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CHAPTER III
The Authority's strategy and the programming
activities
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Introduction
In the last two years, the Authority has pursued the upgrading and improvement of the processes for the
assessment of the regulatory activity, as shown by several initiatives including an improved application of
prior and post verification of the regulations (AIR and VIR) pursuant to new organizational provisions and
the launch of a programme for the evaluation and reduction of reporting obligations (MOA).
The first of these initiatives to improve the quality of the rules involved, for the first time in 2014, the
integration of the strategic planning in the Annual Report to Parliament. The clarification of the hierarchy of
objectives, which is divided into medium-term strategic lines of action, together with - at operational level specific short-term objectives, is a key condition to ensure the possibility of measuring the effects of
regulation and, ultimately, the more detailed and analytical reporting of the activity, which can contribute to
the accountability of the regulator. From this viewpoint, the natural place for strategic planning and the
subsequent ex-post verification of the achievement of the set objectives is the Annual Report. This chapter
therefore aims to describe and present the results of the activity, starting with the priorities established by last
year's strategic planning and identifying the effects that can be ascribed to the activities planned in 2014 and,
more in general, to the Authority's action, on the basis of the available qualitative and quantitative indicators.
The verification thus conducted represent, in turn, the basis for the definition of the strategic lines of action
of a new "regulation cycle", to use the expression found in the OECD and the EU to imply the idea of
regulation as a process in which the production rules by public authorities is subject to periodic review in
pursuit of continuous improvement (Figure 3.1).
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Figure 3.1 - Regulation cycle and evaluation activities
To this regard, it may be noted that the decision to precede the evaluation of the results of a regulation cycle
with the identification of the objectives that will be the input for the next cycle, is in line with the guidelines
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drawn up by the European strategy on better regulation.27 In this context, in particular, in December 2012 the
Commission adopted the EU Regulatory Fitness Communication which reconstructs the regulation cycle
according to the "evaluate first" principle, under which the revision or imposition of new regulations should
be based on the evaluation of the previous regulatory framework and the strategic planning of the next.28 The
guidelines formulated in the Communication are characterized by greater focus on evaluation as a cyclical
system of checks and not as momentary episodes, limited to the moment prior to the proceedings. In this
perspective, the ex post assessments (so-called fitness-checks) should be carried out in order to identify "the
charges, the inconsistencies and the ineffective measures" that can be found in a given regulatory cycle, in
order to plan possible corrections in the adoption and implementation of relevant European and national
legislation.29 Recent EC guidelines repeatedly stress the need for an expansion of the data bases required for
the construction of quantitative indicators useful for the evaluation. In particular, the Regulatory Fitness and
Performance Programme (2014) points out that, because of the operational difficulties encountered in the
acquisition of quantitative data for the evaluation of costs and benefits relating to individual decisions, the
effects of the regulation can be evaluated with reference to the entire period of the regulatory cycle, using
analysis and monitoring methodologies for the various sectors of activity, corresponding to a review of the
regulatory framework carried out periodically or according to the schedule of the regulatory cycle.
Taking into account these guidelines, this Report presents a first fitness check of regulatory work, in order to
support the strategic planning for 2016, with a concise unit verification of the results of the activity carried
out. For this purpose, macro quantitative and qualitative indicators will be presented to define, also in light of
the dynamics of the context, pointed out in Chapter II, a comprehensive evaluation, and an evaluation by
sector, of the achievement of the targets set in the previous year and the efficiency the administrative
machinery.
The first edition of this type of verification opens a new evaluation cycle but inevitably reflects the absence
upstream of a monitoring plan and the periodic values of the indicators, the drafting and full implementation
of which requires the completion of initiatives in progress for the better implementation of all the systems for
the assessment and verification of the regulation cycle, which will be described in the following pages (par.
3.1.).

3.1. Verification of the results of the Authorities regulation
To make an overall fitness check of the Authority's activity, a starting point is represented by the institutional
objectives that the law attributes to the same, which are accompanied and completed by more specific
objectives that, from time to time, within the sphere of the regulation cycle, the Authority considers a
European Commission, “Better Regulation for Growth and Jobs in the European Union”, COM(2005) 97 final, Brussels, 16 March
2005.
28 European Commission, "Regulatory Fitness" COM (2012) 746, p. 4.
29 An example of a summary unit assessment of the results of the administrative activity was presented with the report attached to the
"Regulatory Fitness and Performance Programme (REFIT): State of Play and Outlook" which contains the roadmap and the results of
the regulatory activity. See European Commission, COM (2014) 368 final, Regulatory Fitness and Performance Programme
(REFIT): State of Play and Outlook.
27
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priority, because of the technological, market and regulatory framework in the areas of action. To this regard,
with the strategic planning carried out in 2014, the following hierarchy of objectives have been identified:
-

the overall objectives, which constantly guide the Authority's work;

-

strategic and specific goals that have, in particular, inspired the activities of the last year, in some
cases requiring a long-term commitment in order to accompany the regulatory and supervisory
action also in for the foreseeable future.

Therefore, the first step of an overall assessment of the effectiveness of the Authority's action is represented
by monitoring and checking the state of the implementation of the planning adopted last year.
The state of the implementation of the strategic planning for 2015
The details of the actions undertaken by the Authority and of the measures adopted are given in Chapter I;
therefore in this part it is useful to outline the work of the last year both in the light of the priorities identified
in 2014, by defining the strategic and specific goals, and in the light of the innovations emerging in the
regulatory and market environment which have imposed some adjustments to the set objectives.
During the year, to implement the general objectives defined in the plan presented in the Annual Report 2014
- consumer protection, the promotion of competition, the efficient allocation of the scarce resources, the
promotion of digital networks and services, the protection of pluralism, the promotion of protection to ensure
the legal use of digital works, effectiveness and transparency in the regulatory action - the Authority has
been working along the following main lines of activity, which regard all the various objectives:
-

the updating of the regulations;

-

the regulatory and supervisory activities;

-

the sector analysis and monitoring activities;

-

the simplification of the rules of the sector;

-

the transparency and effectiveness of the Administration.
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The updating of the regulations
Attività internazionali (BEREC, ERGA, ERGP,
RSPG): revisione del quadro regolamentare
Accesso e interconnessione: regolamento
controversie tra operatori; linee guida e revisione
delle disposizioni sulla contabilità regolatoria

Rafforzare le garanzie per gli utenti e
individuare nuove modalità di inclusione sociale
per le categorie deboli
Sostenere lo sviluppo della concorrenza e gli
investimenti in infrastrutture a banda ultralarga

Consolidare il ruolo di Agcom nello sviluppo
dell’Agenda Digitale

Aree di intervento principali

Obiettivi strategici afferenti

Semplificare e aggiornare la regolamentazione

Investimenti in NGAN: avvio attività previste
dal Piano «Strategia italiana per la banda
ultralarga»
Spettro radio: definizione procedure
assegnazione e utilizzo frequenze da destinare a
servizi a banda larga e ultralarga
Servizio universale postale: direttiva generale
sulle carte dei servizi
Accesso al mercato postale: regolamento sui
titoli abilitativi
Tutela degli utenti nei servizi media: revisione
del regolamento su pubblicità, televendite,
inserimento di prodotti
Tutela degli utenti nelle comunicazioni
elettroniche: avvio della revisione della
disciplina in materia di contratti e in materia di
trasparenza delle condizioni di offerta e del
regolamento indennizzi

With regard to the updating of the regulations, the Authority has considered the development of regulatory
tools suitable to the rapid changes in the communications sector to be a priority, to allow the regulator to
achieve the objectives of improving social well-being in all areas of its competence.
This activity has been performed on two main levels of action: participation in the forums of international
and European regulators and the adaptation of national regulations laid down by the Authority itself. On the
international level, the Authority, aware of the importance of the European and international dimension and
the usefulness of a global review of the communications sector development model, has undertaken to
provide its contribution and its own forecasts to the process for the revision of the regulatory framework for
electronic communications and the review of the directive on audiovisual media services, being able to offer
its own experience of a converging regulator to such forums.
At national level, the year 2014 was marked by a series of actions carried out by the Authority to update the
regulation in all areas of competence. In electronic communications, the adoption of a new regulation for the
resolution of disputes between operators (resolution no. 226/15/CONS) and the activity started on defining
guidelines for the preparation of regulatory accounting for optic fibre access services and on the review of
the regulatory accounting provisions for fixed and mobile network services (resolution no. 143/14/CONS)
intended to make the regulatory framework clearer and more certain and thus increase the efficiency of the
Authority. To promote the development of next generation networks, the activities of the Government plan
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"Italian ultra-broadband strategy" were started: the preparation of guidelines to define wholesale prices for
access to the financed infrastructures; verification of the actual connection speed in the areas of the
investment projects; the creation of an infrastructure information system in coordination with the Ministry of
Economic Development and Infratel. Within the sphere of its duties of radio spectrum management,
however, the Authority initiated the procedure for the adoption of procedures for the allocation and use of
the available frequencies to be used for the supply of broadband and ultra broadband services (resolution no.
18/15/CONS).
In the postal sector the basic regulatory system has been completed, with the general directive for the
adoption by the postal service providers of the services charter (resolution no. 413/14/CONS) and the new
regulation which lays down the conditions for the issue of authorisations on the part of the Ministry
(resolution no. 129/15/CONS).
In media services, to maintain a high level of user protection, the Authority considered it appropriate to
revise the regulation on advertising, television sales and product placement, updating resolution no.
538/01/CSP, which activity is still in progress. In addition, as a result of the process of innovation and
transformation induced by digital technology, and therefore the changes in the usage methods of the radio
and television broadcasting media, the Authority has proposed to the Parliamentary Supervisory Commission
a draft regulation for political communications in non-electoral periods and it has informed the government
of the need to revise the rules on access to the said media (law no. 28/2000).
Lastly, in order to protect electronic communications users, the year began with a public consultation on the
revision of the resolutions on contracts for the supply of electronic communications goods and services
(resolution no. 645/14/CONS ), the transparency of service offer conditions (resolution no. 23/15/CONS),
and the rules on compensation applicable in the case of disputes between users and operators.
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The regulatory and supervisory activities
Analisi dei mercati delle comunicazioni
elettroniche: III ciclo

Obiettivi strategici afferenti

Completare e adeguare l’impianto
regolamentare dei mercati dell’accesso alla
rete fissa
Rafforzare l’attività di vigilanza in ordine al
divieto di pratiche di margin squeeze
Monitorare i mercati audiovisivi e il SIC

Aree di intervento principali

Obblighi regolamentari: approvazione Offerte
di riferimento ciclo 2013 e avvio 2014

Indirizzare l’attività di vigilanza a tutela degli
utenti verso aree particolarmente critiche

Vigilanza su: parità di accesso alla rete di
Telecom Italia, obbligo di non discriminazione,
contabilità regolatoria, replicabilità delle offerte
al dettaglio di rete fissa
Monitoraggio offerte retail NGA
Servizio universale postale: nuovi obiettivi di
qualità e tariffe; criteri di distribuzione degli
uffici postali; valutazione proposta di Poste
Italiane sul recapito a giorni alterni; costo netto
del SU
Pluralismo dell’informazione: pianificazione
frequenze per servizi DVB-T per diffusione di
programmi locali; criteri per la fissazione dei
contributi annuali per l’utilizzo delle frequenze
per servizi DVB-T; valutazione del SIC

Tutela degli utenti nelle comunicazioni
elettroniche: rafforzamento dell’attività di
vigilanza su aree particolarmente critiche
(attivazioni, servizi a sovrapprezzo, procedure
di trasferimento delle utenze nella telefonia
fissa)

Within the sphere of its regulatory and supervisory activity, the Authority wished to give priority to the
implementation of some major interventions:


To direct the regulation of access to the fixed network - through the definition of the markets and
supervision of the obligations imposed - in order to make the regulatory environment clearer and
more certain, to avoid hindrance to operators' investments in next generation networks and at the
same time to maintain competition. See, to this regard: the proceedings on: market analysis
(resolutions no. 42/15/CONS and no. 559/14/CONS); the approval of the relative offers; the
proceedings on technical migration and the so-called administrative migration (resolution no.
52/15/CIR); the works of the technical board on the specifications necessary for the implement an
MOV environment (resolution no. 135/14/CIR).



To intensify the Authority's action on the universal postal service to ensure the sustainability of the
costs bearing on Poste Italiane and at the same time to avoid users suffering from a downgrading in
the quality of the service provided.



To strengthen the protection of consumers' rights by measures designed to focus supervisory
activities on particularly critical areas in order to substantiate interventions and to propose regulatory
actions aimed at countering the emerging problems (activations, premium services, land-line
telephony transfer procedures).



To ensure information pluralism with the tools provided by the law (the limits of art. 43 of the
TUSMAR), such as the annual check on the ICS and the related economic areas. This sphere also
includes the action aimed at ensuring the efficient management of the available frequencies. To this
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regard, see the procedure started up for the planning of frequencies for the digital terrestrial
television service and the fact that the frequencies unused by national service providers have been
made available to local media (resolution no. 44/15/CONS).

