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Management summary

Frequency auction

The auction part of the tender for awarding rights for the use of radio
frequencies in the 800, 1800 and 2600 MHz bands that got underway
on 11" November was brought to a successful conclusion on 19" No-
vember. Three organisations were successful in the auction: T-Mobile
Czech Republic, a.s., Telefénica Czech Republic, a.s. and Vodafone Czech
Republic, a.s.

Open Data

The Czech Telecommunication Office (“CTU") is involved in the Open
Data project. At stage one, it defined the data sets for opening in co-
operation with university departments. Data will then be made freely-
-accessible in machine-readable format in several stages. The list of data
sets can be expanded further based on an appeal for suggestions sent
to opendata@ctu.cz.

Czech Post branch network

Chairman of the CTU Council Jaromir Novadk was invited to attend
a meeting of the presidium of Svaz mést a obci (Union of Towns and
Municipalities of the Czech Republic). Here he stressed that the pro-
posed government decree being prepared by the CTU would not close
branches of Ceskd posta (Czech Post). The proposal draws fully on the
wording of the decree concerning the criteria of availability of postal
services, effective from 1°t January 2013. This decree, in fact, prevents
the mass closure of branches. The proposal was sent for inter-depart-
mental comments procedure on 15 November.

Situation on the electronic communication market

“felefonica

Telefénica increased the price of
using one recording in the Customer
Voice Message service from the origi-
nal CZK 57.60 per billing period to
CZK 91.96 per billing period for each
commenced 30 seconds. The Custom-
er Voice Message service consists of
creating individual voice messages as
the customer wishes.

As part of a special, regional In-
ternet Bundle offer, Telefonica offered

bonuses in the form of special prices
to customers that set up the O2TV
digital television service with O2TV
Flexi tariff and together with this the
02 Internet Connection service with
Internet Comfort' or Internet Smart?

1 Brno, Ceské Budéjovice, Dé¢in, Hradec
Kralové, Karlovy Vary, Kladno, Kralupy nad VI-
tavou, Marianské Lazné, Mélnik, Olomouc,
Opava, Ostrava, Plzen, Pferov, Rumburk, Slany,
Sumperk, Teplice, Zabreh, Zlin

2 The Internet Comfort tariff has an adver-
tised scope of speed profiles for connection
towards the customer of VDSL: 10 240 to 20 032
kb/s, ADSL: 3 584 to 8 192 kb/s, and for connec-
tion from the customer, VDSL: 1856 to 2 048
kb/s, ADSL: 512 to 768 kb/s.
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New rules for mail
for the blind

The blind, and now people with se-
vere visual impairment, will be able
to transport a wider range of items
as part of mail for the blind services.
In addition to letters provided with
braille for the blind and publications,
including audio recordings, it will be
possible to send any aids having been
specially made or adapted for the ne-
eds of the blind to help them over-
come problems associated with their
disability free-of-charge as mail for
the blind - for example, a white cane.

This is laid down inan amendment
to Decree No. 464/2012 Sb., which
the Czech Telecommunication Office
Council discussed, approving its
submission  to interdepartmental
comments procedure.
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Situation on the electronic communication market

tariff at selected O2 stores?®. Custom-
ers will pay CZK 549 per billing period
for the duration of the special offer
for using the O2TV Flexi and Internet
Comfort tariffs or CZK 649 per billing
period for using the O2TV Flexi tariff
combined with the Internet Smart
tariff. The offer is conditional on com-
mitting to use both services (O2TV
digital television and Internet con-
nection with the Internet Comfort/
Internet Smart tariff) and duly paying
for them for an uninterrupted period
of 12 months.

It is also conditional on setting up
the service and buying a set-top box
for a one-off charge of CZK 1,656. If
the customer opts to pay the price of
the set-top box in 12 monthly instal-
ments, he will pay CZK 138 per billing
period. If he decides to pay the price
in 24 monthly instalments, he will pay
CZK 69 per billing period.

As part of the O2TV Flexi tariff,
customers can set up one programme
package from a range of Documenta-
ries, Sport, Children, Style, Music, Seri-
als and Films for the duration of the
special offer The Style package will
always feature as part of the 02 TV
Flexi tariff.

The commitment to take the
O2TV digital television service will
automatically be extended by the
same length of time at the end of this
period (auto-prolongation). The cus-
tomer is entitled to refuse automatic
extension at any time. If he does so
for the O2TV Flexi tariff, the customer
forfeits entitlement to the benefits
provided as part of this special offer
after this time and the tariff automati-
cally switches to the corresponding
tariff from the range of commitment-
free tariffs. If he rejects the auto-
prolongation of the Internet Comfort
or Internet Smart tariff, the customer
loses the right to use this tariff and

3 The Internet Smart tariff has a scope
of speed profiles for connection towards the
customer of VDSL: 30 144 — 40 900 kb/s, ADSL:
12 288 to 16 384 kb/s, and for connection from
the customer, VDSL: 1856 to 2 048 kb/s, ADSL:
512 - 768 kb/s.

the tariff automatically switches to
the corresponding tariff from the In-
ternet Optimal+ and Internet Aktiv+
range until the end of the commit-
ment period, after which the cus-
tomer’s tariff automatically switches
to the corresponding tariff from the
range of commitment-free tariffs The
provision of benefits according to
these conditions is conditional on the
customer not having used the 02TV
digital television service for at least
three months prior to applying for the
set-up of the service.

Telefénica began offering new
Internet Comfort and Internet Smart
tariffs with a 12-month commitment
period and auto-prolongation on 1st
November 2013 via its free O2 tel-
ephone line. The profiles of these
services concur with the Internet Op-
timal+ (CZK 505 per month) and Inter-
net Aktiv+ (CZK 606 per month) fixed
connection tariffs being offered si-
multaneously, but without additional
services. Subscribers pay CZK 399 per
month for Internet Comfort and CZK
499 per month for Internet Smart.

Telefénica launched a special offer
relating to the prepaid NAIVYBER card
at the beginning of November 2013.
Each subscriber who buys a NAIVYBER
card from 1st November 2013 to 28th
February 2014 receives one of the fol-
lowing benefits: calls to all networks
within the Czech Republic for CZK
2.50 per minute (the standard price
of a call is CZK 4.90 per minute), calls
within the O2 network for CZK 1.90
per minute, 100 free SMS to all net-
works within the Czech Republic or
free weekend calls within the O2 net-
work. This benefit is valid for 30 days
after activating the SIM card and can
be renewed as long as the subscriber
charges up credit of a minimum CZK
200 once a month. This offer also ap-
plies to all subscribers with a different
prepaid tariff* from Telefénica who

4 The NAIHLAS, NAIDLOUHO, NAIPISTE tar-
iffs.

activate the NAIVYBER tariff by way
of an activating SMS.

‘I - -Mobile-

T-Mobile announced financial re-
sults for the third quarter of 2013, dur-
ing which the company obtained
235,000 new customers, meaning that
its overall number of subscribers
topped 5.7 million. The volume of
fixed-connection access (data and
voice) also rose to 119,000.

Over the last three quarters, mo-
bile customers called for an average
of 142 minutes per month, which ac-
cording to the information at T-Mo-
bile was some 7.6 % more than during
the same period last year. The volume
of data transmitted rose by 88.9 % to
reach around 4,470 terabytes.

Total revenues for the first nine
months of 2013 were 17.8 thousand
million crowns, with earnings from
mobile services accounting for 15
thousand million. Customers paid an
average of CZK 294 per month for
mobile services, which is some 20.5 %
lower than at the same time last year.

T-Mobile introduced a new offer
intended for prepaid-service custom-
ers in its price list of tariffs and ser-
vices for tariff and Twist customers
on 1st November 2013. All customers
with a Twist card that activate a one-
day Voladni do vsech siti na den (Call
to all networks for one day - 24 hours)
package for CZK 30 have the advan-
tage of being able to make unlimited
calls to all networks within the Czech
Republic.

