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%k} : TRAIL “The Indian Telecom Services Performance Indicators April — June,
20197 2019.10
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- BREDDOETHDLET o — XU RRESIL5E 9,458 F A &, &KD
89.4%% HHTEV , 2016 4F 3 H RIS HfEM L TRBY, 7 u— R ROE &
MIMBZ B,

A3 —3y FFIBEDER (EEEER)

+o—n~ K,
7,072 A
10.63%

7A—FNYF,
5{%9,458 5 A
89.37%

&k : TRAIL “The Indian Telecom Services Performance Indicators April — June,
2019” 2019.10

B A v NESKEERET (TRAD) OFETIL, 7r— KNV RYy—ERXZ2F 71— K2R
B — R28 512kbps DL EDOH—E R LEFEL T 5,

36 TRAI, “The Indian Telecom Services Performance Indicator Report January - March
2016” 2016.8
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B1E 7 U7 EEETOBEEEEE AR

2.1.2 EFEEGIHIEHRE & F AR

2017 DA » ROEAFEIG T OFBLIT 390 (& RV Th 5, 2014 40D 140 {5
RAMNBHK 2.8 DM E 720 | BIRIZTHENIER L TWDH, Av— 7+ O K
O EFRLAG Fy b —27 OH BIFEEEINC, 4% b HHEBOILR A < &
FUAFE AU, 2027 FITIE, 2017 FFEDK 5.0 fi5 & 72 5 2,000 B RVIZET D & O TN

INTN5D

12 FOEFENSITHIGRIEDHT

fErL)
2500 -
2,000
2000 - 1,880
1500 -
1000 - 840
640
500

500 - 350

140 200 I

ol m W

2014 2015 2017 2018F 2020F 2021F 2025F 2027F

&£l . IBEF, “INDIAN ECOMMERCE INDUSTRY REPORT” 2019.9

A v RETFRME L2#AT (The Associated Chambers of Commerce and Industry of
India : ASSOCHAM) (ZXHid, 2017 HIZBIT LA FOF T A v a v e 77
HFE DRAE18~45 i DI L » TR SN TR Y T OEIGIT 98.0% % L D,
FriZ, 36~45 mOFIME L, 2016 4 1 HEER3825 3.5 fFICHML TH Y| FIME
J&DILRD D iRz D, £lo, A TFA v a vy B IHAED 65.0%IF 5T,
35.0% W EMETH D, BLBIORERRITIE 2016 F 1 AR OZE{LITR) -T2,

37 IBEF, “INDIAN ECOMMERCE INDUSTRY REPOERT” 2019.9
38 ASSOCHAM, “E-Commerce Industry will cross $38 bln mark by 2016; Indian e-
commerce market set to grow by 67% in 2016: study” 2016.1
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AVRDAUSA 0 avEVTFREOERER

100% 2% 2%
8%
2 0,
80% | 8%
52%
60% | : 45~607%
42% 36~457%,
40% 26~35/%
18~257%
20% r 38%
28%
0%
2016.1 2017.12

%kl : ASSOCHAM, “Digital commerce market expected to cross $50 billion mark
in 2018: study” 2017.12
ASSOCHAM. “E-Commerce Industry will cross $38 bln mark by 2016;
Indian e-commerce market set to grow by 67% in 2016: study” 2016.1

FrIA4rvay 7 EFAT LB E LTE, MR LA HEE
Mp & RIFRICEWWNATE L) TERUAOE I THZ TS ) RS ATRE [
FTOJEFI TR TWRWSDRE R 5] [ OREMA B LTV TA LW RS
N ICRZODD ] E VST AR E L EF LT 539,

BYERGITHAT L ENZVEMLTIE, [FE] B 48.0% L v =T 0% b
HTND, WNT [Ty [FR) LheoTnd, HASBKEHO Y =7 %5
D Z/NEHS0 L i 5 & BRG] T, KIEROFERELS 2o TN D,
F72. NASSCOM OF&MZ LA, FrITBIR OIS 3% < 2 T D Z & D3R
THo7T=h, 2007 F£LIED Flipkart 12 X 2 %6 BICb= 2 HiHRAC 2012 £0
Amazon DA > K ECTH~DODBANIZLY A T4 v a v B 7 OMGHBNIE
KU AT PRI A R & DOHBEOZENMENL TN D, 2019 T, A T4 v ay
BV T OMGHIER AT TR A b ERIZREL Lo TR Y, 4% b BICENE
KT DHHIAHBLTH D,

HARBESGIREIEHE S = b - F =7 A 557 [ FEC fiGdalREE) 2019.6
AREHGIRIMENE S = ba « F= A FHEFT 14 2 FEC higiaREE] 2019.6
NASSCOM, “The Future of Internet in India” 2016.8

AREHGIRIMENE S = ba « F= T A FHEFT 1A 2 FEC higaitREE] 2019.6
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BEFEMGITHBAT S EASVER
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IN=")FNTT

i, 8%
T A

T XL, 29%

REHLG, 48%

pu}

%HL . IBEF, “INDIAN ECOMMERCE INDUSTRY REPOERT” 2019.9

BBV A b ~DT 7B AHETIE, A~v— 74 (TIT0FROT7Y)
NIT.0% %D, 27 78 ATEL > TS,

BFEWEIYA bADT I RFAE

X7Ly bDTZIY, 1% PC 3%

AR—=bF7 x>
DT 7Y, 21%

ARX—hFT7Fv
DT 7Y, 76%

BEL : HARE GRS = b - F =) A HEFT [ 2 FECT St Wi #)
2019.6
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PayPal OFRESIZLIUE, A FD 18 DA v Z—Fy FRIHAZED S B,
2018 FFIFA T, % 1 FMICE TP 2 FIH L7eE OlFEIL 87.3% THV | 2015
R (78.0%) 7205 5.3%IIML TWb, EFREBGIFIAED > B, BEEE 7
Bl AT 2 LB DHH T 34.5% &, 2015 Flj i (38.0%) 75 3.5%WD Lz,
Fo MR TREESIOMPREE L OKEN R HEL T1%% 5D 5, RO THE

(29%) . HE (27%) . Y HHR— (28%) L72->TW\WbH, HALEEEE 7RI
Gl AT o7 2 L3 D8 1%, B E 7RIS [ RBRE D 16%., A % —=x > MIHEO
4.3%TH 5,

1Y FOEFEIGIFIAEICHS T HHERE] - ENEGIREBREDOERK

100% 2% —_— 7%
80% 36% 27%
60%

40%

20%

0%

2015 2018
u EAERSG| DA EWNE| & MEEG| HIRERA | D
&El . PayPal, “Cross-Border Consumer Research 2018 2018.7
PayPal, “Cross-Border Consumer Research 2015” 2015.11

BEIFREICEIREFIEI 2T o0 RE

0% 10% 20% 30% 40% 50% 60% 70% 80%

KE 71%
HE
EE
SURR—IL
UAE
Ax
K1y
HhF+5
F—RFS)T /=2—P—FUF
(F) R EVERICBESEE 7RIS 21T 1o
&l . PayPal, “PayPal Cross-Border Consumer Research 2015” 2015.11

43 PayPal, “Cross-Border Consumer Research 2018” 2018.7
44 PayPal, “Cross-Border Consumer Research 2015” 2015.11
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F1E 7T L EE T OB B AT R A

22 BFEWEIIHETLHHEERECEHET SETOME
B REGICIT 2HE B R ICBIE I 515512, 2019 FiHE A IRaEILE® (LT,
HBEERELET D) BdHD,

(1)HBEEREX
HEERGEE T, WEEREICHET 20BN RERETH Y | HEE ORI Z ED
DL &b, ZHHRN O DHEEEMFRFERSOREICHET OHEL L TV D,
E 4 FERIC 2 [EOBIEN & - 72 1986 FIHE FIrELES (LIT. IHEEE REE
LT %) BELT DB THIE S 1L, HEBE OIS Z kT2 & & biz, HEREHS
RUBR A 3V 2y D ) R BT B R ORI 5 7o 0 O B 24 )5 (the Central
Consumer Protection Authority; CCPA, F Uyl &R )R) 4TORRN L2 BE L
TWo,
ek, HEHRGEES 18 585 1 A UE 2 HTIL, HRIEEHRER OO
H 09 O BAR 72 BUR A E D HAL TN 5,
PRHBEERERORINEN CEEBERELF18KEIE)
- HEFH OWERZRGE, (R, ROuRk L, RIEIZES S HERE ORI DR E4
Bhi-3 %
cARERBRGETEZYET 2 & &b, RAERRGIEIT~DEE5EZ <&
* RIEDOHUE £ 71T T EED EHlE S Bl - HHNER S 550 - — B
A DRERSFE T ITRRRERINEN R SR I o e
B FE TR ERILEO AR~ EE 72T

