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c—}S%v RATEL R A T E LRESPONSIBILITIES

The Agency has the responsibility to

13)deci de upon userso comp|
by this Law and the bylaws of the Agency

14) settle disputes, in cases stipulated by this Law or
t he A g e-dnwsyhbetsveel ysers and
telecommunications operators as well as between
telecommunications operators themselves

20) to make its work transparent, including the
possibility for all interested parties to give their
remarks and comments regarding measures taken
and decisions made )
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“S%’ et ROAMING COSTS

-Comparative Overview

A In order to help the citizens of Serbiao reduce the
costs of using mobile telephones during the period of
summer vacations or during their travel abroad, we
have created roaming tariff charts for each of the
three mobile operators

A The overview includess0 countries in the following
order: neighbouring countries the rest of Europe
¢ sia, North America and Africa.

A The overview also includes the costs voice callsfor
prepaid and postpaid usergyiven in the form of
din/min, as well as the costs of sent SMS messages
given in din/SMS and the costs of GPRS traffic glven
In RSD/KB.
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/S%, it INSTRUCTION IN CASE OF
HARASSMENT

A Harassmentin the field of mobile and fixed telephony
IS related to three or more attempts of calling (calls
without making a connection, two or more connected
calls or messages which evoke the feelings of
discomfort, worry, fear or stressin the recipient of the
call, and who Is, because of it, forced to seek
protection from operator.

A This Instruction definesthe mode of pressingcharges
as well as the procedure of the operator upon the
receipt of the harassmentreport.
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TSI ENTERTAINMENT SERVICES

A Having solvedthe International IQ Test, the user, in
order to obtain the result, writes his mobile phone
number in the appropriate field onthe Internet page

A Soon after, the user receivesa confirmation code by
means of an SMS message After sending this code
over the Internet, each following messagethe user
receives from number 7474is charged 150 RSD plus
tax, and this is something the users are usually not
aware of becauseof the deliberately incomprehensible
Instruction.

A Upon R A T E Litesvention, mobile operators have

ceasedo offer this kind of serviceto their users
5
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/S%, wici  PROVISION OF VALUE ADDED
SERVICES (1)

-Obligations

A In providing value added services( participating in
game shows quizzesvoting via telephoneor via SMS,
etc.), provider of the servicjsis obligedto:

1. to clearly state the cost of the service in the media

2.10 ensurethat the cost of the serviceis written in font
identical In size, type and colour to the font of the
telephone number used for the provision of services
(in caselt Is broadcastedon televisionor printed in the

press;
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C/, T PROVISON OF VALUE ADDED
i e SERVICES (2)
-Obligations

3. ensure that the cost of service is always made
publicly available together with the number for the
provision of service (in caseit Is announcedduring
televisionor radio program);

4. ensurethat, in casethe servicels realized by dialing
the number, the user is notified about the costof the
serviceafter the establishedcall connectionand prior
to costcalculation;

5. state all costsdue to be paid by the user in casethe
servicecannot be provided ( in caseall operators are

busy, inabllity to tune in the program, etc.)
,
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-
oS i REPORT ON USER

‘/\ s
J COMPLAINTS (1)
2008 2009
Total number of complaints 397 385
Total number of resolved complaints 268 225
Number of signal quality complaints 45 26
Number of complaints about service bill amount 40 36
Number of breach of contract complaints 22 27
Number of Internet quality complaints 36 30
Other complaints 254 266
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ugfij&"w REPORT ON USER
COMPLAINTS (2)
Complaints per 2008 2009
service
Fixed telephony 142 101
Mobile telephony 51 95
CATV 134 106
ISP 58 65

Other 12 18
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Republic of Serbla
/ ’ : : Repaioic Telecomsrerscanon
Agency

ICT USER GUIDES (1)

A In cooperationwith INA Academy,RATEL translated
and published ICT user guides in the form of
appropriate brochures encompassingthe following
topics:.

