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Preface

TRAI, the regulatory watch dog for the Quality of Service for the telecom services — Basic (Wireline), Cellular Mobile (Wireless)
and Broadband has commissioned this study with the objective of measuring Quality of Services under the parameters as per
the published notifications. The study, from the execution perspective, has been divided into two modules — Survey module and

Audit module.

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

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

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

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

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

module would feed into the justification of the other module.

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

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

The Telecom Regulatory Authority of India (TRAI) has a critical mandate to protect the interest of
telecom consumers in addition to various other functions bestowed upon it. As part of the license
conditions to telecom operators, it has the power and authority to measure the Quality of Service
provided by various govt. (BSNL & MTNL) and private telecom operators. The parameters that need to
be measured for Basic (Wireline) and Cellular Mobile (Wireless) services have been specified in the
TRAI notification on Quality of Services of Basic (Wireline) and Cellular Mobile (Wireless) services
dated 1st July, 2005. The parameters for Broadband Service has been specified in the TRAI
notification for Quality of Services of Broadband Service Regulation, 2006 (11 of 2006) dated 6th Oct.
2006.

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

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

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

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

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

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

‘@ The study is

being conducted
broadly in two
modules:

(i) Survey module
and

(ii) Audit module

‘@ This report

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

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

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

2. Assess the compliance of the service providers and the satisfaction of the subscribers of
Basic (Wireline), Cellular Mobile (Wireless) and broadband services with ‘Telecom
Consumer Protection and Redressal of Grievances Regulations — 2007

3. To compare the findings against the Quality of Service benchmarks notified by TRAI and
identify the critical areas for improvement for the telecom service providers.

‘@ The study

aims to identify
the critical areas
for improvement
by telecom
service providers
for Quality of
Service
parameters and
Grievance
Redressal
Mechanism
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3.0 Study methodology

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

records of telecom operators. satisfaction level
of subscribers was

3.1 Subjective survey methodology collected on a
four-point Likert

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

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

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

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

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

The questionnaire is divided into two broad segments viz.

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

b. The second part of the questionnaire was about checking the awareness, implementation and effectiveness of
‘telecom consumer’s protection and redressal of grievances regulations, 2007. This module entailed 22 questions
which probed the consumers exhaustively on the three stage redressal mechanism.
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The responses for the first part have been summarized into the seven subjective parameters as specified in the QoS regulation in the
following manner:

Subjective QoS Satisfaction with basic wireline on: Satisfaction with cellular services on: Satisfaction with Broadband services on:
parameter
Service provision |- Time taken to get a new phone | - Time taken for activation of connection - Time taken to get a broadband connection
connection
Network - Phone working & always available - Availability of signals - Speed of broadband connection
performance, - Make & receive calls easily - Make & receive calls easily - Service uptime
reliability & - Getting clear voice quality on phone - Getting clear voice quality of phone
availability
Maintainability - Quality of fault repair service - Availability of network - Time taken for restoration of connection
- Restoration of network problems
Help services - Ease of access to helpline numbers - Ease of access to helpline numbers - Ease of access to helpline numbers
- Response time of the customer care | - Response time of the customer care | - Response time of the customer care
executive executive executive
- Problem solving ability of the executive - Problem solving ability of the executive - Problem solving ability of the executive
- Time taken Dby executive to resolve | - Time taken Dby executive to resolve | - Time taken by executive to resolve
complaint complaint complaint prepaid)
- Redressal mechanism - Redressal mechanism - Redressal mechanism
Billing - Timely delivery of bills - Timely delivery of bills - Timely delivery of bills
- Accuracy of bill - Accuracy of bill - Accuracy of bill
- Clarity of bill - Clarity of bill - Clarity of bill
- Accuracy of charges deducted (for | - Accuracy of charges deducted (for | -  Accuracy of charges deducted (for
prepaid) prepaid)
Supplementary - Quality of supplementary services | - Quality of supplementary services | - Quality of supplementary services
services provided provided provided
Overall - Overall rating of quality - Overall rating of quality - Overall rating of performance
satisfaction
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The responses to the second part of the questionnaire can be broadly summarized as follows:

a. Awareness of the stages of the redressal mechanism
b. Ease of access to the various stages
c. Satisfaction with quality of each of the three stages
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3.2 Data analysis methodology

The satisfaction scores have been represented in two ways:-

Weighted satisfaction scores

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

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

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

Top - 2 gradations on the Satisfaction score scale i.e. scores of ‘Very Satisfied’ and ‘Somewhat Satisfied’

The percentage scores of ‘Very Satisfied’ and ‘Somewhat Satisfied' are represented for various parameters and sub-parameters
to gauge the percentage of satisfied subscribers. This type of data presentation assumes equal weightage to both the gradations
i.e. Very Satisfied’ and ‘Somewhat Satisfied’ and doesn’t provide any weightage to ‘Dissatisfied’ gradations.

10
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3.3 Sampling Plan

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

Wireline:
. Sample Size
Name of the Operator Sample Size Achieved
Airtel 600 515
BSNL 600 602
Rel Comm 600 559
Wireless:
Name of the Operator Sample Size Samp_le S
Achieved
Airtel 600 638
Vodafone 600 578
Idea 600 649
BSNL 600 571
Rel Comm 600 641
Aircel 600 609
Tata 600 577
Shyam 600 604
RTL 600 611
Docomo 600 695
Uninor 600 537
Broadband:
. Sample Size
Name of the Operator Sample Size Achieved
Airtel 600 640
BSNL 600 522
Rel Comm 600 606
VSNL 600 508
Asianet 600 597

Also gender and age distribution of the sample for the 3 services was as under:-

11
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Name of the Operator Total Male Female
Airtel 515 432 83
BSNL 602 370 232
Rel Comm 559 382 177
Age wise break up
Name of the Operator Total < 25 years |25-60 years | > 60 years
Airtel 515 12 476 27
BSNL 602 41 485 76
Rel Comm 559 53 478 28
Wireless:
Name of the Operator Total Male Female
Airtel 638 470 168
Vodafone 578 451 127
Idea 649 481 168
BSNL 571 415 156
Rel Comm 641 477 164
Aircel 609 516 93
Tata 577 483 94
Shyam 604 529 75
RTL 611 524 87
Docomo 695 530 165
Age wise break up
Name of the Operator Total < 25 years |25-60 years | > 60 years
Airtel 638 188 437 13
Vodafone 578 155 407 16
Idea 649 140 495 14
BSNL 571 84 457 30
Rel Comm 641 83 547 11
Aircel 609 170 435 4
Tata 577 55 513 9
Shyam 604 95 496 13
RTL 611 136 464 11
Docomo 695 190 497 8
Uninor 537 131 402 4
Broadband:

IMRB

international

12
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Name of the Operator Total Male Female
Airtel 640 550 90
BSNL 522 384 138
Rel Comm 606 526 80
VSNL 508 450 58
Asianet 597 492 105
Age wise break up
Name of the Operator Total < 25 years |25-60 years | > 60 years
Airtel 640 76 539 25
BSNL 522 67 433 22
Rel Comm 606 77 511 18
VSNL 508 24 464 20
Asianet 597 57 513 27

The respondents for the Basic (Wireline) survey module were contacted in the following BSNL exchanges in the Kerala circle.
The list includes only 24 exchanges. However, respondents lying under many more exchanges were part of the survey (5% of
total exchanges spread across 10% of Short Distance Charging Areas (SDCA).

Name of the Exchange Name of the Exchange
BSNL — Urban Exchange BSNL — Rural Exchange
ALP-Alleppey Ul Cheriyanad
ALP-Alleppey UlI Chettikulangara
ALP-Alleppey UllI Chunakkara
ALP-Kaichoondy Edappon
ALP-Kalarcode Edathua
ALP-Medical College Haripad
Aroor Kainakary
Arthungal Karthikappally
Chandiroor Karuvatta
Chengannoor Kattanam
MVK-Mavelikkara Ul Kavalam
MVK-Mavelikkara Ull Mankankuzhy

13
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3.4 Definition of key terms

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

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

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

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

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

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

14
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4.0 Executive Summary

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

Legend
Score Range (For level of satisfaction) Cell color

Parameter meeting the benchmark
Parameter not meeting the benchmark

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

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

I N S
T smak | Ane | BSN. | Relconm

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

Burones sseswmoalsvesay U

1. Service Provision

Overall Satisfaction with Service provisioning
2008-09 2009-10 = - BenchmarkScore
100.00%
100.00% T ’ 94.64%
ookl 00 iy ieakienle 0 00%
80.00%
60.00% -+
97 .91% 96.55% 98.63%
40.00%
20.00% +
0.00% I I I
Airtel BSNL Rel Comm

Tnternational
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In the current round of survey, Airtel, Rel Comm meet the benchmark level of satisfaction with service provisioning
(.. 90%) BSNL does not meet the benchmark score with 79.48% score.

2 Billing Parameter — Postpaid subscribers

Overall Satisfaction with Billing - Postpaid
2008-09 2009-10 B'mark
100% T
100.00%
96.00%
95%
94.00%

97.00% A N0%

95.00% 95.00%
80% I |

Airtel BSNL Rel Comm

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

95%).

3. Help Services

Overall Satisfaction with Help Services

2008-09 2009-10 B'mark

100% T
95.00%
92:00% 90%
86.00%

80% —+

88.00% o

82.00% R

60% |
Airtel BSNL Rel Comm

ITYInw
na al

internationa

16




Quality of Service — Survey module report for Kerala Circle

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

Comm has the lowest score.

4. Network Performance, Reliability and Availability

Overall Satisfaction with Network Performance, Availability and Reliability
2008-09 2009-10 B'mark
100% -1
95%
100.00%
97.00%
96.00% 96.00%
95.00%  94.00% ; ’
80% $ $ |
Airtel BSNL Rel Comm

In the current round of survey, Airtel, Rel Comm meet the benchmark level of satisfaction with Network
Performance, Reliability and Availability (i.e. 95%). BSNL does not meet the benchmark score with 94% score.

5. Maintainability

Overall Satisfaction with Maintainability
2008-09 2009-10 B'mark
100% T
95%
91.84%

Oﬂ

so% | 83.65% 85.13%

90 .42% 93.06% 92.59%
60% I I
Airtel BSNL Rel Comm

In the current round of survey, no operator meets the benchmark level of satisfaction with maintainabiiM(keBQS%).

international
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6. Overall Customer Satisfaction

Satisfaction with Overall Service Quality
2008-09 2009-10 Benchmark Score
100%
98.18% 95.62%
94.76%
90%
96.05%
93.37%
90.24%
80% | I
Airtel BSNL Rel Comm

In the current round of survey, for Overall customer Satisfaction all operators meet the benchmark level (i.e. 90%).

7. Supplementary Services

Overall Satisfaction with Supplementary and Value Added services
2008-09 2009-10 B'mark
100% T
90%
91%
80% —+ 36%
60% —+
62%
97% 93%, 95%,
40% —+
20% —+
0% I |
Airtel BSNL Rel Comm

In the current round of survey, for supplementary services, Airtel meets the benchmark level of satisfaction (i.e.
90%).BSNL, Rel Comm do not meet the benchmark score with 85.71%, 61.54% scores respectively.

18
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4.1.2 Consumer Protection and Grievance Scores for the Basic (Wireline) survey

1. Redressal Mechanism - Stage 1: Call Center

Awareness about call centre telephone number BSNL

No 34.95% 42.36% 29.16%

The awareness of Call center number for redressing grievances (i.e. Stage 1 of the 3 stage process) varies from
56.81% for BSNL to 70.48% for Rel Comm. The Percentage of consumers making any complaints to the toll free number
within last 12 months is highest for Airtel Also, Satisfaction level with complaint resolution by call center varies from
79.01% for Rel Comm t0 99.18% for Airtel .

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

Awareness about contact details of Nodal officer -- 6.98%

Awareness about the contact details of the appellate authonty 13.46% 11.45%

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

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

Satisfaction level of subscribers with various parameters of Wireless service:

2009-10

g%iﬁgfgﬁ[ﬁgsgﬁ'fe'iig‘gth >00% 97.26% 95.24% 93.33% 96. 33% 98.84% 93.53% 96.84% 98.07% 98.84% 98.62%

Customers satisfied with

billing performance - Prepaid

Customers satisfied with ? 9

billing performance - Postpaid =i ---- gg borep b

Customers satisfied with

network performance,

reliability and availabilit

CUSEIES FEIBIEE i 205% 96.16% 95.25% 95 48% 98. 11%
maintainabilit

ey ool ..... .......
Customers satisfied with help
services including grievance =iy 90.00% 93.00% 96.00% 96.00% 95.00% 97. 00% 95.00%
redressal

‘(&( ll'll\l’

international
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(Customers satisfied with ,, a @ ® o o o o o o o o
overall service quality 290% 96.21% 96.19% 94.89% 95.59% 96.22% 97.82% 97.73% 99.33% 98.17% 97.98% 95.14%

Service Provision (Benchmark - 90%)

Overall Satisfaction with Service provisioning
2008-10

100%

98.84%
78.03%

NA

2008-08
98% 98% a7,
100% 1 92%
80% -
60% —+
97.26% 95.24% 93.33% 96.33%
40% —+
20% -
0% 1 I '

Airtel Vodafone Idea BSNL

Reliance  Aircel
CDMA

Reliance DoCoMo Uninor

90%

In the current round of survey, Airtel, Vodafone, Idea, BSNL, Aircel, TATA CDMA, MTS, Reliance GSM, DoCoMo, Uninor
meet the benchmark level of satisfaction with service provisioning (i.e. 90%). Reliance CDMA does not meet the

benchmark score with 78.03% score.
Billing performance (Benchmark - 95%)

Pre-paid Subscribers

woe09
100% T 93% 96%  95% 97%

80% T
60% T

40% +

20% T

95.00% 97.00% 91.00% 94.00%

Overall Satisfaction with Billing - Prepaid
200310

94%

04.00% 98.00%

95%

0% 1 I 1

Airtel  Vodafone Idea BSNL

Reliance  Aircel
CDMA

Reliance DoCoMo
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In the current round of survey, Airtel, Vodafone, Aircel, TATA CDMA, MTS, Reliance GSM, DoCoMo, Uninor meet the
benchmark level of satisfaction with prepaid billing performance (i.e. 95%). Idea, BSNL, Reliance CDMA do not meet the
benchmark score with 91%, 94%, 94% scores respectively.

Post-paid Subscribers
Overall Satisfaction with Billing - Postpaid
2008-09 . 2009-10 B'mark
100.00% T 94.00%  94.00% 96.00% oo 500
87.00% ' 95%
87.00%
80.00% -+
60.00% T
100.00% o 99.00%
90.00% 89.009 92.00%  93.00%
40.00% + 85.00% °  80.00%  80.00% "
61.00%
0, -,
20.00% NA
NA NA NA NA NA
0.00% } t } } t } } t } }
Airtel Vodafone Idea BSNL RCOM- Aircel Tata Aircel Aircel Aircel Aircel
CDMA

In the current round of survey, in the case of post-paid subscribers, Aircel, DoCoMo meet the benchmark level of
satisfaction with billing performance (i.e. 95%). Airtel, Vodafone, Idea, BSNL, Reliance CDMA, TATA CDMA, MTS, Reliance
GSM do not meet the benchmark score with 85%, 90%, 80%, 80%, 89%, 61%, 92%, 93% scores respectively.

Help Services (Benchmark - 90%)

Overall Satisfaction with Help Services
2008-09 2009-10 Bmark
_ 0 96% 96% 95% 97% 95%
100% 88% 87% . 90% 93%
: 83% 90%
80% 1 76‘%}
60%
4o |82 %8%  8T% 3% a4y 80%
20% +
NA NA NA NA NA
0% I 1 f 1 I I 1 f 1 I I
Airtel  Vodafone Idea BSNL  Reliance  Aircel TATA MTS Reliance DoCoMo  Uninor
CDMVIA CDMA GSM

In the current round of survey, Reliance CDMA, Aircel, TATA CDMA, MTS, Reliance GSM, DoCoMo, Uninor meet the
benchmark level of satisfaction with help services (i.e. 90%). Airtel, Vodafone, Idea, BSNL do not meet the benchmark

score with 88%, 87%, 76%, 83% scores respectively.
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Network performance, reliability & availability (Benchmark - 95%)

Overall Satisfaction with Network Performance, Availability and Reliability
2008-09 2009-10 B'mark

97.00% 97.00% 94.00% 95.00% 94.00% 96.00% 96.00% 97.00% 97.00% 97.00% g3 goo

% T
100% 95%

80% T

60% T

40% 94%, 97% 95% 97% 96% 96%
b =+

20% T
NA NA NA NA NA
0% } } } } } } } } } } |
Airtel  Vodafone Idea BSNL Reliance Aircel TATA MTS Reliance DoCoMo  Uninor
CDMA CDMA GSM

In the current round of survey, Airtel, Vodafone, BSNL, Aircel, TATA CDMA, MTS, Reliance GSM, DoCoMo meet the
benchmark level of satisfaction with network performance, reliability and availability (i.e. 95%). Idea, Reliance CDMA,
Uninor do not meet the benchmark score with 94%, 94%, 93% scores respectively.

Maintainability (Benchmark - 95%)

Overall Satisfaction with Maintainability
2008-09 2008-10 B'mark
100% 7 %% 5% g 9% 04% 4% goy  ony 9% Wh,
98% ’
80% -+
60% -
sgy, 9% 9% 9%  94% 92%
0%+
20% —+
NA NA NA NA NA
0% : : : : : : : : : : |
Adrtel Yodafone Idea BSNL Reliance Alrcel TATACDMA MTS Reliance DoCoMo Uninor
COMA GSM

In the current round of survey, for satisfaction with maintainability, Airtel, Vodafone, MTS, DoCoMo meet the
benchmark level of satisfaction (i.e. 95%). Idea, BSNL, Reliance CDMA, Aircel, TATA CDMA, Reliance GSM, Uninor do not
meet the benchmark score with 92.55%, 94.45%, 94.27%, 94.43%, 92.14%, 93.67%, 94.38% scores respectively.

Overall level of satisfaction (Benchmark - 90%)
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Satisfaction with Overall Service Quality
2008-03 200310 Birmark

100% T 91 96% 93% 96% 95% »
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In the current round of survey, all operators meet the benchmark for overall level of satisfaction (i.e. 90%).

Supplementary services (Benchmark — 90%)

Overall Satisfaction with Supplementary and Value Added services
2008-09 2009-10 B'mark
100% T 93% 95% 94% 96% 94% .
90%
80% =+
60% =+
9 96% 96% 97% 99% 97%
a4 1% 86% 84% p 85% 1 i 1 84% 1
20% T
NA NA NA NA NA
0% } } } } } } } } } } |
Airtel Vodafone Idea BSNL Reliance Aircel TATA MTS Reliance DoCoMo Uninor
CDMA CDMA GSM

In the current round of survey, Airtel, BSNL, Aircel, TATA CDMA, MTS, DoCoMo, Uninor meet the benchmark level of
satisfaction with supplementary services (i.e. 90%). Vodafone, Idea, Reliance CDMA, Reliance GSM do not meet the
benchmark score with 86.29%, 83.5%, 84.57%, 84.42% scores respectively.

