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1.1. REFACE

Provision of world class telecommunication infrastructure and information is the key to rapid economic and social
development of the country. While expansion in number of subscribers and growttleobitgl@re important
guantitative goals inistsector, it is important to pay attention to the Quality of Service to customers through regulatory
mechanism.

The Telecom Regulatory Authority of India was established in 1997 through an Act of Parliament namely, the Telecom
Regulatory Authority of ttia Act 1997 as amended by TRAI (Amendment) Act 2000. The Framework for consumer
protection is to OLay down the standards of quality of
service and conduct the periodical survey of suchesprevided by the Operator so as to protect interest of the
customers of telé&communication servicebo

While the TRAI is the regulatory body under the Act, TDSAT is the body responsible for settlement of telecom
disputes. However, individual consumer ¢aimp do not come under the purview of either TRAI or TDSAT.
Considering the fact that individual customers can not seek redressal from TRAI or TDSAT, TRAI has taken number of
steps to issue various directions, regulations and orders as measurdsie prt#eest of the customers.

In this concern, TRAI initiates study to assess the quality of telecom services every year. The study covers the whole
India comprising four metros and three circles for Basic Wireline and Cellular services.

The mainaim s t o assess the quality of Basic sé&hegtanded ( wi r el
of Quality of Service of Basic Telephone Service (Wireline) and Cellular MtgbiTelephone Service Regulatian

20096, not i f i ®March3009TaRIAuality af Selide of Broadband Service Regulation, 2006 (11

of 2006) dated 6 Oct 2006.

In May 2007, TRAI had passed a regulation titldde | ecom Pr ot ecti on and Redressal
2 0 0 The main objective of this regulatisrto lay down the norms for the Operator of Basic service (Wireline),
Cellular Mobile and Broadband services in order to handle the complaints of aggrieved customers.

The salient features of this regulation are listed below:

I Each Telecom Operators wablde required:
a. To setup 24x7 Toll Free Call Centre
b. To appoint one or more Nodal Officer in each licensed service area
c. To appoint one or more Appellate Authority in each licensed service area.

Il. The information as above and also contact details of Nodar®©&nd Appellate Authority to be widely
publicized in national and local newspaper, sales outletgtevestd back side of their Invoice/ Bills being
sent to customers.

M. Each Operatowi | | be required to publ i s h foatheir dustoghersland’ er si on
also make available the same on theisiteh

V. The call centre, Nodal Officers and Appellate Authorities would follow the time lines as given in TRAI
regulations for redressal of the complaints.

Voluntary Organization in theténest of Consumer Education (VOICE), with registered office at, 441, Jangpura,
Mathura Road, New Delhi was awarded the contract faWekezZone comprisingfour circlesd Maharashtra
Maharashtra including Gdaujaraf andMadhya Pradesh including @kgarhby Telecom Regulatory Authority of

India (TRAl)on ------ .

The present report covers tfiaharashtr&ervice Arefor all the three services

1 www.trai.gov.in
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2. METHODOLOGY

2.1 Questionnaire Building Process

VOICE with other successful biddérmMDRA for EastZone, Market Pulse for North ZoaadSpectrum
Planning foilSouth Zoned submitted their draft questionnaires to TRAI in the moniihaoh201L1 TRAI
oganised consultation with all the successful biddeag@nrdingly some minor changes were done in all
three sets of questionnaif@sthe year 201

The Basic service (Wireline) quertie (see Annexure 1)lwasbased on 7 broad parameters ad 3
guestions related to consumer perception on quality of services ari¥ ginestions were related to
corsumer perception on Assessment of Implementation and Effectiveness of Telecom Consumers
Protection and Redressal of Grievances RegulationsTR&®@&llular mobile questionnaire contaBted

guestions related to quality of service whéBegaestions oimplementation and effectiveness of redressal
mechanismin the case of Broadband, questionnaire was based on 7 broad parameiens emticr’

related to consumer perception on quality of service. Whereas, in the case of perception on Assessment of
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances
Regulations, 2007, broadband questionnaire had same number of questions as in Cellular Mobile.

Broad parameters to assess the customer perception on quality sfrias (Wireline), Cellular Mobile
and Broadband services are listed below:

1.2.1 Basic Service (Wirelinand Cellular Mobile Telephone Service
Customer perception of service Benchmark

(1) Customers satisfied with provision of services = 90%
(ii) Customers satisfiadth billing performance = 95%
(iii) | Customers satisfied with help services including customer grievance | = 9%
(iv) | Customers satisfied with network performance, reliability and availabi = 95%
(V) Customers satisfiedtivimaintainability = 95%
(vi) | Customers satisfied with supplementary and value added services = 90%
(vii) | Customers satisfied with overall service quality = 90%

1.2.3 Broadband Service
Customer perception of service Benchmark

M Customersatisfiedvith provision of services = 90%
(i) | Customersatisfied with billing performance = 90%
(i) | Customersatisfied with help services = 90%
(iv) | Customersatisfied with network performance, reliability and availabilit = 85%
(v) | Customersatisfied with maiainability = 85%
(vi) | Customer satisfaction with offered supplementary services and Valu = 85%
Services
(vii) | Customers satisfied Overall customer satisfaction = 85%
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2.2Methodology to Calculate Customer Satisfaction on Broad Parameters.

To measuréhe percentage of consumers satisfied on various QoS parameters a simple addition method were
applied by taking in to account the sum of consu
particular parameter. Therefore, the proportion of summto of o0Very Satisfiedd an
were taken out from the total number of valid responses on the all questions of each of the broad parameter.
Consumers satisfied aszertained using the following formula(s):

CS = (A/N)*100

Where:

CS = % of satisfied consumers

A = (sum total of no. of subscribers who were oOve
no. of subscribers who were Osatisfiedd on each o

N = Total sample size achieved
ei her oVery
c

Thisimplis t hat i f all the customers a t
t ustomers ar e

100 %. On the other hand, i f al |
score of 0%.

1.3.2 Comparison with the Benchmaking.

During the consultation with the TRAI, it was agreed that comparison with the benchmarks will be done on
the basis of percentage of customers satisfied as described above.

The survey in thillaharashtr&ervice Areaf all the three servicegsdone betweedanuarg012 and
March202. The present report, therefore, deals Méaharashtr&ervice Areanly.
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2.3 SAMPLING METHODQLOGY.

As per the tender document, survey agency was supposed to cover a tothhs@8plédscriberso be
divided among the fouperatos. This is shown in the table below.

Target Covered
Name of the Operators Sample* Sample
Bharti Artel Ltd. (Bharti) 1067 1067
Rel Communication (Rel Com) 1067 1067
Tata Teleservices (TTSL) 1067 106/
BINL 1067 1067
Total 4268 4268

*The above sample represents the total operator wise subsdvibeesashtraervice areaith 95% confidence level and 3% interval.

As per the tender document, survey agencies with the help of TRAI officthiselgofiD% of the SDCAs
and5% of the total exchanges in a servicesAdtegetherMaharashtraircle is divided in to 304 SDCAs
and 510&xchange Thus, 31 SDCAs and 256 exchanges were selected for th©peradgr wise sample
covered is shown the table below:

Maharashtra Service Area: Basic Sample
SSA SN | SDCA BSNL Bharti Reliance Comm TTSL

Akola 1 Akola 28 197 225
2 Malgaon 28 28

Amravati 3 Achalpur 44 a4
4 Amravati 44 44

Ratnagiri 5 Khed — 29 29

6 Ratnairi 29 29

. 7 Ambejogai 37 37

Bhir 8 | Bhir 37 37

Dhulia 9 Dh_ule 29 29

10 Shirpur 29 29

oo 11 Desaiganj 17 17
Gadchiroli 12| Gadchiroli 17 17

Kalyan 13 Bassein (Vasai) 27 27

14 Kalyan 27 27

Kolhagur 15 Hatkangale (Ichalkaraniji) 60 60
16 Kolhapur 60 427 487

17 Umarkhed 42 42

YAVATMAL 18 Yeotmal 42 42

Latur 19 Ahmedpur 35 35

20 Latur 35 35

21 Omerga 25 25

Osmanabad 22 | Osmanabad 25 25
23 Canacona (Quepem) 13 13

Goa 24 Panaji 53 53
25 Ponda 13 92 105

. 26 Basmatnagar 26 26

Parbhani 27 | Gangakhed 26 26
28 Aurangabad 49 351 400

Aurangabad 29 Gangapur 49 49

30 Kannad 49 49

Satara 31 Karad 48 48

32 Satara 48 48

Nagpur 33 Nagpur 184 184
Nasik 34 Nasik 226 226
Pune 35 Pur\e 507 328 835
36 Chinchwad 507 328 835
Total 1067 | 1067 1067 1067 | 4268
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2.3.1.1 Mode of interview
Two modes of interview were selected t@ricthe entire sampldalf of operator sample was covered
throughindept h i nter vi ew wathet Haliwasltevered throwh telephoridinteaview
using the technigue of Computer Assisted Telephonic Interview (CATI). The sample bretdaup with
modes of interviews is shown below:

Mode Of Interview

CATI In Person Total

Airtel Count 533 534 1067
% age 50.0% 50.0% 100.0%

BSNL Count 533 534 1067
% age 50.0% 50.0% 100.0%

Reliance Communication| Count 533 534 1067
% age 50.0% 50.0% 100.0%

Tata Teleservices Count 533 534 1067
% age 50.0% 50.0% 100.0%

Total Count 2122 2136 4268
% age 50.0% 50.0% 100.0%

2.3.1.2 Type wise sample distribution

None of the Service Providers had prepaid customers for their BaliteWéewvie. Hence all the
postpaid customers were covered during the survey for each of the service providers.
2.3.1.3 Area wise sample distribution

As per the discussions with TRAficials, 30% of the total sample shduddovered from rural areas.
Based on tht the operator wise rural sample covered is shown in the table below:

Area wise distribution

Rural Urban Total

Airtel Count 320 747 1067
% age 30.0% 700% 100.0%

BSNL Count 320 747 1067
% age 30.0% 70.0% 100.0%

Reliance Count 320 747 1067
% age 30.0% 70.0% 100.0%

Tata Tele Count 320 747 1067
% age 30.0% 70.0% 100.0%

Total Count 1280 2938 4268
% age 30.0% 70.0% 100.0%

2.3.2 Cellular Mohile

As per the tender document, survey agency was supposed to cover a totalldgbigéib$cribey, to be
divided among theleveroperatos. This is shown in the table below:

Operators Target Sample* Covered Sample
Bharti (Bharti Limited) 1067 1067
VVodafone 1067 1067
BSNL 1067 1067
Idea Cellular 1067 1067
Tata Teleservice TSL) 1067 1067
Aircel 1067 1067
Rel Comm (Reliance Communication) 1067 1067
7
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Operators Target Sample* Covered Sample
Uninor 1067 1067
Sistema ShyarfMTS) 1067 1067
Videocon 967 0
Etisalat 1004 0
Total 11,574 9,6(8

*The targetsample represents the total operator wise subscribdéahanashtraervice arewmith 95% confidence level and 3%
interval.

However, the database shared by Videocon and Etisalat for carrying out telephonic interviews through CATI
was outdated and majority of the customers were found to be using connections of other service providers.
Also, none of the customers for these two service providers could be found while carrying out face to face
interviews.

In Maharashtraervice aredhere are 35 districts and as per the tender document 10% of the district
headquartersvas considered foilowerage aredherefore, operator wise sample was distributed in four
districts of Maharashtra Service Afba.following table shows the district wise sample distrithdionas
achieved after carrying out the survey

Cellular Mobile: Sample disttibn of Maharashtra in to district wise and Operator wise

District Amravati Aurangabad Beed Yavatmal Total
Vodafone Essar 280 231 245 311 1067
IDEA 280 231 245 311 1067
Bharti Airtel 280 231 245 311 1067
BSNL 280 231 245 311 1067
Aircel Limited 280 231 245 311 1067
Reliance Comm 280 231 245 311 1067
Tata teleservices 280 231 245 311 1067
Sistema shyam 280 231 245 311 1067
Uninor 280 231 245 311 1067
Total Sample 2520 2079 2205 2799 9603

2.3.2.1Mode of interview

Two modes of interview wereestéd to cover the entire samplalf of the operators sample was covered
through indepth interview with the consumers alder halfthrough telephonic interview using the
technique of Computer Assisted Telephonic interview (CATI). The followindoaiderse operator wise
sample covered during the survey, using both the modes of interview.

Maharashtra Service Area: Operator wise sample distribution with mode of interview

CATI In Person Total

Aircel Count 533 534 1067
Row % 50.0% 50.0% 100.00%

BSNL Count 533 534 1067
Row % 50.0% 50.0% 100.00%

Bharti Count 533 534 1067
Row % 50.0% 50.0% 100.00%

IDEA Count 533 534 1067
Row % 50.0% 50.0% 100.00%

MTS Count 533 534 1067
Row % 50.0% 50.0% 100.00%

Rel Comm Count 533 534 1067
Row % 50.0% 50.0% 100.00%

TTLS Count 533 534 1067
Row % 50.0% 50.0% 100.00%

Uninor Count 533 534 1067
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MAHARASHTRA SERVICE AREA

Maharashtra Service Area: Operator wise sample distribution with mode of interview
CATI In Person Total
Row % 50.0% 50.0% 100.00%
Vodafone Count 533 534 1067
Row % 50.0% 50.0% 100.00%
Total Count 4797 4802 9603
o Row % 50.0% 50.0% 100.0%

2.3.2.2Type wise sanple distribution

The operator wise sample was further divided in 4oapdeand post paid segment. The operator wise ratio
of pre paid and post paid subscriber base was organized with the help ofcevdgpdinted for each of

the erators. The flWwing table shows the operator wiseppid and pogpaid division of sample.

Maharashtra service area: Operator wise and user type wise sample distribution

Postpaid Prepaid Total

Bharti Count 299 768 1067
% age 28.0% 72.0% 100.0%

MTS Count 21 1046 1067
% age 2.0% 98.0% 100.0%

Aircel Count 107 960 1067
% age 10.0% 90.0% 100.0%

Uninor Count 0 1067 1067
% age 0.0% 100.0% 100.0%

BSNL Count 128 939 1067
% age 12.0% 88.0% 100.0%

Reliance Comm Count 96 971 1067
% age 9.0% 91.0% 100.0%

TTSL Count 320 747 1067
% age 30.0% 70.0% 100.0%

Idea Count 53 1014 1067
% age 5.0% 95.0% 100.0%

Vodafone Count 43 1024 1067
% age 4.0% 96.0% 100.0%

Total Count 1067 8536 9603
o % age 11.3% 88.7% 100.0%

2.3.2.3 Area wise distribution

As per the dmissions with TRAI officials, rural areas within the radius of 20 km from the district
headquarters were to be covered. Based ohdhaperator wiseiralsamplecovered is shown in the table
below:

Maharashtra service area: Operator wise and aressaisple distribution

Rural Urban Total

Aircel Count 320 747 1067
Row % 30.0% 70.0% 100.00%

BSNL Count 320 747 1067
Row % 30.0% 70.0% 100.00%

Bharti Count 320 747 1067
Row % 30.0% 70.0% 100.00%

IDEA Count 320 747 1067
Row % 30.0% 70.0% 100.00%

MTS Count 320 747 1067
Row % 30.0% 70.0% 100.00%

Rel Comm Count 320 747 1067
Row % 30.0% 70.0% 100.00%

TTLS Count 320 747 1067
Row % 30.0% 70.0% 100.00%

Uninor Count 320 747 1067
Row % 30.0% 70.0% 100.00%
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MAHARASHTRA SERVICE AREA

Maharashtra service area: Operator wise and aressaisgle distribution
Rural Urban Total
Vodafone Count 320 747 1067
Row % 30.0% 70.0% 100.00%
Total Count 2880 6723 9603
o Row % 30.0% 70.0% 100.0%

2.3.3 Broadband

In the case of Broadband, survey agency was required to obtain from Broadband operators, Central ISP
Node and total number of subscribarsach circle and then work out the sample to be coBassdl on

the number of subscribers the sample size was ascertained on the basis 95% confidence level and 3%
confidence interval.

Operators Target Sample* Covered Sample
Bharti Airtel Ltd. (Bhart) 1067 1067
Rel Communications (Rel Comm) 1067 1067
BSNL 1067 1067
Sify 1067 1067
Hathway 1067 1067
You Telecom 1067 1067
Tata Comm 1067 1067
Tata teleservices 1067 1067
Tikona Digital Networks Ltd. 1067 1067
Total 9603 9603

*The target sampiepresents the total operator wise subscribershMuatieashtravith 95% confidence level and 3% confidence interval

2.3.3.1 Mode of InterviewAs per the tender documeat,least50% of the observations/ interviews

shall be based on personal intarvimsis and up to 50% through email or by developing web based
applications. VOICE, accordingly sent emails to the database of the operator wise subscribers received from
few operators and also the VOICE internal data base. However, as the numbeses fesgh@enemail sent

was very low, it was mutually decided with the consultation of TRAI officials that instead ofreaiidjng e

CATI would be used for the remaining 50% of the interviews. The following table shows the actual
operators wise sample emd with the mode of interview.

Maharashtra Service Area: Operator wise sample distribution with mode of interviews

CATI In Person Total

Airtel Count 533 534 1067
% age 50.00% 50.00% 100.00%

BSNL Count 533 534 1067
% age 50.00% 50.00% 100.00%

Rdiance Count 533 534 1067
% age 50.00% 50.00% 100.00%

Tata Comm Count 533 534 1067
% age 50.00% 50.00% 100.00%

Sify Count 533 534 1067
% age 50.00% 50.00% 100.00%

Hathway Count 533 534 1067
% age 50.00% 50.00% 100.00%

Tata Tele Count 533 534 1067
% age 50.00% 50.00% 100.00%

You Telecom Count 533 534 1067
% age 50.00% 50.00% 100.00%

Tikona Count 533 534 1067
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Maharashtra Service Area: Operator wise sample distribution with mode of interviews
CATI In Person Total
% age 50.00% 50.00% 100.00%
Total Count 4797 4806 9603
% age 50.00% 50.00% 100.00%

2.3.3.2 Type wise sample distribution

The opeator wise sample was further divided in tepaie and post paid segment. The operator wise ratio
of pre paid and post paid subscriber base was organized with the help of nodal officer appointed for each of
the operators. The following table shows tleeabpr wise prpaid and pogpaid division of sample.

Maharashtra Service Area: Operator wise and user type wise sample distribution

Postpaid Prepaid Total

Airtel Count 1067 1067
% age 100.0% 100.0%

BSNL Count 960 107 1067
% age 90.0% 10.0% 100.0%

Reliance Count 1067 1067
% age 100.0% 100.0%

Tata Comm Count 617 450 1067
% age 57.9% 42.1% 100.0%

Sify Count 1067 1067
% age 100.0% 100.0%

Hathway Count 107 960 1067
% age 10.0% 90.0% 100.0%

Tata Tele Count 1067 1067
% age 100.0% 100.0%

You Telecom Count 96 971 1067
% age 9.0% 91.0% 100.0%

Tikona Count 1067 1067
% age 100.0% 100.0%

Total Count 6048 3555 9603
o % age 63.0% 37.0% 100.0%

2.3.33 Area wise distribution

As per the discussions with TRAI offici88% of thetotal sample has to be covered froural areas
Operator wise rural sample covered is shown in the table below:

Maharashtra Metro circle: Operator wise and user type wise sample distribution

Rural Urban Total

Airtel Count 320 747 1067
% age 30.0% 70.0% 100.0%

BSNL Count 320 747 1067
% age 30.0% 70.0% 100.0%

Reliance Count 320 747 1067
% age 30.0% 70.0% 100.0%

Tata Comm Count 320 747 1067
% age 30.0% 70.0% 100.0%

Sify Count 320 747 1067
% age 30.0% 70.0% 100.0%

Hathway Count 320 747 1067
% age 30.0% 70.0% 100.0%
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Maharashtra Metro circle: Operator wise and user type wise sample distribution

Rural Urban Total

Tata Tele Count 320 747 1067
% age 30.0% 70.0% 100.0%

You Telecom Count 320 747 1067
% age 30.0% 70.0% 100.0%

Tikona Count 320 747 1067
% age 30.0% 70.0% 100.0%

Total Count 2880 6723 9608
% age 30.0% 70.0% 100.0%
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2.4 SAMPLE CHARACTERISTICS
2.4.1 Basic Wirdine Service
2.4.1.1 Gender Profile

Gender Profile
Male Female Total
Count % Count % Count %

Rural 268 83.8% 52 16.3% 320 100.0%

Airtel Urban 615 82.3% 132 17.7% 747 100.0%
Total 883 82.8% 184 17.2% 1067 100.0%

Rural 279 87.2% 41 12.8% 320 100.0%

BSNL Urban 638 85.4% 109 14.6% 747 100.0%
Total 917 85.9% 150 14.1% 1067 100.0%

Rural 277 86.6% 43 13.4% 320 100.0%

Reliance Urban 624 83.5% 123 16.5% 747 100.0%
Total 901 84.4% 166 15.6% 1067 100.0%

Rural 275 85.9% 45 14.1% 320 100.0%

Tata Tele Urban 630 84.3% 117 15.7% 747 100.0%
Total 905 84.8% 162 15.2% 1067 100.0%

Rural 1099 85.9% 181 14.1% 1280 100.0%

Total Urban 2507 83.9% 481 16.1% 2988 100.0%
Total 3795 88.9% 662 15.5% 4268 100.0%

1 Altogether 4@8basic wirdine customers were covered in Maharashtra
T Ofthem 379 (84.8%6) were males and remaireg (15.%6) were females.
1 Highest percentage of males were fr@&W\Bboth in rural (87.2%) and url§@h.4%) areas

2.4.1.2 Age Profile

Age Structure (in years)

Less than 25 2534 3544 More than 45 Total
Count % Count % Count % Count % Count %
Rural 21 6.6% 197 61.6% 61 19.1% 41 12.8% 320 100.0%
Airtel Urban 23 3.1% 221 29.6% 362 48.5% 141 18.9% 747 100.0%
Total 44 4.1% 418 39.2% 423 39.6% 182 17.1% | 1067 100.0%

Rural 27 8.4% 167 52.2% 89 27.8% 37 11.6% 320 100.0%
BSNL Urban 31 4.1% 218 29.2% 329 44.0% 169 22.6% 747 100.0%
Total 58 5.4% 385 36.1% 418 39.2% 206 19.3% | 1067 | 100.0%

Rural 32 10.0% 153 47.8% 89 27.8% 46 14.4% 320 100.0%
Reliance Urban 45 6.0% 236 31.6% 329 44.0% 137 18.3% 747 100.0%
Total 77 7.2% 389 36.5% 418 39.2% 183 17.2% | 1067 100.0%

Rural 26 8.1% 159 49.7% 101 31.6% 34 10.6% 320 100.0%
Tata Tele | Urban 34 4.6% 241 32.3% 329 44.0% 143 19.1% 747 100.0%

Total 60 5.6% 400 37.5% 430 40.3% 177 16.6% | 1067 100.0%
Rural 106 8.3% 676 52.8% 340 26.6% 158 12.3% | 1280 100.0%
Total Urban 133 4.5% 916 30.7% | 1349 | 45.1% 590 19.7% | 2988 100.0%

Total 239 5.6% 1592 | 37.3% | 1689 | 39.6% 748 17.5% | 4268 100.0%

1 Of the 4268 customers covereagjor proportion belonged to the age grougd3gears (I),
followed by 2534 years (33R6).

1 17.%36 of the total sample was more than 45 years of age and ren@ifingrg. less than 2
years.
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2.4.1.3 Occupational Structure

Occupational Structure

Service Business/self employe Student Housewife Retired Total
Count % Count % Count| % Count % Count| % Count %
Rural | 185 | 57.8% 115 35.9% 4 1.3% 14 4.4% 2 0.6% | 320 | 100.0%
Airtel Urban| 306 | 41.0% 286 38.3% 18 24% | 128 | 17.1% 9 1.2% | 747 | 100.0%
Total 491 | 46.0% 401 37.6% 22 21% | 142 | 13.3%| 11 1.0% | 1067 | 100.0%
Rural | 177 | 55.3% 111 34.7% 11 3.4% 14 4.4% 7 2.2% | 320 | 100.0%
BSNL Urban| 307 | 41.1% 370 49.5% 19 25%| 37 5.0% 14 1.9% | 747 | 1000%
Total 484 | 45.4% 481 45.1% 30 2.8%| 51 4.8% 21 2.0% | 1067 | 100.0%
Rural | 113 | 35.3% 185 57.8% 8 2.5% 12 3.8% 2 0.6% | 320 | 100.0%
Reliance | Urban| 232 | 31.1% 442 59.2% 28 3.7%| 36 4.8% 9 1.2% | 747 | 100.0%
Total 345 | 32.3% 627 58.8% 36 3.4% | 48 4.5% 11 1.0% | 1067 | 100.0%
Rural | 137 | 42.8% 144 45.0% 22 6.9% 12 3.8% 5 1.6% | 320 | 100.0%
Tata Tele| Urban| 331 | 44.3% 390 52.2% 10 1.3% 14 1.9% 2 0.3% | 747 | 100.0%
Total 468 | 43.9% 534 50.0% 32 3.0%| 26 2.4% 7 0.7% | 1067 | 100.0%
Rural | 612 | 47.8% 555 43.4% 45 3.5%| 52 4.1% 16 13% | 1280 | 100.0%
Total Urban| 1176 | 39.4% 1488 49.8% 75 25% | 215 7.2% 34 1.1% | 2988 | 100.0%
Total | 1788 | 41.9% 2043 47.9% 120 | 2.8% | 267 6.3% 50 1.2% | 4268 | 100.0%

1 Majorityof the covered respondemtere Businessman/selinployed (A9%), followed by Service cle
(41.9%).

1 6.3 of the sampleevehousewives, @6 were students and remairiiti®bo were retired personnel.

2.4.1.4Jsage Type

Usage Type
Residential Commercial Total
Count % Count % Count %

Rural 194 60.6% 126 39.4% 320 100.0%

Airtel Urban 145 19.4% 602 80.6% 747 100.0%
Total 339 31.8% 728 68.2% 1067 100.0%

Rural 65 20.3% 255 79.7% 320 100.0%

BSNL Urban 89 11.9% 658 88.1% 747 100.0%
Total 154 14.4% 913 85.6% 1067 100.0%

Rural 174 54.4% 146 45.6% 320 100.0%

Reliance Urban 183 24.5% 564 75.5% 747 100.0%
Total 357 33.5% 710 66.5% 1067 100.0%

Rural 47 14.7% 273 85.3% 320 100.0%

Tata Tele Urban 393 52.6% 354 47.4% 747 100.0%
Total 440 41.2% 627 58.8% 1067 100.0%

Rural 480 37.5% 800 62.5% 1280 100.0%

Total Urban 810 27.1% 2178 72.9% 2988 100.0%
Total 1290 30.2% 2978 69.8% 4268 100.0%

Around 698% of the sample covered was using it for commercial purpose2éma/8@ residential
Amongst the respondents using the basidinéreervice for commercial purpose, majority were
TTSL 853%) in rural areas and BSNB.@6) in urban areas

1 Amongst the residential customers majority were from El0afb) in rural areas and TTS311(26)
from urban areas

= =
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2.4.2 Cellular Service
2.4.2.1 Gender Profile

Gender Profile

Male Female Total

Count % Count % Count %
Rural 262 81.9% 58 18.1% 320 100.0%
Airtel Urban 646 86.5% 101 13.5% 747 100.0%
Total 908 85.1% 159 14.9% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
MTS Urban 649 86.9% 98 13.1% 747 100.0%
Total 928 87.0% 139 13.0% 1067 100.0%
Rural 283 88.4% 37 11.6% 320 100.0%
Aircel Urban 670 89.7% 77 10.3% 747 100.0%
Total 953 89.3% 114 10.7% 1067 100.0%
Rural 285 89.1% 35 10.9% 320 100.0%
Uninor Urban 675 90.4% 72 9.6% 747 100.0%
Total 960 90.0% 107 10.0% 1067 100.0%
Rural 282 88.1% 38 11.9% 320 100.0%
BSNL Urban 661 88.5% 86 115% 747 100.0%
Total 943 88.4% 124 11.6% 1067 100.0%
Rural 296 92.5% 24 7.5% 320 100.0%
Reliance Comm Urban 666 89.2% 81 10.8% 747 100.0%
Total 962 90.2% 105 9.8% 1067 100.0%
Rural 268 83.8% 52 16.3% 320 100.0%
TTSL Urban 665 89.0% 82 11.0% 747 100.0%
Total 933 87.4% 134 12.6% 1067 100.0%
Rural 299 93.4% 21 6.6% 320 100.0%
Idea Urban 680 91.0% 67 9.0% 747 100.0%
Total 979 91.8% 88 8.2% 1067 100.0%
Rural 296 92.5% 24 7.5% 320 100.0%
Vodafone Urban 669 89.6% 78 10.4% 747 100.0%
Total 965 90.4% 102 9.6% 1067 100.0%
Rural 2550 88.5% 330 11.5% 2880 100.0%
Total Urban 5981 89.0% 742 11.0% 6723 100.0%
Total 8531 88.8% 1072 11.2% 9603 100.0%

1 Altogether 9604 cellular customers were covered in Maharashtra
1 Of them 8603 (89.58%) were males and remaining 1001 (10.42%) were females.
1 Highest percentage of males were from Ideatlhrrural (8.4%) and urban (90%) areas

2.4.2.2 Age Profile

Age Structure (in years)

Less than 25 25-34 3544 More than 45 Total
Count % Count % Count % Count % Count %
Rural 38 11.9% 160 50.0% 97 30.3% 25 7.8% 320 100.0%
Airtel Urban 108 14.5% 363 48.6% 207 27.7% 69 9.2% 747 100.0%
Total 146 13.7% 523 49.0% 304 28.5% 94 8.8% 1067 | 100.0%
MTS Rural 10 3.1% 127 39.7% 106 33.1% 77 24.1% 320 100.0%
Urban 33 4.4% 330 44.2% 260 34.8% 124 16.6% 747 100.0%
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MAHARASHTRA SERVICE AREA

Age Structure (in years)

Less than 25 25-34 3544 More than 45 Total

Count % Count % Count % Count % Count
Total 43 4.0% 457 42.8% 366 34.3% 201 18.8% | 1067 | 100.0%
Rural 14 4.4% 159 49.7% 133 41.6% 14 4.4% 320 100.0%
Aircel Urban [ 90 12.0% 403 53.9% 232 31.1% 22 2.9% 747 100.0%
Total 104 9.7% 562 52.7% 365 34.2% 36 3.4% 1067 | 100.0%
Rural 20 6.3% 156 48.8% 136 42.5% 8 2.5% 320 100.0%
Uninor Urban [ 131 17.5% 394 52.7% 205 27.4% 17 2.3% 747 100.0%
Total 151 14.2% 550 51.5% 341 32.0% 25 2.3% 1067 | 100.0%
Rural 3 0.9% 87 27.2% 112 35.0% 118 36.9% | 320 100.0%
BSNL Urban [ 43 5.8% 223 29.9% 276 36.9% 205 27.4% | 747 100.0%
Total 46 4.3% 310 29.1% 388 36.4% 323 30.3% | 1067| 100.0%
Rural 25 7.8% 157 49.1% 122 38.1% 16 5.0% 320 100.0%
Reliance Comm Urban | 240 32.1% 313 41.9% 159 21.3% 35 4.7% 47 100.0%
Total 265 24.8% 470 44.0% 281 26.3% 51 4.8% 1067 | 100.0%
Rural 63 19.7% 79 24.7% 136 42.5% 42 13.1% 320 100.0%
TTSL Urban [ 50 6.7% 364 48.7% 215 28.8% 118 15.8% | 747 100.0%
Total 113 10.6% 443 41.5% 351 32.9% 160 15.0% | 1067 | 100.0%
Rural 50 15.6% 118 36.9% 122 38.1% 30 9.4% 320 100.0%
Idea Urban | 94 12.6% 285 38.2% 255 34.1% 113 15.1% | 747 100.0%
Total 144 13.5% 403 37.8% 377 35.3% 143 13.4% | 1067 | 100.0%
Rural 62 19.4% 105 32.8% 112 35.0% 41 12.8% 320 100.0%
Vodafone Urban | 179 24.0% 302 40.4% 173 23.2% 93 12.4% | 747 100.0%
Total 241 22.6% 407 38.1% 285 26.7% 134 12.6% | 1067 | 100.0%
Rural | 285 9.9% 1148 | 39.9% | 1076 37.4% | 371 | 12.9% | 2880| 100.0%
Total Urban [ 968 | 14.4% | 2977 | 443% | 1982 295% | 796 | 11.8% | 6723| 100.0%
Total | 1253| 13.0% | 4125 | 43.00 | 3058 31.8% | 1167| 12.2% | 9603| 100.0%

1 Major proportiorof the respondentselonged to the age group3byears 30%), followed by 384
years (38%).
1 13.0% of the total samples were less than 25 years and rentaltngere more than 45 years

age.

2.4.2.3 Occupational Structure

Occupational Structure

Service Business/self employe] Student Housewife Retired Total

Count % Count % Count % Count % Count| % Count %
Rural | 231 | 72.2% 22 6.9% 27 8.4% | 38 | 11.9%| 2 0.6% | 320 | 100.0%
Airtel Urban| 481 | 64.4% 130 17.4% 104 | 13.9%| 23 3.1% 9 1.2% | 747 | 100.0%
Total | 712 | 66.7% 152 14.2% 131 | 12.3%| 61 5.7% 11 | 1.0% | 1067 | 100.0%
Rural | 210 | 65.6% 61 19.1% 34 10.6% 13 4.1% 2 0.6% | 320 | 100.0%
MTS Urban| 473 | 63.3% 170 22.8% 60 8.0% 41 5.5% 3 0.4% | 747 | 100.0%
Total 683 | 64.0% 231 21.6% 94 8.8% 54 5.1% 5 0.5% | 1067 100.0%
Rural | 147 | 45.9% 98 30.6% 60 18.8% 14 4.4% 1 0.3% | 320 | 100.0%
Aircel Urban| 361 | 48.3% 200 26.8% 161 | 21.6%| 21 2.8% 4 0.5% | 747 | 100.0%
Total 508 | 47.6% 298 27.9% 221 | 20.®6 35 3.3% 5 0.5% | 1067| 100.0%
Rural | 163 | 50.9% 84 26.3% 59 18.4% 12 3.8% 2 0.6% | 320 | 100.0%
Uninor Urban| 342 | 45.8% 196 26.2% 175 | 23.4%| 28 3.7% 6 0.8% | 747 | 100.0%
Total 505 | 47.3% 280 26.2% 234 | 21.9%| 40 3.7% 8 0.7% | 1067 | 100.0%
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Occupational Structure

Service Business/self employe; Student Housewife Retired Total

Count % Count % Count % Count % Count % Count %
Rural | 67 | 20.9% 224 70.0% 23 7.2% 5 1.6% 1 0.3% | 320 | 100.0%
BSNL Urban| 236 | 31.6% 374 50.1% 56 7.5% 76 | 102%| 5 0.7% | 747 | 100.0%
Total | 303 | 28.4% 598 56.0% 79 7.4% 81 7.6% 6 0.6% | 1067 | 100.0%
Rural | 108 | 33.8% 148 46.3% 56 | 17.5%| 6 1.9% 2 0.6% | 320 | 100.0%
Reliance Comm| Urban | 323 | 43.2% 172 23.0% 211 | 28.2%| 38 5.1% 3 0.4% | 747 | 100.0%
Total | 431 | 40.4% 320 30.0% 267 | 25.0% | 44 4.1% 5 0.5% | 1067 100.0%
Rural | 163 | 50.9% 82 25.6% 55 | 17.2% | 19 5.9% 1 0.3% | 320 | 100.0%
TTSL Urban| 383 | 51.3% 212 28.4% 119 | 15.9%| 31 4.1% 2 0.3% | 747 | 100.0%
Total | 546 | 51.2% 294 27.6% 174 | 16.3%| 50 4.7% 3 0.3% | 1067 100.0%
Rural | 170 | 53.1% 77 24.1% 63 | 19.7%| 6 1.9% 4 1.3% | 320 | 100.0%
Idea Urban| 313 | 41.9% 296 39.6% 106 | 14.2%| 15 2.0% 17 | 2.3% | 747 | 100.0%
Total | 483 | 45.3% 373 35.0% 169 | 15.8% | 21 2.0% 21 | 2.0% | 1067 100.0%
Rural | 127 | 39.7% 132 41.3% 55 | 17.2% 4 1.3% 2 0.6% | 320 | 100.0%
Vodafone Urban| 337 | 45.1% 228 30.5% 136 | 18.2% | 22 2.9% 24 | 32% | 747 | 100.0%
Total | 464 | 43.5% 360 33.7% 191 | 17.9%| 26 2.4% 26 | 2.4% | 1067 100.0%
Rural | 1386 | 48.1% 928 32.2% 432 | 15.0% | 117 | 4.1% 17 | 0.6% | 2880( 100.0%
Total Urban | 3249 | 48.3% | 1978 29.4% 1128 16.8% | 295 | 44% | 73 | 1.1% | 6723| 100.0%
Total | 4635 | 48.3% | 2906 30.3% | 1560| 16.2% | 412 | 43% [ 90 | 0.9% | 9603 | 100.0%

1 Majorityof the respondentsere from Service clas8.88%), followed by Businessman/self emplc

(30.3%).

1 16.2% of the sample was students, 4.3% were housewives and rerfaiwieig 06dired personnel

2.4.2.4 Usage Type

Usage Type
Residential Commercial Total
Count % Count % Count %
Rural 306 95.6% 14 4.4% 320 100.0%
Airtel Urban 722 96.7% 25 3.3% 747 100.0%
Total 1028 96.3% 39 3.7% 1067 100.0%
Rural 308 96.3% 12 3.8% 320 100.0%
MTS Urban 733 98.1% 14 1.9% 747 100.0%
Total 1041 97.6% 26 2.4% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
Aircel Urban 651 87.1% 96 12.9% 747 100.0%
Total 930 87.2% 137 12.8% 1067 100.0%
Rural 292 91.3% 28 8.8% 320 100.0%
Uninor Urban 691 92.5% 56 7.5% 747 100.0%
Total 983 92.1% 84 7.9% 1067 100.0%
Rural 312 97.5% 8 2.5% 320 100.0%
BSNL Urban 729 97.6% 18 2.4% 747 100.0%
Total 1041 97.6% 26 2.4% 1067 100.0%
Rural 288 90.0% 32 10.0% 320 100.0%
Reliance Comm Urban 695 93.0% 52 7.0% 747 100.0%
Total 983 92.1% 84 7.9% 1067 100.0%
TTSL Rural 301 94.1% 19 5.9% 320 100.0%
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Usage Type
Residential Commercial Total
Count % Count % Count %

Urban 721 96.5% 26 3.5% 747 100.0%

Total 1022 95.8% 45 4.2% 1067 100.0%

Rural 311 97.2% 9 2.8% 320 100.0%

Idea Urban 732 98.0% 15 2.0% 747 100.0%
Total 1043 97.8% 24 2.2% 1067 100.0%

Rural 304 95.0% 16 5.0% 320 100.0%

Vodafone Urban 720 96.4% 27 3.6% 747 100.0%
Total 1024 96.0% 43 4.0% 1067 100.0%

Rural 2701 93.8% 179 6.2% 2880 100.0%

Total Urban 6394 95.1% 329 4.9% 6723 100.0%
Total 9095 94.7% 508 5.3% 9603 100.0%

1 Altogether 9604 cellular customers were covered in Maharashtra
1 Around94.B6 of the sample covered was residential 58 were using it for commercial purpose

2.4.3 Broadband service

2.4.3.1 Gender Profile

Gender Profile

Male Female Total

Count % Count % Count %
Rural 288 90.0% 32 10.0% 320 100.0%
Airtel Urban 660 88.4% 87 11.6% 747 100.0%
Total 948 88.8% 119 11.2% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
BSNL Urban 660 88.4% 87 11.6% 747 100.0%
Total 939 88.0% 128 12.0% 1067 100.0%6
Rural 274 85.6% 46 14.4% 320 100.0%
Reliance Comm Urban 659 88.2% 88 11.8% 747 100.0%
Total 933 87.4% 134 12.6% 1067 100.0%
Rural 278 86.9% 42 13.1% 320 100.0%
Tata Comm Urban 658 88.1% 89 11.9% 747 100.0%
Total 936 87.7% 131 12.3% 1067 100.0%
Rural 269 84.1% 51 15.9% 320 100.0%
Sify Urban 669 89.6% 78 10.4% 747 100.0%
Total 938 87.9% 129 12.1% 1067 100.0%
Rural 272 85.0% 48 15.0% 320 100.0%
Hathway Urban 660 88.4% 87 11.6% 747 100.0%
Total 932 87.3% 135 12.7% 1067 100.0%
Rural 277 86.6% 43 13.4% 320 100.0%
TTSL Urban 671 89.8% 76 10.2% 747 100.0%
Total 948 88.8% 119 11.2% 1067 100.0%
Rural 275 85.9% 45 14.1% 320 100.0%
You Telecom Urban 675 90.4% 72 9.6% 747 100.0%
Total 950 89.0% 117 11.0% 1067 100.0%
Rural 268 83.8% 52 16.3% 320 100.0%
Tikona Urban 678 90.8% 69 9.2% 747 100.0%
Total 946 88.7% 121 11.3% 1067 100.0%
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MAHARASHTRA SERVICE AREA

Gender Profile

Male Female Total
Count % Count % Count %
Rural 2480 86.1% 400 13.9% 2880 100.0%
Total Urban 5990 89.1% 733 10.9% 6723 100.0%
Total 8470 88.2% 1133 11.8% 9603 100.0%

E R

urban areas

2.4.3.2 Age Profile

Altogether 96®broadband customers were covered in Maharashtra Service Area
Of them &70(882%) were males and remainit8§3(118%) were females.
Highest percentage of males were edvier Airtel (90.0%) in rural areas and Tikona (90.8'

Age Structure (in years)

Less than 25 2534 3544 More than 45 | Total

Count % Count % Count % Count % Count %
Rural 16 5.0% 87 27.2% | 162 | 50.6% 55 17.2% | 320 100.0%
Urban 46 6.2% 312 | 41.8% | 318 | 42.6% 71 9.5% 747 100.0%
Airtel Total 62 5.8% 399 | 374% | 480 | 45.0% | 126 | 11.8% | 1067 | 100.0%
Rural 12 3.8% 178 | 55.6% | 126 | 39.4% 4 1.3% 320 100.0%
Urban 31 4.1% 351 | 47.0% | 351 | 47.0% 14 1.9% 747 100.0%
BSNL Total 43 4.0% 529 | 49.6% | 477 | 44.7% 18 1.7% | 1067 | 100.0%
Rural 31 9.7% 153 | 47.8% | 124 | 38.8% 12 3.8% 320 100.0%
Urban 76 10.2% | 295 | 395% | 270 | 36.1% | 106 | 14.2% | 747 100.0%
Reliance Comm Total 107 | 10.0% | 448 | 42.0% | 394 | 36.9% | 118 | 11.1%| 1067 | 100.0%
Rural 14 4.4% 148 | 46.3% | 151 | 47.2% 7 2.2% 320 100.0%
Urban 34 4.6% 339 | 45.4% | 298 | 39.9% 76 10.2% | 747 100.0%
Tata Comm Total 48 4.5% 487 | 45.6% | 449 | 42.1% 83 7.8% | 1067 | 100.0%
Rural 27 8.4% 155 | 48.4% | 134 | 41.9% 4 1.3% 320 100.0%
Urban 55 7.4% 365 | 48.9% | 310 | 41.5% 17 2.3% 747 100.0%
Sify Total 82 7.7% 520 | 48.7% | 444 | 41.6% 21 2.0% | 1067 | 100.0%
Rural 31 9.7% 162 | 50.6% | 123 | 38.4% 4 1.3% 320 100.0%
Urban 72 9.6% 312 | 41.8% | 292 | 39.1% 71 9.5% 747 100.0%
Hathway Total 103 9.7% 474 | 44.4% | 415 | 38.9% 75 7.0% | 1067 | 100.0%
Rural 34 10.6% | 159 | 49.7% 67 20.9% 60 18.8% | 320 100.0%
Urban 63 8.4% 339 | 454% | 225 | 30.1% | 120 | 16.1% | 747 100.0%
TTSL Total 97 9.1% 498 | 46.7% | 292 | 27.4% | 180 | 16.9% | 1067 | 100.0%
Rural 21 6.6% 147 | 45.9% | 148 | 46.3% 4 1.3% 320 100.0%
Urban 47 6.3% 408 | 54.6% | 284 | 38.0% 8 1.1% 747 100.0%
You Telecom Total 68 6.4% 555 | 52.0% | 432 | 40.5% 12 1.1% | 1067 | 100.0%
Rural 21 6.6% 160 | 50.0% 86 26.9% 53 16.6% | 320 100.0%
Urban 27 3.6% 329 | 44.0% | 241 | 32.3% | 150 | 20.1% | 747 100.0%
Tikona Total 48 4.5% 489 | 45.8% | 327 | 30.6% | 203 | 19.0% | 1067 | 100.0%
Rural 207 7.2% | 1349| 46.8% | 1121 | 38.9% | 203 7.0% | 2880 | 100.0%
Urban | 451 6.7% | 3050 | 45.4% | 2589 | 38.5% | 633 9.4% | 6723 | 100.0%
Total Total 658 6.9% | 4399 | 45.8% | 3710 | 38.6% | 836 8.7% | 9603 | 100.0%

1 Major proportiorof the respondentselonged to the age group3byears #d%0), followed by 35
44 years @6%0).
1 8.7 of the total samples were more than 45 years of age and rerf@niveyéless than 25 year:
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2.4.3.3 Occupational Structure

MAHARASHTRA SERVICE AREA

Occupational Structure

Service Business/self employe] Student Housewife Retired Total

Count % Count % Count % Count % Count| % Count %
Rural | 172 | 53.8% 127 39.7% 6 1.9% 14 4.4% 1 0.3% | 320 | 100.0%
Airtel Urban [ 523 | 70.0% 147 19.7% 18 2.4% 56 7.5% 3 0.4% | 747 | 100.0%
Total 695 | 65.1% 274 25.7% 24 2.2% 70 6.6% 4 0.4% | 1067 | 100.0%
Rural 54 16.9% 132 41.3% 101 | 31.6% 32 10.0% 1 0.3% | 320 | 100.0%
BSNL Urban | 176 | 23.6% 316 42.3% 199 | 26.6% 55 7.4% 1 0.1% | 747 | 100.0%
Total 230 | 21.6% 448 42.0% 300 | 28.1% 87 8.2% 2 0.2% | 1067 | 100.0%
Rural | 148 | 46.3% 167 52.2% 2 0.6% 2 0.6% 1 0.3% | 320 | 100.0%
Reliance Comm| Urban| 374 | 50.1% 344 46.1% 11 1.5% 17 2.3% 1 01% | 747 | 100.0%
Total 522 | 48.9% 511 47.9% 13 1.2% 19 1.8% 2 0.2% | 1067 | 100.0%
Rural | 102 | 31.9% 113 35.3% 84 26.3% 20 6.3% 1 0.3% | 320 | 100.0%
Tata Comm | Urban| 451 | 60.4% 202 27.0% 70 9.4% 15 2.0% 9 1.2% | 747 | 100.0%
Total 553 | 51.8% 315 29.5% 154 | 14.4% 35 3.3% 10 0.9% | 1067 | 100.0%
Rural 21 6.6% 156 48.8% 124 | 38.8% 19 5.9% 320 | 100.0%
Sify Urban | 169 | 22.6% 332 44.4% 221 | 29.6% 25 3.3% 747 | 100.0%
Total 190 | 17.8% 488 45.7% 345 | 32.3% | 44 4.1% 1067 | 100.0%
Rural 46 14.4% 113 35.3% 126 | 39.4% 35 10.9% 320 | 100.0%
Hathway Urban [ 322 | 43.1% 291 39.0% 104 | 13.9% 30 4.0% 747 | 100.0%
Total 368 | 34.5% 404 37.9% 230 | 21.6% 65 6.1% 1067 | 100.0%
Rural | 103 | 32.2% 189 59.1% 16 5.0% 12 3.8% 320 | 100.0%
TTSL Urban [ 394 | 52.7% 286 38.3% 35 4.7% 32 4.3% 747 | 100.0%
Total 497 | 46.6% 475 44.5% 51 4.8% 44 4.1% 1067 | 100.0%
Rural 16 5.0% 129 40.3% 134 | 41.9% | 40 12.5% 1 0.3% | 320 | 100.0%
You Telecom | Urban| 109 | 14.6% 293 39.2% 262 | 35.1% 82 11.0% 1 0.1% | 747 | 100.0%
Total 125 | 11.7% 422 39.6% 396 | 37.1% | 122 | 11.4% 2 0.2% | 1067 | 100.0%
Rural | 153 | 47.8% 120 37.5% 30 9.4% 17 5.3% 320 | 100.0%
Tikona Urban [ 410 | 54.9% 252 33.7% 57 7.6% 28 3.7% 747 | 100.0%
Total 563 | 52.8% 372 34.9% 87 8.2% 45 4.2% 1067 | 100.0%
Rural | 815 | 28.3% 1246 43.3% 623 | 21.6%| 191 | 6.6% 5 0.2% | 2880 | 100.0%
Total Urban | 2928 | 43.6% 2463 36.6% 977 | 145%| 340 | 5.1% 15 0.2% | 6723 | 100.0%
Total | 3743 | 39.0% 3709 38.6% 1600 | 16.7%| 531 | 5.5% 20 0.2% | 9603 | 100.0%

1 Majorityof the respondentsere from Service clas9.(86), followed by Businessman/self emplo

(38.6%).

1 16.7% of the sample was studem&2 were housewives and remaining 0.2% were retired persa

2.4.34 Usage Type
Usage Type
Residential Commercial Total
Count % Count % Count %

Rural 121 37.8% 199 62.2% 320 100.0%

Airtel Urban 486 65.1% 261 34.9% 747 100.0%
Total 607 56.9% 460 43.1% 1067 100.0%

Rural 121 37.8% 199 62.2% 320 100.0%

BSNL Urban 335 44.8% 412 55.2% 747 100.0%
Total 456 42.7% 611 57.3% 1067 100.0%

Reliance Comm Rural 196 61.3% 124 388% 320 100.0%
Urban 714 95.6% 33 4.4% 747 100.0%
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Usage Type
Residential Commercial Total
Count % Count % Count %
Total 910 85.3% 157 14.7% 1067 100.0%
Rural 170 53.1% 150 46.9% 320 100.0%
Tata Comm Urban 585 78.3% 162 21.7% 747 100.0%
Total 755 70.8% 312 29.2% 1067 100.0%
Rural 139 43.4% 181 56.6% 320 100.0%
Sify Urban 495 66.3% 252 33.7% 747 100.0%
Total 634 59.4% 433 40.6% 1067 100.0%
Rural 136 42.5% 184 57.5% 320 100.0%
Hathway Urban 598 80.1% 149 19.9% 747 100.0%
Total 734 68.8% 333 31.2% 1067 100.0%
Rural 263 82.2% 57 17.8% 320 100.0%
TTSL Urban 728 97.5% 19 2.5% 747 100.0%
Total 991 92.9% 76 7.1% 1067 100.0%
Rural 138 43.1% 182 56.9% 320 100.0%
You Telecom Urban 366 49.0% 381 51.0% 747 100.0%
Total 504 47.2% 563 52.8% 1067 100.0%
Rural 274 85.6% 46 14.4% 320 100.0%
Tikona Urban 729 97.6% 18 2.4% 747 100.0%
Total 1003 94.0% 64 6.0% 1067 100.0%
Rural 1558 54.1% 1322 45.9% 2880 100.0%
Total Urban 5036 74.9% 1687 25.1% 6723 100.0%
Total 6594 68.7% 3009 31.3% 9603 100.0%

9 Around 687% of the sample covered was residentiallaB Svere using it for commercial purpo

1 Among those using it for residential purpose, majority were from T&684 if8rurhand 9%% in
urban areas)
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3. EXECUTIVE. SUMMARY.

3.1 Customer Satisfaction SurveBasic Service (Wireline)

Subscribersd perception of Basic (wireline) serv

guestions and Implementation and Effectiveness of Telecom Consumers Protection and Redressal of

Grievances Regulations, 200rough 17 questionsAs regard to theMaharashtra Service Area
performance of operators, operators are able to
guality of service. However, none of the operators were able to meet all the ppesarimtdrs of
performance. The findings with respect to major parameters on quality of service are as follows:

3.1.1: Customer satisfaction with overall services (Benchmark >90%)

The customer perception of overall satisfaction level is good in Mahamsite area alé were able to
meet the benchmark of 90%.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 92.5% to
95.0% in rural areas and from 94.0% to 96.3% in urban areas

1 Thehighest percentages afistomers stisfied were found with Rel Comm in both rural (95.0%)
and urban (96.3%) areas

1 The lowest percentages of customers satisfied were found with TTSL in both rural (92.5%) and
urban (94.0%) areas.

3.1.2: Network Performance (Benchmark >95%)

The customer pegption of the parameter network performance is fair in Maharashtra metroBivaité as
and TTSL in rural areascould notmeet the benchmark of 95%.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 93.8% to
96.9% in real areas and from 97.2% to 97.5% in urban areas.

1 Thehighest percentage afustomers satisfiedwere found with BSNL (96.9%) in rural areas and
Rel Comm and BSNL (97.5% each) in urban areas.

1 The lowest percentages of customers satisfied were found Stitm™Bbth rural (93.8%) areas and
urban (97.2%) areas.

3.1.3: Billing (Benchmark >95%)

None of the service providers had prepaid customers. Hence, the survey was conducted epdidor post
customersAll the operatorsmet the benchmark of 95%.

1 In terms ofcustomer satisfaction levelthe achievement level of the operators ranged from 96.5%
t0 99.1% in rural areas and from 97.8% to 99.0% in urban areas

1 The highest percentage of satisfied consumerwith billing services was achieved by BSNL
(99.1%)n rural areas and Rel Comm (99.0%) in urban areas

1 Thelowest percentage of satisfied consumessith billing service in th@e-paid segmentwas
achieved by Rel Comm (96.5%) in rural areas and TTSL (97.8%) in urban areas
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3.1.4: Maintainability Benchmark >95%)

The customer perception of the parameter maintainability is poor in Maharashtra metro circle as out of 4
operators none of them met thenchmark of 95%.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 85.0% to
88.0% in rural areas and from 78.6% to 91.5% in urban areas.

1 Thehighest percentage ofcustomers satisfiedwas found with Rel Comm in both rural (88.0%)
and urban (89.5%) areas.

1 The lowest percentages of customers satisfied were found with BSNL arial mif&L(85.0%
each) and TTSL in urban areas (82.1%)

3.1.5: Help Services/ Customer Car&8eénchmark >90%)

The customer perception of the parameter help service/ customer care is good in Maharashtra metro circle as
all the operators met thebenchmark of 9@¢.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 91.4% to
98.5% in rural areas and from 96.2% to 98.9% in urban areas

1 Thehighest percentage ofcustomers satisfiedwas found with Bharti (98.5%) in rural areas and
Rel Comm (98.9%) in urban areas

1 The lowest percentages of customers satisfied were found with TTSL (91.4%) in rural areas and
BSNL (96.2%) in urban areas.

3.1.6Consumers Protection and Redressal of Grievances

1 Awareness level was found to be substamttale case of call centre/ customer care help line
numbers as this was reported by 98.3% of the consumers surveyed.

1 Awareness about the contact details of nodal officer was found among 2.1% of the consumers
surveyed, with maximum in the cad@SNIL (34% in rural and 3.6% in urban areas)

1 Similarly there has not been any marked improvement in the case of awareness about the contact
details of Appellate authority only 2.1% reportedraximum in the case Bel Comm (3.4%) in
rural areas and TTSL @¥in urban areas

9 Highest numbers of complaints to the call centre, within last six months, were made by Bharti
subscribers (16.3%) in rural areas and BSNL (20.3%) in urban areas.

1 Overall only 22.1% confirmed that they had received the docket numbst of their complaints.
This was reported highest in the case of Bharti (40.1%) in rural areas and Rel Comm (34.0%) in
urban areas)

3.2 Customer Satisfaction Survey (Cellular Mobile)

Subscribersd perception of dparametdrsghrough 85rquestions andka s a
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances
Regulations, 2007 through 15 questidssregard to théMaharashtra service aregerformance of
operators, very fewofthp@ r at or s ar e meeting the prescribed pai
of service. None of the operators were able to meet all the prescribed parameters of performance. The
findings with respect to major parameters on quality of serviceodosvas f
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3.2.1: Customer satisfaction with overall services (Benchmark >90%)

The customer perception of overall satisfaction level is modest in Maharashtra met® apelatass in
rural areas and 2 in urban areas could not meet tibernchmark of 9Gs.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 87.5% to
94.1% in rural areas and from 89.8% to 92.6% in urban areas.

1 Thehighest percentage afustomers satisfiedwvas found with Vodafone in rural areas and BSNL
ard TTSL in urban areas.

1 The lowest percentages of customers satisfied were found Uninor (87.5%) in rural area and MTS
(89.8%) in urban areas.

3.2.2: Network Performance (Benchmark >95%)

The customer perception of the network performance parameteriis ldabarashtra metro circle as none
of the operatormet the benchmark of 95%.
1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 85.6% to
94.0% in rural areas and from 90.3% to 93.2% in urban areas.
1 Thehighest percentags ofcustomers satisfiedwere found Idea (94.0%) in rural areas and TTSL
(93.2%) in urban areas.
1 The lowest customer percentages of customers satisfied were found with Aircel in rural areas (85.6%)
and by Uninor in urban areas (90.3%).

3.2.3: Billing (Benchmark >95%)

The survey was conducted separately foppasand prpaid customers. In the casgia paid services

only BSNL, Reliance and Idea in rural areas and only BSNL in urban areas were found to be meeting the
benchmark of >95%. However,the case ofost paid, only Rel Comm TTSL and Bharti in urban areas

and Vodafone in rural areas were found to be meeting the benchmark of >95%.

1 In terms ofcustomers satisfiedthe achievement level of the operators, in the case-pdid
segment rang@d from 92.4% to 97.1% in rural areas and from 91.4% to 95.8% in urban areas.
Whereas in the casepafst-paid, it ranged from 86.4% to 97.6% in rural areas and from 86.5% to
98.1% in urban areas.

1 Thehighest percentage of satisfied consumensith billingservices, ipre-paid segmentwas
achieved by BSNL in both rural (97.1%) and urban (95.8%) areas. In theosagaiof segment
the highest percentage of satisfied consumer was attained by Vodafone (97.6%) in rural areas and
Rel Comm (98.1%) in urbaeas.

1 Thelowest percentage of satisfied consumessith billing service in th@e-paid segmentwas
achieved by MTS in both rural (92.4%) and urban (91.4%) areas. In thpostgaiof segment
thelowest percentage of consumenwas attained IDEA in rar (86.4%) and urban (89.1%) areas.

3.2.4: Maintainability Benchmark >95%)

While recording the customer perception on maintainability parameter in Maharashtra metro circle it was
found that only Idea in both rural and urban areas were atdettthe benchmark of 95%.
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1 In terms ofcustomers satisfiedthe achievement level of the operators ranged from 6979.1% to
97.7% in rural areas and 88.3% to 95.1% in urban areas.

1 Thehighest percentage ofcustomer satisfiedwas found with Idea in both rural as aglurban
areas.

1 The lowest percentages of customers satisfied were found with Aircel in both rural as well as urban
areas.

3.2.5: Help Services/ Customer CareBenchmark >90%)

The customer perception of the parameter help service/ customer careidfabarashtra service area as
only Vodafone and TTSL in rural areas and Bharti in urbanarieaseet the benchmark of 90%.

1 In terms ofcustomers satisfiedthe achievement level of the operators ranged from 73.1% to 92%
in rural areas and 80.188©5.5% in urban areas

1 The highest percentage ofcustomers satisfiedwere found with Vodafone (92%) in rural areas
and Bharti (95.5%) in urban areas.

1 The lowest percentages of customers satisfied were found with Aircel in both rural as well as urban
area.

3.2.6: Supplementary service8énchmark >90%)

The customer perception of the supplementary services parameter is not satisfactory in Maharashtra metro
circle as Aircel, Uninor, BSNL, TTSL, Idea and Vodafone in both rural and urbamarethe
benchmark of 90%.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 82.8% to
97.9%in rural areas and from 88.6% to 95.4% in urban areas

1 The highest percentages a@ustomers satisfiedwere found with Vodafone (97.9%) in rar@a
and with IDEA (95.4%) in urban areas.

1 The lowest customer percentages of customers satisfied were found with Bharti in rural (82.8%) and
MTS (88.6%) in urban areas.

3.2.7:Consumers Protection and Redressal of Grievances

1 Awareness level was fduo be high in the case of call centre/ customer care help line numbers as
this was reported by 87.0% of consumers surveyed.

1 Awareness about the contact details of nodal officer was found higher as this was reported by 17.1%
of the consumers surveyedhwnaximum in the case of BSNL (26.9%) in rural areas and urban
areas (19.9%).

1 However, the awareness about contact detail of the Appellate Authority was found amongst 14.3%
with maximum in the case of Vodafone (19.1%) in rural areas and BSNL (15béh pireas

1 Highest number of complaints to the call centre, within last six months, was made by Aircel
subscribers in rural (33.0 %) and urban (26.7%) areas

1 Overall only 30.3% confirmed that they had received the docket number of most of their complaints.
This was reported highest in the case of Aircel (34.8%) in rural areas and Idea (37.8%) in urban areas
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3.3 Customer Satisfaction Survey (Broadband)

Subscribersd perception of Broadband servige was
and Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances
Regulations, 2007 through 18 questidssregard to théMaharashtra service aregerformance of
operators, very few of the operators are meeting thelpestri par amet er s benchmar k
of service. None of the operators were able to meet all the prescribed parameters of performance. The
findings with respect to major parameters on quality of service are as follows:

3.3.1: Customers safiied with overall services (Benchmark >85%)

The customer perception of overall service is quite reasonable in Maharashtra metib, excepa®ne
in rural areas and another in urban areas)et the benchmark of 85%.

1 Interms ofcustomer satisfied the achievement level of the operators ranged from 84.4% to 96.6%
in rural areas and from 84.5% to 99.1% in urban areas.

1 The highest percentages a@ustomers satisfiedwere found with Tata Comm (96.6%) in rural
areas and BSNL (99.1%) in urban areas

1 The lowest percentages of customers satisfied were found with TTSL in both rural (84.4%) and
urban (84.5%) areas.

3.3.2: Network Performance (Benchmark >85%)

The customer perception of the parameter network performance is not satisfactory in Maératashtra s
area as four operators in rural areas and two in urban areas did notbaeebitherk of 85%.

1 In terms ofcustomers satisfied,the achievement level of the operators ranged from 82.7% to
91.1% in rural areas and from 83.1% to 95.6% in urban areas

1 The highest customers satisfiedwere found with Tata Comm (91.1%) in rural areas and BSNL
(95.6%) in urban areas

1 The lowest customers satisfied were found with You Telecom (82.7%) in rural areas and by Tikona
(83.1%) in urban areas.

3.3.3: Billing (Berchmark >90%)

The survey was conducted separately foppasand prpaid customers. In the cas@ paid services

all the operators providing prepaid services were able to meet thenchmark of 90%. However, in

the case gbost paid, dl, except ¥u telecomm and Hathway in rural areas and You Telecom in urban areas,
providing postpaid services met thebenchmark of 90%.

1 In terms ofcustomers satisfiedthe achievement level of the operators, in the casedigre
segment, ranged from 92.7% t0l96 in rural areas and from 92.6% to 94.9% in urban areas.
Whereas in the case of ppaid, it ranged from 88.5% to 97.9% in rural areas and from 86.8% to
97.4% in urban areas

1 Thehighest percentage of satisfied consumensith billing services, pre-paid segmentwas
achieved Hathway (96.1%) in rural areas and with Sify (94.9%) in urban areas. In gustcase of
paid segmentthe highest percentage of satisfied consumers was attained by Tikona (97.9%) in rural
areas and BSNL (97.4%) in urban areas
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1 Thelowest percentage of satisfied consumesgith billing service in th@e-paid segmentwas

achieved by You Telecom (92.7%) in rural areas and with Tata Comm (92.6%) in urban areas. In the
case opost-paid segmentthe lowest percentage of consumergas attaied by You telecomm
in both rural areas (88.5%) and urban areas (86.8%).

3.3.4: Maintainability Benchmark >85%)

The customer perception of the parameter maintainability is poor in Maharashtra metro circle as none of the
operators met theenchmark of 85%

1
T
T

In terms ofcustomers satisfied,the achievement level of the operators ranged from 50.0% to
75.0% in rural areas and from 47.4% to 71.1% in urban areas

The highest percentage of satisfied consumengith maintainability was achieved by Rel Comm
(75.0%)n rural areas and BSNL (71.1%) in urban areas.

The lowest percentages of customers satisfied were found with Sify in both rural areas (50.0%) and in
urban areas(47.4%).

3.3.5: Help Services/ Customer CareBenchmark >90%)

The customer perception tife parameter help service/ customer care is not satisfactory in Maharashtra
service area as three in rural areas as well as in urban areasweeldhedbenchmark of 90%.

T
)l
)l

In terms ofcustomers satisfied,the achievement level of the operatargyed from 87.3% to
99.3% in rural areas and from 87.7% to 99.1% in urban areas.

The highest percentage ofcustomers satisfiedwere found with BSNL and Hathway (99.3%) in
rural areas and BSNL (99.1%) in urban areas

The lowest percentages of customeisfisdtwere found with TTSL (87.3%) in rural areas and Rel
Comm (87.7%) in urban areas.

3.3.6:Consumers Protection and Redressal of Grievances

)l
)l

Awareness level was found quite high in the case of call centre/ customer care help line numbers as
this was ngorted by 95.9% of consumers surveyed.

Awareness about the contact details of nodal officer was found among 15.5% of the consumers
surveyed, with maximum in the cas&ibf in rural areas (19.4%) and Hathway in urban areas
(19.0%)

There has been somepmovement in the case of awareness about the contact details of Appellate
authority as this was reported by 13.4% of the broadband subscribers surveyed

Highest numbers of complaints to the call centre, within last six months, wereTatal€bsnm

in rurd areas (5.9%) and from Hathway in urban areas (5.4%).

Overall only 37.8% confirmed that they had received the docket number for most of their
complaints.
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4 DETAIL REPORT
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41PERFORMANCE COMPLIANCE

MAHARASHTRA SERVICE AREA

4.11 PERFORMANCE COMPLIANCE CSSd Basic Service (Wireline)MaharashtraCircle

The following table shows the performance of Basic service operatorsMaharashtraService Area
on various parameters.