1. [ obile telephonesand antennas
Avallability of Multi -Play services
Consumer rights in the ICT sector
Online security

Broadband access

Ol R N
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THE INTERNET

themewas i Pr ot ehdldrenmgy ber spacebo

O FE wva MHtepHery

by = AGrOBATIHE. CHETAHKG GG
ApeKo VMTEHETE €O HEKIAM KOMd He
AOIHG)eIL AGEGIHO IMOKe BT ORAHG.
YuuMu TO come ya Acazony poauTems o
W Tana G4 GUno Gone ac oHi Syay
APACYTHIA,

Thn ye v — ABUARM WM N0RE, YeT ASBYKE,
HEO W OTAIPAE (NOR, POTOIPINUIT,
WA TEXCTOaA HenoaHaTuX ocobi W
COBa Y KOS HOMALL NChepsthe MENE AT
wamoBe HenjaHOCTY U Apoineme. —
OHU MOTY AT COATKE BUPYCE AU
HeApUETOe ROPYHe U ApeANare,

= POLN CROjHM HOAMTE A
WA OAPGENMIA OCOBIAT Y KOje MLl
NOkepierd YROMMNG HALBRI He SafpiKa e
M AOPYKe KO Te YIHEMM pabjy.

g v = Aa AW Gue SeafiencH He
Murepery, ocofitmn ca KOjHMG MeTY el
OHIIJH HeMo ) A pajelil CAOje. TMYHe
fonaTHE KOO TO £Y RyHO MM, Umejn
anpeca, 6poj TenedqoHa, kyRua aapeca,
POTON I UM ACATLM ©
TODUTEMAMA 1 LWIKOTTU .

-~ MHPOPMALME KO MOTY A Ce
Hahy Wo JiTenseTy He sopaly ac Syay
UCTHAATE, ADK OCOBE Ea KOJUMME €U Y
KOHTAKTY & He FOAHAell X JMOTY Ad
NAWY O TOME KO CY, KOKBU CY, KOMWNG
el jy TOAMME U YiAMe. o Babe,

Leaflets and postersto help
valuableresourcesi RATEL

ropwcTad nvee: kliknibezbedna.rs

PATEA

Foryenean st
et

CUTYPHO Ha
MHTEpHETY

beabenHu kopaumn y ceet
HOBMX TexHono

Tipe Hero WTO KNUKHEW - PaIMMCIU:

OpICTH VIMTEpHET COMO KIAQ CY OAPOCTIA Ty MM
cy TM Ao3sCNMNM A yAel OHNAjH.
TR HO YTME UMM VMK COMO GKO HOW WTO
OHO paaM UMM Kyaa hie Te omsecTI.
Peupaj como Geaeane npoquene, Be3 cytmie
AETANG, A0 He 61 YTPOMO CROJY NPVBATHOCT.
perpaxy] UnTepHer :jeano ca oapacnume
HOPOUATO KAAQ CYRGY jells N0 HOMAM CajTOBMMA,
Ownnopucwwwjamumwm

ymnummmnuumﬂwm Weeprery,
cnoBomo nopamy namoh.
Hmmmmwuuq‘mjvmw
naaaTke o poauTenuma npexo MurepHera.
o5 KOMEPY YKIVYUH COMO OKO G CHTYROH A0
PAIORORAW €O NOIHATOM OCOEOM,
Qb4 U OTROPG) MMEROBE COMO YKOTMKO €U Y.
KOWTaKTY ¢ OCoBaMa KOje MOMajew
Wis como

Mnagu u ose Texwonorie

CHILDREN PROTECTION ON

The 2009 World Telecommunication and Information Society Day

children safely accesghe Internet and its
and PetnicaScienceCenter

o ek

eceT

MYAPUMX caBeTa
33 poaguTene

WHTEDHET je HeCyMIsHBO TeXHONOMja M
KynTypa GyayhHOCTH. MUAMOHN MA3AMX TbyaH

. Hes

azowro

HYXOBS 4€UE HERE CTBRPK BONE Pasymely O Whx. Hnax, Beoms
Aeur

A3 cy

op i wrepuer,
MOBKNK TENCOK), A 98 M TO ¥ ME WO HEHHH TOZIWE Y

KopucTe Tpawe
HOBE NpHjaTense, rpajy urpuue, ckuaajy u
cnywafy My3uKy, a NOHeKan u yue, Tpaxe u
NpUKYN/Ljy NoAaTKe 3a cBoje 3apaTke. Ao capa
Hije AOKa3aHO Aa VIHTEPHET AONPHHOCH

WM MM

yesy, woje prsuke
woprre Ha MafbeaBeamy MocyRy Ham.