Sostenere lo sviluppo della concorrenza e gli
investimenti in infrastrutture a banda
ultralarga
Monitorare i mercati audiovisivi e il SIC

Promuovere lo sviluppo delle nuove
piattaforme diffusive

Aree di intervento principali

Obiettivi strategici afferenti

The sector analysis and monitoring activities

Favorire lo sviluppo dei servizi M2M –
“Internet delle cose”

Indagine conoscitiva sulla concorrenza statica e
dinamica nel mercato dei servizi di accesso e
sulle prospettive di investimento nelle reti di
telecomunicazioni a banda larga e ultralarga
Indagini conoscitive nel settore dei media
Indagine conoscitiva sui servizi M2M
Diritto d’autore: lavori del Comitato per la
promozione dell’offerta legale
Osservatorio sulle Comunicazioni
Osservatorio sulle forme di garanzia e tutela
dei minori e dei diritti fondamentali delle
persona sulla rete Internet

Attività internazionali nell’ambito del BEREC

To direct the activities and make them more effective, on the basis of the evolution of the sectors concerned
by the Authority's activity, specific studies have been carried out using three types of instruments: surveys,
continuous monitoring systems, and participation in international activities.
Regarding fact-finding surveys, these have mainly regarded media services, with the aim of examining the
adequacy of existing regulations with respect to the evolution of the supply and the demand (see the surveys
"Television 2.0 in the era of convergence", resolution no. 19/15/CONS, "Information and Internet in Italy.
Business models, consumption and professions", resolution no. 146/15/CONS; and "The sector of
audiovisual production with particular reference to European and independent production", resolution no.
20/15/CONS). In electronic communications services, with the survey carried out jointly with the AGCM on
static and dynamic competition in the access services market and on the prospects of investments in
broadband and ultra-broadband telecommunications networks (resolution no. 1/14/CONS), the Authority
wished to provide cognitive support to the implementation of the most appropriate interventions to promote
the creation of infrastructures for new generation access networks. In addition, through the survey on
machine to machine communication services (resolution no. 120/15/CONS), the analysis focused on the
interaction between operators along the value chain to evaluate new services and any regulatory barriers.
Other continuing monitoring activities have been reinforced through the expansion of the Observatory on
Communications, the establishment of the Permanent Observatory on the Protection of Minors and of
Fundamental Human Rights on the Internet and the Observatory on product placement.
At international level, within the forum of European electronic communications regulators, the Authority
carries out constant monitoring, sharing best practices and studying the evolution of the sector.
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Semplificare la regolamentazione
Implementare sistemi semplificati di
acquisizione dei dati nei servizi media

Revisionare le modalità di comunicazione, di
accesso e la tracciabilità delle informazioni
raccolte

Aree di intervento principali

Obiettivi strategici afferenti

The simplification of the rules of the sector

Misurazione degli oneri amministrativi
Testo coordinato dei regolamenti in materia di
obblighi di programmazione e investimento in
opere europee e di produttori indipendenti
Modifiche al regolamento per la
radiodiffusione televisiva terrestre in tecnica
digitale (semplificazione degli oneri
informativi per le verifiche delle soglie anticoncentrative)
Aggiornamento dati ROC tramite le Camere di
Commercio

To make the rules clearer and less costly for market players, the Authority has continued to simplify the
regulations. In general, a procedure was started up for measuring administrative costs (resolution no.
121/15/CONS) with the aim of identifying the extent of the burden bearing on the regulated parties due to
the Authority's imposition of disclosure requirements, as a cognitive basis for the subsequent adoption of
streamlining and simplification plans to the benefit of operators and for the effectiveness of the regulation
itself.
Under the regulations of the individual sectors, a coordinated text is being drafted of the regulations
concerning the obligations of programming and investing in European works by independent producers
(resolution no. 21/15/CONS). Simplification activities are also contemplated in the amendments to the
regulation for digital terrestrial radio-television broadcasting aimed at reducing the communication costs
born by media service providers and to facilitate the duties of checking the anti-concentration limits and the
ownership structures, for which the Authority may use the information communicated by the parties to the
COR.
The COR information system has also been improved to enable the automatic acquisition of identity data, of
the administrative bodies and of the corporate structures directly from the Chambers of Commerce.
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Garantire la massima trasparenza nella
gestione amministrativa

Fornire servizi di documentazione alle
imprese e ai cittadini e potenziare i rapporti
con altri enti e istituzioni

Migliorare AIR e VIR

Aree di intervento principali

Obiettivi strategici afferenti

The transparency and effectiveness of the Administration

Revisionare le modalità di comunicazione,
accesso e tracciabilità delle informazioni
raccolte dalle diverse unità organizzative

Attuazione decreto legislativo 14 marzo 2013,
n. 33 (c.d. Decreto Trasparenza)

Ricognizione su attuali strumenti e modalità di
monitoraggio radiotelevisivo
Monitoraggio sulla rilevazione degli indici di
ascolto radiofonici e televisivi

Attività relativa all’Informativa Economica di
Sistema: attività ordinaria e revisione
Ampliamento dell’Osservatorio sulle
Comunicazioni

Integrazione del database Alias nel ROC
Piano di azione per l’attuazione dell’analisi ex
ante (AIR) e della verifica ex post (VIR) della
regolamentazione

Under the general principles of administrative transparency and efficiency improvement, the Authority has
continued to pursue a series of measures and has also introduced new measures.
At the systemic level, it has continued its commitment to improving the implementation of the instruments
for better regulation, within the wider sphere of assessment, by starting up the aforementioned procedure for
measuring administrative costs and the ex-ante analyses and the ex-post verification of the regulation. In
addition, it has carried out monitoring and the acquisition of data that can contribute to verifying the results
of the regulatory measures (for example, the establishment of the periodic Observatories answers this need).
Furthermore, the Authority has taken initiatives for the implementation of the so-called Transparency
Decree, under which it has adopted, among other things, the three-year plan for the transparency and
integrity and improved usability of information via the website, by introducing the section "Transparent
Authority" in which data, information and documents on the organization and functioning are published.
Another area of action for improving administrative efficiency is constituted by the actions taken to improve
the management of internal and external information flows. To this regard, the Authority is proceeding in the
improvement of the tools, already fully operational, for the management of the information in its possession
(for example, the COR, the National Frequencies Register, the Economic Reporting System and the
Complaints Management System) and the manner of circulating the same within the Authority.
In addition, some activities have been launched to streamline the exchange of information with other
institutions, in particular with the Co.Re.Com., Istat, the Italian Revenue Agency and the AGCOM, as
illustrated in more detail in Chapter IV of this Report. With regard to the other actors, citizens and
enterprises, it is strengthening its commitment to make available more information and data on easier ways
of use.
Overall, the Authority has achieved its set goals, since the priorities for action were followed in the last year
by the concrete implementation activities completed or being prepared.
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The shortcomings encountered in the pursuit of the objectives planned last year, however, regard a limited
number of cases in which unpredictable external factors led to the postponement of certain initiatives or
delay in the implementation or redefinition the activities. In particular:
-

There have been changes to the regulatory framework which required unforeseen action on the part
of the Authority, such as the 2015 Stability Law and the Government's "Italian Ultra-Broadband
Strategy". Following these provisions, the Authority redefined its objectives by including new
objectives and had to step up efforts in terms of the hours of work required of the human resources
involved and in terms of financial resources. At the same time, some strategic activities planned for
2015 were postponed to allow for compliance with the new regulations.

-

The structural decline of the available financial resources required, in the broader plan to reduce
costs, a resizing of the scope of some activities or the deferral of others, which mainly affected the
projects for the improvement of the tangible resources owned by the Authority.

-

The changes that occurred in the technological and market framework, some of which are detailed in
Chapter II, rendered some defined goals obsolete (for example, the revision of the technical
implementation conditions of the bulk mail service was abandoned since the technical board on
access to the postal network did not detect any interest on the part of the market in terms of access to
the network), whereas in other cases further action was required that could also be taken in the next
strategic planning period (para. 3.3).

Checking the results on the areas of intervention
The results of the monitoring of the implementation of the strategic action prepared last year define a general
framework that outlines the scope within which to perform the ex post evaluation of the activity. This latter
examines in more detail the main results obtained in relation to the achievement of the overall objectives,
since they have represent the basis of the Authority's action since its institution and since it was assigned the
relative responsibilities, and it is only with respect to the same that verification on the effectiveness of
regulation. acquires value and meaning. Moreover, this being the first ex-post assessment by the Authority, it
is particularly important to consider the longer-term institutional objectives that have been followed, from
the very beginning, and will be the basis of the path followed in the future by the regulating body.
As can already be seen from last year's strategic planning, and if one examines the legislation of the sector
and the establishing law, the institutional objectives assigned to the Authority are many and interrelated, but
they essentially concern:
-

the two areas for promotion, of competition and consumer interests, in the three fields of electronic
communications, media services and postal services;

-

the guarantee of pluralism and of equal access to the media.

The ultimate goal of the regulator's action is, in fact, as to augment social well being, which can be achieved
through the regulation of subject holding market power in order to make these markets more competitive.
However, considering the specific features of communication services and the importance that they assume
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for citizens in democratic societies, the regulator is also called upon to pursue purposes that are not purely
economic. In this sense, the promotion and protection of information pluralism and of equal access to the
media are at the basis of the role of guarantor that the law attributes to the Authority, as well as the
protection of consumers' interests, through the universal service Universal, or the protection of the more
vulnerable categories, answer the goals of fairness that involve aspects that are not strictly economic.
On the other hand, while remaining on the level of economic efficiency, the regulator is required to consider
not only the static but also the dynamic efficiency and, therefore, to take account of the objectives of
promoting efficient investments and to consider the effects on innovation.
In addition, there are other market failures that characterize communications in general, such as their nature
as public goods and the presence of external factors, on both the supply side and on the demand side, and
which are the basis of other institutional objectives for the Authority, such as the efficient management of the
radio spectrum or the protection of copyright.
Having circumscribed the general objectives, to check on the progress towards their achievement, three main
areas will be considered below: competition, consumer protection, and pluralism. For this purpose, the
dynamics of some key variables are analysed, which outline the objectives subject to verification, and some
comparisons are made between the national situation and the European or international situation. In
particular, the time profile of certain indicators will be considered, of both the structure of the markets that
are regulated, such as, in particular, the concentration, the market shares and the number of operators, and
their performances, such as service prices and quality.
The benchmarking exercise proposed, while not highlighting the causal links between regulation and market
results, represent a fundamental analysis for more specific assessments and it is necessary to identify the
output variables to be subjected to the ex post verification and relative to which further analyses must be
developed.
a) Telecommunications
With regard to the development of competition in the telecommunications sector, an overall picture can be
derived from the trend of one of the indices produced by the OECD on the regulated sectors in Member
Countries.30 In particular, the index proposed describes the evolution of the level of competition in Italy and
in the European Union (considering 15 countries) (Figure 3.1.1) and it shows that Italy started, in 1995, from
a level of market competition below the European average, which then registered a decisive increase in 1998,
when the Authority became operational together with the set of regulatory measures established at

30See

Conway P., Nicoletti G., Product market regulation in the non-manufacturing sectors of OECD countries: measurement and
highlights, Economic Department working paper n. 530, OECD, 2006.
Koske, I., I.Wanner, R. Bitetti and O. Barbiero (2014), The2013 update of the OECD product market regulation indicators: policy
insights for OECD and non-OECD countries, OECD Economics Department Working Papers, 1200/2015.
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Community level. Since that time the competitiveness of the markets has increased further, reaching and
exceeding the average European levels.31
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Figure 3.1.1 - Evolution of competition in telecommunications
Source: OECD 2013 data

Always on the subject of market competition, more detailed information comes from the observation of the
dynamics of the market shares of the operators and the concentration indices. In fact, the synthetic indexes,
as described above, although allowing for a quick and easy comparison between countries and reflecting in a
clear manner the changes in the regulatory framework, cannot yet fully represent the variability of the
underlying phenomena.
In the telecommunications sector, at retail market level, the evolution of the market shares of the alternative
operators taken as a whole, calculated on the number of calls on fixed network and the number of active SIM
cards for the mobile network, shows a steadily increasing trend from 2004 to 2013 at an average rate of 2.4%
for fixed network services and 2.6% for mobile network services (Figure 3.1.2).

