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Executive Summary :

1. Background of the project

The Act on organization to assign radio frequency and to regulate the broadcasting
and telecommunications services BE2553 (2010), and the amend act, requires “The
Performance Management of NBTC Inspector and Evaluation Committee” to monitor, audit
and evaluate the operations. The committee members hold authority and duties to monitor,
audit and evaluate work performance and administration of NBTC, The office of NBTC and
the secretary general of NBTC. Also, the law requires the committee members to report any
fact or observation points of NBTC's work performance, along with any recommendation or
opinion upon the work efficiency and compliance to the government's policies.

NBTC 's missions as per The Act on organization to assign radio frequency and to
regulate the broadcasting and telecommunications services B.E2553 (2010), and the
amendment act are to regulate sound broadcasting, television broadcasting and
telecommunication services to reach the maximum benefit for people of the nation, state
security and public interest. NBTC is accountable for managing frequency to be accessible
for public use and interest. NBTC is required by law to provide preventions for any consumer
exploitation or unnecessary burden transferred onto consumers. NBTC has to prevent any
disturbance in the frequencies, prevent any individuals or group of individuals to exploit the
use of frequency with no respect to other civilian's rights. Also, NBTC is accountable to
obviate any harmful side effects on health of the citizen that may be caused by the use of
frequency. Last, but not least, NBTC must designate the minimum ratio of social contribution
from those who earn benefit from the use of frequency.

In conclusion, the monitoring and evaluation of NBTC 's work performance based on
its duties and authorities, is highly essential, especially for The Performance Management of
NBTC Inspector and Evaluation Committee appointed under Section 72 on the topic of the

consumer protection of the year 2020.



2. Objectives of the projects

To study and report the fact or observational remarks on work operations of NBTC in
the year 2020 about the consumer protection as per duties and authorities indicated in The
Act on organization to assign radio frequency and to regulate the broadcasting and
telecommunications services B.E.2553 (2010), and the amendment act. The consultant team
gather fact and opinions on 4 points including strategies, plans or projects, missions of the
consumer protection department in NBTC, reflection on interest and public impact in
consumers’ view point to allow for evaluation of efficiency and effectiveness of the work
performance. Also, the team gather several impacts and obstacles from consumer
protection projects in the year 2020, as well as the recommendations for enhance capability
on consumer protection of NBTC.

Ist point : The work performance of work plans and projects in the year 2020

2nd point : The procedure on handling complaints

3rd point : The enhancement on efficiency of consumer protection

4th point : The awareness raising and participation of civilians and relevant parties

3. Conceptual framework, monitoring process and evaluation of NBTC on the
consumer protection issue

Monitoring and evaluating of work performance about consumer protection of the
year 2020 of NBTC committee contains of different parts. These parts are monitoring,
evaluation process and application of conceptual frameworks. The framework being used is
“Impact value chain” of the logical model and “Change Theory”. The concept is to clearly
indicate of “Input” of activities, output, outcome and in some cases even include of impact
in the long term. The data are collected with 6 different methods as follows.

1) Work performance data on consumer protection of NBTC from primary sources
such as websites, press conference and seminars organized by NBTC and some secondary
sources.

2) Literature reviews on relevant documents that contain information about working
operations of NBTC on consumer protection such as strategic plans of NBTC, Strategic
policies, national master plans and NBTC work performance report.

3) Focus group

4) Public hearing

5) In-depth interview

6) Data collection from stakeholders and relevant parties

Those six different approaches are aiming to cover broad spectrum of information

about missions and operations of NBTC as stated in strategic plans and work plan to provide



service for people. The well-rounded information gathered should be beneficial for

monitoring and evaluation of work performance.

4. Monitoring and evaluating of work performance of NBTC on consumer protection
Objective 1: The result of work based on work plans or projects in the year 2020

The study of work plan and progress report of work plan of NBTC (reported on
September 2020), a 9-month work report shows several points. Firstly, it indicates that the
work plan of the 2nd strategic plans of NBTC (2019 - 2021) consists of 5 strategies. The
missions in the plan related to consumer protection have 2 different strategies and offer 5
projects. The two strategies include driving of the relevant master plans and compliance
with the national policy to succeed by having “The quality assessment of sign language
interpretation project”. Secondly , the 3 rd strategy to promote digital strength for
sustainable nation development include following projects ; “The ASEAN study on policies
to support consumer protection and promotion in sound and television broadcasting in
convergent era”, "The project to enhance understanding and participation of consumer
network in the television broadcasting services" , "The project to develop tools for skill
improvement of civilians to make conscientious use of sound and television broadcasting
services”, "The study of complaints and gather of recommendations on policies for
consumer protection and regulating of sound and television broadcasting services ". The
projects mentioned have been in process as indicated in the 2nd strategic plans of NBTC
(2018 - 2021), however some projects are still falling behind schedules.