P y

(xaKo ce vecto MMcnH). MpeaHocTH Koje
MHTEpHET npyxa cy MHOrobpojHe, a jeanHa
CHIYPHA OMACHOCT Je CMarbetbe Duamike

vy

Reue, EBO HawwX caseTa:

pauywapy, »
HTEpWET, PAA €2 AWIHI SN KEMEDMES, KADIAS CRITOBE,
"

3 VNTEPHET ¥ DOMETXY OTKDHBATE 3ajeaNo!
2 MOCTHTHATE JACAH AOFOBOP €3 AETRTOM 0 Kopihersy

HOBMHE yMO3MEy 04 CROMX BPLLIAKE 1 19K WA,

Kaxo momere nomohi Aty Koa kyhe
Hose e wcy reredom;

PHETA — BPEME DA, CARDIAE W .
% MogyuWTe AETE A3 BOAK PANYHA O CBOJ0) NPKEATHOCTH
~ HAP3EHO, HE CaNO Ha HHTepHeTy.
< Pasrosapare o PUMUAMA KOje HOTY ROHETH OHNaJH
npHjaTencTea,

y €y ¥ pasy naejepr,

e ose Jep be ome

A
22 upral

¥ sez
MMTEDHETY, A3 MTPaly 3AXTERHHRE K CROWENKE VTPHUE, T8 A3
¥Ppo3 TaKae T

Beabeano xoprhere HnTepnera KA Kyhe

7O TeyAMMG KOje SOl
PO3Epi A N4 PaYHED KOJU KOPUCTIA ke
QTUBMBaHY 3aWTATY OR BUpYCa M Ynase.

M"‘WM"“WDWWM Ksra u
HGCOMUCA - Ty Wia WHOTO TaHHX G
VamMwEHAX U ro

Y Hnax, sogure
He

Hafone je.

awa

rDELHIX jo. He
Bepy) Caemy WTo npawahews U NPOMTa Tamo!
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< HayuuTe cacje AeTe 4a Ha VIMTEpHETY WHa QOCTa
« s

S He ByAMTe NpEBMLIC KpUTRNHW NPEMa CYpdosasy No
Hpexi!

IPOBAIREDY CaB CARPAG 38 KO
PECHBAN W WTETaN (13 N
4 W1k Tenespow nposajaepar)’
2 YnoswajTe c Ca HaSHKaMa Ceor ASTETa K MHTepHery.
2 NowTyjTe ocTanc Ha MkTepHeTy.
S HayuuTe ACTE 42 He COaN NDEAYTO 3 PAYHADM, A3
Gyfe BMLIC (HaMKM BKTMEHO W 43 PATH Y 1
KO} & IDACTO]HO OCBCTTLEH # NDOSETDCH, 43 Celi
YENPABHO Ha HaJMaMe 0N NETEa 0 MOKHTOPA.

111 3anaMTUTe 03 Je VHTEDHET RO CAAA NOKA3I0
Heyriopeawso BHLE KOPHCHIX HETD LITETHIX aankKkal

= i oot o i Y wise Smerm, POAAMN,
Ky Sk Ao, v o OAYA B PO o
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c%%j RATEL hank you for your attention

Visnjiceva 8
11 000Belgrade
Republic of Serbia

Call center; 011/3242 673

www.ratel.rs

ratel@ratel.rs

Contact:
Milan Jankovic
u jephone 011/2026 800

milan.jankovic@ratel.rs
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