é vodafone

Vodafone began offering a spe-
cial tariff for partners within the fam-
ily under the name of “Red do sité pro
partnera” (Red to network for partner)
with unlimited calls and SMS within
the Vodafone network and 130 free
minutes to other networks within the
Czech Republic. This benefit can be
used by customers that use the ser-
vices of one Red tariff with a mini-
mum monthly payment of CZK 690.
The price of the “Red do sité pro part-
nera” tariff is CZK 299.40 per month
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when signing a contract for two
years.

Vodafone also launched the “Data
za super cenu” (Data at a great price)
offer on the very same day, offering
customers the Mobilni pfipojeni 500
MB (Mobile connection 500 MB) data
tariff with a discount of 64 % - for CZK
90 per month. All Vodafone custom-
ers that own at least two SIM cards,
for one of which the customer has
undertaken to pay a minimum of CZK
249 per month for a period of two
years, can use this service.

u

As part of a special offer valid un-
til 31st November 2013, UPC offered
new customers special prices on Kla-
sik+, Komfort+ and Mini digital televi-
sion services, the offer applying to
on-line orders and a commitment to
use the service for a period of 12
months. For Klasik+ services, custo-

mers will pay a monthly price of CZK
200 instead of CZK 400.57 per month
and can enjoy one package from
a choice of Sport, Relax or Darwin
free-of-charge. This tariff allows
customers to use more than 50
Czech and Slovak channels, inclu-
ding 12 HD channels. Customers
will pay CZK 379 per month for the
Komfort+ package as part of this
special offer instead of the standard
price of CZK 578.49 per month and
can enjoy more than 100 channels,
including 22 HD channels, over this
period. Customers who ordered the
Mini digital television service as
part of the on-line offer will still pay
CZK 154 for this service per month
instead of the standard price of CZK
221.64 per month and will be able
to watch more than 20 Czech cha-
nnels, including 7 HD channels. The
price for connecting the services
when making an on-line order is
CZK 1 instead of the original CZK 99.

Public consultation now without trade secrecy and vulgarity

Volume 17/2013 of the Telecom-
munication Journal of 13th November
2013 published the new Pravidla Ces-
kého telekomunika¢niho dradu pro
vedeni konzultaci na diskuznim misté
(Rules of the Czech Telecommunicati-
on Office for Conducting Consultation
at a Point of Discussion), issued under
reference number CTU-87 392/2013-
606. The new rules respond to expe-
rience of the application of previous
Rules of the Czech Telecommunicati-
on Office for Conducting Consultation
at a Point of Discussion. In the interest
of making the entire process of public

consultation transparent, simplifying it
and making it more effective, the Offi-
ce primarily introduced the following
changes:

1. the system of dealing with
comments, statements and opinions
with vulgar or otherwise grossly offen-
sive content;

2. the system of dealing with co-
mments, statements and opinions or
their parts marked as confidential or as
trade secrets;

3. legislative and technical modi-
fications relating primarily to a change
of legislation or technical develop-

Price calculators

The CTU commenced the process of re-accred-
iting the Tarifon price calculator in 2013, the
aim being to again verify that the price cal-
culator complies with the CTU accredita-
tion criteria. As part of the accreditation
process, the CTU cooperates with a technical
auditor (CVUT — Czech Technical University),
which verifies the accuracy of the calcula-
tions of the price calculator. The CTU expects
that the re-accreditation process for the Tari-
fon price calculator will be completed during
December 2013 such that the award of new
accreditation can fluently follow on from the
expiration of the old accreditation. The Tarifon
price calculator compares prices of mobile and
fixed voice services and access to the Internet.

During its reqular checks of observance of
the accreditation criteria by a second accred-
ited price calculator, Tarifomat, the CTU found
failure to comply with certain accreditation
criteria and called on the operator of the price
calculator to immediately rectify this situa-
tion, also imposing a penalty of CZK 15,000 in
accordance with the concluded contract. Spe-
cifically, the CTU demanded that the obligation
subscribers to the new calculator have to enter
their current mobile number before having the
opportunity to use the calculator be removed
and that references to the general commercial
terms and conditions of all comparable op-
erators be added. If accreditation criteria are
repeatedly breached, the CTU may withdraw
accreditation.

ment in the spﬁere of written commu®
nication.

The new rules enter into effect on
1st December 2013, in that consultati-
on at a point of discussion commenced
by 30th November 2013 is governed
by the previous rules (the rules issued
under reference number 40 566/2005-
606).

EU regulations

Commission Implementing Decision of 12 No-
vember 2013 amending Decision 2008/294/EC
to include additional access technologies and
frequency bands for mobile communications
services on aircraft (MCA services) was pub-
lished in the Official Journal of the European
Union on 14th November 2013.

Decision of the European Parliament of
17 April 2013 on discharge in respect of the im-
plementation of the budget of the Body of Eu-

ropean Regulators for Electronic Communicati-
ons for the financial year 2011 was published in
the Official Journal of the European Union on
16th November 2013.

Decision of the European Parliament of
17 April 2013 on the closure of the accounts of
the Body of European Regulators for Electronic
Communications for the financial year 2011 was
published in the Official Journal of the Europe-
an Union on 16th November 2013.

European Parliament resolution of 3 July
2012 on eCall:a new 112 service for citizens was
published in the Official Journal of the Europe-
an Union on 29th November 2013.

The Czech Telecommunication Office
accepted authorisation to undertake specific
activity in relation to Council document “Re-
port on the annual accounts of the Office of
the Body of European Regulators for Electronic
Communications for the financial year 2012 to-
gether with the Office’s replies”.
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Market analyses

Market 1 - access to public tele-
phone network at a fixed location

The CTU held a meeting with
representatives of operators on 6th
November in relation to a proposed
analysis of relevant market 1. The meeting
was attended by representatives of
Telefénica Czech Republic, a.s., T-Mobile
Czech Republic as., GTS Czech sro,
Cesky bezdrat s.ro., UPC Ceska republika,
sro. and Asociace provozovatell
kabelovych ~ a  telekomunikacnich
sitf (Association  of  Cable and
Telecommunication  Operators). The
CTU is currently putting the finishing
touches to the proposed analysis based
on comments made by the operators at
the meeting and the Office will present
it for public consultation by the end of
the year.

Market 2 - call origin (origina-
tion) in the public telephone
network at a fixed location

It was on 7™ November that the
CTU made public an appeal for com-
ments in relation to the decision to
impose an obligation relating to price
regulation on an undertaking with
significant market power, Telefénica
Czech Republic, a.s., doing this in ac-
cordance with Section 130 of the Act
on Electronic Communication (here-
inafter referred to as the "AoEC”). The
proposed price decision imposes
the obligation on Telefénica Czech
Republic, a.s. to arrange prices for
connection to its public telephone
line for the origination service such
that a maximum price of CZK 0.31
per minute not including VAT is not
exceeded (see the proposed price
decision for details). Comments on

the proposed price decision could
be made within one month of the
date of publication of the appeal for
comments.

The CTU published the appeal for
comments regarding the proposed de-
cision to impose an obligation on Tel-
efénica Czech Republic, as. on 11t
November in accordance with Sec-
tion 130 of the AoEC. The CTU is pro-
posing to impose on Telefénica Czech
Republic, a.s. the obligation of access
to specific network elements and as-
signed resources, transparency, non-
discrimination and separate records
of costs and revenues (see the pro-
posed decision to impose obligations
for details). Comments on the proposed
price decision could be made within one
month of the date of publication of the
appeal for comments.

Public consultation of the proposed
decision on the determination of Tel-
efénica Czech Repubilic, a.s. as an un-
dertaking with significant market pow-
er ended on 18" November. Nobody
made any comments as part of public
consultation.

Market 3 - terminating calls
(termination) in individual public
telephone networks provided

at a fixed location and market

7 - terminating calls (termina-
tion) in individual public mo-
bile telephone networks

The CTU received a statement
from Ufad pro ochranu hospodéafské
soutéze (Office for the Protection of
Competition - OPC) on the second
proposed analysis of relevant market 3
on 5th November in accordance with
Section 130 of the Act on Electronic
Communication. In its statement, the
OPC repeated its comments on the
first proposed analysis from August
this year. The Office dealt with the

statement made by the OPC and sent
the new proposed analysis to the
European Commission for notification.