4.2.1 Consumer Protection and Grievance Scores for the Cellular Mobile (Wireless) survey

Redressal Mechanism - Stage 1: Call Center
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. TATA Reliance
Awareness about call centre 77.46%
elephone number

Made any complaint to the
customer care in last 12 15.36%
months

Informed by call centre about

he action taken on the 96.47%
complaint

Satisfaction with the system of : Reliance
complaint resolution by call Airtel |Vodafone MTS GSM DoCoMo
centre

Very satisfied - -

SEililh| 77.08%  76.29% 57.89% 58.54% 75.00% 77.98% 79.11% 53.90% 72.27% 86.83%  91.47%

DL f04n 1237%  2105% 2439% A176% 367%  44%  STA%  430%  41%%  310%

VEyEREIly 2.08%  0.00%  5.26%  488%  0.74%  0.00% 0.00% 0.00% 0.39%  1.20% 0.00%

U STS0% 8763 T36% T0T4% E7S0% 63 9557% G026% 9532% 9461%  9690%

02 12.50% 1237%  2631% 29.27% 1250% 3.67% 443% 9.74%  469%  5.39% 3.10%

The awareness of Call center number for redressing grievances (i.e. Stage 1 of the 3 stage process) varies from
54.06% for Reliance CDMA to 77.46% for Aircel . The percentage of consumers making any complaints to the toll free
number within last 12 months is highest for Reliance GSM with 42.06%. The percentage of customers informed by call
centre about the action taken on the complaint is lowest for Uninor. Also, satisfaction level with complaint resolution by
call center varies from 70.74% for BSNL to 96.9% for Uninor

16.96%  11.86% 22.00% 18.39% 27.73% 26.16%  42.06% 24.89%  24.77%

N

Redressal Mechanism — Nodal officer and Appellate Authority

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

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

Satisfaction level of subscribers with various parameters of Broadband service:

@] 200910
Overall Performance . Bmak  Atel  BSNL  RelComm  VSNL | Asianet

eme - —
NOWS e e racionat
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Customers satisfied with provisioning of service >90% 98.08% 99.55% 98.78% 96.15% 99.20%

Customers satisfied with billing performance - ® o
Customers satisfied with billing performance - 90% 100.00% 98.00% 98.00% 98.00% 98.00%
Postpaid

Customers satisfied with network performance,

reliability and availability

Customers satisfied with malntalnablllty >85% 99.37% 96.12% 92.62% 66.26% 98.05%

Customers satisfied with supplementary and
value added services

Customers satisfied with help services including
grievance redressal >90% 96.00% 96.00% 91.00% 71.00% 97.00%

Customers satisfied with overall service quality _—_— 82.01% -

[*Note: Satisfaction level for BSNL (prepaid billing) is calculated on a low base as service provider has limited number of prepaid
customers for Broadband servic.]

Service Provision (Benchmark - 90%)

Qverall Satisfaction with Service provisioning
2008-09 2008-10 o= Hmark

100% T 98.78% o
93.08% e, 99.20%
96.15%
93.67%
T Toresm T emasw 98 T T TggEay, 9%
80% , , : : :
Aitel BSNL Rel Comm VSNL Asianet

In the current round of survey, all operators meet the benchmark level for satisfaction with service provisioning (i.e.
90%).

Billing performance (Benchmark — 90%)

IMRB

WEinternational

25




Quality of Service — Survey module report for Kerala Circle

Overall Satisfaction with Billing - Postpaid

2008-04 2009-13 B'rrark

100%

100.00%

98.00% 98.00% 98.00% 98.00%
5% T
900(6 T / as
T . 92.00% g <HeE 92.00% 0%

85% f f f f {

Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, for postpaid connection, all operators meet the benchmark level for satisfaction with
billing performance (i.e. 90%).

Overall Satisfaction with Billing - Prepaid
2108-09 200910 B'mark
100% -+ 97 .67%
&5:74% 920%
30% + 93 18% 90.27%
72.73%
=sati} 4
50% 100.00%
100.00% 98.25%
40% + 90.00%
83.79%
20% T+
0% I I I I I
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, for prepaid connection, Airtel, Rel Comm, VSNL meet the benchmark level for satisfaction with
billing performance (i.e. 90%). BSNL, Asianet do not meet the benchmark score with 85.71%, 72.73% scores respectively.

Help Services (Benchmark - 90%)
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Overall Satisfaction with Help Services
2008-09 2009-10 B'mark
0, 7 0,
100% T 96.00% 96.00% 91.00% 97.00%
90%
80% T 71.00%
60% +
40% + 81.00% 85.00% 85.00% 84.00% 84.00%
20% T
0% } } } |
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, Airtel, BSNL, Rel Comm, Asianet meet the benchmark level for satisfaction with help

services (i.e. 90%). VSNL does not meet the benchmark score with 71% score.

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

Overall Satisfaction with Network Performance, Availability and Reliability
2008-09 2009-10 B'mark
100% T
96.00%
98.00% 95.00% ’
95.00%
87.00%
85%
80%
93.00% 93.00%
90.00%
89.00% ¥ 86.00%
60% } } } i
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, all operators meet the benchmark level for satisfaction with network performance,

reliability and availability (i.e. 85%).

Maintainability (Benchmark - 85%)
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100%

80%

60%

40%

20%

0%

Overall Satisfaction with Maintainability
2008-09 2009-10 B'mark
99.37% 98.05%
- ’ 96.12% 92.62% °
+ 85%
66.26%
1l 88.63% 84.49% 86.01%
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, Airtel, BSNL, Rel Comm, Asianet meet the benchmark level for satisfaction with
maintainability (i.e. 85%). VSNL does not meet the benchmark score with 66.26% score.

Supplementary Services (Benchmark - 85%)

Overall Satisfactionwith Supplementary andValue Added services
2008-09 230&-10 B'mark
100% 100.00% 98 51% 100.00% 99.00%
b -
97.00%
85%
el 1 .
80% 95.64% 95.39% 97.91% 97.20% 95 38%
60% I I | |
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, all operators meet the benchmark level for satisfaction with supplementary services

(i.e. 85%).

Overall level of customer satisfaction (Benchmark - 85%)
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Satisfaction with Overall Service Quality
2078-049 2008-10 ==« == H'matk
100% T 99.05% 95.66% 98.26%
97.63% 82 01%
80% 1| i I e A . 85%
60% +
aow £ T 84.79% . 88.72%
20% +
0% I I I I I
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, Airtel, BSNL, Rel Comm, Asianet meet the benchmark for overall level of customer

satisfaction (i.e. 85%). VSNL does not meet the benchmark score with 82.01% score.
4.3.1 Consumer Protection and Grievance Scores for the Broadband survey

Redressal Mechanism

Awareness about facility for measuring 0 0

Manual of practice provided while subscribing 80.16%
for new broadband connection e

85.711%

64.19% 80.25% 58.33%

Awareness about provision for measuring connection speed varies from 32.6% for Asianet to 78.09% for Rel Comm .

Similarly provisioning of manual of practice with new connection varies 58.33% for VSNL to 85.71% for Asianet .

Redressal Mechanism: Call Center

| At | BswL V.| Asianet |

Awareness about call centre telephone number - 54.93% - 82.61%

IMRB

international

29




Quality of Service — Survey module report for Kerala Circle

Made any complaint to the customer care in

0, 0, 0, 0,
last 12 months 20.61% 23.46% 36.04% 13.65%
:;:cm:iti :1):) IcaaiLItcentre about the action taken - 04 819
Satisfaction with the system of complaint 96.67% 94.32% 57 60% T 93.50%

resolution by call centre

The awareness of Call center number for redressing grievances (i.e. Stage 1 of the 3 stage process) varies from BSNL
with 54.93% to VSNL with 82.61%

The Percentage of consumers making any complaints to the toll free number within last 12 months is highest for VSNL
with 36.04% .

The percentage of customers informed by call centre about the action taken on the complaint is lowest for VSNL

Also, satisfaction level with complaint resolution by call center varies from VSNL with 65.88% to Airtel with 96.67% .

Redressal Mechanism — Nodal officer and Appellate Authority

9.50% 10.07% 9.29% 6.26%

Awareness about contact details of Nodal

officer

Awareness about the contact details of the

. 27.81% 7.23% 16.86% 35.38% 6.90%
appellate authority

5.1 Detailed Findings — Basic Wireline

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

5.1.1  Service Provision sub-aspects

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

international
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100%

80%

60%

40%

20%

0%

Last Applied for a Wireline Connection
Less than 6 months 6- 12 months more than 12 months
93.0%
§8.9%
74.4%
. 9.5%
4.5%
14.2%  11.5% 2.5% N 1.6%
Airte BENL RelComm

In last 6 months, maximum subscribers have applied for Airtel with 14.17% connection. Whereas minimum connections
applied for during the same period were for Rel Comm with 1.61% .
Same figure for the period of 6-12 months was found to be maximum for Airtel with 11.46% and minimum for BSNL with

4.49% .

b. Time taken to provide a working connection

80%

60%

40%

20%

100% -+

Working Connection Provided within 7 days
2008-09 2009-10

100.00%

86.71%

89.28%

70.00%

90.48%

62.71%

Airtel

BSNL Rel Comm
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For number of working connections provided within 7 days, Airtel with 100% scored highest. Whereas BSNL with 70% scored
lowest.

. Satisfaction with service provision:

Satisfaction with Service provisioning
2008-09 2009-10
100.00%
100% T 94.64%
79.48%
80% T
60% T
97 .91% 96.55% 98.63%
40% T
20% T
0% : :
Airtel BSNL Rel Comm

For satisfaction with service provisioning, Airtel with 100% scored highest. Whereas BSNL with 79.48% scored lowest.

T e 1 e | Relconm |
Satisfaction with time taken for activation
P 12
I T P (o I
DO oo 28w s

5.1.2  Billing Related sub-aspects

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

Post-paid Subscribers

a. Percentage of Billing Complaints
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Made Billing Complaint in Last 12 Months - Postpaid
2008-09 2009-10

40% T

20% T 17.74%

11.09%
22.38% ' 9.50%
13.24% IR
0% I | |
Airtel BSNL Rel Comm

Subscribers of Airtel with 17.74% made maximum number of billing related complaints in 2009-10. For 2008-09, maximum billing
complaints were made for Airtel with 22.38% .

b. Satisfaction with various billing parameters

Satisfaction with Billing Parameters : For Postpaid customers Airtel
100.00% %.93% 97.19%
9561% %.98% %41%
100.00% 85.00% 86.12%

Clarity i.e. transparency and understandability of bills 99.36% 97.24% 98.44%

Satisfaction with timely delivery of bills for postpaid subscribers was found to be lowest for BSNL with 96.93%.
Satisfaction with accuracy of bills was found to be lowest for BSNL. Satisfaction with clarity of bills was found to be
lowest for BSNL. For satisfaction with resolution of billing complaints, BSNL with 85% scored lowest.

Level of satisfaction with Billing — Post paid subscribers:
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Satisfaction with Accuracy of Bills - Postpaid
200g-09 2009-10
100% 99.61%
A
R 88.67% 88.66%
80% I I
Airtel BSNL Rel Comm

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

Satisfied 50.00% 56.02% 50.39%
Total 99.61% 95.98%

Very Satisfied & Satisfied scores

Maximum score for satisfaction with Accuracy of bills for postpaid was found to be for Airtel with 99.61% of its subscribers
claiming to be either satisfied or very satisfied.

5.1.3  Help Services Related sub-aspects

a. Percentage of subscribers making Query in last 12 months
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Made a complaint with customer care in last 12 months
2008-09 2009-10
80% T
60% T
40% T
° 32.62%

51.14% o

50.60% 23.61%
20% T

33.66%
27.26%
0% I i |
Airtel BSNL Rel Comm

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

b. Satisfaction with Help Services / Customer Care

Satisfaction with help services “ BSNL

Ease of access of call center toll free number 93.55% 87.12%

Response time to answer call by customer care executive 88.70% 93.54% 86.37%
Problem solving ability of customer care executive 97.62% _ 87.88%
Time taken by customer care executive in resolving complaints 98.81% 88.71% 87.12%

For ease of accessing customer care, Rel Comm with 87.12% scored lowest. For satisfaction with problem solving ability of the
customer care executive, Rel Comm scored lowest whereas Airtel scored highest. The satisfaction with response time to answer
call by customer care executive was found to be lowest for Rel Comm .The satisfaction with time taken by customer care
executive in resolving complaints was found to be lowest for Rel Comm .

5.1.4  Network performance, reliability and availability related sub-aspects

a. Satisfaction with network performance, reliability and availability

Very Satisfied & Satisfied scores m BSNL

Availability of working telephone (with dial tone) 99.79% 94.99%
Ability to make or receive calls easily 99.79% 94.66% 95.68%
Voice quality 98.95% 91.98% _

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

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

Experiencedfaultinlast 12 months

2008-09 2003-10

40% T
34.72%
27.37%
20% +
36.01%
9.90% 22.33%
15.75%
0% I |
Airtel BSNL RelComm

Penetration of customers who have made fault complaints was observed to be highest for BSNL with 34.72% of the subscribers
claiming that they have made a complaint in last 12 months

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

Connections withmore than 3 faults in last 1 month
2008-09 2009-10
10.00%
85.17%
8.00% —
€.00% -
4.58%

, 8.82%

4.00% -+ 8.10% ?
5.32%  1.96%
2.00% -
0.00% f f
Airtel BSNL Rel Comm

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

c. Time taken to repair after lodging complaint
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Connections repaired within 3 days
2008-09 2009-10
100% T
92.00%
82.99%
79.90%
80% T
83.00% 82.35%
78.73%
60% I I
Airtel BSNL Rel Coamm

Percentage of connections repaired within 3 days varies from BSNL with 79.9% to Airtel with 92% .

5.1.6  Supplementary services

a. Percentage of subscribers opting for Supplementary Services

[
i
[

70.00% T

60.00% T

30.00% + £9 30%

20.00% + 17.0€%
31.86%

10.00% 3.99% 3.94%

4.23%
0.00% :

Airtel BSNL Rel Comm

Usage of supplementary services is lowest among Rel Comm subscribers.

b. Satisfaction with Supplementary Services

Level of satisfaction with supplementary services
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Satisfaction with quality of VAS
2008-09 2009-10
100.00%
° 90.70%
85.71%
80.00%
61.54%
60.00%
97 17% 93 10% 95.26%
40.00%
20.00%
0.00% I i |
Airtel BSNL RelComm

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

Very Satisfied & Satisfied scores [ mel [ Bsm

The total satisfaction percentage is highest for Airtel with 90.7% of subscribers who were using supplementary services
claiming that they are either satisfied or very satisfied with supplementary services provided.

5.1.7  Overall Customer Satisfaction

Level of satisfaction with Quality of Service (Overall):
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Satisfaction with overall quality of service
2008-09 2009-10
L) —_
100% a8 18%
95.62%
94.76%
96.05%
93.37%
90.24%
80% I i |
Airtel BSNL Rel Comm

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

Satisfied 63.49% 65.60% 64.62%

Tota 98.18%  9562%  9476%

In the current round of survey, Airtel with 98.18% scored highest for overall customer satisfaction with quality of
service whereas Rel Comm with 94.76% scored lowest.

Very Satisfied & Satisfied scores

51.8 Redressal Mechanism

Call Center 99.18%  9355%  79.01%

Nodal Officer 100.00% 0.00% 0.00%

For new customers, provisioning of ‘Manual of Practice' while taking the new connection 92.86% 20.69%

5.2 Detailed Findings — Cellular Mobile Services

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

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

international
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Last Applied for a Mobile Connection
. Less than 6 months 6- 12 months mare thar 12 rorths
100% A
81%
(1 )4 | ",
80% %  71% 72% 71%
65%
(1Y
or . 57{};’} 52 /0
60% - 53%
43%
. 3_Dif
40% - 329% =
0%
0% -~ 24%
15% . " 18% .
4 QO (=] i (17

20% _-I 39 1% 19% 16% 38% 43%

/0 /0 . o0/ ~TOL -

19% 15%, °” 2Ty 24% 5%
S 13% 1%  10% e
00,.-’(0 T T T T T T T T T 1
Airtal Yodafone Idza BSNL Reliance COMA,  Ajrcel  TATACDMA  MTS  Raliance GSM DoColc Unino~

In last 6 months, maximum applications were for Uninor with 52.33% of the respondents applying for a new connection. Whereas
minimum connections applied for during the same period were for BSNL with 7.88% . Same figure for the period of 6-12
months was found to be maximum for Uninor with 42.83% and minimum for Reliance CDMA with 9.67% .

b. Time taken for activation of new connection: This aspect seeks to find out the performance of various providers on the
time taken to activate a new connection i.e. in how many days after taking a new connection is the person able to make /
receive calls.
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Working connections provided within 7 days
2008-09 2009-10
j00% — 9617% 941%  9834% g728% 9727%  9883%  99.01%  9860%  99.23%  gpogy  98.44%
80% T
60% T
so0 L A% ggqgy  oagen  9240% 89.91%
b+
20% T
NA NA NA NA NA
0% 1 1 1 f f 1 1 1
Airtel  Vodafone Idea BSNL  Reliance  Aircel TATA MTS  Reliance DoCoMo  Uninor
CDMA CDMA GSM

For proportion of connections activated within 7 days, Vodafone with 99.41% connections scored highest whereas Airtel

with 96.17% connections scored lowest.

c. Satisfaction with service provision:

Satisfaction With Time taken to provide a working connection
2108-18 201810
7 Y )/ 0, o 20
100% + 9726%  GB24% ga43q  96.33% BBI% o, 9684% 9BOT% 98B4%  98.62%
, 78.03%
80% -+ -
60% +
98.32% 97.94% 97.39% 2q0, 100.00% 97.48%
91.1’0,'0
40% +
20% +
_ NA NA NA NA NA
0% } } } } } : f f : f !
Aitel Vodafone Idea BSNL Reliance  Aircel TATA MTS Reliance DoCoMa  Uninor
CDMA CDMA GSM

The scores of level of satisfaction have been explained in the executive summary.
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ery Satisfied & Satisfied Vodafone BSNL Rg::i)i’rl'ﬁe gg&': Re(l;iglr\}lce DoCoMo m
scores
oy et 065 4142% 4381% 5220% 4890% 3088% S654% 4309% 3B0A% 4150%  3063%

56.56% 54.77% 51.08% 43.39% 47.32% 66.94% 41.19% 56.24% 60.13% 56.48%  55.51%

94.89% 99.33%
9621% 9619% 948W% 55N 9622% G182 TN 9% BATH OT98%  G5M%

Score for level of satisfaction with service provisioning varies from 94.89% for Idea to 99.33% for MTS .

5.2.2 Billing Aspects

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

a. Postpaid subscribers:

i. Percentage of billing complaints

Made Billing Complaintin Last 12 Months - Postpaid
2008-09 2009-10
80%
70.69%
60% +
50.00%
40% +
21.88% 22 54%
20% + 16.13%
12.50% 11.11%
7.94%
0.00% 0.00%
13.78% 677% 13.76% 7.74% 9.85% MA 16,62% NA M, MA M, MA
0% 1 f I I 1 f 1 f I f |
Airtel Vodafone Idea BSNL Reliance Aircel TATA MTS Reliance DoCoMo Uninor
CDMA CDMA GSM

Subscribers of DoCoMo made maximum number of billing related complaints in 2009-10. In 2008-09, maximum billing related
complaints were made by TATA CDMA subscribers.

ii. Satisfaction with various billing parameters

Reliance TATA Reliance
I 5 I S 0 Y N 5 S
| 44K QBTSN BTIO% E88% Q03 B000% 3% NA

100.00% 66.67% 100.00%

Timely delivery of bills

N— 88.89% 93.75% 77.42% 87.04% 87.10% 100.00% 44.44% 80.00% 100.00% 96.67%  NA

Process of resolution of billing

73.33% 90.63% 83.33% 74.00% 91.94% 100.00%  66.67% 100.00% 100.00% 100.00% NA
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In the current round of survey, satisfaction with timely delivery of bills for postpaid subscribers was found to be
lowest for TATA CDMA with 66.67% The satisfaction with accuracy of bills was found to be lowest for TATA CDMA .

