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• Radio Communication Act B.E. 2498 (1955)

• The Telecom Industry Act B.E. 2544 (2001)

• Act on Organization to Assign Radio Frequency and to 
Regulate the Broadcasting and Telecommunications Services 
B.E. 2553 (2010)

• NBTC Regulation regarding Dispute Resolution between 
Telecommunication Operators and Complainants B.E. 2555 
(2012) and B.E. 2560 (2017)

• NBTC Notification on the Complaint Process and 
Consideration to the Complaint of Telecommunications 
Services B.E. 2559 (2016)
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Complaints Statistics Year 2019 (As of 1/8/19)

5







Free Calls for Fixed Lines 
On The Same Network



Channels For Lodging Complaints To The Office Of NBTC

FAX 0 2279 0251

Website http://tcp.nbtc.go.th

Email: tcp.service@nbtc.go.th

By Letter
-Office Of The National Broadcasting and Telecommunications 
Commission 

-Address 87 Phaholyothin 8 (Soi
Sailom), Samsennai, Phayathai, Bangkok 10400 

-Telecommunications Consumer Pretecton Bureau, Office of 
NBTC 
Address 404 Phaholyothin Center Building, 2nd

Floor, Phaholyothin Road, Samsennai, Phayathai, Bangkok 10400 



1. Given name, last name and address of the complainant, 
together with a copy of identification card or certificate 
of a juristic person 

2. Facts to which the complaint relates
3. Justifiable request for the telecom service provider or 

licensee’s action
4. Information on a preliminary contact with the telecom 

service provider or licensee (if any)
5. Documentary evidence related to the complaint (if any)

Under Clause 8 of NBTC Regulation regarding The Complaint Process and 
Consideration to The Complaint of Telecommunications Services B.E. 2559 
(Y2016) The complaint shall be containing the following particulars



NBTC Review The Complaint

The Complaint is not upheld 

• Notify the complainant within 7 days . The complainant have to complete required 
document within 15 days 

• If the complainant does no t complete required document , The NBTC will return the 
Complaint back to the complainant

The Complaint is upheld

• Notify the service provider within 3 days. The Service provider need to examination 
of the lodged complaint and shall complete the resolution within 7 days (The 
deadline may be extended another 7 days if the service provider required)

• The NBTC verification of the license of the base station

• Regional offices of the NBTC to actual survey area



Lodging the 
Complaint

NBTC Verify 
Complainant
Documents Making Complaint to the 

Service Provider 
(within 3 working days)

The Office of the NBTC asks 
both parties if they want to 
proceeded to the mediation 

process

Operators Verify Documents 
and Report back to NBTC 

(7 days)

NBTC send a result of complaint 
solution to the Consumer

NBTC Prepare a 
summary of the facts

Complainant

National Telecommunications 
Commission of NBTC make a 

Final Decision
Case Closed

Satisfied

Not Satisfied 
non-resolved

Resolved

Both Parties agree to 
the mediation process



• Mediation Or Conciliation is a Alternative Dispute 
Resolution (ADR) for  win-win solution

• Mediation process can begin only if both parties agree, and 
will be conducted by neutral qualified mediators

• When the dispute is settled in this sense, neither party 
need not litigate the dispute in the court or executed by 
NBTC commisioners. 



The Office of The NBTC Receives The 
Complaint

The Office of the NBTC ask both parties if they want 
to proceed to the mediation process  

The Office of NBTC  appoints a mediator who is in 
the register-list of Mediators

The mediation session starts within 7 days 

Conciliation agreement

Mediation process ends and regards as end of the 
complaint

The Office of the NBTC 
will proceed the complaint 
to the normal complaint 

procedures under the 
guidelines of the NTC 

regarding complaint handing 
and review

End Of Mediation Process

Mediation Process shall be taken within 
30 days and the process can be 

extended by the 15 days for a maximum 
of 2 times

Any of the dispute parties 
disagree
to proceed to the mediation 
process

Both dispute parties agree to proceed to the mediation process

The dispute is not settled

The dispute is settled



During the Mediation



Website     http://tcp.nbtc.go.th

Email         tcp.service@nbtc.go.th