Also, several other projects have already been implemented. Although they are not
included in the 2nd strategic plans of NBTC (2019 - 2021), they are relevant and of great
contribution to the achievement of strategic plans as follows.

A) The project to draw guidelines for regulation of product placement (Tie-in
advertisement) in T.V. shows

B) The project to survey behaviors, opinions and satisfaction levels of consumers and
service providers about the marketing plan to charge only actual calling time on mobile
phone (The project is completely done.)

C) The project to study for a system development to manage internet access for
family members (second phase: still inactive)

D) The project to study behavior and demand of civilians on television services in the
era of new medias (still inactive)

E) The project to announce TV programs guide and useful information for digital

television audience (still inactive)



F) The project to promote knowledge and understanding about law and regulations
of sound broadcasting for entrepreneurs, government agencies and civilians.

Upon collecting outcomes of the ongoing projects through public hearing, collection
of data from stakeholders and relevant parties, it shows that the stakeholders are very
satisfied with sign language interpretation, closed captions service, audio description on news
and T.V. shows with good content and beneficial for the public.

On the contrary, the tie-in advertisement such as product placement on prominent
spots, unusual close shot of products for too long or even the use of products by actors or
moderators in the scene, as well as talking about the products quality or names in
advertorial manners, are becoming problematic. Therefore, the guidelines on how to handle
tie-in advertisement should be helpful to reduce such issues.

The non-inclusive projects as per strategic plans but relevant to the 3rd strategy to
encourage digital strength for sustainable development of the nation.

A) The project to promote learning and understanding of the public about sound,
television broadcasting and telecommunication for the public use is progressive at 77.81% in
9 months.

B) The project to support the fundamental structure for telecommunication services
across the country and provide service for public to reduce the gap of the access to digital
benefit.

C) The project to establish people network for both radio and television audience.
(project being cancelled)

Objective 2: Protocols of complaints management

The work result in the report of the NBTC committee members shows that the office
of the consumer protection of sound and television broadcasting and the
telecommunications consumer protection bureau consistently report about key message of
complaints, remedy procedures, dispute mediation reports and solutions of complaints
report to the board meeting on monthly basis. The effortful consistency to follow its mission
statement of handling complaints and rights and freedom protection of civilians from being
exploited by service providers. The effort probably contributes to the reduced number of
complaints for 4 years consecutively during 2017 - 2020.

However, there are few recommendations from the focus group and public hearing
meetings about complaints management. The relevant parties advise NBTC to create more
available channels for complaints handling as there are so many kinds of media channels at
the present. Each group of consumers may have different preference on communication

channels, so more choices of communication channels will result in faster and more



convenient solutions. Also, there should be guidelines on complaint management process
(from receiving, gathering information and solving problems). The recommendations should
become beneficial in operations in “The project to study complaints and organize
recommendations on consumer protection policies and regulating of sound and television
broadcasting services” which is part of the operation plans of NBTC.

Objective 3: Enhancement of efficiency in customer protection

NBTC has shown support for sound and television broadcasting services to
sustainably grow by enhancing competency on research and development of sound and
television broadcasting and telecommunication services for the public use. Moreover, NBTC
encourage activities to reduce discrepancy of accessibility levels of Digital use among
people, put cyber security and safety as priority for citizens and establish cooperation
network to protect benefits of the people. Certain projects are set to fulfill those aims such
as the completion of a 4-year project of research and development (2020 - 2023) action
plan. At the moment, the ongoing process of turning scholarship result of the project to be
tangible benefit on policy making, academic, economic and social aspects. Also, NBTC
support the mission to provide fundamental telecommunication services across the country
and social services to reduce discrepancy of accessibility of the use of Digital.

However, the projects to develop effectiveness on consumer protection are still not
progressing much. Those projects include the study of behaviors and demand of citizens on
television services in the new media landscape or those social service projects to decrease
discrepancy on accessibility to digital use and benefit. Also, there is not yet the project to
support missions to encourage fundamental telecommmunications service across the country.