The satisfaction with clarity of bills was found to be lowest for TATA CDMA. For satisfaction with resolution of billing
complaints, BSNL scored lowest.

iii. Percentage of subscribers satisfied

Level of satisfaction with billing performance (Post paid customers)

Satisfaction with Accuracy of Bills - Postpaid
2008-09 2009-10
100.00% 100.00% 96.67%
100% T 93.75% 87.10% o
0,
80% L 77.42% 80.00%
60% +
o186%  93.18% 9352% 9675% o con 4%
40% T 82.26%
20% +
NA
NA NA NA NA NA
0% i f i i f f f i i i |
Airtel  Vodafone Idea BSNL Reliance  Aircel TATA MTS Reliance DoCoMo  Uninor
CDMA CDMA GSM

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

. T Reliance TATA Reliance
Satisfied & Satisfied
S:Ol'esa = = VOdafone = LA m Lk posetio m
isfi

Very Satisfied 55.56%  43.75% 29.03% 35.19% 30.65% 0.00% 44.44% 20.00% 50.00% 5.00% NA

33.33% 50.00% 4839% 51.85% 56.45% 100.00% 000% 60.00% 50.00% 9167%  NA
8889% 93.75% 77.42% 87.04% 87.10% 100.00% 44.44% 80.00% 100.00% 96.67%  NA

In the current round of survey, highest score was found to be for Aircel,Reliance GSM with 100% subscribers claiming
that they are either satisfied or very satisfied with postpaid billing.
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c. Prepaid subscribers:

Level of satisfaction with accuracy of charges:

Satisfaction with Accuracy of Charges - Prepaid
2008-09 2009-10
100% o 97:00% FBABU o e 9554% gag4s CoONP 0837w OT64% gy gry  SB8E% 97.00%
80% T+
60% T+
03.44% 95.50% 94.88% 96.91% 93.80% 95.13%
40% +
20% +
NA NA NA NA NA
0% i f i f f i i f i i |
Airtel  Vodafone Idea BSNL  Reliance  Aircel TATA MTS  Reliance DoCoMo  Uninor
CDMA CDMA GSM

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

ofi o Reliance TATA Reliance
ery Satisfied & Satisfied

L L s 4054% 3672% 4536 4130 316% SO 4230% 4154% S5STH

56.67% 57.92% 56.68% 51.01% 5351% 6578% 4542% 55.31% 53.31% 4331%  48.00%

In the current round of survey, highest score was found to be for Aircel with 98.94% subscribers claiming that they are
either satisfied or very satisfied with prepaid billing.

Percentage of billing complaints
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Made Billing Complaintin Last 12 Months - Prepaid
20C9-10
40% T
20% +
24.37%
20.82% 20.74%  2040%
17.13% o 17.37% 18.04%
15.57% 14.77% .,
11.18% 12.69%
0% : : : : : : : : |
Airtel Vodafone Idea BSNL Reliance Aircel TATA MTS Reliance DoCoMc Uninor
CDMA CDMA GSM

For billing related complaints in 2009-10 maximum score was found to be for Reliance GSM with 24.37% of its subscribers

claiming to have made a billing complaint in last 12 months.

Satisfaction with process of resolution of billing complaints

Satisfaction with Process of Resolution of Billing Complaints - Prepaid
2008-10
A QQD:’J —
80%
60% +
96.49% 97 .54% 290 96.46%
5449, 89.72% 80.00%  90.81% ’ R " s7.50%
40% T ’ 78.26% 80.36%
20% T
0% t t t t t t t t } }
Airtel Vadafone Idea BSNL Reliance Aircel TATA MTS Reliance DoCoMo  Uninor
CDMA CDMA GSM

For satisfaction with process of resolution of billing complaints, maximum score was found to be for MTS wit
subscribers claiming to be either satisfied or very satisfied.
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5.2.3 Help Services

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

a. Contacted customer care in last 12 months

Made a complaint with customer care in last 12 months
2008-09 2009-10
60% T
51.28%
4070% 4188%
40% +36.97% 3841%
33.52%
30.46%
46.81%
0% T 36 38.85%
36.82% o .85%
26.02% 26.82% ' 34.32% - 32.12%
. a . ( 1.
19.83% 17 16% 24 .14%
NA NA NA NA NA
0% I ’ ’ I I : : : : !
Airtel Yocaone ldea 3SML Reliance COMA Aircel  TATACDIMA  MT5 Xeliance 330 DoZoMo Jninor

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

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

Reliance TATA Reliance
Vodafone BSNL MTS DoCoMo
Satisfaction with help services m-m- LA M Lk --m
Eg:i}g:na;:fss CLLUERET 89030, 88.24%  75.00% 8316% 90.95% 93.88% 9594% 9845% 9578% 98.12%  97.22%

REEMENSATNEROENSIEIREl RWE  87.35%  86.45%  72.09% 84.70% 91.42% 92.52% 95.92% 96.88% 95.06%  97.78%  95.56%
customer care executive

Problem solving ability of 87.95% 87.74% 78.30% 8368% 90.21% 91.16% 96.43% 98.44% 96.86% 97.78%  95.00%
icustomer care executive

Time taken by customer care 86.75% 85.81% | 79.07% 85.56% 90.64% 91.84% 96.43% 93.20% 95.80% 96.30%  93.89%
lexecutive in resolving complaints

For ease of accessing customer care, Idea with 75% scored lowest. The satisfaction with response time to answer call by
customer care executive was found to be lowest for Idea. The satisfaction with time taken by customer care executive in
resolving complaints was found to be lowest for Idea.

For satisfaction with problem solving ability of the customer care executive, Idea scored lowest whereas MTS sco[MR'%est.
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5.2.4 Network Performance, Reliability & Availability:

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

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

i fartion wi Reliance TATA Reliance
Satisfaction with network Vodafone BSNL MTS DoCoMo
related parameters m- CDMA CDMA GSM

Availability of signal 96.23% 96.70% 93.98% 9457% 93.88% 95.03% 91.85% 9584% 96.36% 9552%  89.95%

:is'iiltyt" WLCRREEUEE Y 05730, 96.36%  92.28%  93.68% 94.06% 9553% 98.09% O7.84% 9585% O7.70%  94.04%

9827% 98.26% 9476% O7.37% 94.99% 97.18% 9861% 9685% 97.36% 99.00%  96.27%
The satisfaction with availability of signal was found to be lowest for Uninor .The satisfaction with ability to make or
receive calls easily was found to be lowest for Idea . The satisfaction with voice quality was found to be lowest for Idea .

c. Call drop rate:

Frequency of Call Drops

2306-0¢ 2305-'0
30% —

25% —

20% —

15% — 13.25% 13.60%

10% goo¥ Do oo
o — :

. £.15% oo

L7% ) GER

38% 4.45% 4.53% 4.60%
5y — 7" _ ’ ' 3.49%
2.33% 2.24% 184%
NA NA NA NA NA

0% f f f f f f f f f I

Airtel Vodafone Idea BSNLReliance CDMAAIrcel TATA CDMA MTS Reliance GSHloCoMo  Uniner

According to survey results call drops are more frequent for BSNL with 14.56% of subscribers claiming that they experience
frequent or very frequent call drops.
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5.2.5 Maintainability:

This aspect deals with the incidence of signal outages that the subscribers face with their telephone connections. It measures
the level of satisfaction of users with the signal availability and the time taken for restoration of signal problems.

a. Level of satisfaction on various sub-aspects of maintainability:

Reliance TATA Reliance
Vodafone BSNL MTS DoCoMo

Frequency of Signal Problem 92.15% 91.68% 87.33% 88.90% 93.91% 95.02% 90.44% 96.51% 94.87% 95.40%  93.48%
Never or Occassional

Satisfaction with restoration of
signal problems (Vary Satisfied o

96.16% 9525% 92.55% 94.45% 9427% 94.43%  9214% 9548% 93.67% 98.11%  94.38%

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

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

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

a. Percentage of subscribers opting for supplementary services:

Users of Supplementary/Value Added Services
2008-09 2109-10
60% —
£2.07%
33.78%
0, =€ 2 [u'
32.19% '
25.43% 24 75%
21 63% .y

. 19.44% 19.37% 13.97% 19.55%

20% -+ 18 67% 14 32% 16 91%
12.48%
MA, [ MA R, N,
0% f f f f f f f f f !
Airtel Vodafone Idea BSNIReliance CDMAkircel TATA CDMA MTS Reliance GSRloColMo  Uninor

In the year 2009-10 usage of supplementary services varies from 12.48% for TATA CDMA to 25.43% for Relianctm .
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b. Percentage of subscribers satisfied with supplementary services:

Level of satisfaction with supplementary services:

Satisfaction with quality of VAS
2008-09 2009-10 98.84%
Q 0,
100% 1 o1.06% 92 86% 96.11% 095.83% 97.42% 97.14%
86.29% a3 50% 84 .57% 84.42%
80% T
60% T
40% _?3.31% 94.50% 93.75% 96.25% 94.06% 88 .49%
20% T+
NA NA NA NA NA
0% f f 1 f } f f i f } i
Airtel Vodafone Idea BSNL Reliance Aircel TATA MTS Reliance DoCoMo Uninor
CDMA CDMA GSM

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

fi o . Reliance . TATA Reliance
Satisfied & Satisfied
S:O"esa - = e Vodafone = e fee ik SoReto m
isfi

2027% 33.06% 28.16% 41.67% 22.22% 2524% 47.22% 32.76% 16.39% 57.56%  20.95%

6179% 5323% 5534% 5119% 6235% 70.87% 4861% 64.66% 68.03% 4128%  76.19%
9106% 86.20% 8350% 92.86% B457% 96.11% 95.83% O7.42% B442% 98.84%  97.14%

The total satisfaction percentage is highest for DoCoMo with 98.84% of subscribers who were using supplementary
services claiming that they are either satisfied or very satisfied with supplementary services provided.
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5.2.7 Overall percentage of subscribers satisfied:

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

Level of satisfaction with Quality of services (Overall):

Satisfaction with overall quality of service

2I0E-08 2008-10
] 96.01% v 95.51% y
100% 1 400 * o302y 9551% 95.16% 89.53%
80%
60%
96.21% 96.19% 04.89% 9559% 96.22% 97.82% 07.73% 99.33% 03.17% 97.98% 9514%
40% +
20% +
NA NA  NA  NA  NA
0% | i | I I I I | I |

Airtel Vodafone Idea BSNReliance COMAAircel TATA CDMA MTSReliance GSIleCoMo  Uninor

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

ofi o Reliance TATA Reliance
ery Satisfied & Satisfied

ery Satisfied

56.56% 54.77% 51.08% 43.39% 47.32% 66.94% 41.19% 56.24% 60.13% 56.48% 55.51%

In the current round of survey, MTS with 99.33% scored highest for overall customer satisfaction with quality of
service whereas |dea with 94.89% scored lowest.

5.2.8 Three stage redressal mechanism:

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

Reliance TATA Reliance
Awareness about contact
details of!: VOdafone ﬂ PN | coma m C - Soeto m

LB 6583%  6951%  T167% T168% 5406% 7746% 6562% S847% 6760% 6162% S671%
Nodal Officer 502%  692% 524% 525% 468% 443% 451% 977% 9.17%  360%  7.26%

— I

NI f0s6%  1678% 1294% 1839% 1030% 2562% 228%% 2765% 2635% 1871% | 3073%

international

50




Quality of Service — Survey module report for Kerala Circle

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

Made any complaint to the . .
. Reliance TATA Reliance

V(5 15.36% 16.96% 11.86% & 7.53% @ 22.00% 18.39% 27.73% 26.16%  42.06% 24.89%  24.77%

Reliance Reliance
Docket number received for mos ? 9

N°dOCKfoJ‘S‘;’;‘fﬁ{erigi']Vp‘f:i:t’s 300% 103%  563% 976%  682% 364%  064% 390% 11.11% 152%  3.25%

N°d°°k9t”“mbe”e°2'ﬁg‘Z"fsr; 5670% 29.90% 57.75% 48.78% 6364% 51.82% O167% 66.88% 49.60% 7576%  64.23%

Informed by call centre about Reliance TATA Reliance
ct:; a;g:)nr: taken on the Vodafone BSNL CDMA CDMA MTS GSM DoCoMo

V(5 87.63% 90.63% 77.33% 77.50% 89.71% 90.00% 83.45% 82.58% | 96.47% 91.02% = 75.38%

L e 038 2267% 250% 1020% 1000% 1653% 17.42% 353 8% 2462%

Level of satisfaction with resolution of complaints by call centre

Satisfaction with system of complaint resolution by call centre

100% — 2008-08 2308-10

9 7 0
80% 74.19% 727305 '009% 7941% 75 279% 79.708
60% —

96.33% 95.57% 95.32% C461% 96.90%

87.50% 87.63% 87.50% 90.25%

40% — 73.68% 70.74%

20% —
NA NA NA NA NA
0% I I I I I I I I I I
Airtel Vodafone Idea BSNL Reliance Aircel TATA MTS Reliance DoColMo Uninor
CDMA CDMA GSM

Level of satisfaction with resolution of complaints (for those customers who had made complaint in last 12 months) is
observed to be highest for Uninor with 96.9% and lowest for BSNL with 70.74% .
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Reasons for dissatisfaction with resolution of complaints by call centre

Reliance TATA Reliance

Reason for dissatisfaction - Call
centre

UL 9500%  1667%  50.00%  16.67%  000%  50.00% 14.29% 5333% 000%  11.11% 0.00%
center executive

LT e o ook 2500% 298 000 000 667K 8% 11N 000%
polite/courteou

Customer care executive not
COUTEERTGEGEGITENE  8.33%  8.33%  15.00%  41.67% 2941% 0.00%  57.14% 20.00% 50.00% 22.22% 0.00%
information
Time taken by call centre fo
Customer care executive was
HEL RGBS EGROE 25.00%  0.00% 5.00% 833% 0.00% 0.00% 0.00% 6.67% 0.00% 0.00% 0.00%
problem|

5.3 Detailed Findings — Broadband Services
5.3.1 Service Provision:

Incidence of provision of BB connection within 15 days

Connections provided within 15 days
2008-09 2009-10
0, -
100% 39.76%
80% 72.15%
80% +
i)
43.97% 40 38%
40% + 34.14% .
63.83% €157% 70.29%
56.17% 49.48%
20% + ’
0% f f f f {
Airtel BSNL Rel Comm VSNL Asianet

For activation of new connection, Asianet with 89.76% scored maximum whereas Rel Comm with 34.14% scored minimum.
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Level of satisfaction with service provisioning:

Satisfaction with time taken for activation

2008-09 2009-10

_ 99.55% o 99 20%
100% 08.08% 98.78%
96.15%
98.67% 97.93% 98.33% Tt 98.54%
80% f f f f {
Airtel BSNL Rel Comm VVSNL Asianet

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

BSNL Rel Comm VSNL
Very Satisfied & Satisfied scores

Very Saisfed Coe20%  2198% 9%
67.95% 70.35% 76.83% 94.23% 87.20%
P sk cesw 7% %BAS%  920%

BSNL with 99.55% of the subscribers saying that they are either “Very Satisfied” or “Satisfied” with the service provisioning
scored highest. Whereas VSNL with 96.15% of the subscribers saying that they are either “Very Satisfied” or “Satisfied”, scored
lowest.
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5.3.2 Billing Performance:
Postpaid:

Billing related complaints

Made Billing Complaint in Last 12 Months - Postpaid
2008-09 2009-10
40% T 36.76%
35% +
30% —+
25% +
19.72%
20% +
1 13.14%

15% s gad0-84% ’ 27 .27%
10% -+ ey 19.69%

5% | 11.76% 13.51% 3.42%

0% | | | | |

Airtel BSMNL Rel Comm VSNL Asianet

In the current round of survey, penetration of post paid subscribers making billing complaints varies from Asianet with 3.42% to
VSNL with 36.76%

BSNL Rel Comm VSNL
Satisfaction with Billing Parameters:

IAccuracy of bills 99.66% 98.36% 98.63% 98.20% 98.21%

97.17% 57.90%
Process of resolution of billing complaints

99.22% 99.81%

Clarity i.e. transparency and understandability of 100.00%
bills

98.13% 99.02%

The satisfaction with accuracy of bills was found to be lowest for VSNL .The satisfaction with clarity of bills was found to be
lowest for BSNL Level of satisfaction with timely delivery of bills is lowest for Rel Comm with 97.85%. Asianet scored lowest for
resolution of billing complaints.
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Billing Accuracy - Prepaid

Level of satisfaction:

Satisfaction with accuracy of charges - Prepaid
2008-09 00910
97.67%
100% T ' 93.18% 90.27%
85.71% T
80% - 72.73%
60% T
100.00% 100.00% 98.25%
40% 1 T 83.79%
20% T
0% I I I I I
Airtel BSNL Rel Comm VSNL Asianet

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

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

13.95% 57.14% 30.68% 83.19% 54.55%

Airtel with 97.67% of the prepaid subscribers claiming to be either satisfied or very satisfied with billing performance scored
highest.
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5.3.3 Help Services:

Made a query/complaint with customer care in last 12 months

2008-39 2008-17
80% T
70% 66.74%
60.13%
60% T

Of

50% T 46.53%

40% T A0/ o7 75 839,
32.60% 67 41 ‘:S-'2.69 Yo 75.83% 70.08%

30% + 57.82%
49.07%
20% +

10% +

0% f f f f !
Airtel BSNL Rel Comm VENL Asianet

Number of respondents making a query to the call center in the last 12 months varied from 32.6% for Airtel to 66.74% for VSNL

Satisfaction with ease of accessing customer care
2008-09 2008-10
100% 1 91.82% s645% ¢1.90% 93.38%
80% 1 72.87%
60% T
() 4
40% 73.19% 70.59% 65.06% 72.40%
e 57.31%
20% +
0% I I I I I
Airtel BSNL Rel Comm VSNL Asianet

96.45% of BSNL subscribers claim that it is difficult to access the call center.
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Satisfaction level with Help Services / BSNL Rel Comm VSNL
Customer Care

Response time to answer call by customer care 99.03% 66.99%
executive

97.02% 96.32% 90.71% 73.53% 97.45%
Problem solving ability of customer care executive
Time taken by customer care executive in 98.00% -- 70.92% -
resolving complaints

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

5.3.4 Network performance, reliability and availability:

Satisfactionwith speed of connection
2008-09 200810
100% T 97.79%
95.30% 95.05% 96.27%
89.57%
80%
90.00% % 90.34% 90.39%
0 89.14% o 0 56.04%
60% I i i | |
Airtel BSNL Rel Comm VSNL Asianet
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97.79% of Airtel subscribers said that they are either “Very Satisfied” or “Satisfied” with the speed of the broadband connection.
Contrastingly, only 89.57% of VSNL subscribers are either “Very Satisfied” or “Satisfied”.

Satisfaction with time for which service is up and running
008049 2308-10
100% — 98.56% _
95.12% 94.94% 95.75%
84.23%

80% T

_ 95.63% 94.80%
87.48% | 86.40%
60% I I | | |
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, Airtel with 98.56% scored highest for satisfaction with time for which service is up and running
whereas VSNL with 84.23% scored lowest.

5.3.5 Maintainability:

Frequency of problemin connection
2008-049 2008-10
100% T 96.51% 63.24% 96.44%
83.58%
80% T
63.12%
60% T
, 88.98% 89.27% 89.92% 90.65% 36.66%
400;’0 4 5 ]
20% T
0% I I I I
Airtel BSNL Rel Comm VSNL Asianet

96.51% of Airtel subscribers claimed that they occasionally or never face problems with their broadband connection.
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100%

80%

60%

20%

0%

40% -

Satisfaction with fault repair service

2008-08 2009-10

_ 9937‘,"’:! 961 2.%' 9“) 62{%' 98.05‘%!
66.26%
| 88.63% 84.49% - 86.01%
g0 68.42%
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, Airtel with 99.37% scored highest on satisfaction with time taken to restore the connection
whereas VSNL with 66.26% scored lowest.

5.3.6 Supplementary Services:

80%
70%
60%
50%
40%
30%
20%
10%

0%

53.86%s3 919

Use of Supplementary/Value Added Services

2008-09 2003-12

45.40%

73.819%2.68%
64.05%
21.95%
43.01%

33.50%

49.84%

Airtel

BSNL Rel Comm VSNL

Asianet

Maximum proportion of subscribers using supplementary/Value Added services is for BSNL .
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5.3.7 Percentage subscribers satisfied:

Level of satisfaction:

Satisfaction with quality of VAS
200808 2009-10
100.00% 100.00%
100% ’ 99.51% ’ 99.00%
. 97.00%
()
95.64% 96.39% T T 95.38%
80% f f f f !
Airtel BSNL Rel Comm VSNL Asianet

In the current round of survey, for satisfaction with supplementary services Airtel, VSNL with 100% scored highest
whereas Rel Comm with 97% scored least.

