e el P % o

= Bt 422  (Seriousness of Conduct )

(BB EF LR AT 7R B FaRedis

#5 o
3. 2841 F (Inthe Public Interest )

LR LAY BT R L LI5S st WF -
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23-Bed L €2+ RNERMNAER

F3IAER RETERAER GRS ES
(HEzFFET? (DiehrLFi -4 ek FLLTw
@ Tzats ko | CESAFElan a5 A W L
REFEIHMANE QrFirEtHa#FY B 1.2

47 BehiE %9 Q)i 27 B 4 &
@rFEEELE @LEREFHTD | AHEEHS 7o

RS & EEBFEFL? E A 2 & SN
(B) &FE 7 R Ly | (4) & £ 7t $iE B

P S T iplentt 2 e L7 Q)L A gm0 AL

X3R5 (5) 7 % ¥ 14 Hicddv§ ? B3R E s
(E) 07 Hdes £ (6) &L TF ¥ ik p ¥ %%‘[ﬁl@i*ﬁ@

FEARINEG | SRR JeJ2 ek R ALY

B 459 AETF HE TP R
()3 7 s ¥4 B 2 e £ P ?

ALY AT B AR
(8)27& S HF E T &R R

i X P Eow 762

2 (B)EF 7 M &7 &
@)% 3 237 i s Bk ?

HR P R A (6) £_F f 3 i = 2

AR A

# M FE L 2™

rL?

T %k : Commerce Commission (2019) -

1N

(=) B3 d2 3T

Hyped R L2 0 272 2017 &3 § FRF2
(Consumer Issue > 2018 ) 45 21 i g =T 2 % 2 (FTAct) #7382 37

= %:£6,770 2 > H F ¢ A E B 7 2 PRF3 ( Telecommunications

Retail Service Providers » TRSPs) ¥ 7%k i 22+ 584 i2 » | 9%t & &
FCEVE- )0 RRMM323 LR RFENT G EF RN 2 A
7 (Bundle) e SAfrfRarici) § #E# > ERP P FHI0 e

drrl T = ﬁ :

L b THARE ST 2 b
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TRASREATRAS (IrR 4 ) 228
AR AT BRI A 2 e b

Mt B (R R ) 2 97 P e 504 5t

T i"ﬁ&%%l?%@éiﬁ—%/ﬂ%”jm
LY L RE R ERSY —“F'f oA BN i #2225 (Split Price
Deals)  # % F P REAGEFREY S FAF LI P T2 47
*“ﬁ%ﬁﬂﬁé&?ﬁﬁ%&%?é%ﬁ?wiﬂn%

A EEAEEREY wﬁWm%%éaﬁﬁg,
G R H R BT R R E RS
AR Er R R o
R TR EF RS AR BT 27

FARWEAF NP R FRAR T H ST EIRT AP -
CFIPRAR THPAY R F R A REFA R o FUREAT (ed T
+ 789 JRixA & (ConsumerNZ  “Consumer”  (February 2018))) %
YR (2017 & 12 % B4e > 302018 & 2 7 B H ) 1T 54%:nt &
TR R R TR IRFE 0 ¥ 2016 & 54% 9k R - & 0 2015 £ B
w 49% o = d@ B 7T AAEIRIS K ¢ 0 12 Skinny fr 2degrees hE
ok X BB L o 75%< Skinny % {r 61%<0 2degrees % ¥ % &
%o TR B aPRAR ¥ ¢h o R 49%¢:n Spark £ 2 4 48%¢:7 Vodafone
Lo HPRFEEF BR o B

¥ 7B & Jk:Consumer NZ “Consumer” (February 2018), page 10.
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Total complaints

7452

OO

Fair Tradmg Credit Contracts and Cammerl:e
Consumer Finance Act
E,??ﬂ 318 364
Year on year
i —
}_ ..... 7370 7452
16/17 FY /1B FY

Consumer Credit

| I
Conduct most complained about

e Debt collection 125

Debt collection agents making misrepresentations about the terms.
and conditions of collection constitute the majority of complaints.
Thesa complaints are normally considered under the Fair Trading Act

Responsible lending

Lenders potentially not meeting their obligations to the borrower
under the Responsible Lending Principles

(B) osconre [

Lenders potentially falling to properly disclose the terms and
conditions of borrowing to the bormower

