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Used abbreviation

Table 1 [Abbreviations Table]

South Asia

S/N Name Abbreviation S/N Name Abbreviation

used used

1 Andman & Nikobar A&N 26 Data Not Provided DNP

2 Assam AM 27 Data Not Available NIA

3 Bihar BH 28 Not Applicable N\App

4 Chattishgarh CG 29 No Incidence (Occurrences) NI

5 Chennai CH 30 No Provision N\P

6 Delhi ND 31 Not Done NTD

7 Gujrat GJ 32 No Response NR

8 Haryana HR 33 Low Subscriber Base LSB

9 Himachal Pradesh HP 34 Not Operating NO

10 Jammu & Kashmir JK

11 Jharkhand JD 35 Reliance Communications RCOM

12 Karnataka KR 36 Reliance Telecom Ltd. RTL

13 Kerala KL 37 Com]ﬁinl\c/[;?éi o BPL

14 Kolkata KK 38 Idea Cellular Ltd. IDEA

15 Madhya Pradesh MP 39 Bharat Sanchar Nigam Ltd BSNL

16 Mumbai MB 40 Bharti Airtel Ltd. BHARTI

17 North East-1 NE 41 TATA Tele Services Ltd. TATA

18 North East-2 NE2 42 Hutchison Essar Ltd. HUTCH

19 Orissa OR 43 Spice Communications Ltd. SPICE

20 Punjab PB 44 Aircel Cellular Ltd. AIRCEL

21 Rajasthan RJ 45 Maharﬁ?iggzrmTﬁltzphone MTNL

22 Tamilnadu TN 46 ggﬁﬁ‘ﬂ;ﬁgﬁg HFCL

23 Uttar Pradesh UP 47 Dishnet Wireless Ltd. DISHNET

24 Uttaranchal uc 4g | RefibleInternet Services RISL

25 West Bengal WB 49 Shyam Telecom Ltd. SHYAM
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South Asia

1.1 INTRODUCTION

TUV South Asia Pvt. Ltd., with registered office at 321, Solitaire Corporate Park, Bldg. No. 3,
pnd Floor, Chakala, Andheri (E), Mumbai was awarded the contract on19"™ December 2005 by
Telecom Regulatory Authority of India (TRAI) for conducting an objective assessment of the
quality of service of basic and cellular mobile telephone services vis-a-vis the quality of service
benchmarks prescribed by the Authority and a subjective customer survey to assess the customer
perception of the service, as defined in the Regulation on Quality of Service of Basic and
Cellular Mobile Telephone Services, Dated 1 St July, 2005.
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2.1 PREFACE s i

TUV South Asia was entrusted by TRAI to carry out:

2.1.1 OBJECTIVE ASSESSMENT OF QOS

The Objective Assessment involved audit of sampled exchanges (including customer care
centre), Helpline for Basic operator, and sampled MSCs (including customer care centre), POI
Congestion, Helpline & Drive Test for Cellular Operators.

As part of QOS audit, TUV South Asia officials visited 628 Basic Telephone Exchanges (184
urban and 444 Rural exchanges) to cover 73 Basic telephone service Operators (licensee) and
157 MSCs to cover the operations of 129 Cellular mobile service providers.

In the case of Basic service operators, a sample mix of Urban and Rural exchanges (that are
representative of the circles) was selected across 10% of SDCAs (Short Distance Charging
Areas) of the Operators.

2.1.2 CUSTOMER SATISFACTION SURVEY

The subjective assessment involved survey of customer satisfaction levels for all the Basic
Service Operators (BSO) and Cellular Mobile Service Providers (CMSP) including Unified
Access Service Providers (UASP) spread over various operating circles.

During this quarter, a large sample of about 19066 basic service and 45197 cellular telephone
service subscribers, were surveyed to assess their satisfaction level towards basic and cellular
services respectively. This exercise was carried out through telephonic as well as personal
interviews.

To provide emphasis on rural services, 100% of the subscribers were personally interviewed.
While In case of urban subscribers, 75% of the subscribers was personally interviewed and 25%
were interviewed telephonically. Subscribers were selected on the basis of their age, gender and
service usage.

QOS Performance Monitoring Report (PMR) for the period Sep 2006 was considered as

reference for coverage during execution and QOS Performance Monitoring Report (PMR) for
Dec 2006 was considered for comparison of data.
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2.2 ANALYSIS

2.2.1 QUALITY OF SERVICE FOR CMSP’S

2.2.1.1 MSC AUDIT

As per the regulation dated July 2005, the cellular telephone service operators needed to meet 15
no of benchmarked parameters. Most of the operators performed positively vis-a-vis these
parameters. The percentage of operators that met the benchmarks of these parameters is as
follows:

Table 2 [% CMSP’s that met the benchmark]

Parameters Operators that
met the
benchmarks

Benchmark [in %]

Service Access Delay < 20 Sec 99.19
Call Drop Rate <3% 98.45
Accumulated downtime of community isolation <24 Hrs 96.12
Call Setup Success Rate > 95% 93.80
SDCCH <1% 92.19
% of Billing complaints resolved within 4 weeks 100 % 91.67
% of connections with good voice quality > 95% 88.89
TCH Congestion < 2% 87.50
% of Calls Answered Electronically [IVR] within 20 sec > 80% 86.49
Period of refunds from the date of resolution of complaints 100% 84.35
% of Calls Answered Electronically [IVR] within 40 sec > 95% 83.64
Complaints per 100 bills issued <01% 78.69
% of Calls Answered by Operator within 60 sec > 80% 59.66
% of Calls Answered by Operator within 90 sec > 95% 45.76

If we look at the parameter Accumulated Down Time of Community Isolation, which is
benchmarked for < 24 hours, the highest duration noticed was in BSNL — Bihar (1608 hours)
followed by Bharti-UP (W) (54.20).

In case of the parameter SDCCH / Paging channel congestion (benchmark < 1%), the highest

congestion was noticed in Bharti-Bihar (7.55%) followed by Dishnet- Assam (3.73%), Dishnet-
North East (3.23%).
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When we take up parameter TCH Congestion (benchmark < 2%) then, the peaking highs are
easily noticed at RTL in circles WB, Orissa & MP with 27.75%, 13.71% & 10.18% respectively.

However, the performance of service providers with respect to the parameters % of Calls
Answered by Operator within 60 seconds and % of Calls Answered by Operator within 90
seconds is a matter of concern as 40.34% and 54.24% of the operators are not meeting the given
benchmarks for these parameters respectively.

In case of Billing Complaints per 100 Bills issued (benchmark <0.1%), a significantly higher
percentage of billing complaints are observed in case of TATA-Bihar (1.8%), TATA-Tmailnadu
(1.41%) and Bharti-Tamilnadu (1.25%), TATA UPW (1.19%).

2.2.1.2 DRIVE TEST

360 drive tests were conducted to verify parameters like Call Drop Rate, Call Setup Success
Rate, Blocked Call Rate and percentage Connection with good voice quality.

In Metro Circles, Drive test was carried for 24 operators. Out of the 24 operators, 16 operators
(66.66%) meet the benchmarks for all the parameters.

In A Circles, Drive test was carried for 30 operators. Out of 30 operators, 19 operators (63.33%)
meet benchmarks for all the parameters.

In B Circles, Drive test was carried for 47 operators. 34 operators out of 46 (73.91%) meet
benchmarks for all the parameters. Please Note that HFCL-Punjab recently converted to full
mobility so test was not applicable for them, where as Bharti-Haryana drive test was carried out
but unfortunately data was not provided by operator due to some mishap.

In C Circles, Drive test was carried for 27 operators. 17 operators (62.96%) meet benchmarks for
all the parameters. Noticeably BSNL-Bihar is not meeting the benchmark for any of the
parameters during the test.

2.2.1.3 INTER OPERATOR CALL CONGESTION ASSESSMENT

Inter Operator calls were made as part of practical verification of Point of Interconnect
Congestion. Noticeably POI congestion was observed for Hutch-UP (W), BSNL-Bihar, TATA-
HP, TATA-Bihar, Dishnet-J&K and RTL-North East above the benchmark across all other
operators. Considering overall congestion level of individual operators across all circles, 11 out
of 14 operators have congestion above benchmark, with RTL (53.84%), RISL (50%), Dishnet
(43.47%), BSNL (35.77), SPICE (33.33%), HUTCH (25%), IDEA (23.21%), TATA (20.58),
BHARTI (19.33%), RCOM (11.80%), BPL (9.09%) and MTNL (5.26%) which is matter of
concern.
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No co-relation could be established between the data of congestion assessed practically by inter
operator call and that of obtained from MSCs.

2.2.1.4 HELP LINE PRACTICAL ASSESSMENT

Calls were made to practically verify the percentage of calls answered electronically within 20
seconds and 40 seconds and percentage of calls answered by operator within 60 seconds and 90
seconds. In Operators assisted helpline for 90 Sec & 60 Sec, 40.31 % & 34.88% of operators not
meeting the benchmark respectively.
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22.2 QUALITY OF SERVICE FOR BSOS

2.2.2.1 EXCHANGE AUDIT

In the case of basic service, out of the 18 benchmark parameters as per QOS Regulation July
2005, the performance of the entire audited licensee operators (73 nos) was significantly below
the benchmark vis-a-vis provision of telephone after registration of demand, Customer care
promptness (Shifts) & Grade of Service (Junction between local exchange).

Table 3 [ % BSO's met the benchmark]

Operators
Parameters Benchmark lt)ltla?ltcll?nita:‘lll(‘;

[in %]
Metering & billing credibility <0.1% 85.29
Mean Time to Repair (MTTR) <8 Hrs 78.13
% of Calls Answered by Operator within 60 sec >80 % 75.00
% of Calls Answered Electronically [IVR] within 20 sec >80 % 74.19
Customer care promptness (Additional facility) >95 % 71.43
% of Calls Answered Electronically [IVR] within 40 sec > 95 % 70.00
Call completion rate in local network > 55 % 69.70
Fault repaired by next working day >90 % 63.08
% of Calls Answered by Operator within 90 sec >95 % 60.32
Time taken for refund after closures 100 % 58.33
Customer care promptness (Closures) >95 % 58.33
Fault incidence <5% 54.69
Grade of Service (Junction between local exchange) <0.002 52.31
Customer care promptness (Shifts) >95 % 44.26
Provision of telephone after registration of demand 100 % 8.57

In the case of parameter Provision of Telephone after registration of demand, only 8.57% of the
operators meet the benchmark. None of other operators except TATA-Maharashtra, TATA-
Tamilnadu, Rel. Com. -WB, Rel. Com.-Bihar, Rel. Com. - HP & Rel. Com. - Orissa meet the
benchmark.
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Analysis of parameter Customer care promptness (Shifts) for % operators meeting the
benchmark results in noticeable low as 44.26%. Bharti UP-(E) (0.00), BSNL-AP (30.17) and
MTNL-Mumbai (31.51) is showing noticeable low against benchmark.

When we look at parameter Grade of Service (Junction between local exchange) then we find
that only 52.31% of operators are meeting the benchmark, BSNL-Maharashtra (4.8600), Rel.
Com.-WB (1.5100) and Rel. Com. - HP (1.3600) are showing considerable high values against
the given benchmark.

2.2.2.2 HELP LINE PRACTICAL ASSESSMENT

Calls were made to verify the percentage of Calls Answered electronically within 20 seconds and
40 seconds and percentage of Calls Answered by operator within 60 seconds and 90 seconds.

16.42% and 10% of the operators are not meeting the performance benchmarks with respect to
parameters percentage of Calls Answered by operator within 90 seconds and % of Calls

Answered Electronically [IVR] within 40 sec respectively.

The overall performance looks better with % operator meeting the benchmark figuring as high as
95%  for percentage of Calls Answered electronically within 20  seconds.
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2.2.3 CUSTOMER SATISFACTION SURVEY [CELLULAR]

Cellular service subscriber’s customer perception with respect to operator’s service was assessed
for “7” defined parameters through 30 questions. As regards to the circle wise performance of
the operators, 57.22% operators in Metro, 55.13% in A Circle, 65.78% in B Circle and 63.11%
in C Circle are not meeting the parameter’s benchmark. The findings with respect to major
parameters are as follows:

2.2.3.1 OVERALL CUSTOMER SATISFACTION LEVEL

The customer perception of overall customer satisfaction level is poor in all the circles, only 7
operators out of a total of 129 operators (5.43%) meet the benchmark of >95%.

= In Metro circles, only 4 of the operators namely BPL-Mumbai, Bharti-Mumbai, Rel.
Comm.-Mumbai & TATA-Mumbai achieved the overall customer satisfaction level. The
lowest overall customer satisfaction level achieved by Bharti-Kolkata, BSNL- Kolkata,
and TATA- Kolkata with 82%. The achievement level of operators not meeting the
benchmark is ranging between 82 -93%.

. In A Circles only 3 of the operators namely Rel. Comm. AP, Hutch AP & TATA AP
meet the benchmark. The lowest overall customer satisfaction level achieved by TATA-
Karnataka (81%). The achievement level of operators not meeting the benchmark is
ranging between 81-94%.

. In B Circles none of the operators meets the benchmark. The achievement level of
operators not meeting the benchmark is ranging between 69-90%. The lowest overall
customer satisfaction level achieved by Hutch-Punjab (69%). The highest achievement
level was achieved by Bharti-Kerala (90%) but failed to meet the benchmark.

. In C circles none of the operators meets the benchmark. The achievement level of
operators not meeting the benchmark is ranging between 74 - 88%. The lowest overall
customer satisfaction level achieved by Dishnet- North East (74%) and the highest was
achieved by Dishnet -Orissa (88%) but failed to meet the benchmark.

2.2.3.2 NETWORK PERFORMANCE

The customer perception of the parameter network performance is poor as only 20 out of 129
operators (15.50%) meet the benchmark of >95%.

= In Metro Circles only 6 operators out of 24 meet the benchmark. The achievement level
of operators not meeting the benchmark is ranging between 70 -93% with lowest of
BSNL-Kolkata (70%).

= In A Circles only 13 out of 30 operators meet the benchmark. The achievement level of
operators not meeting the benchmark is ranging between 70-94% with lowest of TATA
and Idea —Gujrat (70%).
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In B circles only one operator i.e. Bharti-Kerala meets the benchmark. The achievement
level of operators not meeting the benchmark is ranging between 62%-93% with lowest
of TATA-UP (W) (62%).

In C circles none of the operators meets the benchmark. The achievement level of
operators not meeting the benchmark is ranging between 59-73% with lowest of RTL-
Orissa (59%).

2.2.3.3 BILLING

The survey was conducted separately for post-paid and pre-paid customers. In the case of post-
paid segment overall 48.76% and in case of prepaid segment 81.40% of operators meet the
benchmark.

Metro Circles: All the 24 operators audited meet the benchmark for pre-paid segment. In
the case of post-paid, 9 operators out of 23 meet the benchmark. The achievement level
of operators, which do not meet the benchmark, ranging between 63 - 89% for post paid
segment. The lowest satisfaction in postpaid billing services is observed for Hutch-
Chennai (63%).

A Circles: 9 out of 30 audited operators do not meet the benchmark for pre-paid segment.
The achievement level of operators, not meeting the benchmark, ranging between 81-
89% with lowest of TATA-Karnataka (81%). Where as in post paid segment 10 out of 30
operators do not meet the benchmark. The achievement level of operators not meeting the
benchmark ranging between 71 - 88% with lowest of Bharti-Tamilnadu (71%).

B Circles: In the pre-paid segment 10 out of 48 operators do not meet the benchmark.
The achievement level of operators not meeting the benchmark, ranging between 51 -
89% with lowest of Hutch-Punjab (51%). Where as in the post-paid segment, 29 out of
46 operators do not meet the benchmark. The achievement level of the operators not
meeting benchmark ranging between 50 - 89% with lowest of BSNL - UP (E) (50%).

C Circles: In pre-paid segment 5 operators out of 27 do not meet the benchmark. The
achievement level of operators not meeting the benchmark, ranging between 80 - 85%
with lowest of Dishnet — J&K & Bharti-Orissa (80%). In the post-paid segment, 9 out of
22 operators do not meet the benchmark. The achievement level of operators not meeting
the benchmark ranging between 63 - 89% with lowest of Bharti - Orissa (63%).

2.2.3.4 MAINTAINABILITY

Responses were received for 110 out of 129 operators. 75 out of 110 (68.18%)
service providers do not meet the benchmark. The percentage of operators, not
meeting the benchmark are: Metro circle - 95%, A Circles 54.16%, B circles
63.63% and C Circles — 68.18%.

2.2.3.5 HELP LINE SERVICE

Responses were received form all 129 licensees. 120 out of 129 (93.02%) service providers do
not meet the benchmark. The percentage of operators not meeting the benchmark are: Metro
Circles 87.5%, A Circles 83.33%, B Circles 97.92% and C Circles 100%. The achievement level
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of operators not meeting the benchmark ranging between 58 - 87% in Metro circles, 53 — 89% in
A circles, 48-88% in B Circles & 53-83% in C Circle.

2.2.4 CUSTOMER SATISFACTION SURVEY [BASIC]

Basic service subscriber’s perception towards the service provided by their service providers was
assessed for “7” defined parameters through 29 questions. 50.37 % (29 out of 58 service
providers) do not meet the benchmark for all the parameter taken together. Where as looking at
circle wise performance of the operators, 55.55% operators in Metro Circles, 31.39% in A
Circles, 47.16% in B Circles and 77.96% in C Circles do not meet the benchmark parameters.

The findings with respect to major parameters are as follows:

2.24.1 OVERALL CUSTOMER SATISFACTION

» Metro Circles: 12 out of 15 (80%) operators do not meet the benchmark. The
achievement level of operators not meeting benchmark ranges between 71 - 94% with
lowest of BSNL-Kolkata (71%).

» A Circles: 5 out of 13 (38.46%) operators do not meet the benchmark. The achievement
level of operators not meeting benchmark ranges between 87 — 92% lowest Bharti-
Karnataka (87%).

» B Circle: 15 out of 24 operators (62.5%) do not meet the benchmark. The achievement
level of operators not meeting benchmark ranges between 79 - 94% with lowest of
BSNL-WB (79%).

» C Circle: 8 out of 9 (88.88%) operators do not meet the benchmark. The achievement
level of operators not meeting benchmark ranges between 62 - 92% with lowest of
BSNL-Assam (62%).

2.2.4.2 MAINTAINABILITY

» Metro Circles: 7 out of 10 operators do not meet the benchmark. The achievement level
of operators not meeting benchmark ranges between 75- 93% with lowest of BSNL —
Chennai (75%).

» A Circles: 3 out of 9 operators do not meet the benchmark. The achievement level of
operators not meeting benchmark ranges between 86 - 93% with lowest of BSNL-
Maharashtra (86%).
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» B Circles: 12 out of 21 operators do not meet the benchmark. The achievement level of
operators not meeting benchmark ranges between 74 - 94% with lowest of BSNL-WB
(74%).

» C Circles: None of the 8 operators audited meet the benchmark. The achievement level of
operators not meeting benchmark ranges between 60 - 87% with lowest of BSNL-Assam
(60).

2.2.4.3 BILLING SERVICES

» Metro Circles: 5 out of 15 operators do not meet the benchmark. The achievement level
of operators not meeting benchmark ranges between 61 - 88% with lowest of BSN-
Kolkata (61%)

» A Circles: 2 out of 13 operators do not meet the benchmark. The achievement level of
operators not meeting benchmark ranges between 77 - 88% with lowest of Bharti —
Karnataka (77%)

» B Circles: 5 out of 24 operators do not meet the benchmark. The achievement level of
operators not meeting benchmark ranges between 62 — 84% with lowest of BSNL-UP
(W) (62%).

» C Circles: 6 out of 9 operators do not meet the benchmark. The achievement level of

operators not meeting benchmark ranges between 60 - 86% with lowest of BSNL-North
east & BSNL-Orissa (60%).

2.2.4.4 HELP SERVICES

» Metro Circles: Only one operator namely Rel. Comm. -Mumbai meets the benchmark. .
The achievement level of operators not meeting benchmark ranges between 60 - 84%
with lowest of Bharti-Kolkata & Mumbai (60%).

» A Circles: 9 out of 13 operators do not meet the benchmark. The achievement level of
operators not meeting benchmark ranges between 57 - 79% with lowest of BSNL-Gujrat
(57%).

» B Circles: Only one operator namely BSNL- Chhattisgarh meets the benchmark. The
achievement level of operators not meeting benchmark ranges between 55 - 81% with
lowest of BSNL-MP (55%).

» C Circles: None of 8 operators audited meets the benchmark. The achievement level of
operators not meeting benchmark ranges between 58 - 80% with lowest of BSNL-Assam

(58%).
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2.3 SALIENT FINDINGS

During the audit of Exchanges, MSCs and various other related establishments, there
were few abnormal observations noted by TUV Auditors. Some of them have been
listed below:

2.3.1 QOS AUDIT — BASIC SERVICE PROVIDERS

v' Data for the audits are available only at main exchanges. Audit of rural
exchange indicates the following issues:-

» Maintenance at Rural exchanges requires improvement. Most of
the Rural Exchanges do not maintain Registers for complaints and fault records
properly. Some exchanges such as Mala, Bettada pura, Bajegoli, Terakanabhi,
Addagadda in Karnataka do not maintain fault registers as at time of audit we did
not find previous month registers. Similar kind of cases was observed in BSNL-
HR (Rohtak).

» To apply for new connections, the subscriber has to visit the main
exchange as this facility is not available at rural exchanges. This leads to
discomfort for the rural subscribers. This was observed at all the circles of BSNL.

» Long waiting list was observed in cases where the exchange is not
offering telephone connection on demand. During the audit at Bhiwani main
exchange [BSNL-HR], the waiting list was 300 as on 04.12.06. Similar waiting
list was found in rural exchanges where subscribers may have to wait long for
services.

v For all the parameters, when the value is calculated on exchange basis, it does
not meet the benchmark set by TRAI. However, when the average value is taken
for the circle together, it meets the benchmark. True picture does not get
reflected.

v' Most of the Exchanges of Karnataka circles are not maintaining the Traffic
reports.

v Calculation method of MTTR is not uniform across all operators. Some of them

calculate on real time basis, others calculate on day basis. Some of the operators
exclude holidays and Sundays, while others include it.
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2.3.2 QOSAUDIT — CELLULAR SERVICE PROVIDERS

v

Generally it is observed that if calculated as a whole for the circle the operators
meet the benchmark parameter, where as, if calculated individually across single
cell/BTS, the call drop rates are alarming at few BTS, POl Congestion are
alarming at few MSCs.

Reliance Telecom — H.P, POI congestion With BSNL —Dharamsala was found
very high at 40.82, 39.69 & 37.69 for the month of Oct, Nov and Dec-06
respectively.

TTSL-HP, POI congestion for Dharamsala Tax CMO was very high at 48.85 &
40.16 for the month of Oct — Nov 06 respectively.

BSNL (M)-HP, Practical POI congestion for Reliance Telecom was very high at
40%.

During internal drive test none of the operator carry-out the indoor network
testing. They don’t carry out the regular planned drive test as well. Drive test is
conducted by operator whenever there is a problem in their network. With such
unplanned Drive tests the PMR data doesn’t represent true data.

Calculation of CSSR is based on taking a sample of 100 calls only in case of RTL
where as BSNL-HR unable to provide details of performance data like no. of call
attempts & established however they do provide % of CSSR.

In Tata-Delhi, IVR & Agent response both for Fix & Mobile are same they cannot
separate it.

Service access delay — Most of the operators not using Network protocol
analyzer for calculating service access delay, such as MTNL-Delhi and Bharti,
Hutch and TATA — Rajasthan.

Billing related data was not provided by MTNL (Mobile)-Delhi because they

have no records of data. Beside it both Refunds & Recovery cases are also
pending since 1 year. They cannot separate Refund & Recovery cases.
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3.1 SUMMARISED FINDINGS (ALL INDIA BASIS)

The Fourth Quarter involved the period Oct. — Dec. 2006. In the Fourth quarter, 7 Basic and 14
Cellular Operators (Source: TRAI PMR SEP 2006) were required to be covered.

The 7 Basic Service Operators were audited in their Operating circles by the following activities:

v Sampled Exchanges
v’ Helpline
v Customer Care Centre

The 14 Cellular Mobile Service Operators were audited in their Operating circles by the following
activities:

Operator Assisted Drive test
Sampled MSCs

POI Congestion

Helpline

Customer Care Centre
Independent Drive Test

AN NN NN

In the Fourth quarter, on receipt of a request from TRAI to conduct drive tests for all operators in the
selected cities of Bihar Telecom circle, 20 independent drive tests were conducted. The detailed
findings have been attached as Annexure 1[Section 7.1 of this report].
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3.2 QOS -CELLULAR SERVICES

3.2.1 CELLULAR MSC AUDIT (WITH CUSTOMER CARE CENTRE)

3.2.1.1 COVERAGE

Table 4 [Listed Active CMSPs]

Type Nos. of Name Of Operators
Operators

BPL
IDEA

BSNL
BHARTI
RCOM
TATA
HUTCH
SPICE
AIRCEL
RTL
MTNL
HFCL
DISHNET
RISL

14 as per PMR

Cellular (GSM+CDMA) Services
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Table 5 [Listed Active Circles in Cellular Services]

Sr.Nos F?r‘f;v"iié’:r :‘:"I‘:gg “A” Circle | “B” Circle | “C” Circle
ND AP HR AM
MB G KL BH
CH KR MP HP
1 BHARTI KK '\T"H FF)S J’\éi
UP (E) OR
UP(W)
WB
ND AP HR
MB GJ PB
CH KR RJ
2 HUTCH KK MH UP(E)
™ UP(W)
WB
KL
ND AP HR
MB GJ KL
CH KR MP
3 TATA KK '\T"H UE?E)
UP(W)
WB
4 IDEA :Z H UP(W \\\\
o <A p SE
6 RCOM KK '\T"s FF)S
UP (E)
UP(W)
aEEm==
9 RISL KK NN \\\\\\\\\\\\\\\\\\\\\\\::i\\\\\\

RTL

AT
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Sr.Nos Psr?)rvviic(l::r ":\:Illc:(t:rlg" “A” Circle “B” Circle “C” Circle o
MP BH
NE
OR
11 SPICE \\ C P
KL BH
KR MP HP
o | o e
UP (E) OR
UP( )
13 HFCL  AhihHEIHHiaaaa \
14 DISHNET \\\\ J’\;i
OR
Total
Required 14 48 27
as per
PMR
g‘gt\f‘;re . 14 24 30 48 27
‘(’:/oage 100% 100% 100% 100% 100%
overage

Operators Circle Coverage

129/129x100 = 100%

Page 27 of 246



SUMMARY FINDINGS CELLULAR SERVICES
South Asia
3.2.1.2 PERFORMANCE
Table 6 [Parameter based performance (All Circles) of the CMSP’s]
» Metro Circle Circle-A Circle-B Circle-C All Circle &
[<EN)
g 5« z z z 2 x| £3.
S | 552 |5:52E| 553 |55EE| 952 (5582 5h3 |v5EE| 552 (ssE Bpd
5 | 253|235 22 (2885|255 (2585|258 (2885|255 (25288 £
= “0Z% |“5Eg| “0% |“gEz| “0% |“3Eg| “0% |“oEz| “0&F |“gEg| ¥
Parameters & 2 g 3 g 3 g 2 g 28
24 30 48 27 129
Aogmmulbidl domire el o | 0 30 3 48 1 27 1 129 5 96.12
community isolation
Call Setup Success Rate >95% 24 0 30 3 48 3 27 2 129 8 93.80
Service Access Delay <20 Sec 24 0 28 0 46 0 26 1 124 1 99.19
SDCCH <1% 24 0 29 0 48 3 27 7 128 10 92.19
TCH Congestion < 2% 24 2 29 1 48 5 27 8 128 16 87.50
Call Drop Rate <3% 24 0 30 0 48 0 27 2 129 2 98.45
% o coumesilolrs with gead | 23 3 30 3 47 4 26 4 126 14 88.89
voice quality
POI Congestion <0.5% 29 18 45 32 23 18 23 15 120 83 30.83%
% of Calls Answered
Electronically [[VR] within > 80% 23 5 27 6 41 1 20 3 111 15 86.49
20 sec
% of Calls Answered
Electronically [[VR] within >95% 23 6 27 7 41 3 19 2 110 18 83.64
40 sec
% of Calls Answered by | g | 54 1 28 13 43 17 24 7 119 48 59.66
Operator within 60 sec
o @ Cellls At 1y > 95% 23 15 28 19 43 24 24 6 118 64 45.76
Operator within 90 sec
Somtiiis per LD IS <0.1% 2 7 30 8 45 8 25 3 122 26 78.69
issued
% o 18l el 100% 2 3 30 ! 45 5 23 1 120 10 91.67
resolved within 4 weeks
Period of refunds from the
date of resolution of 100% 23 5 25 3 44 6 23 4 115 18 84.35
complaints
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Note : The shortfall noticed in the nos. of operators audited in any of the circles are either due to
data not provided by the service provider or “Not applicable” at some of the service providers.
Details are provided in “Footnote” of respective Tables & Graphs.

3.2.1.3 CRITICAL ANALYSIS

The overall compliance with the benchmark is better in respect of the parameters Service Access
Delay (99.19%), Call Drop Rate (98.45%), Call Setup Success Rate (93.80%), Accumulated
Downtime (96.12%), % complaints resolved with in 4 weeks (91.67%), SDCCH congestion
(92.19%).

The parameters, which are of concern, are Billing complaints per 100 bills issued: 21.31% of the
operators audited are not meeting the criteria. Percentages of Calls answered by operator within 60
Seconds: 40.34% of the operators are not meeting the criteria. Percentages of Calls answered by
operator within 90 Seconds: 54.24% of the operators are not meeting the criteria.

The operators whose performance on a particular parameter is significantly lower are listed in
subsequent table:
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Table 7 [Performance (All Circles) significantly lower than the benchmark (Cellular)]

Parameters Metro Circles A Circles B Circles C Circles
Accumulated downtime UP(W)-
of community isolation None None BHARTI 54.20 BH-BSNL 1608.00
Call Setup Success Rate | None None None J&K-BSNL 51.69
BH-
BHARTI 7550
AM-
DISHNET 3.730
SDCCH None None None NE- 3230
DISHNET )
OR-
BHARTI 2.480
BH-RTL 2.780
KR-SPICE 4.950 WB-RTL 27.750 | OR-RTL 13.710
MP-RTL 10.186 | NE-RTL 7.300
TCH Congestion HP-RTL 6.100
None BH- 4790
BHARTI )
AM-RTL 4.700
Call Drop Rate None None None J&K-BSNL 19.26
CH- MH- NE-
% of Calls Answered 39.00 22.82 10.36
Electronically [IVR] BHARTI BSNL None BHARTI
within 20 sec TN-BSNL | 38.00 AM-BSNL 20.00
% of Calls Answered MH-
Electronically [IVR] None 22.82 None None
within 40 sec BSNL
CH-BSNL 38.00 TN-BSNL 37.00 Raj-BSNL 6.05 HP-BSNL 7.73
PB-BSNL 8.49 J&K-BSNL 22.71
% of Calls Answered by UP(E)-BSNL 10.21
Operator within 60 sec UP(W)-BSNL 10.92
HR-BSNL 11.07
KL-BHARTI 20.34
MH-BSNL 41.83 Raj-BSNL 9.13 HP-BSNL 11.71
PB-BSNL 12.62 J&K-BSNL 31.58
% of Calls Answered by None UP(E)-BSNL 14.94
Operator within 90 sec UP(W)-BSNL 15.86
HR-BSNL 16.34
KL-BHARTI 20.68
CH-TATA 1.000 TN-TATA 1.410 UP(W)-TATA 1.197 BH-TATA 1.800
ND-TATA 0.770 TN-BHARTI 1.250 HR-RCOM 0.800 NE-BHARTI 0.710
. ) MB- TN-
gglrﬂa%lamts per 100 bills TATA 0.480 AIRCEL 0.670 PB-TATA 0.700 HP-TATA 0.420
KK-BSNL 0.320 GJ-TATA 0.360 HR-IDEA 0.640
CH-
AIRCEL 0.240 AP-IDEA 0.310
% of Billing complaints
resolved within 4 weeks | ~K-BSNL 32.00 None None OR-BSNL 0.00
ND- 3.87 OR-BSNL 0.00
Period of refunds from MTNL : i :
the date of resolution of None None
complaints KK-BSNL 26.44 BH-BSNL 40.00
KK-TATA 33.88
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3.2.2 INTER OPERATOR CALL ASSESSMENT(POI)

3.2.2.1 COVERAGE

Practical calls were made for all possible combinations for checking POI Congestion. The
observations have been tabulated.

3.2.2.2 PERFORMANCE OF POI BASED ON PRACTICAL ASSESSMENT

Table 8 [Practical Assessment of POI Performance (Cellular)]

Circle/ — 5
Operators E 5 < | i S Z Q m —_
= |2 | € | & | % |2 2|2 |2 |& |§ |z |&£
m o = a = A & [~ & A T & = <
Metro 1/33 1/32 4/31 0/6 1/19 3/13 2/31 3/6 | NO NO NO NO 1/11 0/7
Merged
A Circle 3/34 10/34 | 5/34 5/22 NO 14/34 | 4/34 NO | NO NO NO 4/6 with 0/7
Hutch
Merged
B Circle 14/55 17/46 8/55 8/28 NO 14/50 | 4/57 NO | 6/14 1/7 0/6 0/6 with NO
Hutch
C Circle 11/28 NO 11/16 | NO NO 13126 | 7/18 NO | 15/25 9/16 NO NO NO NO
All
Circles 29/150 28/112 | 28/136 | 13/56 1/19 44/123 | 17/140 | 3/6° | 21/39 10/23 | 0/6 4/12 1/11 0/14
Total
% . 19.33 25 20.58 23.21 5.26 35.77 12.14 50 5384 | 4347 | 0O 33.33 9.09 0
Congestion

Note: The figures are presented as [A/B] where “A” is number of interconnections where
congestion is observed and “B” is total number of interconnections established.
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3.2.2.3 PERFORMANCE OF POI BASED ON DATA FROM MSC’S
Table 9 [Performance of POI based on MSC Data — (1)]

g‘rde’ BHARTI | HUTCH TATA IDEA MTNL BSNL RCOM
perators

Metro Circle | 14/131 12/199 131214 0/84 8/36 1/26 2/75
A Circle 118/301 4/245 23/356 12/275 NO 59/524 15/126
B Circle 58/270 16/273 19/335 28/183 NO 7/320 46/196
C Circle 28/135 NO 13/90 NO NO 5/54 11/44
AhCireles | 187837 32717 68/995 40/542 8/36 72/924 74/441
% : 26.05 4.46 6.83 7.38 22.22 7.79 16.78
Congestion

Table 10 [Performance of POI based on MSC Data — (2)]

Circle/ RISL RTL DISHNET | HFCL SPICE | AIRCEL BPL
Operators
Metro Circle 6/14 NO NO NO NO 1/23 9/27
A Circle N N With
NO NO NO NO 0/22 8/32 HUTCH
B Circle With
NO 28/83 0/4 DNP 3123 NO HUTCH
C Circle NO 14/48 12/67 NO NO NO NO
All Circles 6/14 421131 12171 345 9/55 9/27
Total
Conar 42.85 32.06 16.90 6.66 16.36 3333
Ongestlon

Note: - DNP means — Data Not Provided by operator, “NO” means not operating

3.2.2.4 CRTICAL ANALYSIS

The POIs are found congested in case of RISL (42.85%), BPL (33.33), RTL (32.06%), BHARTI
(26.05%), MTNL (22.22%), Dishnet (16.90%), RCOM (16.78%), Aircel (16.36%), IDEA (7.38%),
BSNL (7.8%), TATA (6.83%), SPICE (6.66%), & HUTCH (4.46%). Significantly 13 operators
(92.85%) are found congested out of 14 Operators setting up priority for improvement.
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3.2.3.1 COVERAGE

In this section all existing 129 service providers were covered. Calls were made to their helpline
centers [published helpline no] for verification, resulting in performance depicted in next section.

3.2.3.2 PERFORMANCE BASED ON PRACTICAL ASSESSMENT

Table 11 [Circle wise Helpline performance (Practical Assessment)]

Metro Circle Circle-A Circle-B Circle-C All Circle
- No of No of No of No of No of %
& operators
E | Noof | OPSTOT| Ngo | OPSRNOT | gop [ OPSRON | o op | 0PN | g, op | operdtor | operiton
% CMSPIS meeting CMSP'S meeting CMSPIS meeting CMSPIS meeting CMSP'S meeting bench-
m Audited bench- Audited bench Audited bench- Audited bench- Audited bench- mark
mark mark mark mark mark
Parameters
24 30 48 27 129
% of Calls
Answered
Electronically | >80% 23 2 29 2 46 9 23 4 121 17 85.95%
[IVR] within
20 sec
% of Calls
Answered
Electronically | >95% 23 3 29 9 46 10 23 2 121 24 80.17%
[ITVR] within
40 sec
% of Calls
Answered by
>80% 24 4 30 11 48 21 27 9 129 45 65.12%
Operator
within 60 sec
% of Calls
Answered by | _gsq, 24 4 30 16 48 23 27 9 129 52 59.69%
Operator
within 90 sec

3.2.3.3 CRTICAL ANALYSIS

Percentage Of call answered by operator (voice to voice) within 60 sec: 34.88% of the operators
audited are not meeting the criteria.

Percentage Of call answered by operator (voice to voice) within 90 sec: 40.31 % of the operators
audited are not meeting the criteria.
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3.2.4 DRIVE TEST [CELLULAR SERVICES]

3.2.4.1 COVERAGE

Total no. of drive test required to be conducted was 360. 360 Drive Tests were conducted as
detailed in following table.

Table 12 [Drive Test in Quarter 4]

Region Circle Cities

North H.P Bilaspur, Ghumarwain, Sundernagar
North PB Kapurthla, Gurdaspur, Hoshiarpur
North HR Kurshetra, Rohtak, Nornoul

North UP(W) Roorki, Muzaffarnagar, Bulandshahar
North UP(E) Gorakhpur, Jhansi, Varanashi

North RJ Jaisalmer, Ganganagar, Hanumangarh
North MP Bilaspur, Satna, Bhind

North ND Delhi

North J&K Jammu, Samba, Katra,

East W.B Ranigang, PortBlair

East KK Central Kolkata, Howrah

East BH Bhahalpur, Purnia, Katihar

East JD Deoghar, Giridi, Chaibhasa

East OR Sambalpur, Bargarh, Angul

East AM Tejpur, Dekiajuli, Rangapara

East NE Agartala, Udaypur, Belonia

East A&N Port Blair

South CH Chennai

South AP Tirupathi, Anantpur, Kurnool

South KR Madikeri, Gulbarga, Bijapura

South KL Malapuram, Kolayam, Ambalapucha
South TN Tirupur, Karoor, Trichy

West MH Nagpur, Sangli, Nanded

West GJ Jamnagar, Bhuj, Junagadh

West MB Mumbai

Note: In B Circle drive test was not conducted for HFCL- Punjab as it has recently been upgraded
to full mobility.
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3.2.4.2 PERFORMANCE |DRIVE TEST -CELLULAR]
Table 13 [Drive Test Performance (‘“Metro” Circle)]

Parameters ND MB KK CH
— — — — =
= as . = as . = = = = as
= | 8|2 | 5|2 |8 |2|2|E|2|2|8 |2 |8 | |2 |38 |2|%|8|[z8 |28
et | % | E |5 B VE|S S| E|S|BE|E|S|S|E5158|8|2|%|2 555|238
m T Bl = = &~ M T B = &~ 3 = Bl /M [~ 3 = = = M ~
%
Connections
with Good >95% | 90.15 | 97.52 | 96.02 | 91.11 | 96.09 | 97.97 91 93.46 | 95.6 | 94.94 82 98.2 | 9645 | 98.23 | 9831 | 97.29 | 97.81 | 97.88 | 90.08 | 95.39 96 95.17 | 94.4 | 97.68
Voice
Quality
gztleDrop <3% 1.9 0 0.46 1.47 0.73 0.5 2.9 491 1.8 3.62 6.5 0.8 1.38 0.78 0.66 0.42 0 0.82 1 0 0 0.1 1.5 0
Call
Success >95% 99.2 100 99.5 99.71 | 99.36 100 100 100 100 | 99.67 | 95.5 98.8 98.56 99 100 99.5 100 98.67 | 98.72 99 100 98.5 100 100
Rate
Blocked
Calls <3% 0 0 0.5 0 0.97 0 0 0 0 0.62 6.39 1.2 143 1.22 0 0 0 1.65 2 2.16 0 0.3 0 0

Table 14 [Drive Test Performance ("A" Circle)]

GJ KR

HaramerersjBenohmarks BHARTI HUTCH | TATA | BSNL | RCOM | IDEA | BHARTI HUTCH | TATA | BSNL | RCOM IDEA BHARTI | SPICE | BSNL | RCOM | HUTCH | TATA
% Connections
with Good Voice >95% 97.88 97.7 98.86 91.6 99.97 99.21 97.58 98.21 98.18 89.47 98.32 96.77 74.81 98.81 93.47 98.32 94.67 98.28
Quality
Call Drop Rate <3% 0 0 0 0 0 0 0.26 0 0.27 3.67 0.57 0 0.45 0 1.89 0 0.19 0.19
gjile Success >95% 100 100 9.1 | 9723 | 100 100 100 100 100 | 9442 | 100 100 99.52 100 | 9812 | 9962 | 99.67 | 99.85
Blocked Calls <3% 0 0 0.6 2.8 0 0 0 0 0 1.94 0 0 0 0 0.98 0 0.33 0

MH TN

HaramelersjBenohmarks RCOM BHARTI | BSNL | HUTCH | TATA IDEA RCOM BHARTI | Aircel | BSNL | TATA | HUTCH
% Connections
with Good Voice >95% 98 91.06 89.82 97.97 96.93 98.09 95.61 83 82.75 85.6 95.6 85.6
Quality
Call Drop Rate <3% 1.19 1.06 0.91 0.2 0.83 0 0 0 1 0 0 0
gztlesme“ >95% 98.66 96.2 98.84 | 99.77 100 100 99 100 99 100 99 100
Blocked Calls <3% 0.44 3.8 1.15 0.22 0 0 0 0 0 0 0 0
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Table 15 [Drive Test Performance ("B" Circle)]

CELLULAR SERVICES

Parameters/
Benchmarks

HR

KL

MP

HUTCH

IDEA

Relince

BSNL

TATA

BHARTI

HUTCH

BHARTI

BSNL

TATA

IDEA

RCOM

Rel tel

IDEA

RCOM

BSNL

TATA

BHARTI

%
Connections
with Good
Voice

Quality

>95%

97.31

99.43

97.56

DNP

98.97

98.69

96.39

99.26

98.08

100

90.973

98.47

89.69

97.5

98.128

97.96

Call Drop
Rate

0.41

0.3

DNP

1.5

2.02

0.962

0.266

0.85

0.2

Call
Success
Rate

95%

100

100

99.93

DNP

100

100

99

100

100

100

94.73

100

100

100

100

100

Blocked
Calls

<3%

0.4

DNP

1.01

3.44

Parameters/

Benchma

rks

PB

UP (E)

Spice

HUTCH

RCOM

BSNL

TATA

HFCL

BHARTI

HUTCH

BHARTI

BSNL

TATA

RCOM

HUTCH

BHARTI

BSNL

TATA

Reliane

%
Connections
with Good
Voice

Quality

>95%

99.16

94.45

99.25

99.32

98.62

N\App

99.36

83.86

97.56

87.8

99.67

99.51

85.41

76.86

85.68

98.62

96.36

Call Drop
Rate

1.23

3.52

N\App

0.86

0.63

0.08

0.7

1.93

2.6

0.26

0.584

Call
Success
Rate

98.29

100

98.56

100

100

N\App

100

98.93

100

97.58

100

99.97

99.73

87.33

99.53

98.93

Blocked
Calls

N\App

53

0.84

11

18.34

0.29

0.35

Paramete

1S /

Benchmarks

UP(

W)

WB

HUTCH

IDEA

BSNL

TATA

Relince

BHARTI

Rel tel

HUTCH

RCOM

BSNL

TATA

Dishnet

BHARTI

%
Connections
with Good
Voice
Quality

>95%

97.23

96.67

93.54

98.78

99.12

95.06

97.46

97.55

97.44

92.52

98.61

98.55

95.08

Call Drop
Rate

<3%

1.274

0.55

Call
Success
Rate

95%

98.12

99.47

99.51

100

99.76

100

100

100

Blocked
Calls

<3%

0.533

0.49

0.2307

3.27
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Table 16 [Drive Test Performance ("C" Circle)] s

AM BH HP
Parameters / Benchmarks -
RTL BHARTI Dishnet BSNL RTL RCOM TATA BSNL BHARTI RTL RCOM TATA BSNL BHARTI
% Connections
with Good >95% 97.23 96.57 80.74 69.4 95.92 99.63 99.54 94.81 87.95 97.26 99.36 97.09 98.5 98.11
Voice Quality
Call Drop Rate <3% 0.32 0.65 0 0.06 0 0.57 1.22 4.82 0 0 0 0 2.78 0
ggis‘me“ >95% 98.2 99.47 98.15 98.45 99.75 99.26 96.95 90.33 98.59 97.94 100 100 94.42 100
Blocked Calls <3% 2.23 0.92 2.73 1.54 0.88 0.86 2.36 6.07 1.42 2.06 0 0 0.48 0
NE T &K OR
Parameters/ Benchmarks - - -
RTL BHARTI Dishnet BSNL Dishnet BHARTI BSNL RTL RCOM TATA Dishnet BSNL BHARTI
% Connections
with Good >95% 96.45 96.4 95.59 87.51 96.55 96.84 98.32 98.73 99.35 98.96 94.98 81.8 94.84
Voice Quality
Call Drop Rate <3% 0.58 0.86 4.16 1.47 0 0 0 0 0 0 0.6 0.26 0
ggis‘me“ >95% 98.26 99.71 96.38 87.65 100 100 100 98.75 98.93 100 99.22 100 100
Blocked Calls <3% 1.16 0.48 0 33 0 0 0 1.8 0 0 0.3 12 0

Note : Despite repeated follow up with BSNL- NE Circle the drive test log files were not provided to us for our review and comment.
BHARTI-HR was also not able to provide the actual log-files for the conducted drive test.

3.2.4.3 CRITICAL ANALYSIS

¢ In the “Metro” Circle only 16 out of 24 operators (66.66%) are meeting all the parameters. The MTNL-MB is topping the list for
non conformance against the benchmark with Call Drop Rate at as high as 6.5% and Blocked call rate towering at 6.39%.

e In “A” Circle only 19 out of 30 operators (63.33%) are meeting all the parameters. BHARTI-KR is at bottom of the list for
parameter % Connections with Good Voice Quality dipping down to lowest at 74.81% followed by Aircel-TN(82.75%), BHARTI
- TN (83%).

e In “B” Circle only 34 out of 46 operators (73.91%) are meeting all the parameters. The Call drop rate is found highest at 13.9%
for RCOM-WB among all other operators.

e In “C” Circle only 17 out of 27 operators (62.96%) are meeting all the parameters. The BSNL-BH is not meeting benchmark for
any parameter raising concerns while % Connections with Good Voice Quality is found to be lowest for BSNL-AM at 69.4%
followed by DISHNET-AM (80.74%), BSNL-OR (81.8%)
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3.3 OS — BASIC SERVICES

3.38.1 BASIC EXCHANGE AUDIT (WITH CUSTOMER CARE CENTRE)

The following operators were covered in Quarter 4

3.3.1.1 COVERAGE

Table 17 [Listed Active Basic Service Providers]

Type Nos.of Name Of Operators
Operators

MTNL
BSNL
RCOM
BHARTI
TATA
SHYAM
HFCL

Basic Services
7 as per PMR
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Table 18 [Listed Active Circles in Basic Services]

BASIC SERVICES

Sr.Nos Psr‘:)”ge "Metro" Circle | “A” Circle “B” Circle | “C” Circle
i ?5 & rex
MH PB AM
1 BSNL KR EE JL?K
UP(E) NEI
UP(W) NE2
i — E‘S
3 RCOM KK g Elz
UP (E)
UP (W)
ND AP N\ N
4 TATA 1::43 Sil \\s \\W\
MH UP(E) M
6 SHAYAM__ \\hil NN \\\\\\\\\\\\\\\\\\
Tmz HFCL. MIMMHTZIIIIHNIHI . 2 S a .
g’g; 7 15 20 26 12
PMR
ool 7 15 20 26 12
coroentag 100% 100% 100% 100% 100%
Operators-Circle Coverag 73/73 x 100 = 100%
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3.3.1.2 PERFORMANCE

Table 19 [Parameter based (All Circles ) performance of BSO's]

BASIC SERVICES j

South Asia

Circle-A Circle-B Circle-C Metro Circle All Circle

=< No of No of No of No of No of No of No of No of No of No of %

g operators | operator | operators | operator | operators | operator | operators | operator | operators | operator | operators
Parameters 5 Audited not Audited not Audited | not Audited | not Audited | not meeting

5 meeting meeting meeting meeting meeting bench-

= bench- bench- bench- bench- bench- mark

mark mark mark mark mark
20 26 10 15 71

f;;vsii‘t’l‘; gfotfelleé)n}igr?g g 100 % 20 18 26 25 9 6 15 15 70 64 8.57
Fault incidence <5% 20 5 23 15 6 4 15 5 64 29 54.69
Fault repaired by next working day | >90 % 20 7 23 8 7 6 15 3 65 24 63.08
Mean Time to Repair (MTTR) < 8 Hrs 20 4 23 6 6 3 15 1 64 14 78.13
S;f‘vgge?lfliiz Ylgicg;:gg)o“ <0002 | 20 8 2 12 6 4 15 7 65 31 52.31
S;livf)(r)lr(npletlon rate in local - 55% 19 4 24 8 8 5 15 3 66 20 69.70
Metering & billing credibility <01% 19 4 26 3 8 1 15 2 68 10 85.29
Customer care promptness (Shifts) | >95% 19 10 22 12 5 4 15 8 61 34 44.26
(CC“lit;ﬁ;r)me promptness >95 % 17 6 24 11 5 3 14 5 60 25 58.33
(C:(jgglé’;aclafrjcﬁrify‘?ptness >95 % 19 6 25 8 4 1 15 3 63 18 71.43
% of Calls Answered
Electronically [IVR] within 20 sec >80% 7 3 10 0 6 ! 8 4 31 8 74.19
% of Calls Answered
Electronically [TVR] within 40 sec | 0~ 6 3 10 2 6 0 8 4 30 0 70.00
z/;’it‘l’lfmcggssénswered by Operator | _gq | g 7 23 2 9 1 14 6 64 16 75.00
fjiglfincggssinswered by Operator | o5 | 17 8 23 7 9 1 14 9 63 25 60.32
Timetaken for refund after closures | 100 % 20 7 22 9 6 3 12 6 60 25 58.3
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Note : The shortfall noticed in the nos. of operators audited in any of the circles are either due to data not
provided by the service provider or “Not applicable” at some of the service providers. Details are provided
in “Footnote” of respective Tables & Graphs. * A&N and NE II Covered in Q3

3.3.1.3 CRITICAL ANALYSIS

The parameters, which are of concern, are:-
® Provisions of telephone after registration of demand 91.43% operators are not meeting the
benchmark.
e  Customer care promptness (Shifts) 55.74% operators are not meeting the benchmark.