31

The index presented is a weighted index based on market shares and the number of operators and is part of a series of indicators
produced by the OECD within the sphere of the activities of the Organisation for Regulatory Reforms. In this Report, the index has
been reformulated and takes on valuesbetween 0 and 1.
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Figure 3.1.2 - Evolution of market shares of the competing operators (%)
Source: company data and the European Commission

In addition, the national valuesare above the European average in both the fixed and mobile
telecommunications markets, respectively since 2007 and 2009. It should be noted, however, that traffic
fixed network voice services is declining because of the growing use of mobile network and VoIP services.
The decrease in the shares of the main provider is nevertheless confirmed and it is significant when one
considers the market shares calculated on all services provided by the operator. In fact, for the shares
expressed in volume, calculated on the retail lines, the reduction in the last 7 years has taken place at an
average annual rate of – 4% (from 84% in 2007 to around 61% in 2014), while for shares in terms of the
value of end service revenues, the reduction rate is equal to – 2,5% from 2006 to 2013.
Progress in terms of competition can be seen over time also for fixed network broadband services (Figure
3.1.3). Although, in fact, Italy has a market share of alternative operators lower than the European average,
essentially for reasons of legacy with the single access land line (copper), it has nevertheless increased at an
annual rate higher than that of the European Union (1%), at 6% from 2007 to 2014, going from valuesof just
over 30% to values of over 50%. In addition, in 2014 the market share of the main operator fell, for the first
time, to below 50% (49% in July 2014), meaning that the alternative operators now aggregately hold the
majority of the total market.
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Figure 3.1.3 - Evolution of the market share of competitive operators in fixed network broadband services
Source: company data and the European Commission

The reduction in the economic strength of the operators with significant market power, in both the mobile
and the fixed segments, is associated with an increase in the number of companies entering, for example, the
mobile market as virtual operators, i.e. operators without their own network infrastructure which offer
services to the public through the mobile network of a vertically integrated operator.
The presence of more companies and the erosion of the market power of the main fixed-line operator and the
main mobile operator suggests that the structure of the telecommunications markets has evolved towards
more competitive forms that have resulted, in the various sectors, in more or less concentrated market
structures. To this regard, the Herfindahl indices calculated for the three segments - fixed, mobile and
broadband services on the fixed network - show that there has been a significant and structural reduction of
concentration in the retail markets, as evidenced by the valuesof the index which are between about 7,000 for
the fixed segment and about 3,000 for the mobile segment in 2007, reaching values of respectively about
4,000 and 2,500 in 2014 (Figure 3.1.4). In the mobile segment in particular, the concentration index fell in
2014 to below the critical threshold of 2,500 points.
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Figure 3.1.4 - Concentration in telecommunications
Of course the concentration levels are higher than those found in other sectors of the economy, but this is due
largely to the structural characteristics of the telecommunications industry which is characterized by high
fixed costs, often sunk, and by network economies. In addition, the situation of sub-national geographic
markets can be different - more or less competitive - especially with the progressive creation of next
generation networks; furthermore the reduction in the concentration is limited by the presence, still important
in Italy, of the access network in copper.
The general competitive picture that emerges from the trend of the market shares, the number of operators
and the concentration levels in retail markets is the result of the action of various forces (technology, demand
conditions, international competitive pressures, etc.) including the pro-competitive action exerted by the
Authority more directly on the wholesale markets. For example, the comparison between the different types
of network access services of the main operator used by the alternative operators highlights the progressive
infrastructuring of the latter, as can be seen from the increasing use of regulated full unbundling services and
by the reduction of the lines under wholesale line rental (Figure 3.1.5), as hoped for by the regulated
approach adopted at European level and by the Authority, based on the promotion of competition between
services. The presence of operators as infrastructured as possible, on one side makes the competitive
structure more solid, and on the other it has a positive effect on end users since it is expected that they will be
able to access a greater variety of services to higher quality levels.

137

milioni di linee
8
7

7,42
1,09

7,09
1,04

7,75
1,11
0,80

6

7,88
1,11

7,97
1,13

8,05

7,99

8,09

1,13

1,16

1,18

0,67

0,66

0,64

0,61

0,59

5,38

5,42

5,49

5,39

5,43

0,96

0,95
5
4

3

5,26

4,78

5,02

0,04
0,28

0,09
0,28

0,28
0,29

0,41
0,30

0,45
0,31

0,49
0,31

0,52
0,31

0,56
0,32

dic-10

dic-11

dic-12

dic-13

mar-14

giu-14

set-14

dic-14

2
1
0

Ultimi quattro trimestri
Fibra

FWA

Rete Propria

ULL (voce, voce+dati)

Wholesale Line Rental

Naked dsl

Totale

Accesso alla rete Telecom Italia

Figure 3.1.5 - Evolution of the fixed network access lines by type of service
The contribution of regulation, in terms of raising the level of investments by alternative operators, also
affects the new generation access network. On this point it is worth noting that the lines in sub loop
unbundling activated in 2015 amounted to 210,000, with an increase of 175,000 units compared to 2013,
while for the VULA service on FTTC network, 33,000 units were activated in March 2015 (+400% since
September 2014). Similarly, in mobile services, the mobile number portability measures and the entry of
virtual operators have produced a particularly pro-competitive effect.
The increased competition in the markets is reflected in the prices of end services (Figure 3.1.6). In fact,
there has been a significant fall in prices of the sector in Italy, especially since 1998, since the advent of
liberalization, and so much so that the consumer price index of telecommunications (services and terminal
devices) has fallen by 45% in the last fifteen years. In particular, this trend is partly due to the specific
determinants of the sector - primarily technological development, competition and regulation - which explain
the trend of values which is opposite to that of the general index of consumer prices, the gap having reached
more than 50 points in 2014. On the other hand, the international comparison shows not only that the price
trend of telecommunications in Italy is in line with that of Europe, but also that there was a greater reduction
at national level, and that since 2004 the price index of telecommunications in Italy has been below that of
the countries of the European Union: in 2014 the difference is about 15 points.
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Figure 3.1.6 - Evolution of the telecommunications price index in Italy and Europe
(1998=100)
By international standards, the trend of fixed telecommunications services in Italy is far lower than in the
other European countries (Figure 3.1.7). In particular, the price gap has increased since 2012, when the index
fell even below the value of France which, along with Italy, is the country with the most virtuous trend.
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Figure 3.1.7 - Evolution of the index of consumer prices in major European countries - fixed telephony (2005
= 100)
With regard to mobile network service, the trend (Figure 3.1.8) shows that there has been a continuous and
marked decline in end prices, with an average reduction of -2.5% on a quarterly basis since 2012.
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Figure 3.1.8 - Evolution of the index of consumer prices in Italy - mobile telecommunications
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In addition to final prices, which are an important indicator of social well being (and particularly that of the
end-users), another variable, on which the activities of the Authority can have a more direct effect, is the
quality the services offered by the operators. In this area the results achieved in respect of the quality of the
services included in the universal service obligations is indicative of the difference in the value of the quality
compared to the objectives defined by the Authority. In particular, the Global Quality Index (GQI),
introduced by resolution no. 328/10/CONS, as a synthetic indicator of the quality offered by the vendor of
the universal service, is progressively increasing, in line with the target set by the Authority, with
significantly higher results than the fixed minimums.32

32

The index is based on the weighted average of the values of the 15 measurements of the quality of the universal service, now
reported pursuant to resolutions no. 254/04/CSP and no. 142/07/CSP and subsequent amendments. The macro indicators included in
the index regard supply times, the failure rate, repair times, operator services, public telephones, disputed invoices, billing accuracy
and customer assistance.
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Figure 3.1.9 - Evolution of the global quality index (GQI) of the universal service
With regard to the quality of broadband services on fixed and mobile networks, the nominal download speed
is an indicator widely used internationally and therefore allows for comparison between countries. The
comparison of the national data of the percentage of fixed broadband lines according to speed class and the
European figure (Figure 3.1.10) highlights, on one hand, progress in the infrastructuring and in the
improvement in the quality of services, and on the other hand, the well-known gap between this country and
the rest of the European Union, especially as regards lines with speeds greater than 10 Mbps.33
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These results reflect, on one hand, the situation in terms of offer, and therefore the available infrastructure,
and on the other hand they are influenced by the characteristics of the demand. As for the offer, the
information of the Digital Scoreboard on the coverage of the services, show that:

33

For more detailed information on the actual performance of the services, the data made available by the Misura Internet project can
be consulted. For broadband services on fixed network, the comparative statistical values are available at the site
www.misuraInternet.it. For broadband services on the mobile network the results of measurement campaigns are available at
www.misuraInternetmobile.it.
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Italian families are reached almost everywhere by fixed network broadband services.



If one considers the coverage of fixed network ultra-broadband services, it can be noted that over
three years, from 2011 to 2014, coverage has doubled (from 10.7% in 2011 to 21% in 2014),
although it is still significantly lower than the European coverage (the figure calculated for the EU is
62%).



On the mobile network, the situation is better, since the coverage (as a % of population) of 3G and
4G services reached respectively 96% and 40% in 2014. In the latter case, although lower than the
European figure (59%), the coverage is increasing strongly if one considers that in 2011 it was
practically equal to zero.

In conclusion, the analysis of the telecommunications sector shows a very favourable trend as regards
changes in the competitive environment and price dynamics. The Authority's action seems to have created, in
both the fixed and especially the mobile segments, the conditions for the emergence of a competitive process
subject to continuous improvement. The weaknesses appear primarily related to legacy issues arising from
the historical existence of a single fixed access network in the country. One of the strategic priorities, as
already evidenced by the Authority in the fact finding survey on competition in new generation services, is
therefore the promotion of new ultra-broadband infrastructures. However, the delays accumulated seem to be
mostly due to problems of the demand (the ageing population, low computer literacy, the macro economic
trend, etc.) and of the offer (administrative costs for the construction of infrastructure, the orographic
structure of the Italian territory, etc. ) which regulatory action can affect only to a limited extent. The
Authority has pointed out the need not only to accompany investments with incentive regulation, but also to
pro-actively support the Government and Parliament in promoting ultra-broadband infrastructures.
b) The media system
Within the media sector, according to the provisions of the Consolidation Act on audiovisual media and
radio services (legislative decree no. 177 of 31 July 2005), the Authority has the role of safeguarding the
pluralism of information in its various forms - external, internal, substantive and social pluralism - in order to
protect the many interests involved.
The main tools used by the Authority to meet this institutional objective consist, on the one hand, of
regulating and supervising quantitative limits concerning: the market players, through restrictions on the
economic and technical resources within the Integrated Communications System; controls on dominant
positions, on mergers, on agreements and ownership transfers; and the issue of authorisations. On the other
hand, the Authority adopts and monitors compliance with the rules that affect the political pluralism (the socalled level playing field) and the quality of the content of the information; the latter sphere includes the
regulatory and supervisory activities in the field of public service obligations; the scheduling and investment
obligations related to European and independent works, digital rights, audience ratings and surveys. In
addition, a number of provisions more directly ensure the quality of the content of media services for the
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protection of consumers, in particular minors, by monitoring the radio and television broadcasting, and the
exercise of the sanctioning activity.
In view of the multidimensionality of the concept of pluralism and the consequent complexity and variety of
tools for its protection, an assessment on the state of pluralism is carried out using several qualitative and
quantitative, economic and social indicators. While Chapter I (specifically in paragraphs 1.2 and 1.3), gives
an account of the many activities performed by the Authority in the sector, and Chapter II (par. 2.2) gives
information and data on the structure and the framework of the major media markets (free TV, pay TV,
radio, newspapers and the Internet), this section gives information on the overall state of information in Italy.
To this regard, the Authority has just concluded in this area (with the aforementioned Survey on information
and the Internet in Italy, as per resolution no. 146/15/CONS) a real fitness check, of which some data and
brief considerations are given.
A starting point must perforce regard the number and the geographical distribution of the sources of
information, i.e. the number of daily newspapers, TV channels and radio programs broadcast and circulated
in each Italian province. It is worth noting that, while in the case of the daily press, the title indicates a real
source of information, in the case of broadcasting, the coverage of the signal is simply a potential source.
Figure 3.1.11 below shows, on one hand, the presence of a number of different information sources, and on
the other hand, the high geographical differentiation of the sources.

Figure 3.1.11 - Number of information media in Italy, distribution by Province (2014)
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In addition, the Authority, in order to investigate the complex issues relative to information and its financing,
has carried out a specific study, analysing the evolution of investments in information on the part of the 400
largest Italian publishers (national and local). As shown clearly in the following figure 3.1.12, analysing the
structure of the costs relative to that component, there was an increase in investments in the three-year term
2007-2010, after which there has been a marked and structural reduction in the past four years. It can be
noted that the trend of the investments underlying the information seems to follow that of revenues (see. par.
2.2), creating the potential conditions for negative feedback with the other market components (demand for
information, reputation of the media, etc.). At this rate, in 2020, investments in information will have fallen
by about half, with significant consequences on the national information situation.

Figure 3.1.12 - Dynamics of investment in information in Italy
This decline in investments is even more significant if one considers the trend of local publishers compared
to national publishers (see next figure). Local information, for all media, is passing through a real
emergency. The reduction of public support, the collapse of the advertising market (especially at local level)
and the difficulties associated with the need for repositioning in a period of technological change, have
forced local information into a corner. Although there is a large demand for information related to the
territory, the local operators, with rare exceptions, are struggling to find their place and economic
sustainability in the current information system.
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Figure 3.1.13 - Investments in information: national publishers vs. local publishers (€ mln)
Although less critical, the situation of national publishers is also very difficult. In this case there are deep
differences between the different media (see par. 2.2). While television, also thanks to its entertainment
function, seems set to maintain an important position also in the new market environment, newspapers and,
to a lesser extent the radio, are suffering a structural decline. The Internet seems able to replace most of the
functions of these media. Nevertheless, the informative part of the web, especially in its purely digital
component, has no economic and financial values such as to suggest its sustainability. Still today, also at
international level, many of the new on-line information initiatives are supported by public and/or private
donations. On the other hand, the digital component of traditional information (such as newspapers and
magazines) does not seem to be economically able to compensate for the losses of the traditional products,
which, however, still represent the bulk of revenues.
Also from the demand viewpoint, there are profound differences between the different information media. In
Italy, as abroad, television is still by far the most widely used means for obtaining information on the part of
citizens, now followed by the Internet, newspapers and, at significantly lower levels, the radio (and
magazines).