O
Lenders potentially charging unreasonable credit or default fass
Wumber of complaints

74t k&R © Commerce Commission (2018) o

W 3-23 &7 §F 2017-2018 i %

(2) EFNEERES

Fair Trading

l |

Most complained about industries

@ Telecommunications retail service providers 584

@ Mator vehicle retail and sales 420

() oonestcawiencereai £
@ Online ticket reselling

D
_ Supermarkets 163
o- Grocery products 146

Number of complaints

Complaints about
online retail

Product safety

o Children's toys 40
) rouseris cou B
@I Children’s nightwear &

Mumnber of complaiats
Other sales channels such as

in-store, telephone and print

Competitive Markets

| |
Sectors generating most complaints
() oneauctons &
o
O

Number of comploints

Leniency applications [covering
domestic and international conduct)

Merger dearance and Non-notified acquisition
authorisation applications investigations undertaken

R &

FRED A (2018) Bm > BRET A 4

Z_ - m/ﬂ%”-ﬂﬁ Lot o BT D AR AR R G JRIEF Moo 4o 3-24 -
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vz»f

HoHERFNEEA S AR TEER T LRSS FEEOTR ST

TR BRI R B R Aol R P PRIRE S S F
=T

Home-basedtelecommunications services 16%
Mobile telecommunications services

Electronics, electrical appliances or whiteware

Clothing, footwear, cosmetics, or other personal products
Building, repairs, renovations, or maintenance

Motor vehicle repairs, servicing or maintenance
Travel/holiday services

Utility services, such as water, gas, or electricity
Insurance

Banking or financial products

Real estate or property managementservices

Motor vehicle (through a car dealer)

Health ormedical products orservices

Non-electrical household products

Entertainment, recreation, orleisure activities

Other

Motor vehicle (through a privateseller)

F 4L &R : MBIE (2018) > New Zealand Consumer Survey 2018 o

B 3-24 =0 jF 2018 & 3 % % 3R A2 A 5 & PRI Y

Product/service not being/didn’t work

39%
as expected
Poor customer service 36% 4
Issue with cost 33% #

Incarrect/misleading information
Issue with quality

Delay or non-delivery of a product or
service

Product/service faulty/damaged
Unclear orunfair terms or conditions

Salesperson used high-pressure tactics

Other

T kR : MBIE (2018) > New Zealand Consumer Survey 2018 o

B 3-25 20 2018 & FH T LIRAL & B
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T BRI A Fﬁ%-’fﬁ‘iﬁ'?ﬁ%‘ ' F T0% g BT E 0 B Y

H ’
S

P AT fRR AT R ALE 5 Bl B 0§ S1%%RA
A AR 25%E TR AL ARFEA R DA B R 0 8%A T AL B

BT 5 16%:% 5 B AT & i3 E @ ek o

Percentage who took action... Status of the problem...

1t H Unlikely to be resolved
8% ¥
Still in progress
70% 25% Prog
Resolved, not satisfied
51%

M Resolved to satisfaction

F AL &R : MBIE (2018) > New Zealand Consumer Survey 2018 o

W 3-26 =& { 2018 & 3 -‘F“f AT ERBEFFPEFEENETE

ﬁpé

ot o [T

m<lhr 1-5hrs 5-10 hrs m10+hrs mDon't know

7L %k - MBIE (2018) > New Zealand Consumer Survey 2018 o

W3-2728 2018 £ § § 2t d T EMBEFRETF ik

P R
I

-El;- #& ;I_%};‘j‘:.ai IJJ';}B’_# RSQ ;J’Fl*g'" ¥ f’rt}’} ’
FEI B FERFREERTF

Fj«%'ﬂ'g&;& g'» PRZZ'\,—-:'%?F‘J’?F 'E& N

i
SRR Ly M R L

HedT W ELA EA2019E67 25 p T - pEE 2
MESSPBETHELRBET -2 2R F aERIPaT
FIRAFPET i § EARGIE P BRI ¢ z‘%—”ﬂm» £ ~ R
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3o x %%%~%ﬁ&&~Wﬁﬁﬁ‘Wﬁﬁﬁﬁwﬁ??ﬁ~
;'—ECJ‘sLF\:%E KR - PPs hg 2018 £ 4 g M4t 4 1]
AL Glde 61%0ched 4 2R TR EFHMBFLFLLDEE
PR 2090504 &7 K B IR 4700 | F kR W IR
+ P8 TR AT

