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Preface
Who is ACCAN?

ACCAN is the peak body in Australia representing the interests of consumers in issues related to communications.  Formed in 2009, ACCAN succeeds the Consumers’ Telecommunications Network (CTN) and Telecommunications and Disability Consumer Representation (TEDICORE), and is responsible for conducting consumer research, advocacy, policy development, and consumer education.  A not-for-profit organisation, ACCAN welcomes both individual and organisational members.

Seeking your views to assist with our strategic planning process

We are building a plan for the first five years of our work and encourage our members and stakeholders to provide feedback, as specific as possible, on this consultation paper:

· The Communications Landscape provides a vision of ACCAN’s proposed objectives, the context of communications in society and policy, and the communications services we will focus on.

· Effective Advocacy and Representation presents a vision of how ACCAN plans to position and conduct its work.

· We anticipate that The Issues We’ll Focus On will comprise five key issue areas, and will provide goals and options to address them.  The five areas we are proposing are: 

· Making the market work for consumers

· Ensuring availability, accessibility and affordability

· Shaping the National Broadband Network

· Guarding security, privacy, and fair use

· Supporting responsible consumption

The range of issues presented in this paper is vast, and we will be scaling our activities to maximise our impact.  

This consultative paper is a draft and will almost certainly change as a result of this consultation and a final review by the ACCAN Board. The outcomes of this consultation will inform the development of our Strategic Plan, and we thank you in anticipation of your input.
How to provide comment

· In writing: 
Via email: sarah.wilson@accan.org.au 

Post: Suite 402, Level 4, 55 Mountain Street, Ultimo NSW, 2007
Fax: 02 9288 4019

· Online: visit our website at www.accan.org.au.

· By phone: call us on 02 9288 4000 to arrange an interview.

· In person: Contact us to arrange a meeting.
Public consultation on this document closes October 9, 2009.  Please advise us if you do not wish to have your submission or comments published.
More information

This paper was informed by a set of scoping projects, including Future Consumer: Emerging Consumer Issues in Telecommunications and Convergent Communications and Media, and reports on informed consent and customer service.  All three reports are available on our website.  We’d like to acknowledge the support of the Department of Broadband, Communications and the Digital Economy in these projects and in our ongoing work.

The Communications Landscape

It’s time to empower and act for consumers 

It is a time of opportunity for consumers in the communications market.  In ACCAN, consumers have a better resourced representative body. Equally important is greater government attention on communications and consumer policy, creating scope for measurable improvements in consumer outcomes. Chief among these is the need to empower consumers and to act on behalf of consumers who need help in the market.
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Communications are essential services

Use of communications is at record levels and growing, especially mobile phones and broadband services.  Consumers value these services highly, using them for a wide range of purposes. Communications are now also at the centre of economic and social policy, reflected in the advancing notion of a ‘digital economy’ – the global network of economic and social activities enabled by communications services, including cross-sector services such as e-education and e-health.


Internet-based, mobile, and interactive technology

Telecommunications, the Internet and broadcasting are no longer separate sectors requiring separate policy and advocacy work.  Consumers are increasingly able to mix and match among network technologies, devices, and applications to source the communications services they desire.  While noting that legacy technologies will continue to be important, the 

themes of the technology landscape are Internet-based networks, mobility, interactivity and transaction.  Consumers are both users and producers in these spaces, and are able to execute a wide range of personal and business activities across sectors. 

An important consideration here is ACCAN’s role in television and radio, especially with the switchover to digital underway.  ACCAN will monitor the communications functionality of these services, initially focusing on applications delivered over Internet or mobile networks. 


Consultation questions 


Effective Advocacy & Representation
Who we will campaign for
The term consumer has traditionally been defined as residential users.  Recognising the prevalence of mobile technology, we will focus on personal use of communications services.  ACCAN will also expand its definition to include small business users, and noting the importance of communications in society, the public interest.  