PIGHEEREROEFNLTEIMEA CHEEREELEE18KE2E)
 HEE OHEN E 72T AR AR RS BT OEISOW T, BiESIE (suo motu)
ETITTRBUFDN ST T8 - faRICHRDS &, HEE1TD
LRI RIS MGERAR MEAER, FREEFEZERITEN
ZH LTS
LA XD | HEFEOHFORE LTI AAEZLRRGBITOHRIIZE L T, H
GHEEBREFRINEBSFLEEFZESOFHREICNTATD

45 The Consumer Protection Act, 2019
46 The Consumer Protection Act, 1986
17 CCAP 12O\ Tk 2.3 HE B MBI TR

=
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* HHEOH, MOERICESWTHEE 2RET D0 IcRtten st —7 U —

- {HEE OMER ORI IR PAT 2T 5720 HEE OHEFNCEE ¥ 25 E B
- HEE OHEM O EICET D052 S, fedEd 5

C HEEOHEMCET 2 Bia R0, ik LaedEs 5

HEFH OMERN D458 CIHEY 2 IEBUMHLRE & OC OMLOFEBIIC | THF A PRTERK
c AAERESIEIT 2R L, HEE ORI 2 RET H720I0, LIS, —

SEBREIIT LA TRV « P — BT L CHEE IS ST 5 04l &2 5

¢ BRI S HEBIC O\ BT B OB OB I B E 55
RAEARBBURT AL U, W% ORI % (R 5 7B/ A KT 4

RE&ETe, HESE OHEMICBT DM, K OTHEH OMN OF2 2 1HE T 5 %
Kz fat U, )7 R IE R & 2 455

KO R OEBMEITORM 2 HERE T 5

&I LT 9% & 9384 %

O ) 22 S RERE O & 2 HE AT %

4%

VERITTD

£, WEAREETIE, HEE OHNZ RE R OSIET 57200 K0 BAE2

S A Sy = A AT B G A BUET B fth, AT B BT O R A A0

-

(.

BT 77 >~ b7 4 —2 (the electronic platform) (2R3 2 SIEDNBN

i,

2.2.1

BEFERGICE T HEERERTOME

(1)HEE DHEF

HEEIRGEEFR 2K 9HTIT, HEFD 6 DOMHNZLLTO LB EHDTWND,
. IFHBEERFELETIE, 6 DO D 15T HHEEZT ~DOHRF] (the right
to consumer education) | & EFEIN TV, HEEHR#EETIL, HEE SR
] E~D#EF] (the right to consumer awareness) | & il Sz,
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F1E 7T L EE T OB B AT R A

HEZBDOEN CHEZEFE25FE)

- A RO EEIC KT L TIERZA M XIR B DO~ —7 T 4 7 Inb RS g
HEF

CRAIERERG AT R0 DIHEE MRE SV D T2 DI Wit UG O dnE | B,
A (potency) | MLEE, FEYE. MHARIZ BT D 5 H & k0 5 HER)

C WTREZRBR D | BEARORMHRE T, S XS E IR BICT 7B ATE L L
PIMRALE S 3 D HEF]

CHEFEORRNEY R T =7 DZBWTHDICHRR SN D 2 ERRIES L
% HER]

s NRIEZR BUG1AT 2 ST IRAY 2 UG 14T 2% B ORI ORF 2RO 5 Z
LINTE DHER]

- IHEE EIE L~ OHER]

Q)R EGEDHEEF

IFYEEE LI, R ERDIBEBIHIOWTOHREN R ETFREREIZOW
CTRNEDOFEA N & 2708 9 il £ TR RILUCH o7, L L, WERERE
i, QOITRT LI 255 THOMHBEDERICBWT, HEEDOITA (W
A — EADEKESUIFIR) 12, A7 T F T Il LT, BT
HIFBE - WIEHRGE « HEEIRTE « < L TF L\~ —FTF 4 U I K BB EER G
DE L ET, &EBIT, 2545 16 HTE RG] (e-commerce) (2D TDE
FHELTWD, Thbb, BTG &L, TVXNVEITETRY NU—T %0
LT AN 2 E0ELE I —EADOBEEDOZ L Th D,

BRREGIUBEEDESR
OHEEDOER

THEFEIRFEIESE 2 555 T H CIHEF (consumer) NEFRSIN TV D, T7obDH,
HEE L X, Mz 3ZH, 8L (goods) Z#HEA L7-3% (person) F7-I1IHEARE
S DR 2GR S B P — U A RKESUIFIA T 2F5 Th 5, RIHEICET
HIEEEF L O (explanation) Tik, HEEDOITA WO AN/H—E
ZDEFEUIFIA) 12O T, 7 T7A 2 - Fr T4 BT, EFHIFE -
WIEMRTE « BT « < VTF LN~ =TT 4 U IR DGR EEN DL LT
WD,
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B, BIREZIZZEOMOREE SOOI 2 B LIc# ., PAERMOT
DI Z R LB 1T, HEEICITE SRR,

QFEXENER

THE BRI 2 550 45 TH T, FEH (trader) NEZRIN TS, T7hbbH,
FEHRLITRETOIWLEBGCEELITMBSIELHDOTHY | WEE L EEND,
Fio, BERAMN RNy =Y SRR TIRGE £ ITIRE T 2B AITIE, TRy
F=U U TREBELREND L LD,

(4)ERFTEE~DFRHI

THE B REE T, BOEE ICx L TR BB S4B T BUE L eV S, THE S
WARIFEEE S TOEMIC L 2 EHEHB LN ARER HE (complaint) DX %LIT
DEITEDTND (B 2 &5 6 H(1)~Gi) . 7ok, HEEREE T, [WiE
MBEALARFR DFERICHOWTHIRL & 4L, HEF I L 2SS - — v 223 - ot
HEAOEGHRNLNATRE L 72 o7z GEATEINC Tk, BLTFRIER)

BHEHBRIARGERONR CHEBEREEFE2FECIR( 1 )~ (vi))

CEER FIIRB R I L AR AEREK - WEIITA, HIRRIES 1T

- Wi DKl (defect)

- HEO XM (deficiency)

c FEFRF L IIRGRMIEE LD, EEMS. W E IS A I L TNy
r— DIRER S VT AN . AR ISR SV, BEE DGR Ll &
(15 AAY S AL

EEOWRLRIIET LI T D, £, FEEPEFOEE LA
X, WRORENLZETIZRWZ L2 THIFETH L2HEIC, S0 —
I X A E 7T — A~ DIRFEN A - BE~OfERZE KIEL 5 5k

- BB IRUEE BT OB 2 X B ORMS E - RRITERE KIET
ARV D 2 L2 TR RETH L LA, B RFO—RICL DM EL
T~ DIRRUED A« BR~DfERE KIEL 5 DH%E

- LRGSR RS IROEE R — B X R A~ O BLEY TR A DR

HEHL EDHNZIT) 2R FREFIC N O OBEHTAZ LD SED |

48

MR X, BEICK DA 2B E T 2mOFITE T,
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F1E 7T L EE T OB B AT R A

ZOXDREGHTA 2R RSV EOHIR LY BERELZ ROV TL 2L
INFTRE L 72D,

FHLHSLATREZREE ICB W THY BT 5TV ARAIERG T2 HIRAES 1T
% Wi, EBEOKRKBIZOWT, LT 5,

OFRRAIEREITA
AAERGITZA L LT, BTSRRI 20 HE A RGEES 2 R/ 47T HISED b
TWd, 2B, 15T HRNFRITETFHNFREZEZLI L] | 25T
(ETREkE BLZOfMOITiE] | 53 5 TIFEIT AR SN EZh, Hizl
BT H 8T - B9 FANERL ST,

FARERSTA CHEERELRF2REITIER)

- WEREEORME B, R, ZL— R, M. AZ AL UTET LD
bOTHDL B> TRPATDLZ L

- BEDNREORKKE WE, JL—FRObLOTHD Eh-> TEHTLH L

cEHAM, PlSh, BRES L (renovated) fh. EELE I~ (reconditioned)
pn XX H VY (old) shEf - T, Frin &t RATLH 2 &

AT ZNEMEZ TRV AR = 7 KGR, PERE. KF
. AHEs. Bk, UIMER R H D > TERWATHZ &

- IRGEE SUTMAGE DS, TR OMEZ TV WAR S — o 7 UIER, #2
#% (affiliation) &5 L{a-> TEITHZ &

- W TR OB A RMEICBI LT, Ao e UFRRER T 52 RHZ1T
2T &

BB ST 2 Y 2R BRI S < 2 & 2 < B U AR IS DUV THEREL BhERME,
XiE, FmllBET oMt 525 2 L

- BLEE U 3L, BB A IREE, XX, MO — RO « A TS
VA ER, FFEORERNBEOND E TORBOMY KL, Mic o0V To
KIRIZOWT, 2o ORGE, SUTKIRNFETIND & OB BEHY 7 Fai L2
RUVMNCHBEDLTRIAT L Z &

