




Annexure “A” 
 

Cellular Mobile Services: Performance of Service providers on the selected 
key parameters and the proportion of satisfied customers on a scale of 1-7 in 
respect of related customer service perception parameters. 
 

 

Name of the 
Operator 

Provision 
of 

service 

Billing performance Help 
Services 

Network 
performance 

reliability 
and 

availability 

Maintain 
-ability 

Supple-
mentary 
services 

overall 
services 

Postpaid Prepaid 

Benchmark ≥90% ≥95% ≥95% ≥90% ≥95% ≥95% ≥90% ≥90% 

METRO CIRCLE – DELHI 

Airtel 95.20% 95.30% 95.30% 90.10% 95.60% 94.80% 94.10% 95.90% 

Vodafone 96.70% 95.40% 96.90% 92.40% 96.30% 94.70% 93.00% 95.70% 

MTNL 93.50% 96.20% 95.00% 87.80% 87.90% 87.50% 83.10% 90.90% 

Idea 93.10% 93.20% 93.20% 84.40% 86.10% 86.70% 90.70% 88.50% 

Rel Com 92.40% 90.80% 89.90% 85.50% 85.60% 83.90% 82.60% 89.30% 

TTSL 92.10% 89.40% 87.60% 81.50% 83.20% 84.40% 86.90% 84.00% 

Aircel 94.20% 95.50% 91.00% 81.00% 81.90% 82.20% 79.70% 83.50% 

MTS 91.30% NA 82.30% 81.30% 79.50% 81.60% 71.90% 82.80% 

SERVICE AREA - Punjab 

Aircel 78.40% 74.70% 79.00% 66.90% 66.90% 82.80% 78.10% 78.00% 

Airtel 87.10% 88.60% 83.80% 83.70% 86.70% 91.30% 87.10% 88.20% 

BSNL 98.40% 82.20% 92.50% 94.00% 95.60% 92.90% 84.60% 96.50% 

HFCL 96.10% NA 91.70% 92.30% 93.00% 94.00% 90.20% 96.50% 

Idea 91.70% 83.80% 90.00% 84.60% 81.80% 87.30% 86.20% 83.30% 

Reliance 95.60% 90.10% 87.90% 89.10% 89.20% 93.30% 91.30% 97.70% 

TTSL 78.70% 67.90% 74.80% 73.60% 69.90% 74.50% 83.70% 83.00% 

Vodafone 84.30% 79.30% 80.70% 74.10% 80.70% 88.50% 83.30% 88.70% 

SERVICE AREA - Haryana 

Airtel 94.50% 92.60% 94.60% 91.40% 89.70% 88.00% 94.80% 94.50% 

BSNL 97.70% 87.60% 97.50% 87.30% 77.30% 67.80% 86.70% 94.00% 

Rel Com 95.90% 93.30% 95.40% 92.80% 92.10% 86.50% 86.80% 94.50% 

TTSL 95.40% 95.20% 94.60% 87.40% 83.90% 78.80% 90.30% 94.70% 

Idea 94.60% 84.90% 96.00% 91.30% 88.10% 77.80% 64.80% 95.30% 

Vodafone 97.60% 86.80% 96.20% 92.90% 92.60% 89.80% 85.10% 96.70% 

Videocon 92.70% NA 87.60% 84.60% 80.60% 70.80% 78.40% 90.00% 

SERVICE AREA- Assam 

Aircel 99.60% 98.10% 96.90% 87.10% 96.40% 98.20% 90.40% 99.00% 

Bharti Airtel 99.80% 94.00% 98.00% 90.00% 98.60% 98.70% 85.40% 98.70% 

BSNL 98.40% 97.50% 90.80% 77.20% 89.90% 93.00% 76.80% 97.10% 

Idea Cellular 99.10% 96.40% 96.20% 90.80% 95.80% 96.10% 90.30% 99.50% 

Reliance 99.20% 94.70% 96.70% 86.10% 83.50% 90.60% 84.20% 96.40% 

Vodafone 99.60% 96.80% 96.90% 91.90% 93.80% 96.00% 88.60% 98.40% 

SERVICE AREA - Kolkata 

Aircel 92.30% 87.10% 94.70% 74.30% 84.40% 79.20% 88.40% 94.50% 

Bharti airtel 94.70% 87.70% 91.70% 83.20% 95.50% 95.50% 90.20% 96.80% 

BSNL 90.60% 90.60% 93.00% 65.10% 82.00% 84.20% 84.30% 89.90% 

Idea cellular 86.60% 74.70% 91.90% 78.00% 80.80% 78.50% 80.30% 87.50% 

Sistema Shyam 95.80% NA 94.80% 84.30% 91.10% 92.20% 81.40% 95.10% 



Reliance CDMA 92.70% 79.40% 91.20% 77.40% 89.50% 90.50% 86.10% 94.20% 

Reliance GSM 91.90% 87.20% 91.90% 77.70% 82.50% 84.20% 84.70% 90.60% 
Tata 
Teleservices 94.60% 88.20% 94.10% 80.70% 88.40% 89.30% 81.80% 93.70% 

Vodafone 95.30% 93.40% 93.30% 86.50% 96.50% 96.10% 89.30% 98.00% 

SERVICE AREA -Orissa 

Aircel 98.60% 100.00% 97.60% 95.40% 91.80% 95.50% 97.40% 98.20% 

Bharti airtel 98.70% 100.00% 96.70% 95.00% 95.90% 96.90% 98.30% 98.40% 

BSNL 99.10% 100.00% 98.10% 93.20% 94.80% 95.00% 96.70% 97.70% 

Idea cellular 99.60% 0.00% 98.40% 97.40% 93.90% 96.90% 99.20% 97.90% 

Reliance CDMA 98.90% 85.20% 98.10% 95.60% 94.60% 98.20% 100.00% 98.20% 

Reliance GSM 98.60% 100.00% 97.50% 95.10% 94.70% 96.30% 93.60% 97.30% 
Tata 
Teleservices 98.90% 50.00% 97.50% 96.00% 92.90% 95.40% 99.50% 99.10% 

Vodafone 99.00% 100.00% 97.50% 95.50% 94.90% 98.20% 95.90% 98.70% 

SERVICE AREA - Chennai 

Aircel 98.50% 97.90% 97.10% 91.70% 97.30% 98.00% 96.60% 98.50% 

Bharti airtel 98.00% 95.80% 96.30% 91.20% 97.80% 99.40% 95.10% 98.50% 

BSNL 98.70% 98.40% 96.90% 89.40% 90.00% 90.20% 91.60% 96.20% 

Idea cellular 96.30% 79.20% 95.00% 87.70% 92.40% 94.70% 91.10% 96.60% 

Sistema Shyam 97.90% 100.00% 97.50% 87.30% 95.90% 97.40% 94.00% 98.00% 

Reliance 97.00% 90.20% 95.90% 82.70% 89.00% 91.30% 83.40% 95.60% 
Tata 
Teleservices 97.60% 94.70% 95.90% 88.50% 89.50% 90.80% 88.70% 97.70% 

Vodafone 95.90% 99.20% 94.90% 92.40% 95.50% 97.30% 95.20% 98.90% 

SERVICE AREA -Kerala 

Bharti airtel 99.10% 98.80% 96.70% 92.60% 94.90% 93.90% 96.60% 99.10% 

BSNL 99.30% 95.70% 96.90% 93.70% 97.70% 96.80% 97.20% 99.30% 

Idea cellular 99.10% 91.20% 97.00% 93.70% 96.50% 96.00% 96.40% 98.60% 

Reliance  98.00% 98.00% 95.40% 94.40% 96.60% 94.80% 99.10% 99.00% 

Sistema shyam 97.20% 94.70% 93.10% 93.40% 94.40% 93.00% 95.50% 96.60% 
Tata 
Teleservices 98.70% 95.90% 96.20% 90.10% 90.90% 89.90% 97.50% 98.40% 

