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Introduction
William H. Melody

munication networks with their constituents and the general
public if they wish to be effective. But the communication
effectiveness of communication regulators has rarely been
attended to. It has never been a priority and is often not even
acknowledged or recognized.
The pace of telecom reform has varied widely among countries depending heavily on local circumstances and political
priorities, including the prior state of general economic development and telecom sector development specifically, and the
extent of near-term potential benefits from specific reforms.
The telecom reform process began in the US more than a quarter century ago and some countries have yet to start. Although
developed countries generally have been the early reformers
and developing countries the later ones, this is by no means a
precise distinction as there are overlaps, as well as large differences among countries within these general classifications in
the timing, speed and priorities of reform.
These significant differences have led to the adoption of a
variety of benchmark indicators to measure and compare
progress with reforms, to identify best (and worst) practices,
and to stimulate greater progress with reforms. These indicators have focused on the extent of achievement of particular
steps in the reform process, e.g., interconnection and consumer prices, extent of access to particular services, extent of
competition in providing particular services, etc.. The International Telecommunications Union (ITU) publishes statistics
on a number of common indicators for most UN member
countries, but the quality of the reported data can vary widely.
The Organisation for Economic Co-operation and Development (OECD) publishes a more comprehensive and reliable
set of indicators with higher quality data, but coverage is normally limited to OECD member countries. The European
Commission has used a series of telecom reform indicators to

Communication: Neglected Priority
of Communication Regulators
The telecom reform process is primarily about the implementation of some fundamental policy and institutional changes
by national governments with respect to the future direction of
the telecom sector. The essential change is from a government
dictated monopoly provider of telecom infrastructure and
services to a liberalized environment that allows, if not actually encourages, widespread participation in sector development and in convergence with related sectors such as
computing, electronics and digital content. To facilitate this
transition and guide its development, many National Regulatory Authorities (NRAs) have been established to address the
many complex issues that arise in this highly dynamic and
often unpredictable environment.
To date the research and policy debates have focused almost
entirely on the substantive issues of policy and regulation, such
as license conditions for new operators and standards for
determining reasonable prices. There has been relatively little
attention paid to the information and communication processes necessary to ensure that the new NRAs can perform their
responsibilities efficiently and effectively. In most countries,
few people other than those business and government officials
directly involved in regulatory matters have any real knowledge
about what the NRA does or why. Even fewer understand the
implications of regulatory decisions. This limits access to information that is important to the business community, consumers, the public, and other government agencies, and
restricts participation in regulatory inquiries, debates and decisions that affect the communication environment for everyone.
As a new institution in most countries, and a reformed one in
others, NRAs must establish responsive information and com-
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identify leading countries and best practices on specific
reforms, and used this evidence to actively encourage laggard
countries to improve their performance. Special interest
groups, regional associations and individual countries often
develop their own sets of benchmark indicators. In addition,
within the broader context of ICT convergence and information society development, a variety of indicators of “e-readiness” and information society development have been
adopted. But none of these programs for measuring benchmark indicators includes an indicator to measure the communication effectiveness of national NRAs in implementing the
reforms necessary to achieve e-readiness and information
society goals.

They reported back that they had not realized how unresponsive their websites were, and improvements would be made
immediately.
Building on this early experience and the continued growth
of the Internet and the potential capabilities of NRA websites,
Amy has been able to improve the methodology, the data and
the quality of the benchmark comparisons in next stage studies that she and colleagues have done covering different
regions of the world. The present publication is the most comprehensive set of studies done to date.

Evolution of NRA Website Benchmarking

This is the first NRA Website Benchmarking report that provides results from a near-global coverage for the same time
period. Studies cover Latin America, the Caribbean and North
America, Africa and the Asia Pacific region. Doing the studies
was not a straightforward exercise. They identify the enormous
differences among countries. For example, at the time of data
collection, in Africa 45% of the countries surveyed didn’t have
NRA websites, and in Asia 29%. Some countries did not have
regulators. In others, some regulatory activities were being
performed, but dispersed through different government agencies rather than established in an NRA. These study results
demonstrate very clearly the interdependent “chicken and
egg” nature of network development. An Internet presence
doesn’t mean much unless others have an Internet presence.
The value of an NRA website depends on access to the Internet, not only by the NRA but also by the network of constituent
interests that it needs to serve. Yet the pace of growth of Internet access is influenced by policy and regulation facilitating
telecom infrastructure and services development and ICT convergence. Far too many countries are still struggling to establish the foundation conditions for Internet access where the
benefits of network growth exceed the costs.
In Chapter 2, Benchmarking Assessment Methodology, Hugo
Carrion and Amy Mahan review the methodology of the studies which has been refined and strengthened based on Amy’s
experience with her earlier research. Three of the four regional
studies were able to follow the same methodology for measuring the indicators, with the fourth (Asia-Pacific) adopting a
parallel approach adapted to the particular circumstances of
the countries being studied. This increases the possibilities for
drawing meaningful comparisons across countries and
regions.
The studies are not designed simply to fulfill the limited
objective of identifying leading and following countries, but
rather to identify specific best practices, which are likely to
vary among countries. Country ranking is done, as that is what
gets their attention, but then the studies identify where specific strengths and weaknesses are and specific improvements
warranted. The studies adopt a classification scheme for
assessing website performance that identifies four stages of

Moving Closer to Global Benchmarking
Indicators

LIRNE.NET has been providing training courses for executives
and senior staff of NRAs, and other participants in the regulatory process, for more than a decade. These courses include
the use of benchmarks in key areas of substantive regulation,
and the encouragement of NRAs to develop their own set of
benchmark indicators and comparison countries as a guide to
improving their performance over time. Although we encouraged NRAs to pay attention to the importance of information
sharing and effective communication with their constituent
groups and the public, we focused predominately on the substantive issues that must be addressed by regulation.
As the Internet grew rapidly during this period and websites
became common, Amy Mahan suggested that benchmarking
NRA websites might provide some good indicators of the effectiveness of NRAs in providing essential information and in
communication with their constituents and the public, and
thereby the quality of their services. As the regulator of telecom
networks and services, NRAs should be making active use of
them in providing their own services. Early efforts at benchmarking NRA websites in Europe were restricted by the diversity of languages and constrained by limited data and
experience. But they provided useful teaching tools for the
training courses, and were used by the Danish and Dutch regulators in assessing their respective performance. As the Internet continued to grow, Amy turned her attention to developing
countries where it seemed NRA websites could not only facilitate telecom reforms, but also provide a leading soource of best
practices and demonstrate the wider potential of e-government.
Amy’s initial regional benchmarking study of selected
African NRA websites was first used in a LIRNE.NET training
course on telecom reform held at the University of Witwatersrand in Johannesburg. After the session examining the study
and discussing its implications, some course participants from
the NRAs of countries that didn’t rank too well claimed the
study was full of errors and could not be relied upon. At the
lunch break we invited them to access their websites, and call
their website managers to identify where the study was wrong.
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countries, this study clustered the countries in groups as measured by access paths/100 population to facilitate proximate
benchmark comparisons. In addition, the primary focus was
shifted to regulatory functions rather than NRAs, as a number
of countries performed a number of regulatory functions but
not through an NRA.
The studies have done a good job at showing the interrelations between NRA website development and telecom network development by placing the research within the context
of overall telecom reform and ICT development. Their recommendations for improvement in responding to best practices
are especially significant as weakness on some individual indicators can significantly weaken the overall effectiveness of the
website for NRA communication with its constituents.
Although the regional studies were all done by applying a
consistent methodology and covering the same time period,
they were done by different researchers, each with specialized
knowledge of their regions. But they wisely did not try to compare the basis of their professional judgments across the
regions. Thus, the numerical scores are not comparable across
regions. However the detailed assessments of specific
strengths and weaknesses as shown by particular indicators
are generally comparable. For example, the common conclusion that the studies document that no country has an NRA
website that has reached the transactional stage of development yet is fully demonstrated by the data and the assessments
from each region.
After reviewing these studies in the context of Internet
development generally, it seems fair to observe that the results
show NRAs have not been leaders in the use of websites for fulfilling their mandates. They have not provided best practice
examples in promoting their mission of stimulating Internet
development. There is considerable room for improvement as
telecom reform and Internet development continue.
Although the speed of Internet growth rapidly dates the specific data measurements used in these studies, it does not render
obsolete the best practice assessments, conclusions and recommendations.
An interactive and transactional Internet presence is rapidly
becoming essential for all organizations as the major instrument for effective information gathering and communication.
For the future, the Internet makes possible major improvements in the international networking of NRAs among themselves as part of a learning process of identifying and employing
best practices in all areas of regulation, not just website development. This report provides an important step in preparing
for this possibility. It provides a foundation for continuing
research on these issues as telecom reform proceeds, NRA
websites improve, and NRAs begin to make effective use of the
next-generation Internet in fulfilling their mission.

website development - emerging, enhanced, interactive and
transactional. Benchmark indicators are developed for five
major categories and 20 subcategories of website activity
which individually and collectively measure performance.
In Chapter 3, Benchmarking National Regulatory Authority
Websites in Latin America, Hugo Carrion shows the significant
diversity among the 21 countries examined by identifying the
different stages of telecom reform in the different countries,
and the significant differences in the ages and roles of the
NRAs. Specific areas of strength and weakness are identified.
Although Latin American NRA website development is still in
the “emerging” category, the study also was able to document
some improvements over time.
Opal Lawton provides an interesting contrast between early
and late telecom reform countries, as well as rich and poor
countries, in Chapter 4, Benchmarking of Caribbean and North
American NRA Websites. Although the US and Canadian NRA
websites are more advanced, as expected given their circumstances, they did not have the best practice in all categories.
The study shows that even the North American NRA websites
haven’t reached the advanced transactional stage of website
development yet. Among the 12 countries, some had multiple
agencies performing different functions, making indicator
measurement more difficult.
In Benchmark Indicators for African NRA Websites, Chapter
5, Monica Kerretts-Makau identifies a very wide diversity
among countries. Only 30 of 54 countries had NRAs with websites. Although most countries were still at an early stage in the
telecom reform process and in NRA development generally,
some countries scored well on specific indicators. In most
countries, the limited development of the Internet, and NRA
websites, suggests that the web is not the main means of communication access to or by NRAs. Local languages are extremely important in some countries and the populations more
difficult and costly to serve as they require more advanced
Internet development. NRA website development in most
countries is often linked to developments in e-government
generally and e-governance in particular. Thus at this early
stage of development, NRA website development for most
African countries is a much more limited indicator of progress
in implementing telecom reforms.
In Chapter 6, Benchmarking Asia Pacific NTRA Websites,
Lara Alawattegama and Chanuka Wattegama examined the
widest diversity among counties ranging from the very poor
and underdeveloped to the very rich and highly developed.
Many of the same difficulties that were identified in the African
study were found here as only 31 of 62 countries had NRAs
with websites that had a version in English, which was necessary to be included in the study. Thus a few important countries, including China and South Korea, had to be dropped
from the study. Given the greater extent of diversity among
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Benchmarking
Assessment Methodology
Hugo Carrión and Amy Mahan

Introduction
Two methodologies are used to evaluate national regulatory
authority (NRA) websites in this volume. The first is a benchmarking approach which focuses on best practices. This
methodology is used for assessing Latin America, the Caribbean
and Africa (chapters 3-5) and is described below. The methodology used for the assessment of Asian websites has a primary
focus on ranking websites out of a score of 100. This methodology is described in the chapter for Asia (chapter 6).

tion required more attention or conversely, were evidence of
best practice.
The ranking system for the 2005 NRA benchmark study of
regulatory websites in Africa (Mahan 2005) was inspired by the
2001 United Nations report, Benchmarking E-government
(Ronaghan 2001) which identified five stages of electronic government: emerging, expanded, interactive, transactional and
seamless. These categories were used to evaluate the various
aspects of regulatory agencies’ websites to arrive at a consistent classification system for the various categories of information and characteristics of the websites analyzed.
The qualitative requirements for the five stages were modified slightly for the NRA benchmarking studies to reflect the
particular nature of regulatory websites. The last category of
the UN study, seamless, which refers to full integration of all
electronic functions and services across administrative and
departmental boundaries, was excluded on the grounds that it
was not realistic for the subjects of this study — and, in fact, it
was not attained by any country in the worldwide study. The
stages were therefore defined as follows:

Benchmarking methodology
LIRNE researchers first began assessing regulatory websites as
discussion tools for courses for regulators. At the time, at the
turn of the century, most regulators had only bare bones websites and there was little in the way of ‘best practice’ to guide
their efforts. These early assessments identified categories of
information and reported on initiatives that regulators were
taking to make resources available in these categories via their
websites.
As this work evolved, it also became apparent that different
categories of stakeholders who regulators could be reaching
via their websites (as well as other channels) needed to be
identified. Our question was whether equal efforts were being
made, for example, to reach consumers as compared to business users.
While rich in information, the tables used to describe the
different websites were difficult to summarize. What was needed was an objective value that could be assigned, which would
rank the different categories and provide a snapshot of how
individual websites performed, and which areas of informa-

• Emerging: only basic, mostly static information is available.
• Enhanced: content and information are updated regularly,
and the information is available not only in its original format (for example, decrees and laws), but also in a simplified
and explanatory manner.
• Interactive: users can download forms, contact officials and
file requests. The available information has the added value
of being linked to relevant legislation or other points of reference .
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Factual information and news considers information such
as a description of the sector, online availability of laws and the
legal framework, indicators and news.
Information for users and citizens includes information
useful to the user, consumers’ rights, procedures for filing
complaints and participation in public consultations.
The third category, business information, involves information useful for operators and investors. Aspects related to
homologation and certification of equipment, licensing, interconnection and management of the electromagnetic spectrum are evaluated in this category.
The general information category looks for items such as
the mission statement, an organizational chart, contact information for functionaries, and external and internal links. While
the general methodology takes into account the availability of
information in different languages, this sub-category was not
considered for many countries in the survey as it was not
always relevant. In this case the assessment value was reallocated across the other subcategory components.
The final category evaluates information about universal
service / access policies and plans that are made available via
the NRA websites.
The evaluation thus considers five categories and a total of
20 subcategories. The following table shows the categories and
their respective sub-categories.

• Transactional: users can request and submit online
requests for information or to complete other regulatory
processes such as licence requests or to participate in regulatory forum discussions.
The subcategories were classified with each thematic element assigned a value from 1 to 4, based on the stages
described above, and with each category contributing to a final
score. The classification was based on qualitative evidence, but
subjectivity was minimized by the use of the categories defined
above, rather than relying merely on perceptions.
It should be noted that a value of 0 was used to indicate the
lack of information or a service. Intermediate scores were also
used to provide a more precise assessment. For example, if
information was available but it was not completely up-to-date
and lacked sufficient explanation, it received a score of 1.5.

Categories and sub-categories
The evaluation takes into account the different types of information that the regulatory authority must provide to the various stakeholders involved in the telecom market.

Table 1. Evaluation categories
Category
1

2

3

4

5

Factual information &
news

Consumer and
citizen information

Business information

General information

Universal service /
universal access

Weighting of categories

No. Sub-Category
1

Laws, regulations

2

Statistical information and indicators for the sector

3

Sector news

4

Information for users (rights, rate information, new
numbering plans, etc.)

5

Information about users’ and consumers’ rights

6

Process for filing complaints

7

Information about public hearings

8

Statistical information about assistance to users
and resolution of complaints

9

Certification of equipment

10

Details about entering market (licensing)

11

Information about interconnection

12

Articles and documents by consultants

13

Scarce resources (spectrum allocation)

14

Mission statement

15

Local languages

16

Links to national and international sites

17

Contact information for key officials (telephone,
email, contact form)

18

Ease of use (navigation tools, site map, search
engine, organization)

19

Organizational chart or equivalent

20

Information about policies, reports and plans

Each category and subcategory was assigned a certain weight.
Equal weights were assigned to the first three categories, and
the fourth and fifth categories were weighted to total 100 percent, as shown in Figure 1 and Table 2.

Observations
Benchmarking implies that comparisons are undertaken
between similar websites to identify good practices and to
engender a sharing of knowledge around approaches which to
increase the functional profile of the website and facilitate
informed regulatory processes. Because this is a rapidly evolving area, the primary focus of this methodology is current state
of the art, rather than progress over time. However, although
the subcategories may be altered from one evaluation year to
the next, the overall framework does allow individual regulatory agencies to assess the evolution of their websites.
As the subcomponents each receive a value from 0 to 4, it
becomes irresistible to make charts which rank the countries
in terms of their achievement in reaching a 4 in all areas of
information provision. However, ranking is only a by-product
of this methodology, unlike the approach used in chapter 6,
which was designed specifically to rank the Asian websites.
It is not necessarily the case, however, that a value of 4 is the
desirable value for a particular area of information provision.
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In some instances, clear, well-explained and up-to-date information may be the best approach (which would yield a value
of 2) rather than interactivity which might be more bells and

whistles than further illuminating. For this reason, spider web
charts are used in the appendices which show regional averages against which the country can benchmark its own
progress.
In this same vein, use of Web 2.0 tools have not been specifically included in the assessments. The NRA surveys rank
information provision in terms of increased interactivity and
functionality, hence, websites with higher scores are more likely to embrace Web 2.0 philosophies of interconnectedness and
sharing of information, if not the actual tools themselves.
Findings indicate that there is room for development of best
practices around using Web 2.0 tools on regulatory websites.
Interactivity on NRA websites is usually centred around forms
(to request information or to submit requests, comments, etc.)
and hyperlinking within the site.

Figure 1. Weight distribution for the five evaluation categories
Factual information
and news
25%
Information for
users and citizens
25%

Universal Service /
Universal Access
10%

Some applications that could be useful to include on NRA
websites include:

General
information
15%

• RSS feeds and XML;
Business
information
25%

• thematic Tags (collective tagging, social tagging);
• Wikis or forums - for particular subjects, manuals or to
support participatory user-generated content
• Flickr or onsite photo collections can make the regulatory
authority more familiar

Table 2. Weighting of categories
Category

Weight Sub Category

Factual information
& news

25.0%

Consumer and
citizen information

25.0%

Business information

General information

25.0%

15.0%

10.00%

Statistical information and indicators for
the sector

10.00%

Sector news

5.00%

Information for users (rights, rate information, new numbering plans, etc.)

5.00%

Information about users’ and consumers’
rights

5.00%

Process for filing complaints

5.00%

Information about public hearings

5.00%

Statistical information about assistance
to users and resolution of complaints

5.00%

Certification of equipment

5.00%

Details about entering market (licensing)

5.00%

Information about interconnection

5.00%

Articles and documents by consultants

5.00%

Scarce resources (spectrum allocation)

5.00%

Mission statement

2.40%

Local languages

0.00%

Links to national and international sites

3.90%

Contact information for key officials
(telephone, email, contact form)

3.90%

Ease of use (navigation tools, site map,
search engine, organization)

2.40%

Organizational chart or equivalent
Universal service /
universal access

10.0%

Weight

Laws, regulations

Information about policies, reports and
plans

Finally, some websites are aesthetically more attractive than
others. This is a subjective kind of observation, and likely has
to do with regional and national cultural norms and graphic
tradition. This methodology does not evaluate the attractiveness of design except where bad design impedes the functionality of the website.

References
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Benchmarking National Telecom
Regulatory Authority Websites
in Latin America
Hugo Carrión*
Introduction
and must take into consideration such factors as users’ needs,
educational levels,1 and physical disabilities that are barriers
that limit access. Failure to take these into consideration when
a website is designed could constitute discrimination.
The content must be clear, current and complete, and the
information must meet the user’s needs, facilitating good governance and public administration. Well-implemented technology can foster and promote electronic government and
electronic commerce, new forms of communication and relationship that are the result of the information-driven society in
which we find ourselves.
Regulatory entities are responsible for issuing clear public
information about the sector, overseeing compliance of regulations, and facilitating more democratic access. Regulations
should serve as incentives for the development and implementation of new communications and information technologies.
It is important to take into account the role that states must play
in a changing society, where the speed of technological development makes the implementation of laws or rules for timely
regulation of new technological options very difficult, if not
impossible. Nevertheless, the state must monitor, regulate and
guarantee the quality and accessibility of services.
Users must understand that regulatory bodies are in charge
of looking out for their interests, but are also responsible for
ensuring that the rules for operators and private companies
are clear, which creates confidence in their operations and
stimulates investment in the sector.

With the increased privatization of telecommunications and
the liberalization of the telecom sector, the role of national regulatory authorities (NRAs) has become ever more important
because of their responsibility for ensuring the harmonious
co-existence of converging technologies and services, as well
as ensuring equitable access to the benefits of the information
society. Among the main protagonists of the technological revolution of the past few decades are the internet and World
Wide Web. Nowadays, businesses and organizations that want
to be competitive and develop close relationships with their
customers, and which seek to add value to the information
they distribute, must have a network presence. Websites now
are not only a medium for disseminating information, but also
involve key strategies for handling relations with customers
and providers. For government institutions, internet presence
has become a powerful device for ensuring accountability and
the transparency of information, fostering citizen participation and also for providing online services and transactions.
The information and knowledge society brings innumerable changes, including citizens’ demands on their authorities.
Citizens want to know what their governments are doing. They
demand transparency as a way of monitoring government
activities, because it is understood that access to and transparency of public information are rights, and it is the government’s responsibility to respond to citizens’ expectations.
Technology allows the NRA websites to become instruments for effective communication, producing and reproducing information for the benefit of citizens, operating
companies, private enterprise, non-governmental organizations, government agencies, etc. The sites must therefore be
designed to be functional and accessible to the general public,

* Special thanks to Rossana Flores of Imaginar for her assistance in compiling information and revising the final report.
Translation from Spanish to English was by Barbara Fraser.
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For these reasons, NRAs cannot be sidelined from the
opportunities offered by the internet and its applications. The
responsibility to provide current, complete and reliable information to users, telecom operators, potential investors, the
media, researchers and the government can be facilitated by
the use of websites that combine appropriate information
architecture and functionality. The use of websites should be
viewed not only from an instrumental standpoint, as a way of
increasing competitiveness, but also from a global standpoint
of enhancing governance in the telecom sector.
Because of the close relationship among telecoms, information and communications technologies, and the internet,
the regulatory entities’ websites should be a model of transparency, access, inclusion, quality of content, and useful and
up-to-date information for the benefit of all who seek services
and information.
This study consists of four sections:

Fiscal austerity, privatization, and market liberalization were the
three pillars of Washington Consensus advice throughout the
1980s and 1990s. The Washington Consensus policies were
designed to respond to the very real problems in Latin America,
and made considerable sense. In the 1980s, the governments of
those countries had often run huge deficits. Losses in inefficient
government enterprises contributed to those deficits. Insulated
from competition by protectionist measures, inefficient private
firms forced customers to pay high prices. Loose monetary policy led to inflation running out of control. Countries cannot persistently run large deficits; and sustained growth is not possible
with hyperinflation. Some level of fiscal discipline is required.
Most countries would be better off with governments focusing on
providing essential public services rather than running enterprises that would arguably perform better in the private sector, and
so privatization often makes sense (Stiglitz 2003:53).

To a certain extent, these policies adopted by Latin American countries had some logic. “In many developed — and
developed — countries, governments all too often spend too
much energy doing things they shouldn’t do. This distracts
them from what they should be doing. The problem is not so
much that the government is too big, but that it is not doing the
right thing.” (ibid.: 54). It was argued that the state should leave
the management and control of companies that were once
natural state-run monopolies in the hands of the private sector. Often the management of these companies was the result
of political appointments with few technical qualifications. “In
general, competing private enterprises can perform such functions more efficiently. This is the argument for privatization …”
(ibid.: 54) Private companies would be responsible for efficient
management of the services acquired, and users would benefit, especially in the cost and quality of these services. Unfortunately, the privatization process was not necessarily
accompanied by strong, effective regulation to control the new
private companies.
Another place for dialogue and agreement, where the liberalization and deregulation of markets became important, was
the Uruguay Round,4 in which there was international discussion of mechanisms for developing worldwide free trade. One
of the topics was telecommunications and transportation
services. These initiatives show that during the 1980s and
1990s, a new international order was taking shape, in which
the neoliberal policies that countries imposed on their
economies took priority. In the international context of interdependence, these initiatives responded to the interests of
international private enterprise, which needed market deregulation and elimination of state-run enterprises in various
countries in order to expand. Unfortunately, this was not
accompanied by an equitable process in developing countries;
in many cases, after implementing the policies recommended
by multilateral bodies, these countries experienced serious
economic crises that destabilized their governments.
The much heralded benefits of privatization were not evident in practice, and the process did much harm to societies.

• General overview of Latin America: The first section provides a summary of the telecommunications market in the
region, describing the role of the various national regulatory agencies and the evolution of privatization and liberalization processes
• Evaluation of websites: This section presents the challenges
in applying evaluation methodology. It also examines the
importance of the role played by websites in the work of
regulatory entities.
• Benchmarking Latin America’s national regulatory
authorities: The third section presents the results of the
evaluation of 20 regulatory entities in the region, including
three Caribbean countries. All of the countries evaluated
have websites in Spanish, except for Brazil, where Portuguese is spoken.
• Conclusions: Various conclusions are presented and recommendations are offered to help NRA take steps toward
the enhancement and evolution of their websites.

General Overview of Latin America
Regional bodies
During the 1980s and 1990s, Latin America adopted a series of
neoliberal economic measures that tended toward liberalization and deregulation of markets. These measures were touted
by world leaders,2 international finance and multilateral
organizations, and were promoted at international forums and
events where the economic policies that countries would
adopt were discussed.
The most significant initiative implemented by Latin American countries grew out of the Washington Consensus,3 which
was backed by international finance bodies such as the World
Bank and International Monetary Fund and recommended to
other countries around the world.
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Jobs were not created, instead, employees who were laid off
from the privatized companies swelled the ranks of the unemployed. Privatization was supposed to eliminate corruption, or
“what economists call the ‘rent-seeking’ activity of government
officials who either skim off the profits of government enterprises or award contracts and jobs to their friends. But in contrast to what it was supposed to do, privatization has made
matters so much worse that in many countries today privatization is jokingly referred to as ‘briberization’” (Stiglitz
2003:53). In some Latin American countries, presidents have
had to resign because of corruption charges. If a government is
corrupt or its officials engage in practices that run counter to
the public good, privatization does not guarantee that those
practices will change. If a government is corrupt, that same
government will handle the privatization process.
It is important to clarify that the measures taken responded
to the fact that in the 1980s, which is known as the ‘lost decade’
because of its countless economic crises, state-run companies
often operated at a loss because of poor management. The
technological model adopted by these companies did not take
advantage of technological advances being implemented in
other countries and accentuated the digital divide.
These changes required clear legal structures and strong,
efficient regulatory mechanisms to stimulate expansion of the
market and efficiency in the companies, rather than what
actually happened — distrust of markets and democratic institutions. Unfortunately, in many cases poorly managed staterun companies operating at a loss gave way to private
companies that imposed their interests, and which the state
could not control, to the detriment of society.
In the privatization and market deregulation that occurred
in Latin America, telecom companies and markets were coveted by foreign and national private investors.
During the 1990s, the telecom sector in Latin America
showed significant growth, mainly because of a modernization
process that would turn over the administration, management
and control of what had been state-run monopolies to private
foreign companies (in other words, privatization) that implemented new technologies, especially in fixed and mobile
telephony and internet access.

allow segmentation of the industry, as well as the incorporation of
new technologies, the development of lines of business that had
not existed before, and the entry of new players into the respective markets. Nevertheless, in the various scenarios that emerged
after the reforms, the State has continued to play an important
role in developing this area, strengthening its role as guarantor of
the efficient provision of telecommunications services in accordance with the needs of each country, within the framework of
the new international economic orders (Rozas 2003).

