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1. INTRODUCTION

Consumers are recognized to be drivers of the economy and are influential in developing markets.
Consumer behavior prompts innovation, which in turn generates a vibrant market. In telecommunications
markets, consumers are critical to the operators for their revenue, to government and society generally;
hence, the need for them to be educated, empowered and protected, as stipulated in Part 8 of the 2009
Telecommunications and Radiocommunications Act of 2009 (the Act).

The consumers - customers of telecommunications services - are a major focus for TRR. This document
recognizes this focus and establishes our Consumer Awareness and Protection Plan (CAPP} for 2014 and
Beyond. It provides a framework within which TRR will manage its consumer affairs activities. Similarly, it
puts in place directives including programs and projects which will assist TRR to achieve its consumer
objectives, as well as how these will be implemented, managed and monitored. The CAPP also highlights
common ground where joint efforts from the TRR Team and our stakeholders are necessary to achieve a
common goal; in this case one where Vanuatu citizens are educated, protected and empowered.

Implementation of this plan will commence in 2014. [t will be updated annually thereafter.

it is anticipated that at the completion of projected plans and programs established herein, Ni-Vanuatu
consumers should be better protected and better educated; as called for in the National ICT policy {Part IV
Section 2.Specific Priorities Priority 5) Building trust (Mitigation, Risks, Threats related to the ICT
Devefopment)). Through this Plan, TRR wishes to contribute to achieving the national vision of “A Just,
Educated, Healthy and Wealthy Vanuatu.”

2. ROLE OF TRR

The main function of TRR stipulated under Part 2 Section 7 subsection (1) of the Act “Is to regulate
telecommunications and radiocommunications” in Vanuatu. The regulatory function of TRR encompasses a
wide range of duties including that of protecting citizens of the country; who are consumers of
telecommunication services. Hence, TRR wishes to take a leading role on raising and implementing
consumer awareness and protection mechanisms, programs, initiatives and activities in the
Telecommunications/ICT sector.

Part 8 of the Act also establishes TRR’s guiding mechanism on actions to be taken to telecommunication
consumers; another reason for the development of this document. TRR, through the CAPP, is outlining some
of the working instruments it will develop/has developed; such as the Consumer Protection Guideline, the
Advertising Guideline, the Competition Guidelines, the Internet Regulatory Practices and other Regulatory
tools.

Building on from TRR’s working instruments and regulatory tools, this document provides a guideline within
which TRR will function to ensure consumers are educated on their rights, their responsibilities, their
expectations, their obligations and the protection mechanisms, as well as who they may refer to if their
rights, as telecommunication consumers, have been violated, or they feel that they have been unfairly
treated by telecommunication and radiocommunications service providers. The Act specifies the need for
consumer’ protection and this CAPP is the guide that TRR will adopt for the implementation and fulfillment
of that aim.




3. ROLE OF LICENSEES

In the Act, a licensee is defined as “a person who holds either a license issued pursuant to this Act or a prior
ficense.” A Service Provider is defined as “a person who: ({a) provides or is entitled to provide o
telecommunications service under a license or exception; or (b} has applied for a telecommunications ficense
or exception under this Act.” These terms are often used interchangeably and for the purpose of this
document, the term ‘licensee’ will be applied as a utility term for both.

Parts 5-8 of the Act outline the various roles of the licensees to each other, to TRR and to the Government.
Part 8 “Customer Relations and Protection” outlines the obligations of the licensees to their customers
including:

e Section 39 Fair dealing practices

= Section 40 Personal Information

e Section 41 Complaints Handling and redress and Dispute resolution
e Section 42 No unjustified discriminatory

s Section 43 Terms of Service.

Clauses 15 to 16 of the telecommunications licenses of the licensees stipulate mandatory requirements
linking to the above bullet points of the Act.

These roles are reiterated and specified in detail in TRR’s guidelines such as the:

e Advertising Guidelines

» Competition Guidelines

o Consumer Protection Guidelines
e Quality of Service Guidelines.

