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1 Introduction and Context

In the context of accelerated digital transformation, the West Africa Telecommunications
Regulators Assembly (WATRA) mandated its Working Group on Consumer Access and
Experience (WG-CAE) to develop a comprehensive set of harmonized regulatory
guidelines. These guidelines are intended to strengthen consumer protection, improve the
quality of electronic communications services, promote regulatory consistency, and foster
digital inclusion across all WATRA Member States.

This synthesis report consolidates the seven guidelines developed and adopted
by the Working Group during its 2024-2026 mandate. It highlights the common
regulatory principles, strategic orientations, operational mechanisms, and
implementation measures that should guide National Regulatory Authorities
(NRAs), telecommunications operators, and consumer associations in
establishing a harmonized regional regulatory framework.

1.1 The Seven Constituent Guidelines

The harmonized framework is composed of the following seven regulatory guidelines:

1. Guidelines on the Partnership between National Regulatory Authorities and
Consumer Protection Associations.

2. Guidelines on the Rights and Obligations of Consumers of Telecommunications
Services.

3. Guidelines on Access, Connectivity and Affordability of Telecommunications
Services in West Africa.

4. Guidelines on Quality of Consumer Experience with Telecommunications Service
Providers.

5. Guidelines on Contractual Requirements between Service Providers and Users.

6. Guidelines on Harmonized Procedures for Handling Consumer Complaints and
Claims.

7. Guidelines on Consumer Awareness and Education for Telecommunications
Services.

1.2 Common Foundations

The harmonized framework is built upon three fundamental principles:

e Regulatory Harmonization - establishing a common regional regulatory
framework while respecting national legal and institutional specificities.

e Consumer Protection — placing consumers at the centre of regulatory policy
through transparent information, enforceable rights, effective complaint
mechanisms, and fair market practices.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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e Digital Inclusion — ensuring equitable access to affordable, high-quality electronic
communications services for all citizens, particularly underserved and vulnerable
populations.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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2 Consumer Rights and Obligations

The harmonized Guidelines on Consumer Rights and Obligations establish the fundamental
principles governing the relationship between consumers, telecommunications service
providers, and National Regulatory Authorities (NRAs). They define the minimum rights
that every consumer should enjoy throughout the WATRA region while identifying the
responsibilities that consumers must fulfil to promote a fair, transparent, and sustainable
telecommunications environment.

The objective is to ensure that all consumers receive quality, affordable, secure,
and accessible telecommunications services under a harmonized regional
regulatory framework.

21 The Fourteen Consumer Rights

The Working Group identified fourteen (14) fundamental consumer rights grouped into
three complementary pillars.

211 A. Transparency and Consumer Choice

Consumers shall have the right to:

e Receive clear, accurate, complete, and timely information on telecommunications
products and services before subscribing.

e Choose freely among competing service providers and service offerings without
unjustified restrictions.

e Receive accurate, transparent, and understandable billing statements.
e Enter into contracts that are fair, transparent, and written in clear language.

212 B. Access, Equality and Quality of Service

Consumers shall have the right to:

e Access reliable and quality telecommunications services.

e Receive services without discrimination based on gender, age, disability, location,
or socio-economic status.

e Access essential communications services at affordable prices throughout the
national territory.

e Receive services that comply with applicable health, safety, cybersecurity, and
technical standards.

21.3 C.Consumer Empowerment and Redress

Consumers shall have the right to:

Reference: WATRA/WG/CAE/23AGM/26/04/008
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e Representation and consultation during regulatory and policy development.

e Submit complaints and obtain fair, timely, and effective redress.

e Protection of personal data, privacy, and confidentiality.

e Consumer education and awareness regarding telecommunications services.

e Freedom from unsolicited communications through Do-Not-Disturb (DND)

mechanisms.

e Withdraw from unsolicited commercial communications at any time.