Vodafone 99.20% 94.90% 96.00% 94.30% 98.50% 97.80% 99.10% 99.60% 

SERVICE AREA - Gujarat   

BSNL 97% 97% 97% 89% 93% 95% 88% 93% 

Tata 97% 85% 98% 88% 90% 94% 86% 91% 

Reliance 96% 98% 96% 87% 90% 94% 87% 90% 

Idea 96% 96% 96% 91% 96% 96% 87% 90% 

Vodafone 98% 96% 97% 96% 98% 98% 92% 97% 

Bharti Airtel 98% 96% 98% 94% 95% 96% 92% 94% 

Uninor 96% NA 97% 86% 83% 91% 72% 92% 

Videocon 98% NA 97% 95% 96% 96% 91% 95% 
Sistema 
Shyam 98% 96% 95% 96% 96% 96% 94% 94% 

SERVICE AREA- Madhya pradesh 

BSNL 93% 91% 95% 82% 84% 84% 84% 92% 

Tata 98% 93% 86% 86% 82% 87% 84% 93% 

Reliance 99% 94% 93% 88% 79% 90% 89% 95% 

Idea 98% 95% 86% 84% 83% 84% 92% 96% 

Vodafone 99% 97% 98% 93% 89% 94% 93% 98% 

Bharti Airtel 100% 99% 100% 99% 94% 87% 93% 97% 

Videocon 98% 98% NA 97% 89% 88% 91% 94% 

SERVICE AREA - Rajasthan 
Airtel 96.70% 81.20% 94.30% 89.20% 94.20% 96.50% 90.80% 92.50% 



BSNL 97.10% 82.60% 91.10% 85.40% 85.00% 93.90% 95.20% 88.10% 

MTS 96.20% NA 92.30% 89.80% 92.00% 93.80% 90.90% 90.70% 

RelComm 93.60% 78.00% 89.40% 81.30% 82.30% 88.80% 72.70% 86.30% 

TTSL 95.70% 86.30% 92.40% 87.30% 89.40% 92.60% 87.10% 86.90% 

Idea 94.30% 83.30% 93.10% 86.40% 91.00% 95.60% 90.00% 90.10% 

Vodafone 93.80% 89.30% 92.50% 87.20% 90.70% 94.40% 91.30% 91.10% 

Aircel 91.60% 87.30% 87.30% 81.50% 75.70% 89.60% 88.10% 88.20% 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
  Annexure “B” 

 
Basic Telephone Services:Performance of Service providers on the selected 
key parameters and the proportion of satisfied customers on a scale of 1-7 in 
respect of related customer service perception parameters 
 

SP 

Provisio
n of 
service Billing performance Help 

Service
s 

Network, 
reliability 

and 
availabilit

y 
Maintain
-ability 

Supple-
mentar

y 
service

s 

overall 
service

s   
Post-
paid Prepaid 

Benchma
rk 

≥90% ≥95% ≥95% ≥90% ≥95% ≥95% ≥90% ≥90%

METRO CIRCLE – DELHI 

Airtel 97.90% 95.90% 
NA

94.70% 94.80% 92.70% 85.70% 95.30% 

MTNL 92.00% 92.20% 
NA

91.00% 91.10% 76.80% 84.50% 91.10%

TTSL 96.00% 91.10% 
NA

91.10% 92.00% 88.40% 83.30% 94.30% 

Rel Com 90.40% 90.60% 
NA

87.20% 87.30% 76.00% 73.40% 86.90% 
SERVICE AREA: PUNJAB 

Airtel 99.10% 95.10% 
NA

97.30% 97.70% 98.30% 82.50% 98.80% 

BSNL 96.70% 98.40% 
NA

93.60% 94.70% 97.00% 62.50% 98.00% 

HFCL 99.60% 98.40% 
NA

97.40% 97.90% 97.50% 79.50% 98.30% 

Reliance 99.20% 97.50% 
NA

98.20% 98.20% 98.00% 67.40% 99.50% 
SERVICE AREA: HARYANA

Airtel 90.10% 89.40% NA 89.50% 88.80% 88.80% 80.70% 91.70% 
BSNL 94.90% 94.30% NA 90.40% 91.70% 91.90% 46.90% 94.30% 

SERVICE AREA: ASSAM 
BSNL 95.90% 95.80% - 83.70% 88.80% 82.20% 90.00% 93.00% 

SERVICE AREA: KOLKATA 
Bharti 
Airtel 94.90% 92.80% 

NA
86.50% 93.80% 92.00% 91.60% 95.00% 

BSNL 83.00% 84.90% 
NA

73.60% 84.10% 76.20% 78.60% 86.10% 

Reliance 94.70% 81.40% 
NA

73.30% 86.10% 83.60% 85.40% 85.40% 
SERVICE AREA: ORISSA

BSNL 87.60% 86.00% NA 76.70% 77.60% 79.60% 94.80% 89.60% 
SERVICE AREA: CHENNAI 

Bharti 
Airtel 97.00% 97.60% 100% 96.00% 97.00% 96.60% 97.30% 98.10% 

BSNL 94.60% 97.80% NA 96.80% 95.70% 94.80% 98.40% 96.30% 
Reliance 96.60% 96.10% 100.00% 92.40% 92.30% 92.40% 79.30% 95.30% 

SERVICE AREA: KERALA 
Bharti 
Airtel 94.80% 92.60% 96% 89.40% 94.60% 92.00% 96.80% 96.80% 
BSNL 98.20% 97.30% NA 93.60% 96.70% 94.60% 97.20% 98.40% 
Reliance 88.60% 88.30% 90.40% 87.30% 88.30% 89.80% 98.80% 90.20% 

SERVICE AREA: GUJARAT 
BSNL 94% 95% NA 88% 96% 89% 90% 92% 



Tata 94% 96% NA 85% 95% 87% 84% 91% 
Reliance 93% 95% NA 85% 96% 85% 83% 90% 
Airtel 99% 98% NA 95% 96% 94% 91% 93% 

SERVICE AREA: MADHYA PRADESH 
BSNL 97% 94% NA 89% 95% 87% 99% 89% 
Tata 99% 99% NA 87% 100% 97% 100% 97% 
Reliance 97% 96% NA 79% 95% 83% 88% 94% 
Airtel 99% 97% NA 88% 98% 91% 97% 95% 

SERVICE AREA: RAJASTHAN 
Airtel 89.40% 86.60% NA 87.70% 87.60% 87.70% 86.10% 98.40% 
BSNL 93.60% 90.00% NA 81.50% 86.80% 85.00% 72.50% 88.30% 
MTS 89.70% 88.40% NA 85.50% 86.30% 85.00% 96.20% 89.30% 
Rel Com  73.00% 65.50% NA 61.90% 63.30% 64.30% 47.80% 77.80% 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



          Annexure “C” 

 
 
 
Broadband Services:Performance of Service providerson the selected key 
parameters and the proportion of satisfied customers on a scale of 1-7 in respect of 
related customer service perception parameters 

Operator 
Provision 

of 
service 

Billing 
performance Help 

Services

Network 
performance 

reliability 
and 

availability 

Maintain-
ability 

Supple-
mentary 
services

overall 
services

Postpaid Prepaid
Benchmark 90% 90% 90% 90% 85% 85% 85% 85% 

SERVICE AREA - Delhi 
Airtel 97.90% 95.90% NA 93.70% 87.00% 87.00% 84.80% 89.80% 
MTNL 94.10% 90.40% NA 88.80% 83.20% 77.80% 82.90% 85.50% 