B E2019 # 7 0 31 p o SE ARE Y F F A
BRLIE BT # ,}J ﬂjﬁﬁf;%—k v 1R L IRALR B AE D
;g*ﬁ—gg AR E > R E TR T A S ot R T e T
PHEHI P FRET ARG SN E R A RE2 Y
wmw mRSQ#p’W’z °
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Fr i AB BRI ERRBETEETE
-~ BRRF
AARIE20125 40 1p 222 56165 (EnEisdmeiE
w) K 2 E 43¢ A (Communications Authority » CA) » #-1993
£ 70 1 P22 TRERLATF FEE RS A CA L 70
o il U E A+ F A 752 F (Office of the Communications Authority,
OFCA)> #-TAF A b Lo F 122 4 5 CA» I F FFfEig
RIEFRFRA CALTALEREEZ 1 1M -
TAFEZRFRRES 106 F (LiEH) T~ TR
RIS REE CHAE MBI EH A ALY I AT LGS
W (% TBiE) CAVRIPNBEL [ F 20 RBFE > 26 JRir

FERIHEEF FARATT ARAP LT ERRFRI LR
EF R DU ?r’#f Fendh A RIE (% 35BiE) o X1

FH (FLEG) (% 619%F ) 2015& 127 14p >0 F% >

2~
&M

RG] ¢ R BE Y 2 A rLRE e ATeTend TQ B (5 A e

) cher (RRAEG) T E0 420 AR ERFTAT Fatif
FoEEEY A ERE R LR BUNIE L ) 2 BR o E
RERGIFREF A AT LERLF 2L i ¥ ARR DL
BHIGET FF o RZEFEREE T xﬁ%‘b VM ehi 4 plag #- #

Fofe NS METER kT 0 2 WA AT D FRE

FEH R H RIS TR AR LR F4 25502010 £
20 2p CA#® (F M AIRFEE Henf ix E‘J)} %, 9 frrd i

34 https://www.coms-auth.hk/tc/policies_regulations/cop_guidelines/telecomm/index.html
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B e LGP E B LY YR ® r’ﬁﬁéﬁ“oZOMﬁ »OFCA
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B ABAMET L FAY IS S ABL G FERE fF A% RfrRRLE A T
WA (ICT) AEs end s 4p Bl £ 55300 o

b e (ER/ =R hE A JRIs ¥ %4+ %R http://www.cahk.hk/index.php/projects/code-of-
conduct/2015-03-19-14-02-11 -

V(ERTR) 22 23 Rk
http://www.cahk.hk/News/310/Industry_CoP_Telecom_Service_Contract.pdf o

BEAERF LB (RMIRBEQGERFAAZTR) > ety PR e 53 KR
https://www.ofca.gov.hk/tc/media_focus/press_releases/index_id 966.html °
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v RRET RIS
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ABEHER TR FEL B T AL NP TR
AR LRRE ~ R R RIS s AR R R IR Hp B
m BB A F R AR 0 R 0 B A R (T Ee I IR

R AP -

A E "‘ A AE ~ BIRIE BT PRy 3 5

FH kR : OFCA » AFF 7 BT o
W 3-28 4 8 (76 T IRB T84
(- ) %4F 4 Ripl3
SR BRI 2V EREEH AR NTT  OFCA L4 B R
MR PR E- BRIBETMHE AR LN VEHA L ER
RO HE A BLRBIE M K o BRI A & 5
L THER D APRREAPRBOEERIY S EE T

2. i kg 2 KRR By I RRFRIREAuE

¥ FEREIEIH S FRI o Z T AR RE T A RRIR LR
40 OFCA %747 % gl o %3 k&  http:/speedtest.ofca.gov.hk/indexc.html
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3. eReafil  BEchRAte K S KR BT PREPIRBINED
AR & R sk N L
4. e s Y 4 EE BERRIE TR PR E Sl 3
i i
5. 60 1 el P R o
2 ¥ % iE OFCA b8 i # 4758 18 (7 B4 4 TP - B2 2R0p)
e L B R Y N _&Luﬁﬁ?ﬂv FF ST A B R A Il
TR iRt B i A 3R Pﬁ”ﬂﬂﬁ*‘;{ oo K HEEH P B b

