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Benchmark Indicators for African
National Regulatory Authority Websites

Monica Kerretts-Makau

Executive Summary

This survey of African national regulatory websitagks the online component
of information provision and facilitation of regtasy processesThis study
follows a previous regional survey conducted in 4208 which examined the
extent to which regulators were using websitesitorm and communicate with
the public — including consumers and citizens, gjheate sector, media actors
and researchers and other governmental and nonrgoeatal organizations.
The benchmarking assessment documents the incidériiferent aspects that
are important for regulator's web presence acrdss dategories of basic
information and responsiveness, factual informatibout the national telecom
sector, consumer and citizen information includiogiversal service and
complaints procedures, business related informatihforms, and information
about the regulator and regulatory processes.

A country’s inclusion into the assessment was ogetnt on the country having
an independent authority* and the authority hawrfgnctioning website. Out of
a total 54 countries in Africa, 30 had regulatongtitutions that could be
classified as independent with websites and 24 raitl have websites. The
countries were assessed by region (Central Afrieastern Africa, Island
countries, Northern Africa, Southern Africa and \\W&gica).

The benchmarking results show marked difference®sac countries and
regions. Egypt received the highest score and pedd well across all
categoriesNigeria, Mauritius, Kenya and South Africa comptethe top five
category. Following closely are Uganda, Algerian&mal and Tanzania. These
NRAs were considered to have had adequate comtesugport of users being
informed and being able to participate in requlafmocesses.

The Island countries of Mauritius and Madagascaiop@ed better across most
of the regional categories. This was followed by thorthern African and the
Eastern African region. Overall, the total Africeagional average was low with
a benchmark indicating that national regulatoryhatty websites hover

between static and emerging levels of informatimvision.



The analysis provides a detailed overview of thefopmance of African
regulatory websites within the benchmarking créeti should be noted that this
analysis does not judge websites by their look feet] rather the main aim of
the analysis focuses on the content that is provaled the ease of using or
accessing the requisite information. It is hopedt tthis study will provide
African regulators with an insight of what theireus will most likely be looking
for when searching through their websites. The ystatso highlights best
practices that can be replicated.

* The term independent is used loosely here ta tefan institution mandated as the regulator ef th
sector not also functioning in the dual role oix@d mobile operator or mobile operator or ministry



1. Introduction

The concept of governance in recent years has edolith the introduction of
information and communication technologies (ICTpv&rnments can now provide
services without the need for the traditional feméace interaction. This undoubtedly
represents a marked change; more so, for Africaimntc@s whose governance
measures are increasingly measured by their aliityeduce bureaucracy levels
through the use of e-governarfcén this model, a government is expected to
incorporate three types of interactions namely: egoment-to-government (G2G),
government-to-business (G2B) and government-taesit{ G2C).

It is not surprising therefore that e-governmerd hacome an important theme and
benchmark for the assessment of development viathigy to facilitate government
services through ICT initiatives such as web pertals most African national
regulatory authorities (NRAs) already have a webgt are in the process of
establishing one, it is clear that this is viewsdaa important or necessary activity. A
website provides a fundamental window to realigetthe spirit of e-government. A
properly built website provides citizens and ote&keholders with one of the best
interfaces to the regulatory agency. It allows $eif-service around the clock and
reduces long queues and time as is evident in rAfigan government agencies. In
addition, international and local businesses camnchefor and even apply for certain
facilities online without having to make a physigalrney to the government agency.
A website thus becomes a virtual representationthef entire organization in
cyberspace (Wattegama 2007).

As Mahan (2005) correctly observes, the importasfca national telecom regulatory
authority website can never be underestimated. A MRone of the key government
agencies in any country. It is the apex body thdaigely responsible for the healthy
growth of the telecom sector and the diffusionadétom services to the public at all
levels. It serves a large group of stakeholdergingrfrom citizens and consumers to
incumbent operators and prospective investors. RBems set standards for
transparency and accountability and thus, a walgied and informative website
will also demonstrate the extent and facility witbhich the NRA uses the

technologies and services it regulates. A well-taamed website increases
confidence in the regulator’s skills and capalaiitand thus provides a window upon
which to evaluate the level of e-governance withrountry.

While there exists a plethora of e-governmentatiites taking place within African
governments, supported by international agenciesjah analysis of the type of
services provided using e-based technologies hasivesl little attention or
speculation as to what constitutes effective corepts1 Focusing on African telecom
regulatory authorities, this survey follows fromsemilar study carried out during
March-April 2004 (Mahan 2005) which focused on 2Zidan NRA websites. Unlike
the previous study however, this study evaluatésta of 30 countries out of 54
countries in Africa. The increase in number no dsubarks an increase over the past
four years in the use of websites as a tool inleggun.

Finally, it is recognised that a website presendécator for NRAs cannot capture the
access that citizens have to these websites, nat capture the overall effectiveness,



efficiency or transparency of the regulator. WHhais tbenchmarking process does
attempt however, is to clarify the type of inforioatand level of interactivity and in
S0 doing assess a country’s progress in its e-gawee initiatives.

2. Overview of the African continent

2.1 Economic overview

In 2006, world population amounted to 6.6 billiovhabitants, with 923 million in
Africa, the second most populated region after Agigh 3.9 billion inhabitants).
Although the African continent during the past figears has seen an increase in its
overall gross domestic product (GDP), it remaireswlorld's poorest and most under-
developed continent, with a GDP of USD 996 billmmpared to the global GDP of
USD 48,800 hillion, representing little over tworpent of the world’s GDP (UNDP,
2006). Within Africa, the distribution of wealthiiather uneven between countries.

Out of a total of 54 African economies, South Adriglone accounted for a GDP of
240 billion USD, 25% of Africa’s total GDP. Africa’low economic performance can
largely be attributed to the effects of tropicabedises, the slave trade, corrupt
governments, failed central planning, the inteoradl trade regime and geopolitics as
well as widespread human rights violations, theatigg effects of colonialism,
despotism, illiteracy, superstition, tribal savagand military conflict (ranging from
civil war to guerilla warfare to genocide). Widesad poverty, illiteracy, malnutrition
and inadequate water supply and sanitation, as agelpoor health, affect a large
majority of the people who reside in the Africanntoent, where 36.2% of the
population is living on less than $1 per day. Adiog to the United Nations' Human
Development Report in 2003, the bottom 25 rankdtns (151st to 175th) were all
African nations.

2.2 The communications sector

Unlike the other industry sectors in Africa, théet®m sector continues to present
great opportunities for Africa. The liberalizatiasf the sector, the extension of
services by multinational conglomerates and theveciompetition currently in place
in the sector have all contributed to the telecewolution. This growth is largely due
to the initiation of liberalization and privatizati of the sector in many African
countries. Many African governments have developkédir telecommunication
infrastructure by privatizing their former statesmed enterprises. However, the
greatest growth in this sector has come about duthd licensing of new mobile
operators in to the Africa market. As a result,i¢drhas been the fastest-growing
mobile market in the world during the past five ngealhere are now more than 85
million mobile users in Africa (ITU 2007). Mobilelephony has had a positive and
significant impact on economic growth and this ictpemay be twice as large in
developing countries as in developed countries.

Nonetheless, with regards to access to ICT, Afisciacking in investment intensive
infrastructure, such as main telephone lines axedfibroadband. While there were
1,270 million main (fixed) telephone lines worldwith 2006, fewer than 2% of these
were located in Africa, whereas Asia had a sha88b (ITU 2007). Clearly, Africa
still has great potential to improve its telecommgesand infrastructure deployment.



