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CHAPTER-1: INTRODUCTION

I. Background

TRATI’s mission is to create and nurture conditions for growth of telecommunications in the country in a
manner and at a pace, which will enable India to play a leading role in emerging global information society.
One of the main objectives of Telecom Regulatory Authority of India (TRAI) is to provide a fair and
transparent policy environment, which promotes a level playing field and facilitates fair competition.

In pursuance of above objective TRAI has issued from time to time a large number of regulations, orders
and directives to deal with issues coming before it and provided the required direction to the evolution of
Indian telecom market from a Government owned monopoly to a multi-operator multi service open
competitive market.

The directions, orders and regulations issued cover a wide range of subjects including tariff, interconnection
and quality of service as well as governance of the Authority.

The purpose of laying down Quality of Service Parameters is to:

i) Create conditions for consumer satisfaction by making known the quality of service, which the
service provider is required to provide, and the user has a right to expect.

ii) Measure the Quality of Service provided by the Service Providers from time to time and to
compare them with the norms so as to assess the level of performance.

iii) Generally protect the interests of consumers of telecommunication services.

TRALI has been carrying out regular reviews of the status of quality of service of the networks of all
operators. In continuation to these efforts, TRAI has selected through bidding process TCIL as the Audit
Agency to audit and assess the Quality of Service rendered by the service providers’ namely Basic
(Wireline) Services, Cellular Mobile Telephone (Wireless) Services and Broadband Services. The Audit for
various telecom circles within the Zones has been distributed across four quarterly periods.

The parameters that need to be measured for Basic and Cellular Mobile Services have been specified in the
TRAI notification on Quality of Service of Basic (Wireline) and Cellular Mobile (wireless) Services, 2009.
The parameters for Broadband Services have been specified in the TRAI notification for Quality of Services
of Broadband Service Regulation, 2006.
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Objectives and Methodology

The primary objective is to audit and assess the Quality of Service being rendered by Basic, Cellular Mobile
& Broadband services against the parameters notified by TRAI. The audit and assessment of Quality of
Service is conducted for all the basic service providers, unified access service providers, cellular mobile
service providers and ISPs (Internet Service Provider) for basic wireline, Cellular Mobile Telephone
Services and broadband service. TCIL has undertaken the following audit works as per the Terms of
Reference (TOR):

)

iif)

V)
V)

vi)
vii)

Verification of the data submitted by the service providers to TRAI as part of QoS monitoring
reports i.e. Quarterly Performance Monitoring Reports (PMRs) and monthly Point of
Interconnection (POI) Congestion Reports with reference to the records maintained by the service
provider.

Verification of the performance of service providers against the Quality of Service benchmarks
laid down by TRAI using live measurement for 3 days during the month in which the audit and
assessment is carried out.

Verification of the performance of service providers against the Quality of Service benchmarks
laid down by TRALI using the data for the entire month during which the live measurement is
carried out.

Drive tests of the mobile networks both operators assisted and independent drive test (as and where
required).

Billing and call center’s data verification.

Live testing of the efficiency of the call center / customer care help line.

Emergency (Level-1) call testing

To fulfill the above mentioned Scope of Work audit was performed on different Systems, Facilities and
Field data collection.

Systems audited:-

1. Network Switching Centre (NSS)

2. Base Station Subsystem(BSS)

3. Billing Applications

4. Customer Care applications
Facilities audited:-

1. Billing documents.

2. Customer Care records.

Field data collections carried out:-

SRS

RF network coverage including KPIs (Key Performance Index)

Inter Operator Call Assessment

Checking of Customer Billing/Refund Complaints (Random sample)

Customer Care efficiency

The live calling was made to assess the quality of services for Inter Operator Call Assessment,
Customer Billing/Refund Complaints and Customer Care efficiency.
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In order to carry out the above scope of work:-

v

TCIL auditors visited all the NSS (Network Sub System) and BSS (Base-station Sub
System) to check data for all the operators in their respective service area.

All the NSS and BSS data for the relevant details were collected either directly from the
centralized NOC or through a remote access to the NOC.

The Radio parameters were audited/verified from the data collected from OMC-R
(Operation and Maintenance Center — Radio, as part of BSS data).

The Drive test was conducted in high, low and medium dense areas including highways,
commercial complex and residential areas and special attention was paid for the areas for
which TRAI has received complaints.

The POI and other network related parameters were audited/verified from the data collected
from the OMC-S (Operation and Maintenance Center — Switch as part of NSS data).

The data related to Billing and Customer care was checked for the previous month and
verified with the customers by calling them on random basis. The process of registration and
handling of the complaints was also studied for the various operators. Call centre number
were called for measuring the efficiency of the call centre.

The inter operator call assessment test was carried out during the time period as is specified
in the tender document. TCBH (Time Consistent Busy Hour) is taken after observation of
the traffic consistently for 3 days prior to the audit activity.

Data has been collected for busy hour of network in case of live assessment & month of
audit for all service providers & verified that service providers are providing busy hour data
only for QoS service. We found that TCBH hour is matching with network busy hour as
provided by service providers for Gujarat circle. But for parameters such as ‘Worst affected
cell exceeding 3% TCH drop’ and ‘BTSs accumulated down time’ CBBH (Cell Bouncing
Busy Hour) was taken instead of TCBH (Time Consistent Busy Hours) as per the TRAI new
regulation 2009. This has resulted in high value for ‘Cell exceeding 3% TCH drop’
parameter for some of the service providers.

For Basic Wireline Service, the Network parameter of the QoS TRAI regulations is observed
/ verified for the 3 days for nearly 5% of the telephone exchanges covering 10% of the
SDCA in a Service area.

For Broadband Services, audit data were collected from the centralized NOC or through a
remote access to the NOC. Network parameters were also checked from the centralized NOC
with relevant details. MRTG, Cactii and Sandvine software were used for monitoring link
utilization. Smoke Ping and Ping Test were used for monitoring Network Latency.
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CHAPTER 2: EXECUTIVE SUMMARY

This report highlights the findings for the audit & assessment of Quality of Service of Cellular Mobile
Services in Gujarat Circle in 3™ quarter (July — September 2011). The primary data collection and
verification of records (PMR data verification — quarterly) maintained by various operators was undertaken
during the period Jan — March 2011.

Following are the various operators covered in Gujarat circle (West Zone) for Cellular Mobile (Wireless)

services QoS audit & assessment. The Month of audit & TCBH information is also given below:

Sl. | Name of Service Provider | Month of Audit TCBH Hour
GSM Operators
1 Aircel Ltd Jul-2011 2000-2100 Hrs
2 | Airtel Ltd Jul-2011 1900-2000 hrs
3 | BSNL Jul-2011 1900-2000 hrs
4 Reliance Communication Jul-2011 2000-2100 Hrs
5 Tata Communications Jul-2011 1900-2000 hrs
6 | Vodafone Jul-2011 1900-2000 hrs
7 | Uninor Jul-2011 1900-2000 hrs
8 Etisalat Jul-2011 1900-2000 hrs
9 | Idea Jul-2011 1900-2000 hrs
10 | Videocon Jul-2011 1900-2000 hrs
CDMA operators

11 | MTS Jul-2011 1900-2000 hrs
12 | Reliance Communication Jul-2011 2000-2100 Hrs
13 | Tata Communications Jul-2011 1900-2000 hrs

All the NSS and BSS systems were considered for audit and assessment for the TCBH hours of individual

operators.
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II. Findings from Quality of Service Audit (Operator wise for each parameter)
(A) Cellular Mobile Telephone Services

MavslheDaaAudt |y, | Aircel | Airtel | BSNL | Etisalat | Idea | foy | 22 | Uninor | Vide0 | Yoda | ygg | Room | Tata
= AEluSUdl el d5e mark GSM Operators CDMA Operators
Network Availability
1 i“;olivflfirﬁgcum”lated <=2% | 0.15% | 1.02% | 0.65% | 030% | 0.87% | 0.40% | 0.02% | 0.15% | 0.06% | 0.20% | 025% | 0.06% | 0.02%
b) Worst affected BTSs

. <=2% 0.00% 0.03% 0.12% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.04% 0.00% 0.00% 0.00%
due to downtime

2 Connection
Establishment
(Accessibility)

a) CSSR (Call Setup

>=95% | 97.82% | 99.28% | 98.24% | 99.64% | 99.42% | 99.89% | 96.89% | 96.68% | 99.20% | 98.89% | 98.81% | 99.85% | 99.43%
Success Rate)

b) SDCCH/PAGING <=1% 0.01% | 0.08% | 0.56% 0.01% 0.26% | 0.04% | 0.40% 0.12% 0.01% | 0.47% | 0.00% 0.00% 0.00%

congestion
¢) TCH congestion <=2% 0.00% 0.17% 2.00% 0.00% 0.20% 0.03% 2.30% 0.14% 0.04% 0.32% 0.00% 0.15% 0.00%
3 | Connection maintenance
(retainability)
a) CDR <=2% 1.52% 1.53% 1.94% 1.31% 1.21% 0.26% 1.30% 2.12% 1.06% 0.92% 0.21% 0.37% 0.25%
b) Worst affected
<=3% 2.58% 2.03% 2.58% 4.32% 2.89% 0.84% | 10.97% | 4.35% 1.23% 1.89% 4.45% 0.21% 0.52%
cells>3% TCH drop
¢) Good voice quality >=95% | 97.95% | 96.71% NP 98.23% | 96.10% | 99.04% | 97.72% | 96.56% | 98.86% | 97.38% NP NP NP

4 | No of POI having

>=0.5% congestion <0.5% 0 0 1 0 0 0 0 0 0 0 0 0 0

5 Response time to
customers for assistance

a) Accessibility of call

>=95% | 97.50% | 98.50% 100% 99.60% 100% | 98.62% 100% 95.00% 100% 100% 100% 97.52% 100%
centre/Customer Care

b) % call answered by
operators(voice to voice) >=90% | 83.35% | 93.03% | 90.61% 96.67% 98.52% | 98.36% | 98.48% | 77.90% | 98.67% | 96.12% | 96.15% | 97.96% | 96.99%
within 60 sec.

NA: Not Applicable, NP: Data Not Provided

From the 3 days live data assessment, it is found that most of the operators are meeting the network parameters. However, exceptions have been found in
case of Etisalat, Tata GSM, Uninor & MTS which are not meeting "worst affected cells >3% TCH drop" Parameter. BSNL has 1 no of POI showing more
than 0.5% congestion. High TCH congestion is noted in case of Tata GSM. Uninor is having a high CDR.

Customer care data is found to be satisfactory for all the operators except for Aircel & Uninor missing the 95% benchmark for the parameter "%age of
calls answered by operator".
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One Month Data Audit

S/N

Name of Parameter

Bench-
mark

Aircel

Airtel

BSNL

Etisalat

Idea

Rcom
GSM

Tata
GSM

Uninor

Video
con

Voda
fone

MTS

Rcom
CDMA

Tata
CDMA

GSM Operators

CDMA Operators

@A)

Network Service Quality
Parameter

Network Availability

a) BTS Accumulated Downtime

<=2%

0.06%

0.23%

0.95%

0.59%

0.12%

0.07%

0.03%

0.05%

0.08%

0.08%

0.12%

0.10%

0.00%

b) Worst affected BTSs due to
downtime

<=2%

0.00%

1.17%

1.93%

0.00%

0.29%

0.03%

0.00%

0.09%

0.00%

0.14%

0.00%

0.11%

0.00%

¢) Total no. of BTSs in the
licensed service area

865

6345

4299

21

5439

2974

2050

2230

1667

6897

464

1876

835

d) Sum of downtime of BTSs in a
month in hours i.e. total outage
time of all BTSs in hours during a
month

413

10818

30357

92.00

4906

1520

418.00

889

1021

3916.00

430.00

1332

18.27

e) No. of BTSs having
accumulated downtime of >24
hours in a month

74

83

16

10

Connection Establishment
(Accessibility)

a) CSSR (Call Setup Success
Rate)

>=95%

97.60%

99.14%

98.09%

99.76%

99.41%

99.74%

96.72%

96.88%

99.00%

98.62%

98.83%

99.80%

99.46%

b) SDCCH/PAGING congestion

<=1%

0.02%

0.21%

0.39%

0.02%

0.21%

0.04%

0.50%

0.22%

0.02%

0.52%

0.00%

0.00%

0.00%

¢) TCH congestion

<=2%

0.01%

0.31%

2.04%

0.00%

0.23%

0.04%

2.36%

0.15%

0.07%

0.55%

0.00%

0.21%

0.00%

Connection maintenance
(retainability)

a) CDR

<=2%

1.64%

1.54%

1.76%

1.48%

1.18%

0.27%

1.30%

1.96%

1.07%

0.93%

0.20%

0.37%

0.26%

b) Worst affected cells>3% TCH
drop

<=3%

2.83%

2.03%

2.60%

3.46%

2.98%

0.86%

5.65%

3.78%

1.31%

1.22%

3.95%

0.21%

0.56%

¢) Good voice quality

>=95%

97.67%

96.71%

NP

97.80%

96.13%

99.02%

97.82%

96.59%

98.85%

97.35%

NP

NP

NP

No of POI having >=0.5%
congestion

<0.5%

0

0

0

1

(B)

Customer Service Quality
Parameters

Metering/billing credibility-
Post paid

<=0.1%

0.04%

0.01%

0.03%

NA

0.03%

0.10%

0.15%

NA

NA

0.05%

0.40%

0.10%

0.07%

Metering /billing credibility-Pre
paid

<=0.1%

0.02%

0.05%

0.05%

0.00%

0.00%

0.03%

0.28%

0.13%

0.01%

0.01%

0.02%

0.03%

0.22%

Resolution of billing/ charging
complaints

100%
within 4
weeks

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

a) Period of applying
credit/waiver/adjustment to the
customers account from the date
of resolutions of complaints

<=1 week

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%
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One Month Data Audit . . . Rcom Tata . Video | Voda Rcom Tata
Bench- Aircel Airtel BSNL Etisalat Idea GSM GSM Uninor o T MTS CDMA | CDMA
S/N Name of Parameter mark
GSM Operators CDMA Operators
8 Response time to customers for
assistance
8) Accessibility of call >=95% 7940% | 97.50% | 100% | 97.84% | 98.18% | 60.76% | 99.00% | 99.06% | 97% 100% 100% | 91.21% | 96.00%
centre/Customer Care
b) % call answered by
operators(voice to voice) within >=90% 38.10% 92.54% 91.50% 100% 98.06% 98.49% 99.31% 64.60% 99.25% | 95.89% 100% 97.79% | 96.49%
60 sec.
9 Termination/closure of service <=7days 100% 100% 100% NA 100% 100% 100% NA NA 100% 100% 100% 100%
10 | Time taken for refunds of 100%
tme taken Tor retunds o within 60 100% 100% 100% NA 100% 100% 100% NA NA 100% | 100% 100% | 100%
deposits after closures. days

NA: Not Applicable, NP: Data Not Provided

From the month data assessment, it is found that most of the operators are meeting the network parameters. Deviations are found under the Network
Parameter for the parameter "Worst affected cells>3% TCH drop' for Etisalat, Tata GSM, Uninor & MTS. The parameter "TCH congestion" is not met
by BSNL & Tata GSM. BSNL & MTS have one POI each having more than 0.5% congestion.

Performance related to customer service data is found to be satisfactory for most of the operators except for Aircel & Rcom (GSM & CDMA) for

"response time for assistance" parameters. Aircel and Uninor has a below benchmark performance for “calls answered by operators (voice-to-voice)”.

Uninor, TATA (GSM & CDMA) & MTS has low Billing/Metering Credibility for Post/Pre-Paid connections.
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Operator-Assisted Drive Test
The Operator Assisted Drive Test was conducted in Gujarat circle for all the operators. Route covered was about around 100-120Km and for all the
operators the same route was followed. The speed limit of 30-35 Km/hr was mentioned throughout the Drive Test. Zones were selected for covering

different density areas (High, Medium & Low dense areas).