5.3.8 Telecom Consumers Protection & Redressal of Grievance Regulations, 2007:

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

Penetration - Complains made to customer care 36.04%
within last 6 months

Customer care informing about the action taken on 93.33% 90.82% 85.82% 94.81%
the complaint
0,
Resolution of complaint by customer care within 4 99.03%
weeks of lodging complaint

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

Airtel BSNL Rel Comm VSNL
Reason for dissatisfaction with customer care
12.50%
Difficult to connect call center executive

5.17%
Customer care executive not polite/courteous
Customer care executive not equipped with 20.00%
adequate information
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Time taken by call center for redressal of complaint 50.00% 40.00% 43.75% 53.45% 20.00%
is too long

The customer care executive was unable to 0.00% 20.00% 6.25% 0.00% 40.00%
understand the problem

6.1 Key Take Outs and Recommendations - Basic (Wireline)

Key Take outs: Overall Level

v' ltis observed that there are three major operators in the Kerala circle

v'Across all the 7 parameters, all the operators were only able to meet the TRAI benchmark for postpaid billing and
overall service quality.

v" No operator was able to meet the TRAI benchmark for the parameter maintainability of network.

v There is a need to improve the satisfaction level of subscribers with respect to ‘Help Services’ and ‘supplementary

service’ and “Maintainability” of network of various service providers. These are three areas where service providers

are performing relatively poor as far as satisfaction level of customers is concerned.

The awareness of 3-stage grievance redressal mechanism is observed to be low. Service providers should advertise

the 3-stage process detailing about Nodal officer and Appellate authority in national and regional dailies on a periodic

basis.

<

Key Take outs: Operator Wise

BSNL (Kerala)

v BSNL should look at improving its performance on customer satisfaction parameters such as time taken for activation
of connection, timely delivery of bills, satisfaction on charges levied etc.

v The customer care problem resolution mechanism should be made more robust as satisfaction levels on various sub
parameters like time taken to resolve complaint, satisfaction with voice quality, etc,

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

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

Reliance

v" Even though Reliance has fared well in its billing parameters, there is still the need to improve the performance for
parameters such as accuracy of postpaid bills and satisfaction with the process of resolution of billing complaints.

v" Reliance did not meet the TRAI benchmark for 3 out of the 8 parameters measured. Reliance needs to significantly
improve itself on network parameters such as availability of signal, ability to make and receive calls.

v" Reliance is also doing relatively poorly on call centre performance; it also needs to improve its performance on the
parameter as subscriber’s satisfaction level, satisfaction with the problem solving ability and the response time to
attend each call.

v" A significant portion of those who were surveyed said that they were unsatisfied with the supplementary and VAS
services provided by Reliance. Reliance also scored poorly on VAS related parameters such as satisfaction with quality
of VAS services.

Airtel
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v"Airtel has fared very well in its billing parameters and has secured very high favorable responses for the accuracy and
delivery of bills. Customers are also satisfied with the process of resolution of billing complaints.

v" Airtel did not meet the TRAI benchmark for only the network maintainability parameter. However, its performance was

still significantly higher than BSNL and Reliance.

Airtel is also doing very well on call centre performance; However, it needs to improve its response time to each call.

While only a few people are using the VAS services of Airtel, the number is still significantly higher than tthose using

similar services from BSNL and Reliance

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

6.2 Key Takeouts & Recommendations - Cellular Mobile (Wireless)

AN

Airtel
v

v

v

BSNL

Key Take outs: Overall

Across all the 7 parameters, none of the service providers except for TATA DoCoMo could meet the
benchmark for even a single parameter.

At an overall level MTS, DoCoMo and Aircel were found to be best performing with relatively better score
across all the parameters

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

There is also a need to improve the satisfaction level of network maintainability of all service providers

Idea and Reliance were found to be performing relatively poor on most of the aspects as far as satisfaction
level is concerned

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

Key Take outs: Operator Level

Only 50% of postpaid customers are satisfied with the billing complaints resolution and only 73% are satisfied
with the clarity in the bill. Airtel also make improvements in prepaid billing satisfaction as well.

Also when compared to other operators in the circle Airtel is performing relatively better on network
performance with good signal availability and voice quality but needs to improve its performance in other
areas such as call drops and signal problems.

Airtel should look at the scores call centre performance where it has been doing relatively good but there is
scope for large improvements in all sub parameters.

BSNL does not perform well on help services, billing performance (prepaid and postpaid) and maintainability
as subscriber satisfaction level scores have remained below TRAI benchmarks on all these parameters.

Only 33% of the postpaid subscribers were satisfied with resolution of billing complaints. There is scope for
improvement in all billing sub-parameters like prepaid billing complaint resolution

The network parameters of BSNL also have to be looked at as there is serious deficiency in almost all sub-
parameters such as signal availability, call drops, satisfaction of restoration of network problem etc.

As with other operators BSNL needs to improve its performance on call centre significantly as it is scoring
below expected standards on all parameters.

As compared to the other operators, overall customer satisfaction is on the lower side for BSNL.

Tata CDMA
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v

v

v

v

TATA CDMA does not perform well on two of the 8 parameters measured for TRAI- postpaid billing
performance and maintainability as subscriber satisfaction level scores have remained below TRAI
benchmarks on all these parameters.

Only 44% of the postpaid subscribers were satisfied with resolution of billing complaints and 67% were
satisfied by the delivery time of the bill. There is scope for improvement in all billing sub-parameters like
billing clarity.

The network parameters of TATA also have to be looked at as there is serious deficiency in sub-parameters
such as signal availability, satisfaction of restoration of network problem etc.

TATA is performing better than most operators when it comes to VAS parameters.

Tata Docomo

v
v
v

Aircel

TATA DoCoMo meets the TRAI benchmark for all 8 parameters.

TATA DoCoMo has performed very well in all billing, network and call centre performance parameters.

While the number of subscribers who use VAS services of DoCoMo is higher than that of other operators,
there is still scope for improvement in sub-parameters such as information about unsubscription number and
VAS charges.

There have been a large number of complaints made by DoCoMo postpaid subscribers which is a serious
area for improvement for DoCoMo.

Aircel does not meet the TRAI benchmark for the maintainability parameter as subscriber satisfaction level
scores have remained below TRAI benchmarks on this parameter.

Aircel has performed very well on all billing parameters in this survey with the exception of the sub-parameter
prepaid billing complaint resolution. During the survey it was discovered that no postpaid subscriber had
made a billing complaint during the period in consideration.

The network parameters of Aircel also have to be looked at as there is serious deficiency in sub-parameters
such as signal availability, satisfaction of restoration of network problem etc.

Aircel also has a lot of scope for improvement in the VAS parameters especially in parameters such as
dissemination of information about charges for VAS services.

Reliance CDMA and Reliance GSM

v

AN

MTS

Reliance CDMA meets the TRAI benchmark for only 2 out of the 8 parameters measured whereas RCOM-
GSM does not meet the TRAI benchmark for three parameters.

Overall, Reliance GSM is performing better than Reliance CDMA on all parameters. However they still have
to improve on parameters like accuracy of prepaid charges, number of subscribers using VAS and
supplementary services, etc.

Reliance CDMA.has to show significant improvement in activation time for new connections.

Although more postpaid billing complaints have been made Reliance CDMA subscribers, more complaints
have been made in the past 12 months by Reliance GSM subscribers.
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v MTS does not perform well on postpaid billing performance subscriber satisfaction level scores has remained
below TRAI benchmarks on this parameters.

v MTS has performed very well on all billing parameters in this survey with the exception of the sub-parameter
prepaid billing accuracy. During the survey it was discovered that no postpaid subscriber had made a billing
complaint during the period in consideration.

v As compared to other networks, MTS has relatively better performance for network parameters and call
centre preferences except for satisfaction with network restoration problem.

v' MTS also has a lot of scope for improvement in the VAS parameters especially in parameters such as
dissemination of information about unsubscribe number for VAS services.

Uninor

v"Uninor does not meet the TRAI benchmark for the maintainability and network performance parameters as
subscriber satisfaction level scores have remained below TRAI benchmarks on these parameters.

v"Aircel needs to improve on all billing parameters such as prepaid billing complaint resolution and prepaid
charge accuracy. During the survey it was discovered that Uninor did not have postpaid operations in that
circle.

v The network parameters of Uninor are also not up the required standard as there is scope for improvement
such as signal availability, satisfaction of restoration of network problem etc.

v" Uninor has very few subscribers who are taking VAS services. However its performance in other VAS
subparameters is relatively good.

Idea

v' Idea meets the TRAI benchmark only for the parameters “Satisfaction with provisioning of services” and
“satisfaction with overall service quality”.

v Only 40% of the postpaid subscribers were satisfied with resolution of billing complaints. There is scope for
improvement in all billing sub-parameters like prepaid billing complaint resolution, accuracy of billing
complaints and timely delivery of bills.

v The network parameters of Idea also have to be looked at as there is serious deficiency in almost all sub-
parameters such as signal availability, call drops, satisfaction of restoration of network problem etc.

v" As with other operators Idea needs to improve its performance on call centre significantly as it is scoring
below expected standards on all sub-parameters.

v" Idea also has significant scope for improvement in VAS related parameters, especially in parameters like
number of subscribers using VAS, information about VAS charges.

Vodafone

v" Vodafone does not meet TRAI benchmark on help services, postpaid billing performance and VAS services.

v Only 57% of the postpaid subscribers were satisfied with resolution of billing complaints. There is scope for
improvement in other billing sub-parameters like prepaid billing complaint resolution.

v The network parameters of Vodafone also have to be looked at as Vodafone is lacking in certain sub-

parameters such as signal availability, call drops, satisfaction of restoration of network problemIMRB

intern ationa
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v

v

As compared to the other competitors, Vodafone is doing relatively well on call centre parameters. However it
must improve its performance on all sub-parameters if it is to reach the standards set by the other operators
in the circle.

Vodafone can also improve its performance on VAS parameters such as satisfaction of quality of VAS and
lack of information of unsubscribe number for VAS service.

6.3 Key Takeouts & Recommendations — Broadband

6.3 Key Takeouts & Recommendations — Broadband

AN

Key Take outs: Overall

During the survey it was observed that there are five major service providers operating in the circle- BSNL, VSNL,
Airtel, Reliance Communication, Asianet.

Across all the 8 parameters, all the service providers could meet the benchmark for 4 out of the 8 parameters.

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

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

Key Take outs: Operator Level

BSNL (Kerala)

v

BSNL has not met the TRAI benchmark for satisfaction with prepaid billing. There is a significant need to improve on
this parameter. Also while BSNL is performing very well on billing related parameters, they need to look at parameters
such as satisfaction with billing processes.

v Also, there is a need to improve performance on response time to customer complaints. Other than this parameter

BSNL is performing very well on help services and grievance redressal processes.

v As compared to the other service providers, a lot more people are using the supplementary services offered by BSNL.

But the frequency of problems parameter is also very high for BSNL. I MRB

internationa
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Airtel
v" As far as overall satisfaction level is concerned Airtel is performing very well at 99.05%.
v" Airtel meets all the benchmarks set by TRAI for all the parameters.
v' Aitel has performed very well on the entire network and billing parameters. However, there is a need to improve
performance on activation time for new connections.
v

Like all the other operators, Airtel needs to improve the number of people who are currently subscribing to the VAS and
supplementary services.

<
[72]
=
-

VSNL does not meet the TRAI benchmark for “Help services”,”maintainability” and for overall service quality.

Only 67% of respondents are satisfied with the response time taken by VSNL to answer their calls. There is also the
need for VSNL to significantly improve its customer support facilities, especially along parameters like ease of
accessing customer call centre, satisfaction with resolution process, etc

There is also a lot of customer dissatisfaction with VSNL regarding the network parameters. Only 66% of respondents
feel that if the connection is broken, then it is restored very quickly. Also, the favorable responses from consumers
regarding the network parameters such as speed of connection.

v The numbers of people who are using VAS services are significantly high. Also users of these VSNL services are
satisfied with their experience of using these services.

\\|

<

Asianet

v" Asianet is not meeting the TRAI benchmark for only 1 out of the 8 parameters being measured with a score of 72% on
the parameter satisfaction with prepaid billing. For the sub-parameter satisfaction with resolution of billing process,
Asianet has scored very poorly (57.32%).

v" Asianet has performed very well on network maintenance and customer service parameters.

v" The number of people who are using VAS services are significantly high. Also users of these VAS services are satisfied
with their experience of using these services.

Reliance

v' Reliance meets all the benchmarks set by TRAI for all the parameters.

v" Reliance needs to improve on its billing parameters such as satisfaction with delivery and accuracy of bills if it has to
match its competitors in this area.

v" Reliance is performing well on customer service parameters and network parameters. However it has to improve its
performance in certain areas such as connection speed, time taken for problem solving, etc.

v The numbers of people who are using VAS services are relatively good. However, customer satisfaction of these VAS
services can be improved.
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7.0 Annexure (Question wise Responses)

7.1 Basic (Wireline)

2009-10
14.17% 2.49%

11.46%

6

93.02% 88.91%

2008-09

Rel Comm

2.68%
21.271%
76.05% 91.40%

2009-10
97.73% 47.50%

8.37%

[

Rel Comm

78.57%

= — -
5 % @
(1] - -~
— 0 o
g £ E
D — —
= D oD
= o o
- -
=] (=] =]
S
c o o
= o T
o (- (18
° ] 3
= 3 3
= >
< o o
= o o
= o )
= 2 S
8 @ @
! = =
o 5]
o S S
=
o
=}
3 ~ 3 =
@ ] @ &
—_ w —_ (72
> P > —
Q0 > QO =0
> Q0 > Q
A N NS N N (o]
[ 313|3 ERERE]
o 2|la|a c|a|a
) > =} > > > =]
==y =t 222
< =0 = = >0 =0 0
(/2] [72] [72] [72] (2] (2] (2]

3 -7 days
6 -

0.00% 10.00% 3.57%

—
()]
o
QO

<
[72]

SRR 10000%  7000%  89.28%

2008-09
67.83% 32.20% 67.35%

=]
3
)
—
I
=
)
S
-
o
o
=
o
=
o
)
[
=
(=]
=
=.
=
Q@
o
o
S
=]
@
o
=r
(=]
S
.
o A
o w
o o
) )
< <
) [72]

4.20% 10.17% 4.08%
Sy 8671% Cem%  9048%

2009-10
47.69% 46.15% 28.57%

0.00% 5.13% 1.79%

Top-2 100.00% 94.64%

Bot-2

2008-09
14.69% 15.52% 14.38%

e international

Rel Comm

[72] [72]
I 1
= =
7 »n
- -
) N
o o
= =
(=] o
S S
= =
— —
= >
=3 =
3 3
) )
— -
1) 1
= =
) )
S S
) -
o o
= =
[ 0
o o
=r =p
< <
I ™
= =
o (]
=] =1
<
< s <
) ()
o | O

< @ o =<

o o |lo | Do

QO o |l | |®

=3 = |= | = | =

7 o |l |la | o

=n S| ===

) o || |®

o olaolo |lo

)]
o]




Dissatisfied 2.10% 3.45% 0.68%

ERRIESEIEEE [ o001 [T o0t [ ose ]

B 97.91%  9655%  9863%

D e s

Satisfaction with timely delivery of bills - Postpaid 2009-10

Very satisfied 45.51% 35.92% 46.17%

SIEE | sade% [ etot% L sto%

Dissatisfied 0.00% 217% 2.55%

Very disatisfed BT 7/ N/

100.00% 97.19%

BSNL
2008-09
Very satisfied 17.83% 38.60%

Dissatisfied 4.72% 1.49% 4.03%

98.21% 95.72%

Satisfaction with accuracy of bills - Postpaid 2009-10
Very satisfied 49.61% 39.96%

Rel Comm

25.44%

Very dissatisfied

[72)

[

=

7

@

QD

(2]

=

o

>

s

—

=

=

3

@

<

o

@

2

D

>

o

o

=2

)

U

o

(7]

o

el

N

o

wn

— = —
) ) S|
T D Tt T
N o N N

o
o
5

46.02%

Dissatisfied 0.39% 2.74% 3.08%

Very dissatisfied

99.61% 96.41%

w

- 8

o @

© =

] 7 @
N> o

o
=3
N>

Satisfaction with accuracy of bills - Postpaid 2008-09

Very satisfied 18.80% 32.04% 24.18%

Salsfcc NN AR/ SN

Dissatisfied 9.67% 9.24% 10.58%

Ver cisatsTodl NN/ N 1 R/ R

Top-2 89.98% 88.67%

T o e s

7~ 1AANND

[e)]
[¢e]




Quality of Service — Survey module report for Kerala Circle

2009-10
Yes 17.74% 11.09%

Billing complaint in last 12 months - Postpaid 2008-09

Billing complaint in last 12 months - Postpaid

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

e
sl

Satisfaction with process of resolution of billing complaints - Postpaid 2008-09
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Very satisfied 2.47% 10.16% 5.85%
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Top-2 99.79%  %4e6%  9568%
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Satisfaction with ability to make and receive calls 2008-09
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T s e sk
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1 dayj 70.00% 32.84% 53.06%

4.00% 12.25% 6.12%

2008-09
38.30% 38.87% 36.03%
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10.64% 8.91% 11.03%

2009-10
Very satisfied 71.43% 33.65%

Rel Comm

27.70%

8.16% 11.06% 11.49%
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Very dissatisfied

—
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91.84% 85.13%

Bot-2

Airtel BSNL
2008-09

22.45%

Rel Comm

repair service

Very satisfied 3.19% 10.37%
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Dissatisfied 9.57% 6.94% 5.19%

Very disatisfed T 7/ ST /A 2
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Quality of Service — Survey module report for Kerala Circle

I s eew e

Use of Supplementary/Value Added Services 2009-10
Use of Supplementary/Value Added Services 2008-09

T e e | oconn |
DT men mew
7T 16050 s [ e
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Top-2 90.70% 85.71%
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D s mate mame
P T s [0 [

D e e AT

T e e | aconn |
Setsiacton i ovral quaty orephonesrvee [ g
DT e e
e

Dissatisfied 1.59% 3.71% 4.33%

Very dissatsTedl N/ N T S 7 B

Top-2 98.18% 95.62%

DT e saw

Satisfaction with overall quality of telephone service 2008-09
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Quality of Service — Survey module report for Kerala Circle

Dissatisfied 8.75% 3.22%
Very dissatisfied
Top-2,

Bot-2

5.97%

96.05% 93.37%

Airtel BSNL Rel Comm

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

2009-10 40.19% 43.29%
2008-09 20.85%

Airtel
2009-10 2.91%
2008-09 2.35%

Terminated a telephone connection in last 12 BSNL Rel Comm

3.45%

Time taken for termination of connection - 2009-10 Airtel BSNL Rel Comm

(GEY
2 -3 days
4 -7 days

14.29% 0.00% 15.38%

i bill raised after termination request Airtel BSNL Rel Comm

2009-10
2008-09

57.14%
78.57%

Airtel BSNL

7]
[1°]
(2]
=
=
=3
<
3
(=)
=]
@
<
QD
o
]
=
(7]
=3
(1]
(=1
=]
-
=
@

Awareness about call centre telephone number
Yes|
No,

34.95% 42.36%

Airtel Rel Comm

Yes| 24.08%
No 75.53% 88.37% 83.54%
Rel Comm

It was received on request 24.14%
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Docket number received for most of the complaints

No docket number received for most of the complaints

No docket number received even on request 8.33% 2.53%

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

Rel Comm
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N 17.89% 11.29% 18.52%

Airtel BSNL Rel Comm

2009-10

Very satisfied 39.02% 17.74% 24.69%

Dissatisfied 0.81% 6.45% 19.75%

Very dissatisfied

99.18% 93.55%

Airtel BSNL Rel Comm
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Satisfaction with the system of complaint resolution by call centre 2008-09

Very satisfied 14.52% 10.00% 9.09%

Dissatisfied 4.03% 21.67%
Very dissatisfied

6.06%

95.97% 90.91%

Airtel BSNL
2009-10

25.00%

Rel Comm

Difficult to connect to the call center executive 5.88%

Customer care executive not polite/courteous

Customer care executive not equipped with adequate information

Time taken by call centre for redressal is too long 58.82%

Customer care executive was unable to understand the problem)
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Billing/charging complaint resolved satisfactorily by call center within 4

eeks after lodging of the complaint allisd

BSNL Rel Comm

2009-10
2008-09

79.17%
67.65%

60.00%

Airtel BSNL Rel Comm
6.98%

93.59% 93.85% 92.84%

Awareness about contact details of Nodal officer
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Quality of Service — Survey module report for Kerala Circle

Made any complaint to the Nodal officer regarding complaints not resolved/

unsatisfactorily resolved by the call centre FE BB

12.82%
87.18%

|I

88.57%

96.77%

Intimated by the nodal officer about the decision taken on the complaint Airtel Rel Comm

Yes 100.00%
0.00% 25.00% 40.00%

Satisfaction with the redressal of the complaint by the nodal officer Rel Comm

Very satisfied
Satisfied 0.00% 0.00% 0.00%
Dissatisfied
Very dissatisfied 0.00% 0.00% 0.00%
100.00%
0.00% 0.00% 0.00%

Airtel BSNL

Difficult to connect to the Nodal Office!