2.2 Consumer Obligations

While consumers benefit from extensive rights, they also have responsibilities that
contribute to an efficient telecommunications ecosystem.

Obligation

Payment of Bills

Environmental Responsibility

Consumer Awareness

Responsible Behaviour

Integrity

Reference: WATRA/WG/CAE/23AGM/26/04/008

Description

Pay post-paid invoices within the agreed
contractual period.

Support the protection of
telecommunications infrastructure and the
environment.

Seek adequate information before
subscribing to telecommunications services.

Use telecommunications services
responsibly and in accordance with
applicable laws.

Provide accurate and truthful information
during registration and service use.
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Access, Connectivity and Affordability

The Guidelines on Access, Connectivity and Affordability establish a harmonized regional
framework aimed at ensuring that every citizen within the WATRA region has equitable
access to affordable, reliable, resilient, and high-quality electronic communications
services. The framework recognizes that universal and meaningful connectivity is a
prerequisite for sustainable socio-economic development, digital transformation,
innovation, and regional integration.

To achieve these objectives, National Regulatory Authorities (NRAs) should
adopt coordinated regulatory measures that promote infrastructure
investment, competition, consumer welfare, and digital inclusion.

The Three Pillars of the Harmonized Framework

The harmonized framework is built around three complementary pillars.

Pillar Description

Access Promote the deployment and availability of active
and passive telecommunications infrastructure,
digital services, and supporting facilities to ensure
universal service and digital inclusion.

Connectivity Ensure reliable, resilient, secure, high-capacity,
and interoperable electronic communications
networks capable of supporting current and
future digital services.

Affordability Ensure that telecommunications services remain
financially accessible through competitive
markets, efficient regulation, and consumer-
oriented pricing policies.

3.2 Strategic Regulatory Dimensions

To implement these principles effectively, WATRA recommends coordinated action
across six strategic dimensions.

3.2.1 Political and Institutional Dimension

Reference: WATRA/WG/CAE/23AGM/26/04/008

e Strengthen regional regulatory harmonization.

e Promote cooperation among NRAs, governments, regional organizations, and
sector stakeholders.

e Encourage co-regulation where appropriate.
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3.2.2 Economic Dimension

e Promote infrastructure sharing.

e Encourage competitive markets.

e Apply proportionate and asymmetric regulation where necessary.
e Facilitate private investment and public-private partnerships.

3.2.3 Social Dimension

e Promote universal access and service.
e Reduce the digital divide.
e Prioritize rural and underserved communities.

e Improve accessibility for women, youth, elderly persons, and persons with
disabilities.

3.2.4 Technological Dimension

e Support deployment of broadband, fibre, 5G, Internet Exchange Points (IXPs),
cloud infrastructure, and emerging technologies.

e Encourage innovation while maintaining network security and resilience.

3.2.5 Environmental Dimension

e Promote environmentally sustainable network deployment.
e Encourage energy-efficient telecommunications infrastructure.
e Integrate climate resilience into infrastructure planning.

3.2.6 Legal and Regulatory Dimension

e Regularly review telecommunications legislation.
e Develop regulatory frameworks for emerging digital services.

e Strengthen consumer protection, cybersecurity, privacy, and quality of service
regulation.

3.3 Recommended Implementation Measures

To support effective implementation, National Regulatory Authorities should:

e Develop national broadband strategies aligned with regional objectives.
e Promote open access and infrastructure sharing.

e Encourage transparent spectrum management.

e Monitor affordability indicators and service availability.

e Establish measurable connectivity targets.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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e Promote cross-border digital connectivity and regional interoperability.
e Publish regular market performance reports.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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4 Contractual Requirements

The Guidelines on Contractual Requirements establish the minimum standards that should
govern contracts between providers of electronic communications services and consumers
throughout the WATRA region. The objective is to promote transparency, fairness,
consumer confidence, and regulatory consistency while ensuring that contractual terms
remain balanced and enforceable.