Market 4 — wholesale (physical)
access to network infrastructure
(including shared or full access of
subscriber’s line) at a fixed loca-
tion and market 5 - wholesale
broadband access in electronic
communication networks

Based on information taken from
discussion of proposed analyses of
markets 4 and 5 with the European
Commission, the CTU decided to take
both proposals back from the notification
process. The Office is currently discussing
its aim to supplement both analyses at
the working level and is preparing a new
version that will reflect the requirements
of the Commission. The areas under
discussion are taking into consideration
indirect influences relating to the retail
market when applying corrective
measures, elaborating the principles
of non-discrimination based on the
equivalence of access and conducting
a test of the economic replicability of
retail and wholesale products.

Market 6 — wholesale terminating
segments of leased lines irrespec-
tive of the technology used to en-
sure leased or reserved capacity

Public  consultation  regarding
a proposed analysis of relevant market
6 ended on 11" November. Three or-
ganisations - GTS Czech s.ro., Telefénica
Czech Republic, a.s. and T-Mobile Czech
Republic a.s. — made comments regard-
ing the proposed analysis. The CTU pub-
lished the handling of these comments
on 11" December, within the statutory
time limit.

The management of radio spectrums

General authorisations - obligation to report

The new ESD Il web portal was made acces-

website.

sible upon the entry into effect of general au-
thorisation no. VO-R/23/09.2013-5 in relation to

the use of radio frequencies and the operation
of fixed services equipment in the 71-76 GHz and
81-86 GHz bands. The main aim of the new ESD Il
web portal is to enable operators to comply with

the obligation to report laid down in the above-

mentioned general authorisation. More informa-
tion on the web portal can be found at the CTU

Individual licences

In respect of the reduction of the fees for using
radio frequencies as part of a fixed service, the
CTU commenced administrative proceedings with
individual holders of licences for the use of fixed
service radio frequencies with the aim of setting new
fees from 1.1.2014
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Virtual operators
Connectica

Virtual mobile operator Connectica
changed its offer of mobile services
in the course of November 2013. The
operator offers a total of six tariffs. In the
“Tarif 50 volani” (Tariff 50 calls) tariff, for
CZK 50 per month, customers receive
10 free minutes, in the “Tarif 100
volani” tariff, for CZK 100 per month,
customers receive 50 free minutes
and in the “Tarif 200 volani” tariff, for
CZK 200 per month, customers receive
120 free minutes. As part of the three
JTarif 49/99/199 SMS” tariffs, customers
receive 12/55/150 free SMS, paying
aflat monthly rate of CZK49/99/199 per
month. The price of calls made within the
operator’s own “network” was reduced
from the original CZK 0.58 per minute to
CZK 0.49 per minute. Customers pay CZK
1.49 per minute for a call to other mobile
networks within the Czech Republic
instead of the original CZK 1.69. The
rate of 0.58 per SMS for one SMS within
the operator’'s own “network” remained
unchanged. The rate for one SMS to
other mobile networks within the Czech
Republic also remained unchanged at
CZK 1.39 per SMS.

Blesk Mobil

Blesk Mobil launched a free package
under the name of “Voldm na jedno”
(Phone one number) on 7th November
2013, as part of which the customer can
choose any mobile telephone number
from all mobile networks in the Czech
Republic every 30 days and subsequently
call that number for CZK 1 per minute
instead of the standard rate of CZK 2.50
per minute. This special offer package is
time-limited to one year from the launch
date, meaning to 7th November 2014.

CallPro

Virtual mobile operator CallPro
changed its tariffs during November
2013. The operator newly introduced the
"CallPro ;-)" tariff, with calls within its own
"network” costing CZK 0.90 per minute
and those to other mobile networks
within the Czech Republic costing CZK
1.80 per minute. Customers will pay
CZK 1 per SMS for one SMS within the

operator’s “own” network and CZK 1.25
for one SMS to other mobile networks
within the Czech Republic. The fee that
customers must pay for having the tariff
is CZK 29 monthly and calls are charged
per second (1+1). The remaining tariffs
("CallPro 0", “CallPro 100" and “CallPro
200") differ in terms of the number of
free minutes to all mobile networks
in the Czech Republic, in that the
number in the name of the tariff is the
number of free minutes to all mobile
networks in the Czech Republic.
Customers pay CZK 149 per month for
the “CallPro 100" tariff and CZK 269
per month for the “CallPro 200" tariff.
Customers call other mobile networks
within the Czech Republic for CZK 2.20
per minute and numbers within the
operator’s own “network” for CZK 1 per
minute. Customers pay CZK 1 per SMS
for one SMS within the operator’s “own”
network and CZK 1.40 for one SMS to
other mobile networks within the Czech
Republic. Calls are billed in seconds after
the first minute (60+1). A package with
a data limit of 100 MB for CZK 60 per
month or 500 MB for CZK 150 per month
or a package with a data limit of 2 GB
for CZK 350 per month can be bought to
accompany all tariffs on offer.

Nej Mobil

New virtual mobile operator Nej
Mobil launched a range of services on
Ist October 2013. This operator offers
its services within the T-Mobile network.
It's Nej tariff costs CZK 20 per month and
means that customers can call numbers
within the operator’s own “network” for
CZK 0.50 per minute and other mobile
networks within the Czech Republic for
CZK 1.60 per minute. Customers pay CZK
0.50 per SMS for one SMS within the
operator’s “own” network and CZK 1.20
for one SMS to other mobile networks
within the Czech Republic. Customers
pay CZK 0.70 per MB for each 1 MB of
downloaded data.

WIA Mobil
New virtual mobile operator WIA
Mobil launched a range of mobile
services through the Vodafone network
during November 2013. It offers its

customers a tariff based on a prepaid SIM
card. Customers pay CZK 1 per minute
for calls made within the SIPY/WIA
“network”. Customers call other mobile
networks within the Czech Republic
for CZK 1.80 per minute. The rate for
one sent SMS to all networks within
the Czech Republic is CZK 1.50 per SMS.
Calls are billed in seconds after the first
minute (60+1 pricing). Customers can
buy mobile Internet services with a data
limit of CZK 150 MB to accompany their
tariffs for CZK 120 per month. The rate
for Internet v mobilu na den (Internet
on your mobile for one day - 24 hours)
with data limit of 25 MB is CZK 30 per
day. Customers who do not use Internet
connection from WIA? are charged a flat
rate of CZK 39 per month.

LAMA mobile

A new virtual operator going by the
name of LAMA mobile, run by LAMA
ENERGY a.s., launched its mobile
services on 18th November 2013.
LAMA mobile offers its customers the
"FEROVA LAMA" (Fair LAMA) tariff, with
no monthly fee and the rate for one
call minute based on the number of
minutes called. The price for calls within
the operator’s own “network” and other
networks within the Czech Republic is
CZK 1 per minute for monthly call time
of 351 minutes and upwards, CZK 2 per
minute for monthly call time of between
151 minutes and 350 minutes and CZK
2.90 per minute when the customer’s call
time is up to 150 minutes per month.
Calls are charged per second (1+1).

Customers pay CZK 199 for the
"SPORIVA LAMA" (THRIFTY LAMA) tariff,
as partof which they get 100 free minutes
to the operator’s own “network” and 100
free minutes for calls to other mobile
operators within the Czech Republic.
Calls made within the operator's own
“network” and to other networks within
the Czech Republic cost CZK 1.90 per
minute. Calls are charged per second

1 SIPY means IP telephony or fixed
line with Internet connection.

2 Internet connection under the
name of WIA WiFi WIA 5G, WIA AirMAX, WIA
Fiber and WIA DSL.
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Virtual operators

(14+1) while free minutes in a package
are being used up. Once free minutes
have been exhausted, customers are
charged for the first minute of a call and
then in seconds (60+1). The operator
also offers the “UPOVIDANA LAMA’
(TALKATIVE LAMA) tariff for “unlimited”
calls to all mobile networks within the
Czech Republic for CZK 599 per month.
Customers pay CZK 1.50 per SMS for one
sent SMS regardless of the tariff.

