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PUBLIC CONSULTATION: DRAFT GENERAL CONSUMER PRACTICE SUBCODE ON OPT-IN REQUIREMENTS FOR THE COMMUNICATIONS AND MULTIMEDIA INDUSTRY MALAYSIA

	NAME:

	

	ORGANIZATION:

	

	EMAIL:

	

	TELEPHONE NO:

	



The objective of the public consultation is to collect public opinion on the Draft Subcode, which outlines the Opt In requirements for four key areas of mobile services, they are auto-migration, roaming, direct carrier billing and device care made available by the telecommunications companies, known as service providers (“service providers”). 
Please submit your responses to the questions in the box via email to public.consultation@cfm.my no later than 5.00PM, 28 FEBRUARY 2025 (Friday)
PART 1 INTRODUCTION
	Justification 

	[bookmark: _Hlk189754716]Part 1 Introduction is inserted to provide the basic introductory aspects crucial in drafting regulations including the objectives, scope, compliance and definitions of key features and phrases in the Draft Subcode. They are Auto-Migration, Roaming Direct Carrier Billing, Device Care Plan, Pay Per Use, Subscription Based Value Added Service and Value-Added Service. 




	
	Components
	Feedback


	1
	Are the concerns related to Compliance with this Subcode adequately addressed?
	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:



	2
	Are the definitional issues related to Auto-Migration, Roaming Direct Carrier Billing, Device Care Plan sufficiently addressed?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Are the definitional issues related to Pay Per Use, Subscription Based Value Added Service and Value-Added Service adequately addressed?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	4
	Comments/ Suggestions for Part 1 Introduction

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:





PART 2 – GENERAL PRINCIPLES OF OPT IN REQUIREMENTS
	Justification 

	Part 2 General Principles of Opt In Requirements are drafted to highlight significant principles in strengthening the consumer protection related to the following aspects:  

1 Transparency principle is aimed at building consumer trust by ensuring that Consumer can make informed decisions to Opt In.
2 Accuracy principle is aimed at providing accurate information and instructions to Consumer, ensuring that Consumer are well-informed when making decisions to Opt In.
3 Accessibility principle is aimed at practising Opt-In Mechanism that enhance Consumer right to information and by using digital or non-digital platform that ensure inclusive, fair and non-discriminatory treatments to all Consumer.
4 Notification principle is aimed at implementing robust notification practices that enhance transparency, empower Consumer to make informed choices, and Service Provider to foster a positive relationship with their Consumer.
5 Clarity principle is aimed at enhancing Consumer understanding, reduce confusion, and ensure that decisions to Opt In are made with full awareness of their implications.
6 Consumer Autonomy principle is aimed at empowering Consumer to choose and to decide/ determine the product or service that best suits them, establishing stronger relationships between Service Provider and Consumer, and enhancing Consumer satisfaction and overall experience based on trust and mutual respect.




	
	Components
	Feedback


	1
	Are the general principles sufficient to protect the consumers for Opt In Requirements?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:


	2
	Is the provision related to Clarity for Separate Consent for Different Services provide adequate protection for the consumers?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Comments/ Suggestions for Part 2 General Principles of Opt In Requirements

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:




PART 3  –OPT IN REQUIREMENTS FOR AUTO-MIGRATION
	Justification 

	Part 3  Opt In Requirements for Auto-Migration are introduced to address complaint issues lodged by consumers between the year 2021 to 2024. This area received the highest complaints related to mobile services including unauthorized (non-consensual) Auto-Migration and unauthorized plan change leading to escalating charges and service disruptions.
 



	
	Components
	Feedback


	1
	Are the issues related to Auto Migration sufficiently addressed?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:


	2
	Are the concerns related to Opt-In Mechanism adequately addressed when Service Provider shall not exercise Auto-Migration without obtaining Subscriber prior informed consent to Opt In if the Auto-Migration has the effect of increasing more than twenty (20) percent of subscription fees or variation of rate in the new product or service plan, or require specific action from Subscriber? 

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Are the issues related to the mobile number portability, mitigation service disruptions and subscriber follow-up sufficiently addressed?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	4
	Comments/ Suggestions for Part 3  Opt In Requirements for Auto-Migration

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:





[bookmark: _Hlk189672453]PART 4 –OPT IN REQUIREMENTS FOR VALUE-ADDED SERVICE
Chapter I – General Requirements
	Justification 

	Part 4 –Opt In Requirements for Value Added Service: Chapter I – General Requirements focused on combined issues for three areas related to Roaming, Direct Carrier Billing and Device Care Plan. They are Consumer Authentication Message, Renewal Confirmation Message and Providing Opt-Out Mechanism. These areas are part of the concerns emphasised by the consumers. 




