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“Telecommunications Provider Complaint Record Tracking
System” means the Telecommunications Provider Complaint
Record Tracking System kept and maintained pursuant to
regulation 5(2);

“Telecommunications Provider Complaint Record Register”
means the Telecommunications Provider Complaint Record
Register kept and maintained pursuant to regulation 5(1);

“Treaty” means the Treaty establishing ECTEL signed at St.
George's, Grenada on 4" of May, 2000 and includes the
Treaty as amended from time to time;

“Tribunal” means a tribunal appoinfed pursuant to section 17 of
the Act.

(2) Except so far as the contrary intention appears, an expression
used in the Act and in these Regulations, whether or not a particular
meaning is assigned to the expression by the Act, has in these
Regulations the same meaning as in the Act.

Application

3.— (1) These Regulations apply to all disputes concerping the
operation of telecommunications facilities and provision of
telecommunication services arising in Saint Lucia including, but not
iimited to, complaints initiated by —

(@) subscribers or other members of the public against a
telecommunications provider;

(&) a licensee against another licensee;

{c) persons using frequencies authorization.

(2) Where appropriate, references in these Regulations to the
Commission include references to the staff of the Commission.

(3) Where a dispute arises between two telecommunications
providers on matters related to a duly executed interconnection
agreement or a reference interconnection offer, the parties to the
dispute shall, prior to seeking redress under these Regulations, first
exhaust such dispute resolution process as may be incorporated in the
said interconnection agreement or reference interconnection offer.

{4) Subject to sub-regulation (3), where there is conflict between
these Regulations and any other Regulations in relation to an issue
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provided for pursuant to these Regulations, these Regulations shall
prevail.

PART II
DispUTE RESOLUTION

Procedure for seeking redress

4,— (1) Subject to the provisions of regulation 3(3), where a dispute
arises between a tetail customer and a telecommunications provider,
or between two or more telecommunications providers, the aggrieved
party, shall first seek redress from the respondent telecommunications
provider, by, subject to sub-regulations (2) and (3), filing a statement
of complaint on the respondent telecommunications provider.

(2) A statement of complaint pursuant to sub-regulation (1) shali
be in the form prescribed in Form 1 of the Third Schedule and shall
contain as much of the following information as possible —

(a) the name, address, telephone number, e-mail and key contact
information of the complainant;

(b) where available, the name, address, telephone number,
e-mail and key contact information of the respondent
telecommunications provider;

() a list of the disputes numbered in order 50 as to enable the
respondent telecommugications provider to address each
dispute separately;

(d) abrief description of the basic facts surrounding each dispute;

() as far as is practicable, such supporting information for gach
dispute; and

(/) a statement of the desired resolution requested for each
dispute.

(3) For the purpose of sub-regulation (1), a telecommunications
provider shall make available to its retail customers the form referred
prescribed as Form 1 in the Third Schedule.

Tracking by respondent telecommunications provider

5.— (1) A telecommunications provider shall keep and maintain a
Telecommunications Provider Complaint Record Register for the
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purpose of registering statements of complaints filed pursuant to
regulation 4.

(2) A telecommunications provider shall keep and maintain a
Telecommunications Provider Complaint Record Tracking System for
the purpose of tracking the status of resolution of disputes between
itself and its retail customers, and between itself and other
telecommunications providers.

(3) Upon receipt of a statement of complaint filed pursuant to
regulation 4, the respondent telecommunications provider shall —

(@) enter the details of the statement of complaint into its
Telecommunications Provider Complaint Record Register
including the name and address of the complainant and the
nature of the dispute and the relief sought;

(b) assign to each statement of complaint a telecommunications
provider complaint tracking number;

(¢) send, within three business days, a confirmation of receipt of
the statement of complaint, with the telecommunications
provider complaint tracking number, to the complainant;

(d) respond to the complainant within thirty days, giving evidence
of sincere or “good faith” effort to amicably resclve the
dispute.

(5) A telecommunication provider shall take ail reasonable steps
to amicably resolve a complaint filed pursuant to sub-regulation (1)
within thirty days of the date of filing of the statement of complaint.

(6) A telecommunications provider shall make monthly reports to
the Commission concerning the number of statements of complaints
and the nature of disputes in statements of complaints filed and the
status of the resolution of such dispules.

Appiication for assistance of Commission

6.— (1) Where after thirly days of the date of filing of a staternent of
complaint pursuant to regulation 4, the parties have made reasonable
efforts in good faith and are unable to amicably resolve the dispute for
which the statement of complaint was filed, either party may, subject
to sub-regulation (2), file an application with the Commission for
assistance with the resolution of the matter.
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(2) An application pursuant to sub-regulation (1), shall-~
() be in the form prescribed in Form 2 of the Third Schedule;

(b) be filed in triplicate with one copy being addressed to the
Commission, the second copy to ECTEL, and the third copy
to the other party to the dispute;

(c) contain, if any, such information or evidence describing the
status of any negotiation between the parties 10 resolve the
dispute during the thirty-day time Hmit; and

(d) contain, if any, such information as to the form of alternative
dispute resolution process preferred in the circumstances.

Recording and tracking by the Commission and notice to complainant

7.— (1) The Commission shall keep and maintain a Commission
Complaint Record Register for the purpose of registering applications
made pursuant to regulation 6.

(2) The Commission shall keep and maintain a Commission
Complaint Record Tracking System for the purpose of tracking the
status of resolution of disputes relating to applications made pursuant
to regulation 6.