- B ST S O S — B0 e il Th D L FH L KRR ERE S &
HZ &
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- fFE WL UIEES . BB OFPH Z % & T 7DI2, AT ER T 2 F

HERADH I L
@Y~ —7 v FOWHE, UHEFEEFEOWE L, REOWEEZBET D &,

IR R ST =5 Ak . RFEHI, IoE 3R T ook 2 B L T

WARWZHED LT, YO RFICOWT, FlH D VITE Tk A A

ZOMDIFEIZ L VIREZEITO 2L 2RBODLT L

@UTFERDD Z &

LB U b B ZOMOT AT AZHOWTIRIET D EEN VI L B
HF, ThO 2R 2 ERWT L. T b RtIn D, EEF TR
SN EOHIGEEV T Z L

- EHER SUTMBEIC . BRI (G, E oMhEE EoRE 2 Rk
THHHT, a7 A %, F—22EETL52 &, 2L, HERBY
T a 7 A b, g, F—AFEERY,

- FLBU b, Radh, FOMDT A T LDBEERGLICEE T B AR — LD T
2. BINBIZAX— L ORAFERICBE T D IEREMHE E L EX D2 L
DY EERERREREA D YV A7 2 PR UK T 2 72 DI BT /A E D7
B S N 2RV el DGR N AN S| ES R ARV D d = Sl ) = e = N
BIO2HAZETWARRL, Ui 2 Boe IG5 2 L 2RO H 2 L
B)FEER DI X IFTAEH D = A b 572 M LT, Wil Oy TR, ¥ ot

XIIBFHAE DG ZFRH D Z &

@) BiES RS UIIRFED T2 DE D X 5 Wi O, ZGRItc BT 5k

BT 252 HT 52 &

(MBUEIZ IR - THRITE ST Wi F 7o 385 Ot R #, Bl CHAGE, fHINE & AT

LRV

Wik 5 F - (IR D | B IS | Gk E - BLE SHAGE - fEINE

THIE SN AELIN HBUED VWS 30 HUN) 128\ T, AR ADEIR

FlEEL, L IERMBDH D — B ZOHE] - Hik . KOS DX D

BELRERTLZ L

(9 DO UIFEN IR BRI - TR SN DG E A IRE | WERE O AIE#® AT

AR H AT TH I L
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F1E 7T L EE T OB B AT R A

QHIBRERSI1T %
HIFRELG11T% (restrictive trade practice) & L CLLFIZRTATANHE R
REE 2 K5 A1 IZED BTN D,
HIRMERS|1TA CHEEREERFE2RE41IR)

HIBRAYERGIEAT) LI, WREICH L TARY 23 X M EITHIBEZRT L 572
TET, AlsEORIE R A BET 5. E T - BT T o i~ fkis ~
n—ICEEE METRGIT A ERR L, RO LD RBaa2aT,

W fE E IR B ROV T, HEENAGE LM 2B TR 2 2

LIZED | ik ERICER o7, ERITENY O 255
* BEdn - B OBEA - B - M ORI & LT, WEEITTELO - &
BOWA - 58 - MHZERT 175

. ’IBDRHM
Wi DK G (defect) . %FD KK (deficiency) 1%, HEFIRHEILESE 2 545 10
RO 11 HIZED BTV D,
MEmD R CHEEREEFE25E10H)
Kb &, WanlZBIT 208, B, A (potency) | IEEDIEHE, FHEH
X VITONEEI R E LT AR ERICEAT 2R, A28, RiEL)

EZHEORM CHEEREEF25XE111E)
Ko &3, BB D E, HE, ik, IBEOHERE RNCES KEICH
TOHRE, A, RAEUITHY, UTD LS RGaaeat,
CHEBITHRRADLAEERAGISHITRE - B8 - ZEREDH LD HITH
* {HE A ~OBEE # O XA 2 RN

BG)RFIL—IL (HEESE)

HEFRREECHERE (7—0 7 - F7) IZOWTOEDITRY,

Jelk L7z K50, SUEBHRNTOARR L, KD H % ¥— & A DEIAmIE,
XM DR A HEA T 5 Z L IIARERGIATAHICH T2 D L RE ST,
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2.3

HBEB BRI

231 HEENFHEZES

(HHEREEE

HEBREILESE 4 BIESE, HEEFEWMFRIFEZES (Consumer Disputes
Redressal Commission) 723X SV TV 5, {HETHRRFEZESIT, MEBIFIZ
£ o T E S5 District Consumer Disputes Redressal Commission (District
Commission (M FZEEE) LI TWD) LT State Consumer Disputes
Redressal Commission (State Commission (JNEZEEZ) LI TWVD) | ik
BUffIZ & 5 National Consumer Disputes Redressal Commission (EFZEZES &
T2) O 3 EFEOMBIC L > THEK S TWD (ZRTNE 28 555 1 H, 5 42
FHE1IHE, FH35KH 1H)

HEEMHFRHZAER T, Wit SUIRE O KRBT Sz Halcid, UTFo 1
DUEIZONWTOMTEAIT) ZENRTED (BB3IRE1H) . ok, HEARE
EOWEIZ L maFEHEE LT, [SHAMFIEEZINA CiRE) X TREWEEFHFRT
DOESFEOII ) | [RRREEILEORITOEIE - Fik) 2B Shiz,

HEENERERESNMTAONREE

« MEEM RIS O\ Tl I AR AR BR T 2N R L 72 R O BR 2=

« RBED 72\ R OB k@ﬂﬂf@x@

- SRR 2N % 723K

HBEEPHE S TEBEFEIEF IOV TORE O SN

- BUEY BRI D HIERFEO ST

- WO KK, BB ORKMDOERE

- RATERBIFT A L HIBRAEE 1T 4 O ik

- fEBRZ )G DIRSE R L AR IR

- RTE STV B ERR e O E

- S ORGE R IE | fERR A ORIk

CWEEZTTEHEBEEENESTHH L 20IGEICE8 0T, ZROBEEEN
PeoT- LIBESNDHE - EEFEORHEEDOAFH O, 72721, BHELEIL.
KIaD & % Y4351 dh D ARFERE ST DIRHEED 5% % FlEl-> T/ b 7w,

CHRICET MR ERERE BT 5o 0FREETEAF O 2 X MHIC
HAE IR 5 0 Ffi

« i B 7R H D SR

- BRRAEIE IR A D FITIE IR

40



F1E 7T L EE T OB B AT R A

OAEER
M ZRESIE. BEREIZ 606 NFTHREIN TS, A R29MDH 5, 4
7 v MO G ZBXIMER TE R o7,

MmAZERH

M4 ZEEHK M4 ZEEK
TV K7 - TTT—v a2l 17| ~»—7—v=a b I 40
TNF—=FxN - TT7T = all 17 | ~ =7V 3
7 > L 23 | AHZ VM 7
EN— L 38 | 2V T LN 8
Fx v T 4 2NN 16 | AV v PN 31
27 M 2| T —T 20
7% 7 — M 27 | 7=V AZ— )N 37
YR El 21 | ¥y FLM 4
E~v—F ¥ T35 =2l 12 | Z 3L« F— KRl 30
T U h— e 1 — U 2| 77 H—F M 12
Ve — V71 R 22 | UM 4
T F— % T3 M 31| Vv HN e TTT— 2l 75
=7 7 14 | Vv Z T H 2 RN 13
~TAY - TITT—v a2 48 | T TN 25
IELHEGH ZESE | HEEH ZEEH
TUEw s e = AL 1] 7 U—%MN 10
Fx T 4= 2| 773 RoA—7 1
A< ROT 49, X RITROT 2| 7 FyF=l 1
F) e Nn— = U

%¥} : National Consumer Disputes Redressal Commission, “Address of the District
Consumer Forums” (http://ncdre.nic.in/districtlist.html) & 0 7ERk
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FHHZERT, ZEE 14 L, 240 o REUFE OBLEASLL TOEE
RO END (FB285FE2H) , ZER, HIXERSR @%g@%% BH5
B AT OFNE, AT, BT OFT 2 BUE T 2 SRR, P REFFOBEAIC L -
TR SN D (BB295R) . £, ZERMUOZEDORKELT Y, TOMORMN %
HET 2 HANTINERF oA L - TERESND (FE305) .

