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Outline 

• Regulatory evolution:  
– from supply-side to consumer empowerment  

– 2009 regulatory framework (and beyond) 

 

• Enabling informed consumers’ choice: 
– Information and transparency 

– Guides and tools 

 

• Enabling switching of providers: 
– Number portability 

– Contract duration 

 

• Quality of Service: measuring and monitoring 
– Internet speeds 
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• Liberalisation 

• Market entry 

• Access to networks 

• Interconnection 

• Price control 

– retail tariff rebalancing 

– wholesale  

• Universal service 

Supply side 

Consumer 

demand side 

Create 

competition 

Empowerment 

Regulatory evolution 
From supply side to consumer empowerment 
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Liberalisation of telecom markets: 2003-2012 

EU 15 – 1998 

 BG, HR, RO – 2003  

AL – 2007 

ME – 2004 

 MK – 2005 

TR – 2009 

BA – 2006 

XK – 2008 

RS – 2012 

Commission  

Directive 96/19/EC 

 SI – 2001 
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Implementation of competitive safeguards 

✔-  available ✘- not  available 

HR  MK  ME  RS  TR  AL  BA  XK  

CS/CPS ✔ ✔ ✔ ✘ ✔ ✔ ✔ ✘ 

Fixed NP ✔ ✔ ✔ ✔ ✔ ✔ ✔ ✘ 

Mobile NP ✔ ✔ ✔ ✔ ✔ ✔ ✔ ✘ 

Fixed RIO  ✔ ✔ ✔ ✔ ✔ ✔ ✔ ✔ 

RUO  ✔ ✔ ✔ ✔ ✔ ✔ ✔ ✘ 

Wholesale broadband access  ✔ ✔ ✔ ✔ ✔ ✔ ✘ ✘ 

Wholesale line rental ✔ ✔ ✔ ✘ ✔ ✘ ✘ ✘ 

Mobile RIO  ✔ ✔ ✔ ✔ ✔ ✔ ✔ ✘ 

National roaming  ✔ ✔ ✔ ✔ ✘ ✔ ✔ ✘ 

MVNO/SP access  ✘ ✔ ✔ ✘ ✔ ✘ ✘ ✔ 
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Tariff rebalancing: international calls 
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...International call prices went down... 
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Tariff rebalancing: fixed line rental 

Residential fixed line monthly rentals by incumbent, in EUR 
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Competition: fixed telephony  

Average incumbents’ traffic-based market shares in the SEE-8 countries, 2009-2013  
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Competition: fixed broadband  
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Competition: mobile telephony  
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Mobile telephony: retail tariffs 
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EU regulatory framework 

• Information and transparency for end users 
– contract terms and conditions 

– any conditions limiting use of services, applications, terminal equipment 

– tariff information 

– minimum QoS offered 

– guides and tools 

 

• Facilitating switching of suppliers  
– number portability 

– limits to maximum commitment periods 

 

• Possibility for NRAs to set minimum QoS 

• Efficient procedures for consumer disputes 

• Rights of users with disabilities 

 

  

 

 

 

 

 

 

 

2009 Citizens’ rights directive 
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Alignment with the EU regulatory framework 

• 2009 framework (including Citizens’ Rights Directive) 

• Croatia – July 2011 

• Albania, Kosovo* – October 2012  

• Montenegro – August 2013 

• Macedonia – February 2014  

 

• 2003 framework 

• Effective in Turkey (2008) and Serbia (2010) 

 

• 1998 framework 

• Bosnia & Herzegovina 
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Role of the regulator 

http://www.google.hr/url?sa=i&rct=j&q=empowerment&source=images&cd=&docid=-p362JaOCDaf_M&tbnid=_YUrGYg-xVWa9M:&ved=&url=http://bradsvrluga.com/2012/09/05/routehappy/&ei=4yICUsqDNoGo4ASZ5oGADA&bvm=bv.50310824,d.bGE&psig=AFQjCNFVRK05c_OkPHWUBahvhNA73dzdXw&ust=1375958116338781
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• Ensuring that users, including disabled users, elderly users, and users 

with special social needs derive maximum benefit in terms of 

choice, price, and quality 

• Ensuring a high level of protection for consumers in their dealings 

with suppliers, in particular by ensuring the availability of simple and 

inexpensive dispute resolution procedures carried out by a body 

that is independent of the parties involved 

• Promoting the provision of clear information, in particular requiring 

transparency of tariffs and conditions for using publicly available 

electronic communications services 

• Promoting the ability of end-users to access and distribute 

information or run applications and services of their choice 

Article 8, Framework Directive (2002/21/EC)  

Role of the regulator 
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Information? 