We will make special distinction for consumers for whom the market is not working, which often includes vulnerable consumers: consumers on low incomes, consumers with disabilities including Deaf consumers, consumers living in rural and remote locations, Indigenous consumers, consumers from culturally and linguistically diverse backgrounds, minors and seniors.  It is important to note that consumers often experience multiple vulnerabilities in these areas, and that the technologically complex nature of the market can make any consumer vulnerable.


Guiding our work

To guide and benchmark our work, we propose to develop a set of consumer rights and responsibilities for the communications market in Australia.

Our Values


Our profile


Our networks


Our framework for action

We will use a matrix through which we can evaluate and prioritise issues. 


Our core functions


d
What we won’t do


Our legislative powers 


Consultation questions 

The Issues We’ll Focus On
Making the market work for consumers

· Consumer protection and policy arrangements are inadequate and unsustainable.

The consumer experience in the market is highly variable.  In 2008 the Telecommunications Industry Ombudsman (TIO) experienced a 50% increase in complaints, up to 150,000.  The Australian Competition and Consumer Commission and Minister Conroy have both expressed grave concern at the state of consumer experience in the market.

Positive consumer outcomes are not formally at the centre of current mechanisms. The self-regulatory regime is too slow to respond, does not engage with consumers enough, is not complied with, and not adequately monitored or enforced.  There is lack of direction in the converging landscape, with multiple pieces of legislation across telecommunications, Internet and broadcasting. Another important element is lack of international engagement.  More can be done to forge a strong Australian presence in regional and international standards and policy bodies, working groups and other forums to deliver outcomes for consumers.

· Poor customer service and unfair commercial practices are common.

Customer service is the most complained about aspect of the market, including advice, failure to action requests, failure to refer to the TIO, and availability of service.  It is felt that providers are moving towards self-service and pay-for-service. Complexity of commercial relationships is also making it difficult to interact with providers and seek redress, especially in a converged landscape that crosses sectors.  Additionally, companies are offering more bundles of services, making switching challenging, including services ‘locked’ to providers.  

Consumers face major challenges to providing informed consent, especially vulnerable consumers.  Misleading conduct and complex information provision are problems across consumer contracts, point-of-sale advice, advertising, and product terms and conditions.  This includes new concerns that our electronic contracting in e-commerce and online marketing technologies able to track and collect user information surreptitiously (see privacy section). 

· Information available to consumers is often confusing, ineffective and not trusted.

Information in the market comes from many sources and in many types. However, it is often not presented in accessible ways, is too technical or legal, is too lengthy, and doesn’t come from trusted sources.  Consumers cannot make informed choices in this environment.
· Consumers are not aware of their rights.

There is a strong feeling that there is low consumer awareness of rights, but a desire to be informed. This encompasses a need to engage more groups of consumers in advocacy.  An example is young consumers, who are technically savvy but under-represented.
· There are unclear levels of consumer literacy, and uncoordinated training.

The term ‘digital media literacy’ describes the ability to use, understand and create media and communications.  Though under-researched, it is clear that many consumers are not confident in their skills in the market or in the use of technology.  There is no national, coordinated strategy to develop and measure media literacy across all groups of consumers.  There is particular need for older consumers, consumers in rural and remote locations, consumers with disabilities, and Indigenous consumers to have customised programs.

· There is a lack of consumer-centered research.

Research is needed on consumer experiences in the market and options to improve them.


Ensuring availability, affordability, and accessibility

· There is a lack of baseline protections, and a need for better inclusion programs.

Communications services in Australia are not universally available, accessible, and affordable.  For many, this has created inequity and barriers to participation in society.  In terms of availability, people who live in rural and remote communities, especially remote Indigenous communities, do not have nearly the same communications options as people in metropolitan areas, in some cases not even basic landline and public phone services.  There is urgent need for equitable mobile and broadband services, and better customer service.