(3) Upon receipt of an application filed pursuant to regulation 6,
the Commission shall —

(@) assign a Commission complaint tracking number fo the
application by adding a prefix to the existing
telecommunications provider complaint tracking number
assigned pursuant to regulation 5(3) (b);

(b) enter the details of the application into the Commission
Complaint Record Register;

(¢) send to the complainant, telecommunications provider and
ECTEL, a confirmation of receipt of the application with the
Commission complaint tracking naumber.

Restriction on Commission’s assistance

8. The Commission shall not provide any assistance to parties to
resolve a matter unless the Commission is satisfied that the parties
have made reasonable efforts in good faith to resolve the dispute.
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Response by respendent telecommunications provider

9.— (1) The respondent telecommunications provider shall, within
ten days or such longer period as the Commission may specify, file
with the Commission a response to the application made pursuant to
regulation 6(1) together with such information or evidence describing
the status of any negotiation between the parties to the dispute to resolve
the dispute during the thirty-day time limit.

(2) Where the respondent telecommunications provider fails to
file a response or request additional time within the time and the
Commission considers that the application warrants investigation, the
Commission may request comments from that responding party; and
the responding party shall submit its comments within len days of receipt
of that request or such longer period as the Commission may specify.

Natice of discontinnance and liability for costs

10.— (1) The parties to a dispute may notify the Commission by
notice of discontinuance in the form prescribed in Form 3 of the Third
Schedule that they wish to discontinue proceedings.

(2) Notwithstanding the provisions of sub-regulation (1), the parties
shall be liable for all cost incurred up to the date of discontinuance.

(3} A notice of discontinuance pursuant to sub-regulation (1} shall
be signed by all parties to the dispute.

Consultations with ECTEL

11.— (1) Within fifteen days of receipt of an application filed pursuant
to regulation 6, the Commission shall -

(a) review the application and request such additional information
from a party as may be required; and

(b) where appropriate, consult with ECTEL as regards the best
alternative dispute resolution process to resolve the dispute.

{2} Where pursuant to sub-regulation (1) the Commission consults
with ECTEL, the Commission and ECTEL shall consider the resources
respecting alternative dispute resolution that are available and any
alternative dispute resolution process requested by the parties.
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THIRD SCHEDULE
FORM1
{Regulation 4)
COMPLAINT FORM
Please insert your details:
I, Mr. [IMrs. I Miss I Ms [Jother....ccoooveeririeesicrninann
R 14T 3\ T LT SOOI
B SUITIAINE et evievreeiieeeee et e ereee e e e e e eraneeaeecesbebn e ba e rrer e r s e e e m e e e s e en
N 14 ) O U P OO
5. Postal Address (if different from above)
6. Address for service of documents (if different from above).......c...oevveeis
7. Daytime telephone contact nUEBEI(S).......cccoiiviiivii v v
8. Fax mumber(s).....coeioiiii i e e
9, EMAall AQAIESS..uvvurririivrieriisieeiosriistsiissss sirs s sssnanererbasesessbensassrntnna
10. If an Attorney or Legal Counsel is acting for you please give details (all

documents will be sent to your representative)

..................................................................................................

Postal address (if different from above}......cocoveeenr i
Address for service (if different from above)........coeeeeirire e

Daytime telephone number (8)......ccoviiiiiiiii e s



11.

12.
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Fax NUMBEL(E) ..ot ieeireerernrecertesianinarissaiaareaeraesinneessenssaabrasssrnnans pe seas
EIAE] BO0TESS. ccveeeiererirricrserssraresnmsanineesssaesstasyassasassrresseresensessisnas
Please give the name and address of the Telecomnmunications Provider against

whom this complaint s being brought

.................................................................................................

Postal address (if different from above)........cve e
Address for service (if different from above}. ..oooorvnininicincinn
Daytime telephone BUMbEL{S).....covvirrririeieiminin s
FaxX MUIBET(EY. ...vvveeeeeeirerssesarmsreessaameemneessnssnsvasmansesbasessssnasssinnsies
EMAil BAATEES. ... vvrervreseereiiae st s s siai i e r e e e nns s s s e s

Please give details/grounds of your complaint............ccowes

..................................................................................................
..................................................................................................
..................................................................................................
..................................................................................................

..................................................................................................

............................

Signature
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FORM 2
(Regulation 6)
APPLICATION TO COMMISSION
Pre-fix.veiecrinniiraann Complaint number.......covocvvvinmriaiins
{to be completed by the Commission] [the complaint number provided by the

Telecommunications Provider]

Particulars of Applicant:

Lo Me [IMrs. {IMiss[] Ms[Jother [J-iicviviincermeeeerescrmmnenimninriinen
2. FAPSt NBIIES....ceiieiieimenanetsiass s imsntste ttms e eeeaeeeemrtbiansenr s bov e s pes panes
N 1 oo < OO ST OO
4. Address for service of doCIMBNS. . .veiivvceeeecr e rra s e

Particulars of Respondent:

L Mr. [IMrs. [JMiss[] Ms[]other [ Joeerririonimrmiiiinnr e s
2. THISE NAMIES. ..ot ceeere et s e nnaa s e
3. SUITAIE. c.ovviiiiieieriresie e ierreieeesereeaas s s sesnsasmmaescassesremseess denend s2obiasbans
4, Address for service of dOCUMENS.......coovvven e e

Application is hereby made to the Commission pursuant to regulation 6 of the
Telecommunications (Dispute Resolution) Regulations to assist the parties in
the resolution of a dispute.

Atrached to this application are the following documents: -
1. Staterment of Complaint

2. (any other relevant documents)

Having regard to the nature of the complaint I hercby request that this matier be
determined by... {Please tick appropriate box]

[ ] Commission to review decuments and make a decision

[ ] Mediation

{ ] Tribunal

[ 1 Arbitration

[ ] No preferred option

Dated this day of »






