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Executive Summary
Project: Survey and Analysis of Consumers Problems in Telecommunication Services, 2013

The objectives of this study were 1) to survey and analyze problems in telecommunication
services experienced by consumers in order to investigate guidelines to solve problems for
consumers, as well as to analyze and compare rates of incremental increase in consumers’
problems from the first to last survey -overall and by region; 2) to survey and analyze
consumers’ opinion on solution guidelines of telecommunication service problems and utilized
to devise policy recommendations for consumer protection in telecommunication sector; 3) to
compare changes of consumers’ problems in telecommunication services; 4) to survey and
analyze channels for complaints on telecommunication service problems known to consumers;

and 5) to survey and analyze other issues related to consumer protection in telecommunication

sector.
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Data collections were performed via quantitative method by questionnaires and qualitative
method by group discussion. The samples of this research were 15-60 years old users of one or
more telecommunication services of: fixed line phone, mobile phone, public phone, and
Internet —including via ADSL and mobile phone; and with residence in various areas of the 5
regions (based on provincial classification by fixed-line phone codes) of: North, South, Northeast,
Central, and Bangkok Metropolitan; totaling more than 5,500 users from 5 regions. Findings

were as followed:-



Overall, problems in telecommmunication services as experienced by consumers in each problem
aspect —substandard services, service fees, service providers’ breach of contract, and others—
showed that problem of substandard services represented a higher average percentage of
affected consumers than the other 3 aspects. The ratio of affected consumers was at the
moderately low level in the first survey and increased to the moderately high level in the
second survey (47.8% and 54.1%). On the whole, the average percentages of affected
consumer in the second survey increased from the first survey in all problem aspects, with the

following details:-

In the first survey, the substandard services aspect problem with the highest average percentage
of affected consumer was signal disruption / loss —unable to use service (85%), followed by
poor signal (81.9%), and signal quality not as good as advertised —e.g. actual speed slower than
applied package (67.8%), respectively. In the second survey, the substandard services aspect
problem with the highest average percentage of affected consumer was signal disruption / loss
—unable to use service (72.7%), followed by poor signal (71.5%), and delay in problem remedy

—e.g. repairing, lack of persons to collect coins when payphones are full (66.0%), respectively.

In the first survey, the 2 service fees aspect problem with the highest average percentages of
affected consumer were the procedures to terminate unwanted services-e.g. daily fortune-
telling SMS —are complicated or cannot be done until monthly cycle, and fees charged for
unsubscribed services —e.g. receiving daily fortune-telling SMS or news SMS (54.0%), followed by
unexpected service fees —e.g. late payment charges, new service subscriptions, premature
cancelation of services (43.2%), and miscalculation of service fees due to malfunctioned
telephone —e.g. rob coins or money from phone-cards (40.6%), respectively. In the second
survey, the 2 service fees aspect problem with the highest average percentages of affected
consumer were the procedures to terminate unwanted services—e.g. daily fortune-telling SMS —
are complicated or cannot be done until monthly cycle, and fees charged for unsubscribed
services -e.g. receiving daily fortune-telling SMS or news SMS (57.0%), followed by
miscalculation of service fees due to malfunctioned telephone —e.g. rob coins or money from
phone-cards (53.2%), and unexpected service fees —e.g. late payment charges, new service

subscriptions, premature cancelation of services (49.3%), respectively.

In the first survey, on problems related to service providers’ breach of contract, the problem

with the highest average percentage of affected consumer was that the system to check terms



and conditions of services was difficult to use or access (44.6%). In the second survey, on
problems related to service providers’ breach of contract, the problem with the highest average
percentage of affected consumer was that consumers cannot cancel services by themselves

from home (53.0%).

In the first survey, other problems with the highest average percentage of affected consumer
was difficulty to terminate services (45.1%). In the second survey, other problems with the

highest average percentage of affected consumer was difficulty to terminate services (56.2%).

Results of survey on channels for complaints on telecommunication service problems known to
consumers were as followed: - The first survey showed that problems of substandard services
had the highest average percentage of consumer complaints (47.3%), followed by service fees
problems (42.0%), service providers’ breach of contract (40.5%), and others (21.6%),
respectively. In the second survey, problems of substandard services had the highest average
percentage of consumer complaints (45.8%), followed by service fees problems (41.2%), service

providers’ breach of contract (40.0%), and others (23.9%), respectively.

In the first survey, the channels of complaints through service providers had the highest average
percentage of consumer complaints (60.7%), followed by Office of NBTC (42.0%), online media
(38.2%), mass media (26.3%), and consumer protection agencies (16.2%), respectively. In the
second survey, the channels of complaints through service providers had the highest average
percentage of consumer complaints (61.97%), followed by Office of NBTC (47.0%), online media

(36.8%), mass media (26.8%), and consumer protection agencies (16.1%), respectively.

