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Preface

TRAI, the regulatory watch dog for the Quality of Service for the telecom services — Basic (Wireline), Cellular Mobile
(Wireless) and Broadband has commissioned this study with the objective of measuring Quality of Services under the

parameters as per the published notifications.

The Audit module would assess the Quality of Service of telecom operators Basic (Wireline), Cellular Mobile (Wireless) and
Broadband services) by auditing the service level records maintained by the operators, conducting drive tests as well as live

measurements and comparing them with quality of service benchmarks stipulated by TRAI.

The Audit module for various circles within the Zones, due the sheer scale of data collection, has been distributed
across various quarterly periods. IMRB International Auditors carried out Audits across Orissa, Bihar & Jharkhand,
West Bengal, North-East, Assam and Kolkata circles in the second quarter of 2012. This report details the
performance of various service providers in North East circle against Quality of Services benchmarks for

various parameters laid down by TRAI in respective regulations for Cellular (Mobile) services.
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1.0 Backqground

The Telecom Regulatory Authority of India (TRAI) has a critical mandate to protect the interest of
telecom consumers in addition to various other functions bestowed upon it. As part of the license
conditions to telecom operators, it has the power and authority to measure the Quality of Service
provided by various govt. (BSNL & MTNL) and private telecom operators. The parameters that need
to be measured for Basic (Wireline) and Cellular Mobile (Wireless) services have been specified in
the TRAI notification on Quality of Services of Basic (Wireline) and Cellular Mobile (Wireless)
services dated 20t March, 2009. The parameters for Broadband Service have been specified in the
TRAI notification for Quality of Services of Broadband Service Regulation, 2006

Audit module: To assess the quality of service of telecom operators Basic (Wireline), Cellular
Mobile (Wireless) and Broadband services by auditing the service level records maintained by the
operators, conducting drive tests as well as live measurements and comparing them with quality of
service benchmarks stipulated by TRAI

This report highlights the findings for the Audit module for North East circle that was covered in
period of April - June 2012. The verification of records maintained by various operators of Cellular
Mobile (Wireless) service was undertaken by the auditors of IMRB International during the period

April - June 2012.
‘@? This report

highlights the Audit
Module findings for
North East circle for
Cellular Mobile
Services
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2.0 Objectives and Methodology

The primary objective of the Audit module is to Audit and Assess the Quality of Services being
rendered by Basic (Wireline), Cellular Mobile (Wireless), and Broadband service against the
parameters notified by TRAI. (The parameters of Quality of Services (QoS) have been specified by
in the respective regulations published by TRAI). Following are the key activities undertaken by
Auditors during the Audit process conducted at the operator’s premises

1. Verification of the data submitted by service providers: This involved verification of
the quarterly Performance Monitoring Reports (PMR’s) and monthly Point of
Interconnect (POl) Congestion reports being submitted by various service providers.
The raw data in the records maintained by service providers was audited to assess the
book keeping methodology.

@ All Network

related and Non
network related
parameters notified by
TRALI in various
regulations were
Audited

2. Live measurement for three days: Network performance of service providers was assessed for three days in
the month in which the Audit was carried out. Live figures from the server/ NMS software were recorded for

various network related parameters.

3. Data verification for the month in which Audits were carried out: Subsequent to the visits for Audit during the
live measurement at various Exchanges/ISP Nodes/Exchanges, data for all the network and Non network related
parameters was collected from various service providers for the complete month in which the Audit was carried
out. Raw data/records pertaining to these were also verified on sample basis to check the veracity of data

provided by the operators.

4. Drive tests: Operator assisted drive test were conducted in three cities as per the norms stated in the tender.

5. Live calling: Live testing was done on a sample basis to check efficiency of various parameters

and changes were suggested by IMRB Auditors.

by TRAI on 20th March, 2009.

¢ Any changes or discrepancies found in the methodology were reported to the service providers

o PMR verification was done as per the new parameters being reported to TRAI by all operators.
e Live measurement and 1 month data collection was done as per the new regulations published
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3.0 Sampling methodology

3.1 Sampling for Cellular Mobile (Wireless) service providers

Data pertaining to 100% of the Gateway MSC'’s (GMSC's) and Mobile Switching Centre’s (MSC’s) of all the Cellular Mobile
Service Providers or Unified Access Service Providers (UASP) was collected and verified in specified circles/service areas.
Following are the various operators covered in North East circle

Month of

Operator 1 Idea May, 2012

BSNL May, 2012

Operator 3 Reliance GSM May, 2012

MTS May, 2012
Airtel May, 2012

Operator 6 Uninor May, 2012

Vodafone May, 2012

Operator 8 Tata Tele - CDMA May, 2012

Aircel May, 2012
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4.0 Audit methodology

4.1 Cellular Mobile Services

In a nutshell the following activities were done while auditing for various parameters for Cellular Mobile Services:

RB

international

AS
FOUND IN
AS FOUND IN |3 DAY OPERATO
VERIFICATION |[LIVE R INDEPEN
AS AS FOUND IN ACTUAL FOR THE MEAS URE ASSISSTE|DENT
REPORTED |[RECORDS AFTER MONTH OF MENT LIVE D DRIVE |DRIVE
S.no Parameter IN PMR VERIFICATION AUDIT DATA CALLING |TESTS TESTS
A Network Performance
A (D) BTS accumulated down time
Yes Yes Yes
A (i) Call setup success rate (within licensee own
network) Yes Yes Yes Yes Yes Yes
A (iii) |Blocked Call Rate Yes Yes Yes Yes Yes Yes
A (iv) |Call Drop rate Yes Yes Yes Yes Yes Yes
S - - - -
A (V) Yo Connections with good voice quality ves ves ves ves ves
A (vi) |Service Coverage Yes Yes Yes Yes Yes
A (vii) |Pol Congestion Yes Yes Yes
B Customer Helpline
B (i) Response time to the customer for assistance ves ves ves ves
C Billing Complaints
Cc ) Billing complaints per 100 bills issued ves ves ves
C (i) %age of billing complaints resolved within 4
weeks Yes Yes Yes Yes
C (iii) [Period of all refunds/payments due to
customers from date of resolution as in (ii)
above Yes Yes Yes Yes
7
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5.0 Executive Summary

The objective assessment of Quality of Services (QoS) was carried out by IMRB International for all the Cellular mobile
service providers during the period starting from April 2012 to June 2012 in North East circle. The executive summary
encapsulates the key findings of the Audit
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5.1 Service provider performance report based on one month data verification: Cellular Mobile Services
“
Time

