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Message from the
Executive Director

Greetings and welcome to the first edition of SHOUTY,
CFEM's newslatter for its mambers

We started 2010 just as we had ended 2008, with vigor and
excitenent, as we continued with effords to rebuilkd and
strengthen CFM's foundation for growth. For the first half of
the year, 5 new members were successfully recriited,
compriging mostly fram consumer arganisations in Johor,
Kedah, Malacca and Terengganu as well as a senvice
provider in the form of Tunelalk Sdn, Bhd. CFM had also
secured an understanding with KPDNEE, SEMM and the
respactive state Consumer Movement Committéss on joint
consumer awareness activities

This is in line with our sirategy of forging sirong parinerships
with relevant stakeholders in spreading the channals and
networks by which CFM will be able to capitalise on for
consumer awarenass activities, A5 a result, we have saen
members  such 8 SEAMEC-RECSAM and CAP
co-arganising the Penang consumer awareness seminar,
CFM-SEMM embarking on & consumer Swareness
nationwide program, as well as awareness activities jaintly
done with potential members in Sabah and KPDNEE in
Labuan, Malacca and Pulrajava

Wie hope that this imaugural issue of SHOUT! would provide
you useful information and insights fo the happenings and
updates in CFM, We have also taken initiatives o publish
articles such as those on page 11, Buying 8 Real Phone or
Fake Phone and Keeping Your Cradit Limit on Tab on page
¥ would be useful for our demand side members o share
within their organisations. Some of the information in our
aricles can be found in our Consumerinfo series collaierals
and members are welcomed to request for the collatarals to
be shared within your organisation. We cerdainly welcome
feedback and reviews lo aur arlicles and information shared
in SHOUT! Thank you for vour continuous suppot.

_T/:» ,({f
A frerae .'j/ru.r.

Sincersly,

Muhamad Tahir Muhamad Noor

Executive Director
Communications and Multtmadia Consumer Forum of Malaysia
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AWARENESS ACTIVITIES

CFM Consumer Awareness Seminar
Kundasang, Sabah

CFM organised the 4th out of the senes of 6§ Consumer Seminar in Kundasang, in the
district of Ranau, Sabah on Tth of August 2010. The seminar was successfully organised
joinfly with 3 ocrganisations namely the Wanita UMNO, Bahagian Kanau, Pejabat
Perdagangan Dalam Neger Koperasi & Kepenggunaan Negen Sabah and the District

Office of Ranau

Kundasang

The seminar was held at Hotel Perkasa, Kundasang.
Kundasang is a village in Sabah, which lies along the bank
of Kundazang Valley within the disirict of Ranau. It iz
focated on the mam road bebtweaen Kota Kinabalu {~100km}
and Ranau, §km after the Mt Kinabalu Park entrance.
kundasang boosts a scenic mounfam backdrop against a
luzgh green forest. The joumey from Kota Kinabalu takes
approximately 2 hours depending on how confident you are
overtaking very skow frucks doing 20 kmvhr. It is rencwned
for ifs vegetable market which is open saven days a week
and it is the closest village to Mount Kinabalu. It iz populated
mainly by the native Dusun and a very small population of
Chinese people,

Ranau

Fanau is a disirict in the East Malaysian state of Sabah and
situated at the West Coast Division of Sabah. According to
2000 Population Census esiimates, the population of the
district was 70648 with BEEE% of the populabon
comprising of Dusun ethnic

Fanau is an important agricultural and tourism center in
Sabah and thasza two sactors have been the main economy
backbane for the district. Most of the toursm businesses are
centerad on the highlands of Kundasang, a sub-district in
Fanau whike agriculture business is widespread all over
Ranau. Therefore most people of Ranau work as farmers or
operators of their cwn business although there are
white-collar workers as well mainly In the government
sectors  such B85 health, education, service and
administration and a few in the banking sector.



