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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 study, from the execution perspective, has been divided into two modules — Survey module and

Audit module.

The Survey module has been commissioned with the objective of gauging the subscriber feedback on Quality of Services by
way of primary survey and comparing them with quality of service benchmarks stipulated by TRALI. In addition, Survey module

would also measure the compliance of ‘Telecom Consumer Protection and Redressal of Grievances Regulations, 2007

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.

For the ease of execution both the modules have been commissioned as two separate exercises. However, the findings of each

module would feed into the justification of the other module.

The Survey and Audit modules for various circles within the Zones, due to the sheer scale of data collection, have been
distributed across various quarterly periods. IMRB International conducted Survey in Andhra Pradesh, Kolkata and West Bengal
circles and Audit module was conducted across Andhra Pradesh, Kolkata, West Bengal, Uttar Pradesh (East) and Uttar Pradesh
(West) circles in the period of January — March 2010. The present report details the Quality of Services survey module findings

for the Kolkata Circle for Basic (Wireline), Cellular Mobile (Wireless) & Broadband Services.
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1.0 Background

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 1st July, 2005. The parameters for Broadband Service has been specified in the TRAI
notification for Quality of Services of Broadband Service Regulation, 2006 (11 of 2006) dated 6th Oct.
2006.

In addition, during this round of Survey module assessment, TRAI would also like to measure the
compliance of ‘Telecom Consumer Protection and Redressal of Grievances Regulations, 2007’ dated
4th May, 2007. These regulations are applicable to all Basic (Wireline) and Cellular Mobile (Wireless)
service providers and to those Broadband service providers whose turnover in any preceding financial
year exceed rupees five crores or whose total number of Broadband subscribers in any preceding
financial year exceed ten thousand numbers, as the case may be.

IMRB has been engaged by TRAI for a period of 12 months starting July 2009 to assess the quality of
services being provided by Basic (Wireline), Cellular Mobile (Wireless) and Broadband service
providers.

The study is being conducted broadly in two modules. They are:

Survey module: To obtain subscriber feedback on quality of services by way of primary survey and to
check the ‘Implementation and effectiveness of Telecom Consumer Protection and Redressal of
Grievances Regulations, 2007’

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

The present report highlights the findings for the Survey module for Kolkata circle that was covered in
the Quarter 1 (January — March) 2010. The primary data collection from the end users of Basic
(Wireline), Cellular Mobile (Wireless) and broadband services was undertaken by IMRB International
during the period of January 2010 — March 2010.

‘@ The study is

being conducted
broadly in two
modules:

(i) Survey module
and

(ii) Audit module

‘@ This report

highlights the
Survey Module
findings for
Kolkata circle for
Basic (Wireline),
Cellular Mobile
(Wireless) and
Broadband
services

IMRB




Quality of Service — Survey module report for Kolkata Circle

2.0 Objectives

The objectives of the “Survey Module” of this study are to undertake a survey among the subscribers

to:- ;@
The study

1. Assess the satisfaction with Quality of Services (QoS) provided by Basic (Wireline),  gims to identify
Cellular Mobile (Wireless) and broadband service providers on the ‘Quality of Service’
parameters laid down by TRAI*.

the critical areas
for improvement

2. Assess the compliance of the service providers and the satisfaction of the subscribers of 2V felecom
Basic (Wireline), Cellular Mobile (Wireless) and broadband services with ‘Telecom — Se€rvice pr oviders
Consumer Protection and Redressal of Grievances Regulations — 2007". Jor Quality of

Service

3. To compare the findings against the Quality of Service benchmarks notified by TRAl and  parameters and

identify the critical areas for improvement for the telecom service providers. Grievance
Redressal
Mechanism

IMRB
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3.0 Study methodology

As outlined earlier, the study was conducted in two modules. The first module (subjective survey) was
undertaken to gauge the subscriber feedback on quality of service by way of a large sample based @
field survey. The second module (objective assessment) involved auditing of the QoS monitoring The

records of telecom operators. satisfaction level
of subscribers was

3.1 Subjective survey methodology collected on a
four-point Likert

To gauge the level of satisfaction of subscribers with the quality of service provided by the service  ¢.,70.
providers, interviews across a large sample of subscribers for Basic (Wireline), Cellular Mobile
(Wireless) and broadband services were conducted. The sample survey was conducted to ensure

spread across operators on the basis of their subscriber size and the type of circle in which we are
conducting the interviews.

The sample for basic (wireline) services was evenly spread over 5% of the exchanges in 10% of the total SDCAs in that
particular circle. The sample for cellular mobile (wireless) service was evenly spread over 10% of the district headquarters of a
service area. The sample for broadband subscribers that was covered in the survey was distributed across 10% of PoPs
(Points of Presence) of the service providers. Also, the sample reflected the urban-rural split of the population of subscribers.
Also, a spread of postpaid and prepaid subscribers was ensured especially for wireless services.

The sample size was primarily covered using the face to face personal interviewing method. All of these interviews were
conducted by IMRB International trained executives. All interviews that were conducted face to face, the signatures of the
respondents were also obtained.

The satisfaction level of subscribers was collected on a four-point scale of “Very satisfied”, “satisfied”, “dissatisfied” and “very
dissatisfied”.

The questionnaire is divided into two broad segments viz.

a. The first part dealt with all the aspects of customer perception of service which was detailed out by asking 33
questions each for basic (wireline) and cellular mobile (wireless) segments and 23 questions for the broadband
segment

b. The second part of the questionnaire was about checking the awareness, implementation and effectiveness of

‘telecom consumer’s protection and redressal of grievances regulations, 2007’. This module entailed 22 questions
which probed the consumers exhaustively on the three stage redressal mechanism.

IMRB
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The responses for the first part have been summarized into the seven subjective parameters as specified in the QoS regulation in the

following manner:

Subjective QoS

Satisfaction with basic wireline on:

Satisfaction with cellular services on:

Satisfaction with Broadband services on:

parameter
Service provision

Time taken to get a new phone
connection

Time taken for activation of connection

Time taken to get a broadband connection

Network Phone working & always available Availability of signals Speed of broadband connection
performance, Make & receive calls easily Make & receive calls easily Service uptime

reliability & Getting clear voice quality on phone Getting clear voice quality of phone

availability

Maintainability

Quality of fault repair service

Availability of network
Restoration of network problems

Time taken for restoration of connection

Help services

Ease of access to helpline numbers
Response time of the customer care
executive

Problem solving ability of the executive
Time taken by executive to resolve
complaint

Redressal mechanism

Ease of access to helpline numbers
Response time of the customer care
executive

Problem solving ability of the executive
Time taken by executive to resolve
complaint

Redressal mechanism

Ease of access to helpline numbers
Response time of the customer care
executive

Problem solving ability of the executive
Time taken by executive to resolve
complaint prepaid)

Redressal mechanism

Billing

Timely delivery of bills

Accuracy of bill

Clarity of bill

Accuracy of charges deducted (for
prepaid)

Timely delivery of bills

Accuracy of hill

Clarity of bill

Accuracy of charges deducted (for
prepaid)

Timely delivery of bills

Accuracy of hill

Clarity of bill

Accuracy of charges deducted (for

Supplementary
services

Quality of supplementary services
provided

Quality of supplementary services
provided

Quality of supplementary services

provided

Overall
satisfaction

Overall rating of quality

Overall rating of quality

Overall rating of performance
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The responses to the second part of the questionnaire can be broadly summarized as follows:
a. Awareness of the stages of the redressal mechanism

b. Ease of access to the various stages
c. Satisfaction with quality of each of the three stages

IMRB
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3.2 Data analysis methodology

The satisfaction scores have been represented in two ways:-

Weighted satisfaction scores

Overall weighted satisfaction score for a parameter was ascertained using the following formula(s):
If a parameter is having 3 sub-parameters the overall score is calculated as below:

(Respondents giving Top2 score for parameter 1 + Respondents giving top2 score for parameter 2 + Respondents giving top2
score for parameter 3)

(Answering base for parameter 1 + answering base for parameter 2 + answering base for parameter 3)

Top - 2 gradations on the Satisfaction score scale i.e. scores of ‘Very Satisfied’ and ‘Somewhat Satisfied’
The percentage scores of ‘Very Satisfied’ and ‘Somewhat Satisfied' are represented for various parameters and sub-parameters

to gauge the percentage of satisfied subscribers. This type of data presentation assumes equal weightage to both the gradations
i.e. ‘Very Satisfied’ and ‘Somewhat Satisfied’ and doesn'’t provide any weightage to ‘Dissatisfied’ gradations.

IMRB
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3.3 Sampling Plan

Sample achieved for all the three services in Kolkata circle is as below:

Wireline:
. Sample Size
Name of the Operator Sample Size Achieved
Airtel 1067 890
BSNL 1067 1097
Rel Comm 1067 1048
TATA 1067 956
Wireless:
. Sample Size
Name of the Operator Sample Size Achieved
Airtel 1067 1096
Vodafone 1067 1102
Idea 1067 1118
Aircel 1067 1134
MTS 1067 1079
Reliance GSM 1067 1104
Reliance CDMA 1067 1091
TATA GSM 1067 1171
TATA CDMA 1067 1021
BSNL GSM 1067 1116
Broadband:
. Sample Size
Name of the Operator Sample Size Achieved
Airtel 1067 965
BSNL 1067 1081
Rel Comm 1067 897
VSNL 1067 1060
Sify 1067 501
IMRB
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Also gender and age distribution of the sample for the 3 services was as under:-

Wireline:
Gender wise break up
Name of the Operator Total Male Female
Airtel 890 583 307
BSNL 1097 761 336
Rel Comm 1048 909 139
TATA 956 748 208
Age wise break up
Name of the Operator Total < 25 years |25-60 years | > 60 years
Airtel 890 81 705 104
BSNL 1097 80 786 231
Rel Comm 1048 89 897 62
TATA 956 84 781 91
Wireless:
Gender wise break up
Name of the Operator Total Male Female
Airtel 1096 897 199
Vodafone 1102 861 241
Idea 1118 913 205
Aircel 1134 946 188
MTS 1079 939 140
Reliance GSM 1104 948 156
Reliance CDMA 1091 887 204
TATA GSM 1171 990 181
TATA CDMA 1021 788 233
BSNL GSM 1116 893 223
Age wise break up
Name of the Operator Total < 25 years |25-60 years | > 60 years
Airtel 1096 275 786 35
Vodafone 1102 259 798 45
Idea 1118 427 679 12
Aircel 1134 604 521 9
MTS 1079 260 798 21
Reliance GSM 1104 591 501 12
Reliance CDMA 1091 214 853 24
TATA GSM 1171 437 721 13
TATA CDMA 1021 237 751 33
BSNL GSM 1116 245 811 60
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Broadband:

Gender wise break up

Name of the Operator Total Male Female
Airtel 965 749 216
BSNL 1081 915 166
Rel Comm 897 785 112
VSNL 1060 858 202
Sify 501 397 104

Age wise break up

Name of the Operator Total < 25 years |25-60 years | > 60 years
Airtel 965 189 710 66
BSNL 1081 223 768 90
Rel Comm 897 107 729 61
VSNL 1060 108 838 114
Sify 501 99 385 17

The respondents for the Basic (Wireline) survey module were contacted in the following BSNL exchanges in the Kolkata circle.
The list includes only 10 exchanges. However, respondents lying under many more exchanges were part of the survey (5% of
total exchanges spread across 10% of Short Distance Charging Areas (SDCA).

Name of the Exchange
Alipur OCB-M
Chetla ROU
Baghbazar MAIN
Behala Main
Madhyamgram ROU
Shibpore OCB Main
Botanical Garden ROU
Jadavpur-II OCB Main
Dum-Dum-II OCB Main
Teretta Bazar OCB Main

Definition of key terms

Wireline service — These are the telephone services that are provided by various service providers for home / office
installations. These telephone connections are connected by a copper wire.

Wireless service — This service encompasses the services based on both GSM and CDMA network technologies. These
are typically known as mobile services.

Broadband service — Broadband’ is defined in the Broadband Policy 2004 as “An always on data connection that is able
to support interactive services including Internet access and has the capability of the minimum download speed of 256
kilo bits per second (kbps) to an individual subscriber from the Point of Presence (POP) of the service provider inteniimRB
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to provide Broadband service where multiple such individual Broadband connections are aggregated and the subscriber
is able to access these interactive services including the Internet through this POP. The 2 interactive services will exclude
any services for which a separate license is specifically required, for example, real-time voice transmission, except to the
extent that it is presently permitted under ISP license with Internet Telephony”.

Consumer perception of service score — It is defined as the process of attaining awareness or understanding of the
service aspects from the users. These service aspects are identified by various parameters in the delivery of
telecommunication services e.g. Basic Wireline, Cellular Mobile (wireless) and Broadband services. The various
parameters defining the service quality for Basic Wireline, Mobile Cellular and Broadband services have been identified in
section 3.1.

The perception score for this report is the ‘calculated’ satisfaction score as per the formula mentioned in 3.2 for various
parameters. This score for various parameters for all the service providers has been compared with the benchmark score
in the study findings section.

Percentage satisfied score — The satisfaction score have been indicated for the top two gradations i.e. ‘Very Satisfied
and ‘Satisfied’ boxes. This score has been calculated to gauge the percentage ‘Very Satisfied’ and ‘Satisfied’ subscribers
for various parameters in the study findings section.

IMRB
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4.0 Executive Summary

The cells within the tables in the summary section have been color coded to show the gradation within the satisfaction scores.
The satisfaction scores in various ranges have been color coded in the following manner. The scores here represent the level
of satisfaction of consumers.

Legend
Score Range (For level of satisfaction) Cell color

Parameter meeting the benchmark
Parameter not meeting the benchmark

4.1 Summary of the Survey module for Basic (Wireline) Operators in the Kolkata circle

Satisfaction level of subscribers with various parameters of Basic (Wireline) service:

T e
ST | Brmark (Al || BSNL [ RelComm || TATA |
290% 9286%  T143%  96.49%  97.46%
Blsones ssiedvinblingpomace-Pspod [P TR RS NP YO
295% 9500%  88.00%  9300%  92.00%

Customers satisfied with network performance, reliability and availability -- 88.00% 92.00% 94.00%

295% 8856%  71.09%  69.06%  85.10%
290% 89.00%  T100%  77.00%  8200%

1. Service Provision

Overall Satisfaction with Service provisioning
2008-09 2009-10 === - Benchmark Score
0,
100.00% T 92.36% 96.49% 97.46%
e e e g R L ] 90%
80.00% —+ 71.43%
60.00% -+
94.22% 0 0
40.00% -+ 79.17% 89.25% 88.89%
20.00% -+
0.00% i i | |
Airtel BSNL Rel Comm TATA

In the current round of survey, Airtel, Rel Comm, TATA meet the benchmark level of satisfaction with service
provisioning (i.e. 90%) BSNL does not meet the benchmark score with 71.43% score.

.............
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2 Billing Parameter — Postpaid subscribers

Overall Satisfaction with Billing - Postpaid
2008-09 2009-10 E'mark
100%
97.00%
95%
94.00%
92.00%
_ 88.00% _
92.00% 92.00%
88.00% 88.00%
30% |
Airtel BSNL Rel Comm TATA

In the current round of survey, Airtel meets the benchmark level of satisfaction with billing parameter (i.e.
95%).BSNL, Rel Comm, TATA do not meet the benchmark score with 88%, 93%, 92% scores respectively.

3. Help Services

Overall Satisfaction with Help Services
2008-09 2009-10 B'mark
100%
90%
89.00%
80% T
° 82.00%
77.00%
71.00%

60% T
40% T 79.00%

o 73.00%

E'?.DD'/H 630 1:}_,:}
20% T
0% I I I
Airtel BSNL Rel Comm TATA

In the current round of survey, Airtel subscribers have maximum satisfaction with help services. Whereas BSNL

has the lowest score.

IMRB
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4. Network Performance, Reliability and Availability

Overall Satisfaction with Netw ork Performance, Availability and Reliability
2008-09 2009-10 Benchmark Score
100% T
%
97.00% 95%
94.00%
90% 92.00%
b=L ¥ v I
88.00% .
92.00%
92.00%
88.00% 88.00%
80% I I I |
Airtel BSNL Rel Comm TATA

In the current round of survey, Airtel meets the benchmark level of satisfaction with Network Performance,
Reliability and Availability (i.e. 95%). BSNL, Rel Comm, TATA do not meet the benchmark score with 88%, 92%, 94% scores
respectively.

5. Maintainability

Overall Satisfaction with Maintainability
2008-09 2009-10 B'mark
100% T
° 95%
80% + Libelg 85.10%
600’6 | 71090/6 69060/6
400’6 T 4 a0/
62.18% S 65.57% 68.62%
20% T
0% I | I
Airtel BSNL Rel Comm TATA

In the current round of survey, no operator meets the benchmark level of satisfaction with maintainability (i.e. 95%).

IMRB
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6. Overall Customer Satisfaction

Satisfaction with Overall Service Quality
2008-09 2009-10 Benchmark Score
100%
95.02% 91.46%
%
90.29%
87.61%
80%
87.21% 86.29% 85.52% 85.12%
60% | | I |
Airtel BSNL Rel Comm TATA

In the current round of survey, for Overall customer Satisfaction Airtel, BSNL, TATA meet the benchmark level (i.e.
90%).Rel Comm does not meet the benchmark score with 87.61% score.

7. Supplementary Services

Overall Satisfaction with Supplementary and Value Added services
2008-09 2009-10 B'mark

100% T
90%

80% T 89% 88% 86%

75%
60% +
94% 90% 89%
40% 1 75%
20% +
0% I I |
Airtel BSNL Rel Comm TATA

In the current round of survey, for supplementary services, no operator meets the benchmark level of satisfaction
(i.e. 90%).

IMRB
17




Quality of Service — Survey module report for Kolkata Circle

4.1.2 Consumer Protection and Grievance Scores for the Basic (Wireline) survey

1. Redressal Mechanism - Stage 1: Call Center

Awareness about call centre telephone number BSNL TATA

No 15.73% 28.44% 14.22% 14.02%

The awareness of Call center number for redressing grievances (i.e. Stage 1 of the 3 stage process) varies from
70.65% for BSNL to 85.69% for Rel Comm.

The Percentage of consumers making any complaints to the toll free number within last 12 months is highest for Airtel
Also, Satisfaction level with complaint resolution by call center varies from 71.43% for Rel Comm to 88.05% for Airtel.

2. Redressal Mechanism - Stage 2 and 3: Nodal Officer & Appellate Authority

Awareness about the contact details of the appellate authority 4.61% 3.74% 1.78%

Awareness about contact details of Nodal officer 8.76% --

The awareness of Nodal officer and appellate authority for redressing grievances (i.e. Stage 2 of the 3 stage process) is very low
for all the service

4.2 Summary of the Survey module for Cellular Mobile (Wireless) Operators in the Kolkata circle

2009-10

Customers satisfied with >90% 98.11% 100.00% 98.01% 97.27% 98.49% 97.56% 92.75% 99.04% 93.94% 99.19%
provisioning of service

Customers satisfied with billing

erformance - Prepaid
Customers satisfied with billing >95%  95.00% 100.00% 100.00%
performance - Postpaid - ’ ’ :

Customers satisfied with

S o e s i e o i
and availabilit

Customers satisfied with

Customers satisfied with

supplementary and value

added services

Customers satisfied with help

services including grievance 290% 90.00%

redressal

MRB
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SRR So00 96.15% 95.61% 81.42% 84.19% 83.54% 74.23% 87.84% 90.40% 91.93% 75.88%
service quality

Service Provision (Benchmark - 90%)

Overall Satisfaction with Service provisioning
2008-09 2006-10 B'mark
100% -94.70% 96.72% 96% 95% 7% 37 95%
90%
80%
60% -
98.11% 100.00% 98.01% 9727% 98.49% 97.56% g 750, 99.04% g3 040, 99.19%
40%
20% —+
NA NA NA NA
0% f f f f f f f f f f
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA

In the current round of survey, all operators meet the benchmark level of satisfaction with service provisioning (i.e.

90%).

Billing performance (Benchmark — 95%)

Pre-paid Subscribers

Overall Satisfaction with Billing - Prepaid
2708-09 2003-10 S'mark
100% + 9200% 93.00% 94.00% 91.00% 94.00% 94.00% o5
87.00% g5 00% _ _ o
80% + B 89.00% 1€1.00%
60% T
91% 270/ a7ol o 880 0RO/
40% + 87% 87% 34% 88% 36%
20% T
NA NA NA NA
0% f f f f f f f f f !
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA
IMRB
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In the current round of survey, no operator meets the benchmark level of satisfaction with prepaid billing
performance (i.e. 95%).

Post-paid Subscribers
Overall Satisfaction with Billing - Postpaid
2006-09 2009-10 Bmark
120% —
86‘:}:}
100% - 959
81% 84% N
80% —+ 70% 71% 63%
60%
o o 100% 100% o a0 o/
40% 95% 94 % 81% 94% 83% 92% 829%
20%
NA NA NA 20% MNA
0% I I I I I I I I I I
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA

In the current round of survey, in the case of post-paid subscribers, Airtel, Idea, MTS meet the benchmark level of
satisfaction with billing performance (i.e. 95%). Vodafone, Aircel, RCOM GSM, RCOM CDMA, Tata CDMA, DoCoMo, BSNL
do not meet the benchmark score with 94%, 81%, 20%, 94%, 88%, 92%, 82% scores respectively.