The importance of communications technology, combined with the current economic downturn, make affordability of communications services more essential then ever.  However, despite growing acceptance of its importance in take-up and use of services, there is little work defining or measuring it, especially for broadband and mobile services. Better provisions are needed for consumers with disabilities, consumers in rural areas, and Indigenous consumers especially.  There are limited policies to enhance affordability of these technologies beyond what the market provides. Though there are successful programs, take-up may be low because of lack of awareness or unwillingness to prove eligibility. 

In terms of accessibility, non-inclusive design is a primary issue. Often, devices and software applications are difficult to use.  This is especially the case for consumers with disabilities and older consumers, a growing issue since it is estimated that 20 per cent of the Australian population has a disability, a figure that will increase as the population ages.  For those who do require additional assistance to use communications services, including Deaf and blind consumers, there is limited availability of assistive equipment (for newer technologies like real-time IP-based text and captioned telephony in particular) and an independent equipment program through which to source them.  A Video Relay Service is another key area of need as well as support for highly marginalised people such as people with communications impairments.

Another key issue here is a lack of compatibility and interoperability, and stipulations requiring it, especially considering the pace of technological change and proliferation of devices and applications.  Consumers can also be limited in their ability to use services because of proprietary formats and standards employed rather than open source ones.

There are two major issues around ensuring availability, accessibility, and affordability of services.  First, there aren’t appropriate baseline protections.  Government has flagged review in this area, citing declining performance in the delivery of the Customer Service Guarantee, Universal Service Obligation, fault repair, priority assistance and pay phones.
Second is the absence of a coordinated inclusion strategy for those not adequately served by the market.  There are a number of demographic, socio-economic, and physical-mental capacity circumstances that can affect a consumer’s use of communications technology. It is important to note that there are broader questions around how digital inclusion relates to social inclusion, with research needed in these areas.  However, some of the characteristics which have an obvious correlation are rural or remote location, having a disability, being an Aboriginal or Torres Strait Islander consumer, older age, and low income. Consumers often experience ‘multiple divides’ across these areas, for example Indigenous consumers with a disability face extreme challenges to sourcing and using appropriate services.

· Improvements to service quality and device quality are needed.

Service faults is an ongoing issue, ranking as the third highest complaint category in 2008. Emerging technologies, such as Voice over IP, are considered prone to unreliable service, with concerns that network operators are covertly altering quality of service. Anecdotal evidence and overseas research show that many consumers also experience problems with devices, specially mobile phones and computers.  This topic directly connects to the growth of e-waste discussed later. A final issue here is reliability of services in times of power outage, with major implications for emergency services and time-critical applications. 

· Consumers require guaranteed access to emergency services and warnings.

Access to emergency services and warning systems from popular emerging technologies like Voice over Ip is not guaranteed.  This raises a number of challenges to the effectiveness of the system and consumer awareness of arrangements.  Consumers with disabilities also require support to access emergency services through mobile phones and text.


Shaping the National Broadband Network

· Consumers are needed at the forefront of policy and system design
The NBN is a very significant piece of policy, but much remains to be seen with regard to its outcomes for consumers. There are unanswered questions over return on investment, availability (especially ensuring all consumers have equivalent access), usefulness, affordability (billing, disconnection, comparison to current tariffs), reliability (cabling, performance during blackout, interoperability) and non-discriminatory protections.

· Ensuring open access networks and network neutrality is critical.
Non-discriminatory networks, and non-discriminatory availability of content is important for equity.  The NBN proposal calls for an open access wholesale-only network, though specifics about how this will affect relationships with retailers remain to be seen.  There are also no provisions to ensure network neutrality (prohibiting providers from offering tiered services).

Guarding security, privacy, and fair use
· Consumers are at danger from attacks on their privacy and e-security

Security and privacy is eroding through the use of communications technologies, and Australia’s laws do not sufficiently or clearly deal with most e-security and privacy issues.  Malware and viruses, widely available, can significantly damage consumer devices and networks, and can also act as a delivery mechanism for other attacks, including botnets and identify theft.  Data collection techniques, data sharing, data persistence, data mining, and location information all create vulnerabilities, often without the knowledge and consent of consumers. The growth of mobile technology, e-commerce and social networking pose particular concern, as they allow use and creation of a vast array of data and services. 

