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SUMMARY

- ThlS Commumcatxon is the first monrtormg report on universal service in the .
- telecommunications . sector and comc:des with the launch of full
" telecommunications liberalisation across the European Union. [t follows on

from the first systematic survey of telecnmmumcatxons service-indicators in

. the European Union which was published’in March 1996 and responds o the
call of the European Parliament for the Ccrmmlssxon to report on a regularﬁ;;mr‘

basis on universal service in the European Uni The 1996 Comniunication -
surveyed a range of telecommunications indicators including the development
of mobile services. This report also examines for time the pnvate and
public use of Internet (given the rapid developments :
information provrded by National Regulatory Authormes

competition shcrws that it has been poss
telecommunications sector in a way which hasa :
job creation and compehﬁvﬁeneu in the whole of the économy, whilst at‘the
same time securing and advancmg the interests of citizens in every part of the
Union. This-is the undeﬂymg ‘message from the 1mprovmg level of universal
service which is descnbed in this Commumcatio’n '

-

The report confirms the gradual but contmumg mprovemem in servwe levels,

" -price-and -quality which marked the 1996 report. The number of househo!ds

telephone line penetration between Member States (see figure 1). Demand for
second’ telephone lines and traffic on existinig lines has grown as the Internet
phenomenon has accelerated. ~There has also been srgmf’ cant' growth in
purchases of PCs for resndentlal use.

At the same time that use of lnternet and ‘mobile commumcatlons is growmg
strongly, National Regulatory Authorities are devoting more aftention to the
needs of lower income and disadvantaged consumers. More steps are now
being taken to ensure that customers can obtain service, choose. tariff packages.
control their expenditures -and pay thelr bills in ways that are more tailored to
thelr pamcular needs.

0

However, the lack of menitoring” mformat:m} (for example on. househo!ds

“without telephone: service) indicates that some Member States are still not ‘

taking sufficient measures to- identify the ° un-teiephoned” and the reasons why
.*Thefe aré still an- estimated 6 million
nion" ‘without’ telephone service.  The
Commission w:ll seek in cen§a ti ith Member States and National

~Regulat0ry Authorities, to impioveé the avaﬁabxhty of the information that is

required to effectlvely momter ‘tbleeommumcanons developments

With respect to tanffs and affordablhty most consumers are better off in real
terms, although this is not always the case for lower usage subscribers,
(because the proportion of fixed charges has remained stable or risen, in
response to greater cost orientation of prices) or where price-cap regulation
has been less stringent (see figure 2 for 1997 user baskets). However, there is
an increasing tendency to provide speCtal “low user”. schemes in order to
spread consumer benefits. '

Generally, Member States have relied on detailed retail price regulation .or
price-cap mechanisms to pass on benefits to consumers. However, in some

-



European Union
legislation safeguards
universal service and

improves consumer -

“rights

 Shift in balance of tariffs

will ultimately support
information society

- ‘developments

At this stage no need to
redefine the legislation..

...but monitoring must
Continue

Request National
Regulatory Authorities
to encourage all
operators to offer
special Internet tariffs
“for schools...

...subject to
competition rules

Important that all
National Regulatory
Authorities obtain and
publish accurate and up

to date information

concerning the situation
Jor users

: eharges ‘also -allows more efficient competition- for -

~ At this early stage in the development of fu
across the. European Union, the Commission believes that it is ~premature to.

Member States price regulation is being withdrawn or rolled back as more effective
competition and choice develops. In that way, regulatlon can focus on customers or
serwces where it IS needed most. 5 :

in estabhshmg a‘framework for full telecommumcatlons liberalisation from 1998
onwards, the European Union has -established measures both to safeguard universal- .
service and at the same time. to improve consumer rights. ~ European Union

legislation provides for action by National' Regulatory Authorities if service quality
is insufficient, and allows the sharing. of uneconomic costs of umversal service
obligations (subject to competmon rules) between designated”and other public
operators and service provrders ‘In practice, the: majcmty of Member States

have not. seen the need at this stage to estab!ish specific schemes for the

sharmg of any costs related to umversal service obhgatlons.

The longer term shl,ﬁ in the balance of tariffs- from usage to. ﬂxed eharges (and

away from historical price distortions) will ultimately support mformatmn soerety'

developments.. Lower ‘usage charges and trends to. flat’ T
stimulate demand for information services. Re-balancing. b 3ty

acces hat-;‘ users can
ultimately benefit from choice between different techno%eg means of dehvermg

mformatlon services.

consider any changes to the legislation underpmnmg universal service. The

_effective  implementation of the regulatory framework (competmve o

telecommunications provision combined with regulatory-safeguards for consumers)
will enhance customer servrce and lead to more choice and Iower prrees

At ‘the same time, the beneﬁts of competltlon and chome sheulﬁ exseﬂd to all
citizens. The Commission mtends therefore to eontmue to momtor developments

throughout the Umon

On the 1mportant matter of efﬂcnent lnternet access. for schoois ide; mthrs

report, the- Commission’ will request Natiomal Regulatory Authorities to’

encourage new operators to offér special tariffs to schools (as ‘soon as
- competition emerges and without requiring them to provrde nation-wide servnce) ‘
and take the necessary steps to encourage and permit incumbent or: dommant o

operators to offer special tariffs.to schools. This will involve clearly defir ining the

special category of 'schools’, assessing 'schools'. needs in collaboration with
educational and training institutions, mdrcatmg the limits of permlssnblfe prtcmg '

(
and dealing where. necessary with say  interconnection arrangen‘lents 5o that

annualised flat rate tariffs can be provided. However, where specla! tariffs are
provided, they should not serve to distort compeétition, -and in particular; Natlonal

Regulatory Authorities should ensure, when approving such tariffs, that operators
do not abuse the|r dommant posmon for example through predatory prlcmg

The CornlnissiOIr,cor1siders it important that the,srtuatron in Mem»ber States can be

assessed and compared across the Community on an on—going basis. With this in

mind, it is important thatall National Regulatory Authorities obtain and publish
accurate and up to date information - concerning “the situation for
telecommunications users. Such information should cover areas of concern such

“as households without telephone service, the situation of low income or disabled
users, the state of affairs at a regional level and in the context of the growing use of-
Internet, the situation for schools. hospitals and libraries. This information should
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re-examination of
universal service in the
1999 Review

be supplied to the Commission on a regular basis.

In addition, the Commission will re-examine universal service in the European

"Union in the context of the review of European Union telecommunications

legislation, to be undertaken by the end of 1999. " In preparation for this review,

which will be subject to public consultation; the Commission will do its utmost to

fill the current gaps in monitoring information which exist. et




Figure 1. Penetration Rate of Main Telephone Lines
in the 15 EU Member States
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Figure 2: Low and Median User Baskets in 1997 (ecu)

(Source: Tariff baskets Eurodata Foundation converted to ecu - see graphs in
Annex II)!
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I The figures for different Member States in the above table should be compared with caution. The same three
user baskets were used for all 15 Member States, even though usage patterns differ across regions and between
countries. No adjustment has been made for purchasing power parity, or for the fact that exchange rates at any
point in time can be above or below long-run trend. The figures include VAT, which differs between Member States.
The figures also include a contribution to non-recurring installation charges, and for those countries in which these
charges exist, call set-up. These baskels represent consnmption patterns for low and median users and consequently
contain a very small proportion of international calls (4% or less) and a large proportion of local and national
calls. However, the relative size of local calling areas varies dramatically between countries (as does country size)
but as the user baskets are the same for all Member States, no account is taken of these differences. Moreover tariff
imbalances involving, access (line remal), local, long distance, and international calling, exist in many Member
States and the differences in these imbalances may be quite pronounced. Such imbalances can result in business
revenues being used ta subsidise households. Operators in Member Stutes also make different rates of return on
capital.

Note ulso that these user baskets do not take account of any special discounts that may be available, although
the lowest user baskets for France, ltaly, Netherlands, Sweden and the UK include the impact of low user schemes -
see Annex I for details of low user tariffs.
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' INTRODUCTION

Access to an affordable telecommunications service remains of fundamental importance to every
citizen in the European Union. Universal service? in the telecommunications area constitutes a
very concrete example of the importance attached in Europe to services of general interest and '
the role that they play in the European vision of society?: -

The approach followed in the European Union in the run up to full’ competltlon shows that it has
been possible to open up the telecommunications sector in a way which has a direct impact on
growth, job creation and competitiveness in the whole of the economy, whilst at the same
time securing and advancing the interests of citizens in every part of the Union. This is the

underlying message from the improving level of universal service which is descrlbed in ‘this

Communication.

The full liberalisation of telecommunications throughout the EU is having a major impact on
improving the responsiveness of telephone companies to their customers' needs. It is leading to a
wider choice of services and pricing packages. It is also gradually leading to a situation where
services across the board are delivered at efficient cost levels, which is of maJor 1mportance to aIl
users and to the European economy.

; Thls Communication is the first monitoring report on umversal service in the teieecmmumcatlond

sector and coincides with the launch of full telecommunications liberalisation across the
European Union. This report follows on from the first systematic survey of telecommunications|
service indicators in the European Union which was published in March 1996 and responds to
the call of the European Parliament for the Commission to report on a regular basis of universal|
service in the European Union* It also examines for the first time the private and public use of
Internet drawing on information provided by National Regulatory Authorities. “The issue of]
developing regulatory solutions for public access to Internet by schools is also briefly considered.

European Union policy in this area remains multi-faceted. It guaranteesand extends to all the
basic telephone service and will encourage improvements in price, quality and service, whilst
ensuring the development of fair and. effective competition. The aim of more effective
competition is not only to improve current service levels and increase choice, but to stimulate
innovation and develop new services which respond to user needs. = These aims are
complementary. In that sense the guarantee of universal service isa means of extending market
benefits to all and not something to.inhibit the deveTopment of effective competition or to replace
market mechamsms for innovation.

At the same time, accessing telecommunications ‘services_is no longer dependent. on asingle
fixed wire-line link into the home or business premises. In some Member States, wireless
connections are now being used as an alternative way of providing a ﬁxed telephone line, ‘whilst
in others, services are being delivered by the cable television operator, or by a satellite
connection. Work is already underway on the next. generation of mobile systems which wil
improve substantially the use of wireless lmks for e-mail, accessing Internet and other data and
multlmedla services.

(93]

Universal service is defined in Community legislatibn as "a defined minimum set of services of specified quality
which is available to all users mdepcndent of thelr geographical location and. in the light of specific natlonal :
conditions. at an affordable price". :

Communication on Services of General Interest. COM(%) 443

Bcrc.s Report on Uchrsal Service for tclecpmmumcatmns in the perspc,ctwe of a fully liberalised environment, 21’
November 1996. PE 218.932



Against this picture of greater choice and exciting possibilities, the guarantee of universal service
has been a cornerstone of the regulatory framework openmg telecommumcatlons markets to full
competition around the globe. 5

Within the European Union, provisions relative to universal service today provide a legal
guarantee that all users wherever they live can access a defined basic level of service at an
affordable price. These provision set the starting pomt for competition-driven improvements in
service quality and price.

Universal service is recognised to be a dynamic and evolving concept®. Its scope may change in
response to users’ needs, social and economic priorities and improvements in technology. The
delivery of universal service should therefore be monitored in order both to ensure that

‘users receive the service they are entitled to today and to assess the need for changes in its
_scope for the future. :

With regard to its possible evolution, particularly in the context of the mformatlon society, a well

defined concept of universal service protects against the risk ‘that market forces on-their own
might exclude certain groups of users or users in certain regions from being able to access new
services. However, in the case where the market is clearly delivering services of determmed
quality at an affordable price, specific rules may not be necessary. o o o '

Sectlon IT of the Communication describes the regulatory S|tuat|on wrth respect . to
telecommunications and universal service. Section III presents basic indicators: concemmg the

‘scope, level and quality of universal-service. 1t also assesses developments with regard to prices

and affordability for telecommunications service. Section IV surveys the estimates of the cost of -
universal service in the Member States and the approaches taken to ensuring that the service is
adequately funded in a competitive environment. Section V raises a number of policy issues
resulting from the survey and sectron VI draws conclusions.

In presenting this mformatlon the Commumcatlon draws on responses to a questlonnarre sent to
Member States in the second half of 1997 as well as the Commission’s own analysis and
comparisons with the earlier survey which formed part of* the Commumcatlon oﬂ 13 March
1996°.

II' THE CURRENT REGULATORY SITUATION WITH RESBECT TO

TELECOMMUNICATIONS SERVICES

1. Current Scope of Universal Service in the European Union

The current scope of universal service obligations has been detérmined at Community level in
Directive 97/33/EC (“the Interconnection Directive”). This directive establishes the maximum
set of services whose cost, where it represents an unfair burden on the operator(s) concerned,

can be shared with other market players in accordance with the framework’ established at a
Commumty Ievel \

In its Communication on Services.of General Interest, COM(96) 443, it was recognised that (paragraph 29) "universal
service is a flexible concept which evolves gradually in line with specrﬁc structural and technical features and sector*
specific requirements.” »

Communication of 13 March 1996 on Universal Service for telecommumcatlons in the perspective of ‘a_fully
liberalised environment, COM(96) 73.



Member States remain free to impose other obligations on telecommunications companies and
finance it in conformity to Community law’, but where they do so, other market players can not
be required to contrlbute to the resultmg costs.

The services identified at a Community level are : connection to the public telephoné network -
|at a fixed location - for telephone, fax and data communications, as well as the provision of
operator assistance, emergency and directory enquiry services (including the provision of]
subscriber directories), public pay-phones and where - approprlate ‘special facnhtxes for
customers with disabilities or specnal needs. .

In addition to the definition of the scope of universal service for funding purposes within the

Interconnection Directive, a detailed picture of the level of service a user should receive is

provided by the voice telephony directive. That directive. originally adopted in 1995, has

recently been revised to prepare for full liberalisation and the final text of those changes was

agreed between the Council and European Parliament in December 1997. One of the most

important elements introduced by the Voice T elephony directive is the’ requrrement for Member
~ States to ensure that universal service is provided at an affordable price.

2. Fair and Effective Telecommunications Competition

Consensus on the guaranteed level of universal service across the ‘Europeah ‘Community is
playing a major role in ensuring that market conditions are similar in the’ different Member
States. Whilst the costs of providing those obligations vary from country to country, the fact
that the same set of services in every Member State constitutes the basic universal service
‘ensures that any properly established compensation schemes do not therefore act as a barrier
within the internal market?.

As indicated above, the Community framework provides a mechanism for sharing the net costs
associated with the provision of universal service obligations with certain other market players,
|if such costs are considered by the National Regulatory Authority to-constitute an unfair
burden?. - Such financing may be either through a universal service fund at a national level or
| through a system of direct payments between the universal service provider and other operators|
who connect their network to the universal service provider. Section IV presents an overview
of national approaches to universal service funding. It is worth noting that 9 out of 15 Member
| States have not created or do not intend to create an active universal service fund at this stage.

Finally, the Community framewark does not assume there will be a single universal service
provider in a Member State. Indeed, the Commission beheves that other operators should be
encouraged to take on obligations relatmg to universal service.

7 Sece paragraph 30 of COM(96) 443. "Services of General Interest in Europe”.

8 Mere differences in universal service costs do not in themselves constitute barriers within the internal market.
However. excessive levels of costs from universal service obligations in a Member State - relative to total turnover in
the market for voice telephony - may well constitute a_barrier to new market entrants. as may methods ol cost
estimation or funding mechanisms which favour the incumbent operator or provide inadequate incentives for the
incumbent to improve etficiency. :

9 Article 5 of the Interconnection Directive. For further interpretation of how universal service costs may be identified
and the mechanisms for their financing. see Communication on Assessment Criteria for National Schemes for the

Costing and Financing of Universal Service in Telecommunications and Gurdehnes for the Member States on the
Operation of Such Schemes. COM(96) 608. 27 November 1996.
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III MONITORING THE SITUATION WITH RESPECT TO TELECOMMUNICATION S
- SERVICES

1. Numbers of households with a telephone and other quantitative and qualitative indicators:
of telecommunications services '

Looking at the developments in main lines per 10Q inhabitants across the Community” (see

, Figure 1), growth continues steadily in nearly all Member States. Sweden with 68 lines per 100
| inhabitants, (a level which was already reached in 1990) has the highest penetration-level in the
EU and is the only country where penetration exceeds that 6f the U.S.A.. At the other end of

: the scale, penetration rates in Ireland, Portugal and Spain for 1996 are 36.0, 37:5 and 38.9 main

lines per 100 inhabitants respectively!® (see Tables 1 and 2 of Annex I). The largest
- proportional increases in the number of main telephone lines have been in Portugal, Spain and

| + Ireland which covers many of the less developed regions of the Community.

< Gradual but continuing improvement in number of homes with telepli'one service. -

| The results of the survey indicate that there has been a gradual, but continuing improvement in
the number of homes enjoying telephone service since 1995. Improvements have been greatest
|in those countries which still had the most to do, with penetration in Portugal and Ireland
|improving between 1994 and 1997 from 74.8 to 89.7 % for Portugal and from 7] .01t0 78.0 %
- for Ireland (Tables T and 2, Annex I).!!

‘However, one poin't of concern is that in a number of countries (Belgium, Denmark, Greece,
Luxembourg, Austria, Finland and Sweden), up to date_data JSor this key indicator of
universal service is unavailable’2. This lack of basic data was identified in the 1996
Communication on universal service and means that there has been no substantial
improvement in the Member States’' monitoring of this aspect of universal service since then. -
In this respect and with regard to other missing or inadequate data which- it has not been
possible to obtain at this stage, the Commission will do its utmost to collect more precise
information for the beginning of 1999 in readiness for the Review!3.

-

A further issue is that desptte real progress, the proport:on of households with telephone
service has not yet passed 90% in Germany, Spain, Ireland, Italy. and Portugal. ‘

Other developments within the fixed network can be highlighted, illustrating the increasing
impact of new services and the Internet, as well as operators’ responses to these trends in terms
of prices which encourage this development. ‘There has been a marked growth in the number of
households with two or more phone lines 4 This points to at least some of those lines being

1

10" The number “main lines per 100 inhabitants” is a poor indicator of universal service as it is inversely correlated to
average houschold size. which varies considerably within the Community.

