Key Findings on Complaints & Enquiries for July - December 2025

This document provides a summary of the main results. Further details are available in the full End-User Half Yearly Report.
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decreased slightly, falling by 1%.

Type of Enquiries received Jul-Dec 2025

Data Protection & Privacy - 5

Roaming 7
Contracts Related Matters 8
Number Portability 9 ®
Post 13
Infrastructure & radio equipment = 14
Termination of service 14
Matters not related to MCA 14
Digital Services Act (DSA) 18
Electromagnetic frequency (EMF) tests 18
Call Spoofing 23
Quality of service 35
Other Matters 38
Bills, charges & tarrifs 69
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C Category of ECS complaints received Jul-Dec 2025 >
@ Jan-Jun 2025 Jul-Dec 2025 The most common
20 0 type of complaint
18 reported to the

15 MCA was billing.
The MCA received

5 more billing

10
complaints in the
2" half of 2025
j compared to the
- previous period.

Termmahon & Switching  Quality of Service Contractual ll, charges & tarrifs

Quality of Service complaints received Jan-Jun 2025 & Jul-Dec 2025
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< Billing complaints received classified by justification Jul-Dec 2025 >

8 of 20 Justified
A complaint is deemed justified when an

investigation confirms that the complainant's
concerns are valid and a shortcoming on the
part of the service provider has occurred.

Conversely, if the investigation determines that
the service provider acted appropriately, the
complaint is classified as unjustified.
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( Postal Complaints 2023 - 2025 )
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annual trend over the past three
years continues to show a decline.

Calls answered within 2 and 5 minutes by service provider
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