Name of Service | Consistent T?tngréo
Provider Busy Hour e g

(TceH) | in the

service
area

NS5 a5 5T 5 5 50 .5

“g‘l’ ol 4T 323 099% 9 193% 9550% 084%  178% 148% 38 1401 271% 95.21% 13084 5729 18437
ig;gg O 7 45 868 89 1224% 9647% 076%  1.86% 198% 102 2148 475% 9550% 3 57 36000 27761 162230
%g;gg O 65t 236 048% 6 092% 9885% 002% 031% 038% 2 1953 010% 9877% 0O 14 40000 21186 600183
-;gjgg O 63 T8 16%% 0 000% 9804% 000%  000% 041% 4 189 212% 100.00% O 14 400 1 264
égigg O 1% 4080 037% 11 074% 9869% 028%  067% 104% 62 4442 140% 9890% O 55 80989 68906 2236059
mgg Jolo. 100 s 075% 1 100% 10000% 0.10%  000% 111% 7 296 2.36% 9865% O 22 1580 1 38
3(1) olo, 140 98 110% 18 158% O737% 057%  145% 094% 104 3511 296% 9743% 0 29 26607 22835 795303
2(1):88 O e e 029% 0 000% 9925% 000% 030% 027% 3 603 050% 9988% O 28 42394 7156 55071
gg;gg oL s 612 05%% 3 196% 9778% 079%  126% 164% 217 4675 464% 9530% O 111 113962 50331 1673257

*Details pertaining to these are obtained through operator done drive tests. Results of the operator assisted drive tests are explained in detail in critical findings

** Methodology not in line with D Figures provided on All India |:| Not meeting the B’mark = TRAI Benchmark, DNA = Details not available, NA: Not Applicable
QoS basis benchmark
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Critical findings: Cellular Mobile Services

The audit for cellular mobile service providers were conducted at their respective MSCs in the North East circle apart from
Reliance Communication whose audit was conducted at their central NOC at Mumbai.

The audit involved a three stage verification process which consisted of auditing the records of the service providers and
verifying the data submitted to TRAI. The second step involved a three day live measurement of all the network parameters.
Finally basis the three day live measurement the auditors needed to find out the busy hour for the service provider and collect
the hourly data for this busy hour for the month in which the audit was conducted.

Busy Hour of Various Service Providers
Reported Time Consistent Busy Network Busy Hour found in 3

Service Provider

Hour day live measurement

Idea 20:00 to 21:00 hrs 20:00 to 21:00 hrs
BSNL 14:00 to 15:00 hrs 14:00 to 15:00 hrs
Reliance GSM 19:00 to 20:00 hrs 19:00 to 20:00 hrs
MTS 19:00 to 20:00 hrs 19:00 to 20:00 hrs
Airtel 19:00 to 20:00 hrs 19:00 to 20:00 hrs
Uninor 20:00 to 21:00 hrs 20:00 to 21:00 hrs
Vodafone 20:00 to 21:00 hrs 20:00 to 21:00 hrs
Tata Tele - CDMA | 20:00 to 21:00 hrs 20:00 to 21:00 hrs
Aircel 20:00 to 21:00 hrs 20:00 to 21:00 hrs

The TCBH reported by all the service providers matched the network busy hour calculated by IMRB auditors for the North
East circle.

BTSs Accumulated Downtime:;
In the North East circle, all the operators met the benchmark except. BSNL with Worst affected BTSs due to downtime being
12.24%.

Call Set-up Success Rate (CSSR):

All the operators were comfortably meeting the benchmark on this parameter. During the audits the maximum CSSR was
observed for Uninor with 100% of their calls getting completed. All the operators were found to be calculating the parameter as
per the norm specified by TRAI. CSSR was established as the ratio of total number of successful call attempts (establishment)
to the total number of call attempts made.

Network Congestion parameters:

SDCCH / Paging Channel Congestion, TCH and POI are part of the network congestion parameters. All the operators met
the TRAI specified benchmarks on the congestion parameters. The calculation methodology of these parameters was found to
be in complete accordance with what has been specified by TRAI. Both RCOM CDMA and Tata Teleservices measure paging
channel utilization. When the value of this parameter is less than 100%, it is counted as 0% congestion. There were almost no
POls with congestion more than the benchmark (<0.5%) except for 3 POls for BSNL GSM.

Call Drop Rate:
During the audit it was found that all the service providers were measuring this parameter as per the TRAI guidelines. The call

drop rate was measured as the ratio of total calls dropped to the total number of call attempts for all operators. Also, all of
service providers were found to be meeting the TRAI specified benchmark. The lowest call drop rate was of Tata CDMA at
0.27% and highest was for BSNL at 1.98%.

10
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Connections with good voice quality:

All the operators are measuring this parameter via their periodic drive tests. However, for some operators these parameters
can be obtained at their switch as well. During the audit it was found that all the service providers were measuring this
parameter as per the TRAI guidelines.

Customer Care / Helpline Assessment

For the accessibility of customer care aspect all the service providers meet the TRAI benchmark. However, for Voice to Voice
parameters a majority of operators were not meeting the benchmark with BSNL falling way short with only 71.57% of calls
answered within 60 seconds

Billing performance

All the operators were found to be meeting the benchmark of < 0.1% complaints registered per 100 bills issued and the
benchmark of 100% billing complaints being resolved within 4 weeks. In all cases where customers were due for refund, all
the service providers were meeting the TRAI benchmark of 100% with 1 week.

Inter operator calls assessment

Inter operator call Assessment Reliance Tata Tele -
NA

93% 93% 98% 96% 97% 97% 100% 100%

BSNL 99% NA 89% 96% 93% 95% 95% 99% 100%

Reliance GSM 99% 85% NA 95% 93% 96% 93% 98% 100%

MTS 100% 91% 91% NA 95% 98% 93% 97% 100%

96% 91% 98% 100% NA 99% 95% 100% 94%

90% 95% 92% 93% 93% NA 95% 95% 100%

Vodafone 97% 93% 90% 96% 95% 96% NA 98% 100%
Tata Tele - CDMA 100% 95% 93% 97% 95% 97% 97% NA 99%
95% 91% 93% 99% 95% 98% 98% 99% NA

The maximum problem faced by the calling operator to other operators
In the inter-operator call assessment, calls were made from the test SIMs of service provider whose audit was being

conducted to all the other service providers. RCOM GSM had difficulty in connecting to a BSNL number with 89% of their calls
getting completed and vice-versa BSNL faced difficulty in connecting to RCOM GSM with only 85% of calls getting connected.