Moreover, Thai society nowadays welcome diversity and has so many groups of
people such as senior citizens, impaired persons, disadvantaged people and LGBT group.
There are recommendations from public hearing meetings about increasing competency on
protection of such special category consumers. NBTC should create special media and
support variety of tools for access to knowledge. There should be communication tools for
society to learn and allow these special people to have space for expressing and exchanging
their perspectives to society. NBTC may encourage for equal access to media air-time for
LGBT such as production of Talent or skill competitions or Language of LGBT on T.V shows.
As a result to that, the LGBT people has stages to express their potentials and helping
people to understand more of LGBT sides of stories and create harmonic living in society.

Objective 4: Raise awareness and encourage participation of citizen and relevant parties.



There are programs to raise awareness about consumer rights on telecommunication
for young citizens in the high school and university levels, improve competency of leaders in
people network on consumer protection in telecommunication service across 77 provinces
and later share knowledge among their community members. However, the number of
participants in the programs are still limited and the consistency of programs are not
achieved. The strategic content and goal setting of the programs are not well organized and
correlated from previous years.

In the public hearing meetings, consumers propose NBTC to regulate the hype
(exaggerating advertisement), misleading information for consumers and distorted fact.
Consumers want NBTC to audit and regulate advertisement which offer misleading
information causing misunderstanding to audience on different medias. Some advertisement
display exaggerating message of product benefits or misleading information to attract
customers, but those product or services could not give results they promise. Now there are
many types of distorted information and news in today medias, not only from exaggerating
advertisement. For TV news or shows, moderators and news anchors should be cautious in
giving distorted news or presenting news in very emotional manners. NBTC also should
regulate and take serious steps to protect consumer privacy as there are many consumers
got affected by messages from unknown senders.

Consumers also propose that NBTC should pay attention to study problems of
disadvantaged groups of people. There should be the open public hearing in local areas,
seminars to enhance knowledge and competency for local communities. Moreover, those
relevant parties such as journalists, volunteers should receive training for capability buildings
on media literacy about radio and television broadcasting services or online media and share
this knowledge among people in the community. The knowledge sharing should help
citizens to have media literacy and distinguish fact and fake news. The journalists capability
and professionalism should also be polished for their best potentials, so it would reduce
unethical news report.

5. Conclusion and recommendations

The monitoring and evaluating of work performance of NBTC on consumer
protection in the year 2020 draw conclusions on work results of NBTC, the office of NBTC,
and the Secretary-General of NBTC as follows.

A) Work performance as per work plans and projects in the year 2021

The vivid strength is success in determining work plans or projects as per the second
strategic plans of NBTC committee members (2018 - 2021), as well as creation of work plans

and additional projects and activities relevant to the strategic plans.



However, the work progress report of NBTC, ended on September 20020 (a 9-month
report) shows even many projects have been completed as per expectation, few projects
and activities were being cancelled. Also, some projects and activities are having progress
less than 30% of expected plans.

The method for work plan and project achievement is to prioritize the plans and
projects based on their importance and urgency.

B) The complaint management process

The vivid strength is variety of complaint channels on different digital medias. The
consumer protection for radio and television broadcasting of NBTC and the consumer
protection of Telecommunications bureau consistently report key points from complaints
received, remedy procedure, dispute mediation reports and work report on solutions to the
board meeting on monthly basis. However, the collection of data shows that stake holders
and relevant parties shows that over 52.7% are not aware about complaint channels and
over 81.2% or 2,140 people have never complained on radio, television and
telecommunication services of NBTC.

Guidelines to improve complaint management process as shown in questionnaires
are

« Share of knowledge about consumer protection by collaboratively work with
Youtubers to reach more audience because many of youtubers have high number of
followers in all age group

 Promote more of information about consumer protection

+ Add more information on recommendations and personnel to handle complaints

» Guidelines for management of unfair practice

Also, there should be more channels of communication for all generations to engage
people in different ages such as Instagram or line application for students, university
students and x-generation people who are accustomed to internet services. In addition to
that, there should be field research to find out problems of disadvantaged groups or people
living in suburb areas. The journalists also add that journalists should be granted chances to
collaboratively work with NBTC to receive complaints, while NBTC could be a coach to assist
and guide them. The journalists could perform such tasks well and of great coverage as they
already have certain followers.

C) Enhance efficiency of consumer protection

The completion of 4-year operation plan for research and development funding
(20202023) is achieved. At the moment, the ongoing process of turning results of the project

funding to be tangible benefit on policy making, academic, economic and social aspects.



Also, NBTC support the mission to generate fundamental telecommunication services across
the country and social services to reduce discrepancy of accessibility of the digital use.
These work results are considered as the strong factors to increase effectiveness of
consumer protection in creative and harmonic manners for the long term period.

