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Disclaimer

The newsletter contains
information about ICASA-related
matters, be it an announcement,
notice, advise or report. We would
like to remind you that all content
in our newsletter is subject to
copyright laws and restrictions.
This includes but is not limited to
articles, images, and any other
material provided by our team.

As such, we ask that you do not
reproduce or distribute any of
the newsletter content without
obtaining prior written consent
from ICASA. Reproduction in
whole or in part without written
permission is strictly prohibited.
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In this edition, we focus on Consumer Rights, given that the
Authority and other consumer protection authorities celebrated World
Consumer Rights Day on 15 March 2023, in the North West Province.

In our lead article, we highlight some of the channels and
mechanisms that ICASA has implemented to ensure consumer
protection and awareness.

In addition, the Acting Chairperson, Dr Charley Lewis, led the
Authority’s delegation to the GSMA Mobile World Congress, one of the
biggest and most influential international events of our sector.

Lastly we put the spotlight on Clirs Thabisa Faye, Cathrine
Mushi,Nompucuko Nontombana, and Ntombiza Sithole who joined the
Authority at the end of 2022 #gettoknowlICASACouncillors.

We would like to thank our readers and contributors for the continued
support, and sheer determination to ensure the newsletter’s success.

We trust you will enjoy reading this issue of The Focus.

EDITOR & EDITORIAL TEAM




WORLD CONSUMER RIGHTS DAY, 15 MARCH 2023

ICASA calls on consumers to
exercise their rights in ensuring
access to ICT services

This is a significant day Consumers are therefore

for ICASA, given that the encouraged to utilise the
Authority’s core mandate platforms and services provided
of promoting the rights of by the Authority to protect
consumers and ensuring their their rights concerning postal,
protection against unfair telecommunications and
business practices, poor quality broadcasting services.

of service, and malicious and
fraudulent activities.

PLATFORMS AND SERVICES THAT ICASAUSES TO
PROTECT CONSUMER RIGHTS

CONSUMER 'CONSUMER -

EDUCATION 'COMPLAINTS
ICASA’s consumer Consumers may raise concerns or escalate complaints in respect of:
educational programmes = Poor quality of service, including complaints about poor network coverage,
and outreach activities dropped calls, installation or activation delays, account transfers and suspension
continue across the country. of service, or mobile number portability problems;
These programmes educate = Billing errors in data or voice services, overcharging and bill shocks regarding
the public about ICASA and international roaming;
the proper communication = Poor quality postal services, including poor customer service, excessive queues,
channels to follow or delayed, lost, damaged or stolen mail items.

when filing a complaint.
Consumers are urged to
raise concerns and engage .@
through the platforms

provided by the Authority,
including social media.

\ HOW.TO LODGE A -
COMPLAINT =

Consumers are advised to follow these steps when lodging complaints:

= Lodge a complaint with the respective service provider.

= Obtain a reference number from the provider of the poor service, so that the
issue can be properly logged and followed up by ICASA.

= Give the service provider 14 working days to resolve the issue.

= If the service provider doesn’t resolve the complaint within 14 working days,

CONSUMER . -
PROTECTION UNIT

This dedicated unit refer the complaint to ICASA.

ensures that consumers = The complaint must be in writing — lodged directly on the ICASA website or a
continue to be protected complaints form can be completed and emailed to consumer@icasa.org.za.
in the broadcasting, = Consumers are advised to support their complaint with all the relevant
telecommunications, information, such as emails, dates and times of phone calls etc.

and postal sectors.
This is accomplished
through public-awareness

\ CONSUMER =~ -
campaigns and a more ADVISORY PANEL
efficient complaints-

handling system. ICASA has established a Consumer Advisory Panel (CAP). This Panel advises the
Authority on consumer issues in South Africa, and promotes consumer interests and
rights, with a focus on persons living with disabilities, senior citizens, and people
living in underserviced areas. CAP may be contacted at consumer@icasa.org.za.
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Various authorities converged
in the North West Province to

celebrate World

DATES TO DIARISE

Consumer Rights Day

World Consumer Rights Day is an
important occasion dedicated to
promoting consumer rights in all
sectors of the economy. ICASA
and fellow consumer protection
authorities used this day to
showcase their work, create
awareness and provide valuable
information to consumers.

The Authority, along with the
National Energy Regulator, the
National Consumer Council,

the Northwest Economic
Development Department,
Government Employees Medical
Scheme, the Motor Industry
Ombudsman, and the National
Credit Regulator, among others,
participated in a week-long
series of activities and consumer
activations in the North West
Province, to address consumer
concerns and educate the public
on how to protect themselves
and report illegal activities.

The week-long consumer
activations culminated in a
commemorative event at Sun
City, hosted under the theme:
Empowering Consumers Through
Clean Energy Transition. The
purpose of the event was to
demonstrate to consumers

the illicit products that are

not approved and ICASA also
took the opportunity to display
unauthorised electronic devices
that consumers should be aware
of when purchasing or accessing
communication services.

