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2012 was a year of great progress for Malaysia as our 
country witnessed an average 12% growth of subscribers 
for communications and multimedia services in 
Malaysia from 2011 to 2012 which include mobile phone, 
broadband Internet as well as paid television. It is with 
this backdrop that CFM, tasked with handling 
unresolved complaints highlighted by consumers, 
promoting awareness on consumer rights as well as 
producing industry codes which represent a guideline on 
industry best practices, continued its initiatives to 
achieve new milestones for the year. 

The Board of Council had also been actively involved in 
charting the strategic direction of the Forum through 
various meetings and discussions, including a 
brainstorming session with the members and I am happy to note that this has resulted in a 
renewed push towards greater awareness of CFM and its roles to the general public. 

As Chair of the Council, I am proud to have overseen several achievements in terms of 
awareness and outreach, particularly the number of people that we have engaged both in 
terms of consumers as well as the addition of new members to our organisation. Our 
organisation is now enriched by the participation of 40 members representing various 
organisations from the industry, consumer associations, academia as well as individuals and I 
was particularly encouraged to see that the presence and engagement of our members have 
made the discussions more meaningful and relevant. This can only mean that CFM will 
continue to grow further for many years to come. 

Over the 12 months, CFM has intensified its activities in reaching out to a wider population 
through various platforms, both online and offline. Our awareness programs have reached 
out to a higher number of people compared to 2012 and as more people are made aware of 
our role and services, we have received a big increase in the number of unresolved 
complaints from the public.  

Undeniably, success does not come without challenges as awareness retention and 
turnaround time in resolving complaints at industry level remained high. As technology 
advancements are made on a daily basis, so does consumer behaviour, response and issues 
related to the changes in communications and multimedia landscape.  It is my belief that 
consistency and collective effort would be the key elements to overcome these challenges.  

I would also like to note that, our achievements in 2012 would not have been possible 
without the cooperation, collaboration, contributions and support of all our members and 
various other stakeholders, including the hard-working team at the Secretariat. I would 
therefore like to extend my deepest gratitude to everyone who has contributed towards the 
success of CFM in 2012. I expect that these strong partnerships will continue to grow and I am 
confident that the Forum’s position as a focal reference point for all consumer matters 
related to communications and multimedia will be further strengthened in 2013. 

Thank you.   

 MESSAGE FROM THE CHAIRMAN
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It has been a busy 2012 at the Consumer Forum where 
more emphasis was given to increasing consumer 
awareness through related activities together with 
ensuring that consumer complaints and issues were 
resolved swiftly and satisfactorily. 

Making the public aware of the issues related to 
communications and multimedia is a mammoth task 
and what we have done is to expand our reach 
through getting more exposure by participating in 
relevant and related events as well as enhancing our 
visibility through the printed and electronic media. 

CFM participated in 38 ground activities which 
included exhibitions, seminars and workshops throughout the country where we continued to 
share with the consumers the various roles of CFM, particularly those in East Malaysia to 
support the increased network coverage and broadband penetration in the two states. 

Further to this, CFM also made some inroads in our public relations activities when we had 
our first Public Service Announcement aired on broadcast TV for the first time. The exposure 
we received also translated into an increase in activity of our online channels as consumers 
become more aware of CFM and its roles. These activities significantly contributed to an 
increase of 181% in the number of complaints received where 3,631 issues were reported to us 
compared to 1,291 in 2011. A breakdown of the complaints will be detailed in the pages that 
follow. 

To help manage the complaints better and to ensure that the resolution time of the 
complaints comply with the benchmark set in the General Consumer Code of Practice for the 
Communications and Multimedia Industry Malaysia (GCC), we continue to make 
improvements to our various complaints channels including our Online Complaints Portal 
(CoP).  

In parallel, we have continued with discussions with our stakeholders in view of reviewing the 
GCC to address new issues and dimensions that were not covered when it was initially 
drafted. 

On another note, CFM received a grant of RM2 million from MCMC on 6 July 2012, adding to 
the balance of RM309, 954 that was brought forward from 2011 resulting in a balance of 
RM1,488, 668 at the end of the year. In addition, we have collected an amount of RM40, 640 
from membership fees as well as RM307 in the form of Hibah from the bank. This has 
allowed CFM to roll out its planned activities in a more comprehensive way to achieve the 
targets set for 2012. 

The CFM Secretariat continued to grow in size and we have added two new positions to 
make it 10-people strong in order to serve our stakeholders better and help us pursue our 
goals. I believe that with the support that we have received, CFM will continue to champion 
consumer issues in communications and multimedia through continuous engagement and 
consultation with the industry and consumer groups as well as through education and 
empowerment of the end-users themselves.  