Rel Com 91.90% 80.90% NA 82.80% 79.00% 71.20% 78.40% 80.90% 
Hathway 93.40% 91.90% 89.70% 92.10% 84.50% 85.40% 79.00% 88.60% 

Spectranet 92.20% 89.10% 89.00% 90.40% 80.30% 83.70% 79.10% 84.30% 
SERVICE AREA -Punjab 

AIRTEL 99.30% 96.40% NA 93.80% 94.90% 94.90% 30.50% 89.70% 
BSNL 96.30% 95.80% NA 90.00% 92.20% 90.70% 32.70% 88.50% 
HFCL 98.70% 95.20% NA 86.70% 90.10% 86.90% 100.00% 89.50% 

Reliance 93.30% 96.60% NA 94.90% 96.30% 95.70% 44.80% 90.80% 

 SERVICE AREA - Haryana 
Airtel 96.00% 96.70% NA 90.10% 85.60% 87.30% 94.10% 92.30% 
BSNL 95.40% 98.10% NA 91.10% 85.00% 87.80% 98.90% 93.90% 
You BB 95.10% 91.30% 81.80% 87.60% 85.10% 86.50% NA* 89.60% 

SERVICE AREA - ASSAM 
BSNL 84.60% 86.10% 37.50% 62.40% 67.10% 65.90% 85.40% 77.70% 

SERVICE AREA - KOLKATA 
Bharti Airtel 87.60% 85.90% 87.30% 82.70% 84.00% 84.00% 94.40% 86.50% 

Alliance 97.10% 95.70% 96.40% 92.00% 91.30% 93.00% 97.70% 97.30% 

BSNL 85.40% 87.50% 90.20% 68.80% 68.50% 69.30% 90.00% 77.00% 

Meghbela 
Cable & 
Broadband 

93.90% 98.00% 92.80% 90.40% 87.50% 88.60% 93.60% 91.00% 

Reliance 88.50% 86.10% 85.10% 76.20% 76.70% 75.70% 88.90% 82.10% 

Wishnetpvt ltd 97.00% 95.50% 96.80% 93.50% 89.50% 93.40% 95.50% 94.10% 

SERVICE AREA - ORISSA 
BSNL 87.60% 86.00% NA 76.70% 77.60% 79.60% 94.80% 89.60% 

Ortel 84.80% 88.60% 84.00% 77.50% 79.20% 79.30% 92.00% 84.70% 

SERVICE AREA- CHENNAI  

Bharti Airtel 87.80% 87.40% NA 85.80% 87.20% 87.20% 92.50% 86.70% 

BSNL 95.50% 96.90% 84.40% 93.10% 92.60% 92.20% 96.00% 94.50% 

Reliance 89.40% 87.40% 90.90% 83.10% 83.00% 82.90% 75.50% 85.30% 
Tata 
Teleservices 92.30% 91.70% 88.50% 84.00% 78.90% 81.20% 85.70% 83.40% 

 SERVICE AREA- KERALA   
Bharti Airtel 88.70% 86.70% 87.50% 83.90% 88.40% 88.40% 89.90% 89.40% 

Asianet 92.90% 94.70% 89.90% 87.40% 88.80% 89.10% 95.20% 89.50% 

BSNL 94.90% 94.50% 93.40% 86.20% 88.90% 88.00% 91.20% 91.40% 



Reliance 86.40% 86.30% 93.80% 77.90% 82.40% 81.80% 83.80% 83.90% 

SERVICE AREA - Gujarat   

BSNL 93% 93% 50% 74% 79% 80% 81% 89% 

Hathway 91% NA 93% 70% 84% 86% 79% 89% 

Reliance 91% 90% NA 70% 78% 76% 84% 85% 

Gujarat 
Telelink 93% NA 93% 69% 86% 81% 88% 89% 

You 
Broadband 97% 100% 96% 87% 88% 87% 94% 91% 

Chandranet 91% NA 91% 60% 67% 69% 73% 86% 

Airtel 100% 99% NA 97% 96% 96% 91% 95% 

Indusland 
Media 97% NA 97% 85% 92% 89% 100% 91% 

Tata 
Comm. 93% 91% 91% 74% 80% 83% 82% 87% 

Zylog 
Systems 92% NA 2% 4% 0% 1% 0% 1% 

SERVICE AREA - Madhya Pradesh 

BSNL 95% 95% NA 87% 82% 80% 91% 93% 
Hathway 100% 100% 100% 93% 84% 99% NA 88% 
Reliance 90% 91% NA 69% 77% 74% 91% 85% 
Airtel 98% 98% NA 93% 93% 95% 96% 98% 
Tata 
Comm. 100% 100% NA 83% 88% 75% NA 88% 

Indusland 
Media 100% NA 100% 97% 71% 55% NA 81% 

SERVICE AREA- Rajasthan 
Airtel 87.00% 85.40% NA 83.40% 84.50% 82.00% 68.60% 82.10%
BSNL 89.40% 88.30% NA 84.50% 84.60% 84.20% 69.70% 85.30%

Rel Com 68.80% 60.60% NA 59.50% 57.80% 57.00% 55.00% 64.70%

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 



Annexure “D” 

The following table shows the service provider wise score on various provisions of the 
Telecom Consumer Protection Regulations and the Telecom Consumer 
ComplaintRedressalRegulations and other regulations in respect of Cellular Mobile 
service. 
 
Delhi Service Area 
 
Sub Parameters  All 

SPs  Airtel Voda-
fone MTNL Idea  RelComm TTSL  Aircel MTS  

Registration for blocking 
unsolicited commercial 
calls/SMSs  

16.0% 17.9% 17.4% 13.6% 18.9% 7.1%  21.6%  14.0% 17.1% 

Complaint  lodged in case 
unsolicited call/SMS have not 
stopped  

29.3% 27.2% 19.0% 76.7% 33.0% 48.1%  6.9%  50.3% 3.8%  

Complaint to toll free 
Consumer Care Number  67.5% 66.7% 69.3% 66.4% 69.4% 62.6%  68.2%  67.0% 70.5% 

Average satisfaction score on 
the manner in which your 
complaint was addressed by 
consumer care  

4.58  4.27  4.46  4.96  4.27  4.87  5.18  4.14  4.53  

Awareness about appellate 
authority  2.7% 2.9%  10.7% 4.9%  1.9%  1.2%  6.4%  1.0%  3.9%  

Appeal to the appellate  91.8% 72.4% 78.1% 99.1% 90.6% 95.2%  92.3%  98.5% 63.6% 
Average satisfaction score on 
the manner in which your 
appeal was addressed by 
appellate authority  

4.94  5.14  4.64  5.02  4.96  5.60  4.00  4.86  4.29  

MNP utilized  3.8%  2.5%  2.6%  10.0% 4.3%  2.2%  1.2%  6.9%  0.7%  
Average satisfaction score on 
the process of porting to 
another operator  

5.35  4.93  4.96  5.55  5.85  5.25  4.85  5.25  4.57  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
Punjab service Area 

S.N. Sub Parameters All SPs Aircel Airtel BSNL HFCL Idea Rel Com TTSL 
Voda-
fone 

1 

Registration for blocking 

unsolicited commercial 

calls/SMSs 
22.6% 25.3% 22.2% 18.5% 19.8% 26.2% 21.8% 25.0% 21.8% 

2 
Satisfaction on effectiveness of 

blocking 4.83 4.64 4.80 4.85 5.02 4.73 4.72 4.83 5.09 

3 

Complaint to toll free Consumer 

Care Number for redressing 

grievances 
61.7% 74.6% 69.4% 54.1% 42.8% 81.9% 52.3% 41.2% 78.0% 

4 
Satisfaction on manner the 

complaint was handled 4.27 3.91 3.93 4.69 5.58 3.79 4.95 5.18 3.58 

5 
Awareness about appellate 

authority 2.5% 1.2% 0.3% 0.7% 0.2% 16.5% 0.0% 0.8% 0.3% 

6 
Appeal to Appellate Authority Only 6 had appealed, their satisfaction score was above average (5.17). 

7 MNP utilized 7.6% 7.5% 6.0% 21.7% 3.8% 5.2% 2.7% 6.5% 7.3% 

8 
Satisfaction on the process of 

porting to another operator 4.68 4.58 4.69 4.50 5.09 4.94 4.19 4.97 4.82 

 