Basic Service (Wireline) (SERVICE AREA MAHARASHTRA) - Parameter Based Péormance Compliance
Customers satisfied Customers
Customers with Billing satisfied Customers Customers| Customers
L performance Customers with g Satisfied g
Satisfied e satisfied ; satisfied
Name of the Operatol| Sample With satisfied Network with with with
Size - with Help | performance| L Supple
OPfI’(;\éIrSVI%ne Postpaid | Prepaid Services reliability M:t')?lti?m mentary sogr(\e/'i’ce:l(!s
and Y services
availabity
Benchmark >90% >95% >95% >90% >95% >95% >90% >90%
SERVICE AREA 0 MAHARASHTRA
Rural 320 91.7% 97.9% 98.5% 94.0% 85.7% 98.4% 948%
Bharti Urban 747 91.7% 98.3% 97.2% 97.4% 84.7% 97.3% 95.0%
Overall 1067 91.7% 98.2% 97.5% 96.8% 89.7% 97.6% 94.2%
Rural 320 93.3% 99.1% 94.8% 96.9% 85.0% 98.5% 94.7%
BSNL Urban 47 92.0% 98.1% 96.2% 97.5% 83.3% 98.7% 94.9%
Overall 1067 92.5% 98.4% 95.8% 97.3% 80.6% 98.6% 94.8%
Rel Rural 320 94.4% 96.5% 96.8% 95.4% 88.0% 97.9% 95.0%
Comm Urban 747 95.4% 99.0% 98.9% 97.5% 89.5% 96.2% 96.3%
Overall 1067 95.3% 98.3% 984% 96.9% 88.9% 96.6% 95.9%
Rural 320 90.6% 97.6% 91.4% 93.8% 85.0% 96.3% 92.5%
TTSL Urban 747 90.9% 97.8% 98.0% 97.2% 82.1% 97.7% 94.0%
Overall 1067 90.8% 97.8% 96.3% 96.2% 82.9% 97.2% 93.5%
1 The analysis reveal that in terms of meeting tichiark, the performanceRél Comm
was better than oth@éwo operators inMaharashtraervice aredt was able to meet
benchmark criteria dhout of 7 parameters. However on the issuenaintainability it
wasnot able to achieve the 95% benchmark.
1 Bharti and Tatawere able to meet the benchmarlb iparameters in rural areas and 6

parameters in urban aréathile both the operators wemot able to achieve the desired
benchmark standard amintainability in urban areas, in rural areas they failedéb the
benchmark imetwork performanceand maintainability.

The analysis reveals thatRel Comm was above the other operators who werproviding
basic wireline servicesin Maharashtra Service Area
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MAHARASHTRA SERVICE AREA

412 PERFORMANCE COMPLIANCE CSS 9 Cellular Mobile, MaharashtraCircle

The following table shows the performance of cellular operators Maharashtra Service Areaon
various parameters.

CSS Cellular (SERVICE AREA MAHARASHTRA) - Parameter Based Performance Compliance

Customers satisfied Customers
Customers with Billing sati_sfied Customers Cust_mn_ers Customers
Satisfied performance Customersf  with satisfied | Sausfied | "o ictied
sample sz|  With satisfied | Network with with with
Name of the Operator Provision . . with I—_Ielp perfqrme_mce Maintain Supple overall
of service Postpaid | Prepaid Services reliability ability mentary services
and services
availability
Benchmark >90% >95% >95% >90% >95% >95% >90% >90%
SERVICE AREA 8 MAHARASHTRA
Rural 320 94.0% 93.7% 93.1% 89.9% 91.0% 93.9% 82.8% 922%
Bharti Urban 747 95.5% 96.5% 92.2% 93.7% 92.8% 92.9% 89.3% 92.1%
Overall 1067 95.1% 95.7% 92.5% 92.1% 92.3% 93.6% 86.7% 92.7%
Rural 320 92.5% 85.8% 92.4% 89.8% 91.6% 88.4% 89.9% 89.7%
MTS Urban 747 94.7% 89.3% 91.4% 88.5% 91.8% 89.8% 88.6% 89.8%
Overd 1067 94.2% 88.2% 91.7% 89.1% 91.7% 88.6% 89.1% 89.8%
Rural 320 94.4% 94.3% 93.9% 83.3% 85.6% 79.1% 90.4% 88.8%
Aircel Urban 747 96.3% 94.5% 93.8% 82.6% 91.1% 88.3% 90.5% 91.4%
Overall 1067 95.6% 94.4% 93.8% 82.9% 89.4% 88.1% 91.4% 90.6%
Rural 320 91.0% 93.5% 81.0% 86.0% 82.5% 90.1% 87.5%
Uninor Urban 747 93.0% 92.5% 81.5% 90.3% 90.0% 90.7% 89.7%
Overall 1067 92.4% 92.8% 81.3% 89.0% 87.8% 90.5% 89.0%
Rural 320 96.2% 94.3% 97.1% 84.0% 91.5% 90.9% 91.3% 92.2%
BSNL Urban 747 95.2% 94.1% 95.8% 87.5% 92.7% 91.5% 90.3% 92.6%
Overall 1067 95.4% 94.1% 96.2% 86.0% 92.3% 89.9% 90.7% 92.5%
Rural 320 96.0% 92.6% 96.9% 82.2% 88.3% 85.8% 89.9% 90.3%
Rel Comm Urban 747 95.1% 98.1% 94.3% 86.1% 92.2% 90.5% 89.9% 92.4%
Overall 1067 95.4% 96.4% 95.1% 84.8% 91.0% 89.1% 89.9% 91.8%
Rural 320 96.3% 90.5% 94.1% 92.4% 93.3% 90.2% 90.9% 93.1%
TTSL Urban 747 96.5% 97.7% 94.2% 86.0% 93.2% 89.4% 94.1% 92.6%
Overall 1067 96.5% 95.6% 94.2% 88.6% 93.2% 90.0% 93.0% 92.8%
Rural 320 97.0% 86.4% 96.6% 88.8% 94.0% 97.7% 94.9% 93.8%
Idea Urban 747 94.4% 89.1% 93.2% 83.9% 91.4% 95.1% 95.4% 91.7%
Overall 1067 95.0% 88.3% 94.2% 85.9% 92.2% 95.9% 95.6% 92.3%
Rural 320 94.1% 97.6% 93.7% 94.0% 93.2% 93.4% 97.9% 94.1%
Vodafone Urban 747 93.7% 89.6% 93.4% 85.2% 92.2% 92.0% 92.4% 91.6%
Overall 1067 93.8% 92.0% 93.4% 89.0% 92.5% 93.2% 94.6% 92.3%

The analysis reve#hat in terms of meeting the benchmark, the performanimafoneand Idea were

better than other operators irMaharashtraervice areia rural aeasBoth wereable to meet benchmark

criteria orfive out ofeightparameters rural areasloweverjn urban areas the performance of Bharti,

BSNL, Rel Command TTSL were better than othes.

1 Other operators were not abbbemeet the benchmark on mo$the parametersITS wasable to
meet the benchmadkly onone parametenamelyprovision ¢ service.

The new operatpwho hagnteredMaharashtrat the beginningf the year 201 MTSwas able to

1

The analysis reveals thaBBSNL, Vodafoneand Idea are the operators whose services are better than

meet benchmark oonly one parameterAnother newentrant, Uninor, was however able to meet

the benchmark on two parameters.

other operators inMaharashtraService AreaThe other operators were not able tmeet performance
benchmark onmost of theparameters set by the TRAI.
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MAHARASHTRA SERVICE AREA

4.1.3 PERFORMANCECOMPLIANCE CSS 6 Broadband,MaharashtraService Area

The following table shows the performance of broadbandperators inMaharashtraService Areaon

various parametes.

Broadband (SERVICE AREA- MAHARASHTRA) - Parameter Based Performance Compliance
Customers Cust(_)mer_s _satisfie CL_Jst_oners_, Customers Custﬂorr_]ers Customers|
< Satisfied with Billing Customers| satisfied with satisfied Sat!sﬁed satisfied
Name of the Operator ar_nple With performance s_atlsfled Network with with with
Size e with Help | performance S Supple
Provision . . . A Maintain overall
of service Postpaid| Prepaid| Services rellab_lllty_ ._’:md ability mentary B e
availability services
Benchmark 90% 90% 90% 9% 85% 85% 85% 85%
SERVICE AREA d MAHARASHTRA
Rural 320 98.8% 96.5% 89.8% 90.8% 60.0% 83.7% 89. %
Bharti Urban 747 99.1% 96.6% 91.7% 92.8% 58.3% 90.2% 91.7%
Overall 1067 99.0% 96.6% 91.2% 92.2% 58.7% 88.8% 90.2%
Rural 320 96.6% 90.2% | 95.86 99.3% 85.8% 70.6% 85.9% 92.5%
BSNL Urban 747 97.1% 97.4% | 94.4% 99.1% 95.6% 71.1% 95.0% 98. %6
Overall 1067 96.9% 95.3% | 94.8% 99.1% 92.6% 70.9% 91.4% 97.1%
Rel Rural 320 99.1% 97.3% 89.8% 84.8% 75.0% 88.4% 89.4%
Comm Urban 747 96.7% 95.6% 87.7% 89.5% 69.8% 91.9% 88.4%
Overall 1067 97.4% 96.1% 88.3% 88.1% 71.2% 91.0% 88.7%
Tata Rural 320 92.2% 97.5% | 93.4% 98.1% 91.1% 64.7% 90.3% 96.6%
Comm Urban 747 96.1% 96.4% | 92.6% 90.4% 89.1% 53.7% 91.3% 91.0%
Overall 1067 94.9% 96.7% | 92.8% 92.7% 89.7% 56.96 91.1% 92.7%
Rural 320 93.8% 95.0% 98.6% 83.9% 50.0% 98.3% 94.1%
Sify Urban 747 96.0% 94.9% 98.9% 92.9% 47.4% 91.4% 98.5%
Overall 1067 95.3% 94.9% 98.8% 90.2% 48.2% 93.5% 97.2%
Rural 320 98.1% 89.7% | 96.1% 99.3% 89.5% 58.8% 97.0% 93.4%
Hathway Urban 747 99.3% 90.9% | 94.3% 97.7% 90.2% 52.4% 84.6% 91.3%
Overall 1067 99.0% 90.6% | 94.9% 98.1% 90.0% 54.2% 88.3% 91.9%
Rural 320 99.1% 96.9% 87.3% 83.3% 61.9% 94.6% 84.4%
TTSL Urban 747 98.5% 95.9% 87.8% 84.1% 62.5% 85.9% 84.5%
Overall 1067 987% 96.2% 87.7% 83.8% 62.3% 87.8% 84.4%
v Rural 320 93.1% 88.5% | 92.7% 98.0% 82.7% 72.2% 87.9% 87.8%
Teleocli)m Urban 747 94.1% 86.8% | 93.4% 97.7% 93.8% 47.6% 90.2% 89.4%
Overall 1067 93.8% 87.3% | 93.2% 97.8% 90.4% 55.0% 89.4% 88.9%
Rural 320 991% 97.9% 94.6% 87.3% 66.7% 85.7% 85.3%
Tikona Urban 747 98.7% 96.5% 89.1% 83.1% 64.6% 94.1% 83.8%
Overall 1067 98.8% 96.9% 90.5% 84.4% 65.2% 93.2% 84.3%

I The analysis revedhat in terms of meeting the benchmark, the performarigleadi, BSNL,
Tata comm and Sify in urban areagndBSNL, Tata Comm in rural areasvas better than other
operators irMaharashtraervice aredhey were abl® meet thdbenchmark criteria ohout of 8

parameters

1 They were followed by Hathway and You Telecom in urkas and Sify, Hathway ariklonain
rural areas as thegreable to meet the benchmark on alltlvatparametex

1 However, TTSL and Tikona was able to meet the benchmeniteriaon only 3 parameters

urbanareas

The analysis reveals that, performae of Bharti, BSNL, Tata Command Sify in urban areasnd
BSNL and Tata Comm in rural areasn broadband services was comparatively better than other
operators inMaharashtraService Area
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4.1.4 Overall rating of SPs
4.1.4.1 Basic Wirine Service

Basic Services in Rural Areas Basic Services in Urban Areas

9 Overall ratings, on scale
of 1-10, where 10 is vel
good and 1 is very ba
reveals that Reliance wi
the mean score of 8.8
rural areas and 8.29
urban areas have scor
highest points.

Reliance |8.37 Reliance | 829

Bharti

anses | :. !

BSNL

| 834 Bharti | 8.22

ailses | ¢.19
8.11
8.05

|5.14 BSNL

TTSL 8.01 TTSL

1 Overall ratings, on a scale Qi where 10 is very good and :
very bad, reveals tRg¢liancevith the mean score 8f38(8.39 in
Urban and 8.37 in rural areagmes first followed harti(8.22

in urban and@.34in rural areas)

TTSL and BSNIscoedless than the average score attained |
the service providers.

1 The differences in the meams aignificant at .05 level and th

Basic Services- Overall

Reliance \ 8.30

Bharti

anss | : 20

8.25
' |

eon. = 12 services are not homogenous.
s. [ 803 1 This could be seen from the ANOVA analysis shown below
ANOVA
Test of Homogeneity of Variances Sum of Squarg df Mean Square F Sig.
Between Group 74.334 3 24.77 19.714 .00d
Levene Statistic |df1| df2 | Sig. Within Graups 5359.36 4264 1.25]
80.763| 3| 4264 .000 Total 5433.70 4267

Further application of Games Howell Multiple Comparison post hoc analysis shows that the mean difference

betweerBharti and Reliancewsll as between BSNL and TTiShot significant at .0ével
Games HoweMultiple Comparisons

Mean . 95% Confidence Interval
Uy Eia S Difference(l-J) Sk (ST =l Lower Bound Upper Bound

Airtel BSNL .130* 0.049 0.038 0.00 0.26
Relance -0.124 0.050 0.051 -0.26 0.00
Tata Tele 214* 0.051 0.000 0.09 0.35
BSNL Airtel -.130* 0.049 0.038 -0.26 0.00
Reliance -.254* 0.046 0.000 -0.38 -0.14
Tata Tele 0.081 0.047 0.223 -0.03 0.21
Reliance Airtel 0.124 0.050 0.051 0.00 0.26
BSNL .257* 0.046 0.000 0.14 0.38
Tata Tele .349* 0.048 0.000 0.22 0.47
Tata Tele Airtel -.219*% 0.051 0.000 -0.35 -0.09
BSNL -0.089 0.047 0.223 -0.21 0.03
Reliance -.349* 0.048 0.000 -0.47 -0.22

*. The mean difference is significant at the 0.05 level.
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4.1.4.2 Cellular service

MAHARASHTRA SERVICE AREA

Idea
Bharti
BSNL

Vodafone

Cellular Servicesin Rural Areas

I 7.52
)

7.47
e 7.38
o 7.35

Cellular Servicesin Urban Areas

TTSL

Vodafone

Bharti

BSNL

17.53

1 752
| 7.46

1 7.42

Rel Comm
Aircel
MTS

Uninor

1 7.28
O 7.8
""" 714
/1702

Test of Homogeneity of Variances

Levene Statistic

di1| df2 | Sig.

36.163

[ee]

9594 .000,

i Overall ratings, on a scale €fQl

where 10 is very good and 1
very bad, reveals thHdeawith a
mean score of 52 is the highes
scorer in rural areas.

Likewise TTSL with the mee
score of 7.53 has scored t
highesin urban areas

9 Overall ratings, on a scale €fQ, where 10 is very good and 1 is
bad, reveals that Vodafone watimean score of 7.4@rban, 7.52 anc
Rural 7.35) has scored the highest. Idea and Bharti with the mes

T 4out of 9 of the service providéravescored less than the average s

Rel Comm ] 7.32 Idea 1 7.41
I — AlISPs I 734
AllSPs 7_ 7.27 Rel Comm 7:| 7.26
MTs ) 7.20 Aircel ] 7.26
Aircel T 6.99 MTs 7.11
Uninor o 6.86 Uninor T 7.09
Cellular Services - Overall
Vodafone ] 1 747
Bharti i ] 7.46
Idea ] 7.46 :
1 of 7.46 are not far behind
TTSL 1 7.44
BSNL | ] 7.41 . ’ :
AlSPs  — 7 32 attained by all the service providers.

1 The differences in the means are significant at .05 level and their
are not homogenous.

9 This could be seen from the ANOVA analysis shown below

ANOVA
Sum of Square] df Mean Squa F Sig.
Between Grouyg 244.74 8 30.59 12.164 .00(
Within Groups 24128.72 9594 2.51¢
Total 24373.46 9604

Further application of Games Howell Multiple Comparison post hoc analysis shows that the mean
difference betaen many of the operators is not significah@asignificancével. This codlbe
seen in the following table.
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OH_ 35

Games-Howvell

Multiple Comparisons

MAHARASHTRA SERVICE AREA

oo Confidence Intd

) SsSs1.1 (J) SA.1p Differen{std. Erro Sig.- Lowvwer BUpper Bo
Bharti BSNL O.053 O.0O074 0O.999 -0O.1.8d O.28d0
Rel Com O. 187 O.079 O.304H -0.06d O.4a43d
TTSL O.0249 O.074 1.00dg -0O.21d O.25d
Idea O. 003 O.081] 1.009g -0.25d O.26d9
Vodafoneg -0O.007 O.0849 1 .00g -0.27d O.25d0
MTS - 3B26* O.081] O.003 O.07g 0O.58d
Alircel . 285* O.073 O.003 O.06dg O.51d
UnNninor . 441> O. 079 O.00d O. 2009 O. 690
BSNL Bharti -0.054 O.074 O.999 -0.28d O.1.8d
Rel Com O. 135 O.063 O.4149 -0.06d O.33d
TTSL -0.029 0O.055 1.00g -0.20d O.14ad
Ildea -0.05 O.064 0O.998 -0.25d O.1.5d9
NV odafoneg -0.0549 O.067 O.9949 -0O.27d O. 150
MTS . 27Aa* O.0649 O.001] O.07g O.4a47g9
Alircel 232> O.0549 O.00dg O.07g O.4a90d
Uninor - 389 O.061) O.00dg O.20d9 0O.58d
Rel Comi Bhaurti -0O.1.87 O.079 O.305 -0.43d O.06d
BSNL -0O. 1345 O.063 O.419 -0.33d O.06d
TTSL -0O. 163 O.063 O.1749 -0.368d O.03d
Idea -0O.1.8H5 O.O71] O.1.8d -0.40d O.03d
Vodafoneg -0O.1949 O.073 O. 1649 -0.4a2d O.03d
MTS O. 139 O.O71] 0O.569 -0.08d O.36d9
Alircel O.097 O.061] O.80H5 -0.09d O. 290
Uninor . 254a9* O.068 O.00H O.04adg O.4a6d
TTSL Bhaurti -0.0249 O.074 1.00dg -0.25d O.21d9
BSNL 0O.028 O.055 1 .009g -0O.1.4ad O.20d
Rel Com O. 163 O.063 O.174 -0.03d O.36d9
Ildea -0.02- O.064 1.00dg -0.22d O.1.8d0
NV odafoneg -0O.031] O.067 1.00dg -0O.24ad O.1.8d
MTS . 302* O.065H O.00dg O.1.0d9 O.50d
Alircel 261> O.0549 O.00dg O.09gq 0O.4a43d
Uninor AL T™ O.061] O.00dg O.230 O.61.d9
Ildea Bharti -0O.003F O.081] 1.00g -0O.26d O.25d0
BSNL O.05 O.0649 O.998 -0O.1.5d O.25d
Rel Com O. 185 O.O71] O.1.8d -0.03d O.4a0d
TTSL O.023 O.0649 1.009g -0.1.8d O. 220
Nodafoneg -0O.009Y O.07H 1.00g -0O.24ad O.220
MTS - 3B23* O.073 O.00dg O. 109 O.55d0
Alircel . 282* O.063F O.00dg O.09(dqg O.4a48d
UnNninor . A9 O.07g O.00d O. 220 O.66d
VodafoneBharti O.007 O.0849 1.009g -0.25d O.27g9
BSNL O.059 O.067 0O.9949 -0.1.5d O.27g9
Rel Com O. 1949 O.073 O. 1649 -0.03d O.4a22dg
TTSL O.031 O.0671 1.00dg -0O.1.8d O.24ad
Ildea O. 009 O.07H 1.00dg -0O.22d O.24ad
MTS . B33+ O.07H O.00dg O.1.0d9 O.57d0
Alircel 291> O.0649 O.00dg O.09gq O.50d
Uninor - A4AaA8>* O.073 O.00dg O.22d9 O.67J9
MTS Bharti -.326™ O.081 O.003 -0.58d -0.07d
BSNL —-.27Aa* O.0649 O.0014 -0.4a7d -0.07d
Rel Com -0O. 139 O.O714 0O.569 -0.368d O.08d
TTSL -.302* O.065 O.00dg -0.50d -0O.1.0d
Ildea -.323* O.073 O.00dg -0.55d -0O.1.0d
Vodafong-.333* O.07H O.00dg -0O.57d -0O.1.0d
Alircel -0O.04aq] O.0649 O.999 -0O.24ad O.16d9
UnNninor O. 115 O.07g O. 777 - 0. 1.0d O.33d
Alircel Bharti -.285* O.073 O.003 -0O.51d -0.06d
BSNL -.232* O.0549 O.00dg -0.440d -0.07d
Rel Com -0.097 O.061] O.80H5 -0.29d O.09g
TTSL -.261™ O.054 O.00dg -0.4a43d -0.09d
Ildea -.282* O.063 O.00dg -0.48d - 0.09d
Vodafong-.291* O.0649 O.00dg -0.50d -0.09dg
MTS O.04a 1) O.064 0O.999 -0.1.6d O.24ad9
Uninor O. 157 O.06dg O. 185 -0.03d O.34adg
Uninor Bharti —-. 441> O.079 O.00dg -0.69d -0.20d
BSNL -.389* O.061 O.00dg -0.58d -0.20d
Rel Comi|-.254* O.068 O.00H -0.4a6d -0.04ad
TTSL -. A1 7> O.061] O.00dg -0O.61.d -0.23d
Idea —-.A339* O.07g O.00dg -0.66d -0.22d
Vodafong-.a44a48> O.073 O.00dg -0.67(d -0.22d
MTS —-O.115 O.07dg O. 771 -0.33d O.1.0d9
Alircel - 0. 157 O.068d O.18H - 0O.34d O.03dg
*. The mean difference is significant at the 0.05 level.

34

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and

4.1.4.3 Broadband service

MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

Tata Comm
Sify
Hathway
BSNL
AllSPs
Reliance
Bharti

You Telecom

Broadband Servicesin Rural Areas

e 313
[—Ye)
—— 507
1 7.90

T g a7
] 841
) 841
) 833

Broadband Servicesin Urban Areas

BSNL

Sify

Bharti

Tata Comm
AllSPs
Hathway
Reliance

You Telecom

8.88
|

8 85

18.65

——
e 507
| E—
—
1 8.05

1 Overall ratings, on

scale of 410, where 1C
is very good and 1 i
very bad, rewas that
Tata comm.with a
mean score of48{ has
scored highest in rur:
areas.

However, in urbar
areas BSNL with
mean score of 8.88 hi

Tikona _:I 7.68 Tata Teleservices _:I 7.61 come first
Tata Teleservices [ 7.60 Tikona [ 7.54
Broadband Services - Overall
esve [ - 9 Overall ratings, on a scale afQ where 10 is very got
s [, - - and 1 is very bad, reveals that Tata Comm with a
sharti | | =30 score of 8.47 has scored highest.

T comm | o2 1 5out of 9 of the service providers have scored less th:
A”” ? average score attained by all the service providers.
o I 1 The differences in the means are significant at .05 lev

vouretecor I ¢ oo their services are not homogenous.

vso N <o 1 This could be seen from the ANOVA analysisve below
rikona ([N 7 5o

Test of Homogeneity of Variances ANOVA
Sum of Squares df Mean Square F Sig.
Levene Statistic) dft | di2 | Sig. | |zetween Groups 100.15 8 12,51 13.38( .00(
23.180 8] 9594] .000] [lwithin Groups 8973.13 9594 935
Total 9073.29 9607

Further application of Games Howell Multiple Comparison post hoc analysis shows that the mean
difference between many of the operators is not significant at 0.05 significance level. This could be
seen in the following table.

35

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

Multiple Comparisons

QaH_26
Cames-Howell

95% Confidence Interval
Mean
Difference -
i s11 o S1.1 )} Sid. Error Sig. Lower Bound Upper Bound
Airtel BSHNL .094 029 .299 -.03 22
Reliance 1627 0325 .ooo .05 27
Tata Comm 035 .0zs .99z -.02 o Ba
Sify 1az’ 035 .00z .03 .25
Hathway AF3 .037 000 .06 .29
Tata Tele 313 041 .ooo 9 .44
You Telecom 1857 040 .0oo .06 321
Tikona .314° 041 .000 .19 .44
BSHNL Airtel -.094 039 .299 -.22 .03
Reliance 068 041 B2 -.06 .20
Tata Comm -.059 043 .9o07 -.19 a7
Sity .04g9 041 .g958 -.02 18
Hathway .os0 .04z 6329 -.05 =241
Tata Tele 219 046 000 .os .36
You Telecom .0g1 045 .540 =05 23
Tikona .2z20° 046 Nujuju] .0s .26
Reliance Airtel -.162° 0325 .0oo0 -.27 -.05
BSMNL -.068 041 TB2 -.20 .06
Tata Comm -127° 0329 Nuch] =25 0o
Sity -.020 .037 1.000 -13 .0g
Hathway .o11 029 1.000 -.11 <153
Tata Tele A5 .04z 011 .0z .28
You Telecom ozz .04z 1.000 -.11 15
Tikona 152 043 011 .0z .28
Tata Comm Adrtel -.035 .0zs 992 -.15 o=
BSMNL .0s59 043 .9o07 -.07 19
Reliance 127 029 0321 .01 25
Sify 108 039 127 -.01 23
Hathway 139 041 .0z1 .01 2F
Tata Tele 278’ 044 .aoo 14 .42
You Telecom 1507 044 .01 8 .01 29
Tikona 279’ 045 000 14 .4z
Sify Airtel -.142" 035 .00z -.25 -.03
BSMNL -.049 041 .ass -.18 .os
Reliance .0z0 037 1.000 -.09 b )
Tata Comm -.108 Bubci=] Sy [T 5 -.23 .01
Hathway Rulch| 039 R=l=lrg -.09 15
Tata Tele = b e .04z .00z .04 .30
You Telecom .04z .04z .a8s -.09 A7
Tikona A7z .043 .00z .04 .20
Hathway Airtel -173 037 000 -.29 -.06
BSMNL -.020 043 639 -.21 .05
Reliance -.011 0329 1.000 =13 11
Tata Comm -.139° 041 .0z21 -.27 -.01
Sity -.021 0329 997 -.15 .0g
Tata Tele 1ao’ 044 040 .00 .28
You Telecom 011 044 1.000 -1z A5
Tikona 141° 044 .04z .00 28
Tata Tele Airtel -213 041 000 -.44 -19
BSMNL -.219’ 046 000 -.36 -.08
Reliance -151° .04z o111 -.28 -.02
Tata Comm -.278° 044 .0oo0 -.42 -.14
Sity -171° .04z ooz -.30 -.04
Hathway -.140° 044 .040 -.28 .00
You Telecom -.128 .04a6 127 =27 .0z
Tikona 001 .04a7 1.000 -.15 A5
You Telecom Airtel -.185" 040 .00o0 -.21 -.06
BSMNL -.091 .04s5 .540 -.23 .05
Reliance -.022 .04z 1.000 -.15 = |
Tata Comm -.150° 044 018 -.2g9 -.01
Sify -.04z2 .04z .ass5 -17 .09
Hathway -.011 044 1.000 -.15 12
Tata Tele 128 046 127 -.02 27
Tikona 129 047 129 -.02 .28
Tikona Airtel -.214° 041 000 -.44 -.19
BSMNL -.220° 046 000 -.36 -.08
Reliance -.152" 043 o111 -.28 -.02
Tata Comm -.279° 045 .ooo -.42 -.14
Sify -172" 043 .00z -.30 -.04
Hathway -.141” 044 .04z -.28 .00
Tata Tele .ooo 047 1.000 -15 15
You Telecom -.129 047 129 - 28 0z

= The mean difference is significant at the 0.05 level.
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4.2 Graphical Presentation
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MAHARASHTRA SERVICE AREA

4.2.1 BASIC WIRE LINE 0 SERVICE AREA (MAHARASHTRA )

4.2.1. LUSTOMERS SATISFIED WITH PROVISION OF SERVICES

50.0%

100.0% -

90.0% -

80.0% -

70.0% -

60.0% -

91.7%
91.7%

[ Consumers' satisfied with provision of services, Rural
[ Consumers' satisfied with provision of services, Urhan
[ Consumers' satisfied with provision of services, Total

e Benchmark

| 94.4%
95.4%
95.3%

91.7%
| 93.3%

92.0%
‘ 92.5%
90.6%

90.9%

90.8%

Bharti

BSNL Rel Comm

TISL

Audit was conducted for 4 operators provic
basic wirdine services in Maharashtra.

All the operators were found meeting
benchmark of >90%.

Percentage of customers satisfied with
provision of services attained by all ther 1
operators ranged from 90.0% to 94.4% in r
areas and from 90.9% to 95.4% in urban are
Highest percentage of satisfied consumers
found in the case of Rel Comm in both rt
(94.4%) and urban (95.4%) areas

The lowest percentage of customextisfied
were with TTSL in both rural (90.6%) and url
(90.9%) areas

4.2.1.LZUSTOMERS SATISFIED WITH PREPAID BILLING SERVICES

Out of the four service providers covered duhiagtirvey, none had prepaid customers for their badioevire

service

4.2.1.3CUSTOMERS SATISFIED WITH POSTPAID BILLING SERVICES

100.0% -+

90.0% -

80.0% -

70.0%

60.0% -

50.0%

97.9%

98.3%
98.2%

=2 Consumers' satisfied with postpaid billing services, Rural
1 Consumers' satisfied with postpaid hilling services, Urban
[ Consumers' satisfied with postpaid hilling services, Total

=e=Benchmark

| 99.1%
98.1%
98.4%
| 99.0%
‘ 98.3%
97.6%
97.8%

| 96.5%

97.8%

Bharti

BSNL Rel Comm TTSL

Audit was conducted for 4 operatc
providing basic widine services i
Maharashtra.

All the operators were meeting t
benchmark of >95%.

Percentage of satisfied consumers amor
operators rangedaim 9%6.5%6 to 9D.1% in

rural areas and fron7. @6 t0 99.@% in urban
areas

Highest percentage of satisfied consur
were found in the case of BSNDO.(%b) in

rural areas and Rel Comm3.(%) in urban
areas

The lowest percentage of satisfied consui
was #ained by of Rel Commg%% in rural
areas and TTSB{.8%) in urban areas
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4.2.1.4 SATISFIED WITHHELP SERVICES

= Consumers' satisfied with help services, Rural
1 Consumers’ satisfied with help services, Urban
[ Consumers' satisfied with help services, Total

—s=Benchmark

| 98.5%
| 97.2%
‘ 97.5%
94.8%
| 96.2%
| 95.8%
| 96.8%
| 98.9%
‘ 98.4%
| 98.0%
| 96.3%

100.0% -

| 91.4%

90.0% -

80.0% -

70.0% -

60.0% -

50.0%

Bharti BSNL Rel Comm TTSL

Audit was conducted for 4 operators provic
basic wirdine services in Maharsahtra.

All the operators were meeting the benchn
of >90%.

Percentage of Customer satisfigt thie help
services ranged froni.@6 to 985% in rural
areas and from6@% to 98.9% in urban areas
Highest percentage of satisfied consumers
with Bharti (98%) in rural areas and R
Comm (98.9%) in urban areas

The lowest percentage of satisfiedsamers
was attained by of TTSL1(@%) in rural area:
andBSNL (96.26) in urban areas

4.2.1.5CUSTOMERS SATISFIED WITH NETWORK PERFORMANCE

—=1Consumers' satisfied with network performance, Rural
3 Consumers' satisfied with network performance, Urban
[ Consumers' satisfied with network performance, Total

=== Benchmark

| 97.4%
96.4%
96.9%
97.5%
97.3%
95.4%

| 97.5%

‘ 96.9%

| 97.2%
| 96.2%

100.0% -

| 94.0%
| 93.8%

90.0% -

80.0% -

70.0% -

60.0% -

50.0%

Bharti BSNL Rel Comm TTSL

= Consumers'satisfied with maintainability, Rural
[ Consumers'satisfied with maintainability, Urban
[ Consumers' satisfied with maintainability, Total

=i Benchmark

100.0%

%
8%5%
88{9%

85.7%
88.0%

84.7%

90.0% -

85.1
85.0
83.3%
83.9%
85.0
82.1%
82.9%

80.0% -

70.0% -

60.0% -

50.0%

Bharti BSNL RelComm TTSL

il
1

il
f

Audit was conducted for 4 operators providing b
wireline services in Maharshtra.

TTSLand Bhartin rural areas were not meeting
benchmark of >95%.

Percentagef Customer satisfied with the netwc
performance ranged fron3.86 to 96%% in rural
areas and fron72% to 9%% in urban areas
Highest percentage of satisfied consumers we
the case of BSNL (986) in rural areas and R
Command BSNL(975%) eahin urban areas

The lowest percentage of satisfied consumers
attained by of TTSL iboth rural (93.8%) areas anc
urban(97.2%areas

4.2.1.6CUSTOMERSSATISFIED WITH MAINTAINABILITY

Audit was conducted for 4 operators providing kt
wireline services in Maharashtra.

None of the operator was fodi meeting the
benchmark of >95%.

Percentage of Customer satisfied with the net
performance ranged fro8b.06 to 8.0% in rural
areas and from8.86 to 9A.53% in urban areas
Highest percentage of satisfied consumers
found with Rel Comm iboth rural (8.0%6) and
urban(89.80) areas.

The lowest percentage of satisfied consumers
attained by of BSNland TTSLin rural 85.@%
each andTTSL inurban area@2.246)
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MAHARASHTRA SERVICE AREA

4.2.1.7 SATISFIED WITHSUPPLEMENTRY SERVICES

100.0%

90.0%

80.0%

70.0%

60.0%

50.0%

3 Consumers' satisfied with supplementary services, Rural

[ Consumers' satisfied with supplementary services, Urban

[ Consumers' satisfied with supplementary services, Total

=== Benchmark

X o ¥ 2 X 53 o
S o &b a2 ¥ EEN
LN 0 ? ® ~ 0 < M NN
[a2] [a2]
. o O o 2 3 L o o
:
Bharti BSNL Rel Comm TTSL

1 Audit was conducted for 4 operators provid
basic wirdine services in Maharashtra

1 All were found to be meeting the benchmarl
>90%.

1 Percentage of Customer satisfied with
supplementary services ranged frén®® to
98.9%6 in rural areas and fror6.®6 to B. R0
in urban areas

1 Highest percentage of satisfied customers
found n the case of BSNL both rural (98.5%
and inurban areas (986)

1 The lowest percentage of satisfied consui
were found in the case of TTSB.@o6) in rural
areas anBel Comn(9.246) in urban areas

4.2.1.8USTOMERS SATISFIED WITH OVERALL SERVICES

3 Consumers' satisfied with overall services, Rural
1 Consumers' satisfied with overall services, Urban

= Consumers' satisfied with overall services, Total

=== Benchmark

A s @ s X

22 ¥ 2 R X 28 g ©
1000% - 5 o O Toe ° ¢ a £ 0 0

o o o 0 o U\i 0 N o o

—— — ] Q —

90.0% - \\ \\ \\ \\
80.0% -
70.0% -
60.0% -
50.0% T

Bharti BSNL Rel Comm TTSL

{1 Audit was conducted for 4 operators provic
bast wireline services in Maharashtra.

T All weremeeting the benchmark of >90%

fPercentage of Customer satisfied with
overall services ranged frégh%% to 950% in
rural areas and frond. @6 to %.3% in urban
areas

fHighest percentage of satisfied custemwere
found in the case Rel Comim both rural
(95.0%) andrban (8.3%) areas

fTWhereas, the lowest percentage of sati
customers were in the caseTafSL in both
rural 92.96) and urbardg.@%) areas
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MAHARASHTRA SERVICE AREA

4.2.2 CELLULAR SERVICE J SERVICE AREA (MAHARASHTRA )

4.22.1CUSTOMERS SATISFIED WITH PROVISION OF SERVICES

50.0%

100.0%

90.0% -

80.0% |

70.0% |

60.0% |

= Consumers' satisfied with provision of services, Rural
Consumers' satisfied with provision of services, Urban

[ Consumers' satisfied with provision of services, Total

==Benchmark

o B Low Wow EXy =X
T 1o o, ¥ol ;o ; = ~
T84 D5¢ <88 52% 28 8498 888 938 dmm
o " RO N Hdal - o~ = . Qo0
] —— — [9)] i ——

] —

' : : ' ' :
Bharti ~ MTS  Aircel  Uninor  BSNL Rel TTSL Idea  Vodafone

Comm

Audit was conducted for 9 operatc
providing celllar services in Maharashtra.

All operators were found to be meeting

benchmark of >90%.

Percentage of consumers satisfied with
provision of services attained by all the
operators ranged from 0% to 970% in

rural areas an@®% to $6.83% inurban areas
Highest percentage of consumers satisfiec
found with Idea in rural areas (®%) and
TTSLin urban areas@%%).

The lowest percentage of satisfied consui
was attained by Uninor in both rui@il.0%)
and urban 0%) areas

4.222 CUSTOMERS SATISFIED WITH PREPAID BILLING SERVICES

50.0%

100.0% -

90.0% -

80.0% -

70.0% -

60.0% -

% of consumers satisfied with prepaidbilling services, Rural
1% of consumers satisfied with prepaidbilling services, Urban

=% of consumers satisfied with prepaid billing services, Total

=== Benchmark

o o R R e 2 & 2
SN s e B8E g 220 Za0 28R 28d S48
oM NED ded iy 988 agfd SIT okt R
[ RV e huj U‘ﬂa AR S PR a0 —gi DA

T T T T T T T T
Bharti ~ MTS  Aircel  Uninor  BSNL Rel TTSL Idea  Vodafone
Comm

9 Audit was conducted for

1 The

9 operatc
providing cellular services in Maharashtr

1 Only BSNL, Reliance and Idea were fol

to be meeting the benchmark of >95%
rural area©Only BSNL waable to meet the
benchmark in urban areas.

1 Percentages of satisfied comsuby all the

operators ranged from 8% to 97.1% in
rural areas and fromL.@60 to %.80 in
urban areas.

9 Highest percentages of customers sati

were found with BSNL inboth rural
(97.2%) and urbarf95.8%) areas.

lowest percentage of satist
comrsumers was attained by MTSbuth
rural(92.4%0) and urbar{91.4%) areas.
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4.22.3 CUSTOMERSSATISFIED WITH POSTPAID BILLING SERVICES

3% of consumers satisfied with postpaid hilling services,
Rural

1% of consumers satisfied with postpaid hilling services,
Urhan

[ % of consumers satisfied with postpaid hilling services,
Urban

o o R e X ®
oot 32 ¥ 00 0 0 \0 0 F e o RR = ©
00% | @oa  gea F33 333 po8 20 Eoa Tou
[G] 0
90.0% - i w_%
80.0% -
70.0% -
60.0% -
50.0% T T T .
Bharti MTS Aircel BSNL  RelComm  TTSL ldea  Vodafone
*Uninor does not provide postpaid cellular services
2% of consumers satisfied with help services, Rural
% of consumers satisfied with help services, Urban
1% of consumers satisfied with help services, Total
==Benchmark
& 2 g
ENE Rew S e W 9 o
1000% | Bl @RS £X £e NES Bog Swd
o Do BXE swee XVNE wHd 00y gNo Ao
Ul SR8 noe f2% one Rgr Db B0 mUw
90.0% rax R SR — S Ear % _}ﬁ
S &
80.0%
70.0% -
60.0% +
50.0% + T T T
Bharti MTS  Aircel  Uninor ~ BSNL RelComm  TTSL Idea  Vodafone

Audit was conducted for 9 operators provic
cellular services in Maharashtra.

Only Bharti, Rel Comm and TTSL in urb
areas and Vodafone in rural areas were fou
be meetinghe benchmark of >95%.
Percentage of satisfied consumers by al
nine operators ranged fror6.86 to 97.6% in
rural areas and fron6.8% to 98.26 in urban
areas

Highest percentage of satisfied consumers
found with Vodafone9d(7.8%) in rural areas @n
Rel Commg8.20) in urban areas.

The lowest percentage of satisfied consul
was attained by IDEA in rura86(#6) and
urban (8.20) areas.

1 Audit was conducted for 9 operatc
providing cellular services in Maharashtre

1 Only TTSL and Vodafone in rlsxeas anc
Bharti in urban areas were found to
meeting the benchmark of >90%.

1 Percentage of consumer satisfied by al
nine operators ranged from 73.1% to 929
rural areas and 80.1% to 95.5% in ur
areas

1 Highest percentage of satisfied conssir
was found with Vodafone (92%) in ru
areas and Bharti (95.5%) in urban areas.

1 The Ilowest percentage of satisf
consumers was attained by of Aircel in k
rural as well as urban areas.
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4.225 CUSTOMERS ATISFIED WITH NETWORK PERFORMANCE

3% of consumers satisfied with network performance, Rural
% of consumers satisfied with network performance, Urban
% of consumers satisfied with network performance, Total
== Benchmark
° CRCRCR] °
100.0% 1 Sain o eoe 2MB NN e amm TR mMy
;c»g "'i‘"' Lo 508 . dof "84 aga 04N o
= il [t Rl A N A M- — e
90.0% | ] W] o
80.0% -
70.0% -
60.0% -
SOO% T T | T T T T
Bharti MTS Aircel  Uninor ~ BSNL  RelComm  TTSL Idea  Vodafone

Audit was conducted for 9 operatc
providing cellular servican Maharashtra.
None of the operators were found to
meeting the benchmark of >95%.
Percentages of customers satisfied by a
operators ranged fro8b.86 to 940% in
rural areas and fro@0.36 to B.26 in
urban areas

Highest percentages of custmmnsatisfied
were found with Idea (946) in rural area:
and TTSL (9.26) in urban areas.

The lowest percentage of satisf
consumers was attained by of Airceliial
areas (85.6%) and by Uninor in urban a
(90.3%)

4.226 CUSTOMERS SATISFIED WITH MAINTAINABILITY

1% of consumers satisfied with maintainability, Rural
1% of consumers satisfied with maintainability, Urban
3% of consumers satisfied with maintainability, Total
=== Benchmark
R oo
Rex . NS Rex
AH0 ¥ £, £ ®e owex NTL O ¥IN
o 1= wao RS Do\: omne DE\ oN g aunwm =R
1000% 1 58 ‘fg“‘? Vs gw oo hgi g%% 2°7 338
M= oo o8 n o1 AL BTy Cron O N — N
90.0% - B R L o iy S
ol )
I~
80.0% -
70.0% -
60.0% -
500% T T T T T T T
Bharti MTS  Aircel  Uninor ~ BSNL RelComm  TTSL Idea  Vodafone

Audit was conducted for 9 operatc
providing cellular services in Maharash
Only Idea was found to be meeting |
benchmark of >95% in both rural ar
urban areas.

Percentage of satisfied consumers b
the nine operators ranged fr@®.26 to

97.®6 in rural areas ar@&8.36 to %.1%

in urban areas

Highest percentage of consumers satis
was with ldea in both rural as well
urban areas.

The lowest percentage of satisf
consumers was with Aircel in both rura
well as urban areas.
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4.227 SATISFIED WITH SUPPLEMENTRY SERVICES

3% of consumers satisfied with supplementary services, Rural
1% of consumers satisfied with supplementary services, Urban
3% of consumers satisfied with supplementary services, Urban
==Benchmark <
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0¥, X 82X g f
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il
f

Audit was conducted for 9 operatc
providirg cellular services in Maharashtr
Aircel, Uninor, BSNL, TTSL, Idea anc
Vodafone were found to be meeting -
benchmark of >90%n both rural and
urban areas

Percentage of consumers satisfied by a
nine operators ranged from2.86 to

97.9%in rural aeas and from 886 to

954% in urban areas

Highest percentage of consumers sati
was found with Vodafone (9%) in rural
area and with IDEA (9%%6) in urban
areas.

The lowest percentage of satist
consumers was attained by Bharti in r
(82.8%)nd MTS (88.6%in urban areas.

4.228 CUSTOMERS SATISFIED WITH OVERALL SERVICES

1% of consumers satisfied vith overall services, Rural
1% of consumers satisfied vith overall services, Urhan

1% of consumers satisfied with overall services, Total

—s—Benchmark
o 2 ®
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Bharti MTS Aircel  Uninor ~ BSNL  RelComm  TTSL Idea  Vodafone

il
il

Audit was conducted for 9 operatc
providing cellular services in Maharashti
Percentage of customers satisfied by al
operators ranged from B% to 31.1% in

rural areas and from@.86 to .86 in

urban areas.

Highest level of satisfaction was found
the consumers ofodafonein rural areas
and BSNLand TTSLin urban areas.

The lowest percentage of satist
consumers was attainedUnyinor (87.9%)

in rural area anTS (89.8%) in urban
areas.
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4.2.3 Broadband serviced Service AreqMaharasitra)

4.231 CUSTOMERS SATISFIED WITH PROVISION OF SERVICES

1 Consumers satisfied with provision of services, Rural
[CConsumers satisfied with provision of services, Urhan
= Consumers' satisfied with provision of services, Total
=== Benchmark
wEs ® oX¥ e R
209 #R2 SFE e, ge AMO SN &
wao Q70 gnT o TR eBe Log dge wfR Gow
. a0 gho ogh Xg? gt 300 Oga Sdn  Oao
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500% T T T T T T T T
Bharti  BSNL Rel Tata Sify  Hathway  TTSL You  Tikona
Comm  Comm Telecom

Audit conducted fo® operators providing
broadband services in Maharashtra.

All the operators were found to |
meeting the benchmark of >90% in bc
urban and rural areas.

Percentage of customers satisfied with
provision of services attained by all
operators rangddom 2.26 to 991% in
rural areas and fromt. %% to 993% in
urban areas

Highest percentage of satisfied consur
was found in the case ®fSL, Tikona
and Rel comm (9% each) in rural are:
and Hathway (99.3%) in urban areas.
The lowest percentage ofatisfied
consumers were found in the case of -
Comm (2.2%) in rural areas and Yc
Telecom (9.246) in urban areas

4.232 CUSTOMERS SATISFIED WITH PREPAID BILLING SERVICES

% of consumers satisfied with prepaid billing services, Rural
1% of consumers satisfied with prepaid billing services, Urhan
3 % of consumers satisfied with prepaid billing services, Urban

s Benchmark

w3e  Fgx 2Fa Ao £54
% L Tt n r o o S e

100.0% —m_mi ggg - —ii ;gg:
90.0% | [EEEE— —
80.0% -
70.0% -
60.0% -
50.0% T T

BSNL Tata Comm Sify Hathway You Telecom

Audit was conducted for 9 operators provid
broadband services in Maharashtra.

All the operators were found to be meeting
benchnark of >90%.

Percentage of customers satisfied by all
operators ranged fron2.9% to %.2% in rural
areas and from2®% to 949% in urban areas
Highest percentage of customers satisfied
found withHathway(9.29%) in rural areas an
with Sify (94%) in urban areas.

The lowest percentage of satisfied consul
were found with You Telecon2(®»%) in rural
areas and with Tata Comn2.@b) in urban
areas
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4.23.3 CUSTOMERS SATISFIED WITH POSTPAID BILLING SERVICES

50.0%

96.5%
96.6%
96.6%

100.0% -

3% of consumers satisfied with postpaid hilling services,

Rural

% of consumers satisfied with postpaid hilling services,

Urban

= %of consumers satisfied with postpaid billing services,

Total
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4.234 SATISFIED WITH HELP SERVICES
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| 99.1%
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] 91.7%
| 91.2%

] 89.8%
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1% of consumers satisfied with help services,
1% of consumers satisfied with help services,
% of consumers satisfied with help services,

e Benchmark
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98.1%

| 92.7%
198.6%
| 98.9%
| 98.8%
]os.3%
[97.7%
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90.4%
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Urban
Total

] 98.0%

] 97.7%
| 97.8%

94.6%
1%
| 90.5%
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70.0% -
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] E7.8%
| B7.726
P

BSNL  RelComm  Tata
Comm

TTSL You  Tikona
Telecom

Audit was conducted for 9 operatc
providing broadband services
Maharashtra.

All, except Hiaway and You Telecom i
rural areas and You Telecom in urban al
were meeting the benchmark of >90%.
Percentage of satisfied consumers amor
operators ranged fromB.8% to 979% in
rural areas and from6.8%6 to 9.4 in
urban areas

Highest perceage of satisfied consume
were found in the case of Tikona 9% in
rural areas and BSNL7(@46) in urban areas
The lowest percentage of satisfied consul
was attained by You telecomm in both n
areas @3%) and urban areés6.8%).

Audit was onducted for 9 operator
providing broadband services
Maharashtra.

All, except Bharti, Rel Comm and TTSL
rural areas and Rel Comm, TTSL and Tik
in urban areas, were found to be meeting
benchmark of >90%.

Percentage of customers satisfied thi¢h
help services ranged from 36 to 99.3% in
rural areas and from7.&6 to 991% in
urban areas

Highest percentages of satisfied consui
were in the case @SNL andHathway
(993%) in rural areas aBSNL (991%) in
urban areas.

The lowest percerga of satisfied consume
were found in the case of TTSIZ.@o) in
rural areas and Rel Comrid.®) in urban
areas
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4.23.5 CUSTOMERS SATISFIED WITH NETWORK PERFORMANCE
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Audit was conducted for 9 operatc
providing broadband services in Maharast
All, exceptfour in rural areas and two i
urban areasyere meeting the benchmark
>85%.

Percentage of Customer satisfied with
network performance ranged fr@&2.26 to

91.2% in rural areas and fronB8.80 to

95.6% in urban areas

Highest percentage of satisfied consur
were in the case of Tata Con®d106) in

rural areas and BSNL5(8%) in urban areas
The lowest percentage of satisfied consul
was attained by ofou Telecom82.P06) in

rural areas and by Tikona.@6) in urban
areas

4.23.6 CUSTOMERS SATISFIED WITH MAINTAINABILITY
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Bharti  BSNL Rel Tata Sify  Hathway  TTSL You Tikona
Comm  Comm Telecom

Audit was conducted for 9 operatc
providing broadband services n
Maharashtra.

None of the operators were meeting
benchmark of >85%.

Percentage of customers satisfied with
maintainability ranged frdi0.®6 to 5.0%
in rural areas and frodv.46 to 71.26 in
urban areas

Highest percentage of satisfied consur
were in the case &el Comm(75.0%) in
rural areas arBiISNL (711%) in urban area
The lowest percentage of satist
consumers was attained by Sify in both |
area$50.@0) and in urban ared3(%%6).
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4.237 SATISFIED WITH SUPPLEMENTRY SERVICES
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T Audit was conducted for 9 operatc

providing bradband services in Maharash

1 All, Bharti in rural areas anHathwayin

urban areas, were found to be meeting
benchmark of >85%.

i Percentage of customers satisfied with

supplementary services ranged fr8/T%8 to
98.3% in rural areas and from.684 to
95.0% in urban areas

1 Highest percentage of consumers satis

were found with Sify 88%) in rural area:
and BSNL (5.0%) in urban area

1 The lowest percentage of satisfied consul

were found in the case of Bhar8.780) in
rural areas and Hathy (8.6%) in urban

4.238 CUSTOMERS SATISFIED WITH OVERALL SERVICES
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Bharti

BSNL RelComm  Tata Sify  Hathway
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TTSL You Tikona
Telecom

fTAudit was conducted for 9 operatc
providing broadband services in Maharast

TAll, excepfT TSLin rural areas andrSL and
Tikonain urban areas, were found meel
the benchmark of >85%

fPercentage of customers satisfied with
overall services ranged from484to 966%
in rural areas and from.B% to 8.%6 in
urban areas

fHighest percentage of satisfied custor
were found with Tata Comm (@) in rural
areas and BSNLE®0) in urban areas

1 The lowest percentage of S&d customer:
was found in the case of TTSLbioth rural
(844%) and urban @B5%)areas.
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5.ASSESSMENT OF IMPLEMENTATION AND EFFECTIVENESS OF TELECOM
CONSUMER PROTECTION AND REDRESSAL OF GRIEVANCES REGULATION, 2007.
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5.1: BASIC WIRELINE o MaharashtraService Area

5.11: Awareness about Call centre telephone numbehitogether 488 wireline consumers oft
operatos in Maharashtraervice areaae targeted. Out of thest,96(98.3%) were aare about the call
centre telephone numh#rtheiroperator. The highest percentage of aware sulbsesdisfyund in the case
of Bharti in rura{98.4%) areasdRel Comm iurban(98.9%preas

34(a). Are you aware of the call centre telephone nurab of your telecom service provider for making complaints/ query

Service Provider Yes No Total

Count %age Count %age Count Y%age
Rural 315 98.4% 5 1.6% 320 100.0%
Bharti Urban 736 98.5% 11 1.5% 747 100.0%
Total 1051 98.5% 16 1.5% 1067 100.0%
Rural 313 97.8% 7 2.2% 320 100.0%
BSNL Urban 735 98.4% 12 1.6% 747 100.0%
Total 1048 98.2% 19 1.8% 1067 100.0%
Rural 314 98.1% 6 1.9% 320 100.0%
Rel Comm Urban 739 98.9% 8 1.1% 747 100.0%
Total 1053 98.7% 14 1.3% 1067 100.0%
Rural 309 96.6% 11 3.4% 320 100.0%
TTSL Urban 735 98.4% 12 1.6% 747 100.0%
Total 1044 97.8% 23 2.2% 1067 100.0%
Rural 1251 97.7% 29 2.3% 1280 100.0%
Total Urban 2945 98.6% 43 1.4% 2988 100.0%
Total 4196 98.3% 72 1.7% 4268 100.0%

51 2: Consumer sb& c cesRéspondertsswera ésked if they kad made any complaints

within last6 months to call centre/ helpline number. The table below shows that 068 césfibndents,
588(13.86) had used this facility. The highest number of respondents, who had madescuaiitifilalasts

6 months were frorBharti(16.3%6) in rural areas and BSN20(36) in urban areas
34(b). Have you made any complaint within last 6 months to the toll free Call Centre/customer care/Helpline telephone nunmber

Service Provider Yes No Total
Count %age Count Y%age Count Y%age
Rural 52 16.3% 212 66.3% 320 100.0%
Bharti Urban 106 14.2% 641 85.8% 747 100.0%
Total 214 20.1% 853 79.9% 1067 100.0%
Rural 43 13.4% 304 95.0% 320 100.0%
BSNL Urban 152 20.3% 595 79.7% 747 100.0%
Total 168 15.7% 899 84.3% 1067 100.0%
Rural 42 13.1% 278 86.9% 320 100.0%
Rel Comm Urban 50 6.7% 697 93.3% 747 100.0%
Total 92 8.6% 975 91.4% 1067 100.0%
Rural 42 13.1% 278 86.9% 320 100.0%
Tata Teleservices| Urban 72 9.6% 675 90.4% 747 100.0%
Total 114 10.P%0 953 89.3% 1067 100.0%
Rural 208 16.3% 1072 83.8% 1280 100.0%
Total Urban 380 12.7% 2608 87.3% 2988 100.0%
Total 588 13.8% 3680 86.2% 4268 100.0%

5.1.3 Receipt of docket number against complaintsRespondents those who made complaints to call
cerire/ helpline numbers were asked whether they received docket number&88tgsgiondents who
made complaintenly 22.246 confirmed that thelyadreceived docket numbefgout 39%reportedthat

they did not receive docket number for most of the cortgptheyhadmade. The table also sh@4sPo

of respondents reported that docket number was given for their coroplgimisrequest. Denial of docket
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number for most of the complaints even on request was repygrt&d.86. Moreover,0.®6 of the
complanants revealed that call center refused to register their complaint.

35. With respect to complaint made by you to the call centre, please specify which of these was most applicable to you?

. Docket number [No Docket numbe . No docket numbe .
Service : . |1t was received o - Refused to regist
Provider received for mos received for mos request received even o the complaint Total
of the compmints | of the complaint request
Count | %age | Count | %age | Count | %age | Count | %age | Count | %age | Count | %age
Rural 21 40.4% 12 23.1% 11 21.2% 7 13.5% 1 1.9% 52 100.0%
Bharti Urban 23 21.7% 44 41.5% 25 23.6% 14 13.2% 0 0.0% 106 | 100.0%
Total 44 20.6% | 112 | 52.3% 36 16.8% 21 9.8% 1 0.5% 214 |100.0%
Rural 8 18.6% 23 53.5% 3 7.0% 8 18.6% 1 2.3% 43 100.0%
BSNL Urban 22 14.5% 82 53.9% 28 18.4% 19 12.5% 1 0.7% 152 |100.0%
Total 30 17.9% 78 46.4% 31 18.5% 27 16.1% 2 1.2% 168 |100.0%
Rural 8 19.0% 11 26.2% 12 28.6% 11 26.2% 0.0% 42 100.0%
Rel Comm | Urban 17 34.0% 3 6.0% 19 38.0% 11 22.0% 0.0% 50 |100.0%
Total 25 27.2% 14 15.2% 31 33.7% 22 23.9% 0 0.0% 92 100.0%
Tata Rural 12 28.6% 8 19.0% 9 21.4% 12 28.6% 1 2.4% 42 100.0%
Teleservices Urban 19 26.4% 19 26.4% 17 23.6% 17 23.6% 0.0% 72 100.0%
Total 31 27.2% 27 23.7% 26 22.8% 29 25.4% 1 0.9% 114 | 100.0%
Rural 49 23.6% 83 39.9% 35 16.8% 38 18.3% 3 1.4% 208 | 100.0%
Total Urban 81 21.3% | 148 | 38.9% 89 23.4% 61 16.1% 1 0.3% 380 |[100.0%
Total 130 | 22.1% | 231 | 39.3% | 124 | 21.1% 99 16.8% 4 0.7% 588 | 100.0%

5.1.4 Feedback from Call Centre:The respondents who made complaints to catecerlpline numbers
were also asked whether call centre informed them about the action taken on complain&380ut of
respondents who made complaif€g(79.8%) confirmed that they were informed about the action taken
on their complaints

36. Did tte Call Centre inform you about the action taken on your complaint?; Service Provider Wise
Service Provider Yes No Total
Count Y%age Count Y%age Count Y%age

Rural 35 67.3% 17 32.7% 52 100.0%

Bharti Urban 87 82.1% 19 17.9% 106 100.0%
Total 178 83.2% 36 16.8% 214 100.0%

Rural 32 74.4% 11 25.6% 43 100.0%

BSNL Urban 126 82.9% 26 17.1% 152 100.0%
Total 131 78.0% 37 22.0% 168 100.0%

Rural 33 78.6% 9 21.4% 42 100.0%

Rel Comm Urban 34 68.0% 16 32.0% 50 100.0%
Total 67 72.8% 25 27.2% 92 100.0%

Rural 38 90.5% 4 9.5% 42 100.0%

TTSL Urban 55 76.4% 17 23.6% 72 100.0%
Total 93 81.6% 21 18.4% 114 100.0%

Rural 167 80.3% 41 19.7% 208 100.0%

Total Urban 302 79.5% 78 20.5% 380 100.0%
Total 469 79.8% 119 20.2% 588 100.0%

5.15 Resolution of billing complaints: The following table shows that outS&Brespondents who had
complained to call centre/ customer caf®, (94.06) had billing related complaints. Out of thse
35.9% had confirmed that their complaint was satisfactorily resolved leyteall austomer care within
four week after lodging the complaint. This was reported maximum in theBizesi (1f6.0%) in rural
areas and BSNB3.66) in urban areas

51

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

37. Was your billing complaint resolved satisfactorily by call centre/customewiie four weeks after lodging of the complaint?

Service Provider Yes No Total
Count %age Count Y%age Count Y%age

Rural 8 16.0% 41 84.0% 49 100.0%

Bharti Urban 37 36.7% 63 63.3% 100 100.0%
Total 97 48.2% 104 51.8% 201 100.0%

Rural 9 232% 31 76.8% 40 100.0%

BSNL Urban 91 63.6% 52 36.4% 143 100.0%
Total 75 47.4% 83 52.6% 158 100.0%

Rural 3 8.7% 36 91.3% 39 100.0%

Rel Comm Urban 4 8.4% 43 91.6% 47 100.0%
Total 7 8.5% 79 91.5% 86 100.0%

Rural 2 6.2% 37 93.8% 39 100.0%

TTSL Urban 17 24.6% 51 75.4% 68 100.0%
Total 19 17.8% 88 82.2% 107 100.0%

Rural 50 25.7% 145 74.3% 195 100.0%

Total Urban 148 41.4% 209 58.6% 357 100.0%
Total 198 35.9% 354 64.1% 552 100.0%

5.1.6 Awareness about the contact details of nodal officer@nly 838 repondents(2.226) were aware
about the contact details of nodal officer. This was found to be highest in th&8aHde(8#% in rural
and3.8% in urban areas)

38. In case the complaint has not been resolved by the call centre, you can contactehelreatied as Nodal Officer. Are you aware of thi
contact details of the Nodal Officer?

Service Provider Yes No Total
Count %age Count %age Count %age

Rural 6 1.9% 314 98.1% 320 100.0%

Bharti Urban 8 1.1% 739 98.9% 747 100.0%
Total 14 1.3% 1053 98.7% 1067 100.0%

Rural 11 3.4% 309 96.6% 320 100.0%

BSNL Urban 27 3.6% 720 96.4% 747 100.0%
Total 38 3.6% 1029 96.4% 1067 100.0%

Rural 7 2.2% 313 97.8% 320 100.0%

Rel Comm Urban 12 1.6% 735 98.4% 747 100.0%
Total 19 1.8% 1048 98.2% 1067 100.0%

Rural 9 2.8% 311 97.2% 320 100.0%

TTSL Urban 8 1.1% 739 98.9% 747 100.0%
Total 17 1.6% 1050 98.4% 1067 100.0%

Rural 33 2.6% 1247 97.4% 1280 100.0%

Total Urban 55 1.8% 2933 98.2% 2988 100.0%
Total 88 2.1% 4180 97.9% 4268 100.0%

5.17 Complaints to Nodal officer: Out of the88 respondents who were aware of the contact details of
nodal officers, onl21 respondents had made complaint to Nodal officers which were not resolved or
unsatisfactorily resolved by call centre/ customer tas@s highdsin the case dBharti(50.06) in rural

areas and Bhaand TTSL(25.0%) in urban areas

39(a). Have you ever made a complaint to the Nodal Officer regarding your complaints not resolved or unsatisfactedyoyetwcall
centrécustomer care?

Service Provider Yes No Total
Count %age Count %age Count %age

Rural 3 50.0% 3 50.0% 6 100.0%

Bharti Urban 2 25.0% 6 75.0% 8 100.0%
Total 5 35.7% 9 64.3% 14 100.0%

Rural 2 18.2% 9 81.8% 11 100.0%

BSNL Urban 6 22.2% 21 77.8% 27 100.0%
Total 8 21.1% 30 78.9% 38 100.0%

Rural 2 28.6% 5 71.4% 7 100.0%

Rel Comm Urban 2 16.7% 10 83.3% 12 100.0%
Total 4 21.1% 15 78.9% 19 100.0%
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39(a). Have you ever made a complaint to the Nodal Officer regarding your complaints not resolved or unsatisfacted\yoxetwhcall
centrécustomer care?

Service Provider Yes No Total
Count %age Count %age Count %age
Rural 2 22.2% 7 77.8% 9 100.0%
TTSL Urban 2 25.0% 6 75.0% 8 100.0%
Total 4 23.5% 13 76.5% 17 100.0%
Rural 9 27.3% 24 72.7% 33 100.0%
Total Urban 12 21.8% 43 78.2% 55) 100.0%
Total 21 23.9% 67 76.1% 88 100.0%

5.1.8Accessibility of Nodal Officer: Out of these21complainantsl4 (66.7%) reported that they were able to contact
nodal officers without difficulty. Gth7 (33.3%) reported that it was difficult to contact the nodal officer of their
operator.

39(b). Were you able to contact to the Nodal officer without difficult

Service Provider Yes No Total
Count %age Count Y%age Count %age

Rural 1 33.3% 2 66.7% 3 100.0%

Bharti Urban 1 50.0% 1 50.0% 2 100.0%
Total 2 40.0% 3 60.0% 5 100.0%

Rural 1 50.0% 1 50.0% 2 100.0%

BSNL Urban 5 83.3% 1 16.7% 6 100.0%
Total 6 75.0% 2 25.0% 8 100.0%

Rural 2 100.0% 0 0.0% 2 100.0%

Rel Comm Urban 1 50.0% 1 50.0% 2 1000%
Total 3 75.0% 1 25.0% 4 100.0%

Rural 1 50.0% 1 50.0% 2 100.0%

TTSL Urban 2 100.0% 0 0.0% 2 100.0%
Total 3 75.0% 1 25.0% 4 100.0%

Rural 5 55.6% 4 44.4% 9 100.0%

Total Urban 9 75.0% 3 25.0% 12 100.0%
Total 14 66.7% 7 33.3% 21 100.0%

5.19 Feedback from Nodal officer:15 of thecomplainargtreported thaNodal Office had intimted thenaboutthe
decision taken on their complaint.

40. Did the Nodal Officer intimate you about the decision taken on your complaint?; Service Provider Wise

ServiceProvider Yes No Total
Count Y%age Count Y%age Count %age

Rural 2 66.7% 1 33.3% 3 100.0%

Bharti Urban 1 50.0% 1 50.0% 2 100.0%
Total 3 60.0% 2 40.0% 5 100.0%

Rural 2 100.0% 0 0.0% 2 100.0%

BSNL Urban 5 83.3% 1 16.7% 6 100.0%
Total 7 87.5% 1 125% 8 100.0%

Rural 1 50.0% 1 50.0% 2 100.0%

Rel Comm Urban 2 100.0% 0 0.0% 2 100.0%
Total 3 75.0% 1 25.0% 4 100.0%

Rural 1 50.0% 1 50.0% 2 100.0%

TTSL Urban 1 50.0% 1 50.0% 2 100.0%
Total 2 50.0% 2 50.0% 4 100.0%

Rural 6 66.7% 3 33.3% 9 100.0%

Total Urban 9 75.0% 3 25.0% 12 100.0%
Total 15 71.4% 6 28.6% 21 100.0%

5.1.10 Satisfaction with the resolution provided by Nodal OfficerAll, exceptwo from Bharti inrural
areagnd another from TTSL in urban araese satisfied with the resauatprovided by nodal officers.
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41. How satisfied are you with the redressal of the complaint by the Nodal Officer?; Service Provider Wise

Ser\_nce very dissatisfied Dissatisfied satisfied very satisfied Total
Provider
Count %age Count %age Count %age Count %age Count %age

Rural 1 33.3% 2 66.7% 3 100.0%
Bharti Urban 2 100.0% 2 100.0%
Total 1 20.0% 2 40.0% 2 40.0% 5 100.0%
Rural 1 50.0% 1 50.0% 2 100.0%
BSNL Urban 6 100.0% 6 100.0%
Total 7 87.5% 1 12.5% 8 100.0%
Rural 2 100.0% 2 100.0%
Rel Comm Urban 2 100.0% 2 100.0%
Total 4 100.0% 4 100.0%
Rural 2 100.0% 2 100.0%
TTSL Urban 1 50.0% 1 50.0% 2 100.0%
Total 1 25.0% 3 75.0% 4 100.0%
Rural 1 11.1% 7 77.8% 1 11.1% 9 100.0%
Total Urban 1 8.3% 9 75.0% 2 16.7% 12 100.0%
Total 2 9.5% 16 76.2% 3 14.3% 21 100.0%

5.1.11Reasons for dissatisfactionBoth the respondentsho werenot satisfied with the redressathuf
compl aint by the mModall dffffiicer rats eduiempasitie wi t h
reason fohis dissatisfaction.

5.1.2 Awareness about the contact details of Appellate Authoritgut of 4288 respondents
contacted during theursey only 91 (2.1%) were aware about the contact details of Appellate
Authority for filing of appeals on complaints not resolved or unsatisfactorily resolved by Nodal
officer . This was found to be highest in the caseedfComm(3.44%) in rural areas @M TSL

(2.80) in urban areas

43. Are you aware of the contact details of the appellate authority for filing of appeals?

Service Provider Yes No Total
Count Y%age Count Y%age Count %age

Rural 5 1.6% 315 98.4% 320 100.0%
Bharti Urban 8 1.1% 739 98.9% 747 100.0%
Total 13 1.2% 1054 98.8% 1067 100.0%
Rural 6 1.9% 314 98.1% 320 100.0%
BSNL Urban 17 2.3% 730 97.7% 747 100.0%
Total 23 2.2% 1044 97.8% 1067 100.0%
Rural 11 3.4% 309 96.6% 320 100.0%
Rel Comm Urban 14 1.9% 733 98.1% 747 100.0%
Total 25 2.3% 1042 97.7% 1067 100.0%
Rural 9 2.8% 311 97.2% 320 100.0%
TTSL Urban 21 2.8% 726 97.2% 747 100.0%
Total 30 2.8% 1037 97.2% 1067 100.0%

Rural 31 2.4% 1249 97.6% 1280 100.0%

Total Urban 60 2.0% 2928 98.0% 2988 100.0%

Total 91 2.1% 4177 97.%% 4268 100.0%

5.1.13:Appeal to Appellate Authority: Only 6 respondersthad filed appeal to the appellate
Authority. Of the6 respondents only had received the acknowledgement, one each from BSNL
TTSLand Rel Comm. However, all G@eomplainants realed thathe authorityhad not taken any
actionon their appeal in the last 3 months.
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44. Have you filed any appeal in last 6 months?