Due to prohibitively high tariffs and limited comyewn literacy, the number of
broadband subscribers in Africa is rather small.il&/khe world saw 281 million
broadband subscribers by the end of 2006, oneomilless than 0.4%, had subscribed
in Africa. Since broadband access is a major toole-government as well as e-
commerce, this is a striking indicator for Africafgture development. Broadband
access has spread rapidly in Asia, where 104 milpersons have subscribed for
high-speed Internet access, followed by Europe taedAmericas with 89 and 80
million subscribers respectively. Mobile cellulachnology has a higher coverage
rate in the region. Cheaper infrastructure andelamggional penetration, cheaper
handsets, competitive markets and business modelged to the needs of the poorer
segments of the population (such as affordable gidepards) have resulted in a
mobile boom in Africa during the last decade. Néweless, the share of Africa with
7.2% of the worldwide 2.7 billion mobile subscribeshows still a lot of potential
growth

Africa already experienced a significant yearlyvgito of mobile penetration. While
Africa had 198 million mobile cellular subscribens2006, Asia had 1,137 million,
Europe 768 million and the Americas 558 million sciibers respectively. The
African mobile market is still far away from sattiom while the trend in several
countries in the world is towards a second mobde gerson. In 2006, Africa had a
penetration of mobile cellular subscribers per i@Babitants of 22, 62 for the
Americas, 29.3 for Asia, 94.3 for Europe and 726@ceaniaThe Internet market is
the most competitive one in Africa, with 68.6% dfeteconomies allowing full
competition and another 11.8% partial competitidithin Africa, the largest number
of monopolies is found in Sub-Saharan AfriEgyure 1 below provides a summary of
the ICT sector in Africa in comparison with othegions in the world.

Figure 1: Regional overview of main indicators
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The changes in privatization and liberalizationt thecurred in Africa mainly between
1994 and 2003 also marked the creation of indepenmégulatory authorities in the
sector. By mid-2007, ITU records indicated that 88 African countries had
established regulatory authoritigdthough the number of African authorities is quite
impressive, the staff of a well-functioning regolat authority needs to be well-
educated, trained and networked with colleaguaws fother countries (Melody et al.
2003). As the ICT environment is changing rapit@teping the policy and regulatory
frameworks in line with the constant evolution efchnologies, applications and



services is a challenge for governments and remyslairound the world.

In view of the changes in the telecom sector asudsed above, this benchmarking
provides a window to assess an aspect of how Alfriegulatory agencies are
performing in providing balanced and useful infotimia to all their stakeholders.

3. Regional overview

The African continent comprises several regionatké under the umbrella of the
African Economic Community (AEC) that sits withimet African Union.

The Southern and Eastern African regi@onsists of: the Southern African
Development Community (SADC) with 15 member staté®e Common Market for
Eastern and Southern Africa (COMESAyith 29 member states that also act as a
preferential trading area, and the East African Gomity (EACY with five states.
The stated goals of these three organizationsdeditee trade areas, customs unions,
a single market, a central bank and a common ccyrén keeping with the trend of
the telecom growth in Africa, the Eastern and SeuthAfrican countries have seen a
large increase in growth in the telecom sector.rdgaleads in this sector with the
largest number of operators (five), while KenyanZania and South Africa follow
closely with three licensed operators each. Thecteh industry in this region is
mainly spearheaded by COMESA and EAC.

The West African regiors composed of the Economic Community of West csini
States (ECOWAS)and 15 West African countries (Benin, Burkina FaSape
Verde, Cote d'lvoire, Gambia, Ghana, Guinea, GuBisaau, Liberia, Mali, Niger,
Nigeria, Senegal, Sierra Leone, and Togo). Compé#wethe other region blocks,
ECOWAS is very proactive in creating initiatives foster cooperation and
integration of telecom and information technologyiaties. The ECOWAS Treaty
foresees the harmonization of legislation, inclgdin the telecom sector, similar to
the EU model. Its main objective is to form a wdfieconomic zone in West Africa
through economic integration and shared developimerdrious industries, including
telecommunications.

The Council of Ministers of ECOWAS has determinkdttthe following items are
priorities for the region:

« harmonization of regulatory frameworks and insitos;

« evolution of a regional regulatory framework — B@OWAS ICT Task Force
has been established to harmonize ICT policieseshber countries;

+ fostering competition;

« building a robust regional backbone infrastructaeagpable of supporting
seamless cross-border connectivity;

« reducing costs associated with rights of way thiotlge installation of optical
fibre cable on power lines to carry electricity plypbetween countries that
have electricity;

« granting operating licences on a priority basisptivate investors that are
interested in entering the markets in the region.

Regional Regulatory/Supervisory Body



In 2002, ECOWAS was responsible for the creation tbé West African
Telecommunications Regulatory Association (WATR#g main objective of which
is to coordinate dialogue regarding telecommuricetiand regulation in the West
African region. WATRA is an association of regulatoand the respective
government ministries of West African Territoriessponsible for telecom matters.
WATRA is intended as a vehicle to foster continudlelopment of information
communications technology within the sub-regiorg dacisions and directives issued
by the Conference of Regulators are binding omailonal regulators. In this respect,
WATRA encourages the establishment of consistamdstrds throughout the region
to facilitate the deployment of interoperable IG/Etems and services.

FRATEL covering Central Africa and West Africa

FRATEL is the name given to the French speakingvokt of telecom regulators
created in October 2003 in Bamako. FRATEL’s aimasestablish and strengthen
cooperation and exchange between its members. dinork’s task is to further the
exchange of information, to contribute within iteams to the training, coordination
and technical cooperation between its memberst@edntribute to the study of any
matter related to telecom regulation. The netwsr&dordinated by the chairperson of
a committee composed of two other regulators. ARQE® French regulator) acts as
the secretariat. This institution is still in itebryonic stage with very few tangible
activities to assist national telecom regulators the francophone countries
particularly in Central and West African regionsesd regulators are struggling with
shortage of capacity to address the market demand.

The Northern African regioncomprises the Arab Regulators Network of
Telecommunications and Information Technologies aspresents 15 Arab states
both from Africa and Arabia. The main objectivestbé network is to exchange

experiences in telecom regulation, with a view @rnmonizing the practices of

regulation in the Arab countries and working ouligges and models of regulations,

equitable and transparent procedures so as to egmudevelopment and

modernization of telecom networks and servicesyat as information technologies

in the Arab world. It is evident that the North &kn region is shifting from an

African based regulatory perspective to an Aral@sdd regulatory network through
leadership from United Arabic Emirates and Saudibfa.

4. Methodology

4.1 Country selection

For the purpose of this survey, Africa was broat#fined as the group of countries or
region as recognized by the United Nations (UN)pseéhboundaries were used to
recognize a country as an independent territorywat The countries comprising
Africa is thus depicted in Figure 2.



Figure 2: Africa
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Given the large number of countries, for evaluatimmrposes the clustering of
countries was thought to be necessary. This was @&&@ means of fairly evaluating
each country on the benchmark criteria and at démeestime providing comparisons
within each cluster grouping. Although this sunssught to reveal best practices in
each country, ranking per se was only a byprodtithe exerciseTable 1 illustrates
the considered comparative evaluative criteriar@adon for elimination.
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Table 1: Clustering considerations

Method

Reason for elimination or selection Selected or
eliminated

Human Development As clearly evidenced from the Human Development | Eliminated

Index indices of UNDP, the income of a country is not
directly co-related to its living standards andubrether
the community will have available ICT technologies.
Based on e- This was deemed reasonable; as it indicates holw egcEliminated

government index of | NRA is using its web presence in providing its segsi

the UN

compared to other government organizations. However
for evaluation purposes there is less reason tgaom
the NRA to other government agencies and in addition
the data was outdated (2001), nonetheless it does
provide an indication of e-government presence.

