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SUMMARY

1. Title

A Study on Enhancing Policies to Remedy Users' Damage from Telecommunications

Service Failure

2. Objective and Importance of Research

Since the telecommunication network is the General Purpose Technology to become a
part of the industry infrastructure, the regulatory authorities and market participants
have ameliorated the policy environment to maximize the socio-economic effect of the
new network technology through the innovation of the industry with the emergence of
new business based on 5G network. However, to respond the ftransition to new
telecommunication environment, it has been less paid attention to the policy improvement
for the telecommunication end-users. As the number of users has been rapidly increased
and the potential application of the telecommunication service has been varied, the size
of damage caused by the service disruption is enlarged, and also the types of damage is
diversified. Also, the recent telecommunication service disruptions, such as
hardware/software problems or the sudden increase of data traffic, stimulate the social
interest in the compensation standards and scale for users.

Therefore, this study aims to improve the damage relief policy to secure the
effectiveness. We try to develope the improvement plan to satisfy 1) the higher
compensation level in response to the expansion of damage size, and 2) the promptness

and transparency of the compensation process to strengthen the user’s action.
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3. Contents and Scope of the Research

This report is organized as follows. Chapter 2 examines various damage relief system
including damage compensation systems to identify the current status and problems of
damages related to communication failures and investigates the domestic and international
cases of compensation. Chapter 3 introduces the institutional environment of the utility
services such as electricity or water. In Chapter 4, the system improvement plan and
direction are suggested to reinforce user damage remedy in case of communication

failure. Finally, Chapter 5 summarizes the findings and concludes.

4. Research Results

To achieve the effectiveness of user protection in case of interruption of service
provision due to telecommunication failure, this study intends to prepare a system
improvement plan in terms of strengthening damage compensation level and transparency
and promptness of damage relief procedures, as follows.

First, it is possible to secure the promptness of damage relief by informing immediately
the telecommunications users about the facts related to the communication failure and
information about compensation standard and procedure for damages. Second, it is
possible to reinforce the damage remedy in case of communication failure by improving
the terms of use of telecommunication service, specifically the level of compensation for
damage and the standard to exempt penalties. Third, the accessibility of information on
the claims for damages and the provision of standardized damage compensation
application forms can secure the transparency and speed-up of the damage remedy
procedure. Fourth, to relive users” burden of proof and operators’ strengthen supervision
responsibility, the telecommunication legal system can introduce statutory and multiple

damages.
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5. Policy Suggestions for Practical Use

As of December 2019, the improvement plans presented in this report are reflected in
the government policy as follows. First of all, details of the operators™ obligation to notify
in case of communication failure have been implemented in the Enforcement Decree of
the Telecommunication Business Act. Various notification methods such as mobile
applications were presented, and the exceptions of the imposition of obligations were
reviewed by examining the size of the operators and the possibility of conflict with other
laws in order to achieve the effectiveness of the compliance.

In addition, the terms of use have been revised, such as raising the level of
compensation for damages in the mobile telecommunications sector and improving the
exemption of penalty fee for the broadband Internet sector. On August 27, 2019, an
agreement was signed on the telecommunication service provider’'s terms of use
improvement, and from September 2019, the improvement is reflected in each company’s

terms of use.

6. Expectations

This study enhance user interests and raising operator awareness to provide the
improvement of the system for the promptness of compensation process and raise the
level of compensation in the telecommunication service sector. It is expected to be used
as a reference for establishing user protection policies in the future and to contribute to

the establishment of effective damage remedies.
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What are my rights for dropped calls or interrupted Service?

If you drop a call in your Coverage Area, redial. If it's answered within 5 minutes, call us
within 90 days if youTe a Postpay customer, or within 45 days if youre a Prepaid
customer, and we'll give you a 1-minute airtime credit. If you're a Postpay customer and
you lose Service in your Coverage Area for more than 24 hours in a row and were at
fault, call us within 180 days and we'll give you a credit for the time lost. Please be aware
that these are your only rights for dropped calls or interrupted Service.

& Verzion, Customer Agreement(2019. 11. 28)
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If we have to interrupt our services for maintenance or we cause a technical fault on our
network, you may be entitled to a partial credit of your plan charge based on the number
of days you are without our services. If you are experiencing a materially degraded
service for an unreasonable period of time, please read our “Leaving Us™ section below.
Well not be responsible for any loss of service due to something outside our reasonable
control. To receive a partial credit of your charges or terminate the Agreement, you must
report to us a severe disruption which we will assess against your typical usage history.
We may offer you alternative equipment (such as Vodafone Sure Signal) to address service
quality.

25 Vodafone, Pay Monthly airtime agreement and charges guide(from 04 September 2018)
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19) BBC News(2018. 12. 7), “02 disruption: Operator offers compensation over outage”
20) Trusted Reviews2018. 12. 10), “02 texts compensation details to customers after
massive network outage”
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compensation”
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