Service Provider Yes No Total
Count %age Count %age Count %age

Rural 0 0.0% 5 100.0% 5 100.0%

Bharti Urban 1 12.5% 7 87.5% 8 100.0%
Total 1 7.7% 12 92.3% 13 100.0%

Rural 1 16.7% 5 83.3% 6 100.0%

BSNL Urban 1 5.9% 16 94.1% 17 100.0%
Total 2 8.7% 21 91.3% 23 100.0%

Rural 0 0.0% 11 100.0% 11 100.0%

Rel Comm Urban 2 14.3% 12 85.7% 14 100.0%
Total 2 8.0% 23 92.0% 25 100.0%

Rural 1 11.1% 8 88.9% 9 100.0%

TTSL Urban 0 0.0% 21 100.0% 21 100.0%
Total 1 3.3% 29 96.7% 30 100.0%

Rural 2 6.5% 29 93.5% 31 100.0%

Total Urban 4 6.7% 56 93.3% 60 100.0%
Total 6 6.6% 85 93.4% 91 100.0%

5.1.14Provision of Marual of Practice by the OperatorsThe following table shows the number of
respondents who had been provided the manual of practice which contained terms and conditions of service,
grievance redressal mechanism etc. while taking the connection. ABOg€Rie®o) subscribers had
confirmed that they had received the manual of pradtdoaed to be highest in the caseRafi Comm

(24.70) in rural areas arBISNL (22.4%6) in urban aread6.8%6 of the respondents could not remember

about reeiving the manualf practice as theionnectionsvere quite old.

50. Have you been provided the Manual of Practice, containing the terms and conditions of service, toll free numbemtoé ealticcontact
detail of Nodal Officer and appellate authority for complagiressal etc., while subscribing the new telephone connection?; Service Pro

Wise
Serylce Yes No Do not remember Total
Provider
Count %age Count %age Count %age Count %age

Rural 71 22.2% 193 60.3% 56 17.5% 320 100.0%
Bharti Urban 156 20.9% 474 63.5% 117 15.7% 747 100.0%
Total 227 21.3% 667 62.5% 173 16.2% 1067 100.0%
Rural 67 20.9% 206 64.4% 47 14.7% 320 100.0%
BSNL Urban 167 22.4% 446 59.7% 134 17.9% 747 100.0%
Total 234 21.9% 652 61.1% 181 17.0% 1067 100.0%
Rural 79 24.7% 178 55.6% 63 19.7% 320 100.0%
Rel Comm Urban 159 21.3% 461 61.7% 127 17.0% 747 100.0%
Total 238 22.3% 639 59.9% 190 17.8% 1067 100.0%
Rural 57 17.8% 219 68.4% 44 13.8% 320 100.0%
TTSL Urban 148 19.8% 472 63.2% 127 17.0% 747 100.0%
Total 205 19.2% 691 64.8% 171 16.0% 1067 100.0%
Rural 274 21.4% 796 62.2% 210 16.4% 1280 100.0%
Total Urban 630 21.1% 1853 62.0% 505 16.9% 2988 100.0%
Total 904 21.2% 2649 62.1% 715 16.8% 4268 100.0%
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BASIC SERVICESWIRELINE
The following table shows the provider wise score on various provisions of the Telecom Consumer
Protection and Redressal of Grievances Act.

MAHARASHTRA SERVICE AREA

5.1.150verall Scored Telecom Consumer Protection and Redressal of Grievaex

S.N. Sub Parameter Bharti BSNL Rel Comm TTSL
o ] _ _ Rural [ 22.2% 20.9% 24.7% 17.8%

1 tlz?(ri;ge\t/\r/]gunset\(l)vrréir:n[;rc?/(;ilonlng of "Manwé practice while Urban 50.9% 52 4% >1.3% 19.8%
Overall | 21.3% 21.9% 22.3% 19.2%

Rural [ 98.4% 97.8% 98.1% 96.6%

2 Awareness of call center number for redressing grievances | Urban 98.5% 98.4% 98.9% 98.4%
Overall | 98.5% 98.2% 98.7% 97.8%

_ _ Rural | 16.3% 13.4% 13.1% 13.1%

3 ;P‘Spn%t;?t\ﬁ?h?g (iggtsgrznergznr?hide any complaint to the toll fre Urban 14.2% 20.3% 6.7% 9.6%
Overall | 20.1% 15.7% 8.6% 10.7%

Rural | 67.3% 74.4% 78.6% 90.5%

4 Call center infoming about the action taken on complaint Urban 82.1% 82.9% 68.0% 76.4%
Overall | 83.2% 78.0% 72.8% 81.6%

. N _ o Rural | 16.0% 23.2% 8.7% 6.2%

5 \Il?v(eazﬁlsutol;)lrz)gfgik:]lglré%r%c;rr;ri)riztamt by customer care within 4 Urban 36.7% 63.6% 8.4% 24.6%
Overall | 48.2% 47.4% 8.5% 17.8%

f tetail of nodal officer for redrecei Rural 1.9% 3.4% 2.2% 2.8%

6 S\I:\;i?ll'::sessso contact detail of nodal officer for re ressing Urban 1.1% 3.6% 1.6% 1.1%
Overall 1.3% 3.6% 1.8% 1.6%

Rural 1.6% 1.9% 3.4% 2.8%

7 Awareness of appellate autitg for redressing grievances Urban 1.1% 2.3% 1.9% 2.8%
Overall 1.2% 2.2% 2.3% 2.8%

1 Awareness level was found high in the case of call centre/ customer care help line numbers. This was
found in the range @@6.6% (Tata Eleservicedp 98.4% (Bharti)in rural areas and fron8.@%
(BSNL& TTSL) t098.9%6 (Rel Commnin urban areas

1 Awareness about the No@ficer was found to bew in Bharti(1.9%)and Rel Comn(2.2%)in
rural area2.8o in TTSL and3.4% in BSNL were are of the same in rural ardakewisejn
urban areas it ranged frort?4.(Bhartiand TTSI) to 3.6% (BSND.

1 Similarly, the awareness was also found to be low in the case of Appellate Aigihesityn
Relcomm in rural areas and in TTSL in urban area

1 Highest number of complaints to the call centre, withi tashths, vasmade by the subscribers

of Bharti (16.36) in rural areas and BSNRO(36) in urban areas atalvest in the case &el
Comm and TTSI13.26 eachin rural areas and Rel Con@®) in urban areas
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5.2 CELLULAR Mobile 7 Maharashtra Service Area

MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

5.2.1: Awareness about Call centre telephone numberltogether 963 mobile consumers of 9 operators in
Maharashtra circle were targeted ancb®837.0%) were aware about the call centielephone number of their
operators. The highest percentages of aware subscribers were found in theT@eske @8.1%) in rural areas and

MTS (87.3%) in urban areas.

Q36. Are you aware of the call centre telephone number of your telecom service piter for making complaints/ query?

Service Provider Yes No et

Count %age Count %age Count Y%age
Rural 281 87.8% 39 12.2% 320 100.0%
Bharti Urban 650 87.0% 97 13.0% 747 100.0%
Total 931 87.3% 136 12.7% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
MTS Urban 652 87.3% 95 12.7% 747 100.0%
Total 931 87.3% 136 12.7% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
Aircel Urban 649 86.9% 98 13.1% 747 100.0%
Total 928 87.0% 139 13.0% 1067 100.0%
Rural 278 86.9% 42 13.1% 320 100.0%
Uninor Urban 649 86.9% 98 13.1% 747 100.0%
Total 927 86.9% 140 13.1% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
BSNL Urban 648 86.7% 99 13.3% 747 100.0%
Total 927 86.9% 140 13.1% 1067 100.0%
Rural 276 86.3% 44 13.8% 320 100.0%
Rel Comm Urban 646 86.9%6 101 13.5% 747 100.0%
Total 922 86.4% 145 13.6% 1067 100.0%
Rural 282 88.1% 38 11.9% 320 100.0%
Tata Tele Urban 650 87.0% 97 13.0% 747 100.0%
Total 932 87.3% 135 12.7% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
Idea Urban 649 86.9% 98 13.1% 747 100.0%
Total 928 87.0% 139 13.0% 1067 100.0%
Rural 279 87.2% 41 12.8% 320 100.0%
Vodafone Urban 651 87.1% 96 12.9% 747 100.0%
Total 930 87.2% 137 12.8% 1067 100.0%
Rural 2512 87.2% 368 12.8% 2880 100.0%
Total Urban 5844 86.9% 879 13.1% 6723 100.0%
Total 8356 87.0% 1247 13.0% 9603 100.0%

5.2.2: Consumer s & c o Altpdether1917 £3.70bconsumers lead made coraplaints to the

call centre/ help line number of their operators in the last 6 months. This was found highestdasetof Aircel in
both urban (3.0%) and rural Z6.®46) areas. Lowest numbers of complaints were registered in the case of MTS

(18.1%) in urban areas and |de22(90) in rural areas.

Q37. Have you made any complaint within last 6 months to the toll fre€all Centre/customer care/Helpline telephone number?
Service Provider lES e Lol
Count %age Count Y%age Count Y%age
Rural 73 26.0% 208 74.0% 281 100.0%
Bharti Urban 124 19.1% 526 80.9% 650 100.0%
Total 197 21.2% 734 78.8% 931 100.0%
Rural 82 29.4% 197 70.6% 279 100.0%
MTS Urban 118 18.1% 534 81.9% 652 100.0%
Total 200 21.5% 731 78.5% 931 100.0%
Rural 92 33.0% 187 67.0% 279 100.0%
Aircel Urban 173 26.7% 476 73.3% 649 100.0%
Total 265 28.6% 663 71.4% 928 100.0%
Uninor Rural 88 31.7% 190 68.3% 278 100.0%
Urban 143 22.0% 506 78.0% 649 100.0%
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Q37. Have you made any complaint within last 6 months to the toll fre€all Centre/customer care/Helpline telephone number?
Service Provider e e Lol

Count %age Count %age Count %age

Total 231 24.9% 696 75.1% 927 100.0%

Rural 83 29.7% 196 70.3% 279 100.0%

BSNL Urban 159 24.5% 489 75.5% 648 100.0%

Total 242 26.1% 685 73.9% 927 100.0%

Rural 88 31.9% 188 68.1% 276 1000%

Rel Comm Urban 148 22.9% 498 77.1% 646 100.0%

Total 236 25.6% 686 74.4% 922 100.0%

Rural 66 23.4% 216 76.6% 282 100.0%

Tata Tele Urban 142 21.8% 508 78.2% 650 100.0%

Total 208 22.3% 724 77.7% 932 100.0%

Rural 64 22.9% 215 77.1% 279 100.0%

Idea Urban 135 20.8% 514 79.2% 649 100.0%

Total 199 21.4% 729 78.6% 928 100.0%

Rural 65 23.3% 214 76.7% 279 100.0%

Vodafone Urban 134 20.6% 517 79.4% 651 100.0%

Total 199 21.4% 731 78.6% 930 100.0%

Rural 701 27.9% 1811 72.1% 2512 100.0%

Total Urban 1276 21.8% 4568 78.2% 5844 100.0%

Total 1977 23.7% 6379 76.3% 8356 100.0%

5.2.3: Receipt of docket number against complaintsOnly 30.3% indicated that they had received
docket numbers for most of their complairt8.3% sample respondents indicated that they received
docket number only on request. Therefore altoge®ie®o did not receive the docket number at all.
Percentage of respondents not receiving the docket number was higher in rur@a@gsas compared
to urban area.1%).

Q38. With respect to complaint made by you to the call centre, please specify which of these was most applicable to you?

Docket number No docket number . No docket number
. - It was received on .
Senvice Provider received for rr_]ost of | received for most of request received even on Total
the complaints the complaints request

Count Y%age Count Y%age Count %age Count Y%age Count Y%age
Rural 14 19.2% 11 15.1% 46 63.0% 2 2.7% 73 100.0%
Bharti Urban 49 39.5% 12 9.7% 56 45.2% 7 5.6% 124 100.0%
Total 63 32.0% 23 11.7% 102 51.8% 9 4.6% 197 100.0%
Rural 12 14.6% 10 12.2% 57 69.5% 3 3.7% 82 100.0%
MTS Urban 34 28.8% 14 11.9% 61 51.7% 9 7.6% 118 100.0%
Total 46 23.0% 24 12.0% 118 59.0% 12 6.0% 200 100.0%
Rural 32 34.8% 15 16.3% 41 44.6% 4 4.3% 92 100.0%
Aircel Urban 51 29.5% 25 14.5% 86 49.7% 11 6.4% 173 100.0%
Total 83 31.3% 40 15.1% 127 47.9% 15 5.7% 265 100.0%
Rural 24 27.3% 18 20.5% 43 48.9% 3 3.4% 88 100.0%
Uninor Urban 41 28.7% 41 28.7% 52 36.4% 9 6.3% 143 100.0%
Total 65 28.1% 59 25.5% 95 41.1% 12 5.2% 231 100.0%
Rural 22 26.5% 12 14.5% 46 55.4% 3 3.6% 83 100.0%
BSNL Urban 51 32.1% 21 13.2% 80 50.3% 7 4.4% 159 100.0%
Total 73 30.2% 33 13.6% 126 52.1% 10 4.1% 242 100.0%
Rel Rural 28 31.8% 14 15.9% 43 48.9% 3 3.4% 88 100.0%
Comm Urban 45 30.4% 25 16.9% 68 45.9% 10 6.8% 148 100.0%
Total 73 30.9% 39 16.5% 111 47.0% 13 5.5% 236 100.0%
Rural 21 31.8% 11 16.7% 31 47.0% 3 4.5% 66 100.0%
Tata Tele| Urban 54 38.0% 27 19.0% 53 37.3% 8 5.6% 142 100.0%
Total 75 36.1% 38 18.3% 84 40.4% 11 5.3% 208 100.0%
Rural 14 21.9% 7 10.9% 41 64.1% 2 3.1% 64 100.0%
Idea Urban 51 37.8% 19 14.1% 58 43.0% 7 5.2% 135 100.0%
Total 65 32.7% 26 13.1% 99 49.7% 9 4.5% 199 100.0%
Rural 16 24.6% 12 18.5% 30 46.2% 7 10.8% 65 100.0%
Vodafone | Urban 41 30.6% 21 15.7% 63 47.0% 9 6.7% 134 100.0%6
Total 57 28.6% 33 16.6% 93 46.7% 16 8.0% 199 100.0%
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Q38. With respect to complaint made by you to the call centre, please specify which of these was most applicable to you?
Docket number No docket number n No docket number
. - It was received on .
Service Provider received for most of | received for most of e received even on Total
the complaints the complaints q request
Count Y%age Count %age Count %age Count %age Count %age
Rural 183 26.1% 110 15.7% 378 53.9% 30 4.3% 701 100.0%
Total Urban 417 32.7% 205 16.1% 577 45.2% 77 6.0% 1276 100.0%
Total 600 30.3% 315 15.9% 955 48.3% 107 5.4% 1977 100.0%

5.2.4: Feedback fromCall Centre: The respondents who made complaints to call centre/ helpline
numbers were also asked whether call centre informed them about the action taken on complaints. This
was confirmed by 495 (75.6%) complainants, of whic®70 (76.0%) were from urbarareas and Z5

(74.%% ) were from rural areas. The highest were fddodafonein rural (81.5%) areas and BSNL in

urban 84.3%0) areas.

39. Did the Call Centre inform you about the action taken on your complaint?
Service Provider WUED LY Lol
Count %age Count %age Count %age
Rural 57 78.1% 16 21.9% 73 100.00%
Bharti Urban 97 78.2% 27 21.8% 124 100.00%
Total 154 78.2% 43 21.8% 197 100.00%
Rural 65 79.3% 17 20.7% 82 100.00%
MTS Urban 96 81.4% 22 18.6% 118 100.00%
Total 161 80.5% 39 19.5% 200 10000%
Rural 71 77.2% 21 22.8% 92 100.00%
Aircel Urban 122 70.5% 51 29.5% 173 100.00%
Total 193 72.8% 72 27.2% 265 100.00%
Rural 56 63.6% 32 36.4% 88 100.00%
Uninor Urban 81 56.6% 62 43.4% 143 100.00%
Total 137 59.3% 94 40.7% 231 100.00%
Rural 64 77.1% 19 22.9% 83 100.00%
BSNL Urban 134 84.3% 25 15.7% 159 100.00%
Total 198 81.8% 44 18.2% 242 100.00%
Rural 58 65.9% 30 34.1% 88 100.00%
Rel Comm Urban 110 74.3% 38 25.7% 148 100.00%
Total 168 71.2% 68 28.8% 236 100.00%
Rural 51 77.3% 15 22.7% 66 100.00%
Tata Tele Urban 115 81.0% 27 19.0% 142 100.00%
Total 166 79.8% 42 20.2% 208 100.00%
Rural 50 78.1% 14 21.9% 64 100.00%
Idea Urban 110 81.5% 25 18.5% 135 100.00%
Total 160 80.4% 39 19.6% 199 100.00%
Rural 53 81.5% 12 18.5% 65 100.00%
Vodafone Urban 105 78.4% 29 21.6% 134 100.00%
Total 158 79.4% 41 20.6% 199 100.00%
Rural 525 74.9% 176 25.1% 701 100.00%
Total Urban 970 76.0% 306 24.0% 1276 100.00%
Total 1495 75.6% 482 24.4% 1977 100.00%

5.2.5Resolution of billing complaints: The following table show$977complainants had billing related
problems and 463 (74.0%) of them reported that their problem was resolved satisfactorily. Altogether
482 (32.9%) felt that their billing problem was not resolved to their satisfadtibighes in the case of
Idea(46.8%) inrural areas andircel (43.7%) in urbanareas.

40. Was your billing/ charging complaint resolved satisfactorily by call centre/customer care within four weeks after lodgirgj the
complaint?
. ; Yes No Total applicable
BRI P Count %age Count %age Count %age
Bharti Rural 38 70.4% 16 29.6% 54 100.0%
Urban 67 72.8% 25 27.2% 92 100.0%
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40. Was your billing/ charging complaint resolved satisfactorily by call centre/customer care within four weeks after lodgiraf the
complaint?
. . Yes No Total applicable
SEER [FICL S Count Y%age Count Y%age Count Y%age
Total 105 71.9% 41 28.1% 146 100.0%
Rural 43 70.3% 18 29.7% 61 100.0%
MTS Urban 66 76.0% 21 24.0% 87 100.0%
Total 109 73.6% 39 26.4% 148 100.0%
Rural 44 64.7% 24 35.3% 68 100.0%
Aircel Urban 72 56.3% 56 43.7% 128 100.0%
Total 116 59.2% 80 40.8% 196 100.0%
Rural 37 57.0% 28 43.0% 65 100.0%
Uninor Urban 70 66.0% 36 34.0% 106 100.0%
Total 107 62.6% 64 37.4% 171 100.0%
Rural 46 75.6% 15 24.4% 61 100.0%
BSNL Urban 83 70.3% 35 29.7% 118 100.0%
Total 129 72.1% 50 27.9% 179 100.0%
Rural 46 70.8% 19 29.2% 65 100.0%
Rel Comm Urban 73 66.2% 37 33.8% 110 100.0%
Total 119 67.9% 56 32.1% 175 100.0%
Rural 28 57.0% 21 43.0% 49 100.0%
Tata Tele Urban 73 69.5% 32 30.5% 105 100.0%
Total 101 65.6% 53 34.4% 154 100.0%
Rural 25 53.5% 22 46.5% 47 100.0%
Idea Urban 73 73.0% 27 27.0% 100 100.0%
Total 98 66.7% 49 33.3% 147 100.0%
Rural 27 56.3% 21 43.7% 48 100.0%
Vodafone Urban 70 70.8% 29 29.2% 99 100.0%
Total 97 66.0% 50 34.0% 147 100.0%
Rural 335 64.5% 184 35.5% 519 100.0%
Total Urban 646 68.4% 298 31.6% 944 100.0%
Total 981 67.1% 482 32.9% 1463 100.0%

5.2.6: Awareness about the contact details of nodal officer§ihe analysis shows that in Maharashtra around
18.1% sample respondents were aware about the contact details of the nodal officers. This was found to be highest
in the case of BSNL in rurdR6.9%) and urban 919.9%) areétswas found lowest in the case dhinorin rural

areas (12.2%) and Vodafonelrbanareag16.2%).

41. In case the complaint has not been resolved by the call centre, you can contact the next level called as Nodal Officery@u aware of
the contact details of the Nodal Officer?
Senice Provider (CS A ot
Count Y%age Count Y%age Count Y%age

Rural 59 18.4% 261 81.6% 320 100.0%

Bharti Urban 135 18.1% 612 81.9% 747 100.0%
Total 194 18.2% 873 81.8% 1067 100.0%

Rural 43 13.4% 277 86.6% 320 100.0%

MTS Urban 133 17.8% 614 82.2% 747 100.0%
Total 176 16.5% 891 83.5% 1067 100.0%

Rural 48 15.0% 272 85.0% 320 100.0%

Aircel Urban 126 16.9% 621 83.1% 747 100.0%
Total 174 16.3% 893 83.7% 1067 100.0%

Rural 39 12.2% 281 87.8% 320 100.0%

Uninor Urban 123 16.5% 624 83.5% 747 100.0%
Total 162 15.2% 905 84.8% 1067 100.0%

Rural 86 26.9% 234 73.1% 320 100.0%

BSNL Urban 149 19.9% 598 80.1% 747 100.0%
Total 235 22.0% 832 78.0% 1067 100.0%

Rural 75 23.4% 245 76.6% 320 100.0%

Rel Comm Urban 143 19.1% 604 80.9% 747 100.0%
Total 218 20.4% 849 79.6% 1067 100.0%

Tata Tele Rural 51 15.9% 269 84.1% 320 100.0%
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41. In case the complaint has not been resolved by the call centre, you can contact the next level called as Nodal Officelydu aware of
the contact details of the Nodal Officer?
Senice Provider e AL oG
Count Y%age Count Y%age Count Y%age

Urban 136 18.2% 611 81.8% 747 100.0%

Total 187 17.5% 880 82.5% 1067 100.0%

Rural 71 22.2% 249 77.8% 320 100.0%

Idea Urban 137 18.3% 610 81.7% 747 100.0%
Total 208 19.5% 859 80.5% 1067 100.0%

Rural 63 19.7% 257 80.3% 320 100.0%

Vodafone Urban 121 16.2% 626 83.8% 747 100.0%
Total 184 17.2% 883 82.8% 1067 100.0%

Rural 535 18.6% 2345 81.4% 2880 100.0%

Total Urban 1203 17.9% 5520 82.1% 6723 100.0%
Total 1738 18.1% 7865 81.9% 9603 100.0%

5.2.7 Complaints to Nodal officer:576 consumersywho were not satisfied with the resolution of their problem by
customer care executives, had contacted to the nodal offiighest in the case &odafonein rural areas (34.9%)
andBharti inurbanareaq35.6%).

Q42(a). Have you ever made a complaint to the Nodal Officer regarding your complaints not resolved or unsatisfactorily resaivby the
call centre/customer care?
Service Provider (ES il ot
Count %age Count %age Count Y%age
Rural 20 33.9% 39 66.1% 59 100.00%
Bharti Urban 48 35.6% 87 64.4% 135 100.00%
Total 68 35.1% 126 64.9% 194 100.00%
Rural 14 32.6% 29 67.4% 43 100.00%
MTS Urban 41 30.8% 92 69.2% 133 100.00%
Total 55 31.3% 121 68.8% 176 100.00%
Rural 16 33.3% 32 66.7% 48 100.00%
Aircel Urban 44 34.9% 82 65.1% 126 100.00%
Total 60 34.5% 114 65.5% 174 100.00%
Rural 12 30.8% 27 69.2% 39 100.00%
Uninor Urban 42 34.1% 81 65.9% 123 100.00%
Total 54 33.3% 108 66.7% 162 100.00%
Rural 27 31.4% 59 68.6% 86 100.00%
BSNL Urban 50 33.6% 99 66.4% 149 100.00%
Total 77 32.8% 158 67.2% 235 100.00%
Rural 24 32.0% 51 68.0% 75 100.00%
Rel Comm Urban 50 35.0% 93 65.0% 143 100.00%
Total 74 33.9% 144 66.1% 218 100.00%
Rural 17 33.3% 34 66.7% 51 100.00%
Tata Tele Urban 41 30.1% 95 69.9% 136 100.00%
Total 58 31.0% 129 69.0% 187 100.00%
Rural 23 32.4% 48 67.6% 71 100.00%
Idea Urban 43 31.4% 94 68.6% 137 100.00%
Total 66 3L.7% 142 68.3% 208 100.00%
Rural 22 34.9% 41 65.1% 63 100.00%
Vodafone Urban 42 34.7% 79 65.3% 121 100.00%
Total 64 34.8% 120 65.2% 184 100.00%
Rural 175 32.7% 360 67.3% 535 100.00%
Total Urban 401 33.3% 802 66.7% 1203 100.00%
Total 576 33.1% 1162 66.9% 1738 100.00%
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5.2.8 Accessibility to Nodal officer: Accessibility to nodal offcer was considered difficult by only81
complainants.

42(b). Were you able to contact to the Nodal officer without difficulty?
Service Provider e e Lol

Count %age Count %age Count %age
Rural 19 95.0% 1 5.0% 20 100.00%
Bharti Urban 47 97.9% 1 2.1% 48 100.00%
Total 66 97.1% 2 2.9% 68 100.00%
Rural 13 92.9% 1 7.1% 14 100.00%
MTS Urban 39 95.1% 2 4.9% 41 100.00%
Total 52 94.5% 3 5.5% 55 100.00%
Rural 15 93.8% 1 6.3% 16 100.00%
Aircel Urban 44 100.0% 0 0.0% 44 100.00%
Total 59 98.3% 1 1.7% 60 100.00%
Rural 10 83.3% 2 16.7% 12 100.00%
Uninor Urban 39 92.9% 3 7.1% 42 100.00%
Total 49 90.7% 5 9.3% 54 100.00%

Rural 26 96.3% 1 3.7% 27 0.00%
BSNL Urban 49 98.0% 1 2.0% 50 100.00%
Total 75 97.4% 2 2.6% 77 100.00%
Rural 23 95.8% 1 4.2% 24 100.00%
Rel Comm Urban 50 100.0% 0 0.0% 50 100.00%
Total 73 98.6% 1 1.4% 74 100.00%
Rural 16 94.1% 1 5.9% 17 100.00%
Tata Tele Urban 41 100.0% 0 0.0% 41 100.00%
Total 57 98.3% 1 1.7% 58 100.00%
Rural 22 95.7% 1 4.3% 23 100.00%
Idea Urban 43 100.0% 0 0.0% 43 100.00%
Total 65 98.5% 1 1.5% 66 100.00%
Rural 21 95.5% 1 4.5% 22 100.00%
Vodafone Urban 41 97.6% 1 2.4% 42 100.00%
Total 62 96.9% 2 3.1% 64 100.00%
Rural 165 94.3% 10 5.7% 175 100.00%
Total Urban 393 98.0% 8 2.0% 401 100.00%
Total 558 96.9% 18 3.1% 576 100.00%

5.2.9 Redressal by Nodal officer560 complainants reported that they were informed about the decision taken on
their complaint. Onlyl6 (2.8%) revealed that they were not informed about the decision taken on theillagadrby
the nodal officer, of which 5 were from urban areas and chlyaln rural areas.

43. Did the Nodal Officer intimate you about the decision taken on your complaint?
Service Provider i e ]

Count Y%age Count Y%age Count Y%age
Rural 18 90.0% 2 10.0% 20 100.00%
Bharti Urban 47 97.9% 1 2.1% 48 100.00%
Total 65 95.6% 3 4.4% 68 100.00%
Rural 13 92.9% 1 7.1% 14 100.00%
MTS Urban 41 100.0% 0.0% 41 100.00%
Total 54 98.2% 1 1.8% 55 100.00%
Rural 15 93.8% 1 6.3% 16 100.00%
Aircel Urban 43 97.7% 1 2.3% 44 100.00%
Total 58 96.7% 2 3.3% 60 100.00%
Rural 11 91.7% 1 8.3% 12 100.00%
Uninor Urban 42 100.0% 0 0.0% 42 100.00%
Total 53 98.1% 1 1.9% 54 100.00%

Rural 25 92.6% 2 7.4% 27 0.00%
BSNL Urban 49 98.0% 1 2.0% 50 100.00%
Total 74 96.1% 3 3.9% 77 100.00%
Rural 23 95.8% 1 4.2% 24 100.00%
Rel Comm Urban 49 98.0% 1 2.0% 50 100.00%
Total 72 97.3% 2 2.7% 74 100.00%
Tata Tele Rural 16 94.1% 1 5.9% 17 100.00%
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43. Did the Nodal Officer intimate you about the decision taken on your complaint?
Service Provider e e Lol
Count %age Count %age Count %age

Urban 41 100.0% 0 0.0% 41 100.00%

Total 57 98.3% 1 1.7% 58 100.00%

Rural 22 95.7% 1 4.3% 23 100.00%

Idea Urban 42 97.7% 1 2.3% 43 100.00%
Total 64 97.0% 2 3.0% 66 100.00%

Rural 21 95.5% 1 4.5% 22 100.00%

Vodafone Urban 42 100.0% 0 0.0% 42 100.00%
Total 63 98.4% 1 1.6% 64 100.00%

Rural 164 93.7% 11 6.3% 175 100.00%

Total Urban 396 98.8% 5 1.2% 401 100.00%
Total 560 97.2% 16 2.8% 576 100.00%

5.2.10 Satisfaction with the Nodal officer:Out of the B0 complainants who had contacted nodal officers for
resolution of their complaint§3 (10.9%) were dissatisfied witthe resolution provided by the nodal officer of their
operator.

Q44. How satisfied are you with the redressal of the complaint by the Nodal Officer?

Service Provider Very dissatisfied Dissatisfied Satisfied Very satisfied Total
Count %age Count %age Count %age Count %age Count Y%age
Rural 4 20.0% 8 40.0% 8 40.0% 20 100.0%
Bharti Urban 5 10.4% 25 52.1% 18 37.5% 48 100.0%
Total 9 13.2% 33 48.5% 26 38.2% 68 100.0%
Rural 4 28.6% 3 21.4% 7 50.0% 14 100.0%
MTS Urban 6 14.6% 21 51.2% 14 34.1% 41 100.0%
Total 10 18.2% 24 43.6% 21 38.2% 55 100.0%
Rural 2 12.5% 5 31.3% 9 56.3% 16 100.0%
Aircel Urban 5 11.4% 21 47.7% 18 40.9% 44 100.0%
Total 7 11.7% 26 43.3% 27 45.0% 60 100.0%
Rural 3 25.0% 6 50.0% 3 25.0% 12 100.0%
Uninor Urban 5 11.9% 23 54.8% 14 33.3% 42 100.0%
Total 8 14.8% 29 53.7% 17 31.5% 54 100.0%
Rural 2 7.4% 9 33.3% 16 59.3% 27 100.0%
BSNL Urban 4 8.0% 27 54.0% 19 38.0% 50 100.0%
Total 6 7.8% 36 46.8% 35 45.5% 77 1000%
Rel Rural 2 8.3% 17 70.8% 5 20.8% 24 100.0%
Comm Urban 3 6.0% 35 70.0% 12 24.0% 50 100.0%
Total 5 6.8% 52 70.3% 17 23.0% 74 100.0%
Rural 1 5.9% 1 5.9% 15 88.2% 17 100.0%
Tata Tele| Urban 4 9.8% 20 48.8% 17 41.5% 41 100.0%
Total 5 8.6% 21 36.2% 32 55.2% 58 100.0%
Rural 3 13.0% 9 39.1% 11 47.8% 23 100.0%
Idea Urban 4 9.3% 20 46.5% 19 44.2% 43 100.0%
Total 7 10.6% 29 43.9% 30 45.5% 66 100.0%
Rural 2 9.1% 6 27.3% 14 63.6% 22 100.0%
Vodafone | Urban 4 9.5% 19 45.2% 19 45.2% 42 100.0%
Total 6 9.4% 25 39.1% 33 51.6% 64 100.0%
Rural 23 13.1% 64 36.6% 88 50.3% 175 100.0%
Total Urban 40 10.0% 211 52.6% 150 37.4% 401 100.0%
Total 63 10.9% 275 47.7% 238 41.3% 576 100.0%
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5.2.11 Reasos for dissatisfaction with the solution provided by Nodal officer:Most of the complainants
(55.4%) were dissatisfiegs Nodal Officer was not equipped with adequate information

45. Please specify the reason(s) for your dissatisfaction
- Nodal Officer not Time taken by Nodal
Service Provider D|ff|c1’1\:gtdoalc%r£§g: wine equipped with adequatel Officer fpr r_edressal of Total
information complaint is too long
Count %age Count %age Count %age Count Y%age
Rural 3 75.0% 1 25.0% 4 100.0%
Bharti Urban 3 60.0% 2 40.0% 5 100.0%
Total 6 66.7% 3 33.3% 9 100.0%
Rural 3 75.0% 1 25.0% 4 100.0%
MTS Urban 4 66.7% 2 33.3% 6 100.0%
Total 7 70.0% 3 30.0% 10 100.0%
Rural 2 100.0% 0 0.0% 2 100.0%
Aircel Urban 1 20.0% 2 40.0% 2 40.0% 5 100.0%
Total 1 14.3% 4 57.1% 2 28.6% 7 100.0%
Rural 1 33.3% 2 66.7% 3 100.0%
Uninor Urban 3 60.0% 2 40.0% 5 100.0%
Total 1 12.5% 5 62.5% 2 25.0% 8 100.0%
Rural 2 100.0% 2 100.0%
BSNL Urban 2 50.0% 2 50.0% 4 100.0%
Total 4 66.7% 2 33.3% 6 100.0%
Rural 2 100.0% 2 100.0%
Rel Comm Urban 2 66.7% 1 33.3% 3 100.0%
Total 4 80.0% 1 20.0% 5 100.0%
Rural 1 100.0% 1 100.0%
Tata Tele Urban 2 50.0% 2 50.0% 4 100.0%
Total 3 60.0% 2 40.0% 5 100.0%
Rural 2 66.7% 1 33.3% 3 100.0%
Idea Urban 3 75.0% 1 25.0% 4 100.0%
Total 5 71.4% 2 28.6% 7 100.0%
Rural 2 100.0% 2 100.0%
Vodafone Urban 1 25.0% 2 50.0% 1 25.0% 4 100.0%
Total 1 16.7% 4 66.7% 1 16.7% 6 100.0%
Rural 1 4.3% 19 82.6% 3 13.0% 23 100.0%
Total Urban 2 5.0% 23 57.5% 15 37.5% 40 100.0%
Total 3 4.8% 42 66.7% 18 28.6% 63 100.0%

5.2.12 Awareness about the contact details of Appellate Authorityn Maharashtra circle377 (14.3%) cellular
subscribers we found to be aware about contact details of the appellate authority set up by their operators. This
was found to be highest in the caseMafdafone subscribers irrural areas (19.1%) and BSNL urbanareas
(15.4%).

Q46. Are you aware of the contact dails of the appellate authority for filing of appeals?
Service Provider (ES ALY LGIEY
Count %age Count %age Count %age
Rural 42 13.1% 278 77.70% 320 100.0%
Bharti Urban 106 14.2% 641 85.90% 747 100.0%
Total 148 13.9% 919 83.40% 1067 100.0%
Rural 44 13.8% 276 88.00% 320 100.0%
MTS Urban 102 13.7% 645 88.80% 747 100.0%
Total 146 13.7% 921 88.60% 1067 100.0%
Rural 53 16.6% 267 76.00% 320 100.0%
Aircel Urban 100 13.4% 647 82.60% 747 100.0%
Total 153 14.3% 914 80.60% 1067 100.0%
Rural 43 13.4% 277 89.00% 320 100.0%
Uninor Urban 98 13.1% 649 83.50% 747 100.0%
Total 141 13.2% 926 85.20% 1067 100.0%
BSNL Rural 57 17.8% 263 98.10% 320 100.0%
Urban 115 15.4% 632 88.80% 747 100.0%
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Q46. Are you aware of the contact dails of the appellate authority for filing of appeals?
Service Provider Yes No o]
Count %age Count %age Count %age

Total 172 16.1% 895 91.70% 1067 100.0%

Rural 52 16.3% 268 89.40% 320 100.0%

Rel Comm Urban 106 14.2% 641 83.70% 747 100.0%
Total 158 14.8% 909 85.40% 1067 100.0%

Rural 51 15.9% 269 95.60% 320 100.0%

Tata Tele Urban 95 12.7% 652 97.30% 747 100.0%
Total 146 13.7% 921 96.80% 1067 100.0%

Rural 59 18.4% 261 90.30% 320 100.0%

Idea Urban 85 11.4% 662 89.50% 747 100.0%
Total 144 13.5% 923 89.70% 1067 100.0%

Rural 61 19.1% 259 80.00% 320 100.0%

Vodafone Urban 108 14.5% 639 85.50% 747 100.0%
Total 169 15.8% 898 83.80% 1067 100.0%

Rural 462 16.0% 2418 87.10% 2880 100.0%

Total Urban 915 13.6% 5808 87.30% 6723 100.0%
Total 1377 14.3% 8226 87.20% 9603 100.0%

5.2.13 Redressal from Appellate authorityOut of these 377respondents, who were aware about the
contact details of Appellate authori40(53.7%) had filed appeal to the Appellate authority in the last 6
monthsi highest fromBSNL subscribers in both urbaBf9.1%) and rural §3.26) areas.

47. Have you filed any appeal in last 6 months?
Service Provider WUED LY Lol
Count %age Count %age Count %age
Rural 24 57.1% 18 42.9% 42 100.00%
Bharti Urban 62 58.5% 44 41.5% 106 100.00%
Total 86 58.1% 62 41.9% 148 100.00%
Rural 24 54.5% 20 45.5% 44 100.00%
MTS Urban 54 52.9% 48 47.1% 102 100.00%
Total 78 53.4% 68 46.6% 146 100.00%
Rural 31 58.5% 22 41.5% 53 100.00%
Aircel Urban 57 57.0% 43 43.0% 100 100.00%
Total 88 57.5% 65 42.5% 153 100.00%
Rural 22 51.2% 21 48.8% 43 100.00%
Uninor Urban 51 52.0% 47 48.0% 98 100.00%
Total 73 51.8% 68 48.2% 141 100.00%
Rural 36 63.2% 21 36.8% 57 100.00%
BSNL Urban 68 59.1% 47 40.9% 115 100.00%
Total 104 60.5% 68 39.5% 172 100.00%
Rural 23 44.2% 29 55.8% 52 100.00%
Rel Comm Urban 55 51.9% 51 48.1% 106 100.00%
Total 78 49.4% 80 50.6% 158 100.00%
Rural 24 47.1% 27 52.9% 51 100.00%
Tata Tele Urban 39 41.1% 56 58.9% 95 100.00%
Total 63 43.2% 83 56.8% 146 100.00%
Rural 30 50.8% 29 49.2% 59 100.00%
Idea Urban 44 51.8% 41 48.2% 85 100.00%
Total 74 51.4% 70 48.6% 144 100.00%
Rural 33 54.1% 28 45.9% 61 100.00%
Vodafone Urban 63 58.3% 45 41.7% 108 100.00%
Total 96 56.8% 73 43.2% 169 100.00%
Rural 247 53.5% 215 46.5% 462 100.00%
Total Urban 493 53.9% 422 46.1% 915 100.00%
Total 740 53.7% 637 46.3% 1377 100.00%

5.2.14 Acknowledgment from Appellate authority: All the complainants hav received
acknowledgement from the Appellate Authority.
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Appellate Authority,700(94.6%), reported that Authority had taken decision on their complainants

49. Did the appellate authority take a decision upon your appeal within 3 months of filing the appeal?
Service Provider e e Lol
Count %age Count %age Count %age
Rural 23 95.8% 1 4.2% 24 100.0%
Bharti Urban 57 91.9% 5 8.1% 62 100.0%
Total 80 93.0% 6 7.0% 86 100.0%
Rural 22 91.7% 2 8.3% 24 100.0%
MTS Urban 50 92.6% 4 7.4% 54 100.0%
Total 72 92.3% 6 7.7% 78 100.0%
Rural 30 96.8% 1 3.2% 31 100.0%
Aircel Urban 54 94.7% 3 5.3% 57 100.0%
Total 84 95.5% 4 4.5% 88 100.0%
Rural 20 90.9% 2 9.1% 22 100.0%
Uninor Urban 46 90.2% 5 9.8% 51 100.0%
Total 66 90.4% 7 9.6% 73 100.0%
Rural 35 97.2% 1 2.8% 36 100.0%
BSNL Urban 66 97.1% 2 2.9% 68 100.0%
Total 101 97.1% 3 2.9% 104 100.0%
Rural 22 95.7% 1 4.3% 23 100.0%
Rel Comm Urban 51 92.7% 4 7.3% 55 100.0%
Total 73 93.6% 5 6.4% 78 100.0%
Rural 23 95.8% 1 4.2% 24 100.0%
Tata Tele Urban 37 94.9% 2 5.1% 39 100.0%
Total 60 95.2% 3 4.8% 63 100.0%
Rural 29 96.7% 1 3.3% 30 100.0%
Idea Urban 42 95.5% 2 4.5% 44 100.0%
Total 71 95.9% 3 4.1% 74 100.0%
Rural 32 97.0% 1 3.0% 33 100.0%
Vodafone Urban 61 96.8% 2 3.2% 63 100.0%
Total 93 96.9% 3 3.1% 96 100.0%
Rural 236 95.5% 11 4.5% 247 100.0%
Total Urban 464 94.1% 29 5.9% 493 100.0%
Total 700 94.6% 40 5.4% 740 100.0%

5.2.16Awareness about item wise charges of prepaid servicesll the prepaid customers were asked
whether they were aware that a consumer can get item wise usage charges details, on requesB60ut of 8
prepaid customers & providers targeted8.2% reported that thewere aware of this facility.

50. Are you aware that a prepaid customer can get iteiwise usage charge details, on request?
Yes No Total
Service Provider Count Y%age Count %age Count Y%age
Rural 163 70.9% 67 29.1% 230 100.0%
Urban 417 77.5% 121 22.5% 538 100.0%
Bharti Total 580 75.5% 188 24.5% 768 100.0%
Rural 243 77.4% 71 22.6% 314 100.0%
Urban 604 82.5% 128 17.5% 732 100.0%
MTS Total 847 81.0% 199 19.0% 1046 100.0%
Rural 214 74.3% 74 25.7% 288 100.0%
Urban 548 81.5% 124 18.5% 672 100.0%
Aircel Total 762 79.4% 198 20.6% 960 100.0%
Rural 233 72.8% 87 27.2% 320 100.0%
Urban 594 79.5% 153 20.5% 747 100.0%
Uninor Total 827 77.5% 240 22.5% 1067 100.0%
Rural 219 77.6% 63 22.4% 282 100.0%
Urban 534 81.3% 123 18.7% 657 100.0%
BSNL Totd 753 80.2% 186 19.8% 939 100.0%
Rel Comm Rural 220 75.6% 71 24.4% 291 100.0%
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50. Are you aware that a prepaid customer can get iteswise usage charge details, on request?
Yes No Total
Service Provider Count %age Count %age Count %age

Urban 553 81.3% 127 18.7% 680 100.0%
Total 773 79.6% 198 20.4% 971 100.0%
Rural 159 71.0% 65 29.0% 224 100.0%
Urban 409 78.2% 114 21.8% 523 100.0%
Tata Tele Total 568 76.0% 179 24.0% 747 100.0%
Rural 234 77.0% 70 23.0% 304 100.0%
Urban 527 74.2% 183 25.8% 710 100.0%
Idea Total 761 75.0% 253 25.0% 1014 100.0%
Rural 231 75.3% 76 24.7% 307 100.0%
Urban 574 80.1% 143 19.9% 717 100.0%
Vodafone Total 805 78.6% 219 21.4% 1024 100.0%
Rural 1917 74.9% 644 25.1% 2561 100.0%
Urban 4759 79.6% 1216 20.4% 5975 100.0%
Total Total 6676 78.2% 1860 21.8% 8536 100.0%

5.2.17Denial of itemized usage charges detail:075(16.1%) reported that they were denied of their
requesbf the item wise usage charges.

51. Have you been denied of your request for itetwise usage charge details for your pr@aid connection?
Yes No Total
Service Provider Count %age Count %age Count %age
Rural 26 16.2% 137 83.8% 163 100.0%
Urban 72 17.2% 345 82.8% 417 100.0%
Bharti Total 98 16.9% 482 83.1% 580 100.0%
Rural 46 18.9% 197 81.1% 243 100.0%
Urban 101 16.7% 503 83.3% 604 100.0%
MTS Total 147 17.4% 700 82.6% 847 100.0%
Rural 33 15.4% 181 84.6% 214 100.0%
Urban 97 17.7% 451 82.3% 548 100.0%
Aircel Total 130 17.1% 632 82.9% 762 100.0%
Rural 42 18.1% 191 81.9% 233 100.0%
Urban 109 18.3% 485 81.7% 594 100.0%
Uninor Total 151 18.3% 676 81.7% 827 100.0%
Rural 41 18.6% 178 81.4% 219 100.0%
Urban 78 14.7% 456 85.3% 534 100.0%
BSNL Total 119 15.8% 634 84.2% 753 100.0%
Rural 41 18.7% 179 81.3% 220 100.0%
Urban 76 13.7% 477 86.3% 553 100.0%
Rel Comm Total 117 15.1% 656 84.9% 773 100.0%
Rural 30 18.9% 129 81.1% 159 100.0%
Urban 61 14.9% 348 85.1% 409 100.0%
Tata Tele Total 91 16.0% 477 84.0% 568 100.0%
Rural 39 16.7% 195 83.3% 234 100.0%
Urban 72 13.6% 455 86.4% 527 100.0%
Idea Total 111 14.6% 650 85.4% 761 100.0%
Rural 38 16.5% 193 83.5% 231 100.0%
Urban 73 12.7% 501 87.3% 574 100.0%
Vodafone Total 111 13.8% 694 86.2% 805 100.0%
Rural 337 17.6% 1580 82.4% 1917 100.0%
Urban 738 15.5% 4021 84.5% 4759 100.0%
Total Total 1075 16.1% 5601 83.9% 6676 100.0%

5.2.18: Reason for Denial:In majority of the cases no reason for the denial of item wise usage was
chargeswere given. Other 1% reported that their provider had told that itemized bill could not be
provided because of technical problem.
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52. What were the reason(s) for denying your request?

No reason given Technical problem Total

Service Provider Count Y%age Count %age Count %age
Rural 14 54.5% 12 45.5% 26 100.00%
Urban 36 49.7% 36 50.3% 72 100.00%
Bharti Total 50 51.0% 48 49.0% 98 100.00%
Rural 22 47.6% 24 52.4% 46 100.00%
Urban 52 51.6% 49 48.4% 101 100.00%
MTS Total 74 50.3% 73 49.7% 147 100.00%
Rural 18 54.5% 15 45.5% 33 100.00%
Urban 46 47.4% 51 52.6% 97 100.00%
Aircel Total 64 49.2% 66 50.8% 130 100.00%
Rural 23 54.9% 19 45.1% 42 100.00%
Urban 61 55.9% 48 44.1% 109 100.00%
Uninor Total 84 55.6% 67 44.4% 151 100.00%
Rural 18 43.5% 23 56.5% 41 100.00%
Urban 41 52.7% 37 47.3% 78 100.00%
BSNL Total 59 49.6% 60 50.4% 119 100.00%
Rural 22 54.0% 19 46.0% 41 100.00%
Urban 42 55.1% 34 44.9% 76 100.00%
Rel Comm Total 64 54.7% 53 45.3% 117 100.00%
Rural 16 53.5% 14 46.5% 30 100.00%
Urban 33 54.0% 28 46.0% 61 100.00%
Tata Tele Total 49 53.8% 42 46.2% 91 100.00%
Rural 22 56.6% 17 43.4% 39 100.00%
Urban 41 56.8% 31 43.2% 72 100.00%
Idea Total 63 56.8% 48 43.2% 111 100.00%
Rural 21 55.5% 17 44.5% 38 100.00%
Urban 43 58.8% 30 41.2% 73 100.00%
Vodafone Total 64 57.7% 47 42.3% 111 100.00%
Rural 177 52.5% 160 47.5% 337 100.00%
Urban 394 53.4% 344 46.6% 738 100.00%
Total Total 571 53.1% 504 46.9% 1075 100.00%

5.2.19 Provision of Manual of Practice by the Operators:The following table shows the number of
respondents who had been provided the manual of practice which contained terms and conditions of
service, grievance redressal mechanism etc. while taking the connection. AltogET3e(22.6%)
subscribers had confirmed ththey had received the manual of practice. This was found to be highest in
the case oBSNL (23.8%) in urban areas and Bharti§@3%) in rural areas.

53. Have you been provided the Manual of Practice, containing the terms and conditions of service, tadef number of call centre and

contact detail of Nodal Officer and appellate authority for complaint redressal etc., while subscribing the new telephone caetion?
Service Provid Yes No Do not remember Total

ervice Froviaer Count %age Count %age Count %age Count %age

Rural 92 28.8% 186 58.1% 42 13.1% 320 100.0%

Bharti Urban 167 22.4% 449 60.1% 131 17.5% 747 100.0%

Total 259 24.3% 635 59.5% 173 16.2% 1067 100.0%

Rural 81 25.3% 183 57.2% 56 17.5% 320 100.0%

MTS Urban 153 20.5% 453 60.6% 141 18.9% 747 100.0%

Total 234 21.9% 636 59.6% 197 18.5% 1067 100.0%

Rural 89 27.8% 178 55.6% 53 16.6% 320 100.0%

Aircel Urban 172 23.0% 454 60.8% 121 16.2% 747 100.0%

Total 261 24.5% 632 59.2% 174 16.3% 1067 100.0%

Rural 69 21.6% 202 63.1% 49 15.3% 320 100.0%

Uninor Urban 159 21.3% 480 64.3% 108 14.5% 747 100.0%

Total 228 21.4% 682 63.9% 157 14.7% 1067 100.0%

BSNL Rural 75 23.4% 176 55.0% 69 21.6% 320 100.0%
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53. Have you been provided the Manual of Practice, containing the terms and conditions of service, todlef number of call centre and
contact detail of Nodal Officer and appellate authority for complaint redressal etc., while subscribing the new telephone cmetion?

Service Provid Yes No Do not remember Total
ervice Frovider Count %age Count %age Count %age Count Y%age
Urban 178 23.8% 398 53.3% 171 22.9% 747 100.0%
Total 253 23.7% 574 53.8% 240 22.5% 1067 100.0%
Rural 74 23.1% 197 61.6% 49 15.3% 320 100.0%
Rel Comm Urban 162 21.7% 473 63.3% 112 15.0% 747 100.0%
Total 236 22.1% 670 62.8% 161 15.1% 1067 100.0%
Rural 64 20.0% 200 62.5% 56 17.5% 320 100.0%
Tata Tele Urban 153 20.5% 449 60.1% 145 19.4% 747 100.0%
Total 217 20.3% 649 60.8% 201 18.8% 1067 100.0%
Rural 73 22.8% 204 63.8% 43 13.4% 320 100.0%
Idea Urban 164 22.0% 466 62.4% 117 15.7% 747 100.0%
Total 237 22.2% 670 62.8% 160 15.0% 1067 100.0%
Rural 76 23.8% 200 62.5% 44 13.8% 320 100.0%
Vodafone Urban 172 23.0% 448 60.0% 127 17.0% 747 100.0%
Total 248 23.2% 648 60.7% 171 16.0% 1067 100.0%
Rural 693 24.1% 1726 59.9% 461 16.0% 2880 100.0%
Total Urban 1480 22.0% 4070 60.5% 1173 17.4% 6723 100.0%
Total 2173 22.6% 5796 60.4% 1634 17.0% 9603 100.0%
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5.220 OVERALL SCORE - CELLULAR (MOBILE)
The following table shows the provider wise score on various provisions of the Telecom Consumer
Protection and Redressal of Grievances Act.

SN. Sub Parameter Bharti MTS Aircel | Uninor | BSNL R:cl)'r?]?ﬁe T elg:gii ces Cle?lilaar Vodafone
For prepaid customers | Rural [ 70906 | 77.49% | 74.3% | 72.8% | 77.6% | 75.6% 71.0% 77.0% 75.3%
1 awareness about itemise Urb
usage charge details on |_—'°2" | 77.5% | 82.5% | 81.5% [ 79.5% | 81.3% [ 81.3% 78.2% 74.2% 80.1%
request 0 Il
verall | 7550 | 810% | 79.4% | 77.5% | 80.2% | 79.6% 76.0% 75.0% 78.6%
Cdgg‘fgfs(;g\r/é’rrgﬁ%d ol Rural | 16.29% | 18.9% | 15.4%| 18.1% | 18.6% | 18.7% 18.9% 16.7% | 16.5%
2 "e(?;g;fffé’fﬁ?f g;zrge Urban | 17205 | 16.7% | 17.7% | 18.3% | 14.7% | 13.m% 14.9% 136% | 12.7%
connection Overall | 16905 | 17.4% | 17.19% | 18.3% | 15.8% | 15.1% 16.0% 146% | 13.8%
Provisioning of "Manual of Rural | >g 8o | 2539 | 27.8% | 21.6% | 23.4% | 23.1% 20.0% 22.8% 23.8%
i i _. . 0 . 0 . 0 . 0 . 0 . 0 . 0 . 0 . 0
3 pracrt]'g\fv‘::vg:ﬁ;i‘gg‘ng the | Urban | 55 406 | 205% | 23.0% | 21.3% | 23.8% | 21.7% 20.5% 22.0% | 23.0%
Overall | 54305 | 21.9% | 24.5% | 21.4% | 23.7% | 22.1% 20.3% 22.2% 23.2%
Awareness of call center Rural | g7 g0, | 87.206 | 87.2% | 86.9% | 87.2% | 86.3% 88.1% 87.2% 87.2%
4 ”Umb;rig\?;;iifsessmg Urban | g7 00 | 87.3% | 86.9% | 86.9% | 86.7% | 86.5% 87.0% 86.9% | 87.1%
Overall [ g7 305 [ 87.3% | 87.0% | 86.9% | 86.9% | 86.4% 87.3% 87.0% 87.2%
Penetration of customers| RUral [ 2600 | 29.4% | 33.00 | 31.7% | 29.7% | 31.9% 23.4% 22.9% 23.3%
5 made any complaint to the Urb
toll free number within lastl = P20 | 19.1% | 181% | 26.7% | 22.0% | 245% | 22.9% 21.8% 20.8% 20.6%
12 months Overall
21.2% | 21.5% | 28.6% | 24.9% | 26.1% | 25.6% 22.3% 21.4% 21.4%
Call center informing about Rural | 78106 [ 79.3% | 77.2% | 63.6% | 77.1% | 65.9% 77.3% 78.1% | 81.5%
6 the icotr‘r‘]’;;?‘rfte” on Urban | 78 205 [ 81.4% | 705% | 56.6% | 84.3% | 74.3% 81.0% 81.5% | 78.4%
Overall | 7g 205 | 80.5% | 72.8% | 59.3% | 81.8% | 71.2% 79.8% 80.4% 79.4%
Resolution of billing Rural | 7049 | 70.3% | 64.7%| 57.0% | 75.6% | 70.8% 57.0% 53.5% 56.3%
7 complaint by customer carg Urb
within 4 weeks of lodging |~ 22" | 72.8% | 76.0% | 56.3% | 66.0% | 70.3% | 66.2% 69.5% 73.0% 70.8%
complaint Overall
71.9% | 73.6% | 59.2% | 62.6% | 72.1% | 67.9% 65.6% 66.7% 66.0%
Awareness of contact deta Rural | 18 406 | 13.4% | 15.0% | 12.206 | 26.9% | 23.4% 15.9% 22.2% 19.7%
8 r g;r’;‘;gﬁ]';g'ﬁ:\f/;ﬂfces Urban [ 18105 | 17.8% | 16.9% | 16.5% | 19.9% | 19.1% 18.2% 183% | 16.2%
Overall | 18205 | 16.5% | 16.3% | 15.206 | 22.0% | 20.4% 17.5% 19.5% 17.2%
Awareness of appellate Rural | 13105 | 13.8% | 16.6% | 13.4% | 17.8% | 16.3% 15.9% 18.4% 19.1%
9 a“thogt{ef\?;rfgg;essmg Urban | 14000 | 13.7% | 13.4% | 13.1% | 15.4% | 14.2% 12.7% 11.4% | 14.5%
Overall [ 13996 | 13.7% | 14.3% | 13.2% | 16.1% | 14.8% 13.7% 135% | 15.8%

Awareness level was found high in the case of call centre/ customer care help line numbers. This was found in the
range 6 86.2%6 (Rel Comn) to 87.3%6 (MTS) in urban areas and fro86.3% (Rel Commjo 88.1% (TTSL).
Overall awareness about the Nodal Officer is increasing amongst the subscribers and@il%&s Maharashtra
circle. However provider wise analysis shows thawas quite low in the case &fninor in rural (12.29%) and

Vodafone in urbaif16.2%) areas but good in the case of BSNL in both urbar®¥Pand rural (26.9%) areas.
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Highest number of complaints the call centre, within last Ionths, was made by thalscribers of Aircel in

bothrural (33.0%) as well asirban(26.7%) areas

Awareness about item wise usage charges in the case of pre paid services was found in the0 &g ¢Bdbfarti)

to 75.3% (Vodafone) in rural areas and from 74.2% (It282.%% (MTS) in urban areas

Denial of item wise usage charges on request in the case of pre paid connection was reported highest from the
subscribers oMTS and TTSL(18.9% each) in rural areasandUninor (18.3%) in urbanareas.
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5.3 BROADBAND 6 Maharashtra Metro Circle

MAHARASHTRA SERVICE AREA

5.3.1: Awareness about Call centre telephone numbéidtogether 96® broadband consumers of 9
operator in Maharashtra service area were targeted. Out dd2t2685.9%6) were aware about the call
centre telephone numbafrtheir operatorsThe highest percentage of aware subscribers was found in the

case offikona(9.6%) in rural areas ahdta ComnandHathway(96.8%6 each) in urban areas.

Q27. Are you aware of the call centre telephone number of

our broadband service provider for makirmpmplaints/ query?

. ) Yes No Total
Service Provider

Count %age Count %age Count %age
Rural 306 95.6% 14 4.4% 320 100.0%
Bharti Urban 720 96.4% 27 3.6% 747 100.0%
Total 1026 96.2% 41 3.8% 1067 100.0%
Rural 304 95.0% 16 5.0% 320 100.0%
BSNL Urban 716 95.9% 31 4.1% 747 100.0%
Total 1020 95.6% 47 4.4% 1067 100.0%
. Rural 308 96.3% 12 3.8% 320 100.0%
Rg(')'mﬁe Urban 722 96.7% 25 3.3% 747 100.0%
Total 1030 96.5% 37 3.5% 1067 100.0%
Rural 305 95.3% 15 4.7% 320 100.0%
Tata Comm Urban 723 96.8% 24 3.2% 747 100.0%
Total 1028 96.3% 39 3.7% 1067 100.0%
Rural 301 94.1% 19 5.9% 320 100.0%
Sify Urban 713 95.4% 34 4.6% 747 100.0%
Total 1014 95.0% 53 5.0% 1067 100.0%
Rural 308 96.3% 12 3.8% 320 100.0%
Hathway Urban 723 96.8% 24 3.2% 747 100.0%
Total 1031 96.6% 36 3.4% 1067 100.0%
Rural 304 95.0% 16 5.0% 320 100.0%
TTSL Urban 716 95.9% 31 4.1% 747 100.0%
Total 1020 95.6% 47 4.4% 1067 100.0%
Rural 302 94.4% 18 5.6% 320 100.0%
You Telecom Urban 712 95.3% 35 4.7% 747 100.0%
Total 1014 95.0% 53 5.0% 1067 100.0%
Rural 309 96.6% 11 3.4% 320 100.0%
Tikona Urban 720 96.4% 27 3.6% 747 100.0%
Total 1029 96.4% 38 3.6% 1067 100.0%
Rural 2747 95.4% 133 4.6% 2880 100.0%
Total Urban 6465 96.2% 258 3.8% 6723 100.0%
Total 9212 95.9% 391 4.1% 9603 100.0%

5.3. 2: Consumer s8 c oRegpdndentnviese askdd if they hagl enade any eomplaints

within last 6 months to call centre/ helpline number. The table below shows that csiresfas@lents,

437 (4.®%6) had used this facility. @ highest number of respondents, who had made complaints within lasts

6 months were fromata Comm in rural areas (5.9%) and fiathway in urban are@s4%)

Q28. Have you made any complaint within last 6 months to the toll free Call Centre/customeare/Helpline telephone number?

Service Provid Yes No Total

ervice Frovider Count Y%age Count %age Count Y%age
Rural 16 5.2% 290 94.8% 306 100.0%

Bharti Urban 31 4.3% 689 95.7% 720 100.0%
Total 47 4.6% 979 95.4% 1026 100.0%

Rural 15 4.9% 289 95.1% 304 100.0%

BSNL Urban 34 4.7% 682 95.3% 716 100.0%
Total 49 4.8% 971 95.2% 1020 100.0%

Reliance Rural 14 4.5% 294 95.5% 308 100.0%
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Q28. Have you made any complaint within last 6 months to the toll free Call Centre/customeare/Helpline telephone number?

Service Provid Yes No Total
ervice Frovider Count %age Count %age Count Y%age
Comm Urban 28 3.9% 694 96.1% 722 100.0%
Total 42 4.1% 988 95.9% 1030 100.0%
Rural 18 5.9% 287 94.1% 305 100.0%
Tata Comm Urban 32 4.4% 691 95.6% 723 100.0%
Total 50 4.9% 978 95.1% 1028 100.0%
Rural 17 5.6% 284 94.4% 301 100.0%
Sify Urban 37 5.2% 676 94.8% 713 100.0%
Total 54 5.3% 960 94.7% 1014 100.0%
Rural 18 5.8% 290 94.2% 308 100.0%
Hathway Urban 39 5.4% 684 94.6% 723 100.0%
Total 57 5.5% 974 94.5% 1031 100.0%
Rural 16 5.3% 288 94.7% 304 100.0%
TTSL Urban 34 4.7% 682 95.3% 716 100.0%
Total 50 4.9% 970 95.1% 1020 100.0%
Rural 15 5.0% 287 95.0% 302 100.0%
You Telecom Urban 37 5.2% 675 94.8% 712 100.0%
Total 52 5.1% 962 94.9% 1014 100.0%
Rural 14 4.5% 295 95.5% 309 100.0%
Tikona Urban 22 3.1% 698 96.9% 720 100.0%
Total 36 3.5% 993 96.5% 1029 100.0%
Rural 143 5.2% 2604 94.8% 2747 100.0%
Total Urban 294 4.5% 6171 95.5% 6465 100.0%
Total 437 4.7% 8775 95.3% 9212 100.0%

5.3.3: Receipt of docket number against complaintRespondents those who made complaints to call

centre/ helpline numbers were asked whether they received docket humbers3Trespbddents who
made complaints37.86 confirmed that thereceived docket numbetdowever, overalll4.@6 also

informed that they did not receive docket number for most of the complaints they mad¢0.®ther

reported that they received the docket number only on request. Thegd (¥eP) subscribers who
reported that they did not receive the docket number even on request.

29. With respect to complaint made by you to the call centre, please specify which of these was most applicable to you?
Dc_)cket number No I_Docket number It was received on No dc_)cket number
. ) received for most of| received for most of received even on Total
Service Provider the complairg the complaints request request
Count %age Count %age Count %age Count %age Count %age
Rural 5 31.3% 1 6.3% 10 62.5% 0.0% 16 100.0%
Bharti Urban 16 516% 2 6.5% 13 41.9% 0.0% 31 100.0%
Total 21 44.7% 3 6.4% 23 48.9% 0 0.0% 47 100.0%
Rural 4 26.7% 1 6.7% 10 66.7% 0 0.0% 15 100.0%
BSNL Urban 11 32.4% 5 14.7% 14 41.2% 4 11.8% 34 100.0%
Total 15 30.6% 6 12.2% 24 49.0% 4 8.2% 49 100.0%
. Rural 5 35.7% 1 7.1% 8 57.1% 0.0% 14 100.0%
Rg(')';rr‘ﬁe Urban 14 50.0% 2 71% 11 39.3% 1 3.6% 28 100.0%
Total 19 45.2% 3 7.1% 19 45.2% 1 2.4% 42 100.0%
Rural 4 22.2% 2 11.1% 8 44.4% 4 22.2% 18 100.0%
C-I;)E:;iq Urban 11 34.4% 1 3.1% 15 46.9% 5 15.6% 32 100.0%
Total 15 30.0% 3 6.0% 23 46.0% 9 18.0% 50 100.0%
Rural 5 29.4% 4 23.5% 6 35.3% 2 11.8% 17 100.0%
Sify Urban 15 40.5% 7 18.9% 13 35.1% 2 5.4% 37 100.0%
Total 20 37.0% 11 20.4% 19 35.2% 4 7.4% 54 100.0%
Rural 5 27.8% 4 22.2% 7 38.9% 2 11.1% 18 100.0%
Hathway Urban 16 41.0% 7 17.9% 12 30.8% 4 10.3% 39 100.0%
Total 21 36.8% 11 19.3% 19 33.3% 6 10.5% 57 100.0%
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29. With respect to complaint made by you to the call centre, please specify which of these was most applicable to you?
Docket number No Docket number . No docket number
) . received for most of| received for most of LTS MEEEiEe o) received even on Total
Service Provider the complairg the complaints request request
Count %age Count %age Count %age Count %age Count %age

Rural 2 12.5% 4 25.0% 9 56.3% 1 6.3% 16 100.0%

TTSL Urban 18 52.9% 5 14.7% 10 29.4% 1 2.9% 34 100.0%
Total 20 40.0% 9 18.0% 19 38.0% 2 4.0% 50 100.0%

Rural 4 26.7% 4 26.7% 5 33.3% 2 13.3% 15 100.0%

TeTchjom Urban 14 37.8% 5 13.5% 14 37.8% 4 10.8% 37 100.0%
Total 18 34.6% 9 17.3% 19 36.5% 6 11.5% 52 100.0%

Rural 5 35.7% 2 14.3% 6 42.9% 1 7.1% 14 100.0%

Tikona Urban 11 50.0% 4 18.2% 6 27.3% 1 4.5% 22 100.0%
Total 16 44.4% 6 16.7% 12 33.3% 2 5.6% 36 100.0%

Rural 39 27.3% 23 16.1% 69 48.3% 12 8.4% 143 100.0%

Total Urban 126 42.9% 38 12.9% 108 36.7% 22 7.5% 294 100.0%
Total 165 37.8% 61 14.0% 177 40.5% 34 7.8% 437 100.0%

5.34: Feedback from Call CentreThe respondents who made complaints to call centre/ helpline numbers
were also asked whether call centre informed them about the action taken on complaint@70ut of 4
respondents who made complai€8(67.70) confirmed tht they were informed about the action taken

on their complaints.