African ranking 2005 | A total of 22 NRA were surveyed. Given that the Eliminated

(Mahan)

criteria used in this study is drawn from this poes
study this survey was seen as a good comparative
measure of progress.

Regional economic | The choice of selectingegional groupings was drawn| Eliminated
groupings from theAfrican Economic Community (AEC) -an

organization of African Union states establishing
grounds for mutual economic development among the
majority of African states. These groupings provide
substantive evaluative criteria as member coungiies
responsible for enforcing agreed frameworks within
each grouping and providing a unified means of
cohesion on policy ideas and implementation.

The choice made was to use the regional groupisgdan geographical location.
This was found to be the best means of groupingNlRAs as there was no pre-
defined category such as income levels. The gebgralpclusters used for the
evaluation are listed in Table 2 and rely heaviiytlee UN country classification.

Southern Africa: Angola, Botswana, Lesotho, Malavgzambique, Namibia,
South Africa, Swaziland, Zambia and Zimbabwe.

Eastern Africa: BurundDjibouti, Eritrea, Ethiopia, Kenya, Rwanda, Somalia,
Sudan, Tanzania and Uganda.

Island countries: Comoros, Madagascar, Mauritibsychelles and Reunion
Central Africa: Cameroon, Central African RepublE&had, Congo, Congo
DRC, Equatorial Guinea and Gabon.

Northern Africa: Algeria, Egypt, Libya, Mauritanidjlorocco, Tunisia and
Western Sahara.

West Africa: Benin, Burkina Faso, Cape Verde, Ganlithana, Guinea,
Guinea Bissau, Ivory Coast, Liberia, Mali, Nigeligdria, Senegal, Togo, and
Sierre Leone.

Each of the 54 countries within these clusters e checked for the telecom
regulator information at the International Telecoamication Union (ITU) website, or
through the regional groupings such as ECOWAS, EBCMESA, SADC and AU.
As noted by Hargittai (2000), assessing for presghcough search engines can be
deceptive and therefore every effort was made tdaod the regional groupings or
send email to contacts residing in those countaescertain the missing gaps.

An initial attempt was made to determine whetheM\#&A was independent but it
became quickly apparent that it was difficult tawrthe line between the independent
and quasi-independent. The second and perhapsimpogtant reason was that the

11



methodology of this survey is not intended to eatduthe performance of the NRA
per se, but rather the performance of the NRA’ssiteblt was therefore decided that
a country’s inclusion would be based on the coun&tying an independent regulatory
authority not linked to the operator or ministrydaraving a functioning website.

Each website was then checked to see if it wassttge in which it was productive to
evaluate for a comparative survey. In a few instanavebsites were still under
construction and thus were not included. Also, ifjavernment agency (usually a
ministry) is engaged in carrying out the dutiestlté national regulator, it was not
considered for benchmarking purposes, and likewfigke regulatory function was
combined with the fixed line telecom operator's witd Figure 3 indicates the
percentage of countries included in this study.

Figure 3: Country selection

Country selection for African NRA website stu

NRA under Ministry/Fixe
line operator
26%

NRA under Ministry/Fixed line operat:
B NRA Not working

NRA Under Construction

wNRA NOE working NRA with no website
Yo

4 ) . :
NRA Under Constructio B NRA with Funcationing Website
4%

AA with no websit:

11%

NRA with Funcationin
Website
55%

Of a total of 54 countries in Africa, 30 have regaly institutions with websites that
could be classified as independent, accounting5f# while 24 did not have
websites accounting for 45% of the countries incsfr

In the Eastern Africa region only Somalia did navé a regulatory authority whereas
Burundi and Djibouti had this function within thenistry and or combined with the
operator. The Eritrean website could not be located

Of the five Island countries, Comoros and Seyckellad the regulatory function
under the ministry while the Reunion website cauiti be located.

Of the seven countries in Central Africa, only tw@ameroon and Gabon — had NRA
websites. The others were within the ministry othwithe telecom operator. Because
of this small number, it was decided to merge thalysis of Cameroon and Gabon
into the West African region.

12



Of the ten countries in the Southern African regiBwaziland was the only country
that had the NRA under the ministry. The Lesothd Zzimmbabwe NRA websites were
not working.

In the West African region, ten countries had wvitessand 5 did not. By far this was
the region with the highest number of countriekegithaving no NRA or having the
regulatory function within the ministry or fixechk operator.

In the Northern African region, only Libya and West Sahara had this function
under the ministry.

4.2 Ranking the NRA websites

Each website was assessed across different casgdrinformation provision. To
achieve a consistent ranking, each element was gi\geore of 1 to 4 based on the
degree of richness. The stages were identified|bsfs®

1. Emerging: Only basic and largely static information is dable.

2. Enhanced Content and information is updated regularly, eridrmation is
available not only in its original format (suchads and legislation) but is
also explained and digested.

3. Interactive: Users can download forms, contact officials arakerequests.
Available information has further value-added, sastbeing hyper-linked to
relevant legislation.

4. Transactional: Users can submit forms online — for example tuesst
information, or to submit a request for licencenfor

The ranking was based on qualitative evidencesbhbjectivity was reduced by using
the above-defined categories rather than relyinmerely perceptions.

5. Findings

This study evidences significant differences amtmg NRA websites in terms of
information provision, usability and functionalityhe websites that were assessed as
being the most functional, well-designed and witle best range of user-friendly
information are at the left side of Figure 4.

13



Figure 4: Country benchmark

COUNTRY BENCHMARK - AFRICA

4.00

3.00

1.00 BB ‘

0.00

Egypt
Mauritius |
Nigeria 1
Kenya |
South Africa |
Tanzania |
Uganda |
Algeria |
Senegal |
Botswana |
Morocco |
Ghana |
Madagascar |
Ethiopia |
Zambia |
Tunisia |
Burkinafaso |
Mozambique |
Sudan |
Cameroon
Togo
Malawi
Gabon
Namibia
Ivory Coast
Mauritania
nger
Rwanda
Angola
Gambia

COUNTRY

As shown in Figure 4, the NRA of Egypt scored tighlst ranking (score of 2.48)
and was assessed to be almost fully at the inteealevel. In addition, this NRA had

an overall average score of the highest benchmaréss all subcategories with
several of the subcategories benchmarked as ititergscore of 3) — having most of
the items linked, forms in PDF or online, downloddend hyperlinked to relevant
legislation. Key best practises of the National eEemmunication Regulatory
Authority (NTRA) of Egypt include:

A clear awareness of who the client/users are amat ey need. This is one
of the only websites where one does not have tlsegithin several banner
headings to find the key service categories.

* The entire website is organised against very dearice provision categories
such as Frequency Spectrum, Type Approvals, Liognand Regulation with
clear subcategories of functions and activities gharospective client would
need.

Table 2 provides an example of the indication o thain subcategories
provided within the websites and the sub-links withthe individual

categories.
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Table 2: Best practise examples: Egyptian NRA

Best practise example of links under categories fro the NRA of Egypt’'s NTRA.