4. ROLE OF CONSUMERS

Consumers referred to in this document denote citizens who utilize telecommunication services. The Act
defines them as an end user, “a person who is the ultimate recipient of a telecommunications service...”
Currently, in Vanuatu, there is little public documentation defining the rights and responsibilities or roles of
consumers.. TRR recognizes that it needs to, and will, play a leading role in respect of consumers of
telecommunications services; particularly in raining awareness and developing protection mechanisms. The
development of this CAPP is a key step and facilitator. In general terms, Vanuatu citizens, being part of the
global community, and Vanuatu being an active member of the United Nations, can draw from the five
consumer roles summarized concisely by Consumer International® as:

e Critical awareness - consumers must be awakened to be more questioning about the provision of

the quality of goods and services.
e Involvement or action - consumers must assert themselves and act to ensure that they get a fair

deal.

! Consumers International (C!) is the world federation of consumer groups that, working together with its members, serves as the only independent
and authoritative global voice for consumers.




Socfal responsibility - consumers must act with social responsibility, with concern and sensitivity to
the impact of their actions on other citizens, in particular, in relation to disadvantaged groups in the
community and in relation to the econemic and social realties prevailing.

Ecological responsibility - there must be a heightened sensitivity to the impact of consumer
decisions on the physical environment, which must be developed to a harmonious way, promoting
conservation as the most critical factor in improving the real quality of life for the present and the
future.

Solidarity - the best and maost effective action is through cooperative efforts through the formation
of consumer/citizen groups who together can have the strength and influence to ensure that
adequate attention is given to the consumer interests.”

Consumers worldwide have eight basic consumer rights.? These are:

The right to satisfaction of basic needs - To have access to basic, essential goods and services:
adequate food, clothing, shelter, health care, education, public utilities, water and
sanitation.

The right to safety - To be protected against products, production processes and services that
are hazardous to health or life.

The right to be informed - To be given the facts needed to make an informed choice, and to
be protected against dishonest or misleading advertising and [abelling.

The right to choose - To be able to select from a range of products and services, offered at
competitive prices with an assurance of satisfactory quality.

The right to be heard - To have consumer interests represented in the making and execution
of government policy, and in the development of products and services.

The right to redress - To receive a fair settlement of just claims, including compensation for
misrepresentation, shoddy goods or unsatisfactory services.

The right to consumer education - To acquire knowledge and skills needed to make informed,
confident choices about goods and services, while being aware of basic consumer rights and
responsibilities and how to act on them.

The right to a healthy environment -To live and work in an environment that is non-
threatening to the well-being of present and future generations

These rights are important, and are also applicable in respect of telecommunications services.

Equally important to consumer rights, are consumer obligations, referred to as consumer responsibilities,
defined above. It is therefore critical that consumers take necessary steps to be educated, empowered and
protected, and TRR has a key role in promoting this and assisting their awareness.

Linking the knowledge and understanding of the abave, the consumers of the Telecommunications/ICT
industry also have a role to play towards their protection from fraudulent, unfair practices, high billing rates
of services, unclear terms of services, unsecured personal information, un-secured privacy, disclosure of

? Consurner International interpretation and translation of the UN Guidelines for Consumer Protection, 2003
3 hitp:/fwww.consumersinternational.org/who-we-are/consumer-rights/#.UoRdDIxS2uk




private and confidential information through expressing their dissatisfaction and complaints to their service
provider(s) and, where appropriate, to TRR for awareness and possible action.

5. ROLE OF TRR STAFF

Consumer awareness, consumer education and empowerment, and consumer protection span over almost
all sections of TRR’s structure and its projects. TRR Staff input and commitment into the implementation of
the CAPP is therefore critical. The plans and strategies outlined in this CAPP links the connection between
TRR’s technical, legal, internet governance and market and competition teams and TRR's Consumer area.

The TRR Staff must be mindful of Part 8 of the Act and various Government Policies such as the Priority
Action Agenda (PAA), Planning Long Acting Short{PLAS}, National ICT Policy, National Cyber Security Policy
and the Universal Access Policy to ensure citizens of Vanuatu are protected, educated and empowered.

Similarly, priorities listed in the CAPP mirror those outlined in the TRR 2013 and Onwards Work Plan. The
CAPP aligns consumer initiatives with appropriate priorities of the different sections within TRR; therefore,
TRR staff are expected to, and need to, play an important role in the implementation of the CAPP.