The operator also offers a range of
tariffs for families under the name of
“LAMI RODINKA" (LAMA FAMILY), with
“unlimited” calls among the people
in the group. The people in the group
can call each other without charge for
a monthly rate of CZK 199 (if there are
two family members in the group), CZK
289 (if there are three family members
in the group) or CZK 369 (if there are
four family members in the group).
Customers pay CZK 190 per minute
for calls within the operator's own
“network” and to other networks within
the Czech Republic and CZK 1.50 per
SMS for one SMS to all mobile networks
within the Czech Republic. As part
of the “LAMA FIREMNI" (CORPORATE
LAMA) tariff, members of a group of
five to ten people can call each other
without charge for a monthly fixed rate
of CZK 89. Calls and SMS within the
operator’s own “network” and to other
networks within the Czech Republic are
charged at CZK 1.50 per minute and CZK
1.50 per SMS. The "UPOVIDANA CHYTRA
LAMA” (TALKATIVE CLEVER LAMA) tariff,
costing CZK 149 per month, offers calls
within the operator's own “network”
without charge. For calls to other mobile
networks within the Czech Republic,
a rate is charged depending on the
number of minutes called ranging from
CZK 1 per minute to CZK 2.90 per minute
(the same segmentation of call prices

3 Unlimited calls are considered to
be such a number of free minutes that should
cover normal needs with plenty to spare. If
operation were to show signs of network
abuse of significantly unusual behaviour way
above the average values, LAMA will proceed
according to the relevant provisions of the
General Commercial Terms and Conditions to
concern network abuse.

for the number of call minutes as for the
"FEROVA LAMA" tariff). The pricing for
tariffs (LAMI RODINKA, LAMA FIREMNI,
UPOVIDANA CHYTRA LAMA) is set
for the first full minute and then in
seconds (60+1).

Forcustomers of LAMAENERGY a.s.,
the operator offers the “CHYTRA LAMA”
(CLEVER LAMA) tariff at a monthly flat
rate of CZK 349 without commitment
or for CZK 249 per month with a two-
year commitment. As part of this the
customer can use 150 free minutes
within the operator's own “network”,
another 100 free minutes to other
networks within the Czech Republic
and 50 free SMS to all mobile networks
within the Czech Republic. A monthly
rate of CZK 499 without commitment
or CZK 399 per month with a two-
year commitment provides customers
with 200 free minutes and 100 free
SMS to all mobile networks within the
Czech Republic and a monthly data
package with an FUP limit of 150 MB.
Calls and SMS to all mobile networks
in the Czech Republic cost CZK 1.50
per minute and CZK 1.50 per SMS. Calls
are charged per second while the free
minutes in a package are being used
up (1+1). Thereafter, calls are charged
for the first full minute and then in
seconds (60+1).

Customers can buy a package
with a data limit of 150 MB for CZK 99
per month to accompany the tariffs
presented, a package with a data limit
of 500 MB for CZK 229 per month or
a package with a data limit of 1 GB for
CZK 399 per month.

Klokanmobil

Virtual mobile operator
Klokanmobil launched mobile services
on 1Ist November 2013. It offers its
services in the form of a fixed-rate tariff
or a prepaid card. When paying a fee
of CZK 40 per month for the flat-rate
,Chytry klokan” (Clever klokan) tariff,
the price of a call unit and of an SMS
depends on the customer’s monthly
“use”. Customers who do not call more
than 50 minutes or send more than
50 SMS a month call and send SMS to
all mobile networks within the Czech

Republic for CZK 1.50 per minute/SMS.
If the units which the customer “uses”
in a month exceeds 50 minutes or 50
SMS, the price of calls and SMS sent to
all mobile networks within the Czech
Republic falls to CZK 1.25 per minute/
SMS. If a customer exceeds an upper
limit of 100 units per month, calls and
SMS to all mobile networks in the
Czech Republic are charged at a rate
of CZK 1 per minute/SMS.

The price per minute for calls is
divided similarly according to used
units for prepaid “Nabity klokan”
(Charged klokan) cards. The price for
calls to all mobile networks within
the Czech Republic as part of “Nabity
klokan” is CZK 2.50 per minute for up
to 50 minutes call time or 50 SMS.
Calls to all networks are charged at
a rate of CZK 2 per minute when the
minutes called (SMS sent) total up to
100 call minutes (SMS) and the rate
for calls of over 100 minutes (SMS) is
CZK 1.50 per minute. The price for one
SMS to all mobile networks within the
Czech Republic is CZK 1.50 per SMS.
For both tariffs, the operator charges
a rate of CZK 0.50 per minute/SMS for
calls and SMS within its own “network”
regardless of the number of minutes
called.

Customers can buy additional
packages of SMS to all mobile
networks* within the Czech Republic
and additional packages of data
services to accompany the “Chytry
klokan” tariff. They are charged CZK
20 per 24 hours for one-day Internet
connection with FUP of 25 MB. They
can also pay CZK 69 for the Internet for
a month with a data limit of 150 MB,
CZK 129 per month for 300 MB, CZK
229 per month for 600 MB or CZK 349
per month for 1.2 GB.

Metronet
Virtual operator Metronet
launched a range of mobile services
on 1st November 2013. The operator
offers a tariff with a flat-rate charge

4 A package of 100 SMS to all ne-
tworks for CZK 100 and a package of 200 SMS
to all networks within the Czech Republic for
CZK 160.
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Virtual operators

of CZK 50 per month. Customers call
mobile and fixed-line networks within
the Czech Republic for CZK 1.80 per
minute. They pay CZK 1.50 for one
SMS to all networks within the Czech
Republic. Pricing is set for the first full
minute and then in seconds (60-+1).
Customers can buy a data package
with a data limit of 100 MB for CZK 75
per month, a package with a data limit
of 500 MB for CZK 160 per month or
a package with a data limit of 2 GB for
CZK 380 per month.

COOP Mobil
Virtual mobile operator Coop
Mobil launched a range of mobile
services on Ist October 2013.
Customers can make calls within the
operator’s own “network” and to other
mobile networks within the Czech

Republic for CZK 2.50 per minute with
a prepaid card (START tariff). Customers
will pay CZK 1.50 per SMS for one SMS
within the operator's own “network”
and to other mobile networks within
the Czech Republic. The operator also
offers two fixed-rate tariffs. Customers
get 60 free minutes and 60 free SMS to
all mobile networks within the Czech
Republic for a monthly charge of CZK
199 as part of the “STANDARD" tariff.
They get 200 free minutes and 200 free
SMS to all mobile networks within the
Czech Republic for a monthly charge
of CZK 659 as part of the “RODINA”
(FAMILY) tariff. With both tariffs,
customers call numbers within the
operator's own “network” for CZK 1.20
per minute and other mobile networks
within the Czech Republic for CZK 2.50
per minute. They pay CZK 1.00 per SMS
for one SMS within the operator's own
"network” and CZK 1.50 for one SMS to
other mobile networks within the Czech

Republic. Calls are billed in seconds
(1+7). A discount of 20 % on the charge
for one minute of call time and one
sent SMS is available when customers
shop regularly at the COOP chain. Data
services can be bought to accompany
tariffs: “Pripojeni na den” (Connection
for a Day) offers a data limit of 25 MB for
CZK 20 for 24 hours and “Pripojeni na
mésic” (Connection for a Month) offers
a data limit of 300 MB for CZK 159 for
one month. Customers can also choose
a one-off package®: “Pripojeni 300 MB”
(300 MB Connection), offering 300 MB
for CZK 159, or “Pripojeni 1 GB" (1 GB
Connection), offering 1 GB for CZK 399.

5 A one-off package that applies
for a maximum of three months or until the
exhaustion of the data limit.

Checked by the CTU in November ...

...the operation of communica-
tion activities without a licence
- in three cases the Office ascertained
that providers were undertaking com-
munication activity entirely without
authorisation or did not comply with all
criteria for the operation of communica-
tion activities according to the require-
ments laid down by law. In these cases
the CTU commenced administrative
proceedings.