The detrimental effects that can be experienced as a result of these attacks and breaches can be many and varied, including financial detriment, loss of productivity and time, emotional stress, embarrassment and even personal safety. Though more research is needed, it is clear that Australian consumers are significantly affected by these threats, especially their confidence and willingness to participate in e-commerce. Preliminary research indicates that, although consumers are concerned about these issues, they are not taking sufficient preventative measures. This can involve a lack of understanding about threats and insufficient skill required to deal with the threats. 

· Consistent protection of minors across platforms is needed.

The main issue, rather than what level of child protection is appropriate, is consistency of protection across platforms. Restrictions on content have often been based on determining where the content will be encountered and by whom, but content has become increasingly ‘mobile’ – able to be delivered across a range of platforms and into a range of environments.
Converged content doesn’t fit within the silos that have previously dealt with classification, and the lack of platform-neutral policies creates uncertainty. Additional emphasis is needed on protection of minors in unfair marketing, subscription services, over-consumption through mobile commerce functions, and applications of location-based services. 

· Copyright and intellectual property rights: mass confusion and unfair practice. 
Communication technologies have changed production cycles.  This has created a great deal of confusion over ownership of co-created content, and complex law to navigate in the struggle for control of content.  The need for simplified systems to manage rights is urgent. Creative Commons licensing is one attempt, but it is not enough to deal with all cases.  

Additionally, Technological Protection Measures (TPMs) or Digital Rights Management (DRM) systems, which are coded into digital works, set restrictions that often prevent work from being used for fair purposes.  They can also prevent users who have legitimately bought a work to copy it from one of their devices to another, or for back-up.  There is also a trend to involve Internet service providers in a policing role, including the threat of broadband disconnection for violations.  There are also concerns that international treaties which have copyright implications are being developed secretively without consumer involvement. 



Supporting responsible consumption 
Issues in responsible consumption of communications services are appearing on the horizon and approaching quickly.  ACCAN must stay abreast and active with these as they develop.

· E-Waste and energy efficiency are fast-growing concerns.

E-waste can be defined as discarded electronic equipment and accessories. Indications are that e-waste is growing quickly.  Concerns include the resource use, potential environmental impact of using landfills, a lack of recycling facilities, and a lack of policy to reduce and manage e-waste.  In fact, it might be argued that policies like the NBN and development of a digital economy will contribute to e-waste without appropriate regulations.

Recent research indicates that energy consumed by use of consumer electronic devices might be a major issue in the fight against climate change.  As one of the most critical issues facing society, all stakeholders, including ACCAN and communications consumers, have a responsibility to address this issue. The government has begun to introduce energy efficiency initiatives, including the investigation of smart electronic grids and telecommuting, as well as greenhouse gas reporting and carbon trading schemes; however, all are in their early stages.  Standards are needed in equipment design to improve energy efficiency, especially in areas such as standby power and charging of devices.  

A final issue across both of these areas is that consumers are having difficulty comparing ICT products based on their environmental impact. 

· Effects on health and quality of life are unclear.

Research is needed in these areas, but there are growing concerns around addiction, ergonomics, and sedentary lifestyle affecting health. There are also concerns around stress and information fatigue.  Another issue is exposure to equipment and transmissions, especially wireless networks and devices. Certainly consumers would benefit from more definitive information on this topic and arrangements to help them make appropriate technology choices.  A final issue here concerns the protection of consumer choice.  In the move towards a digital lifestyle, consumers must be able to maintain a reasonable degree of choice in the use of communications and still be able to participate effectively in society.


Consultation questions
ACCAN’s proposed objectives:





ACCAN will provide powerful and effective representation of consumers.





ACCAN will aggressively encourage, enable, and equip consumers to act purposefully, as interpreters of their own needs.