7p¥, MBS TIL 1,000 IV E—LU T O XATEHE T332 SEA FT6E
Ho (F345HE1HE

QOMEER

INFESIE, A2 K29 M, K6 DOEIEEETIC 1 22T DikiE S, 1 v
R+ Tl 35 AT L 72 549,

MEERT, ZAE 14, 440 ED SR RBUT & Ok THE S D ABBLT
DEEICL VR END (42558 3H) . ZARKOZREDOTMOERK, HH
ik, ATAOFIE, ATH, FHT. ROFMTICET 2808 1L. PREUFOEFIZ LY
ER S D (43 5) . £, ZERKOZEOKERFY., EOMOITHERME
X, MBOF OB X VIER S D (5 44 5%)

7B, MEEESTIE 1,000 HALE— 1 ELE—LIFOHRN KR 1 ELE—LL
TORADEZRKI~OENE BRI FTET 2 M ZB S OMmA ISk 285 2 LY
WH GB4a1&FE1H)

®

[

REER
EFRZARF==2—7V—IIFMEL, ZER 14, 44U EDSBREABLLTO
ZEICE VUM END (545 . ZEARKOEZEOERK., B, EH, 5Kk
OFY | BT, T, ROV OO &2 BUE T 2800, HREFFOBAIZ XY
ER SN D, T 6 FEIT 70 (FRIZ 6T £TTHY ., PTREUFOH
BICESE, BEEN2 28 bR THD (FH55HE1H) .

EZFZEZEATIE 1 BLE—H8ORZEN 1 LV E—BORANER~DER,
INFEBZOMFIIRTT 28, TRYFOMBITHT 2284 5 (55 58 &5 1
H) .

49 National Consumer Disputes Redressal Commission, “Address of the State Consumer
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2.3.2 Indian Institute of Public Administration (National Consumer Helpline)
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51 National Consumer Helpline 75— A~—3" (http://nationalconsumerhelpline.in/About-
NCH.aspx)
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52 Centre for Consumer Studies, “Annual Report(July 2007- June 2008)”
(https://consumereducation.in/reports/annualreport2007to2008.pdf)

53 Centre for Consumer Studies, “Report on the Activities of the Centre for Consumer

Studies at ITPA for the Period July 2007 — April 2019”
(https://consumereducation.in/PDFs/ccsglance.pdf)

54 National Consumer Helpline, “ANNUAL REPORT(2017 - 18)”
(http://mationalconsumerhelpline.in/Annual_Report_2017-18.pdf)

55 National Consumer Helpline 7~ — A ~—“About National Consumer Helpline”
( http://nationalconsumerhelpline.in/About-NCH.aspx)
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2.3.3 State Consumer Helpline
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SRl O & 52 1 TG, Bl e <, 2o, dEXE LD 14
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VY, o2 L, BEEEHI R LTI E 2R DR ER R IE T IED 5 B &b &
i 22 7R LIS O BLE T IE A2 B F DSIIRAIIEIR L7 & 203, e E 1B mny 7
ALEE I HOWTlRe L TRV GHEERELEE 305 1., 2)

WX, RAIOBG| CHEE P SHANCHWZHIETIT ), E L, HEENH
RENZHI DS IFIEDORINCFE L, £ ORI L THEAISBIN e = X A
HBRRWGEEIZIE, HOFECEDREBITAD (HEERELER 30K 1) .

HREPHSE THROGIEIY 2B LHTWGE RS HeHE I HEE 1D
L ORE 22 T T b & SUTTHE A DS 2 K2 L7 E OREHLOSEH &2 52 1)
EEDELLPRNEEET, fEHEITIRGEMRE T 5 (HWEEIREILSE 30

%38) .

DHBEEDETR

FEEDPHE TYMOGI ST ZH LHTWZGE 2 RESHEE L. BilR,
o, BRI @ L B 2D 14 BUNIS, Sa%dn 2 e E SUT G 1032
BAZEINT b OITRE, ZTHEIRITTR G20 IR T3 530S
WiETHZLICE-T, LRROBEEZRIC LI &I D, FEENREE 2 AH
THILIEOVWTREL TV HE HEEDPRERZAHT &I LIZO20TO
TR ft z a8 58 > TWIZH AR LIS, THE B 13 0h OIGEIZ 570 5 4R 72 =2
A2 bOHBEAH LTI bR (HEEREES 3uEk 1) |

THEE T OME . R OPERE O MERB IS L B i 28 2 T, Wih 2 iy
WoTe Z LI K HMEDHA I ONTOAREMLEA D, 1272 L, HIaH xR
KIDZHIRERE AN B B IR L 22 TR 5 220D 5 6 eI BT 5 1%
WO E B 7oA 1T, WEEB IO WD DIEFRICK LTz 24K00
ICBWTHHEEZADRY (HEAREETR 31K 2)

BRI NN TR AT o TIC I T RS h 27 v 2 va s
Y OHHFICB LT, OMHBEA D MIRME DTS FIRE/: 14 H 258l 2 Al T O e
BRI OWTHATDOREZ L TWRWE & IQZD XL I RREEZT LI LI
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D51z L7256 QRKFHER ORI A ZET D LA £ TO5ENEET
0%t QFAKER AN CIHE A DA 1T L CTREM B £ TS EN RS D
ZENHEETH D LR TOWIGEIZIE B2 G BRI 2 IR AN TOJRTT 25K
52 L AE LY A XITETED &L= BN TOY)Gm O 51 RGO BT
SN To L SITITEDICEHRRRNZMRETE 5 (HEAREES 4p R 2)
TRIDFHE SN H AR, aH B2 < Ko b bl Tos
BARe LT oy GHEARERS 4p R 3) .

CBRIEDLZLVDEIEEHBICR LZGEOREIL—IL

HRFEHE DSIBAE D 72\ D 5[ EFEH I L7235 51213, R COM i OB HE, 25 Ha
RBOWHEE, FHRIOMRWEEEZRD D Z LN TE D,

WNZHRIE DS 8 2 F I IXEE LIFRIEE A L TR WA BIFEIC DWW TIHE AT,
WHFEPED R PEAIF TS 244EM. ERICHOWVWTRD D Z LN TX S (RIEF 554
&, HBBER) o THMOUBEEDY G, BOeE N EELZ A O HIMIZHO>WT 248D
BHWHIM E 3252 N TE D0, YZWIRIIRIK 1 FL L TR o2y (GE
BEREIEFESFR2) . 2B WmOSIEO L&D 6 7 ALUNICH LN 72
B F 7213 E B LRt o KaniZ, JRRISHEDREICBEICAHATE L TWe b D L g &
o (RIEH 537 %) .

D, X

WICHIED % £ XA B LIEREZ A L T 2RWEE, WEE T L —1)
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2 RGN D 30 HEL (HE A IREIES 4p 55 1.)

86



FH2E XU TYICBILE ARG - {HE A RED TG L

ZOEE BGEHEITEEFE ICERSARMEELE 2D 2 L7 < Y OHARINITER X
IIASHZ L7 uEZe B 7wy (RUES 540 5%) o

QiBEEFE K. ZHDRRHE

WINCHE D 8 2 £ ITHE LIFEEZ A L CWRWES | IHEF I, B3,
TIEHERLSBHEHDOFERTHZ LN TE D, £, BEDPEER DO THLH5GEI1TIT,
INHIRA TEHNOMHEEZRD D Z L b TE D (RIEF 540 5)

KD 2 KO Tt HEFITHEF IZ L BDIAT > T R Z RE L
THEHEWEBET D L &b, Yh BRI 2 KR L2 T2 6700, iR
T, FLEZ T 724, HEE DKL ST B AIZ OV CRE L2 i 572
VN (RIESE 547 %)

7Rk, BHFTNTEE A S X DK ORI DN TIEY Tl 2w Sl Lz & &
(X, BRI E 73O DB A mTH LN TE D (RIEH 542 %)

IR EREIEES

WIZHHED N 8> 2 F7213BE LIZREEZ A L T eWnGa, BT, RIESH 540
RITED HIVIAEEE - Z2Hh, BEGE R, SRIOFHEORD V12, BROREITIZE
SCHEFELHRTL2ENTE D, £o, RIEB L0 RIZED NI Z O HE
MOATHE AT S & & BT, TR OHEROITHE THME SR WEFICO W THRZ
THILHTED (RIEH 543 %) .

216 ERLEZEFRHICHT HUNEF
(1)EREXER LI-5EDEME. BWMAE

THEFHRELEOBEISEK T 2 MG 12T 2 1HEF OW G X, B RE A rgE
HEARERRICIRIETE 5,
FREHBE A RERR~OENG T, B, A -1, 2=t ¥— BOTT

20

@QunRE

PASETH B B IR R S 2 B L 1o G ~ OB B B IC W TR Offe#E
([CHRR L, BB 2AT O & 9RO D, e B 1IR3 H & IRt R 035 e L 72 IR Y
ICEETRIZEZATORGZ2HA ) (HEEREES 18 af 1) . WIRNISE 21T
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EOESFERIET 5, @500 21— OFGZ T, QEMPEY IKEN TV LGS
121X 5,000~5 T —rm OFI&ERT LN TED (HEERELE 1830 5 3.) .
HEFEREIEDOBUE ~OERIT LT, BARREEKEIL, LTOSEZRT 2
LNTED (HEEREIES 13a5c2) .

