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1 Part | Instructions for Responding
to the Consultation
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1.1 Introduction
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1.1.1 Context
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The Communications Regulatory Authority (“CRA”) was
established under the Emiri Decision No. 42 of 2014 (as
amended by Council of Ministers Decision No. 6 of 2017)
(“Emiri Decision”) as the entity responsible for the
regulation of the Communications and Information
Technology sector and Postal sector. The aim of the CRA
is to contribute to the provision of advanced and reliable
communications services across the State of Qatar
(“Qatar”).
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As part of its regulatory strategy for the postal sector, the
CRA has defined the following objectives:

e To encourage investment and innovation in the
postal sector;

e To create a transparent and fair legal and
regulatory environment;

e To promote competition;

e To protect the rights of both end users and Service
Providers;

e To enhance the transparency, quality and
reasonable pricing of services;

e To ensure and enhance universal access to basic
services;

e To set quality of service standards and monitor
compliance; and

e To set conditions and criteria for licenses.
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1.1.2 Purpose of the Draft Consumer Protection Policy
and Regulation, and Complaints Investigation
Procedure.
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The CRA has a general objective to set conditions and
criteria for consumer protection within the postal sector,
which will fulfil the following purposes:
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e To ensure Postal Services sold to Consumers are
fit-for-purpose, meaning that Consumers have
sufficient information to choose the correct service
for their needs, and that Services Providers
provide the service that was offered.
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e To ensure that there is an effective remedy to
resolve complaints between consumers and
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Service Providers if something goes wrong.

e To ensure that Consumer interests are protected
by the postal authority regime in Qatar.
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Overall, the Consumer Protection Policy and Regulation,
and Complaints Investigation Procedure enables the
application of regulations that implement the CRA’s
responsibilities and objectives. The Consumer Protection
Regulation and Complaints Investigation Procedure
supports another of the CRA’s general objectives to
create a transparent and fair legal and regulatory
environment.
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1.1.3 CRA’s approach to developing the Consumer
Protection Policy and Regulation
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The Consumer Protection Policy and Regulation and
Complaints Investigation Procedure is developed in
response to the requirements of Postal Law (Law No. (15)
of 2023 Promulgating the Law Regulating Postal
Services). The Postal Law (Chapter 2, Article 3) includes
as one of the powers of the CRA, that it shall develop a
consumer protection policy.
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The Consumer Protection Policy and Regulation and
Complaints Investigation Procedure (draft versions for
consultation) is issued in addition to the existing legal
and authorization regimes, including for example Law No.
13 of 2016 Promulgating Personal Data Privacy
Protection. The Consumer Protection Policy and
Regulation, and Complaints Investigation Procedure is
therefore intended to be complementary and additive to
these existing regimes.
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1.2 Consultation questions
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Stakeholders and other interested parties are invited to
provide justified views and comments related to any
aspect of the proposed Consumer Protection Policy and
Regulation, and Complaints Investigation Procedure.
However, CRA would also be pleased to receive input in
response to the following specific questions. Please
provide full details with each answer.
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1. Do you agree with the proposed requirements for
providing Consumers with clear, transparent and
accurate information?
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2. Do you agree with the proposed requirements for
treatment of undeliverable items, misdirected
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items and items subject to customs inspection?
Do you agree this is an appropriate scope for
operational issues related to consumer
protection?
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3. Do you agree with the scope and content of
requirements for a Service Provider's complaints
procedure? Are the requirements and procedure
for escalation of the CRA appropriate?
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4. Are the requirement for customers with
disabilities appropriate and sufficiently detailed?
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1.3 How to respond to the Consultation
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1.3.1 Consultation procedures
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In keeping with an open and transparent regulatory
process, CRA is consulting on the attached proposed
Consumer Protection Policy and Regulation, and
Complaints Investigation Procedure. Stakeholders and
interested parties are invited to provide their views and
comments on any aspect of this consultation and to
respond to the specific questions raised herein.
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When responding, interested parties are asked to make
clear reference to the related clause (paragraph) of the
Consumer Protection Policy and Regulation, and
Complaints Investigation Procedure and/or question
number and to provide background, context and
supporting information. Respondents should provide
evidence in support of their comments where necessary.
This will enable CRA to understand why the submitted
opinions are held by the respondent and take better
account of the underlying reasoning.
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Responses to this consultation (and questions about this
consultation) should be submitted by email to:
Postalinfo@cra.gov.ga. The subject reference in the
email should be stated as “Consultation on the Draft
Consumer Protection Policy and Regulation, and
Complaints Investigation Procedure”. It is not necessary
to provide a hard copy of the responses. The deadline to
respond to this consultation is September 24" | 2024
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All submissions received in response to this consultation
will be carefully considered by CRA. However, it should be
noted that nothing included in the draft versions of the
Consumer Protection Policy and Regulation, and
Complaints Investigation Procedure is final or binding, and
CRA is under no obligation to adopt or implement any
comments or proposals submitted.
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1.3.2 Consultation response template
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Responses to this consultation must be in the template
format (table) provided below. Responses that are not in
this template format may be disregarded.
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Respondent: [Name of company, organization, or individual].

[If relevant, please specify the number of the
question or the number of the clause/paragraph of
the consultation document]

Clause or question references Responses and comments

[Please provide your responses and comments in
relation to the question or clause/paragraph mentioned
in the first column]
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In the interests of transparency and accountability, CRA
may publish the responses to this consultation on its
website at (www.cra.gov.ga) . All responses will be
processed and treated as non-confidential unless
confidential treatment has been requested by the
respondents.
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In order to claim confidentiality of information in
submissions, respondents must provide a non-
confidential version of such material in which all
information considered confidential has been redacted
and replaced with “[CONFIDENTIAL]” or
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“[CONFIDENTIAL INFORMATION]”.

A comprehensive justification must be provided for each
section of a response that respondents wish to be treated
as confidential. Furthermore, respondents cannot
request confidentiality for the entire response or whole
sections of the response. While CRA will endeavor to
respect the wishes of respondents, in all instances the
decision to publish responses (in full or in part) will be at
the sole discretion of CRA.
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By responding to this consultation, respondents will be
deemed to have waived all copyright and/or intellectual
property rights over the material provided. For more
clarification concerning the consultation process, please
contact us on Postalinfo@cra.gov.qa .
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2 Part Il: Draft versions of the Postal Services
Licenses
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Please see attached separate documents:

e Draft Consumer Protection & Policy Regulations for Postal
Sector.
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