Figure 3.1.14 - Information media (%): Italy, USA, and UK
Source: YouGov data for the Reuters Institute for the Study of Journalism (2014)

Also at the level of political information (for which, as mentioned, the Authority has mandatory
competence), the 2013 Survey (on the Internet and on-line advertising; see resolution no. 19/14/CONS),
highlighted (see the table below) both the dominant role of television (especially free TV) and the significant
increase in the use of the Internet as a source of information (with a surprising role played by social networks
and blogs).
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Table 3.1.1 - Media most used for obtaining political information (2013)
Television

% population (≥ 18 years)
51.8%

% voters
56.3%

-

Free TV

49.5%

53.8%

-

Pay TV

4.9%

5.3%

Daily newspapers

20.9%

22.7%

-

National newspapers

17.6%

19.1%

-

Local newspapers

5.1%

5.5%

Internet

19.1%

20.7%

-

On-line newspapers and magazines

3.1%

3.4%

-

Native digital publications

1.9%

2.0%

-

Aggregators: search engines and portals

4.8%

5.2%

-

Social networks

6.7%

7.3%

-

Blogs

7.0%

7.6%

Radio

7.1%

7.7%

Magazines

13.7%

14.9%

Other media

4.0%

5.2%

None

16.5%

17.9%

Source: SWG data

The above considerations show the different roles played by the various mass media for information
purposes. To this regard, the main medium remains undoubtedly television.
At national level, free and pay television broadcast more than 250 channels, offered by more than 100
publishers, which on average transmit information for less than 20% of their programme schedules (in terms
of broadcasting hours, of which 9% in the form of news bulletins and news programs, and 10% in the form
of other information programs). The operators that offer the greatest number of channels include the Sky,
RAI, Mediaset and Discovery groups, which, together with the channels La7 (Cairo Communication Group),
total the largest audience shares (amounting aggregately to about 85% in 2014).
Locally, the television scenario, as demonstrated by the following figure, is characterized by the presence of
a remarkable number of channels scattered throughout the country. On average, an Italian province has 125
local television channels. These, compared to national broadcasters, dedicate on average a higher percentage
of their programme schedules to information (about 34%, of which 14% are newscasts and bulletins and 20%
are other information programs).
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Figure 3.1.15 - Number of local television channels in Italy, distribution by Province (2014)
However, as explained in Chapter II (par. 2.2), the television sector (both free and pay TV) is characterized
by a high concentration (the HHI value exceeds 3,000 points for free TV and 6,000 for pay TV) , which
appears to be largely due to the nature itself of the sector, featuring high sunk costs (related to the acquisition
of premium content). The consequence of this is that, despite a significant lowering of barriers to entry due
to pro-competition regulation implemented in recent years by the Authority (on access networks, the capacity
of the transmission capacity to independent content suppliers, regulation of sports rights, etc.), the new
subjects entering the market find difficulties in establishing themselves. In particular, the entry of national
operators (such as the Cairo group, a vertically integrated subject, having acquired a national multiplex and
operating via the LA7 and La7d channels), and of international operators (such as the Discovery group, a
content provider with numerous programs on all broadcasting platforms) is at present producing effects more
on the audience side than in respect of revenues.
In fact, focusing attention on audiences, the concentration, although still quite high (RAI and Mediaset hold
an audience share of 70%), decreases over time, as shown by the values of the HHI index and by the other
Concentration Ratio Index ( CR2), shown below in table 3.1.2. To this regard, the Authority's regulatory
action appears to have accompanied a significant decrease in audience concentration, with a reduction in the
HHI of more than 500 points in four years.
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Table 3.1.2 - Annual audience concentration on an average day, 2010-2014
2010

2011

2012

2013

2014

Change

CR2 (%)

78.65

75.57

73.6

70.56

70.30

-8.35 p.p.

HHI (0-10,000)

3,276

3,067

2,956

2,752

2,727

-549 p.

Source: Auditel data

Considering the analysis of the newspaper market, the information offer in 2014 consisted of 133
publications, of which 34 are of national circulation and 99 are local (i.e. town/provincial, regional or multiregional) (see Table 3.1.3). However, this situation can quickly change over time, since there is a structural
decline in progress in the sector, which is leading to the closure of many newspapers, both local and national.
Table 3.1.3 - The information offer of newspapers in Italy (2014)

General news
Specialist news, of which:
Political(*)
Economic
Sports
Other (trade unions, institutions, …)
Total

National newspapers

Local newspapers

Total

16
18

98
1

114
19

6
4
4
4

0
0
0
1

6
4
4
5

34

99

133

(*) The category of daily "political" newspapers refers to those that receive contributions as representative of a political party or
movement or which, having been such in the past, received grants on 31/12/2005 (art. 3, paragraph 10, of law no. 250/1990 and art.
20, paragraph 3-ter of decree law no. 223/2006 converted by law no. 248/2006) or, in as much as publications of political
movements, were transformed into cooperatives within and no later than 1 December 2001 (art. 153, law no. 388/2000).

In 2014, each Italian province had an average of 4 local newspapers. The following figure shows in detail the
distribution of local newspapers per province, which is rather uneven, sometimes also within the same region
(as in the cases of Lazio and Lombardy). However, it can be noted that in some provinces the coverage of
local facts and events is in any case ensured (or enhanced) by the offer of local information offered by
national newspapers, often with editorial structures located in certain areas of the country (as, for example, in
the case of the national newspaper La Stampa which, together with national news also contains local news of
the various areas of Piedmont).
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Figure 3.1.16 - Number of local newspapers in Italy, distribution by Province (2014)
Unlike television, the newspaper market is not very concentrated (HHI <1,000), featuring the presence of
two major publishing groups (Gruppo Editoriale L'Espresso and RCS MediaGroup) which have market
shares (by volume) of less than 20% (the statutory limit monitored by the Authority) and a large number of
national and local newspapers (Figure 3.1.17). Consequently, the main problems of the newspaper market do
not appear related to the competitive structure, but rather to its ability of maintaining a dynamic nature and
the failure of the policies of public support, especially those involving contributions to publishing, on which
the Authority has actively intervened in recent years, both with reports34 and through the exercise of its
institutional prerogatives (on transparency of ownership).35

34
35

To this regard, see the Annual Report 2012, pp. 147-148.
See, among other resolutions, no. 66/11/CONS, confirmed by a judgement of the Council of State of 28 May 2012, no. 3136.
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Figure 3.1.17 - Evolution of the market shares of daily newspapers (volumes)
As seen previously, the role played by the Internet as a medium used by citizens to acquire information is
important and growing. The Internet is increasingly used also as a complementary means for the preparation
of the commercial offer of both television operators and publishers, which use the network to find customers
and economic resources, especially from advertising. In addition, a number of operators are present on the
web, offering horizontal and vertical services, including social networks, portals and search engines, but also
entertainment and information services provided by entities that aggregate, remodel or circulate information
produced by others.
In this sense, as highlighted by the Authority's 2013 survey (see Table 3.1.4), the sites most used by citizens
for information seem to be increasingly not only those of publishers (both traditional and digital natives) but
also search engines, social networks and news aggregators.
As can be seen from the data presented in Chapter II (par. 2.2), in the digital ecosystem, the publishers
investing in primary information have difficulty in competing with the aggregation, search and sharing
platforms for the acquisition of shares of advertising revenues, and in persuading users to pay at least in part.
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Table 3.1.4 - On-line sites used for information: ranking by operator (2013)
Operator

% of population

% of web users

Google

12.4%

21.5%

Repubblica

9.9%

17.3%

Corriere della sera

5.5%

9.5%

ANSA

5.1%

8.9%

Facebook

4.1%

7.1%

TGCom

2.9%

5.1%

Libero

2.3%

4.0%

Il Sole 24 Ore

1.4%

2.4%

Wikipedia

0.9%

1.6%

La Stampa

0.8%

1.4%

Yahoo!

0.8%

1.4%

Il Fatto quotidiano

0.7%

1.3%

Twitter

0.6%

1.0%

Tiscali

0.4%

0.7%

Il Mattino

0.4%

0.7%

Il Giornale

0.3%

0.6%

Leggo

0.3%

0.6%

Il Messagero

0.3%

0.5%

Huffington post

0.3%

0.5%

MSN News

0.2%

0.4%

L’Espresso

0.2%

0.4%

L’Unità

0.2%

0.4%

Unione Sarda

0.2%

0.4%

Panorama

0.2%

0.4%

Quotidiano.net

0.2%

0.3%

Other sites

1.9%

3.5%

No site

4.7%

8.2%

Source: SWG data

In particular, if one observes the data on on-line advertising revenues (see again par. 2.2), the market
structure is rather concentrated with a few large international groups (Google and Facebook in particular)
which are the market leaders, and a number of other operators with far smaller and decreasing shares (in fact,
the difference between the first and the second operator is more than twenty percentage points). The
emergence of such operators as platforms that make use of the existence of strong factors external to the
network, while amplifying the possibility of the consumption of on-line news on the part of citizens, at the
same time raises certain issues of the protection of the pluralism of the information sources.
In conclusion, the examination of the state of information in Italy shows that the market structure of the
sector, presenting at times high levels of concentration, requires careful supervision by the Authority to
guarantee pluralism. In particular, the decline in advertising revenues, the changes in consumption habits and
the resulting pressures for change in business models place in doubt the sustainability of the information
operators, especially those of smaller dimensions - local broadcasters and publishers - with potentially
negative repercussions on the information offer. On the other hand, the quality level of the contents, and in
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particular of information, may also be compromised in this context. These considerations therefore reinforce
the need for continuous monitoring by the Authority, and the need to develop or to revise, at national and EU
level, regulatory models and government intervention in the sector.
c) Postal services
With regard to the postal services market, the analysis carried out can only adopt a specific format, different
from that used in the Authority's other fields of competence. In fact, it is primarily a neo-liberalized market,
where the functions of regulation, supervision and user protection have been assigned to the Authority
recently, in 2011, by decree-law no. 201 of 6 December. Moreover, a series of regulatory changes are still
being carried out (such as the innovations recently introduced by the 2015 Stability Law; see Chapter I, par.
1.4), as well as technological changes (with the effect of the substitution of on-line services) and market
changes (with the traditional industry suffering from a sharp decline in demand), which produce considerable
and important effects in the markets concerned.
Given these considerations, it is necessary to proceed with a step by step analysis to describe the basic stages
in which the regulatory action has developed, and is still evolving, taking into account that in these early
years the Authority's action has strongly focused on promoting competition (through regulations to reduce
the barriers to entry that are typical of the early stages of opening a market to competition) and to protect the
interests of end users (at this early stage, in fact, the market has not yet developed endogenous mechanisms
of consumer protection).
In this regulatory perspective, Table 3.1.5 illustrates the plan and the progress of the Authority's activities
relative to the main areas of action identified, such as the universal service (the regulation of the services still
partially or fully exclusively in the hands of Poste Italiane), access to the postal network (reduction of entry
barriers), authorisations (favouring the entry of operators with quality services), the quality of the services
and user protection (surveillance activities on the quality of the services and on consumer well-being). In
particular:


the first year was marked by a series of pre-investigations for the acquisition of information and
analyses by the various stakeholders (Ministry, the main operator, competitors, other authorities,
etc.).



From the second year (2012-2013) procedures have been started in all areas identified as priorities.
In particular, right from the start, the rules governing the execution of the supervisory and sanction
activities to protect users were defined, by the sanctions regulation, the disputes regulation and the
establishment of systems for reporting to the Authority.



In the third year (2013-2014), in particular, proceedings relating to the conditions of access to the
network of wholesale and retail trade network were concluded as well as those undertaken within the
sphere of the universal service (the revision of the general service conditions for end users adopted
by Poste Italiane and the maximum tariffs applicable to the services included in the scope of
universal service).
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In the last year, as shown in more detail in Chapter I, the legislation governing entry into the postal
markets was adjusted with the adoption of a regulation defining the conditions for the issue of
authorisations by the MISE and conditions which result in the suspension or withdrawal of such
authorisation. In addition, the activity featured the closure of the proceedings for the assessment of
the net cost of the universal service for the years 2011 and 2012, the change in the criteria for the
distribution of Poste Italiane post offices, and the adoption of the general directive regarding service
charters.