® Grade of Service (Junction between local exchange) 47.69% operators are not meeting the
benchmark.

®  Fault incidence 45.31% operators are not meeting the benchmark.
o Customer care promptness (Closures) 41.67% operators are not meeting the benchmark.
o Times taken for refund after closures 41.67% operators are not meeting the benchmark.

The operators whose performance on a particular parameter is significantly lower than the benchmark are
detailed in subsequent table.
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Table 20 [ Performance (All Circles) significantly lower than the benchmark (BSO’s )]

Parameters Metro Circles A Circles B Circles C Circles
.. GJ-BSNL 46.2 HR-BSNL 16.66 AM-BSNL 109
Provision of
Telephone after KR-BSNL 32.89 KL-BSNL 19.39 BH-BSNL 24.78
registration of None MH-BSNL 36.24 RJ-BSNL 43.51 JD-BSNL 27.2
demand (100% IN UP(E)-BSNL 3972
7DAYS) WB-BSNL 2781
KK-BSNL 13.7 KR-BSNL 17.05 UP(E)-BSNL 16.24 NE-I-BSNL 31.55
Fault Incidences MB-MTNL 74 UC-BSNL 12.13 OR-BSNL 23.84
(<5%) WB-BSNL 12.2 BH-BSNL 18.34
JD-BSNL 159
Fault repair by
Next Working Day None KR-BSNL 34.68 UP(W)-BHARTI 43.96 J&K-BSNL 49.57
(90%)
MB-MTNL 12 HR-BSNL 15.36
Mean time for GJ-BSNL 12.79 UP(E)-BSNL 12.42 NE-I-BSNL 12.72
Repair (<8 HRS) GJ-TATA 12.77 UC-BSNL 14.18
Grade of Service ND-TATA 0.55 MH-BSNL 4.86 KL-RCOM 0.23 HP-RCOM 1.36
Junction between KK-BSNL 0.47 TN-BSNL 0.235 UP(W)-RCOM 0.29 JD-BSNL 0.5
Local Exch WB-BSNL 0.173
(0.002%) WB-RCOM 1.51
CCR within local WB-BSNL 30.4 AM-BSNL 31.63
within loca
network (>55%) None None JD-BSNL 34.68
NE-I-BSNL 37.9
) ND-TATA 0.22 GJ-BSNL 0.798 UP(E)-BHARTI 4.69
Metering and MB-TATA 0.78 UP(W)-BHARTI 0.651
Billing Credibility
(<0.10%) KR-TATA 8.54 WB-BSNL 0.37
TN-BSNL 0.9
MB-MTNL 31.51 AP-BSNL 30.17 UP(E)-BHARTI 0 AM-BSNL 35
Customer Care GI-BSNL | 42.94 UP(E)-BSNL 375 | BH-BSNL | 40.66
Promptness Shift MH
Requests (95% in 3 y 38.88 UP(W)-BSNL 46.15 JD-BSNL 41.14
Days) BHARTI
WB-BSNL 454
Customer Care
Promptness KK-BSNL 37.79 KL-BHARTI 11.11 AM-BSNL 22.7
None
Closure Requests
(95% in 24 Hrs) UP(E)-BHARTI 38.91 JD-BSNL 2222
Customer Care GJ-BSNL 49.39 HR-BHARTI 57
Promptness
Additional Facility None None
Requests (95% - 24 TN-BSNL 30
Hrs)
CH-TATA 0 MH-BSNL 31.13 MP -BHARTI 3.81 JD-BSNL 26.46

Time taken for

refund of deposit "\p paRTI | 41.12 UP(E)-BHARTI | 2843

after closure (100%
in 60 Days) KK-BHARTI 22.22
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3.3.2 HELPLINE SERVICES [PRACTICAL ASSESSMENT] BASIC

3.3.2.1 COVERAGE

In this section all existing 7 service providers were covered. Calls were made to their helpline centers
[published helpline no] for verification, resulting in performance depicted in table given below.

3.3.2.2 PERFORMANCE BASED ON PRACTICAL ASSESSMENT

Table 21 [Circle wise Helpline Performance (Practical Assessment)]

Circle-A Circle-B Circle-C Metro Circle All Circle

Parameters

No of operator
not meeting
bench-mark
No of operator
not meeting
bench-mark
meeting bench-
mark

No of operator
No of

not meeting
bench-mark

No of operator
No of

not meeting
bench-mark

No of operator
No of

No of
operators
Audited
not meeting
bench-mark
No of
operators
Audited
operators
Audited
operators
Audited
operators
Audited

% operators

[\
o
[\®)
(@)}
—_
=)
—
9]
3
—

% of Calls
Answered
Electronically 17 1 22 1 7 1 14 0 60 3 95.00%
[IVR] within
20 sec

% of Calls
Answered
Electronically 17 2 22 2 7 2 14 0 60 6 90.00%
[ITVR] within
40 sec

% of Calls
Answered by
Operator

within 60 sec

20 3 25 2 8 1 14 0 67 6 91.04%

% of Calls
Answered by
Operator

within 90 sec

20 3 25 4 8 3 14 1 67 11 83.58%
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3.3.2.3 CRITICAL ANALYSIS

v In the case of % of Calls Answered by Operator within 90 sec overall considering all circles
83.58% operators are meeting the bench mark with “Metro” Circle showing good results where
except one operator remaining all of the operators are meeting the benchmark

v" In the case of % of Calls Answered Electronically [IVR] within 40 sec overall considering all circles
90% operators are meeting the bench mark with “Metro” Circle showing good results where all of
the operators are meeting the benchmark

v" In the case of % of Calls Answered by Operator within 60 sec overall considering all circles 91.04%
operators are meeting the bench mark with “Metro” Circle showing good results where all of the
operators are meeting the benchmark

v" In the case of % of Calls Answered Electronically [IVR] within 20 sec overall considering all circles
95% operators are meeting the bench mark with “Metro” Circle showing good results where all of
the operators are meeting the benchmark

Table 22 [Helpline Performance (All Circles) significantly lower than the benchmark]

Parameters Metro Circles A Circles B Circles C Circles

% of Calls Answered
Electronically [IVR] None MH RCOM 10 RJ RCOM 0 None

within 20 sec

% of Calls Answered
Electronically [IVR] None MH RCOM 22 RJ RCOM 0 None

within 40 sec

MH RCOM 10 RJ RCOM 0 JKBSNL |19
% of Calls Answered by | None
Operator within 60 sec AP TATA 32 PB BSNL 0
MH RCOM 22 RJ RCOM 0 JK BSNL 23
% of Calls Answered by | None
Operator within 90 sec AP TATA 42 PB BSNL 44
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3-4

3.4.1

C.8.8

CELLULAR SERVICES j

COVERAGE

Table 23 [CSS Coverage (Cellular Services)]

South Asia

Grand

State AIRCEL | BHARTI | BPL BSNL HFCL | HUTCH | IDEA | MTNL | RCOM | RTL SPICE | TATA Total
AP 401 401 401 402 400 2406
AM 197 245 251 250 943
BH 266 273 270 269 267 1345
CH 596 601 598 597 627 265 3284
ND 600 600 611 356 666 600 3433
GJ 394 406 412 403 403 229 2247
HR 250 266 238 238 250 218 1460
HP 275 158 117 215 214 979
JK 26 217 238 481
KR 395 399 401 799 400 800 3194
KL 302 255 251 253 464 408 1933
KK 601 606 603 604 600 601 3615
MH 400 404 399 400 403 198 2204
MP 258 276 253 257 259 235 1538
MB 599 604 600 595 600 601 3599
NE 254 254 253 250 1011
OR 250 250 250 250 250 250 1500
PB 245 64 43 191 254 226 195 1218
RJ 241 188 219 230 151 1029
TN 503 455 464 397 554 400 2773
UP(E) 306 291 273 400 343 1613
UP(W) 266 276 270 277 277 275 1641
WB 249 249 249 249 249 254 252 1751
(,;1,:3:;1 2075 8070 604 | 6566 43 6101 | 2836 | 951 8076 | 2346 | 626 | 6902 | 45197
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3.4.2

PERFORMANCE

C.8.8

CELLULAR SERVICES j

South Asia

Table 24 [CSS : Parameter based performance (All Circle) of the CMSPs]
Metro Circle A Circle B Circle C Circle All Circles
No. of No. of No. of No. of No. of N %t
perators
Parameters | Noof | PR | g o [ operior | g o | operator | g o | opertor |y | operator | ORCEEN
operators meeting operators meeting operators meeting operators meeting operators meeting Bench-
Audited bench- Audited bench- Audited bench- Audited bench- Audited bench- mark
mark mark mark mark mark
Total Audit 24 30 48 27 129
% Satisfied
with provision 24 4 30 8 47 5 27 9 128 26 79.68
of service
(95%)
% Satisfied
with Prepaid 24 0 30 9 48 10 27 5 129 24 81.39
Billing
services (90%)
% Satisfied
with Post-paid 23 14 30 10 46 29 22 9 121 62 48.76
Billing
services (90%)
% Satisfied
with help 24 21 30 25 48 47 27 27 129 120 6.97
services (90%)
% Satisfied
with Network 24 18 30 17 48 47 27 27 129 109 15.5
Performance
(95%)
% Satisfied
_ with 20 19 24 13 44 28 22 15 110 75 31.81
maintainability
(95%)
Satisfaction
with 24 11 30 20 48 34 27 11 129 76 41.08
supplementary
services (95%)
Overall
customer 24 20 30 27 48 48 27 27 129 122 542
satisfaction
(95%)
Overall Summary 1004 614 38.84

Note: Any variation in no of operators audited implies that Subscriber unable to answer (NR) or did not
access the service or no incidences reported (NI) and these are not counted when calculating percentage of
operators meeting the benchmark.
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3.4.3  CRITICAL ANALYSIS

v Over all customer satisfaction is very low for all circle only 5.42% of operators are meeting the
benchmark.. The “B” and “C” circles are noticed with none of the operator are meeting the
benchmark.

v In the case of % Satisfied with help services only 6.97% of operators are meeting the benchmark
The “C” circles are noticed with none of the operator are meeting the benchmark.

v In the case of % Satisfied with Network Performance only 15.5 % of operators are meeting the
benchmark. The “C” circles are noticed with none of the operator are meeting the benchmark.

The operators whose performance on a particular parameter is significantly lower than the benchmark are
detailed as below

Table 25 [CSS : Performance (All circles) significantly lower of the benchmark (Cellular)]

Parameters Metro Circle A Circle B Circle C Circle
% Satisfied with provision BSNL NE —44%
of service (>95%) - - - BHARTI NE -43%

AIRCEL NE - 42%

% Satisfied with Prepaid
Billing services (>90%)

% Satisfied with Postpaid
Billing services (>90%)

% Satisfied with help

; BSNL WB - 48%
services (>90%)

% Satisfied with Network
Performance (>95%)

% Satisfied with

e BSNL KL - 47% BSNL J&K - 27%
maintainability (>95%)

Satisfaction with
supplementary services
(>95%)

Overall customer
satisfaction (>95%)
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35 CUSTOMER SATISFACTION SURVEY (BASIC)

3.5.1  COVERAGE

Table 26 [CSS Coverage (Basic Services)]

State BHARTI BSNL HFCL MTNL RCOM SHYAM | TATA G.I.roat';?
A&N 250 250
AP 250 601 150 282 1283
Assam 250 250
Bihar 270 LSB 270
Chennai 606 606 17 31 1260
Chhatisgarh 261 261
Delhi 602 601 601 600 2404
Gujarat LSB 260 LSB LSB 260
Haryana 118 255 LSB 373
HP 251 LSB 251
Jharkhand 249 249
JK 234 234
Karnataka 600 799 LSB LSB 1399
Kerala 39 326 119 484
Kolkata 8 602 3 613
Maharashtra 403 402 402 404 1611
MP 286 263 24 573
Mumbai 602 799 600 601 2602
NE 490 490
NE2 250 250
Orissa 250 2 252
Punjab 145 252 205 13 615
Rajasthan 236 81 153 470
TN 340 532 LSB LSB 872
UP(E) 152 260 182 594
UP(W) 101 290 LSB 391
Uttranchal 254 254
WB 251 LSB 251
Grand Total 4252 8944 205 1400 2194 153 1918 19066

Note:- LSB implies for low subscriber base, On many efforts actual subscribers telephone nos were not
found.
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3.5.2

PERFORMANCE

C.8.8

BASIC SERVICES

Table 27 [CSS Parameter based performance (All Circles) of the BSOs]

South Asia

Metro Circle A Circle B Circle C Circle All Circles
No. of No. of No. of No. of No. of No. of No. of No. of Total No. of 2} '<Cé
operators | operator | operators | operator | operators | operator | operators | operator | operators | operator % g
Audited not Audited not Audited not Audited not Audited not O o
Parameters meeting meeting meeting meeting meeting 8‘-}5 E
bench- bench- bench- bench- bench- L8
mark mark mark mark mark S
15 17 24 9 65
%  Satisfied 15 9 13 4 24 8 9 8 61 29 52.45
with provision
of service
(95%)
%  Satisfied 15 5 13 2 24 5 9 6 61 18 70.49
with Billing
services
(90%)
%  Satisfied 15 14 13 9 23 22 8 8 59 53 10.16
with help
services
(90%)
%  Satisfied 15 3 13 2 24 7 9 7 61 19 68.85
with  Network
Performance
(95%)
%  Satisfied 10 7 9 3 21 12 8 8 48 30 375
with
maintainability
(95%)
Satisfaction 14 5 12 2 19 6 7 1 52 14 73.05
with
supplementary
services
(95%)
Overall 15 12 13 5 24 15 9 8 61 40 34.42
customer
satisfaction
(95%)
Overall Summary 403 203 49.62

Note: Any variation in no of operator audited implies that subscriber is either offered no response [NR] or
did not access the service or no incidences [NI] reported.
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3.5.3  CRITICAL ANALYSIS

v" 9% Satisfied with help services is very low for all circle only 10.16 % of operators are meeting the benchmark. In”C”

Circle none of the operator out of audited 8 nos meeting the benchmark
v In the case of Overall customer satisfaction only 34.42 % of operators are meeting the benchmark.

v' Looking at % Satisfied with maintainability only 37.5% of operators are meeting the benchmark. In ”C” Circle none

of the operator out of audited 8 nos meeting the benchmark

Table 28 [CSS : Performance (All circles) significantly lower of the benchmark (Basic)]

Parameters Metro Circle A Circle B Circle C Circle

% Satisfied with provision

. - - - BSNL NE Il - 48%
of service (>95%)

% Satisfied with Billing
services (>90%)

% Satisfied with help
services (>90%)

% Satisfied with Network
Performance (>95%)

% Satisfied with
maintainability (>95%)

Satisfaction with
supplementary services -
(>95%)

Overall customer
satisfaction (>95%)
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LULAR

PERFORMANCE COMPLIANCE —

4.1

"‘METRO” CIRCLE

4.1.1

Table 29 [“Metro” Circle : Parameter based Performance compliance |
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Table 31 [“Metro” Circle: POI Performance Compliance Practical IOC Assessment]

“METRO “CIRCLE ]

South Asia

Circle / City ND MB

Operator | BHARTI | HUTCH | TATA | IDEA | MTNL | RCOM | BHARTI | HUTCH | TATA | BPL | MTNL | RCOM
Total POls 8 9 7 6 8 7 12 11 11 11 11 11
Eﬂgfm’:‘;t 0 0 0 0 0 0 1 1 2 1 1 1
Circle / City KK CH

Operator | BHARTI | HUTCH | TATA | BSNL | RCOM | RISL | BHARTI | HUTCH | TATA | BSNL | RCOM | Aircel
Total POls 6 5 6 6 6 6 7 7 7 7 7 7
Engéiirl:l;t 0 0 2 3 1 3 0 0 0 0 0 0

Page 54 of 246




COMPLIANCE REPORT

Table 32 [“Metro” Circle

CELLULAR SERVICES

: Practical Assessment of Helpline Performance Compliance]

“METRO “CIRCLE

South Asia

ND MB
Operator

BHARTI HUTCH TATA IDEA MTNL RCOM BHARTI HUTCH TATA BPL MTNL RCOM
%o0f call answered (electronically)
within 20 sec 100 100 100 100 100 100 100 99 100 90 82 64
% of call answered(electronically)
within 40 sec 100 100 100 100 100 100 100 99 100 100 84 100
% of call answered by operator(voice
to voice) within 60 sec 100 96 96 94 76 96 94 60 90 72 94 100
% of call answered by operator(voice
to voice t within 90 sec 100 100 100 98 86 100 100 90 96 100 100 100

CH KK
Operator

BHARTI HUTCH TATA BSNL RCOM AIRCEL BHARTI HUTCH TATA BSNL RCOM RISL
%of call answered (electronically)
within 20 sec 100 100 100 100 100 80 98 84 100 100 28 N\A
% of call answered(electronically)
within 40 sec 100 100 100 100 100 100 100 84 100 100 28 N\A
% of call answered by operator(voice
to voice) within 60 sec 100 97 97 100 100 88 100 84 98 100 26 100
% of call answered by operator(voice
to voice t within 90 sec 100 100 100 100 100 100 100 84 100 100 26 100
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CELLULAR SERVICES

“A “CIRCLE

South Asia

»
4.1.2 A’ CIRCLE
Table 33 ["A" Circle: Parameter Based Performance Compliance-1]
Parameters AP GJ KR
/Benchmark E 5 - E 5 - E 5 - "
| — —
< = = < o} = < = = < o N = = o} O =
T (7)) 2 o (@] <C I ) 2 a (@) < T (7)) 2 (@] o <C
m o I —] o { om [an] I — o — o o I (m n {
Accumulated o
downtime of S.|305 |850 |630 [920 |052 |350 |550 |000 |042 [500 |033 |250 |58 |2420 |29.30 038 |1333 |4.42
community isolation
(FizileSetup Success >,§05 70.00 | 96.01 | 99.22 | 99.09 | 9957 | 98.40 | 98.01 | 9857 | 97.80 | 98.98 | 99.49 | 98.70 800'0 80.36 | 98.32 | 99.51 | 98.65 | 97.69
g‘;lr;';e Access ;gf 210 | 720 |800 |100 |[154 |260 |[455 |DNP |966 |423 |154 |493 |450 |235 |1022 |260 |[839 |266
SDCCH 1770 0.650 | 0.260 | 0.295 | 0.225 | 0.000 | 0.000 | 0.190 | 0590 | 0.170 | 0.810 | 0.000 | 0.000 | 0.980 | 0.710 | 0.150 | 0.000 | 0.630 | 0.000
TCH Congestion 25/0 1.350 | 1.470 | 0.430 | 1.185 | 0.000 | 0.950 | 0.191 | 1.520 | 0.930 | 0.810 | 0.000 | 0.020 | 1.550 | 1.710 | 1.680 | 0.000 | 4.950 | 0.640
Call Drop Rate o, | 097 [124 | 132 |oe2 |077 |037 |045 |090 |1238 [170 |o095 |o041 |142 149 |151 [077 |157 |00
% of connections S
with good voice 90, | 9928 | 96.77 | 97.61 | 99.43 | 99.00 | 97.00 | 96.31 |98.98 |97.94 | 97.93 | 98.00 |97.93 | 87.79 | 9551 |97.01 |99.00 | 98.18 | 97.96
quality
% of Calls Answered
Electronically [IVR] > [ 1000 1 \ya | 98.00 | 96.00 | 9951 | 1900 |og05 [1900 | o665 | DNP | 9950 | 1900 | 9800 | 99.60 |81.00 |99.50 | 1900 | na
ec 80% | 0 0 0 0 0
within 20 sec
% of Calls Answered
Electronically [IVR] > | 100.0 | \ya 98.00 | 96.00 | 9951 | 1900 | o995 | 1000 | 9645 | DNP | 9950 | 1990 | gg00 | 1990 | 9050 | 9950 | 1990 | nya
ec 95% | 0 0 0 0 0 0
within 40 sec
% of Calls Answered S 1000 | 1000 100.0
by Operator within g0 | 9000 | o5 [P0 19000 | 5929 | 77 | 95.66 | 8200 | DNP | DNP | 6279 | 8587 | 87.00 |51.00 |83.00 |4324 | 9330 | 9243
60 sec
% of Calls Answered
by Operator within 95>% (1)00'0 (1)00'0 (1)00'0 (1)00'0 61.66 (1)00'0 9819 | 9500 | DNP | DNP | 73.40 | 90.43 | 90.50 | 60.00 | 91.00 | 51.63 | 99.00 | 95.50
90 sec
Complaints per 100 <
i Ls e 0.1 | 0.005 | 0.004 |0.059 | 0310 | 0.080 |0.005 | 0130 | 0.120 | 0.080 | 0.067 | 0.070 | 0.360 | 0.001 | 0.002 | 0.000 | 0.070 | 0.000 | 0.005
%
% of Billing
mplaints resolved | 100 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | go o~ | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0
\‘,’V?thi% o % |0 0 0 0 0 0 0 : 0 0 0 0 0 0 0 0 0 0
Period of refunds
from the date of 100 100.0 100.0 100.0 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0 | 100.0
s e @ NI o NI NI o NI o DNP | 91.79 o o o o o o o o o
complaints
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Table 34 ["A" Circle: Parameter Based Performance compliance -2]

“A “CIRCLE

South Asia

Parameters / Benchmark

MH

TN

BHARTI

HUTCH

BSNL

Idea

RCOM

TATA

BHARTI

HUTCH

BSNL

AIRCEL

RCOM

TATA

Accumulated down
time of community
isolation

<24Hrs

3.20

0.65

31.61

0.80

0.45

1.94

0.00

17.16

7.00

22.33

0.39

5.83

Call Setup Success
Rate

>95 %

99.16

99.94

99.39

98.46

99.52

98.41

99.38

99.59

89.85

98.09

99.55

99.08

Service Access Delay

<20 Sec

9.58

14.00

10.97

9.40

12.57

1.63

2.40

DNP

1.38

1.70

1.90

SDCCH <1%

<1%

0.650

0.730

0.640

0.670

0.000

0.000

0.230

0.300

DNP

0.130

0.000

0.000

TCH Congestion < 2%

<2%

1.090

1.200

1.230

0.600

0.000

0.240

0.220

1.790

DNP

1.760

0.000

0.770

Call Drop Rate

<3%

0.75

1.20

1.41

1.24

1.00

0.40

1.50

0.01

0.20

0.89

1.09

0.86

% of connections with
good voice quality

>95%

94.57

98.65

93.51

99.60

97.00

96.46

95.46

100.00

97.80

95.61

97.00

95.60

% of Calls
Answered
Electronically [IVR]
within 20 sec

> 80%

100.00

100.00

22.82

99.03

99.50

100.00

50.00

42.00

38.00

48.00

98.50

50.00

% of Calls
Answered
Electronically [IVR]
within 40 sec

> 95%

100.00

100.00

22.82

99.12

99.50

100.00

50.00

50.00

50.00

50.00

99.50

50.00

% of Calls
Answered by
Operator within 60
sec

> 80%

93.49

89.67

41.82

68.15

66.50

91.59

50.00

41.00

37.00

44.00

52.20

50.00

% of Calls
Answered by
Operator within 90
sec

>95%

94.85

89.67

41.83

78.15

77.00

94.87

50.00

50.00

50.00

50.00

52.60

50.00

Complaints per 100
bills issued

<0.1%

0.007

0.008

0.001

0.008

0.080

0.000

1.250

0.090

0.190

0.670

0.080

1.410

% of complaints
resolved within 4
weeks

100%

100.00

100.00

100.00

100.00

100.00

100.00

100.00

100.00

100.00

100.00

100.00

100.00

Period of
refunds/payment due
to customers from the
date of resolution of
complaints

100%

100.00

100.00

100.00

100.00

100.00

100.00

100.00

100.00

69.61

100.00

100.00

57.14

Page 57 of 246




COMPLIANCE REPORT CELLULAR SERVICES “A “CIRCLE

Table 35 ["A" Circle: POI Performance based on Data from MSC ("A" Circle)] SoutnAsia
Circle / City AP GJ KR
Operator | BHARTI | HUTCH | TATA | BSNL | RCOM | IDEA | BHARTI | HUTCH | TATA | BSNL | RCOM | IDEA | BHARTI | Spice | BSNL | RCOM | HUTCH | TATA
Total POls 40 38 50 74 28 59 61 34 53 22 23 65 DNP | 22 | 140 | 21 37 116
POls Not Meeting 0 0 4 13 4 0 15 0 1 0 2 0 DNP 0 21 1 0 14
Circle / City MH TN
Operator | RCOM | BHARTI | BSNL | HUTCH | TATA | IDEA | RCOM | BHARTI | Aircel | BSNL | TATA | HUTCH
Total POls 32 180 | 249 | 126 79 151 22 20 32 39 58 10
POls Not Meeting 6 103 20 0 4 12 2 0 8 5 0 4

Table 36 ["A" Circle: POI Performance Compliance Practical Inter Operator Call Assessment]

Circle / City AP GJ KR
Operator BHARTI HUTCH TATA BSNL RCOM IDEA | BHARTI HUTCH TATA BSNL | RCOM IDEA BHARTI | Spice | BSNL | RCOM | HUTCH | TATA
Total POIs 9 9 9 9 9 9 5 5 5 5 5 5 5 6 | 5 5 5 5
Eﬂgfﬁygt 0 7 2 6 1 3 0 1 2 2 0 2 0 4 2 2 1 1
Circle / City MH TN
Operator RCOM BHARTI | BSNL | HUTCH | TATA IDEA RCOM BHARTI Aircel BSNL TATA HUTCH
Total POls 8 8 8 8 8 8 7 7 7 7 7 7
rﬂggiygt 1 3 4 1 0 0 0 0 0 0 0 0
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Table 37 ["A" Circle: Practical Assessment of Helpline Performance Compliance] SounAde
AP GJ KR
Operator
BHARTI | HUTCH | TATA | BSNL | RCOM | IDEA | BHARTI | HUTCH TATA BSNL | IDEA | RCOM | BHARTI | Spice | BSNL | RCOM | HUTCH | TATA
%o0f call answered
(electronically) within 20 sec 100 84 98 N\A 96 86 96 100 92 100 100 92 82 100 94 100 60 100
% of call
answered(electronically) within 100 84 98 N\A 96 86 98 100 92 100 100 92 82 100 96 100 60 100
40 sec
% of call answered by
operator(voice to voice) within 84 96 42 98 88 68 92 80 92 100 92 92 48 100 94 32 60 84
60 sec
% of call answered by
operator(voice to voice t within 100 96 56 98 88 68 96 90 92 100 94 92 60 100 96 62 64 84
90 sec
MH TN
Operator
RCOM | BHARTI | BSNL | HUTCH | TATA | IDEA | RCOM | BHARTI | AIRCEL | BSNL | TATA | HUTCH
%o0f call answered
(electronically) within 20 sec 10 96 86 100 98 82 100 100 100 100 99 100
% of call
answered(electronically) within 22 98 94 100 100 84 100 100 100 100 100 100
40 sec
% of call answered by
operator(voice to voice) within 10 92 12 78 46 72 100 100 100 100 78 100
60 sec
% of call answered by
operator(voice to voice t within 22 98 32 84 54 85 100 100 100 100 100 100

90 sec
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South Asia

“B“ CIRCLE

CELLULAR SERVICES

Parameter Based Performance Compliance -1]

“B” CIRCLE

COMPLIANCE REPORT
Table 38 ["B" Circle

4.1.3
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Table 40 ["B" Circle: POI Performance Compliance based on Data from MSC]

CELLULAR SERVICES

“B“ CIRCLE

South Asia

Circle / City HR KL MP
Operator HUTCH IDEA RCOM BSNL TATA BHARTI HUTCH BHARTI BSNL TATA IDEA RCOM RTL IDEA | RCOM | BSNL TATA BHARTI
Total POIs 23 27 14 40 61 25 10 20 39 58 32 16 60 59 45 14 61 60
POIs Not
Meeting 0 1 1 0 3 1 4 0 5 0 8 2 18 18 13 0 0 31
Circle / City RJ UP (E) PB
Operator | HUTCH | BHARTI | BSNL | TATA | RCOM | HUTCH | BHARTI | BSNL | TATA | RCOM | Spice | HUTCH | RCOM | BSNL | TATA | HFCL | BHARTI
Total POIs 51 59 64 32 26 32 40 78 81 36 23 35 17 33 17 DNP 38
POIs Not
Meeting 5 10 0 10 5 3 8 2 6 15 3 2 2 0 0 DNP 4
Circle / City UP (W) WB
Operator | HUTCH | IDEA | BSNL | TATA | RCOM | BHARTI | RTL HUTCH | RCOM | BSNL | TATA | Dishnet | BHARTI
Total POIs 55 65 52 25 23 27 23 67 19 DNP | DNP 4 1
POIs Not 2 1 0 0 2 3 10 0 6 | DNP |DNP| 0 1
Meeting
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South Asia

Table 41 ["B" Circle: POI Performance compliance Practical Inter Operator Call Assessment]

Circle / City HR KL MP
Operator HUTCH IDEA RCOM | BSNL TATA | BHARTI | HUTCH BHARTI BSNL TATA IDEA RCOM RTL IDEA | RCOM | BSNL TATA BHARTI
Total PO 6 6 7 7 6 7 8 9 4 | 10 | 9 9 7 7 | 6 | 8 7 4
i&sﬁﬁgt 0 1 0 0 0 0 1 2 2 1 2 0 2 5 0 0 4 0
Circle / City RJ UP (E) PB
Operator HUTCH | BHARTI BSNL TATA | RCOM | HUTCH | BHARTI BSNL TATA | RCOM Spice HUTCH RCOM BSNL | TATA | HFCL | BHARTI
Total PO 6 5 5 5 5 6 8 8 8 9 6 7 7 6 | 6 | 6 7
i&sﬁﬁgt 1 1 3 1 1 5 6 5 2 3 0 1 0 o | o | o 0
Circle / City UP (W) WB
Operator HUTCH IDEA BSNL TATA | RCOM | BHARTI RTL HUTCH RCOM BSNL TATA Dishnet | BHARTI
Total PO 6 6 6 6 7 8 7 7 7 6 | 7 7 7
i,[(;fﬁljgt 6 0 3 0 0 5 4 3 0 1 0 1 0
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Table 42 ["B" Circle: Practical Assessment of Helpline Performance Compliance]

CELLULAR SERVICES

“B“ CIRCLE

South Asia

HR KL MP
T = T = =
Operator E E % § E E(: 8 2:: (% E ﬁ § |__1 ﬁ § % E E
= =2 o e = z = z @ = =g & o« = e oM = T
%o0f call answered (electronically) within 20 sec 100 96 100 | 100 | 100 100 100 100 10 97 100 99 N\A 100 94 70 98 100
% of call answered(electronically) within 40 sec 100 100 10 100 | 100 100 100 100 100 100 | 100 | 100 N\A 100 94 70 98 100
% of call answered by operator{voice o voice) 80 | 100 | 0 | 92 | 90 | 100 | 61 26 29 83 |70 | 60 | 88 | 98 | 84 | 68 | 92 | 100
within 60 sec
% of call answered by operator(voice tovoice ) | g5 | 400 | og | 98 | 90 | 100 | 77 | 99 | 37 | e |92 | 71 | 8 |100| 84 | 76 | 92 | 100
within 90 sec
PB U.P.(E) U.P.(W)
T E = T T E
Operator | 8 O g = ) & = o O = = % ) h z = g E
a 5 o | @ | & < < < 5 < | & | O 5 al|l @ | < | 0 <
n T o m 25 o = o T [= o o T = om = o o
%o0f call answered (electronically) within 20 sec 100 100 100 96 | 100 100 100 98 90 100 66 90 30 100 32 100 80 44
% of call answered(electronically) within 40 sec 100 100 100 | 100 | 100 100 100 100 92 100 66 90 30 100 32 100 96 64
% of call answered by operator{voice o voice) 92 | 9 | 68 | o |96 | 100 | 78 | 100 | 62 | 100 | 0 | 74 | 8 |9 | o | 76| 60 | 84
within 60 sec
% of call answered by operator(voice to voice) 96 | 100 | 84 | o |100| 100 | 100 | 100 | 64 | 100 | O | 8 | 24 |100| O | 84 | 84 84
within 90 sec
W.B. RJ
S 3 = S E
Operator | O S| 2| & 2 i @) E < | 2|3
'n_c 5 O | B® | < 5 < = < < | o | o
= £ m | F = T = z P o £
%o0f call answered (electronically) within 20 sec N\A 36 100 | 100 | 100 100 98 100 100 100 78 12
% of call answered(electronically) within 40 sec N\A 100 100 | 100 | 100 100 100 100 100 1000 | 100 12
% of call answered by operator(voice to voice)
within 60 sec 78 36 100 | 100 | 100 100 100 100 100 90 0 4
% of call answered by operator(voice to voice ) 100 100 100 | 100 | 100 100 100 100 100 100 4 12
within 90 sec
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4.1.4

“‘C’CIRCLE

Table 43 ["C” Circle: Parameter Based Performance Compliance -1]

CELLULAR SERVICES

“C* CIRCLE

South Asia

Parameters / Benchmark AM BH HP
BHARTI [BSNL [DISHNET [RTL BHARTI [BSNL |RTL RCOM |[TATA |BHARTI [BSNL |RTL RCOM |[TATA
AeanETee Qi 6 11.75  [3.15 7.07 0.00 1.75 1608.00 [3.30 0.79 4.22 6.90 4.00 6.08 0.77 10.21
o . <24Hrs
community isolation
99.33 [98.00 [98.91 97.00 [95.21 [97.00 |98.70 [99.43 [97.04 |98.94 [97.40 [98.72 |99.65 [98.32
Call Setup Success Rate >95
Service Access Delay <20 [1213  [4.20 13.00 8.76 13.14  ]9.53 3.33 1.62 12.00 [3.07 5.50 16.04  |DNP 5.55
SDCCH <1% [0.960 [0.500 [3.730 0970 (7550 [0.300 |2.780 [0.000 [0.000 [0.280 [0.850 [0.940 |0.000  [0.000
TCH Congestion <2q |0-910  [0.020  [1.090 4700 [4790 0200 [2.650 [0.000 [0.000 |0.560 [1.800 [6.100  [0.000 |0.017
Call Drop Rate <39 |0-95 0.02 1.09 0.91 1.93 4.08 2.77 0.96 0.90 1.87 1.94 2.47 0.81 0.82
% of connections with 99.20 [78.00 [98.11 94.30 [99.00 [90.50 [96.31 [|99.00 [99.20 |97.78 [98.30 |97.97 [96.00 |97.47
° ) ) >95%
good voice quality
78.00 [20.00  [100.00 N/A 98.99 [95.00 [N/A 99.50 [89.00 [93.50 [99.93 |N/A 99.50  [100.00
% of Calls Answered
Electronically [IVR] within | >80%
20 sec
% of Calls Answered 98.00 [52.80  [100.00 N/A 100.00 [99.00 |N/A 99.50 [95.00 [93.90 [99.86 |N/A 99.50  [100.00
(e}
Electronically [IVR] within | >95%
40 sec
% of Calls Answered b 98.00 |[76.60 [82.48 100.00 [99.50 [80.00 [100.00 [66.00 [81.00 [96.90 [7.73 100.00 [84.80 [78.13
N e y >80%
Operator within 60 sec
98.00 [99.00  [100.00 100.00 [100.00 [95.00 [100.00 [69.13 [95.00 [98.90 [11.71 100.00 [91.30 [88.43
% of Calls Answered by O
. . 0
Operator within 90 sec
Comolaints per 100 bills 0.100  [0.002  [0.015 0.009 [0.000 [0.000 [0.000 [0.080 [1.800 ]0.022 [0.000 [0.000 ]0.070  [0.420
) P P <0.1%
issued
- . 100.00 [100.00 [100.00 100.00 [100.00 [100.00 [100.00 [100.00 [100.00 [100.00 [N/App [N/A 100.00 [100.00
% of Billing complaints 100%
. . 0
resolved within 4 weeks
Period of refunds from the 100.00 [100.00 [100.00 100.00 |DNP 40.00 [100.00 [100.00 [100.00 [100.00 [56.64 |N/A 100.00 [100.00
date of resolution of 100%
complaints
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CELLULAR SERVICES

Table 44 ["C” Circle: Parameter Based Performance Compliance -2]

“C* CIRCLE

South Asia

Parameters / Benchmark J&K NE OR

BHARTI | BSNL | DISHNET | BHARTI | BSNL | DISHNET RTL BHARTI | BSNL | DISHNET | RTL RCOM | TATA
A mul wntim

ccumu atgd QO t € | <24mrs |0.00 0.00 0.00 2.96 2.33 0.00 0.00 0.00 0.00 8.65 18.06 0.72 0.00

of community isolation
g:ltleSetup Success >95 [98.70 51.69 97.61 99.37 99.06 98.06 97.00 99.03 98.42 99.83 98.75 99.68 94.13
Service Access Delay <20 |[3.05 3.90 8.00 13.20 4.22 21.16 8.42 14.49 3.71 3.77 13.75 1.87 12.50
SDCCH <1% |0.750 0.760 0.890 0.910 0.500 3.230 1.670 2.480 0.950 0.120 1.590 0.000 0.000
TCH Congestion <2% |o0.670 1.770 0.970 0.720 2.200 2.350 7.300 0.000 1.770 0.175 13.710 |o0.000 0.510
Call Drop Rate <3% |1.70 19.26 0.77 0.60 0.93 0.00 2,17 0.96 1.60 0.13 2.15 0.97 1.15
o . .
o ol cor_mechon_s wliis >95% [96.82 96.92 99.80 95.42 DNP 99.30 96.86 99.14 87.50 95.55 99.32 97.00 97.95
good voice quality
% of Calls Answered
Electronically [IVR] >80% [99.99 99.84 99.15 10.36 95.00 100.00 N/A DNP DNP 100.00 N/A 99.50 100.00
within 20 sec
% of Calls Answered
Electronically [IVR] >95% [100.00 99.96 99.53 DNP 99.00 100.00 N/A DNP DNP 100.00 N/A 99.50 100.00
within 40 sec
% of lls Answer
% of Calls \nswe ed by >80% [95.87 22.71 94.50 DNP 80.00 100.00 98.00 DNP DNP 100.00 100.00 |64.49 75.00
Operator within 60 sec
0,
7o of Calls An_swered by >95% |97.85 31.58 99.15 DNP 95.00 100.00 100.00 |DNP DNP 100.00 100.00 |77.35 100.00
Operator within 90 sec
i(;:zwep:jlamts per 100 bills <0.1% [0.076 DNP 0.000 0.710 0.000 0.000 0.015 DNP 0.085 0.023 0.000 0.080 0.012
o - .
o @i B'”mg. cgmplamts 100% |100.00 DNP 100.00 100.00 100.00 [100.00 100.00 |DNP 0.00 100.00 100.00 |100.00 |100.00
resolved within 4 weeks
Period of refunds from
the date of resolution of | 100% |100.00 DNP 100.00 100.00 100.00 [100.00 100.00 |DNP 0.00 80.00 100.00 |100.00 |100.00
complaints
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CELLULAR SERVICES “C % CIRCLE
Table 45 ["C” Circle: POI Performance Compliance based on Data from MSC]
Circle / City AM BH HP
Operator RTL BHARTI | Dishnet | BSNL RTL RCOM TATA BSNL BHARTI RTL RCOM TATA BSNL BHARTI
Total POIs 11 12 17 13 | DNP | 22 26 DNP 64 13 7 24 31 19
POIs Not Meeting 6 1 6 0 | DNP 8 12 DNP 20 3 2 1 0 1
Circle / City J&K OR NE
Operator Dishnet BHARTI BSNL RTL RCOM TATA Dishnet BSNL BHARTI RTL BHARTI | Dishnet BSNL
Total POIs 14 9 DNP | 16 15 40 22 DNP 17 8 14 14 10
POIs Not Meeting 3 3 DNP 1 1 0 3 DNP 0 4 3 0 5
Table 46 ["C” Circle: POI Performance Compliance Practical Inter Operator Call Assessment]
Circle / City AM BH HP
RTL BHARTI | Dishnet BSNL RTL RCOM TATA BSNL BHARTI RTL RCOM TATA BSNL BHARTI
Operator
Total POIs 4 4 4 4 5 5 3 4 5 6 7 7 6 6
POIs Not Meeting 4 2 3 0 4 3 3 4 4 2 2 7 2 0
Circle / City J&K OR NE
Dishnet BHARTI BSNL RTL RCOM TATA Dishnet BSNL BHARTI RTL BHARTI | Dishnet BSNL
Operator
Total POIs 2 3 2 6 6 6 6 6 6 4 4 4 4
POIs Not Meeting 2 2 1 1 2 1 4 3 0 4 3 0 3
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Table 47 ["C” Circle: Practical Assessment of Helpline Performance Compliance]

CELLULAR SERVICES

“C* CIRCLE

South Asia

AM BH HP NE
Operator
RTL BHARTI | Disnet | BSNL RTL RCOM | TATA | BSNL | BHARTI | RTL | RCOM | TATA | BSNL | BHARTI | RTL | BHARTI | Dishnet | BSNL
9oof call answered
(electronically) within 20 sec N\A 100 100 100 N\A 98 92 36 100 95 94 98 82 100 N\A 100 100 100
% of call
answered(electronically) N\A 100 100 100 N\A 100 100 50 10 95 96 98 90 100 N\A 100 100 100
within 40 sec
% of call answered by
operator(voice to voice) within 100 100 50 24 98 98 58 8 100 95 90 82 30 96 82 100 100 24
60 sec
% of call answered by
operator(voice to voice) within 100 100 24 24 100 100 100 22 100 95 92 82 70 96 100 100 100 24
90 sec
J&K OR
Operator
BHARTI BSNL Dishnet | RTL | RCOM | TATA | Dishnet | BSNL | BHARTI
9oof call answered
(electronically) within 20 sec 70 70 8 A 100 100 100 100 100
% of call
answered(electronically) 100 100 100 N\A 100 100 100 100 100
within 40 sec
% of call answered by
operator(voice to voice) within 20 18 53 100 96 98 100 90 96
60 sec
% of call answered by
operator(voice to voice) within 100 78 100 100 100 100 100 90 96
90 sec
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4.2 PERFORMANCE COMPLIANCE - QOS_BASIC

4.2.1

‘METRO” CIRCLE

Table 48 [“Metro” Circle - Parameter Based Performance Compliance]

BASIC SERVICES j

South Asia

Parameters / Benchmark CH ND KK MB

BHARTI | BSNL | RCOM | TATA BHARTI | MTNL | RCOM | TATA | BHARTI | BSNL | RCOM | BHARTI | MTNL | RCOM | TATA
Provision of telephone
Zﬁe”edg‘m“"“"f 100 % 84.28 79.18 | 99.00 86.84 99.63 99.75 98.50 | 95.33 81.60 5870 | 99.50 95.25 80.50 | 97.50 | 71.41

eman

Fault incidence <5% 3.77 7.81 2.16 6.00 442 8.06 0.55 0.86 472 13.70 1.20 3.77 74.00 0.79 3.67
Fault repaired by next
working day >90 % 99.78 96.00 | 97.00 100.00 99.15 97.35 98.00 | 100.00 82.76 60.42 | 96.50 90.25 74.00 | 9650 | 97.27
Mean Time to Repair
(MTTR) < 8 Hrs 476 6.42 6.00 4.00 4.80 5.53 470 4.00 5.50 7.88 475 4.00 12.00 5.00 7.50
Grade of Service
(JU%C‘lon)between local | — 0002 | 0.0004 | 00030 | 0.0970 0.0005 0.0006 0.0005 | 0.0000 | 0.5500 0.0180 0.4700 | 0.0000 0.0004 0.0010 | 0.0030 | 0.0250
€xchange
Grade of Service
(i o Lweall <0.002 NA 0.008 478 NA DNP 0.0013 0.00 N/app 0.007 0.59 0.11 0.00 0.00 0.01 0.03
Grade of Service
(Local to Tax) <0.002 | 0.00065 | 0.0043 | 0.073 NA 0.018 0.00 0.00 N/app 0.002 0.528 0.03 0.04 0.5 0.00 0.58
Grade of Service
(Tax to Tax) <0.002 NA NA 1.50 NA DNP N/app 1.31 N/app NA NA 0.00 NA NA 0.56 NA
Call completion rate in
local network >55% 63.40 80.00 | 71.47 64.00 59.27 83.61 75.00 | 51.30 68.40 5340 | 77.67 64.05 5480 | 77.00 | 61.20
Metering & billing
credibility <01% 0.02 0.00 0.02 0.00 0.03 0.06 0.05 0.22 0.00 0.01 0.08 0.04 0.04 0.07 0.78
Customer care
promptness (Shifts) >95 % 54.00 70.80 | 99.00 100.00 94.42 100.00 | 96.00 | 98.00 89.25 58.37 | 98.50 73.00 31.51 98.00 | 84.00
Customer care
promptness (Closures) | >95 % 75.82 69.14 | 97.50 100.00 51.75 100.00 | 9550 | 99.14 100.00 3779 | 97.50 100.00 87.00 | 96.00 N/A
Customer care
promptness (Additional | >95 % 98.90 84.00 | 99.50 100.00 96.92 98.35 95.50 | 98.55 100.00 100.00 | 97.50 92.00 90.00 | 97.00 | 98.70
facility)
% of Calls Answered
El,‘:ﬁ?“’;(l)cally (IVR] >80% | 4200 | 4500 | NA 50.00 35.55 99.64 | N/A | 100.00 N/A 100.00 | N/A N/A N/A N/A | 100.00
within sec

Page 71 of 246




COMPLIANCE REPORT

BASIC SERVICES j

South Asia

Parameters / Benchmark CH ND KK MB

BHARTI | BSNL | RCOM | TATA BHARTI | MTNL | RCOM | TATA | BHARTI | BSNL | RCOM | BHARTI | MTNL | RCOM | TATA
% of Calls Answered
Electronically [IVR] | 5959 | 5000 | 50.00 | N/A 50.00 6450 | 99.87 | N/A | 10000 | N/A | 10000 | N/A N/A NA | NA | 10000
within 40 sec
% of Calls Answered
by Operator within 60 >80 % 44.00 40.00 96.00 50.00 DNP 81.50 96.00 80.00 88.00 100.00 | 96.00 73.85 50.30 96.00 59.00
sec
% of Calls Answered
by Operator within 90 >95% 50.00 50.00 98.00 50.00 DNP 91.33 98.00 84.00 93.00 100.00 | 98.00 84.44 50.30 98.00 65.00
sec
Timetaken for refund
e eSS 100 % 100.00 100.00 NI 0.00 41.12 100.00 | 100.00 | 100.00 22.22 87.70 NI 100.00 98.80 NI 99.00

Table 49 [“Metro” Circle: - Practical Assessment of Helpline Performance Compliance]
CH ND KK MB
Parameters / Benchmark