ACCAN will stand up and act for consumers who need help in the market.





ACCAN will work relentlessly to improve the consumer experience in the communications market.








ACCAN recognises that communications are central to consumers’ lives and to public policy, and recognises that the use of a range of communications services is crucial to full participation in society.





ACCAN will consider communications essential services, especially landline, mobile and broadband services. 





ACCAN will ensure that all consumers have the opportunity and ability to use essential communications services.





ACCAN will recognise the domestic and international nature of communications services and policy, and will engage in bodies, groups and other forums to achieve outcomes for Australian consumers. 





ACCAN will recognise the increasing cross-sector nature of communications, including connections with social policy, and will ensure we seek expert advice and represent broad principles of consumer rights in non-core areas.




















ACCAN will focus on communications services across telecommunications and the Internet, and on aspects of broadcasting.





ACCAN will focus on communications services that allow for interactivity and transaction, with special emphasis on Internet-based and mobile services. 





ACCAN will recognise the continuing importance of traditional communications services, especially the fixed phone line and public phones.





ACCAN will recognise the fast-changing nature of communications services, and commits to flexible and technology-neutral approaches to them.











What should ACCAN’s primary objectives be? 





What communication needs and services should ACCAN focus on?











ACCAN will campaign for residents of Australia using communications services for personal or small business purposes, with special emphasis on consumers for whom the market is not working and the public interest.





ACCAN will develop a set of consumer rights and responsibilities for the communications market in Australia, based on work done on human rights, consumer rights and digital rights.








ACCAN will highly value its Board and volunteers for their crucial role in ACCAN’s governance and activities.





ACCAN will highly value its staff for their crucial role in facilitating and executing ACCAN’s work.








ACCAN will highly value its members for their invaluable input and support.





ACCAN will be an effective and efficient organisation, focused on results and measuring the contribution we make.





ACCAN will provide its services with professionalism, honesty and integrity.





ACCAN will act with courage, positivity, and creativity in its work.





ACCAN will be based on inclusive and accessible values.  ACCAN will be an Equal Employment Opportunity  employer and will lodge a Disability Action Plan with the Australian Human Rights Commission.











ACCAN will be the leading consumer voice in communications matters.





ACCAN will be respected.





ACCAN will lead by example, but will also actively cultivate its profile.














ACCAN will recognise the critical importance of its extended networks.





ACCAN will form partnerships, expert networks and action networks to inform and execute its work.





ACCAN will actively engage with its members and actively seek new members.





ACCAN will form productive relationships with key consumer groups, industry, government, and other stakeholders both domestically and internationally.














ACCAN’s framework for action will be:





Detriment: Are consumers losing out?  





Vulnerability: Are they already disadvantaged?





Trend: How many consumers are losing out? How many will in the future?





Advocacy gap: Is someone else able and willing to make a difference?





Impact: Can ACCAN make a difference? 





Value: Can ACCAN deliver that difference effectively and efficiently?





Relationship building, network forming, and consultation:





ACCAN will form relationships and engage with stakeholders using traditional methods and new, digital methods of networking & consultation.





Research:





ACCAN will develop a program of rigorous research to drive its work, including administration of a community grants scheme.





ACCAN will conduct traditional and experimental research in areas including: consumer detriment; consumer behaviour; accessibility and usability of services; use and impact of emerging technologies; merits of policy action and options; and consumer education.








Watchdog:





ACCAN will blow the whistle on any activity or policy not good for consumers.





ACCAN will work with service providers and government to improve consumer outcomes where they are willing, and will work against them when they are not.





Campaigning, policy development and regulatory reform: 





ACCAN will conduct proactive campaigns on issues it deems necessary.





ACCAN will participate in formal policy and regulatory processes.





Catalyst for consumers





ACCAN will use all means available, including innovative digital methods, to inspire and organise consumers to campaign and act with us.