Telecommunications Consultants India Limited

. . Tata Rcom | Video | Voda . Tata | Rcom
SN Parameter City Name siree] | Gl (B GSM Idea GSM con fone L CDMA | CDMA LU
GSM Operators CDMA Operators
Ahmadabad | 0.00% | 1.70% | 0.00% 076% | 075% | 0.00% | 0.00% | 0.56% | 0.00% | 0.00% | 0.00%
1.1 | Blocked Call Rate (<=3%) | Rajkot 0.00% | 092% | 086% | 2.30% | 0.00% | 000% | 1.70% | 0.00% | 0.00% | 0.00% | 0.00%
Bhavnagar 0.00% | 085% | 0.00% | 0.00% | 0.00% | 000% | 096% | 000% | 0.00% | 000% | 0.00%
Ahmadabad | 0.00% | 0.00% | 2.80% 0.00% | 0.00% | 086% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00%
1.2 | Dropped Call Rate (<=2%) | Rajkot 0.00% | 185% | 0.00% | 0.00% | 0.00% | 000% | 0.00% | 000% | 0.00% | 000% | 0.00%
Bhavnagar 0.00% | 085% | 0.00% | 0.00% | 0.00% | 1.80% | 0.00% | 0.00% | 0.00% | 0.00% | 0.00%
Percentage of connections
with good voice quality
(=>95%)
‘ Ahmadabad 99.76% | 98.09% | 97.05%
13 g());)l;ﬁl ;‘)V’ o frequency Rajkot 96.52% | 99.70% | 98.94%
Bhavnagar 98.68% | 99.50% 99.78%
) ‘ Ahmadabad | 97.00% | 94.40% | 95.20% 97.58% | 98.40% | 96.90% | 97.30% | 95.10%
g(‘))pgiié)‘mh frequency Rajkot 9352% | 96.26% | 95.92% | 96.30% | 97.60% | 96.40% | 97.60% | 9531%
Bhavnagar 96.18% | 96.56% | 96.77% | 97.90% | 99.12% | 97.34% | 98.10% | 96.88%
Ahmadabad | 100% | 98.30% |  100% 99.24% | 99.25% | 100% | 100% | 99.44% | 100% | 100% 100%
1.4 (Cﬁlgg%‘;P Success Rate Rajkot 100% | 99.08% | 99.14% | 97.70% | 100% | 100% | 9830% | 100% | 100% | 100% 100%
Bhavnagar 100% | 99.15% | 100% | 100% | 100% | 100% | 99.04% | 100% | 100% | 100% 100%

Key observations as could be derived from the table are as under:

* 'Dropped Call Rate' benchmark is not met by BSNL in Ahmadabad.
* For the parameter '%age of connections with good voice quality', it is found that Airtel is not meeting the benchmark in Ahmadabad & Rajkot.

* Aircel is in ICR with Tata GSM in Rajkot & Bhavnagar and Tata GSM is in ICR with Aircel in Ahmadabad.

Independent Drive Test

-- Submitted as a separate report
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(14| IResponse Time to customer for assistance(] [] [] [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
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o0

[1a| IAccessibility of Call centre within 40 sec.1>= 95%(199.13%1(199.00%(198.00%(197.67%! |
alJAccessibility of Call centre within 40 sec.[|>= 95%(199.13%(199.00%198.00%(197.67%! |
Acgessibility of Call centre within 40 sec.[1>= 95%/199.13%(199.00%!(198.00%197.67%! |
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%!
99.00%1198.00%197.67%!]
98.00%197.67%![]
97.67%0
[1b 1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%!(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%191.84%]
>=90%1(198.04%197.00%(199.77%191.84%[]
98.04%(197.00%1199.77%(191.84%!
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%101

o000 00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSNL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
above benchmark performance for the operators.

D000 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

OjooFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0o 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0|0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

0[|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

[JHrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

[1One Month Data Audit![]
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%[ INA[196.18%INALNAL
NAL96.18%LNALNAL
96.18%LNALINAL
NACNAD
NAL

UbWithin 5 days17100%INAL199.72% INALINAL

bJWithin 5 days[17100%INA199.72% INALINAL
w

thin 5 days(1100%[INA199.72% [ INALINAL
100%[1NA199.72% 'NACINAD
NA[199.72% NALNAL
99.72% INALINAL
NALNAL
NALC
(14 1Rent rebatel] (1 [ (1 [1 [
4 Rent rebate] [ [ [ [J [
Rent rebate] (1 (1 (1 [J [J
opooo

[Ja| IFault pending > 3 days & <7 days [|Rebate for 7 days/ 19110110 10(]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
Fault pending > 3 days & <7 days [1Rebate for 7 days[19(1010010(]
Rebate for 7 days19110100100]
9101010(]
0010010(]
0000
(0N
(bl IFault Pending > 7 days & < 15 days [1Rebate for 15 days( 1311828810100}
blFault Pending > 7 days & < 15 days [1Rebate for 15 days(1311828810100
Fault Pending > 7 days & < 15 days [/Rebate for 15 days[ 131828810110
Rebate for 15 days( 1311828810101
3018288110100
8288110110(]
0000
0
el Fault pending > 15 days [1Rebate for one month(111389181000
clFault pending > 15 days [1Rebate for one month(111138918(10110(]
Fault pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
111389181101100]
389181J01J00J
0000
0
[15[Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.9314.07(]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
Mean time to Repair (MTTR) <= 8 Hrs(13.89115.07(11.93(14.0701
<= 8 Hrs13.89115.07111.93114.07(]
3.89015.07111.93(14.07(]
5.07111.93114.070
1.93014.070)
4.070)
[16] ICall Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%(158.00%!1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)|164.95%167.82%1(183.68%(158.00% !
>=55% (CCR) &
>=75% (ASR)[164.95%167.82%1183.68%(158.00%!1
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ssibility of Call centre within 40 sec.[1>= 95%[198.26%199.17%197.62%198.50%
>= 95%(198.26%1199.17%(197.62%(198.50%![
98.26%1199.17%(197.62%(198.50% |
99.17%1197.62%(198.50%
97.62%1198.50%
98.50%0
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%[193.00%(197.40%195.24%192.21%! ]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%197.40%195.24%[192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[>= 90%(193.00%(197.40%(195.24%1192.21%! ]
>= 90%(193.00%197.40%(195.24%(192.21%![]
93.00%1197.40%(195.24%1192.21%
97.40%(195.24%1192.21%!]
95.24%1192.21%!
92.21%0
C1f|l1Customer care (promptness in attending to customers' requests) [1 (1 [] (1 [
110Customer care (promptness in attending to customers' requests)( ] (1 [J [1 [] []
Customer care (promptness in attending to customers' requests) (| [1 (] [] [ []
ooooo
oooo
ooo
0o
0
[Jal | Termination / Closures( <= 7 Days([10.56% 199.02% 1100%!(1100%!
alITermination / Closures| /<= 7 Daysl10.56% 199.02%!1100%!(1100%! |
Termination / Closures( <= 7 Days[10.56% 199.02%!1100%!1100%!
<=7 Days[10.56%!199.02%1100%/1100%!]
0.56%(199.02%1100%[1100%
99.02%100%[1100%
100%1100%!
100%!
[b[[| Time taken refunds deposit after closures(1700% within 60 days/1100%[1100%[1100%(1100%!
b Time taken refunds deposit after closures(1100% within 60 days(1100%(1100%(1100%1100%!
Time taken refunds deposit after closures(17100% within 60 days(1100%(1100%!/1100%![1100%!]
100% within 60 days1100%1100%1100%(1100%![]
100%1100%1100%1100%
100%1100%1100%0
100%1100%]

100%!]
dgmpoood
,,,,, g
oogoo
o000
ood
0

S/N_/Name of Parameter |/ Bench mark([/Airtel IBSNL_/Rcom/[ITatal
Name of Parameter[ |Bench mark(]Airtel IBSNL[/Rcom[]Tatal
Bench mark(/Airtel I/BSNL[JRcom[ITatal]

Airtel IBSNL[JRcom[Tatal]
BSNL[IRcom/[Tatal!

Rcom/[]Tatall
Tatall

[11[[]No. of faults/100 subscribers /month1<=5%[10%[14%INP10%
10No. of faults/100 subscribers /month(1<=5%[10%[14%INP10%
No| of faults/100 subscribers /month[1<=5%[10%14%INP[10%![]
<=5%10%14%INP10%
0%[14%INP10%[]
4%[INP10%[]
NP10%[]
0%
(12 |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
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>=90%1198.04%1197.00%199.77%191.84%!]
98.04%197.00%199.77%191.84% |
97.00%01199.77%191.84%0
99.77%(191.84%(1
91.84%

U

lOooo00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
aboye benchmark performance for the operators.
OopooUFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.
OopoFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.
O pJFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parat
benchmark performance for the operators.
0| From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.
O [|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.
[1Hrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
(i
U

[JOne Month Data Audit[]
One Month Data Audit(]
0
LIS/N'Name of Parameter /Bench mark(Airtel I/ BSNL/Rcom[|Tatal’
S/N[Name of Parameter/Bench mark[/Airtel T BSNL[JRcom[ Tata[’
Name of Parameter 'Bench mark(]Airtel T/BSNLJRcom( Tata[]
Bench markJAirtel TBSNL'Rcom[Tatal]
Airtel { BSNL'Rcom[Tatal]
BSNL'Rcom([Tatal]
Rcom_Tatal!
Tatall
[J1[|No. of faults/100 subscribers /month[1<=5%/11.88%14.79%/10.45%10.28%!
10No. of faults/100 subscribers /month(1<=5%[11.88%(14.79%10.45%(10.28%! |
NoJ of faults/100 subscribers /month(1<=5%[11.88%(14.79%!(10.45%!(10.28%! |
<=5%(11.88%14.79%10.45%10.28% !
1.88%14.79%110.45%(10.28%!(1
4.79%110.45%110.28%!]
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Rebate for 15 days[ 1311828810101
3018288110100
82881101100
0000
00
Fault pending > 15 days [1Rebate for one month 1113891810100
clFault pending > 15 days [ Rebate for one month(111138918(10110(]

t pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
10138918010010(]
389181100100
oron
oLl

Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.93114.07]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
n time to Repair (MTTR) <= 8 Hrs(13.89(15.0711.93114.07J
<= 8 Hrs13.89115.07(11.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%!167.82%1(183.68%158.00% !
>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
64.95%167.82%1183.68%/158.00%
67.82%(183.68%(158.00%!
83.68%(158.00% !
58.00%!]
Metering and billing credibility (Post-paid)(] (1 [1 () [] [J
7 Metering and billing credibility (Post-paid)(] (1 [1 (] [] [J
2ring and billing credibility (Post-paid) [ 01 [J [ [
000

Disputed Bills over bills issued( /< 0.7%(10.10%(10.05%(10.04%110.00%! ]
alIDisputed Bills over bills issued < 0.1%/10.10%(10.05%(10.04%10.00%!]
uted Bills over bills issued( 1< 0.71%[10.10%(10.05%(10.04%(10.00%!]
<0.1%010.10%10.05%(10.04%(10.00%
0.10%(10.05%(70.04%(10.00%[
0.05%(10.04%(10.00%]
0.04%(10.00%]
0.00%
% of billing complaints resolved within 4 weeks 1 Within 4 weeks[196.02% 1100%!(1100%1100%!
8(1% of billing complaints resolved within 4 weeks( | Within 4 weeks[196.02%! 1100%[1100%1100%!
billing complaints resolved within 4 weeks(| Within 4 weeks196.02%1100%(1100%(1100%!
Within 4 weeks196.02%1100%1100%1100%]
96.02%11100%1100%1100%L!
100%1100%[1100% 0]
100%1100%![]
100%0
Period of refunds after resolution of complaints within 1 weeks( Within 1 week145%(1100%[1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks (| Within 1 week 145% 1100%!(1100%1100%!
bd of refunds after resolution of complaints within 1 weeks( 1 Within 1 week(145%! 100%1100%!(1100%! ]

Within 1 week145%(1100%[1100%[1100%L]
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tior} { Closuresl <= 7 Days(10.56%!199.02%!1100%!1100%!
<=7 Days10.56%99.02%[1100%100%L]
0.56%199.02%! 1100%[1100%!]
99.02%11100%1100%]
100%1100%![]
100%0

(b | Time taken refunds deposit after closures(1700% within 60 days 1100%!/1100%(1100%1100%!

b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures( 1 100% within 60 days1100%(1100%1100%!/1100%!]

100% within 60 days(1100%[1100%[1100%[100%!]

100%(1100%(1100%1100%!1

100%(1100%(1100%

100%01100%0

100%!]

gdmpooog
oooood

ogoon

ooon

ood

O
U

S/NLIName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark([ | Airtel ' BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom[ Tatal!

Rcom[Tatal]

Tatal!

[11[]No. of faults/100 subscribers /month[1<=5%[10%14%INP 0%/
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%[]
No| of faults/100 subscribers /month[1<=5%[10%14%INP10%[]
<=5%10%14% NP 0%
0% 4% [INP 0%
4%[NPL0%0
NPL0%L
0%
12| |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
63.62%(168.08%1183.22%(157.90%
68.08%183.22%157.90%
83.22%(157.90%!
57.90%!]

Ca

13| |POI Congestionl <= 0.5%(10011310J0"]
311POI Congestionl <= 0.5%[10111310010(]
POl ([Congestion( <= 0.5%10111310010(]
<=0.5%[101131010(]
00130100100
1300000
0000
0]
[141Response Time to customer for assistancell (1 [J [J [1 [J
4(1Response Time to customer for assistancel] (1 [1 [ [ []
Response Time to customer for assistancel] [J [J [J [ [J
ooooo
oooo
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stomer care parameters also indicate above benchmark performance for the operators.

(i

=)

A

n

[1One Month Data Audit![]

Month Data Audit[|

I S e R

01

No

2] |

Fa

=4

[Ja

By

Ub(|

Wit

03

Fal

S/INL/Name of Parameter |Bench mark /Airtel /BSNL[/Rcom[Tata_

S/NIName of Parameter1Bench mark(]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter /Bench mark([Airtel IBSNL IRcom[Tatal]
Bench mark[/Airtel {BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL_/Rcom/ | Tata]

Rcom/[Tatall
Tatal|

INo. of faults/100 subscribers /month(1<=5%(11.88%14.79%(10.45%10.28%!]

of faults/100 subscribers /month1<=5%011.88%14.79%(10.45%(10.28%!
<=5%111.88%(14.79%(10.45%(10.28% !
1.88%(14.79%1(10.45%(10.28%!
4.79%!(10.45%(10.28%!
0.45%010.28%!
0.28%!
Fault repair (Urban Area)( [1 (] [1 (][]
2(1Fault repair (Urban Area)( (1 [1 [] [ [
It repair (Urban Area)(1 [J (1 () [] [
ooooaog
gogo
gog
oo
'|By next working day(1>=90%198.22%(194.82%!1100%(198.76%! ]
al By next working day([1>=90%10198.22%(194.82%(1100%(198.76%!(1
next working day(1>=90%(198.22%1194.82%!(1100%(198.76%
>=90%1198.22%(194.82%1100%198.76%! |
98.22%1194.82%1100%198.76%
94.82%1100%198.76%! ]
100%1(198.76% !
98.76%!]
Within 3 daysL! 100%1100%198.53%_100%.1100%_
bIWithin 3 days[1700%/1100%(198.53% 100%1100%!!
hin 3 daysL!100%1100%198.53%/100%100%_
100%(1100%1(198.53%! 1100%(1100%!]
100%0198.53%1100%1100%.
98.53%1100%1100%
100%01100%0
100%"J
"|Fault repair (Rural & Hilly Area)(] (1 (1 (1 (] [
3(JFault repair (Rural & Hilly Area)(] (1 [1 [ [ []
It repair (Rural & Hilly Area)( (1 (1 (1 [1 [
ooooaog
gogo
0oo0
0o

La

| |By next working day[1>=90%INA[196.18%INA[INA[
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ering and billing credibility (Post-paid) [J (1 [J (1 [
gpoog

[1a||Disputed Bills over bills issued( 1< 0.7%(10.10%10.05%(10.04%10.00%!(!

alDisputed Bills over bills issued( 1< 0.7%/10.10%(10.05%(10.04%10.00%!]