In the first survey, on problems with substandard services, the channels of complaints through
service providers represented the highest average percentage of consumer complaints (72.6%),
followed by Office of NBTC (60.4%), online media (50.4%), mass media (34.0%), and consumer
protection agencies (18.9%), respectively. The second survey showed that the channels of
complaints through service providers represented the highest average percentage of consumer
complaints (72.3%), followed by Office of NBTC (57.7%), online media (46.5%), mass media

(33.7%), and consumer protection agencies (18.9%), respectively.

In the first survey, on problems with service fees, the channels of complaints through service
providers represented the highest average percentage of consumer complaints (73.1%),

followed by Office of NBTC (51.4%), online media (42.5%), mass media (27.0%), and consumer



protection agencies (16.2%), respectively. The second survey showed that the channels of
complaints through service providers represented the highest average percentage of consumer
complaints (73.1%), followed by Office of NBTC (50.1%), online media (38.5%), mass media

(27.8%), and consumer protection agencies (16.7%), respectively.

In the first survey, on problems related to service providers’ breach of contract, the channels of
complaints through service providers represented the highest average percentage of consumer
complaints (66.9%), followed by Office of NBTC (52.1%), online media (39.3%), mass media
(26.9%), and consumer protection agencies (17.2%), respectively. The second survey showed
that the channels of complaints through service providers represented the highest average
percentage of consumer complaints (65.8%), followed by Office of NBTC (50.1%), online media

(38.9%), mass media (27.9%), and consumer protection agencies (17.1%), respectively.

In the first survey, on other problem issues, the channels of complaints through service
providers represented the highest average percentage of consumer complaints (30.1%),
followed by Office of NBTC (27.0%), online media (20.7%), mass media (17.5%), and consumer
protection agencies (12.5%), respectively. The second survey showed that the channels of
complaints through service providers represented the highest average percentage of consumer
complaints (36.3%), followed by Office of NBTC (30.3%), online media (23.4%), mass media

(17.8%), and consumer protection agencies (11.9%), respectively.

Results of qualitative analysis through Group discussions: substandard services aspect showed
that group discussions participants in both student groups and working-age groups characterized
service problems as consisting of: quality of service, quality of telecommunication signal, access
to telecommunication services, confidentiality and privacy of consumers, and freedom of
choice to purchase goods. Details were: 1) Group discussions participants in both student
groups and working-age groups reflected on the issue of service quality that most had
experienced slow services by service center / call center personnel; or some had encountered
problems of call center personnel discriminating against consumers, or unable to resolve
problem issues. While some groups indicated that quality of telecommunication services in
mobile phones, mobile internet and home internet were not consistent with what service-
providers claimed; or that the quality of basic telecommunication service of public telephone
was inferior. 2) On quality of telecommunication signal, participants in both student groups and

working-age groups reflected on the substandard service quality problems by specifying that



most concern problems with mobile phone, mobile internet, and home internet
telecommunication signal disruption, loss, and disconnect, or intervention / interferences from
radio frequencies, thus unable to use services. 3) On access to telecommunication services,
participants in both student groups and working-age groups indicated that most experienced
problems to access basic telecommunication services of public telephone, especially in remote
countryside, inadequate consumers’ access to basic telecommunication services, limited basic
telecommunication service coverage or overly time consuming to install telephone lines. 4) On
disclosure of personal information, participants in both student groups and working-age groups
indicated that most experienced problems concerning secrecy of confidential and personal
information, lack of privacy -resulting in a sense of insecurity in life and liberty, due to
disturbance by unsolicited calls; while the working-age groups added that service providers
request more personal information than necessary. 4) On and freedom of choice to purchase
goods, participants in both student groups and working-age groups revealed that most were
unable to make own decision to purchase phones or choose desired promotions freely,

because they were required to choose according to service providers’ promotional plans.

Results of qualitative analysis through Group discussions: service fees aspect showed that
group discussions participants in both student groups and working-age groups reflected service
fee problems similarly, which can be grouped as: failure to receive invoices, service details
information in invoices, and erroneous service fees or unfair fees. Details were: 1) Failure to
receive invoices: some participants in student groups experienced problems that they did not
receive invoices — causing their accounts to remain listed as outstanding in the computer
system, or some accounts were past dues -resulting in termination of signal.  2) Detailed
information in invoices: participants in both student groups and working-age groups reflected
the problem in the same direction that most received erroneous details of service usage, as
well as ambiguous information on statement —using language or symbols that are difficult to
understand for consumers. 3) Erroneous service fees or unfair fees: participants in both student
groups and working-age groups reflected the problem in the same direction, that is, incorrect
service fees —e.g. fees for supplemental services such as daily news or fortunetelling SMS that
were not subscribed to, or over-calculation of service fees higher frequency or quantity than
actual usage. Problems on unfair fees included invoicing for service fees during periods of
disruption in telecommunication signal, invoicing for service fees through suspension of service,

charges for late payment, activation to new services, or fees for information inquiry.