6. OBJECTIVE OF THE PLAN

This plan has been developed to be in harmony with existing TRR policies and documents to ensure
established objectives and goals are achieved and maintained. These include the relevant Government
policies and TRR regulatory guides and supporting policy documents. Where appropriate, reference is made
to regional and global policy documents such as the Millennium Development Goals {(MDG) and the UN Res.
67/195, the Framework for Action on ICT for Development in the Pacific (FAIDP). The need for linking the
CAPP to these policy documents is to ensure that TRR operates in line with national, regional and global
objectives.

7. PACIFIC REGIONAL POLICY

7.1 Framework for Action on ICT for Development in the Pacific
The Framework for Action on ICT for Development in the Pacific {FAIDP) is a guiding document initiated after
the review of the Pacific Plan Digital Strategy (PPDS]). Its inception occurred at the40™ Pacific Islands Forum
held in Cairns, Australia in 2009, in which Vanuatu also took part.*
The FAIDP consist of seven thematic areas of focus. These include:

1. Leadership, governance, coordination and partnerships

2. ICT policy, legislation and regulatory frameworks

3. ICT human capacity building

4. 1CT infrastructure and access

5. International connectivity

6. Cyber security and ICT applications

* Final Communique of the 40th Pacific Islands Forum, Cairns. PIFS{09)12




7. Financing, monitoring and evaluation

The CAPP wilf support the work of the FAIDP by planning and hosting activities and programs that will
contribute primarily to the fulfilment of Theme 3: ICT human capacity building and Theme 6: Cyber security
and ICT applications.

8. GOVERNMENT POLICY

Prime Minister Carcasses in his 2013 Independence speech listed improved ICT infrastructure and access as
necessary mechanisms through which the naticnal vision of “A Just, Educoted, Healthy and Wealthy
Vanuotu” can be achieved. The Government, through the Prime Minister’s office, the Office of the Chief
Information Officer (OGCIO) and TRR have been liaising in appropriate policy development.

There are three specific Government Policies and other relevant policies that have given mandate for the
Regulator to take a leading role on consumer activity. The key specific policies are as listed below.

8.1 National Information and Communication Technology Policy (National ICT Policy)

The ICT Policy embraces the Vanuatu government’s commitment to ensuring the best use of ICTs to achieve
the national vision of “A Just, Educated, Healthy and Wealthy Vanuatu.” TRR being the implementing
institution for government policies in the area of telecommunications and radiccommunications, values and
recognizes the ICT Policy and commits to working towards achieving all of the government’s priorities. TRR
is only one of the implementing agencies for this Policy, however. TRR will meet its responsibilities, including
the following through its CAPP:

e Priority 4 Integration of ICTs into Sectoral Policies
+ Priority 5 Building Trust (Mitigating Risks and Threats related to the ICT Development).
 Priority 7 Capacity Building®

8.2 Universal Access Policy (UAP)

The Universal Access Policy {(UAP), is intended to provide access to a wide variety of telecommunications
services 1o 98% of the population of Vanuatu by 2017; with a priority on unserved and underserved citizens.
7 Currently, coverage of voice only services is available to only around 92% of the population.

The UAP also intend to expand telecommunications services within this timeframe to all stakeholders
including primary, secondary and tertiary schools, vocational training facilities as well as early childhood
education facilities; health facilities, including hospitals, health centers and dispensaries and public.

TRR will do its best to educate and provide awareness campaigns to ensure the gap between those that
currently have and those that currently do not have, are bridged in terms of information dissemination and
service provision, and enable the citizens of Vanuatu to be informed about making appropriate choices and
decisions. Projects and programs specified in the CAPP wilf assist towards this long term goal.

*National Information and Communication Technelogy Policy
*National Information and Communication Technology Policy
7 Universal Access Paolicy Part 1.1




8.3 National Cyber Security Policy
The National Cyber Security Policy (NCSP) “sets out the Goals, Policies and Objectives for the Republic of
Vanuatu in maximizing safety and security in relation to the use of information and communication

technology (ICT).”

The NCSP identified five specific goals. The CAPP devotes special attention to Goal 4: Capacity building. Goal
4 specifically plans to ensure all citizens obtain training via the formal education system, through rural
capacity building initiatives as well as in-service training.

TRR through this CAPP will work collaboratively with government, partners and NGOs to fulfill this goal.

8.4 Priorities and Action Agenda 2006—2015: 2012 Update

The 2012 update of The Priorities and Action Agenda 2006-2015 (PAA update) listed under priority seven, a
specific strategy for the expansion of communication services with the use of ICTs.