Consumer education and advice





ACCAN will be a source of useful and appropriately presented resources to aid consumers on topics such as: rights; pre-shopping advice; purchasing a service; disagreements with providers; and referrals to other organisations. 





Funding 





ACCAN will work to secure ongoing funding for its core activities, and seek new forms of funding to expand the depth and breadth of its projects.











ACCAN will not withhold justified criticism of any party, including policy makers and regulators.





ACCAN will not be a think-tank.  We will act.





ACCAN will not investigate and resolve individual consumer complaints, notwithstanding noting their indications of systemic issues.

















ACCAN will campaign for ‘super complaint’ powers, a legislative clause that will allow us to present evidence to the government of systematic failure in the market, and be entitled to a formal response from government.

















What should ACCAN’s definition of ‘consumer’ be?





What principles should guide ACCAN work?





How should ACCAN position, organise and conduct work, including strategies?





What activities should ACCAN not engage in?





Should ACCAN have ‘super complaint’ powers?








ACCAN’s plan for action:





Where competitive markets fail, as they are now, there will be responsive regulation, responsive enforcement, and effective monitoring.


Consumer rights and empowerment will be at the core of communications policy.


Consumer policy will be clear to understand, will link to cross-sector policy, and will actively engage with international policy and protection.


ACCAN will work with service providers to improve outcomes where they are willing and will work against those who aren’t.


ACCAN will have legislative power to bring evidence of market failure to the attention of government, with assurance of a response.


Advocacy and research will be well resourced, respected and representative.


Information in the market will be accessible to all and easy to understand.


ACCAN will be a trusted source of tools for consumer choice and voice.


Consumers will be aware of their rights and responsibilities in the market.


All consumers will have appropriate access to digital media literacy education.





ACCAN will explore a number of options to achieve this plan, including campaigning for:





The abandonment or reform of self-regulation to a best practice system that better delivers consumer outcomes, and is more technology neutral.


Effective monitoring and enforcement of regulation, including penalties that are more in line with detriment, and better reporting.


Effective interaction with policy making, including real-time feedback, consumer impact statements and ministerial roundtables.


An international consumer protection and policy plan.


Development of informed consent requirements, including clear definitions, recording, and best-practice guidance for obtaining.


The development of customer service standards and principles.


New, more conversational relationships with service providers.


The exploration of evolved complaints handling processes. 


A national communications consumer research plan that focuses on consumer experiences, consumer needs and consumer policy.


Delivery of training and mentoring program for consumer representatives, including encouraging young consumers into advocacy and activism roles.


Research scoping the effectiveness of information available to consumers in the market, and of current information disclosure arrangements.


A coordinated information disclosure strategy, including principles on accessibility, language, presentation and quantity of information.


A national digital media literacy strategy that identifies the skills  considered essential, and a program to build these skills across all groups of consumers; defined roles for a range of stakeholders, and custom programs, including mentoring, for consumers with distinct needs.














ACCAN’s plan for action:





All consumers will have baseline protections to ensure available, affordable, and accessible communications services, especially broadband and mobile services.


There will be clear and well-resourced provisions for vulnerable consumers to enable use of communications in an equivalent manner to other consumers.


Services and devices will be reliable, durable, interoperable, and supporting more open source principles. 


Consumers will have guaranteed access to emergency services and warning systems from a range of popular technologies, including specialised services for those who require it, and high awareness of these arrangements. 


Government will lead by example in the provision of their services, especially in accessible e-government and public procurement programs.





ACCAN will consider a number of options to achieve this plan, including:


Campaigning for an overhaul to current protection mechanisms, including development of the Communications Service Standard.


Campaigning for a national Digital Inclusion & Equity Plan, including:


Community-by-community plan for providing availability of next generation broadband and mobile services on an equivalent basis to all consumers, rather than focusing solely on cost-benefit analysis.


Development of provisions of affordability for broadband and mobile services, including a Communications Allowance. 