The privatization process in Latin America during the 1990s
was intense and accellerated. More than two-thirds of the
countries in the Latin American region had already partially or
completely privatized their telecommunications companies
(ibid.). The privatization process also was extremely varied,
because it depended on each country and its market, the
degree of openness to new economic stakeholders, and the
implementation and planning of public telecommunications
policies that provided incentives or disincentives to the
telecommunications services industry. It is important to
remember that telecom companies were the most highly valued in the privatization process. “According to data from the
World Bank, the sale of state-run telecommunications companies worldwide during the 1990s generated revenues of US$76
billion, equivalent to 24 percent of all revenues from this
process. The bank determined that telecommunications companies were the sector that generated the greatest revenue
from privatizations, surpassing companies in the electricity
sector”(ibid.).
The initial benefits of privatization made many people
believe that the principal problems5 in the telecom sector
would be overcome. Unfortunately, although significant
progress has been made, there are still regions that lack access
to basic telecommunications services, which increases the digital divide in the region.
It is also important to note that while some Latin American
countries did not begin privatization processes, they also opted
for structural forms in which the regulatory framework was
modified, allowing the entry of private operators who diversified the range of services and access to new technologies.

Regulatory authorities in Latin America

The striking development of telecommunications in the region’s
countries is partly due to the maturation of the business in developed countries and partly to the difficulties in implementing
reforms conducive to modernization and development of the
sector in the poorest, most backward countries in the world;
above all, though, it is due to structural transformations of the
telecommunications industry and reforms implemented in Latin
America and the Caribbean during the 1990s, which had significant consequences in the region’s telecommunications sector.
[…] In the 1990s, significant institutional changes occurred in
Latin America that had a strong impact on the performance of
the telecommunications industry. The major basic telephony
companies in the region were transferred to international economic agents, and legal frameworks were radically modified to

With the privatization process, many Latin American countries
established telecom regulatory authorities for oversight, management and implementation of new regulations for this market.
During the late 1990s, regional initiatives arose that allowed
the sharing of experiences, fostering cooperation in information about regulation of the telecom market. One such initiative was Regulatel, the Foro Latinoamericano de Entes
Reguladores de Telecomunicaciones (Latin American Forum of
Telecommunications Regulatory Authorities). Regulatel is
comprised of 20 regulatory agencies from Latin America, as
well as European regulatory entities, which act as observers.
The first initiative arose in 1997, in Cancún, Mexico. The effort
was subsequently reinforced and the forum became more
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ity has improved and new services have been offered, enabling
users to choose the ones that best meet their needs.
In this process, the creation of national regulatory authorities has played an important role in oversight of companies
and consumer defense. The regulatory process did not accompany the privatization process from the start, but it is important to note the regional initiatives that have allowed the
exchange of information and cooperation between successful
experiences to achieve consistency in telecommunications
regulatory policies.

structured so as to project an image of Latin American unity on
issues related to the regulation of telecommunications and
technological advances in the field.
Another organization, the Inter-American Telecommunication Commission (CITEL) “…endeavors to make telecommunications a catalyst for the dynamic development of the
Americas by working with governments and the private sector.
Under the auspices of the Organization of American States, it
resides in Washington, DC, USA. It has 35 Member States and
over 200 Associate Members. It has been entrusted by the
Heads of State at the Summits of the Americas with specific
mandates to intensify its activities in key areas …”6 This body
is autonomous under the OAS Charter, statutes and mandates
of the General Assembly. Its goals include facilitating and promoting the development of telecommunications in the region.
Finally, to facilitate regional efforts and promote the development of telecommunications in the region, efforts have arisen such as the Connectivity Agenda for the Americas, which is
a “… conceptual framework that can be envisioned as a
national, regional or sub-regional strategy for transforming the
hemisphere’s countries into a knowledge-based society. The
Action Plan offers a basic three-step process for countries
interested in formulating and implementing a connectivity
strategy. These are: evaluation and planning, implementation
and valuation ….”7

Evaluation of Websites
Challenges in application of the methodology
The methodology used in this study to evaluate the national
telecom regulatory authority websites in Latin America clearly
defines the aspects to be evaluated and the levels to which they
should be assigned based on real observation. The methodology is intended to minimise the evaluator’s subjectivity in the
evaluation. As with any evaluation, however, this poses challenges. The following describes these challenges and the
strategies used to address them.
Using numerical categories for the evaluation, in this case 1
to 4, gives the observer the erroneous idea that the highest
score represents the ideal situation. It is therefore important to
clarify that the assigned value does not rate the efficiency of the
site, but describes it and places it on a scale in terms of certain
levels of development from an emerging level to a transactional level, passing through more enhanced and interactive
stages. It is important to clarify this aspect, because several categories, by their nature, cannot reach the transactional level.
For example, the mission statement and news cannot provide
online services (level 4). They could however, contain updated
information and a detailed explanation (level 2), and even
include elements that facilitate interactivity and user feedback
(level 3).
Another challenge posed by numerical scale is the limited
number of levels for describing intermediate stages. In this

Regulatory challenges in the region
As noted above, the privatization process in Latin America
responded to a decade, the 1980s, in which economic growth
stagnated, countries’ indebtedness and default on credit obligations reached alarming levels, and governments sought
mechanisms for resolving the crisis. The response was found in
the Washington Consensus policies, which were backed by
international finance bodies and recommended market liberalization, fiscal austerity and privatization. In this process, the
telecom companies were the most coveted, and it was thought
that the arrival of outside economic agents bringing new technology would narrow the technology gap.
To a certain extent, the new technology that was implemented and new services, such as mobile telephony, helped
modernize the sector. Unfortunately, however, the accessrelated technology gap has not yet been closed, as there are still
countries in the region that lack generalized access to fixed
telephony. When countries set up their state-run enterprises,
they subsidized service in areas with low population densities
and remote areas far from cities. To a certain extent, this fulfilled a social function. Private enterprise, however, responds
to different requirements, and from the standpoint of this new
model, funds established to develop universal service have
met expectations.
The entry of private companies, most with foreign capital,
helped create a market of free competition, especially in services such as mobile telephony, internet service provision and
current converged services such as IPTV. Operators fight for
market share, and in many cases costs have come down, qual-
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Another useful strategy for adjusting the evaluation is peer
comparison, in which two sites are randomly compared and
the evaluation is applied again to a certain aspect. When the
evaluation is finished, this can be useful for comparing the
sites with the highest scores and adjusting for possible imbalances. This enables the researcher to ensure that the weighting
has been done correctly.
The evaluation was relatively agile for the most advanced
sites, whose design facilitated the search for information. For
sites that had more limited functionality and usability, both the
site’s own search engine and external search engines such as
Google had to be used. This was necessary to determine
whether information was available even when its location was
not evident.
Figures 2 and 3 show how this strategy was used.

case, therefore, intermediate scores were used. For example, if a
site included sufficiently detailed explanations or completely
updated information (level 2), but only took these factors partly into account, it received a score of 1.5. This helped make the
evaluation more precise, though it might lower the site’s overall
score, which otherwise would have received a rating of 2.
One challenge posed by the evaluation of various sites is
that of equality — maintaining the same weighting criteria
regardless of the object being evaluated. One strategy used to
ensure equitable evaluation was the application of the analysis
to the entire set of sites only once, within a short period of time,
to ensure that the evaluation criteria would not be affected
over time. For this study, the websites were reviewed between
28 April and 2 May.

Figure 2. Result of external search for information without results

Figure 3. Result of external search for information with results found
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shown in a different color. As noted above, during the period of
evaluation, the Guatemalan website was not available.

Finally, one obvious limitation of an evaluation such as this
is that it is done at one point in time; the scores show the situation of the website on the date of the evaluation. Subsequent
review of the websites (two weeks later) revealed that several of
the sites had been updated, display of indicators was
enhanced, etc. To maintain the objectivity of the evaluation,
however, the results described are those of the evaluation done
on the common review date.

Factual information and news
The regional average for this category was high; 11 of the 20
countries evaluated present complete, detailed, explanatory
information. In addition, the five countries ranking highest
include facilities for interactivity, such as search systems,
forms, etc. The country with the highest score is Brazil, whose
website overall has a very advanced functional design.
All countries with an available website had information in
this category. Even the website with the lowest score at least
had static information.
Among the sub-categories that make up this category, it is
noteworthy that news scores lowest. While the scores are higher than static level, they do not rank as complete and up to
date. The Dominican Republic is notable for the advanced
tools that it incorporates into its news section. Each item is
accompanied by one or more descriptive images or photographs, and there are icons for converting the news item
directly to PDF format, printing it or e-mailing it. There is also
the possibility of syndicating content using RSS 2.0, and direct
links are provided to a glossary of terms, legal statement and
privacy policies.
Availability of laws and regulations is at an optimal level,
although few sites include interactive search systems. In
Argentina, via the Technical Information Centre (Library),
there is an organized presentation of all regulations, with
appropriate explanations, and the norms can be downloaded
in PDF format. A further noteworthy positive element is the
indication of the size of the archived information files, which is
useful for users with limited bandwidth. The Dominican
Republic stands out again for the organization of the information, options for finding more detailed information and the
possibility of downloading in different formats. It is also note-

Benchmarking NRA Websites in Latin America
This section presents the results of the evaluation of the websites of 20 national regulatory authorities in Latin America. The
graphs show the countries in descending order, from the highest score to the lowest. The average score for the region is

Figure 4. Average regional score for sub-categories of
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many opportunities to enhance, complete and update information and incorporate advanced tools to facilitate user participation.

worthy that visitors to the site can download the programs
needed for viewing the documents, specifically Acrobat Reader for PDF files and Word Viewer for DOC files.
Finally, the statistical and sector information on the sites
tends to be complete, with only a few cases of very outdated
information. Several sites had information from 2007. Some
sites had detailed information broken down sufficiently for
more in-depth analysis. The Peruvian site stood out because it
gave the user access to statistical information in spreadsheet
format. Colombia is also noteworthy, as it uses the Unified
Information System for the Telecommunications Sector (Sistema de Información Unificado del Sector de Telecomunicaciones, SIUST), a specialized application for statistical queries
of indicators. Brazil also uses several advanced query systems.
In conclusion, there is a small group of countries that have
little to improve in this area and some sites have reached a fairly optimal level of interactivity. Most countries, however, have

User information
In this category, the regional average barely exceeds the minimal level, lacking even complete and detailed information in
many instances. Of the eight countries that scored above average, just two, Chile and Brazil, come close to interactivity. Of
the 12 countries below the regional average, the last five have
scores lower than one, reflecting the absence of information in
one or more sub-categories.
In general, helpful user information about rates, numbering plans, etc., is not available on most sites or cannot be found
easily. Brazil and Chile stand out as positive examples. The latter has a direct link from its home page to the ‘Consumers’ section, where complete information can be found about all
aspects of interest to the user of telecom services.
The process for filing complaints is better documented, and
in some cases it is possible to file the complaint with an online
form. It was not possible to test the efficiency of these tools; the
evaluation could only note that it was possible to do so. The
types of forms are varied, from forms that are embedded in the
website to those that can be downloaded in DOC or PDF format. Several countries stand out in this sub-category: Argentina, Chile and the Dominican Republic. Colombia is a special
case, because the Comisión de Regulación de Telecomunicaciones (CRT) has developed a special portal for the Rights of
Telecommunications Users website.8 In addition to an online
form submission option, there is a free hotline and the site
includes explanatory information about filing a complaint.
Ten of the 20 countries include no information about public hearings. Among the countries that do, Brazil, Chile and
Colombia stand out because their sites include detailed and

Figure 6. Average regional score in sub-categories of User
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at the top, appears to be the only country that has incorporated interactive services. Argentina is another noteworthy case,
but most of the countries are still some distance from
enhanced level.
In the area of information about equipment certification,
seven sites do not even mention the subject. Brazil, Argentina
and Cuba clearly and explicitly include an option for homologation of equipment. Cuba’s section on “Oversight and Supervision” explains the homologation process and allows users to
begin by downloading a special form.
Information about licensing details is the section to which
the greatest attention has been paid in this category. Brazil,
Chile, Panama and Peru are the countries with optimal levels
of interactivity. The Panamanian regulatory agency’s site
includes detailed information about time frames and requirements for filing applications, forms in PDF format, and the
complete list of concessions granted.
Information about interconnection, like that about
homologation, is limited. Most sites only include regulations
for interconnection, without further explanation. Brazil and
Peru stand out in this sub-category. Peru’s section on ‘Business
Services’ includes the option, ‘Interconnection Topics’, where
the visitor can find current interconnection contracts, current
interconnection contracts by company, setting and review of
maximum interconnection charges, the text of interconnection contracts, basic interconnection offers, and economic
conditions.
Information is also scant in the sub-category of articles and
studies by consultants. Countries such as Brazil, Nicaragua and
Peru have made efforts to give users access to full text documents that can be downloaded from the websites. They also
have systems for searching for these documents, a classification system and an explanation of the archives, providing good
service in this area. Nicaragua’s ‘Digital Library’ option pro-

even historical information about consultation processes and
public debate.
Statistical information about customer service and resolution of complaints is generally inadequate. Twelve countries
lack such information. Of the others, Peru and Brazil have paid
more attention to the topic. Peru may be the only case in which
information is provided about the office that resolves complaints. Statistical information is available in spreadsheet format. Perhaps the only limitation of Peru’s site is that there are
problems displaying the page with browsers other than Internet Explorer (such as Mozilla Firefox, SeaMonkey or Opera).

Business information
Business information appears to be another weakness of the
majority of the websites in the region. The regional average
shows that it has barely exceeded the level of static information. Nine countries surpass the regional average of 1.6. Brazil,

Figure 8. Regional average for Business Information
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Figure 9. Ranking of NRA websites in the Business Information category
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are barely at the enhanced level. The other countries are in the
range between static and enhanced.
It would seem fairly obvious that a website would include
the agency’s mission statement. All countries except Panama
include the text of such a statement. Only Argentina and Brazil
enhance the text by including hyperlinks to related legislation
and regulations (level 2).
In the sub-category of internal and external links, most of
the sites include only a list of hyperlinks to related sites. Peru,
Brazil, Nicaragua and Panama stand out, providing valueadded by including an appropriate categorization of the links
and brief descriptions of the sites. The links to this section were
also explicit. The ‘Links of Interest’ section on the Peru website
provides a complete list of national and international links
related to telecom. It is possible to send an electronic mail
message or fill out a form suggesting new links. Each site also
has a brief description, shows the number of visits and allows
the user to rate the quality of the link.
Contact details for officials and staff were provided on all
websites. Brazil and Nicaragua demonstrated best practices in
this area. Besides including a form in the ‘Contact Us’ section,
Nicaragua’s ‘Customer Service’ section includes a list of the
staff members who handle customer issues in 15 cities, indicating the street address, several telephone numbers and email
address.
Like the mission statement, the organizational chart is a
must for a regulatory authority. Various sites had interactive
organizational charts. Noteworthy examples include Brazil,
Chile, Colombia and Peru. Chile, for example, has a special
animated application for interactively displaying the structure
of the Telecommunications Sub-Secretariat. On the Peruvian
site, some hyperlinks in the organizational chart link to the
resumés of key agency officials.
To finalize this category, analysis was also undertaken on an
aspect, which although could seem unimportant, is crucial for
most users. The structure of the site and the existence of a

vides access to specialized studies and articles about the sector
that can be downloaded in PDF format.
Finally, all of the sites include information about spectrum
management and allocation of scarce resources, although the
information is mainly static. Argentina, Brazil and El Salvador
not only have complete information, but also facilitate access
to it using interactive tools. In the ‘Telecommunications Sector’
section of El Salvador’s website, the ‘Spectrum’ option contains
complete information about the frequency allocation chart,
bulletins, instructions, concession procedures, regulations,
etc.

General information
The regional average of 1.4 indicates that this information is
still at the static level. Once again, Brazil stands out with a portal designed with interactivity in mind. The next four countries
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4.0
3.0

2.0
1.0

17

Paraguay

Guatemala

Mexico

Venezuela

Costa Rica

Cuba

Bolivia

Puerto Rico

El Salvador

Panama

Honduras

Average

Uruguay

Colombia

Dominican Rep.

Chile

Ecuador

Nicaragua

Peru

Argentina

Brazil

-

3. LATIN AMERICA

even interactive consultation systems, while other countries
do not even mention the subject. Between these extremes,
most sites include static and often limited information.
One noteworthy case is that of the Dominican Republic,
which has a system that allows citizens to search ICT projects.
With the help of a map, users can do a detailed search for projects by location. On Brazil’s site, the ‘Universalization’ section
includes complete information about policies and projects for
universal service, as well as an online system for operators to
file their universal service fund statements.

search engine or site map are key to facilitating information
searches and navigating the site. In this area, most of the sites
in Latin America have moved out of the merely static phase
and are gradually including enhanced information, but have
not yet reached the level of generalized interactivity. Only the
regulatory agency sites in Brazil, Argentina, Chile and the
Dominican Republic stand out for their interactivity. Most of
the sites include search engines, but many cannot do
advanced searches or the results obtained are inadequate. Ten
sites have optimized design for a resolution of 800 x 600, but
only two, Brazil and Cuba, adjust the screen size beginning
with a resolution of 800 x 600. The other seven allow adjustments as of a resolution of 1024 x 768. In terms of the technology used, 16 sites are dynamic and three are static. Of the
dynamic sites, 12 were developed with ASP technology, two
with JSP, one with PHP and one with FWX.
From the standpoint of usability and other technical issues,
some inadvisable practices were found. These include the use
of frames on the websites of Brazil, Colombia and Venezuela,
and the inclusion of an initial Flash animation like the one on
the Uruguayan site. There are also examples of recommended
practices, such as the Chilean site, which meets HTML 4.01
and CSS standards according to the World Wide Web Consortium (W3C). Colombia’s site includes the direct possibility of
increasing font size, which is a requirement for accessibility
and ease of use for visually impaired users.
The inclusion of Web 2.0 tools is still limited. A few sites,
such as those of the Dominican Republic and El Salvador,
allow the use of RSS. Forums, online chat, Twitter and podcasts
are not included in any of the evaluated websites.

Overall ranking
At the end of the evaluation, the final classification shows
seven countries in the region above the regional average of
1.58. This indicates that most of the agencies still have static
information that is incomplete and lacks the necessary detail.
The other 13 countries are classified at about an emerging
level. Among the best-positioned countries, Brazil and Chile
stand out for their solid structure, user-centered design, interactivity and inclusion of online services.
The situation in the region can be summarized as follows:
• Level 1 - static: 11 countries
• Level 2 - enhanced: 8 countries
• Level 3 - interactive: 1 countries
• Level 4 - transactional: no countries
In the evaluation by category, factual information and news
are at the enhanced level; business information, although a bit
farther away, is approaching level 2. This is not the case with
user information, general information and information about
universal service, however, which are closer to static than
enhanced levels.

Information about universal access/service
The final category evaluates the availability of policies, reports
and plans related to universal service/access. There were many
asymmetries in this category. Some countries, such as Brazil
and the Dominican Republic, have extensive information and

Figure 12. Ranking of NRA websites in the Universal Service category
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Figure 13. General evaluation of national regulatory authority websites
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Figure 14. General ranking of NRA websites in Latin America
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Conclusions

Figure 15. Regional average, by category

Currently the role of national regulatory authorities in the telecom sector is of unquestionable importance. Nevertheless, the
level of responsibilities is directly proportional to the obligation to ensure information, accountability and transparent
action. A liberalized market depends largely on the quality of
information available about operations, efficiency in relations
among those involved and the speed with which decisions are
made.
In the information society, individuals and organizations
need rapid, reliable, complete information. Citizens, businesses, investors and the government need NRAs to provide online
information to support key processes such as: defense of users’
rights, entry of new actors into the market, universalization of
telecommunications, etc.
The increase in the supply of services and the entry of new
operators into a competitive market allows users of telecom
services to choose among more and better options. This
greater supply, however, must be subject to more exhaustive
quality control. To stay abreast of the conditions under which
operators provide services, as well as underlying rights, the
regulator must ensure a flow of updated, precise information.
The emergence of converged services, models for licensing
them, the use of scarce resources and indispensable internetwork connections are aspects that operators must understand to make decisions about future investments, expansion
of services, and creation of new products and packages. The
regulatory authority website that provides reliable, complete
information about these issues will contribute to maintaining
a climate conducive to investment, thus decreasing regulatory
risk.
Websites must not be viewed merely as tools for disseminating information, but as facilitators in managing relations
with users, operators and the media. The design and structure
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Evolution 2005-2008
In comparison with the evaluation undertaken in 2005, there
are some interesting variations. In general, all countries’ scores
improved, which could be a sign of better use of websites by
national regulatory authorities. Countries such as Brazil, El Salvador and Ecuador show significant improvement. Chile, the
Dominican Republic and Peru show more moderate improvement. There are four cases of moderate backsliding (Argentina,
Bolivia, Uruguay and Paraguay), and two cases of notable
backsliding (Mexico and Honduras). The situation in the latter
two countries occurred because the migration of their technology platforms happened to coincide with the evaluation
period.
Although the regional average improved, increasing from
1.5 to 1.6, this progress seems almost imperceptible. This could
be a weak sign of the beginning of a process of evolution from
emerging to enhanced information sites.

Figure 16. Comparison of 2005 and 2008 evaluations
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of a website, therefore, must not be accidental, but must
respond to the needs of the various stakeholders in the sector.
In Latin America, the national regulatory authorities have
much room for improvement. They are still considered as
‘emerging’. Excellent individual practices explain certain specific initiatives, but do not add up to a regional process of evolution toward the subsequent stages of efficient use of
technology. The goals of interactivity, and even more of transactionality, still seem a long way off in most countries. Moreover, the lag in several countries is alarming, and telecom
regulators should become pioneers in the efficient use of ICTs
in their own administration.

Notes
1
Interview with Manuel Castells by Milagros Pérez Oliva, published by the
daily El País of Madrid and entitled, “El Poder tiene miedo de Internet”
(“Power Fears the Internet”). The interview highlights the importance of
education: “(...) without education, technology is useless. In Spain, the socalled digital divide is a matter of age. The data are very clear: among
those over age 55, only 9 percent are Internet users, but among those
under 25, the figure is 90 percent (…) When my generation is gone, there
will be no digital divide in access. In the Internet society, however, the
complicated thing is not learning to navigate, but knowing where to go,
where to look for what you want to find, and what to do with what you
find. That requires education. In fact, the Internet amplifies the oldest
social divide in history, which is in levels of education. The fact that 55
percent of adults in Spain have not completed secondary school — that is
the real digital divide.” http://portal.educ.ar

Recommendations

2

World leaders who promoted neoliberal policies, such as U.S. President
Ronald Regan and British Prime Minister Margaret Thatcher, who governed in the 1980s.

• National regulatory authorities must clearly identify the
benefits that result from strategic use of their organizational websites, so as to allocate sufficient effort and resources
to ensure the availability of the site, updating of information, quality of content and interactivity of the services.

3
What Washington Means by Policy Reform, which became known as “The
Washington Consensus,” was drafted by John Williamson in 1989 for a
conference organized by the Institute for International Economics.
4
Multilateral Trade Negotiations – Uruguay Round – Trade Negotiations
Committee. The Final Act Embodying the Results of the Uruguay Round of
Multilateral Trade Negotiations, Marrakesh, 15 April 1994. The issues of
Financial Services and Information Technology are introduced.

• In function and outcomes obtained, national regulatory
authorities should place greater emphasis on including
information about the rights of users and consumers. They
should also improve the quality and level of detail of the
basic information needed by businesses and investors.

5

“…low telephone penetration, inadequate levels of investment, serious
technological backwardness and poor quality of services…” Information
taken from the study by Rozas (2005).

• Plans and policies for universal telecom service should have
a prominent place on regulatory agencies’ websites, particularly because these public policies and their implementation will contribute to an increase in the number of people
who have access to information and online services.

6

http://www.citel.oas.org/what_is_citel.asp

7

http://www.citel.oas.org/sp/Connectividad/Final%20Spanish%20ACAPAO-march-5-2003-v3_e.pdf
8

• It is important to keep in mind that the correct definition of
the information architecture for a website, as well as its
functional design, require a user-centered strategy that
makes it easy to find information, leverages participatory
processes and includes interactive services supported by
modern technologies that are currently available, but are
under-used.
• Compliance with standards, use of open formats and compliance with norms for accessibility should also be taken
into consideration in the design or redesign of a website. All
of these conditions help ensure that the website facilitates
the process of mediation between information and user.
• The results of this evaluation should be shared with the
national regulatory authorities so that they can serve as
input for beginning the enhancement of the structure and
the redesign of agency websites.
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4

Benchmarking Caribbean and
North American National Telecom
Regulary Authority Websites
Opal Lawton
Introduction
In the post privatisation and competition era the telecommunications industry has entered a new phase of evolution, the
converging of the once separate industries of telecommunications, information technology (internet) and broadcasting
(cable television). This convergence has ushered in the information age where information communication and technology (ICT) is the new development mantra.
ICT is recognised globally as a key vehicle to foster economic development. As a result of this international development agencies such as the United Nations (UN) are focussing
on ICT as a critical component of the overall development
agenda.
The UN General Assembly in the World Summit on the
Information Society (WSIS) clearly articulated the role ICT is
expected to play in the new information society. As a consequence of this, action line C7 of WSIS Implementation Plan
relates specifically to the role of ICT applications in a range of
e-initiatives, including e-government. Governments around
the globe have been developing e-government strategies with
the hope of putting their countries on the path to reap the benefits of the information society.
As the implementing agency for government telecommunications policies national regulatory agencies (NRAs) are presented with new challenges and opportunities as they seek to
ensure the orderly and sustainable development of the ICT
sector.
In discharging their responsibilities the NRA can potentially use their online presence via website to:

1) Provide access to information and services.
2) Address the needs of their various stakeholders; including
citizens, service providers, investors and the government.
3) Allow greater participation in the regulatory processes.
4) Demonstrate transparency in processes and transactions.
The effectiveness of NRA websites will depend on factors
such as:
1) The level of access the general population has to ICT
resources such as internet access and computers.
2) The literacy level and computer literacy of the population.
3) The availability of skilled resources to the NRA.
4) Overall transparency in the sector and access to operator
information.
5) The extent to which the media and other intermediaries,
such as NGOs, further diffuse the regulatory news and other
information available on websites.
Given the link between economic development and access
to and the use of ICT, governments and government agencies
need to find the resources to invest in the infrastructure and
other capacities to ensure that citizens have access to and the
capability to use the technology.
Equally important, websites need to be effectively designed
so that they can in fact enhance service delivery. Most NRAs do
have a website. Very few, particularly in Africa, do not. But,
some NRAs although they have websites, don’t use them in an
effective way and don’t allocate resources to their development.
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develop pro competition policies leading to reform of their
telecommunications sector. Table 1 gives information on the
market access and regulatory structure of the islands included
in this study.
In Antigua and Barbuda, Antigua Public Utilities Authority
(APUA), a government controlled company, maintains a
monopoly on local fixed telephone services. Cable and Wireless, the United Kingdom based telecommunications company, which has a long history in the region, continues to have an
exclusive franchise on international voice calls, up until 2012.
The monopoly on other international services has effectively
ended with the landing of alternative international cable facilities by Southern Caribbean Fibre (SCF). However progress
towards full liberalization of that market has been stalled, presumably to give the government controlled entity time to be
competition ready.
Antigua and Barbuda also stands out as the only territory in
the sample that does not have an independent regulator.
Four of the Caribbean islands included in the survey
(Dominica, Grenada, St. Lucia, and St. Vincent and the
Grenadines) are members of The Organisation of Eastern
Caribbean States (OECS). The OECS is a grouping of nine1
Eastern Caribbean states that are dedicated to economic harmonisation and integration for the economic, security and
social development of their citizens. As part of this framework
the OECS governments have set up the Eastern Caribbean
Telecommunications Authority (ECTEL). ECTEL was established to coordinate and harmonize the development of
telecommunications policies and regulations among the
group of countries. ECTEL advises the national regulators in
each of the member states. ECTEL has a website.
In addition to the ownership structure, the level and maturity of competition in the markets and the institutional frameworks, other factors such as availability of resources (financial
and technical), the level of internet usage, internet penetration, and computer penetration, may impact the capacity and
effectiveness of a NRAs website.