Strategy 7.1.11: Extend communications services to remote areas by using innovative technology
options. {ICTF

TRR through the CAPP adopts Strategy 7.1.11 and will work towards the realization of this important
Government priority.

9. TRR WORKPLAN

9,1 2012 TRR Communications Plan
The CAPP partly draws from the seven goals stated in the Communications Plan. The primary focus of the
2012 Communications Plan was devoted to:

s Consumers understanding that they have a choice of communications services and communications

providers;

¢ Sustainable Competition of supply in services;

¢ High take up and innovative use of internet through consumers understanding of the benefits of the
use Telecommunications Services;

e Communities working with TRR and Licensees to achieve service where there is today none;

s Consurner’s always contacting TRR if they have issues which their supplier has not solved;

o All users of Radioccommunications Devices are Licensed;

e Government of the day understanding and supporting the latest development in
Telecommunications sector and the role of TRR.

The CAPP will work in line with the objectives and actions listed in the plan. Where appropriate programs
will be delivered as proposed in the Communications Plan. Where it is appropriate, programs and projects
will be adjusted as required and implemented.

The Communications Plan referred to is being revised. Goals listed currently are, nevertheless relevant so
are referred to ensure these are achieved.

# National Cyber Security Policy, 2013 Section 1.1
* Priorities and Actfon Agenda 2006—2015 : 2012 Update




9.2 TRR 2013 and onwards Work Plan

The TRR 2013 and onwards Work Plan (TRR Work Plan) sets out five priority themes. These priority themes
derive, substantially, from internal, national and regional policy documents. It is therefore the main
document the CAPP draws from as it seeks to align consumer issues to TRR's objectives and goals, {o assist
TRR achievement of the objectives of the Act.

The priority themes are also linked to the other priority themes under different line areas such as Universal
Access, the Quality of Services and other like documents listed in the TRR Work Plan.

The 2014 TRR Work Plan will continue and strengthen this theme.

10. CONTEXT OF THE PLAN

The CAPP has been developed within the context of the regional and government policies mentioned above.
It is also structured within the context of the Telecommunications and Radiocommunications Act and TRR's
Vision and Mission Statement. Consumer awareness and protection are part and parcel of the above-
mentioned legislation and relevant government policies, and the CAPP attempts to link these policies and
TRR objectives. The TRR Work Plan, having incorporated relevant contents of the above, is the main guiding
document to which the CAPP refers to.

This CAPP identifies and organizes the following Consumer Related Issues by developing a strategy for
Consumer Awareness:
¢ Lists priority areas established in the TRR's 2013 and onwards work plan
Identifies areas of consumer concern and identify by Awareness and Protection
Identifies relevant Compliance Documents
ldentifies relevant Policy Documents
Identifies partner organizations
[dentifies relevant stakeholders
e Identifies relevant funds and resources to implement the CAPP

11. WIDER DEVELOPMENTS

In 2008, the telecommunication sector was liberalized from the monopoly era established since t pre
independence. Licenses were issued to competing telecommunications providers. An | influx in the use of a
variety of ICT devices, tools and equipment followed, indicative of a liberalized market that is participative
and competitive.

This has associated impacts and the CAPP is developed o ensure the positive impacts are maximized for
socio-economic growth, and subsequently minimizing the negative influences. The CAPP intends to do so by
projecting activities and programs in line with TRR priorities.

TRR racently established formal working relationships with schools, churches, community groups and
statutory bodies through the Consumer Advisory Group, as well as the business sector through the Business
Advisory Group. These groups partner TRR's consumer work and assist TRR to disseminate appropriate
information, advance the growth of the telecommunications market and promote safe and appropriate use
of telecommunications services for consumers.