H

Details of inter-operator calling are as followed:

Operator Date Location
Idea 161 May, 2012 Guwahati
BSNL 18" May, 2012 Guwahati
Reliance GSM 21st May, 2012 Guwahati
MTS 24t May, 2012 Guwahati
Airtel 25t May, 2012 Guwahati
Uninor 28t May, 2012 Guwahati
Vodafone 29t May, 2012 Guwahati
Tata Indicom (CDMA) | 30t May, 2012 Guwahati
Aircel 31st May, 2012 Guwahati

11
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Results of Operator assisted Drive test

The drive test was conducted simultaneously for all the operators present in the North East circle. There was in total of three drive tests conducted in the circle.
These tests were conducted in the cities of Aizwal, Bishnupur, & Tura. IMRB auditors were present in vehicles of every operator. A sample of 15 — 30 test calls
were made along each of the routes. The holding period for all test calls was between 120 seconds to 180 seconds. The drive test vehicle across all routes plied
at a speed of less than 20 km per hour. Taking into consideration the route that was taken for the drive test; most of the major areas for North East telecom circles
were covered.

For measuring voice quality RxQual samples for GSM operators and Frame Error Rate (FERs) for CDMA service providers were measured. RxQual greater than
5 meant that the sample was not of appropriate voice quality and for COMA operators FERs of more than 4 were considered bad. Call drops were measured by
the number of calls that were dropped to the total number of calls established during the drive test. Similarly CSSR was measured as the ratio of total calls

established to the total call attempts made. Signal strength was measured in Dbm with strength > -75dbm for indoor, -85 dms for in-vehicle and > -95 dbm outdoor
routes.

The drive tests in the North East circle were conducted in the cities of Aizwal, Bishnupur, & Tura was conducted along the following route:

AIZAWL

Thampui, Bawnkwang, Aizwal North High
school, Swalihar High School, South
Bawnkwang Pastor Qtr, Ramhlun North,
Ramhlun south, Anganwadi Worker Training |Lumsunguan :Youth Centre, Indipendent Church,
Centre, Govt Republick H.S. School, Electri S.P. Office, Bishnupur Ward No.4, Navodaya
Veng, Mizoram Cotton Mill, K.C Iron Factory, |Vidyalaya, Major L.Singh Mamorial Play Ground,
New Market, Saron Veng, College Veng, Loikwipat Lake, DC Office, Vehesun Yuva
Republic Veng, Govt T Ramana College, Khatla, Kendra, Ecological Park, SBL
peter Street, Iron Road, dist Civil Supply office,
Assam Rifile Head Qtre DRDA Office Aizwal,
Mizoram Finance Commission.
Millanium Comlex, Zarkhwat, Directorate of
School, Govt. Mizo Higher Secondary School,

BISHNUPUR Tura

. Dist Post Off, Arai Mile, Morning Secondary
School, Deputy Director Turism, Root Land
School, Meahla Grey Health Centre, New Tura,
Joint Comissioner Excise, JN Road, Civil
Hospital, Dermile, St. Anthony School, Dist
Medical & Health Office, Tura Scince Centre,
LBS LP School, Bengali Girls LP School, DC
Office, Tresury Office, Tura Police Reserve
Baptist Church, Meghaloya Rural Bank, TD Rd,
Satsang Bihar, Meghaloya Godiya Moth, West
South Bus Tewrminus.

Police Club, Police Station, Fire Brigade, Super
Market, HDFC Bank, Hawakhana, Garo Hills

Type of location

Periphery of the city

Outdoor

Congested area

Director or Art and Culture, Chanmari YMA Hall,
Hirangbenu College, Chanmari Presbyterian
Church, National Instutue of Technology,
Chatlang, Bawnkwang, Ramhlun, Industry Peng,
PWD Peng, Zormi Bapist Church, Lower
Zarkhwat, Bora bazar, Zion Street, Dawrpul,
Governor House, Assembly House, City Park,
BSNL office, Chief Forest Conservator

State Bank of India, District Hospital, Ward No.4,

Silchor Road, Public School, Chasunbari College,

Student Union Office, Post Office, Modem
School, Ward No.2

Motor Worker Union, Dist. Agriculture Office, New|
Circute House, Tetenkol, Supdt. Of
Taxes,Matemity & Child Hospital, Council of
Nocmus,Ringrey, Divisional Officer Soil
Conservation, Upper Chandmari LP School,
Chirstian Girls LP School, SBI Chandmari,
Sacred Heart Church,Bakdil.

Across the city

Prasar Bharati (Akashbani), BSNL office,
Treasury office, Good & Civil Supply Consumer
Affaire Dept. Vantlang, Assam Rifle Office,
Children Guide H.S. School, JCOs Club, Civil
Hospital, Zarkhwat, Chanmari, Chatlang Road,
Dist Sericulture office, Joint Director Transport,
Mizoram Handloom Development Dept.

District Hospital Gate, Bishnupur Bazar, Bishupur
High School, Bishnupur Public School, Police
Station, Superintendent of Police Office, Bishupur|
Higher Secondary School, Fire Brigade Office.

Chandmari, Chandmari Beat House, Tura
Christian Hospital, Tura Book Room, Christian
Girls LP school, Ringrey, District Library, District
Medical & Health Office, Babupara, Exicutive Eng
PWD, BSNL Office, DC Park, Head Post Office,
SP Office, SDO Tura, Meghaloya Co-Op Apex

Bank, Council Building, Tura Bazar, BJP Office,

12
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Bawnkwang Traffic Point, Bawnkwang Lunglei
Road, Thuampui

Mount Sinai Secondary School, Dist Agriculture
Office, Tetenkol, Tura Civil Hospital, Araimile,
College of Information Technology, 120 BN

CRPF Head Qtr.
ind Office complex DRDA office Bishanupur District Hospital COUNCIL SHOPPING COMPLEX
ndoor
Shopping complex Aizwal Bus Stand Market Bishnupur Market CIVIL HOSPITAL TURA

The tables given below gives a glimpse of the results of the operator assisted drive test:

RS o
=1 =
«Q —
& ) S
o o) ©
5 8 ~
= -3 (1]
g s a
3 o ~
A 1 1
2 @
o) >
: 3
QD
—

(oo | s | e | wweoon | A | e | Twacom |

oice quality 295%  99.52% 96.56% 85.98% 86.37%  100.00% 95.71%  98.93%  9571%  99.19% 95.31%
CSSR 295%  100.00%  100.00%  100.00% 8467%  100.00% 98.94%  100.00% 100.00%  100.00% 100.00%
0.00% 0.00% 0.00% 16.33% 0.00% 1.06% 0.00% 0.00% 0.00% 0.00%
Call drop rate <2% 0.00% 0.60% 0.00% 4.72% 0.00% 0.72% 0.00% 0.00% 0.00% 0.00%
0.00% 97.62% 96.50% 95.04%  99.15%  96.80%  100.00% 100.00%  100.00% 100.00%