Disputed Bills over bills issued 1< 0.7%(10.10%(10.05%1(10.04%10.00%!]

<0.7%00.10%10.05%(10.04%10.00%_
0.10%10.05%10.04%0.00%_
0.05%10.04%10.00%_
0.04%10.00%
0.00%

[18] % of billing complaints resolved within 4 weeks1 Within 4 weeks[196.02%100%(1100%1100%

8(1% of billing complaints resolved within 4 weeks[1 Within 4 weeks196.02%!1100%(1100%(1100%!

% 0of billing complaints resolved within 4 weeks I Within 4 weeks(196.02%1100%(1100%[1100%!]

Within 4 weeks[196.02%100%L1100%1100%_
96.02%11100%(1100%(1100%
100%0L100%L1100% !
100%01100%0
100%0U

[1a||Period of refunds after resolution of complaints within 1 weeks[1Within 1 week(145%!1100%(1100%[1100%L[]

alPeriod of refunds after resolution of complaints within 1 weeks( Within 1 week 145%1100%(1100%1100%
nd of refunds after resolution of complaints within 1 weeks Within 1 week(145%![1100%(1100%(1100%![]
Within 1 week(145%!1100%(1100%1100%!
45%(1100%0100%1100%![
100%1100%[1100% 0]
100%1100%]
100%"J
POI Congestion( <= 0.5%[100119(10010(]
9(1POI Congestionl <= 0.5%10111910010(
Congestion( <= 0.5%[100119110010(]
<= 0.5%001900000)
00119000100
1900000
0000
00
"IResponse Time to customer for assistancel | [1 [1 [1 [ []
100 /Response Time to customer for assistance( ! [J (1 [J [] [
bonse Time to customer for assistancel] (1 [1 () [] [J
goooo
oooao

Accessibility of Call centre within 40 sec.[1>= 95%/198.26%!199.17%(197.62%198.50%
allAccessibility of Call centre within 40 sec.[1>= 95%(198.26%!199.17%(197.62%198.50%! |
>ssibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%
>=95%(198.26%1199.17%(197.62%198.50%
98.26%(199.17%1197.62%(198.50%
99.17%1197.62%(198.50%
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%(193.00%(197.40%195.24%(192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%

>=90%(193.00%1197.40%195.24%192.21%_
93.00%197.40%195.24%192.21%0
97.40%1195.24%192.21%

95.24%192.21% 1
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om/ | Tatal
Tatal |
[J1[|No. of faults/100 subscribers /month1<=5%[10% 4% NP 0%![]
10INo. of faults/100 subscribers /month(1<=5%[10%14%INP10%![]
NoJ of faults/100 subscribers /month1<=5%[10%14%INP 0%}
<=5%110%14%INP10%!]
0%[14%[INP[10%!]
4%[INPT10%!]
NP(10%!]
0%/
[12||Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
63.62%168.08%1183.22%(157.90%! !
68.08%(183.22%157.90%! |
83.22%(157.90%! |
57.90%! ]

Cal

13| |POI Congestionl <= 0.5%(10011310J0"]
31POI Congestionl <= 0.5%[1011310010(
POl (Congestion( <= 0.5%10111310010(]
<=0.5%101130J00]
0011300000
1300000
0000
(0N
(14| |Response Time to customer for assistance(] [1 [1 [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
goooo
goon
goo
oo
[1a| |Accessibility of Call centre within 40 sec.1>= 95%(199.13%(199.00%(198.00%(197.67%! |
allAccessibility of Call centre within 40 sec.(1>= 95%(199.13%1(199.00%(198.00%(197.67%! ]
essibility of Call centre within 40 sec.[1>= 95%(199.13%[199.00%(198.00%(197.67%!
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%
99.00%1(198.00%197.67%!]
98.00%197.67%![]
97.67%0
[b[% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%[191.84%]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

Ac

o

—

OO00000From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
abgVe benchmark performance for the operators.
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By next working day[1>=90%0198.22%[194.82%(1100%198.76%!
alBy next working day[1>=90%[198.22%194.82%1100%198.76%![]
ext working day1>=90%1198.22%1194.82%(1100%(198.76%!
>=90%/198.22%1194.82%1100%(198.76%
98.22%1194.82%1100%198.76 %[
94.82%(1100%(198.76%L!
100%1(198.76% !
98.76%!]
Within 3 days([17100%(1100%198.53%100%1100%0
b/Within 3 days’1700%(1100%[198.53%1100%1100%L!
in 3 days([1700%(1100%(198.53%(1100%[1100%]
100%(1100%(198.53%1100%[1100%
100%10198.53%[1100%1100%L]
98.53%11100%1100%]
100%1100%![]
100%J
Fault repair (Rural & Hilly Area)(] (1 (1 [ [ []
30JFault repair (Rural & Hilly Area)(] (1 (1 [1 (] [
t repair (Rural & Hilly Area)(] (1 (1 () [ [J
goooo
oo
goo
oo

By next working day[1>=90%[INA[196.18%INALINAL
al 1By next working day(1>=90%[INA[196.18% [ INA[INA[]
ext working day(1>=90%[INA196.18%INACINAL
>=90%/ INA[196.18%INATINALI
NA[196.18% INALINAL
96.18%[INALINAL
NALNAD
NAL
Within 5 days[1700%(INA[199.72% INATINALI
b IWithin 5 days[17100%[INA[199.72% INALINAL
in 5 days(1700%[INA[199.72% INALINAL
100%INA199.72% INATINAL
NA[199.72% INALINAL
99.72% INALINAL
NALNAD
NAL
Rent rebate(] (1 [J (1 [0 [J
4 Rent rebate( (1 [1 (] [ [
rebate’] [1 [J [1 [ [
000

Fault pending > 3 days & <7 days [1Rebate for 7 days[ 1911010 10[]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
t pending > 3 days & <7 days [1Rebate for 7 days[ 1911001010}
Rebate for 7 days 191100101100
91010100
000000
0000
00
Fault Pending > 7 days & < 15 days [|Rebate for 15 days[ 13118288 10(10(]

b 1Fault Pending > 7 days & < 15 days [ Rebate for 15 days/ 13118288 10110(]
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within 4 weeks [ Within 4 weeks196.02% 1100%01100%(1100%!
Within 4 weeks196.02%1100%100%1100%]
96.02%!1100%(1100%1100%!]
100%1100%[1100% 0]
100%1100%![]
100%0
[Ja| |Period of refunds after resolution of complaints within 1 weeks( Within 1 week(145%(1100%(1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks [ Within 1 week 145% 1100%(1100%1100%!
Peripd of refunds after resolution of complaints within 1 weeks[ 1 Within 1 week 145%! 100%!(1100%![1100%!
Within 1 week(145%(1100%[1100%1100%!]
45%1100%1100%1100%
100%(1100%(1100%
100%1100%]
100%0]
19| |POI Congestionl <= 0.5%10011910J01]
911POI Congestionl <= 0.5%[101119110010(]
POl (Congestion( <= 0.5%101119110010(
<=0.5%101119110J0
00190100100
19010100
0000
(0N
[11p/Response Time to customer for assistance( ! [ [1 [] [1 [
100 /Response Time to customer for assistance(! [ [ [] [] []
Response Time to customer for assistancel] [J [J [J [ [J
ooooag
goon
goo
0o

[1a||Accessibility of Call centre within 40 sec.1>= 95%(198.26%199.17%(197.62%(198.50%! |
alJAccessibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%198.50%! |
essibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%!
>= 95%1198.26%199.17%(197.62%198.50%
98.26%1199.17%(197.62%198.50% ]
99.17%1197.62%(198.50%(]
97.62%1198.50%!
98.50%01
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%[197.40%(195.24%(192.21%!
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%
>=90%0193.00%197.40%(195.24%192.21%[]
93.00%(197.40%1195.24%(192.21%]
97.40%1195.24%(192.21%!]
95.24%1192.21%![]
92.21%0]
[11[1|-)Customer care (promptness in attending to customers' requests)( [ [1 [] [ [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ [
Customer care (promptness in attending to customers' requests)( | (1 [] (1 [] []

Ac

o

ooooo
oooo
000
0o
[Ja| | Termination / Closures( <= 7 Days[10.56% 199.02%!1100%1100%! !
aliTermination / Closures( <= 7 Days[10.56% 199.02% 100%![1100%!
nination / Closures!I<= 7 Days(10.56% 199.02% 100%!/1100%!
<=7 Days(10.56%!199.02%!100%1100%!]
0.56%199.02%!1100%[1100%!]
99.02%!/1100%1100%
100%1100%]

Te

=
=
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67%!]
99.00%1198.00%(197.67%!]
98.00%(197.67%!1
97.67%!]
(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%199.77%[191.84%
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%!(191.84°
1ge of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%(197.00%[199.77%(191.84%!]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

o000 00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark

INL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car

ve benchmark performance for the operators.

0000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

00 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

C|o 0 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all

13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

13

“|0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all tl

POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

benchmark performance for the operators.

0L
13

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

be

chmark performance for the operators.

[JHrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
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[1One Month Data Audit[]

e Month Data Audit|

[mEn) (o)

[

(N[ 'Name of Parameter Bench mark(]Airtel /BSNL[IRcom/[]Tatal’

S/NName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata
Name of Parameter /Bench mark([ | Airtel /BSNL[/Rcom/Tatal
Bench mark[ /Airtel I BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL [ /Rcom/ Tatal]

Rcom[Tatal

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 93



Telecommunications Consultants India Limited

ult

cri

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 94



Telecommunications Consultants India Limited

ult

pai

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 95



Telecommunications Consultants India Limited

ootHdogodd

0
all
By
ne
xt
wo
rki
ng
da
yl
>=
90
%
9
8.
22
%
9
4.
82
%
01
00
%
9
8.
76
%

08
2
2

%
09
4.
82
%
C1
00
%
09
8.
76
%

94
8
2

%
U1
00
%
L9

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 96



Telecommunications Consultants India Limited

thi
n
3
da
ys
01
00
%
o1
00
%
09
8.
53
%
o
00
%
o1
00
%
10
0
%
mh|
00
%
09
8.
53
%
o
00
%
o1
00
%
10
0
%

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 97



Telecommunications Consultants India Limited

R

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 98



Telecommunications Consultants India Limited

UooooO

OPEET U rzirzoR0L

< a
RS L6

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 99



Telecommunications Consultants India Limited

99.72% INALINAL
NALNAL
NALC
(14 1Rent rebatel] (1 [ (1 [] [
4 Rent rebate] [ [J (] [J [
Rent rebate] [ [1 [1 (] [J
opooo

[Ja| IFault pending > 3 days & <7 days [|Rebate for 7 days/ 19110110 10(]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
Fault pending > 3 days & <7 days [1Rebate for 7 days[19(1010010(]
Rebate for 7 days1911000100]
911010100
000000
0000
(0N
(bl IFault Pending > 7 days & < 15 days [1Rebate for 15 days(13118288 101100}
bFault Pending > 7 days & < 15 days [1Rebate for 15 days(1311828810100
Fault Pending > 7 days & < 15 days [/Rebate for 15 days[ 131828810110}
Rebate for 15 days( 1311828810101
3018288110100
82881101100
0000
(VN
e[ 1Fault pending > 15 days [1Rebate for one month(11138918100(
clFault pending > 15 days [ Rebate for one month(111138918(10110(]
Fault pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
1113891811011001
389181J01J00J
0000
(VN
[15[Mean time to Repair (MTTR)J<= 8 Hrs[13.891(15.0711.9314.07[]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
Mean time to Repair (MTTR) <= 8 Hrs(13.89115.07(11.93(14.0701
<= 8 Hrs13.89115.07111.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
[16] ICall Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%(158.00%!1
6. Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%(158.00%!
>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%158.00%!1
64.95%167.82%1183.68%158.00%
67.82%(183.68%(158.00%!
83.68%(158.00%
58.00%!]
[17|/Metering and billing credibility (Post-paid)(] (1 [J (1 [J [
7 Metering and billing credibility (Post-paid)(] (1 (1 () [] [J
Metering and billing credibility (Post-paid)C [J 1 [J (1 [
opooo

goood
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8.50%!
97.62%1198.50%! ]
98.50%!

Ub% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%(195.24%192.21%]

b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%197.40%(195.24%[192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%197.40%(195.24%(192.21%]

>=90%193.00%197.40%195.24%192.21%1
93.00%1197.40%(195.24%1192.21%L1
97.40%195.24%192.21%!
95.24%1192.21%
92.21%L

C11jl1Customer care (promptness in attending to customers' requests) [J (1 [J [1 [

11Customer care (promptness in attending to customers' requests)[ | [ [] [1 [] []

Customer care (promptness in attending to customers' requests) (] [1 [J [] [ []

gooodg
oooo
ogao
oo
a

[la[| Termination / Closures( <= 7 Days(10.56% 199.02% 1100%!(1100%!]

alITermination / Closures| /<= 7 Daysl10.56% 199.02%!1100%!(1100%! |

Termination / Closures( <= 7 Days[10.56%199.02%!1100%1100%!

<=7 Days[10.56%199.02%1100%1100%!]
0.56%199.02%1100%1100%.]
99.02%100%100% !
100%100%0L
100%0L

Ub(] Time taken refunds deposit after closures(1100% within 60 days1100%[1100%1100%(1100%!(!

b1 Time taken refunds deposit after closures(1700% within 60 days/1100%!(1100%!1100%(1100%!

Time taken refunds deposit after closures1100% within 60 days1100%[1100%1100%[1100%![]

100% within 60 days(1100%[1100%[1100%(1100%!]
100%L1100%1100%1100%
100%L1100%1100%
100%L1100%L
100%0L

S/N[1Name of Parameter Bench mark(/Airtel[/ BSNL[/Rcom/(|Tatal!
Name of Parameter |Bench mark[]Airtel IBSNL [/ Rcom/ITatal
Bench mark[/Airtel I BSNL[/Rcom/]Tatal
Airtel I BSNL[/Rcom[ITata |
BSNL[IRcom/[Tatal!

Rcom[]Tatal
Tatal

[11{]No. of faults/100 subscribers /month[1<=5%[10%14%INP[10%!]

10No. of faults/100 subscribers /month1<=5%[10%[14%INP 0%

No| of faults/100 subscribers /month[1<=5%[10%14%[INP[10%!]

<=5%110%14%LNP10%[]
0%14%LINPLI0%L]
4%NPLU0%L
NPL0%L!
0%

[12[|Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &

>=75% (ASR)[163.62%!/168.08%183.22%(157.90%!
2(]Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%!/168.08%183.22%(157.90%!
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[197.00%199.77%191.84% L1
97.00%01199.77%191.84%0
99.77%191.84%1
91.84%U

—

000000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
aboye benchmark performance for the operators.

OopooUFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

OopoFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

O P From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0| From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

OC|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

[1Hrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

[1One Month Data Audit[]

One Month Data Audit(

[IS/IN/Name of Parameter Bench mark([JAirtel [ BSNL[IRcom[Tatal]

S/NIName of Parameter1Bench mark([]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter/Bench mark(Airtel IBSNL IRcom/[Tatal]
Bench mark[ /Airtel / BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL _/Rcom/ Tata|
Rcom/[Tatall
Tatal

[J1[]No. of faults/100 subscribers /month1<=5%[11.88%(14.79%10.45%10.28%!]
10No. of faults/100 subscribers /month(1<=5%[11.88%(14.79%(10.45%10.28% ]
No| of faults/100 subscribers /month1<=5%11.88%114.79%(10.45%(10.28%!]
<=5%[11.88%14.79%(10.45%10.28%]
1.88%14.79%110.45%(10.28%!
4.79%1(10.45%10.28%!]
0.45%110.28%
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1182881011001
3018288110100
82881101100
0000
0
Fault pending > 15 days [1Rebate for one month 1113891810100
clFault pending > 15 days [ Rebate for one month(111138918(10110(]

t pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
10138918010010(]
389181100100
oron
oLl

Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.93114.07]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
n time to Repair (MTTR) <= 8 Hrs(13.89(15.0711.93114.07J
<= 8 Hrs13.89115.07(11.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%!167.82%1(183.68%158.00% !
>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
64.95%167.82%1183.68%/158.00%
67.82%(183.68%(158.00%!
83.68%(158.00% !
58.00%!]
Metering and billing credibility (Post-paid)(] (1 [1 () [] [J
7 Metering and billing credibility (Post-paid)(] (1 [1 (] [] [J
2ring and billing credibility (Post-paid) [ 01 [J [ [
000

Disputed Bills over bills issued( /< 0.7%(10.10%(10.05%(10.04%110.00%! ]
alIDisputed Bills over bills issued < 0.1%/10.10%(10.05%(10.04%10.00%!]
uted Bills over bills issued( 1< 0.71%[10.10%(10.05%(10.04%(10.00%!]
<0.1%010.10%10.05%(10.04%(10.00%
0.10%(10.05%(70.04%(10.00%[
0.05%(10.04%(10.00%]
0.04%(10.00%]
0.00%
% of billing complaints resolved within 4 weeks 1 Within 4 weeks[196.02% 1100%!(1100%1100%!
8(1% of billing complaints resolved within 4 weeks( | Within 4 weeks[196.02%! 1100%[1100%1100%!
billing complaints resolved within 4 weeks(| Within 4 weeks196.02%1100%(1100%(1100%!
Within 4 weeks196.02%1100%1100%1100%]
96.02%11100%1100%1100%L!
100%1100%[1100% 0]
100%1100%![]
100%0
Period of refunds after resolution of complaints within 1 weeks( Within 1 week145%(1100%[1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks (| Within 1 week 145% 1100%!(1100%1100%!
bd of refunds after resolution of complaints within 1 weeks( 1 Within 1 week(145%! 100%1100%!(1100%! ]

Within 1 week145%(1100%[1100%[1100%L]
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tior} { Closuresl <= 7 Days(10.56%!199.02%!1100%!1100%!
<=7 Days10.56%99.02%[1100%100%L]
0.56%199.02%! 1100%[1100%!]
99.02%11100%1100%]
100%1100%![]
100%0

(b | Time taken refunds deposit after closures(1700% within 60 days 1100%!/1100%(1100%1100%!

b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures( 1 100% within 60 days1100%(1100%1100%!/1100%!]

100% within 60 days(1100%[1100%[1100%[100%!]

100%(1100%(1100%1100%!1

100%(1100%(1100%

100%01100%0

100%!]

gdmpooog
oooood

ogoon

ooon

ood

O
U

S/NLIName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark([ | Airtel ' BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom[ Tatal!

Rcom[Tatal]

Tatal!

[11[]No. of faults/100 subscribers /month[1<=5%[10%14%INP 0%/
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%[]
No| of faults/100 subscribers /month[1<=5%[10%14%INP10%[]
<=5%10%14% NP 0%
0% 4% [INP 0%
4%[NPL0%0
NPL0%L
0%
12| |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
63.62%(168.08%1183.22%(157.90%
68.08%183.22%157.90%
83.22%(157.90%!
57.90%!]

Ca

13| |POI Congestionl <= 0.5%(10011310J0"]
311POI Congestionl <= 0.5%[10111310010(]
POl ([Congestion( <= 0.5%10111310010(]
<=0.5%[101131010(]
00130100100
1300000
0000
0]
[141Response Time to customer for assistancell (1 [J [J [1 [J
4(1Response Time to customer for assistancel] (1 [1 [ [ []
Response Time to customer for assistancel] [J [J [J [ [J
ooooo
oooo
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stomer care parameters also indicate above benchmark performance for the operators.

(i

=)

A

n

[1One Month Data Audit![]

Month Data Audit[|

I S e R

01

No

2] |

Fa

=4

[Ja

By

Ub(|

Wit

03

Fal

S/INL/Name of Parameter |Bench mark /Airtel /BSNL[/Rcom[Tata_

S/NIName of Parameter1Bench mark(]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter /Bench mark([Airtel IBSNL IRcom[Tatal]
Bench mark[/Airtel {BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL_/Rcom/ | Tata]

Rcom/[Tatall
Tatal|

INo. of faults/100 subscribers /month(1<=5%(11.88%14.79%(10.45%10.28%!]

of faults/100 subscribers /month1<=5%011.88%14.79%(10.45%(10.28%!
<=5%111.88%(14.79%(10.45%(10.28% !
1.88%(14.79%1(10.45%(10.28%!
4.79%!(10.45%(10.28%!
0.45%010.28%!
0.28%!
Fault repair (Urban Area)( [1 (] [1 (][]
2(1Fault repair (Urban Area)( (1 [1 [] [ [
It repair (Urban Area)(1 [J (1 () [] [
ooooaog
gogo
gog
oo
'|By next working day(1>=90%198.22%(194.82%!1100%(198.76%! ]
al By next working day([1>=90%10198.22%(194.82%(1100%(198.76%!(1
next working day(1>=90%(198.22%1194.82%!(1100%(198.76%
>=90%1198.22%(194.82%1100%198.76%! |
98.22%1194.82%1100%198.76%
94.82%1100%198.76%! ]
100%1(198.76% !
98.76%!]
Within 3 daysL! 100%1100%198.53%_100%.1100%_
bIWithin 3 days[1700%/1100%(198.53% 100%1100%!!
hin 3 daysL!100%1100%198.53%/100%100%_
100%(1100%1(198.53%! 1100%(1100%!]
100%0198.53%1100%1100%.
98.53%1100%1100%
100%01100%0
100%"J
"|Fault repair (Rural & Hilly Area)(] (1 (1 (1 (] [
3(JFault repair (Rural & Hilly Area)(] (1 [1 [ [ []
It repair (Rural & Hilly Area)( (1 (1 (1 [1 [
ooooaog
gogo
0oo0
0o

La

| |By next working day[1>=90%INA[196.18%INA[INA[
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ering and billing credibility (Post-paid) [J (1 [J (1 [
gpoog

[1a||Disputed Bills over bills issued( 1< 0.7%(10.10%10.05%(10.04%10.00%!(!

alDisputed Bills over bills issued( 1< 0.7%/10.10%(10.05%(10.04%10.00%!]

Disputed Bills over bills issued 1< 0.7%(10.10%(10.05%1(10.04%10.00%!]

<0.7%00.10%10.05%(10.04%10.00%_
0.10%10.05%10.04%0.00%_
0.05%10.04%10.00%_
0.04%10.00%
0.00%

[18] % of billing complaints resolved within 4 weeks1 Within 4 weeks[196.02%100%(1100%1100%

8(1% of billing complaints resolved within 4 weeks[1 Within 4 weeks196.02%!1100%(1100%(1100%!

% 0of billing complaints resolved within 4 weeks I Within 4 weeks(196.02%1100%(1100%[1100%!]

Within 4 weeks[196.02%100%L1100%1100%_
96.02%11100%(1100%(1100%
100%0L100%L1100% !
100%01100%0
100%0U

[1a||Period of refunds after resolution of complaints within 1 weeks[1Within 1 week(145%!1100%(1100%[1100%L[]

alPeriod of refunds after resolution of complaints within 1 weeks( Within 1 week 145%1100%(1100%1100%
nd of refunds after resolution of complaints within 1 weeks Within 1 week(145%![1100%(1100%(1100%![]
Within 1 week(145%!1100%(1100%1100%!
45%(1100%0100%1100%![
100%1100%[1100% 0]
100%1100%]
100%"J
POI Congestion( <= 0.5%[100119(10010(]
9(1POI Congestionl <= 0.5%10111910010(
Congestion( <= 0.5%[100119110010(]
<= 0.5%001900000)
00119000100
1900000
0000
00
"IResponse Time to customer for assistancel | [1 [1 [1 [ []
100 /Response Time to customer for assistance( ! [J (1 [J [] [
bonse Time to customer for assistancel] (1 [1 () [] [J
goooo
oooao

Accessibility of Call centre within 40 sec.[1>= 95%/198.26%!199.17%(197.62%198.50%
allAccessibility of Call centre within 40 sec.[1>= 95%(198.26%!199.17%(197.62%198.50%! |
>ssibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%
>=95%(198.26%1199.17%(197.62%198.50%
98.26%(199.17%1197.62%(198.50%
99.17%1197.62%(198.50%
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%(193.00%(197.40%195.24%(192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%

>=90%(193.00%1197.40%195.24%192.21%_
93.00%197.40%195.24%192.21%0
97.40%1195.24%192.21%

95.24%192.21% 1
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om/ | Tatal
Tatal |
[J1[|No. of faults/100 subscribers /month1<=5%[10% 4% NP 0%![]
10INo. of faults/100 subscribers /month(1<=5%[10%14%INP10%![]
NoJ of faults/100 subscribers /month1<=5%[10%14%INP 0%}
<=5%110%14%INP10%!]
0%[14%[INP[10%!]
4%[INPT10%!]
NP(10%!]
0%/
[12||Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
63.62%168.08%1183.22%(157.90%! !
68.08%(183.22%157.90%! |
83.22%(157.90%! |
57.90%! ]

Cal

13| |POI Congestionl <= 0.5%(10011310J0"]
31POI Congestionl <= 0.5%[1011310010(
POl (Congestion( <= 0.5%10111310010(]
<=0.5%101130J00]
0011300000
1300000
0000
(0N
(14| |Response Time to customer for assistance(] [1 [1 [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
goooo
goon
goo
oo
[1a| |Accessibility of Call centre within 40 sec.1>= 95%(199.13%(199.00%(198.00%(197.67%! |
allAccessibility of Call centre within 40 sec.(1>= 95%(199.13%1(199.00%(198.00%(197.67%! ]
essibility of Call centre within 40 sec.[1>= 95%(199.13%[199.00%(198.00%(197.67%!
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%
99.00%1(198.00%197.67%!]
98.00%197.67%![]
97.67%0
[b[% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%[191.84%]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

Ac

o

—

OO00000From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
abgVe benchmark performance for the operators.
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By next working day[1>=90%0198.22%[194.82%(1100%198.76%!
alBy next working day[1>=90%[198.22%194.82%1100%198.76%![]
ext working day1>=90%1198.22%1194.82%(1100%(198.76%!
>=90%/198.22%1194.82%1100%(198.76%
98.22%1194.82%1100%198.76 %[
94.82%(1100%(198.76%L!
100%1(198.76% !
98.76%!]
Within 3 days([17100%(1100%198.53%100%1100%0
b/Within 3 days’1700%(1100%[198.53%1100%1100%L!
in 3 days([1700%(1100%(198.53%(1100%[1100%]
100%(1100%(198.53%1100%[1100%
100%10198.53%[1100%1100%L]
98.53%11100%1100%]
100%1100%![]
100%J
Fault repair (Rural & Hilly Area)(] (1 (1 [ [ []
30JFault repair (Rural & Hilly Area)(] (1 (1 [1 (] [
t repair (Rural & Hilly Area)(] (1 (1 () [ [J
goooo
oo
goo
oo

By next working day[1>=90%[INA[196.18%INALINAL
al 1By next working day(1>=90%[INA[196.18% [ INA[INA[]
ext working day(1>=90%[INA196.18%INACINAL
>=90%/ INA[196.18%INATINALI
NA[196.18% INALINAL
96.18%[INALINAL
NALNAD
NAL
Within 5 days[1700%(INA[199.72% INATINALI
b IWithin 5 days[17100%[INA[199.72% INALINAL
in 5 days(1700%[INA[199.72% INALINAL
100%INA199.72% INATINAL
NA[199.72% INALINAL
99.72% INALINAL
NALNAD
NAL
Rent rebate(] (1 [J (1 [0 [J
4 Rent rebate( (1 [1 (] [ [
rebate’] [1 [J [1 [ [
000

Fault pending > 3 days & <7 days [1Rebate for 7 days[ 1911010 10[]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
t pending > 3 days & <7 days [1Rebate for 7 days[ 1911001010}
Rebate for 7 days 191100101100
91010100
000000
0000
00
Fault Pending > 7 days & < 15 days [|Rebate for 15 days[ 13118288 10(10(]

b 1Fault Pending > 7 days & < 15 days [ Rebate for 15 days/ 13118288 10110(]
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within 4 weeks [ Within 4 weeks196.02% 1100%01100%(1100%!
Within 4 weeks196.02%1100%100%1100%]
96.02%!1100%(1100%1100%!]
100%1100%[1100% 0]
100%1100%![]
100%0
[Ja| |Period of refunds after resolution of complaints within 1 weeks( Within 1 week(145%(1100%(1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks [ Within 1 week 145% 1100%(1100%1100%!
Peripd of refunds after resolution of complaints within 1 weeks[ 1 Within 1 week 145%! 100%!(1100%![1100%!
Within 1 week(145%(1100%[1100%1100%!]
45%1100%1100%1100%
100%(1100%(1100%
100%1100%]
100%0]
19| |POI Congestionl <= 0.5%10011910J01]
911POI Congestionl <= 0.5%[101119110010(]
POl (Congestion( <= 0.5%101119110010(
<=0.5%101119110J0
00190100100
19010100
0000
(0N
[11p/Response Time to customer for assistance( ! [ [1 [] [1 [
100 /Response Time to customer for assistance(! [ [ [] [] []
Response Time to customer for assistancel] [J [J [J [ [J
ooooag
goon
goo
0o

[1a||Accessibility of Call centre within 40 sec.1>= 95%(198.26%199.17%(197.62%(198.50%! |
alJAccessibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%198.50%! |
essibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%!
>= 95%1198.26%199.17%(197.62%198.50%
98.26%1199.17%(197.62%198.50% ]
99.17%1197.62%(198.50%(]
97.62%1198.50%!
98.50%01
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%[197.40%(195.24%(192.21%!
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%
>=90%0193.00%197.40%(195.24%192.21%[]
93.00%(197.40%1195.24%(192.21%]
97.40%1195.24%(192.21%!]
95.24%1192.21%![]
92.21%0]
[11[1|-)Customer care (promptness in attending to customers' requests)( [ [1 [] [ [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ [
Customer care (promptness in attending to customers' requests)( | (1 [] (1 [] []

Ac

o

ooooo
oooo
000
0o
[Ja| | Termination / Closures( <= 7 Days[10.56% 199.02%!1100%1100%! !
aliTermination / Closures( <= 7 Days[10.56% 199.02% 100%![1100%!
nination / Closures!I<= 7 Days(10.56% 199.02% 100%!/1100%!
<=7 Days(10.56%!199.02%!100%1100%!]
0.56%199.02%!1100%[1100%!]
99.02%!/1100%1100%
100%1100%]

Te

=
=
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67%!]
99.00%1198.00%(197.67%!]
98.00%(197.67%!1
97.67%!]
(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%199.77%[191.84%
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%!(191.84°
1ge of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%(197.00%[199.77%(191.84%!]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

o000 00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark

INL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car

ve benchmark performance for the operators.

0000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

00 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

C|o 0 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all

13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

13

“|0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all tl

POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

benchmark performance for the operators.

0L
13

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

be

chmark performance for the operators.

[JHrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
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[1One Month Data Audit[]

e Month Data Audit|

[mEn) (o)

[

(N[ 'Name of Parameter Bench mark(]Airtel /BSNL[IRcom/[]Tatal’

S/NName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata
Name of Parameter /Bench mark([ | Airtel /BSNL[/Rcom/Tatal
Bench mark[ /Airtel I BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL [ /Rcom/ Tatal]

Rcom[Tatal
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99.72% INALINAL
NALNAL
NALC
(14 1Rent rebatel] (1 [ (1 [] [
4 Rent rebate] [ [J (] [J [
Rent rebate] [ [1 [1 (] [J
opooo

[Ja| IFault pending > 3 days & <7 days [|Rebate for 7 days/ 19110110 10(]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
Fault pending > 3 days & <7 days [1Rebate for 7 days[19(1010010(]
Rebate for 7 days1911000100]
911010100
000000
0000
(0N
(bl IFault Pending > 7 days & < 15 days [1Rebate for 15 days(13118288 101100}
bFault Pending > 7 days & < 15 days [1Rebate for 15 days(1311828810100
Fault Pending > 7 days & < 15 days [/Rebate for 15 days[ 131828810110}
Rebate for 15 days( 1311828810101
3018288110100
82881101100
0000
(VN
e[ 1Fault pending > 15 days [1Rebate for one month(11138918100(
clFault pending > 15 days [ Rebate for one month(111138918(10110(]
Fault pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
1113891811011001
389181J01J00J
0000
(VN
[15[Mean time to Repair (MTTR)J<= 8 Hrs[13.891(15.0711.9314.07[]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
Mean time to Repair (MTTR) <= 8 Hrs(13.89115.07(11.93(14.0701
<= 8 Hrs13.89115.07111.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
[16] ICall Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%(158.00%!1
6. Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%(158.00%!
>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%158.00%!1
64.95%167.82%1183.68%158.00%
67.82%(183.68%(158.00%!
83.68%(158.00%
58.00%!]
[17|/Metering and billing credibility (Post-paid)(] (1 [J (1 [J [
7 Metering and billing credibility (Post-paid)(] (1 (1 () [] [J
Metering and billing credibility (Post-paid)C [J 1 [J (1 [
opooo

goood
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8.50%!
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]

b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%197.40%195.24%192.21%]

>=90%10193.00%197.40%(195.24%192.21%!]
93.00%1197.40%(195.24%192.21%!]
97.40%1195.24%(192.21%!]
95.24%(192.21%!
92.21%!J
[1Customer care (promptness in attending to customers' requests)(1 [1 [ [] [] [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ []
omer care (promptness in attending to customers' requests)( ) (1 [J [1 [] []
ooooag
goon
goo
oo
Termination / Closures( <= 7 Days[10.56% 199.02%!1100%(1100%! !
allTermination / Closures( /<= 7 Days[10.56% 199.02%! 1100%1100%!

mination / Closures( /<= 7 Days[10.56%/199.02%!1100%[1100%!

<=7 Days10.56%99.02%[1100%[100%L]
0.56%!199.02%:100%1100%
99.02%11100%1100%]
100%1100%![]
100%0]
Time taken refunds deposit after closures(1100% within 60 days1100%(1100%1100%[1100%!
b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures(1100% within 60 days1100%(1100%1100%1100%!

100% within 60 days(1100%(1100%[1100%[1100%L!
100%0L100%L:100%1100% !
100%0L1100%L1100% !
100%01100%0
100%U

oooood

ooon
ood

S/NLName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark[ | Airtel /BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom!/ Tatal!
Rcom[Tatal]
Tatal!
No. of faults/100 subscribers /month[1<=5%10%14% NP 10%![]
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%![]
of faults/100 subscribers /month 1 <=5%10% 4% NP 0%/]
<=5%10%14% NP 0%
0% 4% INP 0%
4%[NPL0%0
NPL0%.
0%
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &

>=75% (ASR)[163.62%/168.08%183.22%157.90%!!
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[197.00%199.77%191.84% L1
97.00%01199.77%191.84%0
99.77%191.84%1
91.84%U

—

000000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
aboye benchmark performance for the operators.

OopooUFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

OopoFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

O P From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0| From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

OC|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

[1Hrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

[1One Month Data Audit[]

One Month Data Audit(

[IS/IN/Name of Parameter Bench mark([JAirtel [ BSNL[IRcom[Tatal]

S/NIName of Parameter1Bench mark([]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter/Bench mark(Airtel IBSNL IRcom/[Tatal]
Bench mark[ /Airtel / BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL _/Rcom/ Tata|
Rcom/[Tatall
Tatal

[J1[]No. of faults/100 subscribers /month1<=5%[11.88%(14.79%10.45%10.28%!]
10No. of faults/100 subscribers /month(1<=5%[11.88%(14.79%(10.45%10.28% ]
No| of faults/100 subscribers /month1<=5%11.88%114.79%(10.45%(10.28%!]
<=5%[11.88%14.79%(10.45%10.28%]
1.88%14.79%110.45%(10.28%!
4.79%1(10.45%10.28%!]
0.45%110.28%
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1182881011001
3018288110100
82881101100
0000
0
Fault pending > 15 days [1Rebate for one month 1113891810100
clFault pending > 15 days [ Rebate for one month(111138918(10110(]

t pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
10138918010010(]
389181100100
oron
oLl

Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.93114.07]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
n time to Repair (MTTR) <= 8 Hrs(13.89(15.0711.93114.07J
<= 8 Hrs13.89115.07(11.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%!167.82%1(183.68%158.00% !
>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
64.95%167.82%1183.68%/158.00%
67.82%(183.68%(158.00%!
83.68%(158.00% !
58.00%!]
Metering and billing credibility (Post-paid)(] (1 [1 () [] [J
7 Metering and billing credibility (Post-paid)(] (1 [1 (] [] [J
2ring and billing credibility (Post-paid) [ 01 [J [ [
000

Disputed Bills over bills issued( /< 0.7%(10.10%(10.05%(10.04%110.00%! ]
alIDisputed Bills over bills issued < 0.1%/10.10%(10.05%(10.04%10.00%!]
uted Bills over bills issued( 1< 0.71%[10.10%(10.05%(10.04%(10.00%!]
<0.1%010.10%10.05%(10.04%(10.00%
0.10%(10.05%(70.04%(10.00%[
0.05%(10.04%(10.00%]
0.04%(10.00%]
0.00%
% of billing complaints resolved within 4 weeks 1 Within 4 weeks[196.02% 1100%!(1100%1100%!
8(1% of billing complaints resolved within 4 weeks( | Within 4 weeks[196.02%! 1100%[1100%1100%!
billing complaints resolved within 4 weeks(| Within 4 weeks196.02%1100%(1100%(1100%!
Within 4 weeks196.02%1100%1100%1100%]
96.02%11100%1100%1100%L!
100%1100%[1100% 0]
100%1100%![]
100%0
Period of refunds after resolution of complaints within 1 weeks( Within 1 week145%(1100%[1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks (| Within 1 week 145% 1100%!(1100%1100%!
bd of refunds after resolution of complaints within 1 weeks( 1 Within 1 week(145%! 100%1100%!(1100%! ]

Within 1 week145%(1100%[1100%[1100%L]
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tior} { Closuresl <= 7 Days(10.56%!199.02%!1100%!1100%!
<=7 Days10.56%99.02%[1100%100%L]
0.56%199.02%! 1100%[1100%!]
99.02%11100%1100%]
100%1100%![]
100%0

(b | Time taken refunds deposit after closures(1700% within 60 days 1100%!/1100%(1100%1100%!

b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures( 1 100% within 60 days1100%(1100%1100%!/1100%!]

100% within 60 days(1100%[1100%[1100%[100%!]

100%(1100%(1100%1100%!1

100%(1100%(1100%

100%01100%0

100%!]

gdmpooog
oooood

ogoon

ooon

ood

O
U

S/NLIName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark([ | Airtel ' BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom[ Tatal!

Rcom[Tatal]

Tatal!

[11[]No. of faults/100 subscribers /month[1<=5%[10%14%INP 0%/
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%[]
No| of faults/100 subscribers /month[1<=5%[10%14%INP10%[]
<=5%10%14% NP 0%
0% 4% [INP 0%
4%[NPL0%0
NPL0%L
0%
12| |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
63.62%(168.08%1183.22%(157.90%
68.08%183.22%157.90%
83.22%(157.90%!
57.90%!]

Ca

13| |POI Congestionl <= 0.5%(10011310J0"]
311POI Congestionl <= 0.5%[10111310010(]
POl ([Congestion( <= 0.5%10111310010(]
<=0.5%[101131010(]
00130100100
1300000
0000
0]
[141Response Time to customer for assistancell (1 [J [J [1 [J
4(1Response Time to customer for assistancel] (1 [1 [ [ []
Response Time to customer for assistancel] [J [J [J [ [J
ooooo
oooo
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stomer care parameters also indicate above benchmark performance for the operators.

(i

=)

A

n

[1One Month Data Audit![]

Month Data Audit[|

I S e R

01

No

2] |

Fa

=4

[Ja

By

Ub(|

Wit

03

Fal

S/INL/Name of Parameter |Bench mark /Airtel /BSNL[/Rcom[Tata_

S/NIName of Parameter1Bench mark(]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter /Bench mark([Airtel IBSNL IRcom[Tatal]
Bench mark[/Airtel {BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL_/Rcom/ | Tata]

Rcom/[Tatall
Tatal|

INo. of faults/100 subscribers /month(1<=5%(11.88%14.79%(10.45%10.28%!]

of faults/100 subscribers /month1<=5%011.88%14.79%(10.45%(10.28%!
<=5%111.88%(14.79%(10.45%(10.28% !
1.88%(14.79%1(10.45%(10.28%!
4.79%!(10.45%(10.28%!
0.45%010.28%!
0.28%!
Fault repair (Urban Area)( [1 (] [1 (][]
2(1Fault repair (Urban Area)( (1 [1 [] [ [
It repair (Urban Area)(1 [J (1 () [] [
ooooaog
gogo
gog
oo
'|By next working day(1>=90%198.22%(194.82%!1100%(198.76%! ]
al By next working day([1>=90%10198.22%(194.82%(1100%(198.76%!(1
next working day(1>=90%(198.22%1194.82%!(1100%(198.76%
>=90%1198.22%(194.82%1100%198.76%! |
98.22%1194.82%1100%198.76%
94.82%1100%198.76%! ]
100%1(198.76% !
98.76%!]
Within 3 daysL! 100%1100%198.53%_100%.1100%_
bIWithin 3 days[1700%/1100%(198.53% 100%1100%!!
hin 3 daysL!100%1100%198.53%/100%100%_
100%(1100%1(198.53%! 1100%(1100%!]
100%0198.53%1100%1100%.
98.53%1100%1100%
100%01100%0
100%"J
"|Fault repair (Rural & Hilly Area)(] (1 (1 (1 (] [
3(JFault repair (Rural & Hilly Area)(] (1 [1 [ [ []
It repair (Rural & Hilly Area)( (1 (1 (1 [1 [
ooooaog
gogo
0oo0
0o

La

| |By next working day[1>=90%INA[196.18%INA[INA[
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ering and billing credibility (Post-paid) [J (1 [J (1 [
gpoog

[1a||Disputed Bills over bills issued( 1< 0.7%(10.10%10.05%(10.04%10.00%!(!

alDisputed Bills over bills issued( 1< 0.7%/10.10%(10.05%(10.04%10.00%!]

Disputed Bills over bills issued 1< 0.7%(10.10%(10.05%1(10.04%10.00%!]

<0.7%00.10%10.05%(10.04%10.00%_
0.10%10.05%10.04%0.00%_
0.05%10.04%10.00%_
0.04%10.00%
0.00%

[18] % of billing complaints resolved within 4 weeks1 Within 4 weeks[196.02%100%(1100%1100%

8(1% of billing complaints resolved within 4 weeks[1 Within 4 weeks196.02%!1100%(1100%(1100%!

% 0of billing complaints resolved within 4 weeks I Within 4 weeks(196.02%1100%(1100%[1100%!]

Within 4 weeks[196.02%100%L1100%1100%_
96.02%11100%(1100%(1100%
100%0L100%L1100% !
100%01100%0
100%0U

[1a||Period of refunds after resolution of complaints within 1 weeks[1Within 1 week(145%!1100%(1100%[1100%L[]

alPeriod of refunds after resolution of complaints within 1 weeks( Within 1 week 145%1100%(1100%1100%
nd of refunds after resolution of complaints within 1 weeks Within 1 week(145%![1100%(1100%(1100%![]
Within 1 week(145%!1100%(1100%1100%!
45%(1100%0100%1100%![
100%1100%[1100% 0]
100%1100%]
100%"J
POI Congestion( <= 0.5%[100119(10010(]
9(1POI Congestionl <= 0.5%10111910010(
Congestion( <= 0.5%[100119110010(]
<= 0.5%001900000)
00119000100
1900000
0000
00
"IResponse Time to customer for assistancel | [1 [1 [1 [ []
100 /Response Time to customer for assistance( ! [J (1 [J [] [
bonse Time to customer for assistancel] (1 [1 () [] [J
goooo
oooao

Accessibility of Call centre within 40 sec.[1>= 95%/198.26%!199.17%(197.62%198.50%
allAccessibility of Call centre within 40 sec.[1>= 95%(198.26%!199.17%(197.62%198.50%! |
>ssibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%
>=95%(198.26%1199.17%(197.62%198.50%
98.26%(199.17%1197.62%(198.50%
99.17%1197.62%(198.50%
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%(193.00%(197.40%195.24%(192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%

>=90%(193.00%1197.40%195.24%192.21%_
93.00%197.40%195.24%192.21%0
97.40%1195.24%192.21%

95.24%192.21% 1
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om/ | Tatal
Tatal |
[J1[|No. of faults/100 subscribers /month1<=5%[10% 4% NP 0%![]
10INo. of faults/100 subscribers /month(1<=5%[10%14%INP10%![]
NoJ of faults/100 subscribers /month1<=5%[10%14%INP 0%}
<=5%110%14%INP10%!]
0%[14%[INP[10%!]
4%[INPT10%!]
NP(10%!]
0%/
[12||Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
63.62%168.08%1183.22%(157.90%! !
68.08%(183.22%157.90%! |
83.22%(157.90%! |
57.90%! ]

Cal

13| |POI Congestionl <= 0.5%(10011310J0"]
31POI Congestionl <= 0.5%[1011310010(
POl (Congestion( <= 0.5%10111310010(]
<=0.5%101130J00]
0011300000
1300000
0000
(0N
(14| |Response Time to customer for assistance(] [1 [1 [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
goooo
goon
goo
oo
[1a| |Accessibility of Call centre within 40 sec.1>= 95%(199.13%(199.00%(198.00%(197.67%! |
allAccessibility of Call centre within 40 sec.(1>= 95%(199.13%1(199.00%(198.00%(197.67%! ]
essibility of Call centre within 40 sec.[1>= 95%(199.13%[199.00%(198.00%(197.67%!
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%
99.00%1(198.00%197.67%!]
98.00%197.67%![]
97.67%0
[b[% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%[191.84%]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

Ac

o

—

OO00000From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
abgVe benchmark performance for the operators.
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By next working day[1>=90%0198.22%[194.82%(1100%198.76%!
alBy next working day[1>=90%[198.22%194.82%1100%198.76%![]
ext working day1>=90%1198.22%1194.82%(1100%(198.76%!
>=90%/198.22%1194.82%1100%(198.76%
98.22%1194.82%1100%198.76 %[
94.82%(1100%(198.76%L!
100%1(198.76% !
98.76%!]
Within 3 days([17100%(1100%198.53%100%1100%0
b/Within 3 days’1700%(1100%[198.53%1100%1100%L!
in 3 days([1700%(1100%(198.53%(1100%[1100%]
100%(1100%(198.53%1100%[1100%
100%10198.53%[1100%1100%L]
98.53%11100%1100%]
100%1100%![]
100%J
Fault repair (Rural & Hilly Area)(] (1 (1 [ [ []
30JFault repair (Rural & Hilly Area)(] (1 (1 [1 (] [
t repair (Rural & Hilly Area)(] (1 (1 () [ [J
goooo
oo
goo
oo

By next working day[1>=90%[INA[196.18%INALINAL
al 1By next working day(1>=90%[INA[196.18% [ INA[INA[]
ext working day(1>=90%[INA196.18%INACINAL
>=90%/ INA[196.18%INATINALI
NA[196.18% INALINAL
96.18%[INALINAL
NALNAD
NAL
Within 5 days[1700%(INA[199.72% INATINALI
b IWithin 5 days[17100%[INA[199.72% INALINAL
in 5 days(1700%[INA[199.72% INALINAL
100%INA199.72% INATINAL
NA[199.72% INALINAL
99.72% INALINAL
NALNAD
NAL
Rent rebate(] (1 [J (1 [0 [J
4 Rent rebate( (1 [1 (] [ [
rebate’] [1 [J [1 [ [
000