12. TRR'S CONSUMER RELATED PRIORITIES

Listed below are priorities set out in the TRR Work Plan. Prioritizing priorities denoted three layers of
priorities as shown below. These priorities regardless of the status whether initiatives or programs are
identified under Consumer Awareness and Consumer Protection as shown below:

. Pr’omOte'Cb:nsLIm_erA\ayarenéss D . TRRConsumerGwdehnesforTerms&-'
o ' ' T _:Cond:tlons ofSerwce Lo e

e ftd?iéﬁﬁié_:Ediféat’ibn"" S i "'i'f_:’C'_‘;ns:u'merr Cogg of Practice

e ‘Basic capacity building for ¢ consumer - e .-.'-Vaﬁda'tu Online Child Pl_'b_te'(:tiq_h'}"'r('_')g'ra_i‘r’\"
. ommunltychamplons ' s ' S el T

Upgrade TRRSWEbSI’EE and, particula
“ towards e: efﬁuency

. __TRR support for the Government connectlng
_School Connectlng a Commumty Pohcy

4 CETLD M négemént- and Administration -

r Guidelines o AR - RadlatlonGwdelmes _

RadlatlonMeasurements " : ;Radlatlon NI asurements

s | E:waste Managerent Guide . -

- Erwaste Méﬂéfg?mént Guide

10




1T

Adljod AJnaas 13940

Adljod 55200y [BSIBAIUN
Adajod 1D [euoneN

. Juawndog Adljod-

23nde14 AlolenSay 10u191u|

SaUI[9PIND BUISIIIAPY

sampPRlqo

373 IN ‘UolzelusWI|dw| e
juswdojaasg wesSoud Suluies] e

‘ SaUl|=2pINg UOoI3l0ld J2unsuc Slaulied
6007 1V dd1 IIPPIND UokI9jald 9 wswdojRaa( [EBIEN BIPIN e
wswdoppasg Ue|d 340/ SPIBMUQ 7 £T0T YY1 ovd B DYD WawdoaAaq [eHaIE WULd
104 121 S6T/L9 UonNjosay NN ¥OL 5VE 8 DYD HulL €T0T Hels Juswdojasp 430 e
uswnog Adljod . . juBwndoq ueldwo) | o . 9dudipny adie] | Toeeq

Adljog Alunaas 1sgA)

AD1|0d 55229V [BSIAAIUN
Adijod 101 jeuonen
6007 10V YY1 * soan

9113eld A01EINSRY 18LU31Y|
Sau|[apIND BulSILBADY

$3UI3PING UDIID310.d JBLINSUOY)

SaAAlgo .

33 W ‘uoleluswdill e
SUo1EYSIA dNoJE Ajunuwwo]) e
OUBIYUOD 03PIA  »

20UASAU BIPIN *

wawdojanag ove 8 OVD s1uaA3 g susledwe) e
404 121 S6T/L9 UoIN|OsaY NN UB|d HIOM SPIEMUQD R ETOT HYL Hyl £10T €D MelS WIWAo|an2p ddvD »
uawndog Asljod - juswndog Boueldwo) .. @sudipny J9die} . - .9leq-

.s2A1R8lq0

"U011391044 40 salioud dog aA0gR PIYSs|| BJB SSIUIIEMY JapUN SN0 dOl B19YMm ‘UONIBI0IH JAUWINSUOD pUB SSaualemy
Jawnsuo) Aq S| SULLIOS JO 19A3] IX3U BYL ‘7T UO01393S Ul 3Aoqe Pais]| Ajuo ase seioud moT ‘sanloud ajppiu Ag pamojjoy ‘anoge paist senuond dol yum ‘Suiznuoud
40 [2A3] 3y3 Ag Ajuewid papos st Sunisi| J0 J3pJ0 BYL "PRISI| SE J3PLO Y] Ul 10U UBAaMOY ‘FTOT WoU palusws|dwl ag [|IM MO palIuap saiuoud Yy ayl

HONVITdIWOD % SAIDALVILS €1



[4}

Adyjod 101 |euonen

6007 PV HuL

juawdojanaq
1o} 171 S6T/L9 uonN|osay NN

waweaJdy asuaar sioleladp

22110814 Alo1e|nSaYy 18uda)y|
S3UIRPINGD BU(SILBAPY

S3UI|aPIN D UO1ID3101d JaWNSUOD)

19pjoyaels g SI1suled

5dsl/@9asuaan

SUSZI3) 1 SIAWNSUOD

IR ‘uonejuawizidw| e
uonedygnd e

UoIIBYNSUOD e

sau[apIng uonnadwo)

2010e4d Alole|nSay 18Ul

SURZIYY) SI3WNSU0))

ovE '3 OVD
ue|d YoM SpIEMU juswdo|eas( 2311081d JO BpOD) .
{€00T) uonaal0Id Id H1OM 5P O £10C Hdl £T0Z €0
JBWNSUO)) 404 SAUPPING NN HOL OVE R O YL % JUSWUIIA0L uels yoieasay e
L juswindog Adljod ~{uawnoog dueldwo). - @jualpny 198ey | saieq !