Help Services (Benchmark - 90%)

Overall Satisfaction with Help Services
2208-09 2008-10 B'mark
100% - or _ 07
85% 82% 0% 87% 90%
so% + 96% 76% 83%  84% 84%
80%
60% —+
W% T73%  76% o 70%
o 520/ 56%
20% —+
NA NA NA NA
0% f f f f f f f f f !
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA

In the current round of survey, Tata CDMA meets the benchmark level of satisfaction with help services (i.e. 90%).
Airtel, Vodafone, Idea, Aircel, MTS, RCOM GSM, RCOM CDMA, DoCoMo, BSNL do not meet the benchmark score with 86%,
85%, 76%, 83%, 84%, 82%, 84%, 87%, 80% scores respectively. IMRB
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Network performance, reliability & availability (Benchmark - 95%)

Overall Satisfaction with Netw ork Performance, Availability and Reliability
2208-09 2009-10 B'mark
120% T
97% 97% 0y, 0
100% -+ S 9% 92% . gsy,
80% 84% 86% 85% /4% 76%
60%
93':,':':} 94':,5':» Iir,:.' (174
40% -+ 799%  59% 88% 79
20% +
NA NA NA NA
0% I I I I I I I I I I
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA  CDMA

In the current round of survey, Airtel, Vodafone meet the benchmark level of satisfaction with network performance,
reliability and availability (i.e. 95%). Idea, Aircel, MTS, RCOM GSM, RCOM CDMA, Tata CDMA, DoCoMo, BSNL do not meet
the benchmark score with 84%, 86%, 85%, 74%, 93%, 91%, 92%, 76% scores respectively.

Maintainability (Benchmark - 95%)

Overall Satisfaction with Maintainability
2008-09 2009-10 E'mark
1000;,(0 _ 96‘%! 96‘:,"‘{}
339, 0m0 95%
80% 80% o 8% g9 ooy 89% 91%
o T
7€%
60%
93% 93% of 0y
400;"{0 iR 79‘:}:' 37 0 86 yii] 77{}:}
20% T
NA NA NA NA
0% f f f f f f f f !
Airtel  Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

In the current round of survey, for satisfaction with maintainability, Airtel, Vodafone meet the benchmark level of
satisfaction (i.e. 95%). Idea, Aircel, MTS, RCOM GSM, RCOM CDMA, Tata CDMA, DoCoMo, BSNL do not meet the
benchmark score with 79.86%, 83.29%, 82.16%, 78.71%, 91.73%, 88.68%, 91.26%, 76.4% scores respectively.

IMRB

21




Quality of Service — Survey module report for Kolkata Circle

Overall level of satisfaction (Benchmark - 90%)

Satisfaction with Overall Service Quality
2003-09 2009-10 B'mark
100% 1 92% 92%
~90%
§0% + 75% 83% 35% 75%
60% T
96% 96% _ o _ oo/ % 92%
40% L 81%, 84% 84% 74% oo/ 90% 76%
20% T
NA NA NA NA
0% | | | | | | | | |
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

In the current round of survey, Airtel, Vodafone, Tata CDMA, DoCoMo meet the benchmark for overall level of
satisfaction (i.e. 90%). Idea, Aircel, MTS, RCOM GSM, RCOM CDMA, BSNL do not meet the benchmark score with 81.42%,

84.19%, 83.54%, 74.23%, 87.84%, 75.88% scores respectively.

Supplementary services (Benchmark — 90%)

Overall Satisfaction with Supplementary and Value Added services
2008-29 2009-10 Imark
100%
86"}-‘1} 900/0
80% 83% 8 86% 88%
' 76%
60% T
91% 88% . 0 90% 94% 39% 92%
40% 7 | 4 81% 78y &% e
20% T
NA NA NA NA
0% I I I I I I I I
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA

In the current round of survey, Airtel, Tata CDMA, BSNL meet the benchmark level of satisfaction with
supplementary services (i.e. 90%). Vodafone, Idea, Aircel, MTS, RCOM GSM, RCOM CDMA, DoCoMo do not meet the
benchmark score with 87.9%, 74.36%, 81.22%, 78.18%, 85.3%, 89.95%, 88.68% scores respectively.
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4.2.1 Consumer Protection and Grievance Scores for the Cellular Mobile (Wireless) survey

RCOM {of0] Tata

52.45%
Informed by call centre about the

0,
Satisfaction with the system of
: . : RCOM RCOM Tata
complaint resolution by call Airtel | Vodafone MTS DoCoMo | BSNL
centre GSM CDMA CDMA

Very satisfied - -

SEibil 84.40%  85.98%  71.81%  81.50% - 83.64%  81.74%  80.31%  83.92%  80.00% 81.11%

DL ez 4ove 230% 1300% 1402 207%  1100% 1226%  681%  1044%

Very dissatisfie iRy 6.31% 4.63% 3.96% 1.40% 3.48% 6.37% 3.27% 8.35% 7.33%

(S6OU%  BSTHN  T207% GO0 BASTH  BAIS  B260% A4 oABM%  8222%

o 13.30%  11.22%  27.02%  16.96%  1542%  15.65%  17.37%  15.53%  15.16%  17.77%

The awareness of Call center number for redressing grievances (i.e. Stage 1 of the 3 stage process) varies from
59.21% for Idea to 91.77% for DoCoMo

The percentage of consumers making any complaints to the toll free number within last 12 months is highest for
RCOM GSM with 52.45%

The percentage of customers informed by call centre about the action taken on the complaint is lowest for Tata CDMA
Also, satisfaction level with complaint resolution by call center varies from 72.97% for Idea to 88.78% for Vodafone

Redressal Mechanism - Stage 1: Call Center

[Awareness about call centre
telephone number

Made any complaint to the
customer care in last 12 months

39.96%  39.11% 40.74%  40.22% 47.85%  31.34%  44.66%  40.59%

—

o
?

N

Redressal Mechanism — Nodal officer and Appellate Authority

: RCOM | RCOM | Tata

Nodal officer 3.67%
Awareness about the contact details -
of the appellate authorit 1.37% 1.54% 0.54% 0.71% 0.56% 1.28% 0.94% 0.69% 2.33%

Of all the subscribers contacted across all the service providers, negligible percent of subscribers are even aware of the contact
details of Nodal officer and Appellate Authority for redressal of grievances.

4.3 Summary of the Survey module for Broadband Operators in the Kolkata circle

Satisfaction level of subscribers with various parameters of Broadband service:

2009-10
Overall Performance . Bmak  Ael  BSNL  RelComm  VSNL  Siy

Customers satisfied with provisioning of service >90% 96.89% 85.04% 91.06% 100.00%  95.13%
 IMRB
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Customers satisfied with billing performance - a
. >90%

Postpaid

Customers satisfied with network performance,

rellablllty and availability

Customers satisfied with malntalnablllty >85%

Customers satisfied with supplementary and
value added services

Customers satisfied with help services including
grievance redressal

Customers satisfied with overall service quality _— 79.48% 82.57%

>90%

Service Provision (Benchmark - 90%)

95.00%

83.46%

82.00%

90.00% 92.00%

74.04% 82.48%

75.00% 80.00%

71.00% 76.00%

Customers satisfied with billing performance - 88.89%
Prepaid

94.00% 91.00%

79.00% 83.00% - 71.00%

85.03% 74.39%

66.67% 84.85%

77.00% 66.00%

82.68%  64.57%

[*Note: Satisfaction level for BSNL (prepaid billing) is calculated on a low base as service provider has limited number of prepaid
customers for Broadband service. Similarly for Sify, satisfaction level for postpaid billing is calculated on a low base owing to the
fact that only corporate customers are provided post paid connections by the operator]

100%

80%

60%

40%

20%

0%

Overall Satisfaction with Service provisioning
2008-09 20C8-10 s e B'Mark
96.89% 91.06% 100.00% 95.13%
e —_— e —_— L — . — e —  — 90%
35.04%
98.19%
96.91% 91 89% 97.68%
80.04%
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, Airtel, Rel Comm, VSNL, Sify meet the benchmark level for satisfaction with service
provisioning (i.e. 90%). BSNL does not meet the benchmark score with 85.04% score.
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Billing performance (Benchmark - 90%)

Overall Satisfaction with Billing - Postpaid
2015-09 2C09-10 B'mark
100% T 99.00%
95.00%
93.00%
90.00%
88.00% p0%
95.00% 94.00%
92.00% o/
90.00% 91.00%
80% I
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, for postpaid connection, all operators meet the benchmark level for satisfaction with

billing performance (i.e. 90%).

Overall Satisfaction with Billing - Prepaid
2008-09 2009-10 B'mar<
100% T 94.12%
88.89% —
BeE 63.72% m 0%
80% 1 .23% 90.18%
60% +
woon | 100.00% 93.33% | a5 75%,
77.78% 91.48%
20% +
0% I
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, for prepaid connection, BSNL, Rel Comm, VSNL, Sify meet the benchmark level for
satisfaction with billing performance (i.e. 90%). Airtel does not meet the benchmark score with 88.89% score.
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Help Services (Benchmark - 90%)

Overall Satisfactionwith Help Services
2008-09 2009-10 B merk
100%
90%
0% - g2 00% 76.00% 77.00%
80% 71.00%
66.00%
60% T
88.00%
40% 71.00% 74.00% 72.00%
59.00%
20% T
0% I | I
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, no operator meets the benchmark level for satisfaction with help services (i.e. 90%).

Level of satisfaction with network performance, reliability and availability (Benchmark — 85%)

Overall Satisfactionwith Network Performance, Availability and Reliability
200&-09 2009-10 B'mark
100%
. 88.00%
94.00% 000
33.00% 90%
80% T
7900%' 71 DD /0
60% T
91 .D'j‘:,l"::l - o/
40% + 80.00% 83.00% 85.00% 81.00%
20% +
0% I | |
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, Airtel, VSNL meet the benchmark level for satisfaction with network performance,
reliability and availability (i.e. 85%). BSNL, Rel Comm, Sify do not meet the benchmark score with 79%, 83%, 71% scores

respectively.
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Maintainability (Benchmark - 85%)

Overall Satisfaction with Maintainability
2C08-09 2008-10 B mark
100%
83.46% 82 48% 85.03% 90%
80% T 74.04% 74.39%
60% T
92.20% o/ 0/
40% T 78.05% T 79.55% O
20% +
0% f f f f f
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, VSNL meets the benchmark level for satisfaction with maintainability (i.e. 85%).
Airtel, BSNL, Rel Comm, Sify do not meet the benchmark score with 83.46%, 74.04%, 82.48%, 74.39% scores respectively.

Supplementary Services (Benchmark - 85%)

Overall Satisfaction with Supplementary and Value Added services
2008-09 2008-1C B'rrark
100% T 59.16%
. 84.85%
"'85%
30% + 75.00% B
B 66.67%
60% T
. 00% o
93.55% | 100.00% S 100.00%
40% + 82.18% B
20% +
0% I I I I I
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, Airtel meets the benchmark level for satisfaction with supplementary services (i.e.
85%).BSNL, Rel Comm, VSNL, Sify do not meet the benchmark score with 75%, 80%, 66.67%, 84.85% scores respectively.
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Overall level of customer satisfaction (Benchmark - 85%)

Satisfactionwith Overall Service Quality
2008-09 2009-10 == o= Bmark
100% T 92.32%
. _ . _ ... _.823% 8268% . _ . _._ 0%
80% T .
79.48% 64 57%
60% T
93.33%
40% —+ 79.92% 81.55% 81.30% 81.87%
20% T
0% f f f f f
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, Airtel meets the benchmark for overall level of customer satisfaction (i.e. 85%).
BSNL, Rel Comm, VSNL, Sify do not meet the benchmark score with 79.48%, 82.57%, 82.68%, 64.57% scores respectively.

4.3.1 Consumer Protection and Grievance Scores for the Broadband survey

Redressal Mechanism

00000000 | ame | esm v | sty |

Awareness about facility for measuring 0 0

Manual of practice provided while subscribing
for new broadband connection

67.10%

57.41% 50.00% 28.57% 18.93%

Awareness about provision for measuring connection speed varies from 36.62% for Sify to 62.4% for BSNL.
Similarly provisioning of manual of practice with new connection varies 18.93% for Sify to 67.1% for Airtel.

Redressal Mechanism: Call Center

Awareness about call centre telephone number - 91.21% -- 66.87%

Made any complaint to the customer care in
last 12 months

36.79% 63.09% 67.00% 62.36% 37.92%
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Informed by call centre about the action taken

0, 0, 0, 0, 0
on the complaint 71.89% 77.96% 77.40% 70.68% 55.74%

Satisfaction with the system of complaint
resolution by call centre

78.90% 71.33% 75.62% 79.04% 61.17%

The awareness of Call center number for redressing grievances (i.e. Stage 1 of the 3 stage process) varies from Sify
with 66.87% to BSNL with 91.21%. The Percentage of consumers making any complaints to the toll free number within
last 12 months is highest for Rel Comm with 67%. The percentage of customers informed by call centre about the
action taken on the complaint is lowest for Sify. Also, satisfaction level with complaint resolution by call center varies
from Sify with 61.17% to VSNL with 79.04%.

Redressal Mechanism — Nodal officer and Appellate Authority

Awareness about contact details of Nodal 25.18% 10.64% 1.04% 12.83% 5 50%
officer
Awareness about the contact details of the 0 ) . . .
appellate authority 18.13% 5.00% 4.57% 9.34% 2.99%

Of all the subscribers contacted across all the service providers, very few subscribers are even aware of the existence of Nodal
officer and Appellate Authority for redressal of grievances except for Airtel.
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5.1 Detailed Findings — Basic Wireline

This section of the report details with the performance of service providers on all the sub-aspects of various ‘Quality of Service’

parameters.

5.1.1

Service Provision sub-aspects

a. Last application for a phone connection: This aspect seeks to find out the recency of applying for a new wireline phone

connection of subscribers for various service providers.

100%

80%

60%

40%

20%

0%

Last Applied for a Wireline Connection
Less than & months 6- 12 months more than 12 months
98.6%
05 104 A Ao
95.1% 94.4% 91.5%
1.9% 0.8% 0.6% 2.7% 3.0% 4.7%  3.8%
3.0%
Airtel BSNL RelComm TATA

In last 6 months, maximum subscribers have applied for TATA with 4.71% connection. Whereas minimum connections
applied for during the same period were for BSNL with 0.82%.Same figure for the period of 6-12 months was found to
be maximum for TATA with 3.77% and minimum for BSNL with 0.55%.

b. Time taken to provide a working connection

100%

80%

60%

40%

20%

0%

Working Connection Provided within 7 days
2008-09 2009-10 ) .
- 95.06%
83.05%
[ =y ?L
05127 61.54%
%
i 90.47% 82 .41% 83.95%
66.67%
| | | |
Airtel BSNL Rel Comm TATA
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For number of working connections provided within 7 days, TATA with 95.06% scored highest. Whereas BSNL with 61.54%
scored lowest.

Satisfaction with service provision:

Satisfaction with Service provisioning
2008-09 2009-10

i 0,
100% — 92.86% 96.49% 97.46%
80% 1 71.43%
60% +

94.22% 89.25% 83.89%
40% + 79.17%
20% +
0% | : : |
Airtel BSNL Rel Comm TATA

For satisfaction with service provisioning, TATA with 97.46% scored highest. Whereas BSNL with 71.43% scored lowest.

Satisfaction with time taken for activation 2009-10

Very satisfied 19.05% 21.43% 21.05% 22.78%
REUSEN
Dissatisfied 4.76% 28.57% 3.51% 1.27%
Very dissatisfied

92.86% 71.43% 96.49% 97.46%

5.1.2  Billing Related sub-aspects

This aspect captures the level of satisfaction of subscribers on various billing related aspects such as timeliness, accuracy,
clarity etc. It also finds out the reasons for dissatisfaction of various billing related aspects.

..............
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Post-paid Subscribers

a. Percentage of Billing Complaints

Made Billing Complaintin Last 12 Months - Postpaid
2008-09 2009-10
40% T
20% +
10.39% 10.78%
9.18%
7.94% o
’ 17.11% 2000k
13.79%
7.79%
0% I I I I
Airtel BSNL Rel Comm TATA

Subscribers of TATA with 10.78% made maximum number of billing related complaints in 2009-10. For 2008-09, maximum
billing complaints were made for TATA with 20%.

b. Satisfaction with various billing parameters

ststocion it Bl ot ForPaspadusoners | A | BN, | elcenm | A
96.38% 88.03% 93.93% 95.06%
BOS% | B8RMH %A0%  9SI%
56.75% 31.77% 42.19% 31.03%
TE% | ol %% Si%

Satisfaction with timely delivery of bills for postpaid subscribers was found to be lowest for BSNL with 88.03%.
Satisfaction with accuracy of bills was found to be lowest for BSNL.

Satisfaction with clarity of bills was found to be lowest for BSNL.

For satisfaction with resolution of billing complaints, TATA with 31.03% scored lowest.
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Level of satisfaction with Billing — Post paid subscribers:

Satisfaction with Accuracy of Bills - Postpaid
2008-09 2009-10

100% T 99.05% 93.10% 93.51%

° 88.81% ° .
80% T
60% T

89.65%
40% 1 O 24.34% 79.04%
20% +
0% i | |
Airtel BSNL Rel Comm TATA

The scores of level of satisfaction have been explained in the executive summary.

Very Satisfied & Satisfied scores m BSNL TATA
Very Satisfied 26.33% 12.49% 4.32% 12.98%

Satisfied 68.72% 76.32% 88.78% 80.53%

95.05% 88.61% 93.10% 93.51%

Maximum score for satisfaction with Accuracy of bills for postpaid was found to be for Airtel with 95.05% of its subscribers
claiming to be either satisfied or very satisfied.

5.1.3  Help Services Related sub-aspects

a. Percentage of subscribers making Query in last 12 months

Made a complaint with customer care in last 12 months
2008-09 2009-10
60% T
51.24%
48.47%
42.05%
40%
32.73%
55.64%
20% _
32 14% 34.35%
25.32%
0% I i |
Airtel BSNL Rel Comm TATA B
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During last 12 months, maximum queries/complaints to the customer care has been made by Airtel subscribers and minimum
calls were made by the BSNL subscribers.

b. Satisfaction with Help Services / Customer Care

Satisfaction with help services “ BSNL TATA

Ease of access of call center toll free number 91.01% 77.72%

Response time to answer call by customer care executive 90.79% 76.60% 82.64% 86.82%

Problem solving ability of customer care executive 87.06% 65.46% _—

Time taken by customer care executive in resolving complaints 87.72% 64.90% 72.79% 78.85%
For ease of accessing customer care, BSNL with 77.72% scored lowest. For satisfaction with problem solving ability of the
customer care executive, BSNL scored lowest whereas Airtel scored highest.
The satisfaction with response time to answer call by customer care executive was found to be lowest for BSNL.
The satisfaction with time taken by customer care executive in resolving complaints was found to be lowest for BSNL.

5.1.4  Network performance, reliability and availability related sub-aspects

a. Satisfaction with network performance, reliability and availability

Very Satisfied & Satisfied scores BSNL _

Rel Comm TATA
BT67%  W281%  9398%

Ability to make or receive calls easily 96.96% 90.49% 92.05% 94.39%

gr— N T

The satisfaction with availability of working telephone (with dial tone) was found to be lowest for BSNL.
The satisfaction with voice quality was found to be highest for Airtel.
In the current round of survey, Airtel scored highest for satisfaction with ability to make and receive calls.

Availability of working telephone (with dial tone) 97.08%

o

A.5  Maintainability related sub-aspects

a. Percentage subscribers experiencing fault in the telephone in last 12 months

Experienced faultinlast 12 months
2008-09 2009-10
60% T+
40% 35.40%
31.08%
23.37% 51.21% 21.97%
20% +
23.01%
19.92% 17.51% il
0% f f f i
Airtel BSNL Rel Comm TATA
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Penetration of customers who have made fault complaints was observed to be highest for Rel Comm with 35.4% of the
subscribers claiming that they have made a complaint in last 12 months

b. Number of times telephone became faulty in last 1 month

Connections with more than 3 faults in last 1 month
) 2008-09 2009-10
14.00% 1 12.68%
12.00% +
10.00% +
8.25%
3.00% +
6.37%
6.00% + 5.39%
4.00% +
, 5.88%
200% + 440 4.17% AR
. (i}
0.00% | | I I
Airtel BSNL Rel Comm TATA

When it comes to comparing number of times the subscriber’s telephone became faulty out of the base of the
subscriber who has faced any problem in their connection in the last 1 month maximum subscribers who claimed that
they have faced problems in their telephone connection more than three times were from BSNL.

c. Time taken to repair after lodging complaint

Connectionsrepaired within 3 days
2008-09 2009-10
100%
86.73%
80.77%
80% T
67.60%
62.29%
60% T
40% .
B7.71% 64 97% 72.68% 73.68%
20% T
0% = = = ’
Airtel BSNL Rel Comm TATA

Percentage of connections repaired within 3 days varies from BSNL with 62.29% to Airtel with 86.73%.
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5.1.6  Supplementary services

a. Percentage of subscribers opting for Supplementary Services

Use of Supplementary/Value Added Services
2008-09 2008-10
10.00% 9.33%
9.00%
8.00%
7.00%
6.00%
5.00%
o
4.00% . 3.05%
3.00% 2.55% 2.30%
2.00% 4 11%
2.86%
1.00% 1.85% 2.32% o
0.00% I I
Airtel BSNL Rel Comm TATA
Usage of supplementary services is lowest among TATA subscribers.
b. Satisfaction with Supplementary Services
Level of satisfaction with supplementary services
Satisfaction with quality of VAS
2008-09 2009-10
100.00% _
89.16% 87.50% 86.37%
80.00% + 75.00%
60.00% +
. 94.45% 90.47% 89.47%
40.00% T 75.00%
20.00% +
0.00% |
Airtel BSNL Rel Comm TATA

The scores of level of satisfaction have been explained in the executive summary.
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Very Satisfied & Satisfied scores | Al | BsML TATA
Satisfied 74.70% 75.00% 87.50% 81.82%

The total satisfaction percentage is highest for Airtel with 89.16% of subscribers who were using supplementary
services claiming that they are either satisfied or very satisfied with supplementary services provided.