Haryana Service Area 

Sub Parameter 
Over

all 
Airtel BSNL

Rel 
Com 

TTSL Idea Voda-fone Video-con 

Registration for blocking 

unsolicited commercial 

calls/SMSs 

23.3

% 
8.8% 29.8% 30.3% 24.3% 34.2% 17.1% 18.5% 

Satisfaction on effectiveness 

of blocking 3.10 2.80 2.60 4.00 3.00 2.90 2.00 3.90 

Complaint to toll free 

Consumer Care Number for 

redressing grievances 

54.6

% 
54.8% 54.5% 51.5% 77.7% 64.2% 48.0% 31.3% 

Average Satisfaction score 

on manner in which the 

complaint was handled in 

consumer care 

4.70 4.83 4.48 4.61 4.94 4.54 4.88 4.46 

Awareness about appellate 

authority 3.8% 2.2% 11.2% 0.7% 0.3% 11.3% 1.0% 0.2% 

Appeal to the appellate 

authority for redressing 

grievances 

None of the respondent had filed appeal 

MNP Utilized 7.8% 3.3% 2.5% 13.3% 8.7%17.5% 5.1% 4.3% 

Average satisfaction score on 

the process of porting to 

another operator 
5.31 5.70 5.67 5.38 5.10 5.06 5.58 5.69 

 



Assam Service Area 

Sub Parameters  All SPs  Aircel Bharti 
Airtel BSNL Idea 

Cellular Reliance Vodafone 

Registration for blocking unsolicited 
commercial calls/SMSs  12.2% 17.8% 7.6% 9.9% 14.0% 11.4% 12.6% 

Complaint  lodged in case 
unsolicited call/SMS have not 
stopped  

9.4% 14.9% 0.0% 20.0% 3.8% 11.1% 6.3% 

Complaint to toll free Consumer 
Care Number  53.0% 47.50% 41.90% 56.10% 57.30% 65.10% 50.30% 

satisfaction score on the manner in 
which your complaint was addressed 
by consumer care (Top 4 box) 

4.7 4.8 4.8 4.3 4.9 4.8 4.9 

Awareness about appellate authority  4.8% 3.90% 1.60% 8.60% 3.90% 2.30% 8.70% 

Appeal to the appellate  4.8% 0.00% 0.00% 15.20% 13.30% 0.00% 0.00% 

Average satisfaction score on the 
manner in which your appeal was 
addressed by appellate authority  

4.1 NA NA 4.2 4.0 NA NA 

MNP utilized  539.5% 1.00% 3.90% 1.60% 2.10% 0.50% 12.00% 

Average satisfaction score on the 
process of porting to another 
operator  

5.4 5.3 5.5 5.5 5.0 6.0 5.1 

 

Kolkata Service Area 

Sub Parameters  All SPs  Airc
el 

Bhar
ti 
airtel 

BSN
L 

Idea 
cellul
ar 

Siste
ma 
Shya
m 

Relianc
e CDMA 

Relia
nce 
GSM 

Tata 
Teleser
vices 

Vodaf
one 

Registration for blocking 
unsolicited commercial 
calls/SMSs  

24.3% 31.8
% 

22.0
% 

14.4
% 18.1% 26.2% 33.1% 30.7% 22.4% 27.7% 

Complaint  lodged in case 
unsolicited call/SMS have 
not stopped  

14.0% 20.3
% 

12.5
% 

12.1
% 22.4% 9.5% 7.2% 7.4% 13.7% 8.5% 

Complaint to toll free 
Consumer Care Number  13.4% 17.6

% 
14.9
% 

11.3
% 12.5% 12.0% 11.8% 18.9% 4.8% 19.5% 

Average satisfaction score 
on the manner in which 
your complaint was 
addressed by consumer 
care (Top 4 box) 

4.7 4.7 5.1 4.1 4.6 5.0 4.8 4.8 4.8 5.3 

Awareness about appellate 
authority  6.9% 6.9% 4.4% 7.5% 8.1% 4.6% 10.1% 6.9% 8.7% 3.8% 

Appeal to the appellate  13.4% 17.6
% 

14.9
% 

11.3
% 12.5% 12.0% 11.8% 18.9% 4.8% 19.5% 

Average satisfaction score 
on the manner in which 
your appeal was 
addressed by appellate 
authority  

4.5 4.1 6.0 3.8 3.7 4.8 4.6 4.0 4.9 4.5 

MNP utilized  7.6% 11.0
% 5.2% 3.7% 17.0% 3.3% 5.3% 11.1% 7.6% 5.3% 

Average satisfaction score 
on the process of porting 
to another operator  

5.2 5.1 5.6 5.7 4.8 5.1 4.7 5.5 5.4 5.8 

 

 

 

 



Orissa Service Area 

Sub Parameters  All 
SPs  Aircel Bharti 

airtel BSNL Idea 
cellular 

Reliance 
CDMA 

Reliance 
GSM 

Tata 
Teleservices Vodafone 

Registration for 
blocking 
unsolicited 
commercial 
calls/SMSs  

71.3% 93.5% 98.1% 95.2% 95.3% 9.5% 9.9% 97.9% 93.9% 

Complaint  
lodged in case 
unsolicited 
call/SMS have 
not stopped  

8.8% 9.2% 11.2% 11.1% 6.4% 6.9% 8.7% 7.9% 10.2% 

Complaint to toll 
free Consumer 
Care Number  

38.4% 42.4% 39.0% 41.3% 37.7% 36.3% 36.9% 35.5% 40.4% 

Average 
satisfaction score 
on the manner in 
which your 
complaint was 
addressed by 
consumer care 
(Top 4 box) 

5.0 5.0 5.0 4.9 4.8 5.1 5.0 5.0 5.1 

Awareness about 
appellate 
authority  

3.1% 2.9% 3.4% 3.7% 2.9% 1.3% 4.5% 2.9% 2.3% 

Appeal to the 
appellate  64.1% 81.8% 53.8% 64.3% 45.5% 80.0% 61.1% 61.9% 88.9% 

Average 
satisfaction score 
on the manner in 
which your 
appeal was 
addressed by 
appellate 
authority  

5.1 4.6 5.3 4.8 5.2 5.5 5.3 5.3 5.0 

MNP utilized  7.8% 10.2% 8.8% 5.2% 9.6% 4.3% 5.7% 10.8% 12.9% 

Average 
satisfaction score 
on the process of 
porting to another 
operator  

5.3 5.3 5.4 5.4 5.1 5.0 5.3 5.4 5.4 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Chennai Service Area  

 

 

Kerala Service Area 

Sub Parameters  All SPs  Bharti 
airtel BSNL Idea 

cellular Reliance Sistema 
shyam 

Tata 
Teleservices Vodafone 

Registration for blocking 
unsolicited commercial calls/SMSs  10.2% 12.5% 11.1% 14.7% 5.2% 5.5% 12.1% 15.9% 

Complaint  lodged in case 
unsolicited call/SMS have not 
stopped  

18.1% 14.5% 17.0% 23.6% 10.8% 15.5% 27.3% 28.0% 

Complaint to toll free Consumer 
Care Number  46.5% 46.3% 45.1% 45.5% 50.5% 41.9% 49.8% 48.9% 

Average satisfaction score on the 
manner in which your complaint 
was addressed by consumer care 
(Top 4 box) 