.1 sanalgo.

IR ‘uoneiusws|dw] e

uonealgnd e

31104 ALINI3S J2QA)

A21j04 $S200y |BSIIAIUN

Adijod 11 |euoneN
6007 10V Yyl

wawdojsaaq
0} 101 S6T/L9 uonnosay NN

eI Aloje|n8ay 18uisalu|

SaUBPING SUISIIBARY
SaU3pPINg Uo231d.dd JSWNsUo)
Uejd 3MOM SPIEMUQ B #TOT YY1

401 9vE 3 OYD

sisulled
5vd B OVD
L

6007 PV YY1 SAUIIPIND SUISIIAPY s10)esad0 uoneynsuey) e
SAUI[aPIND U011331014 12WNSUO Wwawdojanaq saulEpING e
(£00¢) uonP2104g [[PpIND) LON39104d D bvyd B OvO £T07 €D
J3WNSuUCy) 10j SaUBPING NN ue|d SMOM SPIeMUQ 18 ETOZ NY1 UIWUIDA0D Hels joieasay e
. wwnoqAdljod - . juswindog soueldwio) i . aausipnyjeSiel | sareq ||

eT0T Hels

mw>=um3.o_

sulules e
S2IJIAIIOR SSaURIeMmE

BIA UD[IEIHIUSPI SucidwieyD) e
oV

elA uoneayiuapl suoidweyy e




ET

aoaeld Alole|n3ay 1aula1uy|

SaUI|3PIND SuISIMAAPY

SdS1/2asuson

Adijod dVN SBUIIIPIND UO0|1I3104d JBWNSUOD
Adljog 10| |euonen HOL DY R DY) SURZIYD 13 SJBWINSU0) - voddns Jawnsuol
6007 ‘Y HYL UR|d SIOM SPIEMUQ 18 STOT HYL JUSLULIAQG) uels a1endosdde JO UOISIACL]
T Rslimoa Ao T usWns0g S3ueiduio)

Jusipny 193e]

Adljod Alajes JaqAD uolleonpl

Aoy Ayunoag 1agA) [euonen
Aded 131 |euonen
600 19V Yy L pue sOan

wawdofanag
10} 101 S6T/£9 uonn|ossy NN

S00T AON JUSWHWWO] siun|

anaeid Aojenday 1aulalu)

S13p|OYaEIS g SJaulRd

SdS1/29suad0

SUaZJ}ID 1Y SIAWINSUO)D)

sa1eq

- sanpslqo

IR ‘uonleuaw|dw| e
uonedlgnd e
UOIIE}NSUDD)

wawdopAag doD e

€00Z 224 ¥I0Z TO
sa|diouid Jo uoleIRD(] BASUID UB|d Y40 SPIBMUQ R €TOZ HYl WSWUIBA0D el yoieassy e
“juswnoq Adijod: E.mE.:uon_,,uucm.__nEou,... e muc.w._u_...q..uwmhw 1. sajed;.

. SeAIP3MG0

Adtjogd Aynoas Jaghy

Adl1|0d $$239Y |BSI3AIUN




r1

Maijod
JUWAZeURIA UORWAOUT HY L

slauped $3asuaon

Adjod dvn SSUI[2PIND UO3I9104d J2WNSUOT) SdSl/20suaa0 diyssauped e
Adljod 17| [euoney HOL BYE 8 OV SUBZIND 1Y SIBWINSUOD 102 20 s|en} pue Juswadesduy e
6007 "DV UYL uejd JI0AA SpIeMUD TR CTOZ HYL JUBLIUISA0D) uels wauwidojanag Aajeais e

- wewnoghojod | auswndog gueydwio) oudlpny 3oBiel | seeq

saARRIq0

SIUBUD]UIEW 2SO e

AUIUQ BAIT '3 UOIRISIN  *

uol1eYNSUGY) 1§ USISoPaY [BNDY .