5.1.7  Overall Customer Satisfaction

Level of satisfaction with Quality of Service (Overall):

Satisfaction with overall quality of service
2008-09 2009-10
100% T
95.02%
91.46%
90.29%
87.61%
87.21%
80% I I I I
Airtel BSNL Rel Comm TATA

The scores of level of satisfaction have been explained in the executive summary.

Very Satisfied & Satisfied scores | Al | BsML TATA

In the current round of survey, Airtel with 95.02% scored highest for overall customer satisfaction with quality of service
whereas Rel Comm with 87.61% scored lowest.

..............
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5.1.8 Redressal Mechanism

Satisfaction Scores BSNL TATA

Call Center 88.05% 71.43%

Nodal Officer 60.00% 45.45% 0.00% 66.67%
For new customers, provisioning of ‘Manual of Practice' while taking the new 3 o
connection 53.66% 63.08%

5.2 Detailed Findings - Cellular Mobile Services

This section details out the performance of service providers on all the sub-aspects of various ‘Quality of Service’ parameters.
5.2.1 Service Provision

a. Last application for a phone connection: This aspect seeks to find out the recency of applying for a new mobile phone
connection of subscribers for various service providers.

Last Applied for a Mobile Connection

100% - Lessthar B martts G- 12 mcnths 0 “more thar 12 manths
° 0%  agy 93"f.' 0%  B9%
80% - . . 74% . .
B
60% -
. 47%
. o7  0%3s% W
40% - - 76%
20% - . 15%
i B 9% 5% 8% 4% y0% 50
4% . 6'%. - 22%- 47 % 11 /. 3% . 14% " 5°/c. BO/l
00/6 T T T

Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Dccomo BSNL
GSM CDMA CDMA

Proportion of less than 6 months old subscribers was found to be highest for Idea. For 6-12 months and more than 12 months
old subscribers, proportion of subscribers was highest for MTS and RCOM CDMA respectively.
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b. Time taken for activation of new connection: This aspect seeks to find out the performance of various providers on the

time taken to activate a new connection i.e. in how many days after taking a new connection is the person able to make /
receive calls.

100%

80%

20%

0%

Working connections provided within 7 days

2008-09 2009-10
100.00% 100.00% 99.71% 99 .43% 98.40% 99.99% 93.60% 9¢.52% 100.00% 99.21%
96.23%  97.14% 95.36% 96.59% 96.19%
1 83.48%
NA NA MNA NA
Airtel  Vodafone ldea Aircel MTS RCOM RCOM Tata Docomc  BSNL

GSM

CDMA  CDMA

For proportion of connections activated within 7 days, Airtel, Vodafone, DoCoMo with 100% connections scored highest
whereas MTS with 98.4% connections scored lowest.

c. Satisfaction with service provision:

100%

80%

60%

40%

20%

0%

Satisfaction With Time taken to provide a working connection
L 100.00% 2008-09 - 2008-13 . 0 }
. 98.11% MU 98.01%  97.27% 93.49%  97.56% — 99.04% €3 94% 99.19%
4.70% 96.72% €5.81% 4.88% 97.44% .
_?4__7[ Y 6.72% 581 94.88% 37.95%
NA NA NA NA
Airtel  Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA
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The scores of level of satisfaction have been explained in the executive summary.

RCOM RCOM Tata
Vodafone MTS DoCoMo | BSNL
Very Satisfied & Satisfied scores m-ﬂm- RN R --

Very Satisied 1347%  1342%  646%  495%  208%  581%  626%  677%  T97%  686%
82.98%  82.19%  7496%  79.24%  8056%  68.42%  8158%  83.63%  83.96%  69.22%
%.15% 9561% 8142% 8419% 8354% T42%% BT8% 040% O19%%  T588%

Score for level of satisfaction with service provisioning varies from 74.23% for RCOM GSM to 96.15% for Airtel.

5.2.2 Billing Aspects

This aspect captures the level of satisfaction of subscribers on various billing related aspects such as timeliness, accuracy,
clarity, billing complaints resolution, etc. It also finds out the reasons for dissatisfaction of various billing related aspects.

a. Postpaid subscribers:

i. Percentage of billing complaints

Made Billing Complaintin Last 12 Months - Postpaid
2008-09 2009-10
40% T
20% +
33.87%
25.00% 29 45%
16.07% :
! NA 12.50% NA 13.75% 14.29% 1154(}‘6104?0;"6
0.00% 4.94% 0.00% NA 0.00% 0.00% 0.00% NA 5.80%
0% I I I I I I I I I I
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

Subscribers of RCOM GSM made maximum number of billing related complaints in 2009-10. In 2008-09, maximum billing
related complaints were made by Airtel subscribers.

ii. Satisfaction with various billing parameters

RCOM RCOM Tata
Vodafone DoCoMo | BSNL

T 10000% | 9744% 10000% 8571% 10000% 5000% 9473% 10000%  9200%  8276%

ccuracy of bills 89.19%  9130%  100.00% 8571% 100.00% 000%  O167%  8333% 9200%  8246%

Dol NA 6667%  NA 000%  NA  000%  NA  000% 6667%  000% RB
va

............
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Clarity i.e. transparency and 96.97%  95.24%  100.00% 83.33%  100.00% = 0.00% 94.12% | 100.00% 95.65%  85.72%
understandability of bills

In the current round of survey, satisfaction with timely delivery of bills for postpaid subscribers was found to be lowest
for RCOM GSM with 50%

The satisfaction with accuracy of bills was found to be lowest for RCOM GSM.

The satisfaction with clarity of bills was found to be lowest for RCOM GSM.

For satisfaction with resolution of billing complaints, Aircel, RCOM GSM, Tata CDMA, BSNL scored lowest.

iii. Percentage of subscribers satisfied

Level of satisfaction with billing performance (Post paid customers)

Satisfaction with Accuracy of Bills - Postpaid
2008-0% 2009-10
100.00% 100.00%
100% T
80.19% 91.30% 91.67% 92.00%
80% T
60% T
85.32%
40% +7 op0 ° SR 75.61%
56.67% 66.67%
20% T
NA NA NA 0.00% NA
0% f f f f f f f f !
Airtel  Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

The scores of level of satisfaction have been explained in the executive summary.

. RCOM RCOM Tata
Airtel | Vodafone MTS DoCoMo | BSNL

Very Satisfied --
7297%  72.46% 100.00% 85.71%  100.00% 0.00%  86.11%  83.33% 88.00% 68.42%

.............
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In the current round of survey, highest score was found to be for Idea, MTS with 100% subscribers claiming that they are
either satisfied or very satisfied with postpaid billing.

c. Prepaid subscribers:

Level of satisfaction with accuracy of charges:

Satisfaction with Accuracy of Charges - Prepaid

2008-09 2008-10
_ o 96.38% 97.91% 95.74%
100% 93.35% 94.18% 93.46% 89.75% 88 50% o 90.29% 92.97%
80%
60% T
409 L1987 86.52% 86.90% 83.69% 87.56% 86.07%
20%
NA NA NA NA
0% f f f f f f f f f !

Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

The scores of level of satisfaction have been explained in the executive summary.

I e P A
Very Satisfied & Satisfied scores GSM CDMA CDMA
L 1aewh 1333%  516%  646%  4d5%  B60%  B3%  642%  091%  789%

Satisfied 79.66%  80.85%  91.22%  87.00% 93.46% 81.15% 80.17% 89.32%  80.38%  85.08%

In the current round of survey, highest score was found to be for MTS with 97.91% subscribers claiming that they are either
satisfied or very satisfied with prepaid billing.

.............




Quality of Service — Survey module report for Kolkata Circle

Percentage of billing complaints

Made Billing Complaint in Last 12 Months - Prepaid
NG 10
40% T
20% +
21.27%
! 9 % 3 3‘::'{} - =0 : % 52 - O
6.72% 5.09% 9.43% 9. 7.73% 9.13% 8.76% 7.84% 6.11%
0% f f f f f f f f f {
Airtel \Vodafone Idea Aircel MTS RCOM RCCM Tata Docomo BSNL
GSM CDMA CCMA

For billing related complaints in 2009-10 maximum score was found to be for MTS with 21.27% of its subscribers claiming to
have made a billing complaint in last 12 months.

Satisfaction with process of resolution of billing complaints

Satisfaction with Process of Resolution of Billing Complaints - Prepaid
2008-10
i00% T+
80% +
60%
40% T 59, 78 329, 80.39%  _ _
76.08%  so23% 7019% gsogen "

57.14% 51 58% 55.55%

20%
0% f f f f f f f !
Airtel  Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GEM CDMA CDMA

For satisfaction with process of resolution of billing complaints, maximum score was found to be for Tata CDMA with 80.39% of
its subscribers claiming to be either satisfied or very satisfied.
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5.2.3 Help Services

This parameter captures the satisfaction of subscribers on various sub-aspects of help services. This includes the ease of
connecting to call center, problem solving ability of the customer care executive, time taken for resolution of complaint, etc.

a. Contacted customer care in last 12 months

Made a complaint with customer care in last 12 months
2008-09 2008-10
60% T
46.96% 889
° 45.99% 46.88% 44 36%
40.11%
40% +
32.26%
53.89%  51.24%
43.07% 43.01% 43.39% - 46.03% o
20% + : 0 : ° : 40.50% 38 26% 41.85%
27.37%
NA NA NA NA
0% f f f f f f f f f
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA

During last 12 months, maximum queries/complaints to the customer care has been made by RCOM GSM subscribers and
minimum calls were made by the Idea subscribers.

b. Level of satisfaction on various sub-aspects of help services

. RCOM | RCOM | Tata
Airtel | Vodafone MTS DoCoMo | BSNL
Satisfaction with help services --mm- N i --

S 15 945t  7908%  8636%  B750%  8655%  BRAS%  9239%  9339%  88.85%
Response time to answer call by 87.26%  8562% | 77.15% 83.75%  86.40% 81.18% 87.43% = 93.03% 90.58%  82.07%
customer care executive

elEES el VR ORI  80.89% | 79.50% | 7549% @ 81.23%  8161%  7952% | 80.51%  8857% | 8223% | 73.65%
care executive

Time taken by customer care 81.32% 80.34% 7550% 80.21% 80.92% 79.52% 80.51% « 88.79%  82.62% = 73.21%
executive in resolving complaints

For ease of accessing customer care, Idea with 79.08% scored lowest.

The satisfaction with response time to answer call by customer care executive was found to be lowest for Idea.

The satisfaction with time taken by customer care executive in resolving complaints was found to be lowest for BSNL.

For satisfaction with problem solving ability of the customer care executive, BSNL scored lowest whereas Tata CDMA scored
highest.
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5.2.4 Network Performance, Reliability & Availability:

This parameter captures the level of satisfaction of subscribers with various network related parameters which includes aspects
like availability of signal at all times, whether the person is easily able to make or receive calls and the voice quality of the
connection.

a. Level of satisfaction on various sub-aspects of network related parameters

; ; . RCOM RCOM Tata

Satisfaction with network related

Al |Yodstone mm cowa | coma | Pttt | BN
Availability of signal 96.52%  96.82%  81.91%  84.92% 84.99% 7359%  9220% 89.03%  92.84% = 74.17%

NI VNN a4 oTe% 8371% 8632% 8562% | 7A68% 9330% 9205% 92.04%  75.36%
0580% 96.99%  8658%  8625% 84.42%  7A8%  9265% 9307% 9134%  77.16%

The satisfaction with availability of signal was found to be lowest for RCOM GSM.
The satisfaction with ability to make or receive calls easily was found to be lowest for RCOM GSM.
The satisfaction with voice quality was found to be lowest for RCOM GSM.

c. Call drop rate:

Frequency of Call Drops
200£-03 2009-10
20% T
16.92%
14.68%
15%
10% 2 8%
15,049, " 09% — 15.67%
504 14.26% 4.50% 10.11%
0 7.97%
W O 4.03% SR 3.84%
1.74% 1.82% NA NA NA PP NA e
0% f f f f f f f !
Airtel  Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

According to survey results call drops are more frequent for BSNL with 15.67% of subscribers claiming that they experience
frequent or very frequent call drops.

5.2.5 Maintainability:

This aspect deals with the incidence of signal outages that the subscribers face with their telephone connections. It measures
the level of satisfaction of users with the signal availability and the time taken for restoration of signal problems.
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a. Level of satisfaction on various sub-aspects of maintainability:

RCOM RCOM Tata
Vodafone DoCoMo | BSNL
Parameter m-mm CDMA | CDMA --

Satisfaction with restoration of signal

oroblems (Vary Satisfied or 96.15%  95.90%  79.86% 83.29% 82.16% 78.71% 91.73% 88.68% 91.26% = 76.40%

The satisfaction with frequency of signal problem was found to be highest for Airtel.
The satisfaction with restoration of signal problems was found to be highest for Airtel.

5.2.6 Supplementary services:
Supplementary services mean the services that the subscribers have to specifically subscribe for. Some of these services are
free of cost and for others the subscribers have to pay either monthly charges or they are charged for these services according

to its usage. Some of the common supplementary services are call divert, voice mail, GPRS, efc.

a. Percentage of subscribers opting for supplementary services:

Users of Supplementary/Value Added Services
2008-03 2003-10
40% T
20.24% 20.07%

0, 4

20% 15.97% 15.96% 15.49%,
6.98% o 7.09%
13.54% 14.04% 5.10%
NA NA NA 7.59% 7.73% NA 7.91% 6.52%
0% f f f f f f f f f f
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo  BSNL
GSM CDMA CDMA

In the year 2009-10 usage of supplementary services varies from 5.1% for MTS to 20.24% for Vodafone.

.............
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b. Percentage of subscribers satisfied with supplementary services:

Level of satisfaction with supplementary services:

Satisfaction with quality of VAS
2008-09 2008-10
(17— i 0/
100% 91 .43% 87 90% . 89 95% 93.83% 88.68% 91.87%
85.30%
80% + 74.36% e
60%
.
40% 86:46%  83019% 80.77% 89-54% e
20%
NA NA NA NA
0% f f f f f f f f f !
Airtel Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

The scores of level of satisfaction have been explained in the executive summary.

RCOM RCOM Tata
Airtel | Vodafone DoCoMo | BSNL
Very Satisfied & Satisfied scores --mm- COMA | comA --

Ve Satisfied 3.43% 4.04% 1.28% 2.21% 1.82% 1.18% 1.37% 4.94% 1.89% 1.63%

Satisfied 88.00%  83.86% 7308% 7901% 76.36% 84.12%  8358%  88.89% 86.79%  90.24%
9143% 87.90% 7436% 8122% 78.18%  8530%  89.95% 93.83%  88.68%  O1.87%

The total satisfaction percentage is highest for Tata CDMA with 93.83% of subscribers who were using supplementary
services claiming that they are either satisfied or very satisfied with supplementary services provided.

5.2.7 Overall percentage of subscribers satisfied:

This parameter measures the overall satisfaction of mobile phone users with their respective service providers taking into
account the performance of the service provider on various aspects of mobile phone services.
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Level of satisfaction with Quality of services (Overall):

Satisfactionwith overall quality of service
2018-03 2008-10
100% 1.65% 91.78%
82.73% 85.19%
80% —+ 74.57% 74.71%
60% —+
96.15% 95.61% g 91.93%
o 37.84% 90.40% = 0
40% -+ 3142% 84.19% 8354% 24.93% o 75 88%
20% +
NA NA NA NA
0% I I I I I I I
Airtel  Vodafone Idea Aircel MTS RCOM RCOM Tata Docomo BSNL
GSM CDMA CDMA

The scores of level of satisfaction have been explained in the executive summary.

RCOM RCOM Tata
Vodafone MTS DoCoMo | BSNL

Very Satisfied ---
82.98% 8219% 74.96% 79.24%  80.56%  68.42%

In the current round of survey, Airtel with 96.15% scored highest for overall customer satisfaction with quality of service
whereas RCOM GSM with 74.23% scored lowest.

81.58%  83.63%  83.96%  69.22%

5.2.8 Three stage redressal mechanism:

TRAI has initiated a set of regulations named as ‘Telecom Consumer Protection and Redressal of Grievances Regulations —
2007". From this round of the customer satisfaction study of subscribers, TRAI has decided to test the awareness,
implementation and effectiveness of these regulations. These set up regulations are basically a three step mechanism through
which a customer can solve his / her query. Given below are the findings related to this three stage redressal mechanism across
subscribers of various service providers.

: . RCOM RCOM Tata
[Awareness about contact details Airtel | Vodafone MTS DoCoMo

BSNL
Nodal Officer 2.37% 2.81% 1.16% 1.68% 0.56% 3.26% 2.29% 1.79% 2.94% 3.67%

.............
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Details of awareness related parameters have already been explained in the executive summary

Made any complaint to the
customer care in last 12 months

40.22%  5245%  47.85%  31.34%  44.66%  40.59%

. RCOM RCOM Tata
If complaint made GSM CDMA CDMA DoCoMo | BSNL

Docket number received for mogt o) 14.81%
the complaints|

N°d°°k9t””mbergﬁi‘gi‘ljﬁ;lg"iﬁg 1200% 1277%  1446%  506%  898%  952%  647% - 776%  10.02%

WETETEIETE orot | @525%  Se2  8092% | G363 T930% | 8030% 7803 Tods% | 7273%

DOUCECUEEE CE DB 16089  18.44%  18.07%  897%  12.38%  7.51%  10.39% - 13.01%  12.50%
Tata
CDMA

0
Informed by call centre about the : RCOM RCOM

5 86.87%  8756%  79.15%  7922% 5361% 9149%  8651%  50.14%  84.36%  87.83%

[ fad% 1244 2085%  2078%  4639%  851%  13de%  4986% 1564% 12474

Level of satisfaction with resolution of complaints by call centre

Satisfaction with system of complaint resolution by call centre
2008-03 2008-10
100%
°T s660% 88.78% ,
. o 83.04% 84.57% 84.35% 82.63% 84.458% 84.84% 82 229
80% 72.97%
62.07% 62.20%
60% + 54.43% 51 02%
46.27%
40% 34.78%
20%
NA NA NA NA
0% i i i i i i i | | |
Airtel Vodafone Idea Aircel MTS RCOM  RCOM Tata Docomo  BSNL
GSM CDMA  CDMA

Level of satisfaction with resolution of complaints (for those customers who had made complaint in last 12 months) is
observed to be highest for Vodafone with 88.78% and lowest for Idea with 72.97%.
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Reasons for dissatisfaction with resolution of complaints by call centre

RCOM RCOM Tata
I N T N N I A A T

Reason for dissatisfaction - Call
centre

29.31%  25.00% 3857% 35.06% 24.24% 50.00% 28.89% 36.84% 21.74%  26.25%
e
polite/courteous
Customer care executive nof}
COUTTERRTILIEGEGIEE 18.97%  25.00%  15.71%  18.18%  31.82% 23.33%  16.67% 22.81% 17.39%  33.75%
information
IO | ] 6 . G
redressal is too long

Customer care executive was
unable to understand the problem 31.03%  31.25% « 44.29%  38.96%  46.97% 24.44% 17.78%  50.88% 23.19%  30.00%

For subscribers who were dissatisfied or very dissatisfied with call centre, inability of executive in understanding the problem
and Time taken to resolve the complaint emerged out as two pain points.

5.3 Detailed Findings — Broadband Services
5.3.1 Service Provision:

Incidence of provision of BB connection within 15 days

Connections provided within 15 days
2008-09 2009-10
- 96.10%
100% 91.16%
86.61%
80% T 71.37%
66.67%
60% T
40% 4 S84.48% 30.13% 75 46% 82.23%
20% —+ 43.16%
0% I I I I
Airtel BSNL Rel Comm VSNL Sify

For activation of new connection, Sify with 96.1% scored maximum whereas VSNL with 66.67% scored minimum.

S Thcernacional
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Level of satisfaction with service provisioning:

Satisfaction with time taken for activation
2008-09 2009-10
100.00%
100% 96.89% o1 06 ’ 95.13%
. 0
85.04%
80% T
60% T
98.19% 96.91% 91 89% 97 .68%
40% —+ 80.04%
20% T
0% f f f f !
Airtel BSNL Rel Comm VSNL Sify

The scores of level of satisfaction have been explained in the executive summary.

BSNL Rel Comm VSNL Sify
Very Satisfied & Satisfied scores:

Very Satised 2w 25%  eT% 8% 53T
68.61% 8248% 81.30% 91.67% 89.76%
OO e es0ek 9108%  0000% | %5A3%

VSNL with 100% of the subscribers saying that they are either “Very Satisfied” or “Satisfied” with the service provisioning scored
highest. Whereas BSNL with 85.04% of the subscribers saying that they are either “Very Satisfied” or “Satisfied”, scored lowest.