BHARTI | BSNL | RCOM | TATA | BHARTI | MTNL | RCOM | TATA | BHARTI | BSNL | RCOM | BHARTI | MTNL | RCOM | TATA
% of call answered S
(electronically) within 80% 100 100 100 100 100 100 100 100 na 95 100 100 100 100 100
20 sec ‘
% of call S
answered(electronically) 95% 100 100 100 100 100 100 100 100 na 100 100 100 100 100 100
within 40 sec ‘
% of call answered by S
operator(voice to voice) 30% 100 100 100 100 100 90 98 90 86 na 94 98 100 96 100
within 60 sec °
% of call answered by S
operator(voice to voice) 959 100 100 100 100 100 96 100 96 100 na 94 100 100 100 100
within 90 sec ‘
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4.2.2

“A” CIRCLE

Table 50 ["A" Circle - Parameter Based Performance Compliance]

BASIC SERVICES j

South Asia

closures

Parameters / Benchmark AP GJ KR MH TN
BHARTI |BSNL |RCOM |TATA |BHARTI |BSNL |RCOM |TATA |BHARTI |BSNL |RCOM |TATA |BHARTI |BSNL |RCOM |TATA |BHARTI |[BSNL |RCOM |TATA

Provision of telephone after| )y g/ gg¢1 | 8020 | 9950 | 8550 | s132 | 4620 | 9900 | 9760 | 9475 3289 | 9800 | 9127 | 8900 | 3624 | 9850 | 10000 | 9219 | 9800 | 99.50 | 100.00
registration of demand
[ Tosiilanes <5%| 616 206 | 284 | 450 723 579 | 330 | 131 291 1705 | 041 | 153 2.80 786 | 023 | 39 345 192 | 083 | 300
zltlﬁzl;egpjgd bynext 90 gp| 9040 | sse2 | 9700 | 7000 | 9338 | siis | 9600 | 7622 | 9676 | 3aes | 9750 | 9061 | s700 | s0u3 | 9ss0 | 9979 | 9969 | 9ss0 | 9s00 | 100.00
?ﬁ;‘};me oRepair | g prs| 570 622 | 237 | un | 16 79 | 5713 | 127 433 490 | 360 | 750 | 1170 | 769 | 440 | 599 3.89 433 | 440 | 400
Grade of Service (Junction | o yynl 00005 | 0.0000 | 0.1140 | 00120 | 00200 | 0.0000 | 0.0024 | 0.0000 | 00000 | 00000 | 00011 | 00127 | 00000 | 48600 | 0.00s2 | 00000 | 00001 | 02350 | 00014 | 0.0020
between local exchange)
S::i; of Service (Tax o1 00n [ Na | 0.0000 | 16800 | 00000 | 00200 | 02880 | 05400 | 0.0000 | 00000 | 00000 | 7.1100 | 0.0000 | 00000 | 17.4100 | 192700 na NA | 02380 | 201900 | Na
g;i?e of Service (Localto | o 005 [ 00019 | 0.0000 | 43400 | 00770 | Na | 05740 | 00000 | 00770 | 00000 | 00000 | 7.1100 | 0.0000 | 0.0000 | 19.5300 | 00700 | 0.0500 | 00004 | 65.1300 | 26200 | Na
g;i‘:e of Service (Taxto 1 gon [ Na~ | 00000 | 32700 | wa | 00110 | 00031 | 04900 | nNa | 00000 | 00000 | 06800 | wa | 00000 | Na | 01100 | na NA | 602400 | 01500 | nNa
f)ﬂlcsg‘gﬁon rem o s50| sa00 | 7224 | 7395 | 8200 | eso1 | 5093 | 7612 | 334 | 6058 | 5226 | 7542 | waA | 6368 | 4197 | s042 | 5701 | 6800 | 6348 | 7143 | 6400
r:g;irﬁgty& biling <01%| o004 000 | 008 | 007 DNP 080 | oo1 | o1s 0.02 000 | 0035 | 854 0.04 000 | o004 | 000 0.02 090 | 000 | 000
g;;}fgef care prompiness | g5 ap| 5800 | 3047 | 10000 | wNa | 6211 | 4204 | 9700 | 9624 | 8925 | 5938 | 10000 | 8500 | 3888 | 35600 | 10000 | 10000 | 5400 | 9963 | 10000 | 100.00
%::l:::)cm prompuess | o5 gl A | 8134 | 9650 | WA pDNP | 7553 | 97.00 | 10000 | 7328 | 6220 | 9700 | 10000 | 10000 | 7967 | 9850 | 10000 | 7582 | 10000 | 97.00 | 100.00
Customer care prompiness | o5 ¢ o307 | 6353 | 9750 | N 9531 4939 | 9800 | 99.04 | 9922 6224 | 9800 | 9540 | 9731 | 6600 | 9750 | 10000 | 9890 | 5000 | 99.50 | 100.00
(Additional facility)
% of Calls Answered
Electronically [IVR] within| >80 %| N/A NnAa | A | 10000 | A | 8710 | na | D NA | 10000 | wa | wa N/A na | wa | 10000 | 4200 | s000 | nNa | s0.00
20 sec
% of Calls Answered
Electronically [IVR] within| > 95 % |  N/A A | wa | 10000 [ Na pNP | NA | Dnp Na | 10000 | wa | wa N/A na | wa | 10000 | 5000 | s000 | na | s0.00
40 sec
% of Calls Answered by

An >80 %| 9500 | 10000 | 9600 | 10000 | 6960 | 6128 | 9600 | pnp | 7971 | 9984 | 9600 | 9201 | 7130 | wa | 9600 | 9159 | 4400 | 5000 | 9600 | 5000
Operator within 60 sec
% of Calls Answered by

An >95%| 9700 | 10000 | 9800 | 10000 | 7750 | Dnp | 9800 | Dnp | 8787 | 9984 | 9800 | 9303 | 7168 | wa | 9800 | 9487 | s000 | 5000 | 9800 | 5000
Operator within 90 sec
Timetaken forrefund after |y ¢/ | g74 | 9674 | 100 | 974 100 9798 | 100 100 9975 | 6233 | 100 100 100 | 3113 | 100 100 100 100 100 100
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Table 51 [“A” Circle - Practical Assessment of Helpline Performance Compliance]

BASIC SERVICES

South Asia

Parameters /
Benchmark

AP

GJ

KR

MH

TN

BHARTI

BSNL

RCOM

TATA

BHARTI

BSNL

RCOM

TATA

BHARTI

BSNL

RCOM

TATA

BHARTI

BSNL

RCOM

TATA

BHARTI

BSNL

RCOM

TATA

%of call
answered
(electronically)
within 20 sec

80%

NA

100

100

90

100

100

100

100

NA

100

100

NA

100

100

10

100

100

100

100

100

% of call
answered
(electronically)
within 40 sec

95%

NA

100

100

90

100

100

100

100

NA

100

100

NA

100

100

22

100

100

100

100

100

% of call
answered by
operator(voice 80%
to voice)
within 60 sec

98

100

100

32

100

100

100

100

94

99.84

100

96

100

100

10

64

100

100

100

100

% of call
answered by
operator(voice 95%
to voice t
within 90 sec

98

100

100

42

100

100

100

100

100

99.94

100

100

100

100

22

74

100

100

100

100
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South Asia

4.2.3  “B’CIRCLE

Table 52 ["B" Circle — Parameter Based Performance Compliance]

HR KL MP cG PB

Parameters / Benchmark

BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BSNL | BHARTI | BSNL | HFCL | RCOM
Provision of
telephone after 100% | 8520 | 16.66 | 97.00 | 68.70 19.39 | 98.00 96.06 | 78.00 | 98.00 | 9857 | 97.70 | 53.41 | 94.60 | 98.00
registration of
demand
Fault incidence <5% 5.40 6.39 NI 5.91 9.59 0.61 5.20 8.60 2.90 8.29 3.33 8.22 1.17 3.10
Fault repaired by =2 99.50 | 50.59 NI 94.74 | 9478 | 98.50 9573 | 90.71 | 9650 | 87.63 | 94.60 | 62.49 | 9858 | 95.00
next working day %
Mean Time to <8
Repair (MTTR) e 4.60 15.36 NI 4.83 7.64 0.50 7.90 5.94 412 6.65 4.04 8.29 6.01 5.50
Grade of Service =
(Junction between | &, | 0.0002 | 0.0020 | 0.0500 | 0.0000 | 0.0000 | 0.2300 | 0.0010 | 0.0180 | 0.0900 | 0.0180 | 0.0002 | 0.1660 | 0.0002 | 0.0300
local exchange) )
Grade of Service <
(Tax to Local) 0002 | NAPP | 00018 | 1993 | N/APP | 000 | 0.00097 0 0.4425 | 5.54 0.56 NA 0.153 | 0.0004 | 22.20
Grade of Service <
(Local to Tax) 0.002 0.00 | 0.0021 | 0.01 0.00 0.00 0.00 0 0.4525 | 0.01 | 0.566 | .0085 | 0.162 | 0.00 0.06
Grade of Service <
(Tax 1o Tax) 0002 | NAPP NA 0.06 | N/APP | 0.00 | 0.0016 NA 0.51 3.45 | 0.598 NA NA NA 4.93
Call completion 555
rate in local s 63.00 | 56.67 | 77.60 N/A 79.51 80.76 56.76 | 54.60 | 77.93 | 7050 | 53.46 | 73.80 | 77.50 | 78.15
network ¢
Metering & billing <0.1
credibilty @ 0.05 0.10 0.00 0.01 0.00 0.01 0.00 0.00 0.06 0.00 0.06 0.01 0.01 0.05
Customer care >E5 61.00 | 100.00 | NI 7353 | 93.74 | 100.00 | 5274 | 90.76 | 100.00 | 97.22 | 100.00 | 77.18 | 95.18 | 100.00
promptness (Shifts) %
Customer care 505
promptness o 89.00 | 92.50 | 100.00 | 11.11 98.35 | 95.50 9552 | 97.76 | 96.00 | 98.14 | 89.96 | 92.66 | 97.66 | 97.50
(Closures) ?
Customer care 505
promptness p 57.00 | 95.83 | 100.00 | 96.48 | 98.47 | 97.00 99.17 | 100.00 | 99.00 | 91.66 | 71.38 | 9252 | 96.52 | 98.00
(Additional facility) ?
% of Calls
Answered >80
Electronically [IVR] @ N/A 100.00 | N/A N/A N/A N/A 100.00 | 95.00 | N/A | 92.00 | 100.00 | 100.00 | N/A N/A
within 20 sec
% of Calls
Answered > 95
Electromcally [IVR] o N/A 100.00 | N/A N/A N/A N/A 100.00 | 95.00 | N/A | 92.00 | 100.00 | 100.00 | N/A N/A
within 40 sec
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HR KL MP CG PB
Parameters / Benchmark
BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BSNL | BHARTI | BSNL | HFCL | RcoM

% of Calls
Answered by >0 91.80 N/A | 96.00 | 9299 | 90.00 | 96.00 79.87 | 92.00 | 96.00 | 92.00 | 91.80 | 92.33 N/A | 96.00
Operator within 60 %
sec
% of Calls
Answered by > 95
Operator within 90 ot 95.40 NA | 98.00 | 9299 | 9200 | 98.00 | 100.00 | 92.00 | 98.00 | 92.00 | 9540 | 9763 | NA | 98.00
sec
Timetaken for
refund after 100% | 100.00 | 100.00 | 100.00 | 100.00 | 96.69 DNP 3.81 | 100.00 | 100.00 | 100.00 | 85.80 | 100.00 | 100.00 | 100.00
closures
o . Benchmark RJ UP(E) UP(W) uc WB

T i 2L BSNL | RCOM SHYAM | BHARTI | BSNL | RCOM | BHARTI BSNL RCOM BSNL BSNL | RCOM
Provision of
telephone after
regiatration of 100 % | 43.51 99.50 98.02 97.18 39.72 98.00 83.29 70.90 94.00 87.19 27.81 | 100.00
demand
Fault incidence <5% | 8.30 3.30 2.77 7.60 16.24 2.90 7.33 5.96 NI 12.13 12.20 NI
Fault repaired by >90
next working day % 80.13 98.00 92.67 92.70 60.30 | 100.00 | 43.96 94.19 NI 61.06 71.72 NI
Mean Time to <8
Repair (MTTR) Hrs 5.93 4.80 4.85 4.90 12.42 1.20 8.62 4.85 NI 14.18 10.05 NI
Grade of Service <
(Junction between 0000 | 0-0000 | 0.0300 0.0003 N/A 0.0003 | 0.0000 | 0.0000 0.0134 0.2900 N/A 0.1730 | 1.5100
local exchange) ’
Grade of Service < 0.00 65.59 0.00 NA 0.00027 | 50.32 NA 0.00 4.88 0.00 0.00 1.45
(Tax to Local) 0.002 : : : : : : : : : :
Grade of Service < 0.00 0.06 0.00002 13.76 | 0.0075 0.02 0 0.00 0.00 0.00 NA 0.15
(Local to Tax) 0.002 : : : : : : : : : :
Grade of Service < 0.00 1.79 0.00 NA 0.0425 0.49 NA 0.00 0.50 0.00 NA 0.25
(Tax To Tax) 0.002 ’ ’ ’ ’ ’ ’ ’ ’ ’
Call completion rate > 55
s e o 41.94 7747 N/A 51.10 50.55 73.15 62.63 51.39 78.45 47.28 30.40 | 77.39
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RJ UP(E) UP(W) uc wB
FELENEE DY 2L BSNL | RCOM SHYAM | BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM BSNL | BSNL | RCOM
m‘;geigi’l‘i?y&b""”g <f7)0'1 0.04 0.00 0.09 4.69 0.08 0.03 0.65 0.10 0.00 0.00 0.37 0.00
gr‘ésr;%rt”nifscsa(rghms) >(725 98.11 NI 58.30 0.00 3750 | 100.00 | 100.00 46.15 NI 88.88 45.40 NI
Customer care 505
promptness . | 100.00 |  89.30 100.00 38.91 76.55 98.00 | 93.42 100.00 NI 87.36 61.53 NI
(Closures) ?
Customer care 505
promptness o | 100.00 | 98.00 96.26 68.47 66.00 9750 | 66.00 100.00 100.00 74.52 100.00 NI
(Additional facility) 7
% of Calls
él’;"{gﬁgany W >80 A N/A N/A NA | 10000 | NA N/A 100.00 N/A 88.73 10000 |  N/A
within 20 sec
% of Calls
él"esc"tvrzﬁga”y W >z > | NA N/A N/A NA | 10000 | NA N/A 100.00 N/A 88.73 10000 | N/A
within 40 sec
% of Calls
g’;se"r";frdw?%m 60 >£0 N/A 96.00 85.00 90.32 95.00 96.00 91.81 100.00 96.00 42.60 99.00 | 96.00
sec
% of Calls
g’;se"rvaetgerdwti’%m % >¢7905 N/A 98.00 85.00 94.41 96.00 98.00 95.41 100.00 98.00 78.08 100.00 | 98.00
sec
Timetaken for
refund after 100% | 64.03 | 100.00 91.00 28.43 78.93 NI 66.66 97.64 NI 100.00 100.00 NI
closures
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Table 53 [“B” Circle: - Practical Assessment of Helpline Performance Compliance]

HR KL MP CG PB
BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BSNL | BHARTI | BSNL | HFCL | RCOM

Parameters / Benchmark

% of call answered =

(electronically) within 80% N/app 100 100 96 100 100 100 98 98 90 100 100 100 100
20 sec

% of call S

answered(electronically) 95% N/app 100 100 96 100 100 100 98 100 92 100 100 100 100
within 40 sec

% of call answered by S

operator(voice to voice) 30% 98 100 90 94 100 100 100 98 100 92 98 0 96 100
within 60 sec

% of call answered by S

operator(voice to voice) 95% 100 100 96 96 100 100 100 98 100 92 100 44 100 100
within 90 sec

Table 54 [“B” Circle: - Practical Assessment of Helpline Performance Compliance]

RJ UP(E) UP(W) WB
BSNL | RCOM | SHYAM | BHARTI | BSNL | RCOM | BHARTI | BSNL | RCOM | BSNL | RCOM

Parameters / Benchmark

% of call answered =

(electronically) within 0% 100 0 na na 100 96 100 100 96 94 100

20 sec ?

% of call S

answered(electronically) 95% 100 0 na na 100 96 100 100 98 98 100

within 40 sec ¢

% of call answered by S

operator(voice to voice) 30% 98 0 100 96 95 100 92 100 100 82 94

within 60 sec ¢

% of call answered by S

operator(voice to voice) 95% 100 0 100 96 100 100 92 100 100 99 100

within 90 sec ¢

Please Note that Data for Uttaranchal is merged with UP(W).
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4.2.4  “C’CIRCLE

Table 55 ["C" Circle - Parameter Based Performance Compliance]

Parameters | Benchmark AM BH HP J&K | JD | NE- NE-II OR A&N
BSNL | BSNL | RCOM | BSNL | RCOM | BSNL | BSNL | BSNL | BSNL | BSNL | RCOM | BSNL

Zgi‘é'tfz?ogf;ff;:gﬁg after | 10 [ 1090 |24.78 |100.00 | DNP | 100.00 |56.80 |27.20 |77.78 52.94 | 100.00

Fault incidence <s% | 284 | 1834 |Ni DNP__ | NI 488 | 1590 | 3155 23.84 | NI

fvf);‘}fir:‘;pj;fd by next > | 76.96 |67.40 | NI DNP | NI 4957 |85.90 | 70.37 88.17 | NI

e <8 1740 [1060 |NI DNP | NI 678 |818 |1272 742 | NI

orade of Igg;‘l"gic(#;‘:;ﬂ;’” o, |NA - 00000 |0.0000 [DNP | 1.3600 | DNP | 0.5000 | 0.0400 NA | 0.1000

%r:ffooii‘;rl‘)"ce on, 10012 |000 |7449 |DNP [10.81 |DNP |04 0.07 0.00 | 0.70

Grade of Service > |NA 000 |003 |DNP |010 |DNP |097  [0.09 S 1000 |049 S

(Local to Tax) 0.002 S 3

%r:f'fooggr‘"ce o, 0063 [NA  |027 |DNP  |181 |DNP |NA 0.09 8 [NA 002 8
5 >S5

Call completionrateinlocal | >3 13163 |s5468 |77.39 |DNP | 7815 |DNP | 3468 |37.90 8 |4301 |7793 | 8

Metering & billing credibilty | %' | 0.02  |0.00 000 |DNP | 0.00 011 |0.10 0.03 | 0.00

é“hﬁ;fsr;‘e’ care prompiness | >%5 | 3500 | 40.66 | NI DNP | NI DNP | 41.14 [ 100.00 80.00 | NI

%’Iifur:‘g)"are promptness | >% | 2570 |81.45 | NI DNP | NI DNP |2222 [ 100.00 100.00 | NI

&“ itiondl iy e | 78 [NA - eses [N DNP | NI DNP | 100.00 | 100.00 100.00 | NI

% of Calls Answered %0

Electronically [IVR] within 20 | >%° | 100.00 | 100.00 |N/A  |DNP | N/A | 100.00 | 100.00 | 100.00 4166 | N/A

sec
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barametors / Benchmark AM BH HP J&K JD | NE NE-II OR A&N
BSNL | BSNL | RCOM | BSNL | RCOM | BSNL | BSNL | BSNL | BSNL | BSNL | RCOM | BSNL

% of Calls Answered 05

Electronically [IVR] within 40 | >2° | 100.00 | 100.00 | N/A DNP | N/A 100.00 | 100.00 | 100.00 100.00 | N/A

sec

% of Calls Answered by >80 1 4100.00 | 100.00 | 96.00 |DNP |96.00 |0.00 |100.00 | 100.00 100.00 | 96.00

Operator within 60 sec %

% of Calls Answered by >95 | 100.00 | 100.00 | 98.00 | FALSE |98.00 |20.00 |100.00 | 100.00 100.00 | 98.00

Operator within 90 sec %

Il'gitrae‘;e” forrefund after 1,505 | 50.00 | 100.00 | NI DNP | NI ND | 2646 | 100.00 99.21 | NI

Table 56 [“C” Circle: - Practical Assessment of Helpline Performance Compliance]

Parameters / Benchmark AM BH HP J&K JD NE-I OR
BSNL BSNL RCOM BSNL RCOM BSNL BSNL BSNL BSNL RCOM

% of call answered >

(electronically) within 20 sec 80% 98 NA NA DNP 4 100 100 2 60 2

% of call S

answered(electronically) 100 NA NA DNP 96 100 100 100 94 92
A 95%

within 40 sec

% of call answered by S

operator(voice to voice) 98 92 92 DNP 90 19 100 100 NA 86
i 80%

within 60 sec

% of call answered by S

operator(voice to voice) 100 100 100 DNP 92 23 100 100 NA 86
i 95%

within 90 sec
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PERFORMANCE COMPLIANCE _CSS-CELLULAR

Table 57 [CSS Cellular - Parameter Based Performance Compliance]

Name of Sample % % Satisfied with % % Satisfied % % Supple-
the Service Size Satisfied Billing Satisfied with Satisfied Satisfied | mentary
Providers With performance with Network with with services
Provision Help performance | Maintain- Overall
of service : : Services reliability ability customer
Postpaid | Prepaid . .
and satisfaction
availability
Benchmark >95% >90% >90% >90% >95% >95% >95% >95%
CIRCLE-Metro
Chennai 3284
AIRCEL 596 99% 81% 97% 81% 90% 72% 90% 84%
BHARTI 601 99% 90% 98% 83% 91% 81% 91% 85%
BSNL 598 99% 66% 98% 86% 91% 81% 88% 78%
HUTCH 597 99% 63% 97% 79% 90% 67% 89% 84%
RCOM 627 99% 70% 96% 84% 91% 65% 89% 80%
TATA 265 98% 87% 94% 87% 93% 55% 90% 77%
Delhi 3433
BHARTI 600 96% 81% 99% 69% 75% 81% 85% 97%
HUTCH 600 94% 89% 98% 70% 74% 89% 85% 98%
IDEA 611 97% 81% 99% 73% 74% 66% 86% 98%
MTNL 356 89% 82% 99% 69% 76% 78% 85% 98%
RCOM 666 93% 83% 98% 67% 75% 88% 84% 98%
TATA 600 98% 82% 99% 70% 75% 69% 85% 99%
Kolkata 3615
BHARTI 601 98% 78% 95% 60% 73% 67% 82% 94%
BSNL 606 93% 89% 98% 58% 70% 80% 82% 98%
HUTCH 603 99% 75% 98% 65% 72% 77% 84% 97%
RCOM 604 98% 94% 99% 58% 72% 67% 83% 98%
RTL 600 99% NR 100% 59% 72% 80% 84% 99%
TATA 601 97% 100% 96% 58% 71% 60% 82% 98%
Mumbai 3599
BHARTI 599 100% 99% 99% 98% 100% 100% 98% 84%
BPL 604 99% 99% 100% 98% 99% NR 99% 91%
HUTCH 600 100% 91% 100% 60% 98% NR 92% 100%
MTNL 595 100% 91% 100% 61% 99% 90% 93% 99%
RCOM 600 100% 90% 100% 73% 99% NR 95% 94%
TATA 601 98% 98% 99% 99% 96% NR 95% 51%
CIRCLE-A
AP 2406
BHARTI 401 98% 100% 100% 73% 94% NR 94% 99%
BSNL 401 98% 100% 100% 85% 95% 100% 94% 86%
HUTCH 401 99% 99% 100% 81% 95% NR 96% 99%
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Name of Sample % % Satisfied with %0 % Satisfied %0 % Supple-
the Service Size Satisfied Billing Satisfied with Satisfied Satisfied | mentary
Providers With performance with Network with with services
Provision Help performance | Maintain- Overall
of service - - Services reliability ability customer
Postpaid | Prepaid . .
and satisfaction
availability
Benchmark >95% >90% >90% >90% >95% >95% >95% >95%
IDEA 401 97% 100% 100% 70% 92% NR 93% 96%
RCOM 402 98% 100% 100% 72% 97% 100% 95% 98%
TATA 400 98% 97% 100% 76% 97% NR 95% 99%
Gujrat 2247
BHARTI 394 98% 100% 88% 84% 72% 75% 84% 90%
BSNL 406 99% 90% 94% 81% 71% 60% 86% 99%
HUTCH 412 99% 91% 94% 82% 73% 86% 86% 91%
IDEA 403 99% 100% 89% 82% 70% 100% 83% 92%
RCOM 403 92% 100% 96% 83% 73% 100% 86% 95%
TATA 229 84% 100% 90% 86% 70% NR 82% 96%
Karnataka 3194
BHARTI 395 78% 82% 84% 73% 98% 85% 86% 88%
BSNL 399 79% 94% 88% 70% 96% NR 88% 95%
HUTCH 401 82% 97% 86% 61% 97% 93% 87% 89%
RCOM 799 72% 90% 85% 59% 93% 91% 83% 89%
SPICE 400 79% 94% 88% 53% 87% 95% 83% 95%
TATA 800 76% 81% 81% 55% 91% 96% 81% 91%
Mabharashtra 2204
BHARTI 400 99% 92% 96% 99% 98% 100% 93% 61%
HUTCH 399 100% 84% 96% 98% 98% 98% 92% 61%
BSNL 404 99% 86% 87% 83% 97% 100% 89% 59%
IDEA 400 99% 76% 97% 99% 98% 100% 92% 55%
RCOM 403 100% 88% 95% 99% 98% 95% 92% 62%
TATA 198 100% 95% 93% 99% 97% 90% 91% 53%
Tamil nadu 2773
AIRCEL 503 99% 77% 94% 84% 94% 88% 93% 91%
BHARTI 455 99% 71% 94% 82% 94% 69% 91% 89%
HUTCH 397 99% 91% 91% 78% 92% 71% 91% 90%
BSNL 464 99% 78% 93% 84% 93% 79% 90% 88%
RCOM 554 99% 73% 92% 86% 93% 79% 91% 91%
TATA 400 95% 90% 91% 89% 93% 71% 91% 87%
CIRCLE-B
Haryana 1460
BHARTI 250 100% 72% 93% 75% 65% 50% 81% 91%
BSNL 266 100% 90% 97% 75% 70% 90% 84% 98%
HUTCH 238 100% 72% 89% 76% 72% 100% 82% 92%
IDEA 238 100% 86% 91% 74% 73% 93% 83% 96%
RCOM 250 100% 76% 97% 78% 71% 90% 85% 98%
TATA 218 100% 96% 92% 75% 65% 80% 82% 99%
Kerala 1933
BHARTI 302 93% 56% 88% 77% 95% 94% 90% 91%
HUTCH 251 98% 59% 86% 73% 89% 63% 87% 90%
BSNL 255 98% 74% 86% 66% 92% 47% 85% 90%
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Name of Sample % % Satisfied with %0 % Satisfied %0 % Supple-
the Service Size Satisfied Billing Satisfied with Satisfied Satisfied | mentary
Providers With performance with Network with with services
Provision Help performance | Maintain- Overall
of service - - Services reliability ability customer
Postpaid | Prepaid . .
and satisfaction
availability
Benchmark >95% >90% >90% >90% >95% >95% >95% >95%
IDEA 253 97% 80% 84% 70% 93% 58% 88% 91%
RCOM 464 95% 82% 81% 80% 91% 68% 87% 90%
TATA 408 95% 64% 85% 75% 91% 61% 87% 88%
MP 1538
BHARTI 258 96% 94% 96% 59% 78% 97% 84% 87%
BSNL 276 93% 95% 95% 63% 73% 67% 82% 81%
IDEA 253 97% 90% 98% 65% 76% 100% 84% 83%
RCOM 257 100% 75% 92% 65% 74% NR 83% 89%
RTL 259 100% 85% 97% 60% 76% 95% 83% 80%
TATA 235 99% 100% 96% 62% 74% 58% 84% 91%
Punjab 1218
BHARTI 245 96% 79% 70% 86% 72% 97% 76% 67%
BSNL 64 NR 93% 100% 80% 71% 97% 85% 90%
HFCL 43 100% 74% 93% 95% 72% 50% 81% 100%
HUTCH 191 91% 68% 51% 71% 74% 100% 69% 74%
RCOM 254 99% 92% 96% 84% 72% 92% 85% 94%
SPICE 226 100% 73% 65% 78% 69% 50% 72% 70%
TATA 195 98% 90% 98% 84% 69% 100% 85% 95%
Rajasthan 1029
BHARTI 241 100% 67% 94% 86% 73% 96% 84% 76%
BSNL 188 100% 89% 97% 86% 72% 99% 86% 88%
HUTCH 219 100% 52% 95% 88% 73% 100% 84% 78%
RCOM 230 99% 82% 97% 85% 73% 96% 86% 84%
TATA 151 97% 67% 100% 85% 68% 100% 86% 88%
UP-E 1613
BHARTI 306 98% 100% 96% 68% 68% 70% 86% 96%
BSNL 291 97% 50% 98% 78% 69% 78% 84% 99%
HUTCH 273 99% 91% 98% 75% 74% 71% 88% 96%
RCOM 400 100% 97% 99% 86% 70% 96% 88% 99%
TATA 343 97% 89% 99% 73% 70% 82% 87% 99%
UP-W 1641
BHARTI 266 100% 52% 95% 60% 69% 70% 81% 88%
BSNL 276 100% 70% 95% 61% 69% NR 82% 87%
HUTCH 270 100% 100% 98% 61% 67% 80% 83% 93%
IDEA 277 100% 70% 98% 63% 70% 84% 84% 95%
RCOM 277 100% 63% 98% 62% 67% NR 83% 98%
TATA 275 100% 87% 97% 61% 62% NR 83% 98%
WB 1751
DISHNET 249 98% NR 99% 68% 76% 100% 88% 90%
BHARTI 249 100% NR 100% 63% 76% 100% 85% 87%
BSNL 249 100% 78% 95% 48% 67% 63% 75% 77%
HUTCH 249 98% 100% 99% 60% 75% 60% 84% 89%
RCOM 249 94% 100% 99% 65% 74% 70% 85% 86%
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Name of Sample % % Satisfied with %0 % Satisfied %0 % Supple-
the Service Size Satisfied Billing Satisfied with Satisfied Satisfied | mentary
Providers With performance with Network with with services
Provision Help performance | Maintain- Overall
of service - - Services reliability ability customer
Postpaid | Prepaid . .
and satisfaction
availability
Benchmark >95% >90% >90% >90% >95% >95% >95% >95%
RTL 254 96% 100% 94% 52% 72% 76% 79% 78%
TATA 252 94% 100% 99% 57% 74% 70% 83% 81%
CIRCLE-C
Assam 943
DISHNET 197 100% 72% 99% 70% 64% 100% 83% 100%
BHARTI 245 100% 89% 99% 67% 63% 100% 82% 100%
BSNL 251 100% 88% 100% 71% 61% 70% 80% 98%
RTL 250 98% 88% 99% 67% 65% 93% 80% 100%
Bihar 1345
BHARTI 266 95% 100% 92% 74% 65% 100% 81% 89%
BSNL 273 99% 100% 91% 77% 64% 100% 81% 94%
RCOM 270 97% NR 95% 78% 67% 50% 83% 92%
RTL 269 100% NR 95% 74% 64% 100% 82% 94%
TATA 267 82% NR 96% 83% 62% NR 81% 100%
HP 979
BHARTI 275 100% 90% 85% 76% 73% NR 81% 91%
BSNL 158 100% 97% 91% 74% 71% 73% 83% 94%
RCOM 117 100% 93% 97% 76% 68% NR 84% 99%
RTL 215 100% 93% 98% 76% 65% 50% 83% 93%
TATA 214 100% 92% 93% 80% 69% NR 86% 96%
J&K 481
AIRCEL 26 91% 85% 80% 79% 70% NR 81% 100%
BHARTI 217 94% 92% 90% 79% 73% 50% 84% 99%
BSNL 238 99% 91% 95% 79% 69% 27% 83% 98%
NE 1011
DISHNET 254 42% 94% 100% 53% 72% 74% 74% 76%
BHARTI 254 43% 88% 100% 62% 71% 80% 78% 97%
BSNL 253 44% 85% 100% 54% 70% 80% 79% 98%
RTL 250 70% 92% 100% 57% 69% 78% 78% 97%
Orissa 1500
DISHNET 250 100% NR 98% 75% 73% 100% 88% 98%
BHARTI 250 95% 63% 80% 69% 69% 85% 76% 81%
BSNL 250 95% 83% 83% 67% 66% 69% 76% 90%
RCOM 250 82% 92% 95% 63% 70% 94% 81% 97%
RTL 250 100% NR 97% 60% 59% 100% 78% 91%
TATA 250 80% 99% 82% 60% 64% 60% 75% 99%
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Table 58 [CSS Basic - Parameter Based Performance Compliance]

Note : Values against parameters are in “%”

South Asia

Network SI.::?M
gamg of the Sample Size Provision Billing Help perfc_>rm_a_nce Maintain- Overall menta
ervice Covered Of. Postpaid | Services reliability ability cu_stomfar ry
Providers service and satisfaction .
availability servic
es
Benchmark >95% >90% >90% >95% >95% >95% >95%
CIRCLE-Metro
Chennai 1260
BHARTI 606 96 98 84 97 93 92 76
BSNL 606 70 97 81 97 75 89 71
RCOM 17 78 72 71 88 90 79 88
TATA 31 71 71 76 90 90 80 89
Delhi 2404
BHARTI 602 88 96 70 98 92 92 99
MTNL 601 74 90 64 96 83 86 96
RCOM 601 62 99 76 98 98 96 99
TATA 600 70 100 78 99 100 97 100
Kolkata 613
BHARTI 8 100 88 60 97 NR 93 100
BSNL 602 78 61 65 78 77 71 100
RCOM 3 93 78 80 100 100 93 100
Mumbai 2602
BHARTI 602 100 100 60 99 NR 93 100
MTNL 799 100 100 66 98 NR 94 NR
RCOM 600 100 100 97 100 NR 99 88
TATA 601 99 99 61 96 NR 89 100
CIRCLE-A
Andhra
Pradesh 1283
BHARTI 250 97 97 73 99 NR 95 99
BSNL 601 96 91 67 93 99 90 99
RCOM 150 99 96 77 95 NR 95 100
TATA 282 99 97 79 98 NR 96 99
Gujrat 260
BHARTI LSB
BSNL 260 100 88 57 92 96 91 100
RCOM LSB
TATA LSB
Karnataka 1399
BHARTI 600 88 77 72 95 95 87 100
BSNL 799 85 90 73 96 NR 90 75
RCOM LSB
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Network SI.::?M
g::c?c:f the Sample Size Prm(r;fs fon BiIIinq He_Ip p?‘gﬁ;g}ﬁlt‘l;e Mair_lt_ain- cgs‘;’t%r;lér menta
Providers Covered service Postpaid | Services and ability satisfaction sel;\\,lic

availability
es
Benchmark >95% >90% >90% >95% >95% >95% >95%
TATA LSB
Maharashtra 1611
BHARTI 403 100 99 99 100 100 100 100
BSNL 402 82 99 91 99 86 95 NR
RCOM 402 99 99 99 100 98 99 96
TATA 404 100 100 99 100 99 99 83
Tamil Nadu 872
BHARTI 340 99 100 64 99 93 97 97
BSNL 532 77 95 63 97 87 92 97
RCOM LSB
TATA LSB
CIRCLE-B
Haryana 373
BHARTI 118 98 97 71 100 94 93 100
BSNL 255 56 99 69 97 80 88 NR
RCOM LSB
Kerala 484
BHARTI 39 100 100 80 100 NR 99 98
BSNL 326 98 98 64 100 87 93 93
RCOM 119 96 100 60 100 96 96 93
MP 573
BHARTI 286 98 97 60 87 98 88 73
BSNL 263 95 78 55 85 92 84 93
RCOM 24 73 99 60 90 NR 89 85
Chattisgarh 261
BSNL 261 83 96 97 95 85 92 90
Punjab 615
BHARTI 145 96 99 73 99 99 96 100
BSNL 252 67 96 66 99 89 93 100
HFCL 205 95 99 77 99 98 97 NR
RCOM 13 100 100 77 96 NR 93 NR
Rajasthan 470
BSNL 236 100 91 81 99 99 95 100
RCOM 81 100 93 73 99 100 95 100
Shyam 153 97 94 81 99 100 96 100
UP-E 594
BHARTI 152 100 99 73 100 100 99 100
BSNL 260 54 84 61 81 77 80 98
RCOM 182 94 99 81 99 99 98 100
UP-w 391
BHARTI 101 99 98 60 96 93 94 100
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COMPLIANCE REPORT

CSS - BASIC SERVICES j

South Asia

Network SI.::?M
g::c?c:f the Sample Size Prm(r;fs fon BiIIinq He_Ip p?‘gﬁ;g}ﬁlt‘l;e Mair_lt_ain- cgs‘;’t%r;lér menta
Providers Covered service Postpaid | Services and ability satisfaction v

availability servic

es

Benchmark >95% >90% >90% >95% >95% >95% >95%

BSNL 290 100 62 57 91 84 80 100
RCOM LSB
Uttranchal 254

BSNL 254 99 67 56 90 90 84 100
WB 251

BSNL 251 57 80 57 83 74 79 NR
RCOM LSB
A&N 250

BSNL 250 67 95 NR 97 83 93 NR

CIRCLE-C

Assam 250

BSNL 250 64 64 58 64 60 62 100
Bihar 270

BSNL 270 71 71 70 82 84 79 100
RCOM LSB
HP 251

BSNL 251 100 99 67 94 78 90 100
RCOM LSB
Jharkhand 249

BSNL 249 63 83 80 84 87 84 NR
J&K 234

BSNL 234 67 99 71 95 71 92 100
NE 490

BSNL 490 75 60 79 67 84 70 89
NE2 250

BSNL 250 48 86 63 65 73 72 NR
Orissa 252

BSNL 250 90 60 76 89 84 78 100

RCOM 2 92 100 NR 100 NR 98 100

Note: Values against parameters are in “%”’
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GRAPHICAL PRESEN TATION QOS [CELLULAR] METRO CIRCLE ]

South Asia

Accumulated down time of Communlty isolation [ Accumulated downtime of community isolation —— Benchmark

30

25 =)

20

Accumulated time in Hrs
—_
W
Il

CH-BHARTI |0.00

o w
L
CH-BSNL 1.85
CH-HUTCH 7.95

CH-TATA 3.55
ND-HUTCH |0.00

ND-TATA |0.00

KK-BHARTI |0.00

KK-BSNL |0.00

KK-HUTCH |0.00

KK-RCOM |0.00

MB-BHARTI |0.00

MB-BPL [ 0.50

MB-HUTCH | 0.00

MB-MTNL | 0.00

CH-RCOM | 0.00
ND-IDEA |0.00
ND-MTNL | 0.00
ND-RCOM |0.00
KK-RISL
KK-TATA |0.00
MB-RCOM | 0.00
MB-TATA |0.00

CH-AIRCEL |0.00
ND-BHARTI |0.00

Operators

Note : All operators out of 24 audited, are meeting the benchmark
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METRO CIRCLE D
&

2)

South Asia

QOS [CELLULAR]

GRAPHICAL PRESEN TATION

1686

96°66

0v'96

0586

—&— Benchmark

0£°66

07’66

L6

00°66

15766

26°66

00°001

[ Call Setup Success Rate

00°L6

- 01'86

1L°66

6596

86'66

L0O'66

05°86

SL'66

£5°66

$9°66

S0°66

6886

05°86

T
f=3
o

80 -

1407 Call Setup Success Rate

120 4
100 ~

ErjalichiER

40 4
20 4
0,

VLIVL-9N

INODYI-9N

INLN-gIN

HOLNH-9N

1dg-9IN

—&— Benchmark

ILIVHE-9IN

VLIVLIA

TSI

INODY-

HOLOH-

INSE-IN

ILIVHE- I

3 Service Access Delay

Operators

VIVLI-dN

WODY-AN

INLIN-AN

vddI-dN

HOLNH-AN

ILIVHE-AN

VLVL-HO

IWODI-HO

y

HOLNH-HO

TINSE-HO

ILIVHE-HO

TOUIV-HO

6C'S

0s°01

€011

10°¢

98

9¢'8

oLe

001

SO

1S°L1

€56

S

w8

€0'8

61y

20

25 4

Note: All operators out of 24 audited, are meeting the benchmark
Service Access Dela

15 4
10 A
5

SpU0dS

VLVL-9N
NOD¥-dN

"INLN-9IN

Tdg-an
LLIVHE-GN
VLVL
ISR
NODM-SI
HOLNH-DI
INSE
LLVHESD m
VLVL-AN mm.
WODY-AN
ININ-ON
VAN
HOLNH-AN
LIVHE-N
VLVLHD
WOD¥-HD
HOLNHHD
INSE-HO
LMVHEHD

THDIIV-HO

Note :- All operators out of 24 audited, are meeting the benchmark
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&

South Asia

METRO CIRCLE

QOS [CELLULAR]

GRAPHICAL PRESEN TATION

—&— Benchmark

0 SDCCH

SDCCH

9L'0

650

90

LEO

LSO

€0

wo

o

€L°0

100

a8eued1og

VLVL-aN

NODY-dIN

“ININ-IN

HOLNH-GIN

dg-aN

ILIVHE-9IN

VIVLAA

TSI

NODI->

HOLNH->

“INSHSI

ILIVHE >

VIVL-dAN

NODYI-AN

“ININ-ON

VdAdI-aN

HOINH-AN

ILIVHE-AN

VLVL-HD

INODYI-HO

HOILNH-HO

“INS9-HO

ILIVHE-HD

THOIIV-HO

Operators

Note :- All operators out of 24 audited, are meeting the benchmark

—&— Benchmark

0 TCH Congestion

TCH Congestion

€e’e

abejuaoiad

VivLi-anN

INOOY-an

INLN-GIN

HOLNH-anN

d9-an

ILdvHg-an

VLVLIHMM

SIHMM

NOOH-MM

HOLNH-MM

INSG-MM

1LHYHE-MM

V1V1-aN

INOOY-aN

INLN-ON

Vv3adI-aN

HOL1NH-AN

11HVHE-aN

VIV1-HO

INOOY-HO

HOLNH-HO

TINSE-HO

114vH3G-HO

T30HIV-HO

Operators

Note : 2 CMSP’s out of 24 audited, are not meeting the benchmark.
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GRAPHICAL PRESEN TATION QOS [CELLULAR] METRO CIRCLE

South Asia

Call Drop Rate

4

3 Call Drop Rate —&— Benchmark ‘

Percentage

) = £ E = £ E s 72 £ E =B = &
DI EEIELLEEEEIEEECE DS
. @ g 3 ' SR - : ' s @
5 & 55599 99%5555 ﬁg g%%g
Operators
Note : All operators out of 24 audited, are meeting the benchmark
% Connection with Good Voice Quality ‘ 3 % of connections with good voice quality —&— Benchmark
120
s . . 28 e 8 285 5 -8 sde 8o, 8 g
w1 & 8 & 8 2 B = Z £ g2 £ 5 5 5 & 5 8 & & o %

80

40 A

20

SELERRRRRERRI LR RN

Note : 3 CMSP’s out of 24 audited, are not meeting the benchmark. [ND-MTNL is case of DNP]
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GRAPHICAL PRESEN TATION QOS [CELLULAR] METRO CIRCLE

South Asia

IVR response within 20 seconds === % of Calls Answered Electronically [[VR] within 20 sec ~ —— Benchmark
140 -
120 -
100 - g §§§§§§8§§§ §§§§§§

40

20 A

CH-BSNL
CH-RCOM
MB-BPL
MB-MINL
MB-RCOM
MB-TATA

Note : 5 CMSP’s out of 24 audited, are not meeting the benchmark. [KK-RISL is case of NA]

CH-TATA
SHARTI
ND-HUTCH
ND-IDEA
ND-MINL
ND-RCOM
ND-TATA
KK-BHARTIL
KK-BSNL
KK-HUTCH
KK-RCOM
KK-RISL
KK-TATA
MB-BHARTI

IVR response within 40 seconds

2 % of Calls Answered Electronically [IVR] within 40 sec —&— Benchmark
120
(=3 N = 8 8 Q 8 8 Q K 8 = 8 =
7 ) %) A ) ) ) 7
3 32 g & &8 g 8 g 3 € 3 8 3 &8 g &

100

80 4

40

20 A

‘SN EEEEEEEEE NN
Eéﬁgéaggggagéﬁggéaéﬁgggg

Note : 6 CMSP’s out of 24 audited, are not meeting the benchmark. [KK-RISL is case of NA]
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GRAPHICAL PRESEN TATION QOS [CELLULAR] METRO CIRCLE

South Asia

Operator ReSponSC within 60 seconds 3 % of Calls Answered by Operator within 60 sec —&— Benchmark
120
3
o g 2 s
100 - P 2 5 =2

80 A

40 1

20 A

E 3 > £ E 3 > £ E 3 S 4 £ £ g 5 <
fEiEEEEEEEEE I E Rl i B R
2] ; ' [2a) / &) :
5 E & % § & 2 8 2 8 2 2 g v ¢ g g ¢ & ¢
Operators
Note : 11CMSP’s out of 24 audited, are not meeting the benchmark.
Operator Response within 90 seconds ‘ 3 % of Calls Answered by Operator within 90 sec —&— Benchmark

120 ~

100.00

100.00
98.70
98.00

100.00

97.17
10

100
80 4
o

g 60 -
40

20 A

E i EEii iR iEii il
Eéégaéégéggaéﬁgaﬁﬁgﬁgggg

Note: 15 CMSP’s out of 24 audited, are not meeting the benchmark. [KK-RISL is case of NA]
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GRAPHICAL PRESEN TATION QOS [CELLULAR] METRO CIRCLE

South Asia

Billing Complains per 100 bill issued [Benchmark< 0.1%]

—

g |

1.0 1 Complaints per 100 bills issued —&— Benchmark

Percentage
0.32
048

0.24

Note : 7 CMSP’s out of 24 audited, are not meeting the benchmark. [ND-MTNL is case of DNP, KK-RISL
1s case of NA]

% of Bllllng Complalnts resolved within 4 Weeks‘ 3 % of Billing complaints resolved within 4 weeks —— Benchmark

120

100

80

40 4

20 A

KK-RISL
KK-TATA
MB-BPL

CH-AIRCEL
CH-BHARTI
BS]
CH-HUTCH
CH-RCOM

CH-TATA
ND-BHARTI
ND-HUTCH
ND-IDEA
ND-MINL
ND-RCOM
ND-TATA
KK-BHARTI
KK-BSNL
KK-HUTCH
KK-RCOM
MB-BHARTI
MB-HUTCH
MB-MINL

MB-RCOM
MB-TATA

Note : 3 CMSP’s out of 24 audited, are not meeting the benchmark. [ND-MTNL is case of DNP, KK-RISL
is case of NA]
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GRAPHICAL PRESEN TATION QOS [CELLULAR] METRO CIRCLE

South Asia

Period of refunds / payment due to customers from the date of resolution of

complaints
140
‘ 1 Period of refunds from the date of resolution of complaints —&— Benchmark
120
8 8 8 - 8 8 8 g8 8 8 8 8
R B

100

40 -

20

cf g EEiEEfegE e EEEEEEEEE L
?;%@%%%%%%5595%2%&%%%%“

Note : 5 CMSP’s out of 24 audited, are not meeting the benchmark. [KK-RISL is case of NA]
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South Asia

“A” CIRCLE j

QOS [CELLULAR]

ACIRCLE

GRAPHICAL PRESEN TATION

5.1.2

- ¢ €8'¢ _H‘ VIVL-NL
m * 6£°0 _u‘ NODYNL
m %5 ad | TEONIV-NL
H * 00'L _H‘ TINSE-NL
* 9r'LY | | HOLNH-NL
Am * 000 | ILIVHA-NL
m * ¥6'1 _U‘ VIVI-HN
my s cr0ll WODM-HI
m ¢ 080 _u‘ VAdI-HN
m 19°1€ [ + | INSE-HN
m ¢ $9°0 _uH HOLNH-HA
m ¢ oc'e T 1LIVHA-HN
m * Wy _H‘ VIVI-IM
m * eeel | | SO1dS-y
=< ¥ z
_H_ ¢ 8€°0 _u‘ INODY-¥E
L 0¢6C | 3 moﬁam-mm.
0Tt | INSE-IY
.m ¢ e8's I LLMVHE- U
FM * 0S'C _H VIVL-D
W ¢ ¢e0l]l WODdI-D
m ¢ 00 B vadio
m ¢ o _u‘ HOLNH-ID
) L3 000 | INSH-D
pm ¢ 0S°S _H‘ LLAVHE[D
m ¢ os'¢ T VIVI-dV
M ¢ 20l WODN-av
w 4 0c6 I vadr-dv
M * 0c’9 T HOLNH-AV
m * 0S8 _H‘ INSH-dV
m . S0'€ _H‘ LLIVHE-dV
2 4 2 2 2 2 2 o o
Anm a & & SIH E@bu Uuum_3@:oo< = " <
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GRAPHICAL PRESEN TATION QOS [CELLULAR] “A” CIRCLE,

South Asia

Call Setup Success Rate = Call Setup Success Rate —&— Benchmark ‘

120.0 4
100.0 +

80.0 4
E0.0 b
40.0 4

20.0

0.0 +

Note :- 3 out of 30 audited are not meeting benchmark.

