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INTRODUCTION

The Second Pan-African Forum on Consumer Protection, organised at
the initiative of the African Union of Consumers (AUC), took place at the
Sarakawa Hotel in Lomé, Togo, from September 5 to 7, 2024. The Forum, which
was held under the theme “Strengthen the goal of ensuring user satisfaction in
telecommunications and air transport services to achieve better air and digital
connectivity’, was organised with the technical and financial support of the
Togolese government through the Ministry of Trade and public institutions such
as the Togolese Electronic Communications and Postal Regulatory Authority
(ARCEP) and the National Civil Aviation Agency of Togo (ANAT). In addition, the
Forum received financial support from the African Guarantee and Economic
Cooperation Fund (FAGACE), the French-speaking Telecommunications
Regulation Network (FRATEL), the Telecommunications Regulatory Authorities
of Morocco, Cote d'lvoire, Burkina Faso, Benin and Congo-Brazzaville, the
National Civil Aviation Agency of Burkina Faso, Moov Africa Chad and Togo,
SOUPI COUSCOUS MAMA of Algeria and other local partners.

This Second Forum brought together around one hundred participants, with the
full involvement of the Togolese government. Representing the government,
Professor Kossivi HOUNAKEY, Minister Delegate to the Minister of Trade,
Handicrafts, and Local Consumption, Representative of the Prime Minister of
Togo.

The African Union of Consumers (AUC)
welcomes the resolutions of this 2nd Forum,
which have facilitated the identification of
strategies to enhance telecommunications and
air transport connectivity for consumers
across Africa. Additionally, it marks a
significant step in rethinking the future of the

Professor HOUNAKE KOSSIVI,

Professor KossiviHOUNAKEY, Minister Delegate to the Minister
of Trade, Handicrafts, and Local Consumption, Representative
of the Prime Minister of Togo.




pan-African consumer organisation, extending its reach beyond the AUC
membership in the coming years.
This report outlines the proceedings of the Forum.

Recalling the objectives and the expected outcomes of the Forum

The Forum's objectives and expected outcomes were to remobilise AUC
members in order to contribute to the acceleration of effective implementation
of the Single African Air Transport Market (SAATM) and to strengthen electronic
communications regulation across Africa.

Throughout the three days, the key focus was on:

m Enhancing the knowledge of AUC members on the SAATM and
Telecommunications Regulation, thereby equipping them with the expertise to
contribute to enhanced air and digital connectivity on the continent;

m Identifying and sharing challenges and effective strategies to strengthen
the role of consumer organisations in regulating the telecommunications and air
transport sectors across the continent;

m Strengthening collaboration with governments, African sub-regional and
regional integration organisations, development partners, regulators, and the
business community to emphasize the importance of the involvement of
consumers in the development and monitoring of the implementation of
integration and development policies;

®m Building the capacity of consumer organisation leaders, thereby enabling
them to exert a positive influence on policies that affect the quality of life of
consumers in the present and the future ;

m Strengthening solidarity and networking among consumer
organisations within the AUC.

The Forum featured the following highlights:
The opening ceremony,
The work's progress outlined in a panel format
A visit to the technical centre of ARCEP Togo;
The holding of the AUC statutory congress;




The renewal of the governing bodies; and
The closing ceremony

I- The opening ceremony

It was chaired by His Excellency the Minister Delegate at the Ministry of Trade,
Crafts and Local Consumption, Pr Hounake Kosivi, representing the Prime
Minister of the Togolese Republic.

Three speeches were delivered during the ceremony: a welcome address by Mr
Benneti Gagalo, Chairman of the Organising Committee and President of the
Togolese Consumers’ Association, a speech by Mr Daouda Elhadj Adam,
President of the African Union of Consumers (AUC); and the solemn opening
address by the Prime Minister's Representative. The Chairman of the Organising
Committee welcomed all participants, inviting them to explore new horizons and
reflect on the challenges faced by consumer associations in their respective
countries.

The President of the African Union of
Consumers (AUC) commended the
Government of the Republic of Togo for its
commitment and willingness to hosting
the 2nd Pan-African Forum. This
commitment underscores the strong
collaboration between the Government
and Togo's consumer associations. The
President of the AUC drew attention to the
fact that African consumers are among
those most affected by the numerous
challenges currently facing the continent. Mr Daouda ElHadj ADAM
He commended the African Union for its  pregsident of the African Union of
significant progress, highlighted by its Consumers (AUC);
robust and unifying commitments to

regional integration and addressing

specific consumer concerns. In particular,




he emphasized the importance of the Single African Air Transport Market
(SAATM), the African Continental Free Trade Area (AfCFTA), the Protocol on the
Free Movement of Persons and Goods, and the African Passport.

In conclusion, he expressed his deep appreciation to the High authorities of the
Togolese Republic, the Government of Togo, and the partners whose
multifaceted support played a crucial role in the successful organisation of this
Forum.

expressed his delight at his country's selection as the host of the 2nd AUC Forum
on Consumer Protection. In his address, he highlighted that the Lomé meeting
aligns perfectly with the vision of His Excellency Faure Gnassingbé, President of
the Republic of Togo, who was appointed by his African Union peers as the
Champion for the implementation of the Single African Air Transport Market
(SAATM). He also took the opportunity to provide a concise historical overview of
the establishment of the SAATM, emphasizing its significance in addressing
consumer expectations, particularly in the context of the AfCFTA's
implementation. With regard to the telecommunications sector, the Minister
highlighted the progress made by his country through a better understanding of
the issues facing the sector. This has resulted in the inception of numerous
initiatives, including the E-Government project,

the biometric identification project and the
territorial development project.
Furthermore, he informed participants of
the  Government's recognition  of
consumers' right to representation
through the participation of consumer
rights associations in the various dialogue
frameworks. During the opening
ceremony, the Director General of
. Consumers International (CI) delivered a
Mr Benneti GAGALDO, live message to the participants and the

Chairman of the Organising Committee authorities of the host country.
and President of the
Togolese Consumers’ Association
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Following the customary greetings to the assembled authorities and partners,
the Director General of Consumers International, Ms Helene Lauren, noted the
additional value that such meetings often bring to the work of protecting and
defending consumers in Africa, as in other parts of the world. The focus of her
address was twofold, and we present her remarks on these points below: “In
summary, Consumers International (Cl) is an international organisation that
serves as an umbrella body for numerous consumer associations. To date, Cl
has brought together over 200 major organisations in more than 100 countries
worldwide. These organisations collectively advocate for the protection and
advancement of consumer rights and | know that many of them are here today.
We extend our appreciation to all of them and their representatives for their
invaluable contributions.”

Furthermore, she stated: “we had over 600 participants at our World Congress,
held in Kenya in December last year. It was an invaluable opportunity to bring
together leaders from our partners, governments and other civil society groups
to focus the conversation on the evolving needs and rights of consumers in
Africa and globally. It was encouraging to hear the common interests, the
recognition of the importance of this discussion and the willingness and desire
to work together. Since then, we have intensified our work on the continent.

Firstly, in our research on food prices, we
seek to guarantee that consumers have
access to healthy, sustainable and
affordable food in a system that must
safeguard the rights of consumers and
farmers alike.

Secondly, our 65-member network has
been examining the role of digital finance in
ensuring the protection of vulnerable
consumers as public digital infrastructure

develops globally”
Ms. Helena also confirmed the significance
Ms Helene Lauren of the items on the forum's agenda when
The Director General of she stated:

Consumers International,




“These are critical issues. Today, you are going to focus on telecommunications
and the transport system, particularly air transport. These are crucial topics for
the future of our economies and must be addressed in a way that meets
consumer expectations. We need to address these issues together, not only in
terms of infrastructure and accessibility, but also by ensuring that consumers
can fully benefit from enhanced connectivity throughout their entire journey.

Therefore, when consumers have access to these services, and when the
services are trustworthy and consumers know how their data is being used, and
that they have confidence that their rights will be respected, they wouldn't have
to worry about avoiding or circumventing taxes that increase the cost of tickets,
as transparency would be at the forefront of the relationship between
consumers and markets.”

The Director General of Consumers International concluded by extending her
best wishes for success in the discussions: “l wish you all the best in your
conversations today. | look forward to the outcomes and to supporting them in
our global network and in all aspects of our work at Consumers International.

Once again, | wish you the very best and look forward to staying in contact and
working with you. All your strengths are valuable to this work."

Ms Teresa Moreira

Head of Competition and Consumer Policy at
the United Nations Trade and Development
(UNCTAD),




Il. The panel discussion
The second Pan-African Consumer Protection Forum covered various topics in
specific sessions led by experts from civil aviation institutions, country regulatory
authorities, professional airline organisations, academics, members of the AUC
and UN specialized agencies.

1. The inaugural conference

The inaugural conference, titled “The Role of Consumer Organisations in
Protecting and Regulating Consumers of Telecommunications and Air Transport
Services,” was presented by a panel comprising the following experts:

& Mr. Amadou Check Kanoute, Director of the Pan-African Institute for
Citizenship, Consumers and Development (CICODEV Africa);

& Mr. Amah Vinyo Capo, Director of markets and regulation by data at
ARCEP Togo.