Fault pending > 3 days & <7 days [1Rebate for 7 days[ 1911010 10[]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
t pending > 3 days & <7 days [1Rebate for 7 days[ 1911001010}
Rebate for 7 days 191100101100
91010100
000000
0000
00
Fault Pending > 7 days & < 15 days [|Rebate for 15 days[ 13118288 10(10(]

b 1Fault Pending > 7 days & < 15 days [ Rebate for 15 days/ 13118288 10110(]
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within 4 weeks [ Within 4 weeks196.02% 1100%01100%(1100%!
Within 4 weeks196.02%1100%100%1100%]
96.02%!1100%(1100%1100%!]
100%1100%[1100% 0]
100%1100%![]
100%0
[Ja| |Period of refunds after resolution of complaints within 1 weeks( Within 1 week(145%(1100%(1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks [ Within 1 week 145% 1100%(1100%1100%!
Peripd of refunds after resolution of complaints within 1 weeks[ 1 Within 1 week 145%! 100%!(1100%![1100%!
Within 1 week(145%(1100%[1100%1100%!]
45%1100%1100%1100%
100%(1100%(1100%
100%1100%]
100%0]
19| |POI Congestionl <= 0.5%10011910J01]
911POI Congestionl <= 0.5%[101119110010(]
POl (Congestion( <= 0.5%101119110010(
<=0.5%101119110J0
00190100100
19010100
0000
(0N
[11p/Response Time to customer for assistance( ! [ [1 [] [1 [
100 /Response Time to customer for assistance(! [ [ [] [] []
Response Time to customer for assistancel] [J [J [J [ [J
ooooag
goon
goo
0o

[1a||Accessibility of Call centre within 40 sec.1>= 95%(198.26%199.17%(197.62%(198.50%! |
alJAccessibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%198.50%! |
essibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%!
>= 95%1198.26%199.17%(197.62%198.50%
98.26%1199.17%(197.62%198.50% ]
99.17%1197.62%(198.50%(]
97.62%1198.50%!
98.50%01
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%[197.40%(195.24%(192.21%!
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%
>=90%0193.00%197.40%(195.24%192.21%[]
93.00%(197.40%1195.24%(192.21%]
97.40%1195.24%(192.21%!]
95.24%1192.21%![]
92.21%0]
[11[1|-)Customer care (promptness in attending to customers' requests)( [ [1 [] [ [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ [
Customer care (promptness in attending to customers' requests)( | (1 [] (1 [] []

Ac

o

ooooo
oooo
000
0o
[Ja| | Termination / Closures( <= 7 Days[10.56% 199.02%!1100%1100%! !
aliTermination / Closures( <= 7 Days[10.56% 199.02% 100%![1100%!
nination / Closures!I<= 7 Days(10.56% 199.02% 100%!/1100%!
<=7 Days(10.56%!199.02%!100%1100%!]
0.56%199.02%!1100%[1100%!]
99.02%!/1100%1100%
100%1100%]

Te

=
=
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67%!]
99.00%1198.00%(197.67%!]
98.00%(197.67%!1
97.67%!]
(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%199.77%[191.84%
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%!(191.84°
1ge of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%(197.00%[199.77%(191.84%!]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

o000 00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark

INL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car

ve benchmark performance for the operators.

0000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

00 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

C|o 0 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all

13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

13

“|0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all tl

POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

benchmark performance for the operators.

0L
13

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

be

chmark performance for the operators.

[JHrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
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[1One Month Data Audit[]

e Month Data Audit|

[mEn) (o)

[

(N[ 'Name of Parameter Bench mark(]Airtel /BSNL[IRcom/[]Tatal’

S/NName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata
Name of Parameter /Bench mark([ | Airtel /BSNL[/Rcom/Tatal
Bench mark[ /Airtel I BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL [ /Rcom/ Tatal]

Rcom[Tatal
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99.72% INALINAL
NALNAL
NALC
(14 1Rent rebatel] (1 [ (1 [] [
4 Rent rebate] [ [J (] [J [
Rent rebate] [ [1 [1 (] [J
opooo

[Ja| IFault pending > 3 days & <7 days [|Rebate for 7 days/ 19110110 10(]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
Fault pending > 3 days & <7 days [1Rebate for 7 days[19(1010010(]
Rebate for 7 days1911000100]
911010100
000000
0000
(0N
(bl IFault Pending > 7 days & < 15 days [1Rebate for 15 days(13118288 101100}
bFault Pending > 7 days & < 15 days [1Rebate for 15 days(1311828810100
Fault Pending > 7 days & < 15 days [/Rebate for 15 days[ 131828810110}
Rebate for 15 days( 1311828810101
3018288110100
82881101100
0000
(VN
e[ 1Fault pending > 15 days [1Rebate for one month(11138918100(
clFault pending > 15 days [ Rebate for one month(111138918(10110(]
Fault pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
1113891811011001
389181J01J00J
0000
(VN
[15[Mean time to Repair (MTTR)J<= 8 Hrs[13.891(15.0711.9314.07[]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
Mean time to Repair (MTTR) <= 8 Hrs(13.89115.07(11.93(14.0701
<= 8 Hrs13.89115.07111.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
[16] ICall Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%(158.00%!1
6. Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%(158.00%!
>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%158.00%!1
64.95%167.82%1183.68%158.00%
67.82%(183.68%(158.00%!
83.68%(158.00%
58.00%!]
[17|/Metering and billing credibility (Post-paid)(] (1 [J (1 [J [
7 Metering and billing credibility (Post-paid)(] (1 (1 () [] [J
Metering and billing credibility (Post-paid)C [J 1 [J (1 [
opooo

goood
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8.50%!
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]

b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%197.40%195.24%192.21%]

>=90%10193.00%197.40%(195.24%192.21%!]
93.00%1197.40%(195.24%192.21%!]
97.40%1195.24%(192.21%!]
95.24%(192.21%!
92.21%!J
[1Customer care (promptness in attending to customers' requests)(1 [1 [ [] [] [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ []
omer care (promptness in attending to customers' requests)( ) (1 [J [1 [] []
ooooag
goon
goo
oo
Termination / Closures( <= 7 Days[10.56% 199.02%!1100%(1100%! !
allTermination / Closures( /<= 7 Days[10.56% 199.02%! 1100%1100%!

mination / Closures( /<= 7 Days[10.56%/199.02%!1100%[1100%!

<=7 Days10.56%99.02%[1100%[100%L]
0.56%!199.02%:100%1100%
99.02%11100%1100%]
100%1100%![]
100%0]
Time taken refunds deposit after closures(1100% within 60 days1100%(1100%1100%[1100%!
b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures(1100% within 60 days1100%(1100%1100%1100%!

100% within 60 days(1100%(1100%[1100%[1100%L!
100%0L100%L:100%1100% !
100%0L1100%L1100% !
100%01100%0
100%U

oooood

ooon
ood

S/NLName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark[ | Airtel /BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom!/ Tatal!
Rcom[Tatal]
Tatal!
No. of faults/100 subscribers /month[1<=5%10%14% NP 10%![]
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%![]
of faults/100 subscribers /month 1 <=5%10% 4% NP 0%/]
<=5%10%14% NP 0%
0% 4% INP 0%
4%[NPL0%0
NPL0%.
0%
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &

>=75% (ASR)[163.62%/168.08%183.22%157.90%!!
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[197.00%199.77%191.84% L1
97.00%01199.77%191.84%0
99.77%191.84%1
91.84%U

—

000000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
aboye benchmark performance for the operators.

OopooUFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

OopoFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

O P From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0| From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

OC|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

[1Hrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

[1One Month Data Audit[]

One Month Data Audit(

[IS/IN/Name of Parameter Bench mark([JAirtel [ BSNL[IRcom[Tatal]

S/NIName of Parameter1Bench mark([]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter/Bench mark(Airtel IBSNL IRcom/[Tatal]
Bench mark[ /Airtel / BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL _/Rcom/ Tata|
Rcom/[Tatall
Tatal

[J1[]No. of faults/100 subscribers /month1<=5%[11.88%(14.79%10.45%10.28%!]
10No. of faults/100 subscribers /month(1<=5%[11.88%(14.79%(10.45%10.28% ]
No| of faults/100 subscribers /month1<=5%11.88%114.79%(10.45%(10.28%!]
<=5%[11.88%14.79%(10.45%10.28%]
1.88%14.79%110.45%(10.28%!
4.79%1(10.45%10.28%!]
0.45%110.28%

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 266



Telecommunications Consultants India Limited

ult

O 0O 0OOdg

Ooogt g

O
all
By
ne
xt
wo
rki
ng
da
yl
>=
90
%
9
8.
22
%
9
4,
82
%
01
00
%
9

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 267



Telecommunications Consultants India Limited

Wi
thi
n
3
da
ys
01
00
%
mh|
00
%
19
8.
53

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 268



Telecommunications Consultants India Limited

%
L1
00
%
C1
00
%
10
0
%
C1
00
%
09
8.
53
%
L1
00
%
C1
00
%
10
0
%
09
8.
53
%
L1
00
%
C1
00
%

08
5
3

%
L1
00
%
C1
00
%
10
0
%
C1
00
%
10
0
%

0

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 269



Telecommunications Consultants India Limited

ult

~

oy N

Ooogt g

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 270



Telecommunications Consultants India Limited

S8 o»zo>

<
RQLFE

AP0 szi»z

So

OO0 0w

O0goO0OOO0OOi

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 271



Telecommunications Consultants India Limited

Ho ol

alJ
Fa
ult
pe
ndi
ng
>
3
da
ys
&
<7
da
ys
O
Re
ba
te
for
7
da
ys
9
0
0
0

9
(V]N
(V]N
(V]N
O
bl
Fa
ult
Pe
ndi
ng
>
7
da
ys
&
<
15
da
ys
O
Re
ba
te
for
15
da
ys
03

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 272



Lef]

Faul

=4

s

Mea

116} |

Cal

07

Mets

Laf]

Disp

18] |

% of

Llaf]

Peri

Telecommunications Consultants India Limited

1182881011001
3018288110100
82881101100
0000
0
Fault pending > 15 days [1Rebate for one month 1113891810100
clFault pending > 15 days [ Rebate for one month(111138918(10110(]

t pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
10138918010010(]
389181100100
oron
oLl

Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.93114.07]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
n time to Repair (MTTR) <= 8 Hrs(13.89(15.0711.93114.07J
<= 8 Hrs13.89115.07(11.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%!167.82%1(183.68%158.00% !
>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
64.95%167.82%1183.68%/158.00%
67.82%(183.68%(158.00%!
83.68%(158.00% !
58.00%!]
Metering and billing credibility (Post-paid)(] (1 [1 () [] [J
7 Metering and billing credibility (Post-paid)(] (1 [1 (] [] [J
2ring and billing credibility (Post-paid) [ 01 [J [ [
000

Disputed Bills over bills issued( /< 0.7%(10.10%(10.05%(10.04%110.00%! ]
alIDisputed Bills over bills issued < 0.1%/10.10%(10.05%(10.04%10.00%!]
uted Bills over bills issued( 1< 0.71%[10.10%(10.05%(10.04%(10.00%!]
<0.1%010.10%10.05%(10.04%(10.00%
0.10%(10.05%(70.04%(10.00%[
0.05%(10.04%(10.00%]
0.04%(10.00%]
0.00%
% of billing complaints resolved within 4 weeks 1 Within 4 weeks[196.02% 1100%!(1100%1100%!
8(1% of billing complaints resolved within 4 weeks( | Within 4 weeks[196.02%! 1100%[1100%1100%!
billing complaints resolved within 4 weeks(| Within 4 weeks196.02%1100%(1100%(1100%!
Within 4 weeks196.02%1100%1100%1100%]
96.02%11100%1100%1100%L!
100%1100%[1100% 0]
100%1100%![]
100%0
Period of refunds after resolution of complaints within 1 weeks( Within 1 week145%(1100%[1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks (| Within 1 week 145% 1100%!(1100%1100%!
bd of refunds after resolution of complaints within 1 weeks( 1 Within 1 week(145%! 100%1100%!(1100%! ]

Within 1 week145%(1100%[1100%[1100%L]
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tior} { Closuresl <= 7 Days(10.56%!199.02%!1100%!1100%!
<=7 Days10.56%99.02%[1100%100%L]
0.56%199.02%! 1100%[1100%!]
99.02%11100%1100%]
100%1100%![]
100%0

(b | Time taken refunds deposit after closures(1700% within 60 days 1100%!/1100%(1100%1100%!

b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures( 1 100% within 60 days1100%(1100%1100%!/1100%!]

100% within 60 days(1100%[1100%[1100%[100%!]

100%(1100%(1100%1100%!1

100%(1100%(1100%

100%01100%0

100%!]

gdmpooog
oooood

ogoon

ooon

ood

O
U

S/NLIName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark([ | Airtel ' BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom[ Tatal!

Rcom[Tatal]

Tatal!

[11[]No. of faults/100 subscribers /month[1<=5%[10%14%INP 0%/
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%[]
No| of faults/100 subscribers /month[1<=5%[10%14%INP10%[]
<=5%10%14% NP 0%
0% 4% [INP 0%
4%[NPL0%0
NPL0%L
0%
12| |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
63.62%(168.08%1183.22%(157.90%
68.08%183.22%157.90%
83.22%(157.90%!
57.90%!]

Ca

13| |POI Congestionl <= 0.5%(10011310J0"]
311POI Congestionl <= 0.5%[10111310010(]
POl ([Congestion( <= 0.5%10111310010(]
<=0.5%[101131010(]
00130100100
1300000
0000
0]
[141Response Time to customer for assistancell (1 [J [J [1 [J
4(1Response Time to customer for assistancel] (1 [1 [ [ []
Response Time to customer for assistancel] [J [J [J [ [J
ooooo
oooo
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stomer care parameters also indicate above benchmark performance for the operators.

(i

=)

A

n

[1One Month Data Audit![]

Month Data Audit[|

I S e R

01

No

2] |

Fa

=4

[Ja

By

Ub(|

Wit

03

Fal

S/INL/Name of Parameter |Bench mark /Airtel /BSNL[/Rcom[Tata_

S/NIName of Parameter1Bench mark(]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter /Bench mark([Airtel IBSNL IRcom[Tatal]
Bench mark[/Airtel {BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL_/Rcom/ | Tata]

Rcom/[Tatall
Tatal|

INo. of faults/100 subscribers /month(1<=5%(11.88%14.79%(10.45%10.28%!]

of faults/100 subscribers /month1<=5%011.88%14.79%(10.45%(10.28%!
<=5%111.88%(14.79%(10.45%(10.28% !
1.88%(14.79%1(10.45%(10.28%!
4.79%!(10.45%(10.28%!
0.45%010.28%!
0.28%!
Fault repair (Urban Area)( [1 (] [1 (][]
2(1Fault repair (Urban Area)( (1 [1 [] [ [
It repair (Urban Area)(1 [J (1 () [] [
ooooaog
gogo
gog
oo
'|By next working day(1>=90%198.22%(194.82%!1100%(198.76%! ]
al By next working day([1>=90%10198.22%(194.82%(1100%(198.76%!(1
next working day(1>=90%(198.22%1194.82%!(1100%(198.76%
>=90%1198.22%(194.82%1100%198.76%! |
98.22%1194.82%1100%198.76%
94.82%1100%198.76%! ]
100%1(198.76% !
98.76%!]
Within 3 daysL! 100%1100%198.53%_100%.1100%_
bIWithin 3 days[1700%/1100%(198.53% 100%1100%!!
hin 3 daysL!100%1100%198.53%/100%100%_
100%(1100%1(198.53%! 1100%(1100%!]
100%0198.53%1100%1100%.
98.53%1100%1100%
100%01100%0
100%"J
"|Fault repair (Rural & Hilly Area)(] (1 (1 (1 (] [
3(JFault repair (Rural & Hilly Area)(] (1 [1 [ [ []
It repair (Rural & Hilly Area)( (1 (1 (1 [1 [
ooooaog
gogo
0oo0
0o

La

| |By next working day[1>=90%INA[196.18%INA[INA[
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ering and billing credibility (Post-paid) [J (1 [J (1 [
gpoog

[1a||Disputed Bills over bills issued( 1< 0.7%(10.10%10.05%(10.04%10.00%!(!

alDisputed Bills over bills issued( 1< 0.7%/10.10%(10.05%(10.04%10.00%!]