This chapter is part of a wider study, covering countries in
Asia, Africa, North America, the Caribbean and Latin America.
This section focuses on NRAs in Canada, the US and ten English speaking Caribbean countries (Antigua & Barbuda, Barbados, Bahamas, Cayman Islands, Dominica, Grenada, Jamaica,
St. Lucia, St. Vincent & the Grenadines and Trinidad & Tobago).
The Spanish speaking Caribbean islands of Cuba and Dominican Republic are included with the Latin American countries
because of the language commonality and because they are
members of Latin American Forum of Telecommunications
Regulators (Regulatel).
The study seeks to assess the effectiveness of the web presence of these NRAs. The study focuses on the nature and quality of information they provide to their publics, the extent to
which they use the technology in the various regulatory
processes such as the administration of a complaints function,
the provision of online forms, and in their day to day interaction with stakeholders.

Regional Overview
The countries included in this study are quite diverse in terms
of the level of development in their telecommunications market and the maturity of their regulatory agencies. In the same
vein, the telecommunications regulatory environment varies
from country to country. Factors such as the level of privatisation and the level of competition within the market inform the
regulatory environment and nature of the regulatory processes.
In the Caribbean telecommunications landscape, privatisation and the establishment of competitive markets is a fairly
recent occurrence. The movement toward privatisation and
competition resulted largely from the impetus of the World
Trade Organisation (WTO) Commitments relating to trade in
services, under which telecommunications fall.
From the late 1990s leading into the beginning of this
decade most Caribbean countries started to privatise and
Table 1.
Countries

Structure of sector

Current status of market

Year competition achieved 2

Type of regulator 3

Antigua & Barbuda

Public & private

Competition in mobile & internet

NA

Public Utilities Authority

Bahamas

Public & private

Duopoly in fixed, monopoly in
mobile, internet liberalized

NA

Independent

Barbados

100% Private

Fully liberalized

2005

Independent

Cayman Islands

100% Private

Fully liberalized

2004

Independent

Dominica

100% Private

Fully liberalized

2003

Independent

Grenada

100% Private

Fully liberalized

2003

Independent

Jamaica

100% Private

Fully liberalized

2003

Independent

St. Lucia

100% Private

Fully liberalized

2003

Independent

St. Vincent & The Grenadines

100% Private

Fully liberalized

2003

Independent

Trinidad & Tobago

100% Private

Fully liberalized

2004

Independent
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longer required to file tariffs with the Federal Communication
(FCC), in order to effect rate changes. The FCC is an independent government agency that regulates interstate and international telecommunications and other media in the US market.
In as much as the regulatory environment is the product of
the legislative and policy positions of respective governments,
these legal and regulatory prescriptions are established within
the context of social, economic and business imperatives.
The telecommunications industry is characterised by
change. Technology has been a key change driver. The internet
has revolutionized the industry at several levels: the way information is transported, the way we interface with the technology and the applications and services that can be provided.
Today, as a consequence of several industry drivers (privatisation, competition, technology changes) the US market is
characterized by robust competition in all market segments.4
Over 93% of US households are served by three or more wire
line providers and 98% of the population is served by three or
more wireless carriers. The US boasts 142 million internet connections which is one of the highest in the world. The regulatory agenda of the FCC includes:

Table 2 gives some key ICT indicators for the islands included in the survey.
As is the case with sector reform where the successes to date
are varied, access to ICT infrastructure is varied. It is also low in
comparison to the levels in developed markets. As small island
economies with limited financial, technical and skilled human
resources, regulators face challenges in terms of resources
available to allocate to the development and maintenance of
websites. Regulators with more resources are likely to develop
better websites.
In terms of the current regulatory agenda, Caribbean regulators are focussing on developing regulatory policies such as
interconnection, price regulation, cost separation, number
portability, quality of service, indirect access and universal
service.
Governments and NRAs are also concerned about putting
in place regulatory policies that encourage investments in ICT
and ensuring that citizens have access to affordable internet
(in particular broadband) access.
In comparison to the Caribbean region, North America
markets have less resource constraints and have had a long
history of privatisation and competition. In the case of USA,
this dates back to the divestiture of The Bell System in 1984.
The divestiture allowed for:

• Ensuring access to reliable and affordable broadband
services;
• Fostering innovation and offering customers reliable and
meaningful service choices;

• The deregulation of the telephone equipment market;
• The establishment of a competitive long distance calling
market;

• Promoting efficient and effective use of scarce recourses
such as spectrum.

• The requirement of equal access, where local telephone
companies were able to provide their customers with equal
access to national long distance and international services
provided by the former Bell companies.

The Canadian Radio-television and Telecommunications
Commission (CRTC), like the FCC, is an independent regulatory agency, whose role is to interpret and apply telecommunications legislation within that market. The CRTC is a multi sector
regulator and regulates the broadcasting industry as well.

The 1996 Telecommunications Act ushered in a greater
level of market competition as long distance carriers were no

Table 2. Key ICT indicators
Countries

Fixed lines
per 100 inhabitants

Mobile per
100 inhabitants

Internet per
100 inhabitants

Antigua & Barbuda

45.45

133.55

13.75

8.23

Bahamas

40.10

112.90

7.62

3.93

Barbados

50.14

87.76

Cayman Islands

76.64

Broadband per
100 inhabitants

20.45
Not available

Not available

Dominica

29.40

58.68

8.44

4.56

Grenada

26.74

44.59

7.03

5.35

Jamaica

12.85

93.74

St. Lucia

65.72

3.19
Not available

2.97
Not available

St. Vincent & The Grenadines

18.93

86.34

6.16

5.70

Trinidad & Tobago

24.29

70.58

4.75

1.17
Source: ITU (data for 2007)
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construction and that there are some errors and omissions.
Over the period of the survey it was obvious that more information was being added to the site. While there was no information on the site itself indicating why it was being
re-launched, when contacted, an official at the agency indicated that over time it had become difficult to locate information
on the site. He further indicated that the overhauling exercise
is intended to improve the accessibility of information on the
site and to generally allow for a better navigation experience.
The ECTEL members included in the survey have their individual websites. ECTEL also has a site. For the purpose of this
study, the primary survey was carried out on the site of the
individual NRAs. Where the relevant information resided on
the ECTEL site and a link was established from the member
country site, that information or process was treated as if it
were on the site of the member country.
Where there are multiple agencies with responsibility for
regulating different areas of the market, as in the case of
Jamaica and Barbados the assessment includes the various
sites.

The passage of the 1993 Telecommunications Act, laid the
framework for a more competitive market in Canada. At that
time, all markets which were not subject to competition were
opened to competition. Today the market is very competitive
and has a variety of network service providers (wire line, wireless and IP based carriers), as well a wide array of telecommunications service providers.
Recent statistics show Canada placed at tenth in the world
for the number of broadband connections per 100 inhabitants.
The areas of focus included in the Canadian regulatory
agenda are:
• Ensuring that market forces prevail and the population has
access to high quality and affordable services;
• Ensuring that as far as is possible market forces are relied on
to achieve telecommunications policy objectives;
• Establishing a consumer protection agency;
• Reviewing the regulatory framework for wholesale services
and the definition of essential services.
The market and the regulatory landscape of the countries
included in this study are at varying levels of maturity. This exercise is seeks to determine how effectively they are using their
websites to take forward their respective regulatory agendas.

Factual Information and News
Figure 1 shows the scores for the individual NRAs, both in
terms of the overall score and the contribution of each of the
items included in that category.
With the exception of Antigua and Barbuda, the other NRAs
had information about their legislation and regulatory rules.
This information was found to be up-to-date. For the
Caribbean regulators this was in the form of copies of documents such as the telecommunications laws and other rulings.
The information is presented in the form of PDF or Word document copies of the original. In comparison, the North American regulators present the information in web format rather
than as copies of original documents. In the case of Canada,
the CRTC site is linked to that of the Department of Justice,
where the information is presented in a web page format with
a table of contents. This allows the user to quickly identify and
access the specific information required. There are also links to
related information. The FCC uses a similar approach to present the rules and regulations on their website.
For the news sub-category, with the exception of Antigua
and Barbuda, all the sites surveyed have a section for news on
the main page. The information included are largely press
releases from the agencies. The OUR in Jamaica has quite an
extensive and varied news component. From the main page
you can access the press releases page. From here you can
access details of the various press releases. There is also an
audio-visual section, where the user can access copies of presentations, audio files of the OUR’s weekly radio programme,
and video files of several press conferences. In the case of some
of the smaller jurisdictions such as St. Vincent & The
Grenadines, Grenada and Dominica the news component is
actually a link to the news section of the ITU website.

Benchmarking
Methodological Comments
As described in Chapter 2, this study is designed to obtain an
objective measure of NRA websites in terms of the depth and
range of information provided across particular regulatory
thematic areas, and in terms of the overall functionality of the
website in supporting regulatory processes. Applying the
methodology also used to assess Latin American and African
websites in this volume, this chapter aims to measure the
extent to which telecom regulators in North America and the
Caribbean use their online presence to serve their various
stakeholders.
The survey of the websites was done during the period of 14
April 2008 to 10 May 2008. In applying the methodology to the
countries included in this assessment, there were several factors that could impact the results of the study. These are
explained below with the hope of enhancing the quantitative
assessment with a qualitative gauge.
The initial list of countries also included Guyana and St.
Kitts & Nevis. Guyana has a Public Utilities Commission (PUC)
but no web presence was identified and was therefore excluded from the study. The website for the NRA in St. Kitts & Nevis
was not operational during the period of the assessment.
During the period of the survey, the Jamaican NRA, the
Office of Utility Regulation (OUR), was in the process of relaunching their site. The site address remains the same; however, an advisory on the site indicated that the site was under
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ing the accuracy of the information, notes that the information
is for convenience purposes only and importantly refers the
user to the official source of the information for purposes of
interpretation. This is good value added feature, particularly
where the information is being used for say research and other
academic purposes. Additionally there are hyper links to related documents and related sites.

In addition to the news presented on the site, CRTC provides the capability for users to subscribe to news releases via
email. The FCC scored the maximum four points for this item
given facilities for users to get information via online recordings and the capabilities for video streaming of meetings and
conferences. Additionally, using its electronic filing and public
access systems the public can review and submit filings related to various proceedings.
Seven of the 12 websites assessed had statistical information and sector indicators. The US and Canadian sites are
information rich in this area. In terms of the Caribbean regulators, the website for the Grenada NRA stands out by having a
very visible section of their site for telecommunications statistics. Drilling down the user can obtain a market overview and
relevant statistical information on that market. Jamaica and
Trinidad & Tobago provide some amount of statistical information as part of their annual sector reports which are posted
on the site.
In terms of overall score in the category, among the
Caribbean regulators, Jamaica scores the highest, followed by
Barbados. Interestingly these two countries have multiple regulatory agencies. It may be that because of this, comparatively
more resources are available to the overall regulatory efforts in
these markets.
This writer observed that the regulators in North America
provide useful guidance to help the user to better assess the
quality of the factual information provided. For example, the
Canadian site makes specific statements as to currency of
update and the source of the information, where they are not
the custodians of the information. It gives a disclaimer regard-

Figure 1. Individual NRA Performance - Factual Information and News
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ings, it facilitates participation via online forms, where comments can be written and uploaded. One can also register
online to have a telephone number removed from telemarketer’s lists.
In using these sites, one gets the impression that you could
actually interact with the regulator without actually having to
make a visit to the physical location.
In doing the survey I had the occasion to request some
information from the CRTC via the online customer enquiry
facility. Almost immediately I received an automatic confirmation that my message was received. I was also informed that
my query would be addressed within ten working days. I
received a response within three working days.
One drawback with both the FCC and CRTC sites is that
because of the wealth of information on the site, the online
experience could be intimidating to the average user. For
example I found that information on product tariffs and numbering plan information was not as easy to locate as compared
to the websites in less developed markets. While the maturity
of competition in these markets could mean that these issues
are more stable (for example pricing decisions are more a function of competitive market forces than the result of regulatory
intervention) consumers desire this type of information. Information on regulatory issues which are more alive in these markets (e.g. wireless number portability) is more visible.
On average, the Caribbean regulators tended to provide
enhanced content with regularly updated and clearly explained
information in this area. However the range is quite wide,
Dominica with a score of less than one and Trinidad & Tobago
with a score of 2.4. With the exception of Dominica the other

Consumer and Citizen Information
One of the key responsibilities of a national regulator is to
ensure that consumers have adequate information about the
products and services they purchase from the various operators, and that they know their rights and privileges. The regulator also has the responsibility to ensure that citizens are
informed and encouraged to participate in the development
and implementation of industry policies and rules. To effectively carry out theses functions the regulators have to put
mechanisms and processes in place to ensure end users have
access to reliable and up-to-date information and that transparent processes are in place to deal with issues such as consumer complaints. Used appropriately websites can be an
invaluable tool in discharging these responsibilities.
Figure 2 gives the total and breakdown of scores for the consumer and citizen information section of the survey.
The FCC and CRTC sites scored 3.6 in this category. Both
sites have an area dedicated to consumer affairs. From the
main FCC page there is a link to the Consumer & Governmental Affairs Bureau (CGB) which has responsibility for developing and implementing consumer policies. Guided by the
headings the user can drill down further to get to the specific
information required. There is a wide range of consumer publications online with links to the related advisories. Through
the customer information registry various interest groups
including customers can request a range of information
through a secured web portal.
A notable feature of the CRTC site is that in addition to
allowing online access to information on ongoing public hear-

Figure 2. Individual NRA Performance - Consumer and Citizen Information
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also available online including dates for responses. In the case
of public consultations, the documents can be downloaded
from the NRAs website. In this area the NRAs are effectively
using their websites to facilitate participation in the regulatory
process.
While outside the scope of this current study, the effectiveness of either process (consultations vs. hearings) in the
Caribbean context merits further study.
To allow for an inclusive process, questions that arise
include:

Caribbean NRAs included in the study had reasonably good
information on prices. Other customer related information is
available at a minimum through the Frequently Asked Question
(FAQ) feature.
Forty percent of the Caribbean NRAs have an online component in their consumer complaints process where one can
submit the complaint online or submit questions. While doing
the survey I had occasion to send a question to the St. Vincent
regulator via the online facility. I received an email response in
two working days. In one or two instances (e.g. The Bahamas)
I was not able to effectively verify if the facilities to submit
questions and or comments worked, as I did not get a response
(auto response or otherwise) having clicked the button to submit the question.
Where the consumer affairs function is part of the regulatory agency’s function, information such as complaints tracking
tends to be provided, as is the case in Jamaica, Barbados and
Trinidad & Tobago. Where this is not the case such as for the
Cayman Islands, this type of information is not included.
In terms of the mechanisms used to elicit public participation in the development of regulatory policies, the two
approaches normally used are public hearings and public consultations. A public consultation involves an oral proceeding
where members of the public are invited to gives their views on
an issue under consideration. Normally the regulator would
present its policy position and the public (including entities
participating in the industry) would be asked to present and
defend their position.
On the other hand a public consultation is a written proceeding. Stakeholders participate in the process of policy
development through written responses to policy papers put
out by the regulator. Normally there are several rounds of
responses. Initial responses are invited on the draft policy document put out by the regulator. The regulator uses the first set
of comments to inform and update their policy paper. The
redrafted document is re-circulated for further comments.
These additional comments are used to further refine the final
policy positions which are used as the basis for rule making.
Some regulatory agencies use both processes while others
use one. Whereas public hearings are a feature of the policy formation process in North America, this is not always the case in
the Caribbean. Of the Caribbean regulators included in the
study, Barbados uses public hearings as an integral part of the
regulatory process. The other jurisdictions tend to favour public
consultations to solicit feedback to inform policy development.
For the purpose of this survey the focus is on the intent of
the process. Therefore where the intent is for the public consultation process to be inclusive, that is, the general public and
not only industry participants are invited to participate in public consultations, a public consultation process is treated the
same as a public hearing process.
Regardless of the processes used (consultations or hearings), the NRAs have on their website guidelines for conducting these processes. Information about specific processes is

1) The accessibility of the information to the general public;
2) Whether literacy levels impede participation in the written
process;
3) Is the oral process any more effective, given cultural tendencies of public inertia in such matters?

Business Information
For the business information category, what stands out is the
fact that this is one of the areas where the gap between the
more mature markets of North America and the less mature
Caribbean markets is narrowest in terms of the overall scores
for each NRA. Of note is the fact that a small Caribbean markets such as St. Vincent & the Grenadines scores 2.8 points. A
possible explanation is that Caribbean regulators are putting
some focus into the effort to reform their markets and this is
reflected in their online presence. Whatever the reason the
Caribbean regulators are clearly making an effort to give
investors, and the business community in general, access to
information about their markets.
With the exception of Antigua Barbuda (where the government controls the major segments of the market) all the regulators have available online information related to their
licensing regime. This includes the facility to download forms
required to apply for licenses. Barbados, Jamaica, St. Vincent &
the Grenadines, in addition to the Telecommunications Act,
include information on licensing fees, details on the procedure
for applying for licences, and online licensing application
forms.
In the area of equipment certification 70% of the Caribbean
regulators scored 3 and above. The Telecommunications
Authority of Trinidad & Tobago (TATT) demonstrates best
practise in this area. A customer requiring equipment to be
certified can complete this activity by emailing the completed
form to the authority. This is an indication that with little effort
regulators in small states can move their online presence to the
transactional end of the spectrum.
Information on public consultations / public hearings is
generally available online. Eighty percent of NRAs in the region
provide consultation documents and other related information on their sites. Users can download the documents if they
so desire. A similar situation obtains with regards to spectrum
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of contact information for key officials. The overall scores plus
the contribution of each element are shown in Figure 4.
The Cayman Islands, the smallest country (in terms of population) in the sample scores the highest in this category. However, of the Caribbean countries included in the sample it has
one of the highest gross domestic product (GDP) per capita.
All the regulators included in the study provide some level
of information about their mission on their website. In outlining its mandate, CRTC effectively uses hyperlinks to tie its
mandate to the various enabling legislations. The FCC uses a
similar approach with links to additional information about its
commissioners and the various departments that make up the
commission. This is a very helpful feature.
Only in the North American context was the issue of language relevant. CRTC’s website is in English and French. This is
understandable as Canada has two official languages. In the
case of FCC only the “Consumer Centre” area of the site is
available in English and Spanish.
Ten of the twelve sites surveyed provide links to sites of
other local and international organisations. APUA provides no
links. The FCC site does not have a specific page with links to
external local or international agencies, only hyperlinks to
related agencies such as Lifeline Across America. This is a universal access type programme, which seeks to ensure that
everyone has access to telephone service. Grenada, St Lucia, St
Vincent and Trinidad & Tobago provide good examples of links
as the available links are categorised by types, e.g. local, regional and international.
Ten of the sites surveyed use other navigation tools such as
search engines and or site maps to help the user around their

management; fifty percent of NRAs have an interactive online
presence as users can download the required information and
forms to access this service.
In the area of business information, North American regulators CRTC and FCC use their web presence to complete
transactions. For example CRTC uses an electronic credentialing system “epass” to allow online communication.
To conduct business with the FCC users have the register
with an online system (CORES). Upon registration users are
allocated a unique identification number which is required in
order to conduct business with the commission. Online functions include:
• Registering online to use the online facilities
• Applying for licenses and other related transactions
• Search for information
• Filings
• Pay fees
Additionally the FCC Electronic Filing & Public Access Systems allow the public to submit and review a range of FCC proceedings.

General Information
This section looks at the layout of the website: how user friendly it is to navigate, the organisational structure and availability

Figure 3. Individual NRA Performance - Business Information
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• Proposed Rule Making

sites. The NRAs of Dominica and Grenada do not employ these
tools on their site. The FCC and CTRC used both tools.
Caribbean regulators show a preference for the use of search
engines with seven opting for search engines and one using a
site map. Unfortunately in the case of St Lucia and St Vincent
the search feature did not work.
Half of the sites surveyed provide users with specific contact details to key personnel within the NRA. Generally the
other half just provides general contact information such as a
general email address or that of the person responsible for
maintaining the site. If regulatory agencies are to effectively
carry out their functions, accountability and transparency are
key attributes. As such, specific information about the individuals responsible for key roles and information on how to contact them will help to facilitate accountability and
transparency. Among the Caribbean regulators, the FTC in
Barbados and NRAs in St Vincent & the Grenadines, Dominica
and Cayman Islands provide good examples in this regard as
they provide the names and contact information (at least
email) for key officials at the agencies. The site for the regulator in Cayman for example, gives the positions, the name of the
incumbent and both email and telephone contact.
In terms of general organisation, Caribbean websites tend
to be structured more around publications or around policy
themes. For example on the OUR’s site, the sub headings under
the telecommunications page are as follows:

• Determination Notices
• Reconsiderations
• Licensing
On its main page TATT has headings like publications and
forms and the page is full of links to various documents.
In comparison CRTC’s website is more aligned to the main
functions of a NRA. From the main page you can link to:
• Complaints and inquiries
• Consumer information
• Online services
• Public proceedings, etc.
As such, the site is organised around the functions and services that the agency provides. In other words, the way in which
the user interfaces with the site tends to mirror the service flow
rather than the document flow. It is my view that this format
presents a more service oriented face to the public.
The FCC website is structured in such a manner that the
user is guided to the location of the information. This is done in
much the same way as books and other materials are catalogued in a physical library. Another helpful feature is that
there is evidence that in cases where information has be relocated on the site or moved to another site, linkages to the new
location are provided. This is important given the dynamism of
the ICT sector, change is a feature of the day-to-day experience.

• Consultative documents
• Responses

Figure 4. Individual NRA Performance (General Information)
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Figures 7 - 9 show how the regulators in various groupings
(ECTEL members, other Caribbean and North American NRAs)
score against the ideal framework developed for this study.
The overall score is intended to get to a quantitative measure to capture the overall effectiveness of the websites in the
various countries. However this one value does not portray
some notable features on the various sites.

Universal Service / Universal Access
Of all the categories surveyed, this proved the most challenging to source a meaningful body of information. Eleven of the
twelve sites provide varying levels of information on this area.
The overall scores are shown in Figure 5.
Generally the Caribbean regulators provide such information in the form of past consultations or draft policy documents. The Dominica NRA simply has a general link to the
ECTEL site, no specific reference to this and other consultations are made on the site, despite the fact that there is an area
marked for current consultations and recent documents.
The websites of the other ECTEL members provide information on a recently concluded public consultation on universal service regulations. A copy of the draft policy document
was either on the website of the individual member states or a
link was provided to the document or just to the ECTEL site in
the case of Dominica.
In Trinidad & Tobago the work done to date on the issue of
universal service or universal access has been carried out by
the ministry with responsibility for telecommunications. TATT
has made comments on the issue in various consultation documents and is expected to commence consultation on the
issue
The FCC provides information on policy and provided a
link to Universal Service Administrative Company that gives
information on various programmes. CRTC also provide policy information in various documents.
With market convergence, the concept of universal service
or universal access is also undergoing change. The current discourse speaks of universal service in terms of the availability
and affordability of broadband access. This may to some
extent explain the generally outdated and or fragmented view
of this type of information.

Conclusions & Recommendations
Fourteen websites from twelve countries or markets were
reviewed. Of the twelve markets assessed, ten are fully liberalised while two are predominantly government controlled,
with pockets of competition in some segments of the market.
Eleven of the markets surveyed have an independent regulatory agency and in some cases multiple agencies.
Antigua & Barbuda is not fully liberalised and the only market without an independent regulator. It is also the market with
the lowest overall score. The score is also markedly below that
of other similar size economies and markets within the region.
Although this one instance is not adequate to make a generalised observation, it does tend to support the view that where
the government performs the role of owner and operator of
telecommunications networks and services plus determines
and implements policies, the level of regulatory oversight is
limited at best. This seems to extend to the online presence as
well.
Of note too is the fact that Guyana, which still has significant government ownership and control in major market segments, does not have a known online regulatory presence. This
further supports the view that there is a direct correlation
between level of privatization and competition in a market and
the rigour and transparency of the regulatory processes. This
seems to obtain even in the face of online capabilities, which
can be used to improve the transparency and accountability in
the regulatory processes.
With regards to regulatory models, of the ten Caribbean
NRAs included in this study, only the Cayman Islands and
Trinidad & Tobago have a single regulator covering the full
range of regulatory issues; economic, technical and consumer
affairs. For the other islands there are multiple agencies with
responsibility for specific areas. Based on the results the regulatory model (single vs. multiple agencies) did not seem to
have an impact on the level of development and effectiveness
of the NRAs websites. Maybe the fact that an effort was made
to include all the relevant agencies where multiple agencies
exist would mask any potential differences.
A notable observation is that in multi agency environment
in the Caribbean, features such as hyperlinks are not used sufficiently if at all to provide the user with ready access to information on separate sites. In the case of Jamaica, for example,
there are three regulatory bodies (OUR, Spectrum Management Authority (SMA) and Fair Trading Commission (FTC).5

Overall Scores
Both FCC and CRTC have scored above 3, firmly identifying
their respective websites as being at the interactive level and in
some areas they operate at the transactional level. Three of the
ten Caribbean countries (Barbados, Jamaica and Trinidad &
Tobago) score just above 2, indicating that overall the online
presence in these jurisdictions are at the enhanced level, where
updated information is available in the web environment.
There are also some interactive capabilities being developed.
The Cayman Islands score slightly below 2, and is essentially at
a comparable stage as the first three. The NRAs in the OECS
countries of Grenada, St Vincent & the Grenadines and St.
Lucia score over 1.5. The score for The Bahamas is also in that
range. The other OECS country in the sample score about 1.2.
Antigua & Barbuda receives the lowest overall score, which is
below 1.
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and regulations of member states are provided. Given the
structure and the interrelatedness of the individual NRAs to
the regional regulator, very limited use is made of automatic
linking or hyper linking the information of the respective NRAs
to that of ECTEL.
Within the context of multiple regulatory agencies, websites
offer a golden opportunity to present a seamless presence to

However, the OUR does not provide a link from its site to either
of the other two agencies. The SMA provides links to both of
the other agencies. In the case of Barbados the FTC provides a
link to the Telecoms Unit, however there is no link from Telecoms Unit to FTC
Although it was not one of the main sites reviewed the
ECTEL site provides an interesting case. On that site the laws

Figure 5. Individual NRA Performance - USO Policy
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Figure 6. Total with Category Contributions
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web presence to facilitate transactions such as electronic filing
of feedback in consultations and the processing of licensing.
The Caribbean is also highly capable in this area with eight of
the ten countries graded at the interactive level as they provide
facilities to download information needed to participate in
consultation processes.
The function of addressing and providing visibility of the
resolution of consumer complaints is an application which I
believe NRAs could use to encourage the average citizen to
interface with the agency online. Thirty three percent of the
sites surveyed did not have information about a customer
complaints process. Of those with a customer complaints
process, eighty eight percent have an online element, where
the user can at a minimum download a complaints form. Fifty
eight percent of the sites had no information on complaints
monitoring.
Where internet and computer access is not pervasive, there
may be concerns as to the accessibility of such key information
to the average citizen. Nevertheless, NRAs should not use this
as a reason for not having such information and processes
online. This development should be encouraged, as it can be
used as a tool to encourage the use of information and communication technology by the general citizenry.
In the business information category, with the exception of
Antigua & Barbuda, the other countries score at or above the
enhanced level. Particularly in the areas of licensing and
equipment certification there are several instances where
Caribbean NRAs are using their websites in an interactive
mode to allow businesses to download application forms.
Here, the performance of the Caribbean regulators demon-

the user, through linking of sites and effective use of hyperlinking. This is very easy and inexpensive to achieve. It is recommended that tools such as hyperlinks are used more
effectively to create easy access to related information on the
sites of related agencies. The North American markets offer
good examples in the use of this approach.
In the area of factual information all the sites (except
Antigua & Barbuda) have good to fair representation of information especially legal, regulatory and news. Five of the twelve
jurisdictions have scores at or above the enhanced category. Of
the five, Canada and USA have scores in the interactive range.
With respect to the Caribbean markets, the area in which
there is the least development is in the area of statistical information. In five of the ten markets, there is no evidence of market statistics on the sites. Four countries (Barbados, Grenada,
Jamaica and Trinidad & Tobago) got scores that rate them in
the enhanced category. There is room for improvement in this
area.
Several of the sites have a specific area dedicated to customer information. Where this occurs there tends to be more
emphasis on consumer related information. The North American regulators provide good benchmarks in this area. The Barbados FTC, St Lucia and The Bahamas have a section dedicated
to customer information.
Capabilities for providing information on prices and other
customer rights information are generally well-developed
across all the NRAs. FAQ format is a popular mode for providing non price rights information. Ten of the twelve sites provide information on public hearings / consultations. The more
developed markets of USA and Canada effectively use their