Drive Test - Bishnupur

oice quality 295% 98.54% 97.19% 53.62% 49.12%
CSSR 295% 100.00% 99.39%

0.00% 061% 5.08%  20.00%

Call drop rate <2% 000% 000% 0.00% | 2.63%

rate

100.00% 100.00% 100.00% 100.00% 100.00% 98.84% 100.00% 99.56% 100.00%

95.57% 85.88% 95.16% 98.88%

0.00%  0.00% 2.65% 0.00%
0.00%  0.00% = 2.72% 0.00%

98.29% 99.78% 99.44%
100.00% 100.00% 97.35% 100.00% 100.00% 100.00% 100.00% 98.67%
0.00% 0.00% 0.00%  1.33%  0.62%
0.00% 0.00% 0.00% 1.35%  0.63%

99.96% 98.11%  98.62%  97.47%
100.00%  100.00%  100.00%  99.35%
0.00% 0.00% 0.00% 0.65%
0.90% 0.90% 0.00% 0.65%
100.00%  100.00%  100.00%  98.10%

" s | b oo | s | e | Uwor | vesor | twcoms | Awe |
oo o[ der Ot [ o] ot o] oo  oier [ dor andor ] oo oo oo s [ oer |

98.28% 97.44% 99.12% 98.59% 97.07%
94.92% | 80.00% 100.00% 99.58% 100.00% 100.00% 100.00%
0.00% 042% 0.00% 0.00%  0.00%
0.00% 0.00% 0.00% 0.00% 0.00%

9742%  95.16%

99.38%

100.00% 100.00% 99.13% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%
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Drive Test- Tura

TETETMMN 55 Som Soh 16 0% A TN %26 SIS 00k O I U9H 9%
100.00

CSSR 295% 100.00% 99.35% 100.00% = 74.36% | 7608% 10000% 100.00% 10000% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%  99.38%
| 345%  000% 048% 000% 000% 000%  000%  000%  000% 000% 000%  000%  063%

000% 000% 000%  000%  000%  000%  000% 000% 000%  062%
<2%  000%  000%  0.00%
10000% 9865% 100.00% 100.00% 100.00% 10000% 100.00% 100.00% 100.00% 100.00% 100.00% ~96.77%

Hands off success rate - -

. Not meeting the
benchmark

e

—

IMR
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Following were the areas where the signal strength was found to be inadequate for the operators:
ALL SERVICE PROVIDERS

Bishnupur: There was interference and low signal strength recorded in areas including Indipendent Church, Loikwipat
Lake, Modern School

Aizwal: Sericulture Office, and DRDA Office Aizwal were locations where inadequate coverage was recorded

Tura: Arai Mile and Mount Sinai Secondary School experienced inadequate coverage in drive test

Conclusions:
Drive test was conducted by IMRB with the help of service providers to measure this parameter. In the drive test it was found
that all the operators meet the TRAI benchmark on voice quality.

1. BSNL does not meet the TRAI benchmark on various parameters such as Voice Quality, CSSR, and Call Drop rate in
Aizwal, Bishnupur, and Tura

Summary of Live Measurement Results — Cellular Mobile Services

Network Availability Connection Establishment (Accessibility) Connection Maintenance (Retainability)

Call Set-up SDCCH/
Success Rate | Paging Chl.
(within licensee's | Congestion

own network) (%age)

1.81% 1.27% 98.25% 0.46% 0.87% 1.21% 0.35% 95.29%

BSNL 0.70% 1.83% 96.63% 0.94% 1.97% 1.98% 4.00% 98.00%

Reliance GSM 0.42% 0.00% 98.98% 0.01% 0.23% 0.59% 0.00% 98.42%
1.25% 0.00% 100.00% 0.00% 0.00% 0.00% 0.00% 100.00%

Worst affected %age of
Call Drop cells having | connection with
Rate (%age) | more than 3% | good voice
TCH drop quality

Name of Service Provider TCH

Congestion
(%age)

BTSs Accumulated | Worst affected
downtime (not BTSs due to
available for service) downtime

1.74% 0.13% 98.23% 0.36% 0.70% 0.58% 1.96% 95.67%

0.82% 0.00% 99.93% 0.18% 0.09% 2.22% 0.00% NA

152% 0.00% 97.61% 0.05% 0.26% 0.96% 2.73% 97.04%

Tata Tele - CDMA 0.03% 0.00% 99.00% 0.00% 0.00% 0.20% 0.12% 99.88%
[ Arcel | 1.29% 0.00% 97.52% 0.89% 1.42% 150% 4.83% 95.21%

H Not meeting the
benchmark

* Based on operator assisted drive tests conducted by IMRB

During the three day live measurement, all operators except Uninor for Call Drop rate were found to be meeting the TRAI
benchmark on all the parameters.

15
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Summary of Live Calling Results — Cellular Mobile Services

Metering and Billing Response time to customer for assistance

Percentage of calls answered by
the operators (voice to voice) within
60 seconds

Name of Service Provider
Accessibility of call centre/

%age complaints resolved within 4 weeks A ——

| we
T e R
———
BTN e o e
100.00% 100.00% 91.00%

L e [ U
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6.0 Detailed findings — Includes comparison between Live calling/Live
measurements and One month data collection

6.1 Graphical/Tabular Representations for Cellular Mobile Services

BTSs Accumulated Downtime

TRAIBenchmark = 2% BTSs acumulated downtime

2% T61%
’ 1.74%

1.52%

25/0

1.29%

0.82%
0.70%
0.42%

BTSsnotavailable for service

Foose
D a7 0.75% 0L28% 0.53%
0% t t
e fo
= 0“\00 o
%e\‘“°
r BTSs accumulated downtime m Sum of downtime of BTSs in a month {in hours)

One month

Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL

Live measurement

All the operators meet the benchmark

Worst Affected BTSs
TRAI Benchmark = 2% WorstaffectedBTSs
2.0% - 1.95%
1.83%
1.68%

fl.27 %
1.00%
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iNorst affected BTSs B Sum of dowintime of ETSs in a month {in hours)
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One month

Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL

Live measurement

All the operators meet the benchmark

Call Set-up Success Rate (CSSR)

TRAIBenchmark 2 85% ﬁn‘%} Up SuccessRate_
\00v 8A05%  oRgay,  95.99% opoas  S09%  greiy  9800%  o7s0u
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B %5\§ “@6@&‘ \ﬂ\ N(@ \3(\\(\0& 3 (ﬁé‘p‘:\ o Gg\‘t‘?‘ »‘03\
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@@ (%\,b‘\
© CCER: One month ®m C35R: Live measurement = C35R: Drive test
One month

All the operators meet the benchmark
Live measurement

All the operators meet the benchmark
Drive test

Operator(s) meeting benchmark: Idea, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL, Reliance GSM
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SDCCH / Paging Channel Congestion