30. Did the Call Centre inform you about the action taken on your complaint?
. . Yes No Total
Service Provider
Count %age Count %age Count %age
Rural 12 75.0% 4 25.0% 16 100.0%
Bharti Urban 20 64.5% 11 35.5% 31 100.0%
Total 32 68.1% 15 31.9% 47 100.0%
Rural 10 66.7% 5 33.3% 15 100.0%
BSNL Urban 22 64.7% 12 35.3% 34 100.0%
Total 32 65.3% 17 34.7% 49 100.0%
. Rural 10 71.4% 4 28.6% 14 100.0%
Rce(')'r"’:]r:ﬁe Urban 19 67.9% 9 32.1% 28 100.0%
Total 29 69.0% 13 31.0% 42 100.0%
Rural 14 77.8% 4 22.2% 18 100.0%
Tata Comm Urban 20 62.5% 12 37.5% 32 100.0%
Total 34 68.0% 16 32.0% 50 100.0%
Rural 12 70.6% 5 29.4% 17 100.0%
Sify Urban 25 67.6% 12 32.4% 37 100.0%
Total 37 68.5% 17 315% 54 100.0%
Rural 12 66.7% 6 33.3% 18 100.0%
Hathway Urban 27 69.2% 12 30.8% 39 100.0%
Total 39 68.4% 18 31.6% 57 100.0%
Rural 12 75.0% 4 25.0% 16 100.0%
TTSL Urban 22 64.7% 12 35.3% 34 100.0%
Total 34 68.0% 16 32.0% 50 100.0%
Rural 10 66.7% 5 33.3% 15 100.0%
You Telecom Urban 23 62.2% 14 37.8% 37 100.0%
Total 33 63.5% 19 36.5% 52 100.0%
Rural 10 71.4% 4 28.6% 14 100.0%
Tikona Urban 16 72.7% 6 27.3% 22 100.0%
Total 26 72.2% 10 27.8% 36 100.0%
Rural 102 71.3% 41 28.7% 143 100.0%
Total Urban 194 66.0% 100 34.0% 294 100.0%
Total 296 67.7% 141 32.3% 437 100.0%
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5.3.5: Satisfaction with the resolution of complaints:The following table shows the responses of
respondents in terms of level of satisfaction on resolution of complainliscleyntoaf customer care/
helpline. More than 70.0% of the respondents of Bharti andv8i#y satisfied (very satisfied and satisfied)
with the rederessal of their complaints.

31. How satisfied are you with the system of resolving of your complaints lopll centre/customer care/ helpline?
. ) very dissatisfied Dissatisfied satisfied very satisfied Total
Service Provider
Count Y%age Count %age Count %age Count Y%age Count Y%age
Rural 1 6.3% 2 12.5% 8 50.0% 5 31.3% 16 100.0%
Bharti Urban 4 12.9% 7 22.6% 13 41.9% 7 22.6% 31 100.0%
Total 5 10.6% 9 19.1% 21 44.7% 12 25.5% 47 100.0%
Rural 5 33.3% 6 40.0% 3 20.0% 1 6.7% 15 100.0%
BSNL Urban 7 20.6% 11 32.4% 12 35.3% 4 11.8% 34 100.0%
Total 12 24.5% 17 34.7% 15 30.6% 5 10.2% 49 100.0%
. Rural 2 14.3% 4 28.6% 7 50.0% 1 7.1% 14 100.0%
Rg(')';’;‘q’e Urban 8 28.6% 9 32.1% 7 25.0% 4 14.3% 28 100.0%
Total 10 23.8% 13 31.0% 14 33.3% 5 11.9% 42 100.0%
Rural 2 11.1% 5 27.8% 9 50.0% 2 11.1% 18 100.0%
C-E)érl’:]iﬁ Urban 9 28.1% 12 37.5% 7 21.9% 4 12.5% 32 100.0%
Total 11 22.0% 17 34.0% 16 32.0% 6 12.0% 50 100.0%
Rural 1 5.9% 2 11.8% 12 70.6% 2 11.8% 17 100.0%
Sify Urban 5 13.5% 7 18.9% 19 51.4% 6 16.2% 37 100.0%
Total 6 11.1% 9 16.7% 31 57.4% 8 14.8% 54 100.0%
Rural 2 11.1% 7 38.9% 8 44.4% 1 5.6% 18 100.0%
Hathway Urban 6 15.4% 9 23.1% 17 43.6% 7 17.9% 39 100.0%
Total 8 14.0% 16 28.1% 25 43.9% 8 14.0% 57 100.0%
Rural 1 6.3% 4 25.0% 9 56.3% 2 12.5% 16 100.0%
TTSL Urban 5 14.7% 9 26.5% 16 47.1% 4 11.8% 34 100.0%
Total 6 12.0% 13 26.0% 25 50.0% 6 12.0% 50 100.0%
Rural 2 13.3% 8 53.3% 4 26.7% 1 6.7% 15 100.0%
TeTgcuom Urban 8 21.6% 12 32.4% 13 35.1% 4 10.8% 37 100.0%
Total 10 19.2% 20 38.5% 17 32.7% 5 9.6% 52 100.0%
Rural 1 7.1% 5 35.7% 7 50.0% 1 7.1% 14 100.0%
Tikona Urban 7 31.8% 12 54.5% 1 45% 2 9.1% 22 100.0%
Total 8 22.2% 17 47.2% 8 22.2% 3 8.3% 36 100.0%
Rural 17 11.9% 43 30.1% 67 46.9% 16 11.2% 143 100.0%
Total Urban 59 20.1% 88 29.9% 105 35.7% 42 14.3% 294 100.0%
Total 76 17.4% 131 30.0% 172 39.4% 58 13.3% 437 100.0%

5.3.6: Rea®ns for dissatisfaction with the resolution of complaintsRespondents who were dissatisfied or very
dissatisfied (Question No. 31) were asked to specify the reasons for their dissatisfaction.

32. Please specify the reason(s) for your dissatisfaction.

Customer care
executive not

Customer care
executive not
equipped with

Time taken by call
centre for redressal
of complaint is too

Customer care
executive was
unable to understan

polite/courteous adequate informatior long the problem Total
Seavice Provider Count %age Count %age Count Y%age Count %age Count %age

Rural 0.0% 1 33.3% 1 33.3% 1 33.3% 3 100.0%

Urban 1 9.1% 2 18.2% 4 36.4% 4 36.4% 11 100.0%

Bharti Total 1 7.1% 2 14.3% 7 50.0% 4 28.6% 14 100.0%
Rural 0.0% 2 18.2% 7 63.6% 2 18.2% 11 100.0%

Urban 1 5.6% 2 11.1% 11 61.1% 4 22.2% 18 100.0%

BSNL Total 1 3.4% 2 6.9% 22 75.9% 4 13.8% 29 100.0%
Rural 0.0% 1 16.7% 4 66.7% 1 16.7% 6 100.0%

Reliance | Urban 2 11.8% 1 5.9% 10 58.8% 4 23.5% 17 100.0%
Comm Total 2 8.7% 1 4.3% 16 69.6% 4 17.4% 23 100.0%
Tata Rural 1 14.3% 1 14.3% 4 57.1% 1 14.3% 7 100.0%
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32. Please specify the reason(s) for your dissatisfaction.
Customer care Time taken by call Customer care
Customer care executive not centre for redressal executive was
executive not equipped with of complaint is too | unable to understan
polite/courteous | adequate informatior] long the problem Total
Seavice Provider Count %age Count Y%age Count Y%age Count Y%age Count Y%age
Comm Urban 0.0% 2 9.5% 14 66.7% 5 23.8% 21 100.0%
Total 0 0.0% 2 7.1% 21 75.0% 5 17.9% 28 100.0%
Rural 0.0% 0.0% 2 66.7% 1 33.3% 3 100.0%
Urban 1 8.3% 0.0% 7 58.3% 4 33.3% 12 100.0%
Sify Total 1 6.7% 0 0.0% 10 66.7% 4 26.7% 15 100.0%
Rural 0.0% 2 22.2% 5 55.6% 2 22.2% 9 100.0%
Urban 1 6.7% 2 13.3% 10 66.7% 2 13.3% 15 100.0%
Hathway Total 1 4.2% 2 8.3% 19 79.2% 2 8.3% 24 100.0%
Rural 0.0% 2 40.0% 3 60.0% 0.0% 5 100.0%
Urban 0.0% 4 28.6% 8 57.1% 2 14.3% 14 100.0%
TTSL Total 0 0.0% 4 21.1% 13 68.4% 2 10.5% 19 100.0%
Rural 1 10.0% 1 10.0% 4 40.0% 4 40.0% 10 100.0%
You Urban 1 5.0% 2 10.0% 13 65.0% 4 20.0% 20 100.0%
Telecom Total 1 3.3% 2 6.7% 23 76.7% 4 13.3% 30 100.0%
Rural 0.0% 2 33.3% 3 50.0% 1 16.7% 6 100.0%
Urban 2| 10.5% 4 21.1% 11 57.9% 2 10.5% 19 100.0%
Tikona Total 2 8.0% 4 16.0% 17 68.0% 2 8.0% 25 100.0%
Rural 2 3.3% 12 20.0% 33 55.0% 13 21.7% 60 100.0%
Urban 9 6.1% 19 12.9% 88 59.9% 31 21.1% 147 100.0%
Total Total 11 5.3% 31 15.0% 121 58.5% 44 21.3% 207 100.0%
Majority 68.836) ci t ed t hTéeme taken bycall centtetom tedressal of complaint is tab long
This was f ol | owmtabldty undeGtans the probbeni(®2a r e

5.3.7Resolution of billing complaints: The folbwing table shows that out &74espondents who had
complained to call centre/ customer chBZ(31.4%) had billing related complaints. Out of tli€s43.8%6

had confirmed that their complaint \satisfactorily resolved by call centre/ customer care within four week
after lodging the complaint.

33. Was your billing/ charging complaint resolved satisfactorily by call centre/customer care within four weeks after lodging the
complaint?
. ) Yes No Total
Service Pruider
Count %age Count %age Count %age
Rural 1 50.0% 1 50.0% 2 100.0%
Bharti Urban 2 28.6% 5 71.4% 7 100.0%
Total 3 33.3% 6 66.7% 9 100.0%
Rural 2 28.6% 5 71.4% 7 100.0%
BSNL Urban 7 58.3% 5 41.7% 12 100.0%
Total 9 47.4% 10 52.6% 19 100.0%
Rural 2 50.0% 2 50.0% 4 100.0%
Reliance Comm Urban 6 54.5% 5 45.5% 11 100.0%
Total 8 53.3% 7 46.7% 15 100.0%
Rural 1 20.0% 4 80.0% 5 100.0%
Tata Comm Urban 6 42.9% 8 57.1% 14 100.0%
Total 7 36.8% 12 63.2% 19 100.0%
Rural 1 50.0% 1 50.0% 2 100.0%
Sify Urban 4 50.0% 4 50.0% 8 100.0%
Total 5 50.0% 5 50.0% 10 100.0%
Rural 2 33.3% 4 66.7% 6 100.0%
Hathway Urban 4 40.0% 6 60.0% 10 100.0%
Total 6 37.5% 10 62.5% 16 100.0%
TTSL Rural 2 66.7% 1 33.3% 3 100.0%
Urban 4 44.4% 5 55.6% 9 100.0%
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33. Was your hilling/ charging complaint resolved satisfactorily by call centre/customer care within four weeks after lodgirg the

complaint?
) ) Yes No Total
Service Praider
Count %age Count %age Count %age
Total 6 50.0% 6 50.0% 12 100.0%
Rural 4 57.1% 3 42.9% 7 100.0%
You Telecom Urban 5 38.5% 8 61.5% 13 100.0%
Total 9 45.0% 11 55.0% 20 100.0%
Rural 2 50.0% 2 50.0% 4 100.0%
Tikona Urban 5 38.5% 8 61.5% 13 100.0%
Total 7 41.2% 10 58.8% 17 100.0%
Rural 17 42.5% 23 57.5% 40 100.0%
Total Urban 43 44.3% 54 55.7% 97 100.0%
Total 60 43.8% 77 56.2% 137 100.0%

5.3.8 Awareness about the contact details of nodal officetszeralll5.%6 were aware about the contact
details of nodal officer. Thisas found to be highest in the casBifyfin rural areas (19.4%) &adhway
in urban areg49.0%)

34(a). In case the complaint has not been resolved by the call centre, you can contact the next level called as Nodal Officeryou aware
of the contact details of the Nodal Officer?
Service Provid Yes No Total
ervice Frovider Count %age Count %age Count Y%age
Rural 22 6.9% 298 93.1% 320 100.0%
Bharti Urban 56 7.5% 691 92.5% 747 100.0%
Total 78 7.3% 989 92.7% 1067 100.0%
Rural 41 12.8% 279 87.2% 320 1000%
BSNL Urban 121 16.2% 626 83.8% 747 100.0%
Total 162 15.2% 905 84.8% 1067 100.0%
. Rural 47 14.7% 273 85.3% 320 100.0%
Rggmﬁe Urban 117 15.7% 630 84.3% 747 100.0%
Total 164 15.4% 903 84.6% 1067 100.0%
Rural 52 16.3% 268 83.8% 320 1000%
Tata Comm Urban 109 14.6% 638 85.4% 747 100.0%
Total 161 15.1% 906 84.9% 1067 100.0%
Rural 62 19.4% 258 80.6% 320 100.0%
Sify Urban 134 17.9% 613 82.1% 747 100.0%
Total 196 18.4% 871 81.6% 1067 100.0%
Rural 57 17.8% 263 82.2% 320 100.0%
Hathway Urban 142 19.0% 605 81.0% 747 100.0%
Total 199 18.7% 868 81.3% 1067 100.0%
Rural 58 18.1% 262 81.9% 320 100.0%
TTSL Urban 117 15.7% 630 84.3% 747 100.0%
Total 175 16.4% 892 83.6% 1067 100.0%
Rural 51 15.9% 269 84.1% 320 100.0%
You Telecom Urban 121 162% 626 83.8% 747 100.0%
Total 172 16.1% 895 83.9% 1067 100.0%
Rural 56 17.5% 264 82.5% 320 100.0%
Tikona Urban 123 16.5% 624 83.5% 747 100.0%
Total 179 16.8% 888 83.2% 1067 100.0%
Rural 446 15.5% 2434 84.5% 2880 100.0%
Total Urban 1040 15.5% 5683 84.5% 6723 100.0%
Total 1486 15.5% 8117 84.5% 9603 100.0%

5.3.9 Complaints to Nodal officer:Out of the 1486respondents who were aware of the contact details of nodal
officers,566 (38.1%) respondents had made complaint to Nodal officers which weesalsed or unsatisfactorily
resolved by call centre/ customer care.
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34(b). Have you ever made a complaint to the Nodal Officer regarding your complaints not resolved or unsatisfactorily resalvey the
call center/customer care?
Service Provid Yes No Total
ervice Frovicer Count %age Count %age Count Y%age

Rural 7 31.8% 15 68.2% 22 100.0%
Bharti Urban 18 32.1% 38 67.9% 56 100.0%
Total 25 32.1% 53 67.9% 78 100.0%
Rural 14 34.1% 27 65.9% 41 100.0%
BSNL Urban 47 38.8% 74 61.2% 121 100.0%
Total 61 37.7% 101 62.3% 162 100.0%
. Rural 16 34.0% 31 66.0% 47 100.0%
Rg(')';”rﬁe Urban 41 35.0% 76 65.0% 117 100.0%
Total 57 34.8% 107 65.2% 164 100.0%
Rural 19 36.5% 33 63.5% 52 100.0%
Tata Comm Urban 43 39.4% 66 60.6% 109 100.0%
Total 62 38.5% 99 61.5% 161 100.0%
Rural 24 38.7% 38 61.3% 62 100.0%
Sify Urban 48 35.8% 86 64.2% 134 100.0%
Total 72 36.7% 124 63.3% 196 100.0%
Rural 21 36.8% 36 63.2% 57 100.0%
Hathway Urban 54 38.0% 88 62.0% 142 100.0%
Total 75 37.7% 124 62.3% 199 100.0%
Rural 24 41.%% 34 58.6% 58 100.0%
TTSL Urban 51 43.6% 66 56.4% 117 100.0%
Total 75 42.9% 100 57.1% 175 100.0%
Rural 20 39.2% 31 60.8% 51 100.0%
You Telecom Urban 49 40.5% 72 59.5% 121 100.0%
Total 69 40.1% 103 59.9% 172 100.0%
Rural 22 39.3% 34 60.7% 56 100.0%
Tikona Urban 48 39.0% 75 61.0% 123 100.0%
Total 70 39.1% 109 60.9% 179 100.0%
Rural 167 37.4% 279 62.6% 446 100.0%
Total Urban 399 38.4% 641 61.6% 1040 100.0%
Total 566 38.1% 920 61.9% 1486 100.0%

5.3.10 Accessibility of the Nodal officer, intimatin of deckion taken and satisfaction with the
resolution: Out of 566complainants who approached nodal officer of their operator, most o64h@f) (

reported that approaching the nodal officer was easy and without any difficulty. Secondi¥f@ammiund 5
them reported that they were intimated by the nodal officer about the decision taken on their complaint. All
of these complainants were satisfied with the resolution provided by the nodal officer.

34(c). Were you able to contact to the Nodal officer withot difficulty?
. . Yes No Total
Service Provider
Count %age Count %age Count %age
Rural 4 57.1% 3 42.9% 7 100.0%
Bharti Urban 10 55.6% 8 44.4% 18 100.0%
Total 14 56.0% 11 44.0% 25 100.0%
Rural 9 64.3% 5 35.7% 14 100.0%
BSNL Urban 28 59.6% 19 40.4% 47 100.0%
Total 37 60.7% 24 39.3% 61 100.0%
Reliance Rural 10 62.5% 6 37.5% 16 100.0%
Comm Urban 27 65.9% 14 34.1% 41 100.0%
Total 37 64.9% 20 35.1% 57 100.0%
Rural 12 63.2% 7 36.8% 19 100.0%
Tata Comm Urban 28 65.1% 15 34.9% 43 100.0%
Total 40 64.5% 22 35.5% 62 100.0%
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34(c) Were you able to contact to the Nodal officer withat difficulty?
Service Provid Yes No Total
ervice Frovider Count %age Count %age Count Y%age
Rural 16 66.7% 8 33.3% 24 100.0%
Sify Urban 33 68.8% 15 31.3% 48 100.0%
Total 49 68.1% 23 31.9% 72 100.0%
Rural 13 61.9% 8 38.1% 21 100.0%
Hathway Urban 34 63.0% 20 37.0% 54 100.0%
Total 47 62.7% 28 37.3% 75 100.0%
Rural 15 62.5% 9 37.5% 24 100.0%
TTSL Urban 34 66.7% 17 33.3% 51 100.0%
Total 49 65.3% 26 34.7% 75 100.0%
Rural 13 65.0% 7 35.0% 20 100.0%
You Telecom Urban 31 63.3% 18 36.7% 49 100.0%
Total 44 63.8% 25 36.2% 69 100.0%
Rural 14 63.6% 8 36.4% 22 100.0%
Tikona Urban 32 66.7% 16 33.3% 48 100.0%
Total 46 65.7% 24 34.3% 70 100.0%
Rural 106 63.5% 61 36.5% 167 100.0%
Total Urban 257 64.4% 142 35.6% 399 100.0%
Total 363 64.1% 203 35.9% 566 100.0%

5.3.11 Awareness about the contact details of Appal@&uthority: The awareness about the Appellate
Authority is still low. However over the years it is increasing. Out of thesespéfdents,2B8(13.4%)
were found to be aware about the contact details of Appellate Authority for filing of appegiaoriscom
not resolved or unsatisfactorily resolved by Nodal officer . CR4®dl,of the complainants were found to
have filed appeal to the Applellate Uthority. Abdu®/% of the complainants had also received
acknowledgement for the same.

5.3.12 Awreness about item wise charges of prepaid servicddl the prepaid customers were asked
whether they were aware that a consumer can get item wise usage charges details, on regbi&st. Out of
prepaid customers, onlf6B (35.86) reported that they weavare of this facility. The highest percentage
was reported from the prepaid subscribe®sfpf37.8%) in rural areas and BSMI8 (B6) in urban areas

41. Are you aware that a prepaid customer can getwise usage charge details, on request?
. . Yes No Total
ServiceProvider
Count %age Count Y%age Count Y%age
Rural 12 37.4% 20 62.6% 32 100.0%
BSNL Urban 36 48.1% 39 51.9% 75 100.0%
Total 48 44.9% 59 55.1% 107 100.0%
Rural 49 36.3% 86 63.7% 135 100.0%
Tata Comm Urban 117 37.1% 198 62.9% 315 100.0%
Total 166 36.9% 284 63.1% 450 100.0%
Rural 121 37.8% 199 62.2% 320 100.0%
Sify Urban 267 35.7% 480 64.3% 747 100.0%
Total 388 36.4% 679 63.6% 1067 100.0%
Rural 96 33.3% 192 66.7% 288 100.0%
Hathway Urban 235 35.0% 437 65.0% 672 100.0%
Total 331 34.5% 629 65.5% 960 100.0%
Rural 98 33.6% 193 66.4% 291 100.0%
You Telecom Urban 232 34.1% 448 65.9% 680 100.0%
Total 330 34.0% 641 66.0% 971 100.0%
Rural 376 35.3% 691 64.7% 1067 100.0%
Total Urban 887 35.6% 1602 64.4% 2489 100.0%
Total 1263 35.5% 2292 64.5% 3555 100.0%

79

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

5.3.13 Denial of itemized usage charges detadut of 153 subscribers who were aware that a prepaid
customer can get item wise bill usage charge dettitsirfpre paid connectiob64(13.0%) reported that

they were derdeof their request for itemized usage charge for their pre paid connection from their
operators

42. Have you been denied of your request for iteiwise usage charge details for your prpaid connection?
Service Provid Yes No Total
ervice Frovicer Count %age Count Y%age Count Y%age
Rural 2 16.7% 10 83.3% 12 100.0%
BSNL Urban 3 8.3% 33 91.7% 36 100.0%
Total 5 10.4% 43 89.6% 48 100.0%
Rural 6 12.2% 43 87.8% 49 100.0%
Tata Comm Urban 15 12.8% 102 87.2% 117 100.0%
Total 21 12.7% 145 87.3% 166 100.0%
Rural 17 14.0% 104 86.0% 121 100.0%
Sify Urban 45 16.9% 222 83.1% 267 100.0%
Total 62 16.0% 326 84.0% 388 100.0%
Rural 11 11.5% 85 88.5% 96 100.0%
Hathway Urban 24 10.2% 211 89.8% 235 100.0%
Total 35 10.6% 296 89.4% 331 100.0%
Rural 12 12.2% 86 87.8% 98 100.0%
You Telecom Urban 29 12.5% 203 87.5% 232 100.0%
Total 41 12.4% 289 87.6% 330 100.0%
Rural 48 12.8% 328 87.2% 376 100.0%
Total Urban 116 13.1% 771 86.9% 887 100.0%
Total 164 13.0% 109 87.0% 1263 100.0%

5.3.14Reason for denial of itemized chargesfhe following table shows the reasons for denial by the
Operators for not giving the itemized usage chargess poetipaid customers. Outldfdrespondents, who

had reported that they wedenied thedmized usage charges, al3®®6 reported that they were not
given any reasons. Remairédg¥o revealed that they were told that there was technical problem in giving
itemized usage charges.

43. What were the reason(s) for denying your ragest?
No reason given Technical problem Total
Service Provider Count %age Count %age Count Y%age
Rural 0.0% 2 100.0% 2 100.0%
Urban 1 33.3% 2 66.7% 3 100.0%
BSNL Total 1 20.0% 4 80.0% 5 100.0%
Rural 2 33.3% 4 66.7% 6 100.0%
Urban 6 40.0% 9 60.0% 15 100.0%
Tata Comm Total 8 38.1% 13 61.9% 21 100.0%
Rural 6 35.3% 11 64.7% 17 100.0%
Urban 16 35.6% 29 64.4% 45 100.0%
Sify Total 22 35.5% 40 64.5% 62 100.0%
Rural 4 36.4% 7 63.6% 11 100.0%
Urban 9 37.5% 15 62.5% 24 100.0%
Hathway Total 13 37.1% 22 62.9% 35 100.0%
Rural 4 33.3% 8 66.7% 12 100.0%
Urban 11 37.9% 18 62.1% 29 100.0%
You Telecom Total 15 36.6% 26 63.4% 41 100.0%
Rural 16 33.3% 32 66.7% 48 100.0%
Urban 43 37.1% 73 62.9% 116 100.0%
Total Total 59 36.0% 105 64.0% 164 100.0%

5.3.15Provision of Manual of Practice by the OperatorsThe following table shows the number of
respondents who had been provided the manual of practice at the time of taking the new broadband
80

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

connection which contained terms and conditions of sgmne@nce redressal mechanism etc. takiihg

the connection. Onl§157(22.8%) subscribers had confirmed that they had received the manual of practice.
Around 19.26 of subscribers reported that since their connection is old and they do not remember of
receiving the manual.

44. Have you been provided the Manual of Practice, containing the terms and conditions of service, toll free number of calitce and

contact detail of Nodal Officer and appellate authority for complaint redressal etc., while subscibn g t he new br oad
Service Provider Yes No Do not remember Total

Count %age Count %age Count %age Count %age

Rural 81 25.3% 149 46.6% 90 28.1% 320 100.0%

Bharti Urban 167 22.4% 414 55.4% 166 22.2% 747 100.0%

Total 248 23.2% 563 52.86 256 24.0% 1067 100.0%

Rural 76 23.8% 221 69.1% 23 7.2% 320 100.0%

BSNL Urban 156 20.9% 547 73.2% 44 5.9% 747 100.0%

Total 232 21.7% 768 72.0% 67 6.3% 1067 100.0%

Reliance Rural 67 20.9% 176 55.0% 77 24.1% 320 100.0%

Comm Urban 198 26.5% 155 20.7% 394 52.7% 747 100.0%

Total 265 24.8% 331 31.0% 471 44.1% 1067 100.0%

Tata Rural 65 20.3% 247 77.2% 8 2.5% 320 100.0%

Comm Urban 143 19.1% 459 61.4% 145 19.4% 747 100.0%

Total 208 19.5% 706 66.2% 153 14.3% 1067 100.0%

Rural 75 23.4% 224 70.0% 21 6.6% 320 100.0%

Sify Urban 158 21.2% 539 72.2% 50 6.7% 747 100.0%

Total 233 21.8% 763 71.5% 71 6.7% 1067 100.0%

Rural 73 22.8% 212 66.3% 35 10.9% 320 100.0%

Hathway Urban 187 25.0% 468 62.7% 92 12.3% 747 100.0%

Total 260 24.4% 680 63.7% 127 11.9% 1067 100.0%

Rural 87 27.2% 76 23.8% 157 49.1% 320 100.0%

TTSL Urban 156 20.9% 342 45.8% 249 33.3% 747 100.0%

Total 243 22.8% 418 39.2% 406 38.1% 1067 100.0%

You Rural 74 23.1% 238 74.4% 8 2.5% 320 100.0%

Telecom Urban 182 24.4% 462 61.8% 103 13.8% 747 100.0%

Total 256 24.0% 700 65.6% 111 10.4% 1067 100.0%

Rural 67 20.9% 201 62.8% 52 16.3% 320 100.0%

Tikona Urban 145 19.4% 485 64.9% 117 15.7% 747 100.0%

Total 212 19.9% 686 64.3% 169 15.8% 1067 100.0%

Rural 665 23.1% 1744 60.6% 471 16.4% 2880 100.0%

Total Urban 1492 22.2% 3871 57.6% 1360 20.2% 6723 100.0%

Total 2157 22.5% 5615 58.5% 1831 19.1% 9603 100.0%

81

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

5.3.16: OVERALL SCORE BROADBAND
The following table shows the provider wise score on various provisions of the Telecom Consumer
Protection and Redressal of Grievances Act.

. Rel Tata . Tata You .

Sub Parameter Bharti | BSNL comm | comm Sify Hathway Tele | Telecom Tikona
For prepaid customers Rural 37.4% 36.3% | 37.8% 33.3% 33.6%
awareness about itemise Urban 48.1% 37.1% | 35.7% 35.0% 34.1%
usage charge details on requef” oyerq| 44.9% 36.9% | 36.4% | 34.5% 34.0%
If aware (for prepaid Rural 16.7% 12.2% | 14.0% | 11.5% 12.2%
customers)ever denied of itenf™ o 8.3% 12.8% | 16.9% | 10.26 12.5%

wise usage charge details for

pa|d connection Overall 10.4% 12.7% 16.0% 10.6% 12.4%

For new customers provisionin{__Rural_| 26.30%| 23.8% | 20.9% | 20.3% | 23.4% | 22.8% | 27.2% | 23.1% | 20.9%
of "Manual of practice while | Urban | 21.70%| 20.9% | 26.5% | 19.1% | 21.2% | 25.0% | 20.9% | 244% | 19.4%
taking the new connection [“oyeral | 23100 21.7% | 24.8% | 19.5% | 21.8% | 24.4% | 22.8% | 24.0% | 19.9%

Rural | 95.6% | 95.0% | 96.3% | 95.3% | 94.1% | 96.3% 95.0% | 94.4% | 96.6%
Urban | 96.4% | 95.9% | 96.7% | 96.8% | 95.4% | 96.8% 95.9% | 95.3% | 96.4%
Overall | 96.26 | 95.6% | 96.5% | 96.3% | 95.0% | 96.6% 95.6% | 95.0% | 96.4%

Awareness of call center numb
of their SPs

Penetration of consumers mad._ Rural | 5.2% | 4.9% | 45% [ 5.9% | 56% | 58% | 53% | 5.0% | 45%
any complaint to the toll free | Urban 4.3% 4.7% 3.9% 4.4% 5.2% 5.4% 4.7% 5.2% 3.1%
number within last 12 months™overall | 4.6% | 4.8% | 41% | 49% | 53% | 55% | 49% | 51% | 35%

Rural 75.0% | 66.7% | 71.4% | 77.8% | 70.6% 66.7% 75.0% | 66.7% 71.4%
Urban | 64.5% | 64.7% | 67.9% | 62.5% | 67.6% 69.2% 64.7% | 62.2% 72.7%
Overall | 68.1% | 65.3% | 69.0% | 68.0% | 68.5% 68.4% 68.0% | 63.5% 72.2%

Call center informing about th
action taken on complaint

Resolution of billing complaint|_Rural_| 50.0% | 28.6% | 50.0% | 20.0% | 500% | 333% | 66.7% | 57.1% | 50.0%
by customer care with in 4 Urban | 28.6% | 58.3% | 54.5% | 42.9% | 50.0% | 40.0% 44.4% | 38.5% | 38.5%
weeks of lodging complaint ["6yerall | 333% | 47.4% | 53.3% | 36.8% | 50.0% | 37.5% | 50.0% | 45.0% | 41.2%

Percentage satisfied with Rural | 81.3% | 26.7% | 57.1% | 61.1% | 82.4% | 50.0% | 68.8% | 33.3% | 57.1%
complaint resolution by call Urban | 64.5% | 47.1% | 39.3% | 34.4% | 67.6% | 61.5% 58.8% | 45.9% | 13.6%
center Overall | 70.2% | 408% | 45.2% | 44.0% | 72.2% | 57.9% | 62.0% | 42.3% | 30.6%

Awareness about of nodal | Rural | 6.9% | 12.8% | 14.7% | 16.3% | 19.4% [ 17.8% | 18.1% | 15.9% | 17.5%
officer contact details for Urban 7.5% 16.2% | 15.7% | 14.6% | 17.9% 19.0% 15.7% 16.2% 16.5%
redressing grievances Overall | 7.3% | 15.2% | 15.4% | 15.1% | 18.4% | 18.7% | 16.4% | 16.1% | 16.8%

Awareness about of appellate]_RUral | 13.1% | 14.7% | 12.8% | 20.9% | 18.1% | 14.7% | 16.3% | 125% | 20.9%
authority contact details for | Urban | 10.2% | 10.4% | 10.8% | 15.4% | 13.5% 13.1% 13.7% | 11.2% | 12.3%
redressing grievances Overall | 11.1% | 11.7% | 11.4% | 17.1% | 14.9% | 13.6% | 14.4% | 11.6% | 14.9%

1 Awareness level of call centre/ customer care help line numbers was found in th84@1giby) to
96.6% {Tikong in rural areas and frors.96 (You Telecom) to638% (Hathway and Tata @wn each)
in urban areas .

9 Overall awareness about the Nodal Officer is increasing amongst the subsbhtdiasasiitrand it
wasl5.%6 in Maharashtra circle. However provider wise analysis shows thadrif Vea$n the case of
Bharti inboth rural(6.9%) and urban (7.5%as

9 Highest number of complaints to the call centre, within last 6 months, was made by the subscribers of
Tata Comn{5.9%) in ruralareagndHathway (5.4%ih urban areas

1 Awareness about item wise usage charges in thepraseaid services was found in the ran§8.8f
(Hathway}o 37.8% (Sify) in rural areas ard#l.26 (You Telecomto 48.26 BSNL in urban areas

9 Denial of item wise usage charges on request in the case of pre paid connection was reported highest from
the subscribers 8SNL (16.P6) in ruralareasaandSify (16.%) in urban areas
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6. CONCLUSION AND RECOMMENDATIONS
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6. Conclusion and Recommendations

As discussd in Chapter 1 of the repottetmain objective of the study was to:

1. To assess the Idgmentation and Effectiveness of Telecom Consumers Protection and Redressal of
Grievances Regulations, 2007

2. To Assess Customer perception of Service as defiRedyutations on quality of service of Basic and
Cellular datetJuly 2005 and BroadbavideSgateti®@ctober 2006.

Therefore, the present report deals with the subject matter as listed above of the thr@é8asiveewvice
(Wireline), Cellular Mobile and Broadb@imdMaharashtridetro Circle.

Altogether 7 parameters were consiier assess the customer perception of services. The consumers were
asked to ranked the services on the defined parameter on a likert scale of 1 to 4, where, 4 = Very satisfied, 3
= satisfied, 2 = dissatisfied and 1 = very dissatisfied. To measureghtagerof consumers satisfied on

various QoS parameters a simple addition method were applied by taking in to account the sum of consumer
who were either oO0Very satisfiedo6 or o0Satisfiedo ¢
tot aVMeroyf Sati sfiedd and oO6Satisfiedd consumers wer ¢
on the all questions of each of the broad parameter.

Consumers satisfied are ascertained using the following formula(s):

CS = (A/N) *100

Where:

CS = %of satisfied consumers

A = (sum total of no. of subscribers who were oOve
no. of subscribers who were Osatisfiedd on each o

N = Total sample size achieved
6.1 Key Takeout
6.1.1Basic Service (Wireline):
1) Performance oRel Comm was better than other 3 operators as it met benchmark on all the

parameters except one. Its performance andirgainability was below the benchmark.

2) The performance level ®TSL was not satiattoryas it could not meet the benchmark level on
2 parameters in rural areas. Bharti in rural areas was also not able to meet the benchmark on 2
parameters. Both of them were unable to meet the benchmark for network performance and
maintainability in raf areas.

3) With regard to the implementation and effectiveness of grievance redressamost of the
consumers are aware of only call centre. Awareness of and approach to Nodal Office and
Appellate authority was found to be low. Unsatisfied with theticesq@tovided by the call
centre has direct bearing on approach to the second and third level of redressal mechanism.

6.1.2 Cellular Mobile
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1)

2)

The performance dtlea, Vodafoneand Bharti was found to be better than others as they were
able to achieve tthenchmark on most of the parameters.

The performance of all the other operators was not upto the mark as they could not meet the
benchmark on most of the parameters. MTS, the new entrants to Maharashtra metro circle, was not
able to achieve the benchmamlkalmost all the parameters.

3) With regard to the implementation and effectiveness of grievance redressalost of the

consumers are aware of only call centre. Awareness of and approach to Nodal Officer was found to
be increasing. This shows that dissaticomplainants have started accessing second tier of
grievance redressal mechanism. Secondly awareness and approach to the Appellate Authority was
also found to be increasing. The consumers have become more assertive and also the introduction of
MNP isclearly seen on the number of customer complaints which have seen a downfall.

6.1.3 Broadband

1.

In the case of broadband, the performance of most of the operators has been much better as
compared to other services.

The performance of BSNL, Sify and Bhartirban areas and BSNL and Tata Comm in rural areas
was better than all the other operators as they were able to meet the benchmark on seven out of eight
parameters.

The performance of Tata Teleservices and Tikona was not good as they were moéetbtbelo
benchmark on most of the parameters

With regard to the implementation and effectiveness of grievance redressal mechanisnonly

37.8% of the complainants are getting the docket number of their complaints. Awareness is high about
the call cengér but remains low about the second and third tier of redressal mechanism. The satisfaction
level with the resolution of complaint, however, was reported by 52.7% of the complainants
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6.2 Recommendations
6.2.1 Basic Service (Wireline):

1) All the service mpviders should stress on the maintainability of their services. The accounting
system related to charges should be made more transparent so that customer could avail the
itemized usage charges. Bharti and TTSL should also improve the network perfomnahce i
areas.

2) In order to spread the awareness level about the redressal mechanism, more drastic step should be
adopted. A multiple pronged strategy is required in order to reach the customers.

6.2.2 Cellular Mobile

1) All the service providers should adinice more effective customer care service. They have seen
tremendous growth in number of subscribers. This requires more effective mechanism to handle the
concerns of their customers. Airtel has started charging their customers if they want totgpeak direc
to customer care executives. This has not gone well with the customers. Since none of the operators
were able to meet benchmark on help services in Maharashtra Service Area, therefore, regulator
should evolve a common strategy for all the operators.

2) All the other operators have to still to improve their network performance by improving their
infrastructure facility as the number of subscribers with all the operators is increasing every day.
Regulator should evolve a mechanism where to measure grengletapacity of each of the
provider and at regular interval. Call drop incidences should be more stringently monitored. Similarly
they should improve maintainability and supplementary services provided by them.

6.2.3 Broadband

1) Bharti is doing goochiurban areas but in rural areas it needs to improve on maintainability,
supplementary and help services. TTSL, You Telecom, Tikona and R&b{Coeed to improve
their services. The accounting system related to charges should be made more toatisgdarent s
customer could avail the itemized usage charges.

2) The help services provided by Rel Comm, TTSL and Tikona should be enhanced further in order to
effectively redress the grievances of their customers.
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8.1: BASIC (WIRELINE) SERVICES

A. SERVICE PROVISION

Q 1(a).Have you taken a telephone connection shifted your connection or had your connection temporarily suspended in the@ast

months?
. . Yes No Total
Service Provider
Count %age Count %age Count %age

Rural 6 1.9% 314 98.1% 320 100.0%

Bharti Urban 12 1.6% 735 98.4% 747 100.0%
Total 18 1.7% 1049 98.3% 1067 100.0%

Rural 15 4.7% 305 95.3% 320 100.0%

BSNL Urban 25 3.3% 722 96.7% 747 100.0%
Total 40 3.7% 1027 96.3% 1067 100.0%

Rural 9 2.8% 311 97.2%6 320 100.0%

Rel Comm Urban 65 8.7% 682 91.3% 747 100.0%
Total 74 6.9% 993 93.1% 1067 100.0%

Rural 17 5.3% 303 94.7% 320 100.0%

Tata Tele Urban 8 1.1% 739 98.9% 747 100.0%
Total 25 2.3% 1042 97.7% 1067 100.0%

Rural 47 3.7% 1233 96.3% 1280 100.0%

Total Urban 110 3.7% 2878 96.3% 2988 100.0%
Total 157 3.7% 4111 96.3% 4268 100.0%

Q1(b). If in the last 5 months you have taken a telephone connection or shifted your connection or had your connection tenapidy
suspended, how satisfied are you with time k&n to provide working phone connection?

. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age | Count %age | Count Y%age

Rural 1 16.7% 1 16.7% 4 66.7% 6 100.0%

Bharti Urban 1 8.3% 6 50.0% 5 41.7% 12 100.0%
Total 2 11.1% 7 38.9% 9 50.0% 18 100.0%

Rural 1 6.7% 12 80.0% 2 13.3% 15 100.0%

BSNL Urban 1 4.0% 1 4.0% 20 80.0% 3 12.0% 25 100.0%
Total 1 2.5% 2 5.0% 32 80.0% 5 12.5% 40 100.0%

Rural 1 11.1% 1 11.1% 7 77.8% 9 100.0%

Rel Comm Urban 3 4.6% 37 56.9% 25 38.5% 65 100.0%
Total 4 5.4% 38 51.4% 32 43.2% 74 100.0%

Rural 1 5.9% 1 5.9% 12 70.6% 3 17.6% 17 100.0%

Tata Tele Urban 1 12.5% 5 62.5% 2 25.0% 8 100.0%
Total 2 8.0% 17 68.0% 5 20.0% 25 100.0%

Rural 1 2.1% 4 8.5% 26 55.3% 16 34.0% 47 100.0%

Total Urban 1 0.9% 6 5.5% 68 61.8% 35 31.8% 110 100.0%
Total 2 1.3% 10 6.4% 94 59.9% 51 32.5% 157 100.0%

Q 2. Have you been informed in writing, at the time of subscription of service or within a week aftivation of service the complete
details of your tariff plan?

Service Provid Yes No Total
ervice Frovider Count %age Count %age Count Y%age
Rural 1 16.7% 5 83.3% 6 100.0%
Bharti Urban 5 41.7% 7 58.3% 12 100.0%
Total 6 33.3% 12 66.7% 18 100.0%
Rural 4 26.%% 11 73.3% 15 100.0%
BSNL Urban 11 44.0% 14 56.0% 25 100.0%
Total 15 37.5% 25 62.5% 40 100.0%
Rural 8 88.9% 1 11.1% 9 100.0%
Rel Comm Urban 35 53.8% 30 46.2% 65 100.0%
Total 43 58.1% 31 41.9% 74 100.0%
Rural 8 47.1% 9 52.9% 17 100.0%
Tata Tele Urban 5 62.5% 3 37.5% 8 100.0%
Total 13 52.0% 12 48.0% 25 100.0%
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Q 2. Have you been informed in writing, at the time of subscription of service or within a week aftivation of service the complete
details of your tariff plan?

Service Provid Yes No Total
ervice Frovicer Count %age Count %age Count %age
Rural 21 44.7% 26 55.3% 47 100.0%
Total Urban 56 50.9% 54 49.1% 110 100.0%
Total 77 49.0% 80 51.0% 157 230.9%
Q 3. How satisfied are you with the ease of understanding or with provisiorf all relevant information related to tariff plans & charges?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age | Count %age
Rural 0.0% 0.0% 3 50.0% 3 50.0% 6 100.0%
Bharti Urban 0.0% 1 8.3% 5 41.7% 6 50.0% 12 100.0%
Total 0 0.0% 1 5.6% 8 44.4% 9 50.0% 18 100.0%
Rural 1 6.7% 0 0.0% 14 93.3% 0 0.0% 15 100.0%
BSNL Urban 1 4.0% 1 4.0% 20 80.0% 3 12.0% 25 100.0%
Total 2 5.0% 1 2.5% 34 85.0% 3 7.5% 40 100.0%
Rural 0.0% 0.0% 1 11.1% 8 88.9% 9 100.0%
Rel Comm Urban 0.0% 3 4.6% 29 44.6% 33 50.8% 65 100.0%
Total 0 0.0% 3 4.1% 30 40.5% 41 55.4% 74 100.0%
Rural 1 5.9% 1 5.9% 15 88.2% 0 0.0% 17 100.0%
Tata Tele Urban 0.0% 1 12.5% 4 50.0% 3 37.5% 8 100.0%
Total 1 4.0% 2 8.0% 19 76.0% 3 12.0% 25 100.0%
Rural 2 4.3% 1 2.1% B8] 70.2% 11 23.4% 47 100.0%
Total Urban 1 0.9% 6 5.5% 58 52.7% 45 40.9% 110 100.0%
Total 3 1.9% 7 4.5% 91 58.0% 56 35.7% 157 100.0%
B. BILLING RELATED -POSTPAID
Q4. How satisfied are you with tle time taken to deliver your bills?
) ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 0.0% 7 2.2% 206 64.4% 107 33.4% 320 100.0%
Bharti Urban 0.0% 14 1.9% 548 73.4% 185 24.8% 747 100.0%
Total 0 0.0% 21 2.0% 754 70.7% 292 27.4% 1067 | 100.0%
Rural 2 0.6% 1 0.3% 288 90.0% 29 9.1% 320 100.0%
BSNL Urban 3 0.4% 9 1.2% 630 84.3% 105 14.1% 747 100.0%
Total 5 0.5% 10 0.9% 918 86.0% 134 12.6% 1067 | 100.0%
Rural 1 0.3% 11 3.4% 268 83.8% 40 12.5% 320 100.0%
Rel Comm Urban 1 0.1% 8 1.1% 530 71.0% 208 27.8% 747 100.0%
Total 2 0.2% 19 1.8% 798 74.8% 248 23.2% 1067 | 100.0%
Tata Rural 1 0.3% 9 2.8% 269 84.1% 41 12.8% 320 100.0%
Teleservices Urban 0.0% 20 2.7% 683 91.4% 44 5.9% 747 100.0%
Total 0.0% 29 2.7% 953 89.3% 85 8.0% 1067 | 100.0%
Rural 4 0.3% 28 2.2% 1031 80.5% 217 17.0% 1280 | 100.0%
Total Urban 4 0.1% 51 1.7% 2391 80.0% 542 18.1% 2988 | 100.0%
Total 7 0.2% 79 1.9% 3423 80.2% 759 17.8% 4268 | 100.0%

Q5(a). How satisfied are you with

the quality of your bills in terms of accuracy & completeness of the bills?

. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age

Rural 1 0.3% 5 1.6% 198 61.9% 116 36.3% 320 100.0%

Bharti Urban 1 0.1% 11 1.5% 527 70.5% 208 27.8% 747 100.0%
Total 2 0.2% 16 1.5% 725 67.9% 324 30.4% 1067 | 100.0%

Rural 1 0.3% 2 0.6% 67 20.9% 250 78.1% 320 100.0%

BSNL Urban 2 0.3% 12 1.6% 176 23.6% 557 74.6% 747 100.0%
Total 3 0.3% 14 1.3% 243 22.8% 807 75.6% 1067 | 100.0%

Rural 1 0.3% 12 3.8% 255 79.7% 52 16.3% 320 100.0%

Rel Comm Urban 1 0.1% 5 0.7% 202 27.0% 539 72.2% 747 100.0%
Total 2 0.2% 17 1.6% 457 42.8% 591 55.4% 1067 | 100.0%

89

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org




Assessment of Custongparception of Service and
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

MAHARASHTRA SERVICE AREA

Q5(a). How satisfied are you with the quality of your bills in terms of accuracy & completeness of the hills?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Tata Rural 1 0.3% 4 1.3% 111 34.7% 204 63.8% 320 100.0%
Teleservices Urban 1 0.1% 17 2.3% 548 73.4% 181 24.2% 747 100.0%
Total 2 0.2% 21 2.0% 659 61.8% 385 36.1% 1067 | 100.0%
Rural 4 0.3% 23 1.8% 631 49.3% 622 48.6% 1280 | 100.0%
Total Urban 5 0.2% 45 1.5% 1453 48.6% 1485 49.7% 2988 | 100.0%
Total 9 0.2% 68 1.6% 2084 48.8% 2107 49.4% 4268 | 100.0%
5(b). Please specify the reason(s) for your dissatisfaction.
. Charged for Details like
. Charge_s not as Uit pla_n valuegadded Charged_for itemwise Calculations
Service per tariff plan | changed without - calls/services Total
Provider subscribed information Services i not made/used charge; glte are not clear
subscribed not provided
Count | %age | Count | %age | Count| %age | Count| %age | Count | %age| Count | %age| Count | %age
Rural 1 16.7% 4 66.7% 1 16.7% 0 0.0% 0 0.0% 0 0.0% 6 100.0%
Bharti | Urban 3 25.0% 8 66.7% 0 0.0% 1 8.3% 0 0.0% 0 0.0% 12 100.0%
Total 4 22.2% | 12 66.7% 1 5.6% 1 5.6% 0 0.0% 0 0.0% 18 100.0%
Rural 2 66.7% 0 0.0% 1 33.3% 0 0.0% 0 0.0% 0 0.0% 3 100.0%
BSNL | Urban 2 14.3% 7 50.0% 2 14.3% 3 21.4% 0 0.0% 0 0.0% 14 100.0%
Total 4 23.5% 7 41.2% 3 17.6% 3 17.6% 0 0.0% 0 0.0% 17 100.0%
Rel Rural 1 7.7% 9 69.2% 2 15.4% 1 7.7% 0 0.0% 0 0.0% 13 100.0%
Comm Urban 1 16.7% 1 16.7% 2 33.3% 2 33.3% 0 0.0% 0 0.0% 6 100.0%
Total 2 10.5%| 10 52.6% 4 21.1% 3 15.8% 0 0.0% 0 0.0% 19 100.0%
Tata Rural 1 20.0% 2 40.0% 1 20.0% 1 20.0% 0 0.0% 0 0.0% 5 100.0%
Tele Urban 1 5.6% 16 88.9% 1 5.6% 0 0.0% 0 0.0% 0 0.0% 18 100.0%
Total 2 8.7% 18 78.3% 2 8.7% 1 4.3% 0 0.0% 0 0.0% 23 100.0%
Rural 5 18.5% | 15 55.6% 5) 18.5% 2 7.4% 0 0.0% 0 0.0% 27 100.0%
Total | Urban 7 14.0% | 32 64.0% 5 10.0% 6 12.0% 0 0.0% 0 0.0% 50 100.0%
Total 12 15.6% | 47 61.0% 10 13.0% 8 10.4% 0 0.0% 0 0.0% 77 100.0%
6. Have you made any billing related complaints intte last 6 months?
Service Provider (ES AL lict
Count Y%age Count Y%age Count Y%age
Rural 7 2.2% 313 97.8% 320 100.0%
Bharti Urban 31 4.1% 716 95.9% 747 100.0%
Total 38 3.6% 1029 96.4% 1067 100.0%
Rural 6 1.9% 314 98.1% 320 100.0%
BSNL Urban 11 1.5% 736 98.5% 747 100.0%
Total 17 1.6% 1050 98.4% 1067 100.0%
Rural 12 3.8% 308 96.3% 320 100.0%
Rel Comm Urban 49 6.6% 698 93.4% 747 100.0%
Total 61 5.7% 1006 94.3% 1067 100.0%
Rural 9 2.8% 311 97.2% 320 100.0%
Tata Tele Urban 14 1.9% 733 98.1% 747 100.0%
Total 23 2.2% 1044 97.8% 1067 100.0%
Rural 34 2.7% 1246 97.3% 1280 100.0%
Total Urban 105 3.5% 2883 96.5% 2988 100.0%
Total 139 3.3% 4129 96.7% 4268 100.0%
Q7. How satisfied are you with the process of resolution of billing complaints?
Service Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Provider Count Y%age Count Y%age Count Y%age Count Y%age Count | %age
Rural 0 12.5% 1 0.0% 4 62.5% 2 25.0% 7 100.0%
Bharti Urban 0 0.0% 1 0.0% 5 32.4% 25 67.6% 31 100.0%
Total 0 2.2% 2 0.0% 9 37.8% 27 60.0% 38 100.0%
Rural 1 0.0% 1 100.0% 4 0.0% 0 0.0% 6 100.0%
BSNL Urban 1 16.7% 5 61.1% 2 5.6% 3 16.7% 11 100.0%
Total 2 14.3% 6 66.7% 6 4.8% 3 14.3% 17 100.0%
Rel Comm Rural 0.0% 1 6.7% 1 26.7% 10 66.7% 12 100.0%
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Q7. How satisfied are you with the process of resolution of billing complaints?

Service Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total

Provider Count %age Count %age Count %age Count Y%age Count Y%age
Urban 0.0% 2 0.6% 8 7.0% 39 92.4% 49 100.0%
Total 0 0.0% 1.2% 9 8.7% 49 90.1% 61 100.0%
Tata Rural 0.0% 1 27.3% 6 54.5% 2 18.2% 9 100.0%
Teleservices Urban 0.0% 2 7.7% 12 92.3% 0 0.0% 14 100.0%
Total 0 0.0% 3 16.7% 18 75.0% 2 8.3% 23 100.0%

Rural 1 2.9% 4 11.8% 15 44.1% 14 41.2% 34 2.7%

Total Urban 1 1.0% 10 9.5% 27 25.7% 67 63.8% 105 3.5%
Total 2 1.4% 14 10.1% 42 30.2% 81 58.3% 139 3.3%

Q8. How satisfied are you with the clarity of th

e bills sent by your service provider in terms of transparency drunderstandability?

Service Provider Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count %age Count %age Count %age Count %age Count %age
Rural 1 0.0% 5 2.5% 211 64.6% 103 32.9% 320 100.0%
Bharti Urban 3 0.0% 8 2.0% 567 75.3% 169 22.7% 747 100.0%
Total 4 0.0% 13 2.2% 778 72.1% 272 25.7% 1067 | 100.0%
Rural 0 0.0% 1 1.2% 296 91.4% 23 7.4% 320 100.0%
BSNL Urban 1 0.1% 9 2.2% 665 88.2% 72 9.5% 747 100.0%
Total 1 0.1% 10 1.9% 961 89.2% 95 8.8% 1067 | 100.0%
Rural 1 0.0% 7 4.2% 292 88.1% 20 7.7% 320 100.0%
Rel Comm Urban 1 0.1% 5 1.3% 570 77.7% 171 20.9% 747 100.0%
Total 2 0.1% 12 2.2% 862 80.7% 191 17.0% 1067 100.0%
Tata Rural 1 0.3% 6 2.5% 282 85.7% 31 11.4% 320 100.0%
Teleservices Urban 0 0.0% 9 3.1% 722 95.0% 16 2.0% 747 100.0%
Total 1 0.1% 15 2.9% 1004 92.2% 47 4.8% 1067 100.0%
Rural 3 0.2% 19 1.5% 1081 84.5% 177 13.8% 1280 | 100.0%
Total Urban 5 0.2% 31 1.0% 2524 84.5% 428 14.3% 2988 100.0%
Total 8 0.2% 50 1.2% 3605 84.5% 605 14.2% 4268 | 100.0%
9. Please specify theeason(s) for your dissatisfaction.
Charges not as per . Charged for value Charged for
Service Provider tariff pl_an \-/rvﬁ;:guql?r:}oﬁ'?r?;t?c)er? added seryices not| calls/services not Total
subscribed subscribed made/used
Count Y%age Count Y%age Count Y%age Count Y%age Count Y%age

Rural 4 66.7% 1 16.7% 1 16.7% 0 0.0% 6 100.0%
Bharti Urban 3 27.3% 2 18.2% 4 36.4% 2 18.2% 11 100.0%
Total 7 41.2% 3 17.6% 5 29.4% 2 11.8% 17 100.0%
Rural 1 100.0% 0 0.0% 0 0.0% 0 0.0% 1 100.0%
BSNL Urban 2 20.0% 4 40.0% 2 20.0% 2 20.0% 10 100.0%
Total 3 27.3% 4 36.4% 2 18.2% 2 18.2% 11 100.0%
Rural 4 50.0% 1 12.5% 2 25.0% 1 12.5% 8 100.0%
Rel Comm Urban 3 50.0% 1 16.7% 1 16.7% 1 16.7% 6 100.0%
Total 7 50.0% 2 14.3% 3 21.4% 2 14.3% 14 100.0%
Rural 0 0.0% 3 42.9% 2 28.6% 2 28.6% 7 100.0%
Tata Tele Urban 5 55.6% 2 22.2% 1 11.1% 1 11.1% 9 100.0%
Total 5 31.3% 5 31.3% 3 18.8% 3 18.8% 16 100.0%
Rural 9 40.9% 5 22.7% 5 22.7% 3 13.6% 22 100.0%
Total Urban 13 36.1% 9 25.0% 8 22.2% 6 16.7% 36 100.0%
Totd 22 37.9% 14 24.1% 13 22.4% 9 15.5% 58 100.0%

C. HELP SERVICESCUSTOMER CARE INCLUDING CUSTOMER GRIEVANCE REDRESSAL

11. In the last 6 months, have you contacted customer care/ helpline/ call centre of your service provider?

Service Provider Yes No Total
Count Y%age Count Y%age Count Y%age
Rural 105 32.8% 215 67.2% 320 100.0%
Bharti Urban 345 46.2% 402 53.8% 747 100.0%
Total 450 42.2% 617 57.8% 1067 100.0%
BSNL Rural 132 41.3% 188 58.8% 320 100.0%
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11. In the last 6 months, have you contacted customer care/ helpline/ call centre of your service provider?

Service Provider Yes No Total
Count %age Count %age Count %age
Urban 398 53.3% 349 46.7% 747 100.0%
Total 530 49.7% 537 50.3% 1067 100.0%
Rural 117 36.6% 203 63.4% 320 100.0%
Rel Comm Urban 387 51.8% 360 48.2% 747 100.0%
Total 504 47.2% 563 52.8% 1067 100.0%
Rural 109 34.1% 211 65.9% 320 100.0%
Tata Tele Urban 307 41.1% 440 58.9% 747 100.0%
Total 416 39.0% 651 61.0% 1067 100.0%
Rural 463 36.2% 817 63.8% 1280 100.0%
Total Urban 1437 48.1% 1551 51.9% 2988 100.0%
Total 1900 44.5% 2368 55.5% 4268 100.0%
12(a). How satisfied are you with the ease of access of call centre/customer care or helpline?
Service Provider Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count %age Count %age Count | %age | Count %age | Count | %age
Rural 1 1.0% 0.0% 87 82.9% 17 16.2% 105 100.0%
Bharti Urban 4 1.2% 9 2.6% 309 89.6% 23 6.7% 345 100.0%
Total 5 1.1% 9 2.0% 396 88.0% 40 8.9% 450 100.0%
Rural 1 0.8% 3 2.3% 112 84.8% 16 12.1% 132 100.0%
BSNL Urban 1 0.3% 11 2.8% 361 90.7% 25 6.3% 398 100.0%
Total 2 0.4% 14 2.6% 473 89.2% 41 7.7% 530 100.0%
Rural 1 0.9% 3 2.6% 82 70.1% 31 26.5% 117 1000%
Rel Comm Urban 1 0.3% 2 0.5% 320 82.7% 64 16.5% 387 100.0%
Total 2 0.4% 5 1.0% 402 79.8% 95 18.8% 504 100.0%
Tata Rural 3 2.8% 2 1.8% 79 72.5% 25 22.9% 109 100.0%
Teleservices Urban 1 0.3% 6 2.0% 244 79.5% 56 18.2% 307 100.0%
Total 4 1.0% 8 1.9% 323 776% 81 19.5% 416 100.0%
Rural 6 1.3% 8 1.7% 360 77.8% 89 19.2% 463 100.0%
Total Urban 7 0.5% 28 1.9% 1234 | 85.9% 168 11.7% | 1437 | 100.0%
Total 13 0.7% 36 1.9% 1594 | 83.9% 257 13.5% | 1900 | 100.0%
12(b). How satisfied are you with the ease of getting an opti for talking to a customer care executive?
Psr i:){:jceer Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count %age Count Y%age Count | %age | Count %age | Count | %age
Rural 1 1.0% 1 1.0% 92 87.6% 11 10.5% 105 100.0%
Bharti Urban 1 0.3% 5 1.4% 318 92.2% 21 6.1% 345 100.0%
Total 2 0.4% 6 1.3% 410 91.1% 32 7.1% 450 100.0%
Rural 2 1.5% 4 3.0% 109 82.6% 17 12.9% 132 100.0%
BSNL Urban 2 0.5% 9 2.3% 363 91.2% 24 6.0% 398 100.0%
Total 4 0.8% 13 2.5% 472 89.1% 41 7.7% 530 100.0%
Rural 1 0.9% 1 0.9% 94 80.3% 21 17.9% 117 100.0%
Rel Comm Urban 1 0.3% 1 0.3% 356 92.0% 29 7.5% 387 100.0%
Total 2 0.4% 2 0.4% 450 89.3% 50 9.9% 504 100.0%
Tata Rural 2 1.8% 1 0.9% 88 80.7% 18 16.5% 109 100.0%
Teleservices Urban 1 0.3% 2 0.7% 273 88.9% 31 10.1% 307 100.0%
Total 3 0.7% 3 0.7% 361 86.8% 49 11.8% 416 100.0%
Rural 6 1.3% 7 1.5% 383 82.7% 67 14.5% 463 100.0%
Total Urban 5 0.3% 17 1.2% 1310 | 91.2% 105 7.3% 1437 | 100.0%
Total 11 0.6% 24 1.3% 1693 | 89.1% 172 9.1% 1900 | 100.0%
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13. How satigied are you with the response time taken to answer your call by a customer care executive?

Service Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Provider Count %age Count %age Count | %age Count %age | Count | %age
Rural 0.0% 1 1.0% 83 75.7% 21 20.0% 105 | 100.0%
Bharti Urban 3 0.9% 7 2.0% 300 81.5% 35 10.1% 345 | 100.0%
Total 3 0.7% 8 1.8% 383 79.6% 56 12.4% 450 | 100.0%
Rural 1 0.8% 4 3.0% 110 91.5% 17 12.9% 132 | 100.0%
BSNL Urban 1 0.3% 9 2.3% 358 91.5% 30 7.5% 398 | 100.0%
Total 2 04% 13 2.5% 468 91.5% 47 8.9% 530 | 100.0%
Rural 0.0% 2 1.7% 94 82.2% 21 17.9% 117 | 100.0%
Rel Comm Urban 0.0% 2 0.5% 353 89.6% 32 8.3% 387 | 100.0%
Total 0 0.0% 4 0.8% 447 88.3% 53 10.5% 504 | 100.0%
Tata Rural 1 0.9% 3 2.8% 94 88.5% 11 10.1% 109 | 100.0%
Teleservices Urban 1 0.3% 2 0.7% 275 86.9% 29 9.4% 307 | 100.0%
Total 2 0.5% 5 1.2% 369 87.6% 40 9.6% 416 | 100.0%
Rural 2 0.4% 10 2.2% 381 82.3% 70 15.1% 463 | 100.0%
Total Urban 5 0.3% 20 1.4% 1286 | 89.5% 126 8.8% 1437 | 100.0%
Total 7 0.4% 30 1.6% 1667 | 87.7% 196 10.3% | 1900 | 100.0%
14. How satisfied are you with the problem solving ability of the customer care executive(s)?
Service Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Provider Count %age Count %age Count | %age Count %age | Count | %age
Rural 1 1.0% 1 1.0% 84 80.0% 19 18.1% 105 | 100.0%
Bharti Urban 1 0.3% 11 3.2% 310 89.9% 23 6.7% 345 | 100.0%
Total 2 0.4% 12 2.7% 394 87.6% 42 9.3% 450 | 100.0%
Rural 1 0.8% 8 6.1% 97 73.5% 26 19.7% 132 | 100.0%
BSNL Urban 2 0.5% 21 5.3% 294 73.% 81 20.4% 398 | 100.0%
Total 3 0.6% 29 5.5% 391 73.8% 107 20.2% 530 | 100.0%
Rural 0.0% 5 4.3% 98 83.8% 14 12.0% 117 | 100.0%
Rel Comm Urban 1 0.3% 7 1.8% 356 92.0% 23 5.9% 387 | 100.0%
Total 1 0.2% 12 2.4% 454 90.1% 37 7.3% 504 | 100.0%
Tata Rural 4 3.7% 14 12.8% 68 62.4% 23 21.1% 109 | 100.0%
Teleservices Urban 1 0.3% 9 2.9% 259 84.4% 38 12.4% 307 | 100.0%
Total 5 1.2% 23 5.5% 327 78.6% 61 14.7% 416 | 100.0%
Rural 6 1.3% 28 6.0% 347 74.9% 82 17.7% 463 | 100.0%
Total Urban 5 0.3% 48 3.3% 1219 | 84.8% 165 115% 1437 | 100.0%
Total 11 0.6% 76 4.0% 1566 | 82.4% 247 13.0% | 1900 | 100.0%
15. How satisfied are you with the time taken by call centre/customer care /helpline to resolve your complaint?
Service Very Dissatisfied Dissatisfied Satisfied Very Satsfied Total
Provider Count %age Count %age Count | %age Count %age | Count | %age
Rural 1 1.0% 1 1.0% 82 72.9% 21 20.0% 105 | 100.0%
Bharti Urban 0.0% 7 2.0% 307 74.0% 31 9.0% 345 | 100.0%
Total 1 0.2% 8 1.8% 389 73.6% 52 11.6% 450 | 100.0%
Rural 1 0.8% 9 6.8% 95 18.8% 27 20.5% 132 | 100.0%
BSNL Urban 3 0.8% 17 4.3% 347 17.6% 31 7.8% 398 | 100.0%
Total 4 0.8% 26 4.9% 442 18.0% 58 10.9% 530 | 100.0%
Rural 1 0.9% 5 4.3% 73 58.9% 38 32.5% 117 | 100.0%
Rel Comm Urban 0.0% 7 1.8% 338 18.4% 42 10.9% 387 100.0%
Total 1 0.2% 12 2.4% 411 25.5% 80 15.9% 504 | 100.0%
Tata Rural 1 0.9% 16 14.7% 65 21.2% 27 24.8% 109 | 100.0%
Teleservices Urban 3 1.0% 4 1.3% 261 46.9% 39 12.7% 307 | 100.0%
Total 4 1.0% 20 4.8% 326 36.1% 66 15.9% 416 | 100.0%
Rural 4 0.9% 31 6.7% 315 68.0% 113 24.4% 463 | 100.0%
Total Urban 6 0.4% 35 2.4% 1253 | 87.2% 143 10.0% | 1437 | 100.0%
Total 10 0.5% 66 3.5% 1568 | 82.5% 256 13.5% | 1900 | 100.0%
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D. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY

MAHARASHTRA SERVICE AREA

16. How satisfied are you with the availability of working telephae (dial tone)?

. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 2 0.6% 28 8.8% 185 57.8% 105 32.8% 320 100.0%
Bharti Urban 0.0% 27 3.6% 589 78.8% 131 17.5% 747 100.0%
Total 2 0.2% 55 5.2% 774 72.5% 236 22.1% 1067 | 100.0%
Rural 2 0.6% 11 3.4% 226 70.6% 81 25.3% 320 100.0%
BSNL Urban 6 0.8% 17 2.3% 601 80.5% 123 16.5% 747 100.0%
Total 8 0.7% 28 2.6% 827 77.5% 204 19.1% 1067 | 100.0%
Rural 3 0.9% 11 3.4% 265 82.8% 41 12.8% 320 100.0%
Rel Comm Urban 2 0.3% 21 2.8% 562 75.2% 162 21.7% 747 100.0%
Total 5 0.5% 32 3.0% 827 77.5% 203 19.0% 1067 | 100.0%
Rural 2 0.6% 24 7.5% 237 74.1% 57 17.8% 320 100.0%
Tata Tele Urban 3 0.4% 21 2.8% 674 90.2% 49 6.6% 747 100.0%
Total 4 0.4% 45 4.2% 912 85.5% 106 9.9% 1067 | 100.0%
Rural 9 0.7% 74 5.8% 913 71.3% 284 22.2% 1280 | 100.0%
Total Urban 11 0.4% 86 2.9% 2426 81.2% 465 15.6% 2988 | 100.0%
Total 19 0.4% 160 3.7% 3340 78.3% 749 17.5% 4268 | 100.0%
17. How satisfied ae you with the ability to make or receive calls easily?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 1 0.3% 11 3.4% 203 63.4% 105 32.8% 320 100.0%
Bharti Urban 0.0% 14 1.9% 566 75.8% 167 22.4% 747 100.0%
Total 1 0.1% 25 2.3% 769 72.1% 272 25.5% 1067 | 100.0%
Rural 1 0.3% 7 2.2% 195 60.9% 117 36.6% 320 100.0%
BSNL Urban 2 0.3% 13 1.7% 548 73.4% 184 24.6% 747 100.0%
Total 3 0.3% 20 1.9% 743 69.6% 301 28.2% 1067 | 100.0%
Rural 1 0.3% 12 3.8% 205 64.1% 102 31.9% 320 100.0%
Rel Comm Urban 1 0.1% 11 1.5% 598 80.1% 137 18.3% 747 100.0%
Total 2 0.2% 23 2.2% 803 75.3% 239 22.4% 1067 | 100.0%
Rural 2 0.6% 8 2.5% 192 60.0% 118 36.9% 320 100.0%
Tata Tele Urban 1 0.1% 14 1.9% 581 77.8% 151 20.2% 747 100.0%
Total 3 0.3% 22 2.1% 773 72.4% 269 25.2% 1067 | 100.0%
Rural 5 0.4% 38 3.0% 795 62.1% 442 34.5% 1280 | 100.0%
Total Urban 4 0.1% 52 1.7% 2293 76.7% 639 21.4% 2988 | 100.0%
Total 9 0.2% 90 2.1% 3088 72.4% 1081 25.3% 4268 | 100.0%
18. How satisfied are you with the voice quality?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count | %age Count Y%age Count %age Count %age Count Y%age
Rural 1 0.3% 15 4.7% 202 63.1% 102 31.9% 320 | 100.0%
Bharti Urban 2 0.3% 15 2.0% 568 76.0% 162 21.7% 747 | 100.0%
Total 3 0.3% 30 2.8% 770 72.2% 264 24.7% | 1067 | 100.0%
Rural 1 0.3% 8 2.5% 192 60.0% 119 37.2% 320 | 100.0%
BSNL Urban 5 0.7% 14 1.9% 541 72.4% 187 25.0% 747 | 100.0%
Total 6 0.6% 22 2.1% 733 68.7% 306 28.7% | 1067 | 100.0%
Rural 3 0.9% 14 4.4% 199 62.2% 104 32.5% 320 | 100.0%
Rel Comm Urban 1 0.1% 20 2.7% 539 72.2% 187 25.0% 747 | 100.0%
Total 4 0.4% 34 3.2% 738 69.2% 291 27.3% | 1067 | 100.0%
Rural 3 0.9% 21 6.6% 179 55.9% 117 36.6% 320 100.0%
Tata Tele Urban 1 0.1% 22 2.9% 557 74.6% 167 22.4% 747 | 100.0%
Total 4 0.4% 43 4.0% 736 69.0% 284 26.6% | 1067 | 100.0%
Rural 8 0.6% 58 4.5% 772 60.3% 442 34.5% | 1280 | 100.0%
Total Urban 9 0.3% 71 2.4% 2205 73.8% 703 23.5% | 2988 | 100.0%
Total 17 0.4% 129 3.0% 2977 69.8% 1145 | 26.8% | 4268 | 100.0%
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E. MAINTAINABILITY (FAULT REPAIR)

MAHARASHTRA SERVICE AREA

Q19. How many times has your telephone connection required repair in the last 6 months?