=
>

Nodal Officer not polite/courteous 100.00%

Nodal Officer not equipped with adequate information

Time taken by Nodal Officer for redressal is too long 50.00%

Nodal Officer was unable to understand the problem
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Awareness about the contact details of the appellate authority BSNL Rel Comm

<<
2]

13.46%

86.21% 88.01%

96.70%

BSNL
7.41%
100.00% 92.59% 98.44%

Airtel Rel Comm
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Airtel

BSNL
7.41%
100.00% 92.59% 98.44%

Rel Comm
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Quality of Service — Survey module report for Kerala Circle

NA 33.33% 100.00%

Any decision taken by the appellate authority within 3 months of filing the Airtel BSNL
appeal
s TS

Rel Comm
Y 6667%  000%

N NA 0.00% 100.00%

Appeal ied recents RN VSRR £ 5

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

Yes| 100.00%
No, 0.00% 82.76% 49.31%

Ever del?led of request for item-wise usage charge details for prepaid BSNL
connection

100.00% 100.00% 99.29%
Manual of practice provided while subscribing for new telephone connection BSNL
No, 7.14% 79.31% 11.11%

7.2 Cellular Mobile (Wireless)

. Reliance . ATA Reliance
Last applied for a mobile
connection

Less than 6 1348% 1055%  12.79% 19.03% 29.72% 1542% 15.73% 18.49% 24.17% 52.33%

L T 150 1886%  1510% 1138%  067% 2126% 1958% 3162 2439% 3799% 4283%
7132% 7059% 72.01%  8074% 71.29% 43.02% 64.99% 5265% 57.12% 37.84% 4.84%

. Reliance . TA Reliance
connection

Less than 6 655% 997%  107%  534% 546% NA  6.18% NA  NA

NA NA
(TR 232%  tadst% | A20%  740% 762 NA L (1369% | NA | NA e
NA NA

IR PLTIE 8112% | 7558% 7663% | 87.26% 8692% NA  80.13% NA  NA

. Reliance . TATA Reliance

Time taken to provide a working
connection

\ internationa
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Quality of Service — Survey module report for Kerala Circle

85.79% 92.31% 91.71% 8273% 91.26% 88.95% 71.14% 80.77% 84.67% 81.02% 91.98%

Y™
LT e 4T3 663N 1273% S40W  O30% 248% 1143 1341% 1319% 626%
| 4-Tdays

OGRS 1.64% 2.37% 0.00% 182%  055% 058% 299% 0.70% 1.15%  2.08% 0.20%

DOCTIIIIT ot oS i 2% 2% Uk 00 1A% O A7 1S
DT 96A7%  9941%  9834%  97.28% 97.27% 98.83% 99.01% 9860% 99.23% 96.20% 98.44%

Reliance TATA Reliance

Time taken to prowde a working
connectlon

57.50% 57.93% 59.87%  47.22% 63.29% NA 68.07%  NA

I Y™
-----------

COVAENE 3.33%  9.66% 197%  1250% 6.33% NA 11.76%  NA

i
-----------
9083% 9449% 88.16%  88.89% 9240% NA  8991%  NA

. Reliance . TATA Reliance
activation
VRN 43.41%  46.43%  43.33%  29.36% 34.62% 4157% 60.20% 67.02% 34.75% 43.72% 27.36%

ELENSEL 1.10% 3.57% 2.78% 183% 21.98% 087% 3.98% 3.16% 077% 0.70% 1.18%

L T 65k 119%  38%% 183 000%  020%  24%% 000% 116%  047% 020%
| Tow

97.26% 95.24% 9333% 9633%  78.03% 98.84% 9353% 96.84% 98.07%  98.84% 98.62%

Top-
U 275 ATe%  66TH  366%  2198%  1AG% 64T BM6% 18 1A7% 1384

. Reliance . TATA Reliance
Satisfaction with time taken for
activation

VRN 22.69% 28.28%  2549%  27.40% 24.36% NA 28.57% NA

DEEEEL 0.84% 2.07% 1.96% 8.22%  0.00% NA 0.84% NA

-----------
_

98.32% 97.04% 97.39%  91.78% 100.00% NA  9748%  NA

: Reliance : TATA Reliance
Satisfaction with accuracy of
charges - Prepaid
VEWEEUSIEL 40.33% 4054%  36.72%  44.53% 41.33% 33.16% 50.95% 42.33% 41.54% 55.57% 49.00%

DEEIEEL 1.83% 1.16% 4.91% 223% 498% 088% 363% 219% 4.60% 0.96% | 2.80%

[T Ak
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Quality of Service — Survey module report for Kerala Circle

L N e 039%  16%%  228%  OM8%  0M%%  000% Of7% 055%  016% 020%

97.00% 98.46% 95.54% 94.84%  98.94% 96.37% 97.64% 94.85% 98.88% 97.00%

DU oh s G0 4% S 16N O 2% SIS 112 G006

Reliance TATA Reliance

Satisfaction with accuracy of
charges - Prepald

VEWEEISIES 35.88% 36.27%  30.59%  39.29%  35.47% NA 3745%  NA

DEEIEEL 5.83% 4.29% 4.76% 262%  5.56% NA 4.12% NA

| Dissatisfed
-----------

95.50% 94.88%  96.91% 93.80% NA 95.13%  NA

. Reliance | ,. TATA Reliance
Billing complaint in last 12
months - Prepaid

5 1743% 2082%  1557% | 11.08% 17.37% 1477% 2074% 20.40% 2437% 18.04% 12.69%

: Reliance - TATA Reliance
Billing complaint in last 12

months - Prepaid

NA  NA NA NN NA  NA NA NA NA NA  NA

. Reliance . TATA Reliance

Satisfaction with process of
resolution of billing complaints -
Prepaid

T 1942%  1963%  1522%  2143% 1343% 575% 10.53% 2541% 17.81% 53.98% 7.81%
L ce0% TO0S%  6304%  S8G3% T6TT% 8506% 6596% T2A3% T740% 4248% 7969%
1165% 935%  1848%  10.71% 8.08%  805%  351% 246% 479%  354% 1250%
DONTITITIT 20t 0% 0% 8% 20% LS GO0 0K 0% 0O 0%
85.44% 8972%  7826%  80.36% 89.90% 90.81% 96.49% O7.54% 9521% 96.46% B87.50%
DU s 1026%  2174%  1964% 1010% 020%  35M%  246% 4T0% 354 1250%

. Reliance . TATA Reliance

Satisfaction with timely delivery
of bills - Postpaid

WSS international
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6667% 5000% 3226%  3889% 45.16% 000% 5556% 4000% 40.00% 984%  NA
L % 4379 SABM% SO0 4516% 10000% 1111% 6000% 4000% 8852%  NA
556%  313%  1290% 11.11% 8.06%  0.00% 3333% 0.00% 20.00% 164%  NA
DONTITITIT ot ai% oW 0% 1% 0% GO0 O OO 0OW N
9445% 9375% 87.10%  88.89% 90.32% 100.00% 66.67% 100.00% 80.00% 98.36%  NA
DU s 620 f200% TA1%  96TH  000% 333%% 000% 2000% 168%  NA

. Reliance . TATA Reliance

Satisfaction with timely delivery
of bills - Postpaid

VEWEEUSIES 39.53%  32.58%  29.63%  35.48% 33.33% NA 271.22%  NA

DIECENREL 6.98%  3.79% 2.78% 0.00%  5.83% NA 8.56% NA

[ Dissatsfed
-----------
9186% 9546% 97.22% 10000% 9333% NA  9083% N

—EE-----------

. Reliance . TATA Reliance

Satisfaction with accuracy of
bills - Postpaid

VEWEEUSIES 55.56%  43.75%  29.03%  35.19% 30.65%  0.00%  44.44% 20.00% 50.00%  5.00% NA

DIECEIREL 5.56%  6.25%  22.58%  11.11% 11.29% 0.00%  55.56% 20.00% 0.00%  3.33% NA

| Dissafified

DUNTTITI ss% o6 GO 1SS 16 0006 OO 0006 O 0006 N
88.89% 9375% 77.42%  87.04% 87.10% 100.00% 44.44% B80.00% 100.00% 96.67%  NA
DU e 6% 225%  1206% 1290% 000% S556% 2000% 000% 333 NA

. Reliance . TATA Reliance

Satisfaction with accuracy of
bills - Postpaid

VEWEEUSIES 33.72%  25.76%  29.63%  35.71% 32.77% NA 18.35%  NA

DECENREL 6.98%  6.82% 6.48% 260%  8.40% NA 16.51%  NA

| Dissatsfed
-----------
9186% 93.18% 9352%  96.75% 91.59% NA  8226% N

—EE-----------

. Reliance . TATA Reliance

Billing complaint in last 12
months - Postpaid S

1250% 2188% 16.13% 2264% 794% | 000% 11.11%  000% 50.00% 70.69% = NA
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: Reliance - TATA Reliance
Billing complaint in last 12

months - Postpaid

1379%  677% 13.76% 774% 985%  NA  1662% NA

. Reliance . ATA Reliance

Satisfaction with process of
resolution of billing complaints -
Postpaid

VEWEEUSIEY 0.00%  2857%  0.00% 0.00%  0.00% NA 0.00% NA 0.00%  0.00% NA

L s00% 2857 4000% 3333 6000%  NA10000% NA10000% 10000% NA
5000% 4286% 40.00%  6667% 40.00% NA  000% NA  000% 000%  NA
DONTITITITT ot 0o 0% 00 GOW  NA GO0 NA OO 0OW N

5000% 57.14% 4000%  3333% 60.00% NA  10000% NA  100.00% 100.00% NA

DY 0% 420 GO GGSTe 400 NA GOV WA 000G 0O0%  NA

. Reliance . TATA Reliance

Satisfaction with process of
resolution of billing complaints -
Postpaid

DT te67%  000%  7.69%  0.00% 769%  NA  9.09%  NA
m-----------

DIEREIEEL 41.67% 44.44%  1538%  50.00%  30.77% NA 29.09%  NA

-----------

U 4167% 5556%  8461%  4167% 6923%  NA  6545%  NA

. Reliance . TATA Reliance

Satisfaction with clarity of bills -
Postpaid
60.00% 3438% 20.00% 22.00% 30.65% 2857% 11.11% 000% 000% 172%  NA

DEREIEIEL 2667%  6.25%  16.67%  26.00% 8.06%  0.00% 33.33% 0.00% 0.00%  0.00% NA

C LI 000%  313%  000%  000%  000%  000%  000% 000% 000% 000%  NA

7333% 90.63% 8333%  7400% 91.94% 100.00% 66.67% 100.00% 100.00% 100.00%  NA

DT BT S fGeTe KOV G0 0NN NI% OW% 0% 0006 WA

Reliance TATA Reliance

[\ Pwmmm
&\n(:rnauanal

84
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Postpaid

ETEIY 1882% 1545% 2222%  18.18% 15.08%  NA  1576%  NA
m-----------
DT 1a2%  303%  741%  519% 1270%  NA 697%  NA
-----------
_- 9545% 9250% 9415% 87.30% NA  9243%  NA

Made complalnt at the customer
care

Reliance TATA Reliance

5 2602% 2682% 1988% | 17.16% 36.82% 24.14% 3432% 32.12% 4681% 38.85% 33.52%

Reliance TATA Reliance

Made complalnt at the customer
care

5 3697% 4070% 4188% | 3046% 3841% NA  51.25%  NA

Satisfaction with ease of
accessing customer care

. Reliance . ATA Reliance

VEWEEUSIES 3049%  30.72%  18.75%  23.16% 35.78% 23.13% 24.37% 51.30% 23.24% 41.35% 7.78%

DECENREL 9.15% 9.80%  17.97%  14.74% 819%  4.76%  3.55% 1.55% 3.17%  1.13% 2.22%

| Dissatisfed
L T e 96%  70%%  241%  086%  136% 051 000% 108% 075% 056%

80.03% 8824%  7500% 83.16% 90.95% 93.88% 95.94% 98.45% 95.78% 98.12% 97.22%

DO 09 U8 0% 6% S0% 612 ADSe 1SS A2 108 276

. Reliance . TATA Reliance

Satisfaction with ease of
accessing customer care

VEWEEUSIES 4.64%  7.79%  15.94%  15.34%  9.48% NA 3.58% NA

DIEREIEEL 25.74%  22.95%  21.74%  18.18%  22.84% NA 43.00%  NA

| Dissatsfed
-----------
570% N

73.84% 76.64% 7753%  80.11% 76.29% NA

| Topd

u\urnztlanal
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. Reliance . TATA Reliance

satisfaction with response time
0 answer call
2169% 2120% 13.18%  14.20% 16.74% 1837% 26.02% 34.90% 18.73% 4250% 7.78%

DEEIEEL 10.24% 10.32%  17.83%  13.27% 858%  6.12%  4.08% 3.13% 4.24% 1.11% 4.44%

| Dissatisied

DONTITITITT 26t S2% fomsh 204 OOW 1% GO0 0K 07 1% omh
§7.35% 8645%  7200%  B8470% 91.42% 9252% 95.92% 96.88% 95.06% 97.78% 95.56%
DU r2es% 055 2791%  1531% 85 748K AO%%  3A¥ 495K  222% 4M%

. Reliance . TATA Reliance
satisfaction with response time
0 answer call

VEWEEUSIES 9.70%  1967%  1848%  24.43%  18.10% NA 9.12% NA

DEREIEEL 15.19% 12.30%  10.14%  10.80%  13.36% NA 19.54%  NA

| Dissalsfed
-----------

83.96% 87.70%  89.49% 88.63% 85.34% NA

Satisfaction with problem solvmg
ablllt

2108% 25.16% 20.16%  19.39% 21.70% 41.50% 47.96% 5365% 3357% 30.74% 13.33%
m-----------

DB 9.04% 10.32%  1240%  13.27% 6.81%  8.16%  357% 1.56% 245%  1.48% 5.00%

| Dissatisfed
L DL 0t o 930%  306%  298% 0% 000% 000% O70% 074% 0.00%

§7.95% 87.74%  7830%  8368% 90.21% 91.16% 96.43% 9844% 96.86% 97.78% 95.00%

DY w0 nA% 20k G S 0ME O 1% 0% 22 0%

Reliance ATA Reliance

Reliance TATA Reliance

Satisfaction with problem solvmg
ablllt

DT 1224%  1440%  1654%  16.76% 1558%  NA  963%  NA
m-----------

DEREIEEL 12.66%  5.35% 6.99% 6.94%  9.52% NA 4.65% NA

| Dissalsfed
-----------

94.24%  92.28%  93.06% 88.31% NA 93.35%  NA

| Topd
_EEE-----------
IMRB

u\urnatlanal
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Quality of Service — Survey module report for Kerala Circle

: Reliance : TATA Reliance
resolve complaint
VRIS 28.92% 34.84%  2558%  26.80% 32.77% 26.53% 31.12% 39.27% 29.72% 26.30% 33.33%

DEEIEEL 10.24% 14.19%  1473%  1237% 6.38%  6.12%  357% 681% 3.15%  2.96% 6.11%

| Dissatisfied

C LD 01% 000%  620%  206% 208%  204% 000% 000% 105% O74% 000%
86.75% 8581% 79.07%  8556% 90.64% 91.84% 96.43% 93.20% 95.80% 96.30% 93.89%
D % 1419% 2003%  144%%  936%  B16%  35T%  681% 420% 3T0%  611%

. Reliance . TATA Reliance
Satisfaction with time taken to
resolve complaint

VEWEEISIES 7.59%  13.58%  16.36%  19.43%  15.52% NA 12.05%  NA

DEEIEEL 14.77% 5.35% 8.36% 514%  8.62% NA 7.82% NA

| Dissalsfed
-----------

9465% 91.63%  94.29% 90.09% NA 90.55%  NA

Satlsfactlon with avallablllty of
Sig nals

Reliance TATA Reliance

4992% 5407% 5324%  62.11% 58.93% 36.26% 64.64% 56.17% 47.35% 53.55% 50.47%

DEEEEL 3.14% 2.95% 4.48% 456%  3.76% 430% 797% 383% 348%  3.76% 9.50%

| Dissatisfed
L DL 063 035K 1S 088% 235 066%  0A7% 03% 017% 072 056%

96.23%  96.70% 93.98%  94.57% 93.88% 95.03% 91.85% 95.84% 96.36% 95.52%

DO a7 aWn 6% S G 4NN BMG AT 6% 44N 1000%

Reliance ATA Reliance

Satisfaction with avallablllty of
Sig nals

3151% 4169% 3627%  3821% 39.24%  NA  4247%  NA
m-----------

DEEIEEL 6.86% 2.99% 5.61% 241%  4.30% NA 4.01% NA

| Dissalsfed
-----------

96.67%  94.08%  97.59% 95.70% NA 95.81%  NA

| Topd
_EEE-----------
IMRB

u\urnatlanal
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. Reliance . TATA Reliance
Satisfaction with ability to make
and receive calls

VEWEELEIEL 40.03%  35.70%  42.13%  46.49% 35.84% 26.49% 30.50% 25.87% 21.72% 34.10% 19.37%

DEEIEEL 3.80% 3.47% 6.64% 544% 423% 414% 1.73% 2.16% 3.98% 144% 577%

| Dissatisfied

L DD 04Tk 0T 108%  088% 172 0%  Of7% O00% Of7% 086% 019%
9573% 96.36%  9228% 9368% 94.06% 9553% 98.09% 97.84% 95.85% 97.70% 94.04%
CU L Ak e TI2% 0 63%  595h 44T% 190%  216%  A15%  230%  596%

. Reliance . TATA Reliance
Satisfaction with ability to make
and receive calls

VRN 22.78%  27.12%  27.44%  27.12%  27.65% NA 25.42% NA

ELENSEL 5.15%  3.83% 4.12% 3.28%  3.81% NA 5.18% NA

| Dissalsfed
-----------

9439% 9551% 95.28%  96.20% 95.70% NA

Reliance TATA Reliance

Frequency of call drops

(G 53.39% 53.21%  55.01%  52.63% 55.40% 46.93% 40.03% 43.81% 31.18% 52.66% 40.97%

S STesh 1A% ST 3281% 0% 34T S581% S435% 6534% 4273% 5345%

FCECOEGY 5.83% 711%  1017%  11.58% 8.14%  12.60% 347% 151% 3.32%  3.74% 5.03%

L DL 263 225%  308%  208%  S6%  100%  06%% 03%% 017%  086% 056%

10 91.34%  90.65%  86.75% 90.30% 86.40% 95.84% 98.16% 96.52% 95.39% 94.42%

Reliance TATA Reliance

Frequency of call drops

(G 40.78%  47.59%  49.85%  47.33%  47.60% NA 45.73%  NA

| MNew
-----------
DTN 391%  200%  395%  172% 398%  NA  436%  NA
-----------

1o 95.62%  97.67% 97.76%  95.53% NA 9548%  NA

Reliance TATA Reliance

TN
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VEWEEUSIES 55.97%  58.75%  54.85%  62.81% 60.82% 41.86% 60.00% 49.92% 52.31% 67.63% 48.60%

| Verysatifed

L 0% W1 3091% 3456 AMT% 5532% 3861 46%0% 4505% 13T 47T
173%  173%  447%  246%  470%  282% 122% 282% 231% 086% 3.54%
DONTITI oo 00w O oiS% 03 GOV 0% 0% 0% 0% 0%

