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Information  presentation on the  Role of The Malta Communications Authority (MCA)
MCA is the agency responsible to regulate telecommunications 
The Consumers perspective

From a regulatory perspective, the MCA is responsible for the overall regulation of the electronic communications services sectors, which include fixed and mobile telephony, Internet and television distribution services, that is, access to TV services, such as those offered by the local service providers. It also regulates the postal and the Maltese eCommerce sectors.

How can the Malta Communications Authority (MCA) help?

The extent of the action the MCA can take in relation to your complaint, depends on the particular nature of your complaint and the MCA's relevant legal powers. If the complaint involves issues that are regulated under a law the MCA has the power to enforce, then the MCA can intervene. In instances where the MCA cannot intervene directly, the MCA will suggest alternative courses of action by referring you to the appropriate forum
How can I make an enquiry with the MCA?

To submit an enquiry on any of the sectors regulated by MCA, you may use the MCA enquiry form.

What are the steps to take when lodging a complaint with the service provider?

· Where possible, lodge a complaint in writing, explaining your problem clearly and specifying how you expect the service provider to resolve your complaint.

· State your name and relevant contact details.

· Support your case with copies of any relevant documentation. Remember you should always retain the original copies of any correspondence or official documentation such as contracts and bills.

· Identify the service providers representative/s you are dealing with, including date and time of your interactions.

· Always keep a copy of any written communications you have exchanged with the service provider.
· Ask for action within a specific and reasonable period.

When should I file a complaint with the MCA?

We may be able to help you if you still remain unsatisfied with the response and/or solution offered by your service provider, after having gone through your service providers complaint handling procedures. We can then provide you with all the relevant information on the matter, so that you will have a better understanding of what the service providers obligations are, what your rights are and the possible courses of action available to you.
What information should I provide to the MCA when filing a complaint?

In many instances the following information will assist the MCA in addressing your complaint efficiently: 

· A copy of your service contract;

· Copies of any correspondence with your service provider that relate to your complaint;

· Copies of bills, if and when applicable;

· Any other relevant documentation, such as: service termination form; direct debit application form; number portability form.
What action can the MCA take to address a complaint?

Following due investigation, and subject to the MCAs powers at law, if the Authority considers that the service provider has not effectively addressed the complaint, it will direct the service provider on how to effectively address the matter.
What is the MCAs complaint handling procedure?

If, after exhausting your service providers complaint handling procedures you still feel that your complaint was not adequately addressed, we may be able to help you.

The Authority requires that, whenever possible, a complaint form is completed and submitted to the MCA, online or by post. Following receipt of your written complaint, we will:

 Acknowledge your complaint within 2 working days;

· Check that you have provided all the relevant details; 

· Endeavour to give you a full reply within 20 working days;

· Ensure that you have already approached your service provider to resolve the matter;

· Investigate the complaint, which may involve further communication with you and/or the service provider;

· Make any information relating to your case accessible to all parties involved, unless there is a specific and valid request by either you or the service provider

Can an end-user claim compensation?

· The Authority may only require a service provider to give compensation to a customer, in line with the service providers compensation schemes, if the quality of service levels agreed upon in the contract for the provision of your service, are not met. The above is not applicable in cases of force majeure. Service providers may, of course, voluntarily agree to offer compensation other than in the instances mentioned above, however this is at their discretion. 

· This does not mean that you cannot seek compensation before other bodies. In most instances, if you believe that you have been provided a service which is not satisfactory and that you are entitled to compensation, then as a consumer you may file a claim before the Consumer Claims Tribunal. This Tribunal is empowered to determine disputes between customers and traders.

· For further information you can contact the Consumer Claims Tribunal's secretariat at 4, Old Mint Street, Valletta CMR 02. You can also phone on 21 239 892. Their office hours are between 0900hrs and 1230hrs.

· If you own a business concern, then you have recourse to the Small Claims Tribunal. The Small Claims Tribunal is located at the Courts of Justice, Republic Street, Valletta. Their telephone numbers are 2590 2601 or 2590 2242 and their office hours are between 0900hrs and 1500hrs.
Contact details

Malta Communications Authority, Valletta Waterfront, Pinto Wharf, Floriana, FRN 1913

Tel: +356 21 336 840
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