
20  DE CE MB ER  2021

Consumer Protection Regulations in 
Turkey

Mehmet Alper Tekin
ICT Expert at Information and Communication Technologies 
Authority-BTK
EMERG End User WG Co-Chair

EMERG WEBINARS



AGENDA

• Turkish Telecom Sector - An Overview

• Existing By-Law

• Draft Amendments

• Conclusion & Q/A
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TELECOM SECTOR

3  MO B ILE  
O PE R ATO RS
( IMT -
A DVA NCE D)

13 9  FIX E D
T ELEPHONY 
O PE R ATO RS

29 2 ISP

# O F FIX E D VO ICE  SUB SCRIBE R &  PE NE T R ATION
1 2.3 0 6 .954 - %1 4,7  

# OF BR OADBAND SUBSCR IBER  
8 5,7  MIL

# O F MO B IL E SUB SCR IB ER  &  PE NE T RATION
8 4.6 46 .9 43 - %1 0 1 ,2  

# O F IMT - A DVA NCED SUB SCR IB ER
78 .465.174

# O F  SAT E L LITE SUB SCR IB ER
1 4.3 9 6

EMERG WEBINARS



Existing By-Law

2017
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CONSUMER COMPLAINTS SYSTEM

• Operators’ websites

• BTK consumer complaint
system

• Connection between operators’ 
system and BTK system

• BTK can intervene in the
process

• Input for regulation and
inspection activities

Consumer

BTK system
Operator’s

website
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CONSUMER COMPLAINTS SYSTEM
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COMMITMENT PERIOD RULES
• No max commitment period mandated

• Operators cannot make any changes till the end of commitment period
unless the proposed changes are exclusively to the benefit of the end-user

EARLY TERMINATION FEE (ETF)
TOTA L  DISCO UNTS R E CE IVED MO NT HLY CHA R G E S FO R  T HE  

R E MA INDER  O F CO NT R ACT

CO MPA R ISON

E T F =  WHICHE VE R  
IS  SMA L LER
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HOW TO CALCULATE EARLY TERMINATION 
FEE (ETF)

3 0  X  8  =  240

Total Discounts Received

Price without
discount

100 

Discount 30

# of months
passed

8/12

Monthly charges for the remainder 
of contract

Price with
discount

70

# of months left 4/12

70  X  4  =  28 0

E T F =  240
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VALUE ADDED SERVICES

• Premium rate services & direct carrier billing

• Operators must provide proof of consent of customers

• The information shall be provided in a clear and comprehensible 
manner before buying service 

• Consumer complaints about third party services should be held by 
operators that charge the consumers 

• Procedures defined for different mediums (such as WAP, WEB, SMS, 
etc)

• VAS numbers – default choice for a contract is «VAS deactivated» 
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VALUE ADDED SERVICES

WA P &  WE B  

CA L L ING 

SMS 
(SUBSCR IPTION )

MSISDN in 
webpage

Operator
sends OTP

Consumer 
enters

password

Operator
confirms

OT HER S (SIM 
A PP )

888/898/900
Voice record

free of 
charge

Consumer 
presses a 
number

Service 
starts

Consumers
sends activating

SMS

Operator sends
info and asks

again

Consumer sends
second SMS to

approve
Service starts

Consumer 
demands in one
medium (such as 

SIM Menu)

Consent is given in 
another medium

(such as SMS)
Service starts
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TERMINATION RULES

• Previously contracts could only be cancelled by a written document
or by using qualified electronic signature

• Charging stops within 24 hours from the termination request
(&inform consumer)

• 7 days for paperworks (&inform consumer)

• Since September 2020, it can be cancelled through e-government
portal
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Draft
Amendments

2022
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TRANSPARENCY

• Contract Summary

• Proof of consent logs in operators’ web sites

Calling a destination not included
in minutes allowance

Operators should inform customers about their
called destination with an IVR

Outstanding payment information
after termination of a contract

Operators should send SMS to customer’s
MSISDNs registered to other mobile operators

PLANNED
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SIGNING CONTRACTS ELECTRONICALLY

• In person at point of sale or qualified electronic signature

• Identity Authentication Regulation & the draft By-Law

CONTRACT TERMINATION

• Internet Customer Portal

• Verified e-mail address

PLANNED
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ACTUAL BROADBAND SPEED 
MEASUREMENT TOOL

• Certified measurement tool

• At least 20 measurements in different days

• Min actual speed: 40% of advertised speed for ADSL and 60% for
fiber and cable

• Average actual speed: 75% of advertised speed for ADSL and 85% for
fiber and cable

PLANNED
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TERMINATION RIGHT WITHOUT PENALTY

• Based on measurement tool results, if
minimum or average actual speeds are less
than the predetermined ratio of advertised
speeds, customers will be able to terminate
their contract without paying ETF

• If the operator cannot transfer the internet 
service to the new address within 10 days
after request, subscribers with commitments 
will have the right to terminate contract
without cancellation fees

PLANNED

After Certified
Measurement

Tool
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CHILD USERS

• Children are exposed to inappropriate advertising, marketing 
schemes or hidden costs

• Not content risks but commercial risks

• Primary and secondary SIM cards

• Consumer interactions over primary SIM card

• Disable/enable DCB

• Change tariff

• Buy content etc.

PLANNED
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PRICE COMPARISON TOOL

• No certified price comparison tool

• Through e-government portal

• Details of the interface will be decided later with a Board Decision

• Price and volume (calls, SMS and internet)

• No QoS data

• No TV services

PLANNED
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CONCLUSION

• Still under discussion

• We expect it to come into effect at the end of 2022 
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Thank You
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