HEEREEZOREADERICHY 5 E18]

- FRE SV HIRN TOIEDEST & | BT K O ER ORIBRIZE 28
* 1,500~100 5= —nr OFe ([F—DOMFaHE T3 LT 4 BILLEET & 28R E
W ENTHEITITEI RO R ESEIX fEIT D, )

cFE—OMHEFEICR LT A4 EILL EOSIERIEND Z & Lo AT, G
FHOFEEOEMUT—IIZONT, 37 AD 14EMOFEEIL

F7-. BIREREE REIL. EXOREOMWE & BN, —RIEEE IR 585
ZEE L BT, $uaZ oMoy /e FiEC L BEKIZOW TR -8 A
BICOWTART LI ENTED (HEEHHEFEES 13a55.) .

22 BFEWMEIVA MIBTLHEEREIT NI SLE

221 FEERIOHERZEA-ERAKREE (Public.gr)
(1B
XU vy TED EROONDRFEOHIMIX 2 £/ Th 523, Public.gr TI,
“Safety Net” &\ 95 HEDIEERFE — A 2 k5 L T\ %, Safety Net (£, ¥ 7
Ly b /J—FPC, TAZ by 7 PC, AvN—h 74>, TLE, £=F— TV
INIAT, TV Z=EIH L TRESA TS,
1 2 DEEER T & 0 IER U CTPRAE S 4L 2 IR ORE 1L 5L 72 5 3 | 1A TE D PRAE &
TH#H, RET 3 FRHIORFEEZZ T HZ ENTE D, vB, Yk —EX1E, ¥V
Ty ENTHMHRETH D,

)FAAE

Safety Net 32t SV TV a2 AT DRI, 472 3 & L T Safety Net
AT H 2 & THRIHVREL 72 %,

Safety Net Z Jf & CHEA L 7o 3% L7255 121X, £ 7 Public IZEREE L
THRENEIZOWTIRZ D, ED%, Uikt % BB T Public (ZIKXE L, EH%
1T 9, TOM, EEI RIS D, B, B 1RO EIZE L TEE ToE
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BB, MIETHITDND, T4 AT LAIZONTIE, BAR 1 ERICHRY |
L RIET a2 T D ENTE D, BEPTARWIGEITIE, Fih & OZHHT
bhéo

222 M%EH-TzU—F7 v bOXrUEL - EE
(MBEE
Viva.gr TPRLIEMZER, 72V —F 7y NI, BBALLETF Yy hoFxy &
Ve BERY —IZEST, Fx o - BEMTRDZERH D,

)FmAAE
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Z4T 9121E, Viva.gr ® Web ¥4 RMIZITONT-F vy oL -BEH 7 53— 2 %#EL
TIKIET 5, B THE L72GEICE, B CTRETE B TRy L - £
DIRFTEE T 5 . MiZEBHENF v oL - BEEARDHESITIE, MiESttic ks F
RN Z T, 15 2—u O T4kt % Viva.gr IC XD R ITHIER 5720, 2B, %
Zize4t (Low Cost Carrier : LCC) OF 4~ hOEFAIZILZ, LCCOFv &
Ve BEARY —IZLY, BHELCCIZF ¥ b - BEOERKA LTl s
RN ERZ,

Xy B ARLEENARER T = —F 7y FOBE, Frv B ARLERELITIHIC
X, FBHOES &b 1 BHENCEHIR ST 7 > REZRA L2 T E7R 6720,
72 ) —EHENED D FEROMIC, 3 2—u DOFEEE Viva.gr IS bR ITH
X7 57220,

2.3 HB=FHIBL
XU oy OF =FHRGEEEIIL, BTG BEEOERAARTHLF Y v EFME
5112 (Greek eCommerce Association : GRECA) | £V ¥ v mpgiise & OV 1
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[
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T LT EERIA L TA L 8T AI~—27 [GRECA N7 A h~—7 ] #RfFLT
W5, GRECA [ZRINOE 7R s [ ZERHAR CToh 5 Ecommerce Europe (255 b
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GRECA OZBIZMRD720ITIF, Btk 12 r AU EZE@E LTS 2 &, ¥
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ThdIEDRFIELEEND, ARSI 100 21— ThY, HF2BIT 250 2—1 T
H D,

h 7 A b~—7 ZHET 5121L GRECA DNE D Dl AL G- T L E R H D,
FHEEHED 22 7 T Y — XL T & 7 D,
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ELTRUN (2 X 23FHiiiL, HiEOZ % 20 HEBUNICR S5, FHliZH7= D
EUmUNi$%ﬁ%L§m®%ﬁ%ﬁ%kbé ENB D,

BifF L SN HE AT N T A M~— BRRfFESD, FT AR —271FFXY
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ik L2 B 0295, GRECA TliEz i 7=EEIc >\, hTF A h~vw—7
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7272, GRECA TITHEH L FEHEMOHPMRIZ OV TIIELEZADR,
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EPAM [35@{5 e K OB TR HS [ BEDERHETHY . T A h~—7 Ttrust
online] %% L T %, EPAM (ZFNEFFHIG | X OA L =F v 2 HEH =
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3. HEEMHEHKORME

FOHBEERREEOBE

311 XY v HEEA > TXT (Hellenic Consumers’ Ombudsman)

XU Y HEFA L7 XA~ (EYNHI'OPOX TOY KATANAAQTH™) [3MSZATEL

EITH Y, 20124 1 H 1 B 6, EUNICE T 21HEE O OBEE S IEH? %
Woxry NU—2Thsb ECC-Net DXV oy 2BIT A4S (ECCXY vy) ZiEH

LTCWb, ECCXV vy Tl EUMEELDR ) VT =— TAAZ 2 RTOWN -

BN T DIHBEE ~DOERIEME L BIE 42 LT\ 5,

(1)fEsEmZE

FU VA HBEHE AT X~ 0, 2004 41k 3297 %5 (Law No. 3397/2004) (25
DSERLEINTMSATBHEBI TH 0 IHBEFE SB35 B I Mo kR & L
TRYSNTWD (FHEH 1 4&HE 1)  HEE L EFEFMOBGINZ LV AT )
GrOFRRIZONT, GFFA & PR, BN, 2R, B AXIZVR O E W EHIS Mg
SRIEFRHE (ADR) 122\ T EU TOBRFUCHME SN THEZSNEZFY U+ T
ME—DAH) ADR B TH 5., BZE - TEA KE (Minister of Development and
Investments) DOEEALICH D23, EDOMSIENPRIES N TWD  ([FRES 1 556 2
H) .

HEEA LT X< 3% - HEEKREOHBEO L & BRI ERIC L - GEH
A, B - EEKREICLVEMmIND, HEEA LV T A ORRITH S X,
RIHEE A 7 A~ 240305 - REAKREIC L > TEmah b, §EEA 7
X<« BB EAS L T RA< 0 OEHIT 4 ETH LN, FUES D TREM R & 5,

HEEA T A~ 134 >0 (N, M#, IT, JA#®) & 2 O50%= (=FE
FHE) PO ESNTEY, 284 DOMEE /7T —ANY RT7—& T NDRAK 7
MR L TWD, 2020 FI2iX 74 OREE 7 —ANV RI—NHEIND TE
ThH b,

XU VY HBEAS T XA~ T, HEEDHFOIRIR L 2> DT 0%
WCK DR « RIERZF -T2 L 20D 1T HEUNICH LILTHNTEMEITRIST 2,
L, FEYRICBWTRGH O S B IR 220 - BBER 2240 42 DV T
o Fbiau,

FU VY HBEL L T X~ v OIEERIIAF - EEOFEM THERP O E T
W5, 2018 4D FHIT 180 /7 7,000 1—1 ThH D, HEHEA L T X~ Iz kD5

74 Hellenic Consumers’ Ombudsman
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FIndtth—e R & LT, HEE, FEELOICEETHHTETH 5,

Z DA, 2004 4Eik 3297 B8 3 KH 12 THBIC, XU Uy HBEA L T Av N
ECC ¥V v v DEELEHICEMTEZ b OENHAEINTEY, EU MBEED
JNT 2= TAAT Y RTOW - ZBIEAIZET 2 BEEEHRZ ECC ¥ Y
T ELTEROVHE->TWD,

ECC XV v ¥ DX, 74 v o & — ¥ 77472 — U—=Arars4i
AU —ANRT—=24 ala=r—va iS4 F 14 1L4DAK T -
AN R =X RSN T 5,

XYV HBEF VD IXAI UOFEEDHTS
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20127 2013%F  2014%F  2015%F 20165 20174 20184 = 20194
F& 1,460,000 1,408,000 1,481,000 1,674,188 1,739,000 1,804,000 1,807,000 1,853,000