P Suatistical data on “residential main lines per 100 houscholds™ should be treated with caution. as there are an
increasing number of houschotds with more than one telephone line. This phcnomo.non can lead to an overestimation
the “real” penetration rate. : :

In addition. the figure for Portugal appears to be based on historical household data.

13 The March 1996 Communication on Universal Service, COM(96)73 indicated that the first Monitoring Report would
consider a number of indicators: for some of these (e.g. level of penetration of tele-working. pereentage of hospitals
with access to on-line information services. issues associated with less favoured and less populated regions) it has not
been posﬁblc to collect data at this stage. The Member States will be requested to provide information to the
Commission. : ’

4 A measure of the aumber of households with more than one phone line would be the difference between the number
of residential main lines per hundred houscholds and the percentage of houscholds connected to the fixed network if

there were no shared lines.
11



used to connect up a computer or a fax. In addition, some cable operators are now offering
Internet access, and a number of operators are undertaking XDSL trials in order to upgrade
access speeds.

Improvements in penetration have generally been acu)mpamed by lmprovements in the qualftv
of service offered over the publtc fixed network.

The survey shows a mlxed plcture WIth regard to improvements in the time taken to get a
telephone line and to make repairs when faults oceur (Tables 3 and 4).

B

Itis in particular encouraging that the long-waiting times which existed in Austria and Greece
have largely been eliminated since 1995. Also all Member States now set targets for at least -
their incumbent operator and these targets for many countries have been raised since the time of
the last survey. : ‘

With regard to “repair time target” all Member States have either introduced “repair tim
targets” or have improved the existing targets since 1995. :

Improvements also seen in numbers of public pay-phones

Even though the availability of public pay-phones is becoming less important as a substitute for
a telephone in the home as both household penetration of fixed telephone service rises and

* mobile services grow, the survey shows an improvement in the availability of pay-phones in 6
Member States (EL E,IRL, L, NL P, UK, Table 2). .

Table S shows that the percentage. of publlc pay-phones in working Order increased in-L, IRL
and NL, remained about the same in DK and A and declined substantially in Sweden and
slightly in Portugal and the UK. For the remaining countries, no information is available.

Spectacular growth.in mobile service continues, but marked regional variations

‘Growth in mobile communications has continued at a spectacular pace. Today. there are more
than 45 million mobile users in Europe, more than 30 million of whom are using digital mobile
systems. A third (and sometimes fourth) mobile-system, exploiting frequencies in the 1800
MHz range, is competing with two (900 MHz GSM) operators in at least 5 Member States and

" licensing procedures for DCS 1800 operators are underway in most other Member States. In
some Member States, the number of new moblle subscuptlons each year now outpaces the
number of new ﬁxed connections!?. :

The overall level of penetratiOn is highest in Scandinavia (Denmark 24.9%, Sweden 28% and
Finland 29.3%, Table 2). The remaining marked variations between Member States (the lowest
is France with 4.2%) are bemg reduced due to rapid growth in- the countries with the lowest]
penetratlon rates.

15 In order to support the development of third generation mobile communicdtions. the Commission has adopted on
11t February 1998 a proposal for a Decision on the Co-ordinated introduction of mobile and wireless

communications (Universal Mobile Telecommunications System - UMTS)

12



The development of Internet and othér advanced services

: Recent growth rates in the use of advanced services and Internet in Europe have been dramatic

" and even exceeded the substantial growth in mobile communications. However, growth is from a

2.

. |user.1? Flgure 2 gives the values -of the three user baskets for 1997 in ecu.

low base and there is still a long way to go. In addition, the Commission is concerned ahout the
significant differences in Internet development between countries in the Community. These
service areas are not covered by universal service provisions, although the definition of the basic
telephone service ensures that consumers can obtain dial-up full Internet services by subscribing
to one of a range of services offered by telecommunications operators or competing Internet
Service Proyiders. The current range and development of access to and use of advanced services
as well as the existing and potential barriers to greater use are treated in more detail in Annex 111

‘of this Communication.

The Evolution of Prices of the Basic Telephone Service
Monitoring developmehts of real priées and affordability

This section reports on independent estimates of the evolution of tariffs for specific user groups
which are detailed in-Annex II.  The real price for telephone service paid for by a subscriber
depends on the actual telephone usage pattern and the associated tariffs for calls at the local,

" regional, national and international level, together with recurring fixed rental charges and the
one-off charge for installation!® of the telephone line. Monitoring prices and affordability of
basic services in voice telephony should therefore include all these cost elements. T

In Annex II the results!” of monitoring developments in prices and affordability of universal
service in voice telephony are shown for each of the fifteen Member States. The graphs in the
Annex show the evolution of real prices!8 from 1990 to mid 1997 for three types of residential

The pricing of voice telephony services across the 15 EU Member States varies, as the re-
balancing process of tariffs is at differing stages. The competitive environment and cost of
living also varies, and this too is reflected in the actual prices charged.

~Competitive pressure to date has mostly been on international. call charges. Tariff reduction
and re-balancing have been occurring under regulatory as well as competitive pressures. The
significant trend is a continuing decrease in usage tariffs which is partially offset by increases
in fixed charges, in-particular monthly rental tariffs. Table 8 indicates that the major
decreases in tariffs during the period 1995-1997 have occurred for international-and long
distance service. The highest (real) price decreases for local service for the period ‘
occurred in Finland and the UK.

16

An annual depreciation value of the one-off installation charge should be included in the cost calculation of-having a
telephone. to realistically represent the overall cost of telephone usage.

“Monitoring Developments in Pricing and Affordability of. Universal Service in Voice Telephony within the
European Union™. an independent study by Eurodata Foundation for the Commission.

Real prices are nommal prices corrected for inflation by using an index representing increases in consumer prices
with respect to a base year. The study uses 1990 as the base year and indexes are listed in Annex 11

The 3 baskets l‘LﬂLCt usage patterns of 3 different types of consumer: the Avcragc or nn.dlan user ("The 50% user™ -
whose spending represents median usage), the Low Usage user ("The 25% user”™ whose spending represents the first
quartile of usage). and.the Lowest user (“The 10% user”™ whose spending represents the fowest decile user). These 3
baskets or uscr profiles have been defined in order to see variations in price developments for different types of
usage, in particular for those consumers that are Jess well-off. They also ‘examine the ctieets of specific fow user
schemes  that are offered. The baskets cover fixed charges as  well as representative levels of domestic and
international calls. ‘ ~
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- [the lowest user group during thefmost recent period.

[l

General developments in tatal real costs for basic telephone service?®

The significant’ ‘indicator of how tariff changes affect consumers consists of price trends which
are adjusted to take account of inflation.

In most Member States the trend is that the “50% (median) user“ has experienced a
decrease in real total costs. However in the Netherlands and Sweden, where absolute price
levels were already low relative to other Member States, total costs have slightly increased in
the last 3-4 years. - :

‘The plcture for developments in real total costs for the “lower 25% user” and the “Iowest 10%
user” on the basis of standard tariffs are somewhat mixed. In Austria, Denmark, Finland
Greece, Ireland, Spain and the UK real total costs have fallen. In contrast, in France and
Sweden real total costs under standard tariffs have gone up whilst in the remaining countries

real tariffs for these consumer groups have remained relatively stable or have risen slightly for{

Benefits to low asers of telephone service from “low user tanff schemes” in some Member -

‘ States

Operators in several Member States (Austria, France, Italy, the Netherlands, Portugal,
Sweden and the UK) now offer systematic special tariff packages for users who make
relatively few telephone calls. = These schemes are designed to cover the first residential
telephone line and to offset any adverse impact on low users caused by the re-balancing of
tariffs from usage to fixed charges.

Affordablhty, controllmg expenditure and consumer needs: special tarlff schemes and
other regulatory measures to benefit customers

The process of tariff re-balancing. has not limited the growth in telephone penetration;
Affordability is not just a matter of prices and their evolution but concerns the ability to
monitor and control expenditure and exploit tariff and billing plans that best suit user needs.

The process of tariff adjustment js continuing within the European Union (see Table7 and 8 of
Annex 1) as a result of early liberalisation in some countries (UK, Sweden, Finland and
Denmark), preparation for full liberalisation from 1 January 1998 in others, and preparation for
later hberahsatron in Greece, Ireland, Luxembourg, Portugal and Spam21

For those residential consumers and other users who prmcrpallynmake peak rate local calls, any

increases in rental or local call charges must be handled carefully, to avoid undesirable impects
on the overall affordability of telephone service. The Commission has already identified

concerns about these effects in its March 1996 Communication, whilst Article 3(1) of the Voice
Telephony Directive?? specifically promotes the use of price caps or other mechanisms until
such time as eompetmon provides effectlve controls on prices.

20

Dcvelopmems in total real cost describe how the price of services or consumer bills have evolved with respect to
inflation or the underlying change in consumer prices - se¢ footnote 8.

Additional transition periods have been grantéd to Luxembourg (July 1998). Spam (December 1998); Ireland -and
Portugal (January 2000) and Greece (January 2001).

Final text agreed December 1997 but not yet formally adopted.
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In practice, safeguards are provided in most Member States through the use of price caps3
which apply to some or all of the universal service providers’ tariffs in order to control the
speed with which rates are adjusted. Table 9 (Annex I) provides details of price caps which are .
currently in operation.

Overall 9 Member States report that average telephone charges have fallen in real terms by as
much as 5-20% since 1995 (Tables 7 and 8 of Annex I). The largest overall decreases in real
tariffs reported are in France, Germany and the UK although reporting periods differ slightly.

However, one point of concern is the fact that 6 Member States are unable to report figures on
overall changes in tariffs.

‘With regard to re-balancing the general and most common trend has been increases in line
rentals -offset by sharp decreases in long distance.and in particnlar international telephone
tariffs, (Table 8, Annex I). The largest decreases in international and long. distance charges
have been in situations where competition has already been introduced or where price cap
regulation permits or forces significant tariff re-structuring.

Ré—balancing should now be urgently completed
Whilst acknowledging the progress made, the Comrrzission believes that re-balancing can and
should be urgently completed in order ta avoid artificially high and systematically distorted

prices being maintained in order to subsidise universal service.??

This is important because long distance and international calls are set to fall even more
substantially from 1 January 1998 as liberalisation will allow operators to deliver calls within

~ the Community on the basis of cost-based interconnection charges.

Ultimately, the process of re-balancing and re-structuring tariffs will lead to major benefits to
all users as usage of services across the Union is stimulated and competition occurs under more
efficient conditions. The development and impact of low user schemes demonstrates that the
undesirable short term effects of re-balancing can be countered, and that benefits can be
extended to all consumers.

Affordability of telecommunications services

The requirement for service to be affordable is a key component of universal service for
telecommunications. Eleven Member States now include a legal obligation or licence.
condition requiring universal service to be provided at an affordable price. This
anticipates the legal obligation introduced at a Community level in the amended Voice
Telephony Directive?S. Nevertheless, the survey shows that very few Member States identify -
in their legislation or licences how such affordability is measured.

The lack of an indication at a national level of how affordability is measured may give rise to
problems, for example, if users wish to challenge prices or service levels provided under
. universal service. On the other hand, it may be that affordability should be seen as ensuring

23

24

25

Greece, Luxembourg and Finland do not currently report usage or the introduction of ‘price-cap regulation of
consumer prices for voice telephony. .

For many Member States, the re-balancing process has been cempleted.. An analysis has been undertaken in the
Commission's third report on the implementation of the telecommunications regulatory package, COM(98) .

Directive 97/../EC on the application of open network provision (ONP) to voice telephony and on universal'setvice
for telecommunications in a competitive environment.
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that prices do not stop people joining the network or cause them to leave the network. If that is

the case, it may be that a precise definition is not needed. It may be enough_to monitor overall
penetration rates, as well as the rate and pattern of customer dis-connections and re-
connections to assess the general level of customer satisfaction. -

A grenter range of social and other tafij”fs and methods of payment is now available

Affdrdability is not just concerned with the prices paid. It also relates to the possibility to
choq;se between tariff packages with different mixes of fixed and variable usage charges. It is
also about how and when payments can be made and the ability of customers to monitor and
cont}ol their’ expendlture (e.g. connection charges paid via instalments; monthly as opposed to
bi- monthly or quarterly billing; customer deposxts replaced by set credit limits; the availability
of call-barring to block access to premium rate or lugher priced services, the avallabrhty of
xtemused billing or expenditure). ‘

Tablje 10 in Annex I identifies which Member States have now put in place specific low user

sche:mes to make telephone service more affordable and more accessible to all users.
|

Specic#l measures to help consumers control expenditure on voice telephohy service

Arrabgements to help consumers control their telephone service expenditures may include
facilities such as: (i) itemised billing (ii) general or selective outgoing call barring to basic or
prernlum services (iii) pre-determined ceiling of amount spent on telephone service or (iv) pre-
paynhents of bills,
\

Very few Member States have reported (table 12A in Annex I) that speclal measures’
other than itemised billing are available. Schemes for pre-payment of bills are available or
planned for in France, Luxembourg and the UK. Finland offers its customers the choice of a
lowek connection fee together with a higher recurring rental fees. Spain offers a scheme
wheneby 50% of the connection fee for the initial connection can be paid in three equal parts
over the first three telephone bills. : :

However, the UK seems at the moment to be the only Member State to offer or plan to offer a
very broad range of measures for consumers to control their expenditures on voice telephony.
In addltlon in the UK, a so called “Residential Limited Service Scheme” is available, which
allows households to subscribe to telephone service at a very low price on the basis that they
can only receive calls or make outgoing calls to emergency services, customer services and
fault repair services.

Somé National Regulatory Authorities in Member States are now publlshmg information on
“dls-ponnectlons and “re-connections” ~of consumers, -following concerns about
“disconnections” of customers in respect of non-payment of bills

“Diséonnections result from three principal causes (1) change of address of a subscriber (2)
problems with bills, or (3) the decision of a subscriber to obtain service via another network.
The ﬂhlrd reason depends on the extent to which alternative local competmon is avanlable

Greater flexibility on “disconnections” is already a feature of the amended Voice Telephony
Directive which provides for Member States to authorise measures ensuring that except in the
case of fraud or persistent late or non- payment of bills, users are offered soft “disconnection”

(i.e. they can continue to make or receive non-chargeable calls for a specified period).
According to responses, "soft disconnection” is available in four Member States, (B, F, I and
the UK) ‘ ) o
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Consumers are being given a stronger role in decisions concerning the services they receive

All Member States, except Greece?6, Ireland, Italy, Luxembourg and Austria (see Table 6 in
Annex I) have put in place specific mechanisms to involve consumers and groups representing
the interests of particular groups of users, such as those with disabilities, in decisions relating to
telecommunications services. This is often in addition to more general consultation -
mechanisms allowing public comment on key regulatory issues.

Mechamsms now exist for handling consumer complaints in All Member States

Speciﬁc mechanisms now exist for handling consumer complaints in all Member States. In
most cases, the main role is placed on the operator concerned, but with the national regulatory]
authority playing a specific role in the case that complaints are not resolved, or as part of its
general role of market supervision. Table 6A provides details of procedures and table 6B
provides a list of names and addresses of natlonal complaint bodies.

It is worth noting that in’some Member States there is an appeals mechanism against the
decisions of the complaints body, though often via normal administrative law procedures. In
most Member States decisions relating to consumers are only publicised to interested parties on
their request or in the annual report of the relevant authority. For normal complaints the
procedures are free of charge in all Member States?”.

Users are becoming more vocal

Most Member States now collect statistics on the numbers of complaints that they handle2?-
Despite improvements in service quality, the overall number of complaints is generally rising
(except in UK), probably reﬂectmg greater awareness of existing procedures in the run up to
hberallsatlon

THE COST OF UNIVERSAL SERVICE AND NATIONAL APPROACHES TO
- FUNDING UNIVERSAL SERVICE

Community law provides a detailed framework?® for identifying the cost of universal service
obligations and for ensuring that they can be adequately financed once markets are open to

. competition. In order to develop best practice in this area, the Commission in November 1996
also published a Communication on costmg and financing of universal service0,

26

27

28

29

30

Greece has planned for a mechanism for consumer representation in its legislation, but has not yet implemented this,
Austria has 'not reported whether a charge or a fee on consumer complaints is levied.

Italy, Luxembourg, Portugal and Sweden d1d not provide complaints figures to the Commission qucstronnalre of

- September 1997. , . Ut

Commission Directive 96/19/EEC with regard to the implementation of full competition in telecommunications
markets, OJ L74, 22.3.96 and Directive 97/33/EC of the Eurdpean Parliament and of the Council on interconnection
in telecommunications with regard to ensuring universal service and mteroperabrhty through the apphcatron of the
principles of open network provrslon (ONP) 0J L 199/32, 26.7.97.

Communication of 27 November 1996 on assessment criteria for national schemes for the costing and financing of
universal service in telecommunications and guldelmes for the Member States on the operation of such schemies,
COM(96) 608

Three features of the framework should be highlighted. Firstly, only those costs associated with the provision of

universal service obligations as defined at a Community level may be included in any calculation, and, it is only

contributions to the ‘net’ cost of those obligations which may be recoverable. Any calculation must be open to

verification by the national regulatory authority. Secondly, it is for Member States to assess on the basis of the net
17



- In implementing national frameworks for 1998, costing exercises have been carried out in most
Member States and the issue of financing has been addressed.

Uhcertainty over the estimated cost of universal service for many Member States

Table 14 indicates that four Member States have provided estimates of the net cost of
umversal service. In the UK, the national regulatory authority has established an independent
¢st1mate of net cost equivalent to 0.8 - 1.6% of BT's turnover. The other estimates, with respect
to the incumbent's turnover are Spain (2 1% - 3.7%), France (5.5%) and the Netherlands
CS 5%).

