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The workshop discussion will be organised using the OECD’s Consumer Policy Toolkit as a guide. 

The Toolkit is seen as being particularly well-suited for dealing with complex markets, such as 

communication services, where issues related to information and behavioural economics are evident.  

Annex I contains an assessment template, which has been developed to support the discussion.  

ANNEX I 

ASSESSMENT TEMPLATE 

Step 1: Diagnosing the problem  

1. What is the nature of the problem from the perspectives of consumers and oversight authorities?  

a. Terms of purchase (e.g. lack of availability, high prices, unfavourable contract provisions, 

commercial/selling techniques) 

b. Product attributes (e.g. low quality, performance does not meet expectations) 

c. Post-purchase customer service (e.g. inadequate repair/replacement/cancellation/return policies)  

d. Dispute resolution (e.g., not readily available, high cost, too time-consuming, unsatisfactory 

results)  

2. What are the characteristics of the problem? 

a. To what extent are consumers aware of the problem? 

b. If a product is involved, is it a credence product or an experience product, or are consumers able 

to evaluate it adequately prior to purchase? 

c. To what extent is consumer experience likely to eliminate the problem when future purchases are 

made? 

3. What are the source(s) of the problem? 

a) Firm behaviour 

i) Misleading, deceptive or fraudulent commercial practices.   

ii) Unfair treatment (e.g. unfair contract terms, price discrimination, unfair selling/marketing 

practices). 
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iii) Harmful business practices (e.g. collusion, cartels).  

iv) Exploitation of consumer behavioural biases in marketing or selling products. 

v) Other. 

b) Information issues 

i) Complexity of information. 

ii) Presentation of information. 

iii) Inaccurate or misleading information. 

iv) Insufficient information (e.g. to what extent have incidental or variable charges been adequately 

disclosed?).   

v) Overload of information. 

vi) Difficulties in accessing information. 

vii) High cost of accessing information. 

viii) Other. 

c) Consumer behavioural factors: Decisions influenced adversely by:  

i) The way information is framed 

ii) Limited research (resulting, for example, in decisions based on “bounded” rationality)   

iii) Focus on a limited number of “headline” variables (i.e. lack of sufficient attention to secondary 

variables)     

iv) Impulsiveness (i.e. making decisions based largely on emotional/psychological factors) 

v) Overconfidence (i.e. underestimating the likelihood of adverse events/situations in the future) 

vi) Reliance on “rules of thumb”  

vii) Uncritical acceptance of proposed default options 

viii) Shortsightedness (i.e. failure to fully evaluate long term factors into decision making)   

ix) Inertia (i.e. tendency to stick with the status quo) 

x) Other 

4. To what extent and how effectively is the problem being addressed adequately by suppliers?  

5. Is there scope for effectively addressing the problem? 
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6. Would possible solutions conflict in an unacceptable manner with other public policy objectives?  

7. Which authority(ies) have jurisdiction for addressing the problem?  

8. Is there justification for further assessment?  

Steps 2 and 3: Assessing consumer detriment 

1. What types of financial and non-financial detriment are consumers experiencing?  

2. How large/significant is the detriment (in qualitative and quantitative terms)?  

3. How does the problem impact on different social/economic groups (e.g., is there a “waterbed” 

effect)?  

How is the detriment likely to evolve over time (i.e, is the detriment likely to stay at the same level, 

increase or decrease over time; how long will it take for any changes?)  

4. Is substantial detriment likely to occur to parties other than consumers (e.g. firms)? 

5. What are the economic, social and political consequences of taking no action?  

6. Is there justification for exploring possible policy measures?   

Step 4: Setting the policy objective(s) and identifying the range of policy options available to 

address the problem 

1. What should be the specific desired outcome(s) for consumers of any policy intervention? 

2. To what extent could strengthened enforcement of existing measures achieve policy objectives? 

3. What other instruments could be used, either singly or in combination, to achieve policy 

objectives?     

a) Consumer education and awareness? 

b) Information provision and other disclosure measures? 

c) Contract terms regulation? 

d) Cooling-off periods? 

e) Moral suasion? 

f) Codes of conduct and trustmarks? 

g) Standards? 

h) Licensing and accreditation of firms or providers? 

i) Financial instruments? 
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j) Prohibitions? 

k) Dispute resolution and redress mechanisms? 

Step 5: Evaluating options and selecting a policy action 

1. What are the costs and benefits of the options for addressing the problem (for consumers, firms 

and other stakeholders)?  

2. What effects will the options have on other policy areas (e.g. competition, health and the 

environment)? 

3. Have stakeholder been consulted on the options? Have their views been taken into account? 

Step 6: Developing a review process to evaluate the effectiveness of a selected policy  

1.  When would it be reasonable to carry out interim and full reviews of a policy action? 

2. How should the review be structured and carried out?  

 