Administrative Divisions

In the national and stale kevel, Ranau has only one
parliamentary seat for the Dewan Rakvat [House of
Representatives) which is P178 Ranau but it is representad
by three state assamblymen in the Sabah State Legislative
Assembly, each one for M29 Kundasang, N30 Karanaan
and N31 Paginatan state assembly seals respectively. The
current state assemblymen representing the district are Dr
Joachim Gunsalam for N28 Kundasang, Datuk Haji Masidi
Manjun for N30 Karanaan and Datuk Ewon Ebin for M31
Paginatan. Meanwhile, in the district level, Ranau is
governed under a disirict office form: of local govemment
headed by a District Officer. Since 2008, the Distnict Officer
of Ranau is Haji Faimin Kamin

Fanau district is divided into 14 sub-distnicts and sach
sub-disirict is divided into villages. There are a total of 212
villages in Ranau,

The Seminar

The seminar registered 128 participants ranging from
members of Wanta UMNO, local communityvillage
leaders, government depastment officers, police departmeant
and consumer association representatives o complainants
themsaives.

The saminar was officially launched by the ADUN N2Z9 for
Fundazang himself ¥B Dr. Joachim Gunsalam who gave
the apening speech. He commented on use of intarnet far
the improvement of business and socio-economic status for
the |ocals “Kalau duly kita bersusah payah mehcan
pelanggan untuk membeli hasi tani kita, kind tidak peru lagi
kevana pamasaran dan jual beli bolsh dibual medalui
intermel. Banyak lagi confoh kemudahan yang kita dapali
daripada pengounaan teknolog) kemunikas! dan muitimedia
T

Fanel of Senvice Providers were fully represented by all
Servica Providers including TH, DiGI, ASTRO, Maxs and
Celcom. The Panel quesiions and answer Session was
moderated by CFM's Executive Directer Encik Muhamad
Tahir Muhamad Noor,

CFM Partnership

CFM has pulked together a sirategic parnership with the
District Officer of Ranau, Hj Faimin Kamin, Datuk Amisah
Yassin 85 the representalive office of Hj Masidi Manjun as
wall as the Co-Chairperson of Sabah Consumers
Movement and Wanita UMNOD Ranau to successfully
organise the event for the local residents in Kundasang and
villzges surrounding in Ranau

Due o the ocetion of the venue, which is rura! and on the
mauntain tremendous collaboration and logistics efforis are
reguirad to ensura the success of this event

Fanel of discussions received overwhelming respanse from
the audience. Questions asked were mainly due o show
internet speed, no mobile coverage, slow post mail
recaived due to distance and rain fade and request for no
charges applied when there is no broadcast signal during
rain. There was positive feedback from the audience on the
availability of Consumerinfo booklets and request for
weabsite to be made available in Bahaza Malayzia, One of
the paricipants have also brought up a cass where he was
billed for phone line he has never registered.

Cwverall zeminar has answered most guestioned azked by
the audience and received recommendalions to have a
similar seminar in Mesilau in the disirict of Ranau by
Celcom, The seminar is followed by some simple guiz
questions o test participants’ interest and knowledge of
information presented and lucky draw session was held as
a parbcipant engagement activity. Each participant iz given
8 bag of information o iske home lo enhance their
knowledge in communication senvices.



CFM CALENDAR OF EVENS

Program Memperkasakan

Pengguna Komunikasi & Multimedia Organiser Kundasang, SBH




Description of Event

Rale

Location

29M0 -
3110

SKMM CRO Karnival ICT
Peringkat Daarah

Description of Event

Exhibitor

Role

Sabak Bernam,; SGR

Location

CFM Program
Kesedaran Kepenggunaan

Description of Event

Crganiser

Tiara Labuan
Labuan, SBH

ou/t2-
11n2

Karnival Jalurlebar 1Malaysia &
Temasya Budaya Pantal Timur

1an2.-
14/12

SKMM CRO Digital Jempol

21M2

SKMM Regulatory Compliance
Corporate Brief

2812 -
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Communications and Multimedia

Consumer Forum of Malaysia

ANNUA

GENERAL MEETING

The 10th Annual General Meeting was held on the 29th of
Juna at the Tara Intan Room in Hotel Singgahsana,
Petaling Jaya

At the date of the meeting, CFM's total membership stands
at 34 Ordinary Mambers, The AGKM had more than half of
its member's attendance with 23 present out of which 12
wera from the Supply Side and 11 were from the demand
Side,

The CFM Annual Report 2005 was presented by the
Secretary, Pn Mormazalila Abu Bakar from Malaysian
Mulimedia University and was adopted. Much movement
of positions in CFM's membership and councilor boand was
informed during the meeting. The current CFM councilor
board will remain for the term 2008-2011