The Director of CICODEV Africa began by congratulating the President of the AUC
on his leadership, before outlining the advantages that consumers can expect to
see as a result of the AfCFTA coming into force, including increased competition,
lower prices and an improved quality of goods and services. However, these
benefits will not be evident unless governments invest in strengthening the
human resources of competition agencies and promoting consumer rights.

In light of the factors outlined above, the speaker urged consumer associations
to:

- Conduct advocacy campaigns to ensure the independence of regulatory
and competition authorities from state influence, as well as from operators and
consumer associations themselves.

- Undertake research and analysis to gather evidence-based data to
support their advocacy campaigns.

- Raise awareness about the necessity for enhanced network coverage,
superior quality of service, and cost-effective tariffs, with the support of
monitoring by supranational bodies.




- Promote sustainable production models to ensure consumers have
purchasing power and access to healthy, sufficient food.

He concluded that this work requires the mobilisation of resources for the
benefit of consumer associations.

The ARCEP representative outlined the mission of his institution, which is to
meet the needs of consumers of electronic communications in accordance
with article 65 of the organic law. This focus on consumer interests has led to
the signing of a partnership agreement since 2019 with four consumer
associations in Togo. Each partnership is supported by an action plan
comprising several components, including capacity building for association
members, institutional strengthening, and support for association initiatives
aligned with ARCEP's mission.




Mr. Amadou Check KANOUTE, Mr. AMAH VINYO CAPO,

Director of the Pan-African Institute Director of markets
for Citizenship, Consumers and and regulation by data
Development (CICODEV Africa) at ARCEP Togo

The experience has enabled ARCEP to organise a nationwide tour each year with
consumer associations, with the objective of deepening their knowledge of the
sector and gathering consumer concerns with input from operators. These tours
represent an excellent channel for raising consumer concerns and for promoting
the representativeness of consumer associations throughout the country.
Furthermore, the involvement of consumer associations has enabled ARCEP to
develop two applications: a price simulator and an evaluation of the customer
experience by the consumer himself.

Ms Teresa Moreira, Head of Competition and Consumer Policy at the United
Nations Trade and Development (UNCTAD), underlined in her speech, which was
broadcast to all participants, the critical importance of electronic communications
and air transport services in ensuring access and connectivity in Africa. She also
acknowledged the objectives of the Forum, stating that “‘the Forum aims at
mobilising members of the African Union of Consumers to identify effective
strategies to strengthen regulation of these sectors in line with the UN
Sustainable Development Goals, particularly those related to access to
information and urban sustainability”.




Her speech also highlighted the central role of consumer protection in
promoting responsible consumption and the importance of drafting legislation
adapted to the African context.

Highlighting UNCTAD's efforts to help developing countries strengthen their
consumer protection legislation, Ms Teresa declared that international
cooperation and support for the capacity of consumer organisations were
essential to ensure the rights and safety of consumers on the continent. She
concluded her speech by commending the contributions of the African
Consumers and expressing her willingness to collaborate with the OAC. She
stated: “we are committed to supporting the capacity-building needs of all our
member countries. While UNCTAD's partnership with the African Union of
Consumers on this subject is relatively new, our presence at this forum
demonstrates our commitment to strengthening it.”

Over the three days, participants engaged with several sub-themes based
around technical sessions, namely:

1- The Single African Air Transport Market (SAATM).
2- Consumer protection policy in Africa and the role of consumer
organisations in the implementation of the AfCFTA.

10




3- The effectiveness of the universal telecommunications service and
approaches to cooperation between regulators and consumer associations.

5- Strategies for securing funding for consumer organisations.

6- Getting young people involved and mobilised in consumer protection.

22 Thematic sessions on SAATM

The participants were provided with a comprehensive overview of the
sub-themes that are associated with this particular theme.

The sub-theme entitled “State of play of air transport in Africa: stakes and
challenges for quality connectivity at affordable prices for consumers’

The following experts led this session:

& Dr Emmanuel H. Yao Sogadiji, President of the Consumers League of
Togo (LCT);

@ Mr. Raphaél Kuuch, Director of Governmental, Legal and Industrial Affairs
at AFRAA;

& Ms. MAGNIM Medezi, Director of Air Transport at the Togolese Civil
Aviation Authority.
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This session provided an opportunity to
disseminate the findings of the study
conducted by the Consumers League of
Togo on air passenger rights in West
Africa in 2020.

The study identified several
shortcomings, including the exorbitant
cost of tickets, the absence of passenger
rights protection, the proliferation of
taxes, the lack of appeal procedures, the
opacity of the pricing system, the
inadequacy of infrastructure, and the
absence of harmonisation of regulations,

etc.
Dr Emmanuel H. Yao SOGADJI,
President of the Consumers League of Togo (LCT)

In the second presentation, Mr. Raphaél
Kuuch, AFRAA's Director of Governmen-
tal, Legal, and Industrial Affairs, outlined
the historical background of the
mechanism launched in Yamoussoukro
in 1988. He reviewed its current
implementation  status, highlighted
challenges, and explored future
prospects. Mr. Kuuch emphasized the
significant benefits of SAATM to the air
transport sector, including cost-sharing
for equipment, economies of scale,
improved connectivity, free movement of
people and goods, and lower ticket and
travel costs.

Mr Raphaél,
Director of Governmental, Legal and
Industrial Affairs at AFRAA
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This initiative (SAATM) from the African Union's Agenda 2063, has been signed by
26 countries, encompassing all ECOWAS member states. He also identified the
key challenges hindering the effective operation of the mechanism, including:

- The multiplicity of taxes ;

- Administrative restrictions;

- The quality of service provided to consumers;

- The lack of collaboration between companies;

- Visa restrictions and related formalities, etc.

Furthermore, he pointed out several concerns pertaining to consumer
awareness and the lack of responsiveness from consumers, as well as the issue
of lost luggage.
At the conclusion of this sub-theme, the participants made the following
recommendations:

- Institutionalize the participation of civil society, through the African
Consumers (0OAC), in SAATM meetings;

- Strengthen dialogue between consumer associations and governments;

- Increase consumer awareness about SAATM,;

- Foster the signing of agreements between African airlines.

Sub-theme:

“Consumer policy and the role of African consumer
organisations in the implementation of the AfCFTA”

The following experts led this session:

& Ms Teresa Moreira, Head of Competition and Consumer Policy at the
United Nations Trade and Development (UNCTAD),

& Madame Helene Laurent, Director general of Consumers international
(cn,

@ Mr. Yves Kenfack & Mse Anna Cipriano from UNCTAD ;

& Pr Akodah Ayewouadan, Fellow of the faculties of law of universities and
Professor at the University of Lomé;

& Mr. Souhail Benkadour, Responsible for the youth programme of the
Federation of Consumer Associations in Morocco.
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The discussions on this sub-theme revealed a lack of specific consumer

protection laws in most countries, as well as a lack of support for consumer
organisations from public authorities.

Pr Akodah AYEWOUADAN
Fellow of the faculties of law of
universities and Professor at the
University of Lomé

Mr Yves Kenfack Ms Anna Cipriano
CNUCED CNUCED
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Madame MAGNIM MEDEZI, M. Souhail BENKADOUR

Directrice des transports aériens responsable au programme jeune
de [Autorité de lAviation de la fédération nationale des
Civile du Togo. associations des consommateurs
du Maroc

As highlighted by Mr Yves Kenfack and Ms Anna Cipriano of UNCTAD, consumer
protection is a crucial element in achieving the Sustainable Development Goals
(SDGs) and fostering economic growth in countries. The Director of UNCTAD
expressed her intention to enhance collaboration with the OAC.

The UNCTAD experts also advised consumer associations to understand the
relevance and role of their mission, build human capacities by professionalising
their members, mobilise sustainable financial resources and increase their
participation in UN activities.

The experience of Burkina Faso and Morocco in funding consumer associations

from the state budget was a source of considerable insight for participants.
A number of speakers made valuable contributions to the presentations.
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The recommendations of this sub-theme were focused on the following points:

- Developing strategies for the mobilisation of resources.

- Implementing campaigns with the objective of lobbying governments to
subsidise consumer associations.

- Organising advocacy campaigns for the adoption of specific consumer
protection legislation.

- Enhancing inter-association collaboration through enhanced information
exchange.

- The harmonisation of consumer protection legislation.

3. 23. Thematic sessions on telecommunications

CThe participants engaged in discussions on the challenges of regulatory
strategies in the telecommunications sector, the quality of telecommunications
services, and the role and collaboration between consumer associations and
regulatory authorities.

Sub-theme 1 :
“Assessing the effectiveness of universal telecommunications

services and user satisfaction: regulatory approaches,
and analysis of the role and relationship of consumer associations
with other stakeholders”.

Mr. Dorian Staél GNIKI-GNIKI
Head of Consumer Relations, representative
of the French-speaking Network of
Telecommunications Regulation (FRATEL) and the
Electronic Communications and Postal
Regulatory Agency of Congo..
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Mr. N'datien Jean-Louis Coulybaly
from ARTCI of Cote d’Ivoire

Ms Lena Kanoute Seye
from CICODEV-Afrique of Senegal

Mr. Ernest Gbaguidi
President of BSSC of Benin

17




Mr Abel Serges OGANI
Head of Service Quality
at ARPCE - Congo.