Disputed Bills over bills issued 1< 0.7%(10.10%(10.05%1(10.04%10.00%!]

<0.7%00.10%10.05%(10.04%10.00%_
0.10%10.05%10.04%0.00%_
0.05%10.04%10.00%_
0.04%10.00%
0.00%

[18] % of billing complaints resolved within 4 weeks1 Within 4 weeks[196.02%100%(1100%1100%

8(1% of billing complaints resolved within 4 weeks[1 Within 4 weeks196.02%!1100%(1100%(1100%!

% 0of billing complaints resolved within 4 weeks I Within 4 weeks(196.02%1100%(1100%[1100%!]

Within 4 weeks[196.02%100%L1100%1100%_
96.02%11100%(1100%(1100%
100%0L100%L1100% !
100%01100%0
100%0U

[1a||Period of refunds after resolution of complaints within 1 weeks[1Within 1 week(145%!1100%(1100%[1100%L[]

alPeriod of refunds after resolution of complaints within 1 weeks( Within 1 week 145%1100%(1100%1100%
nd of refunds after resolution of complaints within 1 weeks Within 1 week(145%![1100%(1100%(1100%![]
Within 1 week(145%!1100%(1100%1100%!
45%(1100%0100%1100%![
100%1100%[1100% 0]
100%1100%]
100%"J
POI Congestion( <= 0.5%[100119(10010(]
9(1POI Congestionl <= 0.5%10111910010(
Congestion( <= 0.5%[100119110010(]
<= 0.5%001900000)
00119000100
1900000
0000
00
"IResponse Time to customer for assistancel | [1 [1 [1 [ []
100 /Response Time to customer for assistance( ! [J (1 [J [] [
bonse Time to customer for assistancel] (1 [1 () [] [J
goooo
oooao

Accessibility of Call centre within 40 sec.[1>= 95%/198.26%!199.17%(197.62%198.50%
allAccessibility of Call centre within 40 sec.[1>= 95%(198.26%!199.17%(197.62%198.50%! |
>ssibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%
>=95%(198.26%1199.17%(197.62%198.50%
98.26%(199.17%1197.62%(198.50%
99.17%1197.62%(198.50%
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%(193.00%(197.40%195.24%(192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%

>=90%(193.00%1197.40%195.24%192.21%_
93.00%197.40%195.24%192.21%0
97.40%1195.24%192.21%

95.24%192.21% 1
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om/ | Tatal
Tatal |
[J1[|No. of faults/100 subscribers /month1<=5%[10% 4% NP 0%![]
10INo. of faults/100 subscribers /month(1<=5%[10%14%INP10%![]
NoJ of faults/100 subscribers /month1<=5%[10%14%INP 0%}
<=5%110%14%INP10%!]
0%[14%[INP[10%!]
4%[INPT10%!]
NP(10%!]
0%/
[12||Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
63.62%168.08%1183.22%(157.90%! !
68.08%(183.22%157.90%! |
83.22%(157.90%! |
57.90%! ]

Cal

13| |POI Congestionl <= 0.5%(10011310J0"]
31POI Congestionl <= 0.5%[1011310010(
POl (Congestion( <= 0.5%10111310010(]
<=0.5%101130J00]
0011300000
1300000
0000
(0N
(14| |Response Time to customer for assistance(] [1 [1 [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
goooo
goon
goo
oo
[1a| |Accessibility of Call centre within 40 sec.1>= 95%(199.13%(199.00%(198.00%(197.67%! |
allAccessibility of Call centre within 40 sec.(1>= 95%(199.13%1(199.00%(198.00%(197.67%! ]
essibility of Call centre within 40 sec.[1>= 95%(199.13%[199.00%(198.00%(197.67%!
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%
99.00%1(198.00%197.67%!]
98.00%197.67%![]
97.67%0
[b[% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%[191.84%]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

Ac

o

—

OO00000From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
abgVe benchmark performance for the operators.
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By next working day[1>=90%0198.22%[194.82%(1100%198.76%!
alBy next working day[1>=90%[198.22%194.82%1100%198.76%![]
ext working day1>=90%1198.22%1194.82%(1100%(198.76%!
>=90%/198.22%1194.82%1100%(198.76%
98.22%1194.82%1100%198.76 %[
94.82%(1100%(198.76%L!
100%1(198.76% !
98.76%!]
Within 3 days([17100%(1100%198.53%100%1100%0
b/Within 3 days’1700%(1100%[198.53%1100%1100%L!
in 3 days([1700%(1100%(198.53%(1100%[1100%]
100%(1100%(198.53%1100%[1100%
100%10198.53%[1100%1100%L]
98.53%11100%1100%]
100%1100%![]
100%J
Fault repair (Rural & Hilly Area)(] (1 (1 [ [ []
30JFault repair (Rural & Hilly Area)(] (1 (1 [1 (] [
t repair (Rural & Hilly Area)(] (1 (1 () [ [J
goooo
oo
goo
oo

By next working day[1>=90%[INA[196.18%INALINAL
al 1By next working day(1>=90%[INA[196.18% [ INA[INA[]
ext working day(1>=90%[INA196.18%INACINAL
>=90%/ INA[196.18%INATINALI
NA[196.18% INALINAL
96.18%[INALINAL
NALNAD
NAL
Within 5 days[1700%(INA[199.72% INATINALI
b IWithin 5 days[17100%[INA[199.72% INALINAL
in 5 days(1700%[INA[199.72% INALINAL
100%INA199.72% INATINAL
NA[199.72% INALINAL
99.72% INALINAL
NALNAD
NAL
Rent rebate(] (1 [J (1 [0 [J
4 Rent rebate( (1 [1 (] [ [
rebate’] [1 [J [1 [ [
000

Fault pending > 3 days & <7 days [1Rebate for 7 days[ 1911010 10[]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
t pending > 3 days & <7 days [1Rebate for 7 days[ 1911001010}
Rebate for 7 days 191100101100
91010100
000000
0000
00
Fault Pending > 7 days & < 15 days [|Rebate for 15 days[ 13118288 10(10(]

b 1Fault Pending > 7 days & < 15 days [ Rebate for 15 days/ 13118288 10110(]
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within 4 weeks [ Within 4 weeks196.02% 1100%01100%(1100%!
Within 4 weeks196.02%1100%100%1100%]
96.02%!1100%(1100%1100%!]
100%1100%[1100% 0]
100%1100%![]
100%0
[Ja| |Period of refunds after resolution of complaints within 1 weeks( Within 1 week(145%(1100%(1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks [ Within 1 week 145% 1100%(1100%1100%!
Peripd of refunds after resolution of complaints within 1 weeks[ 1 Within 1 week 145%! 100%!(1100%![1100%!
Within 1 week(145%(1100%[1100%1100%!]
45%1100%1100%1100%
100%(1100%(1100%
100%1100%]
100%0]
19| |POI Congestionl <= 0.5%10011910J01]
911POI Congestionl <= 0.5%[101119110010(]
POl (Congestion( <= 0.5%101119110010(
<=0.5%101119110J0
00190100100
19010100
0000
(0N
[11p/Response Time to customer for assistance( ! [ [1 [] [1 [
100 /Response Time to customer for assistance(! [ [ [] [] []
Response Time to customer for assistancel] [J [J [J [ [J
ooooag
goon
goo
0o

[1a||Accessibility of Call centre within 40 sec.1>= 95%(198.26%199.17%(197.62%(198.50%! |
alJAccessibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%198.50%! |
essibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%!
>= 95%1198.26%199.17%(197.62%198.50%
98.26%1199.17%(197.62%198.50% ]
99.17%1197.62%(198.50%(]
97.62%1198.50%!
98.50%01
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%[197.40%(195.24%(192.21%!
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%
>=90%0193.00%197.40%(195.24%192.21%[]
93.00%(197.40%1195.24%(192.21%]
97.40%1195.24%(192.21%!]
95.24%1192.21%![]
92.21%0]
[11[1|-)Customer care (promptness in attending to customers' requests)( [ [1 [] [ [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ [
Customer care (promptness in attending to customers' requests)( | (1 [] (1 [] []

Ac

o

ooooo
oooo
000
0o
[Ja| | Termination / Closures( <= 7 Days[10.56% 199.02%!1100%1100%! !
aliTermination / Closures( <= 7 Days[10.56% 199.02% 100%![1100%!
nination / Closures!I<= 7 Days(10.56% 199.02% 100%!/1100%!
<=7 Days(10.56%!199.02%!100%1100%!]
0.56%199.02%!1100%[1100%!]
99.02%!/1100%1100%
100%1100%]

Te

=
=
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67%!]
99.00%1198.00%(197.67%!]
98.00%(197.67%!1
97.67%!]
(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%199.77%[191.84%
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%!(191.84°
1ge of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%(197.00%[199.77%(191.84%!]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

o000 00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark

INL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car

ve benchmark performance for the operators.

0000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

00 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

C|o 0 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all

13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

13

“|0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all tl

POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

benchmark performance for the operators.

0L
13

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

be

chmark performance for the operators.

[JHrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
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[1One Month Data Audit[]

e Month Data Audit|

[mEn) (o)

[

(N[ 'Name of Parameter Bench mark(]Airtel /BSNL[IRcom/[]Tatal’

S/NName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata
Name of Parameter /Bench mark([ | Airtel /BSNL[/Rcom/Tatal
Bench mark[ /Airtel I BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL [ /Rcom/ Tatal]

Rcom[Tatal
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99.72% INALINAL
NALNAL
NALC
(14 1Rent rebatel] (1 [ (1 [] [
4 Rent rebate] [ [J (] [J [
Rent rebate] [ [1 [1 (] [J
opooo

[Ja| IFault pending > 3 days & <7 days [|Rebate for 7 days/ 19110110 10(]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
Fault pending > 3 days & <7 days [1Rebate for 7 days[19(1010010(]
Rebate for 7 days1911000100]
911010100
000000
0000
(0N
(bl IFault Pending > 7 days & < 15 days [1Rebate for 15 days(13118288 101100}
bFault Pending > 7 days & < 15 days [1Rebate for 15 days(1311828810100
Fault Pending > 7 days & < 15 days [/Rebate for 15 days[ 131828810110}
Rebate for 15 days( 1311828810101
3018288110100
82881101100
0000
(VN
e[ 1Fault pending > 15 days [1Rebate for one month(11138918100(
clFault pending > 15 days [ Rebate for one month(111138918(10110(]
Fault pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
1113891811011001
389181J01J00J
0000
(VN
[15[Mean time to Repair (MTTR)J<= 8 Hrs[13.891(15.0711.9314.07[]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
Mean time to Repair (MTTR) <= 8 Hrs(13.89115.07(11.93(14.0701
<= 8 Hrs13.89115.07111.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
[16] ICall Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%(158.00%!1
6. Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%(158.00%!
>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%158.00%!1
64.95%167.82%1183.68%158.00%
67.82%(183.68%(158.00%!
83.68%(158.00%
58.00%!]
[17|/Metering and billing credibility (Post-paid)(] (1 [J (1 [J [
7 Metering and billing credibility (Post-paid)(] (1 (1 () [] [J
Metering and billing credibility (Post-paid)C [J 1 [J (1 [
opooo

goood
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8.50%!
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]

b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%197.40%195.24%192.21%]

>=90%10193.00%197.40%(195.24%192.21%!]
93.00%1197.40%(195.24%192.21%!]
97.40%1195.24%(192.21%!]
95.24%(192.21%!
92.21%!J
[1Customer care (promptness in attending to customers' requests)(1 [1 [ [] [] [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ []
omer care (promptness in attending to customers' requests)( ) (1 [J [1 [] []
ooooag
goon
goo
oo
Termination / Closures( <= 7 Days[10.56% 199.02%!1100%(1100%! !
allTermination / Closures( /<= 7 Days[10.56% 199.02%! 1100%1100%!

mination / Closures( /<= 7 Days[10.56%/199.02%!1100%[1100%!

<=7 Days10.56%99.02%[1100%[100%L]
0.56%!199.02%:100%1100%
99.02%11100%1100%]
100%1100%![]
100%0]
Time taken refunds deposit after closures(1100% within 60 days1100%(1100%1100%[1100%!
b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures(1100% within 60 days1100%(1100%1100%1100%!

100% within 60 days(1100%(1100%[1100%[1100%L!
100%0L100%L:100%1100% !
100%0L1100%L1100% !
100%01100%0
100%U

oooood

ooon
ood

S/NLName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark[ | Airtel /BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom!/ Tatal!
Rcom[Tatal]
Tatal!
No. of faults/100 subscribers /month[1<=5%10%14% NP 10%![]
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%![]
of faults/100 subscribers /month 1 <=5%10% 4% NP 0%/]
<=5%10%14% NP 0%
0% 4% INP 0%
4%[NPL0%0
NPL0%.
0%
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &

>=75% (ASR)[163.62%/168.08%183.22%157.90%!!
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[197.00%199.77%191.84% L1
97.00%01199.77%191.84%0
99.77%191.84%1
91.84%U

—

000000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
aboye benchmark performance for the operators.

OopooUFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

OopoFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

O P From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0| From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

OC|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

[1Hrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

[1One Month Data Audit[]

One Month Data Audit(

[IS/IN/Name of Parameter Bench mark([JAirtel [ BSNL[IRcom[Tatal]

S/NIName of Parameter1Bench mark([]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter/Bench mark(Airtel IBSNL IRcom/[Tatal]
Bench mark[ /Airtel / BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL _/Rcom/ Tata|
Rcom/[Tatall
Tatal

[J1[]No. of faults/100 subscribers /month1<=5%[11.88%(14.79%10.45%10.28%!]
10No. of faults/100 subscribers /month(1<=5%[11.88%(14.79%(10.45%10.28% ]
No| of faults/100 subscribers /month1<=5%11.88%114.79%(10.45%(10.28%!]
<=5%[11.88%14.79%(10.45%10.28%]
1.88%14.79%110.45%(10.28%!
4.79%1(10.45%10.28%!]
0.45%110.28%
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1182881011001
3018288110100
82881101100
0000
0
Fault pending > 15 days [1Rebate for one month 1113891810100
clFault pending > 15 days [ Rebate for one month(111138918(10110(]

t pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
10138918010010(]
389181100100
oron
oLl

Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.93114.07]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
n time to Repair (MTTR) <= 8 Hrs(13.89(15.0711.93114.07J
<= 8 Hrs13.89115.07(11.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%!167.82%1(183.68%158.00% !
>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
64.95%167.82%1183.68%/158.00%
67.82%(183.68%(158.00%!
83.68%(158.00% !
58.00%!]
Metering and billing credibility (Post-paid)(] (1 [1 () [] [J
7 Metering and billing credibility (Post-paid)(] (1 [1 (] [] [J
2ring and billing credibility (Post-paid) [ 01 [J [ [
000

Disputed Bills over bills issued( /< 0.7%(10.10%(10.05%(10.04%110.00%! ]
alIDisputed Bills over bills issued < 0.1%/10.10%(10.05%(10.04%10.00%!]
uted Bills over bills issued( 1< 0.71%[10.10%(10.05%(10.04%(10.00%!]
<0.1%010.10%10.05%(10.04%(10.00%
0.10%(10.05%(70.04%(10.00%[
0.05%(10.04%(10.00%]
0.04%(10.00%]
0.00%
% of billing complaints resolved within 4 weeks 1 Within 4 weeks[196.02% 1100%!(1100%1100%!
8(1% of billing complaints resolved within 4 weeks( | Within 4 weeks[196.02%! 1100%[1100%1100%!
billing complaints resolved within 4 weeks(| Within 4 weeks196.02%1100%(1100%(1100%!
Within 4 weeks196.02%1100%1100%1100%]
96.02%11100%1100%1100%L!
100%1100%[1100% 0]
100%1100%![]
100%0
Period of refunds after resolution of complaints within 1 weeks( Within 1 week145%(1100%[1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks (| Within 1 week 145% 1100%!(1100%1100%!
bd of refunds after resolution of complaints within 1 weeks( 1 Within 1 week(145%! 100%1100%!(1100%! ]

Within 1 week145%(1100%[1100%[1100%L]
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tior} { Closuresl <= 7 Days(10.56%!199.02%!1100%!1100%!
<=7 Days10.56%99.02%[1100%100%L]
0.56%199.02%! 1100%[1100%!]
99.02%11100%1100%]
100%1100%![]
100%0

(b | Time taken refunds deposit after closures(1700% within 60 days 1100%!/1100%(1100%1100%!

b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures( 1 100% within 60 days1100%(1100%1100%!/1100%!]