There was much positive suggestions given and debated
during the meeting's constructive suggestion session and
mambers provided valuable insights of their views, one of
which iz to produce a newsletter on CFM's activities. The
meeting was adjourned at lunch tims

29th June 2010

t. Board of Councilars

Starding from &% — Dr Done, Me Lail, Mr Ravndses Ed Tahe, En Adnan,
Fn Mormazalla
Sitling trom left = Mr Lim, Pri Baresah, Hj Kharuddin, En Musia®a, H) lsmail, Hj Ramb

Sucralarzt
From laft — P Mor Asfaziah, En Hizam Hamzi En Munamad Taber,
Fn Shella Frakash, Fnatheah Tan

Beard al Councikes i, acian
H4 Ramii of SEAMED RECSAM shanng same of his viess
Memlsars &te payirg SNEnion in e masing

5. Engku af P1 with some questons

Tri Hj ®Psanadca from Paraaluan Fanggurs Megani Sambian
giving s Qpanng spssch



Keep your

&2 Credit Limit

on TAB

The Credit Limit service is a service offered to all postpaid users.
Prepaid users are limited on a pay as per use basis.

Prepaid line or connection reguires no credit check and no deposits. But they need to be really
careful with their talking limits because if they have no balance in their account they just cannot

make a call.

As for mobile postpaid users, the mobile service plan Is incorporated with a usage limit. All
aervice Providers have been requested by MCMC to set up a transparent system on credit limit

for postpaid users.

What is Credit Limit?

A Credit Limit is the maximum limit in Ringgit Yalue which is
allotted to you for the use of services. Senvices may get
restricted when usage or biled amount exceeds yvour Credit
Limit The total Credit Limit allotted may vary from one
Service Provider to another,

The Credit Limit senvice was first introduced o ease the
impact of over usage during a given billing cycle. Having a
Credit Limit Service aclivated promotes cost effectivensss
and places a control mechanism o lmit the number of calls
and cost of calls (o the user. I gives you the assurance that
there ame no “suprise’ bills, halps o properly monilor your
account and manage your monthly expenses.

How does your Service Provider
notify you on the Credit Limit level?

Service Providers will usually send a notification alert
service via Shor Messaging Service to keep the users
informed on the total usage and its Credit Limit status based
on level of usage against Credit Limit




Duzfault Cradit Lirmit Consumer should be awane of his feature
at RM3I00 — RMSE00 and can reguest to increase or decrease
depending on SR, credd limit
Accumulated billing Bands Recsnes Users are encouraged 1o remit payment to
in R reaches BO% 15t SMS Aert 158 SMS Aler reduce the accumulated charges and avoid
of tatal Credit Limit ; service mlerruptions.
Billimg reaches ©0% Sends Receives
of total Credit Lim# 2md SME Reminder 2nd SMS Remindear
Bllleng reaches Sends Final Recelves.
1@3"}5 of total Credit Limit SMS Reminder Firsal SMS Reminder
Takes action to har or Cinly auio debdt paying consumers’ line are
any ather suilable ned barred if usage exceeds Credil Limif,
adlions on account if ‘ariafion on alerl cabegory and condition
nia paymeant is differs betwean all Service Providers,
recened

How does your Credit Limit Service
work? Below are the scenarios:

For roaming fransaction, charges will be passed o a
raaming partner whose charges will be reflected in the
subscriber's bill statement later. Such process is not on a
real time basis

When the user makes a voice call, the charges will be
debited to the uzer's account upon completion of the
transaction and if exceeded the line will be barred,

For GPRZ or Data Services users, the charges are
calculated once the data session is completed.

Credit Limit Senvice is provided as a defaull Onoce you
register your postpaid ling, the service will be automatically
available. For self verification, the user is advised to chack
their Credit Limit status with their Cellular Service Providar

When the ouistanding amount of your bill exceeds the Credit
Limnit, wour postpaid line will not be barred. This is only
applicable o the posipeid user who chooses to make bill
payment via auts debit.

How much is your Credit Limit?