This sub-theme was discussed by the following experts:

@ Mr. Romain Abile HOUEHOU, President of the Benin Consumer Defence
League and former member of the Benin telecoms regulatory council

@ Mr. Kadri Ouro-Agoro, Director of legal affairs and consumer protection
at ARCEP-TOGO;

@ Mr. Dorian Staél Gniki-gniki, Head of Consumer Relations, representative
of the French-speaking Network of Telecommunications Regulation (FRATEL)
and the Electronic Communications and Postal Regulatory Agency of Congo.

@ Mr. N'datien Jean-Louis Coulybaly, from ARTCI of Cote d'Ivoire ;

@ Mr. Ouadi Madih, President of the National Federation of Consumer
Associations (FNAC) of Morocco;

@ Ms Lena Kanoute Seye, from CICODEV-Afrique of Senegal ;

@ Mr. Ernest Gbaguidi, President of BSSC of Benin;

@ Mr. Abel Serges Ogani, Head of Service Quality at ARPCE - Congo.

The panel of experts elucidated the approaches to regulations, universal
services based on the experiences of individual countries or regulatory bodies.
The following aspects emerged from their presentations:
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1. Universal services

Universal service makes it possible to set tariffs that guarantee access to
services for all, or to encourage operators to set up relay infrastructure in
unprofitable areas to bring services closer to consumers isolated by their
geographical location or situation. This enables operators to fund services in less
profitable areas using profits from more profitable areas. This aspect was
extensively explained by President HOUEHOU of Benin, who was a former
member of his country's regulatory council. l de régulation dans son pays.

After setting out the guidelines and
lessons learned from the IUT, Mr. Abile
highlighted the value of universal
services through the establishment of
an agency in his country dedicated to
these services: the Benin Agency for
Electronic and Postal Communication
Universal Services (ABSU-CEP). He
believes that the ABSU-CEP was set up
to independently and impartially
manage the funds generated by the fees
Mr. Romain Abile HOUEHOU collected by ARCEP, which are

President of the Benin Consumer earmarked for the construction of
Defence League and former universal service infrastructure. The
member of the Benin telecoms primary objective is to guarantee

regulatory council transparent  transparente et and

efficient management of the funds, ensuring they are allocated to finance the
infrastructure required to expand telecommunications services in remote
areas and to circumvent the previous system, whereby the fees were
remitted to the Treasury without any assurance that they would be utilized
for the construction of universal service infrastructure.

He acknowledged the pivotal role of consumer associations in monitoring
universal service policies in Benin, ensuring financial transparency, the
efficacy of the funds used and the protection of consumers against abuses in
the telecommunications sector.
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In the operation of ARCEP, they act in an advisory capacity, ensuring that the
interests of users are taken into account in the regulation of the
telecommunications sector.

2. Technical regulations

Mr. Kadri Ouro-agoro, Director of legal affairs and consumer protection at
ARCEP-TOGO explained several aspects on which his organisation bases its
regulatory strategy.

Firstly, quality standards, which involve setting quality benchmarks to ensure a
reliable and efficient service. He highlighted that his organisation has made
several decisions that enabled it to conduct satisfaction surveys with consumer
organizations.

Mr. Kadri OURO-AGORO

Director of legal affairs and consumer
protection at ARCEP-TOGO

Furthermore, he emphasised that ARCEP Togo's regulatory strategy is centred
on user satisfaction, which they refer to as data-based regulation.
He highlighted that this regulatory strategy has the following key benefits:

- Modernising the way the regulator operates by setting up technological
platforms;

- Providing consumers with data on the state of the network, offers and
tariffs at national and community levels, coverage, QoS, etc.

20




The speaker stated that his company has entered into a partnership agreement
in 2019 with the three (03) consumer organisations with which they are
organising:

- National awareness-raising tours;

- Monitoring operators' activities: measuring the quality of experience /
crowdsourcing, participating in satisfaction surveys; monitoring complaints and
claims;

- Co-regulation.

Finally, Mr. Kadri Ouro-agoro, Director of Legal Affairs and Consumer Protection
at ARCEP-TOGO, stated that his institution is leading interconnection projects to
ensure interoperability between various networks. This initiative aims to
enhance accessibility, facilitate free roaming (which has already been agreed
upon with several West African countries), and provide portability, allowing
customers to retain their telephone number when switching operators.

3. Social regulation

- Digital inclusion: promoting initiatives to reduce the digital divide,
especially for vulnerable groups;

- Awareness raising: educating users about their rights and the services
available.

4. The involvement of consumer organisations in regulation

Mr. Ouadi Madih, President of the National Federation of Consumer Associations
(FNAC) of Morocco; Ms Lena Kanoute Seye, from CICODEV-Afrique of Senegal;
and Mr. Ernest Gbaguidi, President of BSSC of Benin, shared their experiences
and the work carried out by associations, including:

B Advocacy:
Consumer associations defend the rights of users in terms of access to services
and quality.

B Service evaluation:
They carry out studies and surveys to measure user satisfaction and identify
areas for improvement.
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B Mediation:
Acting as an intermediary between consumers and operators to resolve
disputes.

B Collaboration with regulators :
Participating in public consultations and working groups to influence regional
and national policies.

B Awareness-raising and education :
Informing consumers about their rights and responsibilities, the different
services available to them and how to use them effectively.

The discussions provided a valuable opportunity for participants to share
insights on the benefits of tax exemption for telecommunications and air
transport in Africa, as well as approaches to telecommunications regulation and
the relations between regulatory authorities and consumer associations.

The session made the following recommendations:

- Conducting consumer satisfaction surveys;

- Signing formal partnership contracts between regulators and consumer
organisations;

- Organising of consumer awareness campaigns;,

- Enhancing collaboration between consumer associations and
telecommunications regulators;

- Adopting targeted tax exemption policies for the telecommunications
and air transport sectors in Africa;

- Prevent excessive taxation that hinders investment in digital inclusion;

- Establish legislation to designate the final beneficiary of fines imposed on
operators due to consumer harm.

5. The theme of resource mobilisation
The members of the African Union of Consumers face challenges due to

inadequate mechanisms for financing their action plans, which is why this theme
was selected for discussion at the Forum.
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The sub-theme:
What strategies for mobilising resources to ensure sustainable

funding for consumer organisations, was discussed by the
following experts:

- Mr. Ouadi Madih, President of the National Federation of Consumer
Associations (FNAC) of Morocco;

- Mr. Mermans Babounga, Executive Secretary of the Congolese
Observatory for Consumer Rights of Congo-Brazzaville.

The session was moderated by Mr Kanouté, Executive Director of Cicodev-
Africa, and Mr Daouda, President of the UAC.

This session provided a key platform for sharing experiences. The participants
learned that consumer associations are able to mobilise resources, whether in
Morocco or in the Congo. In Morocco, subsidies for consumer associations have
been institutionalised, with a dedicated budget of approximately one million
dollars in 2024. Meanwhile, in the Congo, consumer associations finance their
activities through projects supported by technical and financial partners and by
offering services. For example, the Congolese Observatory partnered with a
local bank to conduct a customer satisfaction survey.

Mr. Ouadi Madih

President of the National Federation
of Consumer Associations (FNAC)
of Morocco
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Mr. Mermans Babounga
Executive Secretary of the Congolese
Observatory for Consumer Rights of
Congo-Brazzaville

Mr Ouadi Madih, President of the National Federation of Consumers
Associations (FNAC) in Morocco, and Mr Babounga, Executive Secretary of
the Congolese Observatory for Consumer Rights discussed strategies for
securing funding for their respective organisations. Whether in Morocco,
where consumer organisations receive financial support from the
government, or in the Congo, where they are supported by certain local
technical and financial partners, they have demonstrated effectiveness and
efficiency in their approach. Mr Kanoute, who co-moderated the session,
reminded participants of the need for rigorous management and an action
plan to facilitate access to funding. Mr Daouda, co-moderator of the
session, stressed the importance of consumer organisations having robust
and effective governance and

management structures in
place, with clearly defined
responsibilities, appropriate
management manuals and
tools (including a strategic
plan, an administrative and
financial procedures manual,
a resource mobilisation
strategy, etc.).
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lll.  Avisit to ARCEP Togo's technical centre

A guided tour of the ARCEP's call and network supervision departments was
provided for participants on the sidelines of the 2nd Lomé Forum
proceedings. The delegates welcomed this collaboration and the
establishment of a nerve centre for the monitoring of operators' networks by
the telecommunications regulator. This technical centre exemplifies the
value of data-based regulation.

IV. Mobilising young people

“The involvement and mobilisation of young people in consumer protection’
represents a key issue for the sustainability of consumer associations. The
participants acknowledged the potential for young people to act as pivotal
agents in mobilising consumers.