5.4 5.4 5.6 5.7 5.3 5.1 5.1 5.5 

Awareness about appellate 
authority  7.3% 10.6% 9.3% 5.4% 6.4% 6.1% 6.1% 7.5% 

Appeal to the appellate  7.2% 9.4% 8.9% 6.1% 5.1% 8.1% 5.4% 4.4% 

Average satisfaction score on the 
manner in which your appeal was 
addressed by appellate authority  

4.2 5.3 5.4 5.0 3.0 4.0 2.5 4.5 

MNP utilized  6.6% 9.0% 11.3% 5.6% 4.8% 1.0% 8.0% 10.1% 

Average satisfaction score on the 
process of porting to another 
operator  

5.2 5.6 5.5 5.6 5.6 3.8 5.4 5.6 

 

 

 

Sub Parameters  All 
SPs  Aircel Bharti 

airtel BSNL Idea 
cellular 

Sistema 
Shyam Reliance Tata 

Teleservices Vodafone 

Registration for blocking 
unsolicited commercial 
calls/SMSs  

15.0% 17.3% 12.6% 12.1% 15.5% 14.0% 18.2% 10.9% 18.3% 

Complaint  lodged in 
case unsolicited 
call/SMS have not 
stopped  

4.1% 5.7% 3.0% 3.3% 4.5% 2.2% 5.9% 4.4% 5.7% 

Complaint to toll free 
Consumer Care Number  20.5% 19.5% 23.0% 22.8% 22.0% 9.8% 26.1% 24.2% 21.2% 

satisfaction score on the 
manner in which your 
complaint was 
addressed by consumer 
care (Top 4 box) 

5.5 5.6 5.5 5.6 5.5 NA 5.1 5.9 5.7 

Awareness about 
appellate authority  12.9% 14.7% 10.0% 17.8% 14.9% 8.3% 11.5% 13.5% 11.9% 

Appeal to the appellate  7.4% 4.5% 10.7% 6.9% 6.3% 5.7% 10.4% 16.9% 13.3% 

Average satisfaction 
score on the manner in 
which your appeal was 
addressed by appellate 
authority  

5.3 5.1 5.7 5.8 4.8 NA 5.1 5.6 4.7 

MNP utilized  84.6% 68.4% 100.0% 75.0% 90.6% 91.7% 81.6% 93.8% 86.7% 

Average satisfaction 
score on the process of 
porting to another 
operator  

5.0 4.3 5.9 5.3 5.3 NA 4.3 5.4 4.9 



Gujarat Service Area 

Parameter B
S
N
L 

Tat
a 

Reli
ance 

Ide
a 

Vo
daf
on
e 

Air
tel 

Uni
nor 

Vide
oco

n 

Sy
ste
ma
Sh
ya
m 

Number registered for not 
receiving / blocking unsolicited 
commercial calls / SMSs  

18% 26% 25% 28% 22% 28% 27% 24% 14% 

Customers satisfied with the 
effectiveness of blocking of 
unsolicited commercial calls 

84% 87% 88% 85% 85% 91% 89% 89% 91% 

Registered a complaint, in case 
the unsolicited call/SMS have not 
had not stopped in spite of 
registration for the same 

4% 4% 4% 5% 4% 5% 4% 2% 3% 

Customers satisfied with the 
ease of lodging the complaint 

61% 67% 64% 58% 64% 59% 45% 42% 74% 

Customers satisfied with the 
action taken on the complaint 

63% 64% 62% 56% 64% 63% 55% 50% 51% 

Made complaint to the toll free 
Consumer Care Number 

29% 44% 48% 44% 41% 49% 41% 44% 30% 

Customers satisfied with the 
manner in which complaint was 
addressed to such as intimation 
of docket number and likely time 
for redressal of complaint, 
intimation of action taken on the 
complaint 

80% 82% 77% 83% 94% 91% 71% 82% 86% 

Filed any appeal with the 
appellate authority 

0.3
% 

1% 1% 1% 0.2% 1% 1% 0.4% 1% 

Customers satisfied with the 
manner in which appeal was 
addressed to such as 
acknowledgement of appeal, 
intimation of decision taken etc. 

100
% 

89% 88% 90% 50% 93% 44% 75% 67% 

Customers satisfied with the 
information, received through 
SMS at the time of activation of 
various vouchers, such as 
amount charged, processing fee, 
taxes deducted, title of the plan, 
validity etc 

78% 86% 80% 72% 65% 75% 92% 92% 83% 

Customers satisfied with the 
information provided to you after 
every usage, such as duration of 
call, charges deducted, balance 
in account etc 

77% 88% 82% 77% 67% 80% 94% 93% 86% 

Requested for an item-wise 
usage bill 

3% 4% 4% 5% 4% 3% 2% 1% 3% 

Customers satisfied with the 
timely receipt and completeness 
of the item-wise usage bill on 
request 

66% 68% 64% 46% 57% 57% 75% 91% 88% 

Utilized the service of Mobile 
number portability for changing 
your operator 

4% 10% 4% 6% 6% 5% 3% 0.1% 0.3% 

Customers satisfied with the 
process of porting to another 
operator 

82% 80% 88% 75% 85% 76% 78% 100% 100%

 



Madhya Pradesh Area 

Parameter BS
NL 

Tata Relia
nce 

Idea Voda
fone 

Airtel Vide
ocon 

Number registered for not 
receiving / blocking unsolicited 
commercial calls / SMSs  

18% 17% 21% 26% 23% 21% 21% 

Customers satisfied with the 
effectiveness of blocking of 
unsolicited commercial calls 

87% 84% 90% 93% 85% 89% 93% 

Registered a complaint, in case 
the unsolicited call/SMS have not 
had not stopped in spite of 
registration for the same 

2% 1% 2% 6% 3% 3% 1% 

Customers satisfied with the ease 
of lodging the complaint 

67% 33% 44% 86% 93% 69% 20% 

Customers satisfied with the 
action taken on the complaint 

67% NA 44% 76% 80% 31% 20% 

Made complaint to the toll free 
Consumer Care Number 

43% 28% 34% 31% 28% 8% 38% 

Customers satisfied with the 
manner in which complaint was 
addressed to such as intimation of 
docket number and likely time for 
redressal of complaint, intimation 
of action taken on the complaint 

81% 79% 82% 82% 94% 78% 85% 

Filed any appeal with the 
appellate authority 

1% 1% 1% 2% 1% 1% 1% 

Customers satisfied with the 
manner in which appeal was 
addressed to such as 
acknowledgement of appeal, 
intimation of decision taken etc. 

5% 2% 3% 3% 1% 3% NA 

Customers satisfied with the 
information, received through 
SMS at the time of activation of 
various vouchers, such as amount 
charged, processing fee, taxes 
deducted, title of the plan, validity 
etc 

75% 80% 83% 74% 79% 98% 91% 

Customers satisfied with the 
information provided to you after 
every usage, such as duration of 
call, charges deducted, balance in 
account etc 

76% 83% 83% 73% 79% 98% 92% 

Requested for an item-wise usage 
bill 

0% 0% 1% 6% 2% 1% 0% 

Customers satisfied with the 
timely receipt and completeness 
of the item-wise usage bill on 
request 

100% 100% 20% 89% 83% 100% 100% 

Utilized the service of Mobile 
number portability for changing 
your operator 

1% 1% 3% 5% 2% 2% 1% 

Customers satisfied with the 
process of porting to another 
operator 

13% NA 6% 44% 10% NA 20% 

 



 

Rajasthan Service Area 

S.
N. Sub Parameters 

All 
SPs Airtel BSNL MTS 

Rel 
Com TTSL Idea 

Voda 
fone Aircel 

1 

Registration for 
blocking 
unsolicited 
commercial 
calls/SMSs 19.20% 24.90% 24.40% 4.80% 19.10% 7.20% 17.50% 17.00% 