O North West
0 Mpumalanga
0 KwaZulu-Natal
O Eastern Cape




GSMA's Mobile World Congress

gives a glimpse into

ICASA delegation following a bilateral meeting with Ofcom. Adv Norman Gidi, Acting
Chairperson Dr Charley Lewis, CEO Tshiamo Maluleka-Disemelo, Oli Bird (Ofcom) and
Julia Kenyane.

The Mobile World Congress
(MWOC) is one of the biggest
and most influential events
worldwide, where thousands

of senior executives from top
global companies, international
governments and trailblazing
tech businesses converge to
make decisions and feature the
newest developments out of the
connectivity ecosystem of the
mobile communications industry
every year.

Dr Charley Lewis, took part in
the high-level, invitation-only
ministerial programme. He
participated in a panel discussion
on the topic of Spectrum

Needs for the Next Decade and

provided insights gleaned from
the 5G spectrum auction in
South Africa last year.

The ICASA delegation
participated in a number of
discussions and used the
occasion to strengthen bilateral
relations with regulatory
counterparts from the opposite
end of the globe, including

the Federal Communications
Commission (FCC) of the
United States of America, the
Telecom Regulatory Authority
of India (TRAI), and the

United Kingdom'’s Office of
Communications (Ofcom).

the future

1. Dr Charley Lewis, participated

in a panel discussion with Kamal
Tamawa Director of Spectrum &
Industry Services, Sub-Saharan
Africa as part of the ministerial
programme at the Mobile World
Congress held in Barcelona from 27
February to 3 March 2023.

. Dr Charley Lewis talking to Kamal

Tamawa, highlighting some of

the key pillars that underpinned
the successful spectrum auction
conducted by ICASA in March 2022.
These key pillars include ensuring a
highly structured spectrum auction
process, appointing a competent
service provider, implementing pro-
competitive measures, universal
service obligations, and setting
appropriate reserve prices.
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Meet our new
Councillors

At a virtual ceremony presided over by Judge Thokozile Masipa, the Councillors took
the Oath of Office, pledging to serve the South African people and the ICT sector in
accordance with the mandate as enshrined in the Constitution and the ICASA Act.

1. Tell us about yourself? 3. What are some of the
challenges faced by this sector

I am a policy and regulatory and how should ICASA tackle

professional with 24 years

; . them?
experience in the telecoms sector.
Before joining ICASA | was with | conducted a research study on
Telkom, working as a Regulation, ICASA when | was studying and
Compliance and Policy Research found that ICASA’s performance
Senior Specialist. was stifled by, among others, its

institutional framework. There is a
disjuncture which must be resolved
through statutory adjustments

to empower regulation, and
collaboration to better manage the
market dynamics facing the sector
today.

I have a Masters in Management
in ICT Policy and Regulation (cum
laude) from Wits University and
completed, amongst others, the
Accelerated Leaders in Digital
Business Programme from Wits
Q’?“ T Business School in 2019.

74 | am passionate about consumer The socio-economic condltl.ons,
///[/[ o rotection. and advocating f affecting both service providers

: T p e e A : P T g for and consumers, remain a barrier
favc_:grable policy a_lnd regulatory to entry and to the adoption of
positions that are inclusive and

. services despite the enabling
progressive. policies and legislative instruments
at play.

CELR i i, o
CATHRINEMUSHI -~

2. What do you hope to achieve

: 5 _
during your tenure? 4. What is your message to the

If | could change one thing, it is ICASA community?
the institutional framework within
which ICASA operates in, for
ICASA to be innovative, flexible,
dynamic and future-focused.

ICASA is no longer a single sector
regulator and therefore has to
adapt its regulations to the market
and technological trends to stay

I wish to see ICASA become a relevant.

knowledge hub of the ICT industry
and being at the forefront of sector
developments. There is an urgent
need to review ICASA’s statutory
mandate and its funding model.

Digital technologies dictate that
there is a seamless cut across
economic sectors, markets,
geographies, ideas and expertise
that enhance socio-economic
innovations. As a regulator, we
cannot be left behind by these
trends.

06




1. Tell us about yourself?

Born and bred in the Eastern Cape,
currently based in Centurion. | am
a mother of 2 boys. I love reading,
travelling and the outdoors, and
participating in road running when
possible.

Most of my work experience

has been with the Competition
Commission. | joined as a principal
investigator in 2007, and spent

a few years in the Mergers and
Acquisitions division as a principal
analyst. When I left in 2021, | was
a manager for the Market Conduct
division.

2. What do you hope to achieve

during your tenure?

I will be using my competition
law and policy expertise to inform
and guide decision-making in
ICASA. | also plan to contribute
to streamlining work so that we
work more effectively as Council.
Further, there is an opportunity
to engage and to learn from
other regulators, locally and
internationally.

| see scope for all councillors to
ensure ICASA remains relevant as
a regulator and that ICASA enables
growth in the economy through its
regulatory work.