TRAIBenchmark = 1% SDCCH/Paging Channel Congestion
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One month
All the operators meet the benchmark
Live measurement
All the operators meet the benchmark
TCH Congestion
TRAIBenchmark = 2% 1.07% TCH Congestion
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©TCH Congection: One month data

aTCH Congestion: Live measurement results
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One month

All the operators meet the benchmark

Live measurement

All the operators meet the benchmark

Call Drop Rate

3.0%

2.5%

2.0%

1.5%

1.0%

%age calls dropped

0.5%

0.0%

TRAIBenchmark £ 2%

Call Drop Rate

5 2.2%

1.0%
| 1.51%2% o

DB%
0.6%
1 D4f'o 0
DQ% 2% 'DD%
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0.2%
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| 4
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Call drop rate: One month data u Call drop rate: Live measurement results

S%D 2
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wCalldrop rate: Drive test

One month

All the operators meet the benchmark

Live measurement

Operator(s) meeting benchmark: Idea, BSNL, Reliance GSM, MTS, Airtel, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: Uninor

Drive test

Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL
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Cells with more than 3% TCH Drop Rate

TRAIBenchmark < 3% Cells having >3% TCH Drop

5.0%
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= Cells having 3% TCH - 1 Maonth mCells having =3% TCH - Live measurement results

One month
Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA
Operator(s) not meeting the benchmark: BSNL, Aircel

Live measurement
Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - COMA
Operator(s) not meeting the benchmark: BSNL, Aircel

Voice quality
TRAI Benchmark = 95% Voice Quality
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One month

All the operators meet the benchmark
Live measurement

All the operators meet the benchmark

Drive test

Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL, Uninor

Billing Disputes - Postpaid

TRAl Benchmark = 0.1%

010%

0.03% T

0.04% +

Percentage bills disputed

b2t

ooo% 1 —

Billing disputes - Postpaid

3
Fa

All the operators meet the benchmark
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Complaints - Prepaid

0.10% - — — —— = = = =
T oosw 1
5
o
2
E 0.06%
z
cu 0.04%
g 004% n
| =
@
% 0.02% 0.02%
0.02% + . .
o 0.01%
| 0.00% 0.00% 0.00% 0.00%
0.00% t t t t t t t t
& 3 S © @ ¢ $® i $
N S & S & o & «
o =4 )
& A%
& <§}

Operator(s) meeting benchmark: Idea, Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL

Resolution of billing complaints

TRAIBenchmark =100% Resolution of billing complaints
0,
100% 100% 100% 100% 100% mnl,xEM 100%

80%

60% T

Percentage casesresolved in4 weeks

3455 4 91% 9455
40% 1 B0% ] 79%
20% 1
A TA A NA
0% A t t t t
& e o 5 \{@,\ & & e
S S K $ ¥ S ;,0"‘? «
o K
N 3
Percentage cases resolved in 4 weeks: Audit results aPercentage cases resolved irﬁl weeks:Live calling

One month
All the operators meet the benchmark

Live calling
Operator(s) meeting benchmark: Tata Tele - COMA
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Operator(s) not meeting the benchmark: Idea, BSNL, Reliance GSM, Airtel, Vodafone, Aircel

Period of applying credit / waiver

TRAI Benchmark =100% Period of applying credit/waiver
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£
=
= 80% T
o
2
g
] B0% +
3
= 100% 97% 100% 100% 100% 100% 100%
2%
29 4% 1
@3
(5]
L]
@
o 20% +
(5]
@
o
S N N
s 0% - — —_—
o
et & 3 S 2 & ® >
K N = @e“ﬁ & & & 0 ,6}$ &

S ~\° oF
& A
A

Operator(s) meeting benchmark: Idea, Reliance GSM, Airtel, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: BSNL

Live calling for billing Complaints

Resolutlon of billing Reliance Tata Tele -
Total Number of calls

made

Number of cases resolved
in 4 weeks

30 159 84 NA 91 NA 79 3 94

Percentage cases
resolved in four weeks

100% 94% 80% 84% NA 91% NA 79% 100% 94%
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Customer Care / Helpline: Calls answered

TRA&| Benchmark 205% Calls connected and answered

gasme  10000%  gg77e,  100.00% 100.00% 100.00% 100.00%

100%

80%

G0%

40%

20%

%age calls connected and answered

0%

= Percentage calls conncted and answered:One month data w Percentage calls conncted and answered:Live Measurement

aPercentage calls connected and answered:Live calling

One month
All the operators meet the benchmark

Live measurement
Operator(s) meeting benchmark: Idea, BSNL, Reliance GSM, MTS, Uninor, Vodafone, Aircel
Operator(s) not meeting the benchmark: Airtel, Tata Tele - COMA

Live calling
Operator(s) meeting benchmark: Idea, BSNL, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: Reliance GSM
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Customer Care / Helpline: Calls answered voice to voice

TRAI Benchmark = 90% Calls answeredin 60 seconds (Voice to Voice)
100.00% 100.00%
100% S4-53% T
il 7 O i
27 %
80% 20%
71.57% 1B%

60%

40%

20%

%age calls answeredin 60 seconds
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S <l & . &
\téb Q,c.}\ (? ‘g\ Y@g Q&é ﬁﬁ QQ$ v‘&g
& 3 &
@é@ A
«'p
= Percentage calls answered in 60 Second=0ne manth data = Percentage calls answered in 60 seconds: Live measurement

aPercentage calls answered in B0 seconds: Live calling

One month
Operator(s) meeting benchmark: Reliance GSM, MTS, Airtel, Uninor, Tata Tele - CDMA
Operator(s) not meeting the benchmark: Idea, BSNL, Vodafone, Aircel

Live measurement
Operator(s) meeting benchmark: Reliance GSM, MTS, Airtel, Uninor
Operator(s) not meeting the benchmark: Idea, BSNL, Vodafone, Tata Tele - CDMA, Aircel

Live calling
Operator(s) meeting benchmark: Reliance GSM, MTS, Airtel, Uninor, Vodafone, Tata Tele - CDMA, Aircel
Operator(s) not meeting the benchmark: Idea, BSNL
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Termination / Closure of service

1000 o )
TRAIBenchmark =100% Termination/Closure of service
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All the operators meet the benchmark

Refund of deposits

TRAI Benchmark =100% Refund of deposts after closure
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All the operators meet the benchmark
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Inter operator calls assessment