The guidelines to improve capacity for consumer protection will lie in NBTC attempt
to organize of more channels for civilians to access funding from the Broadcasting and
Telecommunications research and development funds for public interest (BTFP), especially
for radio broadcasting of local community where local people always keen to listen and
have high impact on them. On the contrary, local people lack of chances to access the
funds to engage for development in the community. Moreover, there should be more
appropriate content on LGBT people that display equality of rights and freedom across all
genders. At the present, it seems that medias use discourse and name callings to turn LGBT
people into funny characters or extremely emotional persons. Most of the time, T.V dramas
give LGBT roles of jokers, sad-ending characters or surrealistic roles which distorted from
actual LGBT personalities. Also, there should be applications for special groups of consumers
such as impaired or disadvantaged people and young or senior citizens to receive free and
fast information to develop their potentials. These special groups should be granted with
special package on telecommmunications services such as free phone calls or internet usage,
or even particular special package cheaper than those earning income, as well as, the
training of computer use for them in the community.

D) Raise awareness and encourage engagement of citizen and relevant parties

The success was shown through the projects to raise awareness on consumer
protection on telecommunications services among young citizens in high school and
university levels and to develop potentials for people network on consumer protection in
77 provinces.

The guidelines to increase efficiency on consumer protection is to establish more of
people network for consumer protection. The network could be established on provincial
level. The people network work on provincial level is close with people in the community
and could work on consumer protection more effectively. Moreover, there should be
network cooperation between organizations such as Ministry of public health and Ministry of
Justice to deliver best result in consumer protection. The public hearing meetings in
different provinces should be organized on regular basis. People see the positives sides of
the public hearings as it will encourage community to have better quality of living effectively

and rapidly.



E) Recommendations

1. NBTC ‘s roles on people and student “new normal” ways of life during COVID-19.

COVID-19 pandemic is really different from any crisis in the human history. The crisis
started off with rapidly widespread infections of COVID-19 virus, that later become crisis of
world public health. Then, it has forced governments of many countries to enforce “Great
Lockdown” to limit the spread of virus, which in turn affect lives of many people and
countries” economic activities. In other words, such Great Lockdowns cause global
simultaneous shocks. Many of production activities are forced to be on hold, while income
and consumer power are sharply decreased , which consequently cause global economic
crisis.

WHO suggests that COVID-19 may later become “endemic disease” that stays with
us, as if it was Dengue fever. The world must manage to live in “new normal” lifestyles such
as social distancing to prevent the spread of COVID-19 virus. The public health will become
the world ‘s priority, especially medical collaboration across countries. New world order will
rely more on regionalization. Also, digital economy play significant roles faster than
expected, along with people will have more flexible lifestyles.

The widespread of COVID-19 virus cause difficulties in people lifestyles, business
operations and health management, however digital disruption creates new normal lifestyles
including new thinking approaches, communications and management. “New normal”
lifestyles usually occur when mankind has to adjust themselves for best suitable result after
any severe impact, rather than holding onto the old ways of life. Associate professor Malee
Boonsiripun, the committee member of Mass Communication, Office of The Royal Society
defines “New Normal” as the new normality or new basis of life, meaning the new ways of
lifestyles that are different from the past, and requires people to change their ways of life to
comply with new and unfamiliar social norms. Examples of New Normal as follows;

« Work from Home: Stay at home for work or do other activities at their own
residence. This encourages the needs to have larger space of residence for variety of
activities.

« Electronic transactions and online business: The changing consumer behavior affect
the purchasing system and services, short distance deliver and speedy logistics will be highly
in demand.

» Online Learning and Entertainment: The online learning help reducing space and
time constraints. The lectures can share multiple types of learning methods and learners

can choose learning topics on demand.



After the widespread of COVID 19 occurs, several impacts and changes cause few
adjustment for people in the society such as social-distancing and home quarantine. These
new normal activities also result in educational process change. Education institutions are
forced to change their traditional teaching plans of onsite lecture and allow for online
learning or via other types on technology to prevent spread of the virus. However, this
change could benefit new generation juveniles to prepare them for new possible
occupations in this digital age.

The spread of Covid-19 virus still continues from the year 2020 and keep the work
from home or study online and e-commerce activities or online entertainment such as
facebook, Instagram or social network use as parts of people’s daily life. This online lifestyle
result in the needs of people of all ages and groups to have stable and fast internet
connection service with fair price package or complimentary service from ISPs.