Figure 7. Ideal vs. ECTEL Members
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gation. Only 50% of the sites have specific contact details for
key officials at the agency. This is an area that needs improvement, and can be done with very little effort.
A notable best practise observed on the North American
websites is that they are organised more around the functions
and services that the agency provides, and less around policy

strates how small economies can use the technology to
improve their competitiveness.
In the general information category Cayman Islands attains
the highest overall rating. All the sites have the NRA’s mission
statement. Over 80% have links to other sites and use tools
such as site maps and search engines to facilitate easier navi-

Figure 8. Ideal vs. Scores of other Caribbean NRAs
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themes and publications. This structure more effectively captures the process flow in terms of how the various publics
interact with the regulator. As such, they present a more service oriented face to the public. I would therefore recommend
this approach to NRAs that are redesigning their sites or those
establishing sites for the first time.
From the survey it is clear that all the NRAs are using their
web presence to enhance their service delivery. They are
achieving varying levels of success. Individual agencies can
improve their website by adopting the best practises from
other agencies.
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Benchmark Indicators for
African National Telecom
Regulary Authority Websites
Monica Kerretts-Makau*

Introduction
The concept of governance in recent years has evolved with the
introduction of information and communication technologies
(ICT). Governments can now provide services without the
need for the traditional face-to-face interaction. This undoubtedly represents a marked change; more so, for African countries whose governance measures are increasingly measured
by their ability to reduce bureaucracy levels through the use of
e-governance.1 In this model, a government is expected to
incorporate three types of interactions namely: governmentto-government (G2G), government-to-business (G2B) and
government-to-citizen (G2C).
It is not surprising therefore that e-government has become
an important theme and benchmark for the assessment of
development via the ability to facilitate government services
through ICT initiatives such as web portals. As most African
national regulatory authorities (NRAs) already have a website
or are in the process of establishing one, it is clear that this is
viewed as an important or necessary activity. A website provides a fundamental window to realise the true spirit of egovernment. A properly built website provides citizens and
other stakeholders with one of the best interfaces to the regulatory agency. It allows for self-service around the clock and
reduces long queues and time as is evident in many African
government agencies. In addition, international and local businesses can search for and even apply for certain facilities online
without having to make a physical journey to the government
agency. A website thus becomes a virtual representation of the
entire organization in cyberspace (Wattegama 2007).
As Mahan (2005) correctly observes, the importance of a
national telecom regulatory authority website can never be
underestimated. A NRA is one of the key government agencies

in any country. It is the apex body that is largely responsible for
the healthy growth of the telecom sector and the diffusion of
telecom services to the public at all levels. It serves a large
group of stakeholders varying from citizens and consumers to
incumbent operators and prospective investors. Regulators set
standards for transparency and accountability and thus, a
well-designed and informative website will also demonstrate
the extent and facility with which the NRA uses the technologies and services it regulates. A well-maintained website
increases confidence in the regulator’s skills and capabilities
and thus provides a window upon which to evaluate the level
of e-governance within a country.
While there exists a plethora of e-government initiatives
taking place within African governments, supported by international agencies, actual analysis of the type of services provided using e-based technologies has received little attention
or speculation as to what constitutes effective components.
Focusing on African telecom regulatory authorities, this survey
follows from a similar study carried out during March-April
2004 (Mahan 2005) which focused on 22 African NRA websites.
Unlike the previous study however, this study evaluates a total
of 30 countries out of 54 countries in Africa. The increase in
number no doubts marks an increase over the past four years
in the use of websites as a tool in regulation.
* Special thanks to Alvaro Mailhos who was responsible for putting the
analyzed data sets together and ensuring that all figures were correctly
formatted and calculated. Special mention is also extended to Albert
Nsengiyumva for his contribution on the regional overview of North and
West Africa; and to Dongola Kikuni who ensured that content from
French websites had been analyzed correctly.
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Finally, it is recognised that a website presence indicator for
NRAs cannot capture the access that citizens have to these
websites, nor can it capture the overall effectiveness, efficiency
or transparency of the regulator. What this benchmarking
process does attempt however, is to clarify the type of information and level of interactivity and in so doing assess a country’s progress in its e-governance initiatives.

The communications sector
Unlike the other industry sectors in Africa, the telecom sector
continues to present great opportunities for Africa. The liberalization of the sector, the extension of services by multinational conglomerates and the active competition currently in place
in the sector have all contributed to the telecom revolution.
This growth is largely due to the initiation of liberalization and
privatization of the sector in many African countries. Many
African governments have developed their telecommunication infrastructure by privatizing their former state-owned
enterprises. However, the greatest growth in this sector has
come about due to the licensing of new mobile operators in to
the Africa market. As a result, Africa has been the fastest-growing mobile market in the world during the past five years.
There are now more than 85 million mobile users in Africa (ITU
2007). Mobile telephony has had a positive and significant
impact on economic growth and this impact may be twice as
large in developing countries as in developed countries.
Nonetheless, with regards to access to ICT, Africa is lacking
in investment intensive infrastructure, such as main telephone
lines and fixed broadband. While there were 1,270 million
main (fixed) telephone lines worldwide in 2006, fewer than 2%
of these were located in Africa, whereas Asia had a share of 48%
(ITU 2007). Clearly, Africa still has great potential to improve its
telecom usage and infrastructure deployment.
Due to prohibitively high tariffs and limited computer literacy, the number of broadband subscribers in Africa is rather
small. While the world saw 281 million broadband subscribers
by the end of 2006, one million, less than 0.4%, had subscribed
in Africa. Since broadband access is a major tool for e-government as well as e-commerce, this is a striking indicator for
Africa’s future development. Broadband access has spread rapidly in Asia, where 104 million persons have subscribed for
high-speed Internet access, followed by Europe and the Americas with 89 and 80 million subscribers respectively. Mobile
cellular technology has a higher coverage rate in the region.

Overview of the African Context
Economic overview
In 2006, world population amounted to 6.6 billion inhabitants,
with 923 million in Africa, the second most populated region
after Asia (with 3.9 billion inhabitants). Although the African
continent during the past five years has seen an increase in its
overall gross domestic product (GDP), it remains the world’s
poorest and most under-developed continent, with a GDP of
USD 996 billion compared to the global GDP of USD 48,800
billion, representing little over two percent of the world’s GDP
(UNDP 2006). Within Africa, the distribution of wealth is rather
uneven between countries.
Out of a total of 54 African economies, South Africa alone
accounted for a GDP of USD 240 billion, 25% of Africa’s total
GDP. Africa’s low economic performance can largely be attributed to the effects of tropical diseases, the slave trade, corrupt
governments, failed central planning, the international trade
regime and geopolitics as well as widespread human rights violations, the negative effects of colonialism, despotism, illiteracy,
superstition, tribal savagery and military conflict (ranging from
civil war to guerilla warfare to genocide). Widespread poverty,
illiteracy, malnutrition and inadequate water supply and sanitation, as well as poor health, affect a large majority of the people who reside in the African continent, where 36.2% of the
population is living on less than $1 per day. According to the
United Nations‘ Human Development Report in 2003, the bottom 25 ranked nations (151st to 175th) were all African nations.
Figure 1. Regional overview of main indicators
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Southern African countries have seen a large increase in
growth in the telecom sector. Uganda leads in this sector with
the largest number of operators (five), while Kenya, Tanzania
and South Africa follow closely with three licensed operators
each. The telecom industry in this region is mainly spearheaded by COMESA and EAC.
The West African region is composed of the Economic Community of West African States (ECOWAS)5 and 15 West African
countries (Benin, Burkina Faso, Cape Verde, Côte d’Ivoire,
Gambia, Ghana, Guinea, Guinea Bissau, Liberia, Mali, Niger,
Nigeria, Senegal, Sierra Leone, and Togo). Compared to the
other region blocks, ECOWAS is very proactive in creating initiatives to foster cooperation and integration of telecom and
information technology activities. The ECOWAS Treaty foresees the harmonization of legislation, including in the telecom
sector, similar to the EU model. Its main objective is to form a
unified economic zone in West Africa through economic integration and shared development in various industries, including telecommunications.
The Council of Ministers of ECOWAS has determined that
the following items are priorities for the region:

Cheaper infrastructure and larger regional penetration, cheaper handsets, competitive markets and business models oriented to the needs of the poorer segments of the population (such
as affordable prepaid cards) have resulted in a mobile boom in
Africa during the last decade. Nevertheless, the share of Africa
with 7.2% of the worldwide 2.7 billion mobile subscribers
shows still a lot of potential growth
Africa already experienced a significant yearly growth of
mobile penetration. While Africa had 198 million mobile cellular subscribers in 2006, Asia had 1,137 million, Europe 768 million and the Americas 558 million subscribers respectively. The
African mobile market is still far away from saturation while
the trend in several countries in the world is towards a second
mobile per person. In 2006, Africa had a penetration of mobile
cellular subscribers per 100 inhabitants of 22, 62 for the Americas, 29.3 for Asia, 94.3 for Europe and 72.6 for Oceania. The
internet market is the most competitive one in Africa, with
68.6% of the economies allowing full competition and another
11.8% partial competition. Within Africa, the largest number of
monopolies is found in Sub-Saharan Africa. Figure 1 provides
a summary of the ICT sector in Africa in comparison with other
regions in the world.
The changes in privatization and liberalization that
occurred in Africa mainly between 1994 and 2003 also marked
the creation of independent regulatory authorities in the sector. By mid-2007, ITU records indicated that 83% of African
countries had established regulatory authorities. Although the
number of African authorities is quite impressive, the staff of
a well-functioning regulatory authority needs to be welleducated, trained and networked with colleagues from other
countries (Melody et al. 2003). As the ICT environment is
changing rapidly, keeping the policy and regulatory frameworks in line with the constant evolution of technologies,
applications and services is a challenge for governments and
regulators around the world.
In view of the changes in the telecom sector as discussed
above, this benchmarking provides a window to assess an aspect
of how African regulatory agencies are performing in providing
balanced and useful information to all their stakeholders.

• harmonization of regulatory frameworks and institutions;
• evolution of a regional regulatory framework – the ECOWAS
ICT Task Force has been established to harmonize ICT policies of member countries;
• fostering competition;
• building a robust regional backbone infrastructure capable
of supporting seamless cross-border connectivity;
• reducing costs associated with rights of way through the
installation of optical fibre cable on power lines to carry
electricity supply between countries that have electricity;
• granting operating licences on a priority basis to private
investors that are interested in entering the markets in the
region.

Regional Regulatory/Supervisory Body
In 2002, ECOWAS was responsible for the creation of the West
African Telecommunications Regulatory Association (WATRA),
the main objective of which is to coordinate dialogue regarding telecommunications and regulation in the West African
region. WATRA is an association of regulators and the respective government ministries of West African Territories responsible for telecom matters. WATRA is intended as a vehicle to
foster continued development of information communications technology within the sub-region, and decisions and
directives issued by the Conference of Regulators are binding
on all national regulators. In this respect, WATRA encourages
the establishment of consistent standards throughout the
region to facilitate the deployment of interoperable ICT systems and services.

Regional overview
The African continent comprises several regional blocks under
the umbrella of the African Economic Community (AEC) that
sits within the African Union.
The Southern and Eastern African region consists of: the
Southern African Development Community (SADC) with 15
member states,2 the Common Market for Eastern and Southern Africa (COMESA)3 with 29 member states that also act as a
preferential trading area, and the East African Community
(EAC)4 with five states. The stated goals of these three organizations include free trade areas, customs unions, a single market, a central bank and a common currency. In keeping with
the trend of the telecom growth in Africa, the Eastern and
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telecom regulators in the francophone countries particularly
in Central and West African regions where regulators are struggling with shortage of capacity to address the market demand.
The Northern African region comprises the Arab Regulators
Network of Telecommunications and Information Technologies and represents 15 Arab states both from Africa and Arabia.
The main objectives of the network is to exchange experiences
in telecom regulation, with a view to harmonizing the practices
of regulation in the Arab countries and working out policies
and models of regulations, equitable and transparent procedures so as to encourage development and modernization of
telecom networks and services, as well as information tech-

FRATEL, covering Central Africa and West Africa, is the French
speaking network of telecom regulators, created in October
2003 in Bamako. FRATEL’s aim is to establish and strengthen
cooperation and exchange between its members. The network’s task is to further the exchange of information, to contribute within its means to the training, coordination and
technical cooperation between its members, and to contribute
to the study of any matter related to telecom regulation. The
network is coordinated by the chairperson of a committee
composed of two other regulators. ARCEP (the French regulator) acts as the secretariat. This institution is still in its embryonic stage with very few tangible activities to assist national

Figure 2. Africa
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• Central Africa: Cameroon, Central African Republic, Chad,
Congo, Congo DRC, Equatorial Guinea and Gabon.

nologies in the Arab world. It is evident that the North African
region is shifting from an African based regulatory perspective
to an Arabic based regulatory network through leadership
from United Arabic Emirates and Saudi Arabia.

• Northern Africa: Algeria, Egypt, Libya, Mauritania, Morocco, Tunisia and Western Sahara.
• West Africa: Benin, Burkina Faso, Cape Verde, Gambia,
Ghana, Guinea, Guinea Bissau, Ivory Coast, Liberia, Mali,
Niger, Nigeria, Senegal, Togo, and Sierre Leone.

Methodology
Country selection

Each of the 54 countries within these clusters was then
checked for the telecom regulator information at the International Telecommunication Union (ITU) website, or through
the regional groupings such as ECOWAS, EAC, COMESA, SADC
and AU. As noted by Hargittai (2000), assessing for presence
through search engines can be deceptive and therefore every
effort was made to contact the regional groupings or send
email to contacts residing in those countries to ascertain the
missing gaps.
An initial attempt was made to determine whether an NRA
was independent but it became quickly apparent that it was
difficult to draw the line between the independent and quasiindependent. The second and perhaps more important reason
was that the methodology of this survey is not intended to
evaluate the performance of the NRA per se, but rather the performance of the NRA’s website. It was therefore decided that a
country’s inclusion would be based on the country having an
independent regulatory authority not linked to the operator or
ministry and having a functioning website.
Each website was then checked to see if it was at a stage in
which it was productive to evaluate for a comparative survey.
In a few instances, websites were still under construction and
thus were not included. Also, if a government agency (usually
a ministry) is engaged in carrying out the duties of the national regulator, it was not considered for benchmarking purposes,
and likewise if the regulatory function was combined with the
fixed line telecom operator’s website. Figure 3 indicates the
percentage of countries included in this study.

For the purpose of this survey, Africa was broadly defined as
the group of countries or region as recognized by the United
Nations (UN), whose boundaries were used to recognize a
country as an independent territory or not. The countries
comprising Africa is thus depicted in figure 2.
Given the large number of countries, for evaluation purposes the clustering of countries was thought to be necessary. This
was seen as a means of fairly evaluating each country on the
benchmark criteria and at the same time providing comparisons within each cluster grouping. Although this survey
sought to reveal best practices in each country, ranking per se
was only a byproduct of the exercise. Table 1 illustrates the
considered comparative evaluative criteria and reason for
elimination.
The choice made was to use the regional grouping based on
geographical location. This was found to be the best means of
grouping the NRAs as there was no pre-defined category such
as income levels. The geographical clusters used for the evaluation are listed in table 2 and rely heavily on the UN country
classification.
• Southern Africa: Angola, Botswana, Lesotho, Malawi,
Mozambique, Namibia, South Africa, Swaziland, Zambia
and Zimbabwe.
• Eastern Africa: Burundi, Djibouti, Eritrea, Ethiopia, Kenya,
Rwanda, Somalia, Sudan, Tanzania and Uganda.
• Island countries: Comoros, Madagascar, Mauritius, Seychelles and Reunion

Table 1. Clustering considerations
Method

Reason for elimination or selection

Selected or eliminated

Human Development Index

As clearly evidenced from the Human Development indices of UNDP, the income of a country is not directly
co-related to its living standards and or whether the community will have available ICT technologies.

Eliminated

Based on e-government index of
the UN

This was deemed reasonable as it indicates how each NRA is using its web presence in providing its
services compared to other government organizations. However, for evaluation purposes there is less
reason to compare the NRA to other government agencies and in addition the data was outdated (2001),
nonetheless it does provide an indication of e-government presence.

Eliminated

African ranking 2005 (Mahan)

A total of 22 NRA were surveyed. Given that the criteria used in this study is drawn from this previous
study this survey was seen as a good comparative measure of progress.

Eliminated

Regional economic groupings

The choice of selecting regional groupings was drawn from the African Economic Community (AEC), an
organization of African Union states establishing grounds for mutual economic development among the
majority of African states. These groupings provide substantive evaluative criteria as member countries
are responsible for enforcing agreed frameworks within each grouping and providing a unified means of
cohesion on policy ideas and implementation.

Eliminated
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within the ministry or with the telecom operator. Because of
this small number, it was decided to merge the analysis of
Cameroon and Gabon into the West African region.
Of the ten countries in the Southern African region, Swaziland was the only country that had the NRA under the ministry.
The Lesotho and Zimbabwe NRA websites were not working.
In the West African region, ten countries had websites and
five did not. By far this was the region with the highest number
of countries either having no NRA or having the regulatory
function within the ministry or fixed line operator.
In the Northern African region, only Libya and Western
Sahara had this function under the ministry.

Of a total of 54 countries in Africa, 30 have regulatory institutions with websites that could be classified as independent,
accounting for 55% while 24 did not have websites accounting
for 45% of the countries in Africa.
In the Eastern Africa region only Somalia did not have a regulatory authority whereas Burundi and Djibouti had this function within the ministry and or combined with the operator.
The Eritrean website could not be located.
Of the five Island countries, Comoros and Seychelles had
the regulatory function under the ministry while the Reunion
website could not be located.
Of the seven countries in Central Africa, only two –
Cameroon and Gabon – had NRA websites. The others were

Ranking the NRA websites
Figure 3. Country selection for African NRA website study
Each website was assessed across different categories of information provision. To achieve a consistent ranking, each element was given a score of 1 to 4 based on the degree of
richness. The stages were identified as follows:6

NRA under Ministry/Fixed
line operator - 26%

• Emerging: Only basic and largely static information is available.
• Enhanced: Content and information is updated regularly,
and information is available not only in its original format
(such as acts and legislation) but is also explained and
digested.

NRA Not working - 4%
NRA with
Funcationing
Website - 55%

NRA Under Construction - 4%
NRA with no website - 11%

Figure 4: Country benchmarking - Africa
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• Interactive: Users can download forms, contact officials and
make requests. Available information has further valueadded, such as being hyper-linked to relevant legislation.

• Table 2 provides an example of the indication of the main
subcategories provided within the websites and the sublinks within the individual categories.

• Transactional: Users can submit forms online – for example
to request information, or to submit a request for licence
form.

As illustrated in table 2, the Egyptian NRA not only made
clear choices of ensuring that each subcategory provided adequate information but also in addition ensured that items such
as regulations and forms for each category were linked therein.
The majority of the NRA websites in Africa had items such as
Regulation as a separate category with all regulations of the sector dumped into this category. The Egyptian NRA website thus
serves as a best practise website for other NRAs to emulate.
Nigeria, Mauritius Kenya and South Africa were also benchmarked as providing and enhanced level of information via
their NRA websites. Following closely were Uganda, Algeria,
Senegal and Tanzania. Together, these NRA websites were considered to have had adequate content that allowed the user to
make informed decisions. The content in most of the categories was available via downloads. As for the Egyptian website, these had most of their functional categories clearly
organised for the user. In contrast, they significantly differed
from Egypt in the interactivity of the content such as less
hyper-linked content to relevant legislation and lack of variety
of forms available.
The nine websites scoring a benchmark of between 1.74
and 2.48 (out of 4, that is ranging more towards the rank of
enhanced information provision) exhibited clear efforts in
providing detailed content, relevant topic banners and submenu categories within each banner, simplified explanations
of the function of each content provided, downloadable content in PDF, and so forth. In addition and with exception when
compared to the other NRAs, these provided a good detail of
information of the legal and regulatory framework used, the
ongoing cases and hearings and recent legislation changes.
The NRA websites for the Ivory Coast, Rwanda, Togo, Gambia, Niger, Mauritania and Angola performed poorly. These
websites simply did not provide relevant content other than

The benchmarking was based on qualitative evidence, but
subjectivity was reduced by using the above-defined categories rather than relying on merely perceptions.

Findings
This study evidences significant differences among the NRA
websites in terms of information provision, usability and functionality. The websites that were assessed as being the most
functional, well-designed and with the best range of userfriendly information are at the left side of figure 4.
As shown in figure 4, the NRA of Egypt scored the highest
ranking (score of 2.48) and was assessed to be almost fully at
the interactive level. In addition, this NRA had an overall average score of the highest benchmark across all subcategories
with several of the subcategories benchmarked as interactive
(score of 3) – having most of the items linked, forms in PDF or
online, downloadable and hyperlinked to relevant legislation.
Key best practises of the National Telecommunication Regulatory Authority (NTRA) of Egypt include:
• A clear awareness of who the client/users are and what they
need. This is one of the only websites where one does not
have to search within several banner headings to find the
key service categories.
• The entire website is organised against very clear service
provision categories such as Frequency Spectrum, Type
Approvals, Licensing and Regulation with clear subcategories of functions and activities that a prospective client
would need.

Table 2. Best practice example of links under categories from the NRA of Egypt
Frequency Spectrum

Type Approvals

Licensing

Regulations

Chart

Procedures

Service Procedures

Interconnection Framework

Guidelines for importers

Type Approval List

Telecom Service Forms

Competition Policy

Guidelines for users

Regulations

Wifi Form

Global Peering Exchange

Regulations

For Importer

Applications Form

Inmarsat Service Providers

For Importers

For Manufacturer

VSAT Regulations

Forms

Forms

Licensed Telecom Chart

Client Docs

Type Approval Form

Class C License

Importers Doc

Conformity Form

Standard License

Technical Forms

Importers Requisition Form

Universal Service
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lowed this closely. The performance within this region was different across the five NRA websites. Egypt had the highest
benchmark score in the region (2.48) and as well this benchmark was the highest for Africa. Performing poorly within this
region was Mauritania which had an average benchmark of
0.61 and was also one of the lowest NRA website benchmark
scores in Africa.
The Eastern African region followed that of the Northern
Africa with a regional benchmark of 1.50. The Eastern African
region also performed much better comparatively across all
the categories. The highest NRA website benchmark within
this region was Kenya with 2.26 while the lowest was Rwanda
with 0.53. It should be noted that Rwanda has just recently
(2008) officially joined the Eastern African economic block and
its NRA will be aligning itself within the regional bodies of EAC.
Both the Southern African region and Western & Central
African regions comparatively did lower than the other regions
scoring benchmarks of 1.18 and 1.12 respectively The Southern African region in spite of the strong SADC economic block,
was mainly boosted by the South African NRA website which
had the highest benchmark within the region at 2.02 and also
one of the highest in Africa. Significantly disappointing within
this region were the NRA websites of Malawi, Angola and
Namibia which all had a benchmark below 1. The above results
show that NRA websites across the African continent overall
remain within the emerging category (1.33), implying that
information via NRA websites is very basic and largely static.
The overall benchmark values shown in the regional graphs
are only a snapshot of the overall situation and do not depict

basic introductory pieces and very little digested or descriptive
information and in many instances having no information at
all.
There were nine NRA websites benchmarked with a category of enhanced or close to enhanced accounting for 30% of the
NRA websites evaluated in Africa, with the remaining 70%
benchmarked as static.
When compared to the Mahan (2005) rankings based on
data from 2004, there are few differences with the same NRAs
having performed well. Figure 5 provides a comparison of the
countries that were benchmarked in 2004 and 2008.
The benchmark scores show a marked improvement from
2004. In 2004 Mauritius was benchmarked as one of the NRA
websites that did not provide relevant content other than basic
information, in this assessment it has moved up the benchmark category being rated as one of the best NRA websites.
Egypt’s website also shows a big improvement having been
ranked at 1.42 and moving up to 2.48 in 2008. The Zambian
website which had a Universal Access category and information in 2004 had no information updated or provided as at the
current review of NRA websites. Tanzania remained at the
same benchmark level while the rest marked significant
improvements providing more content and information than
for the previous review of 2004.
When viewed as regions, as depicted in figures 6 to 11, the
island countries of Mauritius and Madagascar scored the highest average benchmark of 1.86. Mauritius raised the regional
score with a benchmark of 2.32, and was rated as one of the
highest in Africa. The Northern African region with 1.54 fol-

Figure 5: Comparison data Mahan (2004) and Kerrets (2008)
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Overall country benchmarks
Figure 6. Eastern African Region

Figure 7. Island Countries
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Figure 10. Northern African region

Figure 11: Regional benchmarks - Africa
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ranged from news on press reports made by the regulator such
as press statements by the Director Generals and press releases
of notices to the operators or change of policy and or legislation.
Of exception were the Egyptian, Tanzanian, South Africa,
Mauritius and Gabon NRA websites where news on the sector was also linked to the press clipping and all news items
were categorised with past years also available for review. The
Mauritius news was archived by year dated as far back as
2003. Sudan and Mauritius and Morocco were the only NRAs
to provide comprehensive news on what was happening
internationally (with the Morocco NRA categorising this
under the Events banner with links to International, National
and Local banners).
Overall, the news category did not refer to happenings in
regard to the operators and their activities. Nor did it convey
information on investment discussions that have been taking
place in the region (the Kenyan NRA was the only to offer a
downloadable guide for investors). A quick read of any of the
regions’ newspapers online reveals a great number of events
taking place in the sector yet in spite of this, most NRAs did not
have up-to-date information.
The location of the news section on the website was similar
across all countries with a few exceptions. Most countries had
a news section on the centre column of the home page or the
left hand side of the website or at the top level with a clear banner marked news (see Kenya, Uganda, South Africa). Many of
the NRAs had also placed the most recent news on the centre
column of the home page (Tanzania, Egypt) and had included
latest consultative documents and press releases on the same

the actual differences in the content and the ability of the websites to inform and communicate to the public, citizens and
other government and non-governmental agencies. Each NRA
differed significantly in the type of content provided. The following sections highlight best practice benchmarks and delve
in more detail into each section and subcategory that was
benchmarked.