B BN g R PG Bt SRR PRI 0 AR

3
il

B IR e T R e TR en (T B R 0 B
OFCA 2 # H T Ririe - ¢ T/ R ® 4% o d ~Jrie L

3P ~§m%i£?$%’ﬁ AP ~F BT o IR KEDD

%”‘*ﬁ FRA - BN Al R F HEIR
ﬁﬁﬁﬁ@ﬁ$ﬁﬁ@§ﬁh&kgﬁﬁyaﬁiﬁﬁﬁé%%2#’
TORFE DF FTHRSNEFE T2 LR —*‘”Lr#fa VPR FR

KEF AR (FFERL A 3-143% 4 3-17)

1 OFCA ## > %% %k : http://speedtest.ofca.gov.hk
24 MY ER B D IRISRE(Q2019) 0 £ kiR
https://www.ofca.gov.hk/tc/consumer_focus/mobile_telecom/performance_pledges/index.html
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Device group
(maximum speed)

Group A(~525Mbps)
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Group C(~225Mbps])

Group D(~150Mbps)

Group E(~ 75Mbps)

Evaluation result

First half 106.28 26.75
Second half 129.38 25.01
First half 90.98 22.67
Second half 102.28 26.61
First half 63.18 18.68
Second half 76.13 17.53
First half 52.08 17.27
Second half 50.28 17,28
First half 43.82 16.82
Second half 42.92 16.92

ix: Hix5 Mbpse

Source: Results of the communications service quality evaluation 2017, Ministry of Science and ICT
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Self-Declaration Form for Compliance Status

Billing and Metering Integrity Scheme
Self-Declaration Form

Compliance Status on [Date]

[ declare that our company has followed the requirements in accordance with the HKCA
3104 “Quality Assurance Manual for Billing and Metering Integrity Scheme” to carry
out metering and billing integrity tests and is in compliance with/not in compliance with
the BMIS on [Date].

Company name:

Licence type:

Licence number:

Name of responsible person:

Position:

Telephone:

Fax:
Email address:
Date:

Signature:
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Self-Declaration Form for the Metering Test

Billing and Metering Integrity Scheme
Self-Declaration Form of the Metering Test on [Date|

I declare that our company has followed the requirements in accordance with the HKCA
3104 “Quality Assurance Manual for Billing and Metering Integrity Scheme™ to carry
out metering and billing integrity tests and the results are as follows —

Metering Test

Testing period: {e.g. August 2012)

Number of Test Calls made: (e.g. 1 250)

MNumber of failed calls: le.g. 1)

Test result: (e.g. Pass with 10 switching score)

Inspection status before this test: (refer to Annex 6 of QAM)
Inspection status after this test: (refer to Annex 6 of QAM)
Metering Test/Per Call Test (please specify) N« ) (e.g. Metering Test)
MNumber of calls sampled in Per Call Test Part 2: je.g. 1 250)
MNumber of failed calls in Per Call Test Part 2: le.g. 1)
Company name:

Licence type:

Licence number:

Mame of authorised person:

Position:
Telephone: Fax:
Email address: Date:

Signed with company chop:

Note 5:

The Metering Test: test from call generator to Billing System.

Per Call Test: A two-part Metering Test: Part 1 to reconcile Test Call log records with
call details from a metering point and Part 2 to reconcile call details from that metering
point with call details from Billing System.
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Self-Declaration Form for the Billing Test

Billing and Metering Integrity Scheme
Self-Declaration Form of the Billing Test on [Date]

I declare that our company has followed the requirements in accordance with the HKCA
3104 “Quality Assurance Manual for Billing and Metering Integrity Scheme™ to carry

out metering and billing integrity tests and the results are as follows —

Billing Test

Testing period: {e.g. August 2012)

Number of bills checked: {e.g. 50)

Number of failed bills: (e.g. 0)

Test result: {e.g. Pass with 10 switching score)

Inspection status before this test: (refer to Annex 6 of QAM)
Inspection status after this test: irefer to Annex 6 of QAM)
Company name:

Licence type:

Licence number:

Mame of authorised person:

Position:
Telephone: Fax:
Email address: Date:

Signed with company chop:
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