36.40
% 

2 

Satisfaction on 
effectiveness of 
blocking 4.06 4.13 4.44 3.14 3.89 4.16 4.21 3.99 3.91 

2 

Complaint  lodged 
in case 
unsolicited 
call/SMS have not 
stopped 57.50% 48.10% 75.00% 55.20% 45.20% 22.70% 70.00% 45.90% 

66.80
% 

4 

Satisfaction on 
ease of lodging 
the complaint 4.37 4.67 4.53 3.13 4.3 3.7 4.47 4.46 4.2 

5 

Satisfaction on 
action taken on 
the complaint 4.43 4.88 4.61 2.56 4.39 4.1 4.6 4.62 4.13 

5 

Complaint to toll 
free Consumer 
Care Number for 
redressing 
grievances 52.00% 65.90% 44.60% 33.90% 59.40% 48.70% 51.80% 55.20% 

52.50
% 

6 

Satisfaction on 
manner in which 
the complaint was 
handled in 
consumer care 4.52 4.67 4.58 4.72 4.26 4.49 4.43 4.66 4.43 

7 MNP utilized 4.00% 3.30% 2.30% 0.50% 3.50% 2.30% 4.10% 3.40% 
12.20

% 

8 

Satisfaction on 
the process of 
porting to another 
operator 5.12 4.67 5.29 4.67 4.7 5.21 5.23 5.05 5.34 

  

  

 

 

 

 

 

 

 

 

 

 



Annexure “E” 

The following table shows the service provider wise score on various provisions of 
the Telecom Consumer Protection Regulations and the Telecom Consumer 
ComplaintRedressalRegulations and other regulations in respect of Basic Telephone 
service. 
 
Delhi Service area 
 
Sub Parameters  All 

SPs  Airtel MTNL  TTSL  RelComm

Registration for blocking unsolicited commercial calls/SMSs  15.1% 0.5% 47.5% 11.4% 0.4% 

Complaint  lodged in case unsolicited call/SMS have not 

stopped in spite of registration for the same  
75.6% 20.0% 80.6% 59.0% 25.0% 

Satisfaction score on ease of lodging the complaint  4.38 4.00 4.39 4.30 5.00 

Satisfaction score on action taken on the complaint  3.02 4.00 3.01 3.01 5.00 

Complaint to toll free Consumer Care Number for redressing 

grievances  
27.6% 9.7% 64.0% 24.4% 11.5% 

Satisfaction score on manner in which the complaint was 

handled in consumer care  
4.39 4.69 4.49 4.22 3.97 

Awareness about appellate authority  2.8% 0.6% 8.1% 2.0% 0.6% 

Appeal to the appellate authority for redressing grievances  18.0% 33.3% 20.7% 8.7% 0.0% 

Average Satisfaction score on manner in which your appeal 

was addressed by appellate authority  
5.39 6.00 5.58 3.00 NA 

 
Punjab Service Area 
 

Sub Parameters All SPs Airtel BSNL HFCL Reliance

Registration for blocking unsolicited commercial 

calls/SMSs 7.6% 8.8% 6.5% 9.1% 5.8% 

Complaint  lodged in case unsolicited call/SMS have 

not stopped in spite of registration for same 21.4% 22.6% 30.8% 10.9% 25.7% 

Average Satisfaction score on ease of lodging the 

complaint 5.05 5.17 5.00 5.00 5.00 

Average Satisfaction score on action taken on the 

complaint 5.18 5.33 5.08 5.33 5.00 

Complaint to toll free Consumer Care Number for 

redressing grievances 16.1% 11.8% 24.6% 21.7% 6.1% 

Average Satisfaction score on manner in which the 

complaint was handled in consumer care 4.92 5.08 4.76 5.07 4.76 

Awareness about appellate authority Only 2 respondents were aware about Appellate Authority 

Appeal to the appellate authority for redressing 

grievances 
None of the respondents had filed appeal 

  



Haryana Service area 

Sub Parameter Overall Airtel BSNL
Registration for blocking unsolicited commercial calls/SMSs 2.3% 3.3% 1.3% 

Complaint  lodged in case unsolicited call/SMS have not 
stopped in spite of registration for the same 35.7% 20.0% 75.0% 

Average Satisfaction score on ease of lodging the complaint 4.70 5.00 4.50 

Average Satisfaction score on action taken on the complaint 4.70 5.00 4.50 

Awareness about toll free Consumer Care Number 99.6% 99.8% 99.3% 
Complaint to toll free Consumer Care Number for redressing 

grievances 20.3% 22.4% 18.3% 

Average Satisfaction score on manner in which the complaint 
was handled in consumer care 3.89 3.81 3.99 

Awareness about appellate authority 0.4% 0.2% 0.7% 

Appeal to the appellate authority for redressing grievances 

None of the respondents had filed 
appeal 

Average Satisfaction score on manner in which your appeal 
was addressed by appellate authority 

 

Assam service area 

Sub Parameters BSNL 

Registration for blocking unsolicited commercial calls/SMSs 3.6% 

Satisfaction score on effectiveness of blocking 4.9 

Complaint  lodged in case unsolicited call/SMS have not stopped in spite of 
registration for same 14.3% 

Satisfaction score on action taken on the complaint 2.5 

Complaint to toll free Consumer Care Number for redressing grievances 40.8% 

Satisfaction score on manner in which the complaint was handled in 
consumer care 4.1 

Awareness about appellate authority 18.2% 

Average Satisfaction score on manner in which your appeal was addressed 
by appellate authority  3.9 

 

 

 

 

 

 

 

 



Kolkata Service Area 

 

Sub Parameters All SP's Bsnl Reliance Bharti 
Airtel 

Registration for blocking unsolicited 
commercial calls/SMSs 

4.9% 3.7% 2.5% 8.6% 

Satisfaction score on effectiveness of 
blocking 

5.4 5.0 5.8 5.5 

Complaint  lodged in case unsolicited 
call/SMS have not stopped in spite of 

registration for same 

11.0% 19.0% 3.8% 9.2% 

Satisfaction score on action taken on the 
complaint 

3.8 4.4 3.0 3.4 

Complaint to toll free Consumer Care 
Number for redressing grievances 

49.4% 43.9% 53.9% 50.8% 

Satisfaction score on manner in which the 
complaint was handled in consumer care 

4.6 4.4 4.2 5.1 

Awareness about appellate authority 9.7% 9.5% 6.7% 13.0% 

Average Satisfaction score on manner in 
which your appeal was addressed by 

appellate authority  

3.6 3.5 2.8 4.3 

 

Orissa Service Area 

Sub Parameters BSNL 

Registration for blocking unsolicited commercial calls/SMSs 5.7% 

Satisfaction score on effectiveness of blocking 4.9 

Complaint  lodged in case unsolicited call/SMS have not stopped in spite of 
registration for same 87.0% 

Satisfaction score on action taken on the complaint 5.2 

Complaint to toll free Consumer Care Number for redressing grievances 38.9% 

Satisfaction score on manner in which the complaint was handled in consumer care 4.9 

Awareness about appellate authority 5.0% 

Average Satisfaction score on manner in which your appeal was addressed by 
appellate authority  4.7 

 

 

 

 

 

 

 

 

 

 



 

Chennai Service Area 

Sub Parameters All SP's BSNL Reliance Bharti 
Airtel 

Registration for blocking unsolicited 
commercial calls/SMSs 

5.0% 7.6% 3.4% 3.7% 

Satisfaction score on effectiveness of 
blocking 

5.8 6.0 5.5 5.5 

Complaint  lodged in case unsolicited 
call/SMS have not stopped in spite of 

registration for same 

24.1% 31.4% 5.6% 25.0% 

Satisfaction score on action taken on the 
complaint 

5.2 5.5 3.0 4.9 

Complaint to toll free Consumer Care 
Number for redressing grievances 

20.6% 23.6% 19.6% 18.4% 

Satisfaction score on manner in which the 
complaint was handled in consumer care 