Factual information and news
A common denominator for compared NRA websites is the
provision of the main legislative background information, statistical information such as sector indicators and sector news.
Figure 12 provides the ranking assessment for this category
across the 30 countries evaluated Africa.
Overall the best websites in this category were Egypt,
Ghana, Kenya, Uganda, Mauritius and Morocco each having a
benchmark at the enhanced level and bordering on being
interactive. This implies that content was regularly updated,
informative, hyperlinked and could be easily downloaded
(benchmarks scores ranging from 2.6 to 2.8).
However, the actual benchmark within each subsection differed substantially. For the news section, Rwanda, Mauritania,
Burkina Faso and Nigeria had scanty information on sector
news, whereas in the Southern African and Western African
region, Namibia and Gambia had no news respectively. The
News information provided by other countries related to activities being handled by the regulator. The type of news provided

Figure 12. Country benchmarks - Factual Information and News
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Factual Information and News
Figure 13. Eastern African Region

Figure 14. Island Countries
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not surprising to find that all the NRA websites reviewed had
provided this information. In addition, most of the legislative
documents could be downloaded for easy reading in PDF. Two
NRAs stand out as best practise in this subcategory:

section. Others marked items such as Press Releases or What’s
New? or Recent Publications (see Tanzania, Sudan, Ethiopia,
Botswana).
Statistical indicators and sector indicators were poorly provided across all countries. Where provided, data was often
incomplete and focussed mainly on tariffs – some as old as
2006 (Namibia), and/or the list of licensed ISPs and mobile
operators (Botswana). Some NRA websites such as for Rwanda
did not provide any information. Most were rated as 0 or 1. Of
exception were the NRA websites for Uganda, Egypt, Ghana,
Senegal and Morocco for which the statistics provided were
detailed and offered users full information on the current level
of telecom penetration with different indices. This marked
improvement from the previous assessment (see Mahan 2005),
for which Uganda website had no statistics on its website.
The Ethiopian NRA provided a comparative analysis of the sector with statistical information with other countries in subSaharan Africa; this was the only NRA to do so.
Given that this information is readily available, it is surprising that most NRAs have neglected this important area on their
websites. Significantly disappointing was the South African
website where no statistical information was found yet overall
its rankings are significantly higher than other African countries. This also applied to Ivory Coast, Gambia, Gabon,
Botswana, Zambia, Sudan, Mauritius and Mauritania where
no comparative statistical information was provided online.
A common denominator for the compared websites is the
provision of main legislative background information. As this is
a basic category of information that is readily available, it was

• South Africa’s NRA website offered access to legislative documents currently in progress, pending and in force. This
provides the user with sufficient knowledge to know what
policies are expected.
• Egypt’s NRA website has organised the legislative documents in the relevant service categories. Thus under the
banner of Frequency, one would find the legislation relating
to frequency allocation.
Few NRAs, however, provided relevant online information
regarding the legislative framework for investment and for
related fields such as guidelines to personal data protection.
While all countries did avail the regulatory and policy documents, very few took the initiative to also provide a summative
analysis of the policies. It seems therefore that the assumption
is that all readers understand legal documentation.
When viewed as regions, the total average of differences
within the factual information category evens out as depicted
in figures 13 to 18. The island countries having only two countries had the highest average at 2.30, with the two individual
countries’ averaging scores above 2. The Eastern African region
with six countries had an average benchmark of 2.08. Within
this region, the Ugandan, Tanzanian and Kenyan websites
achieved significantly higher scores when compared to web-

Figure 19. Country benchmarks - Consumer and Citizen Information
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and interactive). Of significant concern was a lack of information on quality of service parameters used to evaluate operators, which is a basic role of the regulatory agency, except for
Botswana and Egypt, this aspect was hardly covered by the
other NRAs online. In addition, all the NRAs except for Egypt
did not cover information on possible hazards of equipment.
The section for complaints process varied across the NRAs.
Scoring a benchmark of between enhanced and interactional
(3.5) were Botswana and Tanzania, whereas Egypt rated at 3
and Mauritius at 2.5. Botswana and Mauritius provided a
downloadable complaints management procedure while Tanzania provided a complaints form both in Swahili and English.
These four NRAs were considered best practise in this section.
Fourteen NRAs provided no complaints forms accounting for
more than 40% of the NRAs analysed. Nonetheless, on the
complaints process most countries assumed this to be an
aspect that should either be written directly to the Director
General of the NRA by providing a post box or email address
while others provided an online form for one to fill in with no
particular address as to where this should be directed.
On the issue of public hearings the Kenyan website stood
out having the public hearings banner categorised into current,
past and ongoing, allowing the user to know what has taken
place and is currently being reviewed. The South African NRA
also had a public comments section allowing users to make an
online comment on any of the public hearings. The South
African NRA also had its public notices well laid out, providing
details of the public hearings or amendments about to take
place, links to the various laws concerned, the process in place
and what it would affect. This was exceptional among all the
sites reviewed. Both of these two websites benchmarked a score
of 3.5. The Botswana website also stood out by having a rulings
and judgements section though in all the three cases this section was not directly under the consumer affairs banner.
Statistical information on consumer attention and complaints resolution was not covered by the NRAs except for Mauritius which provided a downloadable PDF document that
analysed the complaints received and resolutions resolved
during the year. The Nigerian NRA also had a best practise
benchmark documenting and archiving complaints received
by year (2007-2005).
Overall, what becomes evident within this section is that
consumers are required to obtain information relevant to their
needs that is scattered across the different banner headings
rather than located in one place. Further, information on number portability, setting of call centres and telephone number
coding which is available in most of the websites reviewed by
Wattegama (2007) for the Asian region is not provided by the
African NRAs. No doubt, the issue of consumer and citizen
information still has a long way to go as depicted through the
African average for this category which benchmarked a score
of 0.84 as shown in figure 19. This may be attributed to the fact
that Internet penetration as shown in Figure 1 is still very low
and therefore perceived as an unlikely means of citizen participation and information retrieval.7

sites in the other regions. This may be attributed to the close
collaboration that these three countries have between their
NRAs. The Northern African region (with five countries) had an
average benchmark of 2.04. The African average of 1.81 in this
category therefore shows a move from providing only emerging information (information that is basic and largely static) to
providing content that is regularly updated and also downloadable.

Consumer and citizen information
The objective of this section is to assess the degree to which
NRA websites cater to the needs of the end consumers and
provide information to citizens. Special emphasis was given to
evaluate the type of consumer rights information available, the
complaint process in place, information about public hearings
and statistical information on consumer attention and complains resolution.
As shown in figure 19, the websites that performed well
were those of Botswana, Egypt, South Africa, Mauritius, Algeria, Kenya and Tanzania. These websites had content that
could be termed as complete, up-to-date and contextualised –
with benchmarks ranging between 2 and 2.20. Most of the
information on consumer affairs was also downloadable.
However when each category is viewed in detail significant differences occur in the type of content provided.
For the category of consumer and citizen information,
Kenya scored the highest benchmark (3.5), falling between
interactive and transactional. A best practise here was the provision of tariff information and numbering plans under the
consumer affairs banner. Almost all other benchmarked countries had this information located in the statistics section or
under the news headings and press release statements. Consumers would therefore have to look through the entire website to find the information likely to be the most relevant to
them. In addition, Kenyan tariff information could be downloaded and was compared over a number of years. Egypt followed closely scoring a benchmark of 3 (interactive).
While Egypt’s website had no dedicated consumer affairs
section, the entire website was consumer centric. Thus consumer information such as numbering and tariffs, was clearly
highlighted with a section on FAQs provided under each banner heading. South Africa, Tanzania and Ghana also scored
highly with content being rated between enhanced and interactive (benchmarks of 2 and 2.5 respectively). NRA websites
providing no information in this subcategory in Eastern and
Southern Africa were Rwanda, Uganda, Namibia, Ethiopia,
Cameroon and Gabon. For West and North Africa, the websites
for Burkina Faso, Ivory Coast, Togo, Nigeria and Gambia had
no information in this category.
Largely disregarded by all NRAs evaluated was the issue of
consumer and citizen rights. Egypt scored the highest with a
benchmark of 3 and Botswana and Tanzania followed in this
category with a benchmark of 2.5 (falling between enhanced
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Consumer and Citizen Information
Figure 20. Eastern African Region

Figure 21. Island Countries
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Overall the regional scores do not show a marked difference
as evidenced in figures 20 to 25. The performance across Africa
was disappointing within this category and overall had the second lowest benchmark with the Universal Access category
scoring the lowest. The island countries of Mauritius and
Madagascar performed comparatively better than the rest of
the regions with an average benchmark of 1.45. Nonetheless
this was also the lowest performing category within this region,
with Madagascar not providing detailed information in this
category.
The Eastern and Southern African region benchmarked
average scores of 0.90 and 0.93 respectively. Performing well
within the Southern African region were the NRA websites of
Botswana and South Africa. Both had content directed toward
the consumer with information about hearings and complaint
processes also available. Performing poorly within this region
was Angola, which provided only scant information on consumer issues. The Northern African region performed slightly
better than the other regions, and followed the Island region in
overall ranking with a benchmark of 1.12. Egypt and Algeria
performed well in the region each with a benchmark of above 2.
The West & Central African region performed poorly scoring
an average score of 0.48. This was the lowest benchmark across
the regions. Nearly all NRA websites in this region, with the
exception of Nigeria and Senegal, scored a benchmark of 0.
Given that this region has active membership through ECOWAS
there is need to review the attention given to consumers within
this region.

Business information
This section deals with the information usually sought by business firms and investors such as market entry details, interconnection information, scarce resource allocation, process
for equipment certification and any publications/consultancy
work done in the area. Figure 26 depicts the individual benchmark scores for this category.
Business information was a strong category across all websites. Even most websites which scored lowest in overall ranking offered licensing forms available for download. Mauritius,
Kenya, Nigeria, Egypt, Tanzania, South Africa, Uganda and
Ghana scored the highest benchmarks, as shown in Figure 26,
having content that was rated between enhanced and interactive. The NRAs of Angola, Sudan, Gambia, Rwanda and Niger
scored poorly, with almost no information provided within this
category.
As for the other categories reviewed, actual content within
this category differed. For equipment certification, the websites
for Kenya, Tanzania, Ethiopia, Mauritius, Zambia and
Botswana had the highest scores rating between interactive
and transactional at 3.5. These websites cover detailed aspects
of equipment certification and provide good best practises for
other NRAs. For example, the Kenyan NRA had this content
located on the standards and type approval banner. The content included list of equipment approved and rejected in
Kenya, approval fees and forms. The Tanzanian NRA in addition had a checklist of equipment certification form. Those not
scoring highly in this section include Malawi, Mozambique,

Figure 26. Country benchmarks - Business Information
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Business Information
Figure 27. Eastern African Region

Figure 28. Island Countries
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Figure 29. Southern African region
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Figure 31. Northern African region

Figure 32. Regional benchmarks
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relatively better content than the other eight countries in this
region.
The business category shows need for improvement given
that the majority of information to be provided is readily available and simply needs to be placed on the website with some
analysis for the user.

Namibia, Angola, Rwanda, Cameroon, Gabon and South Africa
from the Southern African and Eastern African regions;
Tunisia, Egypt, Morocco and Mauritania from the North
African region; and Ivory Coast, Senegal, Togo, Nigeria and
Gambia from the West African region. All these NRAs did not
have any information available on this topic.
Information on scarce resources such spectrum allocation
was available and well-explained on the websites for Egypt,
Niger, Ghana, South Africa, Kenya, and Uganda which stood
out with details on procedures for monitoring and policy information on spectrum.
On market entry information, Egypt scored a benchmark of
4, rating at enhanced. This was the only category to receive a
rating of enhanced within Africa. Tanzania, Mauritius, Kenya,
Namibia, South Africa and Botswana followed closely scoring a
benchmark of between interactive and transactional (rating at
3.5). These NRAs had market entry details such as licensing
procedures that were accompanied by forms. Most of the NRAs
did not provide a reading on the telecom market and what one
needs to do. Namibia had an interesting link to the Tourist
board of Namibia while Mauritius provided information on the
meaning of licenses and what they were for. For interconnection, nearly all the NRA websites provided no information
except for Algeria, Tunisia, Egypt, Nigeria, Uganda and South
Africa, the later having exceptionally detailed information on
interconnection agreements made between different service
providers.
Lacking on most of the websites were consultative papers
with the exception of Mauritius and Algeria which both had a
large number of consultancy publications and Tanzania which
had one paper on ‘Telephone Tariffs Trend Analysis’ (20002006).
The regional average benchmark in this category shows a
slight improvement from the consumer and citizen information category. The African average of 1.27 is thus a marked
improvement from the consumer and citizen African average
of 0.84. As depicted via the regional benchmark (figures 27 to
32), the island NRAs of Mauritius and Madagascar both had
the highest average benchmark scores within this category at 2
with the NRA of Mauritius scoring the highest benchmark in
this category across Africa.
This was followed by the NRA websites for Algeria, Tunisia
and Egypt pushing the average scores for the Northern African
region to 1.46. The Eastern African region comparatively had
more countries providing content with the exception of NRA of
Rwanda, which had no online information in this category and
therefore lowered the regional average. The Southern African
region and the West & Central African regions both had low
benchmarks of 1.09. Within the Southern African region, only
the NRA websites of South Africa and Botswana had detailed
information in this category compared to the other four countries in this region with Angola having the lowest benchmark in
this region. The NRA websites in West & Central Africa also had
a low input in this category with Nigeria and Ghana having the

General information
This section, general information, looks for more general features such as mission statement, local language translation,
links to other national and international sites, contact details
of key officials, ease of navigation and organization chart.
As illustrated in figure 33 and in the regional comparisons
in figures 34 to 39, the benchmark scores within this category
differ significantly when compared to the performance in the
other categories. NRA websites that been ranked poorly across
the other categories having generally fared better for the general information category. Most of the websites were generous
in providing information about the regulator and the regulatory agency such as organizational charts and mission statements, as well as links to local and international sites.
Almost all websites had content on the mission statement of
the NRA. In addition, many included a historical account of the
founding of the NRA and its main objectives within the telecom sector.
While there was effort made to provide information on the
organization of the NRA, the depiction of an organogram within the NRAs was only done by slightly more than half of the
thirty NRAs analysed. Malawi, Namibia, Cameroon, Gabon
and Rwanda in East & Southern Africa had no organogram
provided while in Western and Northern Africa, Tunisia, Mauritania, Ivory Coast, Togo, Niger and Gambia had no
organogram provided.
The use of links to other institutions both locally and internationally was adequately detailed by most websites. The
Ethiopian, Sudan and Angola websites provided long lists of
links to most of the international telecom institutions. This was
in contrast to the minimalist content these NRAs provided in
other benchmarked categories. In addition, the NRAs of Egypt,
Morocco, Nigeria and Burkina Faso had categorised the links
section to local, international and national.
The category of contacts differed across the NRAs benchmarked. While most provided contact details of the regulator,
not many made effort to provide contact details of key officials
within the regulatory institution. Tanzania, Rwanda and Sudan
were the exception in Eastern Africa while in the Southern
African and Western African region, the Zambian, South Africa
and Nigeria NRAs stood out. These NRAs had detailed contacts
and email addresses of each head of the department within the
NRA.
While effort was made to check what the national language
of the country was before checking on the aspect of local language, this was difficult to ascertain. Some countries had what
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NRAs that could do with some improvement include
Sudan, which was crowded with information on its centre and
left hand columns making it confusing initially to get around.
The Tanzania website also had a lot of information crowded
onto the main pages rather than using the menu bars available
in the left hand columns. The NRAs of Mauritania, Ivory Coast,
Niger, Gabon, Rwanda and Cameroon while neat had minimal
information with few banner headings that made it difficult to
find relevant information.
Overall, as reviewed above, the regional averages of the general category were more or less even with the African average
of 1.81. The highest benchmark came from the Eastern African
region (2.07). This is not surprising given that each the six
countries in this region provided detailed content and scored
relatively high benchmarking between 1.7 and 2.45. The lowest
benchmark came from West & Central Africa (1.59) for which
Ivory Coast and Niger NRA scored relatively lower scores compared to the other eight countries in this region.
Given that the general information category contains information that can be easily obtained, these section should have
benchmarked higher scores than it did across all the NRAs.

they called national languages and then a list of local languages. For this reason, it was decided that national languages
would be utilised as the criteria. Thus if a country had more
than one national language cited in the UN country analysis
then this would be the criteria used on the website in determining if one or more languages were utilised.
In Eastern Africa, only Tanzania included Swahili (a language also cited as the national language in Kenya) text in one
of the categories – consumer complaints. It should be noted
that 99% of Tanzanians speak Swahili a language that is also
used as a business language in the country. All the other sections were in English. In Rwanda, both French and English
were given as options on the website (languages spoken by 7%
of the population) however, Kinyaruanda a language noted as
the national language and spoken by 100% of the population
was not provided, despite the fact that all government paper
work is done in these three languages. The Sudanese NRA
stood out having English, French and Arabic as language
options with all three cited as national languages. In the Southern Africa, Angolan and Mozambican websites were only in
Portuguese.
The overall ease and use of navigation across all the websites varied. Four websites stood out however out of the 30
NRAs evaluated, namely Egypt, South Africa and Mauritius
and Nigeria – providing ease of drop-down menus at the top of
the page and links with well-categorised sections within each
topic. Morocco, Algeria, Senegal, Uganda, Kenya and Tanzania
also had well designed websites, with clear banner headings
that facilitated locating information.

Figure 33. Country benchmarks - General Information
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General Information
Figure 34. Eastern African Region

Figure 35. Island Countries
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Figure 36. Southern African region
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Figure 37. West & Central African region
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Figure 38. Northern African region
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regional average benchmark of 1.75 making it the highest
when compared to the other regions.
The low benchmark scores in this category may be
explained by the relative newness of UA as a new policy that
has been adapted by most NRA’s across Africa. It is hoped
therefore that as NRAs in Africa begin to adopt universal access
policies that they will be keen to follow the footsteps of NRAs
like Egpyt, Uganda and Kenya which have provided online
details of the proposed policy and projects envisioned.

Universal Access (UA)
This final section, universal access, addresses policy information, reports and plans on universal access. As shown in figures
40 to 46, most NRAs benchmarked relatively low marks compared to the other categories thus lowering the regional average score in this category to stand at 0.80.
In Eastern and Southern Africa, Kenya, Uganda Mauritius
and Mozambique stood out having a dedicated banner headings for this section, highlighting relevant policy and activities
being undertaken. The Uganda NRA provided a diagrammatic
representation of the process. The Tanzania NRA made mention of its UA policy but provided no details. The regional average for this region was 1 and is not surprising given that the
NRAs of Rwanda, Tanzania and Sudan provided no information.
In North Africa, the websites of Algeria and Egypt stood out
having a dedicated banner for UA. The regional average score
for North Africa was 1 and was also lowed by Tunisia, Morocco
and Mauritania none of which provided online content in this
category.
In West & Central Africa, the NRAs of Nigerian and Senegal
had information provided on the Universal Access while not
specifically within a dedicated UA banner. The rest of the NRAs
had no mention of UA within their website bringing down the
regional average benchmark to 0.5.
The island countries of Mauritius and Mauritania both had
UA policies provided online and thus not surprisingly had a

Conclusions and recommendations
On the basis of the findings of this survey, an immediate observation is the number of websites that have come under review.
Out of the 54 countries Africa, only 55% (30) were reviewed as
having independent regulatory bodies with a website. This is
comparative to Asia (see Wattegama 2007) where three out of
ten NRAs or 29% of NRAs did not have a website as at 2005.
While it may be unfair to attribute the lack of this information
to lack of understanding of role of regulator, and that this may
be due to lack of other issues such as resources and lack of regulatory body institutions that are in place, it nevertheless indicates a need for improvement and raises concerns regarding
e-governance.
Another noteworthy observation is the issue of language
presentation of the NRA. While almost all websites have presented their information in either French, English or Arabic, its
is surprising that none has made effort to present the informa-

Figure 40. Country benchmarks - Universal Access
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Universal Access Information
Figure 41. Eastern African Region

Figure 42. Island Countries
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Figure 43. Southern African region
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Figure 44. West & Central African region
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Figure 45. Northern African region
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aspects are strongly encouraged as content that should be readily available for consumers to make well-informed decisions.
Revealing and in need of improvement was the level of the
NRA to participate as a vehicle for participating in regulatory
processes. Nearly all the websites could be overall ranked as
between the emerging and enhanced levels – i.e. as having
largely static information that is updated regularly but not
explained and digested. Where information was downloadable
this was mostly limited to policy and legal documents. None of
the African NRA websites could overall be considered as at the
interactive and transactional levels – i.e. with information having further value-added such as being hyperlinked to relevant
legislation, facilitating real-time online submission of forms
and emails, and so forth.
NRAs should be aware that a valuable amount of traffic will
be from researchers, journalists and international investors
who further broker information to the general public. Thus a
newsroom feature or consumer information banner that has
further links to information within the website is very important for facilitating information dissemination via these users.
As noted in the introductory section of this chapter, the
most important message this survey could communicate
would be that all African NRA sites could be improved with little effort. While in the past blame has been placed on the lack
of human and financial resources this argument is no longer
warranted. Given that the websites already exist, specific
improvements needed relate mainly to the uploading of relevant information and as well making it more functional.
Nonetheless, a number of assumptions need to be
addressed by regulators in order to fulfil basic conditions for
web presence success – that is, a websites’ ability to be interactive and dynamic. This includes but is not limited to:

tion in local languages given that majority of the African populace speak at least more than one local language and have a
common local language understood by many. This is therefore
an issue for reconciliation given that the issue of literacy while
classified in the international languages has a different bearing
when taken in the context of local languages.
In addition, given the three main international languages
dominate Africa (English, French and Arabic) effort should be
made to ensure that the options for viewing the NRA websites
in other languages is available. Of exception are the North
African NRA websites who all provided options for English or
French as an alternative to Arabic. It is recommended that
African NRAs make effort to provide these two languages
options in their websites.
The type of information provided across the African sites
also raises issues of concern. While there is a remarkable
improvement from the last review done by Mahan (2005),
information still remains largely factual with very little effort
made to explain and allow the reader to digest the information
provided. Where information was available for downloading,
this was mostly for legal and policy documentation. Nonetheless even this was explained separately. Disappointing across
all the sites was a lack of effort made to analyse the statistical
information that was laid out on the websites. Most of the
information was laid out without any effort for comparative
analysis across all the years. This type of information would be
very informative to many stakeholders and in addition provides information for researchers and journalists internationally on the development growth of a country.
In addition, except for information regarding licensing procedures, many websites lacked the information usually sought
by businesses and investors. For example, none of the websites
had a list of equipment that was prohibited in the country nor
did they have an analysis of the telecom environment in their
respective countries.
Presenting information that was useful to consumers is
another category that was also neglected by the majority of the
African NRA’s. For example information about consumer complaints was scantily available with a few lines rather than an
explanation of what one needs to do in different scenarios.
The Kenyan NRA website offers a section on consumer complaints procedures and information on current and ongoing
complaints. Most of the NRA’s therefore neglected information
on the type of complaints a consumer can make, whom to
contact in the different scenarios and toll-free numbers for
making complaints (not one NRA had a free toll number available). Given the prevalence of mobile phones now in Africa, it
would be expected that the regulators in conjunction with the
operators provide a toll-free number for handling complaints
procedures.
In addition, content on quality of service (QoS) parameters
and health and environment issues were covered by fewer than
three of the 30 NRAs reviewed. Given that websites are meant to
be a window into what is happening both within the internal
regulatory environment and external environment, these two

• common understanding of the role and opportunities to
apply ICT in general and web presence in particular in
communicating to the various stakeholders in the sector;
• existence of human resources within the agency to support
content development and technical know-how to ensure
that the website is accessible, user-friendly, up-to-date and
most importantly that the relevant content is continuously
provided;
• basic conditions of ICT access and usage within the country in particular to connectivity to the Internet. Content relevancy and actual effectiveness of the website will not be
achieved readily without this factor being addressed.
Perhaps, the most important lesson that African NRAs can
learn is that there is no need to reinvent the wheel. Other NRA
websites exist that are open to the public for any NRA to copy
and learn from in improving the effectiveness of their own
websites. We hope that this study has contributed to this
process by pointing to some of the best practices in the region.
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Future studies

Notes

This study sought to focus on the available information
uploaded as content in NRA websites. It sought to focus on the
relevance of the information in providing informed decision
making for the would-be user. However, this study did not
delve into the actual process of choice of content and whether
in actual fact these websites are frequently visited and for what
type of information. Such a study, in the form of a qualitative
and quantitative questionnaire to NRAs, would enhance this
study by providing useful feedback on what users expect NRAs
to provide.
In the same vein, it would be useful to initiate a study that
focused on the de facto interactivity of the websites. What is
the response time for queries made online? What type of
online queries can one make? An email sent to a number of
NRAs during this study to clarify location of information
received no feedback revealing a need to ensure that features
made available via the NRA websites are in use.
In conclusion, websites are increasingly a key element in
evaluations of NRA performance. For the future, website content and interactivity will be a progressively important factor in
assessing regulatory effectiveness. NRAs therefore need to
ensure that websites are up-to-date and relevant. One way to
do this is to keep seeking feedback from their clients (journalists, researchers, businessmen, government and non-government institutions) and as well share their experiences with
other NRAs both in the region and internationally.

1

Most lending institutions such as the World Bank and International
Monetary Fund (IMF) now use e-governance as a measure in determining
financing and development improvement within a country.

2

http://www.sadc.int/

3

http://www.comesa.int/

4

http://www.eac.int/

5

http://www.ecowas.int

6

See Chapter 2 for a full description of the NRA benchmarking methodology.

7

However, this presumes that only individuals are obtaining and using
such information. In reality, NGOs, the media and other community intermediaries may use the NRA website to obtain information to be more
widely diffused.
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Benchmarking Asia Pacific
National Telecom Regulatory
Authority Websites
Lara Alawattegama and Chanuka Wattegama
Introduction
A national telecommunication regulatory authority, like any
other government organisation, uses its website not only to
deliver citizen services but also to improve transparency and
effectiveness in its regulatory functions. This study benchmarks the way in which national regulatory authorities (NRAs)
use their websites to improve their overarching objectives pertaining to regulatory affairs. The survey intends to evaluate
how well Asian NRAs achieve this objective with regard to telecom operators, investors, consumers, researchers and the general public. The results of the survey provide a useful tool for
regulators to improve their websites.

collection of preliminary regional surveys examining the
extent to which NRAs were using websites to inform and
communicate with stakeholders – including citizens, businesses and other governmental and non-governmental
organizations.
• A study by LIRNEasia (Wattegama 2007) created a methodology to benchmark the NRA websites in the Asia-Pacific
region, evaluating their usefulness in providing e-government services to telecom operators, investors, consumers,
researchers and even the general public. Each website is
awarded marks for quality of the e-government portal that
it provides to its stakeholders. The study evaluated 27 NRA
websites of out a total of 62 economies.

Previous initiatives similar to this study
The methodology and structure for this website survey have
been largely guided by previous studies, the key of which are
summarised below:

As an improvement to the LIRNEasia methodology, this
study focused more on the regulatory functions of an NRA
without focussing on the e-government angle. NRAs need to
place greater importance on their regulatory functions. Therefore, the study took a more regulatory focus with an emphasis
on transparency and accountability while also assessing and
ranking the provision of relevant information to stakeholders,
including consumers.

• A study jointly undertaken by the United Nations (UN) and
the American Society for Public Administration (Ronaghan
2001), in which the goal of the study was to objectively present facts and conclusions defining a country’s e-government environment and demonstrate its capacity to sustain
online development. This was accomplished by a comparative analysis of fundamental ICT indicators and critical
human capital measures for each UN Member State. An
important outcome of this study was a final measure, the
E-Government Index, a useful tool for policy-planners.

Selection of economies and websites
The selection of economies to include in the survey was based
on a minimal criterion to ensure the maximum number of NRA
websites within the Asia-Pacific region could be included. It
does not discriminate based on geography within the region, or
on levels of economic or human development achievements.
The criteria are as follows:

• LIRNE.NET (Mahan 2005) conducted a study focussing on
the African region. This survey which is more relevant to
this website survey, benchmarks the websites of independent NRAs of 22 African states. This study has grown out of a
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Four clusters were identified and the countries were
grouped into these quartiles. Except for the first quartile (with
seven) each of the others has eight economies.

1. All economies must belong to the Asia and Pacific regions
as follows:
Asia – the group of economies that are in the region bordered
by Russia, Turkey and Egypt and the Indian and Pacific
oceans (Wattegama 2007). This includes the island nations
within the Indian Ocean; and
Pacific – the island nations situated in the Pacific Ocean.
2. All the International Telecommunication Union (ITU)
member states within this region were selected as within
the scope. This is because not all economies are recognised
as sovereign nations with independent NRAs.

Table 2. Access paths per 100 inhabitants of selected economies
Country

3. Effort was made to determine which authority was conducting telecom regulatory functions. In some economies
the regulatory body was the Ministry of Telecommunications and Posts. When this was the case, then the website for
this authority was assessed.
4. The authority selected within each country needed to have
a functional website. The study excluded economies with
websites under construction such as Afghanistan.
5. The website needed to have an English version.1
A total of 31 economies out of 62 have been selected based
on this criteria. The number of economies that were rejected
for the various reasons are shown in table 1. Further details are
shown in Annex 1.