	
	Components
	Feedback


	1
	Are  the issues related to the consumer authentication message sufficiently addressed? 

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:




	2
	Are the issues related to Consumer Opt Out from Subscription Based Value Added Service sufficiently addressed when Service Provider shall send  an Opt Out confirmation message to the Consumer within 1 Working Day of receipt of the request to Opt Out? 

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Are the issues related to the Service Provider whose Consumer has requested to Opt Out from Subscription Based Value Added Service, shall stop supplying the Subscription Based Value Added Service as quickly as possible upon receipt of the request by Consumer, unless Service Provider is unable to stop supply within that time due to matters beyond its reasonable control is adequately addressed?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	4
	Comments/ Suggestions for Part 4 –Opt In Requirements for Value-Added Service: Chapter I – General Requirements

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:




PART 4 –OPT IN REQUIREMENTS FOR VALUE-ADDED SERVICE
Chapter II – Specific Requirements for Roaming Services
	Justification 

	Part 4 –Opt In Requirements for Value-Added Service: Chapter II – Specific Requirements for Roaming Services underline the consumer concerns on billing dispute, overcharging, roaming services and service transparency. These matters are revealed in the consumer complaints report between the year 2021 to 2024. 




	
	Components
	Feedback


	1
	Are the issues related to roaming adequately addressed in the provisions?
	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:





	2
	Are the issues related to Opt-In Mechanism sufficiently addressed when Consumers may Opt In for Pay Per Use roaming service by enabling or activating data roaming service on their mobile device at any time and may Opt Out by disabling or deactivating the data roaming service on their device at any time?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Are the issues related to Prevention of Bill Shock adequately addressed when Service Provider shall  take necessary measures to help pay per use roaming service Consumer avoids bill shock include but not limited to providing Spend Limit for data roaming and call/sms roaming with the latter subject to technically feasibility and commercial arrangement with Service Provider’s roaming partner?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	4
	Are the concerns related to Transparency and Cost Awareness sufficiently addressed when Service Provider shall inform Consumer about the roaming charges and required to implement safeguards by disconnecting roaming service when usage thresholds are reached?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	5
	Comments/ Suggestions for Part 4 –Opt In Requirements for Value-Added Service: Chapter II – Specific Requirements for Roaming Services

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:



PART 4 –OPT IN REQUIREMENTS FOR VALUE-ADDED SERVICE
Chapter III - Specific Requirements for Direct Carrier Billing
	Justification 

	Part 4 –Opt In Requirements for Value-Added Service: Chapter III - Specific Requirements for Direct Carrier Billing accentuate consumers issues related to DCB as reported in the complaints between the year 2021 to 2024. These issues are unauthorized transactions, billing disputes, fraudulent transactions and service termination issues. 




	
	Components
	Feedback


	1
	Are the issues related to Direct Carrier Billing (DCB) adequately addressed in the provisions?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:




	2
	Are the issues related to Transaction Limits and Restrictions sufficiently addressed  when Service Provider may impose limitations on the DCB transaction amounts that can be charged  to Consumer’s account, and these limitations may include both Spend Limit on the total transaction amount per individual purchase and a restriction on the number of transactions allowed per day?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Comments/ Suggestions for Part 4 –Opt In Requirements for Value-Added Service: Chapter II – Specific Requirements for Direct Carrier Billing

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:



PART 4 –OPT IN REQUIREMENTS FOR VALUE-ADDED SERVICE
Chapter IV - Specific Requirements for Device Care Plan
	Justification 

	Part 4 –Opt In Requirements for Value-Added Service: Chapter IV - Specific Requirements for Device Care Plan point out consumers concerns related to Device Care Plan as highlighted in the consumers report between the year 2021 to 2024. The issues raised are lack of transparency in policy terms  and unfair claim rejection.




	
	Components
	Feedback


	1
	Are the issues related to Device Care adequately addressed in the provisions?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:




	2
	Are the issues related to Opt-In Mechanism sufficiently addressed when Consumer shall be given the option to Opt Out of the Device Care plan within 24 or 48 hours of subscribing to a fixed-term or open-term Device Care plan without incurring any penalty or cancellation fees?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	3
	Are the concerns related to Renewal and Flexibility of Plan adequately addressed when Service Provider shall allow the Consumer to renew, upgrade or downgrade Device Care plan for the same device, subject to the availability of the Device Care plan?

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:

	4
	Comments/ Suggestions for Part 4 –Opt In Requirements for Value-Added Service: Chapter II – Specific Requirements for Device Care Plan

	☐ Agree     ☐ Not Agree     ☐ No Comment

Comment/Suggestion:
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