¥ HH%E 1,247,391 1,178,011 1,269,172 1,557,957 1,566,986 1,648,523 1,656,233 -

Zhl s XU v lHEE AT X~ 2, “2018 ETHEIA EKOELH6”

ECC ¥V v x O#ERIT, ¥V vEBNLG EU 6O THETHONL TV S,
XU Uy BIFOAMEIL35%TH Y, EUNED D 65%%EM L TW\5, 20184
DFHEIL 183,237.50 = —r THV ., 55 65%& 725 119,104.38 = — =2 (TN %
B2 6 OMBIeTH 5T,

QF Vv HBEF L ITAIVICLBHFHE
XV BEEEL T A~ Tl HEE LFERMO T 7B D%
(ST EAT - T D, BEFER R, SR R bV & B 2 B b RIS

55 12 T[T 2014 4Rk 4314 5 113 Rl K B E i,
76 2018 annual report
T Xy IEEE AT X<, “2018 ETHXIA EKOELH”
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2018 FEICX U V¥ HBE A L T A~ U ~EFEE LN EED 61.6%ILEF A —/L
IZCELNTETCWD, BT A—/, FAX, B &\ o 725 FREAIEH Lo P s
INEIRD 415 % HEDH TN 5,

XYV HBEA LV IXT U ADBEAE (20184)
EUODRZ 7 v k
7+—L14,0

Fax, 9.4%

25, 19.8%

BFA—I,

0,
61.6% FE, 9.0%

GE B Uy W E AL T R~ 2, “2018 ETHEIA EKOESH”

EEOR ST, HEEIWFORK LR T-MTHEEEICLDESL - FMEAE
ol &b 1 FEUNITDRITIE R 720,

R EFEICIT. BLEOLET (BT, HFETFEE O (R4 UK.
) ZRL#T O0ERH D, £, BEEICITBELZITO & & bia, dtmEsT
DOHEDGEITIZID 71— RO a B —24H LT e 5720, g 2 Bk
ICHHT 2L EBIC HWBEAS L T AV L 5REEZRD D EICHOVWTHHET
Do

7k, FESRICEB W TRFT O/ g, BEIRA B i 4. B8 72281372
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&kl . Statistics Denmark, “ICT Usage in Households and by Individuals 2018”
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BE 3 MARNCEFEES| CTOMAZIToT-HEE D, B 3 2O ALSEEIX
[100~499 . —1z | N 41% L %< > T W5,

BEINMARICEFEIRGITEA L& (201845)

0% 10% 20% 30% 40% 50%

! 1 1 1 1 J

so1—OkdE | 8%

50~992—0 [ 109
500~9991—0 _ 18%
Lo00x—ApE | gy,

%kl : Eurostat

T U= DEBEENA =y b LT - B2 A L7 Ew L7 RS
T IFoR LV EERMEZZE L2 (13%) « [HdfmIEE ] (9%) 3% <o T

114



BIE T U~ — 7B BT RIS - THE A RE O ORI

%o MREIZEE L CWARWEIL 53% Th o7,
A3 =3y FETOYR - BEBAZHIEE—FRBICERL-RE (2019%F)

0% 10% 20% 30% 40% 50% 60%

Ak E 13%

RAfTHpEE

REE. SERVEFICET BFERERDIFICC WL
BE-7, B\hfR - Y—EX

FFHR

EEORREE - TEE

Z Dt

FIREICEm L TLhaWL 53%

&£} . Eurostat

1.3 HBIREFEIGIOFAKR
W 1AERICEFRERG | TS XIIRFE LA LT ERHLHBEE DSV 8%
WT v —7 DIRFEFEEND  49% 0T o ~— 27 LSO EU MR E O R 76 FHEE )
5. 256%75° EUMAELANOEORFEFEENGIEA LIREERZA L TW\WD, EUM
BE LA OEOIRFEFEE ) DIEN U8R 2 44 5 B 13 IME 2 5
BEVEMOBEEFEESIOF AR

100% -~

0,
90% 7 829% 84% 83% 86% 84% 84% 85% 87%
80% -
70% -
60% -
8% 9%
4 th (]
0% 1 Bo 2% ’ 2%
40% -
30% - 25%
) 1o . 20% 20% 22% 21%
20% - % 15% 17%
10% 9% 10%
10% - 4% 5% 5% 4% 3%
% J BEENTTES O BNTNTTEE O BT O BN TTEs O BN O BNTTes BETNTTES O BEDTOES
2011 2012 2013 2014 2015 2016 2017 2018

" EREXRE ZOMEUMBERNEEE EUVLSNDEDERE » F&
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&kl - PostNord, “E-commerce in the Nordics 2018”
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AIOE TV AT AR OFETEG OFEMIZET 28B4 (2012 45 82 75) 1TBEIL SN
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128 Law No 8 Year 1999 Concerning Consumer Protection
129 Law No 11 Year 2008 concerning Information and Electronic Transactions
Undang-Undang Nomor 11TAHUN 2008 Informasi Dan Transaksi Elektronik.
130 Law No 7 of 2014 concerning Trade
Undang-Undang Nomor 7 TAHUN 2014 tentang Perdagangan
131 Peraturan Pemerintah (PP) Tentang Penyelenggaraan Sistem dan Transaksi
Elektronik
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T—7 RO/ NIZFDOMDEF AT 4 7 ZFH L THT OB T2 % BEW T
%
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HEINTHED 5B 80% Tlk, ODR 77 v 74— L0 b Oi@ANIK L THE
FWISE LRI 2 &7 8280 30 HOMIRZ B % THBINIHSK TIZR > T
W5, HEINTHFOR 2%V THHERE & FEE BT D iR ORI
ONTOFRENFLN, ODR 77 v N7 4 — A SLSORENMThbTn5D, L
22L, ODR 77 v M7 4+ —AZHEINTHFD I b 42%I1%, HEF L FEEDY
FERTHHIZ LTS, ODR 77 v F 7 4+ —ALDZ 5B G. FIRUEREIC L 0 B
B CToala=r—3a VRFRRIZRY Y EH B TOMREIEET 5FD0 R
DELNLTVWDEHEDLEEZ HIL TV D15,

(5)ADR O EB&IK R

ADR ORBENE, HEHE - FEH L LI HoICE VSTV R, FIREMAED
%\, HEHIL ADR #EICOWTHEEDO N ARSI~ =7 T —E A LIRFEILTZY
HEEFZVOHWZ T HMEE L THEMLTVDZENDH D, BEHITBVLTYH
ADR #BZHBEE OIS A RET 2HETH L, WREF OHMZ T 2 L

THEIEL TWDH Z End 5160,

EWNOIRTEFER - HBRICFEEDLDEA L2 - ZBIC O W TERE U

(VBB DT o ToxbE TlE, BOEHFER - A RIEFEET ~OEE PR £ <
67.5% Cdh-o7-, —J7 T ADRBEBICHIFE L= DIX 5.0%TH 5,

—J7. RIEEFFEFIZEBITH ADR ORFEIX 2018 FHfR T 51.4% Th D, 30.4%
[T ADRIZOWTHI> TEBOWFALIZVWEEZ TS, 8.0%iT ADRIZOWTH > T
WARFH L2 &35 2 TRy, 18.0%L ADR (ICOWTHI > TWAHA, HiED
B TITRIATE RN E B 2 T 516,

159 Kuropean Commission, “Report from the Commission to the European Parliament, the
Council and the European Economic and Social Committee on the application of Directive
2013/11/EU of the European Parliament and of the Council on alternative dispute
resolution for consumer disputes and Regulation (EU) No 524/2013 of the European
Parliament and of the Council on online dispute resolution for consumer disputes”

160 Kuropean Commission, “Report from the Commission to the European Parliament, the
Council and the European Economic and Social Committee on the application of Directive
2013/11/EU of the European Parliament and of the Council on alternative dispute
resolution for consumer disputes and Regulation (EU) No 524/2013 of the European
Parliament and of the Council on online dispute resolution for consumer disputes”

161 Kuropean Commission, “Consumer Conditions Scoreboard 2019
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¥} . European Commission, “Consumer Conditions Scoreboard 2019”

2. ¥yov

¥ U275 ADRIE, EU ® ADR 5+ (2013/11/EU) % ERNIEL LA [RIE
B E 7033072015 (tnv KYA 7033001k/30-6-2015(®EK 1421/B/9-7-2015)) K&}, EU
@ ODR #HI] (Regulation on Consumer ODR No 524/2013) |2 LK » THEl ST\ 5,
A R E 70330/2015 D5 18 FITHES &, ADRBEBIIZX U & v BIRBRE H g
HBFRERRICERIND, BIE, BESN TS ADREIIL, BLTFO 5B TH
Do