Service agreements should be drafted in clear, simple, and accessible language,
allowing consumers to understand fully their rights, obligations, and available
remedies before subscribing to any service.

4] Mandatory Contract Content

Every service contract should include, at a minimum, the following information:

Requirement Description

Service Description Detailed description of the subscribed
service, including applicable technologies
and service features.

Tariffs and Charges Complete information on prices, billing
frequency, taxes, fees, and payment
methods.

Contract Duration Effective date, contract duration, renewal

conditions, and termination procedures.

Quality of Service Minimum, normally available, and
maximum download and upload speeds
where applicable.

Consumer Rights Complaint procedures, dispute resolution
mechanisms, compensation policies, and
regulatory contacts.

Data Protection Consumer privacy obligations and
processing of personal information in
accordance with applicable legislation.

Customer Support Contact details, operating hours,
emergency contacts, and available
communication channels.

4.2 Recommended Contractual Flexibility

To improve consumer protection and market competitiveness, WATRA recommends the
following contractual principles:

Reference: WATRA/WG/CAE/23AGM/26/04/008
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Subject Harmonized Recommendation

Contract Duration Promote shorter commitment periods, preferably between three
and six months where commercially feasible.

Automatic Renewal Automatic renewal should only occur after prior consumer
notification and the opportunity to opt out.

Service Consumers should be entitled to terminate contracts without
Interruptions penalty after prolonged service interruptions not attributable to
the consumer.

Number Portability = Consumers should retain the right to port their telephone
numbers without unreasonable delay or financial penalty.

Cooling-off Period Contracts concluded remotely should provide consumers with an
appropriate withdrawal period consistent with national
legislation.

Fair Contract Terms Contract clauses creating significant imbalance between the
parties should be prohibited.

4.3 Service Level Agreement (SLA) Standards

Service providers should integrate measurable Service Level Agreement (SLA) indicators
into customer contracts.

Indicator Harmonized Standard

Guaranteed Intervention Maximum time between fault reporting and

Time (GTI) commencement of technical intervention.

Guaranteed Restoration Maximum period allowed to restore normal service
Time (GRT) following a verified fault.

Maximum Service Annual cumulative downtime thresholds established by
Interruption the National Regulatory Authority. GTR 4h: Recovery

within 4 hours. GTR 8h: Recovery within 8 hours.
GTR J+1: Recovery within 24 hours.

Fault Notification Consumers should receive timely updates regarding
service interruptions and restoration progress.
Cumulative unavailability limit over an annual period
(e.g., 48 hours/year). Exceeding this limit results in
automatic compensation to the consumer

Compensation Appropriate compensation mechanisms should apply
when agreed service levels are not achieved.

4.4 Regulatory Recommendations

National Regulatory Authorities should:

e Develop harmonized minimum contract standards.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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e Require transparent publication of contractual conditions.

e Monitor compliance with contractual obligations.

e Establish effective consumer dispute resolution mechanisms.

e Encourage electronic contracts while maintaining legal certainty.

e Promote consumer awareness regarding contractual rights and obligations.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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5 Quality of Experience and Satisfaction

The Guidelines on Quality of Experience and Satisfaction establish a harmonized regional
framework for assessing consumers’ actual experience with electronic communications
services. While traditional Quality of Service (QoS) indicators measure network
performance, Quality of Experience (QoE) reflects consumers’ perception of service

quality, accessibility, reliability, and overall satisfaction.

The objective is to support evidence-based regulation by integrating

consumers’ experiences into
performance evaluation.

regulatory decision-making and service

5.1 Consumer Satisfaction Measurement Mechanisms

National Regulatory Authorities (NRAs) should establish harmonized mechanisms to
measure consumer satisfaction using standardized methodologies.