Service Provider Nil One time 2-3 times More than 3 times Total

Count %age Count %age Court %age Count %age Count %age

Rural 292 91.3% 11 3.4% 14 4.4% 3 0.9% 320 100.0%

Bharti Urban 688 92.1% 21 2.8% 31 4.1% 7 0.9% 747 100.0%
Total 980 91.8% 32 3.0% 45 4.2% 10 0.9% 1067 100.0%

Rural 300 93.8% 7 2.2% 12 3.8% 1 0.3% 320 100.0%

BSNL Urban 705 94.4% 17 2.3% 19 2.5% 6 0.8% 747 100.0%
Total 1005 94.2% 24 2.2% 31 2.9% 7 0.7% 1067 100.0%

Rural 295 92.2% 12 3.8% 11 3.4% 2 0.6% 320 100.0%

Rel Comm Urban 709 94.9% 9 1.2% 19 2.5% 10 1.3% 747 100.0%
Total 1004 94.1% 21 2.0% 30 2.8% 12 1.1% 1067 100.0%
Rural 300 93.8% 7 2.2% 11 3.4% 2 0.6% 320 100.0%
Tata Tele Urban 691 92.5% 21 2.8% 27 3.6% 8 1.1% 747 100.0%
Total 991 92.9% 28 2.6% 38 3.6% 10 0.9% 1067 100.0%
Rural 1187 92.7% 37 2.9% 48 3.8% 8 0.6% 1280 100.0%
Total Urban 2793 93.5% 68 2.3% 96 3.2% 31 1.0% 2988 100.0%
Total 3980 93.3% 105 2.5% 144 3.4% 39 0.9% 4268 100.0%

Q20. How long did it take generally for repairing the fault after lodging a complaint?
Service Provider 1 Day 2-3 Days 4-7 Days More than 3 Days Total

Count %age Count %age Count %age Count %age Count %age
Rural 15 53.6% 11 39.3% 1 3.6% 1 3.6% 28 100.0%
Bharti Urban 40 67.8% 17 28.8% 0 0.0% 2 3.4% 59 100.0%
Total 55 63.2% 28 32.2% 1 1.1% 3 3.4% 87 100.0%
Rural 13 65.0% 3 15.0% 1 5.0% 3 15.0% 20 100.0%
BSNL Urban 15 35.7% 16 38.1% 2 4.8% 9 21.4% 42 100.0%
Total 28 45.2% 19 30.6% 3 4.8% 12 19.4% 62 100.0%
Rural 4 16.0% 17 68.0% 2 8.0% 2 8.0% 25 100.0%
Rel Comm | Urban 18 47.4% 15 39.5% 0 0.0% 5 13.2% 38 100.0%
Total 22 34.9% 32 50.8% 2 3.2% 7 11.1% 63 100.0%
Rural 3 15.0% 14 70.0% 2 10.0% 1 5.0% 20 100.0%
Tata Tele Urban 17 30.4% 29 51.8% 3 5.4% 7 12.5% 56 100.0%
Total 20 26.3% 43 56.6% 5 6.6% 8 10.5% 76 100.0%
Rural 35 37.6% 45 48.4% 6 6.5% 7 7.5% 93 100.0%
Total Urban 90 46.2% 77 39.5% 5 2.6% 23 11.8% 195 100.0%
Total 125 43.4% 122 42.4% 11 3.8% 30 10.4% 288 100.0%

F. SUPPLEMENTARY SERVICES AND VALUE ADDED SERVICES

22. Do you use services like call waiting, call forwarding, voice mail or any other supplementary services / value addedises?

. ) Yes No Total
Service Provider
Count %age Count %age Count %age

Rural 57 17.8% 263 82.2% 320 100.0%

Bharti Urban 132 17.7% 615 82.3% 747 100.0%
Total 189 17.7% 878 82.3% 1067 100.0%

Rural 87 27.2% 233 72.8% 320 100.0%

BSNL Urban 183 24.5% 564 75.5% 747 100.0%
Total 270 25.3% 797 74.7% 1067 100.0%

Rural 41 12.8% 279 87.2% 320 100.0%

Rel Comm Urban 127 17.0% 620 83.0% 747 100.0%
Total 168 15.7% 899 84.3% 1067 100.0%

Rural 76 23.8% 244 76.3% 320 100.0%

Tata Tele Urban 156 20.9% 591 79.1% 747 100.0%
Total 232 21.7% 835 78.3% 1067 100.0%

Rural 261 20.4% 1019 79.6% 1280 100.0%

Total Urban 598 20.0% 2390 80.0% 2988 100.0%
Total 859 20.1% 3409 79.9% 4268 100.0%
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23. How satisfied are you with the quality of the supplementary serviedise added service provided?

. ’ Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age

Rural 0.0% 0 0.0% 50 87.7% 7 12.3% 57 100.0%

Bharti Urban 0.0% 1 0.8% 113 85.6% 18 13.6% 132 100.0%
Total 0 0.0% 1 0.5% 163 86.2% 25 13.2% 189 100.0%

Rural 1 1.1% 0.0% 82 94.3% 4 4.6% 87 100.0%

BSNL Urban 0.0% 1 0.5% 174 95.1% 8 4.4% 183 100.0%
Total 1 0.4% 1 0.4% 256 94.8% 12 4.4% 270 100.0%

Rural 0 0.0% 1 2.4% 35 85.4% 5 12.2% 41 100.0%

Rel Comm Urban 1 0.8% 3 2.4% 106 83.5% 17 13.4% 127 100.0%
Total 1 0.6% 4 2.4% 141 83.9% 22 13.1% 168 100.0%

Rural 1 1.3% 1 1.3% 67 88.2% 7 9.2% 76 100.0%

Tata Tele Urban 1 0.6% 2 1.3% 145 92.9% 8 5.1% 156 100.0%
Total 2 0.9% 3 1.3% 212 91.4% 15 6.5% 232 100.0%

Rural 2 0.8% 2 0.8% 234 89.7% 23 8.8% 261 100.0%

Total Urban 2 0.3% 7 1.2% 538 90.0% 51 8.5% 598 100.0%
Total 4 0.5% 9 1.0% 772 89.9% 74 8.6% 859 100.0%

24(a). How satisfied are you with the process of activating val@lded services or the process of unsubscribing?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 1 1.8% 0 0.0% 45 78.9% 11 19.3% 57 100.0%
Bharti Urban 2 1.5% 3 2.3% 106 80.3% 21 15.9% 132 100.0%
Total 3 1.6% 3 1.6% 151 79.9% 32 16.9% 189 100.0%
Rural 0.0% 1 1.1% 49 56.3% 37 42.5% 87 100.0%
BSNL Urban 1 0.5% 1 0.5% 128 69.9% 53 29.0% 183 100.0%
Total 1 0.4% 2 0.7% 177 65.6% 90 33.3% 270 100.0%
Rural 0 0.0% 1 2.4% 14 34.1% 26 63.4% 41 100.0%
Rel Comm Urban 2 1.6% 2 1.6% 82 64.6% 41 32.3% 127 100.0%
Total 2 1.2% 3 1.8% 96 57.1% 67 39.9% 168 100.0%
Rural 1 1.3% 1 1.3% 49 64.5% 25 32.9% 76 100.0%
Tata Tele Urban 1 0.6% 2 1.3% 106 67.9% 47 30.1% 156 100.0%
Total 2 0.9% 3 1.3% 155 66.8% 72 31.0% 232 100.0%
Rural 2 0.8% 3 1.1% 157 60.2% 99 37.9% 261 100.0%
Total Urban 6 1.0% 8 1.3% 422 70.6% 162 27.1% 598 100.0%
Total 8 0.9% 11 1.3% 579 67.4% 261 30.4% 859 100.0%
24(b). Please tell me the reasms for your dissatisfaction.
. . Not informed about toll
. ) Not informed of charges| ABHUELEL B free number for Total
Service Provider consent unsubscribing
Count %age Count %age Count %age Count %age
Rural 1 0.0% 0 0.0% 0 0.0% 1 0.0%
Bharti Urban 2 40.0% 0 0.0% 3 60.0% 5 100.0%
Total 3 50.0% 0 0.0% 3 50.0% 6 100.0%
Rural 1 0.0% 0 0.0% 0 0.0% 1 0.0%
BSNL Urban 0 0.0% 1 0.0% 1 0.0% 2 0.0%
Total 1 0.0% 1 0.0% 1 0.0% 3 0.0%
Rural 0 0.0% 1 0.0% 0 0.0% 1 0.0%
Rel Comm Urban 3 75.0% 0 0.0% 1 25.0% 4 100.0%
Total 3 60.0% 1 20.0% 1 20.0% 5 100.0%
Rural 0 0.0% 1 50.0% 1 50.0% 2 100.0%
Tata Tele Urban 1 33.3% 1 33.3% 1 33.3% 3 100.0%
Total 1 20.0% 2 40.0% 2 40.0% 5 100.0%
Rural 2 40.0% 2 40.0% 1 20.0% 5 100.0%
Total Urban 6 42.9% 2 14.3% 6 42.9% 14 100.0%
Total 8 42.1% 4 21.1% 7 36.8% 19 100.0%
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25. In the last 6 months have you faced the problem of unauthorized activation of VAS by your service provider?

Service Provid Yes No Total
ervice Frovider Count %age Count %age Count %age
Rural 15 4.7% 305 95.3% 320 100.0%
Bharti Urban 27 3.6% 720 96.4% 747 100.0%
Total 42 3.9% 1025 96.1% 1067 100.0%
Rural 21 6.6% 299 93.4% 320 100.0%
BSNL Urban 12 1.6% 735 98.4% 747 100.0%
Total 33 3.1% 1034 96.9% 1067 100.0%
Rural 14 4.4% 306 95.6% 320 100.0%
Rel Comm Urban 37 5.0% 710 95.0% 747 100.0%
Total 51 4.8% 1016 95.2% 1067 100.0%
Rural 8 2.5% 312 97.5% 320 100.0%
Tata Tele Urban 31 4.1% 716 95.9% 747 100.0%
Total 39 3.7% 1028 96.3% 1067 100.0%
Rural 58 4.5% 1222 95.5% 1280 100.0%
Total Urban 107 3.6% 2881 96.4% 2988 100.0%
Total 165 3.9% 4103 96.1% 4268 100.0%
25(a).How satisfied are you with the resolution of your complaint for deactivation of VAS?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 1 6.7% 0 0.0% 8 53.3% 6 40.0% 15 100.0%
Bharti Urban 0.0% 2 7.4% 14 51.9% 11 40.7% 27 100.0%
Total 1 2.4% 2 4.8% 22 52.4% 17 40.5% 42 100.0%
Rural 1 4.8% 0 0.0% 17 81.0% 3 14.3% 21 100.0%
BSNL Urban 1 8.3% 1 8.3% 5 41.7% 5 41.7% 12 100.0%
Total 2 6.1% 1 3.0% 22 66.7% 8 24.2% 33 100.0%
Rural 0.0% 0 0.0% 5 35.7% 9 64.3% 14 100.0%
Rel Comm Urban 2 5.4% 1 2.7% 3 8.1% 31 83.8% 37 100.0%
Total 2 3.9% 1 2.0% 8 15.7% 40 78.4% 51 100.0%
Rural 0.0% 2 25.0% 1 12.5% 5 62.5% 8 100.0%
TataTele Urban 1 3.2% 1 3.2% 18 58.1% 11 35.5% 31 100.0%
Total 1 2.6% 3 7.7% 19 48.7% 16 41.0% 39 100.0%
Rural 2 3.4% 2 3.4% 31 53.4% 23 39.7% 58 22.2%
Total Urban 4 3.7% 5 4.7% 40 37.4% 58 54.2% 107 17.9%
Total 6 3.6% 7 4.2% 71 43.0% 81 49.1% 165 19.2%
G. OVERALL CUSTOMER SATISFACTION
26(a). How satisfied are you with the overall quality of your telephone service?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 0.0% 19 5.9% 136 42.5% 165 51.6% 320 100.0%
Bharti Urban 0.0% 43 5.8% 444 59.4% 260 34.8% 747 100.0%
Total 0 0.0% 62 5.8% 580 54.4% 425 39.8% 1067 100.0%
Rural 2 0.6% 15 4.7% 256 80.0% 47 14.7% 320 100.0%
BSNL Urban 7 0.9% 31 4.1% 606 81.1% 103 13.8% 747 100.0%
Total 9 0.8% 46 4.3% 862 80.8% 150 14.1% 1067 100.0%
Rural 0 0.0% 16 5.0% 223 69.7% 81 25.3% 320 100.0%
Rel Comm Urban 1 0.1% 27 3.6% 526 70.4% 193 25.8% 747 100.0%
Total 1 0.1% 43 4.0% 749 70.2% 274 25.7% 1067 100.0%
Rural 3 0.9% 21 6.6% 237 74.1% 59 18.4% 320 100.0%
Tata Tele Urban 2 0.3% 43 5.8% 515 68.9% 187 25.0% 747 100.0%
Total 5 0.5% 64 6.0% 752 70.5% 246 23.1% 1067 100.0%
Rural 5 0.4% 71 5.5% 852 66.6% 352 27.5% 1280 100.0%
Total Urban 10 0.3% 144 4.8% 2091 70.0% 743 24.9% 2988 100.0%
Total 15 0.4% 215 5.0% 2943 69.0% 1095 25.7% 4268 100.0%
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26b. Please specify the reason(s) for your dissatisfaction.

. ’ Billing Problem Complaints not resolved Network Problem Voice Problem

Service Provider
Count %age Count %age Count %age Count Y%age
Rural 6 31.6% 3 15.8% 8 42.1% 2 10.5%
Bharti Urban 7 16.3% 11 25.6% 7 16.3% 18 41.9%
Total 13 21.0% 14 22.6% 15 24.2% 20 32.3%
Rural 4 23.5% 4 23.5% 4 23.5% 5 29.4%
BSNL Urban 12 31.6% 9 23.7% 3 7.9% 14 36.8%
Total 16 29.1% 13 23.6% 7 12.7% 19 34.5%
Rural 7 43.8% 4 25.0% 1 6.3% 4 25.0%
Rel Comm Urban 11 39.3% 5 17.9% 4 14.3% 8 28.6%
Total 18 40.9% 9 20.5% 5 11.4% 12 27.3%
Rural 4 16.7% 5 20.8% 6 25.0% 9 37.5%
Tata Tele Urban 17 37.8% 11 24.4% 2 4.4% 15 33.3%
Total 21 30.4% 16 23.2% 8 11.6% 24 34.8%
Total Rural 21 27.6% 16 21.1% 19 25.0% 20 26.3%
o Urban 47 30.5% 36 23.4% 16 10.4% 55 35.7%
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8.2 CELLULAR (MOBILE) SERVICES

A. SERVICE PROVISION

1. How satisfied are yowvith the process and time taken to activate the mobile connection, after you applied and completed all formalities

Service Provider Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count Y%age Count %age Count Y%age Count Y%age Count %age
Rural 3 0.9% 12 3.8% 151 47.2% 154 48.1% 320 100.0%
Bharti Urban 11 1.5% 15 2.0% 380 50.9% 341 45.6% 747 100.0%
Total 14 1.3% 27 2.5% 531 49.8% 495 46.4% 1067 | 100.0%
Rural 2 0.6% 11 3.4% 146 45.6% 161 50.3% 320 100.0%
MTS Urban 12 1.6% 16 2.1% 414 55.4% 305 40.8% 747 100.0%
Total 14 1.3% 27 2.5% 560 52.5% 466 43.7% 1067 | 100.0%
Rural 2 0.6% 17 5.3% 154 48.1% 147 45.9% 320 100.0%
Aircel Urban 8 1.1% 12 1.6% 438 58.6% 289 38.7% 747 100.0%
Total 10 0.9% 29 2.7% 592 55.5% 436 40.9% 1067 | 100.0%
Rural 4 1.3% 21 6.6% 141 44.1% 154 48.1% 320 100.0%
Uninor Urban 13 1.7% 29 3.9% 411 55.0% 294 39.4% 747 100.0%
Total 17 1.6% 50 4.7% 552 51.7% 448 42.0% 1067 | 100.0%
Rural 2 0.6% 7 2.2% 148 46.3% 163 50.9% 320 100.0%
BSNL Urban 12 1.6% 23 3.1% 328 43.9% 384 51.4% 747 100.0%
Total 14 1.3% 30 2.8% 476 44.6% 547 51.3% 1067 | 100.0%
Rural 2 0.6% 9 2.8% 182 56.9% 127 39.7% 320 100.0%
Reliance Comm Urban 9 1.2% 19 2.5% 408 54.6% 311 41.6% 747 100.0%
Total 11 1.0% 28 2.6% 590 55.3% 438 41.0% 1067 | 100.0%
Rural 2 0.6% 5 1.6% 190 59.4% 123 38.4% 320 100.0%
TTSL Urban 4 0.5% 21 2.8% 325 43.5% 397 53.1% 747 100.0%
Total 6 0.6% 26 2.4% 515 48.3% 520 48.7% 1067 | 100.0%
Rural 1 0.3% 4 1.3% 194 60.6% 121 37.8% 320 100.0%
Idea Urban 13 1.7% 27 3.6% 320 42.8% 387 51.8% 747 100.0%
Total 14 1.3% 31 2.9% 514 48.2% 508 47.6% 1067 | 100.0%
Rural 2 0.6% 6 1.9% 167 52.2% 145 45.3% 320 100.0%
Vodafone Urban 12 1.6% 28 3.7% 329 44.0% 378 50.6% 747 100.0%
Total 14 1.3% 34 3.2% 496 46.5% 523 49.0% 1067 | 100.0%
Rural 20 0.7% 92 3.2% 1473 51.1% 1295 45.0% 2880 | 100.0%
Total Urban 94 1.4% 190 2.8% 3353 | 49.9% 3086 45.9% 6723 | 100.0%
Total 114 1.2% 282 2.9% 4826 50.3% 4381 45.6% 9603 | 100.0%
2. Have you been informed in writing, at the time of subscription of service awithin a week of activation of service the complete details
of your tariff plan?
Service Provider Yes No i
Count %age Count %age Count %age
Rural 223 69.7% 97 30.3% 320 100.0%
Bharti Urban 402 53.8% 345 46.2% 747 100.0%
Total 625 58.6% 442 41.%% 1067 100.0%
Rural 199 62.2% 121 37.8% 320 100.0%
MTS Urban 386 51.7% 361 48.3% 747 100.0%
Total 585 54.8% 482 45.2% 1067 100.0%
Rural 233 72.8% 87 27.2% 320 100.0%
Aircel Urban 536 71.8% 211 28.2% 747 100.0%
Total 769 72.1% 298 27.9% 1067 100.0%
Rural 208 65.0% 112 35.0% 320 100.0%
Uninor Urban 442 59.2% 305 40.8% 747 100.0%
Total 650 60.9% 417 39.1% 1067 100.0%
Rural 222 69.4% 98 30.6% 320 100.0%
BSNL Urban 503 67.3% 244 32.7% 747 100.0%
Total 725 67.9% 342 32.1% 1067 100.0%
Rural 236 73.8% 84 26.3% 320 100.0%
RelianceComm Urban 446 59.7% 301 40.3% 747 100.0%
Total 682 63.9% 385 36.1% 1067 100.0%
Tata Tele Rural 233 72.8% 87 27.2% 320 100.0%
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2. Have you been informed in writing, at the time of subscription of service awithin a week of activation of service the complete details
of your tariff plan?
Service Provider iES e ol
Count Y%age Count %age Count Y%age
Urban 514 68.8% 233 31.2% 747 100.0%
Total 747 70.0% 320 30.0% 1067 100.0%
Rural 211 65.9% 109 34.1% 320 100.0%
Idea Urban 500 66.9% 247 33.1% 747 100.0%
Total 711 66.6% 356 33.4% 1067 100.0%
Rural 131 40.9% 189 59.1% 320 100.0%
Vodafone Urban 432 57.8% 315 42.2% 747 100.0%
Total 563 52.8% 504 47.2% 1067 100.0%
Rural 1896 65.8% 984 34.2% 2880 100.0%
Total Urban 4161 61.9% 2562 38.1% 6723 100.0%
Total 6057 63.1% 3546 36.9% 9603 100.0%
3. How satisfied are you with the ease of understanding or with provision of all relevant information related to tariff plan& charges?
Sewice Provider Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count %age Count %age Count %age Count Y%age Count %age
Rural 7 2.2% 12 3.8% 76 23.8% 156 48.8% 320 100.0%
Bharti Urban 14 1.9% 27 3.6% 388 51.9% 301 40.3% 747 100.0%
Total 21 2.0% 39 3.7% 464 43.5% 457 42.8% 1067 100.0%
Rural 8 2.5% 14 4.4% 0.0% 127 39.7% 320 100.0%
MTS Urban 21 2.8% 41 5.5% 553 74.0% 321 43.0% 747 100.0%
Total 29 2.7% 55 5.2% 553 51.8% 448 42.0% 1067 100.0%
Rural 3 0.9% 24 7.5% 363 113.4% 117 36.6% 320 100.0%
Aircel Urban 11 1.5% 21 2.8% 358 47.9% 287 38.4% 747 100.0%
Total 14 1.3% 45 4.2% 721 67.6% 404 37.9% 1067 | 100.0%
Rural 5 1.6% 34 10.6% 259 80.9% 97 30.3% 320 100.0%
Uninor Urban 17 2.3% 37 5.0% 329 44.0% 247 33.1% 747 100.0%
Total 22 21% 71 6.7% 588 55.1% 344 32.2% 1067 100.0%
Rural 2 0.6% 9 2.8% 69 21.6% 123 38.4% 320 100.0%
BSNL Urban 19 2.5% 25 3.3% 501 67.1% 358 47.9% 747 100.0%
Total 21 2.0% 34 3.2% 570 53.4% 481 45.1% 1067 | 100.0%
Rural 5 1.6% 11 3.4% 223 69.7% 124 38.8% 320 100.0%
Reliance Comm Urban 15 2.0% 28 3.7% 330 44.2% 321 43.0% 747 100.0%
Total 20 1.9% 39 3.7% 553 51.8% 445 41.7% 1067 | 100.0%
Rural 3 0.9% 9 2.8% 49 15.3% 126 39.4% 320 100.0%
TTSL Urban 7 0.9% 27 3.6% 567 75.9% 351 47.0% 747 100.0%
Total 10 0.% 36 3.4% 616 57.7% 477 44.7% 1067 100.0%
Rural 3 0.9% 6 1.9% 17 5.3% 121 37.8% 320 100.0%
Idea Urban 21 2.8% 23 3.1% 402 53.8% 311 41.6% 747 100.0%
Total 24 2.2% 29 2.7% 419 39.3% 432 40.5% 1067 | 100.0%
Rural 4 1.3% 16 5.0% 16 5.0% 117 36.6% 320 100.0%
Vodafone Urban 19 2.5% 35 4.7% 369 49.4% 324 43.4% 747 100.0%
Total 23 2.2% 51 4.8% 385 36.1% 441 41.3% 1067 | 100.0%
Rural 40 1.4% 135 4.7% 1072 37.2% 1108 38.5% 2880 | 100.0%
Total Urban 144 2.1% 264 3.9% 3797 56.5% 2821 42.0% 6723 | 100.0%
Total 184 1.9% 399 4.2% 4869 50.7% 3929 40.9% 9603 | 100.0%

B. BILLING RELATED -PREPAID

4(a). How satisfied are you with the accuracy of charges for the services used such as call, SMS, GPRS etc.?
. . Very Dissatisfied Dissatisfied Satisfied Very Satsfied Total
Service Provider
Count %age Count %age | Count | %age | Count %age Count %age

Rural 6 2.6% 7 3.0% 66 28.8% 151 65.5% 230 100.0%

Bharti Urban 15 2.8% 21 3.9% 295 54.8% 207 38.5% 538 100.0%
Total 21 2.7% 28 3.6% 361 47.0% 358 46.6% 768 100.0%
MTS Rural 16 5.1% 15 4.8% 162 51.6% 121 38.6% 314 100.0%
Urban 15 2.0% 41 5.6% 415 56.7% 261 35.6% 732 100.0%
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4(a). How satisfied are you with the accuracy of charges for the services used such as call, SMS, GPRS etc.?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satsfied Total
Service Provider
Count %age Count %age | Count | %age | Count %age Count %age

Total 31 3.0% 56 5.4% 577 55.2% 382 36.5% 1046 100.0%

Rural 6 2.1% 7 2.4% 158 54.9% 117 40.6% 288 100.0%

Aircel Urban 9 1.3% 19 2.8% 443 65.9% 201 29.9% 672 100.0%
Total 15 1.6% 26 2.7% 601 62.6% 318 33.1% 960 100.0%

Rural 8 2.5% 9 2.8% 206 64.4% 97 30.3% 320 100.0%

Uninor Urban 11 1.5% 32 4.3% 493 66.0% 211 28.3% 747 100.0%
Total 19 1.8% 41 3.8% 699 65.5% 308 28.9% 1067 100.0%

Rural 3 1.1% 5 1.8% 149 52.8% 125 44.4% 282 100.0%

BSNL Urban 7 1.1% 17 2.6% 386 58.8% 247 37.6% 657 100.0%
Total 10 1.1% 22 2.3% 535 57.0% 372 39.6% 939 100.0%

Reliance Rural 4 1.4% 7 2.4% 157 54.0% 123 42.2% 291 100.0%
Comm Urban 15 2.2% 21 3.1% 405 59.5% 239 35.2% 680 100.0%
Total 19 2.0% 28 2.9% 562 57.9% 362 37.3% 971 100.0%
Rural 5 2.2% 12 5.4% 65 29.0% 142 63.4% 224 100.0%

TTSL Urban 7 1.3% 14 2.7% 271 51.8% 231 44.2% 523 100.0%
Total 12 1.6% 26 3.5% 336 45.0% 373 49.9% 747 100.0%
Rural 4 1.3% 9 3.0% 154 50.7% 137 45.0% 304 100.0%

Idea Urban 9 1.3% 26 3.7% 363 51.1% 312 44.0% 710 100.0%
Total 13 1.3% 35 3.5% 517 51.0% 449 44.3% 1014 100.0%
Rural 8 2.6% 14 4.6% 151 49.2% 134 43.6% 307 100.0%

Vodafone Urban 17 2.4% 29 4.0% 370 51.6% 301 42.0% 717 100.0%
Total 25 2.4% 43 4.2% 521 50.9% 435 42.5% 1024 100.0%
Rural 60 2.3% 85 3.3% 1269 | 49.5% 1147 44.8% 2561 100.0%

Total Urban 105 1.8% 220 3.7% 3440 | 57.6% 2210 37.0% 5975 100.0%
Total 165 1.9% 305 3.6% 4709 | 55.2% 3357 39.3% 8536 100.0%

4(b). Please secify the reason(s) for your dissatisfaction;

Charges not as per| Tariff plan Charged for value Charged for
Senvice Provider tariff pl_an ch_anged V\_/ithout added ser\_/ices not| calls/services not Total
subscribed information subscribed made/used
Count %age Count Y%age Count %age Count Y%age Count %age

Rural 1 7.7% 2 15.4% 5 38.5% 5 38.5% 13 100.0%
Bharti Urban 2 5.6% 7 19.4% 23 63.9% 4 11.1% 36 100.0%
Total 3 6.1% 9 18.4% 28 57.1% 9 18.4% 49 100.0%
Rural 3 0.0% 2 0.0% 24 0.0% 2 0.0% 31 3100.0%
MTS Urban 4 7.1% 3 5.4% 41 73.2% 8 14.3% 56 5600.0%
Total 7 8.0% 5 5.7% 65 74.7% 10 11.5% 87 8700.0%
Rural 7 53.8% 5 38.5% 0 0.0% 1 7.7% 13 100.0%
Aircel Urban 8 28.6% 7 25.0% 6 21.4% 7 25.0% 28 100.0%
Total 15 36.6% 12 29.3% 6 14.6% 8 19.5% 41 100.0%
Rural 12 70.6% 8 47.1% -5 -29.4% 2 11.8% 17 100.0%
Uninor Urban 5 11.6% 12 27.9% 18 41.9% 8 18.6% 43 100.0%
Total 17 28.3% 20 33.3% 13 21.7% 10 16.7% 60 100.0%
Rural 2 25.0% 3 37.5% -1 -12.5% 4 50.0% 8 100.0%
BSNL Urban 1 4.2% 11 45.8% 5 20.8% 7 29.2% 24 100.0%
Total 3 9.4% 14 43.8% 4 12.5% 11 34.4% 32 100.0%
Reliance Rural 5 45.5% 2 18.2% 0 0.0% 4 36.4% 11 100.0%
Comm Urban 4 11.1% 5 13.9% 16 44.4% 11 30.6% 36 100.0%
Total 9 19.1% 7 14.9% 16 34.0% 15 31.9% 47 100.0%
Rural 2 11.8% 2 11.8% 7 41.2% 6 35.3% 17 100.0%
Tata Tele Urban 4 19.0% 4 19.0% 5 23.8% 8 38.1% 21 100.0%
Total 6 15.8% 6 15.8% 12 31.6% 14 36.8% 38 100.0%
Rural 1 7.7% 2 15.4% 5 38.5% 5 38.5% 13 100.0%
Idea Urban 3 8.6% 4 11.4% 17 48.6% 11 31.4% 35 100.0%
Total 4 8.3% 6 12.5% 22 45.8% 16 33.3% 48 100.0%
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4(b). Please secify the reason(s) for your dissatisfaction;

Charges not as per| Tariff plan Charged for value Charged for
Service Provider tariff pl_an ch_anged V\_/ithout added ser\_/ices not| calls/services not Total
subscribed information subscribed made/used
Count %age Count %age Count %age Count %age Count %age
Rural 2 9.1% 2 9.1% 14 63.6% 4 18.2% 22 100.0%
Vodafone Urban 3 6.5% 11 23.9% 20 43.5% 12 26.1% 46 100.0%
Total 5 7.4% 13 19.1% 34 50.0% 16 23.5% 68 100.0%
Rural 35 24.1% 28 19.3% 49 33.8% 33 22.8% 145 100.0%
Total Urban 34 10.5% 64 19.7% 151 46.5% 76 23.4% 325 100.0%
Total 69 14.7% 92 19.6% 200 42.6% 109 23.2% 470 47000.0%

5(a). Have you made any complaint related to charging/credit/ waiver/ validity/ adjustments in the last 6 months? Service #Ader Wise

ServiceProvider IES e T

Count %age Count %age Count Y%age
Rural 18 8.0% 212 92.0% 230 100.0%
Bharti Urban 41 7.6% 497 92.4% 538 100.0%
Total 59 7.7% 709 92.3% 768 100.0%
Rural 113 35.9% 201 64.1% 314 100.0%
MTS Urban 248 33.9% 484 66.1% 732 100.0%
Total 361 34.5% 685 65.5% 1046 100.0%
Rural 47 16.3% 241 83.7% 288 100.0%
Aircel Urban 191 28.4% 481 71.6% 672 100.0%
Total 238 24.8% 722 75.2% 960 100.0%
Rural 109 34.1% 211 65.9% 320 100.0%
Uninor Urban 273 36.5% 474 63.5% 747 100.0%
Total 382 35.8% 685 64.2% 1067 100.0%
Rural 51 18.0% 231 82.0% 282 100.0%
BSNL Urban 156 23.8% 501 76.2% 657 100.0%
Total 207 22.0% 732 78.0% 939 100.0%
Rural 64 22.1% 227 77.9% 291 100.0%
Reliance Comm Urban 177 26.0% 503 74.0% 680 100.0%
Total 241 24.8% 730 75.2% 971 100.0%
Rural 23 10.3% 201 89.7% 224 100.0%
Tata Tele Urban 25 4.8% 498 95.2% 523 100.0%
Total 48 6.4% 699 93.6% 747 100.0%
Rural 74 24.4% 230 75.6% 304 100.0%
Idea Urban 189 26.6% 521 73.4% 710 100.0%
Total 263 25.9% 751 74.1% 1014 100.0%
Rural 79 25.8% 228 74.2% 307 100.0%
Vodafone Urban 192 26.8% 525 73.2% 717 100.0%
Total 271 26.5% 753 73.5% 1024 100.0%
Rural 579 22.6% 1982 77.4% 2561 100.0%
Total Urban 1491 25.0% 4484 75.0% 5975 100.0%
Total 2070 24.3% 6466 75.7% 8536 100.0%

5(b). How satisfied are you with the resolution of the complaints and the resulting refund/ credit/ waiver of excess chargesaccount of
such resolution of complaints?

. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count Y%age Count %age | Count | %age | Count Y%age Count Y%age

Rural 2 10.9% 5 27.2% 3 18.5% 8 43.5% 18 100.0%

Bharti Urban 2 4.9% 14 34.5% 7 16.3% 18 44.3% 41 100.0%
Total 4 6.8% 19 32.2% 10 16.9% 26 44.1% 59 100.0%

Rural 4 3.5% 4 3.5% 78 69.0% 27 23.9% 113 100.0%

MTS Urban 7 2.8% 27 10.9% 143 57.7% 71 28.6% 248 100.0%
Total 11 3.0% 31 8.6% 221 61.2% 98 27.1% 361 100.0%

Rural 5 10.6% 9 19.1% 12 25.5% 21 44.7% 47 100.0%

Aircel Urban 11 5.8% 24 12.6% 73 38.2% 83 43.5% 191 100.0%
Total 16 6.7% 33 13.9% 85 35.7% 104 43.7% 238 100.0%

Uninor Rural 6 5.5% 11 10.1% 71 65.2% 21 19.2% 109 100.0%
Urban 15 5.5% 23 8.4% 174 63.7% 61 22.4% 273 100.0%
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5(b). How satisfied are you with the resolution of the complaints and the resulting refund/ credit/ waiver of excess chargesaccount of
such resolution of complaints?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count | %age | Count Y%age Count Y%age
Total 21 5.5% 34 8.9% 245 64.1% 82 21.5% 382 100.0%
Rural 1 2.0% 3 5.9% 22 42.8% 25 49.3% 51 100.0%
BSNL Urban 5 3.2% 9 5.8% 41 26.4% 101 64.6% 156 100.0%
Total 6 2.9% 12 5.8% 63 30.4% 126 60.9% 207 100.0%
Rural 2 3.1% 3 4.7% 15 23.8% 44 68.4% 64 100.0%
Reliance Comm| Urban 6 3.4% 18 10.2% 56 31.5% 97 54.9% 177 100.0%
Total 8 3.3% 21 8.7% 71 29.5% 141 58.5% 241 100.0%
Rural 3 13.0% 2 8.7% 15 65.4% 3 13.0% 23 100.0%
TTSL Urban 7 28.1% 11 44.2% 4 15.7% 3 12.0% 25 100.0%
Total 10 20.8% 13 27.1% 19 39.6% 6 12.5% 48 100.0%
Rural 2 2.7% 3 4.0% 16 21.8% 53 71.4% 74 100.0%
Idea Urban 8 4.2% 21 11.1% 43 22.7% 117 62.0% 189 100.0%
Total 10 3.8% 24 9.1% 59 22.4% 170 64.6% 263 100.0%
Rural 5 6.3% 6 7.6% 9 11.6% 59 74.5% 79 100.0%
Vodafone Urban 5 2.6% 19 9.9% 49 25.4% 119 62.0% 192 100.0%
Total 10 3.7% 25 9.2% 58 21.4% 178 65.7% 271 100.0%
Rural 30 5.2% 46 7.9% 242 41.8% 261 45.1% 579 100.0%
Total Urban 66 4.4% 166 11.1% 589 39.5% 670 44.9% 1491 | 100.0%
Total 96 4.6% 212 10.2% 831 40.1% 931 45.0% 2070 | 100.0%

5C. How satisfied are you with the ease of recharging process and the transparency etmarge offer?

. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count | %age | Count Y%age Count Y%age
Rural 5 2.2% 8 3.5% 85 37.1% 132 57.3% 230 100.0%
Bharti Urban 8 1.5% 27 5.0% 292 54.2% 211 39.2% 538 100.0%
Total 13 1.7% 35 4.6% 377 49.1% 343 44.7% 768 100.0%
Rural 8 2.5% 9 2.9% 176 56.0% 121 38.6% 314 100.0%
MTS Urban 15 2.0% 42 5.7% 474 64.8% 201 27.5% 732 100.0%
Total 23 2.2% 51 4.9% 650 62.1% 322 30.8% 1046 100.0%
Rural 4 1.4% 7 2.5% 135 46.9% 142 49.3% 288 100.0%
Aircel Urban 15 2.2% 17 2.5% 423 62.9% 217 32.3% 672 100.0%
Total 19 2.0% 24 2.5% 558 58.1% 359 37.4% 960 100.0%
Rural 7 2.2% 8 2.5% 193 60.3% 112 35.0% 320 100.0%
Uninor Urban 19 2.5% 32 4.3% 499 66.8% 197 26.4% 747 100.0%
Total 26 2.4% 40 3.7% 692 64.9% 309 29.0% 1067 100.0%
Rural 1 0.4% 5 1.8% 129 45.7% 147 52.2% 282 100.0%
BSNL Urban 9 1.4% 15 2.3% 357 54.4% 276 42.0% 657 100.0%
Total 10 1.1% 20 2.1% 486 51.8% 423 45.0% 939 100.0%
Rural 1 0.3% 3 1.0% 151 51.9% 136 46.7% 291 100.0%
Reliance Comm| Urban 8 1.2% 19 2.8% 399 58.7% 254 37.4% 680 100.0%
Total 9 0.9% 22 2.3% 550 56.6% 390 40.2% 971 100.0%
Rural 4 1.8% 2 0.9% 86 38.4% 132 58.9% 224 100.0%
TTSL Urban 6 1.1% 17 3.3% 243 46.5% 257 49.1% 523 100.0%
Total 10 1.3% 19 2.5% 329 44.0% 389 52.1% 747 100.0%
Rural 2 0.7% 3 1.0% 162 53.3% 137 45.0% 304 100.0%
Idea Urban 17 2.4% 29 4.1% 401 56.5% 263 37.1% 710 100.0%
Total 19 1.9% 32 3.2% 563 55.5% 400 39.4% 1014 100.0%
Rural 4 1.3% 7 2.3% 167 54.%% 129 42.0% 307 100.0%
Vodafone Urban 17 2.4% 21 2.9% 428 59.7% 251 35.0% 717 100.0%
Total 21 2.1% 28 2.7% 595 58.1% 380 37.1% 1024 100.0%
Rural 36 1.4% 52 2.0% 1285 | 50.2% 1188 46.4% 2561 100.0%
Total Urban 114 1.9% 219 3.7% 3515 | 58.8% | 2127 35.6% 5975 100.0%
Total 150 1.8% 271 3.2% 4800 | 56.2% | 3315 38.8% 8536 100.0%
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5(d). Please specify the reason(s) for your dissatisfaction.

_Lack of pomplete Charges/Services| Delay in activation el ava|lapll|ty of
Service Provider IBTELE St not as per the offer, of recharge Al sEmamnE e Vel
the offer recharge coupon
Count %age Count %age Count %age Count %age Count %age

Rural 2 15.4% 2 15.4% 5 38.5% 4 30.8% 13 100.0%
Bharti Urban 3 8.6% 3 8.6% 22 62.9% 7 20.0% 35 100.0%
Total 5 10.4% 5 10.4% 27 56.3% 11 22.9% 48 100.0%
Rural 3 17.6% 3 17.6% 6 35.3% 5 29.4% 17 100.0%
MTS Urban 14 24.6% 4 7.0% 32 56.1% 7 12.3% 57 100.0%
Total 17 23.0% 7 9.5% 38 51.4% 12 16.2% 74 100.0%
Rural 5 45.5% 2 18.2% 2 18.2% 2 18.2% 11 100.0%
Aircel Urban 11 34.4% 5 15.6% 9 28.1% 7 21.9% 32 100.0%
Total 16 37.2% 7 16.3% 11 25.6% 9 20.9% 43 100.0%
Rural 8 53.3% 6 40.0% -4 -26.7% 5 33.3% 15 100.0%
Uninor Urban 17 33.3% 8 15.7% 17 33.3% 9 17.6% 51 100.0%
Total 25 37.9% 14 21.2% 13 19.7% 14 21.2% 66 100.0%
Rurd 2 33.3% 2 33.3% 1 16.7% 1 16.7% 6 100.0%
BSNL Urban 9 37.5% 3 12.5% 5 20.8% 7 29.2% 24 100.0%
Total 11 36.7% 5 16.7% 6 20.0% 8 26.7% 30 100.0%
Reliance Rural 2 50.0% 1 25.0% 0 0.0% 1 25.0% 4 100.0%
Comm Urban 14 51.9% 3 11.1% 2 7.4% 8 29.6% 27 100.0%
Total 16 51.6% 4 12.9% 2 6.5% 9 29.0% 31 100.0%
Rural 2 33.3% 1 16.7% 2 33.3% 1 16.7% 6 100.0%
Tata Tele Urban 9 39.1% 3 13.0% 5 21.7% 6 26.1% 23 100.0%
Total 11 37.9% 4 13.8% 7 24.1% 7 24.1% 29 100.0%
Rural 2 40.0% 1 20.0% 1 20.0% 1 20.0% 5 100.0%
Idea Urban 12 26.1% 3 6.5% 27 58.7% 4 8.7% 46 100.0%
Total 14 27.5% 4 7.8% 28 54.9% 5 9.8% 51 100.0%
Rural 2 18.2% 2 18.2% 6 54.5% 1 9.1% 11 100.0%
Vodafone Urban 12 31.6% 5 13.2% 16 42.1% 5 13.2% 38 100.0%
Total 14 28.6% 7 14.3% 22 44.9% 6 12.2% 49 100.0%
Rural 28 31.8% 20 22.7% 19 21.6% 21 23.9% 88 100.0%
Total Urban 101 30.3% 37 11.1% 135 40.5% 60 18.0% 333 100.0%
Total 129 30.6% 57 13.5% 154 36.6% 81 19.2% 421 100.0%

5(e). Did you get information regarding call duration, amount deductedor call and balance in the account after every call?

Service Provider VES D Uaiz

Count %age Count %age Count %age
Rural 130 56.6% 100 43.4% 230 100.0%
Bharti Urban 426 79.2% 112 20.8% 538 100.0%
Total 556 72.4% 212 27.6% 768 100.0%
Rural 197 62.7% 117 37.3% 314 100.0%
MTS Urban 535 73.1% 197 26.9% 732 100.0%
Total 732 70.0% 314 30.0% 1046 100.0%
Rural 192 66.7% 96 33.3% 288 100.0%
Aircel Urban 585 87.1% 87 12.9% 672 100.0%
Total 777 80.9% 183 19.1% 960 100.0%
Rural 202 63.1% 118 36.9% 320 100.0%
Uninor Urban 516 69.1% 231 30.9% 747 100.0%
Total 718 67.3% 349 32.7% 1067 100.0%
Rural 235 83.3% 47 16.7% 282 100.0%
BSNL Urban 574 87.4% 83 12.6% 657 100.0%
Total 809 86.2% 130 13.8% 939 100.0%
Rural 235 80.8% 56 19.2% 291 100.0%
Reliance Comm Urban 586 86.2% 94 13.8% 680 100.0%
Total 821 84.6% 150 15.4% 971 100.0%
Rural 172 76.8% 52 23.2% 224 100.0%
Tata Tele Urban 460 88.0% 63 12.0% 523 100.0%
Total 632 84.6% 115 15.4% 747 100.0%
Idea Rural 261 85.9% 43 14.1% 304 100.0%
Urban 611 86.1% 99 13.9% 710 100.0%
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5(e). Did you get information regarding call duration, amount deductedor call and balance in the account after every call?

Service Provider (ES AL il
Count %age Count %age Count %age
Total 872 86.0% 142 14.0% 1014 100.0%
Rural 248 80.8% 59 19.2% 307 100.0%
Vodafone Urban 641 89.4% 76 10.6% 717 100.0%
Total 889 86.8% 135 13.2% 1024 100.0%
Rural 1873 73.1% 688 26.9% 2561 100.0%
Total Urban 4933 82.6% 1042 17.4% 5975 100.0%
Total 6806 79.7% 1730 20.3% 8536 100.0%
B. BILLING RELATED -POSTPAID
6. How satisfied are you with the time taken to deliver your bills?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 1 1.1% 1 1.1% 57 63.2% 31 34.6% 90 100.0%
Bharti Urban 5 2.4% 2 1.0% 160 76.6% 42 20.1% 209 100.0%
Total 6 2.0% 3 1.0% 217 72.6% 73 24.4% 299 100.0%
Rural 0 0.0% 1 15.9% 3 52.4% 2 31.7% 6 100.0%
MTS Urban 1 6.8% 2 13.6% 5 32.0% 7 47.6% 15 100.0%
Total 1 4.8% 3 14.3% 8 38.1% 9 42.9% 21 100.0%
Rural 1 3.1% 2 6.2% 8 25.2% 21 65.4% 32 100.0%
Aircel Urban 0 0.0% 4 5.3% 26 34.6% 45 60.1% 75 100.0%
Total 1 0.9% 6 5.6% 34 31.8% 66 61.7% 107 100.0%
Rural 2 5.2% 2 5.2% 7 19.3% 27 70.3% 38 100.0%
BSNL Urban 3 3.3% 5 5.6% 31 34.2% 51 56.9% 90 100.0%
Total 5 3.9% 7 5.5% 38 29.7% 78 60.9% 128 100.0%
Reliance Rural 1 3.5% 3 10.4% 11 37.5% 14 48.6% 29 100.0%
Comm Urban 1 1.5% 1 1.5% 26 39.0% 39 58.0% 67 100.0%
Total 2 2.1% 4 4.2% 37 38.5% 53 55.2% 96 100.0%
Rural 2 2.1% 4 4.2% 49 51.0% 41 42.7% 96 100.0%
TTSL Urban 3 1.3% 5 2.2% 177 79.0% 39 17.4% 224 100.0%
Total 5 1.6% 9 2.8% 226 70.6% 80 25.0% 320 100.0%
Rural 1 6.3% 2 12.6% 1 5.7% 12 75.5% 16 100.0%
Idea Urban 1 2.7% 1 2.7% 18 48.8% 17 45.8% 37 100.0%
Total 2 3.8% 3 5.7% 19 35.8% 29 54.7% 53 100.0%
Rural 0 0.0% 0 0.0% 4 30.2% 9 69.8% 13 100.0%
Vodafone Urban 2 6.6% 3 10.0% 4 13.6% 21 69.8% 30 100.0%
Total 2 4.7% 3 7.0% 8 18.6% 30 69.8% 43 100.0%
Urban 8 2.5% 15 4.7% 140 43.8% 157 49.0% 320 100.0%
Total Rural 16 2.1% 23 3.1% 447 59.8% 261 34.9% 747 100.0%
Total 24 2.2% 38 3.6% 587 55.0% 418 39.2% 1067 | 100.0%
7(a). How satisfied are you with the clarity of the billdssued by your service provider in terms of transparency and understandability?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 2 2.2% 4 4.5% 43 47.6% 41 45.7% 90 100.0%
Bharti Urban 0 0.0% 3 1.4% 123 58.9% 83 39.7% 209 100.0%
Total 2 0.7% 7 2.3% 166 55.5% 124 41.5% 299 100.0%
Rural 0.0% 1 15.9% 4 68.3% 1 15.9% 6 100.0%
MTS Urban 0.0% 1 6.8% 9 59.2% 5 34.0% 15 100.0%
Total 0 0.0% 2 9.5% 13 61.9% 6 28.6% 21 100.0%
Rural 1 3.1% 0.0% 14 43.9% 17 53.0% 32 100.0%
Aircel Urban 0.0% 5 6.7% 49 65.3% 21 28.0% 75 100.0%
Total 1 0.9% 5 4.7% 63 58.9% 38 35.5% 107 100.0%
Rural 0.0% 2 5.2% 18 47.9% 18 46.9% 38 100.0%
BSNL Urban 0.0% 3 3.3% 46 50.9% 41 45.8% 90 100.0%
Total 0 0.0% 5 3.9% 64 50.0% 59 46.1% 128 100.0%
Reliance Rural 0.0% 1 3.5% 13 44.4% 15 52.1% 29 100.0%
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7(a). How satisfied are you with the clarity of the billdssued by your service provider in terms of transparency and understandability?
Comm Urban 0.0% 1 1.5% 49 73.2% 17 25.3% 67 100.0%
Total 0 0.0% 2 2.1% 62 64.6% 32 33.3% 96 100.0%
Rural 3 3.1% 9 94% 41 42.7% 43 44.8% 96 100.0%
TTSL Urban 0.0% 2 0.9% 143 63.8% 79 35.3% 224 100.0%
Total 3 0.9% 11 3.4% 184 57.5% 122 38.1% 320 100.0%
Rural 1 6.3% 1 6.3% 10 62.3% 4 25.2% 16 100.0%
Idea Urban 0.0% 3 8.1% 17 46.1% 17 45.8% 37 100.0%
Total 1 1.9% 4 7.5% 27 50.9% 21 39.6% 53 100.0%
Rural 0.0% 0 0.0% 6 45.7% 7 54.3% 13 100.0%
Vodafone Urban 0.0% 3 10.0% 11 36.9% 16 53.2% 30 100.0%
Total 0 0.0% 3 7.0% 17 39.5% 23 53.5% 43 100.0%
Rural 7 2.2% 18 5.6% 149 46.6% 146 45.6% 320 100.0%
Total Urban 0 0.0% 21 2.8% 447 59.8% 279 37.4% 747 100.0%
Total 7 0.7% 39 3.7% 596 55.9% 425 39.8% 1067 | 100.0%
7(b). Please specify the reason(s) for your dissatisfaction;
o Itemwise charges like
o Difficult to "
Difficult to read the understand the Calculaton not total minutes of usage of] Total
Service Provider bill | clear local, STD, ISD calls and|
anguage 3
charges thereon not givel
Count %age Count %age Count %age Count %age Count Y%age
Rural 0 0.0% 1 16.7% 4 66.7% 1 16.7% 6 100.0%
Bharti Urban 0 0.0% 1 33.3% 1 33.3% 1 33.3% 3 100.0%
Total 0 0.0% 2 22.2% 5 55.6% 2 22.2% 9 100.0%
Rural 1 100.0% 0 0.0% 0 0.0% 0 0.0% 1 100.0%
MTS Urban 0 0.0% 1 100.0% 0 0.0% 0 0.0% 1 100.0%
Total 1 50.0% 1 50.0% 0 0.0% 0 0.0% 2 100.0%
Rural 1 100.0% 0 0.0% 0 0.0% 0 0.0% 1 100.0%
Aircel Urban 2 40.0% 1 20.0% 0 0.0% 2 40.0% 5 100.0%
Total 3 50.0% 1 16.7% 0 0.0% 2 33.3% 6 100.0%
Rural 0 0.0% 1 50.0% 1 50.0% 0 0.0% 2 100.0%
BSNL Urban 0 0.0% 1 33.3% 1 33.3% 1 33.3% 3 100.0%
Total 0 0.0% 2 40.0% 2 40.0% 1 20.0% 5 100.0%
Reliance Rural 0 0.0% 0 0.0% 0 0.0% 1 100.0% 1 100.0%
Comm Urban 0 0.0% 0 0.0% 0 0.0% 1 100.0% 1 100.0%
Total 0 0.0% 0 0.0% 0 0.0% 2 100.0% 2 100.0%
Rural 1 8.3% 2 16.7% 8 66.7% 1 8.3% 12 100.0%
Tata Tele Urban 0 0.0% 0 0.0% 1 50.0% 1 50.0% 2 100.006
Total 1 7.1% 2 14.3% 9 64.3% 2 14.3% 14 100.0%
Rural 0 0.0% 0 0.0% 2 100.0% 0 0.0% 2 100.0%
Idea Urban 0 0.0% 1 33.3% 1 33.3% 1 33.3% 3 100.0%
Total 0 0.0% 1 20.0% 3 60.0% 1 20.0% 5 100.0%
Rural 0 100.0%
Vodafone Urban 0 0.0% 1 33.3% 1 33.3% 1 33.3% 3 100.0%
Total 0 0.0% 1 33.3% 1 33.3% 1 33.3% 3 100.0%
Rural 3 12.0% 4 16.0% 15 60.0% 3 12.0% 25 100.0%
Total Urban 2 9.5% 6 28.6% 5 23.8% 8 38.1% 21 100.0%
Total 5 10.9% 10 21.7% 20 43.5% 11 23.9% 46 100.0%
8(a). How satisfed are you with the accuracy & completeness of the bills?
. ; Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 2 2.2% 7 7.8% 47 52.1% 34 37.9% 90 100.0%
Bharti Urban 3 1.4% 8 3.8% 152 72.8% 46 22.0% 209 100.0%
Total 5 1.7% 15 5.0% 199 66.6% 80 26.8% 299 100.0%
Rural 0 0.0% 1 15.9% 4 68.3% 1 15.9% 6 100.0%
MTS Urban 0 0.0% 1 6.8% 11 72.8% 3 20.4% 15 100.0%
Total 0 0.0% 2 9.5% 15 71.4% 4 19.0% 21 100.0%
Aircel Rural 0.0% 2 6.2% 19 59.5% 11 34.3% 32 100.0%
Urban 0.0% 3 4.0% 51 68.0% 21 28.0% 75 100.0%
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8(a). How satisfed are you with the accuracy & completeness of the hills?

Total 0 0.0% 5 4.7% 70 65.4% 32 29.9% 107 100.0%
Rural 0.0% 1 2.6% 16 42.7% 21 54.7% 38 100.0%
BSNL Urban 0.0% 4 4.5% 54 59.8% 32 35.7% 90 100.0%
Total 0 0.0% 5 3.9% 70 54.7% 53 41.4% 128 100.0%
Reliance Rural 0.0% 2 6.9% 13 44.4% 14 48.6% 29 100.0%
Comm Urban 0.0% 1 1.5% 39 58.3% 27 40.2% 67 100.0%
Total 0 0.0% 3 3.1% 52 54.2% 41 42.7% 96 100.0%
Rural 2 2.1% 5 5.2% 58 60.4% 31 32.3% 96 100.0%
TTSL Urban 0.0% 4 1.8% 163 72.8% 57 25.4% 224 100.0%
Total 2 0.6% 9 2.8% 221 69.1% 88 27.5% 320 100.0%
Rural 0.0% 2 12.6% 11 68.6% 3 18.9% 16 100.0%
Idea Urban 0.0% 7 18.9% 15 40.7% 15 40.4% 37 100.0%
Total 0 0.0% 9 17.0% 26 49.1% 18 34.0% 53 100.0%
Rural 0.0% 1 7.8% 8 61.2% 4 31.0% 13 100.0%
Vodafone Urban 0.0% 2 6.6% 16 53.5% 12 39.9% 30 100.0%
Total 0 0.0% 3 7.0% 24 55.8% 16 37.2% 43 100.0%
Rural 4 1.2% 21 6.6% 176 55.0% 119 37.2% 320 100.0%
Total Urban 3 0.4% 30 4.0% 501 67.1% 213 28.5% 747 100.0%
Total 7 0.7% 51 4.8% 677 63.4% 332 31.1% 1067 | 100.0%
8(b). Please specify the reason(s) for your dissatisfaction;
Charges not as pe Tariff plan Charged fovalue Charged for
Service Provider tariff p!an ch_anged without added ser\_/ices not calls/services not Total
subscribed information subscribed made/used
Count %age Count %age Count %age Count %age Count %age

Rural 1 11.1% 0 0.0% 7 77.8% 1 11.1% 9 100.0%
Bharti Urban 1 9.1% 2 18.2% 5 45.5% 3 27.3% 11 100.0%
Total 2 10.0% 2 10.0% 12 60.0% 4 20.0% 20 100.0%
Rural 1 100.0% 0 0.0% 0 0.0% 0 0.0% 1 100.0%
MTS Urban 0 0.0% 0 0.0% 0 0.0% 1 100.0% 1 100.0%
Total 1 50.0% 0 0.0% 0 0.0% 1 50.0% 2 100.0%
Rural 1 50.0% 0 0.0% 1 50.0% 0 0.0% 2 100.0%
Aircel Urban 1 33.3% 2 66.7% 0 0.0% 0 0.0% 3 100.0%
Total 2 40.0% 2 40.0% 1 20.0% 0 0.0% 5 100.0%
Rural 0 0.0% 0 0.0% 1 100.0% 0 0.0% 1 100.0%
BSNL Urban 0 0.0% 2 50.0% 1 25.0% 1 25.0% 4 100.0%
Total 0 0.0% 2 40.0% 2 40.0% 1 20.0% 5 100.0%
Reliance Rural 0 0.0% 1 50.0% 1 50.0% 0 0.0% 2 100.0%
Comm Urban 1 100.0% 0 0.0% 0 0.0% 0 0.0% 1 100.0%
Total 1 33.3% 1 33.3% 1 33.3% 0 0.0% 3 100.0%
Rural 0 0.0% 1 14.3% 6 85.7% 0 0.0% 7 100.0%
Tata Tele Urban 0 0.0% 1 25.0% 2 50.0% 1 25.0% 4 100.0%
Total 0 0.0% 2 18.2% 8 72.7% 1 9.1% 11 100.0%
Rural 0 0.0% 0 0.0% 2 100.0% 0 0.0% 2 100.0%
Idea Urban 1 14.3% 3 42.9% 1 14.3% 2 28.6% 7 100.0%
Total 1 11.1% 3 33.3% 3 33.3% 2 22.2% 9 100.0%
Rural 0 0.0% 0 0.0% 1 100.0% 0 0.0% 1 100.0%
Vodafone Urban 0 0.0% 1 50.0% 1 50.0% 0 0.0% 2 100.0%
Total 0 0.0% 1 33.3% 2 66.7% 0 0.0% 3 100.0%
Rural 3 12.0% 2 8.0% 19 76.0% 1 4.0% 25 100.0%
Total Urban 4 12.1% 11 33.3% 10 30.3% 8 24.2% 33 100.0%
Total 7 12.1% 13 22.4% 29 50.0% 9 15.5% 58 100.0%
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9(a). Have you made any billing redted complaints in the last 6 months?

Service Provider iES il ol
Count Y%age Count %age Count Y%age
Rural 17 18.6% 73 81.4% 90 100.0%
Bharti Urban 38 18.3% 171 81.7% 209 100.0%
Total 55 18.4% 244 81.6% 299 100.0%
Rural 2 36.5% 4 63.5% 6 100.0%
MTS Urban 3 18.4% 12 81.6% 15 100.0%
Total 5 23.8% 16 76.2% 21 100.0%
Rural 8 25.2% 24 74.8% 32 100.0%
Aircel Urban 13 17.2% 62 82.8% 75 100.0%
Total 21 19.6% 86 80.4% 107 100.0%
Rural 7 19.3% 31 80.7% 38 100.0%
BSNL Urban 18 19.6% 72 80.4% 90 100.0%
Total 25 19.5% 103 80.5% 128 100.0%
Rural 8 27.1% 21 72.9% 29 100.0%
Reliance Comm Urban 13 19.6% 54 80.4% 67 100.0%
Total 21 21.9% 75 78.1% 96 100.0%
Rural 17 17.7% 79 82.3% 96 100.0%
Tata Tele Urban 37 16.5% 187 83.5% 224 100.0%
Total 54 16.9% 266 83.1% 320 100.0%
Rural 4 24.5% 12 75.5% 16 100.0%
Idea Urban 8 21.8% 29 78.2% 37 100.0%
Total 12 22.6% 41 77.4% 53 100.0%
Rural 3 22.5% 10 77.5% 13 100.0%
Vodafone Urban 6 20.3% 24 79.7% 30 100.0%
Total 9 20.9% 34 79.1% 43 100.0%
Rural 66 20.6% 254 79.4% 320 100.0%
Totd Urban 136 18.2% 611 81.8% 747 100.0%
Total 202 18.9% 865 81.1% 1067 100.0%
9(b). How satisfied are you with the process of resolution of billing complaints?
SEhIEE PILE e Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count Y%age Count Y%age Count | %age Count %age | Count | %age
Rural 1 6.0% 9 52.1% 7 41.9% 17 5.2%
Bharti Urban 2 5.2% 18 47.8% 18 47.0% 38 5.1%
Total 3 5.5% 27 49.1% 25 45.5% 55 5.2%
Rural 0.0% 2 100.0% 0.0% 2 0.7%
MTS Urban 0 0.0% 3 100.0% 0.0% 3 0.4%
Total 0 0.0% 5 100.0% 0 0.0% 5 0.5%
Rural 0.0% 8 100.0% 0.0% 8 2.5%
Aircel Urban 1 7.8% 8 61.2% 4 31.0% 13 1.7%
Total 1 4.8% 16 76.2% 4 19.0% 21 2.0%
Rural 0.0% 7 100.0% 0.0% 7 2.3%
BSNL Urban 2 11.4% 11 60.2% 5 28.4% 18 2.4%
Total 2 8.0% 18 72.0% 5 20.0% 25 2.3%
Reliance Rural 0.0% 6 74.4% 2 25.6% 8 2.4%
Comm Urban 0 0.0% 6 47.0% 7 53.0% 13 1.8%
Total 0 0.0% 12 57.1% 9 42.9% 21 2.0%
Rural 4 23.5% 6 35.3% 7 41.2% 17 5.3%
TTSL Urban 2 5.4% 19 51.4% 16 43.2% 37 5.0%
Total 6 11.1% 25 46.3% 23 42.6% 54 5.1%
Rural 0.0% 3 74.4% 1 25.6% 4 1.2%
Idea Urban 1 12.3% 5 63.0% 2 24.7% 8 1.1%
Total 1 8.3% 8 66.7% 3 25.0% 12 1.1%
Rural 0.0% 1 31.0% 2 69.0% 3 0.9%
Vodafone Urban 0.0% 3 50.8% 3 49.2% 6 0.8%
Total 0 0.0% 4 44.4% 5 55.6% 9 0.8%
Urban 5 7.6% 42 63.7% 19 28.7% 66 20.6%
Total Rural 8 5.9% 73 53.6% 55 40.5% 136 | 18.2%
Total 13 6.4% 115 56.9% 74 36.6% 202 | 18.9%
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10. In the last 6 months, have you contacted customer care/ helpline/ call centre of your service provider?