...observance of the terms and
conditions of individual licences
to use radio frequencies - the CTU
conducted 17 inspections to predomi-
nantly concern observance of the terms
and conditions laid down for the opera-
tors of VHF FM transmitters. It subse-
quently issued two appeals to rectify
the shortcomings identified, due to sur-
passing the permitted modulation out-
put and failure to observe the permit-
ted transmission station.
...observance of the terms and
conditions of general authorisa-
tion no. VO-R/12/09.2010-12 for
the use of radio frequencies

and for the operation of equip-
ment for broadband data trans-
mission in the 2.4 GHz - 66 GHz
bands - the CTU conducted 72 inspec-
tions. It identified breach in 29 cases
and will commence administrative pro-
ceedings in the matter.

...the use of radio frequen-
cies without a licence - the CTU
conducted a total of six inspections
aimed at undertakings whose individ-
ual licences had expired. It discovered
five cases of the use of frequencies
without a licence and will commence
administrative proceedings.
...sources of disruption of the op-
eration of electronic communica-
tion equipment and networks, the
provision of electronic communi-
cation services or operating radio
communication services - the CTU
conducted a total of 85 in situ investi-
gations, of these 14 cases of disruption
of meteorological radars with the use of
Wi-Fi equipment and 12 cases of disrup-
tion of public mobile radio-telephony
networks with the use of illegal GSM

signal repeaters and the radiation of ac-
tive antennae. In seven cases the Office
issued an appeal to rectify disruption.
The main causes of the reports of dis-
rupted radio reception submitted are
defects to receiving antenna technol-
0gy, amateurish installation of antennae
and distribution systems for television
receivers or the signal being blocked by
construction cranes.

Cooperation between the CTU
and the Ceska obchodni ins-
pekce (Czech Trade Inspection
Authority) - When conduction in-
spections at dealers in telecommunica-
tion terminal and radio equipment as
part of cooperation between the CTU
and the CTIA, both organisations discov-
ered the sale of radio-controlled model
cars operating in the 32 MHz, 37 MHz and
47 MHz bands. Such radio equipment
cannot be operated in the Czech Repub-
lic without an individual licence to use ra-
dio frequencies. The CTIA is dealing with
the shortcomings identified as part of its
scope of duties.
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The CTU working for the consumer

In November, the CTU commenced 8947 cases of administrative
proceedings to concern subscriber disputes between a person con-
ducting communication activity on the one hand and a subscriber
on the other, in the matter of financial payment and proposals for
the commencement of proceedings regarding an objection to the
settlement of a warranty claim. The CTU issued 7346 decisions in
this regard, 7309 of these decisions concerning matters of financial
payment (payment of the price of services).

Subscriber  contracts  and  the
contractual terms and conditions of
operators are a common source of
complaints by consumers. The CTU
therefore devotes continual attention
to them. The CTU conducted checks
of draft contracts and contractual
terms and conditions for 40 selected
organisations in the sphere of providing
voice and data services between 15th
July and the end of October of this year.
The aim of these checks was to make
sure that documents conformed to
the Act on Electronic Communication.
The check also concentrated on the
problematic agreements from the
consumer perspective specified last year
by then chairman of the CTU Council
Pavel Dvorakin an open letter addressed
to mobile operators.

In its examination of the documents
at issue, the CTU ascertained that their
frequent incomprehensibility is usually
caused by incomplete or imprecise
wording or inaccurate incorporation of
the wording of the Act on Electronic
Communication.

Providers frequently do not publish
the full version of draft contracts on the
Internet. What is more, sometimes the
parts of such contracts published are
not entirely up-to-date. Provisions of
contractual terms and conditions which
could be considered as discouraging
a change of provider appear here
more commonly than among mobile
operators — unreasonably longer periods
of notice, various administrative charges,
unreasonable fees for transferring
a number etc.

Postal services

Two decisions to impose penalties
on Ceskd posta (Czech Post) entered
into legal force in the month of No-
vember. The Office imposed a penalty
of CZK 1,600,000 for failure to meet the
requirement of delivering at least 94 %
of postal consignments the next postal
day. Czech Post, as the holder of a po-
stal licence, achieved results of 92.15 % in
2011, meaning that it committed an ad-
ministrative infraction consisting of the
fact that the postal obligation was dis-
charged in a way which does not com-
ply with basic qualitative requirements.
Czech Post lodged remonstrance again-
st the decision to impose a penalty. The
second penalty concerned registered
consignments that Czech Post stored at
a branch without first having made the
mandatory attempt to deliver them to
the place of residence of the addressee.

The CTU completed administrative
proceedings conducted with Czech
Post in the matter of breach of obligati-
on according to Section 33(9) of the Act
on Postal Services to inform the CTU of
an increase in the prices of basic services
within a time limit of at least 90 days be-
fore the date on which it intends to inc-
rease the prices of these services. Czech
Post decided to increase the prices of
certain basic services as of 1st August
without informing the CTU of this within
the time limit required by law (for more
see page 28 of Monitorovaci zprava za
meésic Cervenec 2013 (Monitoring Report
for June 2012) and page 15 of Monitoro-
vacf zprava za mésic srpen 2013 (Moni-
toring Report for August 2013). The CTU
imposed a penalty of CZK 1,500,000, alt-
hough this is not final and conclusive.

As far as the CTU is concerned, the
providers under consideration most
commonly make mistakes in their
regulation of the rights of subscribers
to withdraw from a contract when
the contractual terms and conditions
change, if this involves a change of
significant matters or if this change is to
the detriment of the subscriber’s position
(Section 63(6) of the AoEQC).

The Office called on the providers
of  services whose  contractual
documentation exhibited shortcomings
to rectify these within the set deadline.
Administrative proceedings for
breach of obligation according to
Section 115 of the AoEC, for which the
maximum penalty is CZK 2 million,
were commenced with those providers
of electronic communication services
who did not provide the Office with
full contractual documents or who did
not provide any at all. Administrative
proceedings involving the imposition
of the obligation to change contractual
terms and conditions or the imposition
of a penalty for the fact that a contract
does not comprise statutory particulars
will be commenced with others who
do not modify their contracts and
contractual terms and conditions within
the set time limit.

Universal service

On 6" November the CTU published
for public consultation the plan to impose
the obligation (@s part of a universal
service) to allow persons with special
social needs in accordance with Section 44
and 45 to choose prices or price plans that
differ from the price plans provided under
normal commercial terms and conditions
such that these persons have access to
and can use constituent services and
a publicly-accessible telephone service
(“special prices") according to Section 38(3)
of the Act on Electronic Communication.
Comments on the proposed plan could
be made within one month of the date of
publication of the appeal for comments.

The CTU issued a decision on net
costs for the year 2012 of CZK 50,136,727
and determined that net costs are an
unacceptable burden for the provider of
the universal service, Telefénica. These
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Universal service...

net costs arose for Telefénica in 2012
in connection with the provision of
constituent services of the universal
service, meaning public telephone
services (in municipalities with up
to 5000 inhabitants) and the sale of
specially-equipped  telecommunication
terminating equipment. The CTU verified
the calculation submitted by the universal
service provider both on the basis of
the documents which were part of the
application and the documents which

were additionally requested. Telefénica
rectified the shortcomings ascertained
in a corrected calculation. The decision
entered into legal force on 8" November
2013 and payment was made on 15"
November 2013 from the national budget
via the CTU.

The CTU also issued a decision on
a loss from the provision of special prices
for 2012 amounting to CZK 96,813,185.
Special pricesare price benefitsforselected
groups of handicapped subscribers that
are, based on the obligation imposed,
only provided by Telefénica in the fixed

network and the mobile network. The
decisions was preceded by an application
made by Telefénica and a check of
whether special prices were provided to
authorised persons when complying with
the maximum amount of discount of CZK
200 a month for individual subscribers.
The CTU took the shortcomings
identified during the inspection into
account in a new calculation of loss. The
decision entered into legal force on 19th
November 2013 and payment of the loss
was made on 22nd November 2013 from
the national budget via the CTU.

Frequencies for LTE network auctioned

The mostimportant part of the entire
process of authorising frequencies for
the 4G network, which the CTU began
the preparation of in 2010 in relation to
Commission Decision 2010/267/EU and
which the Government of the Czech
Republic supported in January 2011 in
its Resolution 78 of 26th January 2011,
reached its climax.