Results of qualitative analysis through Group discussions: service providers’ breach of contract
terms and conditions or change of service contract showed that group discussions participants
in both student groups and working-age groups reflected the problems similarly, i.e. service
providers did not comply with contract stipulation or change of service contract without prior
notification to consumers —changes that affect consumers, e.g. changes of terms & conditions of
current service plans, changes of terms & conditions before completion of contract term
wherein consumers incurred unanticipated fees or charges. These problems were reported by
student groups on mobile phone and home internet telecommunication services, while

working-age groups specified mobile phone and mobile internet telecommunication services.
Recommendations concerning problems from telecommunication services

1) From survey results, it is found that consumers have more problems from mobile phone
services than other types of service. Therefore, there should be coordination with service
providers on problem solving and monitor the solution results to inform consumers in specified
time; by which each problem aspect may be separated into various issues, e.g. the problem
aspect of substandard service may comprise ease of use, provision of information, etc. The
immediate solution is to solve problems that consumers encounter; while long-term solution
involves public relations, modification of service providers’ stipulations to ensure maximum

benefits to consumers.

2) Some problems were found more than groups’ averages, requiring solution in particular
groups. Termination of service for unknown causes are prevalent in the Northeast, the South,
and among students unwarranted. A delay in problem solving was found more in the South.
Frequent internet disconnects often occurred in Bangkok Metropolitan. Problem of non-
verification of number’s owner was found infrequent in the South. Call center’s inability to
advise & solve problems was reported more in the South. Lack of freedom to choose desired
telephones was observed less in civil service, independent professionals, the South and the
Northeast. And problem of annoyance by SMS advertisings often occurred in Bangkok
Metropolitan, Central, and the South. By this, problem solution may be performed by causal

analysis of region or group, and arrange activities or PR directed to target groups.

Recommendations concerning problems from telecommunication services



From survey results on channels of complaints on service problems, recommendations

regarding channels of complaints in telecommunications services are as followed:-

1) From survey results that call centers and consumer complaints & protection groups are the
two main channels of the Office of NBTC through which more than half of consumers choose to
express complaints. For this reason, these two channels should be focused on and prioritized
to improve and develop to enhance efficiency, allowing consumers to convey grievances

expediently and promptly.

2) From survey results which revealed that the channel of complaints through the Office of
NBTC by e-mails are used on average by consumers at less than 20%, which is considered very
low compared with consumers who use the channels of call centers and consumer complaints
& protection groups. Although those two channels may be more convenient from point of
communicating by telephone conversation -without need to type, but complaints through e-
mails represent an advantage in that they can be used as testimonial documents in writing, and
other necessary documents can be sent as attachments simultaneously —-which should be
quicker than complaints through telephone and mailing in documents via post. Perhaps there
is an explanation that the low number arises from the need to access and use internet to send
e-mails, which may be a hindrance for some groups of consumers. But when the number of
complaints through this channel of consumers in Bangkok and Metropolitan -who have
convenient access and ability to use internet—is considered, this number is still quite low. The
reasons that consumers choose to use this channel less than call centers and consumer
complaints & protection groups are conceivably due to lack of feedbacks or communication to
assure consumers that their sent e-mails have reached designated persons responsible, in
contrast with telephone wherein immediate answers are assured. Therefore, the Office of NBTC
should develop this channel for promptness, convenience, and effectiveness to increase users

of this channel.

3) From survey results that call centers and counter services are the two main channels of
complaints on various problems through service providers; only the aspect of service fee
problems is the use of SMS chosen more by consumers, probably because consumers can
cancel supplemental services by sending SMS by themselves. Thus, telecommunication service
providers should focus and emphasize on these two channels to improve and develop to

enable consumers to communicate problems efficiently and conveniently.



4) From survey results which revealed that for all problem aspects, more than 80% of
consumers who made complaints through consumer-related agencies chose to make
complaints through the OCPB (Office of the Consumer Protection Board); likely because the
OCPB is prominent and well-known among consumers, consequently for any consumer related
problems, consumers think of this agency first. In fact, there are other agencies through which
consumers can express complaints, but maybe not known as widespread as the OCPB.
Accordingly, for other consumer-related agencies that also concern telecommunication
problems besides the OCPB, there should be wide-ranging public relations to increase

consumer awareness and knowledge of all channels.
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