Whllst -acknowledging the possxblhty for differences in the net cost of universal service
obhgatlons the Commission is concerned by the divergences i in estimations pamcularly where
no independent estimations have been undertaken.

9 dmt of 15 Member States do not  find that specific funding for umversal service is requtred at
th¢ moment of opening thetr markets to full competition

The Commission .notes w:th _interest that 9 Member States (Austria, Belgium, Denmark,
Finland, Germany, Luxembourg, the Netherlands, Sweden, and the UK) have decided at this
stage that their national markets can be opened to competmon without the need for universal
service costs to be shared with other market players. In some cases, Member States have taken
the view that the costs involved are not an unfair burden for the operator(s) and in others, that
tlhey do not justify the costs of admlmstratmg a fund. In the case of Austria, Belgium, Germany
ahd Luxembourg, provisions are in place for the activation of a national universal service fund
m the event that substantial costs materialise. :
"P:he remaining Member States (with the eXception of Greece whose legislation is not yet at an
advanced stage), have chosen to use a national universal service fund.3! In the case of
dérogatlon countries, such measures may only be invoked when full liberalisation is
1mplemented

Schemes for the recovery of access deficits have also been put in place by some Member
States, although such charges are not part of universal service costs. For example in France, an
additional charge has been introduced on a temporary basis in order to recover the so-called
“access deficit™32. This is the revenue “lost” to the incumbent operator due to regulatory
réTstrictions on its ability to re-balance its tariffs. It is important that an access deficit be
determined according to an economic assessment of the value of access infrastructure.

Certain forms of telecommunications related subsidies cannot be included in the USO fund,

- but may be paid for via the State budget -

Any obligations which lie outside the scope of universal service as laid down in Community
law, such as the provision of special terminal equipment for users with disabilities, can not be

31

32

cost calculation whether the costs invelved represent an unfair burden for the organisation concerned. It is only .
where they do so, that mechanisms may be used to share those costs amongst market players. Finally. the
Community framework allows two mechanisms by which costs might be recovered, other than through direct
“support from the budget of the country concerned. - These two mechanisms are either a universal service fund at a
national level, or a system of supplementary charges. S

France, however, has also chosen to use a supplementary charging system until the year 2000.

The chargé will take the form of a supplementary charge to interconnecting operators. Community law already
makes clear that such costs are not part of cost of universal service obligations. and where they exist they should be
temporary in mature and must be separated from both universal service charges and any interconnection charges.
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financed by méndatory contributions from market players, but can be financed by the State.
However, the net cost of standard published low user tariff schemes may be financed via
universal service funds provided they are correctly and transparently accounted for.

POLICY ISSUES

1. The Provision of Telecommunications Service

The number of fixed telephone lines has now risen to over 190 million in the European Union
and the gap between Member States continues to narrow. In some Member States the growth
in fixed line subscribers has moderated, as mobile telephone usage has grown, although this is
being off-set by demand for second lines. Mobile subscribers now amount to about 45 million

“in:the European Union and the total is still growing at an annual rate of about 50%.

However, there are still an estimated 6 million households without telephone service, although
the fact that a number of Member States do not survey or establish information in this area
makes it impossible to give a precise figure. In situations where telephone access is extensive,
this lack of information is not unsurprising. However, where telephone access and usage still
falls short of near saturation levels, it seems imperative that National Regulatory Authorities in
Member States should establish information in this area and monitor the situation. -

" The Commission welcomes ihe efforts of National Regulatory Authorities in devoting attention

to the specific needs of lower income and disadvantaged consumers in anticipation of the
legislative requirements established in the-amending Voice Telephony Directive. Greater steps
are now being taken in some Member States to ensure that customers can obtain service,
choose tariff packages, control their expenditures and pay their bills in ways that are more
tailored to their partlcular needs.

In a few Member States, the designated operator now provides facilities for pre-determining
telephone expenditure and in most Member States it is now possible to bar certain types of
(more expensive) telephone calls. About a third of Member States have now introduced low
user schemes, permitting residential consumers to have telephone service whilst paying
reduced monthly rentals33- In general the Commission believes that the way to achieve better
levels of telephone penetration and usage is a complementary mix of competition and the
regulatory safeguards provided for in Community legislation. v

National Regulatory Authorities should ensure that they can quantify and monitor where
necessary the proportion of households which do not have the basic telephone service. In
cases where households are involuntarily not subscribing to service, steps should be taken
to develop low user and related affordability schemes in line with Community legislation.

However, any such schemes must fully respect competition rules.

2. Affordability and Quality

There are a number of aspects linked to the issue of affordability, including the level and
structure of prices and the way they change over time, and the ability of users to monitor and
control expenditure including the ability to pre-determine their spending. In addition, properly
designed price-cap controls and low user schemes (which do not distort competition) can

33

It should be mentioned that "low user schemes” combining lower connection and rental charges with higher call
charges may be commercially viable (in the sense of gencrating revenues in excess of the costs concerned) and
therefore may not add to the net costs of universal service. -
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ensure that benefits are passed through to all users even during the re-balancing process which
is occurring because of technologlcal changes and the liberalisation process.

The analysis outlined in Annex II on the evolution of tariffs for different types of consumers
over the period 1990-97 shows that on the whole, most consumers have been benefiting from
real price decreases in telephone service, although this is not always the case for lower usage -
subscnbers (because fixed charges are a high proportlon of their expenditure) or where. price-
cap regulation has been less stringent. ~

“ The amended Voice Telephony Directive clarifies that rules and criteria to ensure affordability
are published at national level after consultation with consumers and users and in addition the -
Commission is required to prepare reports on the evolution of tariffs. The Directive also lays.
down procedures to allow national regulatory authorities to monitor the quality of telephone
services and, in consultation with users and consumers, to take corrective action where
necessary to improve operators performance.

The Commission will ensure that the measures concerning affordability, quality of service
and consumer protection in the amending Voice Telephony Directive are effectively
implemented and will continue to analyse and prepare reports on the evolution of tariffs
and the quallty of services.

3. lee Scope of Universal Service

The launch of full telecommunications competition across the European Union from the
beginning of 1998 has meant that legislation has been enacted to guarantee and extend
provisions on universal service whilst at the same time ensuring that any national measures
“taken in support do not distort effective competition. The scope of universal service in the
European Union and the financing of any costs emanating from universal service obligations is
underpinned by Community legislation, in particular the Voice Telephony Directive and the
Interconnection Directive. '

In the Commission's Commiunication on Services of General Interest, it was recognised that
"universal service is a flexible concept, which evolves gradually in line with specific structural
and technical features and sector-specific requirements." In the telecommunications sector, it is
likely to be market forces that determine the development, roll-out and take-up of new services
and the technologies on which they are based. The major political objective must be to ensure
that the benefits of new services and technologies are spread throughout the European Union.
Ensuring effective competition in the telecommunications sector will also be crucial, because
competition will be the key driver of improvements in service quality, penetration and prices.

Universal service is a means of spreading the benefits of market developments to all users
.independent of their location or socio-economic status. The Commission has recognised
universal service as an essential element contributing to solidarity and ‘equal treatment. This -
regulatory approach has been chosen in part to avoid inefficient and distortionary practice by
new entrants, but also to ensure that all citizens of the Union have access to certain services of
high quality at prices they can afford. However, universal service is not about pushing
technologies or determining in advance what services.are to be guaranteed across the board.
Commercial trends in the telecommunications sector, particularly in the fast growing mobile
communications services are away from uniform and mandatory types and standards of service

to a wider range of service possibilities and packages which consumers choose for themselves.

At this early stage in the development of full telecommunications liberalisation across th

European Union, the Commission, on the basis of the available data, believes it premature
to consider any redefinition of the legislation underpinning universal service (including its
scope and financing). The Commission will continue its efforts to improve monitoring
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data and will re-examine ~ universal service .in the context of the Review of}
telecommunications leglslatmn, to be undertaken by the end of 1999. In any case, the
Commission will ensure as soon as possible the effective implementation of the provisions
in the amended Voice Telephony Dlrectlve, which guarantee affordable service and a
number of related -provisions and go beyond current levels of service provision in a
number of Member States.

4. The working of Universal Service Financing Schemes

No requirement is imposed on Member States to set up national schemes to share any burden
amongst market players which may result from the cost of universal service provision.
- However, where such schemes are implemented they must be compatible with Community law,
“and in particular with Commission Directive 96/19/EC and with Directive 97/33/EC, the
' "Interconnectlon Directive". : .

The Commission notes that all Member States have examined or are in the process of
examining the question of guaranteeing universal service provision in the context of full
~telec0mmumcatlons liberalisation across _the European Union. A few countries have
undertaken very detailed assessments of the possible net costs associated with universal service
obligations on the designated operator.

Two Member States, France and Italy, have chosen to establish a national universal service
fund from the beginning of 1998, although France will also employ a system of supplementary
charges (added to interconnection charges) until the year 2000, ;w‘h_ich will in addition cover
access deficit charges. In the case of France, the Commission notes that the scheme set up also
levies charges in respect of the year proceeding liberalisation. In_the case of countries with
derogations for the commencement of full liberalisation, (Spain, Ireland, Portugal and Greece),
_universal service fund measures may only become operational once full liberalisation is
lmplemented

The Commission is concerned that excessive estimations of the net costs of universal service
obligations may be made, with the risk that competition is distorted. In general, a universal
service financing scheme may be employed to raise the révenues necessary to pay the net
universal service obligation (USO) costs, where they represent an unfair burden on the
organisations concerned. In this case, non-discrimination requires that the net cost of USOs
should be recovered across the broadest base of industry participants which EU law permits.
This is identified in the Interconnection Directive as, “all organisations operating public
telecommunications networks and/or publicly available voice telephony services”.

The Commission will continue to scrutinise any national universal service compensation
schemes to ensure that they are compatible with Community law.

5. Advanced Services and Public Access Issues

Market growth and innovation in this area depends on continuing healthy competition between
existing operators which are in pole position to deliver such services (and which gain directly ‘
by increased traffic-levels) and new operators and’ the specialist Internet Service Providers
which depend on incumbent operators for infrastructure and services.

As effective competition develops in the European Union, greater choice in local access as well
as long distance facilities is likely to further stimulate growth and development. In some cases,
the spur to provide interactive services to residential customers will come from entirely new
~ directions. For example as the transition to digital broadcasting gets under way (underpinned
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by European legislation on standards and conditional access), new interactive services are
likely to develop in parallel to traditional television services.

While use of advarced services and Internet continues to develop in business and in a -
resldential context across the European Union, questions arise about the development and
exploitation of such-services in-various public contexts. To what extent do governments and
public authorities: use and promote the new services and possibilities? Will services and
facilities be accessible to the general public in libraries or other public fora? Can the new
technologies and services be effectively exploited in an educational context?

It vs important to emphasise that industry and commerce (as well as telecommumcatlons )
companies per se) have 51gn1ﬁcant interests in residential consumers as well as business taking
up the new services. Internet in particular and interactive television too will be a channel
through which other services (banking and financial services, insurance, news and information,
retailing, games, software etc.) will also be advertised, sold and provided. '

In the extremely important context of education and training, this Communication highlights
again the range of issues that are raised of which telecommunications is but part. The other
important areas include the provision and modermsmg of equipment in educational
establishments, the .important issue of training and support of teaching staff, and the
development of educational content and exploitation of educational networks

Commumty programmes are already supporting a wide range of initiatives and support
mechanisms in the context of the Action Plan on Learning in the Information Society and are
continuing to develop.

Public and "community" access may be of particular importance in less favoured regions or for
less favoured users, where there may be a risk of delay in accessing advanced services if left to
market forces alone.” The Commission will continue to monitor developments in this area, as
public access may be a means, within a reasonable time scale, of overcoming the difficulties in
providing access to many advanced services and sources of information for mdtvrduals and for
the non-profit and voluntary sectors.

With respect to the more specific telecommunications needs in this area, the Commission
makes the following proposal which builds on the survey and analysis of Annex III of this
Commumcatron

The Commission will:

In the context of the tmplementatton of full telecommumcatzons liberalisation, encourag
special tariffs for schools for Internet access and usage in parttcular by publicising an
making transparent the different tariffs available in Europe so as to stimulate and spread)
good practice by the mdustry Set up a Web site to provide up to date mformatton on special
tariffs that are avatlable in d fferent parts of the Union.

Request National Regulatory Authorities to encourage new operators to o_[fer spectal tariffs
to schools (as soon as competition emerges and without requiring them to provide nation-|
wide service) and take the necessary steps to encourage and permit incumbent or dominant|
operators to offer special tariffs to schools. This will involve clearly defining the special]
category of 'schools', assessing schools' needs in collaboration with educational institutions,
indicating - the ltmtts of permissible pricing and dealing where necessary with say
interconnection arrangements so that annualised flat rate tariffs can be provided. However,|
where special tariffs are provided, they should not serve to distort competition, and in
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particular, National Regulatory Authorities should ensure, when approving such tariffs, thaf
operators do not abuse their dominant position, for example through predatory pricing.

Continue to monitor the impact of tariffs on the further take up of Internet access and usagﬂ
by schools, training institutions and libraries. -

VI CONCLUSIONS

This Monitoring Report gives an overview of the situation in the wake of full
telecommunications liberalisation of most European Union countries. Itconfirms the gradual
but continuing improvement in service levels, price and quality which marked the 1996
Communication. The number of households without telephone service has continued to
decline and so has the gap in telephone line penetration between Member States. Demand
for second telephone lmes and traffic on existing lines has grown as the Internet phenomenon
‘has accelerated.

Moreover, the humber of mobile telecommunications users in the European Union continues to
grow strongly, particularly where genuine competition between operators has developed -
usually in cases where at least three providers have launched services. In a number of Member
States, the penetration levels of mobile services, and the price packages available, mean that
mobile service already constitutes an alternative for some users-to the traditional fixed
telephone service and furthermore offers additional service features.

At the same time that use of Internet and moblle communications is growing strongly, National

Regulatory Authorities are devoting more attention to_the needs of lower income and

disadvantaged consumers. More steps are now being taken to ensure that customers can obtain -

service, choose tariff packages, control their expenditures and pay their bills in ways that are

more tailored to their particular needs. However, the lack of monitoring information (for
example on households without telephone service) indicates that some Member States are
. still not taking sufficient measures to identify the “un-telephoned” and the reasons why
‘they do not subscribe to services.

With respect to tariffs and affordability, the evidence is that overall price levels have declined
since 1990 and most consumers are better off in real terms, despite significant tariff re-
balancing in some Member States in recent years, in preparation for liberalisation. In general,
average or median users have benefited more than low users, because the proportion of fixed

- charges has remained stable or risen. However, there is an increasing tendency to provide
special “low user” schemes in order to spread consumer benefits. :

In establishing a framework for full telecommunications liberalisation from 1998 onwards,
the European Union has established measures to safeguard universal service and increase
consumer rights. European Union legislation guarantees service and quality levels and
permits the sharing of uneconomic costs of universal service obligations (subject to competition
rules) between designated and other public operators and service providers. In practice, the
majority of Member States have not seen the need at this stage to establish specific schemes for
the sharing of any costs related to universal service obligations.

In general, telecommunications policy (and regulatory oversight) as it relates to universal
service should, over the longer term, be aimed at getting the right balance between establishing
effect:ve competition (as a means to greater innovation and choice, and in particular services
and prlces which respond to customers’ needs) and extending benefits to all customers. Any
measures taken to deal with particular needs of specxﬁc consumers should not serve to distort
competition and its development.
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The benefits of competition and choice should extend to all citizens irrespective of income and
location. The Commission intends therefore to continue its efforts to improve the monitoring of
developments throughout the European Union, including the implementation of the range of]
consumer protection measures included in the amending Voice Telephony Directive. In
addition, the Commission will re-examine universal service in the European Union in the.
‘context of the review of European Union telecommunications legislation, to be undertaken by
the end of 1999. ' ’

In the context of monitoring developments, the Commission will focus on areas which appear
to be of the greatest concern including households without telephohe service, affordability and|
related consumer protection issues, the situation of low income and disabled users, the state of]
affairs at a regional level and, in the context of the growing use of Internet, the situation for
 schools, hospitals and libraries.
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Table 1: Telephone Penetration Rates Within the European Union

(Source: National replies to 1997 Commission questionnaire)

s with a telephone! | Residential Main Lines per 100 households
1995 1995 1996

n/a 92 93.5 95.3
n/a 106 n/a n/a
893 93 n/a n/a
n/a 96 n/a n/a
87.5 89 93 95
96.2 1t 100.1 100 4
7803 75 74 78
879 99 90.6 91.4
n/a 105 112 115
96.5 122.9 125.9 123.4
n/a n/a n/a wa
89.7° 64 67.7 70.6 0
n/a 104 939 92 10
n/a 119.6 1 119.5 119.3
96.0 99 91913 94.3

In principle, information on the proportion of households with a telephone should be obtained by survey whereas
information on the number of residential [ines per 100 households may be obtained as a ratio of the two statistics
{residential lines and number of households). [n any case, the figure for the percentage of households with a tele-
phone may differ from the number of residential lines per 100 househelds for several reasons. including: single
households with multiple telephone lines; multiple households sharing a single telephone line; the possibility that
some cellular phone subscriptions are counted in the former but not in the latter, differing definitions of houschold
and also measurement errors from sampling errors and non-responses.

The official statistics does not separate between residential lines and business lines.