Service Provider iES e ol
Couwnt Y%age Count %age Count Y%age
Rural 165 51.6% 155 48.4% 320 100.0%
Bharti Urban 216 28.9% 531 71.1% 747 100.0%
Total 381 35.7% 686 64.3% 1067 100.0%
Rural 175 54.7% 145 45.3% 320 100.0%
MTS Urban 226 30.3% 521 69.7% 747 100.0%
Total 401 37.6% 666 62.4% 1067 100.0%
Rural 177 55.3% 143 44.7% 320 100.0%
Aircel Urban 230 30.8% 517 69.2% 747 100.0%
Total 407 38.1% 660 61.9% 1067 100.0%
Rural 167 52.2% 153 47.8% 320 100.0%
Uninor Urban 216 28.9% 531 71.1% 747 100.0%
Total 383 35.9% 684 64.1% 1067 100.0%
Rural 161 50.3% 159 49.7% 320 100.0%
BSNL Urban 221 29.6% 526 70.4% 747 100.0%
Total 382 35.8% 685 64.2% 1067 100.0%
Rural 155 48.4% 165 51.6% 320 100.0%
Reliance Comm Urban 223 29.9% 524 70.1% 747 100.0%
Total 378 35.4% 689 64.6% 1067 100.0%
Rural 157 49.1% 163 50.9% 320 100.0%
Tata Tele Urban 227 30.4% 520 69.6% 747 100.0%
Total 384 36.0% 683 64.0% 1067 100.0%
Rural 153 47.8% 167 52.2% 320 100.0%
Idea Urban 216 28.9% 531 71.1% 747 100.0%
Total 369 34.6% 698 65.4% 1067 100.0%
Rural 164 51.3% 156 48.8% 320 100.0%
Vodafone Urban 215 28.8% 532 71.2% 747 100.0%
Total 379 35.5% 688 64.5% 1067 100.0%
Rural 1474 51.2% 1406 48.8% 2880 100.0%
Total Urban 1990 29.6% 4733 70.4% 6723 100.0%
Total 3464 36.1% 6139 63.9% 9603 100.0%6
11. How satisfied are you with the ease of access of call centre/customer care or helpline?
) ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Rural 7 4.2% 11 6.7% 104 63.0% 43 26.1% 165 | 100.0%
Bharti Urban 11 5.1% 15 6.9% 121 56.0% 69 31.9% 216 100.0%
Total 18 4.7% 26 6.8% 225 59.1% 112 29.4% 381 | 100.0%
Rural 9 5.1% 15 8.6% 106 60.6% 45 25.7% 175 100.0%
MTS Urban 10 4.4% 16 7.1% 144 63.7% 56 24.8% 226 | 100.0%
Total 19 4.7% 31 7.7% 250 62.3% 101 25.2% 401 100.0%
Rural 17 9.6% 18 10.2% 101 57.1% 41 23.2% 177 100.0%
Aircel Urban 21 9.1% 26 11.3% 112 48.7% 71 30.9% 230 | 100.0%
Total 38 9.3% 44 10.8% 213 52.3% 112 27.5% 407 100.0%
Rural 16 9.6% 17 10.2% 102 61.1% 32 19.2% 167 | 100.0%
Uninor Urban 19 8.8% 21 9.7% 131 60.6% 45 20.8% 216 100.0%
Total 35 9.1% 38 9.9% 233 60.8% 77 20.1% 383 | 100.0%
Rural 17 10.6% 12 7.5% 81 50.3% 51 31.7% 161 | 100.0%
BSNL Urban 11 5.0% 16 7.2% 130 58.8% 64 29.0% 221 100.0%
Total 28 7.3% 28 7.3% 211 55.2% 115 30.1% 382 | 100.0%
Rural 7 4.5% 16 10.3% 83 53.5% 49 31.6% 155 100.0%
Reliance Comm| Urban 21 9.4% 25 11.2% 119 53.4% 58 26.0% 223 | 100.0%
Total 28 7.4% 41 10.8% 202 53.4% 107 28.3% 378 | 100.0%
Rural 11 7.0% 12 7.6% 84 53.5% 50 31.8% 157 100.0%
TTSL Urban 21 9.3% 17 7.5% 127 55.9% 62 27.3% 227 | 100.0%
Total 32 8.3% 29 7.6% 211 54.9% 112 29.2% 384 100.0%
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11. How satisfied are you with the ease of access of call centre/customer care or helpline?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Rural 8 5.2% 6 3.9% 92 60.1% 47 30.7% 153 | 100.0%
Idea Urban 22 10.2% 17 7.9% 110 50.9% 67 31.0% 216 | 100.0%
Total 30 8.1% 23 6.2% 202 54.7% 114 30.9% 369 | 100.0%
Rural 6 3.7% 4 2.4% 113 68.9% 41 25.0% 164 | 100.0%
Vodafone Urban 14 6.5% 21 9.8% 109 50.7% 71 33.0% 215 | 100.0%
Total 20 5.3% 25 6.6% 222 58.6% 112 29.6% 379 | 100.0%
Rural 98 6.6% 111 7.5% 866 58.8% 399 27.1% 1474 | 100.0%
Total Urban 150 7.5% 174 8.7% 1103 55.4% 563 28.3% 1990 | 100.0%
Total 248 7.2% 285 8.2% 1969 56.8% 962 27.8% 3464 | 100.0%
12. How satisfied are you with the ease of etting 4
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Povider
Count %age Count %age Count %age Count %age Count | %age
Rural 4 2.4% 8 4.8% 97 58.8% 56 33.9% 165 | 100.0%
Bharti Urban 2 0.9% 7 3.2% 124 57.4% 83 38.4% 216 | 100.0%
Total 6 1.6% 15 3.% 221 58.0% 139 36.5% 381 | 100.0%
Rural 6 3.4% 8 4.6% 106 60.6% 55 31.4% 175 | 100.0%
MTS Urban 12 5.3% 11 4.9% 132 58.4% 71 31.4% 226 | 100.0%
Total 18 4.5% 19 4.7% 238 59.4% 126 31.4% 401 | 100.0%
Rural 14 7.9% 17 9.6% 85 48.0% 61 34.5% 177 | 100.0%
Aircel Urban 15 6.5% 19 8.3% 119 51.7% 77 33.5% 230 | 100.0%
Total 29 7.1% 36 8.8% 204 50.1% 138 33.9% 407 | 100.0%
Rural 6 3.6% 16 9.6% 106 63.5% 39 23.4% 167 | 100.0%
Uninor Urban 8 3.7% 24 11.1% 128 59.3% 56 25.9% 216 | 100.0%
Total 14 3.7% 40 10.4% 234 61.1% 95 24.8% 383 | 100.0%
Rural 12 7.5% 15 9.3% 71 44.1% 63 39.1% 161 | 100.0%
BSNL Urban 11 5.0% 9 4.1% 143 64.7% 58 26.2% 221 | 100.0%
Total 23 6.0% 24 6.3% 214 56.0% 121 31.7% 382 | 100.0%
Rural 4 2.6% 6 3.9% 74 47.7% 71 45.8% 155 | 100.0%
Reliance Comm| Urban 11 4.9% 18 8.1% 143 64.1% 51 22.9% 223 | 100.0%
Total 9 2.4% 24 6.3% 223 59.0% 122 32.3% 378 | 100.0%
Rural 3 1.9% 5 3.2% 80 51.0% 69 43.9% 157 | 100.0%
TTSL Urban 9 4.0% 11 4.8% 123 54.2% 84 37.0% 227 | 100.0%
Total 12 3.1% 16 4.2% 203 52.9% 153 39.8% 384 | 100.0%
Rural 3 2.0% 7 4.6% 86 56.2% 57 37.3% 153 | 100.0%
Idea Urban 8 3.7% 14 6.5% 118 54.6% 76 35.2% 216 | 100.0%
Total 11 3.0% 21 5.7% 204 55.3% 133 36.0% 369 | 100.0%
Rural 2 1.2% 5 3.0% 104 63.4% 53 32.3% 164 | 100.0%
Vodafone Urban 8 3.7% 19 8.8% 123 57.2% 65 30.2% 215 | 100.0%
Total 10 2.6% 24 6.3% 227 59.9% 118 31.1% 379 | 100.0%
Rural 54 3.7% 87 5.9% 809 54.9% 524 35.5% 1474 | 100.0%
Total Urban 84 4.2% 132 6.6% 1153 57.9% 621 31.2% 1990 | 100.0%
Total 132 3.8% 219 6.3% 1968 56.8% 1145 33.1% 3464 | 100.0%
13. How satisfied are you with the response time taken to answer your call by a customer care executive?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count Y%age Count Y%age Count Y%age Count Y%age Count | %age
Rural 3 1.8% 18 10.9% 99 60.0% 45 27.3% 165 | 100.0%
Bhatti Urban 2 0.9% 7 3.2% 135 62.5% 72 33.3% 216 | 100.0%
Total 5 1.3% 25 6.6% 234 61.4% 117 30.7% 381 | 100.0%
Rural 11 6.3% 8 4.6% 108 61.7% 48 27.4% 175 | 100.0%
MTS Urban 16 7.1% 12 5.3% 121 53.5% 77 341% 226 | 100.0%
Total 27 6.7% 20 5.0% 229 57.1% 125 31.2% 401 | 100.0%
Rural 16 9.0% 17 9.6% 103 58.2% 41 23.2% 177 | 100.0%
Aircel Urban 25 10.9% 27 11.7% 109 47.4% 69 30.0% 230 | 100.0%
Total 41 10.1% 44 10.8% 212 52.1% 110 27.0% 407 | 100.0%
Uninor Rural 9 5.4% 21 12.6% 102 61.1% 35 21.0% 167 | 100.0%
Urban 14 6.5% 24 11.1% 122 56.5% 56 25.9% 216 | 100.0%
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13. How satisfied are you with the response time taken to answer your call by a customer care executive?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Total 23 6.0% 45 11.7% 224 58.5% 91 23.8% 383 | 100.0%
Rural 11 6.8% 15 9.3% 78 48.4% 57 35.4% 161 | 100.0%
BSNL Urban 12 5.4% 19 8.6% 106 48.0% 84 38.0% 221 | 100.0%
Total 23 6.0% 34 8.9% 184 48.2% 141 36.9% 382 | 100.0%
Rural 12 7.7% 21 13.5% 69 44.5% 53 34.2% 155 | 100.0%
Reliance Comm| Urban 14 6.3% 15 6.7% 122 54.7% 72 32.3% 223 | 100.0%
Total 26 6.9% 36 9.5% 191 50.5% 125 33.1% 378 | 100.0%
Rural 6 3.8% 9 5.7% 95 60.5% 47 29.9% 157 | 100.0%
TTSL Urban 21 9.3% 17 7.5% 121 53.3% 68 30.0% 227 | 100.0%
Total 27 7.0% 26 6.8% 216 56.3% 115 29.9% 384 | 100.0%
Rural 7 4.6% 15 9.8% 80 52.3% 51 33.3% 153 | 100.0%
Idea Urban 24 11.1% 18 8.3% 103 47.7% 71 32.9% 216 | 100.0%
Total 31 8.4% 33 8.9% 183 49.6% 122 33.1% 369 | 100.0%
Rural 4 2.4% 7 4.3% 106 64.6% 47 28.7% 164 | 100.0%
Vodafone Urban 18 8.4% 27 12.6% 107 49.8% 63 29.3% 215 | 100.0%
Total 22 5.8% 34 9.0% 213 56.2% 110 29.0% 379 | 100.0%
Rural 79 5.4% 131 8.9% 840 57.0% 424 28.8% 1474 | 100.0%
Total Urban 146 7.3% 166 8.3% 1046 52.6% 632 31.8% 1990 | 100.0%
Total 225 6.5% 297 8.6% 1886 54.4% 1056 30.5% 3464 | 100.0%
14. How satisfied are you with the problem solving ability of the customer care executive(s)?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Senice Provider
Count %age Count %age Count %age Count %age Count | %age
Rural 2 1.2% 11 6.7% 118 71.5% 34 20.6% 165 | 100.0%
Bharti Urban 6 2.8% 3 1.4% 150 69.4% 57 26.4% 216 | 100.0%
Total 8 2.1% 14 3.7% 268 70.3% 91 23.9% 381 | 100.0%
Rural 7 4.0% 6 3.4% 120 68.6% 42 24.0% 175 | 100.0%
MTS Urban 16 7.1% 9 4.0% 147 65.0% 54 23.9% 226 | 100.0%
Total 23 5.7% 15 3.7% 267 66.6% 96 23.9% 401 | 100.0%
Rural 12 6.8% 17 9.6% 111 62.7% 37 20.9% 177 | 100.0%
Aircel Urban 17 7.4% 21 9.1% 145 63.0% 47 20.4% 230 | 100.0%
Total 29 7.1% 38 9.3% 256 62.9% 84 20.6% 407 | 100.0%
Rural 12 7.2% 24 14.4% 90 53.9% 41 24.6% 167 | 100.0%
Uninor Urban 19 8.8% 26 12.0% 113 52.3% 58 26.9% 216 | 100.0%
Total 31 8.1% 50 13.1% 203 53.0% 99 25.8% 383 | 100.0%
Rural 14 8.7% 17 10.6% 83 51.6% 47 29.2% 161 | 100.0%
BSNL Urban 18 8.1% 19 8.6% 122 55.2% 62 28.1% 221 | 100.0%
Total 32 8.4% 36 9.4% 205 53.7% 109 28.5% 382 | 100.0%
Rural 17 11.0% 19 12.3% 74 47.7% 45 29.0% 155 | 100.0%
Reliance Comm| Urban 12 5.4% 14 6.3% 136 61.0% 61 27.4% 223 | 100.0%
Total 29 7.7% 33 8.7% 210 55.6% 106 28.0% 378 | 100.0%
Rural 5 3.2% 3 1.9% 100 63.7% 49 31.2% 157 | 100.0%
TTSL Urban 18 7.9% 16 7.0% 130 57.3% 63 27.8% 227 | 100.0%
Total 23 6.0% 19 4.9% 230 59.9% 112 29.2% 384 | 100.0%
Rural 12 7.8% 15 9.8% 75 49.0% 51 33.3% 153 | 100.0%
Idea Urban 15 6.9% 19 8.8% 115 53.2% 67 31.0% 216 | 100.0%
Total 27 7.3% 34 9.2% 190 51.5% 118 32.0% 369 | 100.0%
Rural 4 2.4% 6 3.7% 113 68.9% 41 25.0% 164 | 100.0%
Vodafone Urban 12 5.6% 17 7.9% 128 59.5% 58 27.0% 215 | 100.0%
Total 16 4.2% 23 6.1% 241 63.6% 99 26.1% 379 | 100.0%
Rural 85 5.8% 118 8.0% 884 60.0% 387 26.3% 1474 | 100.0%
Total Urban 133 6.7% 144 7.2% 1186 59.6% 527 26.5% 1990 | 100.0%
Total 218 6.3% 262 7.6% 2070 59.8% 914 26.4% 3464 | 100.0%
15. How satisfied are you with the time taken by call centre/customer care /helpline to resolve your complaint?
) ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Bharti | Rural 11 6.7% 8 4.8% 120 72.7% 26 15.8% 165 | 100.0%
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15. How satisfied are you with the time taken by call centre/customer care /helpline to resolve your complaint?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Urban 6 2.8% 9 4.2% 144 66.7% 57 26.4% 216 | 100.0%
Total 17 4.5% 17 4.5% 264 69.3% 83 21.8% 381 100.0%
Rural 8 4.6% 11 6.3% 156 89.1% 0.0% 175 | 100.0%
MTS Urban 16 7.1% 12 5.3% 79 35.0% 119 52.7% 226 100.0%
Total 24 6.0% 23 5.7% 235 58.6% 119 29.7% 401 | 100.0%
Rural 9 5.1% 11 6.2% 50 28.2% 107 60.5% 177 | 100.0%
Aircel Urban 12 5.2% 17 7.4% 108 47.0% 93 40.4% 230 100.0%
Total 21 5.2% 28 6.9% 158 38.8% 200 49.1% 407 | 100.0%
Rural 17 10.2% 21 12.6% 77 46.1% 52 31.1% 167 100.0%
Uninor Urban 21 9.7% 24 11.1% 92 42.6% 79 36.6% 216 | 100.0%
Total 38 9.9% 45 11.7% 169 44.1% 131 34.2% 383 100.0%
Rural 7 4.3% 9 5.6% 138 85.7% 7 4.3% 161 100.0%
BSNL Urban 11 5.0% 12 5.4% 101 45.7% 97 43.9% 221 100.0%
Total 18 4.7% 21 5.5% 239 62.6% 104 27.2% 382 100.0%
Rural 15 9.7% 21 13.5% 74 47.7% 45 29.0% 155 100.0%
Reliance Comm| Urban 11 4.9% 14 6.3% 117 52.5% 81 36.3% 223 100.0%
Total 26 6.9% 35 9.3% 191 50.5% 126 33.3% 378 | 1000%
Rural 2 1.3% 4 2.5% 147 93.6% 4 2.5% 157 | 100.0%
TTSL Urban 18 7.9% 11 4.8% 131 57.7% 67 29.5% 227 100.0%
Total 20 5.2% 15 3.9% 278 72.4% 71 18.5% 384 | 100.0%
Rural 6 3.9% 7 4.6% 134 87.6% 6 3.9% 153 100.0%
Idea Urban 18 8.3% 19 8.8% 109 50.5% 70 32.4% 216 | 100.0%
Total 24 6.5% 26 7.0% 243 65.9% 76 20.6% 369 | 100.0%
Rural 4 2.4% 7 4.3% 148 90.2% 5 3.0% 164 100.0%
Vodafone Urban 11 5.1% 12 5.6% 109 50.7% 83 38.6% 215 | 100.0%
Total 15 4.0% 19 5.0% 257 67.8% 88 23.2% 379 100.0%
Rural 79 54% 99 6.7% 1044 70.8% 252 17.1% 1474 | 100.0%
Total Urban 124 6.2% 130 6.5% 990 49.7% 746 37.5% 1990 | 100.0%
Total 203 5.9% 229 6.6% 2034 58.7% 998 28.8% 3464 | 100.0%
D. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY
16. How satisfied are you with the avidability of signal of your service provider in your locality?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age | Count | %age
Rural 5 1.6% 21 6.6% 182 56.9% 112 35.0% 320 | 1000%
Bharti Urban 13 1.7% 32 4.3% 446 59.7% 256 34.3% 747 | 100.0%
Total 18 1.7% 53 5.0% 628 58.9% 368 34.5% | 1067 | 100.0%
Rural 4 1.3% 17 5.3% 182 56.9% 117 36.6% 320 | 100.0%
MTS Urban 21 2.8% 37 5.0% 411 55.0% 278 37.2% 747 100.0%
Total 25 2.3% 54 5.1% 593 55.6% 395 37.0% | 1067 | 100.0%
Rural 21 6.6% 16 5.0% 157 49.1% 126 39.4% 320 | 100.0%
Aircel Urban 17 2.3% 28 3.7% 488 65.3% 214 28.6% 747 | 100.0%
Total 38 3.6% 44 4.1% 645 60.4% 340 31.9% | 1067 | 100.0%
Rural 18 5.6% 24 7.5% 155 48.4% 123 38.4% 320 100.0%
Uninor Urban 21 2.8% 42 5.6% 474 63.5% 210 28.1% 747 100.0%
Total 39 3.7% 66 6.2% 629 59.0% 333 31.2% | 1067 | 100.0%
Rural 7 2.2% 9 2.8% 161 50.3% 143 44.7% 320 | 100.0%
BSNL Urban 21 2.8% 25 3.3% 500 66.9% 201 26.9% 747 | 100.0%
Total 28 2.6% 34 3.2% 661 61.9% 344 32.2% | 1067 | 100.0%
Rural 16 5.0% 15 4.7% 182 56.9% 107 33.4% 320 | 100.0%
Reliance Comm Urban 19 2.5% 31 4.1% 410 54.9% 287 38.4% 747 100.0%
Total 35 3.3% 46 4.3% 592 55.5% 394 36.9% | 1067 | 100.0%
Rural 5 1.6% 8 2.5% 203 63.4% 104 32.5% 320 | 100.0%
TTSL Urban 24 3.2% 32 4.3% 394 52.7% 297 39.8% 747 | 100.0%
Total 29 2.7% 40 3.7% 597 56.0% 401 37.6% | 1067 | 100.0%
Idea Rural 6 1.9% 9 2.8% 161 50.3% 144 45.0% 320 100.0%
Urban 27 3.6% 34 4.6% 341 45.6% 345 46.2% 747 | 100.0%
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16. How satisfied are you with the avidability of signal of your service provider in your locality?

. ; Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age | Count | %age
Total 33 3.1% 43 4.0% 502 47.0% 489 45.8% | 1067 | 100.0%
Rural 5 1.6% 6 1.9% 195 60.9% 114 35.6% 320 | 100.0%
Vodafone Urban 17 2.3% 35 4.7% 339 45.4% 356 47.7% 747 100.0%
Total 22 2.1% 41 3.8% 534 50.0% 470 44.0% | 1067 | 100.0%
Rural 87 3.0% 125 4.3% 1578 54.8% 1090 37.8% | 2830 | 100.0%
Total Urban 180 2.7% 296 4.4% 3803 56.6% 2444 36.4% | 6723 | 100.0%
Total 267 2.8% 421 4.4% 5381 56.0% 3534 36.8% | 9603 | 100.0%
17. How satisfied are you with the ability to make or receive calls easily?
. ; Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age | Count | %age
Rural 11 3.4% 21 6.6% 147 45.9% 141 44.1% 320 | 100.0%
Bharti Urban 23 3.1% 32 4.3% 387 51.8% 305 40.8% 747 100.0%
Total 34 3.2% 53 5.0% 534 50.0% 446 41.8% | 1067 | 100.0%
Rural 14 4.4% 16 5.0% 145 45.3% 145 45.3% 320 | 100.0%
MTS Urban 24 3.2% 27 3.6% 395 52.9% 301 40.3% 747 100.0%
Total 38 3.6% 43 4.0% 540 50.6% 446 41.8% | 1067 | 100.0%
Rural 11 3.4% 24 7.5% 162 50.6% 123 38.4% 320 | 100.0%
Aircel Urban 18 2.4% 29 3.9% 455 60.9% 245 32.8% 747 100.0%
Total 29 2.7% 53 5.0% 617 57.8% 368 34.5% | 1067 | 100.0%
Rural 8 2.5% 14 4.4% 145 45.3% 153 47.8% 320 | 100.0%
Uninor Urban 34 4.6% 38 5.1% 478 64.0% 197 26.4% 747 100.0%
Total 42 3.9% 52 4.9% 623 58.4% 350 32.8% | 1067 | 100.0%
Rural 7 2.2% 9 2.8% 157 49.1% 147 45.9% 320 | 100.0%
BSNL Urban 37 5.0% 21 2.8% 443 59.3% 246 32.9% 747 100.0%
Total 44 4.1% 30 2.8% 600 56.2% 393 36.8% | 1067 | 100.0%
Rural 14 4.4% 18 5.6% 137 42.8% 151 47.2% 320 | 100.0%
Reliance Comm Urban 35 4.7% 27 3.6% 422 56.5% 263 35.2% 747 100.0%
Total 49 4.6% 45 4.2% 559 52.4% 414 38.8% | 1067 | 100.0%
Rural 4 1.3% 7 2.2% 192 60.0% 117 36.6% 320 | 100.0%
TTSL Urban 17 2.3% 21 2.8% 451 60.4% 258 34.5% 747 100.0%
Total 21 2.0% 28 2.6% 643 60.3% 375 35.1% | 1067 | 100.0%
Rural 5 1.6% 8 2.5% 155 48.4% 152 47.5% 320 | 100.0%
Idea Urban 31 4.1% 39 5.2% 368 49.3% 309 41.4% 747 100.0%
Total 36 3.4% 47 4.4% 523 49.0% 461 43.2% | 1067 | 100.0%
Rural 7 2.2% 9 2.8% 187 58.4% 117 36.6% 320 | 100.0%
Vodafone Urban 39 5.2% 41 5.5% 291 39.0% 376 50.3% 747 100.0%
Total 46 4.3% 50 4.7% 478 44.8% 493 46.2% | 1067 | 100.0%
Rural 81 2.8% 126 4.4% 1427 49.5% 1246 43.3% | 2880 | 100.0%
Total Urban 258 3.8% 275 4.1% 3690 54.9% 2500 37.2% | 6723 | 100.0%
Total 339 3.5% 401 4.2% 5117 53.3% 3746 39.0% | 9603 | 100.0%
18. How often does your call drops during conversation?
Service Provider Never Occasionally Frequently Very frequently Total
Count Y%age Count %age Count Y%age Count %age Count Y%age
Rural 114 35.6% 127 39.7% 78 24.4% 1 0.3% 320 100.0%
Bharti Urban 371 49.7% 287 38.4% 87 11.6% 2 0.3% 747 100.0%
Total 485 45.5% 414 38.8% 165 15.5% 3 0.3% 1067 100.0%
Rural 59 18.4% 196 61.3% 62 19.4% 3 0.9% 320 100.0%
MTS Urban 271 36.3% 397 53.1% 78 10.4% 1 0.1% 747 100.0%
Total 330 30.9% 593 55.6% 140 13.1% 4 0.4% 1067 100.0%
Rural 44 13.8% 141 44.1% 121 37.8% 14 4.4% 320 100.0%
Aircel Urban 315 42.2% 263 35.2% 154 20.6% 15 2.0% 747 100.0%
Total 359 33.6% 404 37.9% 275 25.8% 29 2.7% 1067 100.0%
Rural -1 -0.3% 187 58.4% 117 36.6% 17 5.3% 320 100.0%
Uninor Urban 279 37.3% 332 44.4% 124 16.6% 12 1.6% 747 100.0%
Total 278 26.1% 519 48.6% 241 22.6% 29 2.7% 1067 100.0%
BSNL Rural -18 -5.6% 232 72.5% 104 32.5% 2 0.6% 320 100.0%
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18. How often does your call drops during conversation?

. . Never Occasionally Frequently Very frequently Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Urban 248 33.2% 384 51.4% 115 15.4% 0 0.0% 747 100.0%
Total 230 21.6% 616 57.7% 219 20.5% 2 0.2% 1067 100.0%
Reliance Rural 44 13.8% 175 54.7% 97 30.3% 4 1.3% 320 100.0%
Comm Urban 290 38.8% 345 46.2% 106 14.2% 6 0.8% 747 100.0%
Total 334 31.3% 520 48.7% 203 19.0% 10 0.9% 1067 100.0%
Rural 52 16.3% 167 52.2% 98 30.6% 3 0.9% 320 100.0%
Tata Tele Urban 243 32.5% 389 52.1% 115 15.4% 0 0.0% 747 100.0%
Total 295 27.6% 556 52.1% 213 20.0% 3 0.3% 1067 100.0%
Rural 146 45.6% 117 36.6% 56 17.5% 1 0.3% 320 100.0%
Idea Urban 349 46.7% 289 38.7% 109 14.6% 0 0.0% 747 100.0%
Total 495 46.4% 406 38.1% 165 15.5% 1 0.1% 1067 100.0%
Rural 123 38.4% 117 36.6% 78 24.4% 2 0.6% 320 100.0%
Vodafone Urban 392 52.5% 257 34.4% 97 13.0% 1 0.1% 747 100.0%
Total 515 48.3% 374 35.1% 175 16.4% 3 0.3% 1067 100.0%
Rural 563 19.5% 1459 50.7% 811 28.2% 47 1.6% 2880 100.0%
Total Urban 2758 41.0% 2943 43.8% 985 14.7% 37 0.6% 6723 100.0%
Total 3321 34.6% 4402 45.8% 1796 18.7% 84 0.9% 9603 100.0%
19. How satisfied are you with the voice quality?
. . Very Dissatisfed Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count Y%age Count %age Count %age Count %age | Count | %age
Rural 17 5.3% 11 3.4% 83 25.9% 209 65.3% 320 | 100.0%
Bharti Urban 32 4.3% 29 3.9% 262 35.1% 424 56.8% 747 100.0%
Total 49 4.6% 40 3.7% 345 32.3% 633 59.3% | 1067 | 100.0%
Rural 11 3.4% 19 5.9% 290 90.6% 0.0% 320 | 100.0%
MTS Urban 34 4.6% 41 5.5% 235 31.5% 437 58.5% 747 100.0%
Total 45 4.2% 60 5.6% 525 49.2% 437 41.0% | 1067 | 100.0%
Rural 21 6.6% 45 14.1% 210 65.6% 44 13.8% 320 100.0%
Aircel Urban 32 4.3% 76 10.2% 480 64.3% 159 21.3% 747 100.0%
Total 53 5.0% 121 11.3% 690 64.7% 203 19.0% | 1067 | 100.0%
Rural 14 4.4% 56 17.5% 183 57.2% 67 20.9% 320 100.0%
Uninor Urban 29 3.9% 54 7.2% 362 48.5% 302 40.4% 747 100.0%
Total 43 4.0% 110 10.3% 545 51.1% 369 34.6% 1067 | 100.0%
Rural 5 1.6% 45 14.1% 254 79.4% 16 5.0% 320 100.0%
BSNL Urban 19 2.5% 41 5.5% 255 34.1% 432 57.8% 747 100.0%
Total 24 2.2% 86 8.1% 509 47.7% 448 42.0% 1067 | 100.0%
Rural 8 2.5% 41 12.8% 229 71.6% 42 13.1% 320 100.0%
Reliance Comm Urban 21 2.8% 42 5.6% 373 49.9% 311 41.6% 747 100.0%
Total 29 2.7% 83 7.8% 602 56.4% 353 33.1% | 1067 | 100.0%
Rural 14 4.4% 26 8.1% 268 83.8% 12 3.8% 320 | 100.0%
TTSL Urban 14 1.9% 45 6.0% 289 38.7% 399 53.4% 747 100.0%
Total 28 2.6% 71 6.7% 557 52.2% 411 38.5% | 1067 | 100.0%
Rural 15 4.7% 15 4.7% 250 78.1% 40 12.5% 320 100.0%
Idea Urban 19 2.5% 42 5.6% 202 27.0% 484 64.8% 747 100.0%
Total 34 3.2% 57 5.3% 452 42.4% 524 49.1% 1067 | 100.0%
Rural 14 4.4% 24 7.5% 261 81.6% 21 6.6% 320 100.0%
Vodafone Urban 17 2.3% 26 3.5% 153 20.5% 551 73.8% 747 100.0%
Total 31 2.9% 50 4.7% 414 38.8% 572 53.6% 1067 | 100.0%
Rural 119 4.1% 282 9.8% 2028 70.4% 451 15.7% | 2880 | 100.0%
Total Urban 217 3.2% 396 5.9% 2611 38.8% 3499 52.0% | 6723 | 100.0%
Total 336 3.5% 678 71% 4639 48.3% 3950 41.1% | 9603 | 100.0%
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E. MAINTAINABILITY (FAULT REPAIR)

20. How often do you face signal problems?

Service Provider Never Occasionally Frequently Very frequently Total
Count %age Count %age Count %age | Count %age Count Y%age
Rural 170 53.0% 130 40.5% 14 4.5% 6 2.0% 320 100.0%
Bharti Urban 398 53.3% 305 40.8% 21 2.8% 23 3.1% 747 100.0%
Total 568 53% 435 40.7% 35 3% 30 3% 1067 100.0%
Rural 54 17.0% 147 45.9% 99 31.0% 20 6.1% 320 100.0%
MTS Urban 381 51.0% 306 41.0% 41 5.4% 19 2.6% 747 100.0%
Total 435 41% 453 42.4% 140 16% 39 4% 1067 100.0%
Rural 58 18.0% 137 42.8% 112 35.1% 13 4.1% 320 100.0%
Aircel Urban 252 33.7% 271 36.3% 181 24.2% 43 5.8% 747 100.0%
Total 309 29% 408 38.3% 293 27% 56 5% 1067 100.0%
Rural 61 19.1% 192 60.1% 57 17.7% 10 3.1% 320 100.0%
Uninor Urban 388 52.0% 226 30.2% 90 12.1% 43 5.7% 747 100.0%
Total 450 42% 418 39.2% 147 14% 52 5% 1067 100.0%
Rural 148 46.2% 140 43.8% 25 7.9% 7 2.1% 320 100.0%
BSNL Urban 436 58.3% 267 35.7% 34 4.6% 10 1.4% 747 100.0%
Total 583 55% 407 38.1% 60 6% 17 2% 1067 100.0%
Rural 84 26.4% 177 55.4% 46 14.5% 12 3.7% 320 100.0%
Reliance Comm| Urban 419 56.1% 243 32.5% 66 8.9% 19 2.5% 747 100.0%
Total 504 47% 420 39.4% 113 11% 31 3% 1067 100.0%
Rural 146 45.7% 144 45.1% 15 4.8% 14 4.4% 320 100.0%
Tata Tele Urban 329 44.0% 329 44.1% 69 9.2% 20 2.7% 747 100.0%
Total 475 45% 474 44.4% 84 8% 34 3% 1067 100.0%
Rural 243 76.0% 53 16.7% 18 5.7% 5 1.6% 320 100.0%
Idea Urban 426 57.0% 250 33.5% 62 8.3% 9 1.2% 747 100.0%
Total 669 63% 304 28.5% 80 8% 14 1% 1067 100.0%
Rural 227 71.0% 61 19.1% 22 6.8% 10 3.1% 320 100.0%
Vodafone Urban 471 63.0% 201 26.9% 68 9.1% 7 1.0% 747 100.0%
Total 698 65% 262 24.6% 90 8% 17 2% 1067 100.0%
Rural 1192 41.4% 1182 41.0% 410 14.2% 97 3.4% 2880 100.0%
Total Urban 3499 52.0% 2398 35.7% 632 9.4% 194 2.9% 6723 100.0%
Total 4691 48.8% 3580 37.3% 1042 10.8% 291 3.0% 9603 100.0%

21. How satisfied are you with the availability of signal in your area?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age Count %age

Rural 7 2.2% 7 2.2% 250 78.1% 56 17.5% 320 100.0%

Bharti Urban 15 2.0% 41 5.5% 446 59.7% 245 32.8% 747 100.0%

Total 22 2.1% 48 4.5% 696 65.2% 301 28.2% 1067 100.0%

Rural 14 4.4% 21 6.6% 226 70.6% 59 18.4% 320 100.0%

MTS Urban 25 3.3% 52 7.0% 436 58.4% 234 31.3% 747 100.0%

Total 39 3.7% 73 6.8% 662 62.0% 293 27.5% 1067 100.0%

Rural 24 7.5% 32 10.0% 194 | 60.6% 70 21.9% 320 100.0%

Aircel Urban 31 4.1% 54 7.2% 447 59.8% 215 28.8% 747 100.0%

Total 55 5.2% 86 8.1% 641 60.1% 285 26.7% 1067 100.0%

Rural 21 6.6% 41 12.8% 213 66.6% 45 14.1% 320 100.0%

Uninor Urban 25 3.3% 52 7.0% 469 62.8% 201 26.9% 747 100.0%

Total 46 4.3% 93 8.7% 682 63.9% 246 23.1% 1067 100.0%

Rural 11 3.4% 12 3.8% 221 69.1% 76 23.8% 320 100.0%

BSNL Urban 41 5.5% 32 4.3% 407 54.5% 267 35.7% 747 100.0%

Total 52 4.9% 44 4.1% 628 58.9% 343 32.1% 1067 100.0%

Rural 14 4.4% 32 10.0% 207 64.7% 67 20.9% 320 100.0%

Reliance Comm Urban 18 2.4% 56 7.5% 417 55.8% 256 34.3% 747 100.0%

Total 32 3.0% 88 8.2% 624 | 58.5% 323 30.3% 1067 100.0%

Rural 7 2.2% 9 2.8% 241 75.3% 63 19.7% 320 100.0%

TTSL Urban 32 4.3% 43 5.8% 418 56.0% 254 34.0% 747 100.0%

Total 39 3.7% 52 4.9% 659 61.8% 317 29.7% 1067 100.0%

Idea Rural 4 1.3% 7 2.2% 251 78.4% 58 18.1% 320 100.0%

Urban 21 2.8% 25 3.3% 425 56.9% 276 36.9% 747 100.0%
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21. How satisfied are you with the availability of signal in your area?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age Count %age

Total 25 2.3% 32 3.0% 676 63.4% 334 31.3% 1067 100.0%

Rural 4 1.3% 8 2.5% 262 81.9% 46 14.4% 320 100.0%

Vodafone Urban 17 2.3% 41 5.5% 427 57.2% 262 35.1% 747 100.0%

Total 21 2.0% 49 4.6% 689 64.6% 308 28.9% 1067 100.0%

Rural 106 3.7% 169 5.9% 2065 | 71.7% 540 18.8% 2880 100.0%

Total Urban 225 3.3% 396 5.9% 3892 | 57.9% 2210 32.9% 6723 100.0%

Total 331 3.4% 565 5.9% 5957 | 62.0% 2750 28.6% 9603 100.0%

22. How satisfied are you with the restoration of network (signal) problems?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age Count %age

Rural 11 3.4% 14 4.4% 91 28.4% 204 63.8% 320 100.0%

Bharti Urban 24 3.2% 26 3.5% 264 35.3% 433 58.0% 747 100.0%

Total 38 3.6% 29 2.7% 363 34.0% 637 59.7% 1067 100.0%

Rural 18 5.6% 21 6.6% 281 87.8% 0.0% 320 100.0%

MTS Urban 34 4.6% 41 5.5% 221 29.6% 451 60.4% 747 100.0%

Total 51 4.8% 80 7.5% 485 45.5% 451 42.3% 1067 100.0%

Rural 31 9.7% 47 14.7% 181 56.6% 61 19.1% 320 100.0%

Aircel Urban 34 4.6% 56 7.5% 458 61.3% 199 26.6% 747 100.0%

Total 43 4.0% 69 6.5% 695 65.1% 260 24.4% 1067 100.0%

Rural 20 6.3% 30 9.4% 209 65.3% 61 19.1% 320 100.0%

Uninor Urban 25 3.3% 47 6.3% 380 50.9% 295 39.5% 747 100.0%

Total 45 4.2% 77 7.2% 589 55.2% 356 33.4% 1067 100.0%

Rural 14 4.4% 21 6.6% 269 84.1% 16 5.0% 320 100.0%

BSNL Urban 22 2.9% 32 4.3% 230 30.8% 463 62.0% 747 100.0%

Total 56 5.2% 64 6.0% 468 43.9% 479 44.9% 1067 100.0%

Rural 13 4.1% 32 10.0% 206 64.4% 69 21.6% 320 100.0%

Reliance Comm Urban 26 3.5% 42 5.6% 342 45.8% 337 45.1% 747 100.0%

Total 39 3.7% 74 6.9% 548 51.4% 406 38.1% 1067 100.0%

Rural 21 6.6% 26 8.1% 258 80.6% 15 4.7% 320 100.0%

TTSL Urban 38 5.1% 46 6.2% 283 37.9% 380 50.9% 747 100.0%

Total 40 3.7% 82 7.7% 550 51.5% 395 37.0% 1067 100.0%

Rural 3 0.9% 1 0.3% 280 87.5% 36 11.3% 320 100.0%

Idea Urban 10 1.3% 17 2.3% 140 18.7% 580 77.6% 747 100.0%

Total 13 1.2% 18 1.7% 420 39.4% 616 57.7% 1067 100.0%

Rural 12 3.8% 18 5.6% 261 81.6% 29 9.1% 320 100.0%

Vodafone Urban 27 3.6% 34 4.6% 158 21.2% 528 70.7% 747 100.0%

Total 39 3.7% 36 3.4% 435 40.8% 557 52.2% 1067 100.0%

Rural 143 5.0% 210 7.3% 2036 | 70.7% 491 17.0% 2880 100.0%

Total Urban 240 3.6% 341 5.1% 2476 | 36.8% 3666 54.5% 6723 100.0%

Total 383 4.0% 551 5.7% 4512 | 47.0% | 4157 43.3% 9603 100.0%

F. SUPPLEMENTARY SERVICES AND VALUE ADDED SERVICES

23. Have you subscribed to any suppmentary services like call forwarding, call diverting and value added services like ring tone, alertg
GPRS, email, voice mail or any other such services, in the last 6 months?

Service Provider RiES o kel
Count %age Count %age Count %age
Rural 164 51.3% 156 48.8% 320 100.0%
Bharti Urban 216 28.9% 531 71.1% 747 100.0%
Total 380 35.6% 687 64.4% 1067 100.0%
Rural 141 44.0% 179 56.0% 320 100.0%
MTS Urban 241 32.2% 506 67.8% 747 100.0%
Total 382 35.8% 685 64.2% 1067 100.0%
Rural 156 48.8% 164 51.3% 320 100.0%
Aircel Urban 276 37.0% 471 63.0% 747 100.0%
Total 432 40.5% 635 59.5% 1067 100.0%
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23. Have you subscribed to any suppmentary services like call forwarding, call diverting and value added services like ring tone, alertg
GPRS, email, voice mail or any other such services, in the last 6 months?

Service Provider e Mo i
Count Y%age Count %age Count Y%age
Rural 135 42.1% 185 57.9% 320 100.0%
Uninor Urban 227 30.4% 520 69.6% 747 100.0%
Total 362 33.9% 705 66.1% 1067 100.0%
Rural 147 45.9% 173 54.1% 320 100.0%
BSNL Urban 214 28.7% 533 71.3% 747 100.0%
Total 361 33.8% 706 66.2% 1067 100.0%
Rural 153 47.8% 167 52.2% 320 100.0%
Reliance Comm Urban 207 27.7% 540 72.3% 747 100.0%
Total 360 33.7% 707 66.3% 1067 100.0%
Rural 139 43.4% 181 56.6% 320 100.0%
Tata Tele Urban 230 30.7% 517 69.3% 747 100.0%
Total 369 34.5% 698 65.5% 1067 100.0%
Rural 127 39.7% 193 60.3% 320 100.0%
Idea Urban 207 27.8% 540 72.2% 747 100.0%
Total 334 31.3% 733 68.7% 1067 100.0%
Rural 123 38.4% 197 61.6% 320 100.0%
Vodafone Urban 170 22.8% 577 77.2% 747 100.0%
Total 293 27.5% 774 72.5% 1067 100.0%
Rural 1285 44.6% 1595 55.4% 2880 100.0%
Total Urban 1988 29.6% 4735 70.4% 6723 100.0%
Total 3272 34.1% 6331 65.9% 9603 100.0%
24. How satisfied are you with the gality of the supplementary services / value added service provided?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 12 7.3% 17 10.4% 92 56.1% 43 26.2% 164 100.0%
Bharti Urban 14 6.5% 12 5.6% 118 54.6% 72 33.3% 216 100.0%
Total 26 6.8% 29 7.6% 210 55.3% 115 30.3% 380 100.0%
Rural 5 3.6% 8 5.7% 74 52.4% 54 38.4% 141 100.0%
MTS Urban 12 5.0% 14 5.8% 128 53.1% 87 36.1% 241 100.0%
Total 17 4.5% 22 5.8% 202 52.8% 141 36.9% 382 100.0%
Rural 4 2.6% 7 4.5% 90 57.7% 55 35.3% 156 100.0%
Aircel Urban 11 4.0% 12 4.3% 175 63.4% 78 28.2% 276 100.0%
Total 15 3.5% 9 2.1% 275 63.7% 133 30.8% 432 100.0%
Rural 4 3.0% 6 4.4% 91 67.4% 34 25.2% 135 100.0%
Uninor Urban 9 4.0% 10 4.4% 139 61.2% 69 30.4% 227 100.0%
Total 13 3.6% 16 4.4% 230 63.5% 103 28.5% 362 100.0%
Rural 4 2.7% 5 3.4% 96 65.3% 42 28.6% 147 100.0%
BSNL Urban 11 5.1% 12 5.6% 67 31.4% 124 57.9% 214 100.0%
Total 15 4.2% 17 4.7% 163 45.2% 166 46.0% 361 100.0%
Rural 6 3.9% 7 4.6% 93 60.8% 47 30.7% 153 100.0%
Reliance Comm | Urban 8 3.9% 11 5.3% 45 21.7% 143 69.1% 207 100.0%
Total 14 3.9% 18 5.0% 138 38.3% 190 52.8% 360 100.0%
Rural 6 4.3% 8 5.8% 72 51.8% 53 38.1% 139 100.0%
TTSL Urban 7 3.0% 8 3.5% 90 39.0% 125 54.5% 230 100.0%
Total 13 3.5% 16 4.3% 162 43.8% 178 48.3% 369 100.0%
Rural 1 0.8% 2 1.6% 77 60.6% 47 37.0% 127 100.0%
Idea Urban 2 1.0% 4 1.9% 62 30.1% 139 67.0% 207 100.0%
Total 3 0.9% 6 1.8% 139 41.7% 186 55.6% 334 100.0%
Rural 1 0.8% 1 0.8% 70 56.9% 51 41.5% 123 100.0%
Vodafone Urban 4 2.4% 8 4.7% 40 23.5% 118 69.4% 170 100.0%
Total 5 1.7% 9 3.1% 110 37.5% 169 57.7% 293 100.0%
Rural 43 3.3% 61 4.7% 755 58.7% 426 33.2% 1285 100.0%
Total Urban 78 3.9% 91 4.6% 864 43.5% 955 48.0% 1988 | 100.0%
Total 121 3.7% 142 4.3% 1628 49.8% 1381 42.2% 3272 100.0%
117

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org



Assessment of Custongparception of Service and
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

MAHARASHTRA SERVICE AREA

25(a). How satisfied are you with the process of activating value added services or the process of unsubscribing?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count | %age | Count %age Count %age Count Y%age
Rural 11 6.7% 12 7.3% 85 51.8% 56 34.1% 164 100.0%
Bharti Urban 12 5.6% 12 5.6% 116 53.7% 76 35.2% 216 100.0%
Total 23 6.1% 24 6.3% 201 52.9% 132 34.7% 380 100.0%
Rural 5 3.6% 7 5.0% 66 46.7% 63 44.7% 141 100.0%
MTS Urban 11 4.6% 12 5.0% 137 56.8% 81 33.6% 241 100.0%
Total 16 4.2% 19 5.0% 203 53.1% 144 37.7% 382 100.0%
Rural 7 4.5% 8 5.1% 69 44.2% 72 46.2% 156 100.0%
Aircel Urban 11 4.0% 12 4.3% 155 56.2% 98 35.5% 276 1000%
Total 18 4.2% 20 4.6% 224 51.9% 170 39.3% 432 100.0%
Rural 3 2.2% 4 3.0% 44 32.5% 84 62.3% 135 100.0%
Uninor Urban 7 3.1% 9 4.0% 106 46.7% 105 46.3% 227 100.0%
Total 10 2.8% 13 3.6% 150 41.4% 189 52.3% 362 100.0%
Rural 4 2.7% 5 3.4% 47 32.0% 91 61.9% 147 100.0%
BSNL Urban 6 2.8% 7 3.3% 89 41.6% 112 52.3% 214 100.0%
Total 10 2.8% 12 3.3% 136 37.7% 203 56.2% 361 100.0%
Rural 5 3.3% 7 4.6% 54 35.3% 87 56.9% 153 100.0%
Reliance Comm | Urban 9 4.4% 11 5.3% 71 34.2% 116 56.1% 207 100.0%
Total 14 3.9% 18 5.0% 125 34.7% 203 56.4% 360 100.0%
Rural 4 2.9% 5 3.6% 54 38.8% 76 54.7% 139 100.0%
TTSL Urban 5 2.2% 6 2.6% 98 42.5% 121 52.7% 230 100.0%
Total 9 2.4% 11 3.0% 152 41.1% 197 53.5% 369 100.0%
Rural 3 2.4% 3 2.4% 54 42.5% 67 52.8% 127 100.0%
Idea Urban 4 1.9% 5 2.4% 67 32.5% 131 63.2% 207 100.0%
Total 6 1.8% 6 1.8% 124 37.2% 198 59.2% 334 100.0%
Rural 1 0.8% 1 0.8% 52 42.3% 69 56.1% 123 100.0%
Vodafone Urban 6 3.5% 8 4.7% 38 22.4% 118 69.4% 170 100.0%
Total 7 2.4% 9 3.1% 90 30.7% 187 63.8% 293 100.0%
Rural 43 3.3% 52 4.0% 525 40.8% 665 51.8% 1285 | 100.0%
Total Urban 71 3.6% 82 4.1% 877 44.1% 958 48.2% 1988 | 100.0%
Total 113 3.5% 132 4.0% 1404 42.9% 1623 49.6% 3272 | 100.0%
25(b). Please tell me the reasons for your dissatisfaction;
" : Not informed about toll
Service Provider Not informed of chargeg Actlvgct)?‘(;gvr::hout free numb_er for Total
unsubscribing
Count Y%age Count %age Count %age Count %age
Rural 2 8.7% 2 9.8% 19 81.5% 23 100.0%
Bharti Urban 3 12.5% 7 29.2% 14 58.3% 24 100.0%
Total 5 10.6% 9 19.7% 33 69.7% 47 100.0%
Rural 3 25.0% 3 25.0% 6 50.0% 12 0.0%
MTS Urban 4 17.4% 8 36.8% 11 45.8% 23 100.0%
Total 7 20.0% 11 32.7% 17 47.3% 35 100.0%
Rural 1 6.7% 1 6.7% 13 86.7% 15 0.0%
Aircel Urban 4 17.4% 15 64.3% 4 18.3% 23 100.0%
Total 5 13.2% 16 41.6% 17 45.3% 38 100.0%
Rural 2 28.6% 2 28.6% 3 42.9% 7 0.0%
Uninor Urban 4 25.0% 7 43.8% 5 31.3% 16 100.0%
Total 6 26.1% 9 39.1% 8 34.8% 23 100.0%
Rural 2 22.2% 5 55.6% 2 22.2% 9 0.0%
BSNL Urban 4 30.8% 7 538% 2 15.4% 13 100.0%
Total 6 27.3% 12 54.5% 4 18.2% 22 100.0%
Rural 3 25.0% 3 25.0% 6 50.0% 12 0.0%
Reliance Comm Urban 8 40.0% 10 48.4% 2 11.6% 20 100.0%
Total 11 34.4% 13 39.6% 8 26.0% 32 100.0%
Rural 2 22.2% 2 22.2% 5 55.6% 9 0.0%
Tata Tele Urban 4 36.4% 2 18.2% 5 45.5% 11 100.0%
Total 6 30.0% 4 20.0% 10 50.0% 20 100.0%
Idea Rural 3 50.0% 2 33.3% 1 16.7% 6 100.0%
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25(b). Please tell me the reasons for your dissatisfaction;

. ; Not informed about toll
Service Provider Not informed of charges Actlv(e:l(t)(ra]c;(\e/vnl:hout free numb_er for Total
unsubscribing

Count %age Count %age Count %age Count %age

Urban 4 44.4% 2 22.2% 3 33.3% 9 100.0%

Total 7 58.3% 4 33.3% 1 8.3% 12 100.0%

Rural 1 50.0% 1 50.0% 0 0.0% 2 100.0%

Vodafone Urban 4 28.6% 7 50.0% 3 21.4% 14 100.0%
Total 5 31.3% 8 50.0% 3 18.8% 16 100.0%

Rural 19 20.0% 21 22.4% 55 57.6% 95 100.0%

Total Urban 39 25.5% 65 42.4% 49 32.1% 153 100.0%
Total 58 23.7% 86 35.2% 101 41.1% 245 17.7%

26. In last 6 months have yo faced the problem of unauthorized activation of VAS by your service provider?

Service Provider Yes No L
Count %age Count %age Count Y%age
Rural 80 25.0% 240 75.0% 320 100.0%
Bharti Urban 261 35.0% 486 65.0% 747 100.0%
Total 341 32.0% 726 68.0% 1067 100.0%
Rural 80 25.0% 240 75.0% 320 100.0%
MTS Urban 218 29.2% 529 70.8% 747 100.0%
Total 298 27.9% 769 72.1% 1067 100.0%
Rural 29 9.1% 291 90.9% 320 100.0%
Aircel Urban 299 40.0% 448 60.0% 747 100.0%
Total 328 30.7% 739 69.3% 1067 100.0%
Rural 53 16.7% 267 83.3% 320 100.0%
Uninor Urban 213 28.6% 534 71.4% 747 100.0%
Total 267 25.0% 800 75.0% 1067 100.0%
Rural 94 29.4% 226 70.6% 320 100.0%
BSNL Urban 187 25.0% 560 75.0% 747 100.0%
Total 281 26.3% 786 73.7% 1067 100.0%
Rural 80 25.0% 240 75.0% 320 100.0%
Reliance Com Urban 233 31.3% 514 68.8% 747 100.0%
Total 313 29.4% 754 70.6% 1067 100.0%
Rural 71 22.2% 249 77.8% 320 100.0%
Tata Tele Urban 187 25.0% 560 75.0% 747 100.0%
Total 258 24.2% 809 75.8% 1067 100.0%
Rural 46 14.3% 274 85.7% 320 100.0%
Idea Urban 129 17.2% 618 82.8% 747 100.0%
Total 175 16.4% 892 83.6% 1067 100.0%
Rural 87 27.3% 233 72.7% 320 100.0%
Vodafone Urban 154 20.6% 593 79.4% 747 100.0%
Total 241 22.6% 826 77.4% 1067 100.0%
Rural 621 21.0% 2259 78.4% 2880 100.0%
Total Urban 1881 28.1% 4842 72.0% 6723 100.0%
Total 2502 26.0% 7101 73.9% 9603 100.0%
27. Have you complained to your service provider for deactivation of such services and refund of charges levied?
Service Provider (ES ALY lioia)
Count %age Count %age Count %age
Rural 38 48.0% 42 52.0% 80 100.0%
Bharti Urban 118 45.0% 144 55.0% 261 100.0%
Total 156 45.7% 185 54.3% 341 100.0%
Rural 37 46.0% 43 54.0% 80 100.0%
MTS Urban 113 52.0% 105 48.0% 218 100.0%
Total 150 50.4% 148 49.8% 298 100.0%
Rural 12 41.0% 17 59.0% 29 100.0%
Aircel Urban 140 47.0% 158 53.0% 299 100.0%
Total 152 46.5% 176 53.5% 328 100.0%
Uninor Rural 23 43.0% 30 57.0% 53 100.0%
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27. Have you complained to your service provider for deactivation of such services and refund of charges levied?

Service Provider MES MY Uiz
Count %age Count %age Count %age

Urban 105 49.0% 109 51.0% 213 100.0%

Total 128 47.8% 139 52.2% 267 100.0%

Rural 40 43.0% 54 57.0% 94 100.0%

BSNL Urban 90 48.0% 97 52.0% 187 100.0%
Total 130 46.3% 151 53.7% 281 100.0%

Rural 39 49.0% 41 51.0% 80 100.0%

Reliance Comm Urban 119 51.0% 114 49.0% 233 100.0%
Total 158 50.5% 155 49.5% 313 100.0%

Rural 31 44.0% 40 56.0% 71 100.0%

Tata Tele Urban 97 52.0% 90 48.0% 187 100.0%
Total 128 49.8% 129 50.2% 258 100.0%

Rural 19 41.0% 27 59.0% 46 100.0%

Idea Urban 62 48.0% 67 52.0% 129 100.0%
Total 81 46.2% 94 53.8% 175 100.0%

Rural 39 45.0% 48 55.0% 87 100.0%

Vodafone Urban 82 53.0% 72 47.0% 154 100.0%
Total 121 50.1% 120 49.9% 241 100.0%

Rural 279 45.0% 342 55.0% 621 100.0%

Total Urban 925 49.2% 956 50.8% 1881 100.0%
Total 1204 48.1% 1298 51.9% 2502 2481.8%

28(a). What difficulties have you faced wh# deactivating of such services and refund of charges levied?

d;ecltai\)//aitri]on (U G Not aware of whom
Service Provider MO resulting in repeat TEEEE register to contact el
" the complaint
complaints
Count %age Count %age Count %age Count %age Count %age
Rural 1 2.6% 10 27.1% 10 26.0% 17 44.3% 38 100.0%
Bharti Urban 7 5.9% 67 56.7% 23 19.5% 21 17.8% 118 100.0%
Total 8 5.1% 77 49.4% 33 21.1% 38 24.4% 156 100.0%
Rural 4 10.9% 11 29.3% 8 21.7% 14 38.0% 37 100.0%
MTS Urban 15 13.5% 59 52.1% 16 14.1% 23 20.3% 113 100.0%
Total 19 12.8% 70 46.5% 24 16.0% 37 24.7% 150 100.0%
Rural 2 16.8% 3 24.5% 3 25.2% 4 33.5% 12 100.0%
Aircel Urban 24 17.1% 76 54.1% 32 22.8% 9 6.1% 140 100.0%
Total 26 17.1% 79 51.8% 35 23.0% 13 8.2% 152 100.0%
Rural 6 26.2% 6 25.9% 4 17.4% 7 30.5% 23 100.0%
Uninor Urban 28 26.8% 30 28.3% 26 24.9% 21 20.1% 105 100.0%
Total 34 26.7% 36 27.9% 30 23.5% 28 22.0% 128 100.0%
Rural 11 27.2% 9 23.4% 8 19.8% 12 29.7% 40 100.0%
BSNL Urban 32 35.7% 3 2.9% 36 40.2% 19 21.2% 90 100.0%
Total 43 33.1% 12 9.3% 44 33.8% 31 23.8% 130 100.0%
Reliance Rural 9 23.0% 6 15.8% 12 30.6% 12 30.6% 39 100.0%
Comm Urban 16 13.4% 56 47.1% 32 26.9% 15 12.6% 119 100.0%
Total 25 15.8% 62 39.3% 44 27.8% 27 17.1% 158 100.0%6
Rural 7 22.4% 2 7.3% 11 35.2% 11 35.2% 31 100.0%
Tata Tele Urban 21 21.6% 23 23.8% 21 21.6% 32 33.0% 97 100.0%
Total 28 21.8% 25 19.8% 32 24.9% 43 33.5% 128 100.0%
Rural 5 26.7% 5 25.3% 2 10.7% 7 37.3% 19 100.0%
Idea Urban 15 24.3% 11 17.5% 19 30.7% 17 27.5% 62 100.0%
Total 20 24.8% 16 19.3% 21 26.1% 24 29.8% 81 100.0%
Rural 6 15.3% 6 16.0% 12 30.6% 15 38.2% 39 100.0%
Vodafone Urban 19 23.3% 21 25.2% 23 28.2% 19 23.3% 82 100.0%
Total 25 20.7% 27 22.3% 35 28.9% 34 28.1% 121 100.0%
Rural 51 18.3% 59 21.2% 70 25.1% 99 35.5% 279 100.0%
Total Urban 177 19.2% 344 37.2% 228 24.6% 176 19.0% 925 100.0%
Total 228 19.0% 403 33.5% 298 24.7% 275 22.8% 1204 100.0%
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28(b). How satisfied are you with the resolution of your complaint for deactivatio of VAS and refund of charges levied?

. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count %age
Rural 5 13.0% 6 15.6% 16 42.7% 11 28.6% 38 100.0%
Bharti Urban 4 3.4% 5 4.2% 80 67.7% 29 24.6% 118 100.0%
Total 9 5.8% 11 7.0% 96 61.6% 40 25.6% 156 100.0%
Rural 2 5.4% 5 13.6% 20 53.8% 10 27.2% 37 100.0%
MTS Urban 7 6.2% 12 10.6% 72 63.8% 22 19.4% 113 100.0%
Total 9 6.0% 17 11.3% 92 61.4% 32 21.3% 150 100.0%
Rural 2 16.8% 3 25.2% 4 32.9% 3 25.2% 12 100.0%
Aircel Urban 8 5.7% 12 8.5% 95 68.0% 25 17.8% 140 100.0%
Total 10 6.6% 15 9.8% 99 65.2% 28 18.4% 152 100.0%
Rural 5 21.8% 7 30.5% 5 21.5% 6 26.2% 23 100.0%
Uninor Urban 8 7.6% 9 8.6% 67 63.7% 21 20.1% 105 100.0%
Total 13 10.2% 16 12.5% 72 56.1% 27 21.2% 128 100.0%
Rural 5 12.4% 6 14.8% 12 30.8% 17 42.0% 40 100.0%
BSNL Urban 6 6.7% 8 8.9% 56 62.0% 20 22.3% 90 100.0%
Total 11 8.5% 14 10.8% 68 52.3% 37 28.4% 130 100.0%
Rural 4 10.2% 6 15.3% 18 46.%% 11 28.1% 39 100.0%
Reliance Comm | Urban 6 5.0% 9 7.6% 75 63.0% 29 24.4% 119 100.0%
Total 10 6.3% 15 9.5% 93 58.9% 40 25.3% 158 100.0%
Rural 2 6.4% 3 9.6% 14 45.7% 12 38.4% 31 100.0%
TTSL Urban 3 3.1% 4 4.1% 67 69.1% 23 23.7% 97 100.0%
Total 5 3.9% 7 5.5% 81 63.4% 35 27.3% 128 100.0%
Rural 2 10.7% 3 16.0% 12 62.7% 2 10.7% 19 100.0%
Idea Urban 3 4.9% 4 6.5% 34 54.7% 21 34.0% 62 100.0%
Total 5 6.2% 7 8.7% 46 56.6% 23 28.5% 81 100.0%
Rural 1 2.5% 1 2.5% 18 46.5% 19 48.4% 39 100.0%
Vodafone Urban 2 2.5% 4 4.9% 55 66.9% 21 25.8% 82 100.0%
Total 3 2.5% 5 4.1% 73 60.3% 40 33.1% 121 100.0%
Rural 28 10.0% 40 14.3% 120 43.0% 91 32.6% 279 100.0%
Total Urban 47 5.1% 67 7.2% 600 64.9% 211 22.8% 925 100.0%
Total 75 6.2% 107 8.9% 720 59.8% 302 25.1% 1204 | 100.0%
G. OVERALL CUSTOMER SATISFACTION
29(a). How satisfied are you with the overall quality of your telephone service?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count Y%age Count %age | Count | %age Count %age Count %age
Rural 9 2.8% 16 5.0% 160 50.0% 135 42.2% 320 100.0%
Bharti Urban 14 1.9% 39 5.2% 461 61.7% 233 31.2% 747 100.0%
Total 23 2.2% 55 5.2% 621 58.2% 368 34.5% 1067 | 100.0%
Rural 12 3.8% 21 6.6% 149 46.6% 138 43.1% 320 100.0%
MTS Urban 29 3.9% 47 6.3% 296 39.6% 375 50.2% 747 100.0%
Total 41 3.8% 68 6.4% 445 41.7% 513 48.1% 1067 | 100.0%
Rural 12 3.8% 24 7.5% 139 43.4% 145 45.3% 320 100.0%
Aircel Urban 26 3.5% 38 5.1% 469 62.8% 214 28.6% 747 100.0%
Total 38 3.6% 62 5.8% 608 57.0% 359 33.6% 1067 | 100.0%
Rural 14 4.4% 26 8.1% 179 55.9% 101 31.6% 320 100.0%
Uninor Urban 23 3.1% 54 7.2% 375 50.2% 295 39.5% 747 100.0%
Total 37 3.5% 80 7.5% 554 51.9% 396 37.1% 1067 | 100.0%
Rural 9 2.8% 16 5.0% 171 53.4% 124 38.8% 320 100.0%
BSNL Urban 24 3.2% 31 4.1% 345 46.2% 347 46.5% 747 100.0%
Total 33 3.1% 47 4.4% 516 48.4% 471 44.1% 1067 | 100.0%
Rural 14 4.4% 17 5.3% 162 50.6% 127 39.7% 320 100.0%
Reliance Comm| Urban 26 3.5% 31 4.1% 401 53.7% 289 38.7% 747 100.0%
Total 40 3.7% 48 4.5% 563 52.8% 416 39.0% 1067 | 100.0%
TTSL Rural 8 2.5% 14 4.4% 167 52.2% 131 40.9% 320 100.0%
Urban 27 3.6% 28 3.7% 447 59.8% 245 32.8% 747 100.0%
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29(a). How satisfied are you with the overall quality of your telephone service?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count | %age Count %age Count %age
Total 35 3.3% 42 3.9% 614 57.5% 376 35.2% 1067 | 100.0%
Rural 8 2.5% 12 3.8% 163 50.9% 137 42.8% 320 100.0%
Idea Urban 26 3.5% 36 4.8% 255 34.1% 430 57.6% 747 100.0%
Total 34 3.2% 48 4.5% 418 39.2% 567 53.1% 1067 | 100.0%
Rural 9 2.8% 10 3.1% 159 49.7% 142 44.4% 320 100.0%
Vodafone Urban 25 3.3% 38 5.1% 193 25.8% 491 65.7% 747 100.0%
Total 34 3.2% 48 4.5% 352 33.0% 633 59.3% 1067 | 100.0%
Rural 95 3.3% 156 5.4% 1449 | 50.3% 1180 41.0% 2880 | 100.0%
Total Urban 220 3.3% 342 5.1% 3242 | 48.2% 2919 43.4% 6723 | 100.0%
Total 315 3.3% 498 5.2% 4691 | 48.8% 4099 42.7% 9603 | 100.0%
29b. Please specify the reason(s) for your dissatisfaction.
Charges not as per Complaints not Fare of rechargin No GPRS
Senice Provider ta?riﬁ plan i reZOIved process 9"9) Network prslan activation
Count %age Count %age Count %age Count Y%age Count | %age
Rural 2 8.0% 5 20.0% 6 24.0% 10 40.0% 2 8.0%
Bharti Urban 14 26.4% 21 39.6% 7 13.2% 9 17.0% 2 3.8%
Total 16 20.5% 26 33.3% 13 16.7% 19 24.4% 4 5.1%
Rural 2 6.1% 4 12.1% 12 36.4% 11 33.3% 4 12.1%
MTS Urban 21 27.6% 12 15.8% 11 14.5% 28 36.8% 4 5.3%
Total 23 21.1% 16 14.7% 23 21.1% 39 35.8% 8 7.3%
Rural 4 111% 12 33.3% 8 22.2% 11 30.6% 1 2.8%
Aircel Urban 14 21.9% 16 25.0% 11 17.2% 19 29.7% 4 6.3%
Total 18 18.0% 28 28.0% 19 19.0% 30 30.0% 5 5.0%
Rural 8 20.0% 2 5.0% 12 30.0% 12 30.0% 6 15.0%
Uninor Urban 21 27.3% 12 15.6% 15 19.5% 22 28.6% 7 9.1%
Total 29 24.8% 14 12.0% 27 23.1% 34 29.1% 13 11.1%
Rural 2 8.0% 4 16.0% 8 32.0% 7 28.0% 4 16.0%
BSNL Urban 12 21.8% 14 25.5% 12 21.8% 12 21.8% 5 9.1%
Total 14 17.5% 18 22.5% 20 25.0% 19 23.8% 9 11.3%
Rural 6 19.4% 2 6.5% 8 25.8% 14 45.2% 1 3.2%
Reliance Comm| Urban 12 21.1% 8 14.0% 16 28.1% 17 29.8% 4 7.0%
Total 18 20.5% 10 11.4% 24 27.3% 31 35.2% 5 5.7%
Rural 2 9.1% 4 18.2% 5 22.7% 10 45.5% 1 4.5%
Tata Tele Urban 8 14.5% 14 25.5% 12 21.8% 17 30.9% 4 7.3%
Total 10 13.0% 18 23.4% 17 22.1% 27 35.1% 5 6.5%
Rural 2 10.0% 1 5.0% 3 15.0% 12 60.0% 2 10.0%
Idea Urban 12 19.4% 14 22.6% 8 12.9% 21 33.9% 7 11.3%
Total 14 17.1% 15 18.3% 11 13.4% 33 40.2% 9 11.0%
Rural 3 15.8% 2 10.5% 2 10.5% 11 57.9% 1 5.3%
Vodafone Urban 12 19.0% 11 17.5% 12 19.0% 23 36.5% 5 7.9%
Total 15 18.3% 13 15.9% 14 17.1% 34 41.5% 6 7.3%
Rural 31 12.4% 36 14.3% 64 25.5% 98 39.0% 22 8.8%
Total Urban 126 22.4% 122 21.7% 104 18.5% 168 29.9% 42 7.5%
Total 157 19.3% 158 19.4% 168 20.7% 266 32.7% 64 7.9%
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BROADBAND SERVICES

A. SERVICE PROVISION

1la. When did you last apply for a broadband connection?

_ _ More than 7 to 15 days| More than 15 to 30 days More than 30 days ago Total
Service Provider ago ago
Count %age Count %age Count %age Count Y%age
Rural 129 40.4% 92 28.6% 99 310% 320 100.0%
Bharti Urban 281 37.6% 227 30.4% 239 32.0% 747 100.0%
Total 410 38.4% 319 29.9% 338 31.7% 1067 100.0%
Rural 164 51.2% 54 16.8% 102 32.0% 320 100.0%
BSNL Urban 373 49.9% 113 15.1% 261 35.0% 747 100.0%
Total 537 50.3% 166 15.6% 364 34.1% 1067 100.0%
Rural 163 51.0% 64 20.0% 93 29.0% 320 100.0%
Reliance Comm| Urban 303 40.5% 213 28.5% 232 31.0% 747 100.0%
Total 466 43.7% 277 25.9% 324 30.4% 1067 100.0%
Rural 138 43.0% 83 26.0% 99 31.0% 320 100.0%
Tata Comm Urban 328 43.8% 151 20.2% 269 36.0% 747 100.0%
Total 465 43.6% 234 21.9% 368 34.5% 1067 100.0%
Rural 144 45.0% 67 21.0% 109 34.0% 320 100.0%
Sify Urban 351 47.0% 120 16.0% 276 37.0% 747 100.0%
Total 495 46.4% 187 17.5% 385 36.1% 1067 100.0%
Rural 157 49.0% 61 19.0% 102 32.0% 320 100.0%
Hathway Urban 381 51.0% 75 10.0% 2901 39.0% 747 100.0%
Total 538 50.4% 136 12.7% 394 36.9% 1067 100.0%
Rural 144 45.0% 60 18.8% 116 36.2% 320 100.0%
TTSL Urban 351 47.0% 121 16.3% 274 36.7% 747 100.0%
Total 495 46.4% 182 17.0% 390 36.6% 1067 100.0%
Rural 134 42.0% 96 30.0% 90 28.0% 320 100.0%
You Telecom Urban 329 44.0% 179 24.0% 239 32.0% 747 100.0%
Total 463 43.4% 275 25.8% 329 30.8% 1067 100.0%
Rural 135 42.3% 76 23.7% 109 34.0% 320 100.0%
Tikona Urban 326 43.6% 145 19.4% 276 37.00 747 100.0%
Total 461 43.2% 221 20.7% 385 36.1% 1067 100.0%
Rural 1308 45.4% 652 22.7% 919 31.9% 2880 100.0%
Total Urban 3021 44.9% 1343 20.0% 2359 35.1% 6723 100.0%
Total 4330 45.1% 1996 20.8% 3278 34.1% 9603 100.0%

1b. After registration and payment of initial deposit by you within how many working days did the broadband connection get activated?

