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TRAnsforming
Telecoms’ focus to
Consumer
Protection

Working for the consumer

One of the main incentives for moving to full
liberalisation was to deliver the benefits of a dynamic
world-class telecommunications system to users of
telecommunications services in the Kingdom of
Bahrain. The TRA is committed to promoting the
interests of consumers as it oversees the developing
telecommunications industry. In 2004 the TRA made
significant moves towards establishing an effective
dialogue with consumers and introduced regulation
to improve users’ experience of telecommunications
services in the Kingdom.

First Consumer Advisory Group

A highlight of the year was the establishment of the
first Consumer Advisory Group. This was set up to
advise the TRA on drawing up a code of conduct for
Carrier Pre-Selection and other consumer related
CPS issues. The members of the Group, announced
on 7 August, were nominated by their institutions
and comprised:

The TRA would like to thank the members of the
group for the time and effort they devoted to this
issue. The Group met for the first time on 18
September and by the end of the year they had
already met seven times. They attended presentations
by the TRA and operators, and considered codes of
practice currently used elsewhere.

By the end of the year, the Group was close to putting
forward its final recommendations for the code. The
minutes of all the Group’s meetings were posted on
the TRA’s website and their final recommendations
will also be published on the site. A section of the
website contains comprehensive information about
the Group and its activities.

This is in line with the TRA’s policy of openness and
transparency in all its activities, and the TRA will set
up similar groups in the future to meet the need for
closer involvement of the industry and consumers.

Mr Yousuf Al Mahdi —
(Chairman of the Group)

Mr Abdul Nabi Kalawadh -
Dr Wafa Al Mansoori -

Ms Sabah Al Moayyad -
(from 7/8/2004 to 24/11/2004)
Ms Najma Janabhi -

(from 24/11/2004)

Dr Fawzi Al Balooshi -

Consumer Protection Directorate,

Ministry of Commerce
Bahrain Chamber of Commerce and Industry
Consumer Protection Society

Supreme Council for Women

Supreme Council for Women

University of Bahrain

Figure 3: Members of the first Consumer Advisory Group
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Mobile Phone Jammers

Mobile phone jammers are devices that block the
signal to or from a mobile phone. When the jammer
is activated, the mobile phone user can neither send
nor receive phone calls or messages. These devices
are usually found in places such as cinemas,
conference halls and hospitals, where people using
mobile phones can cause a disturbance.

Following concerns from the public about the use of
jammers in certain public places, the TRA issued a
public consultation in March 2004 - as is the practice
for all regulatory steps taken by the TRA. The draft
regulation was issued in August 2004, and it
reflected the comments received to ensure a
fair, workable solution that is in line with best
practice internationally.

On 8 November, the TRA issued a regulation
prohibiting the use of jammers, in line with other
jurisdictions, and requiring anyone wishing to use a
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mobile phone jammer in a specified location to seek
prior approval from the Authority. In exceptional
cases only, the TRA will approve the use of jammers
after consulting with the Directorate of Wireless
Licensing and Frequency Management at the
Ministry of Transportation. The TRA will consider
each application on a case-by-case basis.

The regulation allowed for a grace period of one
month so that any devices in use could be removed.
Once the month was over, in December, anybody
using a jammer from then on without the formal prior
approval of the TRA would be in breach of the
regulation and thereby the Telecommunications Law.

In the regulation, the TRA concluded that misuse of
mobile phones by a few people did not justify the
operation of mobile phone jammers, which could
have various legal and safety implications, for
example if a mobile phone user could not reach the

emergency services due to the use of a jammer.
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However, by way of a publicity campaign, the TRA
urged people to be more considerate of others when
using their mobile phones.

‘Use Your Mobile Wisely’ - TRA’s first
consumer campaign

On 26 December, following the Mobile Phone
Jammers Regulation, the TRA launched its first public
awareness campaign, ‘Use your mobile wisely’. The
campaign aimed to remind people to stop and think
of others when using their mobile phone in public
places, such as theatres, conferences, mosques,
libraries, classrooms, hospitals, and so on - all places
where people might reasonably expect not to be
disturbed by a ring tone or phone conversation.

‘Use your mobile wisely’ was a multimedia campaign
featuring ‘Mr Mobile Menace’. It was launched in
December with:

e two short videos for TV and cinema, showing
inappropriate use of mobile phones

e press advertising in newspapers and magazines

e radio inserts, and

e posters in places with public access.