Service Access Delay ‘ 1 Service Access Delay —&— Benchmark

200 7 @ > - > > - - > - > - - > - > - - > - - - - > - - > - > - *

18.0 A

16.0

14.00

14.0 1

12.57

12.0 1

?0 i

8.0 1

8.00
9.66
1022
839
9.58
1097
9.40

720

6.0

455
423
493
4.50

4.0

2.10
1.54
2.60
1.54
235
2.60
2.66
1.10
1.63
2.40
1.38
1.70

2.0

1.00

0.0

AP-BHARTI
AP-BSNL
AP-HUTCH
AP-IDEA
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
GJ-HUTCH
GJ-IDEA
GJ-RCOM
GJ-TATA
KR-BHARTI
KR-TATA
MH-BSNL
MH-IDEA
TN-BSNL
TN-RCOM
TN-TATA

I

Operators

KR-RCOM
KR-SPICE
MH-BHARTI
MH-HUTCH
MH-RCOM
MH-TATA
TN-BHARTI
TN-HUTCH
TN-AIRCEL

Note :- All operators out of 30 audited are meeting benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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GRAPHICAL PRESEN TATION QOS [CELLULAR] “A” CIRCLE L @

South Asia

1.2 SDCCH <1% = SDCCH —&— Benchmark

023
0.30

| : g : 5 A E : 5 i§§
g FE
SERRERRRRRRERRRRRRERRR R RR RS

Operators

Note : All operators out of 30 audited are meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

TCH Congestion < 2% ‘ 0 TCH Congestion —&— Benchmark

6.0

495

5.0

Logﬁ@% § §§ $§§§§ S
HERE g 3 : s i :
0.0
iEE iEE EEE iEE g
Operators

Note : Only (1) operator out of 30 audited are not meeting benchmark. Any operator with no value are case
of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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GRAPHICAL PRESEN TATION QOS [CELLULAR] “A” CIRCLE,

South Asia

‘ 1 Call Drop Rate —&— Benchmark ‘

Call Drop Rate

3.5

3.0 1

2.5 4

2.0 4

Percentage
1.70
142
1.51
1.57
50

141
1

1.5 4

124
1.32
1.23
119
1.20
1.24

097
0.90

095
0.90

1.00
0.89
1.09
0.86

1042

0.77
0.77

0.62
0.75

045
041
040

0.5 4

0.
0.20

0.0

AP-BHARTI
AP-BSNL
AP-HUTCH
AP-IDEA
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
GJ-HUTCH
GJ-IDEA
GJ-RCOM
KR-RCOM
KR-SPICE
KR-TATA
MH-BSNL
MHIDEA
MH-RCOM
MH-TATA
TN-HUTCH | 0.01
TN-BSNL
TIN-RCOM
TN-TATA

GJ-TATA
KR-BHARTIL

H

Operators

MH-BHARTI
MH-HUTCH
TIN-BHARTI

TN-AIRCEL

Note : All operators out of 30 audited are meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

% Connection with Good Voice Quality || =3 % of connections with good voice quality —— Benchmark |
120.00
100.00 -
80.00 -
geo.oo
40.00 -
20.00 -
e i i firiiiiieiiiiLEEEiiaEiiglie
P& %Tg e 3o 3O p L §og EEEEEEEEEEEE
Operators

Note : 3 operator out of 30 audited are not meeting benchmark.
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GRAPHICAL PRESEN TATION QOS [CELLULAR] “A” CIRCLE,

South Asia

IVR within 20 seconds |E= % of Calls Answered Electronically [IVR] within 20 sec —— Benchmark]
120.0 -
80.0 -
geo.o 8
40.0 -
20.0 -
0.0

AP-BHARTI
AP-BSNL
HUTCH
AP-IDEA
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
HUTCH
GJ-IDEA
GJ-RCOM
GJTATA
KR-BHARTI
KR-BSNL
HUTCH
RCOM
KR-SPICE
KRTATA
MH-BHARTI
HUTCH
MH-BSNL
MHIDEA
MHRCOM
MHTATA
TN-BHARTI
HUTCH
TN-BSNL

TN-RCOM
TN-TATA

Operators

Note : 6 operator out of 30 audited are not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

IVR Wlthln 40 seconds ‘ 3 % of Calls Answered Electronically [IVR] within 40 sec —&— Benchmark
120 ~
g z £ 8 & 7 £ 7 £ E o g & 2
Wl geiefce Feze fe 28§ 2

80 4

o
g 60 -

40

20 A

AP-BHARTI
AP-BSNL
AP-HUTCH
AP-IDEA
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
GJ-HUTCH
GJ-IDEA
GJ-RCOM
GJ-TATA
KR-BHARTI
KR-BSNL
KR-HUTCH
KR-RCOM
KR-SPICE
KR-TATA
MH-BHARTI
MH-HUTCH
MH-BSNL
MH-IDEA
MH-RCOM
MH-TATA
TN-BHARTI
TN-HUTCH
TIN-BSNL
TIN-AIRCEL
TN-RCOM
TN-TATA

Operators

Note : 7 operator out of 30 audited are not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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GRAPHICAL PRESEN TATION QOS [CELLULAR]

“A” CIRCLE

South Asia
Operator Response within 60 seconds ‘ 3 % of Calls Answered by Operator within 60 sec —&— Benchmark ‘

120 4

100 -

20 +

AP-BHARTI
AP-BSNL
AP-HUTCH
AP-IDEA
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
GJ-HUTCH
GJ-IDEA
GJ-RCOM
GJ-TATA
KR-BHARTI
KR-BSNL
g KR-HUTCH
KR-RCOM
KR-SPICE
KR-TATA
MH-BHARTI
MH-HUTCH
MH-BSNL
MH-IDEA
MH-RCOM
MH-TATA
TIN-BHARTI
TN-HUTCH
TIN-BSNL
TN-AIRCEL
TN-RCOM
TNFTATA

Note : 13 operator out of 30 audited are not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

1. 3 % of Calls Answered by Operator within 90 sec
Operator Response within 90 seconds | e RLRAS AW Y Op w |
120 ~

g é Bg
R

Operators

Note : 19 operator out of 30 audited are not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

MH-RCOM

MH-TATA
TN-BHARTI

Hid

TN-TATA
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GRAPHICAL PRESEN TATION QOS [CELLULAR] “A” CIRCLE,

South Asia

Billing Complains per 100 bill issued | =3 Complaints per 100 bills issued S —

B 8 | |

00 12 EEEN EEEEERENE i
EEiiiiEifiiiTEiiiiiifiiiiiig
AEEE A A A AP SR E R R R A

Note : 8 operator out of 30 audited are not meeting benchmark.

% of Billing Complaints resolved within 4 weeks

‘ 3 % of Billing complaints resolved within 4 weeks —@— Benchmark

120
g EEEEg8¢E EEE8E8ECEEEEB8EcEEEBEEEE ¢
80
/
40 A
20
04

AP-BSNL
AP-IDEA
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
GJ-IDEA
GJ-RCOM
GJ-TATA

KR-BSNL

i HINHHI
: 6 ISR

Note : Only (1) operator out of 30 audited are not meeting benchmark.

KR-BHARTI
KR-RCOM
KR-SPICE
KR-TATA
MH-BHARTI
MH-BSNL
MH-IDEA
MH-RCOM
MH-TATA
TN-BHARTI
TN-HUTCH
TN-BSNL
TN-RCOM
TN-TATA

TN-AIRCEL
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GRAPHICAL PRESEN TATION QOS [CELLULAR] “A” CIRCLE

South Asia

Period of refunds / payment due to customers from the date of resolution of
complaints

_ ‘ 3 Period of refunds from the date of resolution of complaints
140 p—— )

nehmarl

120
100 -
80 -
E 60
40

20 4

AP-BHARTI
AP-BSNL ]
AP-HUTCH |
AP-IDEA ]
AP-RCOM |
AP-TATA ]
GJ-BHARTI |

GJ-HUTCH
GJ-IDEA
GJ-RCOM
GJ-TATA
KR-BHARTI
KR-BSNL
KR-HUTCH
-RCOM
KR-SPICE
KR-TATA
MH-BHARTI
MH-HUTCH
MH-BSNL
MH-IDEA
MH-RCOM
MH-TATA
TN-BHARTI
TN-HUTCH
TN-BSNL
TN-AIRCEL
TIN-RCOM
TN-TATA

Operators

Note : 3 operator out of 30 audited are not meeting benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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“IB* CIRCLE )

QOS [CELLULAR]

GRAPHICAL PRESEN TATION

South Asia

B-CIRCLE

5.1.3

roct

—&— Benchmark

6,L00
000
000
000
000
000

(474§ § S——

810

[S) IS —
0s'e
000

0T ¥ L

PR s—
oLog
000

0081 L

(V) m——
L9'8 ———
1900

AON0] | —

9C gL

OWICL

3 Accumulated downtime of community isolation

000
0s'6 ——0
6c'1d

€C0

000
6¢'1E
(4=

(V0] —

€L0g

|44 S ——

00’ ——
000
¥0'¢ =
000

61°0

00°¢e [

| KoY m—
o¢8 ———

(43 § ——

€8y
rog

009 =——]
08¢ =4
sy

g

[ VIVL-aMm

| NOD¥-9M

| 1LE-gMm

| HOLNH-9M

| LANHSIA-9M
| INSE-gm

| LLAVHE-9M

| VLVL-(MdN

| NOO¥-(M)dN
| vadI-(M)dn

| HOLNH-(M)dN
| INSE-(M)dN

| LLAVHE-(M)dN
| VLV.L-(DdN

| WOD¥-(dN

| HOLAH-(@dN
| INSE-(@dN

| LLIVHE-(@dN
| VLVI-fey

| INODY-fey

| HOLNH-fed

| INSd-fed

| ILYVHE ey
| VLVIL-dd

| TOJH-9d

| 9D1dS-dd

| WODY-dd

| HOLNH-9d
| INS-dd

| LLIVHE-9d
| VLVL-dA

| NODY-dIN
| 1LE-dIN

| VAdI-dIN

| INSH-dIN

| LLIVHE-dIN
| VAVLTA

| NODY-TH
| vAd- T

| INSE-T

| HOLOH-TI
| LLAVHE- T
| VLV.L-¥H

| NOD¥-IH
| vadI-MH

| HOLOH-YH
| INSE-4H
LLIVHE-4H

S

Operator:

T T
(=)

T
(= (=]
<t SIH Ul oW Pole[nunddy N

60
50 4

Accumulated down time of community isolation‘

10 A
0

Note: Only (1) operator out of 48 audited are not meeting benchmark.
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—&— Benchmark

Rate

= Call Setup Success

QOS [CELLULAR]

Call Setup Success Rate

140 -

GRAPHICAL PRESEN TATION
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08°66 [ LAVHE-9M [/ ) m— § 5\ & (< 2 AW
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6ol | WODI-(dN ev'T B WoDd-(wdn
966 L | vaar-adn 1Tl | vadI-awdn
8066 HOLNH-AN pioye) m—— NV i
zesol | INSE-(dn 2 e 0 INSg-dn
LSL6]1 | IIVHE-(WN m frioyl) m— NV i
6896 I VIVL-EdN 2 Q1 [ | VIVL-EdN
I 1o
oreo | INODH-EdN 8 8+ EE INOOS-@dN
6566 | FOINH-GEDdN M 6l | HOINH-&@dn
orsel | INSg-@dN m Pl —— iy NN=E)5 10
or'e6 | | IVHE-EAN @ ¢ 0 1ravHE-E@dN
regs| | VIvi-fed : FYo] — VA A B
e g . . g
or'66 | woDd-fe o 6¢'1 B wood-fed
0e86 | | FOLOH-fet m [o°) — S 0 17p 2 4L
916 B | INsa-fey L ¢ ] INSd-fed
wsol | 1vHg-fed £ m og F%m.gm
29861 | vivi-ad E m s B vAvaEd
086 | | TaHad 2 Na) | DaHEd g
. | oS8 © o o086 L | @os-ad ©
1966 L | WoDdad = 6r'1 B Wood-ad
066 | | HOINH-4d % L ¢ 0 HOINH-Ad
9261 | INsgad g ¢ T INSE-ad
16 [ | IIvHEad 1SS S1e 0 1vHEad
1186 L | VAIVL-dN (o) IS ad _H\ VIVLdAN
8c'66 L | WODI-dN m LET _H_\ INOOY-dA
00001 E | TN < I [ | TL-dN
€86 [ | vadrdn ..% 5] ] — = Q1 5% AN}
0624 | INSHdA M 8’1 I "INSE-dA
2186k | IVHE-dA = 1661 1VHI-dN
S9'86L | VIVL T < L1 VIVL I
LS°66 | IWODI DI % 96’1 E mioDI- 1l
STl VHAF L b1 [
L 4y g | vaar- ™
6C66 | INSE T o % ¢y ] NS
- L
€160 | HOINH"TI w d g9 ] HOINHT
w66 | IVHE T o @) 96Tl I | IIVHE-TI
5% | VIVLAH =) @ gy, ) VIVIAH
166 L | WoDdaH m 0 261 B NODIRH
0666 VHAIRH 1 vaar
9666 | HOLOHH mL M o | o
L - 968 HOILNH-AH
05261 R o S o3¢ S NSEH
866 ,_ , , , IIRIVHI{IH mb. .m 6 1IavHI-\IH
R r T T
m wynwﬁcuomm g Q e m %u Q m n SpUooas n =)
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Note : All operator out of 48 audited are meeting benchmark. Any operator with no value are case of DNP /

NA/ NI/ NP/ N\App as detailed in corresponding table.
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QOS [CELLULAR]

GRAPHICAL PRESEN TATION

Asia

—&— Benchmark ‘

@O SDCCH

SDCCH <1%

000
000

g
E

1 <80l

ag=j
000 |
000

630 L

;8

—0—0—0—0—0—0—0—0—0—0—0—0—3—0—0—0—0—0—0—&

(37 0| —

ogo——3
oo )/

00|

STTL

>————————6—6—0—0—0

90l

1.60

1.40 4

1.20 1

1.00

| VIV
| WNODI-M
| T

] m— |

HOILNH-GM

| IANHSIA-M
| INST-aM

1LAvVHI-aM
VIVL-AIN

| TNODI-(WN
| vadr-adn

-Mdn

H INSE-(AIN
| (N
| VAVL-@dN

INODI-EdN
HOINH-EdN

| INSg-@dN

| LIVHE-@dN
| VAVI-fed

| IODE-fed

| INSg-fey

LAVHI Y 7
VIVL-ad
THHEd
HOMS-ad
NODI-ad
HOILNH-9d
INSg-€d
ILRIVHE-9d
VIVL-AN
NODI-dN
RN
VadIr-dN
INSE-dN
LRIVHE-dN
VIVLTI
INODI I
VAAF I
“INSE T
HOINHTL
LRIVHE T
VIVIAH
NODI-¥H
VAAFRIH
HOLOHH
“INSEAH
LRRVHE{H

Operato;

Note: 3 operator out of 48 audited are not meeting benchmark.

—&— Benchmark

= TCH Congestion

TCH Congestion < 2%

SLLTE

0001

6101

28 4

24 4

20 +

Operators

Note: 5 operator out of 48 audited are not meeting benchmark.
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QOS [CELLULAR]

GRAPHICAL PRESEN TATION

‘Asia

—&— Benchmark

=1 Call Drop Rate

Call Drop Rate

OSTI
Il

861 L

STl

9

T

ISTI

R0 )] [ E——
(oY 0] —

961 L

06T [

9%t

vL'T

6c1 L
[Srag | E——

09l

89¢Cl

socl

861 L

09¢Cl

STl
T

Eralicei =]

| VIVI-EM
| NODI-M
| T
)] e |
| IANHSIa-am
| INSE-EM

| LIAVHE A
| VIVL-MdN
| INODI- (AN
| VEA-(dN

HOINH-aM

-Wdn

| INSE-(A)dN
| -(dn

| VIVL-@dn

| INOOE-@dN
| HOINH-EdN
| "INSE-E@dN

| IRAVHE-EdN
| Vavi-fed

| WOD¥-fed

| HOLNH-fey

| INSa-fed

| ILvHg-ed 7
| VIvL-ad

| TOaHdd

| BDIdS-ad

| INODI-ad

| HOINH-ad
| INSg-ad

| ILIVHI-ad
| VIVL-dAN

| INOO¥-dN
| TR-dN

| vadrda

| “INSE-dN

| ILAVHE-dN
| VIV T

| IOD¥ T

| vaar T

| INSE- T

| HOINH"TI
| IPAVHE I
| VIVL-dH

| INOOI-IH
| vadaraH

| HOINH-YH
| "INSE-¥H

Operato

1IAVHI-dH

Note: All operators out of 48 audited are meeting benchmark.

—&— Benchmark

3 % of connections with good voice quality

% Connection with Good Voice Quality

00¢6

[ 59) 1) S——

D16 [

€86 L

0086

6,786 [

VL e6 |

STeo6 |

8066 [

0066

oreotk

0SLo

€186

LT86 L

0066
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8886

9186

SSL6 L

0066

1€66L

96°L6 |

S6°L6 |

86 |

100
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96 -

2
90 +
88
86

| VIVLEM

| INODH-aM

| TIEM

| HOINH-9A

| TANHSIA-9A

“INSd-aM

| ILAIVHE-9M
| VIVI-MdN
| INODI- AN
| vaar-awdn
| -(dn

| "INSH-(AdN
| -(dn

| VIVI-@dn
| INODI-EdN
| HOINH-&@dN
| INSg-@dN

| IAIVHI-EDdN
| VIvI-fed

| WoDI-fed

HOINH-fey

| INSg-fed

| IavHY-fe
| vIvi-ad

| dH-ad

| BDIdS-ad

| INODY-ad

| HOINH-ad
| INSg-ad

| 1IavHE-ad
| VIVI-dA

| INODI-dN
| T-dN

| vEAI-dA

| INSE-dN

| LIVHE-dN
| VAVL L

| INOOI" T

| vadI L

| INSE-TL

| HOLNH-TL
| LAIVHE L
| VIVIRH

| INODIIH
| vadIH

| HOINH¥H
| INSE¥H

Operators

1LVHI{IH

Note: 4 operator out of 48 audited are not meeting benchmark. Any operator with no value are case of DNP

/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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IVR within 20 seconds

120

QOS [CELLULAR] “IB* CIRCLE

South Asia

3 % of Calls Answered Electronically [IVR] within 20 sec —¢— Benchmark‘

a8 g o v & 8 8,0 EGERngE8ongB8BR oy S q
o RE RE B 2 5 2 g2 ogge sgilfedgegeidsex 28 3
4 p Z £
80 1 > > > > \g g § g
%607
;
40 +
20
(0] T ]
TR R
m% @ gm - g gécggéﬂa“m @ 8
AL ERE L R S e LFH
Note: Only (1) operator out of 48 audited are not meeting benchmark. Any operator with no value are case

of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

IVR within 40 seconds

120.0 4

‘ 3 % of Calls Answered Electronically [[VR] within 40 sec —&— Benchmark

80.0 1 %

§0.0

40.0

0.0 +-—+"+-+-+-—"+"+"++——""+"-"———"— e
gz g z £E7 géﬁpi %Ejgﬁﬁi %jﬁtﬁ% §§ % é%jﬁt;%% E%f-t
R T K
?-2f%*%Esgﬂﬂééwgéé;égmE;ﬂn@%%%g%%é%%%%%;%;g%%

Note: 3 operator out of 48 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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Operator Response within 60 seconds ‘ 3 % of Calls Answered by Operator within 60 sec —&— Benchmark ‘ASia
120
; 28, ooy " 5 g g
100 - 3 & od & ; A 0o M
n= z z il 2% sf s s 3 :
2 3 1 20 Z S wz 900 z ||l %
80 + #ﬁ: %: g *—o * g g o—fa ¢%¢:§w¢_¢ g ¢¢F\‘. ¢°° ¢_
0 - 01 . M
z g 5 NE
g 2%
40 +
&
20 4[] 8 8 I §
= 3 g S =
AR H “““““““ IR iR LI LI ARl
R e B R
HH LR I T E F R T
ZTETESgg E SEgtRERRR RS ggggg : éégé iz :

Operators

Note: 17 operators out of 48 audited are not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

‘ 3 % of Calls Answered by Operator within 90 sec ~—®— Benchmark

Operator Response within 90 seconds

120

:3‘_,@ : > > m > 3‘_, g—ﬂ: oD 5‘_, > > :
80 - 2 A E I 2&_'% E_ e
0 2

g I al @
AL H5 \\\\\\\\\ L dRLLATALAnL AURLARELD
S AT T T
;%%Eég;éddéggg%ﬁgggeééeEegggggéggég : §§§§§§§§§§

Operators

Note: 22 operators out of 48 audited are not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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Billing Complains per 100 bill issued [ = Complaints per 100 bl issuca —>—Benchmark ¢
1.4 4
]
1.2 A —
1.0 A
3
0.8 1 M Q
g).()* m
0.4 1
0.2 - 2 25 3 -
-1 5 g B % g 853822 5.3 &8s |[S s
ol _OUNESESsRss Scnsfnnlznlillzlnllasnall NOAONREAEDS
E 2 E 2 E <5 2B < B < <K <
T I L H P
AT A FREEE LA L AL N AN LT L E
Operators

Note: 8 operator out of 48 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

‘ 3 % of Billing complaints resolved within 4 weeks —&— Benchmark

% of Billing Complaints resolved within 4 weeks
120

& 888888888,8 888888888888888888888 88888%3888

—_ o, = =, = =, = == —_ D T T R R R B R = = —_ = === —4—4—4—4~§—4~

100

198

100

] 62.26

40

20 +

Note: 5 operator out of 48 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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QOS [CELLULAR]

GRAPHICAL PRESEN TATION

South Asia

Period of refunds / payment due to customers from the date of resolution of

‘ = Period of refunds from the date of resolution of complaints ~ —#— Benchmark ‘

complaints

120 ~

66°LGE | VIVI-9M
00001 | INODYI-9M
00001 | TLY-9M
00001 | HOLNH-9M
00001 | LANHSIA-9M
00001 | INSH-9M
00001 | [LIVHE-9M
* T9°TS | VIVLI-(M)dN
00001 | INODY-(M)dN
00°001 | vadI-(Mdn
007001 | -(am)dn
* | INSg-(M)dNn
00001 | -(M)dn
00001 | VLVL-(dN
00001 | NODY-(@dN
00°001 | HOLNH-(3dN
L0961 | INSE-(DdN
* L9991 | LLIVHA-(DdN
00001 RANARL
00001 | INODY-[ey
00001 | HOLNH-feY
SL 66 | INSE-fed
00001 | [LIVHA-eY 2
00001 | vividd £
00001 | TodH-dd 2
00°001 | goids-ad @
00001 | INODY-4d
00001 | HOLNH-4d
00001 | INSH-4d
00001 | [LYVHE-9d
00001 | VLVI-dIN
00001 | INODYI-dIA
00001 | TLI-dIN
00001 | VAdI-dA
¢ | INS9-dIN
00001 | ILIVHE-dN
8V 6 L | VLVL- T
00001 | INODYU-TI
00001 | VAQI-TI
00001 | INSE-T
00001 | HOLNH-TI
00001 | ILIVHE- T
00001 | VLVI-¥H
00001 | INODY-¥H
00001 | VAdI-¥H
¢ | HOLNH-¥H
¢ | INS9-¥H
00°001¢ : : : : LLAVHE-9H
g & & g & <
- Erjalichiek|

Note: 6 operator out of 48 audited are not meeting benchmark. Any operator with no value are case of DNP

/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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QOS [CELLULAR]

GRAPHICAL PRESEN TATION

South Asia

C-CIRCLE

5.1.4

—&— Benchmark

@ Accumulated downtime of community isolation

Accumulated down time of community isolation

00'¢

90814

P — ]
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1=
¢
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00'¢
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LL'®

30"

00|

06
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6L @
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008091 [

00'¢

L0

SI'®|

1800 +

1600 -

1400

1200
1000 |
800 -
600
400
200

SIH UI W) PAJe[NWNOdY

m:}‘
o

VIVLI-d0
INODY-40
TLI-¥0
LANHSIA-¥0
INSE-¥40
ILIVHI-I0
TLI-AN
LANHSIA-AN
INSH-IN
ILIVHI-IN
LANHSIA-A®[
INSE-®[
E&«%I@MQW
2
VLVIL-dH W
INODY-dH
TLd-dH
INSd-dH
ILIVHY-dH
VLIVI-H4
INODY-Hd
TLY-H4
INS9-HY
ILIVHI-HE
TLI-NV
LANHSIA-INV
INSE-INV

ILIVHA-INV

Note: Only (1) operator out of 27 audited is not meeting benchmark.
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=3 Call Setup Success Rate —&— Benchmark r‘s“

Call Setup Success Rate |

140 4

120 4

4 8 3 - g8 & % g 3 88 g B T & 8 8 g 8 ¢ 8 o &
ES a kY : o3 o3 2 g % 2 @ 5
100 - g 5 2 2 i 5 ol 2

2 2 8 o $ % % % 5 8 & g . 8 5 3
080*
560

40

20 4

o

E g g 2 < E E 2 E s =z
i g Bl EEEiEEEIEE L ELIL g
) A B = i = = = a '
PRI TEELE AR TR
Operators =
Note: 2 operator out of 27 audited are not meeting benchmark.
Service Access Delay ‘ 3 Service Access Delay —&— Benchmark
25 4
20
é
15 8 a ﬁ ; g
10 § § s g
:
3l E 8 - g 2 i 55
¢ I P - &
O,
E g < F = < £ <
: 5 8RB R IR I B B B TR
Operators =

Note: Only (1) operator out of 27 audited are not meeting benchmark. Any operator with no value are case
of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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QOS [CELLULAR]

GRAPHICAL PRESEN TATION

—&— Benchmark

O SDCCH

SDCCH <1%
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160 1avHg-aN
ee @ 1anHsIa>per
o0 ] INsg->per
soo 0 wavnasesr ,
r Q
¢ 000| VIVI-dH m
L o
¢ 000| WODI-dH ©
6o 1dH
ss¢ T Nsg-an
¢ sco avAag-aH
¢ 000| VIVLHI
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seel [ THA
$ocod wsanga
sol [3 IAVHEHI
L60f TRHAY
erel [ JANHSIAINY
o[ sgav
o@.chH ILIVHEAY
© ~ © w o+ o IS
SBeucod

Note: 7 operator out of 27 audited are not meeting benchmark.

—&— Benchmark

@ TCH Congestion

TCH Congestion < 2%

et |

ocLl

4

060 ]

P C00

019

soc[4

oL

oL |

oo [

v.90[]

16 ~

14
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ErjsliceieE ]

VIVI-EO

INODI-40

1TLI-J0

JANHSIA-J40

“INSd-dO

1ILAVHA-J0
TLIEN

JANHSIA-AN

“INSd-AN

1LAVHI-IN

JANHSIA>PI

"INSH2PPI

1LAVHE PRI

VIVLdH

INODddH

TLd-dH

“INSd-dH

1ILAVHI-dH

VIVIL-HA
INOODIHA
1LaHA
"INSd-HA

1ILAvVHI-HA

TLAINY

JANHSIAIAY

“INSHIAV

ILAVHIINY

Operators

Note: 8 operator out of 27 audited are not meeting benchmark.
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&

South Asia
1 Call Drop Rate —&— Benchmark ‘

Call Drop Rate |

19.26

20 ~

18

16 -

g 8 =
o4 S S S
[ ; e |« ' a m a '
* m A & g 4 a . o)
% % a % Operatc:)ré§ é % % 8 5
Note: 2 operator out of 27 audited are not meeting benchmark.
% Connection with Good Voice Quality 3 % of connections with good voice quality |

£ E £ & 2 2% & 7 B 2 E £
R :

Operators

Note:4 operator out of 27 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

IVR Withil’l 20 seconds : Zb okaallsI Answered Electronically [IVR] within 20 sec ‘
140 -
120
3 3 3 3 3
2 ? 8 ? 2 % 9 ?
g 2 { g Y g g {8
100 - = = g 2 g § 2 R R g r ERg=

80 1 B

60

Percentage

40

20 A

AM-BHARTI
AM-BSNL
AMDISHNET
AMRTL
BH-BHARTI
BH-BSNL
BH-RTL |
BH-RCOM
BH-TATA
HP-BHARTI
HP-RCOM
HP-TATA
J&K-BHARTI
NE-BHARTI
NE-BSNL
NE-DISHNET
NE-RTL |
OR-BHARTI |
OR-BSNL |
OR-DISHNET |
OR-RTL |
OR-RCOM |
OR-TATA

Operators

Note: 3 operator out of 27 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

IVR Wl thil’l 4 0 secon dS ‘ : Zb of Sallsl Answered Electronically [IVR] within 40 sec
140 -
120
3 3 ° - 8 e« 8 8 s 8
8 E ER- 2 2 7 g s %8 g £ E 7 g
100 | & 2 S g 2 § g 2 g £ £ 38 g g £ 2 g =

80 1

Percentage

60 -

40 -

20 A

7955752858762 588 4585872 8¢88¢368586¢88%:
? L AENEN EESEEREEEE RN
g%§§Eaﬁgagaﬁaaggggagﬁgggggs

Note: 2 operator out of 27 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

3 % of Calls Answered by Operator within 60 sec ‘
e Dok )

Operator Response within 60 seconds

140

120 4

S IS S 8 8
8 s 7 g 2 S 5 s s g
100 4 & Q = g = 2 R = = =

80

Percentage

60 4

40 |

20 4

AM-BHARTI
AM-BSNL
AM-DISHNET
AMRTL
BH-BHARTI
BH-RTL
BH-RCOM
BH-TATA
HP-BHARTI
HP-BSNL
HP-RTL
HP-RCOM
HP-TATA
J&K-BHARTI
J&K-BSNL
NE-BHARTI
NE-BSNL
OR-RCOM
OR-TATA

J&K-DISHNET
NE-DISHNET
NE-RTL
OR-BHARTI
OR-BSNL
OR-DISHNET

Operators

Note: 8 operator out of 27 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

Operator Response within 90 seconds ‘ 3 % of Calls Answered by Operator within 90 sec —&— Benchmark

140

120

s s 8 8 ¢ g < g . " g 8 g 8 g
ol 2 8 & & E 8 & g8 & g ¢ Z g g & 8 - g

20 4

15 S B2 8B fE 0B EE 1 R R B EE
E’Q’ E'M[—I‘ 3;'94[-,' E/Q’V) Eﬁ E,g) IM[_‘
%;g%égﬁgggﬁﬁgééggé%Efé?ﬁé%g%

Operators

Note: 6 operator out of 27 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia
Billll’lg Complains per 100 bill issued [ Complaints per 100 bills issued —e— Benchmark ‘
2.0 q
2
1.5 1
§ 1o
0.5 1
ol S S5 S 5 5 / ] TR - A-T 2
g g g g E g E E 2 E 2 <
a) 0 jant c : = 2 g o
Z z z - B A g = g = % 8 ; & g &

Operators

Note: 3 operator out of 27 audited are not meeting benchmark. Any operator with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

% of Blull’lg Complaints resolved within 4 weeks ‘ @ % of Billing complaints resolved within 4 weeks —— Benchmark

g 8 8 8 g 8 8 g 8 8§ 8 8 s 8 8
B g R B

& /

z = 2
Note: Only (1) operator out of 27 audited is not meeting benchmark. Any operator with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

140

120 ~

g 8
g
100
80 -
g 60
40
20
0

:

100.00

100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00

AMRTL
BH-BSNL
BH-RTL
HP-RCOM
HP-TATA

AM-BHARTI
AM-DISHNET
BH-BHARTI
BH-RCOM
BH-TATA
HP-BHARTI
J&K-BHARTI
J&K-BSNL
J&K-DISHNET
NE-BHARTI
NE-DISHNET
NE-RTL
OR-BHARTI
OR-BSNL
OR-DISHNET
OR-RTL
OR-RCOM
OR-TATA

Operators
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South Asia

Period of refunds / payment due to customers from the date of resolution of

complaints
‘ : gerio‘(} of r‘efunds from the date of resolution of complaints
140
120 4
g 8 8 g 8 8 8 8 g g 8 8 g 8
g 8 & ¢ €S £ & € € & & E 8§ & & ¢ g £ €

100 +

80

60

Percentage

40 4

20 A

OR-RCOM
OR-TATA

7 EE3EEEEEECEE g
g ¥ FE ¥ E

Operators

Note: 4 operator out of 27 audited are not meeting benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

5.2 QOS BASIC SERVICES

5.2.1 ‘METRQ” CIRCLE

Provision of Telephone after registration of demand B Provision of telephone after registration of demand
120
o o 10 o
2 2 : 3 g 8 : .
100 - i & i

80 A

60 -

Percentage

40 -

20 1

o 4
= - = < = = = < e = = = = = <
[ Z o] = o Z o) = o Z o) o £ Q =
< @ o =< < £ Q = < Q Q < = Q =
I Q T n I = e iy I Q b T = o =
o T x T o a a o o R4 < o o & Jus}
5 &) 5 (&) % b4 = z § N4 I~ g s s =
Operators

Note : -- of the operator out of 15 audited are meeting the benchmark.
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South Asia

‘ = Fault incidence —®— Benchmark ‘

Fault Incidence

80

70 A

60

50 A

40

Percentage

30 A

20 A

10 A

CH-BHARTI
CH-BSNL
CH-RCOM
CH-TATA g
ND-BHARTI
ND-MINL
ND-RCOM | 0.558
ND-TATA || 0.8
KK-BHARTI
KK-BSNL
KK-RCOM
MB-BHARTI
MB-MINL
MB-RCOM || 0.78y
MB-TATA

Operators

Note: 5 out of 15 Operator audited are not meeting the benchmark.

Fault R epair by next workin g d ay ‘ Fault repaired by next working day Benchmark

120

99.78
96.00
97.00
100.00
99.15
98.00
100.00
97.27

100 -

80

60 -

Percentage

40 -

20 A

: 2 E £ E 2 3 & E 7 & E & B &
: ¢ : : £ Z % 5§ B : ¢ & 1 % &
& o 5 o 2 g g 2 ) M g & g g =
O % =

Operators

Note : 3 out of 15 Operator audited are not meeting the benchmark.
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Soia
Mean Time for Repair [ Mean Time to Repair (MTTR) —#— Benchmark ‘
14
8
o
12 —
10 +
% o
8 - - - - - - - - - - - - ![Q
£ a
R S S
6- < a 2
w
: ; - -
5] 5] ]
4] <~ <~ <~
2 .

5 2 = & E = & E 2 > E = &
2 Lof o B o§ o Eofof o of b
Operators

Note : Only one out of 15 Operator audited is not meeting the benchmark.

Grade Of Service [Junction to Local Exchange] ‘- Grade of Service (Junction between local exchange) —#— Benchmark|
0.6 g
7
S
0.5 1 g
S
0.4

£
20.37
8
2
0.1
08 owogggégsg
o.o—éézégég = ii’%‘%‘i_
< £ < E 2 2 E = £
: ¢ § ¢ & ¢z § E § oz § & ot & ¢
Eaaﬁg%aggéggggg

Operators

Note : 7 out of 15 Operator audited are not meeting the benchmark.
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South Asia

[ Call completion rate in local network —#— Benchmark ‘

5
N
g
€ 8
8
2 | 3 '
H I

Call Competion rate in Local Network [Intra Office]

5
8
I

90

77.00

80 A

71.47

70 A

8
8
g
@
60 -
50 A
g 40 -
30
20 A
10 -
0 ‘

4.
61.20

i B S5 g R
T

Note : 3 out of 15 Operator audited are not meeting the benchmark.

‘_ Metering & billing credibility —#— Benchmark ‘

Metering & Billing Credibility <
0.6
2
SN | o
o.oizéfiIl<§?lI-.<
2 2 2
EEEEEEENEEEEEE

Note: 2 out of 15 Operator audited are not meeting the benchmark.
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South Asia

Customer Care Promptness [Shift] ‘- Customer care promptness (Shifts) —=— Benchmark‘

140

120

(00}
100.00
42
100.00
(00}
(00}
9850
98.00

100

40 -

20

CHBHARTI

S A

Operators

Note: 8 out of 15 Operator audited are not meeting the benchmark.

Customer care promptness-Clousre ‘ @ Customer care promptness (Closures) —#— Benchmark

120

g g : = £ R
100 5 — — a 8 — 5 — ?Q

80 ~

Eso

40

20 +

(=}
|
75.82 ]
69.14 n
51.75 n
[ ]
87.00
[ ]

RN N

3
Z
: : ? g :

Note: 5 out of 14 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

ND-TATA
KK-BHARTI
MB-TATA

CHTATA

Operators
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South Asia

[ Customer care promptness (Additional facility) —#— Benchmark ‘

Customer carepromptness-Additional Facility

120

98.90
50
100.00
2
35
.50
55
100.00
100.
97.50
97.00
9870

100

80

gm

40 |

20 +

(=}
|
84.009
0.
e
I

EEEEEREEEEEE R D

Note: 3 out of 15 Operator audited are not meeting the benchmark.

Call Answered Electronically (IVR) 20 Secd @ % of Calls Answered Electrocally [IVR] within 20 sec —#— Benchmark ‘

: : :
§608§ ;
40]I 8
5§ 4 F 5 & Z B : § 71 B § 7 & ¢
0 O O O O O

Note: 4 out of 8 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

Call Answered Electronically (IVR) 40 Seconds ‘ —3 “? of galls' Answered Electrocally [IVR] within 40 sec ‘

120

100 -
80 -
g 60 -
40
20
o

5 g % % g E Q § ﬁ § g g g

Operators
Note: 4 out of 8 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

10000

Operator Response within 60 Seconds ‘ @O % of Calls Answered by Operator within 60 sec —#— Benchmark

140

120 -

9600

100 -

L g I I
40] i I I l
L P

EEEEEEEEE D

Note: 6 out of 14 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

81.50

Operators

Page 127 of 246



GRAPHICAL PRESEN TATION QOS [BASIC] “MIETIRO” CIRCLE @ J

South Asia

Operator Response within 90 Seconds ‘ @ % of Calls Answered by Operator within 90 sec —#— Benchmark

120

(00]

(00]
10000

9800

(00}

5030

140

R
¢

@_L
o |
RRERE N

Note: 9 out of 14 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

CHRAOM
ND-BHARIT
NDRCOM
KK-BSNL.
MB-RCOM
MB-TATA

7

Operators

Time taken for refund of deposits after closure [ Timetaken for refund after closures —#@— Benchmark
140
120
8 8
g g

100 + - -

80
E 60 -
40 -

20 A

CHBHARII
CH-BSNL
CHRCOM
CHTATA |0.00
ND-BHARTI
ND-MINL
ND-RCOM
NDTATA
KK-BHARTI
KK-BSNL
KK-RCOM
MB-BHARTI
MB-MINL
MB-RCOM
MB-TATA

Operators

Note: 6 out of 12 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Page 128 of 246



GRAPHICAL PRESEN TATION QOS [BASIC] “A” CIRCLE @ J

South Asia

5.2.2  A-CIRCLE

Provision of Telephone after registration of demand

120
‘ [ Provision of telephone after registration of demand —&— Benchmark
o g s 8
= o 3 d
v S j=) =) (=3 wv (=)
2 2 $ S g
100 - 2 &

80 -

40 -

20 A

Percentage
° :
88.81
80.20
85.50
81.32 [ ]
46.20 [ ]
97.60
94895
32.89 [ ]
91.2T
89.00 m
36.24 [ ]
09.

E 2 S < =2 2 s < g 2 s < g 2 35 == B 2 s =
¥ z 5 & & Z 38 & &g z &8 £ & =z &8 &£ =z z & ¢
T 2 g £ 2 8 ¢ & £ & g £ g 8 g £ 2 &8 g £
m 5 a g m 5 o = m ' & o e : = m Z : Z
~ < 2 < =z © &8 © o © g € % 5 z § 3 E £ &
< s =

Operators

Note: 18 out of 20 Operator audited are not meeting the benchmark.
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South Asia

Fault Incidence [ Fault incidence —#— Benchmark ‘
18

z

MH-RCOM || 0.230

< < < < <
EEEEEEEEEEEEEEEREEE
= ' A ' o} o / a8
% % a 6 é Operato%s g % E E E
Note: 5 out of 20 Operator audited are not meeting the benchmark.
Fault Repair by next Working day ‘ [ Fault repaired by next working day —#— Benchmark ‘

120

100
80
§60
40 -

20 ~

AP-TATA

i

GJ-BHARTI
GJ-BSNL
GJ-RCOM
GJ-TATA
KR-BHARTI
KR-BSNL
KR-RCOM
KR-TATA
MH-BHARTI
MH-BSNL
MH-RCOM
MH-TATA
TN-BHARTI
TIN-BSNL
TIN-RCOM
TIN-TATA

Operators

Note: 7 out of 20 Operator audited are not meeting the benchmark.
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South Asia
[ Mean Time to Repair (MTTR) —#— Benchmark ‘

Mean Time for Repair
14

12.79
12.77

< < < < <
EEEREEEEEEEEEEEEEEEE
[ y o] : 6] &) Y o)
P = LR fcds e fogioffEEoEg
Operators
Note: 4 out of 20 Operator audited are not meeting the benchmark.
Grade of Service (Junction to Local Exchange) [ Grade of Service (Junction between local exchange) —#— Benchmark

0.1

0.1 H

0.1 H

0.1 +

Percentage

0.0 +

0.0 +

0.0 ~

:
7
:

GJ-RCOM  [50.00240
GJ-TATA |©.00000
KR-TATA
MH-BHARTI |©.00000
MH-BSNL
MH-RCOM
MH-TATA |#.00000
TN-BHARTI |®.00005
TN-BSNL
TN-RCOM 00140
TN-TATA

-
:
:

Operators

KR-BHARTI |(®.00000

AP-TATA
GJ-BHARTI

Note: 8 out of 20 Operator audited are not meeting the benchmark.
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)

South Asia

Call completion rate in local network (Intra office) =3 Call completion rate in local network —=— Benchmark _|

90

80
70 A
60
50 A
.
30 A

20 A

10 +

5 g £ gk gk < E <

Note: 4 out of 19 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Metering & Billing Credibility §‘ S Metering & Dillng eredil T Benchmark
8.0 - i

7.0 ]

60 |

5 >0

"

30

20

» o
HEEEE IREEE] ENRRET I

TP i iEgiiEiiiiiiiigiod
S N N B U B L

Note: 4 out of 19 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

Customer care Promptness (ShiftS) ‘ [ Customer care promptness (Shifts) —#&— Benchmark ‘

120

100 A
80 -
E 60 |
40 -

20 +

AP-RCOM

AP-TATA

%

MH-RCOM

AP-BHARTI
AP-BSNL
GJ-BHARTI
GJ-BSNL
GJ-RCOM
GJ-TATA
KR-BHARTI
KR-BSNL
KR-RCOM
KR-TATA
MH-BHARTI

Note: 10 out of 19 Operator audited are not meeting the benchmark. Any operators with no value are case
of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Customer care promptness (Closures) | =3 Customer care prompiness (Closures) —=— Benchmark |
(o) Q Q Q () Q
S S 2 2 S =)
7 g £ - £ S s 2
100 - L 5 5 A )

80 |
§60
40 A

20 +

Note: 6 out of 17 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

TNFTATA

MH-BHARTI

Operators
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QOS [BASIC]

“A” CIRCLE

South Asia

Customer Care Promptness Additional Facility ‘ 1 Customer care promptness (Additional facility) —#— Benchmark ‘
= =
7 . s ¢ g 7 7 & 8 .
100 | % 5 e g 8 & 8 % B 5o £ CH.-

80
§60
40

20 ~

Operators

Note: 5 out of 19 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

. . 3 % of Calls Answered Electrocally [IVR] within 20 sec
Calls answered electronically (IVR) in 20 Seconds 7

8 8 —#— Benchmark 8
100 | g g g
;
80 4 = = -
B :
:
40 -
20
0 T T T T T
2 Operucn : :

Note: 3 out of 7 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

@ % of Calls Answered Electrocally [IVR] within 40 sec

Calls answered electronically (IVR) in 40 Seconds —=— Benchmark
3 8 8
g g g

100

80

Percentage

40 -

20 A

%%g%ga‘%a%@éaéégséééa

Operators

Note: 3 out of 6 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Calls answered by Operator in 60 Seconds ‘ 3 % of Calls Answered by Operator within 60 sec —#— Benchmark
. & :
wo | & 2 g - § 8 § g g

80 -
§60
40

20 4

AP-BHARTI
AP-BSNL
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL
GJ-RCOM
GJ-TATA
KR-BHARTI
TN-BSNL

7
:

Operators

KR-RCOM
KR-TATA
MH-BHARTI
MH-BSNL
MH-RCOM

MH-TATA

TIN-BHARTI

TIN-RCOM
TN-TATA

Note: 7 out of 18 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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Calls answered by Operator in 90 Seconds =% of‘?allsbAnswered by Operator within 90 sec ‘

140

120

100

40 +

20 +

TIN-BSNL
TN-RCOM
TN-TATA

MH-TATA

HARTI
AP-BSNL
AP-RCOM
AP-TATA
GJ-BHARTI
GJ-BSNL |
GJ-RCOM
GJ-TATA

T

Operators

TN-BHARTI

Note: 6 out of 17 Operator audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Time taken for refund of deposits after clousre | =3 Timetaken for refund after closures —@— Benchmark
120
8 w @
Tt g 5 g & & g 4 E g8 ¢ E & & & &8 €
S

100 1

20 A

SRR R EEEEEREEEREE

Note: 7 out of 20 Operator audited are not meeting the benchmark.
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South Asia

“B” CIRCLE

QOS [BASIC]

GRAPHICAL PRESEN TATION

B-CIRCLE

5.2.3

—— Benchmark ‘

Provision of Telephone after registration of demand | = Provision of telephone after registration of demand

120.00

00001

00876

00°3€

816

03¢

05°66

Isey
00°8€
0986
1¥°€S

oL

00°8€

LS8

00'8L
90'96
00°3€
6€°61
0L'89
0046
9991
0’68

= s s s s =

g = g g S S

- Erialichiek

NODY-dM
TINSH-AM
TINS4-ON
NOD¥-(M)dN
TINSH-(MdN
IIIVHI-(M)dN
NODY-(@dN
INSI-(@dN
ILIVHA-@dN
INVAHS-Y
NOD¥d
INSH-1d

NODY-dd

Operators

TO4dH-49d

TINSE-4d

ILIVHI-9d

NODY- dIN

INSE-DLD

INSE- dIN

ILdVHE- AN

INODY-TI

INSE-TA

ILIVHE T

INODY-¥H

INS9-4H

ILdVHE-4H

Note: Only (1) operator out of 26 audited is meeting the benchmark.
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Fault Incidence [E==1 Fault incidence —m— Benchmark \

18

q
el
—

16 A

14 -

12 4

RJ-BSNL

1 i

Note: 15 operator out of 23 audited are not meeting the benchmark. Any operators wit
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

UP(E)RCOMﬂ

UP(W)-BHARTI

|

Operators

HR-BHARTI
HR-BSNL
KL-BHARTI
KL-BSNL
MP -BHARTI
MP -BSNL
CTIG-BSNL
MP -RCOM
PB-BHARTI
PB-HRCL
RJ-RCOM
RJ-SHYAM
‘WB-BSNL
‘WB-RCOM

2
:

no value are case of

UP(E)-BHARTI
UP(W)-RCOM

’.:T‘

‘ [ Fault repaired by next working day —#&— Benchmark

Fault Repair by next working day
120

100 +

20 4

UC-BSNL

Operators

Note: 8 operators out of 23 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

CMean Time to Repair (MTTR) —#— Benchmark

Mean Time for Repair
18

15.36

16

14.18

14 4

12 4

10 A

Z
e

2
§
2

HR-BHARTI

HIHN

Note: 6 operators out of 23 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Grade of Service (Junction to Local EXChange) ‘ [ Grade of Service (Junction between local exchange) —#— Benchmark ‘

KL-BHARTI
PB-BHARTI

i

Operators

RI-SHYAM
BHARTI
-BSNL

2.000

1.510000

1.500

§1.000 B

0.500 +

ClepErEgEiiiigiiiie pid
| : : R : :

Note: 11 operators out of 24 audited are not meeting the benchmark. Any operators with no value are case
of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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Call completion rate in local network (Intra office) | E==Call completion rate in local network =~ Benchmark |
90
- 2 0
S 23 5 g 2 5 3 &
80 - N ) ¥ N g N
<

70 -
60 -
50 -

g 40 -
30 -

20

10 4

0 -

ERNENY

Operators

no value are case of

=" UP(W)-BHARTI

Note: 8 operators out of 24 audited are not meeting the benchmark. Any operators wit
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

. ey eq eqe 3 illi ibili —.—
Meterlng & Bllhng Credlblhty [ Metering & billing credibility Benchmark
50 g
<
4.0 A
3.0 A

2.0 A

g £ 5 gzg88z§g@gzeegi |t pes
CTriitiiitiiiiiiiiitiitiii
4 & & -4 i 2 g & #
§EEégg%%gg%eoe;’erafrsaag%gg§§§8§§

=

Note: 3 operators out of 26 audited are not meeting the benchmark. Any operators with no value are case of

DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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‘ [ Customer care promptness (Shifts) —#— Benchmark ‘

Customer care promptness (Shifts)
120

100 A

80

40

20 A

[

HR-BHARTI
HR-BSNL
HR-RCOM
KL-BHARTI
KL-BSNL
KL-RCOM
MP -BHARTI
MP -BSNL
CTIG-BSNL
MP -RCOM
PB-BHARTI
PB-BSNL
PB-HRCL
RCOM
RJ-BSNL
RJ-RCOM
RI-SHYAM

Operators

Note: 12 operators out of 22 audited are not meeting the benchmark. Any operators with no value are case
of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

[ Customer care promptness (Closures) —#— Benchmark

Customer care promptness (Closures) \
120

100 -

20 A

HR-RCOM
KL-BHARTI
UP(E)-RCOM
UC-BSNL
‘WB-BSNL
‘WB-RCOM

UP(W)RCDM

Note: 11 operators out of 24 audited are not meeting the benchmark. Any operators with no value are case
of DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

/
£ £

HR-BHARTI
HR-BSNL

: ; T
SEREERRRRREY

Operators

UP(E)-BHARTI
UP(W)-BHARTI
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South Asia

Customer care promptness (Additional facility) | E==0 Customer care promptness (Additional facility) —#— Benchmark |
120

100 A

80 A

40 +

20 A

Operators

Note: 8 operators out of 25 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

@ % of Calls Answered Electrocally [IVR] within 20

% of Calls Answered Electrocally (IVR) within 20 sec

100 ~

80

60 -

Percentage

40 +

20 ~

‘WB-BSNL
‘WB-RCOM

UP(E)-BHARTI
UP(W)-RCOM

DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Page 142 of 246



GRAPHICAL PRESEN TATION QOS [BASIC] o5 CIRCLE

South Asia

% of Calls Answered Electrocally (IVR) within 40 sec E==0% of Calls Answered Electrocally [IVR] within 40 sec
—#— Benchmark
120
8 g g 8 g g
g g s g £ g g g

100 -

20 A

HR-RCOM
‘WB-BSNL
WB-RCOM

HR-BHARTI
HR-BSNL

KIL-BHARTI
KL-BSNL
KL-RCOM
MP -BHARTI
MP -BSNL
CTG-BSNL
MP -RCOM
PB-BHARTI
PB-BSNL

Z
i

Operators

Note: 2 operators out of 10 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

% of Calls Answered by Operator within 60 sec [E==3 % of Calls Answered by Operator within 60 sec —#8— Benchmark |

100 A

80 ~

40 A

20 ~

HR-BHARTI
HR-BSNL
HR-RCOM
KL-BHARTI
KL-BSNL
KL-RCOM
MP -BHARTI
MP -BSNL
CTG-BSNL
MP -RCOM
PB-BHARTI
PB-BSNL
PB-HRCL
RCOM
RJ-BSNL
RJ-RCOM
RJ-SHYAM

Operators

Note: 2 operators out of 23 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia
‘ 3 % of Calls Answered by Operator within 90 sec —#— Benchmark ‘

% of Calls Answered by Operator within 90 sec

100 -
80 -
Emo
40 -

20 A

Operators

Note: 7 operators out of 23 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

‘ @ Timetaken for refund after closures —#— Benchmark ‘

Time taken for refund of deposits after clousre

120

100 A

20 ~

DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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5.2.4  C-CIRCLE

Provision of Telephone after registration of demand | E=3Provision of telephone after registration of demand  —#— Benchmark

120.00
(] (] o
S S S
(] [ S
= = =]
100.00 - = = = ] ] ] O O 0
o0
=~
80.00 - =
g 2
5 60.00 b3 X
o i
5] v
o
40.00 -
(e
o] N
~ ~
<t (o]
N
20001 g
=
0.00 J
= = = = = = = = =
z z 2 z 2 z 7 Z z 7 2 Z
wn n O wn O wn wn wn 0 n O wn
A Q & A & A A Q A A & A
= on o & a ] a - = & o z
M /M T 2 2] © o <
<
Operators

Note: 6 operators out of 9 audited are not meeting the benchmark.
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South Asia

Fault Incidence [ Fault incidence —#— Benchmark ‘

35

31.55

30

25 o
EZO
15

10

3.3

1834
15.90

N
EE RN

Operators
Note: 4 operators out of 6 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

BH-BSNL
NE-I-BSNL
NE-II-BSNL

A&N-BSNL

Fault Repair by next WOI’kiIlg day ‘ [ Fault repaired by next working day —#— Benchmark
100
=
90 = = = = = = S = = & = =
3

80 A K 5

N g
70 A B

60 -

§50

40 A

49.57

30

20 A

10 A

:

Note: -- out of 6 operators audited are meeting the benchmark. Any operators with no value are case of DNP
/ NA/ NI/ NP/ N\App as detailed in corresponding table.