93112614 Alolen3ay 18ulaiu)

SaUI3PING BuISILIAAPY

_-dJuslpny 1a5)eL

s1ap|oyelS 1§ Slaulied

Anjod dvn a3eld Aoje[nsay 1sulalu| slawnsuo) WSWUSBIY Ue|d HIOM

Ajogd 1O jeuonen S3U||SPING U0i1331044 J2WNSU0D JUIWILIDACD uo103|as Jadojpnag .

600T ‘1V YY1 Ue|d YIOM SP4eMUQ 1B ETOT YL WeaL vyl €10 €0 WwawdoPasq xuley e
*3uswnlog-Adod - Juawinaoq adueljdwo).

- -5aleq

SaAIIIRIG0

< IR ‘uonteluawadw] e

Sds|/aasuadl
Adanjod dvn S3UIIPINGD UOIPIDI0I JBWINSUOD asl/ 1 uonRedqng e
Adljod 10 [euonen SUIZIYD P SIAWNSUOD SISAjRUY e
| I 401 9v4d B DvD 3 €102 20
600T ‘1Y Yl ue|d YoM SpPIeMuUQ 8 £T0Z YWYl JUBILIBAOD) uels Hpne auj|3piND SO0 »
_uswnzog Aijod - e o luawInoog dduerduio): - 53A19190

.- Souslpny ja3se] -

- sajeq




ST

Ad1j0d $5920Y |esaaAun
Aoljod 101 [euonen

600T ‘19v Yyl
Juawdojanag

40} 121 G6T/£9 uonn|osay NN

{€007) uonoajoud
JUWINSUOT 404 SAUI2PIND NN

SaUI[2PIND UOID0LJ JSWINSUOD

Ue|d YO SpJemuUD PUe £TOZ YY1

Wweaj Hel

£T0¢

voddns Jawnsuc)

p1edoadde Jo uoisinodd e

Aanjed Aunoas Jaghy

Anjod dvn
Aoljod 101 [evonenN

. “juswnogAdjod |

2wy Is5uUIINT sJ0rea2d

sauljaping uonaduio)

Ield Aloieinday 1Bulaluj

1usWN30q 3ueljdwo)

.. 9ou3pny 1ade]

S19p|OYINEIS |} SIaulied

5ds|/@asua01]
SUSZIYD | SI9WNSUOD)

~-SaARAIqO -

(1e33ip g Juld) uoleUNLDSSIq @

uoneafigng e

JUSWUISACD
600T PV HYL $3Ui[ApIND SUISILSAPY UOIIE]INSUC] »
ove 8 DY)
SaUI|2PRIND U0i]123]0.4d JoWnsuo, uoe _QEO -
(€00Z) uonas104d I|9PIN5) UOIR210.44 D €107 €O I 20V
43WNSUOJ 104 SaUlRRIND NN UBld YO SPIEMUQ 8 £TOT HYL HdL uels Yaeasay e
uawndog Adijod . 1 uawinzoq 3dueduio) sdusipnyledlel | . sdleq

Adijod Alunaas 1agA)

MIeld Aojensay 1pulay|

saulapIng SuISILIDARY

SIap|oyayelS 1 SIaulied

- saAiqo

uoneuaWldwW| e

uliwelzold aAneloqe|o) e

uol3eNSUO) e




9T

{£0072) uonalolg
J3WINSu0Y) JO§ S3UIRPIND NN

SaUIfEPIND UOIPBI0L 4 JBWINSUOD

ue|d JJOM SPIBMUQ PUE STOZ HYL

SUSZIHD @ SIBWNSUOD)

JUSWIUIRAO0D)

€10¢

MDIIADY 3seqele( sie|dwo) e

M3IATY BulpueH sjue|dwor e

L uRMIN20g.AdNod.

6007 PV Y4l

wawdojaaaq
10J 101 §6T/29 uonn|osay NN

Wawadeuepy

{@1.22) utewoq (aaa7 dol apod
AJunod na* 8yl o sjuawasuely
2NNy U0 Jaded uoneynsuo)
20130814 Aloje|nSaYy 1oulaly|

SAUIPPIN D UOIID3101d J3WNSU0)

UEB|d YOM SPIEMUQ B ETOT HYL

;> 9auBIpNy 3381e |

weaj ydl

S93eq.