Frequency Type Approvals Licensing Regulations

Spectrum

Chart Procedures Service Procedures InterconnefetEmmework

Guidelines for Type Approval List Telecom Service Competition Policy

importers Forms

Guidelines for Regulations Wifi Form Global Peering Exchange

users

Regulations For Importer Applications Form InmaiSatvice Providers

For Importers For Manufacturer VSAT Regulations

Forms Forms Licensed Telecom Chart

Client Docs Type Approval Fornj Class C License

Importers Doc Conformity Form Standard License

Technical Forms Importers Universal Service
Requisition Form

As illustrated in Table 2, the Egyptian NRA notynhade clear choices of ensuring
that each subcategory provided adequate informatibralso in addition ensured that
items such as regulations and forms for each categere linked therein. The

majority of the NRA websites in Africa had itemschuasRegulationas a separate

category with all regulations of the sector dump#d this category. The Egyptian
NRA website thus serves as a best practise wdbsitgher NRAs to emulate.

Nigeria, Mauritius Kenya and South Africa were atmmchmarked as providing and
enhanced level of information via their NRA websitd-ollowing closely were
Uganda, Algeria, Senegal and Tanzania. TogethersethNRA websites were
considered to have had adequate content that alldhe user to make informed
decisions. The content in most of the categories available via downloads. As for
the Egyptian website, these had most of their fonet categories clearly organised
for the user. In contrast, they significantly difd from Egypt in the interactivity of
the content such as less hyper-linked contentlévaat legislation and lack of variety
of forms available.

The nine websites scoring a benchmark of betweé# and 2.48 (out of 4, that is
ranging more towards the rank of enhanced infownapirovision) exhibited clear
efforts in providing detailed content, relevantitopanners and submenu categories
within each banner, simplified explanations of thection of each content provided,
downloadable content in PDF, and so forth. In aolditand with exception when
compared to the other NRAs, these provided a getaildf information of the legal
and regulatory framework used, the ongoing casdshaarings and recent legislation
changes.

The NRA websites for the Ivory Coast, Rwanda, Ta@ambia, Niger, Mauritania
and Angola performed poorly. These websites sirdmynot provide relevant content
other than basic introductory pieces and venelitigested or descriptive information
and in many instances having no information at all.

There were nine NRA websites benchmarked with egoay of enhanced or close to

enhanced accounting for 30% of the NRA websiteduetad in Africa, with the
remaining 70% benchmarked as static.
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When compared to the Mahan (2005) rankings basethtanfrom 2004, there are few
differences with the same NRAs having performed|.wElgure 5 provides a
comparison of the countries that were benchmanke®04 and 2008.

Figure 5: Comparison data (2004 and 2008)
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The benchmark scores as shown above, show a memgedvement from 2004. In
2004 Mauritius was benchmarked as one of the NRAswes that did not provide
relevant content other than basic information hils issessment it has moved up the
benchmark category being rated as one of the bB# Nebsites. Egypt's website
also shows a big improvement having been ranked4& and moving up to 2.48 in
2008. The Zambian website which had a UniversaleAsaategory and information
in 2004 had no information updated or provided fagha current review of NRA
websites. Tanzania remained at the same benchreaek While the rest marked
significant improvements providing more content aimformation than for the
previous review of 2004.

When viewed as regions, as depicted in Figures @2tothe island countries of

Mauritius and Madagascar scored the highest avdragehmark of 1.86. Mauritius

raised the regional score with a benchmark of 2&88®#] was rated as one of the
highest in Africa. The Northern African region with54 followed this closely. The

performance within this region was different acrthssfive NRA websites. Egypt had
the highest benchmark score in the region (2.48)anwell this benchmark was the
highest for Africa. Performing poorly within thiegion was Mauritania which had an
average benchmark of 0.61 and was also one obthest NRA website benchmark
scores in Africa.

The Eastern African region followed that of the thern Africa with a regional

benchmark of 1.50. The Eastern African region ajsaformed much better
comparatively across all the categories. The higREA website benchmark within
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this region was Kenya with 2.26 while the lowessviRwanda with 0.53. It should be
noted that Rwanda has just recently (2008) oflicigdined the Eastern African
economic block and its NRA will be aligning itseffithin the regional bodies of
EAC. Both the Southern African region and WesternC&ntral African regions
comparatively did lower than the other regions sgpbenchmarks of 1.18 and 1.12
respectively The Southern African region in spifetlte strong SADC economic
block, was mainly boosted by the South African NR&bsite which had the highest
benchmark within the region at 2.02 and also oneth& highest in Africa.
Significantly disappointing within this region wetbe NRA websites of Malawi,
Angola and Namibia which all had a benchmark belovhe above results show that
NRA websites across the African continent overainain within the emerging

category (1.33), implying that information via NR#ebsites is very basic and largely
static.

Figure 6: Eastern African Region
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Figure 7: Island countries
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Figure 8: Southern African region
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Figure 9: Overall country benchmarks — Southern Afican region
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Figure 10: West & Central African region
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Figure 11: Northern African region
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Figure 12: Regional benchmark - Africa
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The overall benchmark values shown in the regigrabhs are only a snapshot of the
overall situation and do not depict the actualaddhces in the content and the ability
of the websites to inform and communicate to thélipy citizens and other
government and non-governmental agencies. As esdebelow each NRA differed
significantly in the type of content provided. Tf@lowing sections highlight best
practice benchmarks and delve in more detail imichesection and subcategory that
was benchmarked.
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5.1 Factual information and news

A common denominator for compared NRA websiteshis provision of the main
legislative background information, statisticalamhation such as sector indicators
and sector news. Figure 13 provides the rankingsassent for this category across
the 30 countries evaluated Africa.

Figure 13: Country benchmark
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Overall the best websites in this category werepEgf¥hana, Kenya, Uganda,
Mauritius and Morocco each having a benchmarkaetthanced level and bordering
on being interactive. This implies that content wagularly updated, informative,

hyperlinked and could be easily downloaded (bencksnscores ranging from 2.6 to

2.8).

However, the actual benchmark within each subsediffered substantially. For the
newssection, Rwanda, Mauritania, Burkina Faso and faglead scanty information
on sector news, whereas in the Southern African WAfebtern African region,
Namibia and Gambia had no news respectively. Th@sNaformation provided by
other countries related to activities being handigdhe regulator. The type of news
provided ranged from news on press reports madéhéyregulator such as press
statements by the Director Generals and presssedeaf notices to the operators or
change of policy and or legislation.

Of exception were the Egyptian, Tanzanian, SoutiicAf Mauritius and Gabon NRA

websites where news on the sector was also linkeldet press clipping and all news
items were categorised with past years also avaifab review. The Mauritius news

was archived by year dated as far back as 2003arSadd Mauritius and Morocco
were the only NRAs to provide comprehensive newswdrat was happening

internationally (with the Morocco NRA categorisitigis under the Events banner
with links to International, National and Local ioems).
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Overall, the News category did not refer to happegsiin regard to the operators and
their activities. Nor did it convey information anvestment discussions that have
been taking place in the region (the Kenyan NRA wias only to offer a
downloadable guide for investors). A quick readaaf of the regions’ newspapers
online reveals a great number of events takingepladhe sector yet in spite of this,
most NRAs did not have up-to-date information.

The location of the news section on the website siadar across all countries with a
few exceptions. Most countries had a news sectiothe centre column of the home
page or the left hand side of the website or atdpdevel with a clear banner marked
news (see Kenya, Uganda, South Africa). Many ofNR&s had also placed the most
recent news on the centre column of the home pagezénia, Egypt) and had
included latest consultative documents and prdeases on the same section. Others
marked items such as Press Releases or What's Newecent Publications (see
Tanzania, Sudan, Ethiopia, Botswana).