For a postpaid user, your Service Provider may have
prefixed a cerain amount of Credit Limit, As & normal
practice, the limit can be RM300 or RM500 depending on
your Service Provider, Credit Limif 5 & prerequisite in &
postpaid plan,

You may request to decrease or increase your Credit Lirmat
from your Service Provider. Upon approval of your Service
Provider you will get a new prefixed Credit Limit amount

To learn more on the alert category
and condition, please log on to your
respective Service Providers’
website:

http://www.digi.com.my
http://www.maxis.com.my
http://www.celcom.com.my
http://www.umobile.com.my

If you have a complaint about your senice, whether it is
about billing, customer service, faults and repairs or
mig-zelling, you should first contact your service provider
and If you are dissatisfied with your resalution and ssek
further recourse, you may contact

Communications and Multimedia

Consumer Forum of Malaysia
Email : aduani@cfm.org.my
Hotline : 1 B0O 18 22 22

Wirite or walk in Lo;
Communications and Multimedia
Consumer Forum of Malaysia
6-02, 6th Floor, Wisma Straits Trading
Mo. 2, Lebuh Pasar Basar, 50050 Kuala Lumpur



NEW MEMBER

The New Kid On The Bloc

Tunetalk Sdn. Bhd. has officially joined CFM as
Supply Side Ordinary Member on April 2010.
The newest mobile operator in the country,
officially launched its commercial service on

19 August 2009,

Tune Talk targets to serve the underserved segment of
the market with super low calling rates and exciting
incentives, Rolled out as a prepaid service with the
prefix "010", Tune Talk offers wvoice and short
messaging service (SMS) package. Tune Talk
operates as a mobile virtual network operator (MVYNO)
riding on the extensive network of Celcom (Malaysia)
Berhad. Tune Talk entered into an MVYNO agreement
with Celcom in December 2008.

Talk.com

A Tune Group Company

Joined April 2010

Celcom controls the largest equity stake in Tune Talk
with over 38% while another 35.7% is held by Tune
Ventures Sdn Bhd, of which Fernandes and Dato’
Kamarudin Meranun jointly hold a 0% stake. The
remaining shares are held by Tune Strategic
Investments Limited, and various individuals including
Dato' Zn Kalimullah Hazzan, Lim Kian Onn, Jason Lo,
Gurtaj Singh Padda and Mark Lankester.

Tunetalk aspires to become an Asean MVNO by 2013,
As a member of the Tune Group, Tune Talk will
combine a unigue offering along with sister companies
Tune Maoney and Tune Hotels,

Tune Talk is a licensed Network Service Provider and
Application Service Provider with Mumbering Block
sanctionad by the Malaysian Communications and
Multimedia Commission (MCMC).



MEMBERSHIP

GFM continues to gain
memb~hership interests

Membership numbers as reported in Annual
Report 2009 stands at a total of 32 members
comprising of all 3 available categories. By the
end of the first half of 2010, CFM has received &
additional membership applications out of which §
wera approved by the Board of Councilors. This
makes up the current total membership standing
at 37 members.

NEW

MEMBER CATEGORY EXISTING 1o - June 201 TOTAL
Demand Side Ordinary

Membership 12 4 16
Supply Side Ordinary Membership drive is usually active
Membership 17 1 18 during consumer seminar events and
paricipation in  relevant exhibitions
. . nabonwide, There are udsually high
Assckais Mambarship 3 3 6 interests from Public Interest Groups
and Educational Institutions during such
Total Membership as at Dec 2010 40 events. The secrefariat is currently
studying membership drive activities 1o
. accelerate members' recruitment. More
New Members in 2010 members are needed o expand CFM's
Demand Side Ordinary Membership network and  strategically  share
knowlad batwsaan mambers [t will
Persatuan Pengguna Daerah understand the needs of the-consumer

Terengganu Feb 2010 | and issues faced by the industry

Kuala Ters anu
ngg Sharing of knowledge and expansion of

network base is also crucial to increase
Supply Side Ordinary Membership AT e e s
Tunetalk Sdn Bhd PJ Selangor April 2010 network.  Shoukd you  hawve any
suggestion of members’ activities or is
Associate Membership interested to be a CFM member, please
da contact us,
Mr Gunasegaran s/o Thamby Bangi, Selangor | Feb 2010
: g . Please write in to the Communications
Encik Abdul Manaf bin Bohari LILIN. Kedah Feb 2010 | .n4 PR Secretariat. Pn Athirah Tan at
Morwahida Bt. Fuad athirahi@cfm.my.