:

Operators

BH-BSNL

BH-RCOM

NE-I-BSNL
NEII-BSNL | 0.00

L
G

HP-RCOM
J&K-BSNL

L
&

OR-RCOM
A&NBSNL |0.00
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South Asia

Mean Time for Rep air ‘ [ Mean Time to Repair (MTTR) —#— Benchmark ‘
14

12 4

10.60

8—? = = ; E = % = s
HEEEEE -

Operators
Note: 3 operators out of 6 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

BH-BSNL
J&K-BSNL
NE-I-BSNL

NE-II-BSNL

A &N-BSNL

Grade of Service (JunCtion between local eXChangq [ Grade of Service (Junction between local exchange) —#— Benchmark

1.6
1.4 g
1.2 A
1.0 A
E 0.8 A
06 - g
S
0.4 -
0.2 1
0.0 o T : T : T T T
7
: &

NEI-BSNL l 0.0400
OR-RCOM . 0.1000

BH-BSNL §0.0000

BH-RCOM g0.0000
HP-BSNL g
J&K-BSNL g

A &N-BSNL §0.0000

NEILBSNL g
OR-BSNL §

2 -
Note: 4 operators out of 7 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Operators
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South Asia

90
]
E

78.15

80 | '

Call completion rate in local network (Intra office) === Call completion rate in local network —=— Benchmark |
a
N
70
60 g
L L
50 -
E 40 -
30
20 -
10
0 - ; ; ; ; ; ;

IR A R A

Note: 5 operators out of 8 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

(]
5391 §

31.63
34.68

BH-RCOM
J&K-BSNL
NEII-BSNL

A &N-BSNL

[ Metering & billing credibility —#— Benchmark

Metering & Billing Credibility

0.15

1100

0,

0.10 H L L L = = =

Percentage

% = = - -
0.05

:

0.00 J T T I T
Z ‘
z &

Note: 1 operators out of 8 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

o

™ Operators

ORBSNL - 00270

BH-BSNL. | 0.0000
BH-RCOM | 0.0000
HP-RCOM | 0.0000
NE-I-BSNL
NE-II-BSNL
OR-RCOM | 0.0000

A &N-BSNL
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Customer care promptness (Shlfts) [ Customer care promptness (Shifts) —#— Benchmark
120
g
g
100 A
[ L L L L L L L L L -
8
&

80 ~

8
<
40 A :
20 I
7 1
Z

35.00

S S I

z T ;L7 F 1
2 5 : 3 ;5§ 8 B g

Note: 4 operators out of 5 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Customer care promptness (Closures) ‘ [ Customer care promptness (Closures) —#— Benchmark
120
g g
g g
100
[ L L L L L L L -

8145 B

80

40 +

20 j
i1 F i 0§
2 : B 2
Note: 3 operators out of 5 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

2270

8
i
:

Operators

8

BH-RCOM
J&K-BSNL
NE-I-BSNL

NE-II-BSNL

T
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South Asia

CuStomer care promptness ( Addltional facility) ‘ @ Customer care promptness (Additional facility) —&— Benchmark ‘
120
£ :
100 - 8 - — -
[ L L L L L L L

80

40 -

20 A

BH-BSNL

:

Operators

= i F -

<
Note: 1 operator out of 4 audited is not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

J&K-BSNL
NE-I-BSNL
NE-II-BSNL

3 % of Calls Answered Electrocally [IVR] within 20

% of Calls Answered Electrocally (IVR) within 20 sec sec

120 —#— Benchmark L
g g
S 8 8
— — —
L L L L L L l

g g

g g
100
80 |
E 60 -
40
20

0 - % ; ; ‘ ‘

NN

Note: 1 operator out of 6 audited is not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

P

o
& g
<

J&K-BSNL

:

Operators

BH-RCOM

NE-I-BSNL
NE-II-BSNL

Page 150 of 246



GRAPHICAL PRESEN TATION QOS [BASIC] “C” CIRCLE [@

% of Calls Answered Electrocally (IVR) within 40 sec

South Asia

3 % of Calls Answered Electrocally [IVR] within 40 sec

—#— Benchmark

120

8
8

—

100.00

8
g
| L L -

8 S S

g g g
100 -

L L L
80
E 60 -
40 -
20
0 - ‘ ‘ ; ; ‘

% =

BH-BSNL
BH-RCOM
J&K-BSNL

:

NE-I-BSNL
NE-II-BSNL
OR-BSNL
OR-RCOM
A &N-BSNL

Operators

Note: All operators out of 6 audited are meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

% of Calls Answered by Operator within 60 sec

3 % of Calls Answered by Operator within 60 sec

120 i i _ i
s 0§ s g : s
100 g g &
80 1 L = = a
g 60 -
40 -
20
%
0 ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘
: ¢ § &z 8 &z & & & i 7
: 8§ & & 3 & § g ¢ % :

Operators

Note: 1 operator out of 9 audited is not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.
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South Asia

% of Calls Answered by Operator within 90 sec == % of Calls Answered by Operator within 90 sec
120 —#— Benchmark —
8 8 8 8 8
g g 8 g ) : ‘ 8
100 | — - g g s : £ &
L L L a
80 -
40
8
20 al
0 - ; ‘ ‘ ‘ ‘ I ‘ ‘ ) ‘ ‘ ‘ ‘
A it 1
z G E & & g 2 2 g 8 & 4

Operators

Note: 1 operator out of 9 audited is not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

Time taken for refund of deposits after clousre =1 Timetaken for refund after closures
120 —#— Benchmark ]
8 —
g g 2
100 + = L L L L L L L L

80

gﬁo

40 A

N
i
:

Note: 3 operators out of 5 audited are not meeting the benchmark. Any operators with no value are case of
DNP / NA/ NI/ NP/ N\App as detailed in corresponding table.

50.00

BSNL

P
B

‘é
R
<

NE-I-BSNL
NE-II-BSNL

™ Operators
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GRAPHICAL PRESEN TATION

53

South Asia

CSS —CELLU.

SATISFIED WITH PROVISION OF SERVICE

5.3.1

’y %56 eI L-NL
m [¢ %66 NODY-NL
m [+ %66 INSE-NL
£ al
Qe %66 YOINH-N.L
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> al
2 e %001 elRL-HIN
Z al
< [® %001 WOD¥-HI
° al
S [® %66 ©IpI-HIN
z al
S ® %66 INSE-HIN
= al
E[® %001 YINH-HIN
z al
2 %66 1OUTY-HIN
3| |e %01 e -
S al
: ¢ %6L oo1dg-y

L lle %L WOD¥-M

¢ %C8Y OINH-IA
+ %6L INSE-¥
A %8L [PHIV-¥
A %18 VIVI-D
‘nl.uv 4
2|1 %76 WOD¥-1D
5 al
1 %66 ©p[-[D
< l
O %66 YOINH-[D
RS 1
it %66 INSE-D
0 al
S [ %86 [PUIV-[D
S K %36 EILL-dY
=K %86 NODY-dV
o 1
& %6 eapI-dV
< al
=i %66 PINH-dV
3 %36 INSH-dV
ﬁ o
.4 | %86 [PUIY-dV
S
e I S
SRBRBRIR=°

Note : Audit Conducted for 30 Operators. 8 Operators are not meeting the benchmark.

‘ [ % Satisfied with provision of service Q4 —e— Benchmark‘

Satisfied with provision of service-B Circle

%6 1 vivi-am
A ] 119-am
%36 NODI-9M
736 1 yoImH-gm
75001 1 INSg-9M
AN 1 [PUIV-gM
4 RS H 19911~ M
[& 9001 erel-(M)dN
TA00T WODI-(M)dN
00T 1 eop-(M)dN
ZA001 1 yoIng-(M)dn
%007 INSI-(MdN
AN 1 Pury-(AM)dn
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ZA001 WODI-(DdN
756 1 yINH-(DdN
s ] INSE-(dN
w 7.5 ] 1ouy-Edn
9516 NHN,HHHM
766 NODU-1d
001 1 yong-ry
A001 1 INSE-1Y
& AN 1 [oury-ry
F %36 1 erel-g9d
AN 1 oo1ds-gd
%66 INODY-9d
oY, AN 1 yoing-gd
7001 1 1O4H-4d
* %0 | INSd-dd
705 1 1ouy-dd
7566 1 erRl-dIN
00T 1 TLI-dIN
700 1 WOD¥-dIN
Th 1 eop-dIN
%6 INSI-dIN
706 1 [PUIY-dIN
A 1 erel-TY
TCh NODI-"TA
4 TR H ROPI- T
3 %386 INS-I
AN 1 yoInH-T
AN 1 ewy-T
JA00T 1 eel-dH
00T 1 WODY-¥H
A001 71 eopl-3H
001 1 yoing-¥H
AN 1 INSE-¥H
2 72007 —| 1PuIV-3H
S SR SRS
SERRBRAFRKI=

Note: Audit Conducted for 48 Operators. 5 Operators are not meeting the benchmark. PB —~BSNL is case of NR.
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South Asia

‘ [ % Satisfied with provision of service Q4 —e— Benchmark ‘

Satisfied with provision of service-C Circle

s | %08 VIVI-40

k3 %001 l TLI-90

+ | %T8 1 INODY-IO

2 %56 1 INSE-40

¢ %56 1 LLIVHE-¥O

(¢ %001 :jmomz-mo

¢ _H\ TLY-AN

* _Hw\ TINSH-AN

¢ _le ILIVHY-IN
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1 %6 1 LLIVHE-I(
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K2 %001 1 INS9-dH

K4 %001 1 ILIVHE-dH

¢ | %78 1 VIVI-Hd

(¢ %001 1 TLY-HYA

14 %L6 1 INODY-HA
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(¢ %00T 1 INSH-AV

K2 %001 1 LLIVHE-INV

(¢ %001 1 TIHOAIV-INV
T

Note: Audit Conducted for 27 Operators. 9 Operators are not meeting the benchmark.

‘ 3 % Satisfied with provision of service Q4 —e— Benchmark ‘

Satisfied with provision of service-Metro Circle

100%
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” s
& 8

Note : Audit Conducted for 24 Operators. 4 Operators are not meeting the benchmark
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CSS [CELLULAR]

—e— Benchmark

1 Prepaid Q4

SATISFIED WITH PREPAID BILLING SERVICES.

Satisfied with prepaid billing services-A Circle

GRAPHICAL PRESEN TATION

5.3.2
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CSS [CELLULAR]

—e— Benchmark

1 Prepaid Q4

Satisfied with prepaid billing services-C Circle
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GRAPHICAL PRESEN TATION
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Note : Audit Conducted for 24 Operators. All Operators meeting the benchmark
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—e— Benchmark
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SATISFIED WITH POSTPAID BILLING SERVICES

postpaid billing services-A Circle
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Satisfied with postpaid billing services-B Circle

100%

GRAPHICAL PRESEN TATION

Note: Audit Conducted for 30 Operators. 10 Operators are not meeting the benchmark
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—— Benchmark

[ Postpaid Q4

postpaid billing services-C Circle
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‘ [ Postpaid Q4  —e— Benchmark ‘

Sgtisfied with postpaid billing services-Metro Circle
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GRAPHICAL PRESEN TATION

Note: Audit Conducted for 27 Operators. 9 Operators are not meeting the benchmark Operators with No Value are case of LSB /NR / NI as

detailed in table.
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Note: Audit Conducted for 24 Operators. 14 Operators are not meeting the benchmark. Operators with No Value are case of LSB / NR / NI as

detailed in table.
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CSS [CELLULAR]

‘ [ % satisfied with help services Q4 —e— Benchmark ‘

SATISFIED WITH HELP SERVICES

Satisfied with help services-A Circle

GRAPHICAL PRESEN TATION

5.3-4
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Note : Audit Conducted for 48 Operators. 47 Operators are not meeting the benchmark.
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Note: Audit Conducted for 24 Operators. 21 Operators are not meeting the benchmark
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Note: Audit Conducted for 48 Operators. 47 Operators are not meeting the benchmark
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Note: Audit Conducted for 27 Operators. 27 Operators are not meeting the benchmark
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Note: Audit Conducted for 24 Operators. 18 Operators are not meeting the benchmark
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GRAPHICAL PRESEN TATION

5.3.6

Note: Audit Conducted for 30 Operators. 13 Operators are not meeting the benchmark. Operators with No Value are case of LSB / NR / NI as

detailed in table.
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Note: Audit Conducted for 48 Operators. 28 Operators are not meeting the benchmark. Operators with No Value are case of LSB / NR / NI as

detailed in table.
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GRAPHICAL PRESEN TATION

Note: Audit Conducted for 27 Operators. 15 Operators are not meeting the benchmark. Operators with No Value are case of LSB / NR / NI as

detailed in table.
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Note: Audit Conducted for 24 Operators. Only one MB-Airtel operators are meeting the benchmark
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SATISFIED WITH SUPPLEMENTARY SERVICES
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Note: Audit Conducted for 48 Operators. 34 Operators are not meeting the benchmark.
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GRAPHICAL PRESEN TATION

Note: Audit Conducted for 27 Operators. 11 Operators are not meeting the benchmark
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Note: Audit Conducted for 24 Operators. 11 Operators are not meeting the benchmark
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OVERALL CUSTOMER SATISFACTION
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GRAPHICAL PRESEN TATION

5.3.8

Note: Audit Conducted for 30 Operators. 27 Operators are not meeting the benchmark

Page 167 of 246

Note: Audit Conducted for 48 Operators. -- of operators meeting the benchmark
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Satisfied with Overall Satisfaction-C Circle
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Audit Conducted for 24 Operators. 20 Operators are not meeting the benchmark
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5.4  CSS - BASIC SERVICES
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60% T &) &) ) &Q & ) & S
50% + | o N N S = © = < S S = .
0% + | x =) =) — % n — N (S = o)) i
30% + * ~
20% +
10%
0% : : ; ; ; ; ; ; : : : :
I = < 3 T = .2 LF .« e,
o & o) o = & | § : e = O I = Y z.
A <@ w0 jas) w0 z £ @
< § ) 2 < < Z R & § ) S g = A =9 =z = § )
m 3 M m m
Note: Audit Conducted for 13 Operators. 4 Operators are not meeting the benchmark
Satisfied with pI'OViSiOl’l of service-B Circle [ % Satisfied with provision of service Q4 —— Benchmark
100% T g Fel o Tel Tei o e o o o o [ TR T——T- o [ ——T—
0%+ - 1T - T T T irrrrT - - rrirrrrrrorrrrr T
80% +
70% +
—+ S &) &3 &3
sl J B YIS S S S s sl BBl OBl k| K BB SIS
1N S \O o0 v o \O Ya) S S S IS =) S S <+ =N
40% + IS g N . — (=) (o =) o ﬁ o ® N — — =] = =) =] — By )} .
<
o | B ibln:
. L
10% +
0% o e e LS e e e e e e e e e e
2 £ £ == s E z =2 E E E 2 Z zZ
225755 23E5 7385223823 :iE5¢z2E5%23%;¢z
m < @ < @ O O 2 B O B2 0 =z < 2 0 27
> S E i i fE4iifisziiif
¥ © Z I & 2 EE s £ 2 & = g S ™ N s £ ¥ 5 B
< B v S = g i g =B 5 &
=]

Note: Audit Conducted for 24 Operators. 8 Operators are not meeting the benchmark

Page 169 of 246



CRAPHICAL PRESEN TATION CSS [BASIC] )

South Asia

Satisfied with pI‘OViSiOIl of service-C Circle [ % Satisfied with provision of service Q4 —— Benchmark
100% ° o ° ° o ° o ° °
90% + - *> > *> * *> * *
80%
70% +
60% <
50% S R N
w0 | e s = s . 5 = 8
30% | s ~ S @ = §
20% | e
10% +
0% f f f f f f f f
D , o o L2 . .2 s
4 T E L Z v Z A E m Z a E % Z o)
=2 =2 =g ¥z 8z 2 2%z 8% &9

Note : Audit Conducted for 9 Operators. 8 Operators are not meeting the benchmark.

Satisfied with provision of service-Metro Circle E g”eﬁé‘g;gii with provision of service Q4
100% —= 3 3 3 3 3 s s . ~ ~ ~ ~ ~ Fo |
90% + [ 2 T T * *
80% — —
70%
60% + S ] Q S
50% | & . s sl Ll 15 Bl OBl BB
0% + |3 ® = © 2 § < © = N = = = = o)
30% | Rl ] [F SIS =
20% + e
10% —+
0% _ f - f f P f f f f P f f B f f f f f <
= 1 = i ; = L= ! ; ! i ; = = /
2 T Z =58 E a2 AZ AD 2B U MZ M0 4 Z &) &
o 2 < 2 < M %
U% “m 09 CE z% s zg ~#¢ M% m X9 g% gE g%} gﬁ

Note : Audit Conducted for 15 Operators. 9 Operators are not meeting the benchmark
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5.4.2 SATISFIED WITH POSTPAID BILLING SERVICES

Satisfied with postpaid billing services-A Circle == Postpaid Q4 —e— Benchmark
100% == —— — -
90% + * ] g g —— 2 g 2 g 4 4 4 * 4 4
80% |
70% +
6007 T S) L
s0% - |8 2 8 8 < < N N N 2 S S
40% + |2 3 S ) % S S & 3 N S g 0
30% | e~
20% +
10% +
0% : - —— : : : E—— : :
3 = \ = , 3 S L g L 5 . LS ) y
= a, ° = Z = Z I e an T o T = Z o Z,
<% =g =¢ £ & E5 gz 335 3z 5¢ 3¢ EZ Eg
< 3

Note : Audit Conducted for 13 Operators. 2 Operators are not meeting the benchmark.

. . . 11 . . [ Postpaid Q4 —e— Benchmark
Satisfied with postpaid billing services-B Circle ‘ paid Q
100% == = _ e — S _ _
90% -+ |& . g . g . g *- *- *- L 2 g s 2 s 2 . 2 L 2 L 2 4 3 <+ . 2 g . 2 g . g . g +
80% +
aon T S s s
o T o (] (&) Q) O O &) &) (&} O () &) (S] (S]
IS S S SN ERES RS NSNS S S R [ R
i B EH B EE R BB R EEE BB E B E B E
- SR EF
o1
10% +
0% T e e e e e e
7 2535735735228 %2358E52E%37%¢%
m M M m 9 g n O 5 m ZE 0O @A O =z 4 m © m m
S 9 Z 2 £ 3 % - 2 2% 2 g5 3 2 2 5 8 8 9
§ o A/ E A v J m S & 2 A A I~ B~ 2 @ 7 om 3 §
T T g T g : = 3 2 : 5 &
5

Note : Audit Conducted for 24 Operators. 05 Operators are not meeting the benchmark

Page 171 of 246



CRAPHICAL PRESEN TATION CSS [BASIC] )

South Asia

Satisfied with postpaid billing services-C Circle = Postpaid Q4 —s—Benchmark |
(4
90% + * a g \ g 2 g * a g < a g
80% |
70% |
60% | .
© =
o | I HEEEE : :
0%+ | & 8 o < 2 S
30% + | 3 = g g
20% + °
10% +
0% | | | | | | | |
, = ! =
N 1
5 g ‘% g 7 g c% 2 g ?} % O
& = 2 = 2 = & = 5S¢
m
= = M B z g

Note : Audit Conducted for 9 Operators. 6 Operators are not meeting the benchmark.

. e . . e . . [ Postpaid Q4 —e— Benchmark
Satisfied with postpaid billing services-Metro Circle | ostpaid Q enchmar
100% = —
90% + | & * S * > XS * —o- S S >
80% + _
70% +
0% T s N R 8 8 s
0% T [ IR I B Y I T I I Jd 18l gl gl =
(o) S = =) IS ()
40% T o ] ® & @ - £ o S = = =
N — N 2
30% R = S
20% +
10% +
O% T T T T T T T T } } } } } }
= .2 . .= E .2 . .= E o2 LE E .2 .Z .«
: o T0 TE A Z o) E WX §Z 8 px @mZ @m0 amc
% U9 E s~ @ & =
€ U2 Og UE g7 22 B¢ FE ¥z ¥E ¥{ 82 38 ¢ 3E
/M /M /M /M

Note : Audit Conducted for 15 Operators. 5 Operators are not meeting the benchmark
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5.4.3 SATISFIED WITH HELP SERVICES

Satisfied with he]p services-A Circle ‘ [ % satisfied with help services Q4 —— Benchmark
100% — —
90% + 2 . g g 4 <+ 4 <+ ] 4 + <+ 4
80% T _ —
70%
60% T
0% + |8 S o - . ] 8 > o 2 S =
0% + | = S = = N ~ ~ 3 )
20% + e
10% +
0% f f f f f f f f f f f f
= =) = = [ - = ) = = |
E . < E E . L < E .
Z e L= Z ; Z : Z4Z =0 IZE - zZ &
A 24 2 & é 7 as g 7 > & 2R
& g 2 = S 2 < 2 v < a5 =@ S E == £ < @
/M &) M /M M

Note : Audit Conducted for 13 Operators. 09 Operators are not meeting the benchmark.

Satisfied with help services-B Circle [ % satisfied with help services Q4 —e— Benchmark
100% —
90% + & 4 4 + + + 4 + + + + 4 + 4 4 + 4 + 4 4 + 4 4
80% — — — —
70%
60% +
o
50% + &
2 9 of [ 2 2
40% | Ll ke 18 kel Lol e J Bl kel ORI OEl B OE e S el 6
o/ | . [on) o~ >~ 9| o~ o N~ N~ 0 0 o~ 5 B ~o 5
30% ~ |38 Il el (o [B 1] I L I 4 S of K ™ 5 ol R
20% + ©| o [ |® 3 [ o E IS
10%
Oo/o | — | | — | | = | | | — | E | | = | — | | — | — | = |
— | — | — ] — | - —
= =z E = £z g £ z o 8 =z © 3 =z & E ¥ =z E z o z =
%) n < N = %) 1) < n O < N w o 7] O >~ < n << [} O %) %)
@ ® T @® T @ g  @® g r @ T g§g @@ g F T D T D o A o
> ¢ O x @ 4 5 @ d 4 @ o @ 5 2 5 ; m =z O W O m
¥ O o T 4 ¥ ¥ d = =S @ o 8 o & g 2 =z g Ww a4 O =2
o 0 o
< T < = o S o 2 35
g =)

Note : Audit Conducted for 24 Operators. 22 Operators are not meeting the benchmark
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1S O(a)ltgisfied with Help services-C Circle

[ % satisfied with help services Q4 —e— Benchmark ‘

90% & *- +- *- < < - > .
80%
70%
60%
50% o .
40% . N S ® § N < g
30% = 2 S = & @ =
20% -
10%
0% t t t }
L L - , =
Z - Z Z Z Z Z S 2 o Z . &
2 Eg Z Z Z 2 2 5% &g
g a A 2
= z
Note : Audit Conducted for 9 Operators. 8 Operators are not meeting the benchmark.

Satisfied with help services-Metro Circle [ % satisfied with help services Q4 —e— Benchmark
100% —
90% i A g & & & *- \ g & & *- & \ g & *- *
80%
70%
60% S
50% + | S o =
IS N S IS IN
40% <+ — S S ® = o o = o
0% +|° > = = = S = = z o = - s o
20% © i i I ©
10%
0% : : : | | | | ; ;
=R s = s =IO = E .2 42 .
= \ < = \ : . < = 1 = <
: TZ 20 ze z 5 s z g . & 2B 4
= o2 =) E ¥ 2 = e
% 02 8¢ 0F g% 25 2C Z2E g% MZ Ug 22 5L 3¢ =3
M M M /M
Note : Audit Conducted for 15 Operators. 14 Operators are not meeting the benchmark
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SATISFIED WITH NETWORK PERFORMANCE

1S Ogl}is fied with Network Performance-A Circle

‘ [ Network Performance Q4 —e— Benchmark

90% A
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70% A
60% A
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L g
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MH-
RCOM

MH-
TATA
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BHARTI

TN-BSNL

Note:

Audit Conducted for 13 Operators. 02 Operators are not meeting the benchmark

tafi : : — Network Performan 4 —e— Benchmark
Satisfied with Network Performance-B Circle ‘ etwork Performance Q enchma
S —y - — Y IS S S —  ~ B = B ~ B — S ~ S— ~ S—— y— ~ E——
Tl b BB BB K okl kOB BB BB OB R OR R OB L B K fe
IS © B K 6 e e K & B B & &8 © ¢ K @ © & 6 ¥ 8 & &
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4 2 FE 2 E 2 S E 2 S E 2 2 s 2 3 EE 2 E 2 35 2 2
z zZ & Z & Z g Z gk Z 92 35 25 8 E 2z & 2 3 Z2 =z
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z d L s Tz % o T % @ T & * & I T p I as] T QT o M
O} ] c 4 Do 4 1 o [ - 5 oo =2 C w ] a0}
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< T x = o a S5 o 2 3
) )

Note: Audit Conducted for 24 Operators. 7 Operators are not meeting the benchmark
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1S Ogbgisﬁed with Network Performance-C Circle " Network Performance Q4 —#— Benchmark ‘
© o o o o o o o o &
0%+ * * . ¢ * ¢ * * ¢
80% +
70% +
60% g
50% + < 5 > < N 2
0% 1+ | < & 2 2 % & o * )
30% + 3 ) 3
20% +
10% +
O% T T T T T T T T
: ! L2
25 7 7 Z 7 Z 8% 7 uZ
@ @ @ @ @ @ @ 2 S 9
= g = = 7 g

Note : Audit Conducted for 9 Operators. 7 Operators are not meeting the benchmark

i i ) =1 Network Perf: —e— Benchmark
Slatlsﬁed with Network Performance-Metro Circle etwork Performance Q4 enchmar
(4 —— — ° ° o o o] I ° ° ° >~ °
T S e e [e . = - = . . . = . .
80% + —
70% +
60% T & &Q
1R R S S IS IS IS N IS =) N I =) IS
e 1 I I -3 I - B - B - (O - (O I 1 B =1 = B - I 1= I
30% + =
20% +
10% +
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= | 2 ' = ' | 2 ' == ! ' 2 = ! | 2 1
25 2 28 22 45 4B 4B 42 45 97 4B 2§ ¢ 23 at
® S 5 Y=z s Z s = & g Yz = g = g = Z =
m S) m m m

Note : Audit Conducted for 15 Operators. 3 Operators are not meeting the benchmark
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5.4.5 SATISFIED WITH MAINTAINABILITY OF SERVICES

e L - £ Maintability Q4 —— Benchmark
Satisfied with maintainability-A Circle | aintability Q cnenmar
100% —— —

90% +
&)
N . = © ®
a § = S % £ £
80% T o = K =
3 &
70% : : : : x : : : : : : | |
= .2 .= =« = .2 B 48 .F .< E 48
. L O B . & : o T O e Z
% 0 12 %) s 0 Z, £ v
$f <2 &g =E 8 gf +E I F& =g 5Z £ Fi
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Note : Audit Conducted for 13 Operators. 3 Operators are not meeting the benchmark. Operators with No
Value are case of LSB / NR / NI as detailed in table.

. . C L. e . [ Maintability Q4 —e— Benchmark
1SO('c)l(%lsﬁed with maintainability-B Circle yQ
(4 P * o * o * = * ° N * ol * v e ° ° * v ° Y
0% 1 * ° T r * M e I T =
80% T
70% |
60% T S) < QL § &Q § § § § §
50% +hs|l ksl Bl ke =l B Bl B NS Sl B Bl Bl kBl W Bl Bl L.
283,0 ,,g 3 ;\r g ; = N g\l =N =N N — — 8 g — E = g §
o (Z
20% +
10% +
0% e TR e e T
5 2 E2E 2 2 E 2 EZE 2 322 2 §€E 2 E 2 2 2 &
g 0 7 ot © & & O % 7 é © % < I 7 % 6 °© & 4
QA 2 R S a g oA X P @ B & E moE R 2 8 @
A EEEEEEEEEEEEEEEEE RN R
7 8z 2 .
< g = = S =~ ; 5 £ 5 ¢

Note : Audit Conducted for 24 Operators. 12 Operators are not meeting the benchmark. Operators with No
Value are case of LSB / NR / NI as detailed in table.
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c - . . . - . [ Maintabilit —o— Benchmark
Satisfied with Maintainability-C Circle Y ‘
100% o ~ ~ ~ A ~ ~ ~ 5~
oo | * - - . - - - - .
80%
70% +
60% |
0% T S S R = N
0% £ 3 @ & 5 3 S 3
30% S ~ ~
20% |
10% +
0% % : : : : : : :
o o= = Lo | | s
Z z Z L Z oz Az 0 Z QZ o Z L B
22 Ez =g =z "z 2z gz 8% 8%

Note : Audit Conducted for 9 Operators. 8 Operators are not meeting the benchmark. Operators with No

Value are case of LSB / NR / NI as detailed in table.

Satisfied with maintainability-Metro Circle £ Maintability Q4 —+— Benchmark
100% e 2 2 2 2 2 — 2 2 2 % 2 2 2 2
90% + [ | - — 1 [ - i i - - i - - - -
80% T ] —
70%
60% + N N
50% + | = x| ¥ « [ > = 3
P S ) T 3 13 =1 N =0 - B ) R N
30% + =~ =
20% +
10% +
0% } } } } } } } } } } } } }
E 2% LZ2 .= E 2 2 < E o2 .2 E & 2 éz & S
$2 5% 87 Bz g7 26 SC 8Z 4 YL HC 2% SE B S:
M m m [as]

Note :
Value are case of LSB / NR / NI as detailed in table.
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5.4. 6 SATISFIED WITH SUPPLEMENTARY SERVICES

Satisfied with supplementary services-A Circle ‘:I Supplementary Services Q4 —¢— Benchmark
100% == — — < ~ ~ < = ~ s ~ — =
90% + | ~ - - - - - ~ - - - - -
80% + |
70% +
60% -+ e Qe Qe Qe
RS N ) S ) ) g 8 8 8
R 8 = 2 = = < = 2 : 5 5
30% + =
20% +
10% +
0% : E | | — Ea— | E : : : :
£« . 3 sz ,E ez Sz 23 L S 2z
1% <E =g =E 2 4% ¥B zf 3B 37 & g% Pk
/M @) /M /M /M

Note : Audit Conducted for 13 Operators. 02 Operators are not meeting the benchmark. Operators with No Value
are case of LSB / NR / NI as detailed in table.

e . . =3 Supplementary Servi —e— Benchmark
Satisfied with supplementary services-B Circle upplementary Services Q4 cnenmr
100% T g Tl o Teo o ol ol o o Tol Tol Tol Tol Tol Tol Tor Tol Tol o
e o e B T Lo L U T L U e i
80%
70% +
60% T 5N el Lo Lo . SN SESESENESEY YIS
st B Bl BB LB EE " E B EEEEEE
40% + = — N =N =N N 1o va) — — — — — — — — O\ — —
e} e}
30% + <
20% |
10% T
0% R A L A L D S A A A A U L A A
: E = L= Bga L= B = S, BB = N o= :
52%&%%25%2@8&%%2%85%@2@%@82282?5%52@%%22882@%
<@ 3 I = R e ES m oA A z 2T x e 25 ey mS g~ mF M
g = m g @ = & = @

Note : Audit Conducted for 24 Operators. 6 Operators are not meeting the benchmark. Operators with No Value are
case of LSB / NR / NI as detailed in table.
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. . . .  — I tary Servi 4 —e— Benchmark
Satisfied with supplementary services-C Circle upplementary Services Q eneamar
100%

= = = = = =
w0+ | 3 2 2 2 S g
=
(=)}
[ee]
80% } } } } } } } }
L 2 : . 2 5 2 , 2 > , 2 =
+ 5z 7 2 Z 7 & 2 s Z 23
=2 Bz E% 2 2 2 22 8% &g
v &
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Note : Audit Conducted for 9 Operators. 01 Operators are not meeting the benchmark. Operators with No Value are
case of LSB / NR / NI as detailed in table.

. . . . 1 Supplementary Services Q4 —— Benchmark
Satisfied with supplementary services-Metro Circle upplementary Services Q4 chenm
100% ~ ~ ~ ~ ~ == ~ ~ ~ ~ ~ ~ ~ ~ ~
T e R T . : : s s s T
80% |
70% |
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40% 1% S E2 2 2 g 2 = = = = = 3 =
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Oz M & £ ZZ = & g M M z = = = =
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Note : Audit Conducted for 15 Operators. 05 Operators are not meeting the benchmark. Operators with No Value
are case of LSB / NR / NI as detailed in table.
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5.4.7  OVERALL CUSTOMER SATISFACTION

Overall Customer Satisfaction-A Circle ‘l:l Overall Customer Satisfaction Q4 —e— Benchmark
100% = T = —— T = = ~ ~ — =
0% + | — - - ] e — - - - - - Bl
80% T
70% +
60% + . S o o o
50% £ |5 8 8 o 8 S S S S & S = ®
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m % 3 om v m m &

Note: Audit Conducted for 13 Operators. 5 Operators are not meeting the benchmark

: . : = Overall Customer Satisfacti —e— Benchmark
Overall Customer Satisfaction-B Circle verall Customer Satisfaction Q4 enchmar
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Note: Audit Conducted for 24 Operators. 15 Operators are not meeting the benchmark
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. : . =1 Overall Customer Satis facti —e— Benchmark
Overall Customer Satisfaction-C Circle verall Customer Satisfaction Q4 enchmar ‘
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Note: Audit Conducted for 9 Operators. 8 Operators are not meeting the benchmark

Overall Customer Satisfaction-Metro Circle £ Overall Customer Satisfaction Q4 Benchmark
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Note: Audit Conducted for 15 Operators. 12 Operators are not meeting the benchmark
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6.1  EXCHANGES AUDITED — BASIC SERVICES **

Table 59 [List of Basic Service Exchanges Audited in Quarter 4]

. Name Name of . o
Service Area of Service List of Exchanges audited in Quarter IV Urban /
Category Service . (OCT 06 to DEC 06) Rural
Area Provider
Lodhi Road, Bhikaji Cama palce, Delhi Gate
"Metro" Circle ND MTNL Urban
"Metro" Circle ND TATA Okhala Urban
"Metro" Circle ND BHARTI | Okhala Ph-3 Urban
"Metro" Circle ND RCOM C.P Urban
"Metro" Circle MB MTNL Kambala hill, Chingur, Vodala Urban
"Metro" Circle MB BHARTI | ABTS Mumbai Urban
"Metro" Circle MB TATA NAR Mumbai Urban
"Metro" Circle MB RCOM Mumbai Urban
"Metro" Circle CH BSNL Mamblan, Mylapore, Tambram Urban
"Metro" Circle CH BHARTI | Chennai Urban
"Metro" Circle CH RCOM Chennai Urban
S KK BSNL Mgnitala, Russa Tel Excg. Ciucus EWSD, Central OBC,
Bairakpore
Maniktala Exch, Russa Tel.Exch, Circus EWSD Main, Central
"Metro" Circle KK BHARTI | OCB Exch., Barrackpore Exch. Urban
"A" Circle GJ BHARTI | Ahmadabad Urban
"A" Circle GJ TATA Ahmadabad Urban

Amreli, Bagasara, Babra, Savarkundala, Rajula, Amreli Tax,
Himatnagar, Modasa, Idar, Bayad, Prantij, Kharaghoda,

"A" Circle GJ BSNL Surendranagar OCB, Limbdi, Surendranagar gmtd, Halvad, Urban
Than, Adipur, Bhujj, Gandhidham, Mandvi, Mundra.

Babapur,Mota gokharwada,Mota akadia,Tori,Kothdapitha,Mota

devalia,OliaHipavadli,Pipavav,Kovaya,Hajipur,Agiol, Ambaliya,
Amlai

] Kampa,Bhetali,Hatarava,Sathamba,Balisana,Moyad,Salal,Bajra

"A" Circle ngpura,Lilapur,Lakhtar,Jambu,Jainabad,Dasada,Patdi,Nana Rural
ankewalia,Mota

Timbla,Vana,Kera,Gundala,Khavda,Koday, Vithon,Samkhairi,N
aliaya,Nakhtrana,Kothara,Mankuva

"A" Circle KR BHARTI | Mysore, Mangalore, Bangalore Urban

"A" Circle KR TATA Bangalore Urban
Chamarajanaga,hassan,kollegala,Madikeri, Somwarpet,

"A" Circle KR BSNL Chickmagalur, Mandaya, Belagola, Mynazarbad, Nanjangud, M Urban
R Car street, Udpi, Malleshwara, Channarayapatna

"A" Circle KR RCOM Karnataka Urban
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Service Area
Category

Name
of
Service
Area

Name of
Service
Provider

List of Exchanges audited in Quarter IV
(OCT 06 to DEC 06)

Urban /
Rural

"A" Circle

Abburkatte, Kajoor, Sathegala, B.R. Hills, Kirrgoor, Tholalu,
Juttanahallibore, Avathi, Kemmangundi, Addagadde, Bogadi,
Melukote, Aghalaya, Naraganahalli, Nanjangud, Hampapura,
Chamundi Hills, Kanagal, Bajpe, Kadeshwalya, Uli, Kukkehali,
Mala, Byrapura, Banavara, Gandsi, Javagal, Horanadu, Kalasa,
Samse, Chettalli, Ponnampet, Kutta, Ammathi, Terakanambi,
Begur, Kikkeri, Bindignavile, Halaguru, Talakad, Bettadapura,
R P Colony, Saragur, Sampaje, Allipade, Mani, Sornad, Shirva,
Belvai, Nitte, Bajagoli, Doddakadanur, Kalmadka

Rural

"A" Circle

AP

BSNL

Kurnool, Elura, AVG Urban, Tirupati, Puttur, Chittor(MBM),
Chittor(EWSD), Tirupathi, Puttur, Chittor.