) 98.27%  98.26% 97.37% 9499% 97.18% 98.61% 96.85% 97.36%  99.00% 96.27%

Reliance TATA Reliance

Satisfaction with voice quallty

VEWEEUSIES 42.81%  46.26%  44.46%  45.96% 44.78% NA 4391%  NA

m-----------
DT 469%  166%  379%  224%  232%  NA  284%  NA
-----------
_

98.17% 95.90%  97.60% 97.52% NA 97.17%  NA

Reliance TATA Reliance

Frequency of signal problem
(GGG 54.16%  4991%  54.25%  50.70% 62.66% 53.23% 33.57% 33.55% 36.26% 62.88% 48.60%

UL aTewe 4171%  3308%  3820% 3125% 7% SO8TH 6296% 5861 252% 4488%

HECIEY 3.61%  5.03% 8.19% 599%  3.75% 398%  8.00% 3.32% 480% 201% 596%

| Frequenty
L DL 424 329%  4dg% ST 23%  100% 15T Of7% 033  259% 056%
| Topd

92.15%  91.68% 88.90% 9391% 95.02% 90.44% 96.51% 94.87% 95.40% 93.48%

Top-
DU ek B3 1267%  A1A0%  60W  498% 95T 349%  5AMK  460% 652

Reliance TATA Reliance

Frequency of signal problem

(7 40.09% 4551%  52.05%  46.82% 47.19% NA 45.08%  NA

Occasmnally

FECIEY 6.08%  2.33% 4.70% 1.38%  3.48% NA 5.51% NA

| Frequenty
-----------
| Top

1 9344% O7.A7% 9469%  9846% 96.03% NA  9383%  NA

Reliance ATA Reliance

Satisfaction with avallablllty of
Sig nals

VEWEEUSIES 46.47%  45.33%  44.99%  47.62% 50.95% 29.78% 44.68% 41.29% 44.68% - 49.21% | 34.33%
(LIWII\D

international
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ELENSEL 345%  3.81% 5.86% 353% 254%  466% 6.46% 3.32% 482% 216% 8.02%

| Dissatified
NI 4Tk 035K 077% 071 2546 0AT%  000% 03% 000% 0M4% 01%%
| Topd

96.08% 95.85%  93.37%  95.77% 94.92% 95.17% 93.55% 96.35% 95.18% = 97.69%

Top-
DO ek 4d6% 66%%  42%  SO8% 4B 646% 365% 482% 230% 821%

Reliance TATA Reliance

Satisfaction with avallablllty of
Sig nals

VEWEEISIES 36.51%  44.19%  40.21%  47.50% 40.73% NA 3740%  NA

DEEIEEL 8.74%  2.82% 6.07% 379%  4.14% NA 10.18%  NA

| Dissatified
-----------
| Topd

90.64% 96.68% 9287%  96.21% 95.70% NA

. Reliance . TATA Reliance
network problem
VRN 42.08% 39.23%  4255%  47.78% 38.54% 26.62% 29.90% 36.85% 22.46% 41.59% 21.35%

IELELRIEL 3.36%  3.47% 6.37% 481% 541%  486% 787% 419% 599%  1.74% 5.62%

| Dissatified
T o4k 28%  10%%  O74% 0% O70%  000% 0% 033  0M4%  000%
| Topd

96.16% 9525%  9255%  O4.45% 94.27% 94.43% 9214% 95.48% 9367%  98.11% 94.38%

Top-
DO e ATSh TA8%  S58%  ST3%  558% T8I 45 632%  188% 562%

. Reliance . ATA Reliance
network problem
VEWEELEIEL 2891%  40.10%  32.72%  40.55% 35.38% NA 31.99% NA

DIECENREL 9.22% 3.16% 5.63% 381%  4.32% NA 7.04% NA

| Dissatisfed
-----------
| Topd

9551%  92.39% | 95.66% 93.52% NA 91.79%  NA

. Reliance | ,. TATA Reliance
Use of Supplementary/Value
Added Services
1944% 2163% 1587% 14.89% 2543% 1691%  1248% 19.37% 19.97% 24.75% 19.55%

@K “HIVREZWWY

international
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. Reliance . TATA Reliance
Use of Supplementary/Value

Added Services

3078% 36.88% 3505%  3219% 33.94% NA  4207% NA

. Reliance . TATA Reliance

Explicit consent before providing
chargeable VAS

9268% 9120% 8350% 88.24% 90.74% T3.79% 94.44% 9469% 8279% 87.06% 96.15%
U T eaw 1S0%  TM76%  926% 2621% 556%  531% 1721% 1204% 385%

. Reliance . TATA Reliance

Explicit consent before providing
chargeable VAS

V(5 73.73% 68.92%  72.73%  69.52% 68.78% NA

Reliance TATA Reliance

Satisfaction with quallty of VAS

VEWEEUSIES 29.27%  33.06%  28.16%  41.67% 22.22% 25.24% 47.22% 32.76% 16.39% 57.56% 20.95%

L eTe% S0 S5M%  SM19% 6235% 7087% 4861% G466% G803 4128% To19%
732%  726%  1359%  476% 9.26% 1.4%  278% 172% 1557% 1.16%  1.90%
DONTTITIT e s 20 2% G s 1% 0% 0K 000% 08h

91.06% 86.29% 92.86% 8457% 96.11% 95.83% 97.42% 84.42%  98.84% 97.14%

DO 695 0% 6 % 6% 0% ATG 25 65T 1106 205%

Reliance TATA Reliance

Satisfaction with quallty of VAS
VEWRENSIE 24.02%  23.87%  2545%  25.13%  24.75% NA 1468%  NA

m-----------

DT so1%  495%  446%  374%  545%  NA 1151%  NA

-----------
o4% N

93.31% 9459%  93.75%  96.25% 94.06% NA

Reliance TATA Reliance

CEHIWEERRS
u\urnatlanal
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Information on telephone
number for unsubscribing

5 7561% 76.80% 64.08% T1.95% 7267% 7549% 8592% T155% 79.34% 40.70% 95.24%

Information on telephone
number for unsubscribing

. Reliance . ATA Reliance

NA  NA NA NA NA NA  NA NA  NA NA  NA
O L T e

Reliance ATA Reliance

Information on rges of VAS

Both before a“‘:;‘:‘\f;tfzﬁ 8455% 8607% 8235%  83.95%  84.08% - 90.28% 6435% 67.50% 4971% 80.00%
O 000%  000%  000%  000% 000% 000% 000% 000% 000% 000% 0.00%

Reliance TATA Reliance
Both before and after the|
activation

Only before the activation

Reliance TA Reliance

Information on c| rges of VAS
before renewal

T7.05% T787% 70.00% 7407% 7099% 33.33% 90.28% 84.11% 70.25% 44.19% 70.48%
DL 2% 213 000 259 2001% 6667% 972 158%% 2975% S581% 2052%

: Reliance - TATA Reliance
Information on charges of VAS

before renewal

NA  NA NA NN NA  NA NA NA NA NA  NA

. Reliance . ATA Reliance

NS international
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Satisfaction with overall quality
of mobile service

VEWEEUSIES 39.65%  41.42%  43.81%  52.20% 48.90% 30.88% 56.54% 43.09% 38.04% 41.50% 39.63%

DECEIREL 3.00%  3.64% 4.02% 353% 3.63% 184% 227% 067% 1.66% 187% 4.67%

CULLNLE 079 047 108%  088%  OM6% 0% 000% 000% O17%  014% 0%

. 96.21% 96.19%  94.80%  95.59% 96.22% O7.82% O7.73% 99.33% 98.17% 97.98% 95.14%

. Reliance . TATA Reliance

Satisfaction with overall quality
of mobile service

VEWEEUSIES 37.25%  36.44%  36.87%  39.48% 34.33% NA 27.90%  NA NA

D T son e v Sov% osm NAolsh NA NA M WA

DIECENREL 7.82% 3.66% 5.92% 414%  4.33% NA 9.58% NA NA

DUCIITTT o o oo 0% 0s NA 0B NA NA M WA
e N

1 9140% 96.01% 9302% 9551% 95.16%  NA | 8958%  NA

NA NA A
DU 0% 309 69%  4deh 48%  NAT042% NA NA N NA

Informed about tariff plan in Reliance Reliance
riting on activation of service or] Airtel |Vodafone BSNL MTS DoCoMo
o CDMA GSM
ithin a week

IERE 1201% 17.41%  21.70%  1256% | 1159% NA 15, NA NA  NA  NA

Reliance TATA Reliance

NA NA NA NA NA NA

TATA Reliance
CDMA MTS DoCoMo

31.24%
NA

Reliance TATA Reliance
BSNL CDMA m CDMA MTS GSM DoCoMo

77.46%
28.33%  28.32% 45.94% 22.54% 34.38% 41.53% 3240% 38.38% 43.29%

Awareness about processing fee

or talk time top-up Airtel

Vodafone

2009-

= =
= =

NA

=
>
=
>

Reliance
CDMA

Awareness about abolishment of

: : BSNL
rent for national roaming

Airtel |Vodafone

2009-

=
>
=
>
=
>
=z
>
=
>
=
>
=
>

NA

Awareness about call centre

elephone number G

Vodafone

<
@

34.17%  30.49%

TATA Reliance
CDMA MTS GSM DoCoMo

42.06%

IS international

Reliance
CDMA

=

o

o

@

o

S

<

o

o

3

T

=N

S

-

-

o

—

=3

@® N »
=] o
S S
= =
o | = =3 =S

» o | o o | o

Airtel |Vodafone BSNL

customer care in last 12 months
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@
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84.17% 8270% 87.83% 91.77% 77.85% 80.46% 72.27% 7351% 57.12% 74.82% 73.93%

. : Reliance
If complaint made Airtel ﬂ BSNL CDMA
Docket number received for most 0
SR ORIV 300%  103%  563%  976%  682%  3.64% 390% 1101%  152%  3.25%
most of the complaints|

It was received on reques -- 60.82% --- ----

No docket number recsived evenFvyie - 57.75%  4878% 6364% 51.82% O167% 66.88% 49.60% 7576% 64.23%

on request
e e Y S e A e e
(063% T3 TISU% BOTI% 9000% 6345% 8258% 9647% 9102% T538%

12.37%  9.38% 22.67%  2250% 10.29% 10.00% 16.55% 17.42% 3.53% 8.98% 24.62%
. Reliance . TATA Reliance

1042% 11.34% 1579% 12.20% 12.50% 18.35% 16.46% 36.36% 23.05% 7.78%  5.43%

DIECENREL 1042% 12.37%  21.05%  24.39% 11.76% 3.67%  443% 9.74% 430% 4.19% 3.10%

1[0 87.50% 87.63%  73.68% 87.50% 96.33% 95.57% 90.26% 95.32% 94.61% 96.90%

. Reliance . TATA Reliance

VEWEEUSIES 8.06%  13.64%  14.89%  5.88%  11.86% NA 6.38% NA NA NA NA
DIECEUREL 24.19% 27.27%  17.02%  20.59%  20.34% NA 1277%  NA NA NA NA

16T 000 638%  000% 33%  NA 745%  NA NA NAL NA
NA NA

Y. 7419% T273% 7659% 7941% 7627% NA  7978% NA  NA

B80% 20  2B40%  205% B7% NA - 02% NA L NA NA NA
e ] o | . 5] ||

25.00% 16.67%  50.00% 16.67% 0.00%  50.00% 14.29% 5333% 0.00% 11.11% : 0.00%

WW=international

Yes|

m_
Q=
= O
o =
S 3
g3
=3
S <
o
S8
=
=
s 8
o
o=
BCD
o
S o
o o
3 S
=
=
oD

Satisfaction with the system of
complaint resolution by call
centre

Very satisfied

Very dissatisfied

Satisfaction with the system of
complaint resolution by call
centre

8 <
oD
=
=
73
173
Q
o
@
=
@
=%

ion - Call

P
[
(Y
[74
o
S
=
o
=
=
[
[’
QQ
=
(7]
-
QQ
(2]
=r
o
>

centre
Difficult to connect to the call
center executive)
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polite/courteou
Customer care executive not
COLIEORVIGEDELIENE 8.33%  8.33% 15.00%  41.67% 2941% 0.00%  57.14% 20.00% 50.00% 22.22% 0.00%
information
dlneiEen s el 50.00% M6T%  29.41% 33.33%
redressal is too long
Customer care executive was
DLHEERGRIGESENGRGE 25.00%  0.00% 5.00% 8.33%  0.00%  0.00% 0.00% 6.67% 0.00% 0.00%  0.00%
problem

. Reliance . TATA Reliance

Billing/charging complaint
resolved satisfactorily by call
center within 4 weeks after
lodging of the complaint

85.23% 88.17% 77.42% 7273% 83.10% B8571%  51.49% 89.02% 8529% 85.19% 82.76%
PO dese 4130%  6471%  4865% 4830%  NA L 2062%  NAL L NAL L NAL L NA

Awareness about contact details . Reliance ATA Reliance
Yes 692% 5% 525%  468% 443  451%  9TT% 9% 360% T726%

9483% 93.08%  94.45% 94.40% 95.01% 94.58% 9549% 90.07% 89.85% 96.40% 91.99%

Made any complaint to the Nodal

officer regarding complaints not : Reliance Reliance

resolved/ unsatisfactorily G R EERIL CDMA 21 GSM LEGIL
the call centre

96.88% 87.50%  94.12%  96.67% 73.33% 92.59% 92.31% 98.31% 62.50% 96.00% 89.74%

. Reliance TATA Reliance

100.00%  100.00% 100.00%

100.00% 0.00%

100.00% 20.00%  0.00% 0.00% 12.50% 50.00% 50.00% 0.00% 90.48%  0.00% 100.00%

Satisfaction with the redressal of . .
. . Reliance TATA Reliance

(L 10000%  000%  000%  000%  000% S000% 000% 000% 476% 10000% 000%

SEUSIEY 0.00%  80.00% - 100.00% 100.00% 87.50% 50.00% 50.00% 0.00% 19.05%  0.00% 25.00%

UL 000%  2000% 000%  000% 1250% 000% S000% 000% T619% 000% T500%

VEAGIEENSIEL 0.00%  0.00% 0.00% 0.00%  0.00% 0.00%  0.00% 100.00% 0.00%  0.00% 0.00%

7 10000% 80.00% 100.00% 100.00% 87.50% 100.00% 5000% 0.00% 2381% 100.00% 25.00%

0.00%  20.00%  0.00% 0.00% 12.50% 0.00%  50.00% 100.00% 76.19% 0.00% 75.00%

. IMRB

nternational

)
4!7/ 7]
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. Vodafone

Difficult to connect to the Nodal
0.00% NA 0.00% NA 100.00% 100.00% 6.25% NA 0.00%

Office|
NA NA
A

Nodal Officer not
NA 100.00% NA N 0.00% NA 0.00% 0.00% 50.00% NA  100.00%

polite/courteou

NA 0.00% NA NA 0.00% NA 0.00%  0.00%  0.00% NA 0.00%

o [ e 18] o

89.18% 82.87% 86.90% 81.09% 88.30% 73.07% 77.12% 7219% 7267% 81.01% 68.90%

0 A S

94.12% 88.66% 89.29%  96.19% 77.27% 73.08% 90.15% 75.45% 36.65% 93.08% 71.52%

o [l e 8 o
0% 000%  O762% S000% 65.00% T500% 868%% 091%

75.00% 50.00% 62.50% 66.67% 100.00% 0.00% 50.00% 27.50% 9.78% 11.11% 9.09%

- o] el
(2500%  000% B66T OTS6% S000% 4250% 666T% BB B140%.

50.00% 50.00% 37.50%  50.00% 13.33% 0.00%  0.00% 2.50% 256%  0.00% 0.00%

I 2500% 5333 3TS0%  S000%  000%  244%  S000% S5.00% 3077 111 1860%

Reliance
CDMA

A
D
QD
(74
(=)
=]
-
(=]
=
=
w
w
QD
=
(7]
-
QD
(z]
=7
(=]
=

BSNL

=
o
Q.
£
o
e
(2]
D
o

TATA Reliance

Nodal Officer not equipped with
adequate information|

Time taken by Nodal Officer fo
redressal is too long

Nodal Officer was unable to|
understand the problem

Others|

Awareness about the contact Airtel  IVodafone

<

e

Airtel |Vodafone
months

=<

e

) T o
g g 5
@, o 2
< ) »
® S o
o < S,
® ) o=
S =] =
S 3 Y
8 D S
= = S
2 5 E
oy o

E P —
3 A @
o - %)
«Q N =
@ =
3 <)
® =
3 =3

® »

or the complaint filed S| MEERIE

Yes|

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

Yes|

<
o
S
=
)
=
D

Yes|

Awareness about item-wise Reliance TATA Reliance
ll:::gse charge details for prepaid | Airtel |Vodafone BSNL CDMA CDMA MTS GSM DoCoMo

4590% 50.56%  38.89% 47.15% 53.20% 23.66% 20.18% 16.30% 23.99% 26.70% 38.01%

o Fo] 5] [ el
1% 6% 176 134%  198%  615% 09%

95.97% 95.22%  95.15%  95.74% 94.79% 98.00% 96.65% 97.83% 96.04% 93.22% 1 97.77%
mwgllnl\u'

international

Ever denied of request for item-
ise usage charge details for Airtel [Vodafone
prepaid connection

Yes|
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. . Reliance Reliance
Reasons for denial Airtel Vodafone BSNL CDMA m CDMA GSM DoCoMo

No reason provided -- 28.57% - --

CEEl TG 40.00%  50.00%  31.25%  77.78%  55.56%  28.57% 80.00% 75.00% 58.33%  76.92%

others|

Mapual o pr?c.tlce FIENECE . . Reliance TATA Reliance
hile subscribing for new mobile| Airtel |Vodafone BSNL CDMA CDMA MTS GSM DoCoMo
connection

58.02% 4091% 34.23% 3523% 23.78% 19.50% 18.68% 23.40% 22.53% 29.51% 23.19%

7.3 Broadband Services

Last applied for a broadband connection 2009-10

e 1047% 24.33% 1106%  247%  838%
more than 12 monthJNETV VAT 78 YL 80.76% 78.73%

Last applied for a broadband connection 2008-09

Less than 6 months NA NA NA NA NA
NA NA NA NA

more than 12 month NA

Time taken to provide a working connection 2009-10

Within 15 daysI PR 4397%  3444%  4038% 89.76%

Time taken to provide a working connection 2008-09

Within 15 day: 56.17% 63.83% 61.57% 70.29%

Satisfaction with time taken for activation 2009-10

VEWEEINIES  30.13% 29.20% 21.95% 1.92% 12.00%

DissatisfiedR L) 0.44% 0.81% 385% | 0.00%

ISR o
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VETREETEE [ o (000 0% [ 000% | [080%

0 98.08% 99.55% 9.78% | 96.45%  99.20%

D

) ™ N T T T
15.50% 41.03% 65.00% 60.57% 16.72%
DT s s ma maw wiww

Dissatisfied 1.17% 1.55% 1.00% 0.16% 0.81%

VEIRIETEE [ oz (oS [06m% [ 000 (085

o 98.67% 98.33% 99.84% 98.54%

D L

Satisfaction with timely delivery of bills - Postpaid 2009-10

VEWEEINIEY  33.28% 32.32% 43.16% 12.31% 34.77%

| Veysalsed

DO e men e s e
0.47% 0.81% 1.95% 1.54% 162%
DT o omh ook oo o
99.66% 98.99%  O785% 9846% 98.19%
DT o o 2 s ow