Inter operator call Assessment Reliance : Tata Tele -
NA

93% 93% 98% 96% 97% 97% 100% 100%

| de |

99% NA 89% 96% 93% 95% 95% 99% 100%
99% 85% NA 95% 93% 96% 93% 98% 100%
100% 91% 91% NA 95% 98% 93% 97% 100%
96% 91% 98% 100% NA 99% 95% 100% 94%
T 0% 95% 92% 93% 93% NA 95% 95% 100%
97% 93% 90% 96% 95% 96% NA 98% 100%
100% 95% 93% 97% 95% 97% 97% NA 99%
T 91% % 9% 9% 98% 98% 99% NA

I:l The maximum problem faced bv the callina operator to other operators

In the inter-operator call assessment, calls were made from the test SIMs of service provider whose audit was being
conducted to all the other service providers. RCOM GSM had difficulty in connecting to a BSNL number with 89% of their calls
getting completed and vice-versa BSNL faced difficulty in connecting to RCOM GSM with only 85% of calls getting connected.
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7.0 Compliance reports: Results of Verification of PMR

7.1 Cellular Mobile services

Network Availability Connection Establishment JConnection Maintenance (Retainability) “ Netvcv;);l;gl'[)a/lfﬂc

Name of : i . SDCCH/ Point of
Service . i.e. i Paging it "
Provider . o i err]c(ogonia)c e
available im|.. Congestlo n (Y%age) (%age] TCH Congestion
time of all|for service) hours in a n (Y%age) drop (call 9
BTSsin | (%age)
hours
during a
month
SEEIEN N S T D 0 7 R T 27 577 I B
407 265233333 0.89% 1.96% 98.00% 0.40% 1.47% 1.74% 1222 2.86% 95.28% 10407 60419 171761
E 407 265253333 0.89% 8 1.96% 98.00% 0.40% 1.47% 1.74% 35 1222 2.86% 95.28% 0 10407 6041.7 171761
PMREEY; 19684 2.38% 164 5.63% 95.83% 1.78% 2.37% 2.15% 242 3339 7.18% 96.82% 0 121333 77089.3 963162
BSNL
E 1137 19684 2.38% 164 5.63% 95.83% 1.78% 2.37% 2.15% 242 3339 7.18% 96.82% 0 121333 77089.3 963162
Reliancep 626 1218 0.26% 6 1.00% 98.07% 0.29% 1.16% 0.76% 46 1879 2.44% 98.58% 0 40000 17498.7 DNP
GSM E 626 1218 0.26% 6 1.01% 98.08% 0.30% 1.17% 0.77% 46 1879 2.45% 98.58% 0 40000 17499.0 DNP
63 563 1.17% 0 0.00% 100.00% 0.00% 0.00% 0.00% 0 189 0.00% 100.00% 0 2908 1.9 102
MTS
E 63 563 1.22% 0 0.00% 100.00%  0.00% 0.00% 0.00% 0 189 0.00% 100.00% 0 4200 1.9 102
VIR 1441 7687 0.72% 27 1.90% 95.60% 0.81% 1.63% 1.37% 108 4278 2.52% 98.64% 0 81807 60995.4 1935314
Airtel
E 1441 7687 0.72% 27 1.90% 95.60% 0.80% 1.63% 1.37% 108 4278 2.52% 98.64% 0 81798 60995.0 1935314
66 113 0.23% 0 0.00% 99.55% 0.04% 0.00%  0.09% 0 194 0.00% 96.33% 0 579 2.0 10
Uninor
66 113 0.23% 0 0.00% 99.55% 0.04% 0.00% 0.09% 0 194 0.00% 99.87% 0 579 2.0 10
Vodafon 1096 5488 0.76% 11 0.97% 98.46% 0.27% 0.73%  0.82% 98 3395 2.90% 97.25% 0 25447 21399.1 731998
m 1096 5488 0.76% 11 0.97% 98.46% 0.27% 0.73% 0.82% 114 3395 3.36% 97.25% 0 25447 21399.3 731998
'I-'ral‘ta PM 181 150 0.11% 0 0.00% 99.00% 0.00% 0.08% 0.35% 1 580 0.11% 99.59% 0 41984 7610.0 56616
ele -
181 150 0.11% 0 0.00% 99.00% 0.00% 0.08% 0.35% 1 580 0.11% 99.59% 0 41984 7610.0 56616
CDMA
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R 1479 5142 0.47% 27 1.83% 96.71% 0.77% 1.75% 1.89% 197 4321 4.56% 95.31% 0 106628 53187.8 1607027
Aircel
1479 5142 0.47% 27 1.83% 96.71% 0.77% 1.75% 1.89% 197 4321 4.56% 95.31% 0 106628 53187.8 1607027

. . Response time to the customer for . .
Metering and Billing Termination/ closure of service
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100% 100% 100%
< 0.1% within 4 ithi > >90% | within 7 within
weeks days 60 days
o 7 5 o 7 d 0} 4 o b 0} y L d ) o 0} 5 0)
=\YI=4 0.00% 2,809 0 0.00% 1 617,329 100.00% 379 379 2 377 100.00% 96.10% 63,438 60,967 94.00% 98.44% 65 1 33.33%
m 0.00% 2809 0 0.00% 1 617329 100.00% 379 379 2 377 100.00% 96.10% 63438 60967 94.00% 98.44% 65 1  33.33%

— PMR 0.18% 185,326 222 0.12% 2482 789,772 69.50% 2704 2704 116 863 108.00%100.00% 62,382 62,075 90.32% 100.00% 124 124 100.00%
m 0.18% 185326 222 0.12% 2482 789772 69.50% 2704 2704 116 863 108.00%100.00% 62382 62075 90.32% 100.00% 124 124 100.00%
Reliance 0.01% 51962 0.02% 169 857939 100.00% 510 510 173 337 100.00% 99.00% 2499501 2526067 92.00% 100.00% 29 29 100.00%
SR [V1=02] 0.01% 51962 0.02% 168.667 857939 100.00% 510 510 173 337 100.00% 98.95% 2499501 2526067 91.73% 100.00% 29 29 100.00%

4
4
[EY) 000% o 0 000% O 150  0.00%
- W= oo0% o o 000% 0 108  0.00%
2

0 0 0 0 0.00% 100.00% 1 1 90.00% 0.00% 0 0 0.00%

0 0 0 0 0.00% 100.00% 1 1 100.00% 0.00% 0 0 0.00%

0.00% 129427 0.01% 4 7057720 100.00% 6 707 6 701 100.00%100.00% 1158691 1156291 97.00% 100.00% 432 432 100.00%

\Y/34=] 0.00% 129427 34 0.00% 673 7057720 100.00% 6 707 6 701 100.00% 99.71% 1623973 1577860 94.49% 100.00% 434 434 100.00%
PMR NA NA NA NA NA 36 NA NA NA NA NA NA NA NA NA NA NA NA NA NA
sninor NA NA NA NA 36 NA NA NA NA NA NA NA NA NA NA NA NA NA NA