Urban

"A" Circle

Gudur, Allagadda, K.Nagalap, Peddapadu, Polakal,
Ulindakonda, Panyam, Chagalamarri, Mahanandi, Koyyaladude,
Kalavalapa, Velivennu, Pentapadu, Achanta, Valluru, Undi,
Gummuluru, Mogalturu, Poduru, Khandavalli, Aravalli,
Dharmajigudem, Velpuru, Juvvalapelem, Bondalu, East
Vipparu, AVG rural, Chandagiri, Kandulavaripalli,
Durgasamudram, Pakala, Tirumala, Renigunta, Karakambadi,
Kayampet, Karvetinagaram, Kammapalli, Kuppambadyr,
Vadamalpet, Nethakuppam, Arangonda, Kanipakam, Petamitta,
GD Nellore

Rural

"A" Circle

AP

TATA

Hyderabad

Urban

"A" Circle

AP

BHARTI

Hyderabad

Urban

"A" Circle

AP

RCOM

Hyderabad

Urban

"A" Circle

TN

BSNL

Sivagiri, Perundurai, Nalroad, Padiyur, Rajanagar,
Suramangalam, Gugai, Meyyanur, Shevapet, Ammapettai,
Salem main RSU, Leigh Bazar, Hasanur, Kasipalayam,
Elumathur, Seelampalayam, Srirangapalayam,
Seelanayakkanpalayam

Urban

"A" Circle

Mylambadi, Vairamangalam, Jambai, Alangium, Peramium,
Arikanvalasu, Avalpoondurai, Karatadipalayam, Uthiyur,
Padiyur, Kondalampatti, Surmangalam, Morepalayam,
Valayapatti, Thengal Palayam, A Pudur, Belur, Kabilarmalai

Rural

"A" Circle

TN

RCOM

TN

Urban

"A" Circle

MH

BSNL

Urban

"A" Circle

Soner,katol,kalmeshwar,Mouda,Umrer,Ramtek, Waigan,Butibori
,Mide,Bhatye,Niwali,Pali,Naniz,Paws,hathkhamba,Dorle,Karbu
da,Ranpar,Kolambe,Murugwada,,wakan,IPCL,Bhalgaon,Chaner
a, Kolad, Beloshi, Kopar, Nagaon, Revdanda, Ramraj, Usar,
Shirud, Arvi, Kapodna, Songir, Fagne, Mukti, Navalnagar, War,
Ner, Kusumba, Oras, Kadawal, Kasal, Panbazar, Mithbhav,
Talebazar, Shirgao, Thakurwari, Aronda, Banda, Ajgaon,
Malgaon

Rural

"A" Circle

MH

TATA

Nasik

Urban

"A" Circle

MH

RCOM

Maharsthra

Urban

"B" Circle

WB

BSNL

Mohanpur Exch., Kharagpur, Bangaon,

Urban
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Area Provider
Madpur, Malancha, Gopalpur, Manikpura, Thakurnagar, Salua,
"B" Circle Bali.chak, Bagnan, Daton, Gal'si,' Ma§landapur, Gangpur, Rural
Debipur, Panagarh Bazar, Majdia, Simurali, Mogra, Badkulla
"B" Circle A&N BSNL Comleted in previous quarter
. OCB Nedumangad, Plakeezha,vaman Puram, 5 ESS
"B" Circle KL BSNL | Kaniyapuram, Madanvilla, Merukkumpuzha, Thonnakkal Urban
Axe Kaidhamukki, Anayara, Manakud, Kaimanam,
"B" Circle Shavgumgham, Vazhayilla, Kadhamukki, Thirumala, Rural
Thiruvallam
"B" Circle KL RCOM Kerala Urban
"B" Circle MP BSNL Civil lines Satna, Morena main Urban
Badgawan, Ingoria, Runija, kharsod kalan, Bgatpachlana,
. Nimbod, Jeeran, Daloda, Pipliya, Nayagaon, Parikhsitpur,
"B" Circle Ambah, Amarpura, DharamI;aZh, Cthcgi ka pura, Mahga, Porsa, Rural
Dimri, Bihara, kotar, Pindra, Modhargarh
. Narmada Nagar, Bilha, Tifra, Sarkanda, R.K Nagar
"B" Circle CG BSNL Urban
Khami, Khamaria, kanthakoni, kantili, Jarondha, Jarhagaon,
"B" Circle J airam Nagar, Hirrimines, Ghutl.iu, Ganiyari, Faste.rpur, Rural
Darrighat, Chakrabhata, Sonpuri, Rambod, Ponsari, Fadha,
Dagouri, Bawali, Bartori, Birkona
"B" Circle | Haryana | BHARTI | Ambala Cant. Uraban
"B" Circle HR RCOM Ambala Cant. Urban
"B" Circle HR BSNL Bhiwani, Rohtak, Sonepat Urban
Premnagar, Tigrana, Bapora, kahanaur, Anwal, lalhi, Akbarpur
"B" Circle Baroda, Jakholi, Mehndipur Rural
"B" Circle PB BSNL Sector-17(Chandigarh), Pathankot, Batala Urban
Khudalisher, Maloya, Landran, Khudalahora, Sohana, Sahowal,
"B" Circle K.Afgana, Dorangla, Chona, Sherpor, Mattikot, Sehora, Rural
L.Gujran, GHO, N.Bhor
"B" Circle PB BHARTI | Chandigarh Uraban
"B" Circle PB RCOM Punjab Urban
"B" Circle PB HFCL Chandigarh Urban
"B" Circle RJ BSNL Dholpur, Alwarh, Sikar, Urban
Bari, Baseri, Marena, Mania, Kanchanpur, Rajakhera,
Mubarikpur, Umrian, Sariska, Akbarpur, Bahadurpur, Burja,
. Malakhera, Mia, Naugaon, Alawada, Shyam gange, Ramgarh,
"B" Circle Phtahpur, Ghassukaba, kayamsar, khatushyamyji, Palsana, Rural
Samgaliya, Dantaramgad, Ranoli, Kariwat, Mundru, Kundan,
Pilion ka dahar, Bajor, Dhod.
"B" Circle RJ RCOM Jaipur Urban
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Harauni, Mohanlalganj, Memaura, Banthra,Sikandara, Araul,
Derapur, Jainpur, Sirathu, Bharwari, Manjhanpur, Sarai Akil,
Jahanaganj, Mubarakpur, Bilariaganj, Gosaibazar, Matera,
Babaganj, Jarwal Road, Fakarpur, Vishwanathganj, Kalakankar,
Mohanganj, Gorwara, Kopaganj, Baduwa godown, Adari,
"B" Circle U.P (E) BSNL Haldharpur, Haldi, Barria, Haibatpur, Phephana, Bara, Saktidin Rural
khera, Safipur, Industrial Area, Jai nagara, Colonelganj, Sadulla
Nagar, Mankapur, kanth, Nigoha, Kuthar, Sidhauli, Fkb,
Fatehgarh, Chhibramau, Kayamganj, Ramnagar, Mohamadpur,
Kothi, Udhauli, Dibiyapur, Jaswantnagar, Basrohar, Safai,
Baghauli, Sandila, Pihani, Pali
"B" Circle U.P(E) | BHARTI | Lucknow Urban
"B" Circle U.P (E) RCOM Lucknow Urban
. Sadabad, Sonakpur, PTC exchange, Raipur khurd, Hasanpur
"B" Circle U.P(W) BSNL Urban
e Salempur, Hathras junction, Maheshra, Jatpura, Siaundara,

B" Circle Ujhari, Hakimpur, Rajabpur, Navauli Rural
"B" Circle UP(W) | BHARTI | Agra Urban
"B" Circle U.P(W) RCOM Merrut Urban
"B" Circle ucC BSNL Rudrpur,Kashipur Urban

. Dhikuli,Mohan,Chhoi,Bara,Haldi,Lalpur,Shantipuri,
"B" Circle Rural
"C" Circle HP BSNL Solan main exchange Urban
e Chambaghat, Deoghat, Barog, Samti, Dharampur, Jabli,

C" Circle Kandlaghat, Deothi, Salogra, Kasol, Sanawar, Subathu, Hauni Rural
"C" Circle J&K BSNL Nagrota Rural
"C" Circle Dansal,Channi himmat,Akhnoor Urban
O™ Circle BH BSNL Patliputra, Ashiana Nagar, Rajib Nagar, Patel Nagar Urban

Rajgir, Pandarar, Bakhtiarpur, Athnalgora, Fatuah, Dhanarua,
Sampat Chawk, Barh, More, Dayal Chawk, Faridpur, Nalanda,
"C" Circle Silao, Salimpur, Hathidah, Khagaul, Khusrupur, Sherpur, Neora, Rural
Rajgir Ordin.Factory, Sonmai, Dhamauli, Daniawan
"C" Circle AM BSNL Dhekiajuli, Mangaldoi, Tezpur OCB Urban
. Thelamari, Napam, Balipara, Dhalaibil, Besimari, Dhula,
"C" Circle Kharupatia, Dalgaon, Jamuguri, Rowta, Orang Rural
"C" Circle NE-2 BSNL Kohima, Kohima Secretariate, Dist. Telecom Office Urban
"C" Circle Putsero, Chunlikha, Zakhama, Doyang, Viswema Rural
"C" Circle OR BSNL Deogarh, Sambalpur Urban/Rural
Sohela, Bijepur, Luhurachati, Saipali, Ghess, Laumunda,
"C" Circle Reamal, Tilebani, Rengal, Budhapal, Tinki Bihar, Kenadhipa, Rural
Rairakhol, Jujumura, Maneswar, Naktideol, Rengali, Ghosala
"O" Circle D BSNL Bokaro Steel City Sec-2, Bokaro Steel City Sec-5, Mandu, Urban

Sidhgora
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Area
"C" Circle Ljainamore, Peterware, Dematand, Potka, Adityapur-2 Rural
"C" Circle NE-1 BSNL Ladrymbai Rural
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CELLULAR SERVICES

MSCS AUDITED — CELLULAR SERVICES

Table 60 [List of Cellular Service's MSC audited in Quarter 4]

South Asia

Service Name of Name of
SI.No. | Area . Service List of Msc's audited in Fourth Quarter
Service area .
Category Provider
1 Metro ND MTNL MSC Shaktinagar,
2 Metro ND IDEA MSC1,2,3 (Mohan cooperative) Mathura road
3 Metro ND HUTCH | Okhla-ph2 new Delhi
4 Metro ND BHARTI | MSC Ericsson Okhla PH-1
5 Metro ND TATA Gurgaon
6 Metro ND RCOM Lodhi Road
7 Metro MB MTNL Mumbai
8 Metro MB HUTCH | Mumbai
9 Metro MB BHARTI | Mumbai
10 Metro MB BPL Mumbai
11 Metro MB TATA Mumbai
12 Metro MB RCOM Mumbai
13 Metro CH HUTCH Arihant Tower Chennai
14 Metro CH BHARTI | Anna nagar Chennai
15 Metro CH AIRCEL | Spencer Plaza Chennai
16 Metro CH TATA Greams Road Chennai
17 Metro CH RCOM Guindu Chennai
18 Metro CH BSNL Hadduws Road Chennai
19 Metro KK BSNL Jadavpur
20 Metro KK HUTCH Kolkata
21 Metro KK BHARTI | Kolkata
22 Metro KK TATA Kolkata
23 Metro KK RISL Kolkata
24 Metro KK RCOM Kolkata
25 A 'Circle AP BSNL MSC Ameerpet, Visakhapatnam
26 A 'Circle AP HUTCH | MSC Vijawada,Visakhapatnam, Tirupati
27 A 'Circle AP BHARTI | MSC Vijawada,Visakhapatnam
28 A 'Circle AP IDEA MSC Hyderabad , Vijaywada
29 A 'Circle AP TATA MSC Vijaywada, Visakhapatnam, Tirupati
30 A 'Circle AP RCOM MSC Hyderabad-1
31 A 'Circle TN BHARTI | MSC Coimbator
32 A 'Circle TN RCOM MSC Madurai
33 A 'Circle TN HUTCH MSC Coimbator
3 A 'Circle TN TATA MSC Madurai
35 A 'Circle TN BSNL MSC Coimbator
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S1.No. | Area . Service List of Msc's audited in Fourth Quarter
Service area .
Category Provider

36 A 'Circle TN AIRCEL | MSC Coimbator

37 A 'Circle KR SPICE Banglore

38 A 'Circle KR HUTCH [ Bangalore,Hubli

39 A 'Circle KR BSNL Mang'fllore,Hubli,Vijayanagar,shankarapura,Main
MSC in Bangalore

40 A 'Circle KR TATA Bangalore,Hubli,Mangalore

A1 A 'Circle KR BHARTI f/[asncgalore,Hubli,Nidhidurga road MSC ,White Field

42 A 'Circle KR RCOM Bangalore,Mangalore,

43 A 'Circle GJ BSNL Ahemdabad

44 A 'Circle GJ HUTCH | Ahemdabad

45 A 'Circle GJ IDEA Gandhinagar

46 A 'Circle GJ BHARTI | Ahemdabad

47 A 'Circle GJ TATA Ahemdabad

48 A 'Circle GJ RCOM Mumbai

49 A 'Circle MH BSNL 2 MSC Nagpur,1 Msc Nasik,1Msc Aurangabad,1Msc
kolhapur

50 A 'Circle MH BHARTI | 2MSC Pune,2 MSC Nagpur

51 A 'Circle MH IDEA 1 MSC Nagpur

52 A 'Circle MH HUTCH 2 MSC Pune

53 A 'Circle MH RCOM Mumbai

54 A 'Circle MH TATA 1 MSC Nagpur

55 B'Circle HR BSNL Ambala

56 B'Circle HR BHARTI | MSC Ambala

57 B'Circle HR HUTCH MSC Karnal

58 B'Circle HR IDEA Msc Sonepat (Nokia)

59 B'Circle HR TATA MSC Ambala

60 B'Circle HR RCOM Ambala

61 B'Circle KL BSNL MSC-4

62 B'Circle KL BHARTI | MSC Cochin

63 B'Circle KL HUTCH | MSC Cochin

64 B'Circle KL IDEA MSC Calicut

65 B'Circle KL TATA MSC Calicut

66 B'Circle KL RCOM MSC Tiruvenantrum

67 B'Circle M.P. BSNL Raipur

68 B'Circle M.P. BHARTI | Indore

69 B'Circle M.P. RTL Indore

70 B'Circle M.P. IDEA Indore

71 B'Circle M.P. TATA Bhopal
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72 B'Circle M.P. RCOM Mumbai
73 B'Circle PB BSNL Jalandhar
74 B'Circle PB BHARTI | Chandigarh
75 B'Circle PB HUTCH | Chandigarh
76 B'Circle PB SPICE Chandigarh
77 B'Circle PB RCOM Mumbai
78 B'Circle PB TATA Chandigarh
79 B'Circle RJ BHARTI | Jaipur
80 B'Circle RJ HUTCH | Jaipur (MSC 1), Jodhpur(MSC 2)
81 B'Circle RJ BSNL Jaipur MSC 1 & 2)
82 B'Circle RJ TATA Jaipur (MSC 1), Jodhpur(MSC 2)
83 B'Circle RJ RCOM Jaipur
84 B'Circle U.P.(East) TATA Lucknow (MSC 1&2)
85 B'Circle U.P.(East) BSNL Lucknow
86 B'Circle U.P.(East) BHARTI | Lucknow
87 B'Circle U.P.(East) HUTCH Lucknow
88 B'Circle U.P.(East) RCOM Lucknow
89 B'Circle U.P(West) BSNL Meerut
90 B'Circle U.P(West) BHARTI | Meerut
91 B'Circle U.P(West) TATA Meerut
92 B'Circle U.P(West) HUTCH | Meerut
93 B'Circle U.P(West) IDEA Meerut
94 B'Circle U.P(West) RCOM Mumabai
95 B'Circle WB BSNL Kolkata
96 B'Circle WB BHARTI | Port Blair
97 B'Circle WB HUTCH | Asansol
98 B'Circle WB TATA Durgapur
99 B'Circle WB Dishnet Durgapur
100 B'Circle WB RCOM Durgapur
101 B'Circle WB RTL Durgapur
102 C' Circle AM BSNL Gawhati
103 C' Circle AM Dishnet Gawhati
104 C' Circle AM BHARTI | Gawhati
105 C' Circle AM RCOM Gawhati
106 C' Circle BH BHARTI | Patna
107 C' Circle BH RTL Ranchi
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108 C' Circle BH TATA Patna
109 C' Circle BH BSNL Sambalpur
110 C' Circle BH RCOM
111 C' Circle HP BSNL Shimla
112 C' Circle HP BHARTI | Shimla
113 C' Circle HP RTL Shimla
114 C' Circle HP RCOM Shimla
115 C' Circle HP TATA Shimla
116 C' Circle NE BHARTI | Shillong
117 C' Circle NE RTL Shillong
118 C' Circle NE BSNL Shillong
119 C' Circle NE AIRCEL [ Kolkata
120 C' Circle J& K BSNL Jammu
121 C' Circle J& K BHARTI | Jammu
122 C' Circle J& K Dishnet Jammu
123 C' Circle OR BSNL Kolkata
124 C' Circle OR BHARTI | Bhubaneswar
125 C' Circle OR Dishnet Bhubaneswar
126 C' Circle OR TATA Bhubaneswar
127 C' Circle OR RTL Bhubaneswar
128 C' Circle OR RCOM Bhubaneswar
129 C' Circle JD BSNL Ranchi
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ANNEXURE 1 INDEPENDENT DRIVE TEST

South Asia

7.1 INDEPENDENT DRIVE TEST

Out of 25 independent drive test TUV has been conducted 20 drive tests in quarter 4 (6 drive test were
conducted in quarter 3) as per TRAI request. These 20 independent drive tests were carried out for the all
Cellular service operators in the Bihar Circle (Patna, Muzaffarpur, Barh and Ranchi) as requested.

7.1.1 BARH : INDEPENDENT DRIVE TEST

Table 61 [Performance Summary for Barh IDT]

All the data is average % of four routes of drive test BARH
Parameters Benchmark BSNL BHARTI RCOM RTL TATA
% Connections with Good Voice >95% 46.26 91.96 96.04 92.5 77.06
Quality
% Call Drop Rate <3% 0 0 0 0 0
% Call Setup Success Rate >95% 91.05 94.95 100 81.87 100
% Blocked Calls rate <3% 8.95 5.04 0 18.12 0

The % connection with good voice quality is below the benchmark all other operators except RCOM. For
the % Call success rate and Blocked calls rate only RCOM & TATA are meeting the benchmark.

7.1.2 MUZAFFARPUR : INDEPENDENT DRIVE TEST

Table 62 [Performance Summary for Muzaffarpur IDT]

All the data is average % of four routes of drive test Muzaffarpur
Parameters Benchmark BSNL BHARTI RCOM RTL TTSL
% Connections with Good Voice >95% 54.18 84.37 92.97 92.03 85.79
Quality
% Call Drop Rate <3% 31.39 1.66 0 1.32 0
% Call Setup Success Rate >95% 60.745 37.5 100 72.08 100
% Blocked Calls <3% 39.23 62.5 0 27.91 0

The % connection with good voice guality is below the benchmark all operators. Where as the %_Call drop
rate the BSNL is showing noticeable high with 31.39. However the % Call Success rate & Blocked_calls
rate only RCOM & TATA are meeting the benchmark.
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7.1.3 PATNA: INDEPENDENT DRIVE TEST

Table 63 [Performance Summary for Patna IDT]

All the data is average % of four routes of drive test PATNA
Parameters Benchmark BSNL BHARTI RCOM RTL TATA
% Connections with Good Voice >95% 36.09 74.36 90.69 85.09 85.30
Quality
% Call Drop Rate <3% 18.02 0 3.88 1.04 0
% Call Setup Success Rate > 95% 86.71 94.75 96.47 75.36 95.83
%Blocked Calls <3% 13.29 5.25 3.53 24.64 0

The % connection with good voice quality is below the benchmark all operators. For the % Call setup
success rate only RCOM & TATA are meeting the benchmark where as for Blocked_calls rate only TATA
1s meeting the benchmark.

7.1.4 RANCHI : INDEPENDENT DRIVE TEST

Table 64 [Performance Summary for Ranchi IDT]

All the data is average % of four routes of drive test RANCHI
Parameters Benchmark BSNL BHARTI RCOM RTL TATA
% Connections with Good Voice >95% 69.52 90.59 93.54 93.17 $8.37
Quality
% Call Drop Rate <3% 2.08 0 3 0 0
% Call Setup Success Rate >95% 95.65 95.66 97.25 98.16 100
% Blocked Calls <3% 4.34 4.33 2.75 1.82 0

The % connection with good voice guality is below the benchmark all operators. In Blocked calls rate
BSNL & BHARTI are not meeting the benchmark.
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PMR COMPARISON

PMR COMPARISON

South Asia

Please note that Period of all refunds/payment due to customers from the date of resolution of complaints the values given in PMR are in No of days,
Where as information collected while auditing are in % of refunds made within 4 weeks.

Table 65 [PMR Comparison (Cellular) - Circle "A"]

PMR COMPARISON FOR MOBILE (GSM & CDMA) SERVICES

Performance of QoS Parameters for cellular Mobile Services as reported by CMSPs for the quarter ending 31st, December, 2006

Parameters

(A) Network Performance

(B) Customer Help Lines

( C) Billing Complaints

(i) (1 (1 (V) V) W) U} 0 (I (1
> =
= . 25
Legends Used : 5 £ | Sewice g B pu 0%
NA : Not Available £ 5| o | 2 2 £ 83
ND : Not Done, S5 22| n Blocked Calls 2 S © 3 25
DNP : Data Not o< o ‘g sec.) (in %) Y < Response time to the customer for assistance g 2 § 2 =
Provided, EE 88 |,50 o5 < g 22| B¢ B e Bog| 82y S 82| g%q
. c ; 9o ke) (%) = = L -
N/App : Not $s 8clgeg =¥ = s| 53| =% = =821 282 g 22| SSe
Applicable 85 D3 8sTa| £ 9 2 5 2 2 25 255 £ e
’ < 3 og 2882 | ¢ 2 2 3 I>Q T>Q & c &3¢ 2 g 258
S 28 g>E8| I8 3 = = 280 | ©me| ws5E| osE 5 £ T E
T 22 Y250 oo O ($) S TLo T Co TEs S5 = S = 25
= Do logRES O © T o o EA oc¥ o= o &= o o5
=8 |e28~ ac O 5 5 £ s 2 53 58D 5 kS] 855
€ T= 202 c S = = S 5 0w o S o6%
3 O [82s3 Qs = ® X 8 X 8 x 28 x28 o * 5 B
8 388 | =5| = g Zs | Ze | S| I3°¢ i &3
Benchmarks
Sr.No | Service Providers
<24 hrs >95% =52105 <1% <2% <3% >95% 80% 95% 80% 95% <0.1% 100% <4weeks
'A’ Circle
| Maharashtra
1 Hutch Essar PMR 1.57 99.94% 14.05 | 0.76% | 1.27% | 1.20% | 98.67% | 100.00% | 100.00% | 100.00% | 100.00% | 0.047% | 100.00% | 100.00%
TUV 0.65 99.94 14.00 | 0.730 | 1.200 1.20 98.65 100.00 100.00 89.67 89.67 0.008 100.00 100.00
2 IDEA Cellular PMR 3.15 98.62% 9.41 0.60% | 0.89% | 1.30% | 99.03% | 99.13% 99.13% 81.00% 95.00% | 0.245% | 100.00% | 100.00%
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TUV | 0.80 98.46 9.40 | 0.670 | 0.600 | 1.24 99.60 99.03 99.12 68.15 78.15 0.008 100.00 100.00

3 BSNL PMR | 0.00 97.48% 824 | 0.73% | 1.33% | 1.43% | 96.67% | 100.00% | 100.00% | 99.78% | 99.82% | 0.022% | 100.00% | 100.00%

TUV | 31.61 99.39 1097 | 0.640 | 1.230 | 1.41 93.51 22.82 22.82 41.82 41.83 0.001 100.00 100.00

Bharti Airtel
4 Limited PMR | 22.20 99.16% 9.57 0.53% | 0.91% | 1.00% | 95.89% | 99.93% 99.98% 96.78% 98.78% | 0.100% | 100.00% | 100.00%

TUV | 3.20 99.16 9.58 | 0.650 | 1.090 | 0.75 94.57 100.00 100.00 93.49 94.85 0.007 100.00 100.00

5 Reliance Comm | PMR | 0.50 99.58% 4.09 | 0.00% | 0.00% | 0.91% | 99.21% | 99.50% | 99.50% | 86.90% | 91.79% | 0.080% | 100.00% | 100.00%

TUV | 045 99.52 1.10 | 0.000 | 0.000 | 1.00 97.00 99.50 99.50 66.50 77.00 0.080 100.00 100.00

6 Er:services PMR | 13.75 | 98.05% | 13.00 | 0.00% | 0.15% | 0.56% | 96.57% | 100.00% | 100.00% | 92.00% | 95.00% | 0.300% | 100.00% NA
TUV 1.94 98.41 12.57 | 0.000 | 0.240 | 0.40 96.46 100.00 100.00 91.59 94.87 0.000 100.00 100.00

ii Gujarat

7 Hutch Essar PMR | 14.55 | 98.22% 9.66 | 0.15% | 0.84% | 1.02% | 97.94% | 100.00% | 100.00% | 87.49% | 96.69% | 0.082% | 100.00% | 100.00%

TUV | 042 97.89 9.66 | 0.170 | 0.930 | 1.23 97.94 96.65 96.65 DNP DNP 0.080 100.00 91.79

8 IDEA Cellular PMR | 2.46 99.02% | 13.32 | 0.94% | 0.50% | 1.80% | 97.57% | 82.00% | 95.00% | 85.00% | 97.00% | 0.052% | 100.00% | 100.00%

TUV | 5.00 98.98 423 | 0.810 | 0.810 | 1.70 97.93 DNP DNP DNP DNP 0.067 100.00 100.00

9 BSNL PMR | 0.00 99.30% 2.30 | 0.60% | 1.67% | 0.99% | 95.00% | 100.00% | 100.00% | 81.00% | 95.00% | 0.070% | 100.00% | 100.00%

TUV | 0.00 98.57 DNP | 0.590 | 1.520 | 0.90 98.98 100.00 100.00 82.00 95.00 0.120 95.36 DNP

Bharti Airtel
10 Limited PMR 0.00 95.33% 11.70 | 0.32% | 0.19% | 1.16% | 98.51% | 99.94% 99.98% 95.66% 98.19% | 0.120% | 100.00% | 100.00%

TUV | 5.50 98.01 4.55 | 0.190 | 0.191 | 0.45 96.31 99.95 99.95 95.66 98.19 0.130 100.00 100.00

11 Reliance Comm | PMR | 0.49 99.54% 4.07 | 0.00% | 0.00% | 0.85% | 99.15% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00%

TUV | 0.33 99.49 1.54 | 0.000 | 0.000 | 0.95 98.00 99.50 99.50 62.79 73.40 0.070 100.00 100.00

Tata
12 Teleservices PMR 7.14 98.74% 5.16 0.00% | 0.03% | 0.42% | 97.69% | 100.00% | 100.00% | 91.00% 98.00% | 0.200% | 100.00% | 100.00%
TUV 2.50 98.70 493 0.000 | 0.020 | 0.41 97.93 100.00 100.00 85.87 90.43 0.360 100.00 100.00
Andhara
iii Pradesh

13 | IDEA Cellular PMR | 0.37 99.98% 7.00 | 0.23% | 1.18% | 0.62% | 99.45% | 100.00% | 100.00% | 80.30% | 95.00% | 0.040% | 100.00% | 30 days

TUV | 9.20 99.99 1.00 | 0.225 | 1.185 | 0.62 99.43 96.00 96.00 90.00 100.00 0.310 100.00 NI

Bharti Airtel
14 Limited PMR | 22.35 | 97.50% 12.00 | 0.85% | 1.38% | 0.79% | 99.27% | 98.00% | 99.00% | 94.00% 95.00% | 0.010% | 100.00% | 100.00%
TUV 3.05 70.00 2.10 0.650 | 1.350 | 0.97 99.28 100.00 100.00 90.00 100.00 0.005 100.00 NI
15 BSNL PMR | 12.32 97.60% 6.91 0.40% | 2.63% | 1.28% | 98.43% | 100.00% | 100.00% | 34.00% 40.00% | 1.000% | 100.00% | 100.00%
TUV 8.50 96.01 7.20 0.260 | 1.470 1.24 96.77 N/A N/A 100.00 100.00 0.004 100.00 100.00
16 Hutch Essar PMR | 20.00 | 99.79% 9.00 [ 0.25% | 0.27% | 1.53% | 98.00% | 100.00% | 100.00% | 96.73% 98.30% | 0.051% | 100.00% | 100.00%
TUV 6.30 99.22 8 0.295 | 0.430 1.32 97.61 98.00 98.00 100.00 100.00 0.059 100.00 NI

17 | Reliance Comm PMR | 0.41 99.58% 4.13 | 0.00% | 0.00% | 0.65% | 99.88% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00%

TUV | 0.52 99.57 1.54 | 0.000 | 0.000 | 0.77 99.00 99.51 99.51 59.29 61.66 0.080 100.00 100.00
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Tata
18 Teleservices PMR | 2.53 98.26% 6.26 | 0.00% | 0.20% | 0.52% | 96.02% | 100.00% | 100.00% | 74.00% 81.00% | 0.100% | 100.00% | 100.00%

TUV | 3.50 98.40 2.60 | 0.000 | 0.950 | 0.37 97.00 100.00 100.00 100.00 100.00 0.005 100.00 NI

iv Karnataka

Bharti Airtel

19 | Limited PMR | 11.80 | 98.74% 5.02 | 0.91% | 1.26% | 1.42% | 96.20% | 98.27% | 98.28% | 88.48% | 91.90% | 0.010% | 100.00% | 100.00%
TUV 5.82 100.00 4.50 | 0980 | 1.550 | 1.42 87.79 98.00 98.00 87.00 90.50 0.001 100.00 100.00
20 | Spice Comm. PMR | 20.09 | 98.74% 8.40 | 0.64% | 1.58% | 1.31% | 99.14% | 100.00% | 100.00% | 94.00% | 99.81% | 0.018% | 100.00% | 100.00%
TUV | 13.33 98.65 839 | 0.630 | 4950 | 1.57 98.18 100.00 100.00 93.30 99.00 0.000 100.00 100.00
21 BSNL PMR | 5.57 97.06% 4.69 | 0.70% | 1.57% | 0.90% | 98.07% | 99.69% | 100.00% | 66.67% | 73.67% | 0.050% | 100.00% | 100.00%
TUV | 24.20 80.36 235 | 0710 | 1.710 | 1.19 95.51 99.60 100.00 51.00 60.00 0.002 100.00 100.00
22 | Hutch Essar PMR | 22.61 | 98.31% | 10.28 | 0.14% | 1.67% | 1.63% | 98.37% | 100.00% | 100.00% | 96.67% | 98.33% | 0.042% | 100.00% | 100.00%

TUV | 29.30 98.32 10.22 | 0.150 | 1.680 | 1.51 97.01 81.00 90.50 83.00 91.00 0.000 100.00 100.00

23 | Reliance Comm | PMR | 0.49 99.41% 3.97 | 0.00% | 0.00% | 0.64% | 99.00% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00%

TUV | 0.38 99.51 2.60 | 0.000 | 0.000 | 0.77 99.00 99.50 99.50 43.24 51.63 0.070 100.00 100.00

24 Tata

Teleservices PMR | 22.20 | 97.29% 3.00 | 0.00% | 0.46% | 0.93% | 97.24% | 100.00% | 100.00% | 97.00% | 98.00% | 0.100% | 100.00% | 100.00%
TUV | 442 97.69 2.66 | 0.000 | 0.640 | 0.90 97.96 N/A N/A 92.43 95.50 0.005 100.00 100.00

v Tamil Nadu
25 Hutch Essar PMR | 20.52 99.59% 11.62 | 0.31% | 1.81% | 1.03% | 99.75% | 99.99% 99.99% | 100.00% | 100.00% | 0.050% | 100.00% | 100.00%
TUV | 17.16 99.59 240 | 0300 | 1.790 | 0.01 | 100.00 42.00 50.00 41.00 50.00 0.090 100.00 100.00
26 | Aircel PMR | 0.10 100.00% | 23.00 | 0.15% | 1.79% | 0.84% | 89.20% NA NA NA NA 0.020% | 100.00% | 100.00%
TUV | 22.33 98.09 1.38 | 0.130 | 1.760 | 0.89 95.61 48.00 50.00 44.00 50.00 0.670 100.00 100.00
27 BSNL PMR 0.00 95.24% 9.45 0.87% | 1.97% | 1.10% | 96.00% | 100.00% | 100.00% | 91.00% 96.00% | 0.000% | 100.00% Nil
TUV | 7.00 89.85 DNP | DNP | DNP | 0.20 97.80 38.00 50.00 37.00 50.00 0.190 100.00 69.61
28 Eit;;;t;?lrtel PMR 0.00 99.51% 4.26 0.25% | 0.18% | 1.42% | 95.61% | 99.95% | 100.00% | 95.00% 95.00% | 0.080% | 100.00% | 100.00%

TUV | 0.00 99.38 1.63 | 0.230 | 0.220 | 1.50 95.46 50.00 50.00 50.00 50.00 1.250 100.00 100.00

29 | Reliance Comm PMR | 0.44 99.56% 4.44 | 0.00% | 0.00% | 0.92% | 99.61% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00%

TUV | 0.39 99.55 1.70 | 0.000 | 0.000 | 1.09 97.00 98.50 99.50 52.20 52.60 0.080 100.00 100.00

Tata
30 Teleservices PMR 6.30 99.53% 10.77 | 0.00% | 0.48% | 0.87% | 96.45% | 100.00% | 100.00% | 95.00% 97.00% | 0.100% | 100.00% | 100.00%

TUV | 5.83 99.08 1.90 | 0.000 | 0.770 | 0.86 95.60 50.00 50.00 50.00 50.00 1.410 100.00 57.14
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Table 66 [PMR Comparison (Cellular) - Circle "B"]

South Asia

PMR COMPARISON FOR MOBILE (GSM & CDMA) SERVICES

Performance of QoS Parameters for cellular Mobile Services as reported by CMSPs for the quarter ending 31st, December, 2006

Parameters
(A) Network Performance (B) Customer Help Lines ( C) Billing Complaints
(i) (1) (1) (V) (V) (VD (1) U} (1 (1)
Legends Used : g c | Service g 5 < £ S
: c = @ £ S22 o0
NA : Not Available § . Agggsys = ?: 2 % 285
ND : Not Done, e 22| (n | BlockedCalls (in 2 S P 3 oo
DNP : Data Not o< o ‘g sec.) %) b < Response time to the customer for assistance '-g 2 ) £ T
Provided, EE 28 50 o < 5 22 3 EE Seg| Beg S 82| 4%
. . wn Ll
N/App : Not $§| 8:feg | 5% g 8| 53| 2% | %3 | 282 282 g| 22| S5f¢
Applicable, 8s D3 8sva| &9 Q 5 o 2 - 2 - 29 o 2oe p 5 B ECS
© 8 20 2885 | 5 s = g 8>8 | ®>8| &g | s8¢ £ 2 -s%
22 28 R2ES | I8 8 < g Lgo | ogo| o555 | @5 3 £ S, E
s o2 |c28g S = O S 29 T 2Q T ® = T ® = ! S 559
= — 3 |gew~ 2 a:) - 29 SsY S S 1S o 5 EL
E 3= ka2 | 3§ e 2 55 S5 588 | 5879 3 | gs°7
8 | " P8t | ss| = * | £8 | %8 | a9 Zst * ] 23
Benchmarks
Sr.No | Service Providers
<24 hrs >95% 121:5 <1% <2% <3% >95% 80% 95% 80% 95% <0.1% 100% <4weeks
B' Circle
Vi Kerala
31 IDEA Cellular PMR | 21.57 | 99.78% | 13.87 | 0.48% | 1.61% | 0.77% | 99.03% | 96.00% | 99.00% | 90.00% | 94.00% | 0.180% | 100.00% | 100.00%
TUV | 23.00 98.25 1426 | 0.460 | 2.330 0.27 97.97 95.00 98.00 90.00 94.00 0.008 100.00 100.00
32 | Hutch Essar PMR | 15.10 | 96.99% | 14.27 | 0.91% | 1.46% | 1.58% | 98.89% | 100.00% | 100.00% | 90.04% | 99.99% | 0.081% | 100.00% | 100.00%
TUV 8.56 97.53 6.38 | 0.970 1.970 1.72 98.88 88.26 9491 96.83 97.70 0.001 100.00 100.00
33 | BSNL PMR | 21.29 | 99.03% 426 | 0.33% | 1.83% | 1.47% | 98.26% | 99.33% | 99.67% | 80.42% | 86.17% | 0.000% | 100.00% | 100.00%
TUV 5.31 99.29 426 | 0.340 | 2.700 1.33 97.46 99.30 99.99 62.60 81.40 0.003 100.00 100.00
Bharti Airtel
34 | Limited PMR | 14.00 | 99.45% | 12.83 | 0.14% | 0.45% | 1.57% | 98.36% | 100.00% | 100.00% | 99.51% | 99.76% | 0.050% | 100.00% | 100.00%
TUV | 15.32 99.44 1296 | 0.120 | 0.390 1.80 98.16 N/A N/A 20.34 20.68 0.007 100.00 100.00
Tata
Teleservices . .93% . .00% .00% .57% .00% .00% .00% .00% .00% . % .00% ays
35 PMR | 0.00 99.93% 17.66 | 0.00% | 0.00% | 0.57% | 96.00% | 100.00% | 100.00% | 98.00% 98.00% | 0.100% | 100.00% | 30d
TUV 0.00 98.65 17.68 | 0.000 | 0.000 0.59 98.27 DNP DNP DNP DNP 0.004 99.00 94.48
36 | Reliance Comm PMR | 0.19 99.40% 4.07 | 0.00% | 0.00% | 0.76% | 99.90% | 99.50% | 99.50% | 86.90% | 91.79% | 0.080% | 100.00% | 100.00%
TUV 0.19 99.57 1.96 | 0.000 | 0.000 0.93 99.00 99.50 99.50 46.52 55.00 0.070 100.00 100.00
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Vii Punjab
37 | Spice Comm. PMR | 5.70 97.45% | 10.55 | 0.25% | 1.64% | 1.37% | 96.80% | 100.00% | 100.00% | 94.00% | 96.00% | 0.034% | 100.00% | 100.00%
TUV 1.39 97.72 9.80 | 0.270 1.720 1.37 98.32 100.00 100.00 90.00 94.00 0.020 100.00 100.00
38 | HFCL - CDMA PMR | 3.11 97.69% | 13.10 | 0.00% | 0.00% | 0.63% | 98.78% | 100.00% | 100.00% | 97.00% | 97.00% | 0.000% | 100.00% NA
TUV 9.50 98.05 N/A 0.000 | 0.000 0.62 N/App N/A N/A N/A N/A 0.060 100.00 100.00
39 Eiﬁ;gflrtel PMR | 4.10 99.13% 3.15 | 0.37% | 0.17% | 1.89% | 99.70% | 98.73% | 99.99% | 97.91% | 98.99% | 0.090% | 100.00% | 100.00%
TUV 4.24 91.34 3.15 0.480 | 0.225 1.46 99.25 90.63 100.00 97.50 98.82 0.072 100.00 100.00
40 | Hutch Essar PMR | 2.00 99.31% | 10.00 | 0.08% | 0.10% | 1.45% | 98.91% | 98.99% | 99.12% | 95.12% | 98.72% | 0.027% | 100.00% | 100.00%
TUV 0.00 99.40 3.70 | 0.040 | 10.000 1.49 98.79 98.50 98.70 94.55 98.75 0.040 100.00 100.00
41 BSNL PMR | 2.03 98.80% 3.70 | 0.17% | 0.93% | 1.47% | 100.00% | 96.70% | 97.60% | 93.30% | 97.30% | 0.050% | 100.00% | 100.00%
TUV 1.39 97.65 3.74 | 0.190 | 0.390 2.05 93.74 99.85 99.96 8.49 12.62 0.040 100.00 100.00
42 | Reliance Comm PMR | 0.13 99.66% 4.20 | 0.00% | 0.00% | 0.89% | 99.55% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00%
TUV 0.23 99.67 1.49 0.000 | 0.000 1.07 98.00 99.50 99.50 84.80 91.30 0.080 100.00 100.00
43 Elt:services PMR | 0.00 98.41% 8.00 | 0.00% | 0.01% | 0.72% | 98.39% | 100.00% | 100.00% | 87.00% | 90.00% | 0.200% | 100.00% | 100.00%
TUV 0.00 98.62 5.47 0.000 | 0.000 0.69 98.62 100.00 100.00 81.66 85.33 0.700 100.00 100.00
viii | Haryana
44 | IDEA Cellular PMR | 6.00 99.97% | 10.13 | 0.63% | 1.10% | 0.71% | 99.31% | 100.00% | 100.00% | 95.00% | 98.00% | 0.067% | 100.00% | 100.00%
TUV 6.00 99.90 2.71 0.620 1.160 0.72 99.31 DNP DNP DNP DNP 0.640 100.00 100.00
45 | Hutch Essar PMR | 3.59 99.94% | 10.00 | 0.09% | 1.73% | 1.95% | 95.52% | 100.00% | 100.00% | 85.20% | 97.04% | 0.089% | 100.00% | 100.00%
TUV 3.80 99.96 8.96 | 0.100 1.940 1.98 97.96 99.86 99.86 81.31 96.09 0.080 100.00 DNP
46 | BSNL PMR | 1.49 97.40% 410 | 0.40% | 1.73% | 2.60% | 96.80% | 100.00% | 100.00% | 80.00% | 95.00% | 0.010% | 100.00% | 100.00%
TUV 1.45 97.50 3.85 0.350 1.650 2.60 97.95 99.91 99.98 11.07 16.34 DNP DNP DNP
47 Eiﬁ;gflrtel PMR | 20.30 | 99.20% 290 | 0.31% | 0.37% | 1.53% | 98.42% | 98.00% | 98.00% | 92.00% | 95.00% | 0.090% | 100.00% | 100.00%
TUV | 20.31 99.38 2.90 | 0.330 | 0.380 1.52 98.42 97.00 97.00 93.00 95.50 0.090 100.00 100.00
48 | Reliance Comm PMR | 1.11 99.29% 4.52 | 0.00% | 0.00% | 0.91% | 99.91% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00%
TUV 0.71 99.47 1.52 | 0.000 | 0.000 1.05 99.00 99.50 99.50 84.80 91.30 0.800 100.00 100.00
49 ¥:It:services PMR | 8.46 99.96% 8.00 | 0.00% | 0.23% | 1.04% | 97.55% | 100.00% | 100.00% | 86.00% | 89.00% | 0.100% | 100.00% | 100.00%
TUV 4.83 96.55 7.48 0.000 | 0.230 0.91 97.55 100.00 100.00 77.12 80.79 0.001 100.00 100.00
ix UP-W
50 | Hutch Essar PMR | 0.00 99.85% 9.50 | 0.54% | 0.58% | 1.98% | 96.00% | 99.23% | 99.23% | 96.94% | 98.99% | 0.075% | 100.00% | 100.00%
TUV 3.50 99.08 6.67 0.990 1.590 1.96 97.00 99.79 100.00 99.82 99.94 0.088 100.00 100.00
51 IDEA Cellular PMR | 8.58 99.66% | 11.20 | 0.89% | 1.89% | 1.49% | 97.20% | 100.00% | 100.00% | 90.00% | 95.00% | 0.059% | 100.00% | 100.00%
TUV 5.15 99.65 11.21 | 0.890 1.900 0.99 97.10 100.00 100.00 N/A N/A 0.079 100.00 100.00
52 | BSNL PMR | 0.00 99.00% | 14.00 | 0.83% | 1.53% | 2.90% | 98.00% | 100.00% | 100.00% | 90.00% | 98.00% | 0.000% NA NA
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TUV 0.00 98.32 242 | 0975 1.560 1.90 95.00 99.85 99.97 10.92 15.86 DNP DNP DNP
53 Eﬁg?rtel PMR | 21.60 99.10% 8.40 0.61% | 0.93% | 1.57% | 96.13% 99.67% 99.74% 95.68% 96.72% | 0.100% | 100.00% | 100.00%
TUV | 54.20 97.57 7.58 | 0.490 | 0.740 2.96 98.61 99.85 99.89 96.00 97.00 0.141 100.00 100.00
54 Reliance Comm PMR 0.14 99.56% 4.23 0.00% | 0.00% | 0.83% | 99.00% 99.50% 99.50% 86.90% 91.79% | 0.080% | 100.00% | 100.00%
TUV 0.18 99.42 1.43 0.000 | 0.000 1.04 98.00 99.50 99.50 40.50 51.69 0.070 100.00 100.00
55 Elt:services PMR | 12.19 97.30% 13.77 |1 0.00% | 0.28% | 1.41% | 99.08% | 100.00% | 100.00% | 88.00% 92.00% | 0.100% | 100.00% | 100.00%
TUvV | 11.42 97.90 13.75 | 0.000 | 0.000 1.51 99.05 86.50 86.50 69.78 77.59 1.197 100.00 52.62
X UP -E
Bharti Airtel
56 Limited PMR 8.00 99.50% 6.39 0.22% | 0.50% | 1.91% | 95.17% 99.71% 99.99% 95.01% 96.06% | 0.210% | 100.00% | 100.00%
TUV 9.04 99.40 3.00 | 0455 | 0.602 0.61 97.65 99.48 99.97 81.00 84.00 0.100 94.06 66.67
57 Hutch Essar PMR 0.00 96.82% 9.00 0.38% | 1.58% | 2.14% | 96.61% 99.99% 99.99% 81.86% 95.09% | 0.001% | 100.00% | 100.00%
TUV 0.00 99.59 9.00 | 0.420 1.670 1.74 96.77 100.00 100.00 82.03 93.27 0.002 100.00 100.00
59 BSNL PMR | 19.00 97.00% 14.00 | 0.83% | 1.80% | 2.60% | 97.00% 84.00% 98.00% 85.00% 96.00% | 0.100% | 100.00% | 100.00%
TUv | 18.00 98.10 7.00 | 0.700 1.900 2.60 91.39 99.83 99.95 10.21 14.94 0.060 100.00 96.07
60 Reliance Comm PMR 0.71 99.52% 4.35 0.00% | 0.00% | 0.94% | 98.55% 99.50% 99.50% 86.90% 91.79% | 0.050% | 100.00% | 100.00%
TUV 0.76 99.40 4.84 | 0.300 | 0.000 1.23 93.00 99.50 99.50 40.45 51.69 0.070 100.00 100.00
T
61 T:}:services PMR 3.50 99.76% 9.29 0.00% | 0.06% | 0.19% | 98.65% | 100.00% | 100.00% | 91.00% 93.00% | 0.200% | 100.00% | 100.00%
TUV 5.87 96.85 18.23 | 0.000 | 0.020 1.39 98.11 100.00 100.00 86.99 91.45 0.038 100.00 100.00
Xi Rajasthan
62 Hutch Essar PMR | 23.16 97.33% 9.81 0.87% | 1.78% | 2.54% | 96.77% 98.03% 98.18% 86.25% 97.09% | 0.096% | 100.00% | 100.00%
TUvV | 10.07 98.30 6.30 | 0.920 1.890 1.59 95.27 99.56 99.56 80.49 95.90 0.093 100.00 100.00
63 BSNL PMR | 22.14 97.50% 6.30 0.33% | 1.63% | 2.50% | 97.20% 99.70% | 100.00% | 85.30% 96.30% | 0.080% | 100.00% | 100.00%
TUV | 22.56 97.26 3.90 | 0.450 1.725 2.68 94.06 99.46 99.76 6.05 9.13 0.022 100.00 99.75
Bharti Ai
65 Lir:litteldAlrteI PMR | 23.20 98.16% 9.00 0.80% | 1.75% | 1.30% | 98.31% 99.98% 99.99% 95.75% 97.22% | 0.050% | 100.00% | 100.00%
TUV | 21.40 98.22 8.60 | 0.850 1.775 1.60 96.88 98.67 98.70 93.95 96.12 0.180 100.00 100.00
66 Reliance Comm PMR 0.60 99.52% 4.16 0.00% | 0.00% | 0.90% | 98.95% 99.50% 99.50% 86.90% 91.79% | 0.060% | 100.00% | 100.00%
TUV 0.61 99.46 1.39 | 0.000 | 0.000 1.04 97.00 99.50 99.50 61.80 73.30 0.070 100.00 100.00
67 ¥:It:services PMR 8.13 98.10% 4.00 0.00% | 0.18% | 0.89% | 97.30% | 100.00% | 100.00% | 92.00% 96.00% | 0.100% | 100.00% | 100.00%
TUV 8.67 98.34 3.800 | 0.000 | 0.620 0.87 96.90 100.00 100.00 76.50 82.00 0.140 100.00 100.00
. Madhya
Xii Pradesh
69 IDEA Cellular PMR | 18.36 98.35% 0.62 0.97% | 3.68% | 1.20% | 99.10% | 100.00% | 100.00% | 98.53% 99.44% | 0.014% | 100.00% | 100.00%
TUV 5.00 98.34 8.18 | 0.640 1.490 1.15 99.10 99.76 99.82 98.06 99.09 0.000 62.26 100.00
70 Reliance PMR | 18.18 | 100.00% 7.66 0.42% | 8.96% | 1.56% | 97.03% NA NA 100.00% | 100.00% | 0.010% | 100.00% | 100.00%
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TUV | 13.44 100.00 14.00 | 0.473 | 10.186 1.60 96.92 N/A N/A 98.00 98.02 0.000 100.00 100.00
71 BSNL PMR 6.90 97.86% 9.80 0.30% | 0.97% | 1.88% | 97.27% | 100.00% | 100.00% | 99.89% 99.27% | 0.010% | 100.00% | 100.00%
TUV 0.00 92.90 1.48 1.150 2.350 2.85 97.50 DNP DNP DNP DNP DNP DNP DNP
Bharti Airtel
72 Limited PMR | 22.60 96.99% 12.72 |1 0.59% | 1.51% | 1.39% | 96.40% | 100.00% | 100.00% | 98.73% 99.31% | 0.010% | 100.00% | 100.00%
TUV 3.04 98.12 9.97 0.560 1.760 1.39 98.13 99.98 99.98 98.54 99.33 0.005 100.00 100.00
73 Reliance Comm PMR 0.57 99.57% 4.19 0.00% | 0.00% | 0.97% | 99.38% 99.50% 99.50% 86.90% 91.79% | 0.080% | 100.00% | 100.00%
TUV 0.73 99.38 1.37 0.000 | 0.000 1.08 99.00 99.50 99.50 64.49 77.35 0.060 100.00 100.00
Tata
74 Teleservices PMR 1.00 98.11% 4.43 0.00% | 0.00% | 0.82% | 99.07% | 100.00% | 100.00% | 94.00% 99.00% | 0.170% | 100.00% | 100.00%
TUV | 10.50 98.11 443 0.000 | 0.710 0.90 99.08 100.00 100.00 93.00 96.00 0.008 100.00 100.00
Xiii | West Bengal
Bharti Airtel
75 Limited PMR 0.00 95.56% 9.00 2.55% | 1.50% | 1.75% | 100.00% | 89.99% 93.45% 86.00% 88.00% | 0.120% | 100.00% | 100.00%
TUV | 0.00 99.80 | 6.72 | 0.040 | 0.060 | 1.66 | 95.00 77.63 80.43 40.97 100.00 | 0.110 | 100.00 | 100.00
Reliance
76 Telecom PMR | 23.56 98.83% 8.59 1.31% | 22.13% | 1.90% | 98.15% NA NA 100.00% | 100.00% | 0.000% | 100.00% | 100.00%
TUV 0.00 99.00 16.30 | 1.500 | 27.750 1.98 98.25 N/A N/A 100.00 100.00 0.000 100.00 100.00
77 BSNL PMR 0.00 98.40% 5.94 0.80% | 1.67% | 2.55% | 98.75% 91.00% 98.00% 82.00% 96.00% | 0.050% | 100.00% | 100.00%
TUV 0.00 98.47 DNP | 0.820 1.670 2.54 95.88 98.00 99.00 81.00 95.00 0.040 97.54 100.00
Tata
78 Teleservices PMR | 21.13 97.75% 14.03 | 0.00% | 0.66% | 1.32% | 98.57% 94.00% 94.00% 82.00% 82.00% | 0.100% | 100.00% | 100.00%
TUV | 20.15 91.36 16.10 | 0.000 | 0.000 1.50 99.02 86.00 100.00 83.00 100.00 0.003 98.00 97.99
79 Reliance Comm PMR 0.90 99.59% 4.11 0.00% | 0.00% | 1.19% | 98.58% 99.50% 99.50% 86.90% 91.79% | 0.050% | 100.00% | 100.00%
TUV 0.79 99.50 3.16 0.000 | 0.000 1.41 96.10 99.50 99.50 66.00 69.13 0.070 100.00 100.00
80 Hutch Essar PMR 0.00 99.97% 14.50 | 0.63% | 0.82% | 0.82% | 96.00% | 100.00% | 100.00% | 93.67% 98.76% | 0.087% | 100.00% | 100.00%
TUV 0.00 99.59 14.73 | 0.560 | 0.800 0.84 97.51 100.00 100.00 87.46 97.22 0.083 100.00 100.00
81 Dishnet PMR 0.00 97.88% 8.00 0.97% | 0.93% | 0.67% | 99.67% 88.00% NA 97.00% NA 0.070% | 100.00% | 100.00%
TUV 0.00 99.98 16.41 | 1.020 1.220 0.02 97.77 97.19 100.00 100.00 100.00 0.000 100.00 100.00
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Table 67 [PMR Comparison (Cellular) - Circle "C"]

PMR COMPARISON

South Asia

PMR COMPARISON FOR MOBILE (GSM & CDMA) SERVICES

Performance of QoS Parameters for cellular Mobile Services as reported by CMSPs for the quarter ending 31st, December, 2006