The CTU began preparing the
terms and conditions of the tender
immediately after the then chairman of
the CTU Council decided to discontinue
the previous tender on 8th March.
In the terms and conditions of the
new tender, the CTU set out several
procedural modifications of the actual
course of the tender and its auction
stage and a number of motivational
conditions for support for the entry of
new undertakings to the mobile market.
It primarily reserved a section of 2 x 10
MHz in size in the 800 MHz band for
new actors, offered them an integrated
block of 2 x 15.8 MHz in size in the 1800
MHz band and at the same time allowed
them access to national roaming in the
2G and 3G networks of existing mobile
operators.

The tender process began on
15th August, when the CTU published
full tender documentation, following
public consultation on the proposed
terms and conditions. The CTU received
applications from 5 bidders by the set
deadline of 30th September: from three
current mobile operators (Telefénica
Czech Republic as., T-Mobile Czech
Repubilic a.s. a Vodafone Czech Republic

a.s.) and from Revolution Mobile a.s. and
SAZKA Telecommunications a.s.

After the CTU had checked that all
interested parties complied with the set
terms and conditions for participation,
it moved on to the preparation stage,
in which all participants undertook
training in the use of the electronic
auction platform and two trial auctions
were staged. The auction stage itself
commenced on 11th November and
continued on to 19th November, when
supply matched demand in the 14th
round and the action stage of the tender
ended in accordance with the rules of
the auction.

Each of the successful participants
received 2 x 10 MHz spectrums in
the 800 MHz band and 2 x 20 MHz
spectrums in the paired part of the
2600 MHz band. The section originally
reserved (auction block A3) in the 800
MHz band was won by Vodafone Czech
Republic a.s.,, which also won frequency
blocks of an aggregate size of 2 x 4 MHz
in the 1800 MHz band. Telefénica Czech
Republic a.s. won three frequency blocks
in the 1800 MHz bands (2 x 3 MH2)
and T-Mobile Czech Republic as. two
frequency blocks (2 X 2 MHz). The total
price for the radio spectrums won by the
successful participants was CZK 8,529.5
million, of which CZK 2,802.5 million is
to be paid by Telefénica Czech Republic
a.s., CZK 2,614 million by T-Mobile Czech
Republic a.s. and CZK 3,113 million by
Vodafone Czech Republic as.

A 2 x 158 MHz block remained
unsold in the 1800 MHz band, two 2 x
5 MHz blocks in the paired part of the

2600 MHz band and the entire unpaired
2600 MHz band. The Office will inform
the public of proposals for onward
procedure in the authorisation of these
frequencies in the course of 2014.

On 22nd November, the CTU called
on the winning bidders from the auction
stage to submitajoint mutual agreement
on the division of the obtained sections
of the radio spectrums in individual
frequency bands in accordance with the
terms and conditions of the tender. The
parties have a time limit of 1 month for
these discussions. If all parties do not
reach agreement within this time limit,
the CTU will decide on the division of
the sections of radio spectrum obtained
using the procedure regulated in the
terms and conditions of the tender.
The CTU will subsequently decide
on rejecting the applications of the
unsuccessful bidders from the auction
stage, shall call on the successful bidders
to pay the price of the parts of the radio
spectrum they have won and once this
price has been paid shall issue a decision
on the allocation of radio frequencies.

The results of the tender to date and
the set development criteria generate
the conditions for the fast development
of mobile broadband services in new
4G networks. The CTU expects that
these services will soon be available to
even less-populated areas of the Czech
Republic. The terms and conditions of
the tender and the obligations which
the participants accepted also support
development on the wholesale 4G
services market, which should result in
a broader offer for end users.
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THEME OF THE MONTH

Electronic communication services

Three hundred and fifty complaints (56.5 % of the total number) were handled by the CTU according
to Act No. 127/2005 Sh. on electronic communication (hereinafter referred to as the “AoEC”) and Act
No. 634/1992 Sh. on consumer protection (hereinafter referred to as “AoCP”). The CTU informed com-
plainants of how to proceed according to the AoEC in relation to service providers (informing them,
for example, of the right to make a warranty claim with a service provider) or that a complaint is the
basis for further investigation according to the AoEC or the AoCP or the basis for conducting a sta-
te audit or the issue of an appeal according to Section 114 of the AoEC( to rectify the shortcomings

identified.

Eighty-four complaints were not within the CTU’s remit. In such cases it informs the complainant of
who does have the authority and ability to deal with the complaint or refers the complaint to the
competent body (for example, cases of deceptive advertising, unwanted business communications,
unethical customer acquisition, the protection of personal data etc.).

The CTU found 185 complaints (29.9 % of the total number) to be unfounded and informed the com-
plainants of the fact that no obligation laid down by the AoEC, the AoCP, implementing requlations
to these acts or the decisions of the (TU had been breached.

There was an increase of 33 com-
plaints (i.e. 5.6 %) in the 3 quarter
of 2013 in comparison with the to-
tal number of complaints in the 2
quarter of 2013. A year-on-year com-
parison of the 3 quarter of 2012 and
2013 shows a drop in the total num-
ber of complaints of 712 (115 %). This
extraordinary year-on-year decrease
mainly occurred in relation to the fact
that the receipt of complaints about
the introduction of a service charge
for Skylink and CS Link satellite televi-
sion services reached its culmination.

The number of complaints which
the CTU is not competent to handle,
most often concerning services of-
fered by third parties — in particular
Premium SMS and audio text servic-
es — also fell during the period under
consideration.

Complaints are divided in
the following way by sub-
ject-matter:

171 complaints about billing of
the prices of services (27.6 % of the
total number). The Office provided
complainants with legal advice or
commenced administrative pro-
ceedings according to Section 129
of the AoEC (subscriber disputes).

155 complaints concerned sub-
scriber contracts; most were direct-
ed at T-Mobile Czech Republic a.s.,
and Telefénica Czech Republic a.s.

41 complaints related to the
transfer of a telephone number -
this showed an increase of 86 % on
the previous quarter. We can assume

that this occurred as a result of the

entry into effect of Measures of a

General Nature OOP/10/10.2012-
12, laying down the technical and
organisational conditions for imple-
menting the transferability of tel-
ephone numbers and the principles
of charging a price between business
undertakings in relation to the trans-
ferability of telephone numbers.

45 complaints fall within the area
dealt with by the AoCP. Most com-
monly these concerned unfair prac-
tices. However, it should be added
that the CTU found the overwhelm-
ing majority of these complaints to
be unfounded.

Other grounds for complaint usu-
ally appeared in only a few cases. A
full overview of the subject-matters
of complaints is provided in Table 1.

The number of complaints relat-
ing to services provided as part of
a universal service has been mini-