T AR T oo [ ecom | vow ||
25.99% 28.52% 36.96% 41.89% 15.26%
DT s e mom s wsm
1.32% 2.32% 1.55% 3.38% 1.03%
DT 2o o ok oo ook
DT s e 2o s o

I O T T T
36.43% 63.19% 56.95% 14.69% 38.17%
D s wam ek s o

Dissatisfied 0.17% 1.64% 1.37% 1.80% 1.61%

VEIRIEIEE [ oz (000 [ 000% [ 000 (08

oo 99.66% 98.36% 98.63% 98.21%

DU o e T ek 7%

Satisfaction with accuracy of bills - Postpaid 2008-09

VEWEEINIEN  11.13% 19.79% 23.32% 21.79% 11.13%
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IEEIREY  14.15% 517% 8.46% 9.29% 14.02%

VEIRIETEE [ osre [ ose 2% (000 020

[0 8528%  94.48% 90.33% 90.71% 85.77%

U e sse 96Th e 2%

Billing complaint in last 12 months - Postpaid 2009-10

Ye 10.94% 19.72% 13.14% 36.76%

Billing complaint in last 12 months - Postpaid 2008-09

Ye 22.98% 19.69% 13.51% 27.27%

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

VEWEEINIES  14.29% 40.70% 19.40% 13.48% 26.32%

S sk sife%  TAEM  E369% 3%

Dissatisfied 1.59% 8.14% 5.97% 2.13% 42.11%

DT e eww s 2a e

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

Very satisfied 1.64% 10.61% 32.46% 15.38% 2.29%

UL 16.39% 36.36% 28.07% 30.77% 24.43%

DT e eew mew  omh B

N T T T T
31.29% 46.88% 50.19% 21.24% 43.10%
DT e sse e mem s
0.00% 1.04% 0.78% 0.78% 0.19%
N T |0 083010000k
_ e

[ 100.00% 99.02% 99. 22% 99 81%
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L 0w T 0eT% oTs% 019%

I T T T T
14.20% 21.75% 37.09% 36.89% 15.15%
DT wes o e s s
. Dissatisfied

Dissatisfied 2.27% 5.35% 7.28% 4.91% 2.90%

o 97.72% 94.12% 95.10% 96.69%

U e sse TET% A% 33k

1 ™ N T T T
83.72% 28.57% 62.50% 7.08% 18.18%
DT s s wes maw sasn

Dissatisfied 2.33% 7.14% 0.00% 7.96% 15.15%

Ver disatisfed YT S A7 Y7 S /R T

o 97.67% 85.71% 93.18% 90.27%

e s e ee% T 212

Satisfaction with accuracy of charges - Prepaid 2008-09

Very satisfied 2.99% 26.32% 5.00% 16.22% 20.18%

S oot TaeR%  8SO0%  GTSTH TBOT%

Dissatisfied 0.00% 0.00% 10.00% 16.22% 1.75%

O oo 00 1000%  f622% 7%

Made query/complaint at the customer care 2009-10

32.69% 60.13% 66.74% 46.53%

Made query/complaint at the customer care 2008-09

T e | e | Riconm | vwe | s |

Satisfaction with ease of accessing customer care 2009-10
VEWEEINIEY  20.67% 26.04% 26.54% 14.05% 7.72%
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Dissatisfied 8.17% 2.96% 7.54% 24.18% 6.62%

o 91.82% 96.45% 91.90% 93.38%

D A

A e [ elcomn | vow | At |
5.84% 4.86% 1.76% 7.87% 0.85%
DT e e wodw e T
| Disalsed

LRy 25.77% 27.62% 32.97% 39.78% 26.76%

Ver dissatsTed X /NN K/ M S 1R -

L 7319% 70.59% 65.06% | 5731%  7240%

U s et SRk 270%  2761%

1 O N T T T T
33.33% 49.38% 41.01% 10.13% 7.33%
DT eon s sz e sizm
| 0 oissaifed

Dissatisfied 0.97% 2.47% 7.30% 30.07% 1.47%

DT s amw s wom o ume

I N T T T T
11.00% 13.59% 21.54% 25.84% 3.66%
DT o e e sow  slew
18.56% 11.79% 11.43% 8.76% 13.80%
DTt ome 2% ook os
D st st e e

I N T T T T
10.95% 20.86% 17.75% 1.96% 6.57%
DT s e e Tew somw
2.99% 3.07% 8.45% 23.20% 2.55%
DT ok osts oss  som  oom
97.02% 96.32% 0.71%  7353%  97.45%
DT 2wt s 0% maw 2s

Satisfaction with problem solving ability 2008-09
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Very satisfied 9.66% 21.48% 39.29% 40.90% 9.30%
DO e moaw s wmw eo

Dissatisfied 7.59% 1.42% 5.08% 6.52% 8.17%

VETREEIEE [ st (07w 0% [ 022% L [086%

o 91.38% 91.81% 94.48% 93.26%

D R O

1 N T T T T
18.50% 26.71% 15.41% 6.21% 28.36%
DT s e e e comw
2.00% 1.86% 7.56% 26.14% 2.18%
DT omh o osk 2s% o
98.00% 96.90% o160% | 7092%  9745%
DT amh  sioh o mow 2s

e T e [Treicom | vew | |
10.69% 14.83% 33.63% 22.70% 9.01%
DT s mas ms Tom Tam
16.21% 6.65% 6.15% 6.07% 12.39%
DT i s os% ooz oo
I

Y 8241%  9207% 93.19% 93.71% 87.32%

e e T 681N 6% f26T%

I N T T T T
39.27% 38.45% 48.68% 10.63% 45.93%
D O
1.89% 4.29% 4.62% 9.65% 3.56%
DT oot e 0% ome o
97.79% 95.30% 9505% | 8957%  96.27%

O a2 e ek foMw 3T

N T T T T
18.50% 23.97% 22.67% 36.22% 14.61%
DT s e eem sam e
| Disalsfed

Dissatisfied 9.67% 10.69% 8.50% 8.50% 13.31%

Ve dissatsfed K SR X R 7 S KR

o7 90.00% 89.14% 90.34% 90.39%

- T _.
____'/ws""'\"
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Satisfaction with time for which service is up and working 2009-10

DT ne s mae  mw e

Dissatisfied 1.44% 4.28% 4.89% 15.37% 4.07%

Ver disatisfed BT ST S 2 S Y R T

0 9856% 95.12% 9494%  8423%  9575%

D e em sww o dam

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

12.35% 15.81% 18.32% 29.18% 12.79%
L R S R R
12.02% 8.70% 387% 4.57% 13.28%
DT osos 0% osw os% 0wk
| wdon

for”  87.48% 90.77% 95.63% 94.80%

e e e AT 5% 13stH

T W T e [ elcomn | vow | At |
48.89% 43.54% 16.42% 10.89% 65.25%
D e o o 2w oo

Frequentl 3.33% 5.57% 14.76% 29.50% 3.05%

e 96.51% 93.24% 83.58% 96.44%

L e e teaZm s8N 356k

Frequency of problem in broadband connection 2008-09

DT e s w0 demm s

DT e fom wow  eaw

1 N T T T T
2080% 24.29% 18.63% 6.75% 15.64%
DT s e e s | o
042% 284% 7.03% 3343% | 163%
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Very dissatsfed T SN 1 B S R

0 9937% 96.12% 9262% | 6626%  98.05%

U e s Ta% T ek

) ™ N T T T
2.65% 3.63% 12.02% 4.86% 1.49%
DT s s s @ sww

Dissatisfied 1.67% 13.53% 25.68% 20.24% 10.71%

Very disatsfed BN K1/ £ B T S E T

Ifo>  88.63% 84.49% 72.68% 86.01%

O A st 27a% e 19e8%

Use of Supplementary/Value Added Services 2009-10
Use of Supplementary/Value Added Services 2008-09

D e smew  me  mwn s

I T T T T
9.48% 16.34% 14.29% 4.29% 4.00%
DT s me mo sa s
. Dissatisfied

Dissatisfied 0.00% 0.50% 3.01% 0.00% 0.50%

VTR [ o00% [ 000% | 000% [ 000% | [080% |

[ 100.00% 99.51% 100.00% 99.00%

O 0w oS 301%  000% 0%

) O N T T T
25.86% 19.28% 9.69% 30.32% 13.20%
DT e e mo wsw o

Dissatisfied 4.05% 3.21% 2.09% 2.15% 3.63%

VEIRIEETEE [ ot (040 [ 000% (065 0%

sz 95.64% 96.39% 97.91% 97.20%

DU e et 200%  280% 482

Satisfaction with overall quality of broadband service 2009-10
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VEWEEINIES 21.02% 20.95% 16.56% 5.73% 13.29%

DT ek e T s s
0.80% 1.38% 3.68% 13.64% 157%
DT o ok osm 4% o
99.05% 97.63% 9566% | 8201%  98.26%

O e 2ame 43S ek 7%

2008-09

Satisfaction with overall quality of broadband service

Very satisfied 9.20% 13.86% 11.97% 20.98% 10.78%
DT maee mew e smw e

Very dissatsTed N/ SR L7 B T S R

0 9236% 89.77% 8479% | 7997%  8872%

D e 0% 82% 2003 1128%
Awareness about facility for measuring connection speed BSNL VSNL m

78.09%

RN 42.64% 29.81% 28.59% 39.31%

37.36% 45.07% 22.04% 17.39% 28.74%

Made any complaint to the customer care in last 12 months Airtel BSNL Rel Comm VSNL

36.04%
90.29% 79.39% 76.54% 63.96% 86.35%

Awareness about call centre telephone number

<<

N
o
o
O
') —
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<<

Docket number received for most of the complaints|

No docket number received for most of the complaints 43.10% 26.04% 31.85% _ 14.49%
twes received on request 83 M185%  279%  6377%
No docket number received even on request 6.25% 2.96% 3.35% 10.14%

Informed by call centre about the action taken on the complaint Airtel

Cwmn o mew o sior

6.67% 9.18% 14.18% 27.93% 5.19%
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Satisfaction with the system of complaint resolution by call
centre

2009-10

IHERE ST
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Very satisfied 1.67% 22.73% 36.15% 2.35% 6.41%
D mo nww s wsw e

Dissatisfied 1.67% 4.55% 9.23% 31.76% 6.41%

VTR [ b (A a4t a08% (205 [000%

o 96.67% 94.32% 87.69% 93.59%

DT e sew mate %m e

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

0.00% 4.35% 0.00% 16.67% 1.85%
DT mas w26 s e e
2245% 3043% 26.32% 16.67% 2037%
DT s oh s ss taw
73.47% 6957%  5789% 77.78% 77.78%

L e s ati% 22 22%

Reason for dissatisfaction 2009-10

Difficult to connect to the call center executive _— 12.50% 6.90% _

Customer care executive not equipped with adequate information -- 6.25% 8.62% 20.00%

Time taken by call centre for redressal is too lo! _ 40.00% 43.75% 53.45%

Customer care executive was unable to understand the problem 20.00% 6.25% - 40.00%

OO oo 000 s28% 1034%  2000%

Billing/charging complaint resolved satisfactorily by call center Airtel BSNL Rel Comm VSNL
ithin 4 weeks after lodging of the complaint
PUE  47.62% 3043% 4762%  2851%  8246%

Awareness about contact details of Nodal officer BSNL VSNL

\[o  97.34% 90.50% 89.93% 90.71% 93.74%

Made any complaint to the Nodal officer regarding complaints

not resolved/ unsatisfactorily resolved by the call centre S AT

19.15%
100.00% 95.92% 98.36% 80.85% 86.49%
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Intimated by the nodal officer about the decision taken on the

: Airtel
complaint

BSNL VSNL

100.00% 10000%  6667%

0.00% 0.00% 33.33%

<<

60.00%

P
“

Satisfaction with the redressal of the complaint by the nodal

officer Al

BSNL Rel Comm VSNL

NA 50.00% 100.00% 83.33% 66.67%

NA 0.00% 0.00% 0.00% 0.00%

100.00% 10000%  8333%  100.00%

0.00% 0.00% 0.00% 16.67% 0.00%

A 100.00% N

NA N A

72.19% 92.77% 83.14% 64.62% 93.10%

73.60% 83.78% 92.16% 94.41% 68.29%

20.00% 0.00% 16.67% 37.50% 0.00%

A nY .dec|5|on taken by the appellate authority within 3 months Airtel BSNL Rel Comm VSNL
of filing the appeal

0.00% 25.00% 33.33% 37.50% 0.00%

Very satisfied

Dissatisfied

Very dissatisfied

Top

Difficult to connect to the Nodal Office

Nodal Officer not polite/courteous NA

Nodal Officer not equipped with adequate information
NA
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Time taken by Nodal Officer for redressal is too long

Nodal Officer was unable to understand the problem
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Awareness about the contact details of the appellate authority Airtel
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——— WI0% | @A1%  ssh

o 11.63% 15.38% 1.30% 7.89% 19.44%

Ever denied of request for item-wise usage charge details for Airtel BSNL Rel Comm VSNL
prepald connection

76.00%
100.00% 100.00% 24.00% 100.00% 100.00%

technical problem NA 68.42% NA

o R o

Manual of practice provided while subscribing for new Airtel BSNL Rel Comm VSNL
broadband connection

\[o  19.84% 35.81% 19.75% 41 .67% 14.29%

=
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Questionnaire — Wireline Survey

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

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

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

State: District
Address:

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

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

further. The survey would take 15 minutes at best.

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

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

QUESTIONNAIRE FOR CUSTOMER SATISFACTION SURVEY

A. SERVICE PROVISION

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

zl 6-12 months

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

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

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

working phone connection?

Satisfied Very Satisfied

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

[ 9 | Not applicable
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5. In case your connection was temporarily suspended
due to non-payment of bills, are you satisfied with the
time taken to reactivate service after you made the
payment?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

[ 9 | Not applicable

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

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

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

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

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

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

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

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

Charged for calls/services not made/used

Others (please specify)

8. Have you made any billing related complaints in last
12 months?

Yes

No
(a)

— (Ifno,goto Q10

9. How satisfied are you with the process of resolution of
billing complaints?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

10(a). How satisfied are you with the clarity of the bills
sent by your service provider in terms of transparency and
understandability?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q10(a))

10(b) Please specify the reason(s) for your

Difficult to read the bil

Difficult to understand the language

IMRB
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dissatisfaction(MULTI CODING POSSIBLE)

Calculations not clear

ltem-wise charges like total minutes of usage of
local, STD, ISD calls and charges thereon not given

Others (please

specify)
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For Prepaid Customers only

11. How satisfied are you with the accuracy of charges
i.e. amount deducted on every usage?

Satisfied

Very Dissatisfied

Dissatisfied
Very Satisfied

C. HELP SERVICES/CUSTOMER CARE

12. Did you complain or make a query in the last 12
months to the customer care/helpline/ call centre
toll free number of your service provider?

Yes
No

— (Ifno,gotoQ17)

13. How satisfied are you with the ease of access of
call centre/customer care or helpline?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

14. How satisfied are you with the response time taken
to answer your call by a customer care executive?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

15. How satisfied are you with the problem solving
ability of the customer care executive(s)?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

16. How satisfied are you with the time taken by call
centre/customer care /helpline to resolve your
complaint?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

D. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY

17. How satisfied are you with the availability of working
telephone (dial tone)?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

18. How satisfied are you with the ability to make or
receive calls easily?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

19. How satisfied are you with the voice quality?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

E. MAINTAINABILITY (FAULT REPAIR)

20.Have you experienced fault in your telephone
connection in the last 12 months?

Yes

No (Ifno, go to Q 24)
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21. How many time your telephone became faulty in the More than 3 times 2-3 times
last one month.
One time Nil
22. How long did it take generally for repairing the fault more than 7 days 4 -7 days
after lodging complaint?
2-3 days 1 day

23. How satisfied are you with the fault repair service? Very Dissatisfied Dissatisfied

Satisfied Very Satisfied

F. SUPPLEMENTARY SERVICES
24.Do you use services like call waiting, call forwarding, Yes

voice mail or any other supplementary services
No "(Ifno, goto Q 26(a))

25. How satisfied are you with the quality of the Very Dissatisfied Dissatisfied

supplementary services provided?
Satisfied Very Satisfied

G. OVERALL CUSTOMER SATISFACTION
26(a). How satisfied are you with the overall quality of Very Dissatisfied Dissatisfied

your telephone service?
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q26(a)) 1.

26(b) Please specify the reason(s) for your dissatisfaction
(INTERVIWER TO ASK REASONS FOR
DISSATISFACTION, RECORD THE VERBATIM)

H. GENERAL INFORMATION
(Ask this question only if 1 OR 2 is coded in Q1)

27. Have you been informed in writing, at the time of Yes
subscription of service or within a week of activation of
service the complete details of your tariff plan? No
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28. Have you terminated a Telephone Phone
connection that you had in the last 12 months

Yes
No

(If no, go to Q 32)

29. If yes, please name your previous service provider?

Airtel
[7[TATA

BSNL [5]RCOM
MTNL [11]HFCL [12]Shyam

30. How many days were taken for termination of your
connection?

more than 7 days
2-3 days

[ 2]4-7 days
1day

31. Did your service provider adjust your security
deposit in the bill raised after you requested for
termination?

Yes
No

32. Have you registered your telephone number for Do
Not Call (DNC) registry with your service provider so
that you do not receive unsolicited commercial calls
ISMS.

Yes
No

Do not mind receiving such calls/SMS

(Ask only if yes in Q32)

33. Do you still receive unsolicited commercial
calls/SMS and whether there is any change in the
frequency of such calls /SMS

Continued receiving Slight decrease

Considerable decrease Stopped receiving

QUESTIONNAIRE FOR ASSESSMENT OF IMPLEMENTATION AND EFFECTIVENESS OF TELECOM

34. Are you aware of the three stage grievance
redressal mechanism set up by your telecom service
provider based on the regulations of TRAI for redressal
of your grievances?

Yes
No

35. Which all stages of the three stage mechanism
process set up by your telecom service provider for
redressal of grievances of telecom consumers are you
aware of? (MULTI CODING POSSIBLE)

Call Centre Nodal Officer
Appellate Authority

None of these

36. Have you made any complaint within last 6 months

Yes

to the toll free Call Centre/customer care/Helpline
telephone number?
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—_—

No

(if no go to Q 42)

37. Redressal of grievances mechanism provide for
allotting docket number to consumers on his making the
complaint. Please specify which of these applied the
most to you.

No docket number received even on request

No docket number received for most of the
complaints

Docket number received for most of the complaints

38. Did the Call Centre inform you about the action
taken on your complaint?

Yes No

39. How satisfied are you with the system of resolving
of your complaints by call centre/customer care/
helpline?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q.39)

40. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the call centre executive
Customer care executive not polite/courteous

Customer care executive not equipped with adequate
information

Time taken by call centre for redressal of complaint is too
long

Customer care executive was unable to understand the
problem

[ 6 ] Others (please specify)

41. Was your billing complaint resolved satisfactorily by
call centre/customer care within four weeks after
lodging of the complaint?

Yes No

@ Not applicable

42. Are you aware of the contact details of the Nodal
Officer?

yes

[2]No ——>  (ifnogotoQ48)
43. Have you ever made a complaint to the nodal yes
officer regarding your complaints not resolved or
unsatisfactorily resolved by the call center/customer | [ 2 [No —>  (ifnogotoQ48)

care?
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44. Can you approach your Nodal Officer easily?

Yes No

45. Did the Nodal Officer intimate you about the
decision taken on your complaint?

Yes No

46. How satisfied are you with the redressal of the
complaint by the Nodal Officer?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q46)

47. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the Nodal Officer
Nodal Officer not polite/courteous
Nodal Officer not equipped with adequate information

time taken by Nodal Officer for redressal of complaint is too
long

Nodal Officer was unable to understand the problem

[ 6 ] Others (please specify)

48. Are you aware of the contact details of the appellate
authority for filing of appeals on complaints not resolved
or unsatisfactorily resolved by Nodal Officer?