Statistical indicators and sector indicatongere poorly provided across all countries.
Where provided, data was often incomplete and &edisnainly on tariffs — some as
old as 2006 (Namibia), and/or the list of licensi&Ps and mobile operators
(Botswana). Some NRA websites such as for Rwandh rdit provide any
information. Most were rated as 0 or 1. Of exceptiwere the NRA websites for
Uganda, Egypt, Ghana, Senegal and Morocco for wtinehstatistics provided were
detailed and offered users full information on tikerent level of telecom penetration
with different indices. This marked improvementnfrdhe previous assessment (see
Mahan 2005), for which Uganda website had no siegison its website. The
Ethiopian NRA provided a comparative analysis o€ thector with statistical
information with other countries in sub-Saharanidsy this was the only NRA to do
So.

Given that this information is readily availablejs surprising that most NRAs have
neglected this important area on their websitegnificantly disappointing was the
South African website where no statistical infornmatwas found yet overall its

rankings are significantly higher than other Africaountries. This also applied to
Ivory Coast, Gambia, Gabon, Botswana, Zambia, Sul&uritius and Mauritania

where no comparative statistical information wasvted online.

A common denominator for the compared websiteshis provision of main
legislative background informatio\s this is a basic category of information that i
readily available, it was not surprising to finatlall the NRA websites reviewed had
provided this information. In addition, most of thegislative documents could be
downloaded for easy reading in PDF. Two NRAs stantlas best practise in this
subcategory:

* South Africa’s NRA website offered access to legjise documents currently
in progress, pending and in force. This provides tiser with sufficient
knowledge to know what policies are expected.

* Egypt's NRA website has organised the legislatiseuwinents in the relevant
service categories. Thus under the banner of Fregu®ne would find the
legislation relating to frequency allocation.

Few NRAs, however, provided relevant online infotiora regarding the legislative
framework for investment and for related fieldsswas guidelines to personal data
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protection. While all countries did avail the regoky and policy documents, very
few took the initiative to also provide a summatamalysis of the policies. It seems
therefore that the assumption is that all readederstand legal documentation.

Figure 14: East African region
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Figure 15: Island countries
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Figure 16: Southern African Region
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Figure 17: West & Central African region
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Figure 18: Northern African region
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Figure 19: Regional benchmark

FACTUAL INFO ACROSS REGIONS

When viewed as regions, the total average of diffees within thefactual
information category evens out as depicted in Figures 14 tal'taé island countries
having only two countries had the highest average.20, with the two individual
countries’ averaging scores above 2. The Eastericahf region with six countries
had an average benchmark of 2.08. Within this regibe Ugandan, Tanzanian and
Kenyan websites achieved significantly higher ssasben compared to websites in
the other regions. This may be attributed to tleseslcollaboration that these three
countries have between their NRAs. The NorthernicAfr region (with five
countries) had an average benchmark of 2.04. Theakf average of 1.81 in this
category therefore shows a move from providing oelyerging information
(information that is basic and largely static) t\pding content that is regularly
updated and also downloadable.

5.2 Consumer and citizen information

The objective of this section is to assess theedetgy which NRA websites cater to
the needs of the end-consumers and provide infavmé&t citizens. Special emphasis
was given to evaluate the type of consumer righi®rmation available, the

complaint process in place, information about pubtiearings and statistical
information on consumer attention and complainsltg®n.
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Figure 20: Country benchmark.
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As shown in Figure 20, the websites that performedl were those of Botswana,

Egypt, South Africa, Mauritius, Algeria, Kenya af@nzania. These websites had
content that could be termed as complete, up-te-daid contextualised — with

benchmarks ranging between 2 and 2.20. Most oihfloemation on consumer affairs

was also downloadable. However when each categoviewved in detail significant

differences occur in the type of content provided.

For the category otonsumer and citizen informatioiKenya scored the highest
benchmark (3.5), falling between interactive arahs$actional. A best practise here
was the provision of tariff information and numivgyiplans under the consumer
affairs banner. Almost all other benchmarked caestnad this information located in
the statistics section or under tlmews headings andoress release statements
Consumers would therefore have to look through e¢h@re website to find the
information likely to be the most relevant to themn. addition, Kenyan tariff
information could be downloaded and was comparext avnumber of years. Egypt
followed closely scoring a benchmark of 3 (intenast

While Egypt's website had no dedicated consumeiraffsection, the entire website
wasconsumer centricThus consumer information such as numbering anfis was
clearly highlighted with a section on FAQs providedder each banner heading.
South Africa, Tanzania and Ghana also scored highith content being rated
between enhanced and interactive (benchmarks ofd2 225 respectively). NRA
websites providing no information in this subcatyga Eastern and Southern Africa
were Rwanda, Uganda, Namibia, Ethiopia, Cameroah @abon. For West and
North Africa, the websites for Burkina Faso, Iv@gast, Togo, Nigeria and Gambia
had no information in this category.
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Largely disregarded by all NRAs evaluated was #sue ofconsumer and citizen

rights. Egypt scored the highest with a benchmark of @ Botswana and Tanzania
followed in this category with a benchmark of 2fall{hng between enhanced and
interactive). Of significant concern was a lackimformation on quality of service

parameters used to evaluate operators, which &sia bole of the regulatory agency,
except for Botswana and Egypt, this aspect washhaalered by the other NRAs
online. In addition, all the NRAs except for Egyid not cover information on

possible hazards of equipment.

The section focomplaints processaried across the NRAs. Scoring a benchmark of
between enhanced and transactional (3.5) were Bosvand Tanzania, whereas
Egypt rated at 3 and Mauritius at 2.5. Botswana &nauritius provided a
downloadable complaints management procedure whdgmzania provided a
complaints form both in Swahili and English. Théser NRAs were considered best
practise in this section. Fourteen NRAs provideccomplaints forms accounting for
more than 40% of the NRAs analysed. Nonethelessh@mromplaints process most
countries assumed this to be an aspect that stwtlldr be written directly to the
Director General of the NRA by providing a post bmxemail address while others
provided an online form for one to fill in with rmmarticular address as to where this
should be directed.

On the issue opublic hearingsthe Kenyan website stood out having the public
hearings banner categorised into current, pasbagding, allowing the user to know
what has taken place and is currently being reviewWwé&e South African NRA also
had a public comments section allowing users toarakonline comment on any of
the public hearings. The South African NRA also ftagublic notices well laid out,
providing details of the public hearings or amendteeabout to take place, links to
the various laws concerned, the process in pladendrat it would affect. This was
exceptional among all the sites reviewed. Bothheke two websites benchmarked a
score of 3.5. The Botswana website also stood yphiking a rulings and judgements
section though in all the three cases this seatias not directly under the consumer
affairs banner.

Statistical information on consumer attention amumplaints resolutionwas not
covered by the NRAs except for Mauritius which pded a downloadable PDF
document that analysed the complaints receivedresaolutions resolved during the
year. The Nigerian NRA also had a best practisechmark documenting and
archiving complaints received by year (2007-2005).