.............
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5.3.2 Billing Performance:
Postpaid:

Billing related complaints

Made Billing Complaintin Last 12 Months - Postpaid
2008-C9 2009-10
14%
12.09%
12% + 10.98%
10.03%
10% +
8.24%
8% T
6% T 12.37%
’ I 10.78% 10.40%
o, 1 8.60%
4% 2.44%
2% T
1.52%
0% f f f f
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, penetration of post paid subscribers making billing complaints varies from Sify with 2.44%
to Airtel with 12.09%

BSNL Rel Comm VSNL Sify
Satisfaction with Billing Parameters:

IAccuracy of bills 95.63% 93.15% 94.27% 95.00% 85.00%

65.42% 0.00%
Process of resolution of billing complaints

Clarity i.e. transparency and understandability of 95.64% 94.26% 95.17% 97.01% 94.87%
bills

The satisfaction with accuracy of bills was found to be lowest for Sify. The satisfaction with clarity of bills was found to be lowest
for BSNL Level of satisfaction with timely delivery of bills is lowest for BSNL with 85.94%.Sify scored lowest for resolution of
billing complaints.

.............
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Billing Accuracy - Prepaid
Level of satisfaction:

Satisfaction with accuracy of charges - Prepaid
2008-C8 z003-10
_ 0 95.23%
100% 88.89% 94.12% o €3.72% 90 13%

80%

60% T

100.00% 93 .339% a1 .43% 95.75%
40% T 77.78%
20% T
0% f f f f
Airtel BSNL Rel Comm VSNL Sify

The scores of level of satisfaction have been explained in the executive summary.

Very Satisfied & Satisfied scores: Accuracy of “ BSNL VSNL
charges

Very Satisied Coman WT es% wMe% TS
66.67% 79.41% 85.71% 78.80% 88.43%
BOPH A% e wT% 0k

Rel Comm with 95.23% of the prepaid subscribers claiming to be either satisfied or very satisfied with billing performance scored
highest.

.............
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5.3.3 Help Services:
Made a query/complaint with customer care in last 12 months
2005-0%9 2003-12
o — 69.53%
ko 510z 43.71%
o 48.38% - 59.65%
20% ~+ &3, ]
32.84%
0% +
'-.jﬁfa T T T T 1
Airtel BSNL Rel Comm VSNL Sify

Number of respondents making a query to the call center in the last 12 months varied from 40.21% for Airtel to 74.25% for Rel
Comm

Satisfaction with ease of accessing customer care
2008-09 2019-10
100%
86.27%
79.73%
80% -+ 76.47% 76.67% 23.51%
60%
90.15%
40% + 79.79% 81.79% 76 12%
59.74%
20% T
0% f f f f f
Airtel BSNL Rel Comm VSNL Sify

86.27% of Airtel subscribers claim that it is difficult to access the call center.

Satisfaction level with Help Services / BSNL Rel Comm VSNL Sify
Customer Care

Response time to answer call by customer care 85.75% --- 67.12%
executive

82.73%

69.73% 73.88% 75.58% 66.35%

Problem solving ability of customer care executive

.............
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Time taken by customer care executive in 81.96%

resolving complaints

62.41%

71.78%

73.68% 60.83%

The satisfaction with response time to answer call by customer care executive was found to be lowest for Sify.
The satisfaction with problem solving ability of customer care executive was found to be highest for Airtel.
The satisfaction with time taken by customer care executive in resolving complaints was found to be lowest for Sify.

5.3.4 Network performance, reliability and availability:

Satisfaction with speed of connection
2003-02 2009-10
100% T 92.53%
87.14%
_ 82.16%
80% 1 77.15%
67.40%
60% +
90.48%
40% + i 27 36% 82.49% 82.92% 80.51%
20% T
0% f f f
Airtel BSNL Rel Comm VSNL Sify

92.53% of Airtel subscribers said that they are either “Very Satisfied” or “Satisfied” with the speed of the broadband connection.
Contrastingly, only 67.4% of Sify subscribers are either “Very Satisfied” or “Satisfied”.

Satisfaction withtime for which service is up and running
2UU3-04 AUUY-"0
100.00% 94.49%
o 83.35%
80 95% 84.33%
80.00% 74 59%
60.00%
p N '
40.00% g 81.75% 84.32% 86.21% 82.41%
20.00% —+
0.00% I : : :
Airtel BSNL Rel Camm VSHNL Sify
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In the current round of survey, Airtel with 94.49% scored highest for satisfaction with time for which service is up and
running whereas Sify with 74.59% scored lowest.

5.3.5 Maintainability:

Frequency of problemin connection
2008-09 2003-10
100% - 95.23%
a o 33.49%
80% + 30 %4% 77.24%
68.82%
60% T
91.62% R o
40% + 76.53% 83.58% 77 799, 83.82%
20% T
0% f f f f
Airtel BSNL Rel Comm VSNL Sify

95.23% of Airtel subscribers claimed that they occasionally or never face problems with their broadband connection.

Satisfaction with fault repair service
2003-09 2C09-10

100%

83.46% 82.48% 8§5.03%
80% T 74.04% 74.39%
60% T
92.20% o Y
40% 1 78 05% 85.05% 79.55% 85.66%
20%
0% f f f f f
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, VSNL with 85.03% scored highest on satisfaction with time taken to restore the connection
whereas BSNL with 74.04% scored lowest.
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5.3.6 Supplementary Services:
Use of Supplementary/Value Added Services
2008-09 2105-10
30% T
21.45%
20% T
10% — 7.92% .
[y 6.59%
>-92% 4.81%
. 9.70% . 7 63%
3.33% 2.09% 0.86%
0% I I I I I
Airtel BSNL Rel Comm VSNL Sify
Maximum proportion of subscribers using supplementary/Value Added services is for Airtel.
5.3.7 Percentage subscribers satisfied:
Level of satisfaction:
Satisfaction with quality of VAS
2008-09 2009-10
100% —
89.16%
84.85%
_ 80.00%
80% 75.00%
66.67%
60%
(174 ( ﬂ,{.'
B =20k | 100.00% . 100.00%
40% + 82.18% o 'z
20% —+
0% : : : : |
Airtel BSNL Rel Comm VSNL Sify

In the current round of survey, for satisfaction with supplementary services Airtel with 89.16% scored highest whereas VSNL with
66.67% scored least.
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5.3.8 Telecom Consumers Protection & Redressal of Grievance Regulations, 2007:

Satisfaction level with Help Services / Airtel BSNL Rel Comm Sify
Customer Care

Penetration - Complains made to customer care

within last 6 months

Customer care informing about the action taken on 71.89% 77.40% 70.68%
the complaint

Resolution of complaint by customer care within 4
weeks of lodging complaint

The satisfaction with customer care informing about the action taken on the complaint was found to be highest for BSNL.

Airtel BSNL Rel Comm VSNL Sify
Reason for dissatisfaction with customer care
Difficult to connect call center executive -----
6.85% 11.64% 11.11%
Customer care executive not polite/courteous

Customer care executive not equipped with
adequate information

Time taken by call center for redressal of complaint 52.05% 56.16% 49.63%
is too long

The customer care executive was unable to
understand the problem

. IMRB
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6.1 Key Take Outs and Recommendations - Basic (Wireline)
Key Take outs: Overall Level

v' It was observed that BSNL is the major operator in Kolkata circle. TATA was observed to have limited presence only in
key areas and cities and caters only to corporate clientele.

v" Also as expected penetration of prepaid subscribers was observed to be low in Kolkata circle for Wireline services.

v"Across all the 7 parameters, none of the service providers could meet the benchmark for even a single parameter,
when the “Quality of Service” is looked from the consumer survey.

v There is a need to improve the satisfaction level of subscribers with respect to ‘Help Services’ and ‘billing performance
for post paid customers’ and “Maintainability” of network of various service providers. These are three areas where
service providers are performing relatively poor as far as satisfaction level of customers is concerned.

v" The awareness of 3-stage grievance redressal mechanism is observed to be low. Service providers should advertise
the 3-stage process detailing about Nodal officer and Appellate authority in national and regional dailies on a periodic
basis.

v The complaint resolution area by Call Center executive is another identified pain point across the service providers.
Most of the problem lies with time taken to resolve the complaint or the executive not being able to resolve the
complaint of subscribers. The satisfaction levels for complaint resolution by call centre are observed to be less than
50% for all the three service providers

Key Take outs: Operator Wise

BSNL (Kolkata)

v" The overall satisfaction level on all the parameters for BSNL subscribers (54%) was observed to be low when
compared to its performance in Metro circles

v" The customer care problem resolution mechanism should be made more robust as satisfaction levels on various sub
parameters like time taken to resolve complain, capability of customer care officer etc

v BSNL in Bihar should look at improving its performance on timely delivery of bills as subscriber satisfaction level was
observed to be only 50% for the same. Also, the service provider’s score on network performance was observed to be
relatively less with scores of less than 60 % across all the sub parameters on satisfaction level.

v" Faults and Fault repair also emerged as one of the key problems as more than 50% of the subscribers met claimed
that they have experience faults in last one month.

v"Incidence of subscribers who have subscribed for supplementary services was found to be relatively low as compared
to users of Broadband and Cellular Mobile Service

Tata Teleservices

v TATA teleservices has limited presence in Kolkata circle and caters primarily to corporate customers.

v' Although at an overall level it is observed that TATA is doing better than BSNL in Kolkata circle but the reason for the
same is largely the low subscriber base (Only in key cities) and hence low sample size covered.

v Although TATA teleservices is doing relatively better on call centre performance, it also needs to improve its
performance on the parameter as subscribers satisfaction level was observed to be significantly below the TRAI
specified benchmark.

IMRB
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6.2 Key Takeouts & Recommendations — Cellular Mobile (Wireless)

Key Take outs: Overall

v"Across all the 7 parameters, none of the service providers could meet the benchmark for even a single parameter,
when the “Quality of Service” is looked from the consumer survey.

v Also, when compared to subscriber satisfaction level observed in metro circles it was found that satisfaction levels in
Kolkata are low across all the parameters.

v At an overall level TATA and Airtel were found to be best performing with relatively better score across all the
parameters

v As in other circles and services, there is a need to improve the satisfaction level of subscribers with respect to ‘Help
Services’ and ‘billing performance’ of service providers especially for postpaid subscribers.

v"Aircel and BSNL were found to be performing relatively poor on most of the aspects as far as satisfaction level is
concerned

v’ The awareness of 3-stage grievance redressal mechanism is observed to be low. Service providers should advertise
the 3-stage process detailing about Nodal officer and Appellate authority in national and regional dailies on a periodic
basis.

Key Take outs: Operator Level

v" The service providers does relatively well and has scored below 60% only on one parameter i.e. Help services as far
as satisfaction level of subscribers is concerned.

v" Also when compared to other operators in the circle Airtel is performing relatively better on network performance with
subscriber satisfaction level of 65% and Top two box score of 67%.

v"Airtel should look at improving its performance on the process of resolution of billing complaints by call centre (sub
parameter of call centre performance) where service provider’s satisfaction level was observed to be below 40%.

v BSNL does not perform well on help services, network performance, maintainability and supplementary services as
subscriber satisfaction level scores have remained below 55% on all these parameters.

v However, the service provider seems to be doing relatively well on billing performance (for prepaid customers), where
top two box score was observed to be 86%.

v" A significant proportion (>30%) of BSNL subscribers met claimed that they experience frequent call drops.

v" As with other operators BSNL needs to improve its performance on call centre significantly as it is scoring below 50%
on most of the sub aspects as far as subscriber satisfaction level is concerned.

Tata Teleservices

v' Tata Teleservices performs next to Airtel on overall satisfaction level at a score 65%.
v' As far as performance on call centre related aspects is concerned, it is doing better than other operators with scores of
over 60% satisfaction level on most of the parameters.

Aircel
During survey it was learnt that the service provider has only prepaid subscribers in the circle.

Aircel scores the lowest on overall satisfaction with subscriber satisfaction level of 44% and top two box score of 41%.
Importantly more than 51% of its subscribers claimed that they experience frequent call drops. IMRB
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v" Also, Aircel needs to improve its performance on network related parameters where it is scoring lowest on all the sub
parameters.

Reliance Communications and RTL

v' Both the service providers do not perform well on Maintainability, Help services and Network performance where their
satisfaction level scores were observed to be below 60%.

v" Also, a significant proportion (>20%) of the subscribers met for both the service providers claimed that they experience
frequent call drops.

v At an overall level RTL is perhaps the 4t best performing service provider followed by RCOM which can be said to be
performing marginally better than RTL.

6.3 Key Takeouts & Recommendations — Broadband

Key Take outs: Overall

v" During the survey it was observed that there are only two major service providers operating in the circle i.e. BSNL and
Sify (presence in primary cities). Reliance communications provides broadband connection in the circle but only to its
internal customer i.e. Reliance Telecommunications Ltd (RTL)

v"Across all the 7 parameters, none of the service providers could meet the benchmark for even a single parameter,
when the “Quality of Service” is looked from the consumer survey.

v"Importantly satisfaction levels have remained low for most of the parameters when compared with the performance of
service providers in metro circles.

v There is a need to improve the satisfaction level of subscribers with respect to ‘Help Services’, “Network performance”
and “Maintainability” of the network of service providers. These are two areas where service providers are performing
relatively poor as far as satisfaction level of customers is concerned.

v The awareness of 3-stage grievance redressal mechanism is observed to be low. TRAI, in addition to empowering
CAGs (Consumer Advocacy Groups), should advertise the 3-stage process detailing about Nodal officer and Appellate
authority in national and regional dailies. Also, the service providers should be instructed to highlight the presence of
“Nodal Officer” & “Appellate Authority” as a means to get resolution of complaints

Key Take outs: Operator Level

BSNL (Kolkata)

v When compared with Sify which performs well on service provisioning (with satisfaction level score of 78%, BSNL is
doing relatively poor. But the prime reason for same can be that the service provider is providing service in entire circle
whereas Sify has limited presence in prime cities.

v Also, there is a need to improve performance on network related parameters as more than 35% of subscribers in both
Kolkata claimed that they face frequent problems with Broadband connections.

v BSNL(Bihar) does relatively better on maintainability of network with subscriber satisfaction level of 61% and top two
box score of 83%
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SIFY

v

v
v

Most of Sify customers are prepaid and only a negligible proportion of its subscribers were found to be post paid

(corporate customers).
As far as overall satisfaction level is concerned Sify is performing poor at 48%
Also, there is a need to improve performance on network related parameters (satisfaction level score 54%) as more

than 40% of subscribers in Kolkata claimed that they face frequent problems with Broadband connections.

IMRB
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7.0 Annexure (Question wise Responses)

7.1 Basic (Wireline)
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Dissatisfied 5.20% 12.50% 10.10% 9.88%

Verydisatsfedl T/ N R L7 <

O w422%  794T%  89.25% 88.89%

D L

Satisfaction with timely delivery of bills - Postpaid 2009-10

Very satisfied 27.42% 15.81% 4.74% 13.69%

Sasfecl - 27 X TR

Dissatisfied 3.02% 9.17% 5.63% 4.94%

VEIRIETEE [ oso [ 2et [ o 000%

Top-2 96.38% 93.93% 95.06%

D e e 60 A%

Satisfaction with timely delivery of bills - Postpaid 2008-09

Very satisfied 2.96% 5.00% 4.70% 7.62%

SatsfeclN 7277 SN 7 2 R

Dissatisfied 4.93% 13.46% 11.74% 6.67%

VIR [ ooo [ a0m [ oere L 000%

Top-2 95.08% 87.59% 93.33%

DU e s 124 6%

Satisfaction with accuracy of bills - Postpaid 2009-10

Very satisfied 26.33% 12.49% 4.32% 12.98%

S e Tea%  seTeR w0SI

Dissatisfied 4.59% 8.88% 6.19% 6.11%

Very disatsfedlNNC X /N 1 R Y- &

Top-2 95.05% 93.10% 93.51%

DU e e et ede%

Satisfaction with accuracy of bills - Postpaid 2008-09

Very satisfied 2.46% 4.33% 3.36% 9.52%

DT s mene e men
ey 788% 13.08% 21.48% 20.00%

DT aen tew s om
Y 89.65% 8500%  T484%  79.04%

O e iS00 8% 0%
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Billing complaint in last 12 months - Postpaid 2009-10

omen

Billing complaint in last 12 months - Postpaid 2008-09

Satisfaction with process of resolution of billing complaints -
Postpaid

2009-10
DT sk os% esw wow

Dissatisfied 39.19% 56.47% 51.56% 55.17%

Ver disatsTecl N 1/ B S/ R Y

56.75% 31.77% 42.19%

TATA

Airtel TATA

Satisfaction with process of resolution of billing complaints -
. 2008-09
Postpaid

Very satisfied 3.57% 2.47% 1.96% 4.76%

e AT S

Dissatisfied 35.711% 37.04% 47.06% 33.33%

VIR [ asmn | [ aB0st [ seon [ 000%

Top-2 60.71% 46.91%

O e w0 eTs% %

Satisfaction with clarity of bills - Postpaid 2009-10

Very satisfied 24.60% 12.42% 4.46% 13.73%

Satsfecl N 72 S 77 1 R

Dissatisfied 2.08% 7.41% 3.88% 4.71%

VEREEEEE - oame [ s [ 02s% 078

Top-2 97.55% 95.83% 94.51%

L e e A sde%

Satisfaction with clarity of bills - Postpaid 2008-09

Very satisfied 2.06% 4.73% 3.15% 9.09%
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Dissatisfied 8.76% 8.49% 13.99% 16.16%

VIR oz [ z0m 2o 20

Top-2 90.72% 89.49% 83.92%

L e s 1e09%  fade%

Satisfaction with accuracy of charges - Prepaid 2009-10

Very satisfied 29.41% 0.00% 11.25% 17.86%

Dissatisfied 0.00% 0.00% 3.95% 3.03%

VIR [ ooo | [ 000 o0t 0%

0 100.00% 10000%  9575%  9665%

L e 000 428 A%

Satisfaction with accuracy of charges - Prepaid 2008-09

Very satisfied 2.52% 18.92% 2.31% 2.87%

Dissatisfied 8.34% 10.81% 8.01% 12.21%

Ver disatsTecl X/ S 1 R /A Y7

Top-2 91.13% 89.19% 90.91%

O

Made complaint at the customer care 2009-10

Ye 51.24% 48.47% 42.05%

L e e SIS ST

Made complaint at the customer care 2008-09

Ye 32.14% 34.35% 55.64%

L e T esesk M

Satisfaction with ease of accessing customer care 2009-10
19.96% 6.13% 1.97% 10.20%

Dissatisfied 8.11% 18.38% 13.21% 12.44%

Top-2 91.01% 85.80% 86.32%
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Satisfaction with ease of accessing customer care 2008-09

Very satisfied 2.88% 2.93% 2.23% 2.70%

Dissatisfied 26.20% 21.61% 35.38% 17.57%

Very disatsTecl BN X1/ B R R A X/

Top-2 70.29% 73.26% 80.00%

L e BT I 000

satisfaction with response time to answer call 2009-10

Very satisfied 21.93% 5.85% 2.56% 12.94%

DT s o mo  omk
8.11% 19.50% 16.17% 12.94%
DT e aew use o
D e 2d0%  138% 1319%

satisfaction with response time to answer call 2008-09

Very satisfied 3.19% 2.20% 2.51% 1.62%

DT s T este eish
30.03% 2161% 30.92% 13.78%
D T A

B 6837% 7399%  6602%  8297%

DT e mow mew o

Satisfaction with problem solving ability 2009-10
Very satisfied 22.59% 6.41% 1.78% 11.97%

Dissatisfied 11.18% 30.36% 19.92% 13.47%

Ver disatsfecl NN K-/ N S X SR A

Top-2 87.06% 73.77% 79.80%

L e s 62 020

Satisfaction with problem solving ability 2008-09

Very satisfied 3.83% 2.20% 2.23% 1.62%

Sl eteew  Ta7en  elask  TISTR

Dissatisfied 32.59% 19.78% 32.31% 17.84%

VerydissatsTedNNNN 77 BRI R < B &
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0 6549% 7399% | 6351%  79.19%

U st 60 349% 2081%

Satisfaction with time taken to resolve complaint 2009-10

Very satisfied 22.81% 1.24% 1.78% 11.19%

Dissatisfied 10.31% 30.36% 21.10% 15.17%

L e 0% 2 2l

Satisfaction with time taken to resolve complaint 2008-09

Very satisfied 3.19% 2.20% 1.67% 1.35%

DT e oo cosh ez
T 3291% 2381% 33.15% 19.46%
DT e esw e oo
Y 65.17% 6960%  6212%  T157%
L e o T 240

Satisfaction with availability of working telephone 2009-10

Very satisfied 27.11% 11.05% 6.51% 16.24%

Dissatisfied 2.92% 11.14% 6.80% 5.59%

Ver dissatsTecl T /B S K AR X -

Top-2 97.08% 92.81% 93.98%

L e 23 T 60%

Satisfaction with availability of working telephone 2008-09

Very satisfied 5.54% 4.27% 5.07% 3.91%

Dissatisfied 7.39% 12.99% 8.23% 11.13%

e e wow eaw  naw

Satisfaction with ability to make and receive calls 2009-10

Very satisfied 27.48%

10.51% 6.99% 16.91%
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Dissatisfied 2.93% 8.32% 1.57% 5.18%