Offering choice 

Enabling choice 

Supply side 

Consumer 

demand side 

Create 

competition 

Empowerment 

 Switching? 

Enabling consumer choice 
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Information and transparency 
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• NRAs shall be able to oblige providers of public electronic 

networks/services to “publish transparent, comparable, adequate 

and up-to-date information on applicable prices and tariffs, on any 

charges due on termination of a contract and on standard terms 

and conditions in respect of access to, and use of, services provided 

... in a clear, comprehensive and easily accessible form” 

 

•  NRAs may specify additional requirements regarding the form in 

which such information is to be published 

 

Article 21, Universal Service Directive (2002/22/EC)  

Information and transparency 
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Information 

ITCA / Consumer Portal / Frequently Asked Questions 

Frequently asked questions 

https://tuketici.btk.gov.tr/
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Information 

HAKOM / Consumer Portal / Frequently Asked Questions 

• General questions 

• Subscriber contracts, general terms and conditions, price lists, PRS 

• Itemised billing, expenditure control, subscriber directory 

• Complaints related to the bill, quality of service, breaches of 

subscription contract  

• Number portability and changing service provider 

Frequently asked questions 
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Transparency 

Approval and publications of standard contract terms 

Standard contract terms 
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Guides and tools 

http://www.google.hr/url?sa=i&rct=j&q=best value for money comparison&source=images&cd=&cad=rja&docid=xzsVtt1Hm2SVrM&tbnid=JdPjL1VyfwjthM:&ved=&url=http://www.sumsolutions.com/2013/08/06/how-to-match-your-prices-to-your-clients-perception/&ei=PywCUuSpKeWo4ASJwYCoAw&psig=AFQjCNHQGXyAUhEs0Nk1rgVqyaSgIZl92g&ust=1375960512174303
http://www.google.hr/url?sa=i&rct=j&q=compare&source=images&cd=&cad=rja&docid=tWvFVM5heQTGWM&tbnid=Sq4Zp78RIPrN4M:&ved=&url=http://dict.space.4goo.net/dict?q%3Dstandardize&ei=8ywCUqO9E8_54QShiIHYBA&psig=AFQjCNHjsF0TW7YJSdmtJKeKQbi7_72K6w&ust=1375960691759848
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• NRAs shall encourage the provision of comparable information 

to enable end-users, and consumers to make an independent 

evaluation of the cost of alternative usage patterns, for instance by 

means of interactive guides or similar techniques. 

 

• Where such facilities are not available on the market free of charge 

or at a reasonable price, NRAs should be able to make such guides 

or techniques available themselves or through third party 

procurement.  

 

Article 21, Universal Service Directive (2002/22/EC)  

Guides and tools 
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Guides and tools 
Standardised price lists 
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Guides and tools 
Tariff calculator 
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Guides and tools 
Tariff calculator 
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Guides and tools 
Tariff calculator 



© Cullen International SA 2015 

Switching 
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• NRAs shall ensure that pricing between operators and/or service 

providers related to the provision of number portability is cost-

oriented, and that direct charges to subscribers, if any, do not act 

as a disincentive for subscribers against changing service provider. 

• NRAs shall not impose retail tariffs for the porting of numbers in a 

manner that would distort competition, such as by setting specific or 

common retail tariffs. 

Article 30, Universal Service Directive (2002/22/EC)  

 

• When ensuring that pricing for interconnection related to the provision 

of number portability is cost-oriented, national regulatory authorities 

may also take account of prices available in comparable markets. 

Recital 42, Universal Service Directive (2002/22/EC)  

 

 

Number portability: porting fees  
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Number portability: implementation  

FNP introduction  MNP introduction Inter-operator fee 

HR July 2005 October 2006 €6.80 

MK September 2008 September 2008 €3.23 

ME December 2011 December 2011 - 

RS April 2014 July 2011 €9.80 

TR September 2009 November 2008 €0.90 

AL September 2012 May 2011 €4.28  

BA September 2011 January 2013 €10.26  
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• Porting of numbers and their subsequent activation shall be carried out 

within the shortest possible time. In any case, subscribers who have 

concluded an agreement to port a number to a new undertaking shall 

have that number activated within one working day. 

• Competent national authorities may establish the global process of 

porting of numbers, taking into account national provisions on 

contracts, technical feasibility and the need to maintain continuity of 

service to the subscriber. In any event, loss of service during the 

process of porting shall not exceed one working day. 

• Appropriate sanctions on undertakings should be provided for, 

including an obligation to compensate subscribers in case of delay in 

porting or abuse of porting by them or on their behalf. 