X v TEREZIT T HADREEE

XU U HEEA T A
XV Ut T A
+ ADR Point

* European Institute for Conflict Resolution

- Institute for Alternative Dispute Resolution(start ADR)

BRE PSSR A T A A PR Ry 162

XU YEEEAS L T A~ 0%, Bl L7 ECC XV vy OEZHETHY . F/-5%

162 http!//www.mindev.gov.gr/wp-
content/uploads/2019/07/%CE%9C%CE%97%CE%A4%CE%A1%CE%A9%CE%9F-%CE%95
%CE%95%CE%94_09.07.2019.pdf
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FALT A< AT EUDODR 7T v 7 —LDar 7 FRA v Mo TND,
a2y hiRA  hOEENL, OODR 77 v b7 4 — L DOBKREICE T 2 idett, @
EE BT DEROSE, @F OMOMFIRILTFERIZEAT D 1FHMEMIETH 5,

FU Vv BfA 7 XA, ST EORGNZET 28R 20 # 5 ADR B TH
%, ADR Point |&, JA < FHEH L IHEE R OKFZEY #5 T %, European Institute
for Conflict Resolution (. HF3¥#H & HE H M 78 BEKIT BT 5 EN &K OEE To
g & LD $io> T b, Institute for Alternative Dispute Resolution(start ADR)I.
FEH LHB AR OJRWFEPHOBG NZBE 2 E N L OB Tokm g2 B o T
%o

EU ® ODR 77 v b 74 —2AI2i%, ki 5 >0 ADR #BARERS A TEY , W
b ODR ~DO&fIEZ1T > TV D,

PLFTiE, ¥U v viZBITSH ODR OfjE LT, European Institute for Conflict
Resolution (EICR) ToOEEHREFIEFICOWTRHT D,

(MEIEDEHRIL

EICR TiE . EUENIZHTET 2 F¥E & EURNICHTET A IHE O RTEEK.
BBERKNEHT D P a0 O, FEFMOMF, WG - J0H - IS L OER
Bean OFRAEZ & REFRIRIB A FTAN - MEFF - BIE 3 2 72 D OEFRFME P BE ITREE
LEHY— AT 205 mEEE it T 2 /8RS L O INEGHTH D,

EICR COfy g iRk z M E LR TR CT& 5, ek of RITFHEH NAR
15, SiElE. FEEXIIX Y X iEE AT 5,

EE O LS TIE, S A E % EICR O& 0 ~#2H, Bi{E Tk, FAX T&EAf,
B A—NVTEMNTHZEICL>TITA D, IEXFHTH LI THEEIZIE, ID I —
ROab—ZIRADVEND D,

HEREEITIL LTOERETLAT D,

EEBREE0RHIER

WA O
- K4
-
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D —, BARFOHEIE, FEELOLY LY )
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@Q®ETRER

EICR N EEREELZHT L L, MTHFOFERTITEMEIT, FEHD ADR
DFFEEFMTHZ LICRET 202 KD 5, ADR TOfRRICFEE LI-HH
Wi, MY FFICENENDOTEEREEZToTH L ), EBEEAENORELZ T HEE
D FRER 2 X | RR R T D,

ADR TOMERFRHE 1T, WMYFEEOFEMIZLI ST, I F7T74 0D
WTITHITH 2N TE D, BFFIPHE L UTEHRRNITRIE T 2 2 & 7 < Fhie
ETEEDLZENTELDN, ZNHLORBAZBEUTEMTHZ L HARETH D,
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ADR % i@ ICESHEAICIE, HYENEEELERT S, ABEEICEN
i pAlESANAN kﬁb\*ﬁ%%%ﬁ\Am%w%%ﬂ@%ﬁ%Té%*%ﬁﬂﬁw
FHERBICABEEEZRBH L TRD D Z LICL - T, AESITENBREIN 2R 7232 &
TE 2,

EICR I X 2Rk |2 29 S WL, 1) 156 A T 5168,

B IGEEE
BT MNRA U N THLFXV VY HEEL T XA~ BT T TS R
2016 4= 57 £, 2017 4= 102 14, 2018 4 114 {4, 2019 4F (10 A 31 H £ TOEH)
1231 CTH D, HEENOHEEZZTZLONRENR, FEENLOHRE LD 2NE
TIHEL TN D
ODRa VAU biRA U FELTRITHITEREGRDOHRS
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HEENLDHRE EEEHSOBRE Z D b DEE

BE: XU U HBEE LT A~ RIS R

EICR & [FEE, ODR #5Jii L TWAX Y U ¥ {HEE A 7 A~z Xnid, EU®
ODR 77 v R 7+ — LTRSS NI HEHE DO REZITHONWT, BEETHLFEEN
BOINENIRNE LTS, ZOHHBEELTIE, OQEUODR 77 v b7+ — L %@
U7 ODR Offk 7 a2 ZZONWTHEEZOHEMN AL L TWNDH I &, @QFXEENE
BHEFE L HEEEZTHI L BET LTS, 29 LIEEHAIEFY vy oFEET

163 European Commission, “Dispute resolution bodies, Online Dispute Resolution”
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FTIEe < EUBNOETOEOFEEFRICH A HILDH6,

F7-. EUIZBWT ODR IZFFT 2580 BiZmid 72 B ED 5T D H DD
XUy ERIZHBIT S ODR ORBMEZIZZNIEE®mE>TE LT, AEHICFIH I
HITITE S TWRUVIRILIZ & 5165,

3. TUY—¥

Trv—7I1Z8F5 ADR X, EU @ ADR i1 (2013/11/EU) Z[ENEL L-HE
FAE BT 2 R iR iE GHEH S TEIE) 196K% N EU @ ODR £iHI (Regulation
on Consumer ODR No 524/2013) 2 X > THHEI STV 5,

HBEF LRI, FEFIL, FEESHBEROPFIZOWTIHEERHRET
&% ADR HBICHOWT OB REHEE ICRIET IBENRE LN TN D, HFRICIE
ADR BB OfEFTR> Web A R OFEMITE A & 72T UL 6T, 2 DIEFHRITFE
FHD Web A FRWBIKIFKOHP T, B, D03, M7 7 8ATEDL LD
CLARTNER S (EEFEEFESE 450) . 1 % —X v b, Web X—Z2D~—
Ty N A A& @ U T - B IRE T 2 FEA L. EU I2X5 ODR 77 v b
Tk —L~DEFHRY 7 % Web A~ EIZE#E L, £72 ODR 77 v 7 — A
BRI ATRE CH D 2 IOV T OIFRE RIS 2 (HRFEFIHESE 550).

T~ — 7 ZI3BAE 25 O ADR R H D, 56 1 D3 EFREZ—Thy, 2D
ft, P75 - K4 (Ministry of Business and Growth) (2 X WERA[ &7z 17 DB
ADR B, 1BIZE D&Y SN 7T O ADREENH 5,

EU ® ODR 77 v F 7+ —AIZIZ 2N 25 O ADR BEREABER SN TND, 9
L HEEBE T OWEIZOWTIRO O L LTRSS TWL DL, &kt 22—
 HENEICRET AR E B S (Appeals Board for Cars) TdHh 5, HENEIZE 545k
ZEEOBREITEEE ChrE, fhEE) | ABHEFEDOA T2 - ERICET
DI DOHET WD, BTG 2MAT# 5 ODRE L LTiL, #iEtr ¥ —
LT D,

EEE X —~OEFREIRBR LB EEE L —DR— A=V b
TALTHT D, TOBEFEL L X —D~vAR_X—=UEEUT, HEE, FEEH L LIS
EHFIZONTO IR MRZDISEE AT LT, RIRKZ RN E T, YEE R LTk

164 X o HEE AT X<, “2018 ETHXIA EKOEZH”
165 X Uy iBEES T A ~De T ) v IR
166 Tov om alternativ tvistlesning i forbindelse med forbrugerklager (forbrugerklageloven)
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WP RN 2G5 121T, EE 2 X —OfERENEFCEBNSELZB LT, 1B
BOPASCHRRIROIRZE 2 E2{TH L&D,

g B — DT TSRO L. 2015 AEAY 593 {F. 2016 4EN 2,565 ETH
50

4. A FRIT

A ¥ R T TIEAEE OS2 ODR L7220, LA L, A ¥ RRU 7L, B
EFRTHY ANANRZN - DHEZEREIZODRZIEH L TV ZEREHTHD EE X
HITWD, A v R T EFEEERET (BPKN) Tid, [f£1IZ National Dispute
Resolution (NDR) O#ENRMELE X TW5, NDR TiE, B OS], 4 T4
VERIERGE L, AT A VSN OWTIEEEE 7 7 b5 ODR 1T 5 2
& LI TS, 2023 £ NDR O Mk, NDR OBELEG | ~D %Ik 4 2020 4756
2024 FAT/NT THERTH Z EDN BRI TN H 167,