Ver disatsfedl X i/ S| R K7 R X Y-

O 9696%  9049%  92.05% 94.39%

DU s et T se0%

Satisfaction with ability to make and receive calls 2008-09

Very satisfied 5.65% 4.55% 4.98% 3.01%

Sl easw  ess0%  ms9%  8526%

Dissatisfied 7.49% 8.81% 7.85% 11.28%

VENRIETEE [ oaten | [ o4 [ oo ot

Top-2 92.10% 90.45% 91.87%

D T

Satisfaction with voice quality 2009-10

Very satisfied 27.78% 12.33% 5.94% 15.54%

SCLE | erean [ geere [ esan || 7684 |

Dissatisfied 3.71% 11.60% 7.66% 7.08%

VEIRITEE [ osen ([ 2don oo

Top-2 95.72% 91.38% 92.18%

L e s e TE%

Satisfaction with voice quality 2008-09

Very satisfied 6.37% 3.99% 5.65% 2.86%

Safccl N VN T T T

Dissatisfied 7.60% 11.78% 1.75% 11.28%

Very disatsfedl X T/ S X R 7 T

Top-2 92.30% 91.97% 87.67%

L e e s 2%

Experienced fault in last 12 months 2009-10

Ye 23.37% 31.08% 35.40%

Experienced fault in last 12 months 2008-09
= 1992% 5121% | 1751%  2301%
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Faults in last 1 month 2009-10

Nil 59.80% 38.35% 51.25% 30.58%

2 -3 times 10.29% 24.48% 11.63% 19.90%

Faults in last 1 month 2008-09
Nil 49.74% 66.06% 51.91% 51.63%

D s mew awh s

2 -3 times 15.71% 9.07% 15.85% 18.30%

Time for repairing complaint 2009-10

1 day 61.22% 18.86% 21.23% 30.77%

L et e 2t T

SOLEE ee73%  6220%  67.60% 80.77%

Time for repairing complaint 2008-09
1 dayj 31.25% 19.60% 22.95% 33.55%

DL e s 7% 1%

4 -7 days| 8.85% 20.15% 16.94% 13.82%

L B e 1038 f2s0%

<=3 days 67.71% 72.68% 73.68%

Satisfaction with fault repair service 2009-10

Very satisfied 27.86% 5.10% 3.59% 15.87%

Dissatisfied 8.96% 19.73% 23.48% 13.46%

Ver disatsTecl X/ R X B X 7

Top-2 88.56% 71.09% 85.10%

s e mene mew e

Satisfaction with fault repair service 2008-09

3.09% 4.37% 2.61%

Very satisfied 5.70%




Top-2 71.82% 65.57% 68.62%

L e s e e

Use of Supplementary/Value Added Services 2009-10

Yes 9.33% 2.55% 3.05%

Use of Supplementary/Value Added Services 2008-09

D, s mewe mew maw

Satisfaction with quality of VAS 2009-10

Very satisfied 14.46% 0.00% 0.00% 4.55%

Dissatisfied 10.84% 21.43% 12.50% 13.64%

VTR [ ooos | [ asme [ m00s [ 000%

Top-2 89.16% 87.50% 86.37%

L o 2500 25 s

Satisfaction with quality of VAS 2008-09

Very satisfied 16.67% 12.50%

Dissatisfied 5.56% 25.00% 7.14% 10.53%

VIR [ ooo | [ oo [ 2ase L 000%

Top-2 94.45% 90.47% 89.47%

L e 500 e fosd

Satisfaction with overall quality of telephone service 2009-10

Very satisfied 22.99% 7.02% 6.00% 12.57%

Sl maew e siete  TIIZ

Dissatisfied 4.64% 7.02% 11.04% 9.29%

Very dissatsidNNE T SRR - I <A
Y 95.02% o146%  8761% 90.29%
...
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Very satisfied
Satisfied
Dissatisfied 11.86% 12.97% 13.52% 14.14%

VIR [ ose | [ 075 o 0T

Top-2 87.21% 85.52%

D

Satisfaction with overall quality of telephone service

Informed about tariff plan in writing on activation of service or
ithin a week

AIERD 4e1% | 155%  3063% 11.19%
200503 LT O X

Terminated a telephone connection in last 12 months BSNL TATA

TR 4% | 0e1%
IIENE eet% | 083%  459%

Time taken for termination of connection - 2009-10
DT e % AT 1600%
39.29% 33.33% 66.67% 56.00%

DT o % 9% 1600%

Security money adjusted in the bill raised after termination request BSNL TATA

AIERE 4000% | MM1% 1667% 30.95%

6.47%

Awareness about call centre telephone number BSNL TATA

Made any complaint to the customer care in last 12 months BSNL TATA

Docket number received for most of the complaints 73.68%

No docket number received for most of the complaints 15.40% 48.45% 43.94%

No docket number received even on request 3.10% 9.28% 4.55%
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Informed by call centre about the action taken on the complaint BSNL

Rel Comm

21.39% 15.89% 39.96% 24.81%

TATA

Satisfaction with the system of complaint resolution by call centre 2009-10

Yes
Very satisfied 14.05% 0.62% 1.02% 8.70%

S Ao TIet% T0M% T

Dissatisfied 10.30% 21.91% 23.47% 14.07%

Comen asw e

Satisfaction with the system of complaint resolution by call centre 2008-09

35.71% 19.64% 40.38% 34.92%
B S

o s000%  4Te%

Reason for dissatisfaction 2009-10

Difficult to connect to the call center executive 11.76% 35.96% 11.43% 30.77%

Customer care executive not equipped with adequate information 9.80% 28.09% 19.29% 14.10%

Time taken by call centre for redressal is too Iong 58.43% _ 33.33%

Customer care executive was unable to understand the problem 21.57% 38.20% 53.57% 21.79%

B R S T

B|.II||.19/charg|ng complalr]t resolved satlsfa.ctonly by call center Airtel Rel Comm TATA
ithin 4 weeks after lodging of the complaint

BSNL
2009-10 S 013%  4167%
iy 7.02% 11.18% 7.41%
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Awareness about contact details of Nodal officer Airtel BSNL Rel Comm TATA

Made any comp_lalnt to _the Nodal officer regarding complaints not Airtel BSNL Rel Comm
resolved/ unsatisfactorily resolved by the call centre

Intlmatgd by the nodal officer about the decision taken on the Airtel BSNL TATA
complaint

Rel Comm

Noj 60.00% 45.45% 50.00% 33.33%

Satisfaction with the redressal of the complaint by the nodal officer BSNL TATA

Satisfied 60.00% 36.36% 0.00% 66.67%

Very dissatisfied 0.00% 36.36% 0.00% 0.00%

Bot-2 40.00% 54.54% 100.00% 33.33%

[ o oo mtcasppes i s omatcr TS S ST T
Time taken by Nodal Officer for redressal is too long 50.00% 33.33% 50.00% _

Awareness about the contact details of the appellate authority BSNL TATA

I 9530% 96.26% 98.38% 98.22%
Filed any appeal in last 12 months BSNL Rel Comm TATA
T o

No 100.00% 100.00% 100.00% 100.00%

Filed any appeal in last 12 months BSNL TATA
e o o00%
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Noj 100.00% 100.00% 100.00% 100.00%

Awareness about item-wise usage charge details for prepaid users Airtel BSNL Rel Comm

No 92.11% 54.55% 7217% 66.92%

Ever c!emed of rgquest for item-wise usage charge details for BSNL TATA
prepaid connection

100.00% 100.00% 99.69% 99.25%

WERTE]] 9f practice provided while subscribing for new telephone BSNL TATA
connection

Noj 38.89% 37.50% 46.34% 36.92%

7.2 Cellular Mobile (Wireless)

: RCOM | RCOM | Tata
I I N ) R A A A I
connection

Less than 6 monthsji: %5y 6.26%

T s4r S99 886%  2169%  4671% 1132% 385  1426%  460%  60%%

IIORPITITE 00.15%  87.75% | 456%  37.92%  6.49%  7373%  9349%  956%  90.11%  88.71%

86.58% 40.39%  46.80%  14.95% 76.17%  5.29% 5.20%

. RCOM RCOM Tata
I I T N ) N A A A T
Last applied for a mobile

connection

[CEROERR e 1241%  12.69% NA NA NA 11.91% NA 11.04% = 16.53%

CRPIIE 1o 90 | NAL L NAL L NAL TA1% 891%  NAL L 1122%  1ase

Ry 7622% | 7741%  NA NA NA  8098% 8391% NA  7774% | 69.88%

: RCOM RCOM Tata
I TN T I I I A e
Time taken to provide a working
connection

(GEV 88.79%  86.15%  90.57%  85.55%  81.09%  80.34%  76.06% 87.20% 82.83%  88.10%

| tda
L DT o2 1077 B30 1288%  1542%  1931%  213% 1137%  111%  1032%
L 47days

LEVAGEYS  0.93% 3.08% 0.75% 1.00% 1.89% 0.34% 1.41% 0.95% 6.06% 0.79%
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DT omh oo om Ose iSW omh 4% o4 om0%  on
100.00% 100.00% 99.71%  99.43%  98.40% 99.99%  9860% 99.52%  100.00% 99.21%

. RCOM RCOM Tata
I I N ) R A A A o
Time taken to provide a working

connection

(GEY 75.85%  75.10% NA NA 60.31%  75.57% NA 70.34%  49.25%

| tda
----------
 m

4 - 7 daysieRAy 2.45% NA NA 4.64% 6.25% NA 6.78%  12.61%

----------
96.23% 97.14%  NA NA  9536% 9659%  NA  96.19%  8348%

. RCOM RCOM Tata

I I N ) R A A A T
activation

VEWEEUSIEL| 2453%  14.84%  13.04% 9.34% 4.52% 10.10%  10.14% 9.76% 15.15% 8.87%

LD T3sB%  8516% BAOT%  GT9%% 9307% GT4G% 8261% B028% 787%%  90.32%

DIEEEISEL  1.89% 0.00% 1.52% 2.59% 1.31% 2.44% 7.25% 0.77% 6.06% 0.81%

| Dissatisfed
L T o00%  000%  048% 0% 020%  000%  000% 0% 000%  000%

o 98.11% | 100.00% 98.01%  97.27%  98.49%  97.56% 99.04%  93.94%  99.19%

. RCOM RCOM Tata
I I N ) R A A A T
activation

VEREEUEIEE 14.02%  16.39% NA NA 5.76%  14.20% NA 6.84% 9.64%

| Veysatisfid
----------

492%  328%  NA NA  366%  398%  NA  214%  9.94%
----------

o 94.70%  96.72% NA NA 95.81%  94.88% NA 97.44%

_
”----------
I I8 7 N R N A A A D

Satisfaction with accuracy of
charges - Prepaid

IS 1369%  1333%  5.16%  646%  445%  860%  833%  642%  991%  7.89%
L Teen 08 9122%  BT00% 9346% 811 GOATH  8932%  803%%  85.08%
637%  543%  326%  583%  190%  952%  10.44%  382%  849%  6.26%

[0 93.35%  94.18%  96.38%  93.46%  97.91%  89.75% 95.74%  90.29%  92.97%

| Topd
LD eee%  582%  362%  658%  209%  1025% 1149% 425%  970%  T.03%
T T T I A EA AT,

\\IIVI
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Satisfaction with accuracy of

charges - Prepaid

Very satisfiedsXetys 3.52% NA 2.13% 2.17% NA 3.69% 2.77%

----------

DIEEEIEIEL 8.56%  11.87% NA 10.86%  14.13% NA 11.76%  12.45%

----------

0 91.06%  86.52% NA 86.90% 87.56%  86.07%

_
”----------
I 1 7 T I R A A A I

Billing complalnt in last 12

V(5 6.72% 9.43% 9.33% | 21271% 7.73% 9.13% 8.76% 7.84% 6.11%

| e
L oa8% 491 W05T%  067T% TBTHN  9220% 08T%  9124% G216% 9389%
I 0 2 2 ) R A A A e

Billing complaint in last 12
- Prepaid

. RCOM RCOM Tata
I T I ) R A A A I

Satisfaction with process of
resolution of billing complaints -
Prepaid

1268%  385%  096%  1.94%  221%  1071%  211%  196%  658%  3.47%
L L 633% 6538% 6023% 6505% T601% 4643% 4947% 7843% 6579% 5238%

EREUEEL 23.94%  25.00%  27.88%  29.13%  18.58%  41.67% 4211% 18.63% 25.00% 36.51%

| Dissatisfed
L T 000 57T AS2%  38% 340 119%  63% 0% 263%  T94%

) 7606% 6923% 70.19%  6699% 7832% 57.14%  51.58% 80.39% 7237%  5555%

Satisfaction with timely delivery of
bills - Postpaid

1842% 2143% 5000% 0.00%  0.00%  000%  7.89%  000%  400%  13.79%
DT siseh 5% SOWK 5706 0NN SO% % 0% 81006 s
000%  286%  000%  14.29%  000%  000%  263%  0.00%  800%  17.24%
DONCTITTIT ot 0o0% o 000 GOW  SO%  260% 0N 0% 0O
10000% 97.14% 100.00% 8571%  100.00% | 5000% 9473%  100.00% 92.00%  82.76%
O oo0% 286%  000%  1429%  000%  S000%  526%  000%  800%  17.24%

IS 7 7727 R I T M B T
\\IIVI

. RCOM RCOM Tata
I T 2 I ) R A A A I

nnnnnnnnnnnn
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- [ | | [ [oesw]oemafoma] | |

Satisfaction with timely delivery of
bills - Postpaid

DRI so%  900% MA NA  1667% 541%  NA  000%  301%
----------
333%  545%  NA NA  000% 2568%  NA  2000% 27.11%
----------

I 96.67%  94.54% NA NA 100.00% 74.33% NA 77.78%

: RCOM | RCOM Tata
I N T N N I I A T
Satisfaction with accuracy of bills -
Postpaid

VEWEEENSEE 16.22%  18.84%  0.00% 0.00% 0.00% 0.00% 5.56% 0.00% 400%  14.04%

L 2o Tade% 10000% 8571% 10000% OO00%  611% E330%  8800%  6842%
1081%  870%  0.00%  1420%  0.00% 10000% 8.33%  1667%  800%  17.54%
DONCTITTT omh 000 0% 000 GOW O 0006 0NN OM0% 0O

0 89.19%  91.30% | 100.00% 85.71% | 100.00% 91.67% 83.33% 92.00%  82.46%

. RCOM | RCOM Tata
I I N e I N e
Satisfaction with accuracy of bills -

Postpaid

Very satisfied I8 8.26% NA NA 16.67%  5.56% NA 0.00% 3.66%

| Veysatisfid
----------

DEEEUREL 18.64%  12.84% NA NA 16.67%  30.56% NA 33.33%  21.34%

| Dissatisid
----------

) 77.96% | 85.32% NA NA 83.34% 75.61%

. RCOM RCOM Tata
I I8 T N I N e A P D

- Postpaid
DT 000%  494% | 000%  1250% | 0.00%  2500%  000%  14.29% 1154%  5.80%
DU 0000% 9506% 10000% G7S0% 100.00% T500% 10000% E571%  88d%  9420%

. RCOM RCOM Tata
I T I ) R A A A I

Billing complaint in last 12
- Postpaid

5 3387% 1607%  NA | 000%  1375%  NA  2245%  1047%

MRB
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. RCOM RCOM Tata
I T I ) R A A A O

Satisfaction with process of
resolutlon of billing complaints -

NA  000%  NA  000%  NA  000%  NA  000%  0.00%  0.00%
D N eeeT% NA 000%  NAL L 000%  NA o 000%  6667% 000%

Dissatisfied |\ 33.33% NA 100.00% NA 100.00% NA 100.00% 33.33%  50.00%

| Dissatisfied
----------

% NA 6667%  NA  000% ©0.00%  000%  66.67%

Satisfaction with process of
resolution of billing complaints -
Postpaid

. RCOM RCOM Tata
I I8 T N I N e A P D

Very satisfied iy 5.88% NA 0.00% NA 0.00% 0.00%

----------

DIEEEIEIEL 50.00%  41.18% NA 45.45% NA 40.00%  52.94%

_

----------
5000% 5882%  NA 3636%  NA  4000% | 2353%
”----------

. RCOM RCOM Tata
I T I ) R A A A I

Satisfaction with clarity of bills -
Postpaid

VEWEEUHIEE 1212% 11.11%  0.00% 0.00% 0.00% 0.00% 5.88% 0.00% 435%  14.29%

| Veysatisfed
L s BA13% 10000%  8O33% 10000% 000%  824% 10000% 9130%  T14%%

DIEEEURE  3.03% 4.76% 0.00%  1667%  0.00%  100.00%  5.88% 0.00% 4.35%  10.71%

| Dissaisfied
T 000 000%  000%  000%  000%  000%  000%  000%  000%  35T%

L) 96.97%  95.24% | 100.00% 83.33%  100.00% 94.12% 100.00% 95.65%  85.72%

: RCOM RCOM Tata
I TN T I I I A e
Satisfaction with clarity of bills -

Postpaid

VEWEEURIES  5.26% 4.81% NA 1429%  5.33% NA 2.17% 3.16%

----------
1754%  1635%  NA 2857% 2533%  NA  1957%  2595%
----------

107 78.94% | 83.66% NA 71.43%  73.33% NA 76.08%

_
”----------
IS 7 7 78 ) KN A A P
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Made complaint at the customer
care

V(5 43.07%  43.01% - 4339% 4050% = 53.89% 51.24% 38.26% 46.03%  41.85%

. RCOM RCOM Tata
I T 2 I 2 I W A N I
care

L 4696% 4599%  NA NA  4688% 44.36%  NA  40.11%  3226%

| e
—m----------
I I8 7 N R N A A A D

Satisfaction with ease of accessing
customer care

Very satisfied x5 2.74% 1.63% 1.02% 1.38% 2.35% 2.15% 0.89% 4.48% 2.15%

| Vesatisfed
L a7 ST%  T74S%  853%  8621%  BA20%  800%  O1S0%  8891% 8670%

DIEEEUREL  7.43% 9.28%  1928% 13.03% 11.95% 1277% 11.31% 6.71% 6.61% 9.87%

| Dissatisfied
L T od% 121 163%  061%  046%  067% 0S4 08%  000%  120%

) 9215%  8945% | 79.08% 8636% 8759%  8655%  88.15% 9239%  9339%  88.85%

| Topd
D Tash 055%  2091%  1364%  1241%  1344%  1185%  T60%  661%  1116%
I I8 7 N R N A A A D

Satisfaction with ease of accessing
customer care

Very satisfied gy 2.35% NA NA 1.03% 1.02% NA 1.61% 0.56%

[ Versafifid
----------

DEEETREL 26.35%  25.10% NA NA 2546%  51.84% NA 30.05%  41.94%

| Dissatisid
----------

G 71.43% | 72.15% NA 71.67% NA 66.52%  52.50%

. RCOM RCOM Tata
I TN T A I I A T
satisfaction with response time to
answer call

Very satisfied A3/ 2.96% 1.32% 2.06% 1.84% 2.03% 2.00% 0.67% 4.71% 2.59%

| Verysatisfed
L AT G2600% 7SS BIGO%  BASO%  TOTS%  8543% 9236% 58T%  T0d8%

EEEUEEY 10.83%  12.68%  21.19%  1543% 13.13% 17.97% 11.84%  6.52% 8.99%  15.98%

| Dissatisfed

DONCTITT st e te 0% 0% 0% O70% 04N 00%  1s8
§7.26% 8562%  T1.15% 8375%  86.40%  81.18%  87.43%  93.03% 90.58%  8207%
U e MaT 228%%  1625% 1359% 1882 12674 69T%  942%  1792%

. RCOM RCOM Tata
I 7 2 I I A N D
MR
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satisfaction with response time to
answer call

Very satisfied|wag:ys 2.16% NA NA NA 1.23% 1.23% NA 1.83% 0.56%
DEEEHEED 22.63% 17.84% NA NA NA 27.52%  39.75% NA 22.94%  33.61%
157 75.69%  80.00% NA NA NA 69.61% NA 73.85%  61.39%

: RCOM | RCOM Tata
I N T N N R A o A T
Satisfaction with problem solving
abilit

Very satisfied X:: 2.54% 3.97% 5.15% 2.07% 5.58% 4.19% 4.04% 9.21% 6.48%

| Verysatified
L o0t % 716 T608% TOSHN  T3G4%  TOI  BASM  T0% 61T

EEEUEIEL 10.19%  13.32%  21.19%  14.64%  16.55% 16.41%  1348%  852%  10.06% 19.87%

L DT e TA% 331 4126 184 408%  601%  201%  T71%  648%

L) 80.89%  79.50%  7549%  8123% 81.61% 79.52% 80.51%  8857% 82.23%

Satisfaction with problem solving
abilit

. RCOM RCOM Tata
I 2 I 2 I W A N I

Very satisfied Ay 2.16% NA NA NA 1.64% 1.23% NA 1.61% 0.83%

| Veysatisfed
L e T529%  NAL NAL O NA O SM%  S50M% NA 6TE6% 5606

DEEEURIEL 22.08%  20.39% NA NA NA 35.52%  37.30% NA 271.29%  35.83%

| Dissatisfed
I TR 20% 1| [2.46% | [NA [ENA [EENA T [Ta70% 1 s | [NALT [Tadse 828 |