This topic was facilitated by:

@ Mr. Dieudonné Bright Fiaga, Head of Investigation and Research at the
Consumers League of Togo,

@ Ms. Dimitri Claverie Doukoua, Executive Director of the Ivorian
Consumer Association,

@ Mr. Daniel Dahien, Vice President of the Consumer League of Burkina
Faso,

@ Mr. Souhail Benkaddour, Youth Program Manager at FNAC Morocco.
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The panellists shared their experiences regarding the significance of young
people's involvement in the protection of consumer rights. Mobilising young
people to defend consumer rights is essential for a number of reasons,
including:

- Young people are often the first to adopt new technologies and
interact with digital markets. Raising their awareness of consumer rights
helps them to make informed choices,

- They can play a pivotal role in advocating for fairer policies. By
leveraging social networks and other digital platforms, they amplify their
voices and effectively influence decision-makers,

- Youth creativity may result in innovative solutions to raise awareness
and defend consumer rights, such as online tools or platforms.

The involvement of young people in defending consumer rights benefits
society as a whole. It protects their interests while strengthening democratic
processes and fostering a sense of social responsibility.

Mr. Dieudonné Bright FIAGA  Ms. Dimitri Claverie DOUKOUA
Head of Investigation and Executive Director of the

Research at the Consumers Ivorian Consumer Association
League of Togo.
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Mr. Daniel DAHIEN
Vice President of the
Consumer League
of Burkina Faso.

V. Election des menbres du nouveau Bureau

The newly elected President of the OAC,
Mr. Daouda ElHadj Adam, expressed
his gratitude to the OAC members for
renewing their confidence in him to
meet the various challenges linked to
institutional strengthening and the
mobilisation of the OAC’s resources. He
therefore requested the commitment of
all OAC members. In light of these
challenges, President expressed his
determination to pursue collaboration
and partnerships with all sectoral
regulatory authorities, governments
and sub-regional, regional and
international organisations.

Ms. NGO ISSI
épse MBOCK Rolande Adéle
Présidente du Mouvement National
des Consommateurs (MNC)
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In recognition of their commitment to continuing the fight for consumer
rights and in memory of the efforts made by their predecessors,
pioneers of the African consumer movement, the Forum presented the
children of the late Alphonse Issi from Cameroon and Dokoua Doukoue

from Cote d'lvoire with photographs to immortalise their legacy as a
model of inspiration. Prior to this presentation, a minute of silence was
observed in their memory as a tribute.

Certificates of merit were also awarded to several precursors of the
African consumer movement.

Certificates of merit were also awarded to several precursors of the African
consumer movement.

Certificates of appreciation were also presented to partners who assisted with
the organisation of the 2nd Forum, namely ARCEP Togo, ANAC Togo, ARCEP
Benin, ANRT Morocco, FRATEL, FAGACE, ARPCE Congo, Ecobank Togo, Togocom,
Moov Africa Togo and Moov Africa Tchad.
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Recongnition certificates presentation to parteners
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Recongnition Certificates presentation to parteners
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VI Resolutions from the second Forum

The discussions stemming from the presentations underscored the constraints,
inefficiencies, and challenges consumer associations face in addressing
consumer expectations.

These obstacles prompted participants to adopt six resolutions.

1- Resolution on the operationalisation of the Single African Air Transport
Market (SAATM)

Considering the numerous taxes, administrative restrictions, service quality
issues, limited cooperation between airlines, visa constraints, challenges in
implementing SAATM, and inadequate infrastructure, the Forum participants
expressed their support to the Yamoussoukro Declaration, which led to the
establishment of the Single African Air Transport Market (SAATM) in 2018.

In light of the above, the members of the AUC have committed to the following:

- Advocate for the institutionalisation of the participation of consumer
associations, through the AUC, in national, sub-regional and regional SAATM
meetings;

- To enhance the dialogue between consumer associations and the
government of each country on the operationalization of SAATM.

- Organise consumer awareness campaigns to promote and popularise
SAATM.

2- Resolution on the harmonisation of consumer protection policies in the
implementation of the AfCFTA

Given the absence of dedicated consumer protection legislation in most
countries and the slow pace of AfCFTA implementation, participants stressed the
importance of aligning consumer protection policies across countries, thereby
better aligning them with the requirements of the African Continental Free Trade
Area (AfCFTA).
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In this regard, participants committed to:

- Advocating for the inclusion of consumer associations through the AUC in
meetings on the implementation of the AfCFTA in various countries.

- Providing support to countries in different regional areas to develop
aligned texts and policies on consumer protection.

3- Resolution on the mobilisation and diversification of resources to fund
consumer organisations in Africa.

The development and operation of an association requires substantial resources.
Unfortunately, consumer associations in Africa lack sustainable funding
mechanisms to implement their action plans. While acknowledging the funding
models set up by governments and development support partners, the Forum
participants agreed to:

- Draw up strategic plans

- Develop resource mobilisation strategies.

- Advocate for the formal establishment of government subsidies for
consumer associations.

- Cultivate a culture of accountability with partners and members.

4- Resolution on mobilising youth and women in consumer associations

It is vital that young people and women are involved in the associative movement
if consumer associations are to remain sustainable. The participants recognised
their potential to act as key mobilisers of consumers.

To this end, the participants committed to:

- Encouraging the mobilisation of youth and women activists within consumer
associations.
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5- Resolution on strengthening collaboration between consumer
associations and regulatory authorities

The contribution of the Telecommunications Regulatory Agencies to this second
forum, with a view to the participation of several AUC members in the Lomé
meeting, demonstrated a genuine desire for collaboration between consumer
associations and the various Regulators. While acknowledging this collaboration,
the participants committed to:

- Strengthen collaboration between consumer associations and the
various regulatory authorities in the countries;

- Promote peer-to-peer collaboration to facilitate information sharing.

6- Revision of the AUC statutes and election of new Board Members

Following these resolutions, participants at the 2nd AUC Forum adopted seven
(07) deliberations:

1- Institutionalisation of the Pan-African Consumers Forum, to be organised
concurrently with the General Assembly of members.

2- Adoption of the statutes of the OAC/African Consumers.

3- Establishment of a Board of Directors.

4- Renaming of the AUC to AFRICAN CONSUMERS.

5- Consolidation of the revised statutes.

6- Preparation of a financial report for the first term of the AUC for
capitalisation purposes.

7- Development of African Consumer's steering tools (strategic plan,
communication plan and procedures manual).

The participants adopted three motions:

- Motion of thanks to the Togolese Government: for the warm welcome and
all the facilities provided to the Consumer Associations of Togo, members of the
AUC, as well as in recognition of the efforts made by the SAATM Champion in
accelerating the implementation of the SAATM initiative;

- Motion of thanks to the telecommunications regulatory authorities: for
their financial and technical contributions and for renewing their support for
future activities.
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- Motion of support for President El Hadj Daouda Adam, commending his
exemplary leadership.

CONCLUSION

The African Union of Consumers, now renamed African Consumers, warmly
acknowledges the successful organisation of this 2nd Pan-African Forum on
Consumer Protection and the significant resolutions it yielded.

The organisation expresses its profound gratitude to the Togolese authorities for
graciously hosting this 2nd Forum of consumer rights associations in Africa. It
reaffirms its commitment to supporting His Excellency Faure Gnassingbé,
Champion of the SAATM, in his endeavours to foster the integration of the SAATM,
and harness the benefits of the AfCFTA.

The Forum also extends its sincere appreciation to ARCEP Togo and all its
partners for their invaluable support and expresses its readiness to consolidate
this collaboration in order to diversify it.

Done at Lomé, 7 September 2024

The Forum Secretariat
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APPENDICES

1- SPEECHES DELIVERED AT THE OPENING CEREMONY

Speech by the Chairperson of the Organising Committee

“The Representative of the Ministry in charge of Air Transport,

The Representatives of the Institutions of the Republic,

The Representatives of the Diplomatic and Consular Corps accredited to Togo,
The Representatives of International Organizations,

Dear colleagues of the member organizations of the African Union of Consumers
(AUC),

The President of the AUC,

Distinguished guests,

The members of the media,

On behalf of the members of the Togolese Consumer Association (ATC) and the
Togolese Consumers League (LCT), it is my great pleasure to welcome you to the
2nd Pan-African Forum on Consumer Protection. Lomé, our vibrant and
welcoming capital city, is at your service throughout your stay, and | sincerely
hope it will be both enjoyable and memorable.

| would like to express my heartfelt gratitude to the member organisations of the
African Union of Consumers (AUC) for attending the meeting in Lomé in such
large numbers. Despite financial constraints, you have made it a priority to attend
this pivotal gathering of the African consumer movement here in Togo. | also
extend my sincere thanks to the Executive Committee of the AUC for selecting
our country as the venue for this important event.

Distinguished guests and esteemed participants, | would like to take this
opportunity to express my gratitude to the Togolese government and public
authorities on behalf of our two associations for the support and technical
assistance we have received throughout the preparations for this Forum.

Following the meeting in N'Djamena in July 2015, we are now in Lomé to address
new challenges for the benefit of consumers across the continent.
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It should be noted that the 2nd UAC Pan-African Forum is associated with the
Single African Air Transport Market (SAATM) and is themed: “Strengthen the goal
of ensuring user satisfaction in air transport and telecommunications services to
achieve better air and digital connectivity in Africa”.