C ints and i from 1) in the 3rd quarter of 2013
Complaints 2
Method of settlement % 5T
2 Provsion of £ 58| &
Subject-matter Z oo | 2| 2% 2 |88 %
S [32% 8% |s2| § |=2| @
O 8§58 88 | 2w 8 =8
86ol 20| 2% = o}
£85| 35 |35| 5 |E3
© 2 o P »
| a b c d e f g h
[ 1. [ 1 [Electronic ion services 405 | 261 | 117 16 394 682 | 799
2 |Failure to set up electronic i services 3 2 2 2 6 7 9
|3 |Quality of electronic communication services 31 14 8 2 24 47 | 55
4 contracts 169 | 102 | 49 4 155 | 275 | 324
5 |Failure to provide electronic services in with a contract 21 10 13 2 25 33 46
6 |Activation of unwanted electronic services 7 7 6 0 13 14 | 20
7 |Disagreement with billing 174 | 126 39 171 306 | 345
| 2. | 8 |Radio communication services 9 1 0 1 10 10
3. [ 9 [Transferability of a telephone number in a mobile network 89 25 16 41 114 | 130
2. [10] ility of a telephone number in a fixed network 5 3 0
. | 11[Failure to set up or transfer a telephone station 0 1 0 0
. | 12|Customer support service provided by electronic communication service provider 5 1 0 2
[ 7-[13[Method of customer acquisition by providers and dealers. 1 3 0
Reception of TV signal in connection with the digitalisation of broadcastin 19 4 0 4 23 | 23
. [15[Deceptive advertising 1 0 1 1 2
10.] 16|Consumer protection2) 43 9 34 45 54 88
17]adherence to honesty of service provision (Section 3 of AOCP) 0 0 0 0 0 0 0
18 |unfair business practices3) (Section 4 of the AoCP) 20 5 16 0 21 25 41
19]deceptive business practices (Section 5 of AoCP) 15 2 12 2 16 19 | 31
[ 20]aggressive business practices (Section 5a of AoCP) 2 0 1 0 1 2 3
21]prohibition of consumer discrimination (Section 6 of AOCP) 0 0 0 0 0 0 0
22]the duty to inform (Section 9 and 10 and Section 11 to 13 of A0CP) 5 1 5 [ 11
23| other obligations in the provision of electronic services (Section 15 and 16 and Section 19 of AoCP) 1 1 0 0
[11.[24]Universal service 0 0 1 0
25access to publicly-accessible telephone serviced) for the disabled 0 0 1 [
26/public 0 0 0 0 0 0
27[access and the possibility of people with low incomes6) using services 0 0 0 0 0 0
12.[28|Other 7) 677 | 42 16 63 121 782 | 798
29]telephone directories 1 1 0 0 2 2
i service about ' telephone numbers 1 1 0 0 2 2
31[services from third parties — Premium SMS 39 2 0 22 24 63 | 63
32]services from third parties — audio text services 13 2 1 10 13 25 | 26
ing and unwanted calls 16 10 2 0 12 26 | 28
34|offering marketing advertising in violation of Section 96 of ACEC 3 1 1 0 4
networks, protective bands and use of the property of another 21 4 0 3 28 | 28
ing business in electronic icati 190 1 1 [ 191 | 192
37 i test (Section 26 of AoEC) 317 0 0 0 0 317 | 317
by TV signal and GSM 8 3 0 0 3] 11 11
39|personal data protection 3 1 2 0 3 4
| [40[miscellaneous 65 16 9 28 53 109 | 118
TOTAL 1255 350 | 185 | 84 | 619 | 1689 | 1874

Tab No. 1 - Complaints and questions from subscribers/users in the 3rd

quarter of 2013

KEY
1) Not complaints according to Secti-
on 175 of Act No. 500/2004 Sb., the Rules
of Administrative Procedure, as amended
by Act No. 413/2005 Sb. Not objections to
the settlement of a warranty claim on pu-

blicly-accessible electronic communica-

tion services provided or other subscriber
disputes resolved within administrative
proceedings. Complaints and questions
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mal over the long-term, with the
CTU registering only one complaint
about the services provided as part
of a universal service in the 3 quar-
ter of 2013.

Questions about electronic
communication services

The CTU began accepting ques-
tions about electronic communica-
tion services on 15" January 2012 and
categorises these in the same way as
complaints (see Table 1). The Office
registered a total of 1255 questions
in the 3 quarter of 2013, which is
123 more than in the previous quar-
ter. Apart from questions directed at
the conditions of engaging in busi-
ness in electronic communications
and issuing certificates according
to Section 26 of the AoEC, which
accounted for a total of 40.4 %, the
overwhelming majority involved
consumer issues. As in the case of
complaints, the largest category in-
volved questions directed at the is-
sue of billing the price of services
(13.9 %). There was a more consider-
able increase in the number of ques-
tions about subscriber contracts,
which accounted for 13.5 % of the
total number of questions received,
in that these questions mainly con-
cerned issues surrounding the effect
of Act No. 214/2013 Sb., which sig-
nificantly amended the AoEC. There
were also more questions about the
transferability of numbers in the mo-
bile network, as already mentioned
in relation to the entry into effect
of Measures of a General Nature
OO0P/10/10.2012-12 (7 %).

An overview of the total number
of complaints and questions for the
3 quarter of 2013 is presented in Ta-
ble 1 and Graph 1. The development
of the number of complaints about
electronic communication services in
a year-on-year comparison from the
3 quarter of 2012 to the 3™ quar-
ter of 2013 is shown in Graph 2. The
number of complaints in comparison
with the same periods in previous
years is shown in Graph 3. Graph 4
shows an expression of the number
of complaints made by subscribers to
the specified companies (in %) for the
3 quarter of 2012 to the 3 quarter
of 2013.

Conclusion:

We can say, based on the statis-
tical evaluation of the quantitative

are on record at the settlement stage.

2) According to Act No. 634/1992 Sh.
on consumer protection, as amended.

3) Business practices in accordance
with Section 4 of the Act on Consumer
Protection, according to which a business
practice is unfair if the conduct of the bu-
siness undertaking towards the consumer
is in conflict with the requirements of pro-
fessional care and is capable of significant-
ly influencing his decision-making such
that he might take a commercial decision
which he would not otherwise take. Unfair
business practices are mainly deceptive
and aggressive business practices.

4) Decision 44 813/2009-610/VII. vyf.
of 23rd June 2009 on imposing the ob-
ligation to provide a constituent service
within the bounds of a universal service:
access for disabled people to a publicly-
-accessible telephone service equal to the
access used by other end users, in parti-
cular by way of specially-equipped teleco-
mmunication terminal devices, according
to Section 38(2)(f) of the Act on Electronic
Communication.

5) Decision 466/2006-610/Il. vyf. of
13th March 2006, as amended by Decision
20 583/2008-610/IX. vyt, 63 465/2009-610/
IX. vyf. and 100 041/2010-610/VI. vyF, im-
posing the obligation to provide a consti-
tuent service within the bounds of a uni-
versal service - public telephone services.

6) Decision CTU-43 632/2011-610/VI.
vyr. of 7th June 2011 in the matter of im-
posing an obligation within the bounds of
a universal service to allow persons with
special social needs according to Section
38(4) of the Act on Electronic Comminca-
tions and in accordance with Section 44
and Section 45 of this act to choose pri-
ces or price plans that differ from the price
plans provided under normal commerci-

and qualitative parameters of com-
plaints and questions submitted by
subscribers/consumers in the 3™
quarter of 2013, that there were no
fundamental or significant devia-
tions from the average for previous
periods in 2013.

In terms of the number of ques-
tions and complaints submitted by
consumers, we must stress the issue
of the transferability of numbers, in
which an amendment to Measures of
a General Nature OOP/10/10.2012-
12, laying down the technical and
organisational conditions for imple-
menting the transferability of tel-

al terms and conditions such that these
persons have access to and are able to use
a constituent service and a publicly-acce-
ssible telephone service.

7) A different type of complaint not
classifiable under 1 to 10.

8) An electronic communication servi-
ce provider and in the notes a provider of
content.

9) The Act on Electronic Communi-
cation; in the case that the complaint or
question concerns consumer protection,
the Act on Consumer Protection.

10) Includes complaints — procedure
according to AoEC (column c), complaints
— no violation of the AoEC (column d) and
complaints — not within the Office’s remit
(column e).

11) Includes questions (column b),
complaints - procedure according to
AoEC (column ¢), and complaints — not wi-
thin the Office’s remit (column e).

12) Includes questions (column b),
complaints - procedure according to
AoEC (column ¢), complaints — no violati-
on of the AoEC (column d) and complaints
— not within the Office’s remit (column e).

13) The number of complaints seg-
mented according to individual electronic
communication service providers against
which a complaint is lodged. If required,
the name of an electronic communication
service provider not shown in the list is ad-
ded in the header. For a marginal electro-
nic communication service provide, the
word “Other” can be added.

AoEC - Act No. 127/2005 Sb. on
electronic communication and amending
certain related acts (the Act on Electronic
Communication), as amended.