1997 81%, statistics based on data supplied by Telecom Eireann

The number of households refers to 1991 for each of 1994, 1995 and 1996

First semester of 1997: 90.9%

First semester of 1997: 71.8%

Estimate

Includes cellular and fixed phones

Excludes cellular telephones (some are giving up their fixed lines for mobile phones)

Excludes cellular telephones

Telia’s number of household subscriptions per 100 households

Data relates to March 1995 (Source: UK Family expenditure survey)

Residential main lines per 100 households will differ from the percentage of households with a telephone for a
number of reasons, including: single households with multiple telephone lines; multiple households sharing a sin-
gle telephone line; differing definitions of household and measurement errors such as sampling error and non-
response bias,
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Table 2:  Penetration of Fixed and Cellular Subscribers per population

(Source: National replies to 1997 Commission questionnaire)

Mairilines | . - Cellular subscriptions = | ~ Payphones (cotn+card)
per 100 populatibn N per 100 population’ - per 1000 population

1994 19951 - 1996} 1994 1995 1996 1994 1995 | 1996
B 45.0 45.7 46.5 1.2 2.3 4.7 1.5 1.5 1.5
DK 14 60.0 61.0 61.6 9,7 15.6 24.9 1.6 1.5 1.5
D 48.0 51.3 53.8 300 15 467 16 69 2.1 2.0 2.0
EL 48.0 49.4 50.7 1.4 nfa| 1753 35 3.9 4.0
E 38.0 38.5 38.9 1.0 2.4 7.6 1.4 1.8 1.9
F 55.0 5561 18 565 | .4 220 19 42 3.5 3.4 3.5
IRL 35.0 340 20 36.0 1.7 35 7.0 1.8 17020 1.8
I 43.0 43.6 443 39 n/a n/a 6.8 6.7 6.7
L 55.0 55.8 59.0 ~32 6.5 11.0 0.9 1.0 1.1
NL 51.0 52.0 523 2.0 n/a 9.0 0.7 0.8 0.9
AUT 22 47.0 47.0 47,0 351 3 43 7.4 43 3.8 3.8
P 35.0 36.1 | 2 375 1.8 34125 66 3.3 3.3 % 35
FIN 55.0 54.7 54.7 13.3 204 | 27 293 4.6 4.9 4.9
SWE 68.0 68.0 68.0 16.0 22.0 | 28 28.0 3.7 n/a n/a
UK 49.0 49.6 51.7 6.1 2% 92 11.6 2.1 2.2 2.4
E}jerage 48.8 49.5 50.6 4.6j_ 8.1 1.7 2.8 2.8 2.8

14" Data on Main Lines and Payphones only available from Tele Denmark.
15 1995 Analogue: 0.8: Digital: 3.8

16 1996: Analogue: 0.7; Digital: 6.2

17°03/1997: 5.84

18 June 1997: 56.7

19 Junc 1997: 6.1% (95% digita} subscribers)

2% 1997, 37

2L 1997: 1,99

22 Main lines withoui 1ISDN.

23 +1995: Digitat: 1.2. Analogue: 3.6; 1996: Digital: 3.8. Analogue: 3.6: 1997: Digital: 6.8, Analogue: 3.4
24 First semester of 1997: 38.0

23 First semester of 1997: 8.9

26 First semester of 1997: 3.6

27 1997: 33

28 1997: 33% in October 1997

29

1995: Digital: 2.4, Analogue: 6.8: 1996; Digital: 5.8: Analogue: 3.7
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Table 3:

Target Period for Network Connection and Supply Times

(Source: National replies to 1997 Commission questionnaire)

1995: 80% within 5 working days
1996: 90% within 5 working days

1995: 95% within 5 working days _
1996: 97% within 5 working days

95% on the date agreed upon with the
customer.
Remaining 5% within 10 days.

96% within target

80% within 4 weeks (20 working days)

First half of 1996:

within 10 working days: 77.4%
within 15 working days: 82.5%
within 20 working days: 85.5%
Second half of 1996:

within 10 working days: 78.5%
within 15 working days: 81.4%
within 20 working days: 83.3%

Withinl week (in 2003)

Residentials-within 8 working days
Business-within 6 working days

Yes In 92% of exchanges less than 17
R days
E- I No Within 30 days 1995: within 3.3 days
5 1996: within 3.3 days
Foo I n/a Within 5 working days 1995: within 7 days
SR (by the end of 1998) 1996 within 6.5 days
IRL | No Within 11 calendar days Within 11 calendar days
I. "] Yes For new connection: within 10 days3° 1995: 98.7% within target
. 1996: 97.8% within target
L n/a Within 20 working days 69% within 30 days
- (Target for 1998° 98% within 3 month
L 2% over 3 month
NL | Yes Within | month 97% within target, 91% within 10
_'.- days
AUT. | No Within 7 days Within 10 days
P ] Yes Within 1.6 month Within 0.3 month
FIN | n/a 1996: Within 5 days on average 1996: Within 3.8 days on average
SWE'| No Within 17 days 99% within target
‘UK - | Yes BT has targets for: BT achieved:

Residentials-76.3% satisfied target
Business- 70.3% satisfied target

30

new target established in 1997, previous target was within 60 days.
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"1 of the next working day

1996: 80% before end
of the next working day

Table 4:  Target Period for Fault Repair, Repair Times and Compensation
Schemes
{Source: National replies to 1997 Commission questionnaire)
_'C'_ountify 1o  Compensation-Schemes -
B 1 1995: 76% before end n/a n/a

DK

NL

98% within 2 working days

:-| 24 elapsed hours 25 elapsed hours 31 Tele Denmark makes a proportionate
e i reduction in the subscription charge
e for the period in question, provided
P that the amount exceeds DKK 25.
D 3 working days First half of 1995: 85.53% Delay up to 48 hours: 25 DEM
2 working days within target credit; delay over 48
(since 01/07/1995) First half of 1996: 90.06% hours: 50 DEM credit
| 24 hours within target
(since 01/07/1998) Second half of 1996: 83.5%
, within target
EL - | 95% on the following 65% the following working n‘a
working day (in 2003) day
B Within 15 hours 1995: 8.33 hours The proportional part of the monthly
) 1996: 9.10 hours rent is reimbursed if fault repair time
exceeds 6 days.
E 1995: 92% the same day | 1995: 88.3% n/a
or before next working
.| day in normal cases
. [ 1996: as for 1995 1996: 88.7%
IRL.. 18 hours 18.6 hours n/a
I | Within 2 working days 1995: 67.4% same day, Reimbursement of the monthly sub-
' 97.9% within 2 days scription for every 2 days of delay to
1996: 60.4% same day, repair line in excess of the second
95.4% within 2 days. working day of report
L. Target for 1998: within | 93.7% same day, The rental charge is reimbursed if the
16 working hours 100% within 10 days service interruption exceeds five
days after notification to the operator
Within 5 working days | 99%within target, If the repair targets are not met, the

monthly rental will be reimbursed
twice.

31" The figure shows the number of finished fault repairs multiplied with the middle repair time of all faults reported.
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Table 4 continued ....

hours
100% within 2 working
days

92-95% within second target

Country " TFault repairtimes - L . -Compensation Schemes
o ' Target. - Actual repair times o ' R
AUT Within one working day | 93% within 24 hours n/a

P 85% within 2 working 80.5% within 2 working days | Reimbursement of the monthly sub-
' days scription corresponding to the num-
ber of days for which service was
interrupted whenever such interrup-

D tion exceeds 48 hours
FIN | 1996: 1996: There ts a reimbursement of a
g 78% within working day | 75.5% within working day month-ly basic fee if the line is out of
order more than 48 hours within one

_ month;

SWE 55% within 8 working 75-80% within first target Three months of free subscription if

not repatred within 5 days. Six month
of free subscription if not repaired
within 10 days.

Business: BT achieved 88.8%
within 5 working hours or by
successful appointment.

Residential: BT achieved
79 8% within 9 working hours
or by successful appointment.

BT’s business customers receive £25
for loss of service, or if the customer
can prove an actual financial loss
they will be fully compensated up to
a maximum of £5.000. Some other
companies offer stmilar schemes,
Residential customers receive com-
pensation based on line rental
charges for loss of service, or if they
can prove an actual financial loss
they will be fully compensated up to
a maximum of £1000;

UK3?2 Business: BT has a tar-
get of 5 working hours
Residential: BT has a
target of 9 working
hours

32

Supply times figures relate to the period October 1996 to March 1997 figures for the preceding six month are:

residential 85.7% and business 89.8%., Other telecoms companies, who are not universal service providers, report
performance in “Telecommunications Companies - Comparable performance indicators™ published by P-E Inter-
national
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T'able5:  Average Percentage of Public Payphones in Working Order during
1996

(Source: Natjonal replies to 1997 Commission questionnaire)

Country 1 Avéra'_g_c-_ péfcentag_e .pay-phdhes in or-
ST " der .
o9 | 19%
B | n/a n/a
.bK : 92% (coin) 95%
97% (card)
D n/a n/a
EL [ 95% n/a
.E I n/a 98.5%
F . | n/a 99.5%
IRI. . | over 93% 949/, 34
1. | n/a n/a
L -~ | over 93% over 98%
NL | 95% 96%
AUT 97% 97%
P 99.9% 99.8%
FIN .; n/a n/a
SWE | 98% 94%
UK [ 94.6% 94.3%35

33 Data in this column was reported from Nationa! Regulatory Authorities in autumn 1995. Data is therefore most re-
cent information available at that time (normally 1994).

34 Target for pay-phones in working order is 95%
33 This figure relates to the period October 1996 to March 1997; for the preceding six month, the figure was 95.3%.
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Table 6A: Customer Complaints and Consumer Protection

{Source: National replies to 1997 Commission questionnaire)

' - | "Does an independent body exist |° Is there a charge - | - When can consumers make | No of complamts - Are considerations of the - | Mechanism for consumer 1;ﬁence{:‘
Country |- to deal with cousumer com- |« ora'fee forcon-" |- iise of the appeal mecha- | - dealt with i mdependent body for con- 1 ¥ ' o
T - plaints? . sumer com-. : ~ nism? 1995/96 ' : mplaints pub-
o T T : _35._ plaints? - | o - : - o lished 0T N e
B | Yes, the Ombudsman telecom- No charge There are no procedural re- 1995 2, 155 The ombudsman service Consumer organisations are re-
g munications strictions 1696: 4,459 publishes an annual re-port | presented in the Consultative
D of its activity. ' Committee of Telecommunications.
DK ] Yes. No fee for con- On the USO-providers non 1995: app. 200 The Telecommunications There are consumer representations
' (i)The National Telecom sumer com-plaints | observance of the delivery 1996: app. 1000 Consumer Board is obliged | in:
Agency "Telestyrelsen”. to the NTA. A fee | terms, including subscription to publish deci-sions of {1) the National Advisory Council
(i) The appeal board is "The of 150 DKK for terms and consumer protec- general interest. on Telecomununications
Telecommunications Con- consumer com- tion rules. (it} the Telecommunications Con-
sumer Board" plaints to the ap- sumer Board
peal board
D Yes, the Ministry of Post and No charge Any case of consumer com- 1996: 601 (com- Publication is planned for, | Public hearings and consul-tations
Telecommunications and the plaint plaints and peti- but has not taken place vet. | are organised as regards e. g. li-
Petitions Committee of the Bun- tions) censing and tartff regu-lation.
destag
EL Yes, the National Telecom- No charge No specific procedures have | 1995: less than 10 Decisions of the NTC are Law Nr. 2246/94 provides for an
munications Commission been set so far. The NTC notified to the interested Advisory Committee to the Mini-
deals with ail complaints that parties. ster of Transport and Telecommu-
have not been resolved at the nications, composed of representa-
service provider level. tives of users and other interested
parties. This Committee has not
been implemented yet.
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Table 6A continued ...

Does an independent body exist

Is there a charge

When can consumers make

No of complaints

Are considerations of the

Mechanism for consumer influence

Country to deal with consumer com- or a fee for con- use of the appéal mecha- dealit with in independent body for con- on Telécoms Policy
plaints? sumer com- nism? 1995/96 sumner complaints pub- Sl
plaints? o e lished ? _ .~

E Yes, consumers can ask the No charge Consumers can address their | Consumer Arbi- Decisions are notified only | Users and consumers can be mem-
Consumer Arbitration Boards complaints to the Consumer | tration Boards: to the interested parties. bers of the Telecommu-nications
(patt of the National Con- Arbitration Court after they 1995: 1,434 Advisory Council which issues
sumer’s Institute) for mediation have tried to settle the dis- 1996: 1,275 opinions on the telecoms policy and
of disputes concerning telecoms pute with the operator. drafts studies in this sector.
services or address their com- Government Dele-
plaints to the Government Dele- gation to Telefonica
gation to Te-lefonica de Espaiia, de Espafia, S.A.:
S.A, 1995: 4,918

1996: 6,583

F Yes, consumers can address DGCCREF: Only disputes which could DGCCREF: Although the consumer or- | Consumer interests are represented
their complaints to consumer no charge not be settled at the local 100 to 250 cases ganisations, the Médiateur | by the Commission Consultative
organisations, to the Institut Na- level are dealt with by the a year de la République, des Radiocommunications (CCR)
tional de la Consommation Consumer organi- | DGCCRF. DGCCRF and ART pub- and by the Commission Consulta-
(INC). to the Direction Gé- sations: n/a Consumer organisations Médiateur; lish annual reports, there is | tive des Réseaux Service de Télé-
nérale de la concurrence. de la normally only act on behalf | 30 cases a year no publication related spe- | communications (CCRST). The
consommation et de la répres- ART: of their members. The Médi- cifically to consumer com- | cenclusions of these two commis-
sion de fraudes (DGCCRF), to no charge ateur can intervene if all Direction des Postes | plaints. sions are dealt with by the Commis-
the Autorité de régulation des other legal intruments are et Télécommunica- sion Supérieure du Service Public
télécom-munications (ART), to Meédiateur: exhausted. tions: 40 complaints des Postes et Télécommunications.
the Direction des Postes et Télé- | no charge France Telecom must involve con-
communications and to the sumers in consultations on tariffs
M¢ddiateur de la Républigue. and services concerning universal

service.
i
o
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Table 6A continued ...

Does an independent -body exist

{s there a charge

When can consumers make

~ No of complaints | Are considerations ¢

Mechanism for conisunier influence

. Country to deal with consumer com- .for consumer’ ‘| " -use of the appeal mecha~ | - “dealt withiin L .- on Telecoms Policy
i . plaints? . complaints? - | U onism? 0 J01995/96 L S L
[IRL | Yes. No charge The Ombudsman is empow- | Ombudsman: The results of the exami- General policy in the telecomms
St (1) Office of the Ombudsman ered to examine complaints 1995: 260 nations are published in the | sector lies in the competence of the
(i) Office of the Director of of consumers against Tele- 1996: 258 Ombudsman Annual Re- Minister for Public Enterprise to
Telecommunications Regu- com Eiremann if all other NRA: port. The results of com- whom representations are ad-
lation avenues of appeal have been | 1995: n/a (prior to plaints examined by the - dressed.
exhausted, The Office of the | (996 “disputes” in- | NRA are notified to the
Director of Telecommunica- | volving service parties concerned and the
tions Regulation examines providers were European Commission
complaints made by service dealt with on an in- | {where appropriate).
providers pursuant to sector formal case by case :
. specific EU legislation. basis)
. 1996: 10 .
I Yes, the Authority for Tele- No charge n'a n/a No A public consultation is organised.
communications, which will be
established according to Law n®
249 of 31/07/1997, will be com-
petent for consumer complaints,
L Yes, consumers can address No charge There are no restrictions to nfa n/a n/a
their complaints 1o the Ministry appeal to this body.
of Communications, which is
assisted by an independent body,
the Institut Luxembourgeois des
Télécommunications.
s
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Table 6A continued ...

Country Does an independent body exist | Is there a charge | When can consumers make No of complaints Are considerations of the Mechanism for consumer influence
to deal with consumer com- or a fee for con- | use of the appeal mechanism? dealt with in_ independent body for con- on Telecoms Policy -
plaints? sumer com- |- 1995/96 “sumer complaints pub- 3
plainis? ' : : lished? _

NL Yes, the Stichting Geschil- No charge Whenever a constumer and 1995: 44 A summary of the number | The National Consumer Organisa-
lencommissies Consumen- PTT Telecom cannot reach an | 1996: 49 of complaints and an indi- | tion (Consumentenbond) is repre-
tenzaken, Geschillencom-missie agreement, the customer has cation of the decision is sented in the OPT (Repre-sentative
Telecommunicatie en Post the option to appeal to the the published in the annual body for Post and Telecommunica-

Stichting Geschil- PTT concession reportand | tions, where the government, all in-

lencommissies Consumen- the annual report of the dustry players, consumer and user

tenzaken, Geschillencom- Stichting Geschil- organisations and em-

missie Telecommunicatie en lencommissies Consu- ployer/industry interest organisa-

Post mentenzaken, Geschil- tions are brought together).
lencom. Tel. en Post

AUT There is a veluntarily established { n/a The appeal board is compe- 1995 (4. Quarter): There is no formal proce- Apart from the public consultation
appeal board within the Chamber tent for complaints related to | 30 dure for the publication of | process during the drafting of new
of Labour available for consumer billing. decisions and considera- legislation, there are no special
complaints, From 1 November 1996: 91 tions. mechanisms for the involvement of
1997, the Telecom Control Com- groups representing users and con-
pany (the NRA) is responsible for sumers.
consumer complaints,

P Yes, the ICP (Instituto das Co- No charge ICP can deal with customer n/a No publication According to the Decree-Law

municagdes de Portugal) handles
consumer complaints. Complaints
can also be made to consumer ar-
canisations like the Instituta do
Consumidor, DECO, UGC and
FENACOOP.

complaints without prejudice
of the appeal to the judicial or
arbitration courts under the
terms of the general taw.

24/96, consumer associations have
the right to be consulted about
prices In several sectors, one of
which is telecoms. ICP has an Ad-
visory Council which is composed
of representatives of several minis-
tries and of the Instituto do Consu-
midor.
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Table 6A continued ...