The objective of the Forum is to re-engage UAC members in the process of
identifying effective strategies at the national and continental levels, with a view
to accelerating the implementation of the Single African Air Transport Market
(SAATM) and strengthening telecommunications regulation.

Specifically, it is about:

- Enhancing AUC members' understanding of the SAATM and
telecommunications regulation to better equip them to contribute to improved
air and digital connectivity across the continent;

- Discussing and identifying effective strategies to empower consumer
organisations to play a more significant role in regulating the
telecommunications and air transport sectors across the continent;

- Strengthening collaboration with governments, African sub-regional
and regional integration organisations, development partners, regulators and
the business community to advocate for consumer participation in the
formulation and monitoring of integration and development policies.

Before concluding, | would like to extend my heartfelt thanks to the local and
international experts who, despite their busy schedules during this holiday
period, have made themselves available to share their valuable expertise with
us.

As no endeavour is ever flawless, | kindly ask for your understanding regarding
any shortcomings you may have observed in the organisation of this meeting.

Thank you for your kind attention.”
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2- ADDRESS BY THE PRESIDENT OF THE AUC

“Your Excellency, Prof. Kossivi Hounake, Minister Delegate to the Minister of
Trade, Crafts, and Local Consumption, representing the Honourable Prime
Minister,

The Secretaries-General of Ministries,

The Representatives of Major Institutions,

The Representatives of Diplomatic Missions,

The Representatives of International Organisations,

Ms Helena Laurent, Director General of Consumers International,

Ms Teresa Moreira, Head of the Competition and Consumer Policies Branch at the
United Nations Conference on Trade and Development,

Mr Gniki-gniki Dorian, Representative of the Director General of the Posts and
Electronic Communications Regulatory Agency of Congo, and President of
FRATEL and ARTAC (Mr Louis Marc Sakala),

Mr Jean Louis Coulibaly, Representative of the Telecommunications Regulatory
Authority of Cote d'Ivoire,

Colonel Idrissou Abdou Ahabou, Director General of the National Civil Aviation
Agency of Togo,

The Partners of the 2nd Pan-African Forum on Consumer Protection,

The Members of the AUC Executive Committee,

Dear colleagues, Presidents and Secretaries-General of Consumer
Associations,

Distinguished Guests, Ladies and Gentlemen,

Following the 2015 Forum in Ndjaména, the African Union of Consumers (AUC) is
holding its second Forum in Lomé, the capital of the Republic of Togo. | would like
to begin by expressing my gratitude to the Government of the Republic of Togo for
its availability and multifaceted support in hosting this second forum in Lomé. The
attendance of the Honourable Minister Delegate for Trade at this ceremony is a
perfect illustration of the government's commitment to our cause.
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| would also like to express our sincere gratitude to all the participants and
panelists who accepted our invitation to attend this forum in Lomé.

As you are aware, our continent is facing a number of challenges, including
economic, climate and food crises, poverty, youth unemployment, social
inequalities and increasing political and security instability. These challenges
have a common denominator: consumers. Consumers are often affected by all
the decisions taken, but their role and contribution to meeting these challenges
are not always properly understood.

Indeed, under the auspices of the African Union, the continent has made
significant strides, as evidenced by the robust, unified commitments to regional
integration and addressing consumer concerns. The Single African Air
Transport Market (SAATM), established in 2018, is a flagship project of the AU's
Agenda 2063. It is regarded as a vital logistical infrastructure and a key enabler
of the AfCFTA's smooth running. It is complemented by the Protocol on the Free
Movement of Persons and Goods and the African Passport. To facilitate and
guarantee the continuity of electronic communications for consumers as they
move around the African region, several states have championed roaming.
However, connectivity challenges persist in the transport and electronic
communications sectors.

The rationale behind the choice of theme for this second forum is therefore
legitimate: “Strengthen the goal of ensuring user satisfaction in
telecommunications and air transport services to achieve better air and digital
connectivity in Africa”.

Distinguished guests,

Ladies and Gentlemen,

The overarching objective of this forum is to remolise UAC members in order to
identify effective strategies at the national and continental levels with a view to
accelerating the implementation of the Single African Air Transport Market
(SAATM) and strengthening the regulation of electronic communications in
Africa.
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The three-day event will focus on the following specific point:

® Enhancing AUC members' understanding of the SAATM and
telecommunications regulation to better equip them to contribute to improved air
and digital connectivity across the continent;

® Discussing and identifying effective strategies to empower consumer
organisations to play a more significant role in regulating the telecommunications
and air transport sectors across the continent;

@ Strengthening collaboration with governments, African sub-regional and
regional integration organisations, development partners, regulators and the
business community to advocate for consumer participation in the formulation
and monitoring of integration and development policies;

@ Building the capacities of consumer organisation leaders, equipping
them with the tools to drive positive change in policies that impact the quality of
life of today's and tomorrow's consumers.

® Strengthening solidarity and networking among consumer organisations
within the AUC.

@ Renewing the governance and coordination bodies of the AUC.

Jl hope that we will be able to leverage these exchanges in a responsible manner
to meet consumer needs and enhance air and digital connectivity in Africa.

Distinguished guests,
Ladies and gentlemen,

As | conclude, | would like to express my satisfaction with the successful
completion of this preparatory process and thank the Organising Committee for
their dedication. This achievement was made possible through our willingness to
work in collaboration targeted by this Forum, particularly the electronic
communications regulatory authorities. | commend the telecommunications
regulators of Congo, Burkina Faso, Cote d'lvoire, Morocco, and Togo for their
commitment to supporting the AUC and its members. | also acknowledge the
valuable contributions of all other partners who made this meeting in Lomé
possible.

39




Please find here the expression of our gratitude and our willingness to continue
this partnership with the UAC from this forum.

Long live the 2nd Lomé Forum
Long live cooperation between regulators and the UAC
Long live the UAC

Thank you very much.
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3- DRAFT SPEECH BY THE GOVERNMENT REPRESENTATIVE AT THE
OPENING CEREMONY OF THE 2ND PAN-AFRICAN FORUM ON CONSUMER
PROTECTION OF THE AFRICAN UNION OF CONSUMERS (AUC) IN LOME ON 5, 6
AND 7 SEPTEMBER 2024 AT SARAKAWA HOTEL

The representatives of Ministerial Departments,

The representatives of the institutions of the Republic,

The representatives of the Diplomatic and Consular corps,
The representatives of international organisations,

The members of the African Union of Consumers (AUC),
The President of the AUC,

Distinguished guests,

Ladies and Gentlemen

On behalf of the Togolese government, | would like to extend a warm welcome to
all of you who have travelled to Lomé to participate in the 2nd Pan-African Forum
on Consumer Protection. This demonstrates the importance you attach to
consumer issues in your countries and on the continent.

The Togolese authorities are delighted that our country was chosen to host this
event and hope that your stay will be most pleasant. We are confident that this
meeting will produce recommendations and resolutions that will contribute to
improving the interests and rights of African consumers.

The Lomé meeting is focused on the Single African Air Transport Market (SAATM)
and its theme is: “Strengthening the goal of ensuring user satisfaction of air
transport and telecommunications services to achieve better air and digital
connectivity in Africa.”

Dear participants in the 2nd Pan-African Forum on Consumer Protection, by
placing the Lomé meeting under the Single African Air Transport Market (SAATM),
for which His Excellency President Faure Essozimna Gnassingbé is the champion,
you have sufficiently confirmed that this great continental project is the
responsibility of all Africans.
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Before | proceed, let me remind you that the Single African Air Transport Market
(SAATM) is a flagship project of the African Union's Agenda 2063, an initiative of
the African Union aimed at creating a single unified air transport market in Africa
and boosting economic integration.

During the commemoration of the fiftieth anniversary of the 0AU/AU in 2013, the
leaders of the continent expressed a desire to give a new and more ambitious
impetus to the continent's development and socio-economic integration program
through various projects. Among these are the creation of a single African air
transport market and the adoption of an African passport. SAATM aspires to
many benefits, including: increasing GDP by 1.3 billion dollars, creating thousands
of jobs, improving connectivity, opening up new trade routes, free movement of
persons and goods, significantly reducing flight times and ticket prices, etc.

The idea of liberalising air transport in Africa was birthed in 1988 with the adoption
of the Yamoussoukro Declaration, followed ten years later by the Yamoussoukro
Decision (1999). Annex 6 to the Yamoussoukro Decision deals with the regulation
on the protection of consumers of African air transport services. It also proposes
safety and security standards, fair competition mechanisms, dispute resolution,
and better consumer protection.

The Declaration establishing a Single African Air Transport Market (SAATM) was
made at the 24th Ordinary Session of the Assembly of Heads of State and
Government of the African Union on 30 and 31 January 2015 in Addis Ababa.