5.1.1 Key Performance Areas

Consumer satisfaction assessments should include, at a minimum:

Assessment Area

Network Performance

Service Quality

Customer Care

Billing and Commercial Practices

Digital Services

Consumer Confidence

Reference: WATRA/WG/CAE/23AGM/26/04/008

Description

Consumer perception of network
availability, reliability, coverage, and
service continuity.

Satisfaction with voice, data,
broadband speed, latency, and
service stability.

Responsiveness, professionalism,
accessibility, and effectiveness of
customer support services.

Accuracy of billing, tariff
transparency, contract clarity, and
fairness of commercial practices.

Ease of access to digital platforms,
online customer services, and self-
care applications.

Overall confidence in operators,
regulatory institutions, and
complaint handling mechanisms.
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5.1.2 Recommended Methodologies

NRAs should adopt:

e Periodic national consumer satisfaction surveys.
e Independent market studies.

e Digital consumer feedback platforms.

e Mystery shopping exercises.

e Focus group discussions.

e Comparative benchmarking among operators.

Consumer satisfaction indicators should be published regularly to promote transparency
and encourage service improvement.

5.2 Consumer Parliament

To strengthen consumer protection and improve dispute resolution, WATRA recommends
establishing or strengthening Consumer parliament or equivalent independent dispute
resolution mechanisms within Member States.

The Consumer Tribunal should:

e Provide accessible, affordable, and impartial dispute resolution.

e Resolve disputes within clearly defined timelines.

e Encourage mediation before formal adjudication.

e Ensure transparency and procedural fairness.

e Publish anonymized decisions to improve regulatory consistency.

e Strengthen consumer confidence in the telecommunications sector.

5.3 Regulatory Use of Consumer Data

Consumer-generated information represents a strategic regulatory resource.

NRAs should use consumer data to:

e |dentify emerging market issues.

e Detect recurring service quality problems.

e Monitor operator compliance.

e Improve Quality of Service (QoS) regulation.
e Support market reviews.

e Inform consumer protection policies.

e Evaluate regulatory effectiveness.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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All data collection and processing should comply with national data protection legislation
and internationally recognized privacy principles.

5.4 Regional Performance Monitoring

To facilitate regional harmonization, WATRA should establish a common framework for
monitoring Quality of Experience across Member States.

Recommended regional indicators include:

e National Consumer Satisfaction Index.
e Complaint Resolution Rate.

e Average Complaint Resolution Time.
e Consumer Awareness Index.

e Trust in Regulatory Authorities.

e Accessibility of Digital Services.

e Service Availability Perception.

e Consumer Recommendation Index.

Regular publication of these indicators will encourage continuous improvement and
facilitate regional benchmarking.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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6 Handling of Complaints and Claims

The Guidelines on the Handling of Complaints and Claims establish a harmonized regional
framework for the efficient, transparent, fair, and timely resolution of consumer
complaints relating to electronic communications services. An effective complaint
management system enhances consumer confidence, improves operator accountability,
and provides National Regulatory Authorities (NRAs) with valuable regulatory intelligence.

The complaint resolution framework should be consumer-centred, transparent,
accessible, and supported by clear procedural timelines.

6.1 Harmonized Complaint Handling Process

All service providers should implement a standardized complaint management process
comprising the following stages:

Stage Description

Complaint Submission Consumers may submit complaints through physical
offices, customer care centres, telephone hotlines,
websites, mobile applications, email, SMS, or other
approved digital channels.

Acknowledgement Every complaint should receive a unique reference
number and an acknowledgement confirming
receipt.

Registration and Classification = Complaints should be recorded in a centralized
complaint management system and categorized
according to their nature and urgency.

Investigation Service providers should conduct a thorough
investigation and gather all relevant technical and
commercial information.

Resolution Appropriate corrective measures should be
implemented, and consumers informed of the
outcome.

Appeal or Escalation Where consumers remain dissatisfied, complaints

may be escalated to the National Regulatory
Authority or an approved Alternative Dispute
Resolution (ADR) mechanism.