Country | Does an independent body exist todeal: | - Istherea. . | When can.consumers make | No of com- ¥
~ with consumer complaints? - charge'ora fee | use of the appeal mecha- |- plaint
o L g forconsumer | o0 iodpismY 0
FIN The Telecommunications Administration | No charge Consumers can turn to the 50 (most com- | They are not published, | Consumer interest organisations
Centre (TAC) handles consumer com- TAC anytime they are not plaints referred | but they are publicly and organisatious representing us-
plaints. satisfied with the public tele- | to the amount of | available on request. ers with specific needs have the
coms operator as long as the | the phone bill} - possibility to deliver opinions on
matter falls under the Tele- : draft legislation. User organisations
communications Market Act. can also approach the regulator in a
i telecoms issue.
SWE . Consumer complaints are dealt with by There isno fee | n/a n/a The Swedish Consumer | Disabled people are represented by
L the Swedish Consumer Agency (former but the cus- Agency does not publish | their specific organisations. In ad-
National Board for consumer Policies). It | tomer value any of their decisions. dition, the PTS is funding a special
protects consumers as a group against must exceed The National Board for working group within the Informa-
unfair marketing and unjust behaviour. 250/500 SEK Consumer Complaints tion Technology Standardisation
| Individual consumer complaints are dealt | respectively publish their recommen- | (which is a member of ETSI). Fur-
| with by the Local Consumer Information | depending on dations if they are of thermore, there is a public consul-
or by the National Board for Consumer the issue. public interest. tation related to decisions in tele-
Complaints. PTS is responsible for coor- coms policy.
dinating the co-operation between PTS
o and the Swedish Consumer Agency.
UK Consumer complaints about services and | No charge Consumers are encouraged 10 | 199536- The more significant ac- | The ACTs represent the consumer
' equipment can be directed to OFTEL take up their dispute or query | 38 300 tions are reported in interests in the telecoms sector and
and its National Advisory Committees with their supplier in first in- OFTEL’s Annual Report | advise the Director General ofTele-
on Telecommunications (ACTs). stance. Then they can esca- 1996 and sometimes in communications.
late the matter to OFTEL or | 34 050 “OFTEL News",
the ACTs.

W
~¢

36 Figures for 1995 and 1996 show OFTEL’s consumer complaints and enquiries
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Table 6B: Name and Address Details of Consumer Complaints Body

(Source: National replies to 1997 Commission questionnaire)

Country
sl e . Name and Address
B : Ph. (+32) 2 2230909 Ombudsman telecommumcat]ons
o | Fax: (+32)2 2198659 Place des Barricades |
ST _ 1000 Bruxelles
DK Ph: +453543 0333 National Telecom Agency
Fax: +453543 1434 Hoelsteinsgade 63
| e-mail: tst@tst.dk DK-2100 Copenhagen
_ 1 http:/Awww tst.dk
D Ph: 0228 14-0 Federal Ministry for Post and Telecommunications (BMPT)
Fax: 0228 14-88 72 Heinrich-von-Stephan-Str. 1
o . 53105 Bonn
EL:7 | Phe (+30) 1 6805040 National Telecommunications Commission
Fax: (+30) 1 6805049 Kifissias 60
15125 Maroussi
_ Athens Greece
B Ph: wa Las Juntas arbitrales de Consumo
o Fax: n/a {address details not available)
Ph: n/a Delegation del Gobierno en Telefonica de Espana, S.A.
...... Fax: n/a (address details not available)
F- Ph: 0143193000 Authorité de régulation des télécommunications (ART)
\ 20, avenue Ségur
‘ 75354 Paris 07 SP
Ph: 0145662020 Institut National de la Consommation (INC)
Fax; 01 4567 05 93 80, rue Lecourbe 75732
Paris Cedex 15
IRL - Ph: (+353) 16785222 Office of the Ombudsman
Fax: (+353) 16610570 52 St Stephen’s Green
| e-mail: ombudman@ Dublin 2
ombudsman.irlgov.ie
http://www.irlgov .ie/
ombudsman
| Ph: n/a n‘a (New Telecoms Act provides for independent consumer
' Fax: n/a complaint body to be established)
L~ Ph: n/a Institut Luxembourgeois des Télécommunications
| Faxin/a {address details not available)
NL- Ph: (+31)70 3105310 | Stichting Geschillencommissies Consumenzaken
' o Fax: (+431) 70 3658814 | Geschillencommisie Telecommunicatie en Post
Surinamstraat 24
2585 GI DEN HAAG
AUT n/a n/a (New Telecoms Act provides for independent consumer

complaint body to be established)

ki
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Table 6B continued ...

Country National Independent Consumer Complaint Body
' Phone_,.fax, wWwWw Name and Address
P Ph: 017211000 Instituto das Comunicagdes de Portugal
Fax: 0t 721 10 02 Avaa José Malhoa No 12
http://www.icp.pt 1070 Lisboa
Ph: 01354 4025 [nstituto do Consumidor
Fax: 013142410 Praga Duque de Saidanha, 31. 3°,1000 Lisboa
Ph: 013573908 Associagiio Portuguesa para Defesa do Consumidor
Fax: 01 357 78 51 Ava Defensores de Chaves, 22 -1°.1000 Lisboa
Ph: 013957676 UGC - Unio Geral dos Consumidoes
Rua de Buenos Airgs. 11 ¢/v, 1200 Lisboa
Ph. 01814 69 69 Federacio Nacionai das Cooperativas de Consumo,
Fax: 01 814 69 90 Rua da Guiné, 8§ - R/C Dt°, 1170 Lisboa.
FIN Ph: +(358)9 69661 Telecommunications Administration Centre
Fax: +(358) 9 6966410 | Vattuniemenkatu 8 A, PL 53
_ http://www.thk.fi FIN-00211 Helsinki
SWE Ph: (+46) 8 783 1700 National Board for Consumer Complaints
Fax: (+46) 8 783 1701 Klarabergsgatan 35
_ nttp://www.arn.se + Box 174, S-101 23 Stockholm
UK Ph: 0171 63488388 OFTEL, Consumer Representations

Fax: 0171 6348845
e-mail:

crs.oftel@gtnet. gov.uk
http://www/open.gov.uk
foftel/oftelhm.htm

Ph: 01232 244113
Fax: 01232 247024

Ph: 0131244 5576

Fax: 0131 244 5696

Ph: 01222374028
Fax: 01222 668536

50 Ludgate Hill
London ECAM 7))

Northern Ireland Advisory Committee on Telecommunica-
tions

7th floor, Chamber of Commerce House, 22 Great Victoria
Str.

Belfast BT2 7QA

Scottish Advisory Committee on Telecommunications
2 Greenside Lane, Edinburgh EHT 3Al1
Welsh Advisory Committee on Telecommunications

Welsh Advisory Committee on Telecommunications
Caradog House. St Andrews Piace
Cardiff CF1 3BE

Yo
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Table 7:

Overall % Change in Tariffs

(Source: National replies to 1997 Commission questiunnaire)37

Overall % Change in Tariffs
Country % Nominal % Real Change in Consumer Period
Change Change Price Index
B +4% n/a 1995: 1.4% 1995 - 09/1997
1996: 2.4%
DK -2.1% -6.3% +4.2% 01/1995 - 01/1997
D n/a -19.9% 38 n/a 1995 - 1996
EL 1995: +14.5% n/a 1995:9.27% 1995 - 1997
1996: + 5.6% 1996: 8.50%
[997: + 4.5%
E n/a n/a 1993:4.33% 1995 - 1997
1996:3.21%
1997: 2.1% 39
S Total: -16.4% Total: -19% 1995: 1.7% 01/1995 - 10/1997
Resid.: -8.8% Resid. -11.6% 1996:1.9%
e e 1997: 1.3%
IRL 7% -12% +2.5% 04/1995 - 03/1997
I -6.9% -16.7% “11.7% 1995 - 1997
L n/a n/a n/a n/a
NLAO Private users +10% n‘a +1.03% 1995 - 1996
Buss. Users -7.5%
AUT 0.0% 41 n/a n/a 1995 - 1997
P 0.0% -5.6% 1995: 4.5% 1995 - 1997
1996: 3.5%
1997: 2.3% 42
FIN -4% 6% 1.53%43 1995 - 1997
SWE -3.2% -4.7% 154 0171996 - 09/1997
UK -13.4% -20.8% +9,4%%3 1994/95 - 1996/97

37 These responses have been provided by national regulatory authorities and the respective periods are given.
Annex [l presents the cvolution in prices for three consumer usage baskets during the period 1990-97 for each
Member State. '

38 Tariff changes for international calls are not included in this figure

39 Estimate

40 The Netherlands introduced VAT on telecommunications services in 1996

41 A new tariff scheme will enter into force on | November 1997

121997 Estimate

Y Consumer Price Index - 001/1995: 110.9 and 01/1997: 112.6

HIhe Consumer Price Index increased 0.5% during 1996 and is estimated to increase 1.0% during 1997.

43 Retait Price Index development - July 1994: 144.0; July [997; 157.5,

4



Table 8:

Breakdown of Tariff Changes in Recent Years

(Source: National replies to 1997 Commission questionnaire)

Country Period .| Overall ¢hange: = vLoca . Regiona itiona
B ' 1995 - 09/1997 Nom: +4% Nom: 0% Nom: Nom: +12% Interzonala: - n/a France:
' +20% (large zones) Nom: -68% Nom: -10%
+18%  (medium) Interzonal b: USA:
+17% (small zones) Nom: -18% Nom: - 17%
UK:
R Nom: - 10%
DK .7 01/1995-01/1997 Nom: -2.1% Nom: 0.0% Nom: 0.0% Nom: 6.0% Nom: 0.0% Nom: 0.0% Nom: -6.8%
e Real: -6.3% Real: -4.2% Real: -4.2% Real: -4.2% . Real: -4.2 Real: -4.2% Real: -10.8%
p46... 1995 - 1996 Real: -19.994,47 Real: +33.5% Real: +5.95 Real: -6.05% Real: -4.8% Real: -25.8% Real: -19.47%
EL - 1995 - 1997 Nominal terms: Nom: -44.4% Nom: +27.6% Nom: 27.3% Nominal terms: Nominal terms: Nominal terms:
o 1995: +14.5% 1995: +8.5% 1995: +8.5% 1995; +5%
T 1996: +5.6% 1996: +3.5% 1996: +3.5% 1996: +1.5%
1997 +4.5% 1997: -1.78% 1997: -1.78%
E 1995 - 1997 n/a First line: Nom: 0.0% Nom: 0.0% Nom: §.0% Nom: -8.7% EU:
: Nom: 0.0 % Nom: -24%
Second line: USA:
. Nom: -43% Nom: -38%
F 01/1995 - 10/1997 Nom: -16.4% n/a Resid.: Nom: +31.1% Nom: -2% Nom: -28.9% Nom: -46.9% Nom: -47.7%
' Real: -19% Real: +46.4% Real: -5.1% Real: -31.1% Real: -48.5% Real: -49. 3%
Profess.: Nom: +40.1%
SR Real: +35.7% 48
IRL 04/1995 - 03/1997 Nom: -7% Nom: 0% Nom: 0% Nom: 0% Nom: 0% Nom: -16% Nom: -21%
Real: -12% Real: -5% Real: -5% Real: -5% Real: -5% Real: -21% Real: -26%

46 No direct comparison can be made with regard to nominal price changes, as Deutsche Tetekom laid down new tariff zones on 1 January 1996.

il 47 Tariff changes for international calls are not included in this figure.

\) 48 Tariff fo North America - nominal change -63,3%, real change - 64,7%.
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Table 8 continued ....

Tanff changes between 1995 and 1997

Overail change

. Regional . ]

Natlonal

_ International

Real: -18.9%

Real: +0.3%

_ - Installation Rental _Local . :
1995 - 1997 Nom: -6.9% Nom: 0.0% Nom. + 29.7% for resid. Nom: -6.2% Nom: -22.7% Nom. -22.7% Nom: -11%
Real: -16.7% Nom: + 47.7% for buss.
1995 - 1997 n/a Nom: 0.0% Nom: +27.3% see national see national 1996: 1996:
Peak: nom. 0.0% | Nom:
Cheap: nom. 0.0% - 10% to - 45%
Night: nom. -50%
change by Private users n/a n/a n‘a n/a n/a n/a
| January 199649 Nom: +10%
Buss. Users
Nom: -7.5%
n/a n/a n/a n/a n‘a n/a n‘a n/a
1995 - 199751 Nom: 0.0% Nom: +9.3% Nom: +18.4% Nom: +17.6% Nom: +11.9% Nom: -11.8% European:
Real: -5.6% Real: +3.2% Real: +11.8% Real: +11,0% Real: +5.6% Real: -16.7% Nom: -18.7%
Real: -23.2%
International:
Nom: -15.5%
ST Real: -20.2%
FIN 1995 - 1997 Nom: -4% Nom: 0% Nom: +2% Nom: -10% n/a Nom: -7% Nom: -15%
-~ Real: -6% Real: -2% Real: +1% Real: -11% Real: -8% Real: -16%
SWE 01/1996 - 09/1996 Nom: -3.2% Nom: -48.6% Nom: -2.4% Nom: +37.1% Nom: +1.5% Nom: -32,5% Nom: -21.8%
Real: -4.7% Real: -49.3% Real: -3.9% Real: +35.2% Real: +0.0% Real: -33,5% Real: -23,0%
UK 1994/95 - 199697 Nom:-13.4% | Residentiak: Residential: Nom: -%% Nom: -10.1% Nom: -31.9% Nom: -21.8%
: Real: -20.8% Nom: - 0.6% Nom: +12.4% Real: -16.8% Real: -17.8% Real: -37.7% Real: -28.5%
Real: -9.1% Real: +2.8%
Business: Business:
Nom: -11.3% Nom: +9.7%

49 All tariffs have changed since the introduction of VAT on 01/01/1996 by +10% (private users) and -7.5% (business users). Real terms not available.
Ay 50 A new tariff scheme will enter into force on 1 November 1997
Foreseen 1997 price changes have been included in tariff change figures

NCUIEL
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Table 9:

(Source: National replies to 1997 Commission questionnaire)

Retail price regulation, price cap controls and requirements on affordable tariffs

State responsible for the telecommunications sector. Telecom Eireann’s tariffs are
now subject to a price cap formula whereby overalt prices must decrease by CPI -
6% every year unti} further reviewed after two or three years.

mer monopoly provider of tele-
communications services are
subject to control.

Country Price cap controls on retail prices - Affordability requirements How is affordability measured? -
B There is a price cap based on a general basket of services foreseen in the mana- Yes Affordability means that current tar-
| gement contract with Belgacom. Starting from 1998, the price increase will be iffs do not exceed the price cap of
{ limited to RPL - 1% for residential customers. RPI - 1%,

DK The price-cap regulation of Tele Denmark for the period 01.01.97 to 31.12.97 cov- | No No specific criteria

ers two main areas of Tele Denmark’s serviees:

i} basic telephony services are subject to a price cap of NPI-3%

i1} Certain specific prices are subject to a price cap of NPJ-1%.

D A price cap system is expected to be introduced on 01/01/1998. The “Telekommunikations-Uni- | Affordability is measured in accor-
versaldienstleistungsverord- dance with the real price for tele-
nung” (Regulation on USQ) coms services which are demanded
contains an affordability re- by an average household outside of
quirement. towns with more than 100,000 in-

habitants.

EL From 01/01/1997 to 31/12/1997 weighted average increase in OTE tanffs cannot No n/a

surpass the percentage change of the CPl more than 3%. From 1998 to 2000, tar-
iffs must reflect the costs of service proviston and avoid cross-subsidies.
E The price cap is based on the sector costs, productivity and CPI. Yes No specific criteria
F Two price caps have been inserted in the contract with France Telecom: An affordability requirement is | Aftordability is measured by com-
1) Price cap based on basic voice telephony services (1995 CPI - 4.5%, 1996: CP1 | included in the Telecommuni- parison of different segments of us-
- 5.5%, 1997: CP[ - 6%, [998: CPl - 6.5%) cations Law of 26/07/1996, ers and of international standards.
2) Price cap for leased lines: CPI - 10% (annual average. tariffs must not exceed
CPI by more 2% at any time)
A new price cap is developed (1998 - 1999: CPI - 9%. 1999 - 2000: -4.5%)
IRL Prior to 1997 increases i telephone charges required approval by the Minister of | Yes, price increases by the tor- | No spectfic criteria
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Table 9 continued ....

Country Price cap controls on retail prices Affordability requirements How is affordability measured?
1 No price cap control is effective up to now. 1t s foreseen that it could be in- Universal service must be pro- | No specific criteria ]
serted in a contract 1o be signed with the incumbent operator in the next future. | vided at affordable tariffs in the
Additionalty, Law n® 249 of 31/67/1997 provides for a price cap control for tar- ) new telecoms legisiation.
iff changes until 1999,
L n‘a n/a nwa
NL There are two price cap systems for PTT: No No specific criteria
1) The “total basket™ system, inchuding a broad range of services such as voice
telephony, telex, telegraph and cell-phone calls
2) The small user’s basket system: basic VT and cell-phone services for indi-
viduals and sinall business users
PTT is allowed to raise tariffs in Iine with the expected increase of the CP1 for
both the year in guestion and the subsequent vear. In particular circumstances,
PTT may apply to the Minister of Transport to exceed the price cap by no more
than 3% overall for each basket if PTT cannot rebalance tariffs within the price
caps.
AUT A price cap is included in the approval conditions of the new PTA tariffs, Affordability requirements are | The price is affordable if the price
to be found in § 24 of the new | level valid on | Janvary 1998 is
Telecommunications Act not exceeded.
P The Price Convention signed between 1CP and Portugal Telecom determines Portugal Telecom has to offer | Prices have to be cost-oriented
that the weighted average variation of the fixed telephone service prices should | affordable prices under its li- and non-discriminative.
not exceed 3% in nominal terms for 1995, and CPL - 2% for 1996 and 1997, re- | cence.
spectively.
Price variation related to installation, subscription fees and each tratfic type
must not exceed 7.3% in 1995, and CP1 + 6% in 1996 and 1997, respectively.
A new Price Convention for the period from 1998 to 2000 was signed recently
(CPI -4% in nominat terms for fixed telephone service: CPI - 2% for the basket,
excluding internationaj calis).
20
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Table 9 continued ....

than:
1 August 1993 - 31 July 1997: RP1-75%
| August 1997 - 31 July 2001: RPI - 4.5 %

services remains one of OFTEL’s
objectives {also confirmed in the
Universal Service State-ment), which
will be ensured by the existing i
cence conditions on BT according to
OFTEL. An mmprovement could be
made through the introduction of a
new service package (Residential
Limited Service Scheme)

Country Price cap contrdls on retail prices 'Atfordability requirements - How is affordability measured?
FIN. . No price caps Yes According to Section 1 of the No specific criteria
Telecommunications Act, prices

R have to be affordable.
SWE According to the revised Telecommunications Act (entered into force | For time being Telia is the only op- | Three criteria are stated in the Tele-

01/07/1997) the dominant operator on the Swedish market is obliged | erator that should be obliged to pro- | communications Act.

to follow a price cap regulation on line rental for basic telephony.| vide uni-versal service. The provi- | 1) Affordability shouid be defined from
The price cap implies that line rental prices inav only be changed in] sion of univer-sal service is regulated | the consumer’ perspective 2) The
pace with general price development, measured as net price index.| in Telia’s li-cence. cost to provide the service should be
The price cap also applies to supplementary elements such as en- taken into consideration. If the technical
trance fee, transfer of subscription and change of main line. developments resuit in lower cost, this
should be reflected in end-user tariffs.
3} Prices should be set with regard to
average prices, although price variations
between regions or dif-ferent market

S segments are allowed.