Overall, what becomes evident within this sectisrthat consumers are required to
obtain information relevant to their needs thagaattered across the different banner
headings rather than located in one place. Furihiermation on number portability,
setting of call centres and telephone number codinigh is available in most of the
websites reviewed by Wattegama (2007) for the Aséion is not provided by the
African NRAs. No doubt, the issue of consumer aitiden information still has a
long way to go as depicted through the African agerfor this category which
benchmarked a score of 0.84 as shown in Figur@l@8.may be attributed to the fact
that Internet penetration as shown in Figure lilisvery low and therefore perceived
as an unlikely means of citizen participation amdimation retrieval.
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Overall the regional scores do not show a markédrdnce as evidenced in Figures
21 to 26. The performance across Africa was disapipg within this category and
overall had the second lowest benchmark with thevésgsal Access category scoring
the lowest. The island countries of Mauritius andaddgascar performed
comparatively better than the rest of the regionk an average benchmark of 1.45.
Nonetheless this was also the lowest performinggoay within this region, with
Madagascar not providing detailed information iis ttategory.

The Eastern and Southern African region benchmasdkeniage scores of 0.90 and
0.93 respectively. Performing well within the Saari African region were the NRA

websites of Botswana and South Africa. Both hadtemindirected toward the

consumer with information about hearings and complprocesses also available.
Performing poorly within this region was Angola, ialin provided only scant

information on consumer issues. The Northern Africagion performed slightly

better than the other regions, and followed thanidlregion in overall ranking with a
benchmark of 1.12. Egypt and Algeria performed wellthe region each with a
benchmark of above 2.

The West & Central African region performed poosiyoring an average score of
0.48. This was the lowest benchmark across themegiNearly all NRA websites in
this region, with the exception of Nigeria and Sgalescored a benchmark of 0.
Given that this region has active membership thmoBEG€OWAS there is need to
review the attention given to consumers within tlegion.

Figure 21: Regional benchmark
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Figure 22: East Africa region
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Figure 23: Island countries
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Figure 24: Southern African region
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Figure 25: West & Central African Region
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Figure 26: Northern African Region
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5.3 Business information

This section deals with the information usuallyglaiuby business firms and investors
such as market entry details, interconnection m#dron, scarce resource allocation,
process for equipment certification and any pulilices/consultancy work done in the
area. Figure 27 below depicts the individual beratknscores for this category.

BUSINESS INFORMATION

4.00

3.00

2.00 -

1004+ — — — — — — — — — —

0.00

Mauritius
Kenya |
Nigeria |

Egypt

Tanzania
South Africa |
Uganda |
Ghana |
Morocco |
Botswana |
Ethiopia |
Burkinafaso |
Tunisia |
Madagascar |
Zambia |
Algeria |
Ivory Coast |
Senegal |
Cameroon |
Mozambique |
Namibia |

Togo
Gabon |
Malawi |

Mauritania
Angola |

Sudan
Gambia |
Rwanda |
Niger |

COUNTRY

Figure 27: Country benchmark

Business informatiomnvas a strong category across all websites. Evest mebsites
which scored lowest in overall ranking offered fisang forms available for
download. Mauritius, Kenya, Nigeria, Egypt, TanzanSouth Africa, Uganda and
Ghana scored the highest benchmarks, as showgumeF27, having content that was
rated between enhanced and interactive. The NRA#&mgola, Sudan, Gambia,
Rwanda and Niger scored poorly, with almost no rimi@tion provided within this
category.

As for the other categories reviewed, actual cdantethin this category differed. For
equipment certification the websites for Kenya, Tanzania, Ethiopia, Mausj
Zambia and Botswana had the highest scores ratetgvelen interactive and
transactional at 3.5. These websites cover detagpects of equipment certification
and provide good best practises for other NRAs.dxample, the Kenyan NRA had
this content located on tlsandards and type approvaanner. The content included
list of equipment approved and rejected in Kenyapraeval fees and forms. The
Tanzanian NRA in addition had a checklist of equepircertification form. Those not
scoring highly in this section include Malawi, Moabique, Namibia, Angola,
Rwanda, Cameroon, Gabon and South Africa from thet&rn African and Eastern
African regions; Tunisia, Egypt, Morocco and Maamia from the North African
region; and Ivory Coast, Senegal, Togo, Nigeria @adnbia from the West African
region. All these NRAs did not have any informataailable on this topic.
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Information onscarce resourcesuch spectrum allocation was available and well
explained on the websites for Egypt, Niger, Gh&wyth Africa, Kenya, and Uganda
which stood out with details on procedures for rtammg and policy information on
spectrum.

On Market Entryinformation, Egypt scored a benchmark of 4, ratagenhanced.
This was the only category to receive a rating rdiamced within Africa. Tanzania,
Mauritius, Kenya, Namibia, South Africa and Botswadollowed closely scoring a
benchmark of between interactive and transacti(adihg at 3.5). These NRAs had
market entry details such as licensing proceduras were accompanied by forms.
Most of the NRAs did not provide a reading on teke¢com market and what one
needs to do. Namibia had an interesting link toThearist board of Namibia while
Mauritius provided information on the meaning afelnses and what they were for.
For interconnection nearly all the NRA websites provided no inforroatiexcept for
Algeria, Tunisia, Egypt, Nigeria, Uganda and Sowlfrica, the later having
exceptionally detailed information on interconnestiagreements made between
different service providers.

Lacking on most of the websites wetensultative papersith the exception of

Mauritius and Algeria which both had a large numtfectonsultancy publications and
Tanzania which had one paper‘drelephone Tariffs Trend Analysis’ (2000-2006).

Figure 28: Regional benchmark
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Figure 29: East African region
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Figure 30: Island countries
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Figure 31: Southern African region
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Figure 32: West & Central African region

WEST & CENTRAL AFRICAN REGION

COUNTRY

Figure 33: Northern African Region
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The regional average benchmark in this categoryvshem slight improvement from
the consumer and citizen informatia@ategory as depicted in Figure 28. The African
average of 1.27 is thus a marked improvement filoenconsumer and citizen African
average of 0.84. As depicted via the regional berack (Figures 29 to 33), the island
NRAs of Mauritius and Madagascar both had the lEgheerage benchmark scores
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within this category at 2 with the NRA of Mauritigsoring the highest benchmark in
this category across Africa.

This was followed by the NRA websites for Algeriaynisia and Egypt pushing the
average scores for the Northern African region #6561 The Eastern African region
comparatively had more countries providing conteith the exception of NRA of
Rwanda, which had no online information in thisegatry and therefore lowered the
regional average. The Southern African region amel West & Central African
regions both had low benchmarks of 1.09. Within Sueithern African region, only
the NRA websites of South Africa and Botswana hathited information in this
category compared to the other four countries is tgion with Angola having the
lowest benchmark in this region. The NRA websitedNest & Central Africa also
had a low input in this category with Nigeria anaBa having the relatively better
content than the other eight countries in thisaegi

The business category shows need for improvemergngthat the majority of
information to be provided is readily available aichply needs to be placed on the
website with some analysis for the user.

5.4 General information

This section,generalinformation, looks for more general features sushrassion
statement, local language translation, links tceotmational and international sites,
contact details of key officials, ease of navigatamd organization chart.

Figure 34: Country benchmark
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As illustrated in Figure 34 and in the regional gamsons in Figures 35 to 40, the
benchmark scores within this category differ sigaiitly when compared to the
performance in the other categories. NRA websliat lbeen ranked poorly across the
other categories having generally fared bettertfiergeneral informationcategory.
Most of the websites were generous in providingnmiation about the regulator and
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the regulatory agency such as organizational claadsmission statements, as well as
links to local and international sites.

Almost all websites had content on thression statemertdf the NRA. In addition,
many included a historical account of the foundiofgthe NRA and its main
objectives within the telecom sector.