The path followed shows that the process of the gradual opening up to competition is based on the regulation
of the entry conditions of both an administrative nature (requirements for the issue of authorisation), and of a
technical and economic nature (conditions of access to the main operator's postal network). On the other
hand, the opening up to competition must be accompanied by the supervision of the new liberalized
environment and the protection of the interests of all consumers, especially through the universal service.
Table 3.1.5 - The Authority's interventions in the postal sector
Main areas of
intervention

2011-2012

2012-2013

2013-2014

2014-2015

Pre-investigation activity
for the adoption of the
programme contract
between the Ministry and
Poste Italiane 2012-2014
Pre-investigation activity
on the General Conditions
of Service of Poste
Italiane

Start of the analysis and
applicability of sharing the
net cost of the universal
service in 2011 (resolution
no. 444/12/CONS)
Revision of the General
Service Conditions of Poste
Italiane for the access to
end users (resolution no.
353/12/CONS)
Start of the procedure for
the determination of the
price cap of services falling
within the universal service
(resolution no.
287/12/CONS)
Approval of tariff changes
for correspondence items
included in the universal
service (resolution no.
640/12/CONS)

Start of the analysis and
applicability of sharing
the net cost of the
universal service in
2012 (resolution no.
117/14/CONS)
Completion of the
revision of the General
Service Conditions for
access to end users
(resolution
385/13/CONS)
Definition of maximum
rates for the postal
services of the universal
service and the
imposition of regulatory
obligations on Poste
Italiane (resolution no.
728/13/CONS)

Pre-investigation
activities for the
adjustment of the
requirements for
obtaining authorisation

Pre-investigation activities
for the adjustment of the
requirements for obtaining
authorisation

Inquiry activities for the
identification of critical
issues in access to the
Poste Italiane network
(resolution no.
153/12/CONS)

Public consultation on the
assessment of the Technical
Conditions for
Implementation of the
Service
The institution of a

Starting of the
procedure for the
definition of the
requirements for the
issue of authorisations
(resolution no.
667/13/CONS)
Conclusion of the
procedure for the
evaluation of the
Technical Conditions
for Implementing the
Service (resolution no.

Conclusion of
procedures for the
assessment of the net
cost sustained by Poste
Italiane for the years
2011 and 2012 and on
the applicability of the
sharing mechanism
(resolution no.
412/14/CONS)
Start of the procedure
for the definition of the
conditions for the
return of items
entrusted to other
operators and found in
the network of Poste
Italiane (resolution no.
564/14/CONS)
Public consultations on
changes in rates,
quality objectives and
delivery service
conditions included in
the universal service
(resolutions no.
164/15/CONS and no.
163/15/CONS)
The adoption of
provisions regarding
authorisations
(resolution no.
129/15/CONS)

Universal
Service

Authorisations

Access to the
network
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Procedure on the
amendment of the
criteria for the
distribution of the Poste
Italiane post offices
(resolution no.

Assessment of the
rationalization plan of
post offices and the
remodelling of summer
opening hours

Technical Board for
examining possible access
regulation (resolution no.
353/12/CONS)
Start of the procedure for
the assessment of the
adequacy of the access
points to the postal network
(resolution no.
236/13/CONS)

Updating of the sanctions
regulation (resolution no.
194/12/CONS)

Adoption of the disputes
regulation (resolution no.
184/13/CONS)
Preparation of the system
for reporting to the
Authority
Monitoring of complaints
made by uses to the
operators

Supervision

92/13/CONS)
Continuance of the
works of the Technical
Board (resolution
252/13/CONS)
Conclusion of the
process for assessing
the appropriateness of
the access points to the
postal network
(resolution no.
236/13/CONS)
Monitoring activities on
service quality

342/14/CONS)

General directive on
service charters
(resolution no.
413/14/CONS)

The regulatory system designed by the Authority is grafted onto a rather complex structure of the postal
markets, in which at least three different situations stand out in terms of competitive balances: one that
characterizes the market of postal services within the universal service (i.e. partially or totally exclusive), a
second that consists of the market of postal services not included in universal service, and lastly the market
of express delivery services.
In the market of postal deliveries, both those included in the universal service and those excluded, Poste
Italiane obviously still occupies a leading position, despite being flanked by a fringe of small to medium
sized businesses that operate in some product and/or geographic segments of the chain (e.g. collection in
some geographic areas). As already mentioned, this depends in part on historical reasons and partly on
market conditions, in particular the decline in the sales volumes of postal services in recent years and, as a
consequence, the reduction in revenues, as also stated in Chapter II, due to phenomena of substitution by
similar on-line services, as well as high fixed costs, in part sunk, necessary to provide the services on a
national scale. Therefore there is still a high degree of vertical integration and a prevalent end-to-end
business model coexists with models based on the use of certain elements of the Poste Italiane network, for
the preparation of the retail offer, more widespread locally.
More in particular, as already mentioned, the structure differs depending on whether the services are
included within the universal service or they are other postal services. In the first market (services included
in the universal service) the only operator is Poste Italiane and the entry of new operators for the supply of
non-exclusive services is more difficult, also for economic reasons. The situation is different in the market
for postal services not included in the universal service, where the competitive structure is characterized by a
market share held by the main operator of about 75%. However, the market of express delivery services has
a competitive structure characterized by the fact that no market share at national level exceeds 25%, with
some large enterprises that operate internationally and nationally (e.g. TNT, UPS, DHL, BRT) and other
smaller companies. Entry into this market is more lively because the network necessary to provide the
service is less complex than that of postal services; consequently the barriers to entry are lower; moreover,
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the growth prospects are greater, thanks to the spread of e-commerce and thus to a growing demand. These
elements allow for the companies to reach a larger size and to obtain cost efficiencies.
Although, as stated above, the sector is still in the first stage of opening up to competition - especially, as
seen, the postal services market - there is an increase in the number of active operators. To this regard, the
data provided by the Ministry of Economic Development show that there has been an increase in
authorisations issued. In fact, in 2012 there were about 2,500, but in February 2015 they had increased to
3,856, with the biggest increase in the issue of general authorizations for the provision of services not
covered by the universal service.
In the light of the competitive situation outlined, prices and service quality assume special importance for the
Authority as indicators of social well-being. With regard to price developments, an international comparison
(Figure 3.1.18), shows that this country is still mainly in line with the rest of Europe and with the main
countries of the European Union, such as, in particular, France, Germany and Spain.
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Figure 3.1.18 - Evolution of the price of postal services
(2005=100)
The index naturally considers all segments of the market, therefore both the more competitive postal
products (services not included in the US and express courier services) and postal products in which the
competitive dynamics are lower, as in the case of postal services included in the universal service.
With regard to the second issue, the quality of the services provided to end users, the monitoring carried out
by the Authority on services included in the universal service shows that the set targets, valid for the past
three years, have almost all been achieved by the Poste Italiane, showing that performance has exceeded the
minimum level (Table 3.1.6).

Table 3.1.6 - Quality targets and results at national level (%)
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2013
first class post - targets (J+1)

89

first class post - results (J+1)

90.4

gap

+1.4

first class post - targets (J+3)

98

first class post - results (J+3)

99.2

gap

+1.2

registered post - targets (J+3)

92.5

registered post - results (J+3)

93.7

gap

+1.2

registered post - targets (J+5)

98

registered post - results (J+5)

98.2

gap

+1.2

ordinary parcels - targets (J+3)

94

ordinary parcels - results (J+3)

93.8

gap

-0.2

insured post - targets (J+3)

94

insured post - results (J+3)

98.8

gap

+4.8

insured post - targets (J+5)

98

insured post - results (J+5)

99.8

gap

+1.8

In short, the postal services market will gradually open up to competition and it has a price trend that is in
line with the rest of Europe. However, the liberalization process is hampered by structural problems linked to
both the industrial organization (i.e. the presence of high sunk costs) and the evolution of the demand, which
is definitely declining, especially in some traditional segments. In this sense, the competitive conditions are
extremely uneven depending on the market area considered.
The overall picture that emerges from the analysis of the sector shows that the Authority will continue its
action in the priority areas of access to the postal network, to encourage the development of competitive
markets, for consumer protection, and to ensure the sustainability of the universal service at the same time
maintaining a good service quality level throughout the country.
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3.2. The identification of the objectives and assessment tools of the activity
The trend of the macro indicators, illustrated in the previous section, if considered in the light of the
structural conditions of the market and the purposes of the regulatory action, gives useful guidance on the
areas of priority intervention for the Authority's long-term strategic planning, and also on the relative
monitoring indicators, preparatory to the verification of the results (regulatory check) of the next regulation
cycle.
Starting from the aim of protecting competition in the electronic communications markets, the analysis
shows that the competitive dynamics are substantially in line with those of most European countries, as
evidenced by the decline in the market share of access services held by the former monopoly holder, which
corresponds to a decrease in average retail prices. The index of communication prices shows that, over the
last 10 years in Italy, there has been a stronger reduction in prices than the European average, which can
infer that Italian consumers have been able to fully benefit from the liberalization process.
At this stage, the Authority shares the policy objectives common to the regulators of the major European
countries. Since a certain degree of market competition and consumer well-being has been reached,
measured not only in terms of prices but also in the range and quality of the offers, the challenge of the
coming years is primarily the promotion of investment in new generation infrastructures and digital services
to foster innovation and growth in the broadband and ultra-broadband markets. From the Authority's
viewpoint, this need reflects firstly on the ex-ante regulation of the markets: in this context, the strategic
goals for the next year can only be identified in continuity with the proposed schedule for 2015, as the goals
and areas regulatory intervention are largely set by the European regulatory framework for electronic
communications. It is necessary, in short, to continue in the path undertaken, started in 2009, with the
implementation of the revision of the European framework which inaugurated a cycle of adjustment now
being completed. The priority areas of intervention, in this context, are those of the regulatory activities that
more greatly require adaptation to the guidelines of the Commission, taking into account the innovations
introduced into the European regulatory framework between 2013 and 2014. In particular, the
implementation of the framework will require, in the next three years, an ex-ante adaptation to the most
recent legislative innovations adopted, including:
(i) the Recommendation of 11 September 2013 on the application, consistent with the non-discrimination
obligations, of the methods used to determine costs to promote competition and to improve the context for
investment in broadband (2013/466/EU);
(ii) the Recommendation of 9 October 2014 on the relevant markets of products and services in the electronic
communications sector that can be subjected to ex-ante regulation;
For the first Recommendation, the regulator must face the need to carry forward, as a continuous and
progressive adaptation to the European regulatory framework, the process of reviewing the methods and
criteria for the creation of systems for the wholesale provision of services based equivalence in the offer
conditions, in order to facilitate replicability at the retail level. The competitive impact of the measures
prepared relative to access to the main operator's network should be assessed both in terms of effect on
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average retail market prices, and in terms of the effectiveness of the regulation in the ascent of the scale of
investments in networks, measurable through the breakdown of the demand for wholesale services. The
series of actions aimed at implementing the Recommendation on non-discrimination obligations and on the
costing methods must also be circumscribed, in terms of the implementation strategy, taking into account the
measures already put in place and about to be completed, for the adaptation to the guidelines drawn up by the
European NGA Recommendation of 2010. Therefore, the adequacy and effectiveness of the regulatory
system should also be seen in the light of the capacity, in the coming years, to influence the degree of
coverage and penetration of the NGA which, from the analysis carried out, represents the area intervention of
greatest strategic significance for the development of the sector, in which regulation to facilitate bridging the
gap with the major European countries is a priority.
With regard to the Recommendation of 2014 on relevant markets, the Authority must deal with the final
phase of the regulation cycle which began with the package of directives that established the regulatory
framework for electronic communications in 2012. The reduction to four of the number of markets identified
by the Commission as susceptible to ex-ante regulation, on the one hand proves the effectiveness of the
European regulatory system, in terms of the gradual opening of the markets to competition, but on the other
hand it poses new challenges in terms of the methodological approach and policy. The Authority wished to
face these challenges with the start of the new cycle of market analyses, for example by using the options
afforded to the regulator in the definition of the geographic markets in order to adapt the regulatory system to
some of the national characteristics outlined above. In particular, the different regional levels mentioned in
the analysis of the infrastructure framework (par. 1.2 and par. 2.1) suggested the definition of a scenario of
territorial differentiation on sub-national level among the policy options being analysed in the fixed network
access markets (see Chapter I, resolution no. 42/15/CONS). This scenario is being considered in comparison
to the alternative course of action aimed at perfecting the existing remedies on a national basis. Regardless of
its actual adoption, the principle of territorial differentiation prior to establishing the rules assumes strategic
importance in the implementation of the framework, as it allows for taking into account certain national
features.
In all the markets concerned by the new cycle of analysis, there is also a need to take into account the
structural changes in the communications sector, on the supply side and on the demand side, as a result of the
affirmation of Internet services with similar functions to those of traditional telecommunications services.
When compared to the data on the spread and the use of ultra-broadband services for network access, this
need becomes a priority strategic objective not only for the Authority but for all the institutions responsible
for the implementation of the European Digital Agenda. In this area ofintervention, the need then emerges
for improvement in the channels linking the various institutional and economic subjects involved, together
with a programme of measures to identify the regulatory requirements of the markets most affected by the
development of new generation networks and services, taking into account the technological innovation
processes (for example, the development of machine-to-machine system). They are, ultimately, strategic
objectives to be measured, in the coming years, especially in light of the possibility of reducing the delay in
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the development of broadband and ultra-broadband compared to major European markets. In particular, with
a view to continuous monitoring, the synergistic action of the investment plans and the measures prepared by
the market regulatory authority to support investment in new generation networks, both by the main operator
and by the alternative operators, should be assessed in the coming years in view of the achievement of the
coverage objectives of Internet connections with speeds greater than 30 Mega and 100 Mega set by the
European Digital Agenda.
To complete the picture of the strategic priorities inferred by the results of the regulation of the electronic
communications markets, it is worth mentioning the issue of administrative efficiency. European regulators
are conditioned by various factors that can affect the speed of decision-making: on one hand, composite and
complex procedures, due to the multiple mechanisms of consultation and coordination at national and
European level (par. 1.1) and on the other, the timing and the decisions of administrative justice (par. 4.3).
There is, in any case, an objective need to reconcile the timing of the market with that of the administrative
action which, in the area examined, is characterized by complex activities. Therefore, the lines of
programmed intervention include measures aimed at facilitating an alignment in the timing of the regulation
cycles also to create a more stable and predictable regulatory framework.