Following this declaration, eleven (11) African Union member States declared
their solemn commitment to create the Single Market by 2017. To date, the
number of States that have declared their commitment has risen to 27 African
states, including Togo, which signed its commitment on 15 February 2017.
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Under the leadership of His Excellency Faure Essozimna Gnassingbé, Champion
of SAATM designated by his peers, several important meetings for the launch
and implementation of SAATM have been organised in both Addis Ababa and
Lomé.

Ladies and gentlemen, dear participants, as you know, the air transport industry
plays a leading role in global economic activity and remains one of the
fastest-growing sectors of the global economy. Maintaining the vitality of civil
aviation largely depends on the achievement, at the global, regional, and national
levels, of conditions that offer all guarantees of safety, security, and efficiency
and that respect the environment.

There are both public and private air transports. Public air transport covers all
air transport activities of passengers, mail, or freight, from a point of origin to a
point of destination, carried out for remuneration. In Togo, carrying out a public
air transport activity requires two authorizations:

An air carrier approval, issued by decree of the Minister in charge of Civil
Aviation (published in the Official Gazette of the Togolese Republic) subject to
compliance with the provisions of Regulation No. 06/2002/CM/WAEMU and the
Civil Aviation Code.

An air operating permit, issued by the National Civil Aviation Agency
(ANAC-TOGO) in accordance with RC OPS], subject to the technical guarantees
presented by the operator.

In Togo, the National Civil Aviation Agency (ANACA) as the civil aviation authority
plays the crucial role of ensuring the safety and security of civil aviation while
promoting the development of air transport. This involves providing the
information that professionals, operators, and service providers in civil aviation
need to guide and conduct their activities safely and securely. In addition,
passengers and the general public, the ultimate beneficiaries of air transport
activities, may need information on both the air transport market and their rights
or the provisions applicable to the services they receive.
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According to Agenda 2063, one of the flagship projects of the African Union (AU)
is the African Continental Free Trade Area (AfCFTA). It provides a strategic
framework developed by members to achieve its goal of sustainable and
inclusive development. Its goal is to create an integrated market for trade in
goods and services, as well as for the free movement of persons and capital.
Ladies and gentlemen, the hopes we place in the Single African Air Transport
Market will be consolidated in the future with the implementation of the African
Continental Free Trade Area (AfCFTA).

With this in mind, Togo has developed an implementation strategy in 2019 aimed
at promoting exports to the African market, industrial development, and job
creation. This national strategy also sheds light on the challenges of Togo's
participation in regional integration efforts and is based on an assessment of
Togo's trade performance and its participation in intra-African trade. It also
identifies the sectors of goods and services that have comparative advantages
for diversification as well as the development of priority value chains.

With reference to the theme of the Forum, we note that you have highlighted
telecommunications for better air and digital connectivity in Africa.

In Togo, the telecommunications sector has generally maintained its growth. The
telephone penetration rate (fixed-line and mobile) increased from 67.11% to
70.37%, an increase of 3 percentages, and the broadband penetration rate (>256
Kbps) increased from 3.8% to 7.1%, of which less than 1% is fixed-line.

Most of this growth continues to be driven by the mobile segment, which has
experienced consistent annual expansion since 2011. This growth is largely fueled
by prepaid subscriptions, accounting for nearly 99.5% of all subscribers, with an
average annual increase of 14.5%. The vibrancy of Togo's telecommunications
sector is highlighted by the significant revenue growth within the mobile
segment.

In terms of prospects, the main projections represent future demands that will
be expressed for different types of services (voice, data, and messaging
services).

The outlook for the coming years in terms of the number of subscribers reflects
a future demand that should normally be met, taking into account the increase in
capacity available on mobile networks. This should lead to an increase in the
volume of global outgoing traffic for GSM mobiles as well as the volume of SMS
exchanged. 44




The demand for mobile data services is increasing over time, reflecting the need
for data consumption, which will lead to an increase in the volume of this data.

The demand for mobile data services is increasing over time, reflecting the need
for data consumption, which will lead to an increase in the volume of this data.

The pragmatic vision of the highest authorities of the country has made the
telecommunications sector one of the priorities among many others through
several resilient projects. We have, for example:

The national biometric identification project called “e-ID Togo”, the objective of
which is to assign a unique identification number (UIN) to every natural person
of Togolese nationality or resident in Togo based on their demographic and
biometric data. This data, as well as the UINs, will make it possible to set up a
central, secure, and reliable database that will serve as a reference for verifying
the identity of beneficiaries of public, private, or social services. This system,
inspired by the Aadhaar identification model in India, will give every Togolese
resident a unique proof of identity regardless of their origin or place of
residence.

The Digital Development of the Territory (ANT) aims to design and
implement a strategy for access to “High and Very High-Speed Broadband” and
to develop a Digital Development Master Plan for the territory (SDAN), including
accompanying regulatory, institutional, and organisational measures.

The E-government project, which consists of deploying a fibre optic network
connecting government buildings, hospitals, and universities to enable them to
access very high-speed Internet to facilitate the fulfilment of their missions.
The Digital Work Environment (ENT) project, which consists of deploying
information and communication technology (ICT) tools in schools to adapt
training to the country's economic and social needs.

To support what we say about the strong performance of the telecoms sector,
let us share these key figures:

The penetration rate of fixed-line and mobile internet in Togo (first quarter of
2024) is 67.65%

The mobile phone penetration rate (first quarter of 2024) is 86.95%

The turnover generated in 2022 was 349.54 million euros

208 administrative procedures are accessible to date on www.service-public.tg.

45




In order to protect the population and consumers, the Government has
introduced a series of legislative and regulatory measures, including:

The law on electronic communications

The law on Telecommunications

Decree No. 2022-040 / PMRT adopting the cybersecurity rules in the
Togolese Republic

Law No. 2018-026 on Cybersecurity and the fight against Cybercrime

Ladies and gentlemen, dear participants, the development of any nation depends
on peace, and Togo, our country, has always been committed to stability and
dialogue. It is in this spirit that the ministries and state structures linked to
consumption have always worked together with consumer associations, on the
instructions of the Head of State. In terms of the right to representation,
consumer and user protection organisations in the country are present in
dialogue frameworks, interministerial commissions, boards of directors,
technical committees, etc.

This sufficiently demonstrates Togo's respect for one of the United Nations
Guidelines for Consumer Protection (UNGP-CP) regarding the RIGHT TO
REPRESENTATION.

As | conclude, | would like the Lomé meeting to be a new beginning in
consolidating relations and collaboration between governments and consumer
organisations in their countries.

On this note, | wish you a successful meeting and declare open the 2nd
Pan-African Forum on Consumer Protection.

Thank you”
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4- MESSAGE FROM THE DIRECTOR GENERAL OF CONSUMERS
INTERNATIONAL AT THE OPENING CEREMONY

Honourable Minister, distinguished guests, my name is Helena Laurent, and | am
the Director General of Consumers International. It is a great pleasure to send
you a brief message today. Due to technical difficulties, | am unable to participate
in the Zoom meeting and | would have loved to be there in person.

It is a pleasure to join you from Geneva, Switzerland today, and | wish you all the
best for this meeting.

Very briefly, first of all, as you know, Consumers International (CI) is an
international organization. We are an organisation that brings together many
consumer associations and we have united more than 200 large organisations in
over 100 countries worldwide. All these organisations protect and defend
consumers, and | know that many of them are here today. So, our best wishes to
them and their representatives for the important work they do.

We had over 600 participants at our World Congress last year in December in
Kenya. It was an incredible opportunity to bring together leaders from our
partners, governments, and other civil society groups and to focus the
conversation on the evolving needs and rights of consumers in Africa and around
the world, in a global conversation. It was a pleasure to hear the common
interests, the recognition of the importance of this discussion, the willingness and
desire to work together. Since then, we have intensified our work on the
continent.

Firstly, in our work on food prices, ensuring that consumers have access to
healthy, sustainable, and affordable food in a system that must protect the rights
not only of consumers but also, of course, those of farmers.

Secondly, we have examined digital finance within our network of 65 members,

focusing on how to ensure that the most vulnerable consumers are protected as
digital public infrastructure is built around the world.
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These are crucial topics. And here today, you will be focusing on
telecommunications and the transport system, air transport, which are two
crucial topics for the future of our economies and which must be put in place in a
way that consumers can have faith in. Our observation is that, together, we must
always solve a number of problems, not only of infrastructure and access, to
ensure that people can benefit from greater connectivity, but also on their
journey as consumers.

So, when they have access, that these services can be trusted, that they know
how their data is used, that they can trust it and not have to worry about their
rights being respected, that they do not have to flee or circumvent taxes that
burden tickets, and that transparency is truly at the forefront of the relationship
between consumer and market.

| am very convinced that if we can work together, we can develop a new type of
economy, a new type of market that benefits from technology and allows us to
better face our climate challenges together. And these are perhaps the questions
of our time. It is in meetings such as the Pan-African Forum.

| wish you all the best in your conversations today. | look forward to the results
and to supporting them in our global network and in all that we do at Consumers
International.