5.3 5.6 4.9 5.4 

Awareness about appellate authority 13.2% 15.0% 6.9% 17.5% 

Average Satisfaction score on manner in 
which your appeal was addressed by 

appellate authority  

5.5 5.9 3.5 5.3 

 

 

Kerala Service Area 

Sub Parameters All SP's Bsnl Reliance Bharti 
Airtel

Registration for blocking unsolicited 
commercial calls/SMSs 

7.2% 3.6% 11.5% 6.7% 

Satisfaction score on effectiveness of 
blocking 

5.3 5.3 5.4 4.9 

Complaint  lodged in case unsolicited 
call/SMS have not stopped in spite of 

registration for same 

44.6% 63.6% 14.7% 85.0% 

Satisfaction score on action taken on the 
complaint 

5.0 5.4 4.6 5.0 

Complaint to toll free Consumer Care 
Number for redressing grievances 

55.7% 51.1% 65.9% 50.3% 

Satisfaction score on manner in which the 
complaint was handled in consumer care 

5.3 5.6 5.3 5.1 

Awareness about appellate authority 11.8% 12.5% 15.5% 7.5% 

Average Satisfaction score on manner in 
which your appeal was addressed by 

appellate authority  

4.7 5.0 4.6 4.8 

  

 

 

 

 

 



Gujarat Service Area 

Parameter BSNL Tata Reliance Airtel 

Number registered for not 
receiving / blocking 
unsolicited commercial 
calls / SMSs  

14% 10% 8% 11% 

Customers satisfied with 
the effectiveness of 
blocking of unsolicited 
commercial calls 

73% 76% 78% 81% 

Registered a complaint, in 
case the unsolicited 
call/SMS have not had not 
stopped in spite of 
registration for the same 

0.01% 0.001% 0.007% 0.08% 

Customers satisfied with 
the ease of lodging the 
complaint 

50% 100% 75% 74% 

Customers satisfied with 
the action taken on the 
complaint 

69% 100% 63% 92% 

Made complaint to the toll 
free Consumer Care Number 

42% 57% 61% 63% 

Customers satisfied with 
the manner in which 
complaint was addressed 
to such as intimation of 
docket number and likely 
time for redressal of 
complaint, intimation of 
action taken on the 
complaint 

80% 66% 59% 80% 

Filed any appeal with the 
appellate authority 

1% 0.1% 0.4% 1% 

Customers satisfied with 
the manner in which 
appeal was addressed to 
such as acknowledgement 
of appeal, intimation of 
decision taken etc. 

64% 100% 50% 64% 

 

 

 

 

 

 

 

 

 

 



Madhya Pradesh Service Area 

Parameter BSNL Tata Reliance Airtel 

Number registered for not 
receiving / blocking 
unsolicited commercial calls 
/ SMSs  

75% 0% 92% 66% 

Customers satisfied with the 
effectiveness of blocking of 
unsolicited commercial calls 

12% NA 14% 9% 

Registered a complaint, in 
case the unsolicited 
call/SMS have not had not 
stopped in spite of 
registration for the same 

1% 0% 0% 0.33% 

Customers satisfied with the 
ease of lodging the 
complaint 

80% NA NA 50% 

Customers satisfied with the 
action taken on the 
complaint 

80% NA NA 50% 

Made complaint to the toll free 
Consumer Care Number 

42% 73% 81% 69% 

Customers satisfied with the 
manner in which complaint 
was addressed to such as 
intimation of docket number 
and likely time for redressal 
of complaint, intimation of 
action taken on the 
complaint 

64% 47% 70% 78% 

Filed any appeal with the 
appellate authority 

4% 5% 6% 6% 

Customers satisfied with the 
manner in which appeal 
was addressed to such as 
acknowledgement of 
appeal, intimation of 
decision taken etc. 

85% 80% 66% 91% 

 

 

 

 

 

 

 

 

 

 



 

Rajasthan Service Area 

SN Sub Parameters All SPs Airtel BSNL MTS Rel Com 

1.  Registration for blocking unsolicited 
commercial calls/SMSs 3.9% 8.7% 3.3% 1.8% 1.8% 

2.  Satisfaction score on effectiveness of 
blocking 2.39 1.52 3.00 5.00 2.91 

3.  
Complaint  lodged in case unsolicited 
call/SMS have not stopped in spite of 

registration for same 
8.3% 0.0% 15.0% 18.2% 27.3% 

4.  Satisfaction score on ease of lodging the 
complaint 3.00 NA 1.67 3.50 4.00 

5.  Satisfaction score on action taken on the 
complaint 3.13 NA 1.67 3.50 4.33 

6.  Complaint to toll free Consumer Care 
Number for redressing grievances 17.4% 18.0% 27.5% 14.5% 9.4% 

7.  Satisfaction score on manner in which the 
complaint was handled in consumer care 4.07 4.62 4.09 4.07 2.98 

8.  Awareness about appellate authority Only 5 respondents were aware about Appellate 
Authority and none of them had filed appeal 9.  Appeal to the appellate authority for 

redressing grievances 
 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 



      Annexure “F” 

The following table shows the service provider wise score on various provisions of 
the Telecom Consumer Protection Regulations and The Telecom Consumer 
ComplaintRedressal Regulations  and other regulations in respect of Broadband 
service. 
 
Delhi service area 
 

Sub Parameters All SPs Airtel MTNL Rel 
Com Hathway Spectranet

Awareness about toll free 
Consumer Care Number 99.5% 99.8% 99.4% 98.4% 99.7% 99.9% 

Complaint to toll free Consumer 
Care Number for redressing 
grievances 

39.6% 27.6% 58.9% 19.4% 81.2% 13.1% 

Average satisfaction score on 
manner in which your complaint 
was addressedby consumer care 

3.90 5.18 4.01 3.44 3.33 4.66 

Awareness about appellate 
authority 7.4% 1.0% 25.8% 10.0% 0.7% 0.0% 

Appeal to the appellate authority for 
redressing grievances  

81.1% 33.3% 83.8% 82.3% 37.5% NA  

Average satisfaction score on 
manner in which your appeal was 
addressed by appellate authority 

2.89 1.25 3.44 1.48 3.33 NA 

Average satisfaction score on 
information, provided under the fair 
usage policy (FUP) 

4.63 5.13 4.44 4.11 4.74 4.70 

Average satisfaction score on he 
facility to measure the broadband 
connection speed 

4.61 5.00 4.56 4.11 4.73 4.61 

 
 
 
Punjab Service Area 
 

Sub Parameters All SPs Airtel BSNL HFCL Reliance 

Awareness about toll free Consumer Care 

Number 69.4% 72.9% 79.2% 40.7% 84.8% 

Complaint to toll free Consumer Care 

Number for redressing grievances 62.6% 65.5% 70.0% 40.4% 63.7% 

Satisfaction with redressal provided by 

Customer Care Service 3.75 3.15 3.86 4.43 3.47 

Awareness about appellate authority 10.8% 19.3% 10.5% 1.2% 12.2% 

Appeal to the appellate authority for 

redressing grievances 8.5% 8.6% 6.4% 14.3% 9.6% 

Satisfaction with Appellate Authority 3.18 2.00 5.00 5.00 3.57 

Satisfaction under Fair Usage Policy (FUP): 4.32 3.70 4.46 5.01 4.13 

Satisfaction with the facility to measure the 

broadband connection speed 3.94 3.15 4.10 4.98 3.50 

 
 
 
 