Clustering

Table 1. Country exclusion based on different criteria

Number of access paths (mobile
and fixed) per 100 inhabitants

1

Myanmar

1.2

2

Papua New Guinea

2.5

3

Nepal

6.4

4

Uzbekistan

9.4

5

Cambodia

18.1

6

Bhutan

20.6

7

Bangladesh

22.4

8

India

23.3

9

Lebanon

49.5

10

Georgia

50.9

11

Pakistan

51.1

12

Philippines

55.1

13

Sri Lanka

55.6

14

Vietnam

59.8

15

Azerbaijan

65.6

16

Jordan

90.4

Number of economies excluded for
not meeting the criteria

17

Thailand

91.4

22

18

Brunei

99.9

English language version not available

6

19

Malaysia

104.2

Website under construction

3

20

Maldives

114.9

31

21

Saudi Arabia

130.9

22

New Zealand

142.4

Clustering economies is a useful method for the purpose of
comparative assessment.

23

Bahrain

149.2

24

Australia

149.5

LIRNEasia’s previous study (Wattegama 2007) clustered
economies based on their e-readiness levels. With the change
of focus for this current survey, however, e-readiness was no
longer an appropriate measure. Therefore clustering was
based on the total number of access paths (mobile and fixed
telephone connections per 100 inhabitants), as this is a good
indicator of telecom sector development in a given country.

25

Israel

166.6

26

Singapore

168.9

27

Taiwan

168.6

28

Qatar

178.6

29

Hong Kong

200.2

30

Macau

202.1

31

United Arab Emirates

205.0

Criteria
NRA does not have a website

Total excluded

Source: ITU (2007).
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annual reports and sector news amongst others. This section carries 40% of the overall score.

Methodology
Four aspects of the NRA sites were assessed.

2. Business information
Deals with information and areas that are useful to operators, investors and prospective new entrants. It addresses
issues pertaining to market entry, interconnection and
scarce resources. Importance is given to the provision of
online forms and enquiries being followed-up on. This section carries 24% of the overall score.

1. Factual information and News
Focuses on information flows that are largely one-way.
There are little or no interactive aspects to this component.
This area attempts to evaluate the transparency of the NRA
through ranking work plans and budgets. In addition to
these elements, the section comprises legislation, statistics,

3. General
Deals with areas that are of general importance to all stakeholders such as white papers, organisational charts, contact
details and local language availability. The general section is
important because it covers elements that are related to all
the sections and therefore need to be easily accessed. This
section carries 24% of the overall score.

Table 3
Cluster number

Economies

Cluster 1

Cambodia, Bangladesh, Bhutan, Myanmar, Nepal, Papua
New Guinea, Uzbekistan

Cluster 2

Azerbaijan, Georgia, India, Lebanon, Pakistan, Philippines,
Sri Lanka, Vietnam

Cluster 3

Bahrain, Brunei Darussalam, Jordan, Malaysia, Maldives,
Thailand, Saudi Arabia, New Zealand

Cluster 4

Australia, Hong Kong, Israel, Macau, Qatar, Singapore,
Taiwan, United Arab Emirates

4. Consumer related information
Deals with factors that are useful to consumers and
includes consumer rights information and complaints
processes. This category has a strong emphasis on interactive functions. This section carries 12% of the overall score.

Note: Cluster 4 economies have the highest number of access path figures,
whereas Cluster 1 has the lowest.

Within each of these four main categories are sub-categories.
As table 4 illustrates, each of the sub-categories are allocated a
percentage of the total score.

Table 4. Weighting of categories and sub-categories
Category

Category
weight

1 Factual
information

40%

2 Business
information

3 General
information

4 Consumerrelated
information

24%

24%

12%

Sub Category

Subcategory
weight

Regulatory acts, laws and legislation

8%

Statistical information and sector indicators

8%

Mission / Vision statement and work plan

6%

Annual reports / Budgets

6%

Regulatory manuals

6%

Organizational chart

2%

USO policy information, reports and plans

2%

Sector News

2%

Market entry details

8%

Interconnection information

8%

Scarce Resources

8%

Public consultations / White papers

10%

RFPs

5%

Local language

3%

Contact details

2%

Updated information

2%

Links to local / international sites

2%

Consumer and citizen rights information

3%

Information about public hearings

3%

Equipment certification

3%

Complaints process

3%
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Hongkong

Regulatory Acts, Laws and Legislation 8%
Mission/ Vision statement and work plan 6%
Manuals 6%
USO policy information, reports and plans 2%

64
Cambodia

Vietnam

Myanmar

Uzbekistan

Papua New Guinea

Macau

Lebanon

Israel

Qatar

Maldives

Bhutan

Georgia

Azerbaijan

Brunei Darussalam

Taiwan

Bangladesh

Philippines

Nepal

Thailand

Saudi Arabia

New Zealand

Sri Lanka

United Arab Emirates

Bahrain

India

Malaysia

Pakistan

Australia

Jordon

Singapore

Hongkong
Singapore
Jordan
Australia
Pakistan
Malaysia
India
Bahrain
United Arab Emirates
Sri Lanka
New Zealand
Saudi Arabia
Thailand
Nepal
Philippines
Bangladesh
Taiwan
Brunei Darussalam
Azerbaijan
Georgia
Bhutan
Maldives
Qatar
Israel
Lebanon
Macau
Papua New Guinea
Uzbekistan
Myanmar
Vietnam
Cambodia
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2. Results

Figure 1. Overall Scores
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Figure 2. Scores for Factual Information and News (40%)
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Statistical information and sector indicators 8%
Annual reports/ Budgets 6%
Organizational chart 2%
Sector News 2%
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Public consultations/ White papers 10%
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Local language 3%

Updated info 2%

Contact details 2%

Links to local/ intl sites 2%
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Figure 3. Scores for Business Information (24%)
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Figure 5. Scores for Consumer-related information (12%)
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The economies are ranked in descending order according to the total score that the respective NRA websites received.
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Figure 6. Cluster performances
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Figure 8. Cluster 2 performance
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Figure 9. Cluster 3 performance
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Figure 10. Cluster 4 performance
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the economies received full scores for the interconnection section with 52% obtaining at least half the score. 45% of the
economies reviewed obtained full marks for scarce resources
whilst 65% obtained at least half of the marks allocated for the
section. An admirable fact is that 80% of the economies provided contact information and the same number provided
updated information on the website. It can be agued that
updated information should be given importance within every
section but this would make allocating scores a more tedious
task. The clusters obtained 9, 12.5, 17.5 and 14 respectively. It is
useful to note that cluster 3 has obtained a higher score than
cluster 4, which is against the expected pattern. This could be
due to the fact the economies in cluster 3 have economies that
are growing and hence place more importance on information
provision to these stakeholders.
The general category is important as it includes sections
that are of general significance across all activities of the NRA.
Within this category, 49% of the economies scored full marks
for the provision of public consultation and white papers. 55%
of the economies reviewed obtained at least half of the total
marks allocated for the section. The clusters obtained the following scores: 4.5, 13.4, 16 and 11 out of a total of 24%. It is
interesting to note that 58% of the economies had a local language version of their site as well. This adds value to the argument for local languages. Cluster 3 has obtained the highest
score for this category. It is unusual for cluster 4 to obtain the
second lowest score for this category but this is perhaps caused
by the emphasis that the websites place on consumer affairs.
Consumer-related information carries a total of 12%. This
category comprises four sections that were allocated 3% each.
Under consumer and citizen rights information 39% of the
economies obtained full scores. 41% of the economies have
comprehensive information on the complaint process. However, countries scored low marks on the sections for equipment certification and information on public hearings, with
only 35% and 16% obtaining full marks for the sections respectively. Most of the websites did not have any information for
these two sections. However, it must be noted that equipment
certification may not be in the domain of all NRAs such as
India. As noted above, in the rare instances that this situation
arose, if the website provided a link to the relevant authority for
this function, full marks were accorded. The clusters obtained
the following marks: 2.4, 4, 4.8 and 6.8. Here it can be noted
that the margin between clusters 3 and 4 are greater than for
the others. This is because the economies that belong to this
cluster all have mature markets that place more emphasis on
consumer affairs.
As figure 6 shows cluster 3 obtained an overall score higher
than that of cluster 4. Cluster 3 scored the highest score under
business information and general.
Within each cluster, economies performed differently in the
four categories, with some scoring more points for one and
less for another. In cluster 1, Nepal proves to be the best performer with an overall score of 56/100. However, all six other

3. Limitations
This website survey attempts to capture as many aspects of the
NRA websites as possible, however, there are still some limitations to the methodology. The following briefly describes these
limitations and also explains how they were addressed.
The weighting of the sub-categories has been point of a
common criticism. Given that there are no concrete rules governing how weights should be applied to the different features,
there is a degree of ambiguity about the way they are allocated.
Another difficulty concerns the differences in the roles
played by the NRAs. They do not all perform exactly the same
functions. For example, a challenge faced by the researchers
was to assess areas which were perhaps not within the purview
of a particular NRA. Thus, it was decided to verify whether the
NRA website presented a link to the agency responsible for that
specific function and award full marks if so. Therefore some
NRA sites could score good marks even if the regulator did not
perform certain key functions.
The inability to review non-English websites was another
limitation of this study. Many economies in Asia Pacific do not
use English for their day-to-day activities. Depending on the
needs, a regulator may choose not to have an English version
of the website. Six economies namely Yemen, South Korea,
Mongolia, Indonesia, Kuwait and China were eliminated from
the study for this reason. This study assessed only 31 (50%) of
a total of 62 economies. For this reason it can be argued it is not
representative of the region. However one-third of the
economies in the region do not have NRA sites (some of these
are micro states) so the exclusion due to language is not as
large as it may seem.

4. Conclusion
Overall the websites performed relatively well in the factual
information and news section with some exceptions. Of the 31
sites that were reviewed 58% obtained total marks and 93%
scored at least half the marks allocated for the section regulatory acts, laws and legislature. In the statistical information
and sector indicators section, 55% scored total marks whilst
68% obtained at least half of the possible maximum score.
Overall, 55% of the economies obtained at least half of the
marks allocated for that category. Of the total 31 economies
included in the study, 80% had sector news made available via
their websites. With regard to the clusters, the four clusters
obtained the following average scores of 10.7, 17.6, 22.5 and 25
respectively out of a total of 40.
The section that focused on present and future operators
and investors was called business information and carried 24
% of the total score. Most of the websites appear to have a satisfactory amount of data on market entry, interconnection and
scarce resources. 42% obtained full scores for market entry
information with 74% obtaining at least half the score. 26% of
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economies within this cluster score less than 50% this reduces
the overall cluster average to 26.8 percent. Overall, the cluster
seems to score the least for the consumer-related information
category and perform best in the business information section. This could be explained by the relative early stage of
development the sectors in these economies are in. The NRA
will place more focus on factors such as licensing, frequency
allocation and interconnection details, whilst the NRA’s with
more mature sectors place greater focus on consumer affairs
as the other areas have already been developed.
Cluster 2 performs overall better than cluster 1 which does
not prove to be surprising. The economies in cluster 2 have
more sophisticated regulation regimes than cluster 1 and
hence will perform better in the survey. The cluster average
was 47.6. The top three performers were Pakistan, India and Sri
Lanka scoring 78, 75 and 67 respectively. Cluster 2 scores the
lowest for the consumer related information category like in
cluster 1. However, it scores the highest marks in the general
category.
The average score for cluster 3 which is 61/100 is the highest of all four clusters. This is unusual as one would assume
cluster 4 to have the best results. It could be argued that cluster 3 economies are those that have the highest growth rates
and this is shown through the survey results. The top three performers are Jordan, Malaysia and Bahrain which scores of 85,
75 and 72 respectively. The cluster scores the lowest points for
consumer related information and highest points for the business information category.
The fourth cluster consists of the economies with the highest number of access lines per 100 inhabitants. The cluster
average was 57.5 percent. The top three performers were Hong
Kong, Singapore and Australia with scores of 94, 89 and 80.
Cluster 4 performed best in the factual information and news
category and scored the lowest in the general category.
To reduce the subjective element, this study did not place
any importance on the usability and aesthetics of the websites.
But it needs to be noted that websites such as those belonging
to regulatory agencies of Singapore, Hong Kong, Pakistan and
Australia were user-friendly. The sections were clearly labelled
and did not require much searching to obtain the required
information whilst other sites required the constant use of the
search function (where available) to obtain information.
The researchers noted many of the websites have made significant progress since the last survey that was carried out in
2005, although a more substantive comparison is not possible
due to the changes in the methodology. The number of NRAs
having a website also has increased. It has been noted that
many sites obtained low scores for not having basic information, they can provide with least effort. The top few websites
can be recommended as benchmarks, and should be used as
guides for others who are looking to improve their websites.

Notes
1

This research does not suggest that every NRA should have a website in
English. If not for the practical difficulty we faced to evaluate sites with
non-English versions, the number of websites surveyed would have been
higher. In the future we will attempt also to evaluate the non-English sites
with the assistance of local research partners.
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Annex 1. List of economies that came within the scope of study
Country

National Telecommunication Regulatory Authority

Regulator site

English version Considered
If not
available?
for survey?
reason
(Y / N)
(Y / N)

1

Afghanistan

Afghanistan Telecom Regulatory Board (ATRA)

http://www.atra.gov.af/index.htm

Y

N

UC

2

Armenia

Ministry of Transport and Communication

http://www.mtc.am/

Y

N

UC

Y

Y

-

3

Australia

Australian Communication and Media Authority

http://www.acma.gov.au/WEB/HOMEPAGE/
pc=HOME

4

Azerbaijan

The Ministry of Communications and Information
Technologies

http://www.mincom.gov.az/en/main.html

Y

Y

-

5

Bahrain

Telecom Regulatory Authority

http://www.tra.org.bh/en/home.asp?dfltlng=1

Y

Y

-

6

Bangladesh

Bangladesh Telecom Regulatory Commission (BTRC)

http://www.btrc.gov.bd/

Y

Y

-

7

Bhutan

Bhutan Infocomm and Media Authority

http://www.bicma.gov.bt/index.html

Y

Y

-

8

Brunei Darussalam

Authority for Info-communication Technology Industry

http://www.aiti.gov.bn/index.htm

Y

Y

-

9

Cambodia

Ministry of Posts and Telecommunications

http://www.mptc.gov.kh/

Y

Y

-

10 China

Ministry of Information Industry

http://www.mii.gov.cn/

N

N

EVNA

11 Cook Islands

-

-

-

N

NA

12 Fiji

Telecommunication Unit

-

-

N

NWS

13 Georgia

National Communication Commission

http://www.gncc.ge/index.php?lang_id=ENG
&sec_id=10050

Y

Y

-

14 Hong Kong

Office of the Telecommunications Authority

http://www.ofta.gov.hk/en/index.html

Y

Y

-

15 India

Telecom Regulatory Authority of India (TRAI)

http://www.trai.gov.in/Default.asp

Y

Y

-

16 Indonesia

Badan Regulasi Telekomunikasi Indonesia (BRTI)

http://www.brti.or.id/index_en.php

N

N

EVNA

17 Iran

Ministry of Posts, Telegraph and Telephone

-

-

N

NWS

18 Iraq

Ministry of Transport and Communication

-

-

N

NWS

19 Israel

Ministry of Communications

http://www.moc.gov.il/8-en/MOC.aspx

Y

Y

-

20 Japan

Ministry of Internal Affairs and Communication

http://www.soumu.go.jp/joho_tsusin/eng/
index.html

N

N

NFPS

21 Jordan

Telecommunication Regulatory Commission

http://www.trc.gov.jo/index.php?option=com
_frontpage&Itemid=1&lang=english

Y

Y

-

22 Kazakhstan

Telecommunications and Post Dept

-

-

N

NWS

23 Kuwait

Ministry of Communication

http://www.moc.kw/

N

N

PP

24 Kyrgyzstan

State Communications Agency

-

-

N

NWS

25 Laos

Ministry of Communications, Transport, Posts and
Construction

-

-

N

NWS

26 Lebanon

Ministry of Telecommunications

http://www.mpt.gov.lb/

Y

Y

-

27 Macau

DSRT

http://www.gdtti.gov.mo/eng/News/index.html

Y

Y

-

28 Malaysia

Malaysian Communication and Multimedia
Commission

http://www.skmm.gov.my/

Y

Y

-

29 Maldives

Telecom Authority of Maldives (TAM)

http://www.tam.gov.mv/

Y

Y

-

30 Marshall Islands

Cabinet

-

-

N

NWS

31 Mongolia

ICTA

http://www.icta.gov.mn/

N

N

EVNA

32 Myanmar

Ministry of Communications, Posts, and Telegraphs

http://www.mpt.net.mm/

Y

Y

-

33 Nauru

Directorate of Telecommunications

-

-

N

NWS

34 Nepal

Nepal Telecommunication Authority

http://www.nta.gov.np/

Y

Y

-
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6. ASIA

Country

National Telecommunication Regulatory Authority

Regulator site

English version Considered
If not
available?
for survey?
reason
(Y / N)
(Y / N)

35 New Zealand

Commerce Commission

http://www.comcom.govt.nz/index.aspx

Y

Y

-

36 Nieu

-

-

-

N

NA

37 North Korea

-

-

-

N

NA

38 Oman

Telecommunication Regulatory Agency

http://www.tra.gov.om/telecom.htm/

Y

N

UC

39 Pakistan

Pakistan Telecommunication Authority (PTA)

http://www.pta.gov.pk/index.php?cur_t=
vnormal

Y

Y

-

40 Palau

-

-

-

N

NA

41 Papua New Guinea

Independence Consumer and Competition
Commission

http://www.iccc.gov.pg/home.htm

Y

Y

-

42 Philippines

National Telecommunication Commission

http://portal.ntc.gov.ph/wps/portal/!ut/p/
_s.7_0_A/7_0_9D?cID=6_0_FM&nID=7_0_LU

Y

Y

-

43 Qatar

Supreme Council of Information and Communication
Technology

http://www.ict.gov.qa/output/Page2.asp

Y

Y

-

44 Samoa

Ministry of Posts and Telecom

-

-

N

NWS

45 Saudi Arabia

Communications and Information Technologies
Commission

http://www.citc.gov.sa/citcportal/Homepage/
tabid/106/cmspid/%7B611C6EDD-85C5-4800A0DA-A997A624D0D0%7D/Default.aspx

Y

Y

-

46 Singapore

Infocomm Development Authority

http://www.ida.gov.sg/home/index.aspx

Y

Y

-

47 Solomon Islands

Ministry of Transport, Works and Communication

-

-

N

NWS

48 South Korea

Korea Communication Commission

http://www.kcc.go.kr/gts.do?a=user.index.
IndexApp&c=1001

N

N

EVNA

49 Sri Lanka

Telecommunication Regulatory Commission

http://202.124.172.4/trc_test/index.php

Y

Y

-

50 Syria

Syrian Telecommunication Establishment

-

-

N

NWS

51 Taiwan

National Communication Commission

http://www.ncc.tw/

Y

Y

-

52 Tajikistan

Ministry of Communications

-

-

N

NWS

53 Thailand

National Telecommunication Commission

http://eng.ntc.or.th/index.php

Y

Y

-

54 Timor-Leste

-

-

-

N

NA

55 Tonga

Telecommunication Commission

-

-

N

NWS

56 Turkmenistan

Ministry of Communications

-

-

N

NWS

58 UAE

Telecommunication Regulatory Commission

http://www.tra.gov.ae/

Y

Y

-

59 Uzbekistan

Communications and Information Agency

http://www.aci.uz/en/news/

Y

Y

-

60 Vanuatu

Ministry of Public works, Transport, Communication
and Civil works

-

-

N

NWS

61 Vietnam

Ministry of Information and Communications

http://www.mic.gov.vn/details_e.asp?Object
=271032875&news_ID=4539827

Y

Y

-

62 Yemen

Ministry of Telecommunication and Information
Technology

http://www.mtit.gov.ye/

-

N

EVNA

57 Tuvalu

N

Abbreviations for table:
EVNA
NWS
UC
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English version not available
No website
Under construction

Annex

Algeria
Autorité de Régulation de la Poste et des Télécommunications

Category
Factual information
& news

Consumer and
citizen information

www.arpt.dz

Quantitative evaluation

Sub Category
1,80

2,10

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

1,00

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

2,00

Complaints process

2,50

Information about public hearings

2,00

Statistical information on consumer attention
and complaints resolution

2,00

Equipment certification

2,00

Market entry details (such as licensing)

1,50

Interconnection information

2,00

White papers / consultancy papers

1,00

Scarce resources (e.g. spectrum allocation)

0,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,30

2,00

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,50

Organization chart (or equivalent)

1,50

Policy information, reports and plans

2,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2,00

USO policy

Algeria
1,80

75

NA Average

AF Average

Angola
Angolan Institute of Communications (INACOM)

Category
Factual information
& news

Consumer and
citizen information

www.inacom.og.ao

Quantitative evaluation

Sub Category
1,00

0,20

Regulatory acts, legislation laws

1,00

Statistical information and sector indicators

1,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

1,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

0,00

Interconnection information

0,00

White papers / consultancy papers

1,50

Scarce resources (e.g. spectrum allocation)

0,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,30

1,00

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

1,00

Local languages

1,00

1.00

Links to local and international sites

1,00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,00

Organization chart (or equivalent)

1,00

Policy information, reports and plans

0,00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Angola
0,53

76

SA Average

AF Average

Antigua and Barbuda
Antigua Public Utilities Authorities

Category
Factual information
& news

Consumer and
citizen information

www.apua.ag

Quantitative evaluation

Sub Category
-

1.40

Regulatory acts, legislation laws

0

Statistical information and sector indicators

0

Sector news

0

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

1

Complaints process

4

Information about public hearings

0

Statistical information on consumer attention
and complaints resolution

0

4.00
3.00
2.00
1.00
0

Total

Business information

General information

-

1.00

Factual
info

Customer
info

Business
info

General
info

Equipment certification
Market entry details (such as licensing)

0

Interconnection information

0

White papers / consultancy papers

0

Scarce resources (e.g. spectrum allocation)

0

Mission statements

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2

2.00

Factual info

1.00

Local languages
Links to local and international sites

0

Contact details of key officials (phone numbers,
emails, or on line contact form)

1

Ease of use (navigation tools, website maps,
search engine, overall organization)

3

Organization chart (or equivalent)

0

Policy information, reports and plans

0

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO
policy

Antigua and Barbuda
0.48

77

CAR Average

Argentina
Comisión Nacional de Comunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.cnc.gov.ar

Quantitative evaluation

Sub Category
2,1

2,4

2,4

2,03

Regulatory acts, legislation laws

2,5

Statistical information and sector indicators

2

4.00

Sector news

1,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,5

Consumer and citizen rights information

3

Complaints process

3,5

Information about public hearings

1

Statistical information on consumer attention
and complaints resolution

2

Equipment certification

3

Market entry details (such as licensing)

2,5

Interconnection information

2

White papers / consultancy papers

1,5

Scarce resources (e.g. spectrum allocation)

3

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

2

2.0

Factual info

1.0

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

3

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,5

Organization chart (or equivalent)

2

Policy information, reports and plans

1,5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

1,5

Argentina
LA Average

2,18
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Australia
Australian Communication and Media Authority

Category
Factual
information

Score Sub Cat. Sub Category
Weight
29

22

General
information

17

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

6

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

6

70,0

6%

Manuals

3

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

6

100,0

Business
information

Consumer
information

www.acma.gov.au

12

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

3

3%

Information about public hearings

3

3%

Equipment certification

3

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Australia

Factual Info

80
0

79

Cluster 4 - Average

Business Info

General Info

Consumer Info

Azerbaijan
Ministry of Communications and Information Technologies

Category
Factual
information

www.mincom.gov.az

Score Sub Cat. Sub Category
Weight
12

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

0

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

0

6%

Annual reports / Budgets

0

6%

Manuals

0

50,0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

2%

Sector News

2

10,0

8%

Market entry

6

0,0

8%

Interconnection

0

100,0
90,0
80,0
70,0

Business
information

6

General
information

19

Consumer
information

Total

0

8%

Scarce Resources

0

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

60,0

30,0
20,0

Azerbaijan

Factual Info

37

80

Cluster 2 - Average

Business Info

General Info

Consumer Info

Bahamas
Public Utilities Commission

Category
Factual information
& news

Consumer and
citizen information

www.pucbahamas.gov.bs

Quantitative evaluation

Sub Category
1.20

1.40

Regulatory acts, legislation laws

2

Statistical information and sector indicators

0

Sector news

2

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

1

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

3

Market entry details (such as licensing)

1

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

2

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.20

1.86

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2

Factual info

2.00
1.00

Local languages
Links to local and international sites

1

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

3

Organization chart (or equivalent)

2

Policy information, reports and plans

0.75

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

USO
policy

0.75

Bahamas
1.48

81

CAR Average

Bahrain
Telecommunications Regulatory Authority (TRA)

Category
Factual
information

www.tra.org.bh

Score Sub Cat. Sub Category
Weight
27

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

1

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

4

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

20

General
information

17

Consumer
information

Total

7

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

3

3%

Information about public hearings

0

3%

Equipment certification

1

3%

Complaints process

3

0,0

Bahrain

Factual Info

71
0

82

Cluster 3 - Average

Business Info

General Info

Consumer Info

Bangladesh
Bangladesh Telecommunication Regulatory Commission

Category
Factual
information

Score Sub Cat. Sub Category
Weight
16

22

General
information

6

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

1

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

6

100,0

Business
information

Consumer
information

www.btrc.gov.bd

5

8%

Scarce Resources

8

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

1

3%

Information about public hearings

0

3%

Equipment certification

1

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Bangladesh

Factual Info

17

83

Business Info

Cluster 1-Average

General Info

Consumer Info

Barbados
Fair Trading Commission – Telecoms Unit

Category
Factual information
& news

Consumer and
citizen information

www.ftc.gov.bb

Quantitative evaluation

Sub Category
2.00

2.20

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2

Sector news

2

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

2

Equipment certification

3

Market entry details (such as licensing)

3

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

3

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.80

2.71

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2

Factual info

2.00
1.00

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

4

Ease of use (navigation tools, website maps,
search engine, overall organization)

3

Organization chart (or equivalent)

2

Policy information, reports and plans

1

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

USO
policy

1.00

Barbados
2.14

84

CAR Average

Bhutan
Bhutan Infocomm and Media Authority (BICMA)

Category
Factual
information

www.bicma.gov.bt

Score Sub Cat. Sub Category
Weight
20

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

4

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

12

General
information

0

Consumer
information

Total

3

8%

Scarce Resources

4

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

0

2%

Updated info

0

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

3

3%

Equipment certification

0

3%

Complaints process

0

0,0

Bhutan

Factual Info

35
0

85

Cluster 1-Average

Business Info

General Info

Consumer Info

Bolivia
Dirección General de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.sittel.gov.bo

Quantitative evaluation

Sub Category
1,8

1

1,5

1,26

Regulatory acts, legislation laws

2

Statistical information and sector indicators

1,5

4.00

Sector news

2

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

2

Complaints process

2

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

-

Market entry details (such as licensing)

2

Interconnection information

2

White papers / consultancy papers

1

Scarce resources (e.g. spectrum allocation)

2,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,5

Organization chart (or equivalent)

-

Policy information, reports and plans

0,5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

0,5

Bolivia
LA Average

1,31
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Botswana
Botswana Telecommunications Authority (BTA)

Category
Factual information
& news

Consumer and
citizen information

www.bta.org.bw

Quantitative evaluation

Sub Category
1,50

2,20

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

1,00

Sector news

1,50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

2,50

Complaints process

3,50

Information about public hearings

3,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

3,50

Market entry details (such as licensing)

3,50

Interconnection information

0,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,80

2,07

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

4,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

0,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

Botswana
1,69
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SA Average

AF Average

Brazil
Agencia Nacional de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.anatel.gov.br

Quantitative evaluation

Sub Category
3,2

2,8

3,1

2,71

Regulatory acts, legislation laws

3

Statistical information and sector indicators

3,5

4.00

Sector news

3

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

3

Consumer and citizen rights information

2,5

Complaints process

3

Information about public hearings

3

Statistical information on consumer attention
and complaints resolution

2,5

Equipment certification

3,5

Market entry details (such as licensing)