ET0¢

~$9AIRIqO:

poddns 1awnsuon

ajendoidde Jo UOISIACI] »

Ailjod dvn
Adjod 1D] [euonen

600T PV HHl

(€002) uoie10Id
Jawnsuo) Jey sauleping NN

- _E_wE:uon___E_._om ,

~ juswnsoq-aueljdwo):

a1oeld Alole|n3ay 1awisiu|
 sauapPING SUISIBAPY

$3UIPING) UOI1IR10Md JBWNSUOD)

UB|d JIOM SPIBMUQ PUB ETOZ YY1

“S3usipny 195ieL

S3]EIS JIQUIDW pue
siauped |euoIlRUIDIv|

SI9p|oYNelS 1§ SieuLEd
SIOUSIA

sdsl/aasuadn

SU3Z{31D) 7 SIIWNSUOY)

UBWILLIAACD)

-.sa)eq .

€102 ¥O vels

- senYdRlgo -

uoddns Jawnsuod

2leudoidde Jo uoisIngld e

- judawindoq Adijo

Juawnoog sduendwoy

ajuaipny Jadiey -

‘-sa3e(}

©.. 'SaANIRIqO




L1

aA1302[go prom N1

Adljod LDI [euonieN

siap[oyayels g sisuned

s|elaiew
%3 UOI1BLWIOUI UCIIBUIIBSSI]
sAanins 1onpuod e

SI9WNSUOD Bullsia 28eSuy e

Adljod Ajunoas Jagad

Adjog D) jeuonen
600T 19V Yyl

(£007) vod310.4
Jawnsuoy Jo) sawRpIND NN

UB|d JOM SpieMmUQ 18 €TOT YY1

Slap|oyayels ¥y siaulied
sdS1/@asuad

SUZIUY B SIBWENSUO)D)

HdL

¥10Z TO

JUSWUIZA0D Ajlenuue
6007 1V HYL weal "yl Suio3ugQ Hoddns yyJ ssiuedin s
" -udwndog-Adjod: ,EuE.:.u_o.n_.m.u_...w_._QEou, - '9audIpny 193ie ] s31eq ~SaAIPRIqO

uModdns aswinsuoa

sleldosdde Jo uoisincig e

A2110d 151 [eUoHEN
6007 10V ¥l

wawdopraq
10§ [ D] S6T/L9 uonN|osay NN

uswinaoq Aiod:

- - Juawnaoq - ueldwo)

aonaeld Alole|nsay 1aulalul

SAUI3PIND BUISILBAPY

uaipny1adiel

slap|oyaels g siauneq
SIOMSIA

5dsl/8asua01

ST - -senRlqo

duioday g sisAjeuy

aseqeleq uleuien

3ulpuey suiedwion uayiduans

M3IARY saInpado.g Sulpuey




a1

Adjod dvn

|eacadde uielly

Zuuueld Aie1adpng e

Adljod 1D] [euoneN SI3pP|0YEIS B Staulied suoipafosd uelg YIop e
JUBUWIUIACE) Ajfenuue

6007 10V YY1 wea] ¥yl gu08up IR

L uawINIog Adljod Auswnoog sueldwoy | aduaIpny 1ediey ¢ sajeq. LELTEREIGTo




14.

SUPPORT

The key project areas of primary engagement for Consumer Affairs are:

Consumer awareness
Consumer education
Consumer protection
Consumer empowerment
Consumer complaints redress

Support is offered as an important engagement to TRR’s consumer related priorities established in the TRR
2013 and Onwards Work Plan. The support rendered may be accompanied as value in time, expertise and
technical resources as well as monetary implications.

15.

PROJECT IMPLEMENTATION

The CAPP requires the support and commitment of all TRR staff and stakeholders.

16.

PROJECT MONITORING GUIDE

TRR will actively monitor the plan by:

17.

monitoring projects, programs and activities established through this plan on a regular basis
proactively working with BAG & CAG on a quarterly basis

proactively working with relevant sections of TRR to achieve their priority goals

updating this plan annually.

CONCLUSION

Activities and programs specified in the CAPP are deemed priority according to TRR’s 2013/2014 and
Onwards Work Plan, TRR working tools such as the Consumer Protection Guidelines, the Advertising
Guidelines, the internet Regulatory Practice, the Competition Guidelines, the National ICT Policy, the

Framework for Action in ICT for Development in the Pacific and relevant national and global policies. TRR
through the CAPP will work towards achieving its goals. The CAPP will be annually reviewed and updated as
required.
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