Senvice Provider Within 7 working days More than 7 working days Total

Count Y%age Count %age Count %age
Rural 282 88.0% 38 12.0% 320 100.0%
Bharti Urban 642 86.0% 105 14.0% 747 100.0%
Total 924 86.6% 143 13.4% 1067 100.0%
Rural 288 90.0% 32 10.0% 320 100.0%
BSNL Urban 657 88.0% 90 12.0% 747 100.0%
Total 945 88.6% 122 11.4% 1067 100.0%
Rural 291 91.0% 29 9.0% 320 100.0%
Reliance Comm Urban 665 89.0% 82 11.0% 747 100.0%
Total 956 89.6% 111 10.4% 1067 100.0%
Rural 275 86.0% 45 14.0% 320 100.0%
Tata Comm Urban 627 84.0% 120 16.0% 747 100.0%
Total 903 84.6% 164 15.4% 1067 100.0%
Rural 282 88.0% 38 12.0% 320 100.0%
Sify Urban 627 84.0% 120 16.0% 747 100.0%
Total 909 85.2% 158 14.8% 1067 100.0%
Rural 269 84.0% 51 16.0% 320 100.0%
Hathway Urban 613 82.0% 134 18.0% 747 100.0%
Total 881 82.6% 186 17.4% 1067 100.0%
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1b. After registration and payment of initial deposit by you within how many working days did the broadband connection get activated?

Service Provider Within 7 working days More than 7 working days Total

Count %age Count %age Count %age

Rural 291 91.0% 29 9.0% 320 100.0%

TTSL Urban 665 89.0% 82 11.0% 747 100.0%
Total 956 89.6% 111 10.4% 1067 100.0%

Rural 282 88.0% 38 12.0% 320 100.0%

You Telecom Urban 642 86.0% 105 14.0% 747 100.0%
Total 924 86.6% 143 13.4% 1067 100.0%

Rural 272 85.0% 48 15.0% 320 100.0%

Tikona Urban 620 83.0% 127 17.0% 747 1000%
Total 892 83.6% 175 16.4% 1067 100.0%

Rural 2531 87.9% 349 12.1% 2880 100.0%

Total Urban 5759 85.7% 964 14.3% 6723 100.0%
Total 8291 86.3% 1312 13.7% 9603 100.0%

2. How satisfied are you with the time taken in the provision of the Broadband cowection after registration and payment of initial

deposit by you?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider

Count %age Count | %age | Count %age Count %age | Count %age

Rural 1 0.3% 3 0.9% 255 79.7% 61 19.1% 320 100.0%

Bharti Urban 0.0% 7 0.9% 551 73.8% 189 25.3% 747 100.0%
Total 1 0.1% 10 0.9% 806 75.5% 250 23.4% 1067 | 100.0%

Rural 3 0.9% 8 2.5% 238 74.4% 71 22.2% 320 100.0%

BSNL Urban 4 0.5% 18 2.4% 533 71.4% 192 25.7% 747 100.0%
Total 7 0.7% 26 2.4% 771 72.3% 263 24.6% 1067 | 100.0%

Reliance Rural 1 0.3% 2 0.6% 245 76.6% 72 22.5% 320 100.0%
Comm Urban 6 0.8% 19 2.5% 544 72.8% 178 23.8% 747 100.0%
Total 7 0.7% 21 2.0% 789 73.9% 250 23.4% 1067 | 100.0%

Rural 4 1.3% 21 6.6% 228 71.3% 67 20.9% 320 100.0%6

Tata Comm Urban 7 0.9% 22 2.9% 521 69.7% 197 26.4% 747 100.0%
Total 11 1.0% 43 4.0% 749 70.2% 264 24.7% 1067 | 100.0%

Rural 2 0.6% 18 5.6% 227 70.9% 73 22.8% 320 100.0%

Sify Urban 8 1.1% 22 2.9% 519 69.5% 198 26.5% 747 100.0%
Total 10 0.9% 40 3.7% 746 69.9% 271 25.4% 1067 | 100.0%

Rural 2 0.6% 4 1.3% 235 73.4% 79 24.7% 320 100.0%

Hathway Urban 3 0.4% 2 0.3% 555 74.3% 187 25.0% 747 100.0%
Total 5 0.5% 6 0.6% 790 74.0% 266 24.9% 1067 | 100.0%

Rural 1 0.3% 2 0.6% 243 75.9% 74 23.1% 320 100.0%

TTSL Urban 2 0.3% 9 1.2% 553 74.0% 183 24.5% 747 100.0%
Total 3 0.3% 11 1.0% 796 74.6% 257 24.1% 1067 | 100.0%

Rural 4 1.3% 18 5.6% 230 71.9% 68 21.3% 320 100.0%

You Telecom Urban 10 1.3% 34 4.6% 512 68.5% 191 25.6% 747 100.0%
Total 14 1.3% 52 4.9% 742 69.5% 259 24.3% 1067 | 100.0%

Rural 1 0.3% 2 0.6% 245 76.6% 72 22.5% 320 100.0%

Tikona Urban 4 0.5% 6 0.8% -15 -2.0% 752 100.7% | 747 100.0%
Total 5 0.5% 8 0.7% 230 21.6% 824 77.2% 1067 | 100.0%

Urban 19 0.7% 78 2.7% 2146 74.5% 637 22.1% 2880 | 100.0%

Total Rural 44 0.7% 139 2.1% 4273 63.6% 2267 33.7% 6723 | 100.0%
Total 63 0.7% 217 2.3% 6419 66.8% 2904 30.2% 9603 | 100.0%
3. In case your connection was temporarily suspended due to ngayment of bills, how much time was taken by the service provider to

reactivate senice after you made the payment?
Service Provider Within 24 hrs 2-3 days 4-7 days Moréeat;:n U Not Applicable Total

Count | %age | Count %age Count | %age | Count | %age | Count | %age | Count | %age
Rural 129 40.3% 23 7.1% 32 10.1% 5 1.5% 131 | 41.0% | 320 | 100.0%
Bharti Urban | 223 29.8% 62 8.3% 99 13.2% 20 2.7% 344 | 46.0% | 747 | 100.0%
Total 352 32.9% 85 7.9% 131 12.3% 25 2.3% 475 | 44.5% | 1067 | 100.0%
BSNL Rural 114 35.5% 27 8.5% 40 12.5% 14 4.5% 125 | 39.0% | 320 | 100.0%
Urban | 212 28.3% 69 9.3% 106 14.2% 46 6.2% 314 | 42.0% | 747 | 100.0%
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3. In case your connection was temporarily suspended due to npayment of bills, how much time was taken by the service provider to

reactivate senice after you made the payment?

- More than 7 .
Service Provider Within 24 hrs 2-3 days 4-7 days days Not Applicable Total
Count | %age | Count %age | Count| %age | Count| %age | Count | %age | Count | %age
Total 325 30.5% 97 9.1% 146 13.7% 60 5.7% 439 | 41.1% | 1067 | 100.0%
Reliance Rural 132 41.4% 26 8.1% 47 14.7% 12 3.8% 102 | 32.0% | 320 | 100.0%
Comm Urban | 155 20.8% 69 9.2% 125 16.8% 39 5.2% 359 | 48.0% | 747 | 100.0%
Total 288 27.0% 95 8.9% 173 16.2% 51 4.8% 461 | 43.2% | 1067 | 100.0%
Tata Rural 124 38.9% 28 8.9% 45 14.0% 13 4.2% 109 | 34.0% | 320 | 100.0%
Comm Urban | 185 24.8% 91 12.2% 122 16.4% 42 5.6% 306 | 41.0% | 747 | 100.0%
Total 310 29.0% 120 11.2% 167 15.7% 55 5.2% 415 | 38.9% | 1067 | 100.0%
Rural 121 37.9% 30 9.3% 39 12.1% 9 2.7% 122 | 38.0% | 320 | 100.0%
Sify Urban | 178 23.8% 98 13.1% 110 14.7% 29 3.9% 332 | 445% | 747 | 100.0%
Total 299 28.0% 128 12.0% 149 13.9% 38 3.5% 454 | 42.6% | 1067 | 100.0%
Rural 121 37.7% 40 12.6% 37 11.6% 13 4.1% 109 | 34.0% | 320 | 100.0%
Hathway | Urban | 204 27.3% 98 13.2% 111 14.8% 50 6.7% 284 | 38.0% | 747 | 100.0%
Total 325 30.5% 139 13.0% 148 13.8% 63 5.9% 393 | 36.8% | 1067 | 100.0%
Rural 144 45.1% 28 8.7% 39 12.1% 10 3.1% 99 31.0% | 320 | 100.0%
TTSL Urban | 194 26.0% 73 9.8% 130 17.4% 36 4.8% 314 | 42.0% | 747 | 1000%
Total 339 31.7% 101 9.5% 169 15.8% 46 4.3% 413 | 38.7% | 1067 | 100.0%
v Rural 141 44.0% 39 12.3% 38 12.0% 9 2.7% 93 29.0% | 320 | 100.0%
Telé):om Urban | 267 35.8% 99 13.2% 111 14.8% 31 4.2% 239 | 32.0% | 747 | 100.0%
Total 408 38.3% 138 12.9% 149 14.0% 40 3.8% 332 | 31.1% | 1067 | 100.0%
Rural 165 51.7% 38 11.9% 40 12.5% 9 2.9% 67 21.0% | 320 | 100.0%
Tikona Urban | 295 39.5% 106 14.2% 106 14.2% 31 4.1% 209 | 28.0% | 747 | 100.0%
Total 461 43.2% 144 13.5% 146 13.7% 40 3.7% 276 | 25.9% | 1067 | 100.0%
Rural | 1192 | 41.4% 280 9.7% 357 12.4% 94 3.3% 957 | 33.2% | 2880 | 100.0%
Total Urban | 1914 | 28.5% 765 11.4% 1020 | 15.2% 324 4.8% | 2700 | 40.2% | 6723 | 100.0%
Total | 3106 | 32.3% | 1045 10.9% 1377 14.3% 418 4.4% | 3657 | 38.1% | 9603 | 100.0%
B. BILLING RELATED -POSTPAID
4. How satisfied are you with the time} delivery of bills?

Service Provider Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Count %age Count %age | Count | %age Count %age Count | %age
Rural 4 1.2% 8 2.5% 196 61.3% 112 35.0% 320 | 100.0%
Bharti Urban 7 0.9% 12 1.6% 263 35.2% 465 62.3% 747 100.0%
Total 11 1.0% 20 1.9% 459 43.0% 577 54.1% 1067 | 100.0%
Rural 9 3.1% 23 8.0% 154 53.5% 102 35.4% 288 100.0%
BSNL Urban 2 0.3% 17 2.5% 256 38.1% 397 59.1% 672 100.0%
Total 11 1.1% 40 4.2% 410 42.7% 499 52.0% 960 | 100.0%
Rural 4 1.2% 8 2.5% 190 59.4% 118 36.9% 320 | 100.0%
Reliance Comm| Urban 5 0.7% 9 1.2% 298 39.9% 435 58.2% 747 100.0%
Total 9 0.8% 17 1.6% 488 45.7% 553 51.8% 1067 | 100.0%
Rural 0 0.0% 2 1.1% 105 56.8% 78 42.1% 185 100.0%
Tata Comm Urban 6 1.4% 12 2.8% 147 34.0% 267 61.8% 432 100.0%
Total 6 1.0% 14 2.3% 252 40.8% 345 55.9% 617 100.0%
Rural 1 3.1% 3 9.3% 11 34.6% 17 53.0% 32 100.0%
Hathway Urban 2 2.7% 8 10.7% 16 21.2% 49 65.4% 75 100.0%
Total 3 2.8% 11 10.3% 27 25.2% 66 61.7% 107 100.0%
Rural 2 0.6% 4 1.2% 187 58.5% 127 39.7% 320 | 100.0%
TTSL Urban 12 1.6% 9 1.2% 311 41.6% 415 55.6% 747 100.0%
Total 14 1.3% 13 1.2% 498 46.7% 542 50.8% 1067 | 100.0%
Rural 1 3.5% 1 3.5% 16 54.9% 11 38.2% 29 100.0%
You Telecom Urban 4 6.0% 7 10.4% 22 33.0% 34 50.6% 67 100.0%
Total 5 5.2% 8 8.3% 38 39.6% 45 46.9% 96 100.0%
Rural 0 0.0% 3 0.9% 196 61.3% 121 37.8% 320 | 100.0%
Tikona Urban 4 0.5% 8 1.1% 339 45.4% 396 53.0% 747 100.0%
Total 4 0.4% 11 1.0% 535 50.1% 517 48.5% 1067 | 100.0%
Total Urban 21 1.2% 52 2.9% 1055 58.2% 686 37.8% 1814 | 100.0%
Rural 42 1.0% 82 1.9% 1652 39.0% 2458 58.1% 4234 | 100.0%
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4. How satisfied are you with the time} delivery of bills?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
| Total 63 1.0% 134 2.2% 2707 | 44.8% 3144 52.0% 6048 | 100.0%
5(a). How satisfied are you with the clarity of the bills issued by your service provider in terms of transparency dminderstandability?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Rural 2 0.6% 217 67.8% 101 31.6% 320 | 100.0%
Bharti Urban 5 0.7% 355 47.5% 387 51.8% 747 100.0%
Total 7 0.7% 572 53.6% 488 45.7% 1067 | 100.0%
Rural 12 4.2% 155 53.8% 121 42.0% 288 100.0%
BSNL Urban 18 2.7% 260 38.7% 394 58.6% 672 100.0%
Total 30 3.1% 415 43.2% 515 53.6% 960 | 100.0%
Rural 2 0.6% 206 64.%% 112 35.0% 320 100.0%
Reliance Comm| Urban 4 0.5% 411 55.0% 332 44.5% 747 100.0%
Total 6 0.6% 617 57.8% 444 41.6% 1067 | 100.0%
Rural 1 0.5% 106 57.3% 78 42.1% 185 | 100.0%
Tata Comm Urban 3 0.7% 192 44.4% 237 54.9% 432 100.0%
Total 4 0.6% 298 48.3% 315 51.1% 617 100.0%
Rural 2 6.2% 19 59.5% 11 34.3% 32 100.0%
Hathway Urban 6 8.0% 36 47.9% 33 44.1% 75 100.0%
Total 8 7.5% 55 51.4% 44 41.1% 107 100.0%
Rural 2 0.6% 181 56.6% 137 42.8% 320 100.0%
TTSL Urban 5 0.7% 338 45.2% 404 54.1% 747 100.0%
Total 7 0.7% 519 48.6% 541 50.7% 1067 | 100.0%
Rural 3 10.4% 17 58.3% 9 31.3% 29 100.0%
You Telecom Urban 7 10.4% 35 52.4% 25 37.2% 67 100.0%
Total 10 10.4% 52 54.2% 34 35.4% 96 100.0%
Rural 1 0.3% 19 62.2% 120 37.5% 320 | 100.0%
Tikona Urban 5 0.7% 430 57.6% 312 41.8% 747 100.0%
Total 6 0.6% 629 59.0% 432 40.5% 1067 | 100.0%
Urban 25 1.4% 1100 | 60.6% 689 38.0% 1814 | 100.0%
Total Rural 53 1.3% 2057 | 48.6% 2124 50.2% 4234 | 100.0%
Total 78 1.3% 3157 52.2% 2813 46.5% 6048 | 100.0%
5(b). Please specify the reason(s) for your dissatisfaction.
Service Provider Difficult to read the bill Calculation not clear I:sirrrlzvtvéssec;:zgge; r'}”gfgti(\)lt:; Total
Count %age Count Y%age Count %age Count Y%age
Rural 1 50.0% 0.0% 1 50.0% 2 100.0%
Bharti Urban 2 40.0% 1 20.0% 2 40.0% 5 100.0%
Total 3 42.9% 1 14.3% 3 42.9% 7 100.0%
Rural 7 58.3% 2 16.7% 3 25.0% 12 100.0%
BSNL Urban 14 77.8% 2 11.1% 2 11.1% 18 100.0%
Total 21 70.0% 4 13.3% 5 16.7% 30 100.0%
Reliance Rural 1 50.0% 0.0% 1 50.0% 2 100.0%
Comm Urban 2 50.0% 1 25.0% 1 25.0% 4 100.0%
Total 3 50.0% 1 16.7% 2 33.3% 6 100.0%
Tata Rural 0 0.0% 1 100.0% 0.0% 1 100.0%
Comm Urban 2 66.7% 0.0% 1 33.3% 3 100.0%
Totd 2 50.0% 1 25.0% 1 25.0% 4 100.0%
Rural 2 100.0% 0.0% 0.0% 2 100.0%
Hathway Urban 4 66.7% 1 16.7% 1 16.7% 6 100.0%
Total 4 50.0% 3 37.5% 1 12.5% 8 100.0%
Rural 1 50.0% 1 50.0% 0.0% 2 100.0%
TTSL Urban 3 60.0% 1 20.0% 1 20.0% 5 100.0%
Total 4 57.1% 2 28.6% 1 14.3% 7 100.0%
You Rural 2 66.7% 0.0% 1 33.3% 3 100.0%
Telecom Urban 4 57.1% 3 42.9% 0.0% 7 100.0%
Total 6 60.0% 3 30.0% 1 10.0% 10 100.0%
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5(b). Please specify the reason(s) for your dissatisfaction.

. . Difficult to read the bill Calculation not clear Ite_m-W|se charges like by e Total
Service Provider minutes of usage not given
Count %age Count Y%age Count %age Count %age
Rural 0 0.0% 1 100.0% 0.0% 1 100.0%
Tikona Urban 3 60.0% 0.0% 2 40.0% 5 100.0%
Total 3 50.0% 1 16.7% 2 33.3% 6 100.0%
Rural 14 56.0% 5 20.0% 6 24.0% 25 100.0%
Total Urban 34 64.2% 9 17.0% 10 18.9% 53 100.0%
Total 46 59.0% 16 20.5% 16 20.5% 78 100.0%
6(a) How satisfied are you with the accuracy/completeness of the bills?
. ; Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Senice Provider
Count %age Count %age Count %age Count %age Count | %age
Rural 8 2.5% 201 62.8% 111 34.7% 320 | 100.0%
Bharti Urban 24 3.2% 458 61.3% 265 35.5% 747 100.0%
Total 32 3.0% 659 61.8% 376 35.2% 1067 | 100.0%
Rural 12 4.2% 177 61.5% 99 34.4% 288 100.0%
BSNL Urban 14 2.1% 411 61.2% 247 36.8% 672 100.0%
Total 26 2.7% 588 61.3% 346 36.0% 960 | 100.0%
Rural 5 1.6% 214 66.9% 101 31.6% 320 100.0%
Reliance Comm| Urban 9 1.2% 481 64.4% 257 34.4% 747 100.0%
Total 14 1.3% 695 65.1% 358 33.6% 1067 | 100.0%
Rural 2 1.1% 122 66.0% 61 33.0% 185 100.0%
Tata Comm Urban 15 3.5% 278 64.3% 139 32.2% 432 100.0%
Total 17 2.8% 400 64.8% 200 32.4% 617 100.0%
Rural 1 3.1% 17 53.3% 14 43.6% 32 100.0%
Hathway Urban 2 2.7% 49 65.0% 24 32.3% 75 100.0%
Total 3 2.8% 66 61.5% 38 35.7% 107 100.0%
Rural 5 1.6% 201 62.8% 114 35.6% 320 | 100.0%
TTSL Urban 25 3.3% 462 61.8% 260 34.8% 747 100.0%
Total 30 2.8% 663 62.1% 374 35.1% 1067 | 100.0%
Rural 1 3.5% 17 58.1% 11 38.5% 29 100.0%
You Telecom Urban 3 4.5% 40 59.8% 24 35.7% 67 100.0%
Total 4 4.2% 57 59.3% 35 36.5% 96 100.0%
Rural 11 3.4% 200 62.5% 109 34.1% 320 | 100.0%
Tikona Urban 24 3.2% 461 61.7% 262 35.1% 747 100.0%
Total 35 3.3% 661 61.9% 371 34.8% 1067 | 100.0%
Urban 45 2.5% 1149 63.3% 620 34.2% 1814 | 100.0%
Total Rural 116 2.7% 2639 62.3% 1478 34.9% 4234 | 100.0%
Total 161 2.7% 3789 62.6% 2098 34.7% 6048 | 100.0%
6(b). Please specify the reasgs) for your dissatisfaction.
Charges not as Tariff plan Charged for value] Charged for .
. . per tgriff plan changedpwithout addeg services ng callslsgervices Cellelziione e Total
Service Provider subscribed information subscribed not made/used gt elizEr
Count | %age | Count | %age | Count | %age | Count| %age | Count | %age | Count | %age
Rural 6 75.0% | 1 12.5% 1 12.5% 0 0.0% 0 0.0% 8 100.0%
Bharti Urban 15 62.5% 3 12.5% 4 16.7% 2 8.3% 0 0.0% 24 100.0%
Total 21 65.6% 4 12.5% 5 15.6% 2 6.3% 0 0.0% 32 100.0%
Rural 9 0.0% 1 0.0% 2 0.0% 0 0.0% 0 0.0% 12 100.0%
BSNL Urban 5 0.0% 2 0.0% 4 0.0% 3 0.0% 0 0.0% 14 100.0%
Total 14 0.0% 3 0.0% 6 0.0% 3 0.0% 0 0.0% 26 100.0%
Reliance Rural 3 60.0% 1 20.0% 1 20.0% 0 0.0% 0 0.0% 5 100.0%
Comm Urban 3 33.3% 2 22.2% 1 11.1% 3 33.3% 0 0.0% 9 100.0%
Total 6 42.9% 3 21.4% 2 14.3% 3 21.4% 0 0.0% 14 100.0%
Rural 0 0.0% 0 0.0% 1 50.0% 1 50.0% 0 0.0% 2 100.0%
Tata Comm| Urban 9 60.0% 1 6.7% 4 26.7% 1 6.7% 0 0.0% 15 100.0%
Total 9 52.9% 1 5.9% 5 29.4% 2 11.8% 0 0.0% 17 100.0%
Sify Rural 0 0.0% 1 100.0% 0.0% 0.0% 0 0.0% 1 100.0%
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6(b). Please specify the reas¢s) for your dissatisfaction.

Charges not as Tariff plan Charged for valuel  Charged for Calculations are
. ) per tariff plan changed without| added services ng calls/services Total
Service Provider subscribed information subscribed not made/used Ml T
Count | %age | Count | %age | Count %age | Count| %age | Count | %age | Count | %age
Urban 1 50.0% 0 0.0% 1 50.0% 0 0.0% 0 0.0% 2 100.0%
Total 1 33.3% 1 33.3% 1 33.3% 0 0.0% 0 0.0% 3 100.0%
Rural 2 40.0% 1 20.0% 2 40.0% 0 0.0% 0 0.0% 5 100.0%
Hathway | Urban 12 48.0% 3 12.0% 6 24.0% 4 16.0% 0 0.0% 25 100.0%
Total 14 46.7% 4 13.3% 8 26.7% 4 13.3% 0 0.0% 30 100.0%
Rural 1 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 1 100.0%
TTSL Urban 2 66.7% 0 0.0% 1 33.3% 0 0.0% 0 0.0% 3 100.0%
Total 3 75.0% 0 0.0% 1 25.0% 0 0.0% 0 0.0% 4 100.0%
You Rural 7 63.6% 1 9.1% 1 9.1% 2 18.2% 0 0.0% 11 100.0%
Telecom Urban 10 41.7% 3 12.5% 4 16.7% 7 29.2% 0 0.0% 24 100.0%
Total 17 48.6% 4 11.4% 5 14.3% 9 25.7% 0 0.0% 35 100.0%
Rural 28 62.2% 6 13.3% 8 17.8% 3 6.7% 0 0.0% 45 100.0%
Tikona Urban 57 49.1% 14 121% 25 21.6% 20 17.2% 0 0.0% 116 | 100.0%
Total 85 52.8% 20 12.4% 33 20.5% 23 14.3% 0 0.0% 161 | 100.0%
Rural 6 75.0% 1 12.5% 1 12.5% 0 0.0% 0 0.0% 8 100.0%
Total Urban 15 62.5% 8 12.5% 4 16.7% 2 8.3% 0 0.0% 24 100.0%
Total 21 65.6% 4 12.5% 5 15.6% 2 6.3% 0 0.0% 32 100.0%

7. Have you made any billing related complaints in the last 6 months?

. h Yes No Total
Service Provider
Count %age Count %age Count %age
Rural 54 16.9% 266 83.1% 320 100.0%
Bharti Urban 231 30.9% 516 69.1% 747 100.0%
Total 285 26.%% 782 73.3% 1067 100.0%
Rural 43 14.9% 245 85.1% 288 100.0%
BSNL Urban 212 31.5% 460 68.5% 672 100.0%
Total 255 26.6% 705 73.4% 960 100.0%
Rural 56 17.5% 264 82.5% 320 100.0%
Reliance Comm Urban 217 29.1% 530 70.9% 747 100.0%
Total 273 25.6% 794 74.4% 1067 100.0%
Rural 41 22.2% 144 77.8% 185 100.0%
Tata Comm Urban 168 38.9% 264 61.1% 432 100.0%
Total 209 33.9% 408 66.1% 617 100.0%
Rural 11 34.3% 21 65.7% 32 100.0%
Sify Urban 29 38.7% 46 61.3% 75 100.0%
Total 40 37.4% 67 62.6% 107 100.0%
Rural 52 16.2% 268 83.8% 320 100.0%
Hathway Urban 214 28.7% 533 71.3% 747 100.0%
Total 266 24.9% 801 75.1% 1067 100.0%
Rural 9 31.3% 20 68.8% 29 100.0%
TTSL Urban 25 37.2% 42 62.8% 67 100.0%
Total 34 35.4% 62 64.6% 96 100.0%
Rural 64 20.0% 256 80.0% 320 100.0%
You Telecom Urban 215 28.8% 532 71.2% 747 100.0%
Total 279 26.1% 788 73.9% 1067 100.0%
Rural 330 18.2% 1484 81.8% 1814 100.0%
Tikona Urban 1311 31.0% 2923 69.0% 4234 100.0%
Total 1641 27.1% 4407 72.9% 6048 100.0%
Rural 54 16.9% 266 83.1% 320 100.0%
Total Urban 231 30.9% 516 69.1% 747 100.0%
Total 285 26.7% 782 73.3% 1067 100.0%

128

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India
Email: cvoice@vsnl.net, URL: www.consumepice.org




Assessment of Custongparception of Service and

MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

8. How satisfied are you with the process of resolution of complaints and th

e resulting

refund/credit/waiver of excess dgesron account

of suchresolution of complaints?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count %age Count %age Count | %age
Rural 4 7.4% 10 18.5% 38 70.4% 2 3.7% 54 100.0%
Bharti Urban 12 5.2% 24 10.4% 77 33.3% 118 51.1% 231 100.0%
Total 16 5.6% 34 11.9% 115 40.4% 120 42.1% 285 100.0%
Rural 12 27.9% 21 48.8% 9 20.9% 1 2.3% 43 100.0%
BSNL Urban 0.0% 6 2.8% 151 71.2% 55 25.9% 212 100.0%
Total 12 4.7% 27 10.6% 160 62.7% 56 22.0% 255 100.0%
Rural 2 3.6% 6 10.7% 22 39.3% 26 46.4% 56 100.0%
Reliance Comm| Urban 31 14.3% 51 23.5% 96 44.2% 39 18.0% 217 100.0%
Total 33 12.1% 57 20.9% 118 43.2% 65 23.8% 273 100.0%
Rural 3 7.3% 7 17.1% 20 48.8% 11 26.8% 41 100.0%
Tata Comm Urban 8 4.8% 9 5.4% 76 45.2% 75 44.6% 168 100.0%
Total 11 5.3% 16 7.7% 96 45.9% 86 41.1% 209 100.0%
Rural 1 9.1% 3 27.3% 6 54.5% 1 9.1% 11 100.0%
Hathway Urban 2 6.9% 3 10.3% 7 24.1% 17 58.6% 29 100.0%
Total 3 7.5% 6 15.0% 13 32.5% 18 45.0% 40 100.0%
Rural 6 11.5% 12 23.1% 13 250% 21 40.4% 52 100.0%
TTSL Urban 21 9.8% 29 13.6% 43 20.1% 121 56.5% 214 100.0%
Total 27 10.2% 41 15.4% 56 21.1% 142 53.4% 266 100.0%
Rural 1 11.1% 4 44.4% 3 33.3% 1 11.1% 9 100.0%
You Telecom Urban 3 12.0% 6 24.0% 14 56.0% 2 8.0% 25 100.0%
Total 4 118% 10 29.4% 17 50.0% 3 8.8% 34 100.0%
Rural 2 3.1% 5 7.8% 37 57.8% 20 31.3% 64 100.0%
Tikona Urban 14 6.5% 31 14.4% 103 47.9% 67 31.2% 215 100.0%
Total 16 5.7% 36 12.9% 140 50.2% 87 31.2% 279 100.0%
Urban 31 9.4% 68 20.6% 148 44.8% 83 25.2% 330 100.0%
Total Rural 91 6.9% 159 12.1% 567 43.2% 494 37.7% 1311 | 100.0%
Total 122 7.4% 227 13.8% 715 43.6% 577 35.2% 1641 | 100.0%
B. BILLING RELATED -PREPAID
9(a). How satisfied are you with the accuracy of charges i.e. amount deducted on every usage?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age | Count %age Count %age

Rural 0 0.2% 1 3.1% 12 17.8% 19 78.8% 32 100.0%
BSNL Urban 1 1.4% 4 3.5% 13 16.2% 57 78.9% 75 100.0%
Total 1 0.8% 5 3.3% 25 17.0% 76 78.9% 107 100.0%
Rural 2 1.0% 5 3.5% 76 14.4% 52 81.1% 135 100.0%
Tata Comm Urban 7 1.6% 14 3.2% 87 12.0% 207 83.1% 315 100.0%
Total 9 1.3% 19 3.3% 163 13.1% 259 82.2% 450 100.0%
Rural 2 0.8% 10 3.7% 30 16.8% 278 78.7% 320 100.0%
Sify Urban 8 0.4% 17 2.9% 123 17.2% 599 79.5% 747 100.0%
Total 10 0.6% 27 3.2% 153 17.1% 877 79.2% 1067 | 100.0%
Rural 2 0.5% 8 4.0% 117 15.4% 161 80.1% 288 100.0%
Hathway Urban 8 1.1% 21 4.0% 62 18.4% 581 76.5% 672 100.0%
Total 10 0.9% 29 4.0% 179 17.8% 742 77.3% 960 100.0%
Rural 3 1.1% 11 3.9% -81 13.6% 358 81.4% 291 100.0%
You Telecom Urban 8 0.8% 18 3.2% 219 14.1% 435 81.9% 680 100.0%
Total 11 0.9% 29 3.5% 138 13.9% 793 81.7% 971 100.0%
Rural 9 0.8% 35 3.3% 155 14.5% 868 81.4% 1067 | 100.0%
Total Urban 32 1.3% 74 3.0% 504 20.2% | 1879 75.5% 2489 | 100.0%
Total 41 1.2% 109 3.1% 658 18.5% | 2747 77.3% 3555 | 100.0%
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9(b). Please specify the reason(s) for your dissatisfaction.

. Charged for value Charged for
. . C.harges 102 P Tf‘mﬁ plgn changed addeg services not| calls/se?vices not Total
Service Provider tariff plan subscribed| without information subscribed used
Count %age Count %age Count %age Count %age Count %age
Rural 1 100.0% -1 -100.0% 0 0.0% 1 100.0% 1 100.0%
BSNL Urban 1 20.0% 1 20.0% 1 20.0% 2 40.0% 5 100.0%
Total 2 33.3% 0 0.0% 1 16.7% 3 50.0% 6 100.0%
Rural 1 14.3% 4 57.1% 0 0.0% 2 28.6% 7 100.0%
Tata Comm | Urban 3 14.3% 12 57.1% 1 4.8% 5 23.8% 21 100.0%
Total 4 14.3% 16 57.1% 1 3.6% 7 25.0% 28 100.0%
Rural 2 16.7% 4 33.3% 2 16.7% 4 33.3% 12 100.0%
Sify Urban 4 16.0% 13 52.0% 3 12.0% 5 20.0% 25 100.0%
Total 6 16.2% 17 45.9% 5 13.5% 9 24.3% 37 100.0%
Rural 1 10.0% 5 50.0% 0 0.0% 4 40.0% 10 100.0%
Hathway Urban 5 17.2% 13 44.8% 3 10.3% 8 27.6% 29 100.0%
Total 6 15.4% 18 46.2% 3 7.7% 12 30.8% 39 100.0%
Rural 1 7.1% 8 57.1% 2 14.3% 3 21.4% 14 100.0%
You Telecom| Urban 3 11.5% 10 38.5% 6 23.1% 7 26.9% 26 100.0%
Total 4 10.0% 18 45.0% 8 20.0% 10 25.0% 40 100.0%
Rural 6 13.6% 20 45.5% 4 9.1% 14 31.8% 44 100.0%
Total Urban 16 15.1% 49 46.2% 14 13.2% 27 25.5% 106 100.0%
Total 22 14.7% 69 46.0% 18 12.0% 41 27.3% 150 100.0%
9(c). Have you made any complaint related to charging/credit/ waiver/ validity/ adjustments in the lastronths?
. . Yes No Total
Service Provider
Count %age Count %age Count %age
Rural 15 46.7% 17 53.3% 32 100.0%
BSNL Urban 32 42.7% 43 57.3% 75 100.0%
Total 47 43.9% 60 56.1% 107 100.0%
Rural 46 34.1% 89 65.9% 135 100.0%
Tata Comm Urban 132 41.9% 183 58.1% 315 100.0%
Total 178 39.6% 272 60.4% 450 100.0%
Rural 117 36.6% 203 63.4% 320 100.0%
Sify Urban 228 30.5% 519 69.5% 747 100.0%
Total 345 32.3% 722 67.7% 1067 100.0%
Rural 97 33.7% 191 66.3% 288 100.0%
Hathway Urban 229 34.1% 443 65.9% 672 100.0%
Total 326 34.0% 634 66.0% 960 100.0%
Rural 93 31.9% 198 68.1% 291 100.0%
You Telecom Urban 215 31.6% 465 68.4% 680 100.0%
Total 308 31.7% 663 68.3% 971 100.0%
Rural 368 34.5% 699 65.5% 1067 100.0%
Total Urban 836 33.6% 1653 66.4% 2489 100.0%6
Total 1204 33.9% 2351 66.1% 3555 100.0%

9(d). How satisfied are you with the process of resolution of complaints and the resulting
account of such resolution of complaints?

refund/credit/waiver of excelsarges on

. ) Very Dissatisied Dissatisfied Satisfied Very Satisfied Total

Service Provider

Count Y%age Count %age | Count | %age | Count | %age | Count Y%age

Rural 0 2.7% 1 8.7% 12 28.9% 2 59.7% 15 100.0%

BSNL Urban 0 0.6% 1 10.9% 14 15.2% 17 73.3% 32 100.0%

Total 0 1.6% 2 9.9% 26 21.7% 19 66.9% 47 1000%

Rural 1 0.0% 4 32.0% 31 28.0% 10 40.0% 46 100.0%

Tata Comm Urban 4 0.0% 8 35.1% 102 16.2% 18 48.6% 132 100.0%

Total 5 0.0% 12 33.9% 133 21.0% 28 45.2% 178 100.0%

Rural 3 0.0% 7 14.5% 79 40.3% 28 45.2% 117 100.0%

Sify Urban 8 0.6% 17 15.1% 107 285% 96 55.8% 228 100.0%

Total 11 0.4% 24 15.0% 186 31.6% 124 53.0% 345 100.0%

Hathway Rural 1 0.0% 4 12.0% 68 40.0% 24 48.0% 97 100.0%
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9(d). How satisfied are you with the process of resolution of complaints and the resulting refund/credit/waiver of excelsarges on
account of such resolution of complaints?

. ’ Very Dissatisied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count | %age | Count | %age | Count %age

Urban 5 1.9% 17 8.0% 80 30.5% 127 59.6% 229 100.0%

Total 6 1.5% 21 8.7% 148 32.3% 151 57.4% 326 100.0%

Rural 3 2.8% 11 19.8% 11 13.2% 68 64.2% 93 100.0%

You Telecan Urban 3 2.4% 30 24.0% 109 15.2% 73 58.4% 215 100.0%
Total 6 2.6% 41 22.1% 120 14.3% 141 61.0% 308 100.0%

Rural 8 2.2% 27 7.3% 201 54.6% 132 35.9% 368 100.0%

Total Urban 20 2.4% 73 8.7% 412 49.3% 331 39.6% 836 100.0%
Total 28 2.3% 100 8.3% 613 50.9% 463 38.5% | 1204 | 100.0%

C. HELP SERVICESCUSTOMER CARE INCLUDING CUSTOMER GRIEVANCE REDRESSAL

10. In the last 6 months, have you contacted customer care/ helpline/ call centre of your service provider?

Service Provider (ES ALY ot
Count Y%age Count %age Count %age
Rural 51 15.9% 269 84.1% 320 100.0%
Bharti Urban 140 18.7% 607 81.3% 747 100.0%
Total 191 17.9% 876 82.1% 1067 100.0%
Rural 56 17.5% 264 82.5% 320 100.0%
BSNL Urban 151 20.2% 596 798% 747 100.0%
Total 207 19.4% 860 80.6% 1067 100.0%
Rural 61 19.1% 259 80.9% 320 100.0%
Reliance Comm Urban 156 20.9% 591 79.1% 747 100.0%
Total 217 20.3% 850 79.7% 1067 100.0%
Rural 53 16.6% 267 83.4% 320 100.0%
Tata Comm Urban 146 19.5% 601 805% 747 100.0%
Total 199 18.7% 868 81.3% 1067 100.0%
Rural 56 17.5% 264 82.5% 320 100.0%
Sify Urban 149 19.9% 598 80.1% 747 100.0%
Total 205 19.2% 862 80.8% 1067 100.0%
Rural 54 16.9% 266 83.1% 320 100.0%
Hathway Urban 147 19.7% 600 80.3% 747 1000%
Total 201 18.8% 866 81.2% 1067 100.0%
Rural 49 15.3% 271 84.7% 320 100.0%
TTSL Urban 131 17.5% 616 82.5% 747 100.0%
Total 180 16.9% 887 83.1% 1067 100.0%
Rural 59 18.4% 261 81.6% 320 100.0%
You Telecom Urban 142 19.0% 605 81.0% 747 100.0%
Total 201 18.8% 866 81.2% 1067 100.0%
Rural 48 15.0% 272 85.0% 320 100.0%
Tikona Urban 119 15.9% 628 84.1% 747 100.0%
Total 167 15.7% 900 84.3% 1067 100.0%
Rural 487 16.9% 2393 83.1% 2880 100.0%
Total Urban 1281 19.1% 5442 80.9% 6723 100.0%
Total 1768 18.4% 7835 81.6% 9603 100.0%
11(a). How satisfied are you with the ease of access of call centre/customer care or helpline?
) ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age | Count | %age
Rural 0.0% 3 5.9% 42 82.4% 6 11.8% 51 100.0%
Bharti Urban 0.0% 12 8.6% 100 71.4% 28 20.0% 140 | 100.0%
Total 0 0.0% 15 7.9% 142 74.3% 34 17.8% 191 | 100.0%
Rural 0 0.0% 0 0.0% 33 58.9% 23 41.1% 56 100.0%
BSNL Urban 0 0.0% 1 0.7% 70 46.4% 80 53.0% 151 | 100.0%
Total 0 0.0% 1 0.5% 103 49.8% 103 49.8% 207 | 100.0%
Rural 2 3.3% 6 9.8% 47 77.0% 6 9.8% 61 100.0%
Reliance Comm|  Urban 7 4.5% 18 11.5% 93 59.6% 38 24.4% 156 | 100.0%
Total 9 4.1% 24 11.1% 140 64.5% 44 20.3% 217 100.0%
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11(a). How satisfied are you with the ease of access of call centre/customer care or helpline?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age | Count | %age
Rural 0 0.0% 1 1.9% 25 47.2% 27 50.9% 53 100.0%
Tata Comm Urban 4 2.7% 5 3.4% 103 70.5% 34 23.3% 146 | 100.0%
Total 4 2.0% 6 3.0% 128 64.3% 61 30.7% 199 | 100.0%
Rural 0 0.0% 1 1.8% 14 25.0% 41 73.2% 56 100.0%
Sify Urban 1 0.7% 1 0.7% 35 23.5% 112 75.2% 149 | 100.0%
Total 1 0.5% 2 1.0% 49 23.9% 153 74.6% 205 | 100.0%
Rural 0 0.0% 0 0.0% 24 44.4% 30 55.6% 54 100.0%
Hathway Urban 1 0.7% 1 0.7% 30 20.4% 115 78.2% 147 | 100.0%
Total 1 0.5% 1 0.5% 54 26.9% 145 72.1% 201 | 100.0%
Rural 2 4.1% 6 12.2% 34 69.4% 7 14.3% 49 100.0%
TTSL Urban 6 4.6% 14 10.7% 78 59.5% 33 25.2% 131 | 100.0%
Total 8 4.4% 20 11.1% 112 62.2% 40 22.2% 180 | 100.0%
Rural 1 1.7% 1 1.7% 7 11.9% 50 84.7% 59 100.0%
You Telecom Urban 3 2.1% 2 1.4% 77 54.2% 60 42.3% 142 | 100.0%
Total 4 2.0% 3 1.5% 84 418% 110 54.7% 201 | 100.0%
Rural 2 4.2% 5 10.4% 33 68.8% 8 16.7% 48 100.0%
Tikona Urban 3 2.5% 7 5.9% 81 68.1% 28 23.5% 119 | 100.0%
Total 5 3.0% 12 7.2% 114 68.3% 36 21.6% 167 | 100.0%
Rural 7 1.4% 23 4.7% 259 53.2% 198 40.7% 487 | 100.0%
Total Urban 25 2.0% 61 4.8% 667 52.1% 528 41.2% | 1281 | 100.0%
Total 32 1.8% 84 4.8% 926 52.4% 726 41.1% | 1768 | 100.0%
11(b). How satisfied are you with the ease of gettin
. . Very Dissatisfied Dissatisfiel Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age | Count | %age
Rural 4 7.8% 42 82.4% 5 9.8% 51 100.0%
Bharti Urban 12 8.6% 105 75.0% 23 16.4% 140 | 100.0%
Total 16 8.4% 147 77.0% 28 14.7% 191 | 100.0%
Rural 1 1.8% 8 14.3% 47 83.9% 56 100.0%
BSNL Urban 2 1.3% 76 50.3% 73 48.3% 151 | 100.0%
Total 3 1.4% 84 40.6% 120 58.0% 207 | 100.0%
Rural 5 8.2% 52 85.2% 4 6.6% 61 100.0%
Reliance Comm| Urban 12 7.7% 70 44.9% 74 47.4% 156 | 100.0%
Total 17 7.8% 122 56.2% 78 35.9% 217 | 100.0%
Rural 1 1.9% 24 45.3% 28 52.8% 53 100.0%
Tata Comm Urban 12 8.2% 92 63.0% 42 28.8% 146 100.0%
Total 13 6.5% 116 58.3% 70 35.2% 199 | 100.0%
Rural 1 1.8% 32 57.1% 23 41.1% 56 100.0%
Sify Urban 2 1.3% 92 61.7% 55 36.9% 149 | 100.0%
Total 3 1.5% 124 60.5% 78 38.0% 205 | 100.0%
Rural 0 0.0% 27 50.0% 27 50.0% 54 100.0%
Hathway Urban 11 7.5% 57 38.8% 79 53.7% 147 | 100.0%
Total 11 5.5% 84 41.8% 106 52.7% 201 | 100.0%
Rural 5 10.2% 35 71.4% 9 18.4% 49 100.0%
TTSL Urban 15 11.5% 84 64.1% 32 24.4% 131 | 100.0%
Total 20 11.1% 119 66.1% 41 22.8% 180 | 100.0%
Rural 2 3.4% 2 3.4% 55 93.2% 59 100.0%
You Telecom Urban 5 3.5% 85 59.9% 52 36.6% 142 100.0%
Total 7 3.5% 87 43.3% 107 53.2% 201 | 100.0%
Rural 3 6.3% 43 89.6% 2 4.2% 48 100.0%
Tikona Urban 9 7.6% 91 76.5% 19 16.0% 119 | 100.0%
Total 12 7.2% 134 80.2% 21 12.6% 167 | 100.0%
Rural 22 4.5% 265 54.4% 200 41.1% 487 | 100.0%
Total Urban 80 6.2% 752 58.7% 449 35.1% | 1281 | 100.0%
Total 102 5.8% 1017 57.5% 649 36.7% | 1768 | 100.0%
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12. How satisfied are you with the res

ponse time taken to answer your call by a customer care executive?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total

Service Provider

Count %age Couwnt %age | Count | %age Count %age | Count | %age

Rural 4 7.8% 44 86.3% 3 5.9% 51 100.0%

Bharti Urban 9 6.4% 109 77.9% 22 15.7% 140 | 100.0%

Total 13 6.8% 153 80.1% 25 13.1% 191 | 100.0%

Rural 0 0.0% -6 -10.7% 62 110.7% 56 100.0%

BSNL Urban 1 0.7% 74 49.0% 76 50.3% 151 | 100.0%

Total 1 0.5% 68 32.9% 138 66.7% 207 | 100.0%

Rural 4 6.6% 55 90.2% 2 3.3% 61 100.0%

Reliance Comm| Urban 12 7.7% 66 42.3% 78 50.0% 156 | 100.0%

Total 16 7.4% 121 55.8% 80 36.9% 217 | 100.0%

Rural 2 3.8% 29 54.7% 22 41.5% 53 100.0%

Tata Comm Urban 8 5.5% 90 61.6% 48 32.9% 146 | 100.0%

Total 10 5.0% 119 59.8% 70 35.2% 199 | 100.0%

Rural 1 1.8% 23 41.1% 32 57.1% 56 100.0%

Sify Urban 2 1.3% 75 50.3% 72 48.3% 149 | 100.0%

Total 3 1.5% 98 47.8% 104 50.7% 205 | 100.0%

Rural 1 1.9% 24 44.4% 29 53.7% 54 100.0%

Hathway Urban 1 0.7% 46 31.3% 100 68.0% 147 | 100.0%

Total 2 1.0% 70 34.8% 129 64.2% 201 | 100.0%

Rural 6 12.2% 37 75.5% 6 12.2% 49 100.0%

TTSL Urban 18 13.7% 71 54.2% 42 32.1% 131 | 100.0%

Total 24 13.3% 108 60.0% 48 26.7% 180 | 100.0%

Rural 1 1.7% -1 -1.7% 59 100.0% 59 100.0%

You Telecom Urban 2 1.4% 76 53.5% 64 45.1% 142 | 100.0%

Total 3 1.5% 75 37.3% 123 61.2% 201 | 100.0%

Rural 1 2.1% 45 93.8% 2 4.2% 48 100.0%

Tikona Urban 12 10.1% 73 61.3% 34 28.6% 119 | 100.0%

Total 13 7.8% 118 70.7% 36 21.6% 167 | 100.0%

Rural 20 4.1% 250 51.3% 217 44.6% 487 | 100.0%

Total Urban 65 5.1% 680 53.1% 536 41.8% | 1281 | 100.0%

Total 85 4.8% 930 52.6% 753 42.6% | 1768 | 100.0%

13. How satisfied are pu with the problem solving ability of the customer care executive(s)?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total

Service Provider

Count %age Count %age | Count %age Count %age | Count | %age

Rural 0.0% 3 5.9% 42 82.4% 6 11.8% 51 100.0%

Bharti Urban 0.0% 8 5.7% 80 57.1% 52 37.1% 140 | 100.0%

Total 0.0% 11 5.8% 122 63.9% 58 30.4% 191 | 100.0%

Rural 0.0% 0 0.0% 33 58.9% 23 41.1% 56 100.0%

BSNL Urban 0.0% 2 1.3% 74 49.0% 75 49.7% 151 | 100.0%

Total 0.0% 2 1.0% 107 51.7% 98 47.3% 207 | 100.0%

Rural 0.0% 4 6.6% 51 83.6% 6 9.8% 61 100.0%

Reliance Comm Urban 0.0% 14 9.0% 56 35.9% 86 55.1% 156 100.0%

Total 0.0% 18 8.3% 107 49.3% 92 42.4% 217 | 100.0%

Rural 0 0.0% 0 0.0% 27 50.9% 26 49.1% 53 100.0%

Tata Comm Urban 4 2.7% 12 8.2% 72 49.3% 58 39.7% 146 100.0%

Total 2 1.0% 12 6.0% 101 50.8% 84 42.2% 199 | 100.0%

Rural 0.0% 1 1.8% 34 60.7% 21 37.5% 56 100.0%

Sify Urban 0.0% 1 0.7% 31 20.8% 117 78.5% 149 | 100.0%

Total 0.0% 2 1.0% 65 31.7% 138 67.3% 205 | 100.0%

Rural 0.0% 1 1.9% 16 29.6% 37 68.5% 54 100.0%

Hathway Urban 0.0% 2 1.4% 6 4.1% 139 94.6% 147 | 100.0%

Total 0.0% 3 1.5% 22 10.9% 176 87.6% 201 | 100.0%

Rural 0 0.0% 4 8.2% 36 73.5% 9 18.4% 49 100.0%

TTSL Urban 5 3.8% 12 9.2% 47 35.9% 67 51.1% 131 | 100.0%

Total 5 2.8% 16 8.9% 83 46.1% 76 42.2% 180 | 100.0%

Rural 0.0% 1 1.7% 4 6.8% 54 91.5% 59 100.0%

You Telecom Urban 0.0% 2 1.4% 68 47.9% 72 50.7% 142 | 100.0%

Total 0.0% 3 1.5% 72 35.8% 126 62.7% 201 | 100.0%
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13. How satisfied are pu with the problem solving ability of the customer care executive(s)?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age | Count | %age
Rural 0 0.0% 1 2.1% 38 79.2% 9 18.8% 48 100.0%
Tikona Urban 5 4.2% 12 10.1% 42 35.3% 60 50.4% 119 | 100.0%
Total 6 3.6% 13 7.8% 79 47.3% 69 41.3% 167 | 100.0%
Rural 0 0.0% 15 3.1% 188 38.6% 284 58.3% 487 | 100.0%
Total Urban 14 1.1% 65 5.1% 451 35.2% 751 58.6% | 1281 | 100.0%
Total 13 0.7% 80 4.5% 667 37.7% 1008 57.0% | 1768 | 100.0%
14. How satisfied are you with the time taken by call centre/customer care /helpline to resolve your complaint?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age | Count | %age
Rural 4 7.8% 8 15.7% 34 66.7% 5 9.8% 51 100.0%
Bharti Urban 5 3.6% 12 8.6% 67 47.9% 56 40.0% 140 | 100.0%
Total 9 4.7% 20 10.5% 101 52.9% 61 31.9% 191 | 100.0%
Rural 0 0.0% 1 1.8% 32 57.1% 23 41.1% 56 100.0%
BSNL Urban 0.0% 1 0.7% 59 39.1% 91 60.3% 151 | 100.0%
Total 0 0.0% 2 1.0% 91 44.0% 114 55.1% 207 | 100.0%
Rural 4 6.6% 6 9.8% 48 78.7% 3 4.9% 61 100.0%
Reliance Comm| Urban 9 5.8% 24 15.4% 24 15.4% 99 63.5% 156 | 100.0%
Total 13 6.0% 30 13.8% 72 33.2% 102 47.0% 217 | 100.0%6
Rural 0 0.0% 1 1.9% 23 43.4% 29 54.7% 53 100.0%
Tata Comm Urban 9 6.2% 16 11.0% 62 42.5% 59 40.4% 146 100.0%
Total 9 4.5% 17 8.5% 85 42.7% 88 44.2% 199 | 100.0%
Rural 0.0% 0 0.0% 11 19.6% 45 80.4% 56 100.0%
Sify Urban 0.0% 1 0.7% 50 33.6% 98 65.8% 149 | 100.0%
Total 0 0.0% 1 0.5% 61 29.8% 143 69.8% 205 | 100.0%
Rural 0.0% 0 0.0% 19 35.2% 35 64.8% 54 100.0%
Hathway Urban 0.0% 1 0.7% 18 12.2% 128 87.1% 147 | 100.0%
Total 0 0.0% 1 0.5% 37 18.4% 163 81.1% 201 | 100.0%
Rural 2 4.1% 6 12.2% 33 67.3% 8 16.3% 49 100.0%
TTSL Urban 3 2.3% 7 5.3% 64 48.9% 57 43.5% 131 | 100.0%
Total 5 2.8% 13 7.2% 97 53.9% 65 36.1% 180 | 100.0%
Rural 0.0% 0 0.0% 35 59.3% 24 40.7% 59 100.0%
You Telecom Urban 0.0% 2 1.4% 74 52.1% 66 46.5% 142 | 100.0%
Total 0 0.0% 2 1.0% 109 54.2% 90 44.8% 201 | 100.0%
Rural 0 0.0% 1 2.1% 42 87.5% 5 10.4% 48 100.0%
Tikona Urban 6 5.0% 11 9.2% 49 41.2% 53 44.5% 119 | 100.0%
Total 6 3.6% 12 7.2% 91 54.5% 58 34.7% 167 | 100.0%
Rural 10 2.1% 23 4.7% 277 56.9% 177 36.3% 487 | 100.0%
Total Urban 32 2.5% 75 5.9% 467 36.5% 707 55.2% | 1281 | 100.0%
Total 42 2.4% 98 5.5% 744 42.1% 884 50.0% | 1768 | 100.0%
D. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY
15. How satisfied are you with the speed of Broadband connection?
. ; Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age Count | %age
Rural 0.0% 24 7.5% 223 69.7% 73 22.8% 320 | 100.0%
Bharti Urban 0.0% 67 9.0% 199 26.6% 481 64.4% 747 | 100.0%
Total 0 0.0% 91 8.5% 422 39.6% 554 51.9% 1067 | 100.0%
Rural 3 0.9% 44 13.8% 152 47.5% 121 37.8% 320 | 100.0%
BSNL Urban 4 0.5% 31 4.1% 223 29.9% 489 65.5% 747 | 100.0%
Total 7 0.7% 75 7.0% 375 35.1% 610 57.2% 1067 | 100.0%
Rural 9 2.8% 24 7.5% 231 72.2% 56 17.5% 320 | 100.0%
Reliance Comm| Urban 11 1.5% 43 5.8% 226 30.3% 467 62.5% 747 | 100.0%
Total 20 1.9% 67 6.3% 457 42.8% 523 49.0% 1067 | 100.0%
Rural 2 0.6% 27 8.4% 98 30.6% 193 60.3% 320 | 100.0%
Tata Comm Urban 5 0.7% 78 10.4% 45 6.0% 619 82.9% 747 | 100.0%
Total 7 0.7% 105 9.8% 143 13.4% 812 76.1% 1067 | 100.0%
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15. How satisfied are you with the speed of Broadband connection?

. ; Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age Count | %age

Rural 4 1.3% 51 15.9% 34 10.6% 231 72.2% 320 | 100.0%

Sify Urban 9 1.2% 50 6.7% 225 30.1% 463 62.0% 747 | 100.0%

Total 13 1.2% 101 9.5% 259 24.3% 694 65.0% 1067 | 100.0%

Rural 8 2.5% 31 9.7% 129 40.3% 152 47.5% 320 | 100.0%

Hathway Urban 15 2.0% 56 7.5% 85 11.4% 591 79.1% 747 | 100.0%

Total 23 2.2% 87 8.2% 214 20.1% 743 69.6% 1067 | 100.0%

Rural 6 1.9% 45 14.1% 228 71.3% 41 12.8% 320 | 100.0%

TTSL Urban 8 1.1% 77 10.3% 160 21.4% 502 67.2% 747 | 100.0%

Total 14 1.3% 122 11.4% 388 36.4% 543 50.9% 1067 | 100.0%

Rural 5 1.6% 53 16.6% -36 -11.3% 298 93.1% 320 | 100.0%

You Telecom Urban 11 1.5% 37 5.0% 227 30.4% 472 63.2% 747 | 100.0%

Total 16 1.5% 90 8.4% 191 17.9% 770 72.2% 1067 | 100.0%

Rural 2 0.6% 37 11.6% 217 67.8% 64 20.0% 320 | 100.0%

Tikona Urban 10 1.3% 83 11.1% 58 7.8% 596 79.8% 747 | 100.0%

Total 12 1.1% 120 11.2% 275 25.8% 660 61.9% 1067 | 100.0%

Rural 39 1.4% 336 11.7% 1276 | 44.3% 1229 42.7% | 2880 | 100.0%

Total Urban 73 1.1% 522 7.8% 1448 21.5% 4680 69.6% | 6723 | 100.0%

Totd 112 1.2% 858 8.9% 2724 | 28.4% 5909 61.5% | 9603 | 100.0%

16. How satisfied are you with the amount of time for which service is up and working?
. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count %age Count | %age

Rural 6 1.8% 29 7.0% 261 49.1% 24 42.1% 320 | 100.0%

Bharti Urban 7 0.7% 34 5.4% 183 42.1% 523 51.7% 747 | 100.0%

Total 13 0.7% 63 5.5% 444 42.5% 547 51.2% 1067 | 100.0%

Rural 3 0.7% 41 13.5% 98 20.6% 178 65.2% 320 | 100.0%

BSNL Urban 4 0.6% 27 4.1% 221 15.1% 495 80.2% 747 | 100.0%

Total 7 0.7% 68 8.1% 319 17.4% 673 73.9% 1067 | 100.0%

Rural 12 1.3% 52 15.4% 211 25.6% 45 57.7% 320 | 100.0%

Reliance Comm| Urban 14 3.3% 89 9.1% 292 52.0% 352 35.6% 747 | 100.0%

Total 26 3.2% 141 9.6% 503 50.1% 397 37.2% 1067 | 100.0%

Rural 2 0.8% 26 10.5% 104 15.6% 188 73.2% 320 | 100.0%

Tata Comm Urban 7 0.9% 73 9.2% 131 23.9% 536 66.0% 747 | 100.0%

Total 9 0.8% 99 9.5% 235 21.9% 724 67.7% 1067 | 100.0%

Rural 9 2.6% 39 12.6% 107 15.0% 165 69.7% 320 | 100.0%

Sify Urban 15 2.2% 32 4.8% 175 16.6% 525 76.4% 747 | 100.0%

Total 24 2.3% 71 7.6% 282 16.0% 690 74.0% 1067 | 100.0%

Rural 4 0.4% 24 11.7% 156 26.9% 136 61.0% 320 | 100.0%

Hathway Urban 8 0.1% 68 9.2% 62 18.5% 609 72.2% 747 | 100.0%

Total 12 0.2% 92 9.7% 218 20.2% 745 69.8% 1067 | 100.0%

Rural 14 4.3% 42 13.0% 246 56.5% 18 26.1% 320 | 100.0%

TTSL Urban 28 2.0% 125 13.9% 102 34.8% 492 49.2% 747 | 100.0%

Total 42 2.2% 167 13.9% 348 36.2% 510 47.8% 1067 | 100.0%

Rural 12 0.7% 41 17.0% 141 11.4% 126 70.9% 320 | 100.0%

You Telecom Urban 18 1.1% 27 5.9% 221 16.3% 481 76.7% 747 | 100.0%

Total 30 0.9% 68 10.5% 362 14.2% 607 74.3% 1067 | 100.0%

Rural 14 0.0% 28 14.4% 223 32.7% 55 52.9% 320 | 100.0%

Tikona Urban 36 1.7% 123 14.8% 77 30.4% 511 53.1% 747 | 100.0%

Total 50 1.5% 151 14.8% 300 30.6% 566 53.0% 1067 | 100.0%

Rural 76 2.6% 322 11.2% 1547 53.7% 935 32.5% | 2880 | 100.0%

Total Urban 137 2.0% 598 8.9% 1464 | 21.8% 4524 67.3% | 6723 | 100.0%

Total 213 2.2% 920 9.6% 3011 31.4% 5459 56.8% | 9603 | 100.0%
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E. MAINTAINABILITY ( FAULT REPAIR)

17. How often do you face a problem with your Broadband connection?

Service Provider Very frequently Frequently Occasionally Never Total
Count %age Count %age Count %age Count %age Count Y%age
Rural 1 0.3% 14 4.4% 181 56.6% 124 388% 320 100.0%
Bharti Urban 4 0.5% 44 5.9% 289 38.7% 410 54.9% 747 100.0%
Total 5 0.5% 58 5.4% 470 44.0% 534 50.0% 1067 100.0%
Rural 2 0.6% 15 4.7% 158 49.4% 145 45.3% 320 100.0%
BSNL Urban 7 0.9% 31 4.1% 292 39.1% 417 55.8% 747 100.0%
Total 9 0.8% 46 4.3% 450 42.2% 562 52.7% 1067 100.0%
Reliance Rural 1 0.3% 15 4.7% 192 60.0% 112 35.0% 320 100.0%
Comm Urban 6 0.8% 37 5.0% 266 35.6% 438 58.6% 747 100.0%
Total 7 0.7% 52 4.9% 458 42.9% 550 51.5% 1067 100.0%
Rural 2 0.6% 15 4.7% 154 48.1% 149 46.6% 320 100.0%
Tata Comm| Urban 9 1.2% 32 4.3% 277 37.1% 429 57.4% 747 100.0%
Total 11 1.0% 47 4.4% 431 40.4% 578 54.2% 1067 100.0%
Rural 4 1.3% 14 4.4% 124 38.8% 178 55.6% 320 100.0%
Sify Urban 7 0.9% 31 4.1% 241 32.3% 468 62.7% 747 100.0%
Total 11 1.0% 45 4.2% 365 34.2% 646 60.5% 1067 100.0%
Rural 2 0.6% 15 4.7% 136 42.5% 167 52.2% 320 100.0%
Hathway Urban 8 1.1% 34 4.6% 227 30.4% 478 64.0% 747 100.0%
Total 10 0.9% 49 4.6% 363 34.0% 645 60.4% 1067 100.0%
Rural 3 0.9% 18 5.6% 168 52.5% 131 40.9% 320 100.0%
TTSL Urban 7 0.9% 41 5.5% 218 29.2% 481 64.4% 747 100.0%
Total 10 0.9% 59 5.5% 386 36.2% 612 57.4% 1067 100.0%
You Rural 4 1.3% 14 4.4% 167 52.2% 135 42.2% 320 100.0%
Telecom Urban 14 1.9% 28 3.7% 266 35.6% 439 58.8% 747 100.0%
Total 18 1.7 42 3.9% 433 40.6% 574 53.8% 1067 100.0%
Rural 1 0.3% 17 5.3% 135 42.2% 167 52.2% 320 100.0%
Tikona Urban 7 0.9% 41 5.5% 238 31.9% 461 61.7% 747 100.0%
Total 8 0.7% 58 5.4% 481 45.1% 520 48.7% 1067 100.0%
Rural 20 0.7% 137 4.8% 1415 49.1% 1308 45.4% 2880 100.0%
Total Urban 69 1.0% 319 4.7% 2314 34.4% 4021 59.8% 6723 100.0%
Total 89 0.9% 456 4.7% 3729 38.8% 5329 55.5% 9603 100.0%
18. What was the broadband connection problem faced by you in last 6 months related to, please specify?
Problem was related to the
Problem was related to my broadband Total
Service Pruider computer hardware/ software  connection& modem provided
by service provider
Count %age Count %age Count %age
Rural 7 46.7% 8 53.3% 15 100.0%
Bharti Urban 22 45.8% 26 54.2% 48 100.0%
Total 29 46.0% 34 54.0% 63 100.0%
Rural 8 47.1% 9 52.9% 17 100.0%
BSNL Urban 17 44.7% 21 55.3% 38 100.0%
Total 25 45.5% 30 54.5% 55 100.0%
Rural 7 43.8% 9 56.3% 16 100.0%
Reliance Comm Urban 19 44.2% 24 55.8% 43 100.0%
Total 26 44.1% 33 55.9% 59 100.0%
Rural 7 41.2% 10 58.8% 17 100.0%
Tata Comm Urban 18 43.9% 23 56.1% 41 100.0%
Total 25 43.1% 33 56.9% 58 100.0%
Rural 8 44.4% 10 55.6% 18 100.0%
Sify Urban 18 47.4% 20 52.6% 38 100.0%
Total 26 46.4% 30 53.6% 56 100.0%
Rural 7 41.2% 10 58.8% 17 100.0%
Hathway Urban 17 40.5% 25 59.5% 42 100.0%
Total 24 40.7% 35 59.3% 59 100.0%
TTSL Rural 9 42.9% 12 57.1% 21 100.0%
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MAHARASHTRA SERVICE AREA

18. What was the broadband connection problem faced by you in last 6 months related to, please specify?

Problem was related to the
Problem was related to my broadband Total
Service Pruider computer hardware/ software  connection& modem provided
by service provider
Count %age Count %age Count %age

Urban 21 43.8% 27 56.3% 48 100.0%

Total 30 43.5% 39 56.5% 69 100.0%

Rural 8 44.4% 10 55.6% 18 100.0%

You Telecom Urban 19 45.2% 23 54.8% 42 100.0%

Total 27 45.0% 33 55.0% 60 100.0%

Rural 8 44.4% 10 55.6% 18 100.0%

Tikona Urban 20 41.7% 28 58.3% 48 100.0%

Total 28 42.4% 38 57.6% 66 100.0%

Rural 69 43.9% 88 56.1% 157 100.0%

Total Urban 171 44.1% 217 55.9% 388 100.0%

Total 240 44.0% 305 56.0% 545 100.0%

19. How satisfied are you with the time taken for restoration of Broadband connection?
. . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count Y%age Cownt Y%age Count | %age

Rural 2 13.3% 4 26.7% 8 53.3% 1 6.7% 15 100.0%
Bharti Urban 6 12.5% 14 29.2% 21 43.8% 7 14.6% 48 100.0%
Total 8 12.7% 18 28.6% 29 46.0% 8 12.7% 63 100.0%
Rural 1 5.9% 4 23.5% 12 70.6% 0.0% 17 100.0%
BSNL Urban 3 7.9% 8 21.1% 27 71.1% 0.0% 38 100.0%
Total 4 7.3% 12 21.8% 39 70.9% 0 0.0% 55 100.0%
Reliance Rural 1 6.3% 3 18.8% 11 68.8% 1 6.3% 16 100.0%
Comm Urban 2 4.7% 11 25.6% 19 44.2% 11 25.6% 43 100.0%
Total 3 5.1% 14 23.7% 30 50.8% 12 20.3% 59 100.0%
Rural 2 11.8% 4 23.5% 11 64.7% 0 0.0% 17 100.0%
Tata Comm Urban 5 12.2% 14 34.1% 16 39.0% 6 14.6% 41 100.0%
Total 7 12.1% 18 31.0% 27 46.6% 6 10.3% 58 100.0%
Rural 3 16.7% 6 33.3% 9 50.0% 0.0% 18 100.0%
Sify Urban 6 15.8% 14 36.8% 18 47.4% 0.0% 38 100.0%
Total 9 16.1% 20 35.7% 27 48.2% 0 0.0% 56 100.0%
Rural 2 11.8% 5 29.4% 10 58.8% 0 0.0% 17 100.0%
Hathway Urban 4 9.5% 16 38.1% 21 50.0% 1 2.4% 42 100.0%
Total 6 10.2% 21 35.6% 31 52.5% 1 1.7% 59 100.0%
Rural 1 4.8% 7 33.3% 11 52.4% 2 9.5% 21 100.0%
TTSL Urban 4 8.3% 14 29.2% 14 29.2% 16 33.3% 48 100.0%
Total 5 7.2% 21 30.4% 25 36.2% 18 26.1% 69 100.0%
You Rural 1 5.6% 4 22.2% 13 72.2% 0 0.0% 18 100.0%
Telecom Urban 8 19.0% 14 33.3% 8 19.0% 12 28.6% 42 100.0%
Total 9 15.0% 18 30.0% 21 35.0% 12 20.0% 60 100.0%
Rural 1 5.6% 5 27.8% 11 61.1% 1 5.6% 18 100.0%
Tikona Urban 5 10.4% 12 25.0% 23 47.9% 8 16.7% 48 100.0%
Total 6 9.1% 17 25.8% 34 51.5% 9 13.6% 66 100.0%
Urban 14 8.9% 42 26.8% 96 61.1% 5 3.2% 157 | 100.0%
Total Rural 43 11.1% 117 30.2% 167 43.0% 61 15.7% 388 | 100.0%
Total 57 10.5% 159 29.2% 263 48.3% 66 12.1% 545 | 100.0%
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20a. Do you use any value added services or supplementary services such as static/ fixed 1P addresses| s etc.