MACFEA P.P. Melaka Tengah LT, Eenang: | Fetiado
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Cover Story

A Mobile Phone

Just how do you recognise the difference between

Original, AP and Water sets

| categonse mysell as an amateur cansumer, | have
known many consumers ot there who is so much more
knowledgeable than ma. Trying to get the best value for my
purchase would almost be impossible for me when | do not
have a clue about the right definitions for the product One
dealer would explain a set of definition, but the very nexi
door dealer would t&ll vou a similar story but with a
variation, well, just who can you believe? My very next
instinct is to google it up, to my dismay, information is
scarce. Most information thal comes up i from good
Samariians who shares their dissapaintment, put up what
they know about the subject matter on their blogs

To put things in context, |'ve decided to write an article so
that people like me, the amaleur consumer can upgrade
ourselves with zome practical knowledge before splurging
an my hard earned maney

In Maleysia, the vanous conditions of phones available in
the market is defined by the supply chain network. Getfing
to the root of definitions, here is what I've gathered from
MCMC on the definitions of the varous phone conditions
available in the market,

Original

rrar kol

Phones thal ang imported ints the couniry by

the principal brands for sales in tha markel.

eq Mokia, Samsung, Sony Encsson, Apple
AP Phones thal are impored into coundry by

parailel impoders for sales in the market
Mormally these are popular bramds o the

Principal brands will engure

- Propar Type Approval & Certification labal

= Proper Importation documents and fax
payment {before budget 2011}

- Invest in branding and marketing

- Customer Service and Warranty (Mormal
Yiarranty 1 year and may up fo 2 years)

Parallel Importers normal practice

- Froper Type Approval & Certificalion label

- Proper Importation documents but fax
declaraton may have under-declaration
ibefore budget 2011)

- Sall at a cheaper prica 1o customers due to
lower or no investment in the branding

= Menimum 3 months warranty 1o 1 year




Underwater/
Grey

Recycle/
Reconditioned/
Second-hand

Imitation
Phones

Fake Phones

Fhones that are smuggled info the
courdry lor sales i the market

Phones thal are used in the obber overseas
markels and smuggled into country. This is
because in developed country, there is 8 policy
for exchange of phones under the TELCOs

gg. “odafone if the customers decided fo
refunn & phone within 30 days.

Phones that are having atmaost similar hardware
and software but are mamnufaciured not within
the anginal principle license. Use the same logo
o rathar similar names.

eqg. ; NOKLA, NCKIA, Motolala

Phanes thal are aclually fake or consist of basic
call oul funclions bul sold as geniene phones.

Importers that have

- Mo Type Approval & Cedification label

- fmpartation inko cownbry withoul imporation
documents, tax payment nor legal channals

- Cash in on lower costs of sales and mainly
lower end products

- Mo warranty or imijed wamanty {one week)

Imporers wil

- Sell the phones a5 new by changing the
phone covers or other parts

- Mo type approval, no Cardification label, no
proper Customs imporation fdeclaration
documente{nate: importation of usedirecondiioned
phonesfcommunication prodoct is totally prohibiled,
subjact ta TRC]

- Cash in on lower costs of sales bl at time
sold 1o customers at much higher margin as they are
sold & new sets

= Mo warranty of limifed warranty {one week)

Imporiers will
- Sell to unsuspecting cusiomers
- Mo proper type approval, no cerdification
labed and no proper Customs document’ declarabon

= Mo WI’I‘SI'HJI' &% he solbwane 15 unstable
and some featuras are not included

Imporiers will

= Buy demo phanes with basic fJunctions
which is actually for retall stores or serves as samples
prototypes

- Bell i unsuspecting customer

- Mo proper type approval, no certification
labed nor proper Cusloms docsment! declaration

Fgura t © Definitan of Phone Tepes

| have also made efforts to list authorised distributors for phones by brands.

g i
NOKIA Zitron | Avaxx | i-Mobile
@ T-Choice | Grandtech | Midlands
6 SE‘II"II:| E.I'II.:EEII'_‘.II"J First Mobile Group (FMG)
T @Hnmnnl-‘ ...... sam"lmﬁ:hmcslﬁunnIMDM
SIEMENS “ Em'un | First Mobile Group (FMG)
\ AN

%

Fiqure 2 © Malaysia Authonzed Disinbutors of Phone Brands
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Standard Original Set

Package and Service

Mimmum of 1 year
warranty for the full

¥ou can service your phone
at any service ceniras
set including {Nokia Professional Centra, Sony!
charger, battery, Ericsson Certified Service
handsfree. Centres)

Geniune parts are
used for repairing.