 EXECUTIVE DIRECTOR’S REVIEW OF OPERATIONS
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1. Introduction 
1.0 The Consumer Forum mediates complaints from consumers about Service 

Providers which provide communications services to the public. This includes 
operators providing fixed, mobile, Internet, broadcast TV and radio services. 
Before CFM can become involved in a complaint about a Service Provider, the 
Service Providers must first be given the opportunity to sort the dispute out 

1.1 What we can and cannot do is set out in our General Consumer Code (GCC) 
1.2 We are independent, meaning that we do not take sides and we make our 

decisions based on the facts. Consumers can use our services free of charge. 
 

2. Complaints and Compliance Management Committee (CCMD) 
2.0 Working committees are set up to direct and manage specific issues which form 

the work agenda of CFM. Members of the CFM’s Board of Council are selected to 
head these working committees whilst CFM itself acts as the Secretariat in these 
working committees 

2.1 CCMD’s strategic focus is  to recommend, plan, review, provide recommendation 
and drive complaints and compliance activities 

2.2 The head of the CCMD is the representative from the Consumer Association of 
Penang (CAP), whilst CCMD members are from Persatuan Pengguna Islam 
Malaysia (PPIM), Celcom and TuneTalk 
 

3. 2012 Activities and Achievements 
3.0 Department Activities 

We participated in 34 discussions and meetings with MCMC, CFM members and 
various industry players. Issues discussed involved improving the complaint 
system and processes, resolving consumer issues and others. 
  

3.1 Targets for 2012 
Our strategic focus for 2012 is to become one stop centre for complaints 
management, mediation and dispute resolution for the communications and 
multimedia services sector 

 
4. Issues and Challenges 
4.0 On certain issues, such as jurisdictional rules and consumer protection, CFM plays 
a critical role in resolving complaints brought forth by  Consumers against Service 
Provider.  At other times, CFM is more reactive; we monitor and track new and 
emerging consumer issues and create awareness programs to educate the Consumer 
in relation to communication and multimedia service. 

 5. Way forward for 2013 

5.0 To successfully manage the increase number of complaints received which is a 
50% increase in total number of complaints from the previous year 2012. One of the reasons 
for the increase experienced from Q3 2012 is the campaign by CFM launched in mid-2012 to 
increase awareness of the Consumer’s right to get CFM’s assistance to redress their issues. 

5.1 Adhere with Resolution time cycle performance as stipulated in General 
Consumer Code (GCC) 

 

 CCMD COMMITTEE REPORT
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Service Provider Complaints Statistics for 2012 
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About the Corporate and Codes Drafting Department 

The department has both corporate and operational responsibilities covering human 
resources, administration, finance, management of Council Meetings and Annual General 
Meetings, codes drafting activities and general affairs and maintenance of the forum’s office. 

The Working Committee and their Functions 

The Corporate and Codes Drafting Working Committee is chaired by Puan Mahfuzah 
Azahari from Maxis and comprises of equal members from both supply and demand. In 
2012, the committee continued to focus on the GCC review exercise and the establishment of 
the ADR mechanism in CFM. 

 

Activities, Achievements in 2012 and Targets for 2013 

GCC Review 

Activities of the GCC Review Working Committee in 2012 continued to progress from 2011’s 
completion of the GCC review exercise, where the completed work and supporting 
documentation were submitted to MCMC for further deliberations. The GCC Review is 
currently still in progress and discussions with MCMC on-going. 

For 2013, the Working Committee’s objectives will be to collaborate with MCMC to 
incorporate current developments of the various components of the communications and 
multimedia industry into the review before it is finalised. The Committee hopes to work 
closely with MCMC to see through the completion of the registration of the revised GCC, after 
which work on the Sub Codes will follow.  

The Sub Codes consist of Fixed Services Sub Code and Public Cellular Service Sub Code. 

 

Alternative Dispute Resolution (ADR) 

Meanwhile, the establishment of the Alternative Dispute Resolution (ADR) centre, the first of 
its kind in the country, continues to take shape as the project gradually progresses from 
development to implementation stage. 

For 2013, the committee will be conducting a benchmarking visit to the Office of 
Communications (OfCom) in the United Kingdom to obtain a better understanding on the 
practical implementation of the ADR in the communications industry. This visit would 
enhance the work that is being currently undertaken as the UK already has in place several 
dispute resolution mechanisms in the communication industry. 

The committee will also focus on working very closely with MCMC in 2013 to ensure the 
successful implementation of Malaysia’s first ADR. 

  

 CDMD COMMITTEE REPORT
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Guideline for Mobile Agents & Dealers 

The idea for the development of the Guideline for Mobile Agents & Dealers was first initiated 
at the CFM Retreat in 2011 following a suggestion from MCMC and upon review of the rising 
number of complaints from consumers on misrepresentation by agents and dealers of the 
communications and multimedia industry. The guidelines were necessary to ensure that 
dealers and agents of the service providers conduct themselves in a professional manner 
when carrying out duties. 