Closure Complaints should only be closed after the consumer
has been informed of the final decision and all
actions have been documented.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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6.2 Harmonized Processing Timelines

To ensure consistency across Member States, WATRA recommends the following
maximum processing periods:

Complaint Stage Recommended Timeline
Acknowledgement of complaint Within 24 hours

Registration and classification Within 2 working days

Initial investigation Within 5 working days

Final response to consumer Within 15 working days

Complex technical investigations Maximum 30 calendar days

Appeal before NRA In accordance with national procedures,

preferably within 30 days
Consumers should be informed promptly whenever additional time is required,
together with the reasons for the delay.

6.3 Alternative Dispute Resolution (ADR)

Member States are encouraged to strengthen Alternative Dispute Resolution
mechanisms by:

e promoting mediation before formal regulatory intervention;
e ensuring impartiality and independence of ADR bodies;

® minimizing costs for consumers;

e encouraging amicable settlements whenever possible;

e publishing guidance on complaint procedures.

6.4 Regulatory Monitoring and Reporting

National Regulatory Authorities should require operators to submit periodic reports
including:

e Number of complaints received.

e Categories of complaints.

e Average complaint resolution time.

e Percentage of complaints resolved within regulatory timelines.
e Number of escalated complaints.

e Compensation granted to consumers.

e Corrective actions implemented.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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These indicators should support market monitoring and continuous regulatory
improvement.

6.5 Recommendations for National Regulatory Authorities

National Regulatory Authorities should:

e adopt harmonized complaint management regulations;

e establish centralized digital complaint platforms;

e monitor operator compliance with complaint-handling obligations;
e publish annual complaint statistics;

e conduct regular audits of complaint management systems;

e strengthen consumer awareness regarding complaint procedures;

e cooperate with consumer associations and regional partners to improve dispute
resolution.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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7/ NRA-Consumer Associations Partnership

Effective consumer protection requires strong collaboration between National Regulatory
Authorities (NRAs) and recognized consumer associations. Consumer associations play a
critical role in representing the interests of telecommunications users, promoting
consumer awareness, monitoring market practices, and supporting evidence-based
regulatory decision-making.

This Guideline establishes a harmonized framework for institutional cooperation
between NRAs and consumer associations across the WATRA region.

The objectives are to:

e strengthen consumer participation in telecommunications regulation;
e improve transparency and accountability;

facilitate dialogue among regulators, operators, and consumers;

enhance consumer education and advocacy;

support effective dispute prevention and resolution.

7.1 Areas of Collaboration

National Regulatory Authorities should establish formal cooperation mechanisms with
recognized consumer associations in the following areas.

A. Consumer Education and Awareness

Consumer associations should collaborate with NRAs to:

e organize public awareness campaigns;
e develop educational materials on consumer rights and obligations;
e promote digital literacy and online safety;

e disseminate information on regulatory decisions and consumer protection
measures.

B. Consumer Consultation

NRAs should involve consumer associations in:

e public consultations;

e development of regulatory guidelines;

e review of consumer protection regulations;

e market studies and consumer surveys;

e monitoring implementation of regulatory decisions.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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C. Complaint Monitoring

Consumer associations should assist NRAs by:

e identifying recurring consumer issues;

e monitoring complaint trends;

e referring unresolved complaints to NRAs;

e providing feedback on complaint resolution mechanisms.

D. Policy Development

Consumer associations should contribute to:

e development of consumer protection policies;

e quality of service and quality of experience initiatives;
e universal access programmes;

o affordability strategies;

e digital inclusion programmes.

E. Research and Information Sharing

NRAs and consumer associations should cooperate in:

e conducting joint research;

e sharing market intelligence;

e publishing consumer reports;

e identifying emerging market challenges;
e exchanging regional best practices.

7.2 Eligibility Criteria for Consumer Associations

To participate in regulatory activities, consumer associations should satisfy minimum
eligibility requirements.