AoCP - Act No. 634/1992 Sb. on consu-
mer protection, as amended.

ephone numbers and the principles
of charging a price between busi-
ness undertakings in relation to the
transferability of telephone num-
bers, entered into effect. We can say,
based on the content of questions
and complaints made by subscrib-
ers/consumers regarding the issue of
the transferability of numbers within
the period under consideration, that
consumers do not sufficiently differ-
entiate between the newly-set time
limit of four days for the transfer of
a number and the settlement (ter-
mination) of contractual relations
with the provider of services which
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the subscriber is leaving, something
which ensues from the contractual
terms and conditions of the particu-
lar service provider. We also ascer-
tained, based on regular monitoring
of the media, open discussion fo-
rums and the content of complaints,
that the information provided to
consumers by service providers can
be incomplete and inaccurate. The
CTU commenced an administrative
audit of all service providers that an-
nounced the provision of a publicly-
accessible telephone service in this
matter in September, the aim being
to find out whether service provid-
ers had incorporated the issue of the
transferability of numbers into their
contractual provisions in accordance
with the new Measures of a General
Nature and in accordance with Sec-
tion 63(1)(0) of the AoEC. This audit
was conducted at 780 undertakings
and the Office will probably com-
plete it by 15" December. We can
provisionally say that most problems
relate to smaller providers of tele-
phone services.

Another group of questions and
complaints with which consumers
contacted the CTU during the pe-
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@1. Electronic communication services
B2. Radio communication services
O3. Transferability of a telephone number in a

mobile network

04. Transferability of a telephone number in a
fixed network

m5. Failure to set up or transfer a telephone station
06. Customer support service provided by
electronic communication service provider

B7. Method of customer acquisition by providers
and dealers

08. Reception of TV signal in connection with the
digitalisation of broadcasting

m9. Deceptive advertising

@10. Consumer protection

O11. Universal service

012. Other

Graph No.1 - Complaints in the 3rd quarter of 2013

Complaints about electronic communication services in the 3rd quarter of
2012 to the 3rd gquarter of 2013

250
OFailure to set up electronic
communication services

~{ 200

DQuality of electronic
communication services

150 BSubscriber contracts

BFailure to provide electronic
100 communication services in
accordance with a contract

~ooc3cZ

questions about Act No. 214/2013
Sb., which amended the AoEC. Most
questions were directed at the ef-
fect of Section 63(1)(p) of the AoEC,
which sets out the size of payment
to be made when prematurely ter-
minating a contract. The CTU is of
the opinion that the act has been
effective in this specific provision
since 8.8.2013. The CTU further con-
veyed this legal interpretation in the
monthly monitoring report for the
month of October.

The questions and complaints
which the CTU is not competent to
handle most commonly concerned
services provided by third parties,
meaning so-called Premium SMS
and audio text services. The issue in
question was considered at a joint
meeting with representatives of the
Czech Trade Inspection Authority
(hereinafter referred to as the “CTIA"),
which is preparing an inspection
operation. The CTU is cooperating
with the CTIA in this matter. A joint
inspection will be conducted in the
near future.

BActivation of unwanted
electronic communication
50 services

oDisagreement with billing

3rd Q12  4th QM2 1stQ/13 2nd Q/13  3rd Q/13

Graph No. 2 - Complaints about electronic communication services in
the 3rd quarter of 2012 to the 3rd quarter of 2013

Complaints in the 3rd quarter of 2010, 2011, 2012, 2013

00 O1. Electronic communication services
02. Radio communication services

700

@3. Transferability of a telephone number in a
mobile network

600 D4, Transferability of a telephone number in a fixed:
network

=D O5. Failure to set up or transfer a telephone station

413 394
O6. Customer support service provided by
electronic communication service provider

400 321

B7. Method of customer acquisition by providers
274 and dealers

~oo3cz

300 DO8. Reception of TV signal in connection with the
digitalisation of broadcasting

B9. Deceptive advertising
200

m10. Consumer protection

100
O11. Universal service

0 @12. Other
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Postal services

The CTU registered 25 com-
plaints and one question about

Graf No. 3 - Complaints in the 3rd quarter of 2010, 2011, 2012, 2013
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BLIVE TELECOM

of complaints shows an increase
of 38.9 % on the previous quarter.
Of the total number of complaints
about basic postal services, the
CTU settled 17 in favour of the
consumer and in 8 others there
was no infringement of the law.
Consumers most commonly (in
six cases) complained about the
delivery of postal consignments.
In all cases the complaints were
directed at the services provided
by Ceskd posta, s.p. (Czech Post).
The question sent concerned the
delivery of an amount of money
by way of postal order.

The CTU also received 46
complaints relating to the basic

OAir Telecom

OVodafone CZ

o~ T

BT-Mobile CZ

BTelefonica CZ

OUPC Czech

3rd Q/12 4th Q/12 1stQ/13 2nd Q/13 3rd Q/13

Graf No. 4 - Expression of the number of complaints to the number of
subscribers of the specified companies in the 3rd quarter of 2012 to the 3rd
quarter of 2013

e Ci and q from cu s about postal services in the 3rd quarter of 2013
parameters of providing ppgtal —
services, such as the long waiting Wethod o 5
period, the opening hours of post e [sTE|els
offices, the delivery of postal con- Subjectmatter I REHEE
. . zl83[S|5|8| ¢
signments, the handling of com- “leelE |z |5|E
. . 32| |®|3
plaints and returns etc., which g (28|78
. . x z =1 3
is an increase of 31.4 % on the - o R T
p rev|o us perlod . CO m p I a | n tS con- 1. ; genvery 'Of poasT:I ConSig'nme::sﬁt:r:Dazs:;ice according to Section 3 of the Act on Postal Services s ; 1t -
cerned the delivery of postal con- « | F e e e e oo AEREANRLAE R
signments in 26 cases. A” com- g ge:!ven/D;reglgislslredcor!signments o[4f3]o]7[4T7
elivery of valuable consignments ol 1]ofof1 1
plalnts were agaln dlrected at the ; :)ree_de\ive:rg‘/ofppstal o 'd of up to 7 kg for the blind g g c1) g (C: 6 ’g
asic postal services abroas
services of Czech Post. e Lol bototets
The Office also now monitors N — R B 0 o
. . TOTAL 1117| 8 | 0 (25| 18 [ 26
COI’np'alntS and queSthﬂS tO 2.| 13 |C ints and questions about postal services *)
14 [long waiting times 1loJofofoOo[1][1
concern Se|eCted ﬂOﬂ—pOS’[a| ser- 15 posaoffice?)peninghours 5]01(0 0]0[ 5|5
. . | 16 |change of post office at which a consignment is stored for collection 110 2]0]12[11]13
vices (CZECH Po|nt, data bOX@S, 17 [the delivery of postal consignments 8 |21 5] 0 |26] 2934
18 |dealing with complaints and returns 5 3 1 01418 9
i 1 _ 19 |breach of postal secrec ojfofofofOofoO 0
e|eCtron|C Slgnaturesl the Ser 20 postaloonsigr:men?stf)/yfromabroad 0 2 0 0 2 2
vices of Postovni spofitelna (Post S feaests B omatan ST o0 :
. . TOTAL 241371 9 1 0 146/ 6170
Office Savings Bank) and other [ 25 [Complaints and questions abou selected nom postal services
. . . [ 24 [Czech POINT 0OJof[o[oJO0[O]O
financial services). However, the 3T — oo ToToToT0To
CTU d oes not h ave t h eremit | 2; zg‘itf\;gijz::telna (Post Office Savings Bank) and other financial services (1J g (1) g (1: g 0
TOTAL 1101117 [1]8
to handle these and refe rs such 1 sgm OF COMPLAINTS AND QUESTIONS ABOUT POSTAL AND SELECTED NON-POSTAL SERVICES 25|37 10 7 [47] 69 [79]

submissions to the bodies hav-
ing subject-matter competence.
The CTU registered only one
complaint in this category in the

*) Itis necessary to check for each complaint whether it is a basic service. If so, complete information about this complaint in part 1.

Tab No. 2 - Complaints and questions from customers about postal servi-
ces in the 3rd quarter of 2013

previous qgarter. The remai.n—. complaints about the conduct of  or complaints about the SIPO di-
Ing complamt; were not within employees at Czech Post, com- rect debit system.
the CTU’s remit; for example, plaints made by stamp collectors
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