The idea was later approved by the council and work officially began in Quarter 2 of 2012.  
The Committee started working on developing the guidelines that will serve as an industry 
guide for agents and dealers in the industry. The scope of work in 2012 mainly involved 
benchmarking studies and compilation of industry feedback. 

The first stage of the drafting process has been completed and the draft has since been 
presented to CFM members for sharing and discussion, at the same time working committee 
meetings with the industry will commence in 2013. CFM hopes to be able to finalize the draft 
for approval submission to SKMM by year end 2013.    

 

Staffing and Personal Development 

Staffing 

For year ending 2012, CFM has a total workforce of ten (10) secretariat members comprising 
of two (2) managers, seven (7) executives and one (1) administrative assistant. 

 

For 2013, CFM will be creating a new position of Director. The Director will be responsible for 
managing the overall affairs of the forum and maintaining and improving relations with all 
key stakeholders, among others. 

It is hoped that the creation of this senior post will be able to launch and lead CFM in the 
right direction towards meeting CFM’s organization objectives more effectively.  

  

Professional Development Plan 

In 2012, CFM focused on training and development that reflected our organizations priorities 
and give employees the skills they need to advance. 

We are committed to continuous learning and development for our people. For the coming 
year, CFM will continue to invest in staff training and development with a focus on talent 
development.  

           CDMD COMMITTEE REPORT
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The Communications and Public Relation Department (CPRD) is responsible for the overall 
engagement of the Forum, outreach activities and engagement with the regulator, 
communities, government agencies, consumer organisations and the telecommunications 
industry. The Communication and Public Relations Working Committee (CPRWC) is 
comprised of the Forum members both from consumer representation and industry who sits 
and work together to drive engagement activities for the Forum. 
 

CPRD 2012 SCORECARD 
VISIBILITY THE CONSUMER CONTENT MEMBERSHIP 

 Increase visibility, 
credibility and 
awareness 
impact.  

 Increase 
audience reach 
and knowledge 
sophistication. 

 

 Research and develop 
on content, consumer 
issues knowledge, 
consumer behavior 
change. 

 Develop market 
sophistication strategies, 
engagement strategies 
for effective consumer 
education on media.  

 Focus content on 
consumer issues, expert 
views and knowledge 
sharing.  

 Strategise local content 
resourcing for social and 
consumer education. 

 Identification of issues is 
challenged by lack of 
tools to manage. 

 

 Increase 
members 
network for 
balanced view 
and improve 
membership 
communications. 

 
Awareness in 2012 
Our awareness activities in 2012 focused on creating visibility for the Forum to a broader 
mass consumer base. One such initiative recommended by the CPRWC, CFM’s first Public 
Service Announcement (PSA), was aired on national television in conjunction with the 
Forum’s 11th Anniversary campaign.  
 
We participated in 38 outreach activities nationwide including exhibitions, workshops, talks 
and seminars. Three campaigns were executed in 2012, namely, the 11th Anniversary 
campaign, Redress Your Communications and Multimedia Complaints and Stop SMS 
Advertising. CFM also carried out a charity event through Twitterjaya #Toys4Kidz for a 
sharing session to give out toys for critically ill children at the Hospital Besar Kuala Lumpur. 
The circulation of our newsletter, SHOUT! Quarterly was increased, fully published and 
expanded onto 7 issues of eSHOUT, an online version of the SHOUT!  
 
Some of our notable achievements for 2012 were: 

 The impact of our awareness activities generated an almost 6-fold increase in 
consumer traffic to our online channels from 12,755 in 2011 to 88,258 in 2012, the 
highest in CFM’s 11 year history.  

 In terms of membership, we had 8 new members joining the Forum in 2012 with a 
total of 40 registered members in 2012. Please refer to Members list on page 31.  

 
We have also actively engaged the media by providing the relevant inputs to ensure that 
reported consumer issues are presented in an in-depth and fair manner, reflecting the 
complexity of the human and technology issues from both the industry and consumer 
perspectives.  
 
To help with coordinating our various activities including events, membership, publications 
and public relations, three new executives joined CPRD in the last quarter of 2012. All in all, 
2012 was a good year for CPRD in terms of lead generation and creating the momentum. 
Nonetheless, as a way forward, more attention should be focused on content development, 
media and member engagement as well as on targeted consumer behaviour change to 
effectively create a meaningful and sustainable impact. 
 
 

 CPRD COMMITTEE REPORT
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          Gender                                                   AGE      
   6% 45% 24% 25% 

55% Female   45% Male                       6-15              16-25                     26-35                ≥36 

 

1. Are you currently subscribing any broadband services? 
If yes, what do you mainly use the services for?     If no, why not? 

       

2. In your opinion, at what age should         3. What type of applications do you  
 children be allowed to own mobile               download? 
 phones?      

