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ABSTRACT 

 

Consumers should have legal protection, because consumers have a greater 

risk than entrepreneurs. In other words, consumers' rights are particularly 

vulnerable, due to weak consumer bargaining power, so that the rights of 

consumers is very risky to be broken. To that end, this study aims to identify and 

examine the responsibilities of telecommunications service providers of consumer 

dissatisfaction over prepaid cell phone card users in Yogyakarta. 

This type of research is normative and empirical research. Legal sources 

used are the source of primary law, secondary and tertiary. Data collection 

methods used were interviews and literature study. Location of the study in 

Yogyakarta Special Region, covers: Kulon Progo, Sleman, Bantul, Yogyakarta 

and Gunung Kidul. Informant research are: Employers / entrepreneurs card 

mobile phone users in the Yogyakarta Special Region 5 people; Employee / 

employee card mobile phone users are there in the Yogyakarta Special Region 8 

persons; and student / student card mobile phone users are there in the Yogyakarta 

Special Region as many as 11 people. The data analysis technique used is 

descriptive qualitative . 

The results of the study concluded that the telecommunications service 

provider's responsibility over consumer dissatisfaction prepaid mobile card users 

generally relates to liability for defective products such as cards can not be used, 

and service responsibilities such as missing toll is not caused by the negligence of 

the user, and producer promise as listed in the ad. This is in accordance with 

Article 22 of Law No. 8 of 1999 on Consumer Protection which provides that 

proof of the existence of an element errors or omissions in such case or cases, a 

burden and responsibility of business operators or providers of 

telecommunications services . 

Key words :   responsibility, telecom service providers, consumers, 

prepaid cell phone cards 
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