7.2.1 Institutional Requirements

The association should:

e be legally registered in accordance with national legislation;

e operate on a non-profit basis;

e demonstrate independence from telecommunications operators;
e possess transparent governance structures;

e maintain financial accountability.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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7.2.2 Technical Capacity

Consumer associations should demonstrate the ability to:

e understand telecommunications policy and regulation;
e analyse consumer issues objectively;

e participate effectively in consultations;

e conduct awareness activities;

e engage constructively with stakeholders.

7.2.3 Ethical Principles

Consumer associations should commit to:

e impartiality;

e transparency;

e accountability;

e confidentiality where required;

e avoidance of conflicts of interest.

7.3 Institutional Cooperation Framework

NRAs are encouraged to establish structured cooperation through:

e Memoranda of Understanding (MoUs);
e regular consultation meetings;

e joint technical working groups;

e annual stakeholder forums;

e consumer advisory committees;

e collaborative awareness campaigns.

7.4 Recommendations for National Regulatory Authorities

National Regulatory Authorities should:

e officially recognize qualified consumer associations;

e establish clear consultation procedures;

e facilitate access to non-confidential regulatory information;

e support capacity building for consumer organizations;

e promote regional cooperation among consumer associations;

e periodically evaluate the effectiveness of partnership arrangements.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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8 User Awareness and Education

The Guidelines on User Awareness and Education establish a harmonized regional
framework to strengthen consumer knowledge, promote the responsible use of electronic
communications services, and support digital inclusion throughout the WATRA Member
States.

An informed consumer is better equipped to make informed decisions, exercise
their rights, fulfil their responsibilities, protect personal information, avoid fraud,
and confidently participate in the digital economy. Consumer education should
therefore be considered an essential component of telecommunications
regulation.

8.1 Consumer Awareness and Education Mechanisms

National Regulatory Authorities (NRAs), telecommunications operators, consumer
associations, educational institutions, civil society organizations, and development
partners should collaborate to implement coordinated awareness and education
programmes.

8.1.1 Priority Awareness Areas

Consumer education initiatives should cover:

Area Description

Consumer Rights and Increase awareness of consumer rights, obligations,

Obligations complaint mechanisms, and available remedies.

Digital Literacy Promote the safe and effective use of digital technologies
and online services.

Cybersecurity Raise awareness of cyber threats, online fraud, identity
theft, phishing, SIM swap fraud, and safe online behaviour.

Data Protection and Educate consumers on protecting personal data and

Privacy understanding their privacy rights.

Financial Digital Services = Promote the safe use of mobile money, digital financial
services, and electronic payment systems.

Emerging Technologies Increase understanding of 5G, Artificial Intelligence,
Internet of Things (loT), cloud services, and other
emerging technologies.
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8.1.2 Recommended Communication Channels

NRAs should encourage awareness programmes through:

e television and radio broadcasts;

e newspapers and digital media;

o official websites;

e social media platforms;

e SMS awareness campaigns;

e mobile applications;

e educational institutions;

e community outreach programmes;
e consumer forums;

e annual Consumer Awareness Week.

8.2 Consumer Engagement Models

Effective consumer education requires continuous engagement between regulators and
consumers.

Recommended engagement mechanisms include:

e national consumer consultation forums;

e stakeholder roundtables;

o digital feedback platforms;

e consumer advisory panels;

e annual satisfaction surveys;

e interactive webinars and workshops;

e school and university outreach programmes;
e partnerships with civil society organizations.

These mechanisms should encourage active consumer participation in
telecommunications policy development and regulatory decision-making.

8.3 Recommended Universal Contact Points

To facilitate consumer access to information and assistance, Member States should
establish harmonized Universal Contact Points.

These should include:

Reference: WATRA/WG/CAE/23AGM/26/04/008
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Contact Point

National Consumer Helpline

Online Consumer Portal

Mobile Application

Regional WATRA Information Portal

Consumer Resource Centres

Purpose

Provide advice, information,
and complaint guidance.