Even though, the government has implemented the village internet project, or Net
Pracharat of 24,700 Village and suburb internet network installation for low income families,
the stability and coverage of networks are still prominent obstacles. The NBTC board of
committee agrees in March 2020 to allow for free mobile broadband service of 10GB per
user for 30days period and give complimentary 100 mgbs of fixed broadband internet
service, still it is considered as the short term remedial procedure.

An example of problem with access to internet service of the low income people
could be found in different news. For instance, the student chat log said that she could not
study the day after as she no longer had enough internet usage quota, but she promised to
submit her homework with her friend’s help. Some comments suggested that it should be
the government sector’s accountability to negotiate with the ISPs to get unlimited internet
package for students to study. The Ministry should be in charge of taking care of students’
future. NBTC has summarized the remedy procedures to ease the struggle as follows;

NBTC has summarized the remedy procedures to ease the struggle, effective on 15
January 2021 as follows;

1.1 ISPs will provide an upgrade of at least 100/100Mbps for fixed broadband users
with fiber optical installation system and optimize the potential for those with nonfiber
optical installation system such as xDSL system.

1.2 As of the present, several work from home package that allow for better internet
access of mobile broadband usage are offered to users. However, the special package of 79
baht/ month (exclusive of VAT) valid for 2 months with unlimited data of maximum speed

at 10 Mbps is released. The use of this special package could support the use of applications



suitable for work from home situations such as Microsoft Teams 365, Zoom (The service is
not inclusive of application licensing fee).

Recommendations:

The service of internet for low income and poor people is vital and urgent during this
Covid-19 pandemic situation and this new normal ways of life. The government sector
should urgently manage the village internet project or Net Pracharat of 24,700 Village, and
complete suburb internet network installation for low income families which will ensure the
stability and coverage of networks for daily routine operations. Also, the complimentary of
data usage for students should also be in implemented.

2. Recommendations on solutions of raising awareness on media literacy by
regulating of safety standard on advertisement and health products

« Develop data service system allowing access for people to check on information
about any misleading advertisement or health concern of products details. Integrate the
collaboration to monitor, audit, regulate, investigate and press charge for those
manufacturers or producers who violating laws. This could be done by integrating of
collaboration between Thailand FDA, DSI, NBTC, Royal Thai Police and Ministry of Digital
Economy and society.

« Encourage for knowledge sharing and collaboration of networks from relevant
parties producing medias (such as associations, clubs, federations) to make lawful, ethical
and moral of health product advertisement

« Building up of volunteer network across the country for better prevention of
consumer exploitation, especially among juveniles. As juveniles may have less of experience
or information on consumer right protection, so they are at higher risk to be exploited. As
well, juveniles are considered as the future of nation, so they should be well protected.
The building of such networks not only decrease chances for juveniles to become victims of
consumer exploitation but also indirectly give knowledge on consumer right protection for
those young volunteers in the project.

3. Recommendation on enhancement of the consumer protection in
telecommunication services.

« In other countries, the organizations, who manage consumer protection on
television broadcasting services and telecommunication services under a concept of a
convergent regulator, design its organizational structure, duties and authority on consumer
protection based on its functions rather than sectors. Such organizational structure allow
smooth operations on convergent eras of digital communication. In other words, the

consumer protection should not be separated in form of radio, television broadcasting or



telecommunication services, but rather be called” The consumer protection in
communication services”. To keep on track with the international services from around the
globe, the methodology of operations of NBTC should also follow the worldly credential
organizations or regulators.

« The development on technology completely transform the consumer behaviors
such as purchasing via online platforms, e-transactions and wide range communications.
NBTC needs to act on safety protection plan and integration of all sectors that provide
coverage of all ranges. The threat of personal privacy and data violation is increasing in
numbers and cause great damage to data subjects. The advancement of data collection and
processing could easily cross to violation of data privacy on individuals’ level, which in
return could cause damage to the economy. Hence, NBTC is required to collaboratively
work with all relevant parties for the standardized mechanism and standard of consumer
data protection.

« In other countries, consumer protection on telecommunication and communication
services includes not only receiving complaints but also offerings proactive services. Those
services may include giving information and knowledge to consumers, monitoring private
sectors to ensure the rules and operating procedures are followed, organizing the free public
hearing to welcome suggestions on law amendment and supporting mechanism of self
regulation among professional institutions. Hence, NBTC should consider expansion of
networks to provide knowledge for people by encouraging the stronger networks of
consumers such as developing current networks to work closer together and establish new
networks of consumers called “consumer networks for communication” and certify the
identity of local networks. The local networks could be granted with certification cards for
verification. When there will be any meeting of NBTC, the local networks could be invited

for sharing knowledge and be channels of communications with NBTC.