) 75.33% | 77.45% NA NA NA 60.78% NA 69.27%  58.89%

. RCOM RCOM Tata
I I I I I i A A e
resolve complaint

VEWEEURIEE  3.61% 3.38% 2.32% 2.27% 1.38% 3.55% 3.46% 3.14% 6.44% 3.02%

T T TeSe% T3NS TTOA%  T9SHN  TSGT%  TT0S%  8565%  T618%  T0.19%

EREUEEY 9.55% 12.26%  21.52%  15.88%  17.01% 1641% 13.48%  8.07% 9.87%  20.09%

T o 7% 208% 39 207 406%  60T%  3M%  TS1%  670%
| Top

o 81.32%  80.34%  7550% 80.21%  80.92%  79.52%  80.51% = 88.79%  82.62%

LU 1eeB%  1966%  2450% 1980%  1908% 2047% 1949% 1121% 1738%  2679%
I T N S R A A A D,
1
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resolve complaint
204%  2.16% NA NA 144%  0.82% NA 161%  1.11%
[ satisfied MAUIAINAENNN SN VO 5688% 5380%  NA  68.36%  56.83%

NA

2356% 2216%  NA NA NA  3676% 39.14%  NA  2661%  37.22%

DONCTITIT o e N N N 4m% 6o N sdn  Sew
NA

7365%  7569%  NA NA 58.32% NA  69.96%  56.94%
D % 2432%  NA NA NA L 4169%  4529%  NA 3005%  4305%

: RCOM | RCOM Tata
I N T N N I A A T
Satisfaction with availability of
signals

VEREEUEE 18.46%  17.26%  10.56%  6.61% 3.80% 780%  11.01%  548%  1255%  8.79%

| Verysatified
L Te0GN Tosw TSN%  7831%  B119% G579%  BLIGK SSH%  80.20%  6538%

DIEEEURE  3.11% 272%  16.29% 14.46% 1446% 2559% 761%  10.20% 6.96%  23.05%

L DL o3 04 179% 0626 0S6% 082  018%  O0T7%  020%  278%

I 9652% | 96.82% 8191%  8492%  8499% | 7359% 9220%  89.03% 9284%  7417%

: RCOM RCOM Tata
I TN T I I I A e
Satisfaction with availability of

signals

Very satisfiedrgelys 9.27% NA 1.83% 5.09% NA 3.68% 2.86%

NA NA
L e s200%  NA O NAL O NA T2E3% TO00%  NA L B020%  6053%
NA NA

DIEEEISEL  8.07% 7.20% NA 21.52%  14.91% NA 14.83%  24.49%

| Dissatisfed
IR o% | o4t | [INAC [ENATT [NAL T T2 ot | [TINAT [TH20% | [348%
NA

W 91.32% | 9226%  NA NA 7416% 8418%  NA  8397% | 7239%

. RCOM {o0]'| Tata
I I N ) R A A A T
and receive calls

VEWEEUSIEL] 18.21%  17.45%  12.98% 7.68% 4.08% 8.35% 11.94% 6.76% 13.43% 8.99%

L e B018% TOT% TSN BISH%  6630%  B16%  8529% 7951%  6637%

DIEEEURE  2.56% 218%  15.04% 13.15% 14.01% 24.77%  6.61% 7.61% 6.76%  22.66%

| Dissaisfied
T 000 ofen  125% 0S¥ 03 054%  00%  03%  029%  198%

I 9744%  OT63% 8371%  8632%  8562% | T468% 9330% 9205% 9294%  75.36%

. {o{0]]] {o{0]]] Tata

(NS g

82
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Very satisfied Rk 9.55% NA 1.92% 5.55% NA 3.96% 3.22%

| Veysatisfid

----------
643%  477%  NA NA  1731%  936%  NA  10.05%  20.48%
----------

1) 93.48% | 95.14% NA NA 79.23%  90.37% NA 89.40%

_

m----------

I I 7 ) R A A A T
Frequencyofealldrops | 0 .o |

Frequency of call drops

| 65.45%  66.03%  42.93%  43.42% 27.43% 4394% 53.76% 38.17% 55.75%  38.11%

CUULUL e A% 4696% 4016% 646 4102%  4220% S602%  4041%  4622%

1.65% 1.64% 8.77% 1.24% 71.78%  1449%  3.94% 5.47% 3.74%  13.60%

| Frequenty
L UL 00w ofenk  134%  0f8%  0A9%  0S5%  00% 0% 010%  207%

)] 98.27%  98.18%  89.89%  92.58%  92.03%  84.96%  95.96% 94.19%  96.16%

| Topd

LD e 182e 0% TAZ% TOTH 1504%  403%  5B1%  3B%  1567%

I I I8 1 K A A A 0
_

Frequency of call drops

6852% 6550%  NA NA  3769% 61.00%  NA  55.11%  45.39%
----------

3.74% 3.78% NA NA 1413%  6.36% NA 6.90%  12.98%

_EM
----------
| Tom

1[0 95.74%  95.50% NA 92.91% NA 92.18%  85.32%

”----------
I ) 7 I8 3 K0 A A S
Satisfaction withvoicequaly | .o

Satisfaction with voice quality

VEWEEUEIEE 21.32% 1841% 17.17%  10.12%  5.66% 9.10% 1221% 7.87%  1563%  10.52%

| Verysatisfed
L TS TSEN GO4T% ToA3%  TBTO%  G588% 8%  8520% T5TI%  6664%

DIEEEISEL  3.93% 283%  11.99% 1251% 1521% 2247%  6.89% 6.50% 8.36%  19.33%

| Dissatisfed

L LT ofenofe%  14%%  124% 03T 258%  O46%  04%%  029%  35M%
9589%  96.99% 86.58%  86.25%  84.42% | 74.98% 9265% 9307% 91.34%  77.16%
U e s0t% fad2% 1075% 1658%  2502% T3 6%  8eS%  2284%

RCOM RCOM Tata
I 0 0 0 K A A T

Satisfaction with voice quallty

VEWEEUEIEE  8.36%  10.75% NA NA 3.01% 7.92% NA 4.78% 4.30%

[ Veysatifed
----------
496%  443%  NA 1426% 740%  NA  874%  13.88%
----------RB
[CHIVR

nnnnnnnnnnnnnnnnn




Quality of Service — Survey module report for Kolkata Circle

107 95.04% | 95.39% NA 92.54% NA 90.80%  85.32%

| Top2

_m----------

IS 0 0 0 N A A A T
Frequencyofsignalproblem |- oo

Frequency of signal problem

6658% 66.58% 40.52%  46.86%  27.62% 4741% 56.07% 37.01%  5598%  44.69%
LT sheen SU6T% 68T%  4630% 6330% 43T AOSBN  SSTN%  A0S%  4200%

1.19% 1.73%  11.18%  6.37% 8.80% 8.01% 3.03% 6.84% 294%  10.88%

| Frequenty
L UL o2me 00%%  14%%  044%  019% 0826 0% 0%  010% 153
| Topd

1)) 98.54%  98.19% 93.19% 91.01% 91.18% 96.70% 92.74%  96.96%  87.59%

LT e 8% 1261%  6B1%  B9%  B83%  A31%  T2%  304%  1241%
IS 0 0 0 N A A A T
_

Frequency of signal problem

|G 68.70%  68.02% NA NA 40.10%  60.64% NA 53.17%  47.85%

CULEL 2696 2841%  NAL O NAL NA O 4385% 3255  NA 0STH  3846%

4.17% 3.24% NA 1452%  6.00% NA 570%  12.16%

| Frequenty
----------
| Tow

L) 95.66%  96.13% NA 93.19% NA 93.74%  86.31%

: RCOM RCOM Tata
I TN T I I I A e
Satisfaction with availability of

signals

VEREEUEIEE 1821% 17.20%  14.23%  8.83% 4.83% 9.80%  11.59%  7.10%  13.94%  11.06%

| Verysatisfed
L L TeT6% 7% GO0TH  TASN 7725  6833% T96T%  B161%  T664%  6412%

DIEEEIS L 4.94% 391%  17.37% 1537% 17.46% 20.15%  837%  10.95%  9.03%  21.76%

| Dissatified

L L oow 1% 236 124% 040 7% 03T%  O3%  030%  306%
9497% 9591% 80.30%  8339%  8208% 78.13% 9126% 88.71%  90.58%  75.18%
DU 0% 409 10T0%  1661%  1792% 2187 874N 120%  042% 24824

. RCOM RCOM Tata
I T I ) R A A A O

Satisfaction with availability of
signals

Very satisfied gty 8.91% NA NA 1.55% 4.91% NA 3.32% 3.14%

----------

DIEEEISEY  6.35% 5.94% NA NA 19.46%  11.83% NA 15.02%  23.95%

_
----------

0 9329%  93.52% NA NA 78.03%  87.35% NA 84.52%

. RCOM RCOM Tata
I I8 I N S N A A
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Satisfaction with restoration of

network problem

17.49%  1595%  1361%  858%  400%  9.37%  10.85%  6.26%  12.77%  10.63%
L Tese% To9% 6625% 7471% 78.16% 6934% 80.88% 8242% T7849% 6577%
3.75%  383% 17.73% 1565% 17.47%  1947%  8.00%  11.06%  8.35%  20.63%
DT o615%  95.90%  79.86%  8320%  8216% 78.71% 9173%  88.68%  91.26%

\ {of0]]] RCOM Tata
I 0 I I 0 N A A A )
Satisfaction with restoration of
network problem

VEWEEURIES  6.35% 7.39% NA 1.45% 3.92% NA 2.77% 2.78%

DO st B WA WA NA TS mSh M mI% Tk
NA N

DIEEEUREL  6.70% 6.31% NA A 18.68%  11.75% NA 14.04%  21.35%

IR TP o | oA WA N 2826 o6k | [N ode | 1ok
T 0

1[0 92.86% NA NA 78.80%  87.44% NA 85.50%

. RCOM RCOM Tata
I TN T I I I A e
Use of Supplementary/Value Added

Services

5 1597%  2024%  6.98%  1596% | 510%  1549% 2007%  7.09%  1038%  11.11%

. RCOM RCOM Tata
I I T N ) R A A A o
Use of Supplementary/Value Added

Services

5 1354%  1404%  NA 750%  773%  NA  7.91%

D sede% 8596%  NA NA NA 9241% 9227%  NA  9209% 9348%
I T 2 I ) R A A A D

Explicit consent before providing
chargeable VAS

DT o257%  9058%  6410%  T7.90% | 5455%  85.29%  89.04%  8171%  8368%  86.99%
D T oA 300 210% 45dSH WTI% 1096% 1820% 1132%  1301%

. RCOM RCOM Tata
I T 2 I R A A A I

Explicit consent before providing
chargeable VAS
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V(-5 80.00%  79.08% NA 77.11% NA 80.00%  79.10%

N~

—m----------

I N A A EA T Y
saistactionwithqualiyofvas (S e HHHL

Satisfaction with quality of VAS

343%  404%  128%  221%  182%  118%  137%  494%  189%  163%
L ceon as%  7O0%  7901%  7036% G416 8850% GB8O%  8670% 9024%

DIEEEUREL  6.86% 852%  16.67% 16.57%  16.36% 11.18%  7.76% 6.17% 9.43% 8.13%

| Dissatified
L LT 73S 89T%  220%  543% 350 228%  000%  189%  000%
| Topd

o 91.43%  87.90% 81.22% 78.18%  85.30% 89.95%  93.83% 88.68% 91.87%

LD ST f2M1% 2564%  1878%  2181%  4TI% 1004%  6A7%  1M32%  813%
IS 0 0 0 N A A A T
_

Satisfaction with quality of VAS

Very satisfied SWAY 5.23% NA NA 0.00% 2.41% NA 3.53% 1.41%

[ Verysafifid
----------

DEEEUREL 9.68%  14.38% NA NA 156.38%  9.64% NA 10.59%  12.68%

| Dissatisid
----------
| Tow

% 8646% 8301%  NA NA  8077% 8554%  NA  88.24% | 76.06%

”----------
I I8 7 N R N A A A D

Information on telephone number
or unsubscribing

5 7657% 7534% | 4533% 67.08%  6545%  7895% 77.63%  50.00% 7358%  72.36%

Information on telephone number
or unsubscribing

T T Y I E A A A D N
NA NA NA NA NA NA NA  NA NA NA
L T
I N S A A A
tormation o charges ot vaS__ [ .|
69.54% 7040%  5200% 6307% 7273% 7310% 7431% 55.13% 68.87%  61.79%
U 000w odsh 000% 000 000%  000%  000%  000%  000%  000%

MRB
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. RCOM RCOM Tata
I I N 2 I I A e e
Information on charges of VAS

before renewal

(5 56.73%

65.58% 59.09% 57.41% 6450% = 70.75% 56.00% 61.54%  50.00%

Satisfaction with overall quality of
mobile service

. RCOM RCOM Tata
I T 2 I ) I A A A I

VEWEEUHIEE 13.17% 13.42%  6.46% 4.95% 2.98% 5.81% 6.26% 6.77% 7.97% 6.66%

| Vesatisfed

DO e @i Temn e m % S OGN 8%
384%  429%  1759% 1502% 16.28%  24.86%  11.79%  9.00%  7.87%  22.68%
DONCTITTT omh  oo%% om  OM0% O 0SMh  0dM% omN 0% 14
96.15% 9561% 8142% 84.19%  8354% | 7423% 87.84% 90.40% 91.93%  75.88%
D e adw 185N 1582%  1647%  2677% 1216%  960%  80T%  2412%

. RCOM RCOM Tata
I T 2 I ) I A A A I

Satisfaction with overall quality of
mobile service

Very satisfied Xty 6.32% NA 2.60% 4.18% NA 4.51% 2.78%

----------

DIEEEIS L 8.09% 1.77% NA 22.35%  16.36% NA 1417%  23.59%

_
----------
9165% 91.78%  NA T45T% NA  85.19%  7471%

Informed about tariff plan in writing
. . s RCOM RCOM Tata
or;eakctlvatlon of service or withina | Airtel |Vodafone ﬂm. CDMA CDMA DoCoMo | BSNL
2009-10 75.89%

2008-09[X: 10.03% NA NA NA 13.73% - NA 9.90% 9.42%

Awareness about processing fee . RCOM RCOM Tata

2008-09[m\T:¥ NA NA NA NA NA NA NA NA

Awareness about abollshment of {o{0]]] {o{0]]] Tata
ALEL 28.94% --- 2AT% 1543%  2485%
NA NA NA

2008-09
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Awareness about call centre
elephone number

. RCOM RCOM Tata

11.13% 1279% 40.79% 13.58% 15.38%  8.70% 825%  2161% 823%  11.02%

. RCOM RCOM Tata
Airtel |Vodafone ﬂ CDMA CDMA DoCoMo

60.04% 60.89% 76.65% 59.26%  59.78%  47.55%  52.15%  68.66%  55.34%  59.41%

. {o{0]]] RCOM Tata

1277% = 14.46%  5.06% 8.98% 9.52% 6.47% 7.76%  10.02%

(6525%  S020% S00% 6383 T930% 030% T3 T4 7273%

1844% 18.07%  897%  1238% 751%  10.39% 13.01%  12.59%

Yes|

BSNL

Yes|

If complaint made

5]
2 =
@\ o
—
o @
S o
S
g <
oo
Do
o 3
=
>
o
n =
-~ o
- O
=
S o
o
>
—
S5
®

Docket number received for mos
of the complaints|

No docket number received fo
most of the complaints

12.09%

It was received on reques

No docket number received even
on request]

16.28%

o o o e | |58 58 | o]
(GTSE%  T9ASh  7922% G361 9149% G651%  5014% 8436%  BT8%%

13.13%  12.44%  20.85% 20.78%  46.39% 8.51% 13.49%  49.86% 15.64% 1217%
. RCOM RCOM Tata

VEWEEURIES  2.29% 2.80% 1.16% 1.54% 0.93% 2.61% 2.32% 0.54% 4.84% 1.11%

Yes|

DIEEEUSE  6.42% 491%  2239% 13.00% 14.02% 1217% 11.00% 1226% 6.81%  10.44%

88.78%  7297% 83.04% B845T% 8435%  8263% 8446%  84.84%  8222%

M2%  2702%  1696% 1642% 1665% 1737% 1653% 1616% 1777%
T e I T N A P T

VEWEEURICS  3.80% 4.60% NA NA NA 0.68% 2.99% NA 2.44% 1.45%

S0 STATH NAL NALNA o 503% 4328%  NA50T6%  3030%
NA

DIEREIEIEL 32.91%  29.89% NA NA 39.46%  44.78% NA 36.59%  47.83%

MRB
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[0 54.43%  62.07% NA 51.02%  46.27% NA 62.20%

Reason for dissatisfaction - Call
centre

CLCHRSRL RS 9031%  2500%  3857%  35.06%  2424%  5000%  28.89%  36.84%  21.74%  26.25%
center executive

Customer care executive no
polite/courteous

Customer care executive no!
GO BRI EGER TR 18.97% 25.00%  15.71%  18.18%  31.82%  23.33%  16.67% 2281% 17.39%  33.75%

information
T|metakenbycall_centrefo 61.11% 28.99%  50.00%

redressal is too long

Customer care executive was
unable to understand the problem 31.03%  31.25% « 44.29%  38.96%  46.97% 24.44% 17.78%  50.88% 23.19%  30.00%

UL %21%  2500%  1000% 1169%  909%  11.11% 3556% 1404% 3333%  21.25%
I I8 I N R N A EA A D

Billing/charging complaint resolved
satisfactorily by call center within 4

eeks after lodging of the
complaint

D UTIERD 6% 460%  12.79%  959%  3.85%  988%  17.86% 1154%  625%  7.50%

Awareness about contact details of RCOM | RCOM Tata
m 97.63% 97.19% 98.84% 98.32%  99.44% 96.74% 97.71% 98.21% 97.06% 96.33%

Made any complaint to the Nodal

officer regarding complaints not RCOM RCOM Tata

resolved nsatisfactoi esolved AL ABRE I GsM | comA | coma |PoCoMo | BSNL
by the call centre

92.31%  90.32% 100.00% 100.00%  66.67% 91.67% 92.00% 100.00% 96.67% 90.24%

. RCOM RCOM Tata
I I8 T N I N A A P D

Intimated by the nodal officer about RCOM RCOM Tata
he decision taken on the complaint Alrtel mm- GSM CDMA CDMA bl
(L 000%  100.00% --- CNA000%  2500%

100.00%  0.00% NA 50.00%  66.67% 50.00% #REF!  100.00%  75.00%

MRB
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Satisfaction with the redressal of
he complaint by the nodal officer

Airtel |Vodafone mm- %:SOMM Egﬁ% C.I;l\tlli DoCoMo | BSNL

SEUEER 100.00%  33.33% NA 100.00% 33 33% 100.00% NA 0.00% 0.00%

DL 000 000%  NAL L NAL000%  333%%  000%  NA L 10000% 7500%

Very dissatisfied ol 0.00% NA NA 0.00%  33.33%  0.00% NA 0.00%  25.00%

U7 10000% 10000%  NA  NA  10000% 3333% 10000% NA  000%  000%

0.00% 0.00% NA NA 0.00%  66.66%  0.00% NA 100.00%  100.00%

Reason for dissatisfaction - Nodal . {o{0]]] {o{0]]] Tata
officer Airtel | Vodafone mm coma | coma | DoCoMo | BSNL
Difficult to connect to the Nodal a a
Office ----- 100.00% -- 0.00% -

Nodal Of'flcer not polltelcourteous 50.00% NA 0.00%  50.00%

Nodal Officer not equipped with 0
0.00%
adequate information

Time taken by Nodal Officer fo . . .
redressal is too long NA 50.00% 0.00%  0.00%

Nodal Officer was unable to o
0.00% NA 0.00% 0.00%
Awareness about the contact RCOM RCOM Tata

98.63% 98.46% 99.46% 99.29% 99.44% 99.64% 98.72% 99.06% 99.31% 97.67%

RCOM RCOM Tata
—-- -- 5000% 000% | 90%%  000%  385%

93.33% 88.24%  83.33% 100.00% 83.33%  50.00% 100.00% 90.91% 100.00% 96.15%

Received any acknowledgement for| . RCOM RCOM Tata

NA NA

DT 000%  10000% 100.00%  NA  0.00%  50.00%  NA  10000%  NA  0.00%

Any decision taken by the appellate
G " RCOM RCOM Tata
a;;l:;rga\;vnhm 3 months of filing Airtel |Vodafone GSM CDMA CDMA DoCoMo | BSNL

100.00% 50.00% 100.00% ~ NA  100.00% 0.00% C NA 100.00%
T 000%  50.00%  0.00%  NA - 0.00%  100.00% NA 100.00% NA  0.00%
(VTN o0% 1 [o00% - ["000% 1 [TNA | [Toi00% 1 0i00% 1 [INAT [To00% 1 [NALT o006 |

Awareness about item-wise usage RCOM RCOM Tata

nnnnnnnnnnn
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= 52 1825% 2% 1661% % 2885%

76.53%  79.72% 8350% 82.68% 94.77%  81.75% 73.80% 83.39% 69.63%  71.15%

Ever denied of request for item-
ise usage charge details for Airtel |Vodafone um- RGCSOMM (R:’gﬁllw C-II-;I\tIIa;-\ BSNL
prepaid connection
DT o 34 332%  169%  149%  1S5%  A7I%  662%  080%  220%

98.96%  96.57%  96.68% 98.31% 98.51%  98.45%  98.29%  93.38%  99.20%  97.80%

RCOM RCOM Tata

No reason prowded 15.79%
technical problemWZNEYS 80.00% 83.78% 73.68% 68.75% 47.06% 72.22% 94.81% 50.00% 78.26%