Parameters
(A) Network Performance (B) Customer Help Lines ( C) Billing Complaints
(i) (1) (1) (V) (V) (V) U} (1) (1 (1)
£ 2§
Legends Used : 5 £ _ | Seice 38 5 = 0%
NA : Not Available £ S | Aocess | ¢ il £ | £33
ND : Not Done, e 22| (n | BlockedCalls (in 2 S o B 25
DNP : Data Not et o ‘g sec.) %) 5 < Response time to the customer for assistance '-g 2 § 2 g
Provided, ES| 85e5 | es| 8| &| 2| Bg | Bc | Beg| Bes| S| 82| 3%%
N/App : Not SS§| 8clEe? | % 2 | E£3| 2% 23 282 | 282 5 22| E£g
Applicable, 8 D3 5svs| &5 S, A 5 2 - 2 - 295 2905 " £ ®EL
59 ag 9882 | << S = 8 < >3 > 8 = @S c = = —sgZ
3.2 S8 ©3ES TR Q T = LE 0 LT D »s5E B B 5= ® € T e
© o2 Y250 o0 © o 5 TL0 TL0 TS TR S e S} 5 25
=] NG 65ES O T o 5SS 5SS ogm ogm g 3] ° o3
= 3= 282 ® < 2 5 5 5 5 8§ 588 | ©8% S = 85%
8 ° BEg | =5 = & 22 | 23 | &% | Zm% ® s
Benchmarks
Sr.No | Service Providers
<24 hrs >95% =ilg <1% <2% <3% >95% 80% 95% 80% 95% <0.1% 100% <4weeks
sec
C' Circle
Himachal
Xiv | Pradesh
Bharti Airtel
82 | Limited PMR 6.90 98.93% | 3.07 | 0.28% | 0.56% | 1.83% | 97.78% | 98.30% | 98.40% | 99.50% | 99.90% | 0.020% | 100.00% | 100.00%
TUV 6.90 98.94 3.07 0.280 | 0.560 1.87 97.78 93.50 93.90 96.90 98.90 0.022 100.00 100.00
Reliance
84 | Telecom PMR 7.25 98.30% | 8.01 1.01% | 5.52% | 2.44% | 96.45% NA NA 98.00% | 100.00% Nil NA NA
TUV 6.08 98.72 16.04 | 0.940 | 6.100 2.47 97.97 N/A N/A 100.00 100.00 0.000 N/A N/A
85 | BSNL PMR 2.80 97.40% | 560 | 0.70% | 1.80% | 2.00% | 97.30% | 99.20% | 99.40% | 80.40% | 95.20% | 0.000% NA NA
TUV 4.00 97.40 5.50 0.850 1.800 1.94 98.30 99.93 99.86 7.73 11.71 0.000 N/App 56.64
86 | Reliance Comm PMR 0.77 99.15% | 4.15 | 0.00% | 0.00% | 0.81% | 99.33% | 99.50% | 99.50% | 86.90% | 91.79% | 0.020% | 100.00% | 100.00%
TUV 0.77 99.65 DNP | 0.000 | 0.000 0.81 96.00 99.50 99.50 84.80 91.30 0.070 100.00 100.00
Tata
87 | Teleservices PMR 3.40 98.34% | 12.00 | 0.00% | 0.02% | 0.84% | 97.47% | 100.00% | 100.00% | 92.00% | 93.00% | 0.100% | 100.00% | 100.00%
TUV 10.21 98.32 5.55 0.000 | 0.017 0.82 97.47 100.00 100.00 78.13 88.43 0.420 100.00 100.00
XV Bihar
88 | Reliance PMR | 18.47 | 98.00% | 7.91 2.53% | 13.01% | 1.73% | 93.79% NA NA 80.00% | 95.00% | 0.000% NA NA
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Telecom
TUV 3.30 98.70 3.33 2.780 | 2.650 2.77 96.31 N/A N/A 100.00 100.00 0.000 100.00 100.00
89 BSNL PMR 21.00 98.00% | 10.50 | 0.77% | 1.47% | 1.50% | 98.50% | 88.00% 96.00% 88.00% 96.00% | 0.050% | 100.00% | 100.00%
TUV | 1608.00 | 97.00 9.53 0.300 | 0.200 4.08 90.50 95.00 99.00 80.00 95.00 0.000 100.00 40.00
90 Reliance Comm PMR 0.71 99.64% 4.31 0.00% | 0.00% | 0.79% | 99.05% | 99.50% 99.50% 86.90% 91.79% | 0.050% | 100.00% | 100.00%
TUV 0.79 99.43 1.62 | 0.000 | 0.000 0.96 99.00 99.50 99.50 66.00 69.13 0.080 100.00 100.00
91 Eit;:]ai;g(?wtel PMR 9.25 98.20% | 13.00 | 5.08% | 2.86% | 1.90% | 98.23% | 93.70% 98.99% 92.20% 93.97% | 0.070% | 100.00% | 100.00%
TUV 1.75 95.21 13.14 | 7.550 | 4.790 1.93 99.00 98.99 100.00 99.50 100.00 0.000 100.00 DNP
92 ¥:It:services PMR 23.00 96.58% | 12.53 | 0.00% | 0.00% | 0.65% | 96.15% | 95.00% 95.00% 84.00% 84.00% | 0.100% | 100.00% | 100.00%
TUV 4.22 97.04 12.00 | 0.000 | 0.000 0.90 99.20 89.00 95.00 81.00 95.00 1.800 100.00 100.00
XVi | Orissa
Reliance
93 Telecom PMR 6.01 99.17% 7.31 0.67% | 10.07% | 2.14% | 99.06% NA NA 95.67% | 100.00% | 0.000% | 100.00% NA
TUV 18.06 98.75 13.75 | 1.590 | 13.710 | 2.15 99.32 N/A N/A 100.00 100.00 0.000 100.00 100.00
94 BSNL PMR 6.00 98.00% | 11.00 | 0.97% | 1.93% | 1.86% | 97.00% | 97.00% 98.00% 96.00% 99.00% | 0.030% | 100.00% Nil
TUV 0.00 98.42 3.71 0.950 1.770 1.60 87.50 DNP DNP DNP DNP 0.085 0.00 0.00
Bharti Ai
95 Lin?itgflrtel PMR 0.00 98.10% 9.00 1.99% | 1.26% | 0.96% | 96.80% | 96.80% | 100.00% | 95.28% 97.41% | 0.040% | 100.00% | 100.00%
TUV 0.00 99.03 14.49 | 2.480 0.000 0.96 99.14 DNP DNP DNP DNP DNP DNP DNP
96 Reliance Comm PMR 0.50 99.73% 4.42 0.00% | 0.00% | 0.88% | 99.68% | 99.50% 99.50% 86.90% 91.79% | 0.090% | 100.00% | 100.00%
TUV 0.72 99.68 1.87 0.000 | 0.000 0.97 97.00 99.50 99.50 64.49 77.35 0.080 100.00 100.00
T
97 T:}:services PMR 0.00 97.68% | 13.00 | 0.00% | 0.45% | 1.12% | 97.81% | 95.00% 95.00% 83.00% 83.00% | 0.100% | 100.00% | 100.00%
TUV 0.00 94.13 12.50 | 0.000 | 0.510 1.15 97.95 100.00 100.00 75.00 100.00 0.012 100.00 100.00
98 Dishnet PMR 0.00 98.51% 8.00 0.99% | 0.99% | 0.75% | 99.70% | 94.00% NA 92.00% NA 0.000% | 100.00% NA
TUV 8.65 99.83 3.77 0.120 | 0.175 0.13 95.55 100.00 100.00 100.00 100.00 0.023 100.00 80.00
Xvii | Assam
Bharti Airtel
99 Limited PMR 2.06 96.80% 8.00 0.76% | 0.90% | 0.88% | 96.00% | 100.00% | 100.00% | 83.00% 97.00% | 0.010% | 100.00% | 100.00%
TUV 11.75 99.33 12.13 | 0.960 | 0.910 0.95 99.20 78.00 98.00 98.00 98.00 0.100 100.00 100.00
100 | BSNL PMR 3.25 98.00% | 13.00 | 0.73% | 1.80% | 2.80% | 98.00% | 98.00% | 100.00% | 81.00% 95.00% | 0.010% | 100.00% | 100.00%
TUV 3.15 98.00 4.20 | 0.500 | 0.020 0.02 78.00 20.00 52.80 76.60 99.00 0.002 100.00 100.00
Reli
101 T:Iea(l:rz)cnf PMR 12.80 96.70% 7.54 0.68% | 4.16% | 0.81% | 95.10% NA NA 80.00% 95.00% | 0.020% | 100.00% NA
TUV 0.00 97.00 8.76 | 0.970 | 4.700 0.91 94.30 N/A N/A 100.00 100.00 0.009 100.00 100.00
102 | Dishnet PMR 0.00 98.19% 8.00 0.74% | 0.78% | 0.67% | 99.75% | 96.00% NA 97.00% NA 0.010% | 100.00% | 100.00%
TUV 7.07 98.91 13.00 | 3.730 1.090 1.09 98.11 100.00 100.00 82.48 100.00 0.015 100.00 100.00
xviii | J&K
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103 | BSNL PMR 0.00 98.00% | 10.00 | 0.83% | 1.80% | 1.30% | 98.00% | 82.00% 95.00% 80.50% 96.00% | 0.050% | 100.00% | 27 days
TUV 0.00 51.69 3.90 0.760 1.770 19.26 96.92 99.84 99.96 22.71 31.58 DNP DNP DNP
Bharti Airtel
104 | Limited PMR 14.50 98.70% 3.00 0.63% | 0.53% | 1.68% | 96.82% | 99.99% | 100.00% | 95.87% 97.85% | 0.070% | 100.00% | 100.00%
TUV 0.00 98.70 3.05 0.750 | 0.670 1.70 96.82 99.99 100.00 95.87 97.85 0.076 100.00 100.00
105 | Dishnet PMR 0.00 97.61% 8.00 0.90% | 0.99% | 0.77% | 99.80% | 100.00% | 100.00% | 98.00% NA 0.080% | 100.00% | 100.00%
TUV 0.00 97.61 8.00 0.890 | 0.970 0.77 99.80 99.15 99.53 94.50 99.15 0.000 100.00 100.00
Xix | NE
106 | BSNL PMR 13.00 96.00% | 13.00 | 0.57% | 1.47% | 2.00% | 96.00% | 84.00% 95.00% 86.00% 96.00% | 0.000% | 100.00% | 100.00%
TUV 2.33 99.06 4.22 0.500 | 2.200 0.93 DNP 95.00 99.00 80.00 95.00 0.000 100.00 100.00
Bharti Airtel
107 | Limited PMR 2.40 97.13% 8.00 0.86% | 0.79% | 1.20% | 97.30% | 98.00% | 100.00% | 100.00% | 100.00% | 0.010% | 100.00% | 100.00%
TUV 2.96 99.37 13.20 | 0.910 0.720 0.60 95.42 10.36 DNP DNP DNP 0.710 100.00 100.00
Reliance
108 | Telecom PMR 0.00 98.00% 7.73 1.92% | 7.29% | 1.64% | 96.92% NA NA 80.00% 95.00% | 0.030% | 100.00% NA
TUV 0.00 97.00 8.42 1.670 | 7.300 2.17 96.86 N/A N/A 98.00 100.00 0.015 100.00 100.00
109 | Dishnet PMR 0.00 97.95% 8.00 0.80% | 0.84% | 0.65% | 99.30% | 100.00% | 100.00% | 100.00% | 100.00% | 0.000% | 100.00% NA
TUV 0.00 98.06 21.16 | 3.230 | 2.350 0.00 99.30 100.00 100.00 100.00 100.00 0.000 100.00 100.00

Page 205 of 246




ANNEXURE 2 PMR COMPARISON

Table 68 [PMR Comparison (Cellular) - Circle "METRO"]

South Asia

PMR COMPARISON FOR MOBILE (GSM & CDMA) SERVICES

Performance of QoS Parameters for cellular Mobile Services as reported by CMSPs for the quarter ending 31st, December, 2006

Parameters
(A) Network Performance (B) Customer Help Lines ( C) Billing Complaints
(i) (1) (1) (V) (V) (V) (1) (1) (1 (1)
= =
Legends Used : 5 £ | Service g ° z 2%
NA : Not Available £ 55 | oo _ E 2 £ $83
ND : Not Done, e 22| (n Blocked Calls 2 S @ B 25
DNP : Data Not o< o ‘g sec.) (in %) 5 < Response time to the customer for assistance '-g 2 z 2 g
Provided ES| 85l.° | 25| | &| 32| Bg | Be | Bog| Bog| S| B2l £3%
/App : ot 58| BScfef | 58| %| 8| B3| 83 | 2% | 282| 22| | g%| Ste
¢} = Q) T D = » » %) %) o c = =
Applicable, SE| @3 Bgum| &0 S| a4 3 E5q| 5§54 582 g£8° 2 s °ES
38 SelbSes| %4 3 = £ 258 | o8| wu5E| eo5% = £ S
= 32 283 | 8- O S TeQ| 82| ¥T®=| ©wE = 8 558
S Do |lesTR [} T o o 5N o §¥ o = = O = £ o _OOE’o
E SS S5 o %§ = 5 53 = Seoag ©om 8 2 25
8 RO =5 = ® o o NS NS R 89
g g = =2 =2 =053 =053 o
Benchmarks
Sr.No | Service Providers
<24 hrs >95% ='s<e::5 <1% <2% <3% >95% 80% 95% 80% 95% <0.1% 100% <4weeks
METRO
XX Delhi
Bharti Airtel
110 | Limited PMR | 0.00 | 98.74% | 13.70 | 0.33% | 0.06% | 1.29% | 98.32% | 99.98% | 99.99% | 95.99% | 97.36% | 0.080% | 100.00% | 100.00%
TUV 0.00 98.50 15.40 | 0.350 | 0.065 1.28 98.35 99.97 99.99 95.70 97.17 0.087 100.00 100.00
111 | Hutch Essar PMR | 0.00 | 99.00% | 8.04 | 0.01% | 0.03% | 1.19% | 97.59% | 99.71% | 99.81% | 78.77% | 90.91% | 0.070% | 100.00% | 100.00%
TUV 0.00 99.07 8.03 0.006 | 0.030 1.17 100.00 99.61 99.61 72.12 88.41 0.007 100.00 100.00
112 | MTNL PMR | 0.00 | 95.50% | 13.00 | 1.67% | 1.48% | 2.00% | 96.09% | 99.00% | 99.00% | 91.80% | 94.40% | 0.090% | 100.00% | 100.00%
TUV 0.00 96.59 14.00 | 0.570 | 0.670 1.34 DNP 99.96 100.00 83.17 91.10 DNP DNP 3.87
113 | IDEA Cellular PMR | 0.00 | 98.98% | 8.00 | 0.72% | 1.85% | 0.70% | 97.10% | 100.00% | 100.00% | 92.00% | 97.00% | 0.004% | 100.00% | 100.00%
TUV 0.00 99.98 8.22 | 0.660 | 1.880 | 0.69 98.26 100.00 100.00 91.00 DNP 0.004 100.00 100.00
Tata
114 | Teleservices PMR | 0.00 | 98.10% | 10.39 | 0.00% | 0.08% | 0.63% | 96.01% | 100.00% | 100.00% | 86.00% | 90.00% | 0.200% | 100.00% | 100.00%
TUV 0.00 98.10 9.53 0.000 | 0.320 | 0.62 96.01 100.00 100.00 80.00 83.00 0.770 100.00 98.61
115 | Reliance Comm PMR | 0.00 | 99.78% | 4.25 | 0.00% | 0.00% | 0.54% | 99.09% | 99.50% | 99.50% | 86.90% | 91.79% | 0.060% | 100.00% | 100.00%
TUV 0.00 99.71 1.85 0.000 | 0.000 | 0.62 98.00 99.50 99.50 55.41 57.76 0.070 100.00 100.00
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XXi | Mumbai

116 | BPL Mobile PMR | 152 | 99.36% | 11.03 | 0.55% | 3.30% | 1.58% | 98.94% | 99.04% NA 86.26% | 89.77% | 0.090% | 100.00%
TUV | 0.50 99.30 11.03 | 0.590 | 3.330 | 1.56 98.55 99.00 100.00 87.36 92.00 0.100 100.00 100.00
117 | Hutch Essar PMR | 0.00 | 98.10% | 10.00 | 0.75% | 1.64% | 1.87% | 95.58% | 99.80% | 99.76% | 93.24% | 97.40% | 0.018% | 100.00% | 100.00%
TUV | 0.00 98.50 10.50 | 0.760 | 1.700 | 1.89 95.72 99.00 99.00 97.00 98.00 0.200 100.00 100.00
118 | MTNL PMR | 0.00 | 96.38% | 10.00 | 0.88% | 1.86% | 1.86% | 96.19% | 83.00% | 97.00% | 84.00% | 97.00% | 0.048% | 100.00% | 100.00%
TUV | 0.00 96.40 529 | 0.690 | 1.750 | 1.98 95.58 98.50 100.00 98.90 100.00 0.070 94.50 100.00
119 Ei?r?i;gflrtel PMR | 0.00 |99.24% | 2.90 | 0.35% | 0.77% | 1.10% | 95.03% | 99.97% | 99.99% | 96.86% | 98.57% | 0.020% | 100.00% | 100.00%

TUV | 0.00 99.20 3.01 | 0930 | 0.760 | 1.13 92.50 99.90 99.90 97.30 98.70 0.010 100.00 100.00

120 | Reliance Comm | PMR | 0.00 | 99.50% | 3.88 | 0.00% | 0.00% | 0.76% | 99.43% | 99.50% | 99.50% | 86.90% | 91.79% | 0.080% | 100.00% | 100.00%

TUV | 0.00 99.56 2.00 | 0.000 | 0.000 | 0.79 98.00 99.50 99.50 48.27 59.58 0.070 100.00 100.00

Tata
121 | Teleservices PMR | 14.53 | 98.49% | 13.00 | 0.00% | 0.00% | 0.32% | 95.89% | 100.00% | 100.00% | 67.33% | 72.33% | 0.480% | 97.96% NA

TUV | 0.00 98.51 13.00 | 0.000 | 1.330 | 0.32 95.60 100.00 100.00 59.00 65.00 0.480 97.16 91.34

xxii | Chennai

122 | Aircel Cellular Ltd | PMR | 0.00 | 98.40% | 13.50 | 0.73% | 1.97% | 0.77% | 95.00% | 95.00% | 100.00% | 84.00% | 100.00% | 0.100% | 100.00% | 100.00%

TUV | 0.00 98.50 7.60 | 0.730 | 2.000 | 0.77 95.13 40.00 50.00 44.00 50.00 0.240 100.00 100.00

123 Ei?r?i;gflrtel PMR | 0.00 | 98.76% | 14.44 | 0.23% | 0.29% | 0.52% | 95.21% | 99.96% | 99.99% | 92.00% | 98.00% | 0.090% | 100.00% | 100.00%
TUV 0.00 98.85 6.80 | 0.215 | 0.355 | 0.64 94.28 39.00 50.00 46.00 50.00 0.080 100.00 100.00

124 | Hutch Essar PMR | 0.00 | 99.80% | 11.11 | 0.05% | 0.97% | 0.95% | 99.50% | 100.00% | 100.00% | 98.82% | 99.27% | 0.023% | 100.00% | 100.00%
TUV 7.95 99.65 240 | 0420 | 1.240 | 1.10 98.00 48.00 50.00 44.00 50.00 0.040 100.00 100.00

125 | BSNL PMR | 0.00 | 98.70% | 10.00 | 0.17% | 1.27% | 0.90% | 100.00% | 100.00% | 100.00% | 73.00% | 80.00% | 0.010% | 100.00% | 100.00%

TUV 1.85 99.05 3.07 | 0.240 | 0.970 | 0.89 92.40 40.00 50.00 38.00 50.00 0.010 100.00 100.00

126 | Reliance Comm | PMR | 0.00 | 99.64% | 3.85 | 0.00% | 0.00% | 0.49% | 99.51% | 99.50% | 99.50% | 86.90% | 91.79% | 0.060% | 100.00% | 100.00%

TUV | 0.00 99.53 1.52 | 0.000 | 0.000 | 0.76 98.20 99.50 99.50 52.20 62.62 0.080 100.00 100.00

127 $2It:services PMR 0.00 99.69% | 13.17 | 0.00% | 0.01% | 0.67% | 96.19% | 100.00% | 100.00% | 95.00% | 97.00% | 0.100% | 100.00% | 100.00%
TUV 3.55 99.75 4.19 0.000 | 0.010 | 0.63 95.17 50.00 50.00 48.00 50.00 1.000 100.00 100.00

xXiii | Kolkatta

Bharti Airtel

128 | Limited PMR 0.70 96.31% 9.00 0.26% | 0.29% | 1.00% | 96.76% 93.34% 94.87% | 85.49% | 87.83% | 0.010% | 100.00% | 100.00%
TUV 0.00 97.00 17.51 | 0.200 | 0.300 1.30 96.85 89.00 91.70 86.30 89.70 0.030 100.00 100.00

129 | Hutch Essar PMR 0.00 99.87% | 14.50 | 0.40% | 1.04% | 0.85% | 97.83% | 100.00% | 100.00% | 87.00% | 97.76% | 0.079% | 100.00% | 100.00%
TUV 0.00 99.92 14.00 | 0.210 | 0.600 | 0.87 97.88 100.00 100.00 85.77 96.11 0.070 100.00 100.00

130 | BSNL PMR 0.00 96.60% | 11.10 | 0.60% | 1.77% | 0.20% | 98.70% 95.00% 99.00% | 64.00% | 78.00% | 0.040% | 100.00% | 100.00%
TUV 0.00 100.00 | 15.05 | 0.370 | 0.980 1.00 97.00 95.00 99.00 80.00 95.00 0.320 32.00 26.44

131 Reliable Internet. | PMR 0.00 99.33% 8.17 0.57% | 1.77% | 1.22% | 98.40% NA 94.30% | 98.80% NA 0.000% NA NA
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TUV | 23.03 | 99.00 836 | 0.650 | 2.600 | 1.17 99.44 N/A N/A 100.00 | 100.00 N/A N/A N/A
Tata
132 | Teleservices PMR | 17.00 | 97.30% | 8.73 | 0.00% | 0.09% | 0.63% | 96.71% | 94.00% | 94.00% | 87.00% | 87.00% | 0.100% | 100.00% | 100.00%
TUV | 0.00 97.82 8.65 | 0.000 | 0.100 | 0.76 96.70 86.00 100.00 83.00 100.00 0.190 100.00 33.88
133 | Reliance Comm PMR | 0.00 | 99.52% | 3.86 | 0.00% | 0.00% | 0.59% | 99.32% | 99.50% | 99.50% | 86.90% | 91.79% | 0.070% | 100.00% | 100.00
TUV | 0.00 99.51 270 | 0.000 | 0.000 | 0.73 97.00 99.50 99.50 66.00 69.13 0.080 100.00 | 100.00%
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7.2.2 PMR COMPARISON (BASIC SERVICES)

Table 69 [PMR Comparison: Basic Services]

Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends Used : NA : 'S o & i _ _ > .%'
. = [©] = S =
Not Available g -5 2 5 s = s i 5 &
ND : Not Done, 2 .| B = &5 | = S = 2 | €~ . o _
m~| 8% B = 2 0= = 3 = - — X | Response Time to the Customer for | « =
DNP : Data Not O | &gl 2 = [TES|l g 2} - 3 S o g " ©
. o = = < S 53 eX 5 3 = g 8 Assistance (in %) < g
Provided, 5 & S| @ S| 5 T2 B e o0 “‘é 2 = g<
+— PN o= o=
N/App : Not =i %g > = §§.28@ = = 7 L% b 5 8
. = o > 0 —
Applicable, _S § S E = 5 ‘:é = g S 2‘3 R 2 < % 2
S8 :"é £ |2 w3 8 %% < % age of calls = o
. 245 B3| = g o~ 2 8 F 2 % age of calls answered by c &
S. . Service 15 S| & = = 2 gl O = g =
Service Area . @) = | = = S g = ko) 95% of requests answered Operator 3
No Provider = = O 2 < © ] ] 0
E 5 g E O = (electronically) (voice to E
Z. S < voice) =
100% <3 3 <4 <4 within within within within 100%
Bench Mark | in<7 <5% | >90% hrs <0.002 >55% <0.1% da‘ s hours hours 20 40 60 90 sec in 60
days ) ¥ ) sec=80% | sec=95% | sec=80% | =95% Days
BSNL PMR | 91.47 | 650 | 87.00 | 14.50 NA 57.00% | 0.02 | 80.00 | 66.00 | 58.00 100.00 100.00 NA NA | 100.00
TUV 80.20 2.06 85.62 6.22 0.0000 72.24 0.000 30.17 81.34 63.53 N/A N/A 100.00 100.00 | 96.74
RELIANCE | PMR | 64.61 | 3.05 | 100.00 | 4.61 | 10.4800 | 37.69% | 0.08 | 100.00 | 97.33 | 98.37 100.00 100.00 92.50 95.00 | 100.00
ANDRA TUV 99.50 2.84 97.00 2.37 0.1140 73.95 0.080 100.00 | 96.50 97.50 N/A N/A 96.00 98.00 100.00
1 PRADESH
BHARTI PMR | 89.80 5.46 94.17 2.86 0.0000 | 47.00% 0.03 34.14 0.00 93.54 NA NA 97.67 98.33 26.67
TUV | 88.81 6.16 90.40 5.70 0.0005 54.00 0.043 58.00 N/A 93.82 N/A N/A 95.00 97.00 97.40
TATA PMR | 89.00 | 4.50 | 70.91 | 10.70 | 0.0030 | 46.39% | 0.20 | 98.91 | 100.00 | 91.35 100.00 100.00 65.00 73.00 | 100.00
TUV 85.50 4.50 70.00 11.32 0.0120 82.90 0.073 N/A N/A N/A 100.00 100.00 100.00 100.00 | 97.40
BSNL PMR | NA NA NA NA NA NA NA NA NA NA NA NA NA NA NA
2 BIHAR TUV 24.78 18.34 | 67.40 10.60 | 0.0000 54.68 0.000 40.66 81.45 93.93 100.00 100.00 100.00 100.00 | 100.00
RELIANCE | PMR 0.00 0.00 NA NA 0.0100 | 24.78% Nil Nil Nil 100.00 100.00 100.00 92.50 95.20 100.00
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends.Used :NA: E 2 = TQ _ _ - Zz .%'
Not Available s 3 2 52 s = S i = &
ND : Not Done, @ .| B = &g |2 B - g | &~ ) g
| B B = 2 0= e LS} = — ¥ | Response Time to the Customer for | «
DNP : Data Not oOX | &g S |SB88 "o o 5 & . . o &
. Ce ol A S38 e 5 2 =1 ShE Assistance (in %) < g
Provided, 5E|SZ| 88 |5 ~|522| B¢ o = 2 2% 5 &
N/App : Not S22 5| zs & & 288 g2 | & 2 oS E =
) 4 = o= .9 =
Applicable, g =2 E 3 % Cé 2[5 2 ED go| 2 < 5 8
SE|=8| 58|27 |L28 E_% 3 % age of calls | < ©
S Service = %5 é g o 5 g3 S S = %0 % age of calls answered by o %
) Service Area . 3 = 2 = s g °l o o) 95% of requests answered Operator E
No Provider = o 5 &2 = o ] : Q
% = g 2 @) = (electronically) (voice to g
Z. - p= < voice) =
100% <8 <3 <4 <24 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% <0.1% da; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
TUV | 100.00 NI NI NI 0.0000 77.39 0.000 NI NI NI N/A N/A 96.00 98.00 NI
MTNL PMR | 99.60 | 11.72 | 94.06 8.53 0.0001 | 49.00% | 0.06 93.20 81.42 60.56 97.60 100.00 86.60 99.05 | 100.00
TUV | 99.75 8.06 97.35 5.53 0.0005 83.61 0.055 | 100.00 | 100.00 | 98.35 99.64 99.87 81.50 91.33 | 100.00
RELIANCE | PMR | 1849 0.59 | 100.00 | 4.32 0.0000 | 47.68% | 0.06 96.43 96.87 96.88 100.00 100.00 95.50 95.50 | 100.00
3 DELHI TUV | 98.50 | 0.55 98.00 | 4.70 0.0000 75.00 0.050 | 96.00 | 95.50 95.50 N/A N/A 96.00 98.00 | 100.00
BHARTI PMR | 99.73 4.16 99.50 6.10 0.1000 | 53.52% 0.03 95.66 79.18 96.45 NA NA 100.00 NA 41.77
TUV | 99.63 442 99.15 4.80 0.0006 59.27 0.030 | 94.42 51.75 96.92 35.55 64.50 DNP DNP 41.12
TATA PMR | 86.99 1.70 | 100.00 | 12.90 | 0.0000 | 50.68% | 0.23 91.89 98.25 89.94 100.00 100.00 62.00 69.00 98.00
TUV | 95.33 0.86 | 100.00 | 4.00 0.5500 51.30 0.220 98.00 99.14 98.55 100.00 100.00 80.00 84.00 | 100.00
BSNL PMR | 95.59 5.80 95.00 9.60 NA 64.00% 0.04 83.00 97.00 98.00 100.00 100.00 100.00 100.00 | 100.00
TUV | 46.20 5.79 51.14 | 12.79 | 0.0000 50.93 0.798 42.94 75.53 49.39 87.10 DNP 61.28 DNP 97.98
4 GUIARAT RELIANCE | PMR | 59.25 3.31 100.00 | 5.22 0.2500 | 53.27% 0.09 98.46 97.96 98.23 100.00 100.00 92.50 95.50 | 100.00
TUV | 99.00 3.30 | 96.00 5.73 0.0024 76.12 0.010 | 97.00 | 97.00 98.00 N/A N/A 96.00 98.00 | 100.00
BHARTI PMR | 100.00 | 6.69 93.58 3.40 0.0004 | 55.73% 0.16 66.67 100.00 | 62.85 NA NA 69.00 79.00 76.00
TUV | 81.32 7.23 93.38 7.63 0.0200 63.91 DNP 62.11 DNP 95.31 N/A N/A 69.60 77.50 | 100.00
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends.Used :NA: .g 2 = 'c:ov; _ _ - Zz .%'
Not Available g £ = g2 § £ S i 5 2
ND : Not Done, A7 Y IS E So | =2 S o = E < . o _
. B~ | © 2 L 9o g 3 ) e = ¥ | Response Time to the Customer for | < §
DNP : Data Not o | &gl 2 b= [T ES8l o o - i =g . . ©
. & oB|l v |2 S58l o 5 3 = 8 & Assistance (in %) < g
Provided, ) E S-Sl 88 |5 ~|5e2] § g o E = 2= <
N/App : Not 2|8 E 25 & & 288 g2 | & 2 g | 2 T g
Applicable, g g SE|lg ol 2 5% o 2% Z 2 X
- — o=| 175 _— —
35|=3 .%% % gagé E_% 3 % age of calls ”E ©
. S| B3| & = o~ 2 3 F 2 % age of calls answered by c &8
S. . Service g ES| R = 932 5| O i =
Service Area . @) —| = = s g — ) 95% of requests answered Operator 8
No Provider = o 5 &2 = S ] : Q
% 5 g 2 @) = (electronically) (voice to g
Z p= = voice) =
100% < 3 <4 <4 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% | <0.1% da\ s hours hours 20 40 60 90 sec in 60
days ‘ ¥S ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
TATA PMR | 94.96 1.30 87.25 8.16 0.0000 | 50.43% 0.13 91.55 | 100.00 | 87.92 100.00 100.00 90.00 94.00 | 100.00
TUV | 97.60 1.31 76.22 | 12.77 | 0.0000 63.34 0.150 96.24 | 100.00 | 99.04 DNP DNP DNP DNP 100.00
BSNL(MP) PMR | 92.13 4.80 95.00 6.90 0.1000 | 68.00% 0.05 100.00 | 97.00 | 100.00 90.00 95.00 99.00 99.90 | 100.00
TUV | 78.00 | 8.60 | 90.71 5.94 0.0180 54.60 0.000 | 90.76 | 97.76 | 100.00 95.00 95.00 92.00 92.00 | 100.00
BSNL
(Chattisgarh) PMR | 100.00 | 9.60 92.00 | 11.70 NA 65.00% 0.01 94.00 82.00 69.00 100.00 100.00 90.00 95.00 | 100.00
MP
5 & TUV | 98.57 8.29 87.63 6.65 0.0180 70.50 0.001 97.22 | 98.14 | 91.66 92.00 92.00 92.00 92.00 | 100.00
CHATTISGARH
RELIANCE | PMR | 48.07 3.33 95.70 2.12 0.0800 | 49.66% 0.04 100.00 | 97.00 | 100.00 100.00 100.00 92.50 95.50 | 100.00
TUV | 98.00 2.90 96.50 4.12 0.0900 77.93 0.060 | 100.00 | 96.00 99.00 N/A N/A 96.00 98.00 | 100.00
BHARTI PMR | 93.65 4.81 95.76 8.30 0.1000 | 50.00% 0.02 52.45 | 100.00 | 99.32 NA NA 79.00 100.00 3.86
TUV | 96.06 5.20 95.73 7.90 0.0010 56.76 0.002 52.74 95.52 99.17 100.00 100.00 79.87 100.00 3.81
BSNL PMR | 80.60 | 7.40 | 90.00 | 9.40 NA 54.00% | 0.02 85.00 | 90.00 | 95.00 100.00 100.00 100.00 100.00 | 100.00
TUV 24 7. .1 7. 4. 41.97 .001 . 79.67 . N/A N/A N/A N/A 1.1
6 | MAHARASHTRA U 36 86 80.13 69 8600 9 0.00 56.00 9.6 66.00 / / / / 31.13
RELIANCE | PMR | 36.60 0.24 | 100.00 | 5.55 0.7800 | 41.25% 0.06 99.43 98.42 97.97 100.00 100.00 92.50 95.50 | 100.00
TUV | 98.50 0.23 95.50 4.40 0.0042 80.42 0.040 | 100.00 | 98.50 97.50 N/A N/A 96.00 98.00 | 100.00
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends Used : NA : g 50 = i _ = =
Not Available s E = 5 = i = 2 S B %
ND : Not Done, 7 AW = &g | 2 B = £ E ~ ) S
. o | B & = 293 g 3 = % | = & | Response Time to the Customer for | 4«
DNP : Data Not OR | &gl 2 b TEZ 5 2} e 8 =g Assist (in %)
Provided EL el B~ S S83 e 5 3 5 g & ssistance (in % =
rovided, Lo gﬂ 9,:’& E’-\ o"’t S g o0 = & B =g
N/App : Not G S5 & e & gg@ =V é Z o |3 E =
Applicable, g =32 Bl n|=8|h 5 o 2% = < X 2
= B=I O = o} @ g = = & 5
33 |=3| £° = o3 8 EHQ_S % age of calls “; >
S Service = %5 é S| & 5 g3 S S = %D % age of calls answered by o 2
) Service Area . 3 =5 = S g °l o o) 95% of requests answered Operator s
No Provider = = 5 &2 = 159 | call ;i o
% 5 g 2 @) = (electronically) (voice to £
Z. =S = voice) =
100% <8 <3 <4 <24 within within within within 100%
Bench Mark in<7 <5 % >90% hrs <0.002 >55% <0.1% du; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
BHARTI PMR | 61.29 | 346 | 8846 | 6.10 | 0.0026 | 5538% | 022 | 70.11 | 100.00 | 73.31 NA NA 69.44 78.85 | 87.36
TUV | 89.00 2.80 87.90 11.70 | 0.0000 63.68 0.040 38.88 100.00 | 97.31 N/A N/A 71.30 71.68 100.00
TATA PMR | 80.73 | 3.69 | 95.10 | 696 | 0.0020 | 59.00% | 026 | 94.57 | 52.02 | 86.37 100.00 100.00 92.00 95.00 | 100.00
TUV | 100.00 | 3.90 99.79 5.99 0.0000 57.01 0.003 100.00 | 100.00 | 100.00 100.00 100.00 91.59 94.87 100.00
BSNL PMR | 98.92 9.10 87.00 16.90 NA 61.00% 0.02 97.00 100.00 | 100.00 100.00 100.00 57.67 73.33 100.00
TUV 53.41 8.22 62.49 8.29 0.1660 73.80 0.013 77.18 92.66 92.52 100.00 100.00 92.33 97.63 100.00
RELIANCE | PMR | 69.61 341 100.00 | 5.22 0.0300 | 50.25% 0.06 98.33 97.57 98.15 100.00 100.00 92.50 95.50 100.00
7 PUNJAB TUV | 98.00 3.10 95.00 5.50 0.0300 78.15 0.050 | 100.00 | 97.50 98.00 N/A N/A 96.00 98.00 100.00
BHARTI PMR | 92.95 4.50 88.54 4.09 0.0051 51.00% 0.06 86.99 91.13 84.41 NA NA 87.82 92.66 55.89
TUV | 97.70 3.33 94.60 4.04 0.0002 53.46 0.062 | 100.00 | 89.96 71.38 100.00 100.00 91.80 95.40 85.80
HFCL PMR | 94.99 1.52 98.74 4.57 0.0002 55.49% 0.07 95.85 98.26 96.12 100.00 NA 86.00 98.00 100.00
TUV 94.60 1.17 98.58 6.01 0.0002 77.50 0.012 95.18 97.66 96.52 N/A N/A N/A N/A 100.00
BSNL PMR | 82.01 | 7.70 | 89.00 | 9.40 NA 56.00% | 0.02 | 94.00 | 98.00 | 88.00 100.00 100.00 100.00 | 100.00 | 100.00
8 RAJASTHAN TUV | 4351 | 830 | 80.13 | 593 | 00000 | 4194 | 0039 | 98.11 | 100.00 | 100.00 | N/A N/A N/A NA | 64.03
RELIANCE | PMR | 47.88 3.33 100.00 | 5.59 0.0800 37.92% 0.00 Nil 92.39 98.57 100.00 100.00 92.50 95.50 100.00
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends Used : NA : g 50 = i _ = =
Not Available s E = 5 = i = 2 S B %
ND : Not Done, R LS| E = ag_| s B - g | €2 . 3
. B~ | © 2 L 9o g 3 ) e — ¥ | Response Time to the Customer for | < §Q
DNP : Data Not O | &g = =88 2o o 3 s . . RS
. = 02| B | S38 e 5 2 = 5 & Assistance (in %) 9 g
Provided, 5E|S=| 88 |=& o3 ® & &) = 2 = £ <
N/A °N e = E = = S @ 8 = Q =g (=] % 2 5 2 o
Pp: Mot SRSl BE|BE|EES Ee| B o |3 g 5
Applicable, g g8 El o n| X 2152 & §5 = < = 2
= =8| 0 8] o @ 2 g =2 3 S S5
33 |=3| £° = QSEE EHQ_S % age of calls ol
S Service = %5 é S| & k= g3 S S = %0 % age of calls answered by o 2
) Service Area . 3 =5 = s g °l o o) 95% of requests answered Operator s
No Provider = o 5 &2 = o ] : Q
% 5 g 2 @) = (electronically) (voice to £
Z. p= = voice) =
100% < 3 <4 <4 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% <0.1% du; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
TUV | 99.50 3.30 98.00 4.80 0.0300 77.17 0.000 NI 89.30 98.00 N/A N/A 96.00 98.00 [ 100.00
SHYAM PMR | 97.99 | 2.77 | 9245 | 4.80 | 0.0010 NA 0.10 | 96.06 | 100.00 | 97.26 NA NA 86.00 NA 91.00
TUV | 98.02 2.77 92.67 4.85 0.0003 N/A 0.094 58.30 100.00 | 96.26 N/A N/A 85.00 85.00 91.00
BSNL PMR | 100.00 | 3.30 95.00 6.10 NA 77.00% 0.02 100.00 | 100.00 | 99.00 99.78 99.78 97.47 98.04 100.00
TUV | 98.00 1.92 98.50 4.33 0.2350 63.48 0.900 99.63 | 100.00 | 50.00 50.00 50.00 50.00 50.00 | 100.00
RELIANCE | PMR | 57.56 0.68 100.00 | 5.38 0.1100 | 33.33% 0.03 100.00 | 96.86 99.70 100.00 100.00 92.50 95.50 100.00
9 TAMILNADU TUV | 99.50 0.83 98.00 4.40 0.0014 71.43 0.000 | 100.00 | 97.00 99.50 N/A N/A 96.00 98.00 [ 100.00
BHARTI PMR | 94.74 2.37 99.89 5.29 0.0006 | 53.40% 0.01 89.12 83.85 98.63 99.72 99.84 90.49 93.11 94.68
TUV | 92.19 3.45 99.69 3.89 0.0001 68.00 0.015 54.00 75.82 98.90 42.00 50.00 44.00 50.00 100.00
TATA PMR | 100.00 | 0.00 Nil NA | 0.0000 | 60.65% | Nil Nil Nil Nil 100.00 100.00 94.00 97.00 NA
TUV | 100.00 | 3.00 | 100.00 | 4.00 0.0020 64.00 0.000 | 100.00 | 100.00 | 100.00 50.00 50.00 50.00 50.00 | 100.00
BSNL PMR | 98.53 6.70 93.00 8.00 NA 72.00% 0.02 100.00 | 99.00 98.00 100.00 100.00 80.00 100.00 | 100.00
10 HARYANA TUV | 16.66 6.39 50.59 | 15.36 | 0.0020 56.67 0.100 | 100.00 | 92.50 95.83 100.00 100.00 N/A N/A 100.00
RELIANCE | PMR | 37.09 NA NA NA 0.5000 | 45.01% 0.00 Nil Nil 100.00 100.00 100.00 92.50 95.50 100.00
TUV | 97.00 NI NI NI 0.0500 77.60 0.000 NI 100.00 | 100.00 N/A N/A 96.00 98.00 100.00
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends.Used :NA: E 2 = T§ _ _ - Zz .%'
Not Available s 3 2 52 s = S i = &
ND : Not Done, @ .| B = %5 | =2 g o & &S ~ i < _
. | B B = 293 g 3 = % | = ¥ | Response Time to the Customer for | & §
DNP : Data Not OR | &gl 2 b [T ES8l o 2} e 5 =g Assist % ©
Provided CelsS| 54T (883 g 5 2 5 g8E ssistance (in %) ==
rovicec, S| 28s| 88|54 BEg| = | E 2 | & 55
N/App : Not T2 |88 x| 55|2ES 2| & “ 5 | =S T g
Applicable, ES|CE8| o258y =8| B < ol
Z2E|E3| 88| T2 28 S
38| =353 |2 w3 S EH‘B 2 % age of calls = 2
S Service = %5 é S| & k= g3 S S = %0 % age of calls answered by o 2
N;) Service Area Provider 3 = = = S g °l o g 95% of requests answered Operator s
% E § o % 8 § (electronically) (voice to qé
Z - = S voice) =
100% < 3 <4 <4 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% | <0.1% du; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
BHARTI PMR | 86.63 5.19 96.70 9.05 0.0000 | 52.00% | 0.06 100.00 | 88.31 65.42 NA NA 87.82 92.66 35.86
TUV | 8520 540 | 99.50 | 4.60 0.0002 63.00 0.050 | 61.00 89.00 57.00 N/A N/A 91.80 95.40 | 100.00
BSNL PMR | 9545 6.40 90.00 | 14.60 NA 56.00% 0.04 91.00 96.00 93.00 100.00 100.00 99.59 99.83 | 100.00
TUV | 32.89 | 17.05 | 34.68 4.90 0.0000 52.26 0.003 59.38 62.29 62.24 100.00 100.00 99.84 99.84 62.33
RELIANCE | PMR | 21.17 0.49 | 100.00 | 4.21 0.1300 | 36.60% | 0.05 71.08 97.51 98.01 100.00 100.00 92.50 95.50 | 100.00
11 KARNATAKA TUV | 98.00 0.41 97.50 3.60 0.0011 75.42 0.035 | 100.00 | 97.00 98.00 N/A N/A 96.00 98.00 | 100.00
BHARTI PMR | 93.22 3.78 94.49 3.35 0.0464 | 59.00% | 0.03 93.82 73.37 98.94 99.00 99.50 80.29 88.06 | 100.00
TUV | 94.75 291 96.76 | 433 0.0000 60.58 0.020 | 89.25 73.28 99.22 N/A N/A 79.71 87.87 99.75
TATA PMR | 90.14 1.80 | 100.00 | 7.00 0.0090 | 47.46% 0.10 76.70 | 100.00 | 95.94 100.00 100.00 93.00 96.00 | 100.00
TUV | 91.27 1.53 90.61 7.50 0.0127 N/A 8.540 85.00 | 100.00 | 95.40 N/A N/A 92.01 93.13 | 100.00
o A&N BSNL PMR | 100.00 | 6.50 | 81.00 | 8.10 NA |39.00% | 0.09 | 95.00 | 100.00 | 100.00 NA NA NA NA | 100.00
TUV Completed in previous quarter
13 ASSAM BSNL PMR | 38.73 7.70 89.00 | 14.70 NA 59.00% 0.06 NA 90.00 66.00 NA NA NA NA 100.00
TUV | 10.90 2.84 76.96 7.40 N/A 31.63 0.020 35.00 22.70 N/A 100.00 100.00 100.00 100.00 | 50.00
14 CHENNAI BSNL PMR | 96.35 5.10 90.00 | 10.30 NA 73.00% 0.02 92.00 | 100.00 | 100.00 100.00 100.00 96.44 98.34 | 100.00
TUV | 79.18 7.81 96.00 6.42 0.0030 80.00 0.000 | 70.80 69.14 84.00 45.00 50.00 40.00 50.00 | 100.00
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends.Used :NA: E 2 = T§ _ _ - Zz .%'
Not Available g g 2 5 = § = S i -g &
ND : Not Done, A7 - § 5 E g* o —| = S o = E < . o _
. B~ | © 2 L 9o g 3 ) e = ¥ | Response Time to the Customer for | < §
DNP : Data Not OR | &gl Z = [T ES8l o o e o =g . . ©
. & oB|l v |2 S58l o 5 3 = 8 & Assistance (in %) < g
Provided, 5E|S2c| 88| ~|5g°2] B¢ o = 5 £ g <
N/App : Not 2|8 E 25 & & 288 g2 | & 7 g | 2 T g
Applicable, ES|2E|m = |®%25E8 55| B < ol
ZE|ES| BE|loT|8cg 2 = S =
38| =353 |2 w3 S EH‘B 2 % age of calls = 2
. S| B3| & = o~ 2 3 F 2 % age of calls answered by c &8
S. . Service 5 S| 8 s <= Y 5| O -8 <=
Service Area . @) —| = = s g = o) 95% of requests answered Operator =
No Provider = o 5 &2 = S ] : Q
% = g 2 @) = (electronically) (voice to g
Z. = p= < voice) =
100% < 3 <4 <4 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% <0.1% du; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
RELIANCE | PMR | 41.01 2.23 | 100.00 | 5.83 0.0400 | 52.73% 0.01 98.08 98.51 99.95 100.00 100.00 91.00 95.50 | 100.00
TUV | 99.00 2.16 97.00 6.00 0.0970 71.47 0.020 99.00 97.50 99.50 N/A N/A 96.00 98.00 NI
BHARTI PMR | 93.90 5.78 99.34 8.29 0.0008 | 54.00% 0.02 80.00 94.01 98.07 99.72 99.84 90.49 93.11 95.67
TUV | 84.28 3.77 99.78 4.76 0.0004 63.40 0.015 54.00 75.82 98.90 42.00 50.00 44.00 50.00 | 100.00
TATA PMR | 98.73 0.00 | 100.00 | 4.70 0.0030 | 46.39% Nil Nil Nil Nil 100.00 100.00 94.00 97.00 NA
TUV | 86.84 6.00 | 100.00 | 4.00 0.0005 64.00 0.000 | 100.00 | 100.00 | 100.00 50.00 50.00 50.00 50.00 0.00
RELIANCE | PMR | 0.00 NA NA NA | 1.4800 | 39.65% | 0.00 Nil Nil Nil 100.00 100.00 92.50 95.00 | 100.00
15 HP TUV | 100.00 NI NI NI 1.3600 78.15 0.000 NI NI NI N/A N/A 96.00 98.00 NI
BSNL PMR | 98.55 9.50 93.00 7.00 NA 64.00% 0.03 Nil 89.00 94.00 NA NA NA NA 100.00
TUV DNP DNP DNP DNP DNP DNP DNP DNP DNP DNP DNP DNP DNP DNP DNP
16 JHARKEIAND BSNL PMR | 99.03 | 630 | 89.00 | 14.20 NA 51.00% | 0.14 | 95.00 | 96.00 | 98.00 NA NA NA NA | 100.00
TUV | 27.20 | 1590 | 85.90 8.18 0.5000 34.68 0.110 41.14 22.22 | 100.00 100.00 100.00 100.00 100.00 | 26.46
17 J&K BSNL PMR | 58.79 10.00 | 88.00 6.30 NA 51.00% 0.07 Nil 100.00 | 99.00 NA NA NA NA NA
TUV | 56.80 4.88 49.57 6.78 DNP DNP DNP DNP DNP 100.00 100.00 0.00 20.00 ND
BSNL PMR | 95.56 7.80 88.00 | 13.50 NA 70.00% 0.02 79.00 99.00 97.00 100.00 100.00 86.67 100.00 | 100.00
TUV | 19.39 9.59 94.78 7.64 0.0000 79.51 0.001 93.74 98.35 98.47 N/A N/A 90.00 92.00 96.69
18 KERALA BHARTI PMR | 77.41 3.50 98.45 2.95 0.0010 | 56.00% 1.77 54.68 0.00 66.00 NA NA 95.73 98.43 | 100.00
TUV | 68.70 591 94.74 4.83 0.0000 N/A 0.008 73.53 11.11 96.48 N/A N/A 92.99 92.99 100.00
RELIANCE | PMR | 52.38 0.47 100.00 | 4.19 0.2400 | 59.53% 0.02 100.00 | 96.93 97.88 100.00 100.00 92.50 95.50 | 100.00
TUV | 98.00 0.61 98.50 0.50 0.2300 80.76 0.010 | 100.00 | 95.50 97.00 N/A N/A 96.00 98.00 DNP
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends.Used :NA: E 2 = T§ _ _ - Zz .%'
Not Available g 3 2 5 = § = S i -g &
ND : Not Done, 2 .S B = a5 |2 ) 2 E | €4 ) g
B~ | 5| 2 = @2 0= g 3 = = = ¥ | Response Time to the Customer for | © &
DNP : Data Not OR | &gl Z = [T ES8l o o e o =g . . ©
. & oB|l v |2 S58l o 5 3 = 8 & Assistance (in %) < g
Provided, ) E S-Sl 88 |5 ~|5e2] § g o E = 2= <
N/App : Not 2|8 E 25 & & 288 g2 | & 7 g | 2 T g
Applicable, ES|ICE|ST|I~8|58y 25| F < % 2
Z2E|E3| 88| T2 28 S
38| =353 |2 w3 S EH‘B 2 % age of calls = 2
. S| B3| & = o~ 2 3 F 2 % age of calls answered by c &8
S. . Service 5 S| 8 s <= Y 5| O -8 <=
Service Area . @) —| = = s g = o) 95% of requests answered Operator =
No Provider = o 5 &2 = S ] : Q
% 5 g 2 @) = (electronically) (voice to g
Z. p= = voice) =
100% < 3 <4 <4 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% <0.1% du; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
BHARTI PMR | 78.41 4.83 81.14 | 11.23 | 0.0002 | 55.00% 1.10 0.00 99.76 98.14 NA NA 86.39 91.46 NA
TUV | 81.60 4.72 82.76 5.50 0.0180 68.40 0.001 89.25 | 100.00 | 100.00 N/A N/A 88.00 93.00 22.22
19 KOLKATA RELIANCE | PMR | 57.40 1.10 | 100.00 | 5.22 0.0000 | 50.21% 0.08 98.36 97.66 98.35 100.00 100.00 92.50 95.50 | 100.00
TUV | 99.50 1.20 96.50 4.75 0.0000 77.67 0.080 98.50 97.50 97.50 N/A N/A 96.00 98.00 NI
BSNL PMR | 99.42 4.20 92.00 | 10.50 NA 54.00% 0.10 95.00 | 100.00 | 54.00 100.00 100.00 100.00 100.00 | 100.00
TUV | 58.70 | 13.70 | 60.42 7.88 0.4700 53.40 0.010 58.37 37.79 100.00 100.00 100.00 100.00 100.00 | 87.70
TATA PMR | 75.12 | 370 | 98.71 | 7.08 | 0.0020 | 59.00% | 0.78 | 85.68 | 100.00 | 98.99 | 100.00 100.00 67.00 72.00 NA
TUV | 7141 3.67 97.27 7.50 0.0250 61.20 0.780 84.00 N/A 98.70 100.00 100.00 59.00 65.00 99.00
BHARTI PMR | 91.09 2.88 92.40 3.30 0.0004 | 55.76% 0.30 80.70 | 100.00 | 92.03 NA NA 71.32 80.63 97.49
20 MUMBAI TUV | 95.25 3.77 90.25 4.00 0.0004 64.05 0.040 73.00 | 100.00 | 92.00 N/A N/A 73.85 84.44 | 100.00
RELIANCE | PMR | 16.83 0.85 | 100.00 | 4.84 0.0000 | 54.66% 0.07 97.26 96.93 98.31 100.00 100.00 92.50 95.50 | 100.00
TUV | 97.50 0.79 96.50 5.00 0.0030 77.00 0.070 98.00 96.00 97.00 N/A N/A 96.00 98.00 NI
MTNL PMR | 6242 8.97 82.66 | 19.28 | 0.0002 | 56.49% 0.73 31.05 55.45 58.47 98.67 100.00 87.22 90.54 [ 100.00
TUV | 80.50 | 74.00 | 74.00 | 12.00 | 0.0010 54.80 0.040 31.51 87.00 90.00 N/A N/A 50.30 50.30 98.80
21 NE-I BSNL PMR | 54.57 5.70 88.00 | 30.40 NA 58.00% 0.05 63.00 77.00 93.00 NA NA NA NA 100.00
TUV | 77.78 | 31.55 | 70.37 12.72 | 0.0400 37.90 0.095 | 100.00 | 100.00 | 100.00 100.00 100.00 100.00 100.00 | 100.00
2 NE.IL BSNL PMR | 96.88 | 420 | 90.00 | 14.60 NA 61.00% | 0.05 | 100.00 | 100.00 | 97.00 87.77 98.83 89.00 98.00 | 100.00
TUV Completed in previous quarter
23 ORISSA BSNL PMR | 81.05 5.60 92.00 8.00 NA 81.00% 0.09 98.00 NA NA NA NA NA NA 100.00
TUV | 5294 | 23.84 | 88.17 742 N/A 4391 0.027 80.00 | 100.00 | 100.00 41.66 100.00 100.00 100.00 | 99.21
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Performance Monitoring Report comparison of Basic Services (Wire-line) for the Quarter ending Dec, 2006