 
 



 
 
Haryana Service area 
 

 
Sub Parameters 

All SPs Airtel BSNL You BB 

Complaint to toll free Consumer Care 

Number for redressing grievances 72.7% 68.9% 72.7% 76.5% 

Satisfaction with redressal provided by 

Customer Care Service 3.76 4.34 3.66 3.34 

Awareness about appellate authority 2.0% 2.5% 1.0% 2.5% 

Appeal to the appellate authority for 

redressing grievances 83.3% 100.0% 100.0% 60.0% 

Satisfaction with Appellate Authority 3.73 2.60 5.00 4.78 

Satisfaction under Fair Usage Policy (FUP): 4.79 4.77 4.83 4.77 

Satisfaction with the facility to measure the 

broadband connection speed 4.79 4.75 4.83 4.75 

 
Assam service area 
 
Sub Parameters  BSNL 

Complaint to toll free Consumer Care Number for redressing grievances  53.2% 

Satisfaction score on manner in which the complaint was handled in consumer care  3.98 

Awareness about appellate authority  18.2% 

Appeal to the appellate authority for redressing grievances  36.1% 

Average Satisfaction score on manner in which your appeal was addressed by appellate 
authority  3.23 

 
Kolkata Service area 
 

Sub Parameters  All 
SPs  BSNL Airtel Reliance Alliance Wishnetpvt 

ltd Meghbela

Complaint to toll free Consumer 
Care Number for redressing 
grievances  

57.1% 52.5% 67.4% 70.1% 47.5% 56.1% 48.2% 

Satisfaction score on manner in 
which the complaint was handled 
in consumer care  

4.7 4.1 4.8 4.3 5.3 5.2 5.1 

Awareness about appellate 
authority  

13.5% 19.6% 13.2% 18.9% 11.6% 6.1% 10.0% 

Appeal to the appellate authority 
for redressing grievances  

10.0% 15.0% 13.8% 13.8% 4.2% 3.2% 9.0% 

Average Satisfaction score on 
manner in which your appeal was 
addressed by appellate authority  

4.0 3.8 4.0 3.3 4.6 4.8 4.7 

 
 



Orissa Service area 
 
Sub Parameters  All SPs  BSNL Ortel 

Complaint to toll free Consumer Care Number for 
redressing grievances  53.6% 53.6% 32.6% 

Satisfaction score on manner in which the 
complaint was handled in consumer care  4.6 4.6 4.6 

Awareness about appellate authority  4.0% 6.1% 2.2% 

Appeal to the appellate authority for redressing 
grievances  22.8% 12.1% 25.7% 

Average Satisfaction score on manner in which 
your appeal was addressed by appellate authority  4.4 3.2 4.5 

 
Chennai Service Area 
 

Sub Parameters  All SPs  BSNL Airtel Tata 
communication

Relianc
e 

Complaint to toll free Consumer 
Care Number for redressing 
grievances  

41.8% 35.3% 54.3% 41.7% 34.0%

Satisfaction score on manner in 
which the complaint was handled in 
consumer care  

4.7 5.3 4.9 4.5 3.9 

Awareness about appellate 
authority  

7.5% 12.3% 8.1% 5.2% 4.1% 

Appeal to the appellate authority for 
redressing grievances  

27.8% 16.1% 25.2% 23.2% 44.5% 

Average Satisfaction score on 
manner in which your appeal was 
addressed by appellate authority  

3.6 4.1 3.9 3.9 2.9 

 
Kerala Service Area 
 
Sub Parameters  All SPs  BSNL Airtel Reliance Asianet 

Complaint to toll free Consumer 
Care Number for redressing 
grievances  

57.0% 45.4% 69.2% 64.9% 43.3% 

Satisfaction score on manner in 
which the complaint was handled in 
consumer care  

4.8 4.9 4.9 4.5 5.1 

Awareness about appellate authority  
11.3% 14.7% 12.2% 5.3% 15.8% 

Appeal to the appellate authority for 
redressing grievances  

14.7% 14.7% 15.2% 28.0% 8.5% 

Average Satisfaction score on 
manner in which your appeal was 
addressed by appellate authority  

4.2 3.8 4.3 3.9 4.7 

 
 
 
 
 
 
 
 



 
Gujarat Service Area 
 
Parameter 

B
SN

L 

H
athw

ay 

R
eliance 

G
ujarat 

Telelink 

You 
B

roadband 

C
handranet 

B
harti A

irtel 

Indusland 
M

edia

Tata C
om

m
. 

Zylog 
System

s 

Customers satisfied 
with the information, 
provided by the 
service provider 
under the fair usage 
policy (FUP) such as 
data usage limit with 
higher speed and 
speed of connection 
up to or beyond data 
usage limit 

81
% 

91% 81% 86% 92% 85% 89% 94
% 

81% 16%

Customers satisfied 
with the facility to 
measure the 
broadband 
connection speed 
provided by the 
service provider 

79
% 

81% 73% 85% 86% 77% 89% 94
% 

81% 13%

Made complaint to 
the toll free 
Consumer Care 
Number 

50
% 

40% 81% 80% 65% 90% 72% 8% 68% 78%

Level of satisfaction 
with the manner in 
which complaint was 
addressed to such 
as intimation of 
docket number and 
likely time for 
redressal of 
complaint, intimation 
of action taken on 
the complaint 

66
% 

62% 64% 63% 80% 53% 82% 71
% 

72% 3%

Filed any appeal with 
the appellate 
authority 

1% 1% 2% 1% 2% 3% 0% 0% 3% 5%

Level of satisfaction 
with the manner in 
which appeal was 
addressed to such 
as acknowledgement 
of appeal, intimation 
of decision taken etc. 

67
% 

20% 52% 60% 56% 61% NA NA 31% 0%

 
 

 

 

 

 

 

 



Madhya Pradesh Service Area 

Parameter 

B
SN

L 

H
athw

ay 

R
eliance 

B
harti A

irtel 

Tata C
om

m
. 

Indusland M
edia 

Customers satisfied with the 
information, provided by the 
service provider under the fair 
usage policy (FUP) such as data 
usage limit with higher speed and 
speed of connection up to or 
beyond data usage limit 

78% 1% 64% 82% 77% 19% 

Customers satisfied with the 
facility to 
measure the broadband 
connection speed provided by the 
service provider 

76% 1% 57% 79% 77% 19% 
 

Made complaint to the toll free 
Consumer Care Number 

29% 84% 78% 59% 56% 81% 

Level of satisfaction with the 
manner in which complaint was 
addressed to such as intimation 
of docket number and likely time 
for redressal of complaint, 
intimation of action taken on the 
complaint 

69% 89% 54% 83% 57% 88% 

Filed any appeal with the 
appellate authority 

0.67% 0% 8% 3% 0% 0% 

Level of satisfaction with the 
manner in which appeal was 
addressed to such as 
acknowledgement of appeal, 
intimation of decision taken etc. 

50% NA 24% 94% NA NA 

 

Rajasthan Service Area 

S.N. Sub Parameters All SPs Airtel BSNL Rel Com 

1.  Complaint to toll free Consumer Care 
Number for redressing grievances 16.9% 21.2% 21.4% 8.3% 

2.  Satisfaction with redressal provided by 
Customer Care Service 3.86 4.60 3.39 3.18 

3.  Awareness about appellate authority 4.50% 1.0% 9.6% 2.8% 

4.  Appeal to the appellate authority for 
redressing grievances 79.0% 50.0% 89.7% 52.9% 

5.  Satisfaction with Appellate Authority 4.14 3.00 4.27 3.78 

6.  Satisfaction with information provided 
under FUP 3.65 3.62 3.63 3.70 

7. Satisfaction with facility provided to 
measure broadband speed 3.70 3.66 3.73 3.73 

 