While there was effort made to provide informatammthe organization of the NRA,
the depiction of an organogram within the NRA’s wady done by slightly more

than half of the thirty NRA’s analysed. Malawi, iN#oia, Cameroon, Gabon and
Rwanda in East & Southern Africa had amanogramprovided while in Western

and Northern Africa, Tunisia, Mauritania, Ivory GbaTogo, Niger and Gambia had
no organogram provided.

The use oflinks to other institutionsboth locally and internationally was also
adequately detailed by most websites. The Ethigpgrdan and Angola websites
provided long lists of links to most of the intetinaal telecom institutions. This was
in contrast to the minimalist content these NRAevted in other benchmarked
categories. In addition, the NRAs of Egypt, Moracbligeria and Burkina Faso had
categorised the links section to local, internaland national.

The category ofcontacts differed across the NRAs benchmarked. While most
provided contact details of the regulator, not mamyde effort to provide contact
details of key officials within the regulatory iitstion. Tanzania, Rwanda and Sudan
were the exception in Eastern Africa while in theu®ern African and Western
African region, the Zambian, South Africa and NigeddRAs stood out. These NRAs
had detailed contacts and email addresses of esauh df the department within the
NRA.

While effort was made to check what the nationagleage of the country was before
checking on the aspect of local language, this wdifscult to ascertain. Some

countries had what they called national languagelthen a list of local languages.
For this reason, it was decided that national laggs would be utilised as the
criteria. Thus if a country had more than one matidanguage cited in the UN

country analysis then this would be the criteriacuen the website in determining if
one or more languages were utilised.

In Eastern Africa, only Tanzania included Swahdi language also cited as the
national language in Kenya) text in one of the gaties — consumer complaints. It
should be noted that 99% of Tanzanians speak Svealsihguage that is also used as
a business language in the country. All the otketisns were in English. In Rwanda,
both French and English were given as options enwtbsite (languages spoken by
7% of the population) however, Kinyaruanda a lagguaoted as the national
language and spoken by 100% of the population veaprovided, despite the fact
that all government paper work is done in theseghanguages. The Sudanese NRA
stood out having English, French and Arabic asuagg options with all three cited
as national languages. In the Southern Africa, Aamg@nd Mozambican websites
were only in Portuguese.
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The overall ease and use of navigation acroshallwebsites varied. Four websites
stood out however out of the 30 NRAs evaluated, elgnEgypt, South Africa and
Mauritius and Nigeria — providing ease of drop-domenus at the top of the page
and links with well-categorised sections within featopic. Morocco, Algeria,
Senegal, Uganda, Kenya and Tanzania also had wsifjred websites, with clear
banner headings that facilitated locating inforiordi

NRAs that could do with some improvement includel&@u which was crowded with
information on its centre and left hand columns m@kt confusing initially to get
around. The Tanzania website also had a lot ofrimédion crowded onto the main
pages rather than using the menu bars availabteeiteft hand columns. The NRAs
of Mauritania, Ivory Coast, Niger, Gabon, Rwanda &@ameroon while neat had
minimal information with few banner headings thaida it difficult to find relevant
information.

Overall, as reviewed above, the regional averafiéseogeneral category were more
or less even with the African average of 1.81. fighest benchmark came from the
Eastern African region (2.07). This is not surprisgiven that each the six countries
in this region provided detailed content and scargdtively high benchmarking
between 1.7 and 2.45. The lowest benchmark camma iMest & Central Africa
(1.59) for which Ivory Coast and Niger NRA scorethtively lower scores compared
to the other eight countries in this region.

Figure 35: Regional benchmark
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Figure 36: Eastern Africa
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Figure 37: Island countries
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Figure 38: Southern African region
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Figure 39: West & Central African region
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Figure 40: Northern African Region
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Given that thegeneral informationcategory contains information that can be easily
obtained, these section should have benchmarkéehggores than it did across all
the NRAs.

5.5 Universal Access (UA)

This final sectionuniversal accessaddresses policy information, reports and plans
on universal access. As shown in Figures 41 to M@st NRAs benchmarked
relatively low marks compared to the other categgorihus lowering the regional
average score in this category to stand at 0.80.

In Eastern and Southern Africa, Kenya, Uganda Miaisrand Mozambique stood out
having a dedicated banner headings for this sechigilighting relevant policy and
activities being undertaken. The Uganda NRA pradida diagrammatic
representation of the process. The Tanzania NRAemaghtion of its UA policy but
provided no details. The regional average for tegion was 1 and is not surprising
given that the NRAs of Rwanda, Tanzania and Sudaviged no information.

Figure 41: Country benchmarks
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Figure 42: East African Region
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Figure 43: Island Countries
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Figure 44: Southern African Region
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Figure 45: West & Central Africa
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Figure 46: Northern African Region
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Figure 47: Regional benchmark

USO POLICY ACROSS REGIONS
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In North Africa, the websites of Algeria and Egyibod out having a dedicated
banner for UA. The regional average score for Néiftica was 1 and was also lowed
by Tunisia, Morocco and Mauritania none of whicloypded online content in this
category.

In West & Central Africa, the NRAs of Nigerian ar8enegal had information
provided on the Universal Access while not spealljc within a dedicated UA
banner. The rest of the NRAs had no mention of U#iw their website bringing
down the regional average benchmark to 0.5.

The island countries of Mauritius and Mauritaniahbthad UA policies provided

online and thus not surprisingly had a regionakage benchmark of 1.75 making it
the highest when compared to the other regions.
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The low benchmark scores in this category may Ipda@ed by the relative newness
of UA as a new policy that has been adapted by B#{'s across Africa. It is hoped
therefore that as NRAs in Africa begin to adoptvensal access policies that they will
be keen to follow the footsteps of NRAs like Egygganda and Kenya which have
provided online details of the proposed policy pnajects envisioned.

6. Conclusions and recommendations

On the basis of the findings of this survey, an edrate observation is the number of
websites that have come under revi@ut of the 54 countries Africa, only 55% (30)
were reviewed as having independent regulatory dsodvith a website. This is
comparative to Asia (see Wattegama 2007) wheres tbug of ten NRAs or 29% of
NRAs did not have a website as at 2005. While iy tm& unfair to attribute the lack
of this information to lack of understanding ofegalf regulator, and that this may be
due to lack of other issues such as resourcesaahkdof regulatory body institutions
that are in place, it nevertheless indicates a faeithprovement and raises concerns
regarding e-governance.

Another noteworthy observation is the issue of lagg presentation of the NRA.
While almost all websites have presented theirrmédion in either French, English
or Arabic, its is surprising that none has madereffo present the information in
local languages given that majority of the Afrigaopulace speak at least more than
one local language and have a common local languaderstood by many. This is
therefore an issue for reconciliation given that igsue of literacy while classified in
the international languages has a different beasingn taken in the context of local
languages.

In addition, given the three main internationalgaages dominate Africa (English,
French and Arabic) effort should be made to enthae the options for viewing the
NRA websites in other languages is available. Gfepxion are the North African
NRA websites who all provided options for EnglishErench as an alternative to
Arabic. It is recommended that African NRAs makéoefto provide these two
languages options in their websites.

The type of information provided across the Africaites also raises issues of
concern. While there is a remarkable improvemeainfithe last review done by
Mahan (2005), information still remains largelytized with very little effort made to
explain and allow the reader to digest the inforamaprovided. Where information
was available for downloading, this was mostly lgal and policy documentation.
Nonetheless even this was explained separatelgppanting across all the sites was
a lack of effort made to analyse the statisticébrimation that was laid out on the
websites. Most of the information was laid out with any effort for comparative
analysis across all the years. This type of infaromawould be very informative to
many stakeholders and in addition provides inforomatfor researchers and
journalists internationally on the development gitowf a country.