Legends Used : NA : g 50 g i _ = =
Not Available s E = 5 = i = 2 S B %
ND : Not Done, 2 & B = a5 _| 8 B - g | €2 ) 3
B~ | 5| 2 = @2 0= g 3 = = = ¥ | Response Time to the Customer for | © &
DNP : Data Not o | &gl 2 b= [T ES8l o o - i =g . . ©
. & oB|l v |2 S83 e 5 3 = 5 & Assistance (in %) < g
Provided, 58|25 88 |E~|g°2 B¢ - = Z = g <
N/App : Not 2|8 E 25 & & 288 g2 | & 7 g | 2 T g
Applicable, ES|SE|los|2l|588 5| B < ol
ZE|ES| BE|loT|8cg 2 = S35
33|23l E° = o3 8 2-446 e % age of calls =
. = %5 23 o g o~ 2 8 F 2 % age of calls answered by o 2
S. . Service 5 3| & = 2T 3| © = =BG
Service Area . @) —| = S g = k5] 95% of requests answered Operator 3
No Provider = o 5 &2 = o ] : Q
% 5 g 2 @) = (electronically) (voice to E
Z p= = voice) =
100% < 3 <4 <4 within within within within 100%
Bench Mark | in<7 | <5% | >90% hrs <0.002 >55% <0.1% da; s hours hours 20 40 60 90 sec in 60
days ‘ ¥ ‘ ‘ sec=80% | sec=95% | sec=80% | =95% | Days
RELIANCE | PMR | 30.16 NA NA NA 0.0040 | 45.30% 0.39 Nil Nil Nil 100.00 100.00 92.50 95.50 100.00
TUV | 100.00 NI NI NI 0.1000 77.93 0.000 NI NI NI N/A N/A 96.00 98.00 NI
BSNL PMR | 5846 | 6.90 | 93.00 | 7.10 NA 64.00% | 0.04 | 96.00 | 95.00 | 98.00 | 100.00 100.00 91.00 92.33 | 100.00
TUV | 39.72 16.24 | 60.30 12.42 | 0.0003 50.55 0.079 37.50 76.55 66.00 100.00 100.00 95.00 96.00 78.93
24 UP-E BHARTI PMR | 92.81 7.59 91.57 12.00 | 0.0186 | 44.86% 2.21 22.66 90.34 64.72 NA NA 88.00 93.00 23.00
TUV | 97.18 7.60 92.70 4.90 N/A 51.10 4.690 0.00 38.91 68.47 N/A N/A 90.32 94.41 28.43
RELIANCE | PMR | 54.99 | 3.33 | 100.00 | 346 | 0.0000 | 44.60% | 0.04 | 100.00 | 98.03 | 98.21 100.00 100.00 92.50 95.50 | 100.00
TUV | 98.00 290 | 100.00 | 1.20 0.0000 73.15 0.030 | 100.00 | 98.00 97.50 N/A N/A 96.00 98.00 NI
BSNL PMR | 100.00 | 8.20 91.00 8.20 NA 61.00% NA 100.00 | 99.00 96.00 100.00 100.00 91.00 92.33 100.00
TUV | 70.90 5.96 94.19 4.85 0.0134 51.39 0.100 46.15 100.00 | 100.00 100.00 100.00 100.00 100.00 | 97.64
75 UP-W BHARTI PMR | 86.18 | 8.01 | 86.94 | 7.40 | 0.0016 | 48.00% | 0.59 | 6643 | 23.09 | 71.50 NA NA 87.82 92.66 | 95.00
TUV | 83.29 7.33 43.96 8.62 0.0000 62.63 0.651 100.00 | 93.42 66.00 N/A N/A 91.81 95.41 66.66
RELIANCE | PMR | 57.78 NA NA NA 0.1400 | 41.66% 0.00 Nil Nil 100.00 100.00 100.00 92.50 95.50 100.00
TUV | 94.00 NI NI NI 0.2900 78.45 0.000 NI NI 100.00 N/A N/A 96.00 98.00 NI
26 UTTRANCHAL BSNL PMR | 90.71 7.90 94.00 7.20 NA 64.00% 0.04 96.00 97.00 98.00 31.00 81.00 88.33 100.00 | 100.00
TUV | 87.19 | 12.13 | 61.06 | 14.18 N/A 47.28 0.002 88.88 87.36 74.52 88.73 88.73 42.60 78.08 | 100.00
BSNL PMR | 20.36 | 7.70 | 85.00 | 20.10 NA 66.00% | 0.04 | 100.00 | 100.00 | 100.00 | 88.87 92.43 NA NA | 100.00
27 WEST BENGAL TUV | 27.81 12.20 | 71.72 10.05 | 0.1730 30.40 0.370 45.40 61.53 100.00 100.00 100.00 99.00 100.00 | 100.00
RELIANCE | PMR | 34.35 NA NA NA 1.2100 NA 0.00 Nil Nil 100.00 100.00 100.00 92.50 95.50 100.00
TUV | 100.00 NI NI NI 1.5100 77.39 0.000 NI NI NI N/A N/A 96.00 98.00 NI
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7.3  GENERAL QUESTIONS

7.3.1 SURVEY REALTED TO CELLULAR SERVICES

A Survey was conducted by TUV to assess the perception of subscribers on the following issues:

1 Are you able to understand clearly the bills sent by your service provider?

5827 subscribers were asked this question, out of which only 95 (1.6%) subscribers understand
their bills clearly and 1017(17.5%) find it somewhat difficult to understand while remaining 4715
(80.9%) either find their bills very difficult to understand or its not at all clearly understood by them.

2.1 Have you been informed in writing, within a week of activation of service, the
complete details of your tariff plan?

1364 subscribers were asked this question, out of which only 376 (27.6%) were informed, details
of their tariff plan in writing by their service provider.

2.2 If yes, whether you are able to understand clearly the tariff plan?

Out of 376 subscribers who were asked this question, only 11(2.9%) subscribers understand their
tariff plan clearly and 83(22.1%) find it somewhat difficult to understand while remaining 282
(75.0%) either find their tariff plan very difficult to understand or its not at all clearly understood by
them.

3.1 Have you recently made any request through Telephone call, FAX, SMS, E-mail etc.
for any value added services, the charges for which are of a recurring nature?

5827 subscribers were asked this question, out of which only 73 (1.3%) were informed, details of
their tariff plan in writing by their service provider.

3.2 If yes, whether your service provider acknowledged/ confirmed through SMS
followed by entry in the next bill the requests made?

Out of 73 subscribers only 56 (76.7%) received acknowledgement through SMS.

4.1 Have you terminated your mobile Phone connection recently?

This question was asked to 5827 no of subscribers but no one (0%) responded affirmative on

termination request.

4.2 How many days taken for termination of your connection? (In No of days.)
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This question was asked to 5827 no of subscribers but no one (0%) responded affirmative on
termination request.

4.3

Whether your service provider adjusted your security deposit in the bill raised after
you requested for termination?

This question was asked to 5827 no of subscribers but no one (0%) responded affirmative on
termination request.

Table 70 [Tabulated General Question - Cellular services]

S/N

Questions : Subscribers
were asked about

Mobile

Answers

Sample ""Some
size in "Yes" in In (%) what
Numbers | Numbers difficult"

in Nos

In (%)

"Not
Clear &
Very
Difficult"
in Nos

In (%)

Are you able to understand clearly
the bills sent by your service
provider?

5827 95 1.6% 1017 17.5%

4715

80.9%

2.1

Have you been informed in writing,
within a week of activation of service,
the complete details of your tariff
plan?

1364 376 27.6% - -

2.2

If yes, whether you are able to
understand clearly the tariff plan?

376 11 2.9% 83 22.1%

282

75.0%

3.1

Have you recently made any request
through Telephone call, FAX, SMS,
E-mail etc. for any value added
services, the charges for which are of
a recurring nature?

5827 73 1.3% -- -

32

If yes, whether your service provider
acknowledged/ confirmed through
SMS followed by entry in the next bill
the requests made?

73 56 76.7% -- -

4.1

Have you terminated your telephone
/ mobile connection Phone
connection recently?

5827 0 0.0% -- -

42

How many days taken for termination
of your connection? (In No of days.)

N\App N\App N\App -- --

43

Whether your service provider
adjusted your security deposit in the
bill raised after you requested for
termination?

N\App N\App N\App -- --
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7.3.2 SURVEY REALTED TO BASIC SERVICES

A Survey was conducted by TUV to assess the perception of subscribers on the following issues:

1 Are you able to understand clearly the bills sent by your service provider?

19066 subscribers were asked this question, out of which only 581(8.0%) subscribers understand
their bills clearly and 3780(19.8%) find it somewhat difficult to understand while remaining 14705
(77.1%) either find their bills very difficult to understand or its not at all clearly understood by them.

2.1 Have you been informed in writing, within a week of activation of service, the
complete details of your tariff plan?

4980 subscribers were asked this question, out of which only 1052 (21.1%) were informed, details
of their tariff plan in writing by their service provider.

2.2 If yes, whether you are able to understand clearly the tariff plan?

Out of 1052 subscribers who were asked this question, only 85(8.1%) subscribers understand their
tariff plan clearly and 351(33.4%) find it somewhat difficult to understand while remaining 616
(58.6%) either find their tariff plan very difficult to understand or its not at all clearly understood by
them.

3.1 Have you recently made any request through Telephone call, FAX, SMS, E-mail etc.
for any value added services, the charges for which are of a recurring nature?

19066 subscribers were asked this question, out of which only 90 (0.5%) were informed, details of
their tariff plan in writing by their service provider.

3.2 If yes, whether your service provider acknowledged/ confirmed through SMS
followed by entry in the next bill the requests made?

Out of 90 subscribers only 53 (58.9%) received acknowledgement through SMS.

4.1 Have you terminated your telephone connection recently?

This question was asked to 19066 no of subscribers out of which only 7 (0.037%) responded
affirmative on termination request.

4.2 How many days taken for termination of your connection? (In No of days.)

Out of 7 respondents, the averaged time for termination is 19 days
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Whether your service provider adjusted your security deposit in the bill raised after
you requested for termination?

Out of 7 respondents, only 5 (71.4%) answered affirmative on adjustment of deposits.

Table 71 [Tabulated General Questions Basic Services]

Basic
Answers
S/N Questions : Subscribers Sample "Some . Not&
were asked about sizein | "Yes"in | oo | what | ‘fa" In (%)
Numbers | Numbers | '\ difficult” | "7 oy " (%
. Difficult
in Nos .
in Nos
Are you able to understand clearly
1 the bills sent by your service 19066 581 3.0% 3780 19.8% 14705 77.1%
provider?
Have you been informed in writing,
21 within a week of apt|vat|on of service, 4980 1052 21.1% B _ B _
the complete details of your tariff
plan?
22 | ITyes, whether you are able to 1052 85 8.1% 351 | 334% | 616 | 58.6%
understand clearly the tariff plan?
Have you recently made any request
through Telephone call, FAX, SMS,
3.1 | E-mail etc. for any value added 19066 90 0.5% -- - -- -
services, the charges for which are of
a recurring nature?
If yes, whether your service provider
acknowledged/ confirmed through
32 | SMS followed by entry in the next bill | ° >3 38.9% - - - -
the requests made?
Have you terminated your telephone
4.1 | / mobile connection Phone 19066 7 0.037% - - - -
connection recently?
How many days taken for termination
4.2 of your connection? (In No of days.) 7 19 days averaged for all 7 no of respondents
Whether your service provider
43 adjusted your security deposit in the 7 5 71.49% B B B B

bill raised after you requested for
termination?
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7.4 CUSTOMER SATISFACTION SURVEY QUESTIONNAIRE

7.4.1 BASIC SERVICES CSS QUESTIONNAIRE

Name: Sex: Male Female
Tel: Age: <25 25-50 >50

Usage Type : Residential Commercial

Operator: irtel utch dea NL

Rel Info @Rel Tel TATA El TNL Area: Rural Urban
[9]Spice [10BPL [(1HFCL [12Shyam [13]Aircel User Type: Prepaid Postpaid
State and code: Type: Wireline WLL
City and code: Interview: Telephonic In-person
A. SERVICE PROVISION
1. When did you last applied for a phone connection >12month ——» (If >12 month, go to Q 4)
9-12 month
6-9 month <6 month
2. How much time was taken to get the working connection >45 day 16-45 day
after you applied for it? 7-15 day <7 day
3. Are you satisfied with time taken to provide working Highly dissatisfy Dissatisfy
phone? Satisfy V satisfy
4. Have you requested for shifting of your phone during last Yes
24 months? No — > (ifno,gotoQ7)
5. How long did it take for the complete shifting of phone? >15 day 8-15 day
3-7 day <3 day
6. Are you satisfied with the time taken for shifting? Highly dissatisfy Dissatisfy
Satisfy V satisfy
7. Have you requested to close your phone during 24 month? Yes
[ 2]No —» (If no,go to Q 11)
8. If yes, which operator you requested to close the phone [1]Airtel  [2]Hutch dea
el Info el Tel | 7 [TATA |8 ]MTNL
O |spice [10BPL  [{1HFCL [12Shyam [13]Aircel
9. How long did it take for the closure of phone? >72 hrs 48-72 hrs
24-48 hrs <24 hrs
10. Are you satisfied with the time taken for closure? Highly dissatisfy Dissatisfy
Satisfy V satisfy
B. BILLING RELATED
11. Are the bills received at least a week before the due date Never Occasionally
of payment? Normally Always
12. Are the bills correct? Never Occasionally
Normally Always
13. Do the bills clearly explain the expenditure on phone? Never Occasionally
Normally Always
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14. Have you complained about wrong bill in last one year? Yes
No —— (If no, go to Q 16)
15. Are you satisfied with the process of settling of billing Highly dissatisfy Dissatisfy
disputes? Satisfy V satisfy
C. HELP DESK
16. Do you know help desk operator number? Yes
No —— > (If no, go to Q 23)
17. When was the last time you accessed the help desk? upto 1 mon. 1-3 month
>3 month Never (go to Q23)
18. What was it related to? New connection [ 2] Clarifications —(go to Q20)
Complaints
19. If for complaints, what was it related to? Billing dispute Service related
20. How much time taken by help desk executive to reply? >1 min 1 min
30 sec Immediately
21. Does the executive listened to your problem with patience? Never Occasionally
Normally Always
22. Are you satisfied with the behaviour of the executive? Highly dissatisfy Dissatisfy
Satisfy V satisfy
D. NETWORK PERFORMANCE
23. How often there is network failure? Frequent Moderate
Occasional Never
24. s the voice quality clear? Not clear Manageable
Moderate Clear
25. How often you get connected to wrong number? Frequent Normally
Occasional Never
E. FAULT REPAIR
26. Did you have breakdown of your phone in last six month? Yes
No —(If no, go to Q 29)
27.How long did it take for repairing after lodging complaint? >3 days 3 days
2 days 1 day
28. Does the problem reappear? Always Moderate
Occasional Never

F. SUPPLEMENTARY SERVICES

29. Usage of following services and satisfaction with the quality of supplementary services provided by the

operator?
Type of service Usage Satisfaction
29.1 Call waiting Y [N Highly dissatisfy Dissatisfy Satisfy V satisfy
29.2 Forwarding Y [N Highly dissatisfy Dissatisfy Satisfy V satisfy
29.3 Call answering Y [N Highly dissatisfy Dissatisfy Satisfy V satisfy
29.4 Any other services Y [N Highly dissatisfy Dissatisfy Satisfy V satisfy

H. GENERAL INFORMATION - POST PAID CUSTOMERS ONLY

30.Are you able to understand clearly the bills sent by your

| Not clear & very difficult to understand
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service provider? Somewhat difficult to understand
Easy to understand
31.Have you been informed in writing, within a week of Informed

activation of service, the complete details of your tariff plan? Not Informed —(If not informed, go to Q 33)
(For new customers)

32.1f yes, whether you are able to understand clearly the tariff Tariff Plan very difficult to understand

plan? Tariff Plan somewhat difficult to understand
(For new customers) Tariff Plan easy to understand

33.Have you recently made any request through Telephone call, Yes
FAX, SMS, E-mail etc. for any value added services, the No ——»(If no, go to Q 35)
charges for which are of a recurring nature?

34.1f yes, whether your service provider acknowledged/ Acknowledged in the next bill
confirmed through SMS followed by entry in the next bill the Did not acknowledge
requests made?

35.Have you terminated your Basic Phone connection recently? Yes
No —(End of the interview)

36.How many days taken for termination of your connection? No. of days taken for termination

37.Whether your service provider adjusted your security deposit Security Deposit adjusted in the bill
in the bill raised after you requested for termination? Security Deposit not adjusted in the bill
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7.4.2

Name:
Tel:

Operator: | 1 |Airtel | 2JHutch  [3]idea [4|BSNL
|5[Rel Info | 6]Aircel |7[TATA |8 MTNL

CSS QUESTIONNAIRE j

Sex:
Age:

South Asia

Female
[2]25-50 >50

Usage Type : Residential Commercial

Area: Urban
[9]Spice [10BPL [{1HFCL [12Shyam [13]Rel Tel User Type: Postpaid
State and code: Type: CDMA
City and code: Interview: Telephonic In-person
A. SERVICE PROVISION
1. When did you last applied for cellular phone connection -9 month —> (If >9 months, go to Q 6)
6-9 month
2-6 month <2 month
2. Are you satisfied with the availability of dealer-distributor in Highly dissatisfy Dissatisfy
your locality? Satisfy V satisfy
3. How much time was taken to get the working connection >7 day 4-7 day
after you applied for it? 2-3 day Next day
4. Are you satisfy with time taken to provide working phone Highly dissatisfy Dissatisfy
Satisfy V satisfy
5. Are you satisfied with the clarity of plan? (Rate per call, Highly dissatisfy Dissatisfy
monthly rental etc.) Satisfy V satisfy
6. Have you requested to close your phone in last 6 month Yes

2|No —»[go to Q10-prepaid or Q11-postpaid]

30. If yes, which operator you requested to close the phone

[1]Airtel

[9]spice  [10BPL

Hutch Idea

[5]Rel Info [6]Aircel [7[TATA |8 MTNL
[{1HFCL [12Shyam [13]Rel Tel

SNL

8. How long did it take for the closure of phone? >7 day 3-7 day
1-3 day 1 day
9. Are you satisfied with the time taken for closure? Highly dissatisfy Dissatisfy
Satisfy V satisfy
B. BILLING RELATED - PREPAID CUSTOMER
10.Are you satisfied with the charging? Highly dissatisfy Dissatisfy
Satisfy V satisfy
C. BILLING RELATED - POSTPAID CUSTOMER
11.Are the bills received at least a week before the due date of Never Occasionally
payment? Normally Always
12.Do you think the bills are correct? Yes — > (If yes, go to Q 15)
No
13.Have you complained about wrong bill in last 6 month Yes
No —— (If no, go to Q 15)
14.Are you satisfied with the process of settling of billing Highly dissatisfy Dissatisfy
disputes? Satisfy V satisfy
D. HELP DESK
15.Do you know help desk operator number? Yes
No (If no, go to Q 22)
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16.When was the last time you accessed the help desk? upto 1 mon. 1-3 month
>3 month Never (go to Q22)
17.What was it related to? New connection [ 2] Clarifications —(go toQ19)
Complaints
18.1f for complaints, what was it related to? Billing dispute Service related
19.How much time taken by help desk executive to reply >1 min 1 min
30 sec Immediately
20.Does the executive listened to your problem with patience? Never Occasionally
Normally Always
21.Are you satisfied with the behaviour of the executive? Highly dissatisfy Dissatisfy
Satisfy V satisfy
E. NETWORK PERFORMANCE
22.Are you satisfied with the coverage of your operator? Yes
No
23.Are you able to make or get calls in first attempt? Never Occasionally
Normally Always
24.How often does your call drops during conversation? Always Normally
Occasionally Never
25.1s the voice quality clear? Yes
No (Please Tick)
| 1]Echo [ 2]crackling [ 3]Uneven[ 4 Blank [ 5 Hissing [6 [Other
26.How often you get connected to wrong number? Frequent Normally
Occasional Never
F. FAULT REPAIR
27.Did you have problem in setting your mobile for GPRS,SMS, Yes
VOICE Mail in last one month? No —(If no, go to Q 30)
28.How long did it take for correction of problem after lodging >5 hour 4-5 hrs
complaint? 2-3 hrs <1 hour
29.Are you satisfied with complaint registration process? Highly dissatisfy Dissatisfy
Satisfy V satisfy

G. SUPPLEMENTARY SERVICES

30.Usage of following services and satisfaction with the quality of supplementary services provided by the operator

Type of service Usage Satisfaction
30.1 SMS Y |N Highly dissatisfy Dissatisfy Satisfy V satisfy
30.2 Roaming Y | N Highly dissatisfy Dissatisfy Satisfy V satisfy
30.3 Voice mail Y | N Highly dissatisfy Dissatisfy Satisfy V satisfy
30.4 Any other supplementary services like | Y | N Highly dissatisfy Dissatisfy Satisfy [ 4 |V satisfy
email

H. GENERAL INFORMATION — POSTPAID CUSTOMERS ONLY

31.Are you able to understand clearly the bills sent by your
service provider?

Not clear & very difficult to understand
Somewhat difficult to understand
Easy to understand

32.Have you been informed in writing, within a week of
activation of service, the complete details of your tariff plan?
(For new customers)

Informed
Not Informed —(If not informed, go to Q 34)

33.1f yes, whether you are able to understand clearly the tariff

Tariff Plan very difficult to understand
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plan? Tariff Plan somewhat difficult to understand

(For new customers)

Tariff Plan easy to understand

34.Have you recently made any request through Telephone call,
FAX, SMS, E-mail etc. for any value added services, the
charges for which are of a recurring nature?

Yes

No ——(If no, go to Q 36)

35.1f yes, whether your service provider acknowledged/
confirmed through SMS followed by entry in the next bill the
requests made?

Acknowledged in the next bill
Did not acknowledge

36.Have you terminated your mobile connection recently?

Yes

No —(End of the interview)

37.How many days taken for termination of your connection?

No. of days taken for termination| ]

38.If yes, whether your service provider adjusted your security
deposit in the bill raised after you requested for termination?

Security Deposit adjusted in the bill
Security Deposit not adjusted in the bill
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7.5  APPROCH & METHODOLOGY

TUV South Asia is entrusted to verify the accuracy and authenticity of QOS performance Monitoring
reports submitted to TRAI by the various operators. This is to be carried out at quarterly intervals for the
year 2006 (July—Sep).

All the parameters are divided into

» Network Parameter
» Customer Care Parameter

7.5.1 OBJECTIVE ASSESSMENT OF QOS (BASIC)

7.5.1.1 BASIC SERVICE OPERATOR (BSO) TO BE COVERED IN QUARTER 4

Following operator circles of Basic Service Operator (BSO) were to be covered in this quarter as per PMR
Sep 2006.

Table 72 [List of BSO to be audited in Quarter 4]

Sr.Nos PS‘I.Z"VVii::r "Metro" Circle | “A” Circle “B” Circle “C” Circle
i ] & RN
1 BSNL I—S}i IEIE JE;(
UP(E) NEI
UP(W) NE2
WB OR
| ue J
3 RCOM KK 1T<11\i II;HE
UP (E)
UP (W)
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Sr.Nos Psr‘:)l;rviidc:r ""Metro" Circle “A” Circle “B” Circle “C” Circle s
MB GJ
CH MH
5 BHARTI EE Iéli
: \

6 SHAYAM N\ \\\\\\\\\\\\\‘“‘k\\\\\\_\\\\\\ RN\
—T HFCL. AIMHITERIIIIIIERY. - P AR
required
z(())(il/)eered 7 15 20 26 12
g(c))tva;red 7 15 20 26 12
Covera 100% 100% 100% 100% 100%

Operators-Circle Coverage 73/73 x 100 = 100%

7.5.1.2 NETWORK PARAMETER

The parameters are as below:
v" Provision of Telephone
v" Fault Incidences
v" Fault repair by Next Working Day
v Mean time for Repair
v" Grade of Service

v' Call completion rate

The method of calculation and the reporting formats for each of the above parameters are described

PROVISION OF TELEPHONE:

The following data will be verified at the exchange.
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v" Date of Registration for a Telephone Sou Asi
v" Exact date of installation

No. of Telephones provided within 7
9% Telephone Connected = days
within 7 days No. of registrations made during that
quarter

X 100

In case where the connection has been delayed, or cancelled by the customer himself, that will be omitted
from calculation.

Benchmark Data: 100% cases in Less than 7 working days subject to Technical Feasibility.
Format for collection of data are annexed at TUV/TRAI/FM/02

FAULT INCIDENCES:

The following data will be verified at the exchange from consumer complain log data

v" No. of Subscribers
v" No. of Faults

No of Faults / 100 = No. of Faults per month
Subscribers / Month No. of Subscribers in that month

X 100

From the total complains five customers will be called back to verify the authenticity.

Benchmark Data: Less than 5 faults per 100 subscribers per month till 31" March 2007 and Less than 3
Faults per 100 subscribers per month till 31* March 2008.

Format for collection of data are annexed at TUV/TRAI/FM/02

FAULT REPAIR BY NEXT WORKING DAY:

The following data will be verified at the exchange from the customer complain log data
v No. of faults received in a month
v No. of faults rectified by next working day

No. of Faults Rectified by next
working day X 100

No. of Faults received

% Fault Repaired by Next
Working Day

No. of Faults Rectified by next
working day X 100

No. of Faults received

9% Fault Repaired within 3 =
Working Days

From the total complains five customer will be called back to verify the authenticity.
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Benchmark Data: More than 90% rectification by next working day and 100% by 3 working days averaged
over one month. Rent rebate of 7 days to be given if fault repaired after 3 working days but before 7
working days. Rent rebate of 15 days to be given if fault repaired after 7 working days but before 15
working days. Rent rebate of 1 month to be given if fault repaired after 15 working days.

Format for collection of data are annexed at TUV/TRAI/FM/02

MEAN TIME FOR REPAIR:

The following data will be verified at the exchange.

a) No. of Faults reported in a months period
b) No. of Faults rectified on the same day
c) No. of Faults rectified on the second day
d) No. of Faults rectified on the third day
e) No. of Faults rectified on the fourth day
f) No. of Faults rectified on the Fifth day

Since the result is required in terms of hours, not in terms of day(s), hence the following assumption has
been taken:

Same day = 4 hours, Second day = 12 hours, Third day = 20 hours, Fourth day = 28 hours
Fifth day = 36 hours

% Mean Time for Repair =

gbx4 +cx12 + dx20 + ex28 + fx36) X 100

Format for collection of data are annexed at TUV/TRAI/FM/02
Note: While calculating the days, off days will not be counted

GRADE OF SERVICE:

The following data will be verified at the exchange.

a) Total calls made to Local Exchange junction

b) Lost calls (busy) from Junction to Local exchange
c) Total calls from TAX to local Exchange

d) Lost calls (busy) from TAX to local Exchange

e) Total calls from Local Exchange to TAX

) Lost calls (busy) from Local Exchange to TAX
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g) Total calls between TAX South Asia
h) Lost calls (busy) between TAX to TAX

Two intervals each of duration 1 hour will be selected from the Time Consistent Busy Hour (TCBH) in the
1™ and 3" week of every month for all combinations.

) Lost Calls .
Grade of Service = Total Calls Fraction

Benchmark Data:

a) Junction between local exchange —0.002,

b) Outgoing junctions from TAX to local exchanges —0.005,

¢) Incoming junctions from local exchange to TAX —0.005,

d) Incoming or outgoing junctions between TAX’s 0.005, averaged over one quarter.

Format for collection of data are annexed at TUV/TRAI/FM/02

CALL COMPLETION RATE:
The following data will be verified at the exchange.
a) Total Intra office calls handled during the period
b) Intra office calls answered during the period
¢) Total Incoming calls handled during the period
d) Incoming calls answered during the period
e) Total Outgoing calls handled during the period
f) Outgoing calls answered during the period
g) Total outgoing TAX calls handled during the period
h) Outgoing TAX calls answered during the period

Two intervals each of duration 1 hour will be selected from the Time Consistent Busy Hour (TCBH) in the
1" and 3" week of every month for all combinations

. Total Calls answered
% Call Completion Rate = Total calls Established X 100

Benchmark Data: Greater than 55% within local network.
Format for collection of data are annexed at TUV/TRAI/FM/02
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7.5.1.3 CUSTOMER CARE PARAMETER

The objective of the study is to assess the various QOS indicators for Basic Service Operators as notified by
TRALIL The parameters are as below:

® Metering & Billing Credibility
e Customer Care Promptness
¢ Time taken for refund of deposits after closures

The method of calculation and the reporting formats for each of the above parameters are described below:

METERING & BILLING CREDIBILITY:

The following data will be verified at the Call centers/ exchanges.

a) Total No. of Bills raised

b) Total no. of Complaints registered

% of Disputed bills over a = Total no. of Complaints registered
billing cycle period Total no. of Bills raised

X 100

Same billing cycle for every month will be selected
Benchmark Data: Should be Less than 0.1% of the bills raised in a cycle
Format for collection of data are annexed at TUV/TRAI/FM/03

CUSTOMER CARE PROMPTNESS:

The following data will be verified at the Call Centres/ Exchanges
a) Total no. of Shift Requests registered

b) No. of Shift Requests handled within 3 days

c) Total no. of Closure Requests registered

d) No. of Closure Requests handled within 24 Hrs

e) Total no. of Additional Service Requests registered

f) No. of Additional Service Requests handled within 24 Hrs
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% Customer requests = No of request handled within 3 days

attended for Shifting Total No of Request X 100
%  Cust s = No of request handled within 24
) ustomer requests = X 100

attended for Closures Total No of Request

No of request handled within 24
hours X 100
Total No of Request

% Customer requests attended
for Additional = Facilities

Benchmark Data: a) 95% of the customer requests for Shifting should be attended within 3 days. b) 95% of
the customer requests for Closures should be attended within 24 hours. ¢) 95% of the customer requests for
Additional Facility should be attended within 24 hours. All the above will be averaged over a month.

Format for collection of data are annexed at TUV/TRAI/FM/03

TIME TAKEN FOR REFUND OF DEPOSITS AFTER CLOSURES

100 cases of closure will be selected during the audit and percentage of refunds made within 60 days will be
calculated.

Benchmark Data:100 % of the refunds to be given within 60 days.

Format for collection of data are annexed at TUV/TRAI/FM/03
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7.5.2 OBJECTIVE ASSESSMENT OF QOS (CELLULAR)

All MSCs for each of the Cellular Mobile Service Provider (CMSP) are required to be covered. TUV had
submitted sample design and reporting formats to be followed for carrying out this activity.

7.5.2.1 OPERATORS REQUIRED TO BE AUDITED IN QUARTER 4

Table 73 [CMSP's Required to be audited in Quarter 4]

Sr.Nos Ii'il;l‘lilt;::r g"ﬁgg “A” Circle “B” Circle | “C” Circle
ND AP HR AM
MB GJ KL BH
CH KR MP HP
KK MH PB NE
1 BHARTI ™ ~ K
UP (E) OR
UP(W)
WB
ND AP HR
MB GJ PB
CH KR RJ
2 HUTCH KK MH UP(E)
™ UP(W)
WB
KL
ND AP HR
MB GJ KL
CH KR MP
KK MH PB
3 TATA ™ ~
UP (E)
UP(W)
WB
AP
4 IDEA ND GJ
MH
\
ND_ DLNRN
ND AP HR BH
MB GJ KL HP
6 RCOM CH KR MP OR
KK MH PB

Page 235 of 246



ANNEXURE 5 METHODOLOGY
SrNos | porviee | THetro” “A” Circle | “B”Circle | “C” Circle o
N RJ
UP (E)
UP( )
8 AIRCEL CH \ N\ \\\\ \\\\\\\
9 RISL KK \ \\ \ \\\\\\\\\\\\\\
NE
11 SPICE ;“ \Q\ Ps m
R G P
2| SN ™ R Jak
UP (E) OR
UP( )
13 HFCL \\ii{i\\\%\\ii&&\\\\%ﬂ S
14 DISHNET N N NE
ota
gseg‘;irred 14 24 30 48 27
PMR
ol 14 24 30 48 27
;/‘f\?:rage 100% 100% 100% 100% 100%
Operators Circle Coverage 129/129x100 = 100%

7.5.2.2 NETWORK PARAMETERS

The following Network Parameter data are audited to check its accuracy:

¢ Accumulated Down Time of Community Isolation

e (Call Setup Success Rate
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e Service Access Delay
e (Call Drop rate
® 9% Connections with Good Voice Quality

e Congestion data

ACCUMULATED DOWN TIME OF COMMUNITY ISOLATION

Data submitted by operator to TRAI on the above parameter will be collected by TUV. From the fault alarm
tracking details at MSC the outage duration will be calculated and compared with the same provided in the
report.

Benchmark Data: Less than 24 hours averaged over a period of one quarter.
Format for collection of data are annexed at TUV/TRAI/FM/01 & 05

Note: Failure of the entire exchange area for more than one hour is defined as Accumulated Down Time of
Community Isolation

CALL SETUP SUCCESS RATE

Call setup success rate is defined as % of call attempts made from a mobile set is successfully signaled to
the called network (same network) within the specified time. Cell wise data for the above parameter is
available at MSC. During the audit data for three cells each month will be verified

Benchmark Data: Greater than 95% averaged over a period of one quarter.

SERVICE ACCESS DELAY
Individual drive test log files conducted by the operator themselves will be used for collecting the data

Benchmark Data: Between 9 to 20 Seconds averaged over a period of one quarter.
Format for collection of data are annexed at TUV/TRAI/FM/01 & 05

BLOCKED CALL RATE

This data is collected from MSC. The authenticity of data is verified by randomly checking samples from
the switch.
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CALL DROP RATE

This parameter is to be measured by the system generated (defined counters are available in the system for
traffic measurement) cell wise dropped call data and total calls established figures to arrive at the
authenticity and accuracy of the benchmark reported to TRAI. During the audit randomly two cells will be
selected per month

Benchmark Data: Less than 3% averaged over a period of one quarter.

Format for collection of data are annexed at TUV/TRAI/FM/01 & 05

% CONNECTIONS WITH GOOD VOICE QUALITY

The data will be collected from the relevant city wise drive log files for all drive tests conducted during the
busy hours. Total number of Rx Qual sample generated during the various long calls made during the drive
along with the number of such samples with the quality values 0-4 on the scale of 7 for GSM & 0-5 for
network where Hopping Frequency is used. In case of CDMA, the performance measure of voice quality is
FRAME ERROR RATE (FER). Good voice quality in case of CDMA is 0-4% of FER value.

Benchmark Data: Greater than 95% averaged over a period of one quarter.

Format for collection of data are annexed at TUV/TRAI/FM/01 & 05

CONGESTION DATA

All the service providers have been asked to measure the 9 parameters given below averaged over a month
and measure during the Time Consistent Busy Hour (TCBH). These parameters reported by all service
providers and their findings shall be included in the Reports

e SDCCH Attempts

e SDCCH Congestion (%)

e SDCCH Establishment Success rate (%)

e TCH Attempts

e TCH Congestion (%)

e TCH Establishment Success rate (%)

e Traffic Offered on all individual POI’s

e Served Traffic for all individual POIs
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e Traffic Failed
® 9% Congestion on individual POI’s

Benchmark Data: Less than 0.5% hours averaged over a period of one quarter.

7.5.2.3 CUSTOMER CARE PARAMETERS

Objective: The objective of the study is to assess the various QOS indicators for Cellular Service
Operators as notified by TRAIL The parameters are as below:

¢ Billing complain per 100 bills issued

e 9% of Billing complains resolved within 4 weeks

e Period of all payments/refunds due to customer from the date of resolution of complains above

The method of calculation and the reporting formats for each of the above parameters are described below:

BILLING COMPLAIN PER 100 BILLS ISSUED

The following data will be verified at the Call centres.
a) Total No. of Bills raised

b) Total no. of Complaints registered

c)
% Billing Complaints / 100=  Total no. of Complaints registered X 100
Bills issued Total no. of Bills raised

Same billing cycle for every month will be selected
Benchmark Data: a) Less than 0.1% averaged over a period of one quarter

Format for collection of data are annexed at TUV/TRAI/FM/04

% OF BILLING COMPLAINTS RESOLVED WITHIN 4 WEEKS

The detail of Daily complaint redressal records will be verified.

The following data will be collected
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a) No. of billing complain in a month

b) No. of disputes resolved within 4 weeks

No. of billing complaints resolved
% Billing complain resolved= within 4 weeks
= > . X 100
within 4 weeks No. of complaints received

The audit Executive will calculate the figures from the individual complaint details for the period and also
verify the accuracy of the figures reported to TRAI

From the total complains five customer will be called back to verify the authenticity.

Benchmark Data: a) 100% average over a period of one quarter

Format for collection of data are annexed at TUV/TRAI/FM/04

PERIOD OF ALL PAYMENTS/REFUNDS DUE TO CUSTOMER FROM THE DATE OF RESOLUTION OF
COMPLAINS ABOVE

Randomly, 100 cases of refund will be picked up for the period and the time taken for payment of refunds
from the date of resolution of complaints will be evaluated.

Benchmark Data: a) 100% within a period of 4 weeks from the date of resolution of complaints

7.5.2.4 OPERATOR ASSISTED DRIVE TESTS

The drive tests were done to check the following parameters:
a. Coverage-Signal strength
b. Voice quality

Call success rate

d. Blocked calls

e

e.  Call drop rate
The drive test covered four outdoor routes and one indoor sites. Out of the four outdoor routes, the two
covered the periphery of the city; the third covered the congested area in the city and the fourth covered area

across the city.

Herein, cities within a telecom circle were divided into 3 clusters based on the population residing in those
cities. One city from each of these three clusters would be selected for conducting drive tests. These cities
were proposed by TUV and finalised by TRAI. However, in case of Metro Circle service areas, 2 (two) no.

of drive test for each operator was done.
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There following conditions were adhered to during the above mentioned drive tests:-

The speed of the vehicle should be kept at around 30-50 km/hr. (around 30 km/hr in case of
geographically small cities)

Measurement using engineering handsets would not be acceptable

Each area where the tests are conducted should not cover less than 200 km or 5 hours driving time

Drive Test would be conducted between 10 AM to 8 PM on weekdays.

The Vehicle to be used in the drive tests will be equipped with the test tool that automatically

generates calls on the mobile telephone networks. The holding period of each test call will be 120

seconds. A test call will be generated 10 seconds after the previous test call is completed.

The dedicated originating and terminating mobile unit’s antenna shall be placed at the same height

and in the same vehicle. Moreover, the height of the antenna should be uniform in case of all

operators

Drive test was conducted at the following cities

Table 74 [Selected Cities for Operator assisted Drive Test]

Region Circle Cities

North H.P Bilaspur, Ghumarwain, Sundernagar
North PB Kapurthla, Gurdaspur, Hoshiarpur
North HR Kurshetra, Rohtak, Nornoul

North UP(W) Roorki, Muzaffarnagar, Bulandshahar
North UP(E) Gorakhpur, Jhansi, Varanashi

North RJ Jaisalmer, Ganganagar, Hanumangarh
North MP Bilaspur, Satna, Bhind

North ND Delhi

North J&K Jammu, Samba, Katra,

East W.B Ranigang, PortBlair

East KK Central Kolkata, Howrah

East BH Bhahalpur, Purnia, Katihar

East JD Deoghar, Giridi, Chaibhasa

East OR Sambalpur, Bargarh, Angul

East AM Tejpur, Dekiajuli, Rangapara

East NE Agartala, Udaypur, Belonia

East A&N Port Blair

South CH Chennai

South AP Tirupathi, Anantpur, Kurnool

South KR Madikeri, Gulbarga, Bijapura

South KL Malapuram, Kolayam, Ambalapucha
South TN Tirupur, Karoor, Trichy

West MH Nagpur, Sangli, Nanded

West GJ Jamnagar, Bhuj, Junagadh
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| West | MB | Mumbai
Format followed for the activity TUV/TRAI/FM/08

7.5.2.5 INDEPENDENT DRIVE TESTS:

Out of 25 independent drive test TUV has been conducted 20 drive tests in quarter 4 (6 drive test were
conducted in quarter 3) as per TRAI request.

The Method of conducting these drive tests would be same as that of Operator Assisted Drive Test.

Format followed for the activity TUV/TRAI/FM/08

7.5.2.6 INTRA & INTER-OPERATOR CALL ASSESSMENT

An inter-operator calls exercise was carried out for measurement of operators’ performance on the

following key parameter: -

e Network and Point of Interconnect (POIs) Congestion

Herein, calls were made from one operator’s connection to that of another’s. Presence of an answer ring
tone indicates absence of any congestion in the link.

Basic Operator

25 Calls from Operator A to Operator B during 1000hrs to 1300 hrs

25 Calls from Operator B to Operator A during 1000hrs to 1300 hrs

An average percentage of successful attempts made from each operator’'s connection were
computed to indicate the operator’s performance in terms of presence of Network and Pol
Congestion

7.5.2.7 HELP LINE CONNECTIVITY ASSESSMENT

Response time to customers for assistance is assessed by making calls. Following two parameters were
measured as follows: -
1. Time to connect to IVR: This is the wait time before an automatic answer machine (IVR)
message begins.

2. Time to connect to an agent : Wait time before a live person at the operator’s end responds to a call
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Both of these measures were obtained by making calls in the same way as for intra and inter-operator call

assessment. Thus calls were made to the customer care numbers of different telecom operators and data
pertaining to the above-mentioned areas were identified.
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7.5.3  CUSTOMER SATISFACTION SURVEY

7.5.3.1 SAMPLING METHODS

The sampling methodology for selection of respondents from subscribers of Basic Telephone Services,
Mobile and CDMA is given below:

7.5.3.2 SELECTION OF CITIES

Stage 1:

1. Three cities were selected in a telecom circle should be based on subscriber base of each service
provider.
2. The approach was to arrange the cities in the telecom circle in descending order according to subscriber
base. Select three cities such that:
a. Largest subscriber base — cityl
b. Median value — city 2

c. Lastin the list —city 3

Stage 2: Distribution of the total sample in the state in the three cities was done in the ratio of subscriber

base of the respective service providers in these cities.

Stage 3: In each city, the determined sample of respondents (for each service and service provider) should

be distributed into rural and urban sample in the ratio of number of subscribers in rural and urban areas.

7.5.3.3 SELECTION OF RESPONDENTS IN RURAL AREA

From the list of subscribers of landline in the rural area, one telephone number was randomly picked up and
address noted. It was ensured that distance of the village is atleast 5 kms (preferably 10 kms) from the city
limits. The rural survey started from the village of the first sampled telephone number and continued in that
village and adjoining villages till required number of respondents were interviewed. Along with survey of
users of basic telephone services in rural area, information were collected for users of mobile telephone as
well as CDMA in those villages which are visited for basic services.
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7.5.3.4 SELECTION OF RESPONDENTS IN URBAN AREA

The total samples for each service provider of basic services in the city were divided into four. Adequate
numbers of respondents were selected by dividing the city into four parts. Along with the survey for basic
services, survey for mobile services and CDMA were also carried out of the same service provider till the
sample required for in-person interview for all three types of services is completed. The telephonic
interview of 25% urban users for all the 3 types of services were done based on random selection of
subscribers of basic, mobile and CDMA of respective service providers.

7.5.3.5 AREA DISTRIBUTION

Area would be divided into two classifications i.e. Rural and Urban and the sample size would be 20:80
respectively..

7.5.3.6 GENDER DISTRIBUTION

After the size determination of rural and urban areas, 75% sample of subscribers would be male and 25%
female.

7.5.3.7 AGE DISTRIBUTION

The respondents will then be divided on the basis of age with ratio20:60:20 i.e. Student (up to 25 yrs),
Middle (26-50) and Old (>50).

7.5.3.8 DISTRIBUTION ON THE BASIS OF USAGE

Distribution on the basis of Usage i.e. Residential and Commercial. There will be a distribution of Post
Paid & Pre Paid Subscribers also in case of Cellular / Mobile Network. No. of samples Covered during
Customer satisfaction survey are given in subsequent table.
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Table 75 [CSS Sample Size based on Circles]

State Basic Mobile Total
AP 1283 2406 3689
Assam 250 943 1193
Bihar 270 1345 1615
Chennai 1260 3284 4544
Delhi 2404 3433 5837
Gujrat 260 2247 2507
Haryana 373 1460 1833
HP 251 979 1230
JK 234 481 715

Karn 1399 3194 4593
Kerela 484 1933 2417
Kolkata 613 3615 4228
Mah 1611 2204 3815
MP 573 1538 2111

Mumbai 2602 3599 6201

NE 490 1011 1501

Orissa 252 1500 1752
Punjab 615 1218 1833
Rajasthan 470 1029 1499
TN 872 2773 3645
UP(E) 594 1613 2207
UP(W) 391 1641 2032
WB 251 1751 2002
A&N 250 250

Chhatisgarh 261 261

Jharkhand 249 249

NE2 250 250

Uttranchal 254 254

Grand Total 19066 45197 64263

--End of Document--
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