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Executive Summary

Thailand Consumers Council (TCC) was established under Article 46 of The Constitution
of the Kingdom of Thailand B.E.2560. TCC was born out of the coming together of consumer
organizations to carry out all aspects of consumer protection and consumer representation work.

In the fiscal year 2023 TCC has exercised its authority in the eight areas stated in
Article 14 of the Establishment of Consumer Organization Council Act B.E. 2562. TCC placed
importance to all the areas, integrating them in the organization structure that consists of a
subcommittee for each issue, the central office, area offices, provincial offices, including the
member/network organizations under its five projects.

TCC’s performances in 2023 under its
authority and workplans

In its first area of authority, consumer rights
protection and policy recommendations, TCC
has received 16,142 consumer complaints,
exceeding the required number of cases to be
handled. 9,124 cases were filed with the one-
stop-service and 7,018 cases were filed with the
15 provincial offices.

The three highest number of complaints
were in the categories of general goods and
services (62.88% or 10,150 complaints),
banking and financial services (12.91%), and
IT and telecommunication (5.69%). Most
complaints involved unfair contract terms
such as the problems with concert tickets,
denial of covid-19 compensation claims by
insurance companies, as well as being targets
for unsolicited or fraudulent SMS.

TCC was able to resolve 79% (12,837) of
the complaints. Most of them (67%) were
settled with advice or mediations. The total
compensation value is 71.70 million baht.
The success was partly due to the support
and assistance for TCC’s members to be able
to conduct mediations related to consumer
rights violations (6th area of authority).

As for the policy work in the fiscal year 2023,
there were 25 policy recommendations and

dNDYANSUDLRUSINA

consumer protection measures proposed by
TCC both at the local and national levels.
TCC also provided opinions on five laws and
regulations related to consumer protection.

Some of the proposals that gained a lot of
public attention include the proposed
measures to deal with financial frauds,
the recommendations on safe school
transportation, the policy recommenda-
tions on dealing with illegal construction
of high-rise buildings, the measures
to protect consumers from food products
containing hemp and cannabis, the proposal
to raise benefits for members of social security
fund, the measures to recall unsafe airbags,
and the proposed policy to support solar
rooftop installation, etc.

The legislations that TCC has been trying to
push for include: Product Liability Act B.E....
or Lemon Law which stipulates the liability
of business operators on defective products
such as electrical appliances, eletronic
goods, new cars and motorcycles,
and other products; Elderly and National
Pension Act (No..) B.E... or Universal
Pension Law that will change from the
currentallowance system to basic
pension system where an elderly person
receives a monthly allowance of at least
3,000 baht.



The work on inspecting, following, and monitor-
ing goods and services (TCC’s 2nd authority) was
conducted through the handling of consumer
complaints. This allowed TCC to familiarize
with the real problems that consumers were
facing, for example, a number of young
people were having troubles with concert
tickets while people of all ages and genders
were having problems from purchasing goods
online.

TCC also operated through its Communication
for Consumer Protection Project, providing,
compiling, and disseminating information on
goods and services that helps consumers
make informed choices (TCC’s 8th authority).
In the fiscal year 2023, TCC produced 1,555
pieces of public communication materials and
published them through seven social media
channels, gaining a total of 93,751 follower
accounts. TCC also worked with government
agencies, private organizations, and influential
fisures to provide information for consumers
on various platforms with 30,117,144 views,
reaching a PR value of 207.84 million baht.

At the same time TCC’s public communica-
tion work is part of its responsibility to cam-
paign for consumer protection policies and
measures. Some of the outstanding materials
produced and published in 2023 include: the
campaign against the merger of True Corporation
and Total Access Communication; the alert
on Indonesian instant noodles “Mi Sedaap”
found to be contaminated with insecticides;
the awareness campaign on high electricity
cost and solutions; the warning of “fake” business
facebook pages; the monitoring of frauds
to warn consumers against scammers;
the publication on impacts that illegally
constructed high-rise residential buildings
have on the surrounding communities and
owners of the units; and the provision of
assistance to consumers prosecuted by
business operators while trying to exercise

their rights.

Moreover, TCC has organized training activities
to empower media workers on consumer
protection, expanding corporation with media
personnel in different areas to facilitate
consumer alerts and create profound and
extensive campaigns at the local level.

For the work on reporting actions or non-
actions affecting consumer rights (3th authority)
TCC has prepared a report on consumer
complaints that have not been resolved and
may be considered negligence by the relevant
agencies. More than ten cases were found,
for example: personal loan services by
Srisawad Corporation and its subsidiaries
misled consumers and maybe illegal;
financial institutes failed to stop illegal
transfers of money from clients’ accounts
by scammers using apps; Civil Aviation Office
did not reveal the result of the investigation
into Thai Lion Air’s flight changes and
cancellations; clinics and medical institutes
did not deliver the services stated in their
advertisements; Department of Tourism failed
to help outbound tourists who could not
travel due to abrupt cancellation of tours; etc.