\odat 015% 40916 63 0.06% 1570 922766 100.00% 1633 1633 1580 53 100.00%100.00% 54512 34046 86.00% 100.00% 144 144 100.00%
odarone;
m 0.15% 40916 63 0.06% 1570 922766 100.00% 1633 1633 1580 53 100.00%100.00% 235679 195763  86.00% 100.00% 144 144 100.00%
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TataTeIe 46616 28 0.01% 16 57921 100.00% 44 44 3 41 100.00% 96.00% 18176 17416 98.00% 100.00% 649 649 100.00%
- CDMA M0.00% 46616 28 0.01% 16 57921 100.00% 44 44 3 41 100.00% 96.00% 18176 17416 98.00% 100.00% 649 649 100.00%
e mom% 70974 4 0.02% 484 2381547 100.00% 488 488 488 0 100.00% 100.00% 141577 124494 89.37% 100.00% 185 185 100.00%
irce
MO.M% 70974 4 0.02% 484 2220444 100% 488 488 488 0 100.00%100.00% 141577 124494 | 89.37% 100% 185 185 100%
C ] Figures do not match with those reported in PMR |:| Figures verified on all India basis
B'mark = TRAI Benchmark, DNA = Details not available
NA: Not Applicable |:| Not meeting benchmark
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8.0 Conclusions
8.1 Cellular Mobile services

1. The figures reported by all the operators on all parameters completely match the figures obtained on verification
except for MTS and Aircel for Total no. of pre-paid customers at the end of the quarter, and Airtel for Total no. of call
attempts to call centre / customer care nos. during TCBH

2. BSNL does not meet the benchmark for various parameters like BTS accumulated downtime, worst affected BTS due
to downtime, SDCCH congestion, TCH congestion, and call drop rate

There were some minor variations found for some operators in their PMR submitted which may be due to rounding off error
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9.0 Annexure - |

9.1 Service provider performance report based on one month data

: . : : Response time to )
Network Availability Geil e Es_ta_l?llshment onnectlor_\ Ma!r!tenance Metering and Billing customer for Termlnatlon{
(Accessibility) (Retainability) assistance closure of service

downtime

(not centre/ complied

lessthan 1] omer | Operators | “o b

week within 60
care seo

0.99% 193% 9550% 0.84% 1.78% 1.48% 2.71% 9521% 0.00% 0.01% 100.00% 100.00%  98.54% 87.51%  100.00% 100.00%

BSNL 8.68%  1224% 96.47% 0.76% 1.86% 1.98% 4.75% 9550% 0.03% | 0.39% 100.00% = 97.00% @ 100.00% = 71.57% 100.00% 100.00%
Reliance

048%  0.92% 98.85% 0.02%  031% 0.38% 0.10% 98.77% 0.05% 0.04% 100.00% 100.00%  9842%  94.87%  100.00% 100.00%

@
(2]
=

el 169%  000% 9804% 000%  000% 041% 212% 100.00% NA  0.00%  NA NA  10000% 10000% NA  NA
T 037%  0.74% 9869% 028%  067% 104% 1.40% 9890% 0.02% 002% 100.00% 100.00%  96.13%  9325%  100.00% 100.00%
075%  100% 10000% 010%  000% 1.11% 236% 9865% NA  000%  NA NA  9583% O714% NA  NA
I 140%  158% 9737% 057%  145% 0.04% 296% 97.3% 0.05% 0.02% 100.00% 10000% 99.72%  8513%  100.00% 100.00%
LECHEES  020%  000% 9925% 000%  0.30% 0.27% 050% 99.88% 0.01% 0.00% 100.00% 100.00% 96.00%  9404%  100.00% 100.00%

CDMA
053%  1.96% 97.78% 0.79%  126% 1.64% 4.64% 9530% 0.01% 0.00% 100.00% 100.00%  100.00% 83.04%  100.00% 100.00%

9.2 Monthly Point of Interconnection (POI) Congestion Report

Name of POI not
meeting the
benchmark

Guwahati TAX 489 39034 482.62 19.5 Traffic Rerouted

Augmentation Approved, work in
Progress

Augmented

Action already taken/ action
% of Congestion POI plan for meeting the
benchmark

Total No. of Total No. of call Total traffic served
circuits on POI attempts on POI on POI (Erlang)

Name of the Service

Provider

BSNL AIRTEL MSC 3897 499084 3886.8 50
Shilliong BSC 988 59266 975

Reliance GSM 0 0

0

0
:
:
BT o
:
:
e |

O O O O O o o o o
O O O O O o o o o
O O O O o o o o o -
o O O O o o o o o

0
0
0
0
0
0
0
0
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9.3 Parameter wise performance reports for Cellular Mobile services
1. Network Availability

Audit Results for Network Availability

Reliance : Tata Tele -
GSM CDMA

licensed service area

3423 46945 2326 793 4080 6262
in @ month (in hours)

BTSs accumulated

downtime (not available

or service

Number of BTSs having

accumulated downtime
>24 hours

Worst affected BTSs due
to downtime

Reliance : Tata Tele -
Number of BTSs in the
licensed service area
Sum of dow_ntlme of BTSs 614.83 3772
in a month (in hours
BTSs accumulated
downtime (not available
or service
Number of BTSs having

accumulated downtime
>24 hours

Worst affected BTSs due
to downtime

2. Connection Establishment (Accessibility)

Audit Results for CSSR, SDCCH and TCH congestion

Reliance : Tata Tele -

Tata Tele -
ISDCCH/Paging channel
lcongestion

Benchmark “ BSNL

TCH congestion

TCH congestion

Tata Tele -
CDMA

w
.[;
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Airtel

Tata Tele -
SDCCH/Paging channel
lcongestion

Airtel

. Reliance Tata Tele -

Drive test results for CSSR (Average of three drive tests) and blocked calls

Reliance : Tata Tele -
Total number of call
attempts

Total number of
successful calls 672 1322 677
established

---------_

Reliance Tata Tele -

%age blocked calls

3. Connection Maintenance (Retainability)
Audit Results for Call drop rate and for number of cells having more than 3% TCH

L drop = “ = Reél;ace m Ta(t;aD-'rwe;e- m
Total number of calls

established

Ifg;ngmber ol o748 8311427 79907 969108 9721 5239 2149191
Call drop rate ---------_

Cells having more than Reliance Tata Tele -
Total number of cells in
the network

Total number of cells
having more than 3%
TCH

Worst affected cells
having more than 3%
TCH

Live measurement results for Call drop rate and for number of cells having more than 3% TCH

Reliance . Tata Tele -
ca" drop i “ BSNL m CDMA “

Total number of calls
established
If;;'pg‘émber DicE 08785 280424 150044 57951 10438 5900 204939
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GO <26 t20%  dsee  0S%  000% 0S8 2% 0S8k 0% 150