Table 3.2.1 - Monitoring plan for the regulation of electronic communications markets
Strategic priorities
Promotion of competition
through effective
regulation of access to the
main operator's network

Increased consumer wellbeing

Indicators


Share of the access
market held by Telecom
Italia




HHI
Communication services
price index (Istat)





Development

of

NGA

networks and services

Description

Average consumer prices

(i) Ratio of increase in
ULL demand/increase in
demand bitstream +
WLR
demand;
(ii)
demand for intermediate
sub-loop,
ULL
and
VULA services



NGA coverage



Penetration
services

of

NGA
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The indicators provide a measure of the
effectiveness of the regulation of access to the
main operator's network in the promotion of
competition

The trend of average retail prices give
indications of the effectiveness of regulation
on the welfare of consumers



The indicators measure the effectiveness
of regulation in favouring the ascent in
the scale of investments



Measures the degree of coverage of the
FTTC network in terms of property units
in order to assess the effectiveness of
regulation in the ascent of the investment
scale.



Measures the number of FTTC
activations in order to check the
effectiveness of regulation in stimulating
the demand for NGA services (main
operator + OAO)


Achievement of the
broadband and ultrabroadband development
targets set by the EU
Digital Agenda

Efficient allocation of the
scarce resources



Percentage of population
served by Internet
connections with a speed
> 30 Mega



The indicators measure the effectiveness
of measures devised to encourage
investments in broadband and ultrabroadband



The indicators measure the effectiveness
of the instruments for the planning and
allocation of the radio frequencies and,
indirectly, the capacity of institutional
cooperation for the establishment of
effective regulatory policies of the radio
spectrum at international level (ITU),
European level (RSPG, CEPT) and
national level (relations with MISE).

Percentage of population
served by Internet
connections with a speed
> 100 Mega



Coverage of the mobile
networks



Construction of the LTE
networks

With regard to consumer protection, the analysis leads to the conclusion that the opening of markets to
competition has contributed to the development of increasingly complex commercial offers to encounter a
demand for increasingly complex communications services, where the integration of telecommunications
and audiovisual media services is frequent. In this context, the strategic long-term objective is therefore to
consider the markets and the consumers, taking into account the convergence and substitution processes.
Accordingly, the results of the supervisory activity appear encouraging from the viewpoint of operators'
compliance with the quality objectives of telephony and Internet access services, set by the regulator. Also
thanks to the measures adopted for monitoring purposes, the Authority has advanced tools that ensure
transparency, controllability and comparison between the service offers and the performance of the networks
of the fixed and mobile operators: these tools and, in particular, Misura Internet, have helped to favour a
progressive adaptation of the regulated subjects to the quality standards set by the regulator. The
simultaneous presence of a complex system for the management of reports and disputes between operators
and users has also allowed the Authority to monitor the effectiveness of the regulation by using indicators
such as the number of users' complaints and the nature of the same. The available data show, at this stage of
market development, transparency in the supply conditions and in contracts as a priority area of intervention
in the telecommunications sector. The increasing complexity of the technical and commercial features of the
offers means that the regulator is faced with the need of drafting rules that promote understanding,
comparability and ease of access to relevant information to allow users to make aware decisions.
Looking ahead, the transparency of communications services is a strategic priority for the conditions of the
supply of telecommunications services and the most innovative audiovisual media and, ultimately, for the
services and distribution platforms of digital content on the network that can affect the new digital rights of
users. The guarantee of network neutrality, of the protection of copyright, image and other personal rights
are, among other things, the core of rights that will require an organic action of consumer protection in
coming years through a convergent regulation. Also in relation to these issues, the monitoring indicators can
be based on the management of reports and disputes, and from the cases of spontaneous compliance with the
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removal requests submitted within the sphere of the procedures against copyright breach in electronic
communications networks.
Considering the examples found in good European practices, the formation of the rules of transparency in the
communications and audiovisual media services will take account of tools alternative to traditional
regulation, such as the adoption of self-regulation codes and co-regulation initiatives or negotiated
regulation. These forms of voluntary alignment to standards of consumer protection set or agreed on by the
regulator have the advantage of for the "unevenness" of existing protective measures to be overcome due to
the unevenness of the positive disciplines and the relative powers that can be exercised by the Authority in
different sectors of intervention. The Authority therefore aims to promote and monitor the use of tools
alternatives to regulation, which meet the need to draw up remedies also in areas where multi-media
convergence or technological innovation lead to the emergence of new players in the market that are beyond
the regulatory definitions dictated by the current legal framework. The indicators of the effectiveness of the
regulator are divided into indicators of action (e.g. the number of codes adopted) and indicators of results
(the number of websites that compare service quality; the increase in digital services for the legal offer of
protected audiovisual works, etc.).
Lastly, the protection of postal service consumer is provided by means of a reporting system and a dispute
resolution system which can provide information on the nature of the complaints and, therefore, indirectly on
the effectiveness of the regulation.
Table 3.2.2 - Monitoring plan for consumer protection
Strategic priorities
To ensure transparency of
offers and the quality of
electronic communications
services

To
guarantee
consumer
protection tools in the
audiovisual sector

Indicators


Compliance with the
general quality targets of
fixed
and
mobile
telephony
services
(including call centre
services)



Compliance with the
quality standards
guaranteed in the Internet
access contracts
(measured by fixed and
mobile Misura Internet)



The
number
of
complaints made through
the electronic procedure
of Misura Internet

 % of spontaneous
compliance with removal
requests
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Description


The indicators allow for measuring
the effectiveness of the regulations
on service quality



By means of the monitoring
campaigns of the QoS of Misura
Internet, fixed and mobile, the
Authority ensures transparency and
comparability of offers, and is able to
assess the quality of the operators'
main offers.



The analysis of complaints by the
electronic procedure also provides
indications on the effectiveness of the
regulations on quality

 Measures the effectiveness of the
system of safeguards adopted by the
Authority relative to copyright. The
change over time in the percentage of
spontaneous compliance with removal
requests can also be indicative of the
deterrent effect of the sanctions system

and of the measures drawn up for the
promotion of legal offers
 Sanctions for misleading
advertising
The protection of the digital
rights of users on the network

To
guarantee
consumer
protection tools in the postal
services sector

 The number of selfregulation and coregulation codes adopted

 Number of complaints,
reports and disputes

 Measures the effectiveness of the
consumer and user protection rules
relative to misleading advertising
 Provides guidance on the effectiveness
of the measures adopted by the
Authority in the promotion of
voluntary or negotiated compliance on
the part of market operators in respect
of digital rights
 The temporal variation in the number
and series of complaints/reports and
disputes allows for assessing the
effectiveness of the regulation on the
quality of the postal services and of the
universal service

With specific regard to the audiovisual media and information sector, the values considered for assessing
the results of the regulation regard, firstly, the protection of competition and equal access to information.
Therefore, considering internal and external pluralism as an independent and constant objective of the longterm strategic planning, the relative indicators of regulatory fitness are represented primarily by the
concentration indices found within the radio and television broadcasting and the publishing markets and by
the presence of dominant positions in the ICS. The analysis of these indicators, presented in the previous
paragraphs (see also Chapter I, par. 2 and Chapter III par. 1) suggests to the regulator that the priority for the
coming years will be to act on the basis of changes taking place in the audiovisual and information sector,
mainly consequent to the need for a repositioning of the offer coinciding with the growing importance of
digital services and content on the network, which attract increasingly greater audiences and advertising
resources. This leads to careful monitoring of the ICS and of the markets of which it is composed.
In this context, the regulation of audiovisual content and services encounters a regulatory framework which
is struggling to catch up with the technological and market innovations of recent years and, at the same time,
with a stratification of rules which adversely affect the overall effectiveness of the regulatory system. Since
the regulator cannot intervene directly on legislative system, the planning of the strategic lines of action
focuses on the need to promote the simplification of the regulatory framework adopted by the Authority and
to strengthen dialogue with the actors of the various broadcasting markets, of the audiovisual platforms of
the Internet and of the publishing segment. The reorganization and rationalization of the regulatory
obligations imposed by the Authority on the companies that provide audiovisual media services, or in any
case included within the scope of its subjective action, is likely to produce an overall effect of lightening the
burden of charges, thereby helping to reduce regulatory asymmetries that adversely affect the competitive
dynamics with the suppliers of unregulated Internet services. At the same time, the dialogue with market
participants and the promotion of measures for monitoring and self-regulation in the sector of audiovisual
content can encourage a certain degree of harmonization between the rules in force for the traditional
audiovisual companies and the new forms of digital content offers (e.g. Connected TV).
More in general, the Authority's strategic objectives in the audiovisual sector are represented in practice by
the expansion of the tasks of regulation, supervision and monitoring but with differentiated tools for the
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contents sector and for that of infrastructure and services. The separation of these spheres of action is
necessary because the problems are different; moreover, this need has already been shown by the attribution
of the relative responsibilities to separate organisational departments subsequent to the reorganization of the
offices which took place last year. In terms of content, the need that emerges above all is that of better
understanding of the trends in progress, which need the Authority will have to meet in the next few years by
monitoring and conducting surveys, in order to identify possible areas of regulatory action in pursuit of the
objectives of the protection of pluralism and equal access to the information media.
In terms of infrastructure and services, however, the need arises to ensure a constantly updated picture of the
trend of the audiovisual markets and, as mentioned above, to improve the effectiveness of the analyses in
order to protect external pluralism and competition in the media. This line of strategic intervention must be
followed by actions to improve the infrastructure mapping and registration systems and, more in general, to
guarantee the transparency and accessibility of the data also to support the frequency planning activities and
the planning in respect of other scarce resources.
Efficient use of resources also requires synergistic action by the Authority on several levels: the international
and European level, where the regulator operates within different organizations - such as the ITU and the
RSPG - and the national level, which, in the coming years, will require an updating of the planning tools and
specific new initiatives for digital radio.
Table 3.2.3 - Monitoring plan for the audiovisual sector
Strategic priorities

Indicators



Promotion of competition and
pluralism in the audiovisual
media services sector
(infrastructure and services)







Guarantee of pluralism and
equal access to the
information media






Efficient allocation of scarce
resources to radio and
television broadcasting
services




Market shares in the ICS and in
the relevant related markets, and
HHI
Number
of
local
channels/programs/publications
Number of local and national
information sources (informative
TV and radio programmes,
newspapers, magazines, the web)
Audience
Circulation of newspapers and
magazines
Number of sanction procedures a level playing field and the
protection of pluralism
Number of sanction procedures sports rights
Number of sanction procedures programming obligations
Number of sanction procedures advertising
Specific
public
service
obligations
Coverage of national networks
and of local radio and television
Construction of digital terrestrial
networks with DVB T2 standard
Creation of digital radio
networks
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Description
All these indicators together allows
for measuring the effectiveness of the
framework of laws and regulations
for the maintenance and promotion of
competition in the ICS and for also
verifying the impact of the rules on
competitive dynamics between
traditional broadcasters and Internet
services/platforms for the distribution
of digital content

All these indicators together allow
for an assessment of the impact of the
rules on internal and external
pluralism

The indicators measure the overall
capacity to ensure efficient use of the
radio spectrum by the updating of the
frequency allocation plans for the
television sector and the regulation of
the conditions for the sale of
transmission capacity

Verification of the results relative to the postal sector reveals that the talks with the MISE for the transfer of
the powers entrusted to the Authority in 2012 have now been concluded and that the main organizational
measures to ensure the effective exercise of the regulatory. supervisory and consumer protection functions
have been adopted. In the last two years, the first proceedings to ensure the opening of the market to
competition have also been concluded, with actions that concerned the issue of authorisations and the
conditions for access to the network and to the universal service. The evaluation of the results thus involves
verification based on the classic indicators of competitive impact, such as the number of operators and their
market shares, revenues, price trends and service quality, which allow for measuring the gradual opening of
the market to competition and the relative results in terms of consumer welfare.
The analyses carried out on the results show the need for action to improve the quality of postal services and,
in particular, of the universal service. Given this strategic priority, the Authority has already taken some
initiatives that aim to define statistical quality objectives together with the economic sustainability of the
universal service, and to ensure fairness and reasonableness in determining the quality standards of other
postal services, such as first class mail.
Table 3.2.4 - Monitoring plan for the postal sector
Strategic priorities

Indicators




To promote competition in
the postal services sector






Number of operators
Revenues and volumes
Access points to the
postal network
Market shares and HHI
Retail prices
Production prices
Postal service quality
indicators

Description
All these indicators measure the
effectiveness of the rules adopted to
favour the opening of the markets to
competition

Lastly, it must be noted that the ability to achieve the set objectives through the identification of strategic
priorities will also depend on an improvement in the overall efficiency and effectiveness of the
administration. This requires reference to an organizational model adhering to the principle of sound
administration and featuring the speed, simplification and digitization of the processes.
Improving the quality of decision-making processes and of the rules adopted is, therefore, an area of strategic
intervention complementary to those identified for the Authority's areas of competence.
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Table 3.2.5 - Monitoring plan for improving the quality of decision-making processes
Strategic priorities

Indicators



To improve the quality of
decision-making rules and
processes




Number of cases
concluded within the set
period compared to
proceedings opened
Number of
reports/complaints
handled in relation to the
total of claims received
Number of meetings and
resolutions adopted by the
top management
Degree of application of
the assessment systems
(AIR, VIR, MOA) in
decision-making
processes

Description
All these indicators together measure
the effectiveness of the measures
adopted to make the Authority's
administrative action more efficient,
effective and transparent

Although in line with the methods indicated by the Commission, the assessment of regulatory fitness carried
out within the sphere of the 2015 annual report reflects the absence of the systematic acquisition of
quantitative data for calculating the indicators of the impact and results of the regulatory action.