Manual of practice provided while

o : RCOM RCOM Tata
connection
D s 7355 6648t 90.85%%

28.711%  26.45%  33.52% 26.42% 9.15% 23.74% 29.23% 24.59% 20.00% 33.33%

2009-10

Less than 6 months 42.28% 10.64% 5.24% 29.14%

LU vesze s eei% 1w [ tleew
more than 12 months| P/ S AR 17 85.95% 97.74% 58.88%

Last applied for a broadband connection 2008-09

Less than 6 months NA

more than 12 month NA

Time taken to provide a working connection 2009-10

Within 15 daysEYREYS 71.37% 8661%  6667%  96.10%

COENEEE . meen [ 2ea% | 1339% |33 | 390%

Time taken to provide a working connection 2008-09
WMIRECEE  sads%  4316%  80.13% 75.46% 82.23%

MRB
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ore i 16 days N - T T2 T

N T T T T
28.28% 2.56% 9.76% 8.33% 5.37%
DT et s s stew s
2.19% 14.53% 8.94% 0.00% 3.90%
DT ost 0% oo oo os
9689%  8504%  91.06% 100.00% 95.13%
[

At T e [heconm | vew | sy
2.57% 3.33% 2.90% 5.51% 1.72%
DT s e wow maw ssw

Dissatisfied 1.81% 16.73% 2.99% 7.14% 2.21%

VEIRIETEE [ oo (328 [ o0e% | [oeme 042

e 98.19% 96.91% 91.89% 97.68%

D et e 308% e 203

Satisfaction with timely delivery of bills - Postpaid 2009-10

VEWEEINIEY  23.72% 3.18% 18.23% 22.35% 2.50%

| Veysalsed

DT aen e mes e esk
3.39% 13.20% 7.34% 5.00% 5.00%
DT o omk omw ik omw
DT e won we e som

At T e [heconm | vew | sy
0.58% 1.71% 0.28% 1.77% 0.51%
DT e s o oom s
| Disalsfed

Dissatisfied 3.19% 9.13% 7.59% 5.53% 0.51%

DT e new s e o

e e [ raconm | vow [ sy |
22.65% 3.09% 17.75% 20.88% 250%
DT e omw sk Mo @
3.28% 6.08% 5.38% 4.71%
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VETREETEEE [ st (077, [ 0ad% [ 02s% [ 000%

o 95.63% 93.15% 94.27% 95.00%

D s B8 sT2% S00% 1500%

At T e [hoconm | vew | sy
0.48% 2.10% 0.47% 1.11% 0.51%
DT et met mew mem sew

Dissatisfied 5.22% 117% 9.56% 5.31% 1.02%

VETRIEEIEEE [ oot (A2 [ oam% | [oss% [ 000%

o 94.39% 91.01% 94.03% 98.99%

DT s sww smw saw i

Billing complaint in last 12 months - Postpaid 2009-10
Ye 12.09% 10.03% 10.98% 8.24%

Billing complaint in last 12 months - Postpaid 2008-09
L oo eTedh 2% B960%  98dgh

Satisfaction with process of resolution of billing complaints -
. 2009-10
Postpaid

6.54% 0.96% 2.27% 0.00% 0.00%
DT s e ses s omw
26.17% 49.04% 54.55% 50.00% 100.00%
DT Y sew  smh ask o orw o om
65.42% 45.19% 4091% 3029% | 000%
DT wsh st wa% e oomk

Satisfatlztion with process of resolution of billing complaints - 2008-09
Postpaid

Very satisfied 1.15% 0.78% 0.00% 2.13% 0.00%

LISy 41.38% 48.44% 70.27% 36.17% 33.33%

DT s smw mene  wen e

MRB
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T T e [Thecom | vew | sy |
17.36% 1.65% 17.15% 17.91% 0.00%
DT s we mom aw s
3.82% 5.44% 4.14% 2.69% 2.56%
DT ot ok os% 0% 2e

o 95.64% 95.17% 97.01% 94.87%

D st ST e 2% 512

N T T T T
0.59% 1.25% 0.38% 2.24% 0.00%
DT s s s mew s
3.32% 7.98% 4.29% 4.04% 0.52%
DT o s o ok o
9.48%  9077%  95.52% 95.74% 98.96%
DT oo em% % s fo

I T T T T
22.22% 14.71% 9.52% 14.92% 1.75%
DT e s s Teew wew
1.11% 5.88% 4.76% 4.88% 9.61%
DT ok oo% oo % oz
DT s s e e sew

At T e [heconm | vew | sy
0.00% 3.23% 3.33% 1.07% 0.00%
L R
22.22% 0.00% 6.67% 8.32% 3.92%
DT oo omk oom oot 0%
O T1I8%  100.00% 93.33% 91.48% 95.75%

L a0 BETH BSM 42

Made query/complaint at the customer care 2009-10

64.48% 74.25% 69.53% 43.711%

MRB
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Made query/complaint at the customer care 2008-09

Ye 48.38% 43.16% 51.63% 67.68%

e AR T e Thecom | vow | sy |
10.62% 043% 13.81% 11.13% 2.28%

D e wo e esw Tizw
10.88% 21.95% 16.97% 17.77% 23.74%

Y ST A e
86.27% 76.47% 79.73% 7667% | 71351%
O nsw wam mew s

AR T e [retconm | vow | sy
0.98% 1.28% 0.18% 1.12% 0.75%
DT s s et w7
9.45% 34.69% 19.33% 16.45% 23.51%
DT o se omw imi o
D sun  aaw % o me

T e [ recom | vew | sy |
11.66% 0.86% 15.17% 14.52% 2.28%
DT o tem e s et

e e e 2T 268k

satisfaction with response time to answer call 2008-09

Very satisfied 1.18% 1.28% 0.18% 0.96% 0.75%

Dissatisfied 7.28% 33.19% 21.97% 20.29% 20.52%

DT ee waw ;s mem M

Satisfaction with problem solving ability 2009-10

MRB
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Very satisfied 14.43% 0.43% 15.17% 15.74% 2.76%

IEEIREY  12.63% 25.97% 20.87% 20.35% 30.41%

VRIS [ aowe (a0 [ e26% | [a0me 2%

o 82.73% 69.73% 73.88% 75.58%

D e st B 24k B

I N T T T T
157% 1.71% 0.18% 0.96% 0.75%
DT s s ma o ok
12.40% 33.83% 32.34% 21.88% 29.10%
DT ok s 2% s oom
87.00%  60.38%  6644% 74.12% 70.90%
DT s et msw mew ik

T T T T
14.43% 043% 15.47% 16.69% 3.23%
DT s e s sew s

LR 13.66% 33.29% 23.42% 22.25% 35.02%

VerydissatsTed N 7RI = /B Y S L R X

o 81.96% 62.41% 71.78% 73.68%

DT hes wsew  m@h mah e

Satisfaction with time taken to resolve complaint 2008-09

Very satisfied 1.38% 1.50% 0.18% 0.64% 0.75%

| Verysatsfed

DT s se s esw emw
13.78% 34.26% 33.57% 26.84% 33.58%
DT o s e e on
8583% | 6047%  6503% 68.21% 65.68%
DO s s we U s

At T e [heconm | vew | sy
19.11% 2.31% 12.82% 16.35% 2.00%
DT e e s ok sk
. Dissatisfe

Dissatisfied 6.33% 21.37% 15.94% 11.15% 30.00%

~.1viRB

WENE eernaciona
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L e e A% 1288 R260%

N T T T T
0.86% 2.68% 1.09% 1.95% 0.61%
DT e e e mew Tomw
9.14% 19.96% 16.70% 15.35% 18.63%
DT 0wt b om% o os
90.48% 82.49% 82.92% 80.51%

D e mew wen ww e

Satisfaction with time for which service is up and working 2009-10

Very satisfied 20.40% 2.50% 13.33% 16.76% 1.61%
DT o T mow Tsen e

DissatisfieclRIL 18.22% 14.00% 9.94% 23.99%
VISR, [ o [ osa | [ese A0

o 94.49% 80.95% 84.33% 88.35%

G s 1908 tseek ek 2540

Satisfaction with time for which service is up and working 2008-09

0.95% 1.86% 0.64% 1.41% 0.98%
DT s e mew sew oew
7.91% 15.83% 15.03% 12.81% 17.10%
DT om 2o os o o

e 91.80% 84.32% 86.21% 82.41%

L e 128 186T% faT 1S

e e [ rconm | vow [ sy |
62.28% 22.66% 39.91% 40.94% 13.97%
DT s e o s wmk

D AT e 1e08%  festh 276%

Frequency of problem in broadband connection 2008-09

20.86% 25.61%
Annvi RB

WENE eernaciona
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Frequentl 7.82% 18.95% 15.06% 17.95% 13.24%

VIGEIET . oste | 4s¥% ([ a3% | 4% 20a%

e 91.62% 83.58% 77.72% 83.82%

U s e feA2% 221 f618%

I N T T T
9.96% 247% 7.83% 6.64% 181%
DT we s e mmn mss
12.22% 24.38% 15.98% 13.93% 23.99%
E e T T T U A
D R

AR T e [retconm | vow | sy
3.46% 1.77% 212% 1.20% 0.49%
DT s sk s sk sk
7.31% 19.44% 14.21% 17.95% 13.23%
DT o oste ome 2s%
92.20% 85.05% 79.55% 85.66%

G e e 0eh 2043% 143%

Use of Supplementary/Value Added Services 2009-10

Use of Supplementary/Value Added Services 2008-09

Ye 3.33% 9.70% 2.09% 7.68%

I N T T T T
20.69% 0.00% 5.00% 13.73% 0.00%
DT s s oo o wesk
6.40% 9.38% 11.67% 13.73% 6.06%
DT e e % fes som
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L s 2501 2000%  3B3% 1515%

N T T T T
0.00% 0.99% 5.26% 0.00% 0.00%
DT s st wa maw oomh
6.45% 14.85% 0.00% 10.14% 0.00%
DT om0 sk oo
9355%  8218%  100.00% 88.41% 100.00%
DT et ek oo sw oom

At T e [heconm | vew | sy
15.35% 2.69% 8.94% 11.16% 121%
DT e e e Tem o wmn

Dissatisfied 4.94% 18.11% 13.97% 12.49% 30.97%

Ver disatisfed BN X BN T N X S - R -

e 92.32% 79.48% 82.57% 82.68%

U et s A% 173 a2

Satisfaction with overall quality of broadband service 2008-09

Very satisfied 1.90% 2.68% 0.73% 1.84% 0.74%

| Veysalsed

DT s maw me s
6.19% 17.76% 16.64% 17.19% 16.30%
D T T T S T
9333% | 7992%  8155% 81.30% 81.87%
DO e mow e woh o

Awareness about facility for measuring connection speed BSNL VSNL
e 55.81% 5209%  4130%  6201%

Awareness about call centre telephone number BSNL VSNL _

Made any complaint to the customer care in last 12 m BSNL VSNL -

50.28%
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| Dooeetnumberreceed formostofhe complans|RVE K /BRI T VA N T T
17.66% 13.95% 14.22% 48.95%

Informed by call centre about the action taken on the complaint BSNL VSNL -

Very satisfied 8.67% 0.30% 10.68% 9.32% 1.06%

LRy 17.05% 23.77% 19.37% 17.24% 29.79%

DT e mew  ma  mam e

f:rt]ltsrm;actlon with the system of complaint resolution by call 2008-09

Very satisfied 1.06% 0.42% 0.00% 0.95% 0.79%

Satisfaction with the system of complaint resolution by call
centre 2009-10

LISy 13.48% 41.00% 34.14% 25.95% 33.86%

DT e @ew  wmw msm  wme

e e [ weconm | v | sy |
[ Cmesscmsmmmnagst ST S

Customer care executive not equipped with adequate information 15.07% 15.03% 21.23% 13.33% 39.73%

Time taken by call centre for redressal is too Iong 60.10% 56.16% 49.63% 46.58%

Customer care executive was unable to understand the problem 10.96% 19.17% 26.71% 11.11% 20.55%

O e et ede% 074w feMn

Bi.IIiI?glcharging complair]t resolved satisfa.ctorily by call center Airtel BSNL Rel Comm VSNL
ithin 4 weeks after lodging of the complaint
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R 50.00%
2008-09 1.39% 8.73% 1.76% 717%

BSNL VSNL Sify

88.96%

Airtel
Ye 25.18%
74.82%

Awareness about contact details of Nodal officer

89.36% 87.17% 94.41%

Made any complaint to the Nodal officer regarding complaints

not resolved/ unsatisfactorily resolved by the call centre il EERIL Rl ean

25.25%
\[o  83.13% 78.26% 74.75% 78.68% 92.86%

- v | sy

68.00%
75.61% 36.00% 32.00% 37.93% 100.00%

BSNL VSNL Sify

66.67% 40.00% 48.00% 0.00%

4.17% 24.00% 12.00% 0.00%

B67%  4800%  4B00%  000%

33.34% 52.00% 52.00% 100.00%

‘!
D

Intimated by the nodal officer about the decision taken on the
complaint

“

Satisfaction with the redressal of the complaint by the nodal
officer

Very satisfied
SENSIEY  25.00%
Dissatisfied
Very dissatisfied 0.00%

—

o
2

N

o 72.50%

Time taken by Nodal Officer for redressal is too longj: VAR 25.00% 15.38% 23.08%

Nodal Officer was unable to understand the problem _— _—

Others| 3.45% 12.50% 15.38%

Awareness about the contact details of the appellate authority BSNL Rel Comm VSNL

Ye 18.13%
N 81.87% 95.00% 95.43% 90.66% 97.01%

100.00%

Sify

]
@
o
®
S
<
o
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°
@
-8
=
o
(7]
a
—
o
3
(=)
S
—
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\ 97.71% 94.44% 92.68% 93.94% 93.33%
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Airtel

Received any acknowledgement for the complaint filed

BSNL VSNL Sify

66.67% 66.67%
33.33% 33.33%

Rel Comm Sify

33.33% 33.33%
25.00% 100.00% 66.67% 50.00% 100.00%

52.94% 74.07% 61.90% 50.14% 82.89%

Sify
000 | TM%  000%  TM% | 02%

100.00% 92.86% 100.00% 82.86% 99.78%

NA

D

\[o  75.00%

66.67% 100.00%

Any decision taken by the appellate authority within 3 months
of filing the appeal

<<
92

Appeal filed recentl

Awareness about item-wise usage charge details for prepaid
users

=<
@D

N

[e)

Ever denied of request for item-wise usage charge details for

No reason provided
NA 88.43%

technical problem

Manual of practice provided while subscribing for new

g =) g
o S @
D * -]
=3 o Sl
o > o
o 7]
S - o
o 3 =}
o = =
S g 2
3 3. 2
o o

2 = 3
o
S

o
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I

[72]

Airtel BSNL Rel Comm Sify
No 32.90% 42.59% 50.00% 71.43% 81.07%
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Questionnaire — Wireline Survey

Name: Gender: Male Female
Tel: Age(in years): less than 25 25-60 more than 60
Usage STD Code Te|ephone Number Type . Residential Commercial

Area: | ‘ ‘ ‘ | | | ‘ ‘ ‘ | | ‘ Rural Urban

Operator: |1 |Airtel BSNL RCOM User Type: Postpaid Prepaid
[7[TATA  [8]MTNL [1HFCL [12Shyam

State: District
Address:

Name of SDCA (only for surveyor): ............... Mode of Interview: Telephonic In-person
Name of Exchange (only for surveyor)............

Dear Sir / Madam, Good ............. Hi, lam ........... from IMRB International one of the leading Market Research agencies in
India. We are currently doing a study on behalf of TRAI (Telecom Regulatory Authority of India) to assess the satisfaction of
consumers with the services provided by their respective service providers. Your responses would go a long way in determining
the quality of service provided by your service provider. This will help TRAI to take necessary steps to improve the services

further. The survey would take 15 minutes at best.

We assure you that your responses would be merged with the responses of others who are contacted in the survey. We also

assure you that nowhere your identity would be revealed to either TRAI or your service provider.

QUESTIONNAIRE FOR CUSTOMER SATISFACTION SURVEY

A. SERVICE PROVISION

1. When did you last apply for a phone connection? I| Less than 6 months

zl 6-12 months

| 3] More than 12 months ——
(If >12 month, go to Q 4)

2. How much time was taken to get the telephone | 1] More than 30 days 16-30 days
connection installed and activated after you applied for E 7-15 days Less than 7 days
it?

3. How satisfied are you with time taken to provide Very Dissatisfied Dissatisfied

working phone connection?

Satisfied Very Satisfied

4. How satisfied are you with the time taken for shifting Very Dissatisfied Dissatisfied
of telephone, in case you had sought shifting of
telephone in the last six months? Satisfied Very Satisfied

[ 9 | Not applicable

IMRB

103




Quality of Service — Survey module report for Kolkata Circle

5. In case your connection was temporarily suspended
due to non-payment of bills, are you satisfied with the
time taken to reactivate service after you made the
payment?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

[ 9 | Not applicable

B. BILLING RELATED (only for postpaid customers) (for pre-paid customer go to Question 11)

6. How satisfied are you with the timely delivery of bills?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

7(a). How satisfied are you with the accuracy of the bills?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q7(a))

7(b) Please specify the reason(s) for your dissatisfaction
(MULTI CODING POSSIBLE)

Charges not as per tariff plan subscribed
Tariff plan changed without information
Charged for value added services not subscribed

Charged for calls/services not made/used

Others (please specify)

8. Have you made any billing related complaints in last
12 months?

Yes
No

—— (If no,go to Q 10 (a))

9. How satisfied are you with the process of resolution of
billing complaints?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

10(a). How satisfied are you with the clarity of the bills
sent by your service provider in terms of transparency and
understandability?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q10(a))

10(b) Please specify the reason(s) for your

Difficult to read the bil

Difficult to understand the language
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dissatisfaction(MULTI CODING POSSIBLE)

Calculations not clear

ltem-wise charges like total minutes of usage of
local, STD, ISD calls and charges thereon not given

Others (please

specify)
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For Prepaid Customers only

11. How satisfied are you with the accuracy of charges
i.e. amount deducted on every usage?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

C. HELP SERVICES/CUSTOMER CARE

12. Did you complain or make a query in the last 12
months to the customer care/helpline/ call centre
toll free number of your service provider?

Yes

No —» (Ifno,gotoQ17)

13. How satisfied are you with the ease of access of
call centre/customer care or helpline?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

14. How satisfied are you with the response time taken
to answer your call by a customer care executive?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

15. How satisfied are you with the problem solving
ability of the customer care executive(s)?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

16. How satisfied are you with the time taken by call
centre/customer care /helpline to resolve your
complaint?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

D. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY

17. How satisfied are you with the availability of working
telephone (dial tone)?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

18. How satisfied are you with the ability to make or
receive calls easily?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

19. How satisfied are you with the voice quality?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

E. MAINTAINABILITY (FAULT REPAIR)

20.Have you experienced fault in your telephone
connection in the last 12 months?

Yes

No (Ifno, go to Q 24)
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21.  How many time your telephone became faulty in the
last one month.

More than 3 times 2-3 times

One time Nil
22. How long did it take generally for repairing the fault more than 7 days 4 -7 days
after lodging complaint?
2-3 days 1 day

23. How satisfied are you with the fault repair service?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

F. SUPPLEMENTARY SERVICES

24.Do you use services like call waiting, call forwarding,
voice mail or any other supplementary services

Yes

No "(Ifno, goto Q 26(a))

25. How satisfied are you with the quality of the
supplementary services provided?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

G. OVERALL CUSTOMER SATISFACTION

26(a). How satisfied are you with the overall quality of
your telephone service?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q26(a))

26(b) Please specify the reason(s) for your dissatisfaction
(INTERVIWER TO ASK REASONS FOR

1.

2.
DISSATISFACTION, RECORD THE VERBATIM)
3.
H. GENERAL INFORMATION
(Ask this question only if 1 OR 2 is coded in Q1)
27. Have you been informed in writing, at the time of Yes
subscription of service or within a week of activation of
service the complete details of your tariff plan? No
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28. Have you terminated a Telephone Phone
connection that you had in the last 12 months

Yes
No

(If no, go to Q 32)

29. If yes, please name your previous service provider?

Airtel
[7[TATA

BSNL [5]RCOM
MTNL [11]HFCL [12]Shyam

30. How many days were taken for termination of your
connection?

more than 7 days
2-3 days

[ 2]4-7 days
1day

31. Did your service provider adjust your security
deposit in the bill raised after you requested for
termination?

Yes
No

32. Have you registered your telephone number for Do
Not Call (DNC) registry with your service provider so
that you do not receive unsolicited commercial calls
ISMS.

Yes
No

Do not mind receiving such calls/SMS

(Ask only if yes in Q32)

33. Do you still receive unsolicited commercial
calls/SMS and whether there is any change in the
frequency of such calls /SMS

Continued receiving Slight decrease

Considerable decrease Stopped receiving

QUESTIONNAIRE FOR ASSESSMENT OF IMPLEMENTATION AND EFFECTIVENESS OF TELECOM

34. Are you aware of the three stage grievance
redressal mechanism set up by your telecom service
provider based on the regulations of TRAI for redressal
of your grievances?

Yes
No

35. Which all stages of the three stage mechanism
process set up by your telecom service provider for
redressal of grievances of telecom consumers are you
aware of? (MULTI CODING POSSIBLE)

Call Centre Nodal Officer
Appellate Authority

None of these

36. Have you made any complaint within last 6 months
to the toll free Call Centre/customer care/Helpline
telephone number?