A national Communications Accessibility Plan, in coordination with the National Disability Strategy and UN Convention on the Rights of Persons with Disabilities.


Independent assistive equipment programs as well as captioned telephony, video relay service, real time text conversation and text gateway server.


Research investigating experiences with accessibility and usability, and both the policy and technological options to improve it.


Departmental committees in availability, affordability and accessibility.


Use of consumer impact statements.


Active engagement in international standard and policy development.


Campaigning for government to adopt standards of accessibility in its delivery of services and in its procurement policies.





Campaigning for more stringent reliability, durability, interoperability and open source standards.


Campaigning for development of emergency services technology and policy to be more accessible via emerging services and by consumers with unique need.


























ACCAN’s plan for action:





ACCAN will lead a strong consumer voice in NBN policy design and regulation, consistent with the goals discussed in this paper.


Every consumer will benefit from the NBN, which will be treated as an essential service with all consumers receiving equivalent service.


Consumer-oriented concepts of open access and network neutrality will be at the centre of policy.





ACCAN will consider a number of options to achieve this plan, including:





Developing principles of open access and network neutrality, including:


The network offers a pure ‘transmission’ service, so that users can freely communicate with each other. 


Users can connect any device, as long as it doesn’t harm the network.


The network connects to other networks. 


The network doesn’t discriminate among users or among services, information, or applications users want to provide or use. 





Investigating consumer experiences with similar projects overseas. DOCS\Policy & Campaigns\Mediatreated








ACCAN’s plan for action:





Consumers will not bear unreasonable risk to their security or privacy by responsibly using communications services.


Consumers will be aware of threats, and will be able to deal with them.


Minors will be protected consistently across platforms in content and use. 


Consumers will be able to create, use and re-use digital content under reasonable and clear fair use provisions, and not be subjected to threat of disconnection of essential services for violation. 


Solutions for copyright and intellectual property rights will be developed internationally, led by consumer cooperation.





ACCAN will consider a number of options to achieve this plan, including:





Developing a set of security and privacy principles from which to develop policy.


Campaign for the development of an e-security framework that better protects consumers, including  a cross-government and cross-sector approach; accepted definitions of threats; legal status of e-crimes; use of privacy impact statements; standards for notification of breaches of security; credit ceilings; victim assistance; and global malware partnerships. 

















Advocate for the development of policy to more consistently protect minors, including: classification of content; more effective age verification; filtering; parental notification systems; remote blocking; limited or disabled features on devices; message blocking; multiple-step authorisation for purchases; credit ceilings with spending warnings; clear disclosure about tracking; and adult approval to enable tracking plus ability to turn off tracking in real time.





Campaigning for the development of consumer rights and principles around content use that balances the need to protect creators with consumer rights and the need to foster innovation. 


Developing and campaigning, with global consumer cooperation, for international standards in copyright and intellectual property rights.














ACCAN’s plan for action:





Consumers and policy will be engaged with notions of responsible consumption.


Environmental sustainability will be central in all communications policy work, especially provisions regarding e-waste and energy efficiency. 


Consumers will be better aware of health effects of using communications technology.


Consumers will maintain the choice to not use communications, or to use them on a limited basis, and still be able to participate effectively in society.


ACCAN will consider a number of options to achieve this plan, including:





Research investigating consumers experiences, needs and opinions on the environmental and health impacts of communications technologies.


Campaigning for development of international standards around e-waste (including product engineering requirements and recycling), energy efficiency (including product engineering and mandatory targets), and information disclosure (including comparative information).  This includes revisiting of UN Guidelines for Consumer Protection content on sustainable consumption.


Development of responsible consumption concepts and appropriate policy applications.














What are the top five issues ACCAN should focus on?





Do you agree with ACCAN’s action plan for these issues?





Are the strategies ACCAN has identified the best way to approach these issues?





What are the top 5 issues ACCAN should focus on?





Do you agree with ACCAN’s vision for these issues?





Are the strategies ACCAN has identified the best way to approach these issues?
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