UK BT can increase prices overall for its PSTN basket>2 by no more Affordability of basic telecoms | No specific criteria, but telephony price

trends, residential penetratton levels and
market research resulis are taken into
account.

57 . . . . . . . . . . .
>< The basket contains e.g.: residential and business exchange line rentals: light user scheime, connection charges, take-over charges. local-, regional-, national and international
direct dialled calls
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Table 10:

Special Tariffs and Low User Schemes

{Source: National replies to 1997 Commission questionnaire)

Country | Schemes targeted towards customers with disabilities Schemes targeted towards low income users Schemes to offset adverse im-

pact from tariff re-balancing

B Around 370,000 disabled and elderly people benefit from a social tele- | The social telephone rate can also be applied to low | None
phone rate (70% reduction on connection charges, 33% reduction on [ income users.
rental fee, 50 free units of traffic for 2 months) according 10 the Roval
Decree on Universal Service.

DK There are specific text-telephone service for hearing impaired users, in- | None None
cluding special terminal equipment and reduced tariffs for visually im-
paired and blind users when using Directory Services.

D n/a wa n/a

EL Special reduced rates have been introduced tor blind subscribers, They | None n/a
arc allowed 150 units/month free of charge on the first main telephone
line they have subscribed. Additionally. specially designed public pay-
phones have been installed at airports, railway and bus siations and hos-
pitals. The OTE licence provides that at least 0.5% of public pay-phones
must be specially adapted. .

E There is a special “social subscription” that consists of a 95% discount| n/a n/a
on the monthly fee and a 70% discount on the initial connection fee for .
disabled and persons over 64 {unless they exceed a certain income).

F Disabled persons will be offered a special tariff which is being elabo- | Low income users will be offered a special tariff | An automatic reduction related
rated at the moment. Operators who offer such tarifts can deduct net | which is being etaborated at the moment. Operators | to tariff re-balancing is offered
costs of this special taniff from their contribution to the umiversal service | who offer such tariffs can reduce net costs of this | to more than Im residential us-
fund. speciai tariff from their contribution to the universat | ers. A second scheme (“con-
France Telecom offers free directory services for blind users, 50% re- | service fund. France Telecom offers free access to | sommation moderé”} appiies to
ductions for certain services for war-disabled and specially designed [ certain [ocal services for certain users (e.g. receiv- | more than 3m residential users.
public pay-phones. Deaf can get special equipment frec of charge. Per- | ing unemployment benefit).
sons over 63 don’t have to pay for the connection.

IRL None. Howevér, the department of Social Welfare meets the line rental | None None
and charges up to a certain limt.

Lh
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Table 10 continued ....

Country Schemes targeted towards customers with disabilities -~~~ -7 00 0 Schemes targeted fowards fow income user. 1es to-offset adve) |
S L T e e N e “i fmmtariffre-balancmg g
I n/a A specific low user scheme is in force (rental fee: ~ - n/a
50%, low tariffs for low consumption).
L | None None None
NL PTT Telecom offers free directory enquiries service to visually itnpaired and None None
: 1 there are possibilities (subject to income) for hearing impaired users to get a
free text telephone -
AUT Handicapped persons are exempted from paying the monthly connection fee | Low income users, students and pensioners are exempted | n/a
1 and the equivalent of one hour local charge per month. from paying the monthly connection fee and the equiva-
lent of one hour local charge per month,
P Operators are obliged to grant telephones with amplifiers, cail warning and | There are special tariff reductions for retirees and pen- | n/a
similar facilities to persons with special needs. sioners with a monthly salary less than the national
' minimum (60% reduction of subscription fees and at
least 25 units free of charge per month). The new Price
Convention introduces a “Low Scheme” for users who
do not exceed a certain amount of traffic
FIN No special tariff schemes. The state finances special services for disabled. None None
SWE Visually handicapped have access to directory enquiries free of charge. This Telia Mini (low consumption subscription) is still pro- | n/a
o service Is paid by the PTS. vided by Telia even though it is no longer an obligation
_ after 01/07/1997.
UK Free priority fault repair: for customers whose telephones are a vital lifeline, Spread connection fee: divides the initial connection None
1 this scheme ensures priority treatment in the event of a fault charge into 5 quarterly payments
Typetalk: deaf and speech impaired users have access to this service (which BT | Calt levels: new customers are asked to agree a financial
is obliged under its licence to fund). A text user rebate scheme is available to ceiling on call expenditure iargely eliminating the need
compensate them for the fact that calls from the text phones take longer to for deposits
complete than ordinary calls. Low User Scheme: offers users with low call bills a re-
Free conversion of hardwired connections: vulnerable customers can get old bate on line rental up to a maximum of 61%
_tx1 style connections converted into modern plug and socket connections free to
...} enabie connection to community alarms and to more user friendly telephones.
4 All companies provide free Directory Enquirtes to visually impaired customers
and others unable to use a printed phone book.
R
¢
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Table 11: Special Tariff Obligations on Designated Operators

(Source: National replies to 1997 Commission questionnaire)

services must be supplied at uniform tarifts and on uniform conditions throughout the Neth-

erfands.
PTT Telecom has the obligation to provide for access to and use of the public telephone net-

| works and the basic telephone service towards all subscribers/ applicants. A similar system 1s

in place for provision of leased lines.

Country { Obligations placed on operator(s) to offer uniform pricing throughout the national territory | Plans for new requirements relating to special tariff schemes
B . Be!.gacom must offer uniform prices till the end of 1997, The government does not intend to| It is planned that people with a minimal income will receive
| maintain this obligation after [997. 25 telephone units free of charge every month. ]
DK - | The appointed US Provider - Tele Denmark - is obliged to provide (i) a network with a tele- | A more detailed regulation of the extent of US obligation in-
' | phone service, (ii) an ISDN-network with ISDN services, (i1i) leased lines up to 2Mbit/s, and | cluding price schemes for special services for disabled peo-

. 1 (iv) special services for disabled users who request so, at equal terms and at maximum prices | ple is under preparation.

R fixed in advance.
D n/a n/a

E_L:_...: ' { There is no such obligation. Nevertheless, OTE uses the same cost basis (including basic| n/a
"~ fees) throughout Greece for voice tefephony services.
LB n/a n/a

F | Article 3 of France Telcom’s licence provides that no discrimination in tariffs shall be based) Special tantf schemes related to USO (low user schemes..))

on geographic grounds, unfess exceptional difficulties of connection to certain users justify| are being elaborated.

, geographic differences in tariffs.
CIRL n/a None

I The operators shall offer uniform prices throughout the national territory. None

L n‘a n/a

NL According to the Telecommunications General Directives Decree, all mandatory telecoms| None
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Table 11 continued ....

. -Obligations placed on operator(s) to'offer uniform pricing throughout the national territory

. Plans for new requirements relating to special tariff schemes -

The spécial tariff schemes for disabled and low income users cover the whole national terri-
tory.

S.pecial tariffs for business users entered inio force on 1 No-
vember 1997,

The Concession Agreement provides that the tariff scheme in force for the services object of
concession is applied in an uniform way.

None

There no obligations to offer uniform prices. However, the regulator can intervene if prices
are not affordable. ‘

None

:{ Geographical price variations are allowed to a limited extent according to the revised Tele-
1 communications Act. Licence holders should provide telephony services on similar condi-

tions to anyone who requests such services. This means that differences in service provision
and price levels are allowed between different customer groups or between similar custoiner

1 groups in different market situations. Uniform prices, without the possibility to lower the

prices in regions or segments where competition is hard, result in higher average prices.

None

UK

- BT is required to offer geographically averaged tariffs under its licence (Art 17). Oftel is

studying whether this policy could be relaxed for advanced services (but not for services cov-

1 ered by the universal service obligation. There is also an obligation on BT to provide a Low
1 User Scheme which gives a discount on line rental to customers where call bills are low.

The Residential Limited Service Scheme will be a new re-
quirement for BT. It offers a very limited range of services at
a very cheap price (see also Table 12).
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Table 12A: Special Measures to Help Consumers Control Expenditure - Part A

(Source: National replies to 1997 Commiission questionnaire)

Schemes for helping customers

Schemes for helping customers

Are “deferred payment” ar-

Are deposit requirements

Are “prepayment of bill” ar-

Country | obtain a telephone controf their telephone expenditure | rangements offered? - for certain customers -~ | rangement available to cus-
' ' ' : ' waived ? ' tomers? B
B n/a n/a No No n/a
DK None Customers are offered on-line ac- No obligation on operators No regulatory obliga- No regulatory obligations
cess to current billing information tions
at 24 hours intervals. Customers
can block their outgoing traffic
when it exceeds a certain threshold
amount.
D n/a n/a n/a n/a n/a
EL The time for initial connection to | n/a No regulatory obligations (it | No regulatory obliga- No
OTE will be gradually reduced to is offered in the majority of tions (as a rule no de-
| week by 2003 \ cases when requested. posit is requested with
the exception of cases
related to unpaid bills).
E 50% of the fee for initial connec- | N/a 50% of the fee for initial con- | No deposit requirement | No
tion can be paid in three equal nection can be paid in three exists except from cases
parts with the first three (bimes- equal parts with the first three | of prior non-payment.
tral) bills. {bimestral) bills.
¥ France Telecom offers the possi- | Customers are offered immediate Installation fees are included | No In 1998, France Telecom
bility 1o its customers to select access to current billing infor- in the first bill the user re- will offer prepaid cards for
the conditions of access to tele- mation, ceives after connection. private connections.
phone services.
IRL n/a n/a n/a n/a /a
| n/a n/a n/a Yes Yes
et
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Table 12A continued ....

Schemes for helping customers

Schemes for helping customers

Is “deferred payment”.ar- .|

Country | obtain a telephone control their telephone expenditure * | rangements offered?. gfor certain customers
' L 3 B R A o "walved‘? """" : YERE
L n/a n/a No deferment of payment for | On a case- by -case baSIs On a case- by -case basis,
initial connection deposit requirements can | prepayment of bills is pos-
be waived on request. sible on request.

NL PTT has to provide for directory | N/a No No deposit is required No
services and operator assistance.

AUT None Users connected to digital ex- None. If the amount for initial | There is no general de- The monthly connection fee

changes will be warned (in writing} | connection exceeds ATS posit requirement. In is to be paid up to three
if call charges have reached a de- 5,000, the connection fee has | case of a potential high months in advance.
fined limit. The default setting 1s to be paid in advance. risk of non-payment,
ATS 10,000, and can be changed PTA can require a de-
on request. Customers can request posit.
tariff information.
P n/a n/a nfa The operator can ask for | N/a
a deposit, but in fact this
right is not used.

FIN Some connections have a lower | N/a n/a nfa Prepayment of telephone
installation charge, but a higher bills is only possible for the
fixed charge per year. fixed monthly charge of the

connection.

SWE None No regulatory obligation No regulatory obligation No regulatory obligation | No regulatory obligation

UK The Residential Limited Service | As part of a new arrangement to se- | Spread connection fee: di- Call levels: As part of a new arran-

Scheme encourages unphoned
households to connect to the
telephone network. Costumers on
the scheme can receive calls and
make outgoing calls to emer-
gency services, fault repair serv-
ices and customer services.
Joining fee is

£9.99,

cure universal service, BT made a
commitment to introduce a new
service that will allow customers to
pre-determine the amount that they
can spend on calls.

vides the initial connection
charge into 5 quarterly pay-
ments; BT make no charge
for taking over an existing
line, charge for connection in
this case is £ 9.99.

new customers are asked
to agree a financial ceil-
ing on call expen-diture
largely eliminating the
need for deposits

gement to secure universal
service, BT made a com-
mitment to introduce a new
service that will allow custo-
mers to pre-determine the
amount that they can spend
on calls,
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Table 12B: Special Measures to Help Consumers Control Expenditure - Part B

(Source: National replies to 1997 Commission questionnaire)

Is the facility “selective call bar- /| Is itemised billing or other expense monitoring | Obligation for operators to offer “soft Requirement for publication

Country | ring” offered to control customer | . =~ . means offered? : ' disconnection” of schemes -

b expenditure? | o . | Lo L
‘B Selective call barring is possible Bills are automatically itemised for interna- Soft disconnection is available for resi- | None
g for premium rate services. tional traffic; itemising is also available for na- | dential customers in case of non-
IR tional calls, payment.
DK Yes, operators are required to of- | Yes, a subscription option provided at cost of None Operators are required ta in-
- fer selective call barring. service. form customers about terms
o and conditions of services on
request and at the time of
o subscription.
‘D, n/a n/a n/a n‘a
EL In the case of digital exchanges, | ltemised billing is available on request at all No such obligation exists. Existing leg- ; All terms, conditions and tar-
' barring of long distance calls is digital exchanges. This includes information on | islation provides for a minimum 30 day | iffs of subscription must be
possible. all long distance calls. deadline following notification of the published by the provider ac-
‘ user in written before definite discon- cording to existing legisia-
nection. tion.

E Selective call barring is possible Itemised billing (for local calls only on request) | None; Telefonica de Espaiia, S.A., how- | Conditions have to be pub-
for premium rate services. will be avatlable at the end of 1997, ever may offer soft disconnection. licly available for users,

F Selective call barring is possible, | Itemised billing free of charge is available on Soft disconnection is possible: in case of | Information on the above
either by means of a code (accés | request for all calls over 74 centimes since non-paymeit, France Telecom offers a mentioned schemes is
sélective modulable) or by auto- September 1997, time schedule for payment and bars out- | obligatory.
matic barring. golng calls (except from calls to free

services or emergency calls).

IRL Access to certain premium rate Itemised billing for regional, national or inter- | None n/a
services requires the use of a national calls are generally available at a
untque P.IN. charge.

I Available for customers con- n/a Soft disconnection (limitation to emer- Schemes are published in the
nected to electronic switching gency calls) 1s possible. official journal and in the

telephone directory.
1
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Table 12B continued ....

Is the facility "selective call bar- | s itemised billing or other expense monitoring | Obligation for operators to offer "soft ~ | Requirement for publication - -

Country | ring" offered to control customer | means offered? | disconneetion” ' of schemes ~ .
expenditure? - : ' o ' [

L Selective call barring is possible | Itemised billing is possible on request and sub- | n/a n/a
(international calls, calls to certain | ject to payment of a monthly rental charge.
destinations, or all calls subject to
the payment of charges) :

NL Selective call barring free of Itemised billing is available, however, this None Operators must publish all
charge is possibie for premium service has to be subscribed to by the customer, relevant information in their
rate services. who can indicate the leve] of detail required. schedule of general condi-

: tions.

AUT Users connected to digital ex- ltemised billing is available for users connected | The operator has 1o send a reminder with | n/a
changes can get a barring of out- | to digital exchanges for an extra charge. anew payment deadline of at least two
going calls to defined zones. weeks. PTA practice is to bar only active

calls as a first step.

p Selective call barring free of ltemised billing free of charge is available. The obligation to ensure “soft discon- Both special tariffs and low
charge is possibie for audiotext nection” is included in the new Regu-la- | user schemes appear in the
services tion of Public Telephone Service. legislation of the sector.

FIN Line and selective call barring are | The operator must itemise the bill without None Delivery terms of the operator
available charge and, if the bill exceeds 150 Mark, with- must be in writing and they

out request. shall be available for the
. public without charge.

SWE Selective call barring is possible | Itemised billing available on request free of None None
for premium rate services. charge.

UK Selective call barring is available | All BT customers can receive free itemised BT and most other telecomms compa- Details are published in Con-
to most of BT’s customers for an | billing. Full itemisation is available on request, | nies will soon offer an outgoing calls sumer Codes of Practice,
additional charge, all BT custo- although most customers consider that itemisa- | barred service as a result of discussion Conditions of Telephone
mers can bar outgoing calls and tion of calls above 40p is sufficient. Other with OFTEL. This has been agreed to Service and other company
calls to premium rate services. companies offer similar services. voluntarily. publications.

Other companies offer similar
services.

~

-
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Table 13: Overview of Universal Service Funding Schemes

(Source: National replies to 1997 Commission questionnaire)

Country | Will a USO funding scheme be | In case a scheme will be in place in 1998, what type Has a scheme been created, but currently kept dormant?

put in place in 19987, _ of scheme?? will be implemented? B . SRR

B No n/a A fund for universal service is planned for 1998 but will not be

S activated before 2000,
‘DK No plans, as incumbent does not | n/a No
o currently claim to incur a net cost
from USO.

D Yes The Telecommunications Act (entered into force The universal service funding scheme (“Ausgleichsmechanis-
01/08/1996) provides that licensees providing uni- mus”’) will enter into force on 01/01/1998. Nevertheless, USO is
versal service get a compensation for any deficitre- | just put on operators in case of inadequate provision of universal
sulting from the provision of universal service. This | service in a situation of free competition.