Yes
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No

— > (ifnogotoQ42)

37. Redressal of grievances mechanism provide for
allotting docket number to consumers on his making the
complaint. Please specify which of these applied the
most to you.

No docket number received even on request

No docket number received for most of the
complaints

Docket number received for most of the complaints

38. Did the Call Centre inform you about the action
taken on your complaint?

Yes No

39. How satisfied are you with the system of resolving
of your complaints by call centre/customer care/
helpline?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q.39)

40. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the call centre executive
Customer care executive not polite/courteous

Customer care executive not equipped with adequate
information

Time taken by call centre for redressal of complaint is too
long

Customer care executive was unable to understand the
problem

[ 6 ] Others (please specify)

41. Was your billing complaint resolved satisfactorily by
call centre/customer care within four weeks after
lodging of the complaint?

Yes No

@ Not applicable

42. Are you aware of the contact details of the Nodal
Officer?

yes

[2]No ——  (ifnogotoQ48)
43. Have you ever made a complaint to the nodal yes
officer regarding your complaints not resolved or
unsatisfactorily resolved by the call center/customer | [ 2 [No ——»  (ifnogotoQ48)

care?
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44. Can you approach your Nodal Officer easily?

Yes No

45. Did the Nodal Officer intimate you about the
decision taken on your complaint?

Yes No

46. How satisfied are you with the redressal of the
complaint by the Nodal Officer?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q46)

47. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the Nodal Officer
Nodal Officer not polite/courteous
Nodal Officer not equipped with adequate information

time taken by Nodal Officer for redressal of complaint is too
long

Nodal Officer was unable to understand the problem

[ 6 ] Others (please specify)

48. Are you aware of the contact details of the appellate
authority for filing of appeals on complaints not resolved
or unsatisfactorily resolved by Nodal Officer?

Yes
No

— (if no go to Q 52)

49. Have you filed any appeal to the appellate authority
in the prescribed form in last 6 month?

[ 1lves

No —— (ifnogotoQ52)

50. Did you receive any acknowledgement from the
appellate authority?

Yes No

51. Did the appellate authority take a decision upon
your appeal within 3 months of filing the appeal?

Yes No

Appeal filed only recently

(Q52 to Q54 are for prepaid customers only)

52. Are you aware that a prepaid customer can get
item-wise usage charge details, on request?

Yes No

53. Have you been denied of your request for item-wise
usage charge details for your pre-paid connection?

Yes No

(if no go to Q 55)

54. What were the reason(s) for denying your request?

No reason given
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technical problem

Others (please specify)

For new customers only(Subscribed in last 6
months)

55. Have you been provided the Manual of Practice
containing the terms and conditions of service, Yes No
grievance redressal mechanism etc. while taking the
connection?

THANK & TERMINATE
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Questionnaire - Cellular mobile telephone service

Name: Gender: |1|Male Female
Mobile No. Age(in years): [1]lessthan25 [2]25-60 [3] more than 60
Occupation: |1 Service Business/self employed Student Housewife 5| Retired

Operator: [ 1] Airtel Vodafone 3] Idea BSNL Area: Rural Urban
RCOMm [ 6] Aircel TATA [8]MTNL User Type: [1]Prepaid Postpaid
[9] Spice BPL HFCL [12 Shyam Type: GSM CDMA
RTL RISL Dishnet Others (Specify)..........

State: District Mode of interview: Telephonic In-person
Address:
Dear Sir / Madam, Good .............. Hi,lam ............ from IMRB International one of the leading Market Research agencies in

India. We are currently doing a study on behalf of TRAI (Telecom Regulatory Authority of India) to assess the satisfaction of
consumers with the services provided by their respective service providers. Your responses would go a long way in determining
the quality of service provided by your service provider. This will help TRAI to take necessary steps to improve the services

further. The survey would take 15 minutes at best.

We assure you that your responses would be merged with the responses of others who are contacted in the survey. We also

assure you that nowhere your identity would be revealed to either TRAI or your service provider.

A. SERVICE PROVISION

1. When did you last apply for mobile phone less than 6 month 6-12 month
connection?

more than 12 month > (If more than 12
month, go to Q 4)

2. How much time was taken to get the working more than 7 days 4 -7 days
connection (activation) after you applied and

completed all formalities? 2-3 days 1 day

3. How satisfied are you with the time taken to activate Very Dissatisfied Dissatisfied
the mobile connection, after you applied and
completed all formalities? Satisfied Very Satisfied

4. In case your connection was temporarily suspended Very Dissatisfied Dissatisfied
due to non-payment of bills, how satisfied are you
with the time taken to reactivate service after you Satisfied Very Satisfied
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made the payment?

[ 9 | Not applicable

B. BILLING RELATED - PREPAID CUSTOMER

5(a). How satisfied are you with the accuracy of
charges i.e. amount deducted on every usage?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q5(a))

5(b) Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

charges not as per tariff plan subscribed
tariff plan changed without information

charged for value added services not requested
charged for calls/services not made/used

Others (please specify)

C. BILLING RELATED - POSTPAID CUSTOMER

6. How satisfied are you with the timely delivery of
bills?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

7(a). How satisfied are you with the accuracy of the
bills?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q7(a))

7(b). Please specify the reason(s) for your
dissatisfaction

Charges not as per tariff plan subscribed
Tariff plan changed without information
Charged for value added services not subscribed

Charged for calls/services not made/used

Others (please specify)

8. Have you made any billing related complaints in last
12 months?

Yes

No —— (If no, go to Q 10(a))

9. How satisfied are you with the process of resolution
of billing complaints?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied
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10(a). How satisfied are you with the clarity of the bills
issued by your service provider in terms of
transparency and understandability?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q10(a))

10(b) Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to read the bil
Difficult to understand the language
Calculations not clear

ltem-wise charges like total minutes of usage of
local, STD, ISD calls and charges thereon not given

Others (please specify)

D. HELP SERVICES/CUSTOMER CARE

11. Did you complain or make a query in the last 12
months to the customer care/helpline/ call centre
toll free number of your service provider?

Yes

No —— (Ifno, goto Q 16)

12. How satisfied are you with the ease of access of
call centre/customer care or helpline?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

13. How satisfied are you with the response time taken
to answer your call by a customer care executive?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

14. How satisfied are you with the problem solving
ability of the customer care executive(s)?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

15. How satisfied are you with the time taken by call
centre/customer care /helpline to resolve your
complaint?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

E. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY

16. How satisfied are you with the availability of signal
of your service provider in your locality?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

17. How satisfied are you with the ability to make or
receive calls easily?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied
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18. How often do your calls drop during conversation? Very Frequently Frequently
Occasionally Never
19. How satisfied are you with the voice quality? Very Dissatisfied Dissatisfied
Satisfied Very Satisfied
F. MAINTAINABILITY
20. How often your mobile handset faces problem of | [ 1 |Very Frequently Frequently
signal?
Occasionally Never
21. How satisfied are you with the availability of Very Dissatisfied Dissatisfied
network (signal)?
Satisfied Very Satisfied
22. How satisfied are you with the restoration of Very Dissatisfied Dissatisfied
network (signal) problems?
Satisfied Very Satisfied

G. SUPPLEMENTARY SERVICES/VALUE ADDED SERVICES

23. Do you use value added services like roaming,
ring tone, GPRS, e-mail, voice mail or any other
such services

Yes

No (If no, go to Q 26(a))

24. Did the service provider have your explicit consent
before providing the chargeable value added
service such as ring tone, e-mail/GPRS, voice
mail etc.

Yes
No

25. How satisfied are you with the quality of the
supplementary / value added services provided?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

G. OVERALL CUSTOMER SATISFACTION

26(a). How satisfied are you with the overall quality of
your mobile service?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q26(a))

26(b) Please specify the reason(s) for your
dissatisfaction(INTERVIWER TO ASK REASONS FOR

1.
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DISSATISFACTION, RECORD THE VERBATIM)

H. GENERAL INFORMATION

(Ask this question only if 1 OR 2 is coded in Q1)
27. Have you been informed in writing, at the time of
subscription of service or within a week of activation of
service the complete details of your tariff plan?

Yes
No

28. Have you terminated your Mobile Phone connection
in the last 12 months

Yes
No

(If no, go to Q 32)

29. If Yes, please name your previous service provider?

Airtel Vodafone 3] Idea

BSNL

RCOMm  [6]Aircel TATA MTNL
[ 9] Spice BPL HFCL Shyam
RTL RISL Dishnet

Others

(Specify)

30. How many days were taken by previous service
provider for termination of your Mobile Phone
connection?

[ 2]4-7 days
1day

more than 7 days
2-3 days

31. Did your service provider adjust your security
deposit in the bill raised after you requested for
termination?

Yes
No

32. Have you registered your telephone number for Do
Not Call (DNC) registry with your service provider so
that you do not receive unsolicited commercial calls /
SMS?

Yes
No

Do not mind receiving such calls/SMS

(Ask only if yes in Q32)
33a. Do you still receive unsolicited commercial

Slight decrease

Continued receiving
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calls/SMS and whether there is any change in the
frequency of such calls /SMS

Considerable decrease Stopped receiving

33b. Have you made any complaint to your service
provider on getting such unsolicited calls/ SMS after
registering for National Do Not Call (NDNC) Registry?

Yes
No

{Ask only if answered yes in Q 33 (b)}
33c. Please indicate the outcome of your complaint?

Complaint was registered by the service provider

Service provider refused to register the complaint

33d Please tell me the telephone number and the
company/ agency from which the unsolicited calls/ SMS
received? (INTERVIEWER TO RECORD VERBATIM
RESPONSE IN THE SPACE PROVIDED)

QUESTIONNAIRE FORASSESSMENT OF IMPLEMENTATION AND EFFECTIVENESS OF TELECOM

34. Are you aware of the three stage grievance
redressal mechanism set up by your telecom service
provider based on the regulations of TRAI for redressal
of your grievances?

Yes
No

35. Which all stages of the three stage mechanism
process set up by your telecom service provider for
redressal of grievances of telecom consumers are you
aware of? (MULTI CODING POSSIBLE)

Call Centre Nodal Officer
Appellate Authority

None of these

36. Have you made any complaint within last 6 months
to the toll free Call Centre/customer care/Helpline
telephone number?

Yes

No ——» (ifnogotoQ42)

37. Redressal of grievances mechanism provide for
allotting docket number to consumers on his making the
complaint. Please specify which of these applied the
most to you.

No docket number received even on request
No docket number received for most of the complaints

Docket number received for most of the complaints

38. Did the Call Centre inform you about the action
taken on your complaint?

Yes No

IMRB

117




Quality of Service — Survey module report for Kolkata Circle

39. How satisfied are you with the system of resolving
of your complaints by call centre/customer care/
helpline?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q.39)

40. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the call centre executive
Customer care executive not polite/courteous

Customer care executive not equipped with adequate
information

Time taken by call centre for redressal of complaint is too
long

Customer care executive was unable to understand the
problem

[ 6 ] Others (please specify)

41. Was your billing complaint resolved satisfactorily by
call centre/customer care within four weeks after
lodging of the complaint?

Yes No

@ Not applicable

42. Are you aware of the contact details of the Nodal
Officer?

yes

[2]No ——  (ifnogotoQ48)
43. Have you ever made a complaint to the nodal yes
officer regarding your complaints not resolved or
unsatisfactorily resolved by the call center/customer No —— > (if no goto Q48)

care?

44. Can you approach your Nodal Officer easily?

Yes No

45. Did the Nodal Officer intimate you about the
decision taken on your complaint?

Yes No

46. How satisfied are you with the redressal of the
complaint by the Nodal Officer?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q46)

47. Please specify the reason(s) for your

Difficult to connect to the Nodal Officer

Nodal Officer not polite/courteous
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dissatisfaction(MULTI CODING POSSIBLE)

Nodal Officer not equipped with adequate information

time taken by Nodal Officer for redressal of complaint is too
long

Nodal Officer was unable to understand the problem

[ 6 | Others (please specify)

48. Are you aware of the contact details of the appellate
authority for filing of appeals on complaints not resolved
or unsatisfactorily resolved by Nodal Officer?

Yes
No

e (ifno go to Q 52)

49. Have you filed any appeal to the appellate authority
in the prescribed form in last 6 months?

Yes

No —— (ifnogotoQ52)

50. Did you receive any acknowledgement from the
appellate authority?

Yes No

51. Did the appellate authority take a decision upon
your appeal within 3 months of filing the appeal?

Yes No

Appeal filed only recently

(Q52 to Q54 are for prepaid customers only)

52. Are you aware that a prepaid customer can get
item-wise usage charge details, on request?

Yes No

53. Have you been denied of your request for item-wise
usage charge details for your pre-paid connection?

Yes No

(if no go to Q 55)

54. What were the reason(s) for denying your request?

No reason given
technical problem

Others (please specify)

For new customers only(Subscribed in last 6
months)

55. Have you been provided the Manual of Practice
containing the terms and conditions of service,
grievance redressal mechanism etc. while taking the
connection?

Yes No

IMRB

119




Quality of Service — Survey module report for Kolkata Circle

THANK & TERMINATE

IMRB

120




Quality of Service — Survey module report for Kolkata Circle

Questionnaire - Broadband service

Name: Gender: Male Female
Tel: Age (in years): | 1]less than 25 25-60 more than 60
Usage Type : 1| Residential |2 | Commercial
E-mail ID
Operator:
Airtel 4] BSNL

RCOM MTNL  Area:[1]Rural Urban
HFCL VSNL [22]sify Asianet  User Type: [1]Prepaid [2]Postpaid
Ortel You Telcom Hathway Others

State: District
Mode of interview: [1]Telephonic [2]In-person [3]e-mail WebJonline
Address:

Name of SDCA (only for surveyor): ..........cccevriuerrrnenns
Name of POP (only for surveyor)............ccecuevrunnns

Dear Sir / Madam, Good ............. Hi, lam ........... from IMRB International one of the leading Market Research agencies in
India. We are currently doing a study on behalf of TRAI (Telecom Regulatory Authority of India) to assess the satisfaction of
consumers with the services provided by their respective service providers. Your responses would go a long way in determining
the quality of service provided by your service provider. This will help TRAI to take necessary steps to improve the services
further. The survey would take 15 minutes at best.

We assure you that your responses would be merged with the responses of others who are contacted in the survey. We also
assure you that nowhere your identity would be revealed to either TRAI or your service provider.

QUESTIONNAIRE FOR CUSTOMER SATISFACTION SURVEY

A. SERVICE PROVISION

1. After registration and payment of initial deposit by Within 15 working days
you within how many working days did the
broadband connection get activated? More than 15 working Days

2. How satisfied are you with the time taken in the | [ 1]Very Dissatisfied | 2]Dissatisfied
provision of the Broadband connection after

registration and payment of initial deposit by you? Satisfied Very Satisfied
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3. In case your connection was temporarily suspended
due to non-payment of bills, how satisfied are you
with the time taken to reactivate service after you
made the payment?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

@ Not applicable

B. BILLING RELATED - POSTPAID CUSTOMER

4. How satisfied are you with the timely delivery of
bills?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

5(a). How satisfied are you with the accuracy of the
bills?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q5(a))

5(b) Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Charges not as per tariff plan subscribed
Tariff plan changed without information
Charged for value added services not requested

Charged for calls/services not made/used

Others (please specify)

6. Have you made any billing related complaints in last
12 months?

Yes
No

— (If no, go to Q 8(a))

7. How satisfied are you with the process of resolution
of billing complaints?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

8(a). How satisfied are you with the clarity of the bills
issued by your service provider in terms of
transparency and understandability?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q8(a))

8(b) Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to read the bill
Difficult to understand the language
Calculations not clear

ltem-wise charges like total minutes of usage of
local, STD, ISD calls and charges thereon not given

Others (please specify)
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C. BILLING RELATED - FOR PREPAID CUSTOMER ONLY

9(a). How satisfied are you with the accuracy of
charges i.e. amount deducted on every usage?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q9(a))

9(b) Please specify the reason(s) for your
dissatisfaction

charges not as per tariff plan subscribed

tariff plan changed without information

charged for value added services not requested

charged for calls/services not made/used

Others (please specify)

D. HELP SERVICE

10. Did you complain or make a query in the last 12
months to the customer care/ helpdesk/ call
centre toll free number of your operator?

Yes

No ——» (Ifno, go to Q 15)

11. How satisfied are you with the ease of access of
customer care or helpdesk/toll free number?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

12. How satisfied are you with the response time taken to
answer your call by a customer care executive?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

13. How satisfied are you with the problem solving ability
of the customer care executive(s)?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

14. How satisfied are you with the time taken by call
centre/customer care /helpdesk to resolve your
complaint?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

E. NETWORK PERFORMANCE, RELIABILITY AND AVAI

LABILITY

15. How satisfied are you with the speed of Broadband
connection?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

16. How satisfied are you with the amount of time for
which service is up and working?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

F. MAINTAINABILITY
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17. How often do you face a problem with your
Broadband connection?

Very Frequently Frequently
Occasionally Never

(Ask if response to Q17 is Frequently/Very
Frequently)

18. What was the broadband connection problem
faced by you in last twelve months related to, please
specify(MULTI CODING POSSIBLE)

Problem was related to my computer hardware/
software

Problem was related to the broadband connection

and modem provided by the service provider.

19. How satisfied are you with the time taken for
restoration of Broadband connection?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

G. SUPPLEMENTARY SERVICES

20.Do you use any value added services or
supplementary services such as static/ fixed IP
addresses, e-mail IDs etc. provided by the Broadband
Service providers

Yes

No > (If no, go to Q 22(a)

21. How satisfied are you with the quality of such
supplementary services provided?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

H. OVERALL CUSTOMER SATISFACTION

22(a). How satisfied are you with the overall quality of
your Broadband service?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q22(a))

22(b) Please specify the reason(s) for your

dissatisfaction(INTERVIWER TO ASK REASONS FOR

DISSATISFACTION, RECORD THE VERBATIM)

1.

H. GENERAL

23. Are you aware of the facility for measuring the

broadband connection speed provided by your service

provider?

Yes
No
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Questionnaire for

Assessment of Implementation and Effectiveness of Telecom Consumers Protection and Redressal of
Grievances Regulations, 2007

24. Are you aware of the three stage grievance redressal
mechanism set up by your telecom service provider based on
the regulations of TRAI for redressal of your grievances?

Yes
No

25. Which all stages of the three stage mechanism process set
up by your telecom service provider for redressal of grievances
of telecom consumers are you aware of? (MULTI CODING
POSSIBLE)

Call Centre Nodal Officer
Appellate Authority

None of these

26. Have you made any complaint within last 6 months to the
toll free Call Centre/customer care/Helpline telephone number?

Yes
No

—— > (ifnogotoQ32)

27. Redressal of grievances mechanism provide for allotting
docket number to consumers on his making the complaint.
Please specify which of these applied the most to you.

No docket number received even on request

No docket number received for most of the
complaints

Docket number received for most of the complaints

28. Did the Call Centre inform you about the action taken on
your complaint?

Yes No

29. How satisfied are you with the system of resolving of your
complaints by call centre/customer care/ helpline?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q.29)
30. Please specify the reason(s) for your dissatisfaction

(MULTI CODING POSSIBLE)

Difficult to connect to the call centre executive
Customer care executive not polite/courteous

Customer care executive not equipped with
adequate information

Time taken by call centre for redressal of complaint
is too long

Customer care executive was unable to understand
the problem

[ 6 | Others (please specify)

31. Was your billing complaint resolved satisfactorily by call
centre/customer care within four weeks after lodging of the
complaint?

Yes No

@ Not applicable
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32. Are you aware of the contact details of the Nodal Officer?

yes

[2]No ——  (ifnogotoQ38)
33. Have you ever made a complaint to the nodal officer yes
regarding your complaints not resolved or unsatisfactorily
resolved by the call center/customer care? [2]No —  (if no go to Q38)

34. Can you approach your Nodal Officer easily?

Yes No

35. Did the Nodal Officer intimate you about the decision taken
on your complaint?

Yes No

36. How satisfied are you with the redressal of the complaint by
the Nodal Officer?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q36)
37. Please specify the reason(s) for your dissatisfaction

(MULTI CODING POSSIBLE)

Difficult to connect to the Nodal Officer
Nodal Officer not polite/courteous

Nodal Officer not equipped with adequate
information

time taken by Nodal Officer for redressal of
complaint is too long

Nodal Officer was unable to understand the
problem

[ 6 ] Others (please specify)

38. Are you aware of the contact details of the appellate
authority for filing of appeals on complaints not resolved or
unsatisfactorily resolved by Nodal Officer?

Yes
No

e (if no go to Q 42)

39. Have you filed any appeal to the appellate authority in the
prescribed form in last 6 month?

[ 1]ves

No ——» (ifnogotoQ42)

40. Did you receive any acknowledgement from the appellate
authority?

Yes No

41. Did the appellate authority take a decision upon your appeal
within 3 months of filing the appeal?

Yes No

Appeal filed only recently
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(Q42 to Q44 are for prepaid customers only)

usage charge details, on request?

42. Are you aware that a prepaid customer can get item-wise Yes No (if no go to Q 45)

charge details for your pre-paid connection?

43. Have you been denied of your request for item-wise usage Yes No (if no go to Q 45)

44. What were the reason(s) for denying your request? No reason given

technical problem

Others (please specify)

mechanism etc. while taking the connection?

For new customers only(Subscribed in last 6 months)

45. Have you been provided the Manual of Practice containing
the terms and conditions of service, grievance redressal

Yes No

THANK & TERMINATE
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