              

4. Your visit to CFM’s booth has increased your knowledge in which area?  
                                

 
5. Have you ever lodged a complaint on communications or multimedia related services 

to any agency/ organization?       
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OUR 41 MEMBERS (as at end 2012) 

ORGANISATION CATEGORY DATE JOINED 
 

TELECOMMUNICATIONS 
Celcom Axiata Berhad OMSS 18th Aug 2004 
DiGi Telecommunications Sdn Bhd (Digi) OMSS 9th March 2001 
JARING Communications Sdn Bhd OMSS 2th April 2002 
Malaysian Mobile Content Providers Association (MMCP) OMSS 10th April 2008 
Maxis Broadband Sdn Bhd OMSS 7th March 2001 
Maxis Mobile Services Sdn Bhd OMSS 7th March 2001 
Packet One Networks (Malaysia) Sdn Bhd OMSS 24th July 2007 
Pernec Paypoint Sdn Bhd OMSS 1st Dec 2009 
Telekom Malaysia Berhad (TM) OMSS 11th March 2002 
TM Net Sdn Bhd OMSS 23rd Oct 2002 
TT DotCom Sdn Bhd OMSS 7th March 2001 
Tunetalk Sdn Bhd OMSS 15th April 2010 
U Mobile Sdn Bhd OMSS 21st Dec 2009 
YTL Communications Sdn Bhd OMSS 1st March 2011 
   

BROADCASTING 
Astro Radio Sdn Bhd    OMSS                                                8th March 2001 
Asian Broadcasting Network (ABN)    OMSS                                                6th March 2012 
Measat Broadcast Network Systems Sdn Bhd 
(ASTRO) 

   OMSS                                           30th Dec 2003 

Sistem Televisyen (M) Bhd (TV3)                                   OMSS                                                                       2nd March 2001 
   

CONSUMER ASSOCIATIONS 
Consumer Association of Miri (CAM) OMDS 13th July 2004 
Malaysian Consumer Association (MACONAS) OMDS 21st March 2012 
National Council Women's Organization  Malaysia (NCWO) OMDS 3rd March 2001 
Persatuan Kebajikan Pengguna Johor (JCWA) OMDS 2nd March 2010 
Persatuan Pelindung Keselamatan Pengguna Kuala Lumpur (PKP) OMDS 20th Sept 2012 
Persatuan Pelindung Pengguna Kelantan (PELINDUNG) OMDS 21st March 2012 
Persatuan Pelindung Pengguna Pulau Pinang (PCPA) OMDS 20th Sept 2012 
Persatuan Pengguna Daerah Kuala Terengganu (PPDKT) OMDS 25th Febr 2010 
Persatuan Pengguna Islam Malaysia (PPIM) OMDS 30th June 2004 
Persatuan Pengguna Kedah (CAKE) OMDS 24th Feb 2010 
Persatuan Pengguna Melaka Tengah (PPMT) OMDS 1st March 2010 
Persatuan Pengguna Negeri Sembilan (NESCA) OMDS 31st Aug 2006 
Persatuan Pengguna Pulau Pinang (CAP) OMDS 2nd March 2001 
Pertubuhan Pembimbing Kewangan Pengguna & Keluarga 
Malaysia (KPM) 

OMDS 21st March 2012 

Persatuan Pemilik-Pemilik Telefon Bimbit Malaysia (PERBIT) OMDS 6TH March 2012 
   

EDUCATION 
Multimedia University (MMU) OMDS 9th March 2001 
Universiti Kebangsaan Malaysia (UKM) OMDS 21st March 2012 
Universiti Sains Islam Malaysia (USIM) OMDS 20th Sept 2012 
Southeast Asian Ministers of Education Organisation Regional Centre 
for Education in Science and Mathematics (SEAMEO RECSAM) 
 

OMDS 28th April 2005 
(till June 2012) 

ASSOCIATE MEMBERS 
Raja Darryl and Goh AM 8th Feb 2010 
Abdul Manaf bin Bohari AM 21st April 2010 
   

OTHERS 
Kesatuan Perkhidmatan Perguruan Kebangsaan (NUTP) OMDS 9th March 2001 
Persatuan Ekonomi Pengguna & Keluarga Malaysia (MACFEA) OMDS 14th Nov 2007 

 

 MEMBERS OF THE ORGANISATION 
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Communications & Multimedia Consumer Forum of Malaysia 

6-02, 6th Floor, Wisma Straits Trading, No. 2 Lebuh Pasar Besar, 50050 Kuala Lumpur, Malaysia 
Tel: +603 2692 3800     Fax: +603 2693 2288     Consumer Hotline: 1800 18 2222 

 
Email: enquiries@cfm.my      Web: www.cfm.org.my  

www.facebook.com/consumer.forum.malaysia      twitter.com/cfm_malaysia   
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