Service Provider IES e T

Count %age Count %age Count Y%age
Rural 39 12.2% 281 87.8% 320 100.0%
Bharti Urban 62 8.3% 685 91.7% 747 100.0%
Total 101 9.5% 966 90.5% 1067 100.0%
Rural 31 9.7% 289 90.3% 320 100.0%
BSNL Urban 52 7.0% 695 93.0% 747 100.0%
Total 83 7.8% 984 92.2% 1067 100.0%
Rural 25 7.8% 295 92.2% 320 100.0%
Reliance Comm Urban 67 9.0% 680 91.0% 747 100.0%
Total 92 8.6% 975 91.4% 1067 100.0%
Rural 12 3.8% 308 96.3% 320 100.0%

Tata Comm Urban 73 9.8% 674 90.2% 747 1000%
Total 85 8.0% 982 92.0% 1067 100.0%
Rural 26 8.1% 294 91.9% 320 100.0%
Sify Urban 61 8.2% 686 91.8% 747 100.0%
Total 87 8.2% 980 91.8% 1067 100.0%
Rural 25 7.8% 295 92.2% 320 100.0%
Hathway Urban 49 6.6% 698 93.4% 747 100.0%
Total 74 6.9% 993 93.1% 1067 100.0%
Rural 21 6.6% 299 93.4% 320 100.0%
TTSL Urban 56 7.5% 691 92.5% 747 100.0%
Total 77 7.2% 990 92.8% 1067 100.0%
Rural 34 10.6% 286 89.4% 320 100.0%
You Telecom Urban 56 7.5% 691 92.5% 747 100.0%
Total 90 8.4% 977 91.6% 1067 100.0%
Rural 10 3.1% 310 96.9% 320 100.0%
Tikona Urban 38 5.1% 709 94.9% 747 100.0%
Total 71 6.7% 996 93.3% 1067 100.0%
Rural 223 7.7% 2657 92.3% 2880 100.0%
Total Urban 514 7.6% 6209 92.4% 6723 100.0%
Total 760 7.9% 8843 92.1% 9603 100.0%

20(b). How satisfied are you with the process of activating value added services or the process of unsubscribing?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age | Count| %age
Rurd 1 2.6% 3 7.7% 31 79.5% 4 10.3% 39 100.0%
Bharti Urban 3 4.8% 11 17.7% 34 54.8% 14 22.6% 62 100.0%
Total 4 4.0% 14 13.9% 65 64.4% 18 17.8% 101 100.0%
Rural 2 6.5% 8 25.8% 13 41.9% 8 25.8% 31 100.0%
BSNL Urban 2 3.8% 4 7.7% 25 48.1% 21 40.4% 52 100.0%
Total 4 4.8% 12 14.5% 38 45.8% 29 34.9% 83 100.0%
Reliance Rural 2 8.0% 3 12.0% 18 72.0% 2 8.0% 25 100.0%
Comm Urban 3 4.5% 6 9.0% 49 73.1% 9 13.4% 67 100.0%
Total 5 5.4% 9 9.8% 67 72.8% 11 12.0% 92 100.0%
Rural 1 8.3% 2 16.7% 5 41.7% 4 33.3% 12 100.0%
Tata Comm Urban 3 4.1% 7 9.6% 51 69.9% 12 16.4% 73 100.0%
Total 4 4.7% 9 10.6% 56 65.9% 16 18.8% 85 100.0%
Rural 0 0.0% 1 3.8% 20 76.9% 5 19.2% 26 100.0%
Sify Urban 2 3.3% 6 9.8% 36 59.0% 17 27.9% 61 100.0%
Total 2 2.3% 7 8.0% 56 64.4% 22 25.3% 87 100.0%
Rural 0 0.0% 1 4.0% 23 92.0% 1 4.0% 25 100.0%
Hathway Urban 5 10.2% 14 28.6% 18 36.7% 12 24.5% 49 100.0%
Total 5 6.8% 15 20.3% 41 55.4% 13 17.6% 74 100.0%
Rural 0 0.0% 2 9.5% 15 71.4% 4 19.0% 21 100.0%
TTSL Urban 5 8.9% 14 25.0% 25 44.6% 12 21.4% 56 100.0%
Total 5 6.5% 16 20.8% 40 51.9% 16 20.8% 77 100.0%
You Telecom Rural 1 2.9% 5 14.7% 26 76.5% 2 5.9% 34 100.0%
Urban 2 3.6% 9 16.1% 27 48.2% 18 32.1% 56 100.0%
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20(b). How satisfied are you with the process of activating value added services or the process of unsubscribing?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age | Count| %age
Total 3 3.3% 14 15.6% 53 58.9% 20 22.2% 90 100.0%
Rural 1 10.0% 2 20.0% 6 60.0% 1 10.0% 10 100.0%
Tikona Urban 2 5.3% 4 10.5% 20 52.6% 12 31.6% 38 100.0%
Total 3 4.2% 6 8.5% 49 69.0% 13 18.3% 71 100.0%
Rural 8 3.6% 27 12.1% 157 70.4% 31 13.9% 223 | 100.0%
Total Urban 27 5.3% 75 14.6% 285 55.4% 127 24.7% 514 | 100.0%
Total 35 4.6% 102 13.4% 465 61.2% 158 20.8% 760 | 100.0%
20(c). Please tell me the reasons for your dissatisfaction.
. . Not informed about toll
Service Provider Not informed of charges Actlvca(t)(ra](;gvnl:hout free numb_e( for Total
unsubscribing
Court %age Count %age Count %age Count Y%age
Rural 1 25.0% 1 25.0% 2 50.0% 4 100.0%
Bharti Urban 2 14.3% 3 21.4% 9 64.3% 14 100.0%
Total 3 16.7% 4 22.2% 11 61.1% 18 100.0%
Rural 1 10.0% 4 40.0% 5 50.0% 10 100.0%
BSNL Urban 3 50.0% 1 16.7% 2 33.3% 6 1000%
Total 4 25.0% 5 31.3% 7 43.8% 16 100.0%
Reliance Rural 0 0.0% 3 60.0% 2 40.0% 5 100.0%
Comm Urban 1 11.1% 5 55.6% 3 33.3% 9 100.0%
Total 1 7.1% 8 57.1% 5 35.7% 14 100.0%
Rural 0 0.0% 1 33.3% 2 66.7% 3 100.0%
Tata Comm Urban 2 20.0% 4 40.0% 4 40.0% 10 100.0%
Total 2 15.4% 5 38.5% 6 46.2% 13 100.0%
Rural 1 100.0% 0 0.0% 0 0.0% 1 100.0%
Sify Urban 2 25.0% 3 37.5% 3 37.5% 8 100.0%
Total 3 33.3% 3 33.3% 3 33.3% 9 100.0%
Rural 1 100.0% 0 0.0% 0 0.0% 1 100.0%
Hathway Urban 5 26.3% 0 0.0% 14 73.7% 19 100.0%
Total 6 30.0% 0 0.0% 14 70.0% 20 100.0%
Rural 0 0.0% 0 0.0% 2 100.0% 2 100.0%
TTSL Urban 4 21.1% 6 31.6% 9 47.4% 19 100.0%
Total 4 19.0% 6 28.6% 11 52.4% 21 100.0%
Rural 0 0.0% 2 33.3% 4 66.7% 6 100.0%
You Telecom Urban 2 18.2% 3 27.3% 6 54.5% 11 100.0%
Total 2 11.8% 5 29.4% 10 58.8% 17 100.0%
Rural 0 0.0% 2 66.7% 1 33.3% 3 100.0%
Tikona Urban 4 66.7% 0 0.0% 2 33.3% 6 100.0%
Total 4 44.4% 2 22.2% 3 33.3% 9 100.0%
Rural 4 11.4% 13 37.1% 18 51.4% 35 100.0%
Total Urban 25 24.5% 25 24.5% 52 51.0% 102 100.0%
Total 29 21.2% 38 27.7% 70 51.1% 137 86.7%

21a. In last 6 months have you faced the problem of unauthorized activation of VAS by your service provider

Service Provider Yes No el
Count Y%age Count %age Count Y%age
Rural 12 3.8% 308 96.3% 320 100.0%
Bharti Urban 234 31.3% 513 68.7% 747 100.0%
Total 246 23.1% 821 76.9% 1067 100.0%
Rural 173 54.1% 147 45.9% 320 100.0%
BSNL Urban 275 36.8% 472 63.2% 747 100.0%
Total 448 42.0% 619 58.0% 1067 100.0%
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21a. In last 6 months have you faced the problem of unauthorized activation of VAS by your service provider

Service Provider Yes No ol

Count %age Count %age Count %age
Rural 47 14.7% 273 85.3% 320 100.0%
Reliance Comm Urban 146 19.5% 601 80.5% 747 100.0%
Total 193 18.1% 874 81.9% 1067 100.0%
Rural 59 18.4% 261 81.6% 320 100.0%
Tata Comm Urban 185 24.8% 562 75.2% 747 100.0%
Total 244 22.9% 823 77.1% 1067 100.0%
Rural 112 35.0% 208 65.0% 320 100.0%
Sify Urban 247 33.1% 500 66.9% 747 100.0%
Total 359 33.6% 708 66.4% 1067 100.0%
Rural 132 41.3% 188 58.8% 320 100.0%
Hathway Urban 295 39.5% 452 60.5% 747 100.0%
Total 427 40.0% 640 60.0% 1067 100.0%
Rural 47 14.7% 273 85.3% 320 100.0%
TTSL Urban 267 35.7% 480 64.3% 747 100.0%
Total 314 29.4% 753 70.6% 1067 100.0%
Rural 98 30.6% 222 69.4% 320 100.0%
You Telecom Urban 212 28.4% 535 71.6% 747 100.0%
Total 310 29.1% 757 70.9% 1067 100.0%
Rural 79 24.7% 241 753% 320 100.0%
Tikona Urban 234 31.3% 513 68.7% 747 100.0%
Total 313 29.3% 754 70.7% 1067 100.0%
Rural 759 26.4% 2121 73.6% 2880 100.0%
Total Urban 2095 31.2% 4628 68.8% 6723 100.0%
Total 2854 29.7% 6749 70.3% 9603 100.0%

21b. Have you complained to youservice provider for deactivation of such services and refund of charges levied?

Service Provider U= LY okl

Count Y%age Count %age Count Y%age
Rural 4 33.3% 8 66.7% 12 100.0%
Bharti Urban 91 38.9% 143 61.1% 234 100.0%
Total 95 38.6% 151 61.4% 246 100.0%
Rural 61 35.3% 112 64.7% 173 100.0%
BSNL Urban 89 32.4% 186 67.6% 275 100.0%
Total 150 33.5% 298 66.5% 448 100.0%
Rural 18 38.3% 29 61.7% 47 100.0%
Reliance Comm Urban 56 38.4% 90 61.6% 146 100.0%
Total 74 38.3% 119 61.7% 193 100.0%
Rural 19 32.2% 40 67.8% 59 100.0%
Tata Comm Urban 65 35.1% 120 64.9% 185 100.0%
Total 84 34.4% 160 65.6% 244 100.0%
Rural 34 30.4% 78 69.6% 112 100.0%
Sify Urban 78 31.6% 169 68.4% 247 100.0%
Total 112 31.2% 247 68.8% 359 100.0%
Rural 41 311% 91 68.9% 132 100.0%
Hathway Urban 107 36.3% 188 63.7% 295 100.0%
Total 148 34.7% 279 65.3% 427 100.0%
Rural 16 34.0% 31 66.0% 47 100.0%
TTSL Urban 79 29.6% 188 70.4% 267 100.0%
Total 95 30.3% 219 69.7% 314 100.0%
Rural 32 32.7% 66 67.3% 98 100.0%
You Telecom Urban 67 31.6% 145 68.4% 212 100.0%
Total 99 31.9% 211 68.1% 310 100.0%
Rural 25 31.6% 54 68.4% 79 100.0%
Tikona Urban 81 34.6% 153 65.4% 234 100.0%
Total 106 33.9% 207 66.1% 313 100.0%
Rural 250 32.9% 509 67.1% 759 100.0%
Total Urban 713 34.0% 1382 66.0% 2095 100.0%
Total 963 33.7% 1891 66.3% 2854 29.7%
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21c. What difficulties you have faced while deactivating of such services and refund of charges levied?

Delay in
deactivation B S Not aware of whom
Service Provider R resulting in repeat FEILEE 1D register to contact vz
. the complaint
complants

Count Y%age Count %age Count %age Count Y%age Count Y%age
Rural Bharti Rural 0.0% 2 50.0% 1 25.0% 1 25.0%
Bharti Urban Urban 2 2.2% 64 70.3% 11 12.1% 14 15.4%
Total Total 2 2.1% 66 69.5% 12 12.6% 15 15.8%
Rural BSNL Rural 3 4.9% 51 83.6% 4 6.6% 3 4.9%
BSNL Urban Urban 5 5.6% 64 71.9% 12 13.5% 8 9.0%
Total Total 8 5.3% 115 76.7% 16 10.7% 11 7.3%
Reliance Rural | Reliance Comm| Rural 4 22.2% 9 50.0% 3 16.7% 2 11.1%
Comm Urban Urban 12 21.4% 23 41.1% 9 16.1% 12 21.4%
Total Total 16 21.6% 32 43.2% 12 16.2% 14 18.9%
Tata Rural Tata Comm Rural 3 15.8% 10 52.6% 2 10.5% 4 21.1%
Comm Urban Urban 11 16.9% 28 43.1% 14 21.5% 12 18.5%
Total Total 14 16.7% 38 45.2% 16 19.0% 16 19.0%
Rural Sify Rural 4 11.8% 22 64.7% 2 5.9% 6 17.6%
Sify Urban Urban 7 9.0% 47 60.3% 8 10.3% 16 20.5%
Total Total 11 9.8% 69 61.6% 10 8.9% 22 19.6%
Rural Hathway Rural 2 4.9% 35 85.4% 2 4.9% 2 4.9%
Hathway | Urban Urban 14 13.1% 62 57.9% 14 13.1% 17 15.9%
Total Total 16 10.8% 97 65.5% 16 10.8% 19 12.8%
Rural TTSL Rural 1 6.3% 10 62.5% 2 12.5% 3 18.8%
TTSL Urban Urban 14 17.7% 41 51.9% 12 15.2% 12 15.2%
Total Total 15 15.8% 51 53.7% 14 14.7% 15 15.8%
You Rural You Telecom Rural 2 6.3% 23 71.9% 2 6.3% 5 15.6%
Telecom Urban Urban 9 13.4% 27 40.3% 14 20.9% 17 25.4%
Total Total 11 11.1% 50 50.5% 16 16.2% 22 22.2%
Rural Tikona Rural 2 8.0% 17 68.0% 2 8.0% 4 16.0%
Tikona Urban Urban 6 7.4% 45 55.6% 14 17.3% 16 19.8%
Total Total 8 7.5% 62 58.5% 16 15.1% 20 18.9%
Rural Total Rural 21 8.4% 179 71.6% 20 8.0% 30 12.0%
Total Urban Urban 80 11.2% 401 56.2% 108 15.1% 124 17.4%
Total Total 101 10.5% 580 60.2% 128 13.3% 154 16.0%

22. How satisfied are you with lhe resolution of your complaint for deactivation of VAS & refund of charges levied?

) ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age | Count| %age
Rural 0 0.0% 3 75.0% 0 0.0% 1 25.0% 4 100.0%
Bharti Urban 0.0% 1 1.1% 70 76.9% 20 22.0% 91 100.0%
Total 0 0.0% 4 4.2% 70 73.7% 21 22.1% 95 100.0%
Rural 1 1.6% 2 3.3% 50 82.0% 8 13.1% 61 100.0%
BSNL Urban 0.0% 1 1.1% 65 73.0% 23 25.8% 89 100.0%
Total 1 0.7% 3 2.0% 115 76.7% 31 20.7% 150 100.0%
Reliance Rural 0.0% 0.0% 15 83.3% 3 16.7% 18 100.0%
Comm Urban 0.0% 1 1.8% 15 26.8% 40 71.4% 56 100.0%
Total 0 0.0% 1 1.4% 30 40.5% 43 58.1% 74 100.0%
Rural 0.0% 0 0.0% 7 36.8% 12 63.2% 19 100.0%
Tata Comm Urban 1 1.5% 1 15% 29 44.6% 34 52.3% 65 100.0%
Total 1 1.2% 1 1.2% 36 42.9% 46 54.8% 84 100.0%
Rural 0.0% 0 0.0% 32 94.1% 2 5.9% 34 100.0%
Sify Urban 1 1.3% 3 3.8% 68 87.2% 6 7.7% 78 100.0%
Total 1 0.9% 3 2.7% 100 89.3% 8 7.1% 112 100.0%
Rural 0.0% 1 2.4% 34 82.9% 6 14.6% 41 100.0%
Hathway Urban 2 1.9% 3 2.8% 70 65.4% 32 29.9% 107 100.0%
Total 2 1.4% 4 2.7% 104 70.3% 38 25.7% 148 100.0%
Rural 0.0% 0 0.0% 14 87.5% 2 12.5% 16 100.0%
TTSL Urban 0.0% 0 0.0% 51 64.6% 28 35.4% 79 100.0%
Total 0 0.0% 0 0.0% 65 68.4% 30 31.6% 95 100.0%
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22. How satisfied are you with he resolution of your complaint for deactivation of VAS & refund of charges levied?

. ) Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age Count | %age Count %age | Count| %age

Rural 0.0% 2 6.3% 20 62.5% 10 31.3% 32 100.0%

You Telecom Urban 0.0% 1 1.5% 48 71.6% 18 26.9% 67 100.0%
Total 0 0.0% 3 3.0% 68 68.7% 28 28.3% 99 100.0%

Rural 0.0% 2 8.0% 21 84.0% 2 8.0% 25 100.0%

Tikona Urban 0.0% 1 1.2% 54 66.7% 26 32.1% 81 100.0%
Total 0 0.0% 3 2.8% 75 70.8% 28 26.4% 106 100.0%

Rural 1 0.4% 10 4.0% 193 77.2% 46 18.4% 250 112.1%

Total Urban 4 0.6% 12 1.7% 470 65.9% 227 31.8% 713 138.7%
Total 5 0.5% 22 2.3% 663 68.8% 273 28.3% 963 126.7%

G. OVERALL CUSTOMER SATISFACTION

23(a). How satisfied are you with the overall quality of your Broadband service?

) . Very Dissatisfied Dissatisfied Satisfied Very Satisfied Total
Service Provider
Count %age Count %age | Count %age Count Y%age Count Y%age
Rural 2 0.6% 31 9.7% 265 82.8% 22 6.9% 320 100.0%
Bharti Urban 3 0.4% 59 7.9% 239 32.0% 446 59.7% 747 100.0%
Total 5 0.5% 90 8.4% 504 47.2% 468 43.9% 1067 | 100.0%
Rural 0.0% 24 7.5% 97 30.3% 199 62.2% 320 100.0%
BSNL Urban 2 0.3% 8 1.1% 374 50.1% 363 48.6% 747 100.0%
Total 2 0.2% 32 3.0% 471 44.1% 562 52.7% 1067 | 100.0%
Reliance Rural 0.0% 34 10.6% 226 70.6% 60 18.8% 320 100.0%
Comm Urban 0.0% 87 11.6% 345 46.2% 315 42.2% 747 100.0%
Total 0 0.0% 121 11.3% 571 53.5% 375 35.1% 1067 | 100.0%
Rural 0.0% 11 3.4% 204 63.8% 105 32.8% 320 100.0%
Tata Comm Urban 0.0% 67 9.0% 283 37.9% 397 53.1% 747 100.0%
Total 0 0.0% 78 7.3% 487 45.6% 502 47.0% 1067 | 100.0%
Rural 0.0% 19 5.9% 151 47.2% 150 46.9% 320 100.0%
Sify Urban 0.0% 11 1.5% 406 54.4% 330 44.2% 747 100.0%
Total 0 0.0% 30 2.8% 557 52.2% 480 45.0% 1067 | 100.0%
Rural 0.0% 21 6.6% 179 55.9% 120 37.5% 320 100.0%
Hathway Urban 0.0% 65 8.7% 227 30.4% 455 60.9% 747 100.0%
Total 0 0.0% 86 8.1% 406 38.1% 575 53.9% 1067 | 100.0%
Rural 11 3.4% 39 12.2% 240 75.0% 30 9.4% 320 100.0%
TTSL Urban 19 2.5% 97 13.0% 206 27.6% 425 56.9% 747 100.0%
Total 30 2.8% 136 12.7% 446 41.8% 455 42.6% 1067 | 100.0%
Rural 0.0% 39 12.2% 134 41.9% 147 45.9% 320 100.0%
You Telecom Urban 0.0% 79 10.6% 440 58.9% 228 30.5% 747 100.0%
Total 0 0.0% 118 11.1% 574 53.8% 375 35.1% 1067 | 100.0%
Rural 0.0% 47 14.7% 218 68.1% 55 17.2% 320 100.0%
Tikona Urban 0.0% 121 16.2% 188 25.2% 438 58.6% 747 100.0%
Total 0 0.0% 168 15.7% 406 38.1% 493 46.2% 1067 | 100.0%
Urban 13 0.5% 265 9.2% 1714 59.5% 888 30.8% 2880 | 100.0%
Total Rural 24 0.4% 594 8.8% 2708 40.3% 3397 50.5% 6723 | 100.0%
Total 37 0.4% 859 8.9% 4422 46.0% 4285 44.6% 9603 | 100.0%

Q23b. Please specify the reason(s) for your dissatisfauri

Service Provider Complaints not resolved Low Speed Network Problem Total
Count Y%age Count Y%age Count %age Count Y%age

Rural 10 22.2% 10 22.2% 14 42.1% 33 100.0%

Bharti Urban 16 25.3% 20 31.9% 27 42.9% 62 100.0%
Total 25 26.6% 29 30.9% 40 42.6% 95 100.0%

Rural 5 0.0% 7 0.0% 12 50.0% 24 100.0%

BSNL Urban 1 0.0% 2 62.5% 7 70.0% 10 100.0%
Total 6 17.6% 9 26.5% 19 55.9% 34 100.0%

Rural 2 0.0% 2 0.0% 30 88.2% 34 100.0%

Reliance Comm| Urban 19 24.4% 24 22.2% 44 50.6% 87 100.0%
Total 21 17.4% 26 21.5% 74 61.2% 121 100.0%
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Q23b. Please specify the reason(s) for your dissatisfaui

Service Provider Complaints not resolved Low Speed Network Problem Total

Count %age Count %age Count %age Count %age
Rural 2 0.0% 4 0.0% 5 45.5% 11 100.0%
Tata Comm Urban 14 32.1% 15 33.3% 38 56.7% 67 100.0%
Total 16 20.5% 19 24.4% 43 55.1% 78 100.0%
Rural 2 0.0% 5 0.0% 12 63.2% 19 100.0%
Sify Urban 3 16.7% 2 33.3% 6 54.5% 11 100.0%
Total 5 16.7% 7 23.3% 18 60.0% 30 100.0%
Rural 4 0.0% 6 0.0% 11 52.4% 21 100.0%
Hathway Urban 12 25.0% 18 23.7% 35 53.8% 65 100.0%
Total 16 18.6% 24 27.9% 46 53.5% 86 100.0%
Rural 8 16.7% 14 25.0% 28 56.0% 50 100.0%
TTSL Urban 31 32.3% 34 31.6% 51 44.0% 116 100.0%
Total 39 23.5% 48 28.9% 79 47.6% 166 100.0%
Rural 4 0.0% 16 0.0% 19 48.7% 39 100.0%
You Telecom Urban 6 0.0% 26 33.3% 47 59.1% 79 100.0%
Total 10 8.5% 42 35.9% 66 55.6% 118 100.0%
Rural 7 25.0% 18 37.5% 22 47.6% 47 100.0%
Tikona Urban 31 29.8% 47 33.5% 43 35.5% 121 100.0%
Total 38 22.6% 65 38.5% 65 38.9% 168 100.0%
Rural 44 15.7% 81 29.2% 153 55.1% 278 100.0%
Total Urban 133 21.5% 188 30.4% 297 48.1% 618 100.0%
Total 176 19.7% 269 30.1% 451 50.3% 896 100.0%
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MAHARASHTRA SHRVICE AREA —

b (

snoA A AAA

Mode of interview: [ 1 | Telephonic In-person

ouigeyA A A A

(For office use onlv)

CLIENT SATISFACTION WITH QUALITY OF BASIC SERVICES

Good morning/ afternoon/ evening. | am from VOICE. We are currently doing a survey on satisfaction amongst ph
broadband users. Th&irvey is being carried out on behalfT/RAIg Telecom Regulatory Authority of India body set up by the

government, so that customers like you get bette

r service in future. We would appreciate if you could spare 15 minutes of your valuable time teramdew questions. Than

you.

THE QUESTIONNAIRE SHALL BE FILLED USING ONLY BALL POINT PEN.

ALL QUESTIONS ARE SINGLE CODE

UNLESS MULTICODE IS SPECIFIED.

S1.1.Which landline service provider are you using currently?

Airtel BSNL Reliarce

Tata Indicom [ 5 |MTS/ Sistema Shyan] 6 | HFCL MTNL

S1.2 NAME:

S1.3 GENDER1 | Male Female
S1.4Age (in years):

Lessthan 25 [2]2534 [3]3544 [4 |More than 45

Could you please sign here. We are taking your signature to establig

that someone has actually taken your feedback and not someone
StasQay

(QUESTIONNAIRE WITHOUT SIGNATURE WIONSEDERED
INVALID)

S1.6Please tell us your Occupation:

Service Business/self employee
Student Housewife Retired

S1.5 TEL No.
| STD CODE]

| Tel No. |

$1.7 Usage Type: Residential Commercial
S1.8. RECORD Argat |Rural Urban

S1.9. User Type: Postpaid Prepaid

S1.10 State:
S1.12Name of SDCA

S1.13 Name of Exchange

S1.11District

Address:

QUESTIONNAIRE FOR CUSTOM

ER SATISEACTION SURVEY

A. SERVICE PROVISION
1(a) Have you taken a telephone connection, shifted your [1] Yes
connection or had your connection temporarily suspended i
the last 6 months? [2] No SKIP TO SECTION B
1(b) | In case you have taken a telephone connection in the last 6
months or shifted your connection or had your connection very satisfied satisfied
temporarilysuspended, how satisfied are you with time take
to provide working phone connection? ’T’ dissatisfied m very dissatisfied
Have you been informed in writing, at the time of
2. subscriptionof service or within a week of activation of servi Yes No
the complete details of your tariff plan?
3 3. How satisfied are you with the ease of understanding or Ii‘ very satisfied 3 | satisfied
with provision of all relevant inforation related to tariff plans
& charges? ’T’ dissatisfied m very dissatisfied
B. BILLING RELATED

Only for Postpaid Customers (For PPaid customers go to Q 10 (a))
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4 How satisfied are you with the time taken deliver your bills? 4 | very satisfied 3 | satisfied
2 | dissatisfied 1 | very dissatisfied
5(@) How satisfied are you with the quality of your bills in 4 | very satisfied 3 | satisfied
terms of accuracy & completeness of the bills?
2 | dissatisfiel 1 | very dissatisfied
5(b) (Ask this qugstion onlyif1 OR 2is codeq in Q5(a)) 1 | Charges not as per tariff plan subscribed
Please specify the reason(s) for your dissatisfaction. 2 | Tariff plan changed without information
(Multiple Code) 3 | Charged for value added services not subscrib
4 | Charged for calls/services not made/used
5 | Detalils like iterawise charges are not provided
6 | Calculations are not clear
7 | Others (please specify)
6. Have you made any billinglatéed complaints in the last 6
months? 1 | Yes 2 |No—» (IfNo,goto Q8)
7. How satisfied are you with the process of resolution of 4 | very satisfied 3 | satisfied
billing complaints?
2 | dissatisfied 1 | very dissatisfied
8. How satisfied aregu with the clarity of the bills sent by 4 | very satisfied 3 | satisfied
your service provider in terms of transparency and
understandability? dissatisfied very dissatisfied
9. (Ask this question only if 1 OR 2 is coded in Q 8) Difficult to read the bill

Please specifthe reason(s) for your dissatisfaction.
(Multiple Code)

1
Difficult to understand the language
Calculations not clear

4 | Item-wise charges like total minutes of usage of
local, STD, ISD calls and charges therexdmgiven

5 | Others (please specify)

Only for Prepaid Customers

10 (a) | How satisfied are you with the charges deducted forev| | 4 | very satisfied 3 | satisfied
call i.e. amount deducted on every usage?
2 | dissatisfied 1 | very dissatisfied
10 (b) | (Ask this question only if 1 OR 2 is coded in Q10(a)) 1 | Charges not as per tariff plan subscribed
Please specify the reason(s) for your dissatisfaction. . . . .
. 2 | Tariff plan changed without information
(Multiple Code)
3 | Charged for value added services not subscrik
4 | Charged for calls/services not made/used
5 | Others (please specify)
10 (c) | Have you made any complaint related to charging/ 1 | Yes 2 | No —» (If No, go to Q10 (e))

credit/waiver/validity/adjustments in the last 6 months?

10 (d)

How satisfied are you with the resolution of such billing
complaints and the resulting refund/credit/waiver of
excess charges on account of such resolutibn

complaints?

4 | very satisfied 3 | satisfied

dissatisfied very dissatisfied
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10 (e) | How satisfied are you with the ease of recharging procq | 4 | very satisfied 3 | satisfied
and the transparency of recharge offer? R o
2 | dissatisfied 1 | very dissatisfied
10 (f) | (Ask Q 10(f) only if 1 OR 2 is coded in Q 10 (e)) 1 | Lack of complete information about the offer
Please specify the reason(s) for your dissatisfaction. 2 | Charges/Seiges not as per the offer
(Multiple Code) 3 | Delay in activation of recharge
4 | Non availability of all denomination recharge coup:
5 | Others (please specify)
C. HELP SERVICES/CUSTOMER CARE INCLUDING CUSTOMER GRIEVANCE REDRESSAL
11 In the last Bmonths, have you contacted customer care
helpline/ call centre of your service provider? Yes No (If No, go to QL6)
12(a) | How satisfied are you with the ease of access of call \i‘ very satisfied \i‘ satisfied
centre/customer care or helpline? 2 | dissatisfied 1 | very dissatisfied
12(b) | How satisfied are you with the ease of getting an optior| |_4 | Very satisfied 3 | satisfied
F2NJaubt1Ay3 G2 b 0dzal2 Yy, gecatisfied very dissatisfied
13 How satisfied are yowith the response time taken to very satisfied satisfied
answer your call by a customer care executive? dissatisfied very dissatisfied
14 How satisfied are you with the problem solving ability o very stisfied 3 | satisfied
i ?
the customer care executive(s)? 2 | dissatisfied 1 | very dissatisfied
15 How satisfied are you with the time taken by call 4 | very satisfied 3 | satisfied
centre/customer care /helpline to resolve your . - . i
complaint? dissatisfied very dissatisfied
D. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY
16 How satisfied are you with the availability of working 4 | very satisfied 3 | satisfied
i ?
telephone (dial tone): 2 | dissatisfied 1 | very dissatisfied
17 How satisfied are you with the ability toake or receive | | 4 | very satisfied 3 | satisfied
ilv?
calls easily" dissatisfied 1 | very dissatisfied
18 How satisfied are you with the voice quality? very satisfied 3 | satisfied
2 | dissatisfied 1 | very dissatisfied
E. MAINTAINABILITY (FAULTPRIR)
19 How many times has your telephone connection requir{ | _1 [ Nil (go to Q22) 2 | one time
repair in the last 6 months? 3 | 2-3times 4 | More than 3 times
20 How long did it take generally for repairing the fault aftg | 1 | 1day 2 | 2-3days
lodgi laint?
edging a comprain 3 | 47 days 4 | more than 7 days
21 How satisfied are you with the fault repair service? 4 | very satisfied 3 | satisfied

147

0-45, Ring Road, Lajpat Nagaill, New Delhii 110024 India

Email: cvoice@vsnl.net, URL: www.consumepice.org




Assessment of Custongparception of Service and MAHARASHTRA SERVICE AREA
Implementation and Effectiveness of Telecom Consumers Protection and Redressal of Grievances Regulations

| H 2 |dissatisfied | 1 ‘very dissatisfied |

F. SUPPLEMENTARY SERVICES AND VALUE ADDED SERVICES

22 Do you useservices like call waiting, call forwarding, voi
mail or any other supplementary services / value adde Yes NO —> (if No, go to (26 (a)

services?
23 How satisfied are you with the quality of the 4 | very satisfied 3 | satisfied
supplementary services / value added service fites? 2 | dissatisfied 1 | very dissatisfied
24(a) | How satisfied are you with the process of activating val| |_4_| Very satisfied 3 | satisfied
added services or the process of unsubscribing? 2 | dissatisfied 1 | very dssatisfied
24(b) | (Ask Q 24(b) only if 1 OR 2 is coded in 24(a)) 1 | Notinformed of charges
Please tell me the reasons for your dissatisfaction. 2 | Activated without consent
3 | Not informed about toll free number for unsubscribir
4 | other reasons, gecify

25 In the last 6 months have you faced the problem of
unauthorized activation of VAS by your service provide

Yes No —» (If No, go to Q26 (a)

25(a) | 25(a).How satisfied are you with the resolution of your | |_4 | Very satisfied 3 | satisfied
complaint for deactiation of VAS? 2 | dissatisfied 1 | very dissatisfied

G. OVERALL CUSTOMER SATISFACTION

26(a) | How satisfied are you with the overall quality of your 4 | very satisfied 3 | satisfied
telephone service? 2 | dissatisfied 1 | very dissatisfied

26(b) | (Ask this question only if 1 OR 2 is coded in Q26(a)) 1.

Please specify the reason(s) for your dissatisfaction

H. GENERAL INFORMATION

27 What kind of other services are you also taking from thj |_1 [ Broadbad 2_| Mobile
service provider?

3 | Other, Specify—------------ 4 | None

28(a) | Have you terminated a telephone connection that you

had in the last 6 month? Yes No —» (If No, go to QB0)

28(b) | If Yes, Please name your service provider?

Airte | BI\L Reliance Tata Indicom [ 5 |MTS/ Sistema Shyan 6 | HFCL MTNL
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()

()

29 How many days were taken for termination of your 1 day 2-3 days
ion?
telephone connection” - 47 days - more than 7 days
30 Are you aware tht in case your fault was not repaired
within 3 days you are entitled for rent rebate? ves No
31 Are you aware about the facility for registering your
telephone number with the service provider for not Yes No — (If No, go to @B3)
receiving unwanted tele marketingalls/SMS?
32(a) | Have you registered with your service provider for not
No —»
receiving any unwanted tele marketing calls/SMS? ves (IfNo, go to (B3
32(b) | Is there a significant reduction in number of unwantec IZI stopped receivin considerable decrease
tele marketing calls/SMS received even after PP g
registering? slight decrease no change
32(c) | (Ask Q32(c) only if 3 OR 2 OR 1 coded in Q 32 (b)
go to Q33)
Have you made any complaint to your siee provider Yes No —» (If No, go to (B3)
on getting such unwanted tele marketing calls/ SMS
even after registering your telephone number?
32(d) | If Yes, then indicate whethef--------- 1 | Complaint was registered by the service provider an
(d)
informed about the action taken on the complaint
Complaint was registered by the service provider an
did not informed about the action taken on the
complaint
Service Provider refused to register the complaint
4 | Difficult to lodge the comiaint
33 On a scale of ¢ 10 where 10 is very good and 1 is ver

poor, how do you rate your service provider?

QUESTIONNAIRE FORSBSSMENT OF IMPLENEANON AN

REDRESSAL OF GRIESENREGULATION®)720

D EFFECNEES OF TELECOM QIMERS PROTECTION ANI

34(a)

34(a). Are you aware of the call centre telephone
number of your telecom service provider for making
complaints/ query?

Yes No
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34(b) | Have you made any complaint within last 6 months to
the toll free Call Centre/customer care/Helpline Yes No —» (If No, go to CB8)
telephone number?

35 With respect to complaint made by you to the call 1 | Complaint was registered and docket number received
centre, please specify which of these was most _ _ _
applicable to you? Complaint vas registered and docket number not received

(Single Code) 3 Complaint was registered and docket numipeovided on
request
4 Complaint was registered and docket numinet provided
even on request
5 | Refused to Register the complaint

36 Did the Call Cengrinform you about the action taken
on your complaint? Yes No

37 Was your billing complaint resolved satisfactorily by ¢
centre/customer care within four weeks after lodging { Yes No Not Applicable
the complaint?

38 In case the cmplaint has not been resolved by the call
centre, you can contact the next level called as Nodal

' . No —»
Officer. Are you aware of the contact details of the ves (IfNo, go to 43)
Nodal Officer?

39(a) | Have you ever made a complaint to the Nodal @ffic

regarding your complaints not resolved or

. . No —»
unsatisfactorily resolved by the call center/customer ves (IfNo, go to 43)
care?

39(b) | Were you able to contact to the Nodal officer without
difficulty? ves No

40 Did the Nodal Officentimate you about the decision
taken on your complaint? ’ ves No

41 How satisfied are you with the redressal of the 4 | very satisfied 3 | satisfied
complaint by the Nodal Officer? . - . .

P y 2 | dissatisfied 1 | very dissatisfied
42 (Ask Q42 O”IY if 1 ORi& coded in Q41 e!se 9o to (_343: 1 | Difficult to connect to the Nodal Officer
Please specify the rea_son(s) for your dissatisfaction. 2 | Nodal Officer not polite/courteous
(Multiple Code)
3 | Nodal Officer not equipped with adequate informatic
Time t&en by Nodal Officer for redressal of complail
is too long
5 | Nodal Officer was unable to understand the problen
6 | Others (please specify)
43

In case the complaint has not been resolved by the
Nodal Officer or you are not safied with the decision
taken by the Nodal Officer, you can file an appeal to t

Yes

No —» (If No, go to Q47)
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appellate authority of the service provider. Are you
aware of the contact details of the appellate authority
for filing of appeals?

44 Have you filed any appeal in last 6 months? Yes No —» (If No, go to Q47)
45 Did you receive any acknowledgement? Yes No
46 Did the appellate authority take a decision upon your Yes 2 | No

appeal within 3 months of filing the appeal?

Appeal filed only recently

(Q47 to Q49 are for Prepaid Customers only)

47 Are you aware that a prepaid customer can get item
wise usage charge details, on request? ves No
48 Have you been denied of your request for itemse
usage charge detailfor your prepaid connection? Yes No —» (If No, go to (50)
49 1 | Noreason given| 2 | Technical problem
What were the reason(s) for denying your request?
3 | Others (specify)
50 Have you been provided the Manual of Praeti

containing the terms and conditions of service, toll fr
number of call centre and contact detail of Nodal Offig
and appellate authority for complaint redressal et
GKAES adzoaONAOAY3I (GKS y§

Yes No Do not remember

Name of the interviewer: Date:
Name of the scrutinizer: Date:
Backcheck done by: Date of backcheck:

Name of Operation Manager:
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SNo A A A A A | Mode of inteview: [ 1] Telephonic |2 ]In-person nesederioA A A

(For office use onlv)

o

CLIENT SATISFACTION WITH QUALITY OF CELLULAR SERVICES

Good morning/ afternoon/ evening. | am from VOICE. We are currently doing a survey on satisfaction amongst ph
broadband users. This survey is being carried out on behd@Rédg Telecom Regulatory Authority of India body set up by the
government, so that customers like you get better service in future. We would appreciate if you could spare 15 minutes
valuable time to answer a few questions. Thank you.

THE QUESTIONNRE SHALL BE FILLED USING ONLY BALL POINT PEN.

ALL QUESTIONS ARE SINGLE CODE UNLESS MULTICODE IS SPECIFIED.
S1.1.Which mobile phone or fixed wireless phone (FWP) service provider are you using currently?

Airtel BSNL Reliance Comm Tatalndicom Stel E Idea

Vodafone Dishnet E Reliance Telecom Siesta Shyam Spce Comm Aircel
13 | Unitech 14 | Loop Mobile | 15 MTNL

S1.2 NAME: $1.5 Usage Type: Residential Commercial
S1.3 GENDERL | Male Female S1.6. RECORD Argat |Rural Urban
S1.4Age (in years):

ge (inyears) S1.7. User Type: Postpaid Prepaid

Lessthan 25 [2]2534 [3]3544 [4 |More than 45
S1.8.State:

Could you please sign here. We are taking your signature to establiy S1.9District
that someone has actually taken your feedback and not someone

StasSQay S1.10M\ddress:

(QUESTIONNAIRE WITHOUT SIGNATURE WILL BE CONSIDERH S1.11Please tell us your Occagpion:

INVALID) 1 |Service 2 |Business/self employee
S1.5Mobile/ Fixed Wireless No. (with STD Code) Student H " Rp t'y g
| STD CODE| | Tel No. | | uden ousewife etire

QUESTIONNAIRE FOR CUSTOMER SATISFACTION SURVEY

I. SERVICE PROVISION

1| How satisfied are you witthe process and time taketo activate 4 | very satisfied 3 | satisfied

the mobile connection, after yoapplied and completed all

formalities? 2 | dissatisfied 1 | very dissatisfied
2| Have you been informed in writing, at the time of subscription @

service or within a wek of activation of service the complete detai Yes No

of your tariff plan?
3| How satisfied are you with the ease of understanding or 4 | very satisfied 3 | satisfied

with provision of all relevant informatiorelated to tariff plans &

charges? 2 | dissatisfied 1 | very dissatisfied

J. BILLING RELATED
Prepaid Customers (For PeBaid customers go to Q 6)

4(a) How satisfied are you with the accuracy of charges for the Ii‘ very satisfied \i‘ satisfied
savices used such as call, SMS, GPRS etc.?
2 | dissatisfied m very dissatisfied
4(b) | (Ask this question only if 1 OR 2 is coded in Q4(a)) 1 | Chages not as per tariff plan subscribed
Please specify the reason(s) for your dissatisfaction. 2 | Tariff plan changed without information
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(Multiple Code)

3 | Charged for value added services not subscr
4 | Charged for calls/services not made/used
5 | Others (please specify)

5(@) Have you made gncomplaint related to chargirigredit/
waiver/ validity/ adjustments in the last 6 months? Yes NO —» (If No, goto Q 5(c)
5(b) | How satisfied are you with the resolution of th| 4 | very satisfied 3 | satisfied
complaints and the resulting refund/ credit/ waiver
excess chajes on account of such resolution dissatisfied very dissatisfied
complaints?
5(c) How satisfied are you with the ease of recharging proc¢ | 4 | very satisfied 3 | satisfied
and the transparency of recharge offer? > | dissatisfied ’—‘1 very dissatisfied
5(d) (Ask this question only if 1 OR 2 is coded in Q 5(c)) 1 | Lack of complete information about the offer
Please specify the r(easlon(ls) éordyc;ur dissatisfaction. Charges/Services nas per the offer
Multiple Code
Delay in activation of recharge
Non availability of all denomination recharge coup:
5 | Others (please specify)
5(e) Did you get information regarding call duration, amount

deducted for call and batece in the account after every
call?

Yes No

Only for Postpaid Customers

6 How satisfied are you with the time taken to deliver you isfi isfi
il y y \i‘ very satisfied |i[ satisfied
2 | dissatisfied 1 | verydissatisfied
7 (a) | How satisfied are you with the clarity of the bills issued| | 4 | very satisfied 3 | satisfied
your service provider in terms of transparency and
understandability? 2 | dissatisfied ’T‘ very dissatisfied
7 () | (Ask Q 7(b) only it OR 2 is coded in 7(a)) 1 | Difficult to read the bill
Please specify the reason(s) for your dissatisfaction. 2 | Difficult to understand the language
(Multiple Code) 3 | Calculation not clear
4 | Item-wise chargs like total minutes of usage of loc
STD, ISD calls and charges thereon not given
5 | Others (please specify)
8(a) H](‘)v;/‘ saé)t.ilffi;ad are you with the accuracy & completenes very satisfied Ii‘ satisfied
ills?
o fhe b 2 | dissatisfied m very dissatisfied
8(b) (Ask this question only if 1 OR 2 is coded in Q8(a)) 1 | Charges not as per tariff plan subscribed

Please specify the reason(s) for your dissatisfactior
(Multiple Code)

Tariff plan changed without information
Charged for value added services not subscribed
Charged for calls/services not made/used

5 | Calculations are not clear
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6 | Others (please specify)

9(a - L
@) :i\r/shgu made any billing related complaints in the lag Ves No —» (If No, go to Q 10)

90) | How satisfied are you with the process of resolution of \i‘ very satisfied 3 | satisfied

billing complaints? dissatisfied very dissatisfied
K. HELP SERVICES/CUSTOMER CARE INCLUDING CUSTUKEREIRHDRESSAL
R e e [ R [
11 How satisfied are you with the ease of access of call \i‘ very satisfied \i‘ satisfied

centre/customer care or helpla? 2 | dissatisfied 1 | very dissatisfied
12 How satisfied are you with the ease of getting an optior| 4 | very satisfied 3 | satisfied

FENEUFELAY3I 02 b 0dAald2YS|rom yecaistied 1 | very dissatisfied
13 How satisfied are you with the response time taken to very satisfied satisfied

answer your call by a customer care executive? 5> | dissatisfied very dissatisfied
14 | How satisfied are you with the problem solving ability o very satisfied 3 | satisfied

the customercare executive(s)? 2 | dissatisfied 1 | very dissatisfied
15 | How satisfied are you with the time taken by call 4 | very satisfied 3 | satisfied

ggrr::jel:i::g[omer care /helpline to resolve your dissatisfiel very dissatisfied
L. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY
16 | How satisfied are you with the availability of signal of y \i‘ very satisfied \i‘ satisfied

service provider in your locality? 2 | dissatisfied 1 | very dissatisfied
17 How satisfied are you with the ability to make or receiv¢ |_4 | Very satisfied 3 | satisfied

calls easily? dissatisfied very dissatisfied
18 How often does your call drops during conversati®n? never occasionally

3 | frequently 1 | very frequently
19 How satisfied are you with the voice quality? 4 | very satisfied 3 | satisfied
’T‘ dissatisfied m very dissatisfied
M. MAINTAINABILITY (FAULT REPAIR)
20 How often do you face signal problems? 1 | never Ii‘ occasionally
3 | frequently 1 | very frequently

21 How satisfied are you with the availability of signal in y¢ |_4 | very satisfied 3 | satisfied

area? 2 | dissatisfied m very dissatisfied
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3 | satisfied

22 How satisfied are you with the restoration of network
(signal) problems? 2 | dissatisfied 1 | very dissatisfied
N. SUPPLEMENTARY SERVICES AND VALUE ADDED SERVICES
23 Have you subscribed to any supplementary services liK
call forwarding, call diverting and value added services Yes NO —» (I No, goto Q 26 )
like ring tone, adrts, GPRSmail, voice mail or any othe
such services, in the last 6 months?
24 How satisfied are you with the quality of the 4 | very satisfied 3 | satisfied
supplementary services / value added service provided | 5 | gissatisfied 1 | very dissatisfied
25(a) | How satisfied are you with the process of activating val| |_4 | Very satisfied 3 | satisfied
added services or the process of unsubscribing? 2 | dissatisfied 1 | very dissatisfied
25(b) | (Ask this questioronly if 1 OR 2 is coded in Q25(a)) 1 | Notinformed of charges
. . . Activated without consent
Please tell me the reasons for your dissatisfaction. WV withot
Not informed about toll free number for
unsubscribing
6 | Others (please specify)
26 In last 6 months have you faced the problem of
No —»
unauthorized activation of VAS by your service provide ves (IfNo, goto Q 29 ())
27 Have you complained to your service provider for N
deactivation of such services and retlof charges Yes 0 — (IfNo, goto Q 29 (a))
levied?
28 e . - 1 | None
(a) | What difficulties have you faced while deactivating of
such services and refund of charges levied? Delay in deactivation resulting in repeat complaint
Customer cee refused to register the complaint
4 Not aware of whom to contact
5 | Others (please specify)
28(b) | How satisfied are you with the resolution of your 4 | verysatisfied 3 | satisfied
complaint for deactivation of VAS and refund of chargg | 5 | gissatisfied 1 | very dissatisfied
levied? -
0. OVERALL CUSTOMER SATISFACTION
29(a) | How satisfied are you with the overall quality of your 4 | very satisfied 3 | satisfied
mobile service? 2 | dissatisfied 1 | very dissatisfied
29(b) | (Ask this question only if 1 OR 2 is coded in Q29(a)) 1.

Please specify the reason(s) for your dissatisfaction
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2.

()

()

P. GENERAL INFORMATION
30 What kind of other services are you also taking from thj |_1 [ Broadband 2 | Wireline
service provider? )
3 | Other, Specify-------------- 4 | None
31 Are you aware about the facility for registering your
telephone number with the service provider for not Yes No —» (If No, goto Q 34(a))
receiving unwanted tele marketing calls/SMS?
32 Have you registered with your service provider for not
No —»
receiving any unwanted tele marketing calls/SMS? ves (IfNo, go to Q 34(a))
33(a) | Is there a significant reduction in number of unwantec
@ .g ) stopped receiving considerable decrease
tele marketing calls/SMS received even after
registering? slight decrease no change
33(b) | (Ask Q33(b) only if 3 OR 2 OR 1 coded in Q 32 (b)
go to Q34(a))
Have you made any complaint to your service provide Yes No —» (If No, go to Q 34(a))
on getting such unwanted tele mieting calls/ SMS
even after registering your telephone number?
33(c) | If Yes, then indicate whethef--------- 1 | Complaint was registered by the service provider an
informed about the action taken on the corgint
Complaint was registered by the service provider an
did not informed about the action taken on the
complaint
Service Provider refused to register the complaint
4 | Difficult to lodge the complaint
34(a) | Are you aware of facility bwhich you can change your
No —»
service provider without changing your mobile numbe ves (IfNo, go to Q 35)
34(b) | Have you utilized SMS based Mechanism for getting
W' yAljdzS t2NIAy3 /2R8Q TN Yes No —» (If No, goto Q 35)
provider?
3(c) |2 KSYy RAR &2dz 383 W' yAldzS within 5 min after 5 to 10 min
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existing service provider?

\i‘ after 10 min m never

34(d) | If you have utilized the service of MNP, are you satisf very satisfied satisfied
with its entire process? dissatisfied very dissatisfied
35 On a scale of ¢ 10 where 10 is very good and 1 is ver

poor, how do you rate your service provider?

QUESTIONNAIRE FOFSBESSMENT OF IMPLENIENION AN
REDRESSAL OF GRIESESNREGULATIONS, 7200

D EFFECN¥ES OF TELBCOONSUMERS PROTBEGITAND

36 34(a). Are you aware of the call centre telephone
number of your telecom service provider for making Yes No
complaints?

37 Have you made any complaint within last 6 months tg
the toll free Call Centre/customer care/Helpline Yes No —» (If No, go to Q41)
telephone numbe?

38 With respect to complaint made by you to the call 1 | Complaint was rgistered and docket number received
centre, please specify which of these was most . . .
applicable to you? Complaint was registered and docket number not received

(Single Code) 3 ?e%r:‘g;aint was registered and docket numipeovided on
4 Complaint was registered and docket numinet provided
even on request
5 | Refugd to Register the complaint

39 Did the Call Centre inform you about the action taken
on your complaint? ves No

40 Was your billing/ charging complaint resolved
satisfactorily by call centre/customer care within four Yes No Not Applicable
weeks after lodging of theoenplaint?

41 In case the complaint has not been resolved by the ci
centre, you can contact the next level called\aslal

' . No —»
Officer. Are you aware of the contact details of the ves (IfNo, go to Qi6)
Nodal Officer?

42(a) | Have you ever made a complaint to the Nodal Officer

regarding your complaints not resolved or

No —»
unsatisfactorily resolved by the call center/customer ves (IfNo, goto Q 46)
care?

42(b) | Were you able to contact to the Nodal offrceithout
difficulty? ves No

43 Did the Nodal Officer intimate you about the decision ‘ 1 ‘ Yes ‘ 2 ‘ No
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taken on your complaint?

44 How satisfied are you with the redressal of the 4 | very satisfied 3 | satisfied
. .
complaint by the Nodal Officer 2 | dissatisfied 1 | very dissatisfied
45 (Ask Q45 only if 1 OR 2 is coded in Q44 else goto Q4 | 1 | pifficult to connect to the Nodal Officer
Please specify the reason(s) for your dissatisfaction. 2 | Nodal Officer not polite/courteous
(Multiple Code) . . . . :
3 | Nodal Officer not equipped with adequate informatic
Time taken by Nodal Officer for redressal of compla
4 | istoo long
5 | Nodal Officer was unable to understand the problern
6 | Others (please specify)
46 In case the complatrhas not been resolved by the
Nodal Officer or you are not satisfied with the decisiof
taken by the Nodal Officer, you can file an appeal to t
1 | Yes 2 | No —» (If No, go to Q 50)
appellate authority of the service provider. Are you
aware of the contact details of theppellate authority
for filing of appeals?
47 Have you filed any appeal in last 6 months? Yes No —» (If No, go to Q 50)
48 Did you receive any acknowledgement? Yes No
49 Did the appellate authority take a decision upon your Yes 2 | No

appeal within 3 months of filing the appeal?

Appeal filed only recently

(Q50 to Q52 are for Prepaid Customers only)

50 Are you aware that a prepaid customer can get item
wise usage charge details, on request? ves No
51 Have pu been denied of your request for itemise
usage charge details for your ppaid connection? ves No (IfNo, goto Q 5§
52 1 | No reason given| 2 | Technical problem
What were the reason(s) for denying your request?
3 | Others (specify)
53 Have you been provided the Manual of Practi

containing the terms and conditions of service, toll fr
number of call centre and contact detail of Nodal Offi
and appellate authority for complaint redressal et

while subscribingt KS ySg (St SLIK2y ¢

Yes No Do not remember

Name of the interviewer:
Name of the scrutinizer:
Backcheck done by:
Name of Operation Manager:

Date:

Date:

Date of bak-check:
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sNhe A A AAA : Mode of inerview. [ 1 ]web/email [2]in-person rcgﬁ%WiOA A A

(For office use onlv)

cLIENT SATISFACTION WITH QUALITY OF BROADBAND SERVICES

Good morning/ afternoon/ evening. | am from VOICE. We are currently doing a survey on satisfaction amongst ph
broadband users. This survey is being carried out on behdlRéic Telecom Regulatory Authority of India body set up by the
government, so that customers like you get better service in future. We would appreciate if you could spare 15 minutes
vauable time to answer a few questions. Thank you.
THE QUESTIONNAIRE SHALL BE FILLED USING ONLY BALL POINT PEN.
ALL QUESTIONS ARE SINGLE CODE UNLESS MULTICODE IS SPECIFIED.
S1.1 Which broadband service you are using?

1 | Airtel 2 | BSNL 3 | Rel Com 4 | TataComm| 5 | Sify 6 | Hathway

7 | Tata Teleservice| 8 | You Telecom| 9 | Spectranet | 10 | Syscon 11 | Tikona 12 | MTNL

13 | Ankhnet
S1.2 NAME: S1.7 TEL No.

| STDCODE | | Tel No. |

S1.3EMAIL: | |
S1.4 GENDER1 | Male Female S1.8 Usage Type] 1 |Residential [ 2 |Commercial
S1.5Age (in years): S1.9. RECORD Ardat | Rural Urban

Lessthan 25 [2]2534 [3]3544 [4 |More than 45 S1.10. User Type: [ 1] Postpaid Prepaid

Could you please sign here. We are taking your signature to establi{ g1 11 state:
that someone has actually taken your feedback and not someone S1.12Name of SDCA

(SQfUIgS?'IgSNTAIRE WITHOUT SIGNATURE WILL BE CONSIDERH S1.13Name of PoP:
INVALID) S1.14 Name of Exchange
S1.6Please tell us your Occupation: S1.15District

Service Business/self employee S1.16\ddress:

Student Housewife Retired

QUESTIONNAIRE FOR MR SATISFACTION SURVEY
Q. SERVICE PROVISION

1(a) 1 | more than 7 to 15 days ago
When did you last apply for a broadband connection? 2 | more than 15 to 30 days ago
3 | more than 30 days ago
After registration and payment of initial deposit by you
1 (b) | within how many working days did the broadband within 7 working more than 7
connection get activated? days working days
How satisfied are you with the time taken in the provisior| \i‘ very satisfied 3 | satisfied
2 of the Broadband connection after ristration and
payment of initial deposit by you? 7‘ dissatisfied T‘ very dissatisfied
In case your connection was temporarily suspended due A within 24 hrs |L| 2-3 days
non-payment of bills, how much time was taken by the
3 servE:eyprovider taeactivate service after you madye the 47 days more than 7 days
payment? m Not Applicable
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R.

BILLING RELATED

Only for Postpaid Customers (For PPaid customers go to Q 9(a))

4]

3 | satisfied

very satisfied

excess charges on account of such resolution of

complaints?

dissatisfied

very dissatisfied

Only for Prepaid Customers

How satisfied are you with the accuracy of charges i.e.

very satisfied

3 | satisfied

4 How satisfied are you witthe timely delivery of bills?
2 | dissatisfied 1 | very dissatisfied
How satisfied are you with the clarity of the bills issued i | 4 | very sdisfied 3 | satisfied
5(a) | your service provider in terms of transparency and
understandability? 2 | dissatisfied 1 | very dissatisfied
1 | Difficult to read the bills
(Ask this question only if 1 OR 2 is coded in Q5(a)) 2 | Difficult to undestand the language
5(b) Please specify the reason(s) for your dissatisfaction. 3 | calculations not clear
. Item-wise charges like total minutes of usage not
(Multiple Code) 4 | given
5 | Others (please specify)
6() How satisfied are you with the accuracy/completeness of |4 | Very satisfied 3 | satisfied
the bills? 2 | dissatisfied 1 | very dissatisfied
Ask this question only if 1 OR 2 is coded in Q6(a)) 1 | Charges not as per tariff plan subscribed
_ _ _ 2 | Tariff plan changed withdunformation
6(b) [ease S:O_eTIW ;he reason(s) for your dissatisfact [ Charged for value added services not subscrik
(Multiple Code) 4 | Charged foservices not used
5 | Others (please specify)
7 Have you made any billing related complaints in the last
' months? 1 | Yes 2 | No—» (If No,goto Q 10
How satisfied are you with the process of resolution of . o
8 complaints and the resulting refund/credit/waiver of very satisfied satisfied
4]
2
1
2
3
4

9(a)
amount deducted on every usage? dissatisfied 1 | very dissatisfied
Charges not as per tariff plan subscribed
(Ask this question only if 1 OR 2 is coded in Q9(a)) Tariff plan changed without information
9 (b) | Please specify the reason(s) for your dissatisfaction. Charged for value added services sebscribed
(Multiple Code) Charged for services not used
5 | Others (please specify)
Have you made any complaint related to charging/ No
9(c) credit/waiver/validity/adjustments in the last 6 months? vyes (I No, go to QL)
Howsatisfied are you with the process of resolution of o o
9 (d) complaints and the resulting refund/credit/waiver of very satisfied satisfied

excess charges on account of such resolution of

complaints?

dissatisfied very dissatisfied
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S. HELP SERVES/CUSTOMER CARE INCLUDING CUSTOMER GRIEVANCE REDRESSAL
10 In the last 6 months, have you contacted customer carg

helpline/ call centre of your service provider? Yes No —» (If No, go to Q15)
11(a) How satisfied are you with the ease afcass of call \i‘ very satisfied \i‘ satisfied

centre/customer care or helpline? 2 | dissatisfied 1 | very dissatisfied
11(b) How satisfied are you with the ease of getting an optior 4 | very satisfied 3 | satidied

FZNJ aubt1Ay3 a2 I Odz@lz2 Y[ 5] gissatisfied very dissatisfied
12 How satisfied are you with the response time taken to very satisfied satisfied

answer your call by a customer care executive? 2 | dissatisfied 1 | very dissatisfied
13 How satisfied are yowith the problem solving ability of 4 | very satisfied 3 | satisfied

the customer care executive(s)? 2 | dissatisfied 1 | very dissatisfied

How satisfied are you with the time taken by call very satisfied satisfied
14 centre/customer care /helpline to resolve your

complaint? dissatisfied very dissatisfied
T. NETWORK PERFORMANCE, RELIABILITY AND AVAILABILITY
15 How satisfied are you with the speed of Broadband \_f very satisfied |_1 satisfied

tannection? dissatisfied very dissatisfied
16 How satisfied are you with the amount of time for which very satisfied 3 | satisfied

service is up and working? dissatisfied 1 | very dissatisfied
u. MAINTAINABILITY (FAULT REPAIR)

) Never occasionally

17 How often do you face a problem with yoBroadband

connection? - frequently - Very frequently

(If coded 4 and 3 go to Q 20(a), section F.
1 Problem was rated to my computer hardware/

18 What was the broadband connection problem faced by software

you in last 6 months related to, please specify? Problem was related to the broadband

connection& modem provided by service provide

19 How satisfied are you with the time taken for restoratior very satisfied 3 | satisfied

of Broadband connection? dissatisfied 1 | very dissatisfied
V. SUPPLEMENTARY SERVICES AND VALUE ADDED SERVICES
20(a) Do you use any value added services or supplementar

services such as static/ fixed IP addressesad IDs etc. - Yes n No — (If No, go to Q 23(a))
20(b) How satisfied are you with the process of activating val very satisfied 3 | satisfied

added services or the process of unsubscribing? dissatisfied 1 | very dissatisfied
20(c) | (Ask Q 20(c) only if 1 OR 2 is coded in 20(b)) 1 | Notinformed of charges

2 | Activated without consent
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Please tell me thesasons for your dissatisfaction. 3 | Not informed about toll free number for unsubscribir
4 | other reasons, specify
21(a) | In last 6 months have you faced the problem of
unauthorized ativation of VAS by your service provider, Yes NO —» (If No, go to @3 (a)
(such as static/fixed IP addresses, erds| antivirus
packages, etc)
21(b) | Have you complained to your service provider for
deactivation of such services and refund bages Yes No (IfNo, go to Q23 (a)
levied?
- . . A 1 | None
21(c) | What difficulties you have faced while deactivating of
such services and refund of Charges levied? 2 Delay in deactivation reSUlting in repeat Complaint!
3 | Customer care refuseatregister the complaint
4 | Not aware of whom to contact
5 | Others (please specify)
22 How satisfied are you with the resolution of your 4 | very satisfied 3 | satisfied
complaint for deactivation of VAS & refund of charges | | o | gissatisfied 1 | very dissatisfied
levied?
W. OVERALL CUSTOMER SATISFACTION
23(a) | How satisfied are you with the overall quality of your \i‘ very satisfied \i‘ satisfied
Broadband service? 2 | dissatisfied 1 | very dissatisfied
23(b) | (Ask this question only if 1 OR 2 is coded in Q23(a)) =
Please specify the reason(s) for your dissatisfaction 2.
3.
X. GENERAL INFORMATION
24 How many persons in your house are using this
Broadband connection?
24(a) | What kind of other services are you also takfrom this 1 | Wireline 2 | Mobile
service provider? )
3 | Other, Specify—------------ 4 | None
25 Are you aware of the facility for measuring the broadba
connection speed provided by your service provider? ves No
26 On a scale of-10 where 10 is very gooand 1 is very

poor, how do you rate your service provider?
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REDRESSAL OF GRIESESNREGULATIONS, 7200

27 Are you aware of the catientre telephone number of
your broadband service provider for making complain Yes No
query?
28 Have you made any complaint within last 6 months tg
the toll free Call Centre/customer care/Helpline Yes No —» (If No, go to (B4(a)
telephone number?
29 With respect to complaint made by you to the call 1 | Complaint was registered and docket number receive
centre, please specify which of these was most . .
applicable to you? 5 rCe%r:if);zmt was registered and docket number not
(Single Code)
3 Complaint was registered and docket number provide
on request
4 Complaint was registered and docket number not
provided even on request
5 | Refused to Register the complaint
30 Did the Call Centre inform you about the action taken
on yaur complaint? ves No
31 How satisfied are you with the system of resolving of 4 | very satisfied 3 | satisfied
your complaints by call centre/customer care/ helpline 5> | dissatisfied m very dissatisfied
32 (Ask Q32 only if 1 OR 2 is codedQr31) 1 | Difficult to connect tecall centre executive
Please specify the reason(s) for your dissatisfact | 2 | Customer care executiveot polite/courteous
(multiple code) 3 Customer care executiveot equipped with adequate
information
4 Time talen bycall centrefor redressal of complaint is
too long
5 Customer care executiveras unable to understand
the problem
6 | Others (please specify)
33 Was your billing/ charging complaint resolved
satisfactorily by call centfeustomer care within four Yes No Not Applicable
weeks after lodging of the complaint?
34(a) | In case the complaint has not been resolved by the c:

centre, you can contact the next level called as Nodal
Officer. Are you aware of the contadétails of the
Nodal Officer?

Yes

No —» (If No, go to QB7)
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34(b) | Have you ever made a complaint to the Nodal Officer
regarding your complaints not resolved or
No —»
unsatisfactorily resolved by the call center/customer ves (IfNo, go to GB7)
care?
34(c) | Were you able to contact to the Nodal officer without
difficulty? ves No
35 Did the Nodal Officer intimate you about the decision
taken on your complaint? ves No
36(a) | How satisfied are you with the redressal of the 4 | very satisfied 3 | satisfied
i i ?
complaintby the Nodal Officer 2 | dissatisfied ’T' very dissatisfied
36(b) (Ask Q36(b) only if 1 OR 2 is coded in Q36(a)) 1 | Difficult to connect to the Ndal Officer
Please specify the reason(s) for your dissatisfactio| | 2 | Nodal Officer not polite/courteous
Multiole Cod 3 | Nodal Officer not equipped with adequate informatic
ultiple Code
( P ) 4 | Time taken by Nodal Officer for redressal of compla
is too long
5 | Nodal Officer was unable to understand the problern
6 | Others (please sp€dy)
37 In case the complaint has not been resolved by the
Nodal Officer or you are not satisfied with the decisiof
taken by the Nodal Officer, you can file an appeal to t
1 | Yes 2 | No —» (If No, go to Q41)
appellate authority of the service provider. Are you
aware of the contact details of the appellate authority
for filing of appeals?
38 Have you filed any appeal in last 6 months? Yes No —» (If No, go to Q41)
39 Did you receive any acknowledgement? Yes No
40 Did the appellate authority take a decision upon your Yes No

appeal within 3 months of filing the appeal?

Appeal filed only recently

(Q41 to Q43 are for Prepaid Customers only)

41 Are you aware that a prepaid customer can get item No > (If No. ao to 044
wise ugge charge details, on request? ves ( 9 )
42 Have you been denied of your request for itemise
usage charge details for your ppaid connection? ves No (IfNo, go to 44)
43 1 | Noreason given| 2 | Technical problem
What were the reason(s) for denying youneest?
3 | Others (specify)
44 Have you been provided the Manual of Practi

containing the terms and conditions of service, toll fr
number of call centre and contact detail of Nodafi€Hr
and appellate authority for complaint redressal et

Yes No Do not remember
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Name of the interviewer: Date:
Name of the scrutinizer: Date:
Backcheck done by: Date of backcheck:

Name of Operation Manager:
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