Article 30, Universal Service Directive (2002/22/EC) 

 

 

 

 

 

 

  

Number portability: process duration  
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Number portability: process duration 
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• Member States shall ensure that contracts concluded between 

consumers and undertakings providing electronic communications 

services do not mandate an initial commitment period that exceeds  

24 months 

• Member States shall also ensure that undertakings offer users the 

possibility to subscribe to a contract with a maximum duration of  

12 months 

• Without prejudice to any minimum contractual period, Member States 

shall ensure that conditions and procedures for contract termination do 

not act as a disincentive against changing service provider 

Article 30, Universal Service Directive (2002/22/EC)  

Subscriber contracts: commitment period 
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Subscriber contracts 

Maximum initial 

commitment 

Notice period for subscriber 

to terminate contract 

HR 24 months Any time 

MK 24 months 15 days 

ME 24 months Any time 

RS 24 months 1 month 

TR Not regulated 1 month 

AL 24 months 30 days 

BA 24 months 30 days 

XK 24 months 1 month 

Initial commitment and notice period  
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Quality of Service 

http://www.google.hr/url?sa=i&rct=j&q=knut+i+pryanik&source=images&cd=&cad=rja&docid=Arbp-EI4yFxgKM&tbnid=9nvK5h2gp2mHVM:&ved=0CAUQjRw&url=http://srclick.ru/web_version.php?Action%3DShowArchiveMessage%26q%3D000ex40000000075C01d740d5a&ei=D-0DUoWCEMXJ4AT4pIDgAw&bvm=bv.50500085,d.bGE&psig=AFQjCNEJ5hNLq71n8xtpA6icQ7f5FtRtNQ&ust=1376075375893281
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• NRAs should be able to require undertakings that provide publicly 

available electronic communications networks and/or services to 

publish comparable, adequate and up-to-date information for end-

users on the quality of their services and on measures taken to 

ensure equivalence in access for disabled end-users.  

• That information shall, on request, be supplied to the NRA in advance 

of its publication. 

• NRAs may specify the quality of service parameters to be measured 

and the content, form and manner of the information to be published, 

including possible quality certification mechanisms, in order to ensure 

that end-users, including disabled end-users, have access to 

comprehensive, comparable, reliable and user-friendly information 

 

Article 22, Universal Service Directive (2002/22/EC)  

 

Quality of Service: NRA powers 
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1. “Command and Control” 
- Parameters & measurement criteria 

- Targets 

- Collection – Validation - Reporting 

- Compliance control – Enforcement and sanctioning 

  

2. “Transparency” 
- Operators set own targets 

- Publicise results  

- Regulator may control information provided to consumers & take 

action 

  

3. “Consumer empowerment - QoE” 
- Tools to compare offers 

- Speed testing tools 

- Coverage maps 

- Enabling “feedback” 

 

Quality of Service: tools and approaches 
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Quality of Service: fixed voice 

Publication 

QoS 

indicators 

Audit of  

published  

indicators 

QoS targets 

set? 

Penalties if 

targets not 

met? 

AL, XK ✔ ✘ ✘ ✘ 

BA ✔ ✔ ✘ ✘ 

HR,ME ✔ ✔ ✔ (USO only) ✘ 

MK, RS, TR ✔ ✔ ✔  ✔ 
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Quality of Service: fixed broadband 

Publication 

QoS 

indicators 

Audit of  

published  

indicators 

QoS targets 

set? 

Penalties if 

targets not 

met? 

XK ✘ ✘ ✘ ✘ 

AL ✔ ✘ ✘ ✘ 

BA ✔ ✔ ✘ ✘ 

HR,ME ✔ ✔ ✔ (USO only) ✘ 

MK, RS, TR ✔ ✔ ✔  ✔ 
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Quality of Service: mobile voice 

Publication 

QoS 

indicators 

Audit of  

published  

indicators 

QoS 

targets 

set? 

Penalties if 

targets not 

met? 

AL, XK ✔ ✘ ✘ ✘ 

HR,ME ✔ ✔ ✘ ✘ 

MK, RS, TR, BA ✔ ✔ ✔  ✔ 
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Quality of Service: mobile broadband 

Publication 

QoS 

indicators 

Audit of  

published  

indicators 

QoS 

targets 

set? 

Penalties if 

targets not 

met? 

XK ✘ ✘ ✘ ✘ 

AL ✔ ✘ ✘ ✘ 

HR, ME, RS, BA ✔ ✔ ✘ ✘ 

MK, TR  ✔ ✔ ✔  ✔ 
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Quality of Service: consumer empowerment 
Tools to measure data speed and usage 

Data usage 
calculator  

https://tuketici.btk.gov.tr/
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