3

Interconnection information

3

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

3

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

2

2.0

Factual info

1.0

Local languages
Links to local and international sites

2,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

3,0

Ease of use (navigation tools, website maps,
search engine, overall organization)

3,5

Organization chart (or equivalent)

2,5

Policy information, reports and plans

3

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

3

Brazil
LA Average

2,98
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Brunei Darussalam
Authority for Info-communications Technology

Category
Factual
information

www.aiti.gov.bn

Score Sub Cat. Sub Category
Weight
11

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

4

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

6

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

14

General
information

14

Consumer
information

Total

0

8%

Scarce Resources

0

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

0,0

Brunei Darussalam

Factual Info

39
0

89

Business Info

Cluster 3 - Average

General Info

Consumer Info

Burkina Faso
Autorité Nationale de Régulation des Télécommunications

Category
Factual information
& news

Consumer and
citizen information

www.artel.bf

Quantitative evaluation

Sub Category
1,40

0,30

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

1,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

1,50

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

2,00

Market entry details (such as licensing)

1,00

Interconnection information

2,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,40

2,18

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

3,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

1,50

Policy information, reports and plans

1,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

1,00

Burkinafaso
1,20

90

WCA Average

AF Average

Cambodia
Ministry of Posts and Telecommunications of Cambodia

www.mptc.gov.kh

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
0

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

0

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

0

8%

Market entry

0

8%

Interconnection

0

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

4

General
information

0

Consumer
information

Total

0

8%

Scarce Resources

4

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

0

2%

Updated info

0

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

0,0

Cambodia

Factual Info

4
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Cluster 1-Average

Business Info

General Info

Consumer Info

Cameroon
Agence de Régulation des Télécommunications (ART)

Category
Factual information
& news

Consumer and
citizen information

www.art.cm

Quantitative evaluation

Sub Category
1,90

-

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

1,50

Sector news

1,50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

2,00

Interconnection information

2,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,20

1,42

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1,50

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,00

Organization chart (or equivalent)

1,50

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

Cameroon
0,99
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WCA Average

AF Average

Canada
Canadian Radio-television and Telecommunication Commission

Category
Factual information
& news

Consumer and
citizen information

Quantitative evaluation

Sub Category
3.20

3.60

www.crtc.gc.ca

Regulatory acts, legislation laws

3

Statistical information and sector indicators

3

Sector news

4

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

4

Consumer and citizen rights information

4

Complaints process

4

Information about public hearings

4

Statistical information on consumer attention
and complaints resolution

2

4.00
3.00
2.00
1.00
0

Total

Business information

General information

3.00

2.90

Factual
info

Customer
info

Business
info

General
info

Equipment certification
Market entry details (such as licensing)

4

Interconnection information

3

White papers / consultancy papers

4

Scarce resources (e.g. spectrum allocation)

1

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

Factual info

2.00

Mission statements

3

Local languages

2

1.00

Links to local and international sites

3

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

4

Ease of use (navigation tools, website maps,
search engine, overall organization)

4

Organization chart (or equivalent)

2

Policy information, reports and plans

2

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2.00

USO
policy

Canada
2.94

93

NAM Average

Cayman Islands
Information and Communications Technology Authority

Category
Factual information
& news

Consumer and
citizen information

www.icta.ky

Quantitative evaluation

Sub Category
1.40

1.80

Regulatory acts, legislation laws

2

Statistical information and sector indicators

0

Sector news

3

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

2

Market entry details (such as licensing)

3

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

2

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.40

3.00

Mission statements

Factual
info

Customer
info

Business
info

Total
4.00
3.00
USO policy

1

Factual info

2.00
1.00

Links to local and international sites

3

Contact details of key officials (phone numbers,
emails, or on line contact form)

4

Ease of use (navigation tools, website maps,
search engine, overall organization)

3

Organization chart (or equivalent)

3

Policy information, reports and plans

1

0.00

General info

Customer info

Business info

Total (weighted)

1.00

USO
policy

Comparison with regional and continental averages

Local languages

Universal service /
universal access

General
info

Cayman
1.92

94

CAR Average

Chile
Subsecretaría de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.subtel.cl

Quantitative evaluation

Sub Category
2,9

2,9

2

1,95

Regulatory acts, legislation laws

3

Statistical information and sector indicators

3

4.00

Sector news

2,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,5

Consumer and citizen rights information

3

Complaints process

4

Information about public hearings

3

Statistical information on consumer attention
and complaints resolution

2

Equipment certification

1

Market entry details (such as licensing)

3

Interconnection information

1,5

White papers / consultancy papers

2

Scarce resources (e.g. spectrum allocation)

2,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

3

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,5

Organization chart (or equivalent)

2,5

Policy information, reports and plans

2,5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

2,5

Chile
LA Average

2,49
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Colombia
Comisión de Regulación de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.crt.gov.co

Quantitative evaluation

Sub Category
2,8

2,3

2

1,53

Regulatory acts, legislation laws

3

Statistical information and sector indicators

3,5

4.00

Sector news

1

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2,5

Complaints process

3

Information about public hearings

3

Statistical information on consumer attention
and complaints resolution

1

Equipment certification

2,5

Market entry details (such as licensing)

2

Interconnection information

2

White papers / consultancy papers

2

Scarce resources (e.g. spectrum allocation)

1,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

1

Organization chart (or equivalent)

2,5

Policy information, reports and plans

1

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

1

Colombia
LA Average

2,1
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Costa Rica
Autoridad Reguladora de los Servicios Públicos

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.aresep.go.cr

Quantitative evaluation

Sub Category
1.8

1.4

0.9

1.1

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2

4.00

Sector news

1

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

2

Complaints process

2

Information about public hearings

1

Statistical information on consumer attention
and complaints resolution

1

2.00

Equipment certification

1.00
0

Total

Customer
info

Business
info

General
info

USO policy

-

Market entry details (such as licensing)

1

Interconnection information

1

White papers / consultancy papers

1.5

Scarce resources (e.g. spectrum allocation)

1

Mission statements

Factual
info

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1

Contact details of key officials (phone numbers,
emails, or on line contact form)

1

Ease of use (navigation tools, website maps,
search engine, overall organization)

1.5

Organization chart (or equivalent)

1

Policy information, reports and plans

0.5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

0.5

Costa Rica
LA Average

1.2
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Cuba
Dirección de Regulaciones y Normas - Ministerio de Informática y Comunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

Quantitative evaluation

Sub Category
1.60

0.90

1.50

1.24

Regulatory acts, legislation laws

2.5

Statistical information and sector indicators

0.5

4.00

Sector news

2.0

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1.0

Consumer and citizen rights information

1.0

Complaints process

1.5

Information about public hearings

1.0

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

3.0

Market entry details (such as licensing)

2.5

Interconnection information

1.0

White papers / consultancy papers

0.5

Scarce resources (e.g. spectrum allocation)

0.5

Mission statements

www.mic.gov.cu

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1.0

2.0

Factual info

1.0

Local languages
Links to local and international sites

1.0

Contact details of key officials (phone numbers,
emails, or on line contact form)

1.0

Ease of use (navigation tools, website maps,
search engine, overall organization)

1.5

Organization chart (or equivalent)

2.0

Policy information, reports and plans

1.5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

1.50

Cuba
LA Average

1.34
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Dominica
National Telecommunications Regulatory Commission

Category
Factual information
& news

Consumer and
citizen information

www.ectel.int/ntrcdm

Quantitative evaluation

Sub Category
1.00

0.20

Regulatory acts, legislation laws

2

Statistical information and sector indicators

0

Sector news

1

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

0

Complaints process

0

Information about public hearings

0

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

3

Market entry details (such as licensing)

3

Interconnection information

2

White papers / consultancy papers

0

Scarce resources (e.g. spectrum allocation)

2

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.00

2.29

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1

Factual info

2.00
1.00

Local languages
Links to local and international sites

3

Contact details of key officials (phone numbers,
emails, or on line contact form)

3

Ease of use (navigation tools, website maps,
search engine, overall organization)

1

Organization chart (or equivalent)

2

Policy information, reports and plans

0.25

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

0.25

USO
policy

Dominica
1.15

99

CAR Average

Dominican Republic
Instituto Dominicano de las Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.indotel.gob.do

Quantitative evaluation

Sub Category
2,9

2,2

2

1,61

Regulatory acts, legislation laws

3,5

Statistical information and sector indicators

2

4.00

Sector news

3,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,5

Consumer and citizen rights information

3

Complaints process

3,5

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

2

Equipment certification

2

Market entry details (such as licensing)

2,5

Interconnection information

2

White papers / consultancy papers

1,5

Scarce resources (e.g. spectrum allocation)

2

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

3

Ease of use (navigation tools, website maps,
search engine, overall organization)

0,5

Organization chart (or equivalent)

2

Policy information, reports and plans

3

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

3

Dominican Rep.
LA Average

2,32
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Ecuador
Consejo Nacional de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.conatel.gov.ec

Quantitative evaluation

Sub Category
1,6

1

1,3

1,68

Regulatory acts, legislation laws

2

Statistical information and sector indicators

1

4.00

Sector news

2

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

0,5

Complaints process

0,5

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

1

Market entry details (such as licensing)

1,5

Interconnection information

1

White papers / consultancy papers

1

Scarce resources (e.g. spectrum allocation)

2

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

2

Organization chart (or equivalent)

1

Policy information, reports and plans

2

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

2

Ecuador
LA Average

1,43
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Egypt
National Telecommunication Regulatory Authority

Category
Factual information
& news

Consumer and
citizen information

www.tra.gov.eg

Quantitative evaluation

Sub Category
2,80

2,20

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

3,00

Sector news

3,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

3,00

Consumer and citizen rights information

3,00

Complaints process

3,00

Information about public hearings

2,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

2,00

Market entry details (such as licensing)

4,00

Interconnection information

2,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

3,50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2,30

2,35

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

2,00

Local languages

2,00

1.00

Links to local and international sites

3,00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

3,50

Organization chart (or equivalent)

2,00

Policy information, reports and plans

3,00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

3,00

USO policy

Egypt
2,48

102

NA Average

AF Average

El Salvador
Superintendencia General de Electricidad y Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

Quantitative evaluation

Sub Category
2,2

1,1

2

1,32

www.siget.gob.sv

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2

4.00

Sector news

3

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

1

Complaints process

2,5

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

2

Market entry details (such as licensing)

2,5

Interconnection information

2

White papers / consultancy papers

0,5

Scarce resources (e.g. spectrum allocation)

3

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

1

Organization chart (or equivalent)

2

Policy information, reports and plans

-

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

-

El Salvador
LA Average

1,52
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Ethiopia
Ethiopian Telecommunications Corporation (ETC)

Category
Factual information
& news

Consumer and
citizen information

www.ethionet.et

Quantitative evaluation

Sub Category
2.20

0.50

Regulatory acts, legislation laws

2.00

Statistical information and sector indicators

3.00

Sector news

1.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2.50

Consumer and citizen rights information

0.00

Complaints process

0.00

Information about public hearings

0.00

Statistical information on consumer attention
and complaints resolution

0.00

Equipment certification

3.50

Market entry details (such as licensing)

0.00

Interconnection information

0.00

White papers / consultancy papers

0.00

Scarce resources (e.g. spectrum allocation)

3.50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1.40

2.45

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

2.00

Local languages

1.50

1.00

Links to local and international sites

4.00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

3.50

Ease of use (navigation tools, website maps,
search engine, overall organization)

1.00

Organization chart (or equivalent)

2.00

Policy information, reports and plans

0.00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

0.00

USO policy

Ethiopia
1.39

104

EA Average

AF Average

Gabon
Agence de régulation des Télécommunications (ARTEL)

Category
Factual information
& news

Consumer and
citizen information

www.artel.ga

Quantitative evaluation

Sub Category
1,50

-

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

0,00

Sector news

2,50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

1,50

Interconnection information

1,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

1,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,70

1,50

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1,50

2.00

Factual info

1.00

Local languages
Links to local and international sites

1,50

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

1,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Gabon
0,78

105

WCA Average

AF Average

Gambia
Public Utilities Regulatory Authority

Category
Factual information
& news

Consumer and
citizen information

www.pura.gm

Quantitative evaluation

Sub Category
0,80

-

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

0,00

Sector news

0,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

1,00

Interconnection information

0,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

0,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,20

1,71

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1,50

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,50

Organization chart (or equivalent)

2,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

Gambia
0,51

106

WCA Average

AF Average

Georgia
Georgian National Communications Commission (GNCC)

Category
Factual
information

www.gncc.ge

Score Sub Cat. Sub Category
Weight
22

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

4

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

0

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

8

General
information

7

Consumer
information

Total

0

8%

Scarce Resources

4

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

0,0

Georgia

Factual Info

37

107

Cluster 2 - Average

Business Info

General Info

Consumer Info

Ghana
National Communications Authority

Category
Factual information
& news

Consumer and
citizen information

www.nca.org.gh

Quantitative evaluation

Sub Category
2,70

0,50

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

3,00

Sector news

2,50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,50

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

1,50

Market entry details (such as licensing)

3,00

Interconnection information

2,50

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

3,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2,00

1,53

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

0,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,50

Organization chart (or equivalent)

1,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Ghana
1,53

108

WCA Average

AF Average

Grenada
National Telecommunications Regulatory Commission

Category
Factual information
& news

Consumer and
citizen information

www.ectel.int/grd/

Quantitative evaluation

Sub Category
1.80

1.00

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2

Sector news

1

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

1

Complaints process

0

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

3

Market entry details (such as licensing)

2

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

3

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.60

1.71

Mission statements

Factual
info

Customer
info

Business
info

Total
4.00
3.00
USO policy

2

Factual info

2.00
1.00

Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

1

Ease of use (navigation tools, website maps,
search engine, overall organization)

1

Organization chart (or equivalent)

3

Policy information, reports and plans

1

0.00

General info

Customer info

Business info

Total (weighted)

1.00

USO
policy

Comparison with regional and continental averages

Local languages

Universal service /
universal access

General
info

Grenada
1.62

109

CAR Average

Guatemala
Superintendencia de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.sit.gob.gt

Quantitative evaluation

Sub Category
-

-

-

-

Regulatory acts, legislation laws

-

Statistical information and sector indicators

-

4.00

Sector news

-

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

-

Consumer and citizen rights information

-

Complaints process

-

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

-

Market entry details (such as licensing)

-

Interconnection information

-

White papers / consultancy papers

-

Scarce resources (e.g. spectrum allocation)

-

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

2.0

Mission statements

-

Local languages

-

1.0

Links to local and international sites

-

0.0

Contact details of key officials (phone numbers,
emails, or on line contact form)

-

Ease of use (navigation tools, website maps,
search engine, overall organization)

-

Organization chart (or equivalent)

-

Policy information, reports and plans

-

General info

Factual info

Custom info

Business info
Universal service /
universal access
Total (weighted)

-

Guatemala
LA Average

-
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Honduras
Comisión Nacional de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.conatel.hn

Quantitative evaluation

Sub Category
1,5

0,4

1,3

1,34

Regulatory acts, legislation laws

2

Statistical information and sector indicators

1,5

4.00

Sector news

0,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

-

Complaints process

1

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

-

Market entry details (such as licensing)

2,5

Interconnection information

1

White papers / consultancy papers

1

Scarce resources (e.g. spectrum allocation)

2

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,5

Ease of use (navigation tools, website maps,
search engine, overall organization)

1

Organization chart (or equivalent)

1

Policy information, reports and plans

-

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

-

Honduras
LA Average

1

111

Hong Kong
Office of the Telecommunications Authority (OFTA)

Category
Factual
information

Score Sub Cat. Sub Category
Weight
40

24

General
information

19

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

6

70,0

6%

Manuals

6

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

8

100,0

Business
information

Consumer
information

www.ofta.gov.hk

11

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

3

3%

Information about public hearings

3

3%

Equipment certification

2

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Hong Kong

Factual Info

94

112

Cluster 4 - Average

Business Info

General Info

Consumer Info

India
Telecom Regulatory Authority of India (TRAI)

Category
Factual
information

www.trai.gov.in

Score Sub Cat. Sub Category
Weight
26

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

8

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

24

General
information

16

Consumer
information

Total

9

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

3

3%

Information about public hearings

3

3%

Equipment certification

0

3%

Complaints process

3

0,0

India

Factual Info

75

0

113

Cluster 2 - Average

Business Info

General Info

Consumer Info

Israel
Ministry of Communications

Category
Factual
information

Score Sub Cat. Sub Category
Weight
6

4

General
information

19

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

4

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

0

100,0

Business
information

Consumer
information

www.moc.gov.il

0

8%

Scarce Resources

0

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Israel

Factual Info

29
0

114

Cluster 4 - Average

Business Info

General Info

Consumer Info

Ivory Coast
Agence des Télécommunications de Côte d’Ivoire

Category
Factual information
& news

Consumer and
citizen information

www.atci.ci

Quantitative evaluation

Sub Category
1,00

0,20

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

0,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

1,00

Equipment certification

0,00

Market entry details (such as licensing)

2,00

Interconnection information

2,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,20

0,56

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

0,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

0,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,50

Organization chart (or equivalent)

0,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

Ivory Coast
0,68

115

WCA Average

AF Average

Jamaica
Office of Utilities Regulation (OUR)
Spectrum Management Authority (SMA)

Category
Factual information
& news

Consumer and
citizen information

www.our.org.jm
www.sma.gov.jm

Quantitative evaluation

Sub Category
2.20

2.00

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2

Sector news

3

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

2

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

2

Equipment certification

3

Market entry details (such as licensing)

3

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

3

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.80

1.57

Mission statements

Factual
info

Customer
info

Business
info

Total
4.00
3.00
USO policy

2

Factual info

2.00
1.00

Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

1

Ease of use (navigation tools, website maps,
search engine, overall organization)

2

Organization chart (or equivalent)

1

Policy information, reports and plans

1

0.00

General info

Customer info

Business info

Total (weighted)

1.00

USO
policy

Comparison with regional and continental averages

Local languages

Universal service /
universal access

General
info

Jamaica
1.91

116

CAR Average

Jordan
Telecommunications Regulatory Commission (TRC)

Category
Factual
information

www.trc.gov.jo

Score Sub Cat. Sub Category
Weight
34

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

6

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

8

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

24

General
information

19

Consumer
information

Total

8

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

2

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

3

0,0

Jordan

Factual Info

85
0

117

Cluster 3 - Average

Business Info

General Info

Consumer Info

Kenya
Communications Commission of Kenya

Category
Factual information
& news

Consumer and
citizen information

www.cck.go.ke

Quantitative evaluation

Sub Category
2.60

1.90

Regulatory acts, legislation laws

2.50

Statistical information and sector indicators

3.00

Sector news

2.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

3.50

Consumer and citizen rights information

1.00

Complaints process

1.50

Information about public hearings

3.50

Statistical information on consumer attention
and complaints resolution

0.00

Equipment certification

3.50

Market entry details (such as licensing)

3.50

Interconnection information

0.00

White papers / consultancy papers

2.00

Scarce resources (e.g. spectrum allocation)

3.50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.50

1.70

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

2.00

Factual info

1.00

Local languages
Links to local and international sites

3.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2.00

Ease of use (navigation tools, website maps,
search engine, overall organization)

3.00

Organization chart (or equivalent)

2.00

Policy information, reports and plans

2.50

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2.50

USO policy

Kenya
2.26
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EA Average

AF Average

Lebanon
Ministry of Telecommunications

www.mpt.gov.lb

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
6

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

4

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

0

8%

Market entry

6

8%

Interconnection

0

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

6

General
information

14

Consumer
information

Total

0

8%

Scarce Resources

0

10%

Public consultations / White papers

0

5%

RFPs

5

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

0,0

Lebanon

Factual Info

26

119

Cluster 2 - Average

Business Info

General Info

Consumer Info

Macau
Bureau of Telecommunications Regulation

Category
Factual
information

Score Sub Cat. Sub Category
Weight
22

4

General
information

0

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

6

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

0

100,0

Business
information

Consumer
information

www.gdtti.gov.mo

0

8%

Scarce Resources

0

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

0

2%

Updated info

0

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Macau

Factual Info

26
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Cluster 4 - Average

Business Info

General Info

Consumer Info

Madagascar
Office Malagasy d'Etudes et de Régulation des Télécommunications

Category
Factual information
& news

Consumer and
citizen information

Quantitative evaluation

Sub Category
2,00

0,80

www.omert.mg

Regulatory acts, legislation laws

1,50

Statistical information and sector indicators

2,50

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1,00

Consumer and citizen rights information

1,00

Complaints process

1,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

1,00

Equipment certification

1,00

Market entry details (such as licensing)

1,50

Interconnection information

1,00

White papers / consultancy papers

1,50

Scarce resources (e.g. spectrum allocation)

1,50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,30

1,47

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,50

Organization chart (or equivalent)

1,00

Policy information, reports and plans

1,50

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

1,50

Madagascar
1,40

121

EA Average

AF Average

Malawi
Malawi Communications Regulatory Authority (MACRA)

Category
Factual information
& news

Consumer and
citizen information

www.macra.org.mw

Quantitative evaluation

Sub Category
1,20

0,40

Regulatory acts, legislation laws

1,50

Statistical information and sector indicators

1,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1,00

Consumer and citizen rights information

1,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

2,00

Interconnection information

0,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

0,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,40

2,10

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

3,50

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

1,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Malawi
0,82

122

SA Average

AF Average

Malaysia
Malaysian Communications and Multimedia Commission (MCMC)

Category
Factual
information

Score Sub Cat. Sub Category
Weight
26

www.skmm.gov.my

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

1

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

6

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

22

General
information

18

Consumer
information

Total

9

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

2

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

3

3%

Information about public hearings

3

3%

Equipment certification

0

3%

Complaints process

3

0,0

Malaysia

Factual Info

75
0

123

Cluster 3 - Average

Business Info

General Info

Consumer Info

Maldives
Telecommunications Authority of Maldives

Category
Factual
information

Score Sub Cat. Sub Category
Weight
16

10

General
information

4

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

6

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

0

100,0

Business
information

Consumer
information

www.tam.gov.mv

3

8%

Scarce Resources

6

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Maldives

Factual Info

33

124

Cluster 3 - Average

Business Info

General Info

Consumer Info

Mauritania
Autorité de Régulation

Category
Factual information
& news

Consumer and
citizen information

www.are.mr

Quantitative evaluation

Sub Category
1,00

0,30

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

0,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

1,50

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

0,00

Interconnection information

1,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

1,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,40

1,20

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

0,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,00

Organization chart (or equivalent)

0,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

Mauritania
0,61

125

NA Average

AF Average

Mauritius
Information and Communications Technology Authority (ICTA)

Category
Factual information
& news

Consumer and
citizen information

www.icta.mu

Quantitative evaluation

Sub Category
2,60

2,10

Regulatory acts, legislation laws

3,50

Statistical information and sector indicators

1,00

Sector news

4,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1,50

Consumer and citizen rights information

1,00

Complaints process

2,50

Information about public hearings

2,00

Statistical information on consumer attention
and complaints resolution

3,50

Equipment certification

3,50

Market entry details (such as licensing)

3,50

Interconnection information

1,50

White papers / consultancy papers

1,50

Scarce resources (e.g. spectrum allocation)

3,50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2,70

1,82

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

0,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

3,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

3,50

Organization chart (or equivalent)

1,00

Policy information, reports and plans

2,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2,00

Mauritius
2,32

126

EA Average

AF Average

Mexico
Comisión Federal de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

www.cft.gob.mx

Quantitative evaluation

Sub Category
2.20

1.60

Regulatory acts, legislation laws

2.5

Statistical information and sector indicators

2

Sector news

2

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

1.5

Complaints process

2.5

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

0.5

Market entry details (such as licensing)

2

Interconnection information

1

White papers / consultancy papers

1.5

Scarce resources (e.g. spectrum allocation)

1

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1.20

0.95

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1

2.00

Factual info

1.00

Local languages
Links to local and international sites

0.5

Contact details of key officials (phone numbers,
emails, or on line contact form)

1

Ease of use (navigation tools, website maps,
search engine, overall organization)

1.5

Organization chart (or equivalent)

1

Policy information, reports and plans

0.5

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

0.50

USO
policy

Mexico
1.44
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NAM Average

LA Average

Morocco
Agence Nationale de Réglementation des Télécommunications

Category
Factual information
& news

Consumer and
citizen information

Quantitative evaluation

Sub Category
2,60

0,60

www.anrt.net.ma

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

3,00

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

0,00

Complaints process

1,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

1,50

Market entry details (such as licensing)

2,00

Interconnection information

2,00

White papers / consultancy papers

2,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,90

2,29

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

3,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

3,00

Organization chart (or equivalent)

2,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Morocco
1,62

128

NA Average

AF Average

Mozambique
Instituto Nacional das Comunicaçoes de Moçambique (INCM)

Category
Factual information
& news

Consumer and
citizen information

www.incm.gov.mz

Quantitative evaluation

Sub Category
1,20

0,20

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

0,00

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

1,00

Market entry details (such as licensing)

0,00

Interconnection information

1,00

White papers / consultancy papers

2,00

Scarce resources (e.g. spectrum allocation)

1,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,00

1,90

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

3,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

1,00

Policy information, reports and plans

3,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

3,00

Mozambique
1,19

129

SA Average

AF Average

Myanmar
Ministry of Communications, Posts and Telegraphs

Category
Factual
information

Score Sub Cat. Sub Category
Weight
5

6

General
information

0

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

0

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

0

8%

Market entry

6

8%

Interconnection

0

100,0

Business
information

Consumer
information

www.mcpt.gov.mm

0

8%

Scarce Resources

0

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

0

2%

Updated info

0

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Myanmar

Factual Info

11

130

Cluster 1-Average

Business Info

General Info

Consumer Info

Namibia
Namibian Communications Commission (NCC)

Category
Factual information
& news

Consumer and
citizen information

www.ncc.org.na

Quantitative evaluation

Sub Category
1,00

0,30

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

0,50

Sector news

0,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1,00

Consumer and citizen rights information

0,50

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

3,50

Interconnection information

0,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

0,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,70

1,68

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,50

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

0,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Namibia
0,75
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SA Average

AF Average

Nepal
Nepal Telecommunications Authority (NTA)

www.nta.gov.np

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
17

14

General
information

19

Total

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

6

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

0

8%

Market entry

8

8%

Interconnection

6

100,0

Business
information

Consumer
information

Comparison with cluster averages

6

8%

Scarce Resources

0

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

3

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Nepal

Factual Info

56

132

Cluster 1-Average

Business Info

General Info

Consumer Info

New Zealand
Commerce Commission

Category
Factual
information

www.comcom.govt.nz

Score Sub Cat. Sub Category
Weight
27

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

6

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

2

70,0

6%

Manuals

0

2%

Organizational chart

1

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

8

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

12

General
information

22

Consumer
information

Total

4

8%

Scarce Resources

0

10%

Public consultations / White papers

10

5%

RFPs

5

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

1

3%

Information about public hearings

0

3%

Equipment certification

1

3%

Complaints process

2

0,0

New Zealand

Factual Info

65
0

133

Business Info

Cluster 3 - Average

General Info

Consumer Info

Nicaragua
Instituto Nicaragüense de Telecomunicaciones y Correos

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.telcor.gob.ni

Quantitative evaluation

Sub Category
2,1

1,4

2,1

2,02

Regulatory acts, legislation laws

2,5

Statistical information and sector indicators

1,5

4.00

Sector news

2,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

2

Market entry details (such as licensing)

2,5

Interconnection information

1

White papers / consultancy papers

2,5

Scarce resources (e.g. spectrum allocation)

2,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

2,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,5

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,5

Organization chart (or equivalent)

1

Policy information, reports and plans

2

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

2

Nicaragua
LA Average

1,9

134

Niger
Autorité de Régulation Multisectorielle

Category
Factual information
& news

Consumer and
citizen information

www.arm-niger.org

Quantitative evaluation

Sub Category
1,60

-

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

1,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

0,00

Interconnection information

0,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

0,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

-

1,11

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

0,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,00

Organization chart (or equivalent)

1,50

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Niger
0,57
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WCA Average