36

The

Authority intends to deal with this problem, for the next regulatory cycle, by linking the objectives of the
improved application of AIR and VIR to systemic action on the data collection and information flow
management activities. However, the pursuit of this goal disregard a simultaneous programme for measuring
and reducing the administrative costs sustained by the regulated companies consequent to the already
existing reporting obligations, that the Authority initiated with resolution no. 121/15/CONS, also in order to
assess the possibility of reorganisation and rationalization action. This program is therefore the backdrop to
an overall strategy for the reorganization of the data and information acquisition, classification and
processing procedures, of which the main lines of action are described in the following paragraph (par. 3).
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European Commission, COM(2014) 368 final, REFIT program, cit. p. 18 which recommends a synthetic approach to the
quantitative assessment of the results, i.e. not based on an precise analysis of the impact of single procedures but aimed at detecting
problems of a systemic nature in relation to a whole regulatory cycle. “…experience shows that quantification – looking at costs and
benefits - is a necessary part of regulatory assessment. However, the limits of quantification also need to be recognised. The
Commission systematically examines costs and benefits in its impact assessments which cover economic, social and environmental
impacts in an integrated manner. It quantifies these when possible. Neither cost nor benefit calculation is an exact science. Often,
needed data is not available. The expected costs and benefits of the preferred option emerging from the impact assessment will go up
or down depending on the choices made by the European Parliament and the Council in the legislative process and by the Member
States in implementation. Actual costs can only be calculated ex-post. As a consequence, one focus in REFIT should be on
quantifying costs and benefits to the extent possible throughout the regulatory cycle through the application of sound monitoring and
evaluation frameworks, reviewed and adjusted with each significant revision of the legislation, which will ensure availability of the
necessary data when it comes to assessing real costs and benefits.”
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3.3. The definition of strategic aspects for next year
The considerations expressed in the above paragraphs show the need for the Authority's action to focus, also
in the next regulatory period and in particular during the current year, on pursuing: the promotion of procompetition and converging regulation for the development of networks and services in the electronic
communications, audiovisual and postal service sectors, and the need to combine this goal with the no less
important goal of the development of digital communication networks and services; the protection of
pluralism and of equal access to the information media; of the protection of users and of the more
vulnerable groups in all the markets of interest; the spread of a mentality of respect for the law in the use
of digital works; the guarantee of the efficient allocation of the scarce resources with reference to the
radio spectrum and to numbering; theefficiency, effectiveness and transparency of the administrative
action and further reinforcement of the Authority's role within the sphere of the international
organisations. For that matter, these are the objectives that the Authority is institutionally required to
achieve. In respect of the indications given in last year's Annual Report, which identified three levels of
objectives (general, specific and strategic), this year, in order to simplify the process of evaluation of the
regulatory activity and to focus the Authority's work on the areas of greatest interest, also for the sake of
efficiency, there are two levels of objectives (strategic and specific objectives/guidelines).
THE PROMOTION OF PRO-COMPETITION AND
CONVERGENT REGULATION FOR THE
DEVELOPMENT OF NETWORKS AND SERVICES

PROTECTION OF PLURALISM AND EQUAL
ACCESS TO THE INFORMATION MEDIA

STRATEGIES

THE PROMOTION OF THE MENTALITY OF THE
LEGAL USE OF DIGITAL WORKS

LINES

PROTECTION OF USERS AND OF THE MORE
VULNERABLE GROUPS

EFFICIENT ALLOCATION OF SCARCE
RESOURCES: RADIO SPECTRUM, NUMBERING

ADMINISTRATION EFFICIENCY,
EFFECTIVENESS AND TRANSPARENCY

FURTHER REINFORCEMENT OF THE ROLE OF
AGCOM WITHIN THE INTERNATIONAL
ORGANIZATIONS
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Figure 3.3.1 - -The Authority's strategic lines of action
In particular, as noted above, the identification of priorities for action in the strategic planning, prepared on
the basis of a verification of the effects at the closure of period of regulatory action, is also a prerequisite for
the launch of a new regulatory (and evaluation) cycle.
The action priorities set out in the strategic planning are also, therefore, the result of an evaluation process
that accompanies the formation and application of the rules and which, to fully express its function as a tool
to support decision-making, also calls for the full implementation of efficient systems for processing the
impact indicators and the results and the relative monitoring plans.
In order to promote competition in the electronic communications sector, the Authority intends to complete
and adapt the regulatory system for the fixed network access market, the fixed network interconnection
services market and the market of services for mobile devices, outlined for the period 2015-2017. In pursuit
of that goal, the Authority intends to realign the approval process of the annual reference offers of Telecom
Italia to the effective period of validity, identifying a new term (possibly in advance) for the publication of
the reference offers for the SMP operator. Always regarding the regulatory system of access services and, in
particular, the verification of equivalence and of non-discrimination, the Authority proposes: to adjust the
measures for the adoption of equivalence systems in the provision of services to the technological
innovations; to update the price testing methods and to identify a system of key performance indicators and
key performance objectives to measure the effective application of the principle of non-discrimination
between the internal divisions of Telecom Italia and the other operators which buy wholesale services from
the main operator.
The Authority also intends to participate actively in the debate within the European Community on the
revision processes of the regulatory systems of reference. This is a goal of strategic importance - in the
current review of the regulatory models used to promote competition and to support the overall development
of the communications sector in Europe - which is needed to effectively convey the Authority's viewpoint
within the sphere of the European legislation review processes.
One of the priority activities that the Authority intends to develop, not only in electronic communications,
but in all areas of institutional interest (including media services, postal services, the Internet,... ), is the
creation of a systematic process of the acquisition, classification and processing of information from
stakeholders, aimed at building up an information database constantly updated and functional for the need to
improve the Authority's institutional reporting activities - such as the Observatory on Communications or the
Annual Report - making these publications suitable for monitoring with increasing effectiveness the trends of
the markets of interest, the technological developments and the impact of the regulatory action. The
coordination of data collection can also lead to a reduction in the administrative costs of the regulated
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subjects. In addition, the adoption of new on-line market analysis tools will allow for adding a spatial
dimension to the traditionally dimensions recorded, through the geo-referencing of the quantitative
information. All of these elements - the new data and information management and processing system, new
market reporting, new analysis methods of the on-line sectors - will allow the Authority to take an
increasingly central position in national and international debate, and to indicate paths to be followed for the
growth of the regulated sectors, thus maximising social welfare and the growth of the whole Italian
economy.
In a context characterized by a process of profound and obvious development of the existing electronic
communications infrastructure towards new-generation network services, which involves not only the market
actors but also the institutions - referring mainly, but not only, to the strategic Ultra Broadband Plan - the
Authority plans to consolidate its role in the development of the Digital Agenda, in order to promote
competition and investments in ultra-broadband infrastructures. The Authority, in particular, intends: to
strengthen cooperation with the MISE, Infratel and COBUL with a view to sharing information and for
mutual support, each for its own area of competence; to consolidate the Observatory on public and private
initiatives for the development of broadband and ultra-broadband networks, through the constant monitoring
of the initiatives carried out at both the central level and locally, and set up a database for mapping
broadband and ultra-broadband access services; to advise the central and local governments of the country
which intend to take measures to foster the development of broadband and ultra-broadband networks with a
view to harmonizing the development of the infrastructures; to promote the execution of studies and surveys
on the evolution of electronic communications services in the context of digital platforms and the
development of the Internet; to adopt guidelines for the wholesale pricing of access to the infrastructure
financed; to share, at international level, the best practices on the technological, market and regulatory
aspects related to the spread of traffic management techniques.
Referring to the activities for the development of the new platforms, also on the basis of the conclusions of
the survey on machine to machine (M2M) communication services, the Authority intends to promote forms
of improved coordination of public intervention (through the establishment of a special Standing Committee
on M2M services open to all stakeholders - institutional and others - and by the stipulation of bilateral
agreements with the other Authorities of the sector and the other bodies involved in the development of
M2M services). The Authority also plans to analyse business models, on the basis of the technological
choices and the effects of regulation (strengthening the supervisory and monitoring activity, identifying the
key performance indicators of this specific market and conducting quantitative surveys on the spread of
M2M communication services) and to ensure a high level of protection for consumers in their relations with
the suppliers.
In the sector of postal services the regulatory action to protect competition is oriented, however, towards
ensure the sustainability of the universal service through its reorganisation aimed at minimizing the gap
between costs and revenues, also in the light of the changes in volume dynamics in progress in the various
segments of the postal services market. This will involve the definition of new quality objectives and the
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optimization of the prices of postal services included in the universal service, the authorization of possible
exemptions to the supply principle - delivery five days a week - of the services covered by the universal
service, the optimization of the industrial organization of the universal service provider, verification of the
separate accounting models of the Italian Post Office and their implementation.
Similarly, neutral competition conditions will be promoted, ensuring transparency and non-discrimination in
access to the postal network, checking on compliance with the conditions and obligations imposed on all the
operators pursuant to the Regulation on authorisations, ensuring the quality of the postal service as a whole
(by checking the correct development of the postal operators' networks), and monitoring the correct
performance of the services already entrusted on an exclusive basis, in consideration of the underlying public
interests. The Authority will proceed with the updating of the regulatory system according to the changes in
legislation and to the changed market conditions in the sector.
In short:

THE PROMOTION OF PRO-COMPETITIVE AND CONVERGING
REGULATION FOR THE DEVELOPMENT OF NETWORKS AND SERVICES

 To complete and adapt the regulatory framework defined by the market analyses
 To realign the approval process of the annual OR of Telecom Italy
 To adopt measures to adapt the principle of equivalence in the provision of services to
technological innovations
 To update the price test
 To measure the application of the principle of non-discrimination
 To promote a systematic process of collecting and processing information for new
analysis processes in all areas
 To enhance collaboration with MISE, Infratel and COBUL for the realization of the
scenarios of the Digital Agenda
 To set up a standing committee on M2M services
 To address, simplify and update the national and Community regulatory systems in all
areas of competence
 To ensure the sustainability of the costs of the universal postal service
 To ensure transparency and non-discrimination in access to the postal network

The promotion of competition and pluralism in the audiovisual sector will be pursued in respect of contents
and infrastructures and services. In particular, monitoring will be carried out to guarantee the protection of
information pluralism, through the supervisory activities of the ICS and the main relevant markets of which
it is composed. In particular, considering the process of evolution of the audiovisual media services sector,
the Authority intends to identify the relevant market and to assess potential dominant positions or situations
which are, in any case, prejudicial to pluralism in the sector, and to take the necessary regulatory measures
required to guarantee pluralism.
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In addition, the survey "Television 2.0 in the era of convergence", concluded by the Authority with
resolution no. 19/15/CONS, has revealed the existence of many problematic issues of regulation, such as
regulatory asymmetries between linear television and the new services offered via the Internet, and the need
to create conditions for the creation of a level playing field. It now seems opportune to follow up the findings
of the survey by drafting a white paper which, continuing the monitoring and analysis of the changes taking
place in the audiovisual system, has the objective of providing a framework of wider and more complex
reference which will also be valid for the future, as is necessary for such a dynamic and innovative sector.
The results of the research and study aimed at preparing the White Paper could also be profitably used for
other areas of activity, such as the analysis of the relevant markets and of the dominant positions in the
audiovisual media sector and the regulatory and legislation review to be taken in the audiovisual sector, in
the light of the national draft laws and the revision of the Community directive on audiovisual media services
announced by the European Commission within the sphere of the Digital Single Market strategy.
To this regard, the Authority has launched a survey (resolution no. 20/15/CONS) on the audiovisual
production sector with specific focus on European production and independent production, and intends to
question the suitability of the rules on so-called "European quotas" of programming and of the restrictions in
force relative to independent production. The Authority aims to encourage the more efficient matching of
demand and supply in this market, in light of the changes in terms of the protagonists, products and
technological solutions of interest: also for the purpose, if necessary, of reporting to Parliament and the
Government on the need for the updating of the regulatory framework.
The simplification and updating of the regulatory framework in the light of legislative (Community and
national) and technological evolution, will also be pursued by promoting the adoption of coordinated
regulatory texts on advertising and audiovisual production; the improvement of the methods for calculating
the audience ratings for the different communications media (TV, radio, newspapers, magazines, the
Internet) with new technologies, and the monitoring of the rating companies, also be the reconstitution of
Audiradio. At the same time, as stated above, the data acquisition and market monitoring systems will be
simplified and improved (for example, by promoting surveys for the updated mapping of the dynamics and
processes that characterize the markets). In addition, Authority's objectives will also include the promotion
of the new broadcasting platforms (by monitoring platforms which give access to content, also considering
the convergence processes in progress) and the dialogue with the actors of the system, by strengthening the
Observatory on technological innovation in media services, with a view to the sharing of information
between operators and the promotion of co-regulation solutions.
The inclusion of analogue radio broadcasting systems operating in the FM band (87.5 to 108 MHz) in the
special section of the register of communications operators relative to broadcasting infrastructures is an
activity that the Authority intends to pursue to promote competition in the audiovisual sector; therefore the
management of the information system accessed through the portal www.impresainungiorno.gov.it will be
adapted in order to register the above infrastructures present in the country to guarantee the principles of
transparency and disclosure.
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In short:

PROTECTION OF PLURALISM AND EQUAL ACCESS TO THE
INFORMATION MEDIA
 To complete and adapt the regulatory framework
 To monitor the ICS and the related relevant markets
 To identify the relevant market and to ascertain the existence of dominant positions or
positions prejudicial to pluralism in the field of audiovisual media services
 To draft a white paper on digital content
 To update the regulatory framework relating to the programming quotas and the
restrictions relative to independent production
 To promote new broadcasting platforms and to strengthen the Observatory on
technological innovation in the media services
 To adopt coordinated regulatory texts on advertising and on audiovisual production
 To improve the methods for estimating audience ratings
 To implement quantitative monitoring criteria to ensure more effective protection of
information pluralism

The policy objective aimed at user protecting will be pursued, on one hand, through regulatory and
supervisory activities regarding the practices adopted by companies in the provision of services in the fields
of the Authority's competence, and on the other hand, by making Consumers more aware of their rights and
by providing them with functional tools to ensure the general principle of negotiating freedom.
This objective also includes the goal of completing the upgrading of the regulatory framework; in particular,
the Authority intends to approve regulations to reduce the asymmetries in the relationship between users and
operators, both in terms of contracts and in relation to disclosure.
The supervisory activities will be particularly aimed at the effective protection of the user's right to make an
aware choice, intervening particularly in the case of tariff readjustments or unilateral contractual
amendments decided by the operators. A significant step in protecting users' rights will have been
accomplished - in as much as an objective - when the new electronic methods of forwarding complaints from
consumers and their associations are fully operational.
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The need to protect vulnerable groups (disabled and children) will involve the need to revise the provisions
in force to ensure equal conditions of access to the advanced communication tools and services and the
adoption of the self-regulation code for the use of programs by people with sensory disabilities. The
procedures to encourage self-regulation on the part of the over-the-top operators will also be put in place, in
order to protect minors and the vulnerable groups of users against phenomena such as cyberbullying.
A prominent position on the agenda of works will be dedicated to increasing user awareness, as a necessary
element for taking decisions in a continuously changing market and to effectively enjoy the great benefits of
social welfare resulting from competition. To improve relations with the public and awareness of the
problems emerging in the market, a key element will be the start-up of the new contact centre service. Users
will also benefit from the changed potentials of the tools for measuring the quality of the Internet connection,
on both fixed and mobile networks, such as software which compares the tariffs of the different operators.
The consumer protection activity also extends to monitoring compliance with the public service obligations
(developing more effective forms of monitoring and supervision) and controlling advertising transmitted by
national broadcasters (within the sphere of the Observatory on product placement, identifying new forms of
on-line advertising), as well as the protection of minors and of fundamental human rights on the Internet
within the sphere of the Permanent Observatory set up to promote the adoption of self-regulation codes in
this sector, starting with existing best practices.
With regard to the resolution of disputes between operators and users, the updating of the specific regulations
currently in force will be necessary and, given the steady increase of citizens' applications to resolve disputes
without incurring legal and court costs, the intention is to establish an electronic system for solving disputes
(On-line Dispute Resolution System) accessible via the Authority's website.
In short:

TO PROTECT USERS AND THE MORE VULNERABLE GROUPS

 To update the regulatory framework in order to reduce asymmetries between operators
and users
 To discipline and monitor the provision of services
 To increase consumer awareness
 To provide users with tools to ensure the principle of negotiating freedom
 To introduce and ensure the implementation of new electronic systems for the
transmission of consumers' complaints
 To ensure equal conditions of access to the advanced communication tools and services
to vulnerable groups (children and disabled)
 The adoption of self-regulation for the use of programmes on the part of persons with
sensory disabilities
 To update the appropriate regulations for the resolution of disputes between operators
and users
 To promote self-regulation on the part of the over-the-top operators for the protection
of children and vulnerable groups
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With regard to the strategic objective of promoting a mentality of the legal use of digital works, the
Authority intends to adopt measures that encourage individuals to behave in compliance with the law. The
strengthening of dialogue with the stakeholders and with the other institutions, in order to propose measures
that can help to guide choices and aware behaviour in the digital environment, the promotion of information
campaigns on the correct use of the Internet and the adoption of the best distribution models of the legal online offer, are examples of activities that will be carried out in order to contribute to the protection of the
legal offers of digital works.

In short:
THE PROMOTION OF THE MENTALITY OF THE LEGAL USE OF DIGITAL
WORKS

 To encourage individuals to behaviour in compliance with the law
 To strengthening the dialogue with the stakeholders and the other institutions
 To promote information campaigns on the correct use of the Internet
 To encourage the adoption of best models for the distribution of the legal on-line offer

The objective of ensuring an efficient allocation of scarce resources (radio spectrum and numbering)
will be pursued in two areas of activity: one aimed at promoting the efficient use of the radio spectrum
resources and the development of services by updating plans for the allocation of frequencies for television
broadcasting, based on the provisions of the law, of technological evolution and compatibility with the use of
other countries, as well as by extending the area of frequency planning to digital radio; the other aimed at
optimal use and the sharing of the transmission capacity of digital terrestrial networks locally through the
definition of the economic conditions for the sale of the broadcasting capacity of local digital terrestrial
networks.
With regard to the radio spectrum for telecommunications, the Authority intends to expand collaboration and
to contribute, with the Ministry of economic development, to the definition of national positions regarding
spectrum, also adopting national frequency allocation plans consistent with Community and national
technical and regulatory provisions, and to encourage the efficient use of the spectrum and the spread of
wireless broadband services, drawing up plans for the spectrum allocated to these services, in accordance
with the Community harmonization rules and consistent with the availability resulting from national needs,
introducing rules that encourage the use of advanced technologies and innovative network architectures (e.g.
small cells), balancing the needs of covering the territory with the capacity and contributing to the
implementation of national policies on spectrum management.
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In short:
THE EFFICIENT ALLOCATION OF SCARCE RESOURCES: FREQUENCIES,
NUMBERING

 To encourage the efficient use of the radio spectrum resources
 To promote the optimal use and the sharing of the transmission capacity of local digital
terrestrial networks
 To expand collaboration with MISE
 To adopt national frequency allocation plans
 To draw up plans for the use of the spectrum allocated to wireless broadband services
 The national implementation of Community policies on spectrum management

Another area of action within the Authority's strategic planning regards the promotion of efficient, effective
and transparent administration. This objective will represent the main theme of both the structures that
contribute to the Authority's organization and functioning, and of those engaged in the regulatory and
supervisory activities.
In this context, the Authority's work will be aimed primarily at simplifying the its management processes, by
the computerisation of internal and external work processes (for example by simplifying the application
forms to be filled in and by introducing standardised electronic systems for data management in the media
sector) and the dematerialisation of document flows, as well as reducing administrative costs through
revising of the entire management of the Authority. The aims pursued include the implementation of a log
management infrastructure that allows for monitoring accesses and therefore ensures the security of its
information assets, thus adapting the Authority to legislation and to the measures of the Personal Data
Protection Authority which disciplines data security and privacy. The Authority also plans to adjust and
improve voice and data connections (to allow for the advantages of video-conference and other collaboration
applications) between its offices in Naples and Rome, and to adopt a business continuity and disaster
recovery plan in accordance with the current provisions of law. In 2016, the Authority also intends to
reorganise the document management, filing and storage process in pursuit of administrative efficiency. This
context also includes the proposed development on the existing platforms, through the use of internal
resources, of the system of the management of internal and external communications and the related work
flow, as well as the electronic management of electronic files and their conservation according to law.
In order to meet the demand for public transparency and the growing request for information, adapting to
national and international best practices, the Authority intends to create an open information platform (open
data) to make available on the web the huge wealth of information already available or under construction in
a form that is easily available to citizens and businesses.
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Efficient, effective and transparent administration also requires the adaptation of its regulatory process to
national and Community legislation on better regulation, by introducing a new method for the ex-ante and
ex-post assessment of the regulatory activity (AIR and VIR).
Thus, also to decrease litigation, the Authority intends to work to ensure maximum legal consistency and
uniformity of the provisions issued through the introduction of internal control processes aimed, on one
hand, to provide assistance on legal issues that arise during preliminary investigations and, on the other, to
review the proposals for measures with major impact on the market and to supervise the sanction procedures
and the related systems. The Authority also intends to pursue clarity, simplification and the updating of the
regulatory and legal framework of reference, for this purpose taking care to monitoring national, European
and international legislation, and to identity case law (national and European) relative to the matters of the
Authority's competence and to and update the relative maxims.
The achievement of the objectives of effectiveness and efficiency in an institution characterized by the
presence of qualified specialist personnel, cannot disregard the need to introduce systems of staff
performance assessment that can best meet the need to verify and render more efficient the activities. With
this in mind, the Authority will work in order to implement all the initiatives aimed at establishing a system
of performance assessment based on the best techniques of human resource evaluation. It intends, in
particular, to identify methods to quantity bonuses according to the effective achievement of targets,
proceeding, in this perspective, with the introduction of business management techniques, defining activities
for the verification of performance cycles, defining work loads, and identifying benchmarking models. The
aim is also to contribute to a renewal of activities and of working methods which will inevitably be
suggested by the Authority's new organization and which will also reflect the renewed activity management
methods. Continuing with the work already started in the year under review, it intends to complete the
process of outsourcing and digitization the personnel archive, introducing a computerised file employees.
With specific reference to the need to further enhancing well-being and safety in the Authority's workplaces,
will strengthen its efforts for staff protection.
It also aims to improve personnel management, to further develop the training of the employees who
represent the administration's main resource, to improve labour relations, to increase the speed of response to
the employees' demands and to communications from the other administrative bodies and from outside the
Authority. At the same time, it will proceed to implement and reinforce cooperative procedures and
collaboration relationships with other independent administrations for the associated management of
instrumental services and of staff recruitment procedures.
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In short:

ADMINISTRATION EFFICIENCY, EFFECTIVENESS AND TRANSPARENCY

 To simplify management processes through the computerization of work processes and
the dematerialisation of document flows
 To reduce administration costs
 To guarantee the security of the information asset
 To improve connections between the Rome and Naples offices
 To reorganize the document management and filing process
 To creating an open data platform
 To adapt the regulatory process in respect of better regulation
 To guarantee that the provisions issued are consistent and coherent with law
 To introduce staff performance assessment systems
 To create a computerised file of employees
 To strengthen efforts for staff protection
 To develop employee training
 To cooperate and collaborate with other independent administrations for the joint
management of instrumental services

Lastly, regarding further strengthening at international level, the Authority intends to expand collaboration
with all the Community institutions, and with international bodies such as, for example, BEREC, ERGA,
ERGPost, OECD, ITU and CEPT, and to increase cooperation with the other European regulatory
authorities. For this purpose, the activities that it intends to pursue contemplate, among other things, the
attribution, within some of the aforementioned bodies, of specific positions of responsibility (for example,
the chair of the technical work groups; involvement in steering groups for strategic planning) and its active
participation in the international initiatives in the various areas of interest (for example, high level
participation in the works of the various platforms; involvement in the drafting of reports and documents,
thus conveying the Authority's position).
More in general, the Authority intends to direct the regulatory review processes in progress at Community
level (in the field of electronic communications, audiovisual media services and postal services) along the
lines outlined in the related activities of competence.
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In short:
FURTHER STRENGTHENING OF AGCOM'S ROLE IN INTERNATIONAL
BODIES

 To expand collaboration with the international organizations (EC, BEREC, ERGA,
ERGPost, OECD, ITU, CEPT, etc.)
 To hold positions of responsibility
 To reinforce collaboration with other National Regulatory Authorities
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