In supporting and empowering consumer
organizations to fight for the interests of
consumers effectively to win their trust as
well as facilitating the coming together of
organizations at the provincial and area
level (4th authority), TCC carried out this task
directly through the project to support
provincial offices and consumer organizations.
In the fiscal year 2023 the number of TCC
members has grown to 308 in 43 provinces
all over the country with two more provincial
offices established in Khon Kean and Ayutthaya.
Not only do the provincial offices handle
complaints and solve consumer problems,
but they also conduct advocacy work and
make recommendations on consumer
related issues at the provincial level.
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As for the provinces with a few or no
members, TCC organized activities to
expand cooperation and possibility to
increase the number of future members.

For the support on research and study to
benefit protection work (5th authority), TCC
carried out the empowerment of consumer
rights protection and made recommendations
on consumer protection-related policies.

Some of the issues TCC studied in 2023 were:
(1) the possibility of establishing the national
pension fund and the analysis of its social
and economic impact; (2) the development
of guidelines on consumer protection to
ensure fair contracts; (3) the amendment of
Social Security Act (draft) to reduce inequality
in health services; (4) the analysis of factors
causing difficulties in dealing with “call center
frauds”, investigating legal and regulatory
factors; (5) the impact of carbon credit policy
and Thailand’s alternatives.

Regarding the legal work on consumer rights
violation (7th authority), TCC supported 32
prosecutions, with the total claimed amount
of 15 million baht. Approximately 37.5% were
finance and banking cases such as debt and
insurance claims. Another 31.25% were in the
category of housing and real estate such as
buy-rent contract violation and the seize of
deposit and down payment money.

Moreover, in 2023 TCC together with Rangsit
University conducted a survey and a public
hearing on consumer satisfaction on
consumer protection work. The result is pro-
vided in this report. TCC also worked with TDRI
(Thailand Development Research Institute) to
draft a strategic plan and a five-year work-
plan (2024 - 2028). An assessment of TCC’s
three-year operation is still going on and the
result will be published later.

dNDYANSUDLRUSINA

Outstanding performances

This report highlights three outstanding
performances which demonstrate that
the operation of TCC integrates its eight
authorities stipulated by law with the
five plans proposed in its annual budget
proposal.

The first is the case of Srisawad Corporation.
The company and its subsidiaries offered
personal loans in similar manner to loan
sharks, charging interests at illegal rates,
making the purchase of life insurance
compulsory before loan application,
changing the content of the contract,
and duping consumers into losing their
cars or plots of land that are used as
collateral. After learning about the problems
from consumers’ complaints, TCC compiled
further information and conducted studies
on the issues. TCC assisted the consumers,
alerted the public, informed relevant
government agencies, and prepared policy
recommendations for systematic prevention
and solution.

Another work that TCC has been doing since
it was established is campaigning for the
limit of Bangkok electric train fares to 10%
of the minimum wage so that everyone can
afford public transport by electric trains. In
the beginning, the proposal for a single fare
of 25 baht was harshly criticized. However,
when the new government took over in
September 2023, a new fare scheme following
TCC’s proposal was implemented on a trial
basis and a there were positive responses
from the public.

The third accomplishment started with the
comparative test for quality and efficiency of
motorcycle helmets. The result showed that
several brands and models failed to meet the
standards. TCC published the test results so
that the public have the information to make



informed decisions when buying motorcycle
helmets. Proposals were also prepared for
the relevant sectors to increase road safety
and reduce personal as well as social losses.

Problems, obstacles, challenges

The problems, obstacles, and challenges
are related to outside factors, the most important
one being the budget for operation. There
are two reasons for this:

1) The process of budget proposal
is complicated and time-consuming. TCC
must submit the proposal through the
Office of the Permanent Secretary, under
the Prime Minister’s Office for approval
before it can submit it for the consideration
by the Budget Bureau.

2) The lack of continuous annual
financial support resulted in interruptions,
lack of continuity in operations, and limited
operational budget.

Problems related to consumer rights
protection work are as follows:

1) TCC recently received more
complaints on scams and frauds. Finding
solutions for the consumers requires
cooperation with the police to conduct
the investigations and prosecutions.

2) Most government agencies do not
pay enough attention to the recommendations
or measures on consumer protection, yielding
little result to the work on the issue.

3) The knowledge and awareness on
consumer rights cannot keep up with the
more complicated and serious consumer
issues.

Another problem concerns the approval
of new members. Only a few consumer
organizations have been approved by the
Office of the Permanent Secretary, under
the Prime Minister’s Office. This affects TCC’s
effort to increase the number of its members.
Also, members with different levels of work
experience yield different performances and
achieve different levels of efficiency. Typical
consumer problems are still with us while
new and more technologically advanced
issues are arriving, bringing in many possibilities
that unknowing consumers may fall victims.
This is TCC’s main challenge in the future.
The council will continue with its consumer
protection work vigorously while empowering
consumers on technology, and propose
policies and measures for the solutions to
both existing and futureproblems.
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