Now that | know the different definitions and rightful distributors in the market,
if | were to walk in to a shop, what are the certification measures fo safeguard
consumers from making wrong cholces or discrepancy preventions

implementad by SKMM for the consumers 7

SKMM's Safeguard

Process Control Measures

Type approvals are only
issued to the principals or
their authorised importers

(must submit proper
document to show they'ra
authorised to import).

Importers must
submit import
2 permit & customs
declaration form

_INClnumbers are. = Must be affixed
registered & maintained (¢

in SIKIM's database

Mew cerification labs! was launched by YBhg. Tan
Sr durlng SEMIMAR ON IMPORTATION AND
CERTIFICATION OF COMMUNICATIONS
EQUIPMENT held an 5 Aogust 2010 recantly, The
new lebsl which ook effect from 18 August 2810 is
incorporated with enhancad securlly features which
will ‘make if harder o replicate. It will be easier for
the enforcemant officers amd ihe general public fo
differantiate it with a fake ona

with SIRIM label *

Type approvals are not

issued to

a) underwater / gray

b) recycle | reconditioned |
ascond-hand

¢) imitation and _ |‘
d) fake phones i,'

ur
Must comply with the
relevant SKMM Technical
Speacifications



How Do YOU Recognize

A GENUINE rhone?

The consumer can recognize using
3 basic unigue identification measures as listed below

1. UNIQUE TYPE APPROVAL NO. (every mobile phone
unit has a unigue approval number assignad)

2. UMIQUE CERTIFICATION LABEL WITH HIGH SECURITY FEATURES
3. REGISTERED IMEI NO. FOR PRODUCT COMES WITH IMEI

All genuine mobels are lisied in SIRIN's DIRECTORY OF CERTIFIED PRODUCT which is
accessible and available (o tha public at (weww skmm gov my or waww. sifm-gas.com.my b,

The Consumer can check how genuineg s the set purchazed using 3MS SERVICES either
using SIRIM label serigl number or IMEI number as illustrated below,

1. Standard Command

IMEI:
LA R T LR

HEW MESEAGE HEW MESSAGE

SN IMES SIRIM B2

351 2385ETES 234

MEW MEESAGE
SN SLC

BAIFIASRC

Request to check SIRIM Label Serial No, [SLC]

14

2. Visual Inspection

In our next zeries o come wea can explore more about
handphone cedifications, definifions of IME] and the use of
such certifications in the Malaysia context.

Why do you need to purchase an original set of
mobile phone ?

The origingl set of mobile phone that has gone through the
approval process by SKMM ensures that the phone that
you purchase is safe touse and does not pose any heaith
hazard. Many aother factors such as gefting back the value
for the money you pay is among other benefits of getling an
ariginal mobile phone devica. In our naxl education senas
we will take a peek at the various hazards, benefits and
risks of buying an onginal phone versus a counterfeitfake
phone and what cther health risks are we pulling curselves
by buying a fake phone

If you have a suggestion of more topics that you would like
us o explore or feature, or vou would like o feedbeck on
our education series or become a confributor or even have
a suggestion on this aricle, it is much welcomed

You can email our editonal at enguiries@cfm.my
or send your suggestions via fax attentioned o
The Editor of Shout! At 03-26893 2288,



COMPLAINTS MANAGEM

MANAGEMENT

For the first half of 2010, Complaints Management ¢ontinues to record
Complaints Portal as maintaining the main® source of receiving
complaints from the consumer,

Complaint Sources Total %
Portal 792 44,40
KPDNKK 358 20.10
MCMC 310 17.40
Email 199 11.10
Phone 49 2.70
Consumer Group 15 0.80
R/Show 15 0.80
Fax 14 0.80
In Persan 13 0.70
Letter 13 0.70
Others Fa 0.40
(Grand Total 1785 100%

Fiqum { ; CoP Complaints Souroes ¥T0 2010
Sowea ;| CoP Stahstval Date from Compiaints Managament Department
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Figuwei  CoP Complaints Received Y70 2010 | Sowos & Col Sfafstics’ Dara from Compdaints Managsment Deparmernd

Complaints inflow volume has increased. Number of complaints received for
the first half of 2010 has surpassed total number of complaints received for the
first half of 2009 by 5 folds from 155 for H109 as compared to 979 for H110,
Total number of complaints received in 2009 was 1324, Looking at the totality
of complaints received so far, it has reached 74% of total complaints received
last year, Complaints received on monthly basis is as illustrated