AF Average

Nigeria
Nigerian Communications Commission

Category
Factual information
& news

Consumer and
citizen information

www.ncc.gov.ng

Quantitative evaluation

Sub Category
2,40

2,00

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

2,50

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

2,00

Complaints process

2,00

Information about public hearings

2,00

Statistical information on consumer attention
and complaints resolution

2,00

Equipment certification

2,00

Market entry details (such as licensing)

2,50

Interconnection information

2,00

White papers / consultancy papers

2,00

Scarce resources (e.g. spectrum allocation)

3,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2,30

2,60

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

3,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

3,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

3,00

Organization chart (or equivalent)

1,50

Policy information, reports and plans

2,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2,00

USO policy

Nigeria
2,27

136

WCA Average

AF Average

Pakistan
Pakistan Telecommunication Authority (PTA)

Category
Factual
information

www.pta.gov.pk

Score Sub Cat. Sub Category
Weight
26

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

6

8%

Interconnection

8

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

22

General
information

21

Consumer
information

Total

9

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

5

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

3

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

3

0,0

Pakistan

Factual Info

78
0

137

Cluster 2 - Average

Business Info

General Info

Consumer Info

Panama
Autoridad Nacional de Servicio Públicos

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.asep.gob.pa

Quantitative evaluation

Sub Category
1,4

1,4

1,4

1,36

Regulatory acts, legislation laws

2

Statistical information and sector indicators

1

4.00

Sector news

1

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

2

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

1

Equipment certification

-

Market entry details (such as licensing)

3

Interconnection information

1

White papers / consultancy papers

0,5

Scarce resources (e.g. spectrum allocation)

2,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

-

2.0

Factual info

1.0

Local languages
Links to local and international sites

1,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,5

Organization chart (or equivalent)

-

Policy information, reports and plans

-

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

-

Panama
LA Average

1,25
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Papua New Guinea
Independence Consumer and Competition Commission

Category
Factual
information

www.iccc.gov.pg

Score Sub Cat. Sub Category
Weight
15

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

0

8%

Interconnection

0

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

0

General
information

2

Consumer
information

Total

3

8%

Scarce Resources

0

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

0

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

3

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

0,0

Papua New Guinea

Factual Info

20

139

Business Info

Cluster 1-Average

General Info

Consumer Info

Paraguay
Comisión Nacional de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.conatel.gov.py

Quantitative evaluation

Sub Category
1

0,3

0,8

0,74

Regulatory acts, legislation laws

2

Statistical information and sector indicators

0,5

4.00

Sector news

-

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,5

Consumer and citizen rights information

1

Complaints process

-

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

1

Market entry details (such as licensing)

1

Interconnection information

1

White papers / consultancy papers

-

Scarce resources (e.g. spectrum allocation)

1

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1

Contact details of key officials (phone numbers,
emails, or on line contact form)

1

Ease of use (navigation tools, website maps,
search engine, overall organization)

-

Organization chart (or equivalent)

1

Policy information, reports and plans

1

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

1

Paraguay
LA Average

0,74
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Peru
Organismo Supervisor de Inversión Privada en Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

Quantitative evaluation

Sub Category
2,7

2,4

2,1

2,05

www.osiptel.gob.pe

Regulatory acts, legislation laws

2,5

Statistical information and sector indicators

3

4.00

Sector news

2,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,5

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

1,5

Statistical information on consumer attention
and complaints resolution

3

Equipment certification

-

Market entry details (such as licensing)

3

Interconnection information

2,5

White papers / consultancy papers

2,5

Scarce resources (e.g. spectrum allocation)

2,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

2

Ease of use (navigation tools, website maps,
search engine, overall organization)

3

Organization chart (or equivalent)

2,5

Policy information, reports and plans

1,5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

1,5

Peru
LA Average

2,26
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Philippines
National Telecommunications Commission (NTC)

www.ntc.gov.ph

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
23

14

General
information

7

Total

8%

Regulatory acts, laws and legislation

4

8%

Statistical information and sector indicators

6

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

6

8%

Interconnection

0

100,0

Business
information

Consumer
information

Comparison with cluster averages

7

8%

Scarce Resources

8

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

1

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Philippines

Factual Info

51

142

Cluster 2 - Average

Business Info

General Info

Consumer Info

Puerto Rico
Junta Reglamentadora de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.jrtpr.gobierno.pr

Quantitative evaluation

Sub Category
1,2

1,3

1,4

1,26

Regulatory acts, legislation laws

2,5

Statistical information and sector indicators

-

4.00

Sector news

1

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

2,5

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

-

Market entry details (such as licensing)

2,5

Interconnection information

1,5

White papers / consultancy papers

1,5

Scarce resources (e.g. spectrum allocation)

1,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

Total
4.0
3.0
USO policy

1

2.0

Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,5

Ease of use (navigation tools, website maps,
search engine, overall organization)

1

Organization chart (or equivalent)

0,5

Policy information, reports and plans

1,5

0.0

Custom info

Business info

Total (weighted)

Factual info

1.0

General info

1,5

USO policy

Comparison with regional and continental averages

Local languages

Universal service /
universal access

General
info

1,31
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Puerto Rico
LA Average
CAR Average

Qatar
Supreme Council of Information & Communication Technology

Category
Factual
information

Score Sub Cat. Sub Category
Weight
13

12

General
information

0

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

0

100,0

Business
information

Consumer
information

www.ict.gov.qa

7

8%

Scarce Resources

4

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

0

2%

Contact details

0

2%

Updated info

0

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

3

3%

Information about public hearings

0

3%

Equipment certification

1

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Qatar

Factual Info

32
0

144

Cluster 4 - Average

Business Info

General Info

Consumer Info

Rwanda
Rwanda Utilities Regulatory Agency

Category
Factual information
& news

Consumer and
citizen information

www.rura.gov.rw

Quantitative evaluation

Sub Category
0.90

0.10

Regulatory acts, legislation laws

2.00

Statistical information and sector indicators

0.00

Sector news

0.50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0.00

Consumer and citizen rights information

0.50

Complaints process

0.00

Information about public hearings

0.00

Statistical information on consumer attention
and complaints resolution

0.00

Equipment certification

0.00

Market entry details (such as licensing)

0.00

Interconnection information

0.00

White papers / consultancy papers

0.00

Scarce resources (e.g. spectrum allocation)

0.00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0.00

1.85

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

0.00

Local languages

1.50

1.00

Links to local and international sites

3.00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

3.50

Ease of use (navigation tools, website maps,
search engine, overall organization)

1.00

Organization chart (or equivalent)

0.00

Policy information, reports and plans

0.00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

0.00

USO policy

Rwanda
0.53
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EA Average

AF Average

Saudi Arabia
Communications and Information Technology Commission (CITC)

Category
Factual
information

Score Sub Cat. Sub Category
Weight
15

24

General
information

19

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

8

100,0

Business
information

Consumer
information

www.citc.gov.sa

3

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Saudi Arabia

Factual Info

61

146

Business Info

Cluster 3 - Average

General Info

Consumer Info

Senegal
Agence de Régulation des Télécommunications et des Postes

Category
Factual information
& news

Consumer and
citizen information

www.artp-senegal.org

Quantitative evaluation

Sub Category
2,40

1,40

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

2,50

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

1,00

Complaints process

2,00

Information about public hearings

2,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

2,00

Interconnection information

2,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,20

1,92

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,50

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,50

Organization chart (or equivalent)

2,00

Policy information, reports and plans

2,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2,00

Senegal
1,74
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WCA Average

AF Average

Singapore
Infocomm Development Authority of Singapore (IDA)

www.ida.gov.sg

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
34

24

General
information

19

Total

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

3

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

8

100,0

Business
information

Consumer
information

Comparison with cluster averages

12

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

3

3%

Information about public hearings

3

3%

Equipment certification

3

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Singapore

Factual Info

89

148

Cluster 4 - Average

Business Info

General Info

Consumer Info

South Africa
Independent Communication Authority of South Africa (ICASA)

Category
Factual information
& news

Consumer and
citizen information

Quantitative evaluation

Sub Category
2,10

2,10

www.icasa.org.za

Regulatory acts, legislation laws

3,50

Statistical information and sector indicators

0,00

Sector news

3,50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

2,00

Complaints process

2,00

Information about public hearings

3,50

Statistical information on consumer attention
and complaints resolution

1,00

Equipment certification

0,00

Market entry details (such as licensing)

3,50

Interconnection information

3,50

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

3,50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2,10

1,95

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

4,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

3,50

Organization chart (or equivalent)

3,00

Policy information, reports and plans

1,50

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

1,50

South Africa
2,02
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SA Average

AF Average

Sri Lanka
Telecommunications Regulatory Commission of Sri Lanka (TRCSL)

Category
Factual
information

Score Sub Cat. Sub Category
Weight
24

20

General
information

16

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

8

8%

Interconnection

4

100,0

Business
information

Consumer
information

www.trc.gov.lk

7

8%

Scarce Resources

8

10%

Public consultations / White papers

10

5%

RFPs

0

3%

Local language

0

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

1

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

3

90,0

60,0
50,0

20,0
10,0
0,0

Sri Lanka

Factual Info

67

150

Cluster 2 - Average

Business Info

General Info

Consumer Info

St. Lucia
National Telecommunications Regulatory Commissions

Category
Factual information
& news

Consumer and
citizen information

www.ntrc.org.lc

Quantitative evaluation

Sub Category
1.60

1.00

Regulatory acts, legislation laws

2

Statistical information and sector indicators

1

Sector news

2

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

1

Complaints process

0

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

2

Market entry details (such as licensing)

2

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

2

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.20

1.43

Mission statements

Factual
info

Customer
info

Business
info

Total
4.00
3.00
USO policy

2

Factual info

2.00
1.00

Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

0.5

Ease of use (navigation tools, website maps,
search engine, overall organization)

2

Organization chart (or equivalent)

1

Policy information, reports and plans

1

0.00

General info

Customer info

Business info

Total (weighted)

1.00

USO
policy

Comparison with regional and continental averages

Local languages

Universal service /
universal access

General
info

St. Lucia
1.45
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CAR Average

St. Vincent and Grenadines
National Telecommunications Regulatory Commission

Category
Factual information
& news

Consumer and
citizen information

www.ntrc.vc

Quantitative evaluation

Sub Category
1.00

1.00

Regulatory acts, legislation laws

2

Statistical information and sector indicators

0

Sector news

1

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

1

Complaints process

0

Information about public hearings

2

Statistical information on consumer attention
and complaints resolution

0

Equipment certification

3

Market entry details (such as licensing)

3

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

3

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.80

2.14

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2

2.00

Factual info

1.00

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

3

Ease of use (navigation tools, website maps,
search engine, overall organization)

2

Organization chart (or equivalent)

1

Policy information, reports and plans

1

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

1.00

USO
policy

St. Vincent and Grenadines
1,59

152

CAR Average

Sudan
National Telecommunications Corporation (NTC)

Category
Factual information
& news

Consumer and
citizen information

www.ntc.org.sd

Quantitative evaluation

Sub Category
1.90

0.50

Regulatory acts, legislation laws

2.00

Statistical information and sector indicators

1.00

Sector news

3.50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0.50

Consumer and citizen rights information

1.00

Complaints process

1.00

Information about public hearings

0.00

Statistical information on consumer attention
and complaints resolution

0.00

Equipment certification

1.00

Market entry details (such as licensing)

0.00

Interconnection information

0.00

White papers / consultancy papers

0.00

Scarce resources (e.g. spectrum allocation)

0.00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0.20

2.40

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

2.00

Local languages

2.00

1.00

Links to local and international sites

4.00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1.50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2.00

Organization chart (or equivalent)

3.00

Policy information, reports and plans

1.00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

1.00

USO policy

Sudan
1.11

153

EA Average

AF Average

Taiwan
National Communications Commission

Category
Factual
information

Score Sub Cat. Sub Category
Weight
25

4

General
information

9

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

2

30,0

2%

Sector News

2

8%

Market entry

0

8%

Interconnection

0

100,0

Business
information

Consumer
information

www.ncc.tw

3

8%

Scarce Resources

4

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Taiwan

Factual Info

41

154

Cluster 4 - Average

Business Info

General Info

Consumer Info

Tanzania
Tanzania Communications Regulatory Authority

Category
Factual information
& news

Consumer and
citizen information

www.tcra.go.tz

Quantitative evaluation

Sub Category
2.30

1.70

Regulatory acts, legislation laws

2.50

Statistical information and sector indicators

1.50

Sector news

3.50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2.50

Consumer and citizen rights information

2.50

Complaints process

3.50

Information about public hearings

0.00

Statistical information on consumer attention
and complaints resolution

0.00

Equipment certification

3.50

Market entry details (such as licensing)

3.50

Interconnection information

1.00

White papers / consultancy papers

1.50

Scarce resources (e.g. spectrum allocation)

1.00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.10

2.40

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

1.00

Local languages

1.50

1.00

Links to local and international sites

4.00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

3.00

Ease of use (navigation tools, website maps,
search engine, overall organization)

2.50

Organization chart (or equivalent)

2.00

Policy information, reports and plans

0.00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

0.00

Tanzania
1.89

155

EA Average

AF Average

Thailand
National Telecommunications Commission

Category
Factual
information

Score Sub Cat. Sub Category
Weight
23

14

General
information

17

Total

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

6

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

6

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

1

30,0

2%

Sector News

2

8%

Market entry

6

8%

Interconnection

0

100,0

Business
information

Consumer
information

http://eng.ntc.or.th/

4

8%

Scarce Resources

8

10%

Public consultations / White papers

8

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

2

3%

Information about public hearings

0

3%

Equipment certification

2

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Thailand

Factual Info

58

156

Cluster 3 - Average

Business Info

General Info

Consumer Info

Togo
Autorité de Réglémentation des Secteurs de Postes et de Télécommunications

Category
Factual information
& news

Consumer and
citizen information

Quantitative evaluation

Sub Category
1,90

0,40

www.artp.tg

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

2,00

Sector news

1,50

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

0,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

2,00

Equipment certification

0,00

Market entry details (such as licensing)

0,00

Interconnection information

1,50

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

0,70

1,39

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

1,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

2,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

0,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Togo
0,96

157

WCA Average

AF Average

Trinidad and Tobago
Telecommunications Authority of Trinidad and Tobago

Category
Factual information
& news

Consumer and
citizen information

www.tatt.org.tt

Quantitative evaluation

Sub Category
2.00

2.40

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2

Sector news

2

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

3

Statistical information on consumer attention
and complaints resolution

2

Equipment certification

3

Market entry details (such as licensing)

3

Interconnection information

2

White papers / consultancy papers

3

Scarce resources (e.g. spectrum allocation)

3

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.80

1.57

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2

2.00

Factual info

1.00

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

0.5

Ease of use (navigation tools, website maps,
search engine, overall organization)

2

Organization chart (or equivalent)

2

Policy information, reports and plans

1

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

1.00

USO
policy

Trinidad and Tobago
1.95

158

CAR Average

Tunisia
Instance Nationale des Télécommunications

Category
Factual information
& news

Consumer and
citizen information

www.intt.tn

Quantitative evaluation

Sub Category
2,00

0,40

Regulatory acts, legislation laws

2,50

Statistical information and sector indicators

1,50

Sector news

2,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

2,00

Consumer and citizen rights information

0,00

Complaints process

0,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

0,00

Market entry details (such as licensing)

1,00

Interconnection information

2,00

White papers / consultancy papers

2,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,40

1,80

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

Mission statements

2,00

Local languages

2,00

1.00

Links to local and international sites

2,00

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2,00

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

0,00

Policy information, reports and plans

0,00

General info

Factual info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Tunisia
1,22

159

NA Average

AF Average

Uganda
Uganda Communications Commission

Category
Factual information
& news

Consumer and
citizen information

www.ucc.co.ug

Quantitative evaluation

Sub Category
2.60

0.70

Regulatory acts, legislation laws

2.50

Statistical information and sector indicators

3.50

Sector news

1.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1.00

Consumer and citizen rights information

1.50

Complaints process

1.00

Information about public hearings

0.00

Statistical information on consumer attention
and complaints resolution

0.00

Equipment certification

2.00

Market entry details (such as licensing)

1.00

Interconnection information

3.50

White papers / consultancy papers

0.00

Scarce resources (e.g. spectrum allocation)

3.50

4.00
3.00
2.00
1.00
0

Total

Business information

General information

2.00

1.64

Mission statements

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2.00

2.00

Factual info

1.00

Local languages
Links to local and international sites

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

2.00

Ease of use (navigation tools, website maps,
search engine, overall organization)

3.00

Organization chart (or equivalent)

2.00

Policy information, reports and plans

2.50

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

2.50

Uganda
1.82

160

EA Average

AF Average

United Arab Emirates
Telecommunications Regulatory Authority

www.tra.ae

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
32

Comparison with cluster averages

8%

Regulatory acts, laws and legislation

8

8%

Statistical information and sector indicators

8

6%

Mission / Vision statement and work plan

3

80,0

6%

Annual reports / Budgets

3

70,0

6%

Manuals

6

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

4

8%

Interconnection

8

100,0
90,0

60,0
50,0

20,0
10,0

Business
information

20

General
information

7

Consumer
information

Total

9

8%

Scarce Resources

8

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

0

3%

Consumer and citizen rights information

3

3%

Information about public hearings

0

3%

Equipment certification

3

3%

Complaints process

3

0,0

United Arab Emirates

Factual Info

68

161

Business Info

Cluster 4 - Average

General Info

Consumer Info

United States of America
Federal Communications Commission

www.fcc.gov

Quantitative evaluation

Category

Sub Category

Factual information
& news

Regulatory acts, legislation laws

4

Statistical information and sector indicators

3

Sector news

4

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

4

Consumer and citizen rights information

4

Complaints process

4

Information about public hearings

4

Statistical information on consumer attention
and complaints resolution

2

Consumer and
citizen information

3.60

3.60

4.00
3.00
2.00
1.00
0

Total

Business information

Factual
info

Customer
info

Business
info

General
info

Equipment certification
3.25

General information
2.40

Market entry details (such as licensing)

4

Interconnection information

2

White papers / consultancy papers

4

Scarce resources (e.g. spectrum allocation)

3

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

Factual info

2.00

Mission statements

3

Local languages

2

1.00

Links to local and international sites

0.5

0.00

Contact details of key officials (phone numbers,
emails, or on line contact form)

4

Ease of use (navigation tools, website maps,
search engine, overall organization)

4

Organization chart (or equivalent)

2

Policy information, reports and plans

3

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

USO
policy

3.00

United States
3.17

162

NAM Average

Uruguay
Unidad Reguladora de Servicios de Comunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.ursec.gub.uy

Quantitative evaluation

Sub Category
2

0,4

1,7

1,47

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2,5

4.00

Sector news

1

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

0,5

Complaints process

0,5

Information about public hearings

-

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

1

Market entry details (such as licensing)

2

Interconnection information

2

White papers / consultancy papers

1,5

Scarce resources (e.g. spectrum allocation)

2

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

2

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,5

Ease of use (navigation tools, website maps,
search engine, overall organization)

1,5

Organization chart (or equivalent)

1

Policy information, reports and plans

0,5

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

0,5

Uruguay
LA Average

1,3

163

Uzbekistan
Communications and Information Agency

www.aci.uz/en

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
2

6

General
information

9

Total

8%

Regulatory acts, laws and legislation

0

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

0

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

2

8%

Market entry

6

8%

Interconnection

0

100,0

Business
information

Consumer
information

Comparison with cluster averages

0

8%

Scarce Resources

0

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

2

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Uzbekistan

Factual Info

17

164

Business Info

Cluster 1-Average

General Info

Consumer Info

Venezuela
Comisión Nacional de Telecomunicaciones

Category
Factual information
& news

Consumer and
citizen information

Business information

General information

www.conatel.gov.ve

Quantitative evaluation

Sub Category
2,1

1,5

1,4

1

Regulatory acts, legislation laws

2

Statistical information and sector indicators

2,5

4.00

Sector news

1,5

3.00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1

Consumer and citizen rights information

2

Complaints process

3

Information about public hearings

1,5

Statistical information on consumer attention
and complaints resolution

-

Equipment certification

2

Market entry details (such as licensing)

1,5

Interconnection information

1,5

White papers / consultancy papers

0,5

Scarce resources (e.g. spectrum allocation)

1,5

Mission statements

2.00
1.00
0

Total

Factual
info

Customer
info

Business
info

General
info

USO policy

Comparison with regional and continental averages
Total
4.0
3.0
USO policy

1

2.0

Factual info

1.0

Local languages
Links to local and international sites

1,5

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,5

Ease of use (navigation tools, website maps,
search engine, overall organization)

0,5

Organization chart (or equivalent)

0,5

Policy information, reports and plans

1

0.0

General info

Custom info

Business info
Universal service /
universal access
Total (weighted)

1

Venezuela
LA Average

1,5

165

Vietnam
Ministry of Information and Communications

http://www.mic.gov.vn/

0

Category
Factual
information

Score Sub Cat. Sub Category
Weight
2

0

General
information

7

Total

8%

Regulatory acts, laws and legislation

0

8%

Statistical information and sector indicators

0

6%

Mission / Vision statement and work plan

0

80,0

6%

Annual reports / Budgets

0

70,0

6%

Manuals

0

2%

Organizational chart

2

40,0

2%

USO policy information, reports and plans

0

30,0

2%

Sector News

0

8%

Market entry

0

8%

Interconnection

0

100,0

Business
information

Consumer
information

Comparison with cluster averages

0

8%

Scarce Resources

0

10%

Public consultations / White papers

0

5%

RFPs

0

3%

Local language

3

2%

Contact details

2

2%

Updated info

0

2%

Links to local / international sites

2

3%

Consumer and citizen rights information

0

3%

Information about public hearings

0

3%

Equipment certification

0

3%

Complaints process

0

90,0

60,0
50,0

20,0
10,0
0,0

Vietnam

Factual Info

9

166

Cluster 2 - Average

Business Info

General Info

Consumer Info

Zambia
Communications Authority Regulator

Category
Factual information
& news

Consumer and
citizen information

www.caz.zm

Quantitative evaluation

Sub Category
1,40

1,10

Regulatory acts, legislation laws

2,00

Statistical information and sector indicators

1,00

Sector news

1,00

Consumer information (other than rights - e.g.
tariff information, new numbering plans etc.)

1,50

Consumer and citizen rights information

2,00

Complaints process

2,00

Information about public hearings

0,00

Statistical information on consumer attention
and complaints resolution

0,00

Equipment certification

3,50

Market entry details (such as licensing)

1,00

Interconnection information

0,00

White papers / consultancy papers

0,00

Scarce resources (e.g. spectrum allocation)

2,00

4.00
3.00
2.00
1.00
0

Total

Business information

General information

1,30

2,23

Mission statements

Factual
info

Customer
info

Business
info

General
info

Comparison with regional and continental averages
Total
4.00
3.00
USO policy

2,00

2.00

Factual info

1.00

Local languages
Links to local and international sites

4,00

Contact details of key officials (phone numbers,
emails, or on line contact form)

1,50

Ease of use (navigation tools, website maps,
search engine, overall organization)

2,00

Organization chart (or equivalent)

1,00

Policy information, reports and plans

0,00

0.00

General info

Customer info

Business info
Universal service /
universal access
Total (weighted)

-

USO policy

Zambia
1,28

167

SA Average

AF Average

Foundation Partners

International Development Research Centre
<www.idrc.ca>
knowledge for the benefit of their own communities. IDRC also
fosters alliances and knowledge sharing between scientific, academic, and development communities in Canada and developing
countries.
The mission of IDRC remains “Empowerment through Knowledge,” i.e. to promote interaction, and foster a spirit of cooperation
and mutual learning within and among social groups, nations and
societies through the creation, and adaptation of the knowledge
that the people of developing countries judge to be of greatest relevance to their own prosperity, security and equity.

Canada’s International Development Research Centre (IDRC) is
one of the world’s leading institutions in the generation and application of new knowledge to meet the challenges facing developing
countries.
IDRC funds applied research by researchers from developing
countries on the problems they identify as crucial to their communities. It also provides technical support to those researchers.
IDRC builds local capacity in developing countries to undertake
research and create innovations, believing that people from developing countries must take the lead in producing and applying

<www.lirne.net>
LIRNE.NET is a Strategic Collaboration between researchers and
faculty from: the Center for Communication, Media and Information Technologies (CMI) at Aalborg University, Denmark; DIRSI
(Regional Dialogue on the Information Society / Diálogo Regional
sobre la Sociedad de la Información), Lima, Peru; Economics of
Infrastructures Section, Delft University of Technology, The
Netherlands; LIRNEasia, Colombo, Sri Lanka; Media@LSE Programme at the London School of Economics; and Research ICT
Africa!, Johannesburg, South Africa.

The LIRNE.NET mission is twofold:
• To facilitate ICT-related institutional reform throughout the
world – through research, training, dialogue, policy and regulatory advice; and to build human capital in this new area as the
foundation for effective policy, regulation, governance, management and development in new ‘network’ or ‘knowledge’
economies.
LIRNE.NET activities include:
• External Training Initiatives (for government, industry and
NGOs); Research Activities and Reports; World Dialogue on Regulation for Network Economies <regulateonline.org> and Expert
Analysis & Commentary on Current Issues.
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LARA ALAWATTEGAMA is responsible for the compilation of
LIRNEasia’s Broadband Benchmark report under the guidance
of Professor Rohan Samarajiva and Helani Galpaya. She is also
involved in research on Korea and the Information Society and
the way in which it can be replicated in the South Asian region.
Lara has also worked on compiling the Telecom Regulatory
Environment (TRE) manual, for use as a benchmark in undertaking future TRE studies. Before joining LIRNEasia, Lara was
attached to a United Nations Development Project dealing
with poverty alleviation where she worked as an intern; she
also completed internship programs with Outokumpu, Australia. She holds a Bachelor’s degree from the University of Sydney, with majors in Government and International relations
and International Business and a minor in Political Economy.

ALEJANDRA DAVIDZIUK worked at LIRNE.NET and the Universidad San Andrés (UDESA, Buenos Aires). She holds an MA in
International Affairs with a concentration in socioeconomic
development from The New School and is a PhD candidate at
the Instituto de Desarrollo Económico y Social (IDES), Universidad Nacional de General Sarmiento (UNGS). Her main area
of interest is Communication for Development, focusing on
the role of ICT in processes of development and innovation
from an inclusive and participating point of view.
MONICA KERRETTS-MAKAU is a consultant and international
researcher based in Africa. Her background includes a PhD in
Public Policy with emphasis on the communications sector.
Monica has worked with both telecom operators and regulatory authorities on various consultancies in Africa and is a member of Research ICT Africa (RIA!), a research think tank in
Africa, seeking to inform and improve public policy in the ICT
field through rigorous research. She can be contacted on
mkmakau@yahoo.co.uk

HUGO CARRIÓN GORDÓN is an Electrical Engineer, with a specialty in telecommunications from the Escuela Politécnica
Nacional, Ecuador. His graduate studies focused on ICT Management, education and training. He has also undertaken professional development at the Arkansas University, the Instituto
de Teletécnicas (USA), the Escuela de Organización Industrial
(Spain), and the Public Administration Institute in KualaLumpur, Malasya. His main areas of interest are ICT and knowledge management. He has conducted research and conducted
training courses on these topics. He worked at the Secretaría
Nacional de Telecomunicaciones, in the Business School of the
Universidad del Pacífico, at the Superintendencia de Telecomunicaciones and the Centro de Estudios para la Comunidad of
the Escuela Politécnica Nacional. He has an extensive work
experience as a consultant and specialist in engineering studies, technology plan development and technical auditing. Currently, he is an ICT and business consultant for several
international organisms. He is also the director of IMAGINAR
(Research Center for the Information Society, Knowledge and
Innovation), and professor at the university.

OPAL K. LAWTON Lawton is an independent consultant in ICT
policy and costing. She has over 16 years experience in the
telecommunications industry. She spent 13 years at Cable &
Wireless Jamaica (1992-2005) where she worked in various
roles, including, Senior Pricing Analyst and Regulatory Finance
Manager. During and after the process of market liberalization
she worked on a range of policy issues including interconnection, retail price control, accounting separation and universal
service. She managed the team that developed and implemented a system of financial reporting to address commercial
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