. compensation corresponds to a national USO fund.

EL A study on the definition, scope n/a Starting from the recommandations of the study, the NTC will
and costs of universal service is consider the timing and appropriate measures for the introduction
expected to be available before of a universal service funding scheme in the country.

April 1998. ‘

E The Telecommunications Market | n/a The Telecommunications Law provides for a National Universal
Commission will decide if USO is Service Fund, but a system of supplementary charges for inter-
a disadvantage in competition for connection will also be introduced till the fund is set up.
the operator providing universal
service.

F Yes A national USO fund was established in 1997; addi- The universal service funding scheme has already been put in

tionally, net costs of overall geographic supply will place.
be compensated by interconnection surcharges>4 till
31/12/2000 at the latest. i

IRL No untversal service funding nfa After the transposition of Directive 97/33/EC on interconnection
scheme will be introduced before the issue.of any unfair burden through USO will be discussed.
| January 2000 (date of libera-
lisation)

3
“A 33 (i) A national USO fund, or (ii} a system of supplementary charges, or (iii) a system of direct State support.

3 A system of supplementary surcharges is equivalent to so called Access Deficit Contribution, which is distinet from USO contributions.
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Table 13 continued ....

Country. | - Will a USO funding scheme be -

-~ Incase a scheme will be in place in 1998, what type:
. of scheme?3 will be implemented? .

Yes n/a No

No n/a A universal service funding scheme has been created by the Tele-
communications Law of 21/03/1997, but principles and method-
ology of this system have not been defined yet.

No n/a No scheme has been created so far. A universal service procedure

is expected to be incorporated in legislation.

No. But the Telecommunications
Act 1997 provides for a universal
service funding scheme.

All participants on the voice telephony market with a
revenue of more than 250 million AS will have to
contribute to the compensation according to their
market share. This is managed by the NRA.

This scheme will only come into effect if a request for compensa-
tion is approved by the NRA. If the provider of the USO has a
market share of more than 80%, a request for compensation can-
not be claimed.

n/a

n/a

According to Decree/Law no. 40/95 | the concessionaire should
specifically demonstrate the associated costs with USO provision
and submit them to the approval of a committee including I[CP’s
and concessionaire representatives, which will have to decide
about it within 30 days.

In case of approval a perfect accounting review follow-up will be
initiated. In case of non-approval a consultation procedure will be
initiated with other telecoms operators to see if another operator
can offer a more favourable economic offer satisfying the same
US level and degree of obligations.

4 No No No
1 No n/a In case that special funding of USO would be justified in the fu-
ture, Sweden would apply a fund model.
No nfa OFTEL has proposed the setting up of a working group to de-

velop a “Blueprint” of what USO funding mechanism might look
like.

35 (i) A national USO fund, or {ii) a system of supplementary charges, or (iii) a system of direct State support.
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Table 14:  Cost estimates of Universal Service Obligations in EU Member
States
(Source: National replies to 1997 Commission questionnaire)

Country .

What iS the cstimated overaii net cost_c_)f USO at the national level (accordmg to the USO

Asa. % of turnover _of voice telephanyvsemcesz

_ No ofﬂc:al estlmates

B No official estimates

DK n/a n/a

D Deutsche Telekom has not given any num- | Deutsche Telekom has not given any numbers

: bers related to USO so far. related to USO so far.

EL. n/a n/a

E- 32,0600m - 55.000m Pesetas 2.1% - 3.7% (of the turnover of Telefonica de
Espana)

F 1 4,829 million FF for 1997 5.5% (of 1997 fixed Voice Telephony reve-
_ 6,043 million FF for 1998 nues)56

{RL n/a n/a

I No estimates up to now No estimates up to now

L n/a n/a

NL Dfl. 377 million (in 1995) 5.5% of total turnover (in 1995)

AUT n/a n/a

P A Working Group will quantify the net n/a
costs of USO.

FIN Net costs of universal service have not been | Net costs of universal service have not been
calculated, since no operator has insisted on | calculated. since no operator has insisted on
any funding mechanism. any funding mechanism.

SWE PTS is examining different studies on costs | PTS is examining different studies on costs for
for USO (one by Telia and one by a group | USO studies (one by Telia and one by a group
of consultants) at the moment. of consultants) at the moment.

UK Costs before benefits are estimated to be Equivalent to between 0.8 - 1.6 % of BT's
£40 - 80million. However, when benefits domestic turnover in the fiscal year 1996/97.
are taken into account, the net costs are
considered to be negligible.

56

Special 1ariff schemes targeted at certain user groups have rot been taken into account
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ANNEX 11

Affordability and Evolution of Telephone Tariffs
by Consumer Group
(based on an independent study undertaken by Eurodata Foundation)

58
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Monitoring evolution in prices and affordability of basic telephone service
(based on an independent study undertaken by Eurodata Foundation)

Introduction

The real price for telephone service paid for by a subscriber depends on his/her actual telephone us-
age pattern and the associated tariffs for calls at the local.’regional, national and international level,
together with recurring fixed rental charges and the one-off charge for installation3” of the telephone
line and connection of the telephone. Monitoring prices and affordability of basic service in voice
telephony should therefore include all these cost elements,

In this Annex graphs for each of the 15 EU Member State are presented. These have been pre-
pared3® to monitor developments in prices and affordability of basic telephone service for ditferent
types of users. Three user baskets have been defined to reflect usage patterns for 3 different types of
consumer; the Average or median user (“The 50% user” whose spending represents median usage),
the Low Usage usér (“The 25% user” whose spending represents the first quartile of usage), and the
Lowest user (“The 10% user” whose spending represents the lowest decile user). These 3 baskets or
user profiles have been defined in order to see variations n price developments for different types of
usage, in particular for those consumers who are less well-off. They also examine the effects of spe-
cific low user schemes that are offered. The baskets cover fixed charges as well as representative
levels of domestic and international calls. The number of calls in the baskets define their overall
size, while the call distribution with respect to destination, time of day and period, together witlh the
call duration, define the calling profile.

The overall cost development has been different for each of the three types of users. The lowest
10% user makes few calls and therefore the price element driving costs will be primarily the fixed
charges. For the average 50% user, the proportion of usage charges in the overall cost is much
higher. The lower 25% user falls between the two other types of users in terms of usage charges.

Definitions associated with the underlying calculations of the user baskets™?

The graphs cover the years 1990, and 1993 through to 1997. For ¢ach year the tariff at the begin-
ning of the year is used, except for 1997 where a mid-year tariff (September) is used.

All graphs are presented in national currency. Restdential tariffs have been used and all charges and
resulting costs are in national currency. Value Added Tax (VAT) is included, where appropriate.
Non-recurring installation charpes are depreciated over 5 years. Any call set-up or minimum
charges have been included in the basket. The inflation rates are indexed to the year 1990 as the ba-
sis (100%). The dcflators that have been used to correct nominal tariff baskets for changes in na-
tional consumer prices over tune are given in Table |.

An annual depreciation value of the one-off installation charge should be included in the cost calculation of
having a telephone, 1o realistically represent overall cost of telephone usage.

The graphs are the results of a study carried out by Eurodata Foundation. London for the Commission.

The following sources of information have been used in the preparation of the three baskets: iy The OECD
hasket structure for nationat PSTN, (it} a study by OFTLEL in 1996 on Median User Bills. (iii) & study from
Sweden in 1997 on telephone usage, (iv) information from the Low Cost Unit in the UKL (v) vanous other in-
Tormation from the Netherlands, UK and Greece,
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Price Deflators for Real Price Developments
in each of the 15 EU Member States6?

60 Pprice deflators are based on price indices of private consumption for each EU Member State (Source: Eurostat).
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Austria: Standard Tariff

Real price development

(annual user payments in national currency including value added tax)
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Belgium: Standard Tariff

Real price development
{annual user payment in national currency including value added tax)
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Denmark: Standard Tariff

Real price development

(annual user payment in national currency including value added tax)
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Finland: Standard Tariff

Real price development

(annual user payment in rational currency including value added tax)
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France: Standard Tariff

Real price development

{annual user payment in national currency including value added tax)
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France: Low User Tariff 6t

Real price development

(annual user payment in national currency including value added tax)
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61

The “Abonnement Modere” tariff scheme for users with monthly bills below 204 Franc. France Telecom has

also an automatic scheme for users with call costs below 9.225 Franc per two months. This gives a lower fixed

(rental) charge.

be
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Germany: Standard Tariff

Real price development

(annual user payment in national currency including value added tax)
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Greece: Standard Tariff

Real price development
{annual user payment in national currency including value added tax)
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Ireland: Standard Tariff

Real price development
(annual user payment in national currency including value added tax)
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Italy: Standard Tariff

Real price development
(annual user payment in national currency including value added tax)
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Italy: Low User Tariff 62

Real price development

(annual user payment in national currency including value added tax)
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62 The scheme was introduced in 1994. The scheme has currently two thresholds: Below 50 units per month, the
unit price is 50 Lire (+ VAT). Between 50 and 110 units per month , the unit price is 346 Lire (+ VAT). Above
this threshold the unit price is 127 Lire (+ VAT). The rental charge is reduced to 8300 Lire per month.
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Luxembourg: Standard Tariff

Real price development
{annual user payment in national currency including value added tax)
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Netherlands: Standard Tariff

Real price develepment
(annual user payment in national currency including value added tax)
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Netherlands: Low User Tariff 63

Real price development

(annual user payment in national currency including value added tax)
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63 The BelBudget scheme was introduced in 1997, and offers a lower rental charge against call charges 3 times the

normal (BelBasis) charges, for national and international calls.
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Portugal: Standard Tariff

Real price development
(annual user payment in national currency including value added tax)
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Spain: Standard Tariff

Real-price development

{annual user payment in national currency including value added tax)
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Sweden: Standard Tariff

Real price development

(annual user payment in national currency including value added tax)
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Sweden (Telia): Low User Tariff 64

‘Real price development

(annual ﬁser payment in-national currency including value added tax)
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SEK 100 below the standard rental, but with double call charges {including call

7%

64 Telia Mini is a setvice for customers calling for less than SEK 100 per quarter. It offers a rental per quarter at
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United Kingdom (BT): Standard Tariff

Real price development
(annual user payment in national currency including value added tax)
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United Kingdom (BT): Low User Tariff 65

Real price development
(annual user payment in national currency including value added tax)
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63

The “Low user” scheme was introduced in 1996, etfectively replacing the “Supportline™ option. The Low use
schewme offers a discount on the rental charge for usage below a certain threshold. The discount is larger than
the usage charge it is calculated tfrom. This explains the somewhat strange graph showing effectively negative
LISaue COSts.
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ANNEX 111

Monitoring Survey on Internet Use and Access
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ACCESS TO ADVANCED SERVICES

Use of Advanced Services including Internet

The major development since publication of the Communication of March 1996 has been the dra-
matic increase in Internet usage. The number of Internet hosts in European countries has risen to
about 5 million®® during 1997 representing an annual growth rate of about 50%. The total number
of users is difficult to monitor except via survey means. National responses to the Commission’s
questionnaire, where information is available, are given in Table 1 of Annex Il

It is also difficult to give a clear picture of the actual use of these services (e.g. email, data commu-
nications and file transfer, multimedia communications etc.). In most cases it ts the consumer or
user who defines the services being exploited, via the terminal equipment employed, in contrast to
the case where a specific service is provided. However, indications from Commission surveys are
that World Wide Web usage now constitutes over half of Internet traffic handled by European Inter-
net Service Providers, while email still forms about a quarter of traffic.

in the absence of systematic and comparable information on subscribers or users, the main pointers
to the levels and rate of development of Internet related services are indicators such as PC penetra-
tion and use in business and in the home, the growth of Internet hosts and the number of publié
Webpages. These indicators are given in Table 2 of Annex HI. There is evidence of quite wide
variations within the European Union, in particular with respect to the Internet indicators concerning
JInternet hosts and Webpages.

A range of potential barriers to Internet development and usage exist both for businesses and private
consumers. The high price of leased lines or dedicated circuits makes it costly both for businesses to
link to the internet and for Internet Service Providers to develop their networks and provide cost ef-
fective services. The cost of usage in the case of dial-up service may be a deterrent for private con-
sumers unless Internet friendly tariff packages are available. On the other hand, the prospect of tele-
communications competition can reduce and remove these barriers and stimulate development. For
instance the prospect of competitive access provision to Internet by cable operators will put pressure
on prices and offer an alternative flat rate tariff approach.

Internet for Schools and telecommunications policy

General indications are that between about 15% and 60% (depending on the type of school and
Member State concerned) of schools are now connected to Internet and that the numbers are grow-
ing fast, Details are given in Tables 3 and 4 of Annex HI.

Improved Internet access and usage for schools comprises a wide range of issues. [Initiatives and
actions launched im Member States cover access to Internet, the costs of communications, equip-
ment, training and pedagogical questions, and the development of educational content.

A wide range of initiatives are already underway and continue to develop at a Community level in
the context of the action plan "Learning in the Information Society".

With respect to telecommunications needs, there is evidence that (some) schools are discouraged
from access and using Internet, or using it more or increasing the capacity of their connections be-
cause of high prices and because of the problem of predicting and controlling expenditure (because
of usage charges for which it is difficult to budget). Public policy therefore should be about helping

66 This total inciudes about 10% of the generic .com hosts which are estimated to be European Union based.
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to ensure that access and usage levels by schools continue to grow and removing impediments that
might prevent them being able to do so.

The current options for schools to link to Internet are by dial-up PSTN lines, dial-up ISDN (or mul-
tiples of 64 kbits/sec) or dedicated access, (64 kbits/sec and beyond) including the possibilities of-
fered by public frame relay services. In the future, other options will become available based on
technologies which are ready to be deployed.

Dedicated access offers a predictable fixed annual cost for schools. However, there are still signifi-
cant discrepancies of prices between Member States. Including all relevant equipment and ISP
costs, annual prices may range from less than 5000 ecu to as much as 5 times this amount.

Internet access via PSTN or ISDN potentialiy offers a cheaper alternative. However, when the usage
costs are included (usually at peak rate for school usage), the annual cost (inciuding relevant ISP re-
lated costs) can be as high as 8000 ecu per year.

Fortunately the story does not end here. A PSTN or an [SDN line which is connected for ten hours
of the day does not represent a cost as high as or equivalent to the total of all the tariffed fixed and
usage elements which are based typically on a network handling switched telephone traffic. Moreo-
ver, if schools were to be defined as a specific user group and paid only the price which covered
their long run incremental costs (and a rate of return), a viable tariff could be much lower.

The example of the UK provides some indicative cost and price levels when special tariff packages
are permitted by regulatory authorities or emerge from competitive rivairy between operators. In or-
der to allow the dominant operator BT to offer a special flat-rate or fixed tariff package for schools,
Oftel (the nationa! regulatory authority) set cost floors below which BT would not be permitted to
tariff services. This has led to BT in October 1997 announcing new fixed fee discounted tariffs for
schools®?. At the same time, cable companies in the UK have responded by offering even lower
priced tariffs to schools for Internet access and usage®®.

It is difficult to estimate what equivalent incremental cost based tariffs (or tariffs which would
emerge on the basis of competitive rivalry between incumbent and new local operators) in other
member states might be. Costs depend on local loop costs as well as switching and transport costs
and the former can vary significantly. They may be both lower and higher than the average for the
UK. Nevertheless it is conceivable that cost based tariffs could be provided to schools for no more
than a flat rate of 1000 ecu and 1500 ecu per year respectively for PSTN and ISDN access and us-
ape, or around a fifth of current levels in most of the Union.

The above illustration shows that genuine telecommunications competition will vastly improve the
situation faced by schools. It will both lower prices and lead to flat rate or fixed offerings. If prices
were to drop to a fifth, all schools could conceivably access and use Internet, and schools currently
connected could upgrade their connections.

Given that competition is only beginning to emerge in many Member States, how can the special
tclecommunications requirements of schools be satisfied? There are three parts to the solution,

67
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In the case where schools also use BT as the Internet Service Provider (ISP), they pay an annual fee of £445

(670 ecu) for PSTN access and usage and £790 (1185 ecu) for ISDN access and usage. [f schools use another

or a separate ISP, they pay BT an annual fee of £300 for PSTN access and usage (call origination) and £500 for
ISDN access and usage (cali origination).

Internet access and usage via a 64 kbit/sec ISDN link is tariffed at a flat rate of £600 (900 ecu) per year whilst
PSTN access and usage is tariffed according to school size (number of pupils). Schools with less than 250 pu-
pils pay £100 (130 ecu) per annuwm for access and unlimited usage. £250 for schools with 231-300 pupits. and
schools with over 500 pupils pav a flat rate £500 (730 ecu) per annum,
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First effectively exploit the benefits of competition for schools as soon as it emerges. Schools con-
stitute a specific group of users with respect to access to Internet. Special (discounted) tariffs can be
offered which cater for their particular needs, which are commercially viable and which do not dis-
tort the implementation of effective telecomimunications competition throughout the European Un-
ion. In particular, competing entrants should be permitted and encouraged to offer special tariffs to
schools irrespective of their coverage.

Second, national regulatory authorities should encourage and permit incumbent or dominant opera-
tors to offer special flat rate (annual) tariffs to schools, in advance of effective competition. This
will involve certain practical steps for example to define the special category and to ensure that op-
erators do not abuse their dominant position.