Centralized access to
regulatory information and
digital services.

Enable complaint submission,
service information, and
regulatory updates.

Disseminate harmonized
regional regulatory
information and consumer
education materials.

Provide physical access points
for information and assistance
where appropriate.

8.4 Recommendations for National Regulatory Authorities

National Regulatory Authorities should:

e develop national consumer education strategies;

e allocate adequate resources for awareness programmes;

e coordinate public education campaigns with operators and consumer associations;
e integrate digital literacy into universal service initiatives;

e periodically evaluate the effectiveness of awareness programmes;

e publish annual reports on consumer awareness activities;

e promote regional cooperation through WATRA knowledge-sharing initiatives.

Reference: WATRA/WG/CAE/23AGM/26/04/008
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9 Cross-cutting Recommendations

The successful implementation of the WATRA Harmonized Regulatory Framework
depends upon coordinated action by National Regulatory Authorities (NRAs),
telecommunications operators, consumer associations, governments, regional
institutions, and development partners. These cross-cutting recommendations are
intended to promote regulatory consistency, strengthen consumer protection, improve
market performance, and accelerate digital transformation across the WATRA region.

9.1 Recommendations for National Regulatory Authorities (NRAs)

National Regulatory Authorities should:

9.11 Regulatory Harmonization

e Align national regulatory frameworks with the WATRA Harmonized Guidelines.
e Regularly review legislation to address technological and market developments.
e Promote regulatory consistency among Member States.

9.1.2 Consumer Protection

e Strengthen consumer rights through transparent and enforceable regulations.
e Establish effective complaint management and dispute resolution mechanisms.
e Promote consumer participation in regulatory decision-making.

9.1.3 Market Monitoring

e Develop harmonized performance indicators.
e Monitor Quality of Service (QoS) and Quality of Experience (QoE).
e Publish periodic market performance and consumer protection reports.

9.14 Digital Inclusion

e Support universal access initiatives.
e Promote affordable broadband services.
e Reduce the digital divide in rural and underserved communities.

9.1.5 Capacity Building

e Strengthen institutional and technical capacities.
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e Promote continuous professional development.
e Encourage knowledge sharing among Member States.

9.2 Recommendations for Telecommunications Operators

Telecommunications operators should:

9.21 Consumer-Centred Service Delivery

e Place consumer interests at the centre of service delivery.
e Provide accurate, transparent, and timely information.
e Ensure fair contractual practices.

9.2.2 Network Investment
e Continue investing in resilient and secure telecommunications infrastructure.
e Expand broadband coverage, particularly in underserved areas.
e Promote infrastructure sharing where appropriate.

9.2.3 Service Quality

e Continuously improve network reliability and customer experience.
e Monitor customer satisfaction.
e Respond promptly to complaints and service failures.

9.2.4 Innovation

e Promote innovative digital services.
e Support emerging technologies including 5G, Artificial Intelligence (Al), Internet of
Things (loT), cloud services, and digital financial services.

e Strengthen cybersecurity and data protection measures.

9.3 Recommendations for Consumer Associations

Consumer associations should:

9.3.1 Consumer Representation

e Represent consumer interests in regulatory consultations.
e Promote inclusive participation of vulnerable groups.
e Advocate for fair market practices.
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9.3.2 Awareness and Education

e Conduct continuous awareness campaigns.
e Promote digital literacy and cybersecurity awareness.
e Disseminate information on consumer rights and complaint mechanisms.

9.3.3 Monitoring and Research

e Collect evidence on consumer concerns.
e Conduct independent consumer surveys.
e Share findings with National Regulatory Authorities.

9.3.4 Regional Cooperation

e Exchange best practices across Member States.
e Participate actively in WATRA regional initiatives.
e Support harmonized implementation of consumer protection policies.