3. What are some of the

challenges faced by this sector
and how should ICASA tackle
them?

There are a few:
Closing the digital divide — this
can be addressed by making
sure our regulatory instruments
enable the reduction of the cost
to communicate.
The sector develops at a rapid
pace and ICASA needs to work
with government to ensure that
legislation and policies keep
abreast of developments.
Regulating in a digital economy
has its own challenges, including
security challenges, which
require more collaboration with
other regulators.
As a regulator, we must be part
of the solution in instances like
a pandemic and an electricity
crisis, to ensure the sector is
not crippled by such events.

. What is your message to the

ICASA community?

There is a lot of work to be done,
and it might take a bit of time to
get where we want to be. But we
are up to the challenge!

THABISA FAYE _

1. Tell us about yourself?

| come from a small town in the
Eastern Cape called kuNtabankulu,
emampondweni. | have always
worked in utilities, energy and ICT.
| have a social science degree in
development economics. | am a
Chevening Scholar, through which
| attained a master’s degree from
the University of Westminster,
London.

2. What do you hope to achieve

during your tenure?

| have a keen interest in
collaborative regulations and agile
regulatory tools. | hope to be able
to unpack and learn from ICASA,
on how we can implement some
of the international best practices
into the South African regulatory
context.

. What are some of the challenges

faced by this sector and how
should ICASA tackle them?

I think the challenges vary
depending on each role player
within the sector and these
challenges can always be solved
when we apply ourselves
collectively. What abounds in the
Sector are opportunities, these
span from regulatory frameworks,
policy positions, and cross sectoral
collaboration. As the world evolves
increasingly towards Digitalization,
ICASA needs to position itself as
the lead enabling regulator of the
Digital economy.

. What is your message to the

ICASA community?

ICASA has always been
synonymous with thought
leadership and excellent expertise.
It would be good to see a collective
investment in each other and in
the organisation to ensure that

we maintain that standard. | look
forward to working with everyone
and learning from the colleagues
at ICASA.
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NTOMBISA SITHOLE

1. Tell us about yourself?

| am passionate about community
building and serve in church
activities and community

building projects such as, among
others, feeding the hungry in
Olivenhoutbosch area and assisting
young girls to get computers so
they can improve their computer
literacy.

| have a BTech: Communication
degree from Tshwane University of
Technology, Advanced Management
Programme Certificate and Finance
for Non-Financial Management
Certificate from the University of
Pretoria. Currently, | am studying
towards an LLB, via Unisa.

I have vast experience in the public
and private sector.

2. What do you hope to achieve

during your tenure?

I hope to achieve effective

oversight on:
the transformation of the
ICT, Broadcasting and Postal
Services sector; and
designing regulations to
improve effectiveness and
efficiency in the sector

| also want to contribute to:
the SA Connect programme
of the Government Policy
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direction; and
closing the digital gap
experienced in rural areas.

3. What are some of the

challenges faced by this sector
and how should ICASA tackle
them?

Transformation of the ICT sector

is a major challenge. ICASA can
tackle this through regulations that
ensure equity, and by connecting
the poor, youth and rural
communities.

Another challenge is connecting

all South Africans to the internet.
ICASA can support and ensure that
the SA Connect Policy initiated by
Government succeeds.

4. What is your message to the

ICASA community?

We have the necessary expertise
and together we can help redress
the inequalities faced by many

in the country and transform our
sector.

5. Anything else you want to add?

I'd like to see community radio
stations play a bigger role in
educating communities holistically.
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CENTURION (HEAD OFFICE)

Phone: +27 (0)12 568 3060
Email: info@icasa.org.za

GQEBERHA

Phone: +27 (0)12 568 3060
Email: info@icasa.org.za

CAPE TOWN

Phone: +27 (0)21 561 6800

DURBAN

Phone: +27 (0)31 334 9500
Email: icasakzn@icasa.org.za

BLOEMFONTEIN

Phone: +27 (0)51 411 5900
Fax: +27 (0)51 447 3099

MMABATHO

Phone: +27 (0)12 568 3251
Email: icasanwregionaloffice@
icasa.org.za

LIMPOPO

Phone: +27 (0) 15 001 0041
Email: limpopo@icasa.org.za

KIMBERLEY

Phone: +27 (0)12 568 3042
Email: icasanc@icasa.org.za

MPUMALANGA

Phone: +27 (0)12 568 4054/2
Email: mpumalanga@icasa.org.za

Find us on the following social media platforms and website:

Twitter: @ICASA_org

Instagram: @icasa.za

Facebook: icasa.org

LinkedIn and YouTube: ICASA
Website: www.icasa.org.za

For Online Spectrum Licence and Type Approval Applications visit:

https://online.icasa.org.za/
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