Third, Member States in undertaking other financial measures in support of schools etc.. (for exam-
ple investments in new networks or other budgetary assistance) should ensure that competitive de-
velopments (which are necessary to bring down prices and encourage innovative solutions) are not
undermined.
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Table 1:  Internet Usage Penetration by Category

(Source: National replies to 1997 Commission questionnaire)

Country Business usets Educational users Residential users
B overall total of 300.000 es- n/a
timated users (not available
by type of user)

DK 48207 of enterprises with 100% of upper secondary schools have ac- | 120571 of houscholds have
more than 5 employees cess to the Internet. 63%7! of primary and | access to the Internet.
have Internet access. lower secondary schools have access to

externat electronic communication,
D na 4,000,000 -10,000,00072 n/a
EL 17,000 44.000 14,000
E n‘a 306.00073 n/a
F74 180,000 90,000 180,000 J
IRL. n'a n/a néa B
| nia n/a n/a
L 1,3007% n/ia n/a
NI. ta n/a n/a
AUT total of about 450,000 112,000 at universitics abaut 150,000
[nternet users of which about 1000 at schools (4.8% of househalds)
200,000 business
P 240,000 204.000 120 00076
FIN 250,000 - 300.00077 n'a n/a
SWE approx. 714.000 employees n/a approx. 800,000 house-
at 63,000 companies have holds (19% of the total
access to the Internet™ number} had access to the
Internet in Decemnber 1997,
UK 35% 79 n/a 70,80
69 1907 survey data
i 1996 survey data
7l August 1997 survey data
T2 Total number of nsers {3m use the German research ack 2.2 mio use online services fike T-online, AOL, Compuseryve)
73 Lotal number of users
74

okl number of connections. additionalty. there are 60,000 copnections in Cvbercafes and other private institutions: at the end
ol 1997, the number of internet wsers is estimated 0 amount w1 mie, PC penetration: 20% of houscholds,

I'otal mmber ol users
FRO00 users have aceess at other places

Tatal pumber of intemet users

[otal number of subsceriptions in AMay 1997

Souree: Spectram BT supvey ol businesses TU97 by NOP researeh eroup

Sotree Speetrun 1CT survey of businesses [SUT by NOPF rescarch group

-

¥

Ihe totad sumber of Swedes who hay eaccess o ntemet amouats (o 1 mio,
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Table 2:

Internet Growth Indicators

(Source: Eurobarometer survey and study by Databank Consulting)

Country Proportion PCs proportion PCs Internet hosts per Web pages per
Business Residential 1000 population 1000 population
(July 1997) (July 1997, estimated)

Source: Eurobarometer February 1997 Source: Databank Consulting, 1997
B 324 253 8.4 70.6
DK 66.1 49.6 259 113.0
‘D 40.3 26.8 10.7 619
EL 221 14,1 1.9 21.4
E 31.9 24.1 3.1 23.0
F 38.2 19.6 5.0 344
IRL 3.7 201 9.1 64.0
1 414 254 3.7 T 500
L 472 36.1 9.1 115.4
NL 71.0 53.5 209 100.2
AUT 52.8 28.1 10.8 72.0
P 209 139 1.8 338
"IN 56.2 338 654 2831
SWE 69.8 47.8 32.0 201.8
UK 52.0 383 14.9 86.9
avsrlige' 423 283 0.0 62.7
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Table 3:

Access to Internet for Schools

(Source: National replies to 1997 Commission questionnaire)

8,710 secondary schools

68% of sccondary schools

ountry No of educattonal institutions Proportion of educational institutions | What are the targets and timescale - if any - for establishing connection of schools
{(primary, secondary and others) | with Internet Access to Internet
B 2,500 secondary schools, 260 n/a n‘a
high schools
DK 2326 primary and lower secon- | 63% of primary and lowet secondary | The Sektornet infrastructure is available and the connection of all educational in-
dary schools schools stitutions to Internet is underway.
384 upper secondary schools [00% of upper secondary schools
169 further educational estab- 106% of further educational estab-
lishments : lishments )
D 44,625 15% By 2000, 10,000 schools should have access to internet. Euipment, interconnec-
tion charges and overhead expenses are sponsored by Deutsche Telekom and the
Ministry for Education
EL 5473 primary schools 40 secondary schools (access was or- | The Ministry of Education and Religious Affairs has established six national pi-
3380 secondary schools (in- ganised by private bodies) tote programmes under the Commmunity Support Framework 1] for the promo-
cluding both Gynminaseta and All universities have access to Inter- | tion of internet in secondary schools. By 1999, the number of schools with Inter-
Lyceia) net (24 out of 32 establishments have | net access is expected to exceed [,000,
figures exclude the (very few) 2 Mbs connections, in November
private institutions 1997 all university networks should
. be upgraded to 2 Mbs
E 32,130 primary schools 20% of primary schools The target ts to connect all schools to Internet by the year 2001.
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Table 3 (continued) : Access to Internet for Schools.

No of educational institutions

Proportion of educational institutions

What are the targets and timescale - if any - for establishing connection of schools

Country (primary, secondary and others) with Internet Access to Internet
F 60,233 primary schools Almost all secondary schools and Till 2,000, all secondary schools and and a large number of primary schools
11,212 secondary schools 1,500 public primary schools have should have access to multimedia networks and the internet. This target is now

access to internet via Rénater (Réseau | being redefined.
national pour la Technologie,
VEnseignement et la Recherche).
Additionally, about 1,000 schools
have access independently from Ré-
nater)

IRIL. 3,317 primary schools 6% of primary schools The target is to have all schools connected to the Internet by year 2000.

768 secondary schools 35% of secondary schools

[ n/a n/a n/a

L n/a Schools have access to the server of | N/a
the Ministry of Education. _

NL 8,290 primary schools n/a Two targets:

720 secondary schools
143 schools for adult educa-
tion
59 schools for higher voca-
tional education
26 universities

1) A national electronic network (EDU-net) interlinking schools, museums, pub-
lic libraries, municipalities, community centres and other public institutions

2) local electronic networks for schools, advisory services, multimedia PCs (in-
cluding management and administration).

The goal is to achieve a density of one PC per 10 students (school) and 1 per 3

students (secondary education). The project of the Minister of Education, Culture

and Science has been put down in an “Implementation Plan™ which will be exe-

cuted in four steps till 2002.
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Table 3 (continued) : Access to Internet for Schools.

No of educational institutions (pri-
mary, secondary and others)

Proportion of educational institu-
tions with Internet Access

What are the targets and timescale - if any - for establishing connection of
schools to internet

23,426 primary schooels
4462 secondary schools
1.458 special schools

287 pupil referral units

Non maintained sector:

2.545 schools
Further education celleges:
533

Country
AUT total schools 6212 976 schools or 16% n/a
access mostly by phone line
P 5,388 pre-schools n/a The Green Paper for Information Society in Portugal recently approved by the
12,066 basic schools Portuguese Council of Ministers ocntains the target to have all primary and
1,860 secondary schools secondary schools connected to Internet by the year 2000.
272 superior education
285 others
FIN 3,500 schools 00% of the schools, n/a
100% of universities
SWE 4.936 primary and secondary 17981 (1995) The government sets wide national targets regarding schools and IT. Pupils
schools shall have access to PCs, software and networks. The ability to use and take
advantage of IT is considered a very important issue. More detailed targets
within this framework are set on municipal level.
UK State sectord2: 17% - 20% BT has made a commitment to ensure that all schools can have high speed

digital access to the lnternet from BT by the end of the year 2000. 1n addition,
the Government has set out certain targets for consultation,

81 Survey data from October 1997
82 Figures for schools relate to 1995/1996 and for further education colleges to 1997/1998
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Table 4:

Special Schemes to promote Public Internet Access

(Source: National replies to 1997 Commission questionnaire)

Details of special scheimes at the national level, which fully or

Are special tariff rates for Internet

ountry | partly ensure that schools and libraries have affordable access to | Access for schools and libraries -
' R wooo o Internet? . mandated by regulation or simply
_ : : ' _ : commercially available?
B A special tariff including reduced rates for ISDN is foreseen for | By regulation
. the near future
DK Sektornet is a State financed infrastructure providing transport | No regulation.
services and Internet access, for which schools and other educa-
tional establishment pay nothing to subscribe to and use except for
the physical connection from the school to the nearest Sektornet
service point. There are currently no special tariff schemes offered
by operators to schools and libraries with regard to access lines to
Internet Service Providers, beyond the general offerings.
D No spectal tariffs; connection, operationat costs and equipment for
schools are subsidised by Deutsche Telekom and other sponsors.

EL n/a No relevant regulation has been
established yet. This subject will
be discussed within the frame-
work of the study on universal
service currently under way.

E n/a n/a

F France Telecom is working out a special offer for schools, but is | No regulation

has not been published yet. Other operators are also developing
special schemes for schools.

IRL Access to Internet is a liberalised service and 1SPs set terms and | No regulation

conditions on a commercial basis
1
L No special schemes in place
NL see table 18 n/a
AUT An agreement has been signed between the ministry of education ; No regulation
and the arts and an Internet provider (NETWAY) offering free
Internet access and free usage for alt schoels (via PSTN lines to
be paid by the schools).

P Unique Access Number, AccessNET and NETLINE
These schemes allow direct dialling to Internet Service Providers,
the latter two using tariffs which are reduced relative to standard

. tariffs.
FIN No special schemes in place n/a

G0
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Table 4 (continued) Special Schemes to promote Public Internet

Access

Details of special schemes at the national level, which fully or

Are special tariff rates for Internet

ountry | partly ensure that schools and libraries have affordable access to | Access for schools and libraries
' Internet? mandated by regulation or simply
: : . commercially available?
SWE | In the budget proposal for 1997 the Swedish Royal Library is| n/a

given the task of developing and running an IT based national li-
brary system; in addition, funds are allocated to upgrade and extent
SUNET, the joint computer network of Swedish universities and
other higher education institutions. Furthermore; state subsidies are
available for libraries wishing to increase its IT use.

UK

The Government is consulting on measures as part of its National
Grnid for Learning project.

The project EARL (Electronic Access to Resources in and through
libraries) was launched in 1995 as the first UK national public li-
braries Internet initiative. It currently has 15 partners. It aims to
make the advantages of Internet available to all library users, pro-
viding Internet connection, information and development services
to its members. The cable industry offers schools special rates for
connection to the Internet. Bt is planning to offer schools a special
tariff for access to Internet.

Special tariffs for schools are not
mandated by regulation.

q
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ANNEX 1V

Questionnaire To Member States
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Questlonnaire on Universal eﬂm:e Indicators and Related Aspects
: E Iecommunicatlons Sector

lA - THE CURRENT SITUATION WITH RESPECT TO TELECOMMUNICATIONS SERVICES.

the main te]ecommnmcatmns servu:es

Previous Table Al

La

Please complete table Al for the end of 1995 and the end of 1996

Previous Table A2

Lb

Please complete table A2 for the end of 1995 and 1996. For cellular subscribers,
please indicate a total figure, and where possible, figures for analogue and digital
subscribers.

In both cases, please also give more recent figures (for 1997) if they are available.
Please also indicate in your response whether you also collect data breaking down
penetration by income / social group / area.

2 Questions concerning aspects of service-quality

Previous Tables A3, A4 and A5

2.a

2.b

Please give up-dated details for these tabies for the end of 1996. Please note that

figures for fault repair times should identify separately indicators for households

and for businesses.

In updating table A3 also give a breakdown of public payphones between coin and
card operated (or dual use) phones.

Please give a description of the underlying criteria used to obtain the figures on

fault repair times and working order.

Please indicate which additional quality of service targets (for indicators not in-
cluded in Tuble A3 4 and 5} have been set and to what extent these targets are mel

",
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3 Customer Complaints and Feedback

3.a

3b

3.c

3.d

3.e

Does an independent body exist to deal with consumer complaints? Please give
details (Name, address, contact telephone and fux numbers, e-mail, www.site).

When can consumers make use of this appeals mechanism and is there a charge or

fee for using this service?

Please provide, if available, the number of consumer complaints relating 10 tele-
communications dealt with by that body (or by the national regulator) for 1995
and for 1996.

Please indicate whether the results of the independent bodies consideration of con-
sumer complaints are published and, if so, in what circumstances, and in what

form.

Please identify and describe mechanisms in your Member State for involving con-
sumers or groups representing users with specific needs in decisions relating to
telecommunications policy.

B-

PRICES, AFFORDABILITY, SPECIAL MEASURES AND DISCONNECTIONS.

Competitive pressures and technological changes are leading to lower prices and are
pushing tariff structures towards cost. At the same time it (s important that all consum-
ers can benefit from improved services and lower prices.

1 General tariff changes and rebalancing:

Previous Tables A8 and A9

l.a

I.b

(Please note that some figures set out in table A9 are slightly different to those published in the
Communication in order to correct a number of typographical errors pointed out to us in the pub-
lished table).

Please update the information provided in previous Table A8 by providing the
overall percentage change figures in nominal terms (and in real terms if available)

Jor the period 1995 to 1997,

Please give details of percentage changes in nominal prices for all the service
categories in previous Table A9 for the period 1995 to 1997

Please provide the change in the domestic consumer price index during the same
period considered in La and 1b ahove.

Please give the details of any price cap controls on retail services provided by the
main operator(s) which are currently in place or which are being introduced with
a view to fidl liberalisation of your market.

Is there a legal requirement for universal service 1o be provided at affordable tar-

iffs and if so how is affordability measured? M specific criteria for affordabifity
are set, how are they set?
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2 Special tariff and low user schemes
Previous Table A10

2.a Please update the information set out in Table A10 concerning special tariff
schemes to specific groups of customers.

2.b  In particular, please indicate (with details) whether the following schemes exist :

(i) schemes targeted towards particular social purposes (schemes for custom-
ers with disabilities

(ii  schemes designed for users on low incomes, etc or

(ii) schemes to offset the adverse impact on certain customers of re-balanced
tariffs? '

2.¢  Please indicate what, if any, obligations are pluced on operator(s) to offer uniform
prices throughout the national territory and for which service elements

2.d Are any further or new requirements relating to special tariff schemes being
planned?

3.a Please give details of all measures or schemes, existing or planned. which are de-
signed .

(1) to make it easier for customers to obtain telephone service and
(i) to monitor and control their expenditure.

In answering you should indicate whether or not the following services are avail-
able :

3.b  Deferred payment for initial connection,
3.c Waiving of any deposit requirements
3.d Pre-payment of bills

3e Control of expenditure through line or selective call barring (e.g. to premium rate
services

3.f Monitoring of expenditure via itemised billing or other means. Please give infor-
mation about the degree of itemisation i.e. only international and long distance
calls; all premium rate calls; also local calls 7

3.g Obligations on one or more operators to ensure 'soft disconnection’ (Le. custom-
ers may be offered an out-going calls barred facility in cases of initial non-
payment of bills though with ultimate sanction of disconnection)
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3.k In relation to both questions 2 and 3 above is there u requirement for information

on these schemes / measures to be published ?

4. Disconnections:/ Reconnections . .~

The Commission wishes to know the extent and nature of private residential customer
disconnections of basic telephone service.

4.a Please give details of the number of:

(i}  residential customer disconnections and
(ii) residential customer reconnections

during 1995 and 1996 together with an indication, where this data is available, of
the reasons for disconnection e.g., voluntary or involuntary (in the case of volun-
tary whether it is due (o moving, ceasing telephone service or transferring to an-
other operalor).

4.b Is this information published ?

C

- UNIVERSAL SERVICE FUNDING MECHANISMS

»

The introduction of full liberalisation across the Union from the beginning of 1998
means that universal service funding schemes wiil be put in place in some Member
States. '

Where this is the case, this requires the calculation of the net cost of universal service
obligations and the establishment of means to make transfers between operators and
service providers to compensate those with identifiable burdens.

1.

la

1.h

Universal service funding schemes

Please indicate whether a universal service funding scheme will be put in place in
19987

Please indicate whether a scheme has been created, but will be effectively dormant
at this stage?

In the case where a universal service funding scheme will be in place in 1998,
please indicate whether a national universal service fund. a system of supplemen-
tary charges, or system of direct State support is envisaged ?

Cost estimates of universal service
Irrespective of whether a scheme will be in place in 1998 what is the estimated
overall net cost of universal service obligations (as defined in Community legisla-

tion) in your countrv? Please give an indication both as an absolute figure and ax
a V% of turnover of voice telephony services.
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2.b  Please indicate briefly the methodology and principles employed to identify these
nel cosis.

D  USE OF AND ACCESS TO INTERNET

The last two years has seen a dramatic growth in the use of Internet by private consum-
ers as well as business. General indications are that subscription levels have grown
even faster than those for mobile telecomunications service. At the same time pressure
has been mounting for action to help or promote public Internet access including access
for schools and libraries. In the USA, this issue has been examined alongside the ques-
tion of universal basic telephone service.

One of the difficulties for the debate within the Union is that there is lack of data on cur-
rent [nternet use by private consumers or public institutions.

In order to build up a better picture of the situation and report to Council and the Euro-
pean Parliament, the Commission is seeking the following information:

1 Private Internet Use

1. Please give the latest available figures in your country of the numbers of active
Internet users, if possible differentiated between

(i)  business,

(i) educational and

(iii) residential use.
2 Public Internet Access |

Public Acces& and Schools

2.a How many schools are there in your country (please identify both the overall total
if possible and separate figures for primary, secondary and further education es-
fablishments)

2.b What proportion of these eurrently have access to the Internet?

2.¢ Please describe what, if any targets have been established for connection of
schools to the Internet and/or new services and the timescale for achieving that
target.

Public Access and Libraries

2.d How many public libraries are there in your country ? (please indicate whether the
figure includes public libraries associated with schools and other educational in-
stitutions?)

How many public libraries are associated with primary and secondary schools?
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Within each category, what is the proportion that have Internet access?

Note : For both libraries and schools please indicate, if possible, a breakdown of
the types of access means used, e.g., telephone line, ISDN, X.25, frame relay, dedi-
cated leased line.

Please describe what, if any targets have been established for connection of li-
braries to the Internet and/or new services and the timescale for achieving that
target.

Special schemes to promote public access

2f

2g

Please give details of any special schemes at the national level, which fully or
partly ensure that all schools and libraries have affordable access to internet?

Please give details of any special tariff schemes that are available either for
schools or for libraries to access Internet? Are such schemes based on a flat rate
charging approach ?

Please indicate whether such rates are mandated by regulation or are simply
commercially available?

Other areas of support for public access

2h

Please provide details of other schemes, which have been put in place to further
public access for citizens or for business via other points in the community.

9y
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