Jeilk L7z & 9 (B 7RIS FEH I K D ODR ORMEHEGINH 5, 12 RRU T DK

FEA PG| FEEE TH 5 Tokopedia 1% Resolution Center (Pusat Resolusi) % ##fik
L TCW%, Tokopedia Ttz A L7VHEE &, Mikrsish % Tokopedia %18 U T HY
i s RTE L TV D HRER &L ORI OMPMRIREZX D b D TH D, HEE L FER LITEN
ENOEREAN L, FFRR~OEELZ BT, YFERLICK 2MRICES 2D T
Bt iZid. Tokopedia 2N #& DR A 42~ T 5, BRI ERE ., ot L b

GRS D 2 EIFXTET. WH L BITRRRITHR SN,

5. XKE
KETIE, FHFTIZHE T ODR OFGHERED STV 5,
ODRADEAZE 1T > TWLV B EHIFF DB

+ Clark County Family Court (Las Vegas, NV, USA)

« Franklin County Small Claims (Columbus, Ohio, USA)

+ Fulton County Small Claims (Atlanta, GA, USA)

» Ohio Court of Claims (Statewide)

- Ottawa County Family Court Compliance (Grand Rapids, MI, USA)

* Travis County Small Claims (Austin, TX, USA)

+ Utah Courts Small Claims (West Valley Justice Court, Carbon County Justice

167 BPKN k& ok}
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Court and Orem Justice Court)

- Faulkner and Van Buren County District Courts (Faulkner and Van Buren
County, AR, USA)

« Sherwood District Court (Sherwood, AR, USA)

- DeKalb County State Court — Traffic Division (DeKalb County, GA,USA )
- Village of Ford Heights (Cook County, IL,USA )

- Jefferson County District Court (Louisville, KY, )USA
+ 15th District Court (Ann Arbor, MI, USA)

+ 74th District Court (Bay County, MI, USA)

+ 10th District Court (Calhoun County, MI, USA)

+ 65A District Court (Clinton County, MI, USA)

+ Clinton Township, MI (41B District Court, USA)

« 54B District Court (East Lansing, MI, USA)

- 21st District Court (Garden City, MI, USA)

+ 20th Circuit Court (Grand Haven, MI, USA)

« 61st District Court (Grand Rapids, MI, USA)

+ 31st District Court (Hamtramck, MI, USA)

« 32A District Court (Harper Woods, MI, USA)

+ 30th District Court (Highland Park, MI, USA)

- 55th District Court (Ingham County, MI, USA)

- 22nd District Court (Inkster, MI, USA)

- 12th District Court (Jackson County, MI, USA)

- 4th Circuit Court (Jackson, MI, USA)

+ 62B District Court (Kentwood, MI, USA)

« City of Lansing — Income Tax Division (Lansing, MI,USA )
- 54A District Court (Lansing, MI, USA)

+ 16th District Court (Livonia, MI, USA)

« 1st District Court (Monroe County, MI, USA)

« 50th District Court (Pontiac, MI, USA)

« 46th District Court (Southfield, MI, USA)

« 23rd District Court (Taylor, MI, USA)

« 14A District Court (Washtenaw County, MI, USA )
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- Washtenaw County Friend of the Court (Washtenaw County, MI, USA)
- 29th District Court (Wayne, MI, USA)

+ 14B District Court (Ypsilanti Township, MI, USA)

+ Cleveland Municipal Court (Cleveland, OH, USA)

» Franklin County Municipal Court (Franklin County, OH, USA)
« Farmers Branch Municipal Court (Farmers Branch, TX, USA)
- Hartford and New Haven (Connecticut, USA)

+ Orange County Small Claims (California, USA)

+ New Mexico Courts, (USA)

* Yolo County Courts (California, USA)

+ Michigan Supreme Court (USA)

%kl : The National Center for Technology & Dispute Resolution

#FHIFTIZ LD ODR & L T Franklin County Small Claims {(Z2WTHY _EiF 5,

FA F MR RO TH Y | M 4 IO RFFRLZ Y % 5 Franklin County
Municipal Court I%, KE THEINZ/NEEEFIFT (Small Claims Court) (23517 % ODR
~ORRZBA%A L7z, 2016 4F 10 APt &7z ODR F, #H~DT 7 B ADUFEIC
K2 RIEHA ORI, QEL TN WAL T A U R—=F MK FHH~DT 7 &2
ICAFET DY 7T OffEEZ B L L TRV flEn T,

BAID 1 FRNIT, RIEEH & 2 D BRSO ITERUIRET 2 FR e H & Lo A
Ry hFueyxes e LT L, 5 &R 2MBIE DB O B ICHETE R0
EMBRIGEEA I DZ ERE o7, ODR ZEATHZ LIZL- T, HH~0%
MERG, FTeFRKIZTHZ L& L7, ODR @l U T, JRETH Dk &gt &
IR HMBLE & INEERINCA T A L TCRWEAT) ZENTEDL LI RoTe, AT A
Y TCDORWASDBIMNIMEETHLIN, DWOTHLEINDLTHT 7 ERATH I & A RIS
LTW5, ZOfE5R, WO ERFM (8 K6 17 k) LIAAOKFHH 23T ODR ~
DBMHB L 720 KIFEFHH &7 D HED 10%IKR T T 5 L Vo mENELRLTND
ODRICHHEM A BN D Z b, 2018 4 1 A b iIfho RESEFIZOWVWTH ODR %
EHT 52 LZAREIZLTND,

Franklin County @/ NEECHIFTD ODR Tlx, Y FEERTLORWE T T A X— M i
P A~_—2 (Negotiation Space) TI{T9H Z LN TE 5, W DA TIIFEMCHFI~
DGO DT RGN DY | RPN D ETITIFE sy . BEEOHIM
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¥ 5, —J) . ODR Tid, MFHDOEFEF OGO LWKHIC, R, BHITHETFS
ERWTHZ LN TED, ODR IZEHHICELANC, YHFEAMTEET LI L2 HET
LOThD, FRIERERER L, HEFDINZHRETT 5, FHEFDREE LEGAITIE,
BN A 21TV, SRR A EELT 5, FETERWGEEITIER, YR RICE
BETERVONEOHBZRT Z LR EN D, REHICERICEL RS TEHAIC
ILaE T O e Sl KA MREITO 2L L7 D, ODR OFIHIX PC 7217 Tidel, A
A=y MERDTE DENANVEGRN D BITR D,

ODR MToN7=FHRE L THAEBUCE LT 363 ., TDOMOFERN 123 {5k I
TW5, ODR ZFH L7=FE~DOFREIC L D &, ODRICL W &FE LI-MRRIZ OV TA
o (fair) THDO LTI L2 DD 67.4%, AFTIERWEFM L7Zb DD 7.6%, &F
ICELRPSTZHON 25.0% Th -T2, £72 90.2%72% ODR Zf NICED D & LTE
0. BURKIEHELILTND,

ODRZBELTAELEABIZIDLWTAFELEZ SD (n=92)

FAF
7.6%

BEIZEST

25.0%

AF
67.4%

&kl . Franklin County Municipality Courts Data Project
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ODRZ M AIZEIH S A (n=92)

B

0,

[ZIE Y N
8.7%

o
90.2%

&kl . Franklin County Municipality Courts Data Project

6. ASEAN

2016 5 2025 £ KR E L= ASEAN |2 X D IHEE RS B IC R 1T 2 ki 7 7
a7 TSI BNT, £ E L UL TO ODR Z#% & L, D% ASEAN Hii ODR
* v hU—72 (ASEAN Regional Online Dispute Resolution (ODR) Network) % 1#%4E
L, BB 770, AEKICEST S ASEAN DA W= X LEERTHZEEBHELTY
Do

BIfE, ASEAN TIZ#EE ~ 7 7 Wk d % ODR OREZEIZ AT 7o Rat 23S Hiu T
%, ASEAN NIAEOHEE THIUTIE L CEE2RE T A L35 2 L3
EENTWD, MEZIIEETDMBED 7 5+ —HVBRA b &7 BB 2 58k
T 5D, FEFIL, FEEVIFET 2MBEO 7 +—T VKA b &7 DB 6 4%
EHIZOWTERE S, JENMTDON D, RRRICE T2 HE 12T, WEREPTET S
EDO7 4+ —HNVRA L N7 D BZEL T, HEEICERMEA N, 20X 97
RLER 7 1 2 2T DN T DRRE AR ST TUN 5 169,

168 ASEAN, “The ASEAN strategic action plan for consumer protection (ASAPCP) 2016-
2025 : Meeting the challenge of a people-centered ASEAN beyond 2015”
169 f 2 NRUTRBE~OET U MBI L D
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