Cells having more than Reliance Tata Tele -
Total number of cells in
the network

Total number of cells
having more than 3%
TCH

Worst affected cells
having more than 3%
TCH

Drive test results for Call drop rate (Average of three drive tests)

Reliance : Tata Tele -
Total number of calls
established

Total number of calls
dro ped

---------_

4. Voice quality
Audit & Live measurement Results for Voice quality

OIce quallty ﬂ BSNL Reél;;‘nce -m TaéaD.lrwe;e “
Total number of sample
calls

Total number of calls with
good voice quality

Yoage calls with good
voice quality

i quallty “ = Reél;;‘nce - m Ta(t;aD-lrweAe “
calls

Total number of calls with
good voice quality

Yoage calls with good
voice quality

959234156 4232772185 1453 7672 96843 156140233 9929 7649879690

917584236 166398 161772562 2497 758749630

Drive test results for Voice quality (Average of three drive tests)

Reliance Tata Tele -
o quallty “ = -m CONA “
Total number of sample
calls

Total number of calls with
good voice quality

%age calls with good
voice quality

454404 189051 917273 12681 566096 250404 718430 28867 459980
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5. POI Congestion
Audit Results for POl Congestion

: Reliance : Tata Tele -
Total number of working
POls

No. of POIs not meeting
benchmark

TotaI Capacity of all POls
-in erlangs

Traffic served for all POls

(B)- in erlangs B

29392 161641.2 33263 4343313.3 7413 25189.0

---------_

Live measurement results for POI congestion

. Reliance : Tata Tele -
Total number of workin
POls

No. of POls not meeting
benchmark

TotaI Capacity of all POls
- in erlangs

Ueiiesaizd iy el Fots 451028 27711 778471 13 33304 08 149658 73374
(B)- in erlangs

---------_

6. Inter Operator Call Assessment

Inter operator call Assessment Reliance : Tata Tele -

BSNL 9% Coe% %% 9%  95% 95% 99% 100%
e R S
_ 100% 9% 91% NA 95°% %% 9% 9% 100%

DT % et% % f00%  NA 9% %% 100% 4%
DT o e% % %% %% %% NA 9% 100%
100% 95% 93% 97% 95% 97% 97% NA 99%

DTN o ot% o ee% %% % %% 9%  NA

_ The maximum problem faced by the callina operator to other operators
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7. Metering and Billing credibility
Audit Results for Billing performance

. Reliance : Tata Tele - .

Billing disputes - Postpaid

Total bills generated
during the period
Total number of bills
disputed

Billing disputes - Prepaid

Number of complaints
related to charging, credit
& validit

Total number of prepaid
customers in that period

---------_

Resolution of billing complaints

Total number of
billing/charging
lcomplaints

Total complaints
considered invalid

Number of complaints
resolved in 4 weeks from
date of receipt for
complaints listed in 5.3.1

Percentage complaints
resolved within 4 weeks 100% 100% 100% 100% 100% 100% 100% 100%
of date of receipt

213666 852312 960714 2746597 927813 55980 2306557

1953

Period of applying credit / waiver

Total number of
complaints where
credit/waiver is required

Percentage cases in
hich credit/waiver was 100%
received within 1 week

100% 100%

100% 100% 100% 100%

Live calling results for resolution of billing complaints

Resolution of billing Reliance : Tata Tele -
Total Number of calls
made

Number of cases resolved
in 4 weeks

Percentage cases
resolved in four weeks
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8. Customer Care
Audit results for customer care

Reliance : Tata Tele -

Total number of call
attempts to customer care
or assistance

16

Number of calls getting
connected and answered 14865
(electronically)

Percentage calls getting
lconnected and answered
Number of calls getting

transferred to the operato 62648
(voice to voice)

Number of calls answered

by operator (voice to

voice) within 60 seconds

Percentage calls

answered within 60 290% 94.87% 100.00% 93.25% 97.14% 94.04%
seconds (V2V

Live measurement results for customer care

Reliance : Tata Tele -
Total number of call
attempts to customer care
or assistance

Number of calls getting
connected and answered 24239 762392 71938 2 408332 5 77233 2690 150763
electronically)

Percentage calls getting
lconnected and answered
Number of calls getting

transferred to the operato 5722 246292 12391 40895 7 27357 1105 36793
(voice to voice)

Number of calls answered
by operator (voice to
voice) within 60 seconds

762392 660756 3902133 23 701509 60934 1562583

246292 119551 13 403618 222921 5835 362545

Percentage calls
answered within 60 >90% 94.93% 100.00% 93.19% 100.00%
seconds (V2V

Live calling results for customer care

Customer Care Reliance : Tata Tele -
Total Number of calls
received

Total Number of calls
getting connected and 100 100
answered

Percentage calls getting
connected and answered
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Live calling results for customer care (\Voice to Voice)

Customer Care REEN Tata Tele -
Total Number of calls
received

Total Number of calls
answered within 60

seconds
e - || I I e
answered within 60
seconds
Operator Customer Care No.
Idea 12345
BSNL 1503
Reliance GSM 9864098640, 333
MTS 9147155155
Airtel 198
Uninor 9123091230
Vodafone 111, 9706097060
Tata Indicom (CDMA) 121
Aircel 9854012345

9. Termination / closure of service
Audit results for termination / closure of service

. Reliance : Tata Tele -
Total number of closure
request

Number of requests
attended within 7 days

Percentage cases in
hich termination done
ithin 7 days

Audit results for refund of deposits

REEN : Tata Tele -
Total number of cases
requiring refund of
deposits

Total number of cases

16 34 NA 44 NA 73 34 63

Percentage cases in
hich refund was receive
ithin 60 days
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11. Additional Network Related parameters

Audit Results for Total Traffic Handled in Erlang

Reliance Tata Tele -

Traffic in Erlang BSNL Vodafone Aircel

Equipped capacity of the

()
(=)
=
>

Total traffic handled in

erlang during TCBH 5729 27761.45 21186 1.19 0.69 22835 7156 50331

Total number of customers as per VLR

Tata Tele -
CDMA

Reliance

BSNL GSM

MTS Airtel Vodafone Aircel

Total no. of customers
served (as per VLR)

Tata Tele -
CDMA

Reliance

Level 1 services BSNL MTS Airtel Vodafone

sec
60 sec

A total of 150 calls were made including 50 each at these numbers respectively:

[}
(2]
=

_|
=
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©
o
S,
o
o
@
=
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o
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150 150

—_
(9]
o

150

—_
(42
o

150

—_
(42
o

150 150

o 100
o 101
o 108
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