Once again, my best wishes and | look forward to communicating and working
with you. All the best for your important work. Thank you”.
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Speech by Theresa from UNCTAD
The President of the African Union of Consumers,

The Director of the Pan-African Institute for Citizenship, Consumers and
Development, The Director General of Electronic Communications and Posts
Regulatory Authority of Togo, The Director General of Consumers International,
Distinguished representatives of Consumer Associations of the African Union,
Dear participants, Distinguished guests,
It is an honour for me to address you on behalf of UNCTAD at this second
Pan-African Forum on Consumer Protection. | would like to express my gratitude
to the African Union of Consumers for inviting UNCTAD to participate in this
important event.

| would also like to express our thanks and appreciation to the Republic of Togo
for hosting this event. The objective of this forum is to remobilise members of the
African Union of Consumers to identify effective strategies at the national and
continental levels to contribute to the acceleration of the effective
implementation of the Single African Air Transport Market and to strengthen
telecommunications regulation in Africa. First of all, | congratulate the organisers
for choosing a very important topic for consumer protection: two categories of
services subject to sectoral regulation.

Electronic communications and air transport now play a decisive role in
consumer and business access and connectivity and are of crucial importance.
The 2030 Agenda sets out 17 Sustainable Development Goals to address
common challenges based on the three dimensions of sustainable development:
environmental, social, and economic. The 2030 Agenda articulates action around
five pillars: planet, people, prosperity, peace, and partnership.
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Lfive pillars: planet, people, prosperity, peace, and partnership.

The goal 9, build resilient infrastructure to promote inclusive and sustainable
industrialisation and foster innovation, covers access to information and
communication technologies, setting the goal of significantly increasing access
to information and communication technologies and ensuring that all
inhabitants of the least developed countries have access to the internet at an
affordable cost. Also, Goal 11, make cities and human settlements inclusive, safe,
resilient, and sustainable, covers transport and mobility, which are, of course, at
the heart of sustainable development. Sustainable transport systems can foster
economic growth and improve well-being.

The United Nations Guidelines for Consumer Protection, revised in 2015, also pay
particular attention to public services, some of which are entitled essential
public services. But | would especially like to emphasize that the
recommendations of the United Nations Guidelines focus on some very
important points from the consumer’'s point of view, including access, that is,
availability, accessibility, and use, quality, information, education, and protection
of vulnerable and disadvantaged consumers. | believe these points are also
extremely important in the context of electronic communications and air
transport.

Moreover, consumer protection and economic regulation share common
values: the proper functioning of markets and the pursuit of public interests
related to the sector subject to sectoral regulation. For example, the
accessibility and safety of the provision of these public services. Today,
consumer protection for services subject to sectoral regulation is assigned to
sectoral regulatory authorities.

This competence covers, in particular, the preparation and development of tools
for information and comparison of prices and terms of service, the capacity to
receive and respond to consumer complaints and requests for information, the
identification of potential infringements committed by companies in the sector
and the sanctioning of these practices if they are abusive and unfair, and also the
participation of consumer representatives through the intermediary of
consumer associations in advisory bodies, as well as intervention in the
framework of alternative dispute resolution systems, including through

mediation.
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Furthermore, the weight of sectors subject to sectoral regulation in consumer
disputes is of significant consequence, particularly in the context of electronic
communications. This is due to the fact that, in many countries across the globe,
electronic communications represent the initial sector to which consumers
direct their complaints and queries. That being said, the objective of this forum is
particularly building of the capacities of consumer organisation leaders and
collaboration with governments, African sub-regional and regional integration
organizations, development partners, sectoral regulators, and the business
community, is very relevant and up-to-date.

Excellencies, Ladies and Gentlemen, dear Participants, during the last World
Congress organised by Consumers International in November 2023, the
Secretary-General of UNCTAD, Ms. Rebbeca Greenspan, told participants that,
and | quote, “prioritising and strengthening consumer protection is essential to
put the Sustainable Development Goals on track.” With only 17% of the targets on
track today, it is essential to harness the power of markets, particularly with
regard to Sustainable Development Goal 12 on responsible consumption and
production.

Ms. Greenspan also stated that “consumer protection is not just a policy or
regulation, it is the armour that protects us from harm, deception, or fraud. It is
the foundation on which trust is built, and it is trust that ultimately fuels the
engines of progress and multilateralism.” Consumer protection not only
guarantees the rights, safety, and interests of individuals but also plays a central
role in promoting responsible consumption and production, thus contributing
significantly to this other Sustainable Development Goal 12 that | mentioned.
However, the UNCTAD world consumer protection scorecard shows that only 32
out of 107 countries have adopted consumer protection laws to date, highlighting
the importance of this forum for taking into account consumer protection in
building an inclusive African market that guarantees prosperity while
preserving the interests of consumers.

Indeed, consumer protection law and policy must be instruments of economic
development that take into account, on the one hand, the national specificities of
each country and, on the other hand, the regional and international context.
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Ladies and gentlemen, it is only logical that UNCTAD is associated with this
event in promoting the effective implementation of consumer protection
legislation at the continental level in Africa. As a body of the United Nations
General Assembly, UNCTAD represents the main organ of the United Nations
system for integrated treatment of trade and development.

Established in 1964, the United Nations Conference on Trade and Development
(UNCTAD) underwent a renaming in May 2024 as part of a
strategic redeployment targeting developing countries. Its objective is to
integrate these countries into the global economy in a manner that fosters their
growth and sustainable development. With regard to consumer protection, our
mandate is derived from Resolution 70/186, adopted on 22 December 2015 by the
United Nations General Assembly. This resolution encompasses the revised text
of the United Nations Guidelines for Consumer Protection and establishes the
Intergovernmental Group of Experts on Consumer Protection Law and Policy,
the international institutional mechanism responsible for the application of
these principles.

The United Nations Guidelines, although not legally binding, represent a
consensus of the international community on the relevance of best practices in
consumer protection. They form the basis of UNCTAD's work in this area. And
we organise intergovernmental meetings, particularly the annual meeting of the
Intergovernmental Group of Experts on Consumer Protection Law and Policy.

The last session of this group was held this year in Geneva on 1 July 2024.
Among the topics discussed during this meeting, the strengthening of the
consumer movement and how to facilitate the establishment of independent
consumer groups, was the subject of fruitful exchanges with experts. My
colleagues will share the results of these discussions with you a little later
today.
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Furthermore, UNCTAD is engaged in the preparation of research on a range of
issues pertaining to consumer protection. We assist developing countries and
regional groups that are interested in establishing consumer protection
legislation and regulations, with the objective of building their capacity to
implement these measures in an effective manner and to promote healthy and
sustainable consumption. We facilitate the strengthening of international
cooperation in this area, and finally, we examine the consumer protection policy
of developing countries with a view to identifying potential avenues for
improvement in its implementation.

Since the establishment of this mechanism, the following developing countries
have been reviewed: Morocco, Indonesia, Chile, Peru, Thailand, and Gabon. As you
know, a significant part of our technical assistance program is oriented towards
Africa. This year, in collaboration with Portuguese-speaking countries, we
organised a training seminar in Cape Verde for African nations such as Angola,
Cape Verde, Guinea-Bissau, Mozambique, Sdo Tomé and Principe, as well as
Timor-Leste. Additionally, we are planning a regional webinar this autumn.
Moreover, we have always cooperated with African regional groups such as
CEMAC, AMU, ECOWAS, COMESA, SADC, to promote consumer protection within
the member states of these organisations. And we are always available to
support the capacity-building needs of all our member countries. Although
UNCTAD's cooperation with the African Union of Consumers on this issue is
recent, our presence at this forum marks our willingness to strengthen it.

| wish you fruitful deliberations and thank you for your kind attention.
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5- MEDIA COVERAGE

Please find links to the forum's online press coverage below :

Inaugural Conference
1. https://globalactu.com/2024/08/05/lunion-africaine-des-consom-

mateurs-tient-son-2e-forum-panafricain-en-septembre-a-lome/
2. https://togopresse.tg/le-togo-abritera-la-2e-edition-du-fo-
rum-panafricain-des-consommateurs-du-5-au-7-septembre-2024/

3. https://cio-mag.com/transport-aerien-et-telecommunica-
tions-un-forum-panafricain-annonce-a-lome//
4, https://togoscoop.tg/transport-aerien-et-telecommunica-

tion-le-gotha-des-consommateurs-africains-se-donne-rendez-vous-a-lome/
5. https://youtu.be/ZUvxHCYZ3d8?si=TWTANZZiCipiYRrG

6. https://www.financialafrik.com/%C3%A9v%C3%A8nement/lome-fo-
rum-panafricain-des-consommateurs-de-lunion-africaine-des-consommateu
rs-uac/

7. https://wwwyoutube.com/watch?v=ZUvxHCYZ3d8

8. https://www.togofirst.com/fr/social/0608-14559-le-togo-ac-
cueille-le-2e-forum-panafricain-de-protection-des-consommateurs

9. https://togotopnews.tg/2024/08/06/le-deuxieme-forum-panafri-
cain-des-consommateurs-pour-une-meilleure-connectivite-aerienne-en-afri
que/

10. https://globalactu.com/2024/08/05/lunion-africaine-des-consom-
mateurs-tient-son-2e-forum-panafricain-en-septembre-a-lome/