In addition, except for information regarding lisemg procedures, many websites
lacked the information usually sought by businesseksinvestors. For example, none
of the websites had a list of equipment that wadipited in the country nor did they

have an analysis of the telecom environment i ttespective countries.
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Presenting information that was useful to consurniseanother category that was also
neglected by the majority of the African NRA’s. Ferample information about
consumer complaints was scantily available with eav flines rather than an
explanation of what one needs to do in differeeinscios. The Kenyan NRA website
offers a section on consumer complaints procedamnelsinformation on current and
ongoing complaints. Most of the NRA'’s therefore leeted information on the type
of complaints a consumer can make, whom to comtattie different scenarios and
toll-free numbers for making complaints (not one ANlRRad a free toll number
available). Given the prevalence of mobile phonesv nn Africa, it would be
expected that the regulators in conjunction wite tiperators provide a toll-free
number for handling complaints procedures.

In addition, content on quality of service (QoS)rgmaeters and health and
environment issues were covered by fewer than tbfethe 30 NRA’s reviewed.
Given that websites are meant to be a window irttatis happening both within the
internal regulatory environment and external enwvinent, these two aspects are
strongly encouraged as content that should belyemdhilable for consumers to make
well-informed decisions.

Revealing and in need of improvement was the lef¢he NRA to participate as a
vehicle for participating in regulatory processbkearly all the websites could be
overall ranked as between thmergingandenhancedevels — i.e. as having largely
static information that is updated regularly but eaplained and digested. Where
information was downloadable this was mostly liite policy and legal documents.
None of the African NRA websites could overall lmnsidered as at thateractive
and transactionallevels — i.e. with information having further vakadded such as
being hyperlinked to relevant legislation, factiitg real-time online submission of
forms and emails, and so forth.

NRA'’s should be aware that a valuable amount dfi¢ravill be from researchers;

journalists and international investors who furtheoker information to the general
public. Thus a newsroom feature or consumer inftionabanner that has further
links to information within the website is very immpant for facilitating information

dissemination via these users.

As noted in the introductory section of this chaptee most important message this
survey could communicate would be that all AfriddRA sites could be improved

with little effort. While in the past blame has bgalaced on the lack of human and
financial resources this argument is no longer avaed. Given that the websites
already exist, specific improvements needed refamly to the uploading of relevant

information and as well making it more functional.

Nonetheless, a number of assumptions need to bessdd by regulators in order to
fulfil basic conditions for web presence succesthat is, a websites’ ability to be
interactive and dynamic. This includes but is moited to:

« common understanding of the role and opportuniteapply ICT in general
and web presence in particular in communicatintheovarious stakeholders
in the sector,

» existence of human resources within the agency upp@t content
development and technical know-how to ensure thattebsite is accessible,

39



user-friendly, up-to-date and most importantly thia¢ relevant content is
continuously provided;

* basic conditions of ICT access and usage withincthentry in particular to
connectivity to the Internet. Content relevancy awctlial effectiveness of the
website will not be achieved readily without thestior being addressed.

Perhaps, the most important lesson that African BIRAn learn is that there is no
need to reinvent the wheel. Other NRA websitestdkit are open to the public for
any NRA to copy and learn from in improving the eetiveness of their own
websites. We hope that this study has contribugelis process by pointing to some
of the best practices in the region.

7. Future Studies

This study sought to focus on the available infdramauploaded as content in NRA
websites. It sought to focus on the relevance @finformation in providing informed
decision making for the would-be user. Howevers thiudy did not delve into the
actual process of choice of content and whetheactual fact these websites are
frequently visited and for what type of informaticBuch a study, in the form of a
qualitative and quantitative questionnaire to NRAMould enhance this study by
providing useful feedback on what users expect NR#&'provide.

In the same vein, it would be useful to initiatstady that focused on the de facto
interactivity of the websites. What is the respaotirse for queries made online? What
type of online queries can one make? An email eathumber of NRA’s during this
study to clarify location of information received rieedback revealing a need to
ensure that features made available via the NRAsite=bare in use.

In conclusion, websites are increasingly a key el@min evaluations of NRA
performance. For the future, website content anetactivity will be a progressively
important factor in assessing regulatory effectes= NRA'’s therefore need to ensure
that websites are up-to-date and relevant. Onedw@aglo this is to keep seeking
feedback from their clients (journalists, researshdéusinessmen, government and
non-government institutions) and as well sharertbgperiences with other NRA'’s
both in the region and internationally.

8. Endnotes

! Most lending institutions such as the World Bank énternational Monetary Fund (IMF) now use e-
governance as a measure in determining financidglamelopment improvement within a country.

2 http://www.sadc.int/

® http://www.comesa.int/

* http://www.eac.int/

> http:/Avww.ecowas.int

® See Chapter 1 for a full description of the NRAdtemarking methodology.

" However, this presumes that only individuals asaiming and using such information. In reality,
NGOs, the media and other community intermediariag use the NRA website to obtain information
to be more widely diffused.
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9.1 African NRA websites

Eastern Africa

Uganda WWW.UCC.CO.ug

Kenya www.cck.go.ke

Tanzania http://www.tcra.go.tz/

Sudan http://www.ntc.org.sd/
Rwanda WWW.rura.gov.rw

Ethiopia http://www.telecom.net.et/
Southern Africa

Botswana http://www.bta.org.bw/
Lesotho http://mwww.lta.org.Is/

Malawi http://www.macra.org.mw/
Mozambique http://www.incm.gov.mz/
Namibia http://www.ncc.org.na/

South Africa http://www.icasa.org.za/
Zambia http://lirne.net/test/
Swaziland http://mww.swazi.net/
Angola http://mwww.inacom.og.ao/
Madagascar http://mww.omert.mg/
Mauritius http://www.icta.mu/

West Africa

Nigeria WWW.NCC.gov.ng

Burkinafaso http://mwww.artel.bf/
Cote'd'voire http://www.atci.ci/

Ghana http://www.nca.gov.gh/
Senegal http://www.artp-senegal.org/
Togo http://mwww.artp.tg/

Siera Leone http://www.natcom.sl/ (under constamt
Niger http://mww.arm-niger.org
Mali http://mali-reforme-telecom.mctmtl.com/
Liberia http://www.lta.org.Ir/index.php (under congtion)
Guinea Bissau http://www.icgb.org/

Benin http://www.haacbenin.org/
Gambia http://www.pura.gm/
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Northern Africa

Algeria http://www.arpt.dz/

Tunisia http://mww.intt.tn/

Egypt http://www.tra.gov.eg/

Morocco http://www.anrt.net.ma/

Libya http://www.gptc-Libya.com (broken link)
Mauritania http://mww.are.mr/

Central Africa

Chad http://www.otrt.td/

Democratic Rep. of Congo  http://www.arptc.cd/

Congo http://www.dgacpt.com/pages/index.php?idPage=
Equatorial Guinea http://www.getesa.gq/

Gabon http://www.artel.ga/

Cameroon http://www.art.cm/

LIRNE.NET resources:

Online Resources from African Telecommunicationgukators
http://lirne.net/online-resources-from-african-rras

Middle Eastern and North African Regulators
http://lirne.net/middle-eastern-and-north-africagulators/
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