The campaign was well supported by a humber of
organisations in the Kingdom. Among these were
the Radio & Television Corporation, Dana Cinemas
and the Bahrain Cinema Company, which all agreed
to broadcast the video clips free of charge. This
enabled the campaign to reach a wider audience
and so gather momentum and be more effective in
getting its message across. The TRA would like to
thank all organisations supporting its campaign for
their efforts in this matter.

The December launch elements were the first phase
of the campaign. Further phases will target particular
groups of people within the community and use
different methods to reinforce the message. The
strategy is to continue running the campaign over a
long period of time in order to promote a caring,
considerate culture among users of mobile phones.

Access to information

An important aspect of openness in a liberalised
telecommunications industry is that consumers have
access to as much information as possible. In 2004
the TRA made two significant steps forward in
improving access to information, so that consumers
can make better-informed choices and find out about
all the latest developments in the sector. It is also
important that they are able to take part in
consultations and air their views. With this in mind,
from the early days the TRA sought to make its
information as widely available as possible, whilst
at the same time providing as much information as
it could within the limits permitted by law. To this
end, all our documents and actions were
accompanied by press releases and covered by the
local and regional media, thus making all Bahrainis
aware of what the TRA was doing.

The website

Good access to information is an important aspect
of openness and transparency. The website offers
widespread easy access to information, not only for
consumers but also for licensees, potential licensees,
other market entrants and people interested in
Bahrain’s telecommunications market. As a matter
of routine, the TRA posts on its website all
publications, consultations, key announcements and
decisions, licensing information, background papers
and so on. This information is presented in both
English and Arabic.

As mentioned above, all new developments and
significant events are marked by a press release and
can also be found on the site. The news section
effectively forms a diary of highlights in the Kingdom’s
telecommunications year, and allows visitors to drill
down if they wish to obtain more detailed information
about a particular item. All information and
publications on the site can be easily downloaded
and printed.

From the outset, the TRA has published all its
consultations and other activities on its website.
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This is fundamental to the TRA’s policy of openness
and transparency. The website is therefore a vital
communication channel through which the TRA
reaches consumers.

In March 2004 the TRA launched its revamped
website (www.tra.org.bh). All the information on the
site is in both Arabic and English. Visitors make a
simple one-click choice of language on entry. The
new design and navigation system have been set up
with users in mind so they can find the information
they want far more quickly and easily. The system
for downloading documents from the site, in Arabic
or English, has also been greatly improved. Initial
feedback on the new site has been very favourable,
but the TRA is always open to receiving feedback
and suggestions as to how to improve the site.

Braille and large print

The second step forward was the announcement on
25 September that all the TRA’s publications would
be available upon request in Braille format for blind
people and large print format for those who find
normal size print difficult to read. The range of
publications includes consultations and reports. The
University of Bahrain has already started to stock
the TRA material in Braille in their Library for the use
of students with special needs, and the TRA
welcomes the move.

In the near future, the TRA will be publishing
consumer guides and information on developments
that affect all users of telephony. This makes equal
access for visually impaired people particularly
important. The move is supported by the Bahraini
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Saudi Institute for the Blind. Publications in these
two formats are sent out on request and are free of
charge. The TRA would like to thank the Bahraini
Saudi Institute for the Blind for their support, and
hopes that this move will assist all members of our
society to better enjoy the benefits of telecoms
liberalisation in the Kingdom.

Billing and tariffs

As part of the ongoing licence compliance verification
for operators, the TRA undertook a review of MTC-
Vodafone Bahrain’s billing systems, in order to verify
that the billing system and the process that has been
devised by MTC-Vodafone Bahrain is sufficient to
ensure sound management of the billing runs, as
well as billing accuracy, before the final bills are
printed and delivered to subscribers. After completing

the review, the TRA found that the systems and
processes in place were satisfactory at the time.
Batelco’s tariffs for telecommunications must be
approved by the TRA, as this is a requirement for all
licensees in a dominant position. During 2004, the
TRA received 52 tariff applications from Batelco. Of
these, the TRA approved 35, while 6 were rejected.
The remaining 11 applications were still under review
at the end of the year.

Consumer complaints

During 2004 the TRA received a total of 22 complaints
about telecommunications operators. The complaints
focused on various issues, including delays in service
and billing inaccuracies. Of the complaints received,
16 cases were closed by the end of the year and a
further six were still being resolved.
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