1. https://www.lechiquier.info/lome-accueille-le-2e-forum-pa-
nafricain-sur-la-protection-des-consommateurs

12. https://full-news.tg/lome-lattente-forum-panafricain-consommateurs/
13. https://togobreakingnews.info/forum-sur-la-protec-
tion-des-consommateurs/

14. https://www.republicoftogo.com/toutes-les-rubriques/socie-

te/les-consommateurs-auront-la-parole
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6- OFFICIAL LAUNCH
1. https://youtu.be/0yxR_1RcF507?si=v6ufmjZqlxlyZGOEhttps://you-
tu.be/OyxR_IRcF50?si=v6ufmjZqlxlyZGOE

2. https://letabloid.tg/transports-et-telecommunica-
tions-lafrique-de-la-defense-des-consommateurs-en-reflexion-a-lome/
3. https://full-news.tg/transport-aerien-telecommunica-

tions-droits-consommateurs-coeur-dun-forum-a-lome/

4, https://globalactu.com/2024/09/05/togo-luac-de-
bat-de-lafrique-le-continent-de-tous-les-problemes/

5. https://togoscoop.tg/a-lome-luac-veut-jeter-les-bases-de-sa-
tisfaction-des-utilisateurs-des-services-des-telecommunications-et-du-trans
port-aerien/

6. https://cicodev.org/2-eme-forum-panafricain-sur-la-protec-
tion-des-consommateurs-au-togo/

7. https://www.facebook.com/Togocom.tg/videos/re-
tour-en-vid%C3%A90-sur-le-forum-panafricain-des-consommateurs-avec-tog
ocom-pendant-/927473935854373/

8. https://togobreakingnews.info/forum-panafricain-des-consomma-
teurs-lome/

9. https://innovafrical.com/2024/09/06/le-2-eme-forum-panafri-
cain-sur-la-protection-des-consommateurs-bat-son-plein-a-lome/

10. https://togotopnews.tg/2024/09/10/2eme-forum-panafri-
cain-de-protection-des-consommateurs-six-resolutions-approuvees/

1. https://togoscoop.tg/2eme-forum-panafricain-sur-la-protec-
tion-des-consommateurs-un-certificat-de-reconnaissance-decerne-a-togoco
m/

12. https://gapola.tg/togo-la-2eme-edition-du-forum-panafri-
cain-des-consommateurs-ouverte-a-lome/

13. http://news.alome.com/p/108674.html

14. https://cio-mag.com/2e-forum-panafricain-sur-la-protec-
tion-des-consommateurs-larcep-reaffirme-son-engagement-aux-cotes-des-
consommateurs/

15. https://togoscoop.tg/2eme-forum-panafricain-sur-la-protec-
tion-des-consommateurs-a-lome-daouda-adam-rempile-a-la-tete-de-loac/
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6. https://www.lacinquieme.tg/togo-2e-forum-panafri-
cain-de-la-protection-des-consommateurs/
17. https://wwwyoutube.com/watch?v=ErmUeéPsX4Q

1- CLOSING CEREMONY

1. https://letabloid.tg/luac-change-de-denomination-et-daouda-el-
hadj-adam-reconduit/

2. https://linterview.tg/2024/09/08/lunion-africaine-des-consom-
mateurs-change-de-nom-daouda-el-hadj-adam-remplile/

3. https://cio-mag.com/2e-forum-panafricain-sur-la-protec-
tion-des-consommateurs-larcep-reaffirme-son-engagement-aux-cotes-des-c
onsommateurs/

4, https://innovafrical.com/2024/09/06/le-2-eme-forum-panafri-
cain-sur-la-protection-des-consommateurs-bat-son-plein-a-lome/

5. https://togoscoop.tg/togo-the-2nd-pan-african-forum-on-consu-
mer-protection-in-lome-daouda-adam-returns-to-the-helm-of-the-oac/

56




8- BELOW ARE SOME MESSAGES OF CONGRATULATIONS ON THE
ORGANISATION OF THE FORUM.

N° Congratulatory Messages Names

1 Kudos to all our brothers and sisters in the fight for consumer
protection. My heartfelt congratulations once again to the entire
Organising Committee for a job well done. I would like to
reiterate my appreciation for the role played by the Board.
Thank you very much. Thank you also for the Certificate of

Merit. For my part, I hope to do my best to ensure the success of XAVERINE
this worthy cause of consumer protection in Africa and beyond.
Best regards!
2 The Guinean Association for the Defence of Digital Technology
U AGUIDUTEN) extends it tulations to th
sers (@, ) extends its warm congratulations to the BAH : Guinea

organisers, the host countries, and particularly to the UAC for
this initiative. It was successful.

[ would like to extend my sincerest congratulations. This
conference is a testament to the remarkable achievements of
consumer associations across the African continent.

We have witnessed exemplary leadership that has demonstrated
an unparalleled ability to unite, address challenges, and chart a JAYEN; Mauritius
path forward. It is unfortunate that I am unable to be present with
you on this momentous occasion.

The organisers of this conference, from start to finish, deserve
our warmest greetings and congratulations.

ADEC/Senegal extends its warmest congratulations to the
initiators of the 2nd Pan-African Consumer Forum and to

colleagues and officials in Togo on this great success. MAGUETTE ;

Senegal
Hats off to President Daouda!

5 Congratulations to all for the success of this second Forum. The | TTANA RABARISON
same goes to the new Board members and the new OAC.
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Congratulations on a great second consumer protection forum in
Togo.

Well done to the new team of the BD and the OAC.

XAVERINE 2

Congratulations to President Daouda and the organising team for
the 2nd Pan-African Forum. It was difficult for us to travel to
Togo.

The Democratic Republic of Congo was unable to make its voice
heard.

Congolese consumers followed this forum on Zoom thanks to us.

Eric MUTSCUKA

Dear colleagues and participants in the 2nd consumer protection
forum held in Lomé, Togo, my congratulations to the organisers
on the success of the event. My greetings to Daouda Elhadj for
his leadership, to my friends Daniel, Koffi Kanouté, Romain, the
CEO of CI, the Togolese Dr Zondogovil, and I'm sure I'm
forgetting too many! I know you've missed us. But my country
has its realities, and that's a shame. I look forward to the 3rd
forum with Ascoma and Redecoma. Have a good night! Badou

BADU ; Mali

Hello my dear brother and colleague BADOU. We are happy to
read you and are aware of the current geopolitical realities in our
region. Lomé was a success thanks to the self-sacrifice of our
colleagues in Togo, our local partners and the umbrella provided
by Daouda through our AUC. The African consumer movement
is on its way to affirmation and development. There is still a
great deal of work to be done, and the professionalism of the
players involved must be a central pillar if we are to meet the
challenges facing us today and in the near future. Rearming the
movement through the commitment of our young people and
accelerating our capacity-building are the only ways to give
ourselves hope in a world threatened by artificial intelligence,
which is already here. Our future goods and services, for which
we demand quality and affordability, will be recovered and
managed by artificial intelligence. The time to start the new
battle is now, and with unparalleled speed. Otherwise Africa will
be a toy in the hands of the great powers. Long live the AUC and
courage to its leaders. Thank you my dear brother BADOU. Our
greetings to my mother Salimata and to the other members of
your organisations.

Romain.

ABILE ROMAIN;
BENIN
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10

Hello colleagues

Just to let you know that the Ivorian delegation has arrived safely
in Abidjan.

Thank you again to everyone.

Special thanks to the organising committee for all the efforts
made to make our stay as pleasant as possible.

KOFFI ; CI

11

Hello Gagalo,

Thanks for thinking of me. I couldn't make the trip, but there's
Zoom.

Thanks and congrats on the event. It's a credit to you,
Emmanuel, and Daouda.

NOURI ; Niger

12

Frankly, my impression is that Togo has succeeded completely
in organising the 2nd Forum, although imperfections are
naturally nipping at our heels. Well done to the Togolese
organisers.

On the other hand, the Executive Committee, under the
leadership of President Daouda, has succeeded in developing
topics that meet the priority needs of the African consumer.
Congratulations to all.

Let's keep going. We're capable. Let's just go for it!

Yves AKA

13

Congratulations to all the organizers. Thank you President
Daouda and the whole team. Thank you colleagues for
bestowing me with a new role as Board member. I commit to
work and support the African movement. Yes we can do it. At
the moment I am attending ISO GA as Chair of my NSB SAZ. I
look forward to a few take always to enhance our work as we
protect consumers.

Rose MPUTU

14

Congratulations to the 2nd PAN Consumer Forum 2024 teams
and consumer family. It's a success within our means.

These were small steps to great, strong and resilient consumer
movement. Bravo 2 you and 2 us all

+256 751 50244112
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About

The African Consumer Organization, abbreviated “OAC” previously (UAC),
is a non-profit continental non-governmental organization which brings
together national and independent consumer organizations in Africa. It
currently has 45 consumer organizations from 35 African countries.
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Contact:

505, avenue Garouang Djambal Bahr district
2nd district
BP : 1385, Ndjamena Tchad
Phone: : +23566205134
Email: info@africaconsumers.org
www.africaconsumers.org