9.4 Recommendations for WATRA and Regional Institutions

WATRA should:

e coordinate regional implementation of the harmonized guidelines;

e facilitate cooperation among Member States;

e organize regional capacity-building programmes;

e develop harmonized regulatory toolkits and implementation manuals;
e establish regional monitoring and benchmarking mechanisms;

e periodically review the guidelines to reflect technological evolution;

e strengthen partnerships with regional and international organizations, including
ECOWAS, the African Telecommunications Union (ATU), the International
Telecommunication Union (ITU), Smart Africa, and other strategic partners.

9.5 Expected Regional Outcomes

Implementation of these harmonized recommendations is expected to:

e strengthen consumer confidence in telecommunications markets;
e improve the quality, affordability, and accessibility of services;

e enhance regulatory consistency across the WATRA region;

e promote sustainable investment and innovation;

e accelerate digital inclusion;
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e contribute to regional integration and the achievement of the ECOWAS Digital
Agenda and the African Union Digital Transformation Strategy.
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10 Conclusion

The Harmonized Regulatory Framework on Consumer Access and Experience represents a
significant milestone in WATRA'’s efforts to strengthen consumer protection, promote
regulatory convergence, and support the development of an inclusive, competitive, and
resilient digital ecosystem across West Africa.

The ten chapters presented in this report provide National Regulatory Authorities
(NRAs), telecommunications operators, consumer associations, policymakers,
and other stakeholders with a comprehensive set of harmonized regulatory
principles and practical implementation measures covering the entire
consumer lifecycle—from access to telecommunications services through
complaint resolution, consumer education, and institutional cooperation.

Successful implementation of these Guidelines will require sustained
commitment, effective collaboration, and continuous dialogue among all
stakeholders. While Member States retain the flexibility to adapt these
recommendations to their respective legal and institutional environments,
maintaining a common regional approach remains essential to achieving
greater regulatory consistency and facilitating regional digital integration.

WATRA should continue to provide strategic leadership by coordinating
implementation, monitoring progress, facilitating knowledge sharing, and
periodically reviewing these Guidelines to ensure that they remain responsive to
technological innovation, market developments, and evolving consumer
expectations.

Furthermore, the implementation of this Harmonized Framework should
contribute directly to:

e strengthening consumer confidence in electronic communications services;
e improving service quality, accessibility, affordability, and digital inclusion;

e promoting fair competition and sustainable investment;

e enhancing regulatory cooperation among WATRA Member States;

e supporting the implementation of the WATRA Strategic Plan 2026—-2030;

e contributing to the achievement of the ECOWAS Digital Agenda, the African Union
Digital Transformation Strategy (2020-2030), and the United Nations Sustainable
Development Goals (SDGs).

10.1 Implementation Roadmap

To ensure effective implementation, WATRA recommends the following phased approach:

Phase | — Adoption
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e Endorsement of the Harmonized Guidelines by the WATRA Annual General
Meeting.

e Dissemination of the Guidelines to all Member States and stakeholders.
Phase Il — National Adaptation

e Review of national legal and regulatory frameworks.
e Integration of the Guidelines into national regulatory instruments.
e Capacity-building programmes for regulatory authorities and stakeholders.

Phase Il — Regional Monitoring

e Development of regional performance indicators.
e Annual implementation reporting by Member States.
e Exchange of best practices and peer-learning initiatives.

Phase IV — Continuous Improvement

e Periodic review of the Guidelines.
e Incorporation of emerging technologies and new regulatory priorities.
e Continuous stakeholder consultation and evidence-based policy development.
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11 Final Statement

These Harmonized Guidelines reflect WATRA’s collective commitment to placing
consumers at the centre of telecommunications regulation while fostering innovation,
investment, digital inclusion, and regional cooperation. Their successful implementation
will contribute to a more integrated, consumer-oriented, and future-ready
telecommunications sector across West Africa.
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