Yes
No

—> (ifno go to Q 52)

49. Have you filed any appeal to the appellate authority
in the prescribed form in last 6 month?

[ 1lves

No — (if no gotoQ52)

50. Did you receive any acknowledgement from the
appellate authority?

Yes No

51. Did the appellate authority take a decision upon
your appeal within 3 months of filing the appeal?

Yes No

Appeal filed only recently

(Q52 to Q54 are for prepaid customers only)

52. Are you aware that a prepaid customer can get
item-wise usage charge details, on request?

Yes No

53. Have you been denied of your request for item-wise
usage charge details for your pre-paid connection?

Yes No

(if no go to Q 55)

54. What were the reason(s) for denying your request?

No reason given
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technical problem

Others (please specify)

For new customers only(Subscribed in last 6
months)

55. Have you been provided the Manual of Practice
containing the terms and conditions of service, Yes No
grievance redressal mechanism etc. while taking the
connection?

THANK & TERMINATE

Questionnaire - Cellular mobile telephone service

Name: Gender: | 1]Male Female
Mobile No. Age(in years): less than 25 25-60 more than 60
Occupation: |1 Service Business/self employed Student Housewife 5| Retired

Operator: [ 1] Airtel Vodafone [3]Idea BSNL Area: Rural Urban
RCOMm [ 6]Aircel TATA [8]MTNL User Type: [1]Prepaid Postpaid
[9] Spice BPL HFCL [12 Shyam Type: GSM CDMA
RTL RISL Dishnet Others (Specify)..........

State: District Mode of interview: [ 1] Telephonic In-person
Address:
Dear Sir / Madam, Good ............ CHilam . from IMRB International one of the leading Market Research agencies in

India. We are currently doing a study on behalf of TRAI (Telecom Regulatory Authority of India) to assess the satisfaction of
consumers with the services provided by their respective service providers. Your responses would go a long way in determining
the quality of service provided by your service provider. This will help TRAI to take necessary steps to improve the services

further. The survey would take 15 minutes at best.
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We assure you that your responses would be merged with the responses of others who are contacted in the survey. We also
assure you that nowhere your identity would be revealed to either TRAI or your service provider.

A. SERVICE PROVISION

1. When did you last apply for mobile phone
connection?

less than 6 month 6-12 month

more than 12 month '
month, go to Q 4)

(If more than 12

2. How much time was taken to get the working
connection (activation) after you applied and
completed all formalities?

more than 7 days
2-3 days

[ 2]4-7 days
1day

3. How satisfied are you with the time taken to activate
the mobile connection, after you applied and
completed all formalities?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

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

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

[ 9 | Not applicable

B. BILLING RELATED - PREPAID CUSTOMER

5(a). How satisfied are you with the accuracy of
charges i.e. amount deducted on every usage?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q5(a))

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

charges not as per tariff plan subscribed
tariff plan changed without information

charged for value added services not requested
charged for calls/services not made/used

Others (please specify)

C. BILLING RELATED - POSTPAID CUSTOMER

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

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

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

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

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

Charges not as per tariff plan subscribed
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7(b). Please specify the reason(s) for your
dissatisfaction

Tariff plan changed without information
Charged for value added services not subscribed

Charged for calls/services not made/used

Others (please specify)

8. Have you made any billing related complaints in last
12 months?

Yes
No

— (If no, go to Q 10(a))

9. How satisfied are you with the process of resolution
of billing complaints?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

10(a). How satisfied are you with the clarity of the bills
issued by your service provider in terms of
transparency and understandability?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q10(a))

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

Difficult to read the bill
Difficult to understand the language
Calculations not clear

ltem-wise charges like total minutes of usage of
local, STD, ISD calls and charges thereon not given

Others (please specify)

D. HELP SERVICES/CUSTOMER CARE

11. Did you complain or make a query in the last 12
months to the customer care/helpline/ call centre
toll free number of your service provider?

Yes
No

—> (Ifno,goto Q 16)

12. How satisfied are you with the ease of access of
call centre/customer care or helpline?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

13. How satisfied are you with the response time taken
to answer your call by a customer care executive?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

IMRB
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14. How satisfied are you with the problem solving Very Dissatisfied Dissatisfied
ability of the customer care executive(s)?
Satisfied Very Satisfied
15. How satisfied are you with the time taken by call | [ 1 ] Very Dissatisfied Dissatisfied
centre/customer care /helpline to resolve your
complaint? Satisfied Very Satisfied
E. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY
16. How satisfied are you with the availability of signal Very Dissatisfied Dissatisfied
of your service provider in your locality?
Satisfied Very Satisfied
17. How satisfied are you with the ability to make or | [ 1 ] Very Dissatisfied Dissatisfied
receive calls easily?
Satisfied Very Satisfied
18. How often do your calls drop during conversation? Very Frequently Frequently
Occasionally Never
19. How satisfied are you with the voice quality? Very Dissatisfied Dissatisfied
Satisfied Very Satisfied
F. MAINTAINABILITY
20. How often your mobile handset faces problem of | [ 1 ] Very Frequently Frequently
signal?
Occasionally Never
21. How satisfied are you with the availability of Very Dissatisfied Dissatisfied
network (signal)?
Satisfied Very Satisfied
22. How satisfied are you with the restoration of Very Dissatisfied Dissatisfied
network (signal) problems?
Satisfied Very Satisfied

G. SUPPLEMENTARY SERVICES/VALUE ADDED SERVICES

23. Do you use value added services like roaming,
ring tone, GPRS, e-mail, voice mail or any other
such services

Yes

No (If no, go to Q 26(a))
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24. Did the service provider have your explicit consent Yes
before providing the chargeable value added
service such as ring tone, e-maillGPRS, voice | [ 2] No
mail etc.

25. How satisfied are you with the quality of the | [ 1]Very Dissatisfied [ 2]Dissatisfied

supplementary / value added services provided?
Satisfied Very Satisfied

G. OVERALL CUSTOMER SATISFACTION
26(a). How satisfied are you with the overall quality of | [ 1 |Very Dissatisfied Dissatisfied

your mobile service?
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q26(a)) | 1.

26(b) Please specify the reason(s) for your
dissatisfaction(INTERVIWER TO ASK REASONS FOR
DISSATISFACTION, RECORD THE VERBATIM)

H. GENERAL INFORMATION
(Ask this question only if 1 OR 2 is coded in Q1) Yes
27. Have you been informed in writing, at the time of
subscription of service or within a week of activation of No
service the complete details of your tariff plan?

28. Have you terminated your Mobile Phone connection Yes
in the last 12 months

No (If no, go to Q 32)
29. If Yes, please name your previous service provider? Airtel Vodafone | 3| Idea
BSNL

RCOMm  [6]Aircel TATA MTNL
[ 9] Spice BPL HFCL Shyam
RTL RISL Dishnet

16 | Others

IMRB
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(Specify)

30. How many days were taken by previous service
provider for termination of your Mobile Phone
connection?

more than 7 days 4 -7 days
2-3 days 1 day

31. Did your service provider adjust your security
deposit in the bill raised after you requested for
termination?

Yes
No

32. Have you registered your telephone number for Do
Not Call (DNC) registry with your service provider so
that you do not receive unsolicited commercial calls /
SMS?

Yes
No

Do not mind receiving such calls/SMS

(Ask only if yes in Q32)

33a. Do you still receive unsolicited commercial
calls/SMS and whether there is any change in the
frequency of such calls /SMS

Continued receiving Slight decrease

Considerable decrease Stopped receiving

33b. Have you made any complaint to your service
provider on getting such unsolicited calls/ SMS after
registering for National Do Not Call (NDNC) Registry?

Yes
No

{Ask only if answered yes in Q 33 (b)}
33c. Please indicate the outcome of your complaint?

Complaint was registered by the service provider

Service provider refused to register the complaint

33d Please tell me the telephone number and the
company/ agency from which the unsolicited calls/ SMS
received? (INTERVIEWER TO RECORD VERBATIM
RESPONSE IN THE SPACE PROVIDED)

QUESTIONNAIRE FORASSESSMENT OF IMPLEMENTATION AND EFFECTIVENESS OF TELECOM

34. Are you aware of the three stage grievance
redressal mechanism set up by your telecom service
provider based on the regulations of TRAI for redressal
of your grievances?

Yes
No

35. Which all stages of the three stage mechanism
process set up by your telecom service provider for
redressal of grievances of telecom consumers are you

Call Centre Nodal Officer
Appellate Authority I MRR

122




Quality of Service — Survey module report for Kerala Circle

aware of? (MULTI CODING POSSIBLE)

None of these

36. Have you made any complaint within last 6 months
to the toll free Call Centre/customer care/Helpline
telephone number?

Yes
No

—> (ifnogotoQ42)

37. Redressal of grievances mechanism provide for
allotting docket number to consumers on his making the
complaint. Please specify which of these applied the
most to you.

No docket number received even on request
No docket number received for most of the complaints

Docket number received for most of the complaints

38. Did the Call Centre inform you about the action
taken on your complaint?

Yes No

39. How satisfied are you with the system of resolving
of your complaints by call centre/customer care/
helpline?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q.39)

40. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the call centre executive
Customer care executive not polite/courteous

Customer care executive not equipped with adequate
information

Time taken by call centre for redressal of complaint is too
long

Customer care executive was unable to understand the
problem

[ 6 | Others (please specify)

41. Was your billing complaint resolved satisfactorily by
call centre/customer care within four weeks after
lodging of the complaint?

Yes No

@ Not applicable

42. Are you aware of the contact details of the Nodal
Officer?

yes

[2]No —>  (ifnogotoQ48)
43. Have you ever made a complaint to the nodal yes
officer regarding your complaints not resolved or
unsatisfactorily resolved by the call center/customer | [ 2 [No —> (ifnogotoQ48) |MRB
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care?

44. Can you approach your Nodal Officer easily?

Yes No

45. Did the Nodal Officer intimate you about the
decision taken on your complaint?

Yes No

46. How satisfied are you with the redressal of the
complaint by the Nodal Officer?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q46)

47. Please specify the reason(s) for your
dissatisfaction(MULTI CODING POSSIBLE)

Difficult to connect to the Nodal Officer
Nodal Officer not polite/courteous
Nodal Officer not equipped with adequate information

time taken by Nodal Officer for redressal of complaint is too
long

Nodal Officer was unable to understand the problem

[ 6 | Others (please specify)

48. Are you aware of the contact details of the appellate
authority for filing of appeals on complaints not resolved
or unsatisfactorily resolved by Nodal Officer?

Yes
No

—> (ifno go to Q 52)

49. Have you filed any appeal to the appellate authority
in the prescribed form in last 6 months?

Yes

No —— (ifnogotoQ52)

50. Did you receive any acknowledgement from the
appellate authority?

Yes No

51. Did the appellate authority take a decision upon
your appeal within 3 months of filing the appeal?

Yes No

Appeal filed only recently

(Q52 to Q54 are for prepaid customers only)

52. Are you aware that a prepaid customer can get
item-wise usage charge details, on request?

Yes No

53. Have you been denied of your request for item-wise
usage charge details for your pre-paid connection?

Yes No

(if no go to Q 55)
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54. What were the reason(s) for denying your request? No reason given

technical problem

Others (please specify)

For new customers only(Subscribed in last 6
months)

55. Have you been provided the Manual of Practice
containing the terms and conditions of service, Yes No
grievance redressal mechanism etc. while taking the
connection?

THANK & TERMINATE
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Questionnaire - Broadband service

Name: Gender: Male Female
Tel: Age (in years): | 1]less than 25 25-60 more than 60
Usage Type : 1| Residential |2 | Commercial
E-mail ID
Operator:
Airtel 4] BSNL

RCOM MTNL  Area:[1]Rural Urban
HFCL VSNL [22]sify Asianet  User Type: [1]Prepaid [2]Postpaid
Ortel You Telcom Hathway Others

State: District
Mode of interview: [1]Telephonic [2]In-person [3]e-mail WebJonline
Address:

Name of SDCA (only for surveyor): ..........cccevriuerrrnenns
Name of POP (only for surveyor)............ccecuerrunnne

Dear Sir / Madam, Good ............ CHiglam from IMRB International one of the leading Market Research agencies in
India. We are currently doing a study on behalf of TRAI (Telecom Regulatory Authority of India) to assess the satisfaction of
consumers with the services provided by their respective service providers. Your responses would go a long way in determining
the quality of service provided by your service provider. This will help TRAI to take necessary steps to improve the services
further. The survey would take 15 minutes at best.

We assure you that your responses would be merged with the responses of others who are contacted in the survey. We also
assure you that nowhere your identity would be revealed to either TRAI or your service provider.

QUESTIONNAIRE FOR CUSTOMER SATISFACTION SURVEY

A. SERVICE PROVISION

1. After registration and payment of initial deposit by Within 15 working days
you within how many working days did the
broadband connection get activated? More than 15 working Days

2. How satisfied are you with the time taken in the | [ 1]Very Dissatisfied | 2]Dissatisfied
provision of the Broadband connection after

registration and payment of initial deposit by you? Satisfied Very Satisfied
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3. In case your connection was temporarily suspended
due to non-payment of bills, how satisfied are you
with the time taken to reactivate service after you
made the payment?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

@ Not applicable

B. BILLING RELATED - POSTPAID CUSTOMER

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

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

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

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q5(a))

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

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

Charged for calls/services not made/used

Others (please specify)

6. Have you made any billing related complaints in last
12 months?

Yes
No

— (If no, go to Q 8(a))

7. How satisfied are you with the process of resolution
of billing complaints?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

8(a). How satisfied are you with the clarity of the bills
issued by your service provider in terms of
transparency and understandability?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q8(a))

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

Difficult to read the bill
Difficult to understand the language
Calculations not clear

ltem-wise charges like total minutes of usage of
local, STD, ISD calls and charges thereon not given

Others (please specify)

internationa

127




Quality of Service — Survey module report for Kerala Circle

C. BILLING RELATED - FOR PREPAID CUSTOMER ONLY

9(a). How satisfied are you with the accuracy of
charges i.e. amount deducted on every usage?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q9(a))

9(b) Please specify the reason(s) for your
dissatisfaction

charges not as per tariff plan subscribed

tariff plan changed without information

charged for value added services not requested

charged for calls/services not made/used

Others (please specify)

D. HELP SERVICE

10. Did you complain or make a query in the last 12
months to the customer care/ helpdesk/ call
centre toll free number of your operator?

Yes
No

—> (If no, go to Q 15)

11. How satisfied are you with the ease of access of
customer care or helpdesk/toll free number?

Satisfied

Very Dissatisfied Dissatisfied

Very Satisfied

12. How satisfied are you with the response time taken to
answer your call by a customer care executive?

Satisfied

Very Dissatisfied Dissatisfied

Very Satisfied

13. How satisfied are you with the problem solving ability
of the customer care executive(s)?

Satisfied

Very Dissatisfied Dissatisfied

Very Satisfied

14. How satisfied are you with the time taken by call
centre/customer care /helpdesk to resolve your
complaint?

Satisfied

Very Dissatisfied Dissatisfied

Very Satisfied

E. NETWORK PERFORMANCE, RELIABILITY AND AVAI

LABILITY

15. How satisfied are you with the speed of Broadband
connection?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

16. How satisfied are you with the amount of time for
which service is up and working?

Very Dissatisfied
Satisfied

Dissatisfied
Very Satisfied

F. MAINTAINABILITY
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17. How often do you face a problem with your
Broadband connection?

Very Frequently Frequently
Occasionally Never

(Ask if response to Q17 is Frequently/Very
Frequently)

18. What was the broadband connection problem
faced by you in last twelve months related to, please
specify(MULTI CODING POSSIBLE)

Problem was related to my computer hardware/
software

Problem was related to the broadband connection

and modem provided by the service provider.

19. How satisfied are you with the time taken for
restoration of Broadband connection?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

G. SUPPLEMENTARY SERVICES

20.Do you use any value added services or
supplementary services such as static/ fixed IP
addresses, e-mail IDs etc. provided by the Broadband
Service providers

Yes

No > (If no, go to Q 22(a)

21. How satisfied are you with the quality of such
supplementary services provided?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

H. OVERALL CUSTOMER SATISFACTION

22(a). How satisfied are you with the overall quality of
your Broadband service?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q22(a))

22(b) Please specify the reason(s) for your

dissatisfaction(INTERVIWER TO ASK REASONS FOR

DISSATISFACTION, RECORD THE VERBATIM)

1.

H. GENERAL

23. Are you aware of the facility for measuring the

broadband connection speed provided by your service

provider?

Yes
No

internationa
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Questionnaire for

Assessment of Implementation and Effectiveness of Telecom Consumers Protection and Redressal of
Grievances Regulations, 2007

24. Are you aware of the three stage grievance redressal
mechanism set up by your telecom service provider based on
the regulations of TRAI for redressal of your grievances?

Yes
No

25. Which all stages of the three stage mechanism process set
up by your telecom service provider for redressal of grievances
of telecom consumers are you aware of? (MULTI CODING
POSSIBLE)

Call Centre Nodal Officer
Appellate Authority

None of these

26. Have you made any complaint within last 6 months to the
toll free Call Centre/customer care/Helpline telephone number?

Yes
No

—> (ifnogotoQ32)

27. Redressal of grievances mechanism provide for allotting
docket number to consumers on his making the complaint.
Please specify which of these applied the most to you.

No docket number received even on request

No docket number received for most of the
complaints

Docket number received for most of the complaints

28. Did the Call Centre inform you about the action taken on
your complaint?

Yes No

29. How satisfied are you with the system of resolving of your
complaints by call centre/customer care/ helpline?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q.29)
30. Please specify the reason(s) for your dissatisfaction

(MULTI CODING POSSIBLE)

Difficult to connect to the call centre executive
Customer care executive not polite/courteous

Customer care executive not equipped with
adequate information

Time taken by call centre for redressal of complaint
is too long

Customer care executive was unable to understand
the problem

[ 6 | Others (please specify)

31. Was your billing complaint resolved satisfactorily by call
centre/customer care within four weeks after lodging of the
complaint?

Yes No

@ Not applicable
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32. Are you aware of the contact details of the Nodal Officer?

yes

[2]No —>  (ifnogotoQ38)
33. Have you ever made a complaint to the nodal officer yes
regarding your complaints not resolved or unsatisfactorily
resolved by the call center/customer care? [2]No — > (ifnogotoQ38)

34. Can you approach your Nodal Officer easily?

Yes No

35. Did the Nodal Officer intimate you about the decision taken
on your complaint?

Yes No

36. How satisfied are you with the redressal of the complaint by
the Nodal Officer?

Very Dissatisfied Dissatisfied
Satisfied Very Satisfied

(Ask this question only if 1 OR 2 is coded in Q36)
37. Please specify the reason(s) for your dissatisfaction

(MULTI CODING POSSIBLE)

Difficult to connect to the Nodal Officer
Nodal Officer not polite/courteous

Nodal Officer not equipped with adequate
information

time taken by Nodal Officer for redressal of
complaint is too long

Nodal Officer was unable to understand the
problem

[ 6 ] Others (please specify)

38. Are you aware of the contact details of the appellate
authority for filing of appeals on complaints not resolved or
unsatisfactorily resolved by Nodal Officer?

Yes
No

B (if no go to Q 42)

39. Have you filed any appeal to the appellate authority in the
prescribed form in last 6 month?

[ 1]ves

No — (ifnogotoQ42)

40. Did you receive any acknowledgement from the appellate
authority?

Yes No

41. Did the appellate authority take a decision upon your appeal
within 3 months of filing the appeal?

Yes No

Appeal filed only recently
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(Q42 to Q44 are for prepaid customers only)

usage charge details, on request?

42. Are you aware that a prepaid customer can get item-wise Yes No (if no go to Q 45)

charge details for your pre-paid connection?

43. Have you been denied of your request for item-wise usage Yes No (if no go to Q 45)

44. What were the reason(s) for denying your request? No reason given

technical problem

Others (please specify)

mechanism etc. while taking the connection?

For new customers only(Subscribed in last 6 months)

45. Have you been provided the Manual of Practice containing
the terms and conditions of service, grievance redressal

Yes No

THANK & TERMINATE
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