The highest complaints received were on poor service focusing on broadband speed and connectivity
iIssues. The 5 top categories of complaint remains the same as illustrated in the chart below :

Complaint Categories Total %

Poor Service 765 42.90
Billing And Charging 510 28.60
SMs 127 7.10
Unfair Practice 80 4.50
Misleading Promotion 79 4.40
Poor Coverage 0 3.90
Mo Coverage 59 3.30
Others 51 2.90
Miscellaneous 25 1.40
Dispute On T&C 11 0.60
Telecomunication Tower/Equip 8 0.40
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Adakah KELAJUAN
Internet Anda Seperti Ini?

i.. -;"1

Aduan yang paling banyak diterima adalah masalah kelajuan dan gangguan internet.

Sebelum melanggan produk atau perkhidmatan internet anda, pastikan anda tahu dan
jelas maklumat - maklumat berkaitan bil dan harga, terma dan syarat kontrak

perkhidmatan, khidmat lepas jualan, jenis dan pakej produk serta pakej
perkhidmatan.

Ketahuilah hak anda sebagai pengguna komunikasi & multimedia yang bijak.
Suarakan pendapat anda ke

www.cfm.org.my
CF

Coremrrarm s 1800182222 | aduan@cfm.org.my




Be A
MOBILE-SAUVY

Consumer

Don’t compromise your RIGHTS as a consumer for lesser.

Just by adding a little bit more knowledae about your
services and products goes a long way Lo saving your hard
earned money and making the right choices,

Get your copy of CONSUMERInfo booklet today,
It is available in 2 languages Bahasa Malaysia and English.

Don't worry, it's absolutely FREE.
Send your requests for bulk order catalogues now.

Hli

! G
CONSUMERInfo is designed as a long term programime
to provide educational information to enable n:_m_rsumm
make well-informed decisions when subscribing  any
communications and multimedia services.

CONSUMERInfo aspires to empower the consumer Lo be
i a better position and make good cholces on prc..mu:ts
that hest meets their needs. This education series 15 als_n
intended to help the public to better understand their
rights and responsibilities as Consumers.

Send your reguests (o ; enguiries@ctm.my o hill up the form and send it 1o us throwgh fax or mail to:
[Editor of SHOUT! | Communications and Multimedia Consumer Forum of Malaysia
Suite .01, 6th Floogg, Wisma Straits Trading, Leboh Pasar Besar, 50050 Kuzla Lumpur,

MName : Ocoupation |
Address:
Tel: Mobile :

Email Mature of Qrganisation |
Please tick :
* Please send me copy/s of Consumerinfo Imtemet Tarms & Conditiors:

D Bahasa Malaysia D Enalish 1. Indreicduad reguests ane allowed up Io a maamum of
= 5 copies. per e

» Plagsa sand me copyizs of Consumerinfo Mobile 2, NoreMernbar aganiation requests are alowed up o 2
: 1 rmaxrmum af 20 copias per flle
[] Bahasa Mataysia [] English ’ PR




SM-'EG“M“] YOUR MOBILE NUMBER

Don’t give up your privacy for a freebie.

Your phone number is a very important piece of your personal information.
It's valuable to YOU |

Each time you give out your phone number at a restaurant, at a retail outlet, at a phone dealer, sign up
for a subscription or even when you shop online, it's like leaving a trail of breadcrumbs to your privacy
and your wallet. Treat your phone number like your wallet - keep it safe and on your person at all times,

Be a Mobile-Savvy consumer.

Caarsurmer Hollre CFM is a sell-rsquiaiory  body  under e )

T s and Mulime s 1800 18 2259 i Communicalions and Multimedia Act 1583 ard
sm Il o Ak ] EohahA  Undar the purdev al The Malaysian Communsstions |
J Wiabelta RACRAC  and Mulimadia Commissian (MCMC) =

WWWL.CONSUMErnnio.my

I wou have any feedback on the performance of the mobile, internet, ty and radio services, pleass contact CEM,
-1, fith Floor, Wisma Straits Trading, Mo, 2, Lebuh Pasar Besar, 50060 Kuala Luempyr. Tel; §3-26802 3800 Fac (3-2683 2808  Email; enguiresdcimmy
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