100% within 60 days(1100%[1100%[1100%[100%!]

100%(1100%(1100%1100%!1

100%(1100%(1100%

100%01100%0

100%!]

gdmpooog
oooood

ogoon

ooon

ood

O
U

S/NLIName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark([ | Airtel ' BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom[ Tatal!

Rcom[Tatal]

Tatal!

[11[]No. of faults/100 subscribers /month[1<=5%[10%14%INP 0%/
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%[]
No| of faults/100 subscribers /month[1<=5%[10%14%INP10%[]
<=5%10%14% NP 0%
0% 4% [INP 0%
4%[NPL0%0
NPL0%L
0%
12| |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
63.62%(168.08%1183.22%(157.90%
68.08%183.22%157.90%
83.22%(157.90%!
57.90%!]

Ca

13| |POI Congestionl <= 0.5%(10011310J0"]
311POI Congestionl <= 0.5%[10111310010(]
POl ([Congestion( <= 0.5%10111310010(]
<=0.5%[101131010(]
00130100100
1300000
0000
0]
[141Response Time to customer for assistancell (1 [J [J [1 [J
4(1Response Time to customer for assistancel] (1 [1 [ [ []
Response Time to customer for assistancel] [J [J [J [ [J
ooooo
oooo
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stomer care parameters also indicate above benchmark performance for the operators.

(i

=)

A

n

[1One Month Data Audit![]

Month Data Audit[|

I S e R

01

No

2] |

Fa

=4

[Ja

By

Ub(|

Wit

03

Fal

S/INL/Name of Parameter |Bench mark /Airtel /BSNL[/Rcom[Tata_

S/NIName of Parameter1Bench mark(]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter /Bench mark([Airtel IBSNL IRcom[Tatal]
Bench mark[/Airtel {BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL_/Rcom/ | Tata]

Rcom/[Tatall
Tatal|

INo. of faults/100 subscribers /month(1<=5%(11.88%14.79%(10.45%10.28%!]

of faults/100 subscribers /month1<=5%011.88%14.79%(10.45%(10.28%!
<=5%111.88%(14.79%(10.45%(10.28% !
1.88%(14.79%1(10.45%(10.28%!
4.79%!(10.45%(10.28%!
0.45%010.28%!
0.28%!
Fault repair (Urban Area)( [1 (] [1 (][]
2(1Fault repair (Urban Area)( (1 [1 [] [ [
It repair (Urban Area)(1 [J (1 () [] [
ooooaog
gogo
gog
oo
'|By next working day(1>=90%198.22%(194.82%!1100%(198.76%! ]
al By next working day([1>=90%10198.22%(194.82%(1100%(198.76%!(1
next working day(1>=90%(198.22%1194.82%!(1100%(198.76%
>=90%1198.22%(194.82%1100%198.76%! |
98.22%1194.82%1100%198.76%
94.82%1100%198.76%! ]
100%1(198.76% !
98.76%!]
Within 3 daysL! 100%1100%198.53%_100%.1100%_
bIWithin 3 days[1700%/1100%(198.53% 100%1100%!!
hin 3 daysL!100%1100%198.53%/100%100%_
100%(1100%1(198.53%! 1100%(1100%!]
100%0198.53%1100%1100%.
98.53%1100%1100%
100%01100%0
100%"J
"|Fault repair (Rural & Hilly Area)(] (1 (1 (1 (] [
3(JFault repair (Rural & Hilly Area)(] (1 [1 [ [ []
It repair (Rural & Hilly Area)( (1 (1 (1 [1 [
ooooaog
gogo
0oo0
0o

La

| |By next working day[1>=90%INA[196.18%INA[INA[
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ering and billing credibility (Post-paid) [J (1 [J (1 [
gpoog

[1a||Disputed Bills over bills issued( 1< 0.7%(10.10%10.05%(10.04%10.00%!(!

alDisputed Bills over bills issued( 1< 0.7%/10.10%(10.05%(10.04%10.00%!]

Disputed Bills over bills issued 1< 0.7%(10.10%(10.05%1(10.04%10.00%!]

<0.7%00.10%10.05%(10.04%10.00%_
0.10%10.05%10.04%0.00%_
0.05%10.04%10.00%_
0.04%10.00%
0.00%

[18] % of billing complaints resolved within 4 weeks1 Within 4 weeks[196.02%100%(1100%1100%

8(1% of billing complaints resolved within 4 weeks[1 Within 4 weeks196.02%!1100%(1100%(1100%!

% 0of billing complaints resolved within 4 weeks I Within 4 weeks(196.02%1100%(1100%[1100%!]

Within 4 weeks[196.02%100%L1100%1100%_
96.02%11100%(1100%(1100%
100%0L100%L1100% !
100%01100%0
100%0U

[1a||Period of refunds after resolution of complaints within 1 weeks[1Within 1 week(145%!1100%(1100%[1100%L[]

alPeriod of refunds after resolution of complaints within 1 weeks( Within 1 week 145%1100%(1100%1100%
nd of refunds after resolution of complaints within 1 weeks Within 1 week(145%![1100%(1100%(1100%![]
Within 1 week(145%!1100%(1100%1100%!
45%(1100%0100%1100%![
100%1100%[1100% 0]
100%1100%]
100%"J
POI Congestion( <= 0.5%[100119(10010(]
9(1POI Congestionl <= 0.5%10111910010(
Congestion( <= 0.5%[100119110010(]
<= 0.5%001900000)
00119000100
1900000
0000
00
"IResponse Time to customer for assistancel | [1 [1 [1 [ []
100 /Response Time to customer for assistance( ! [J (1 [J [] [
bonse Time to customer for assistancel] (1 [1 () [] [J
goooo
oooao

Accessibility of Call centre within 40 sec.[1>= 95%/198.26%!199.17%(197.62%198.50%
allAccessibility of Call centre within 40 sec.[1>= 95%(198.26%!199.17%(197.62%198.50%! |
>ssibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%
>=95%(198.26%1199.17%(197.62%198.50%
98.26%(199.17%1197.62%(198.50%
99.17%1197.62%(198.50%
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%(193.00%(197.40%195.24%(192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%

>=90%(193.00%1197.40%195.24%192.21%_
93.00%197.40%195.24%192.21%0
97.40%1195.24%192.21%

95.24%192.21% 1
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om/ | Tatal
Tatal |
[J1[|No. of faults/100 subscribers /month1<=5%[10% 4% NP 0%![]
10INo. of faults/100 subscribers /month(1<=5%[10%14%INP10%![]
NoJ of faults/100 subscribers /month1<=5%[10%14%INP 0%}
<=5%110%14%INP10%!]
0%[14%[INP[10%!]
4%[INPT10%!]
NP(10%!]
0%/
[12||Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
63.62%168.08%1183.22%(157.90%! !
68.08%(183.22%157.90%! |
83.22%(157.90%! |
57.90%! ]

Cal

13| |POI Congestionl <= 0.5%(10011310J0"]
31POI Congestionl <= 0.5%[1011310010(
POl (Congestion( <= 0.5%10111310010(]
<=0.5%101130J00]
0011300000
1300000
0000
(0N
(14| |Response Time to customer for assistance(] [1 [1 [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
goooo
goon
goo
oo
[1a| |Accessibility of Call centre within 40 sec.1>= 95%(199.13%(199.00%(198.00%(197.67%! |
allAccessibility of Call centre within 40 sec.(1>= 95%(199.13%1(199.00%(198.00%(197.67%! ]
essibility of Call centre within 40 sec.[1>= 95%(199.13%[199.00%(198.00%(197.67%!
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%
99.00%1(198.00%197.67%!]
98.00%197.67%![]
97.67%0
[b[% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%[191.84%]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

Ac

o

—

OO00000From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
abgVe benchmark performance for the operators.
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By next working day[1>=90%0198.22%[194.82%(1100%198.76%!
alBy next working day[1>=90%[198.22%194.82%1100%198.76%![]
ext working day1>=90%1198.22%1194.82%(1100%(198.76%!
>=90%/198.22%1194.82%1100%(198.76%
98.22%1194.82%1100%198.76 %[
94.82%(1100%(198.76%L!
100%1(198.76% !
98.76%!]
Within 3 days([17100%(1100%198.53%100%1100%0
b/Within 3 days’1700%(1100%[198.53%1100%1100%L!
in 3 days([1700%(1100%(198.53%(1100%[1100%]
100%(1100%(198.53%1100%[1100%
100%10198.53%[1100%1100%L]
98.53%11100%1100%]
100%1100%![]
100%J
Fault repair (Rural & Hilly Area)(] (1 (1 [ [ []
30JFault repair (Rural & Hilly Area)(] (1 (1 [1 (] [
t repair (Rural & Hilly Area)(] (1 (1 () [ [J
goooo
oo
goo
oo

By next working day[1>=90%[INA[196.18%INALINAL
al 1By next working day(1>=90%[INA[196.18% [ INA[INA[]
ext working day(1>=90%[INA196.18%INACINAL
>=90%/ INA[196.18%INATINALI
NA[196.18% INALINAL
96.18%[INALINAL
NALNAD
NAL
Within 5 days[1700%(INA[199.72% INATINALI
b IWithin 5 days[17100%[INA[199.72% INALINAL
in 5 days(1700%[INA[199.72% INALINAL
100%INA199.72% INATINAL
NA[199.72% INALINAL
99.72% INALINAL
NALNAD
NAL
Rent rebate(] (1 [J (1 [0 [J
4 Rent rebate( (1 [1 (] [ [
rebate’] [1 [J [1 [ [
000

Fault pending > 3 days & <7 days [1Rebate for 7 days[ 1911010 10[]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
t pending > 3 days & <7 days [1Rebate for 7 days[ 1911001010}
Rebate for 7 days 191100101100
91010100
000000
0000
00
Fault Pending > 7 days & < 15 days [|Rebate for 15 days[ 13118288 10(10(]

b 1Fault Pending > 7 days & < 15 days [ Rebate for 15 days/ 13118288 10110(]
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within 4 weeks [ Within 4 weeks196.02% 1100%01100%(1100%!
Within 4 weeks196.02%1100%100%1100%]
96.02%!1100%(1100%1100%!]
100%1100%[1100% 0]
100%1100%![]
100%0
[Ja| |Period of refunds after resolution of complaints within 1 weeks( Within 1 week(145%(1100%(1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks [ Within 1 week 145% 1100%(1100%1100%!
Peripd of refunds after resolution of complaints within 1 weeks[ 1 Within 1 week 145%! 100%!(1100%![1100%!
Within 1 week(145%(1100%[1100%1100%!]
45%1100%1100%1100%
100%(1100%(1100%
100%1100%]
100%0]
19| |POI Congestionl <= 0.5%10011910J01]
911POI Congestionl <= 0.5%[101119110010(]
POl (Congestion( <= 0.5%101119110010(
<=0.5%101119110J0
00190100100
19010100
0000
(0N
[11p/Response Time to customer for assistance( ! [ [1 [] [1 [
100 /Response Time to customer for assistance(! [ [ [] [] []
Response Time to customer for assistancel] [J [J [J [ [J
ooooag
goon
goo
0o

[1a||Accessibility of Call centre within 40 sec.1>= 95%(198.26%199.17%(197.62%(198.50%! |
alJAccessibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%198.50%! |
essibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%!
>= 95%1198.26%199.17%(197.62%198.50%
98.26%1199.17%(197.62%198.50% ]
99.17%1197.62%(198.50%(]
97.62%1198.50%!
98.50%01
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%[197.40%(195.24%(192.21%!
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%
>=90%0193.00%197.40%(195.24%192.21%[]
93.00%(197.40%1195.24%(192.21%]
97.40%1195.24%(192.21%!]
95.24%1192.21%![]
92.21%0]
[11[1|-)Customer care (promptness in attending to customers' requests)( [ [1 [] [ [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ [
Customer care (promptness in attending to customers' requests)( | (1 [] (1 [] []

Ac

o

ooooo
oooo
000
0o
[Ja| | Termination / Closures( <= 7 Days[10.56% 199.02%!1100%1100%! !
aliTermination / Closures( <= 7 Days[10.56% 199.02% 100%![1100%!
nination / Closures!I<= 7 Days(10.56% 199.02% 100%!/1100%!
<=7 Days(10.56%!199.02%!100%1100%!]
0.56%199.02%!1100%[1100%!]
99.02%!/1100%1100%
100%1100%]

Te

=
=
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67%!]
99.00%1198.00%(197.67%!]
98.00%(197.67%!1
97.67%!]
(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%199.77%[191.84%
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%!(191.84°
1ge of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%(197.00%[199.77%(191.84%!]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

o000 00From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark

INL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car

ve benchmark performance for the operators.

0000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

00 0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

has

C|o 0 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all

13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar

benchmark performance for the operators.

13

“|0From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all tl

POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

benchmark performance for the operators.

0L
13

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran

be

chmark performance for the operators.

[JHrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOlIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.
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[1One Month Data Audit[]

e Month Data Audit|
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(N[ 'Name of Parameter Bench mark(]Airtel /BSNL[IRcom/[]Tatal’

S/NName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata
Name of Parameter /Bench mark([ | Airtel /BSNL[/Rcom/Tatal
Bench mark[ /Airtel I BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL [ /Rcom/ Tatal]

Rcom[Tatal

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 397



Telecommunications Consultants India Limited

ult

cri

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 398



Telecommunications Consultants India Limited

ult

pai

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 399



Telecommunications Consultants India Limited

ootHdogodd

0
all
By
ne
xt
wo
rki
ng
da
yl
>=
90
%
9
8.
22
%
9
4.
82
%
01
00
%
9
8.
76
%

08
2
2

%
09
4.
82
%
C1
00
%
09
8.
76
%

94
8
2

%
U1
00
%
L9

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 400



Telecommunications Consultants India Limited

thi
n
3
da
ys
01
00
%
o1
00
%
09
8.
53
%
o
00
%
o1
00
%
10
0
%
mh|
00
%
09
8.
53
%
o
00
%
o1
00
%
10
0
%

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 401



Telecommunications Consultants India Limited

R

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 402



Telecommunications Consultants India Limited

UooooO

OPEET U rzirzoR0L

< a
RS L6

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 403



Telecommunications Consultants India Limited

99.72% INALINAL
NALNAL
NALC
(14 1Rent rebatel] (1 [ (1 [] [
4 Rent rebate] [ [J (] [J [
Rent rebate] [ [1 [1 (] [J
opooo

[Ja| IFault pending > 3 days & <7 days [|Rebate for 7 days/ 19110110 10(]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
Fault pending > 3 days & <7 days [1Rebate for 7 days[19(1010010(]
Rebate for 7 days1911000100]
911010100
000000
0000
(0N
(bl IFault Pending > 7 days & < 15 days [1Rebate for 15 days(13118288 101100}
bFault Pending > 7 days & < 15 days [1Rebate for 15 days(1311828810100
Fault Pending > 7 days & < 15 days [/Rebate for 15 days[ 131828810110}
Rebate for 15 days( 1311828810101
3018288110100
82881101100
0000
(VN
e[ 1Fault pending > 15 days [1Rebate for one month(11138918100(
clFault pending > 15 days [ Rebate for one month(111138918(10110(]
Fault pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
1113891811011001
389181J01J00J
0000
(VN
[15[Mean time to Repair (MTTR)J<= 8 Hrs[13.891(15.0711.9314.07[]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
Mean time to Repair (MTTR) <= 8 Hrs(13.89115.07(11.93(14.0701
<= 8 Hrs13.89115.07111.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
[16] ICall Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%(158.00%!1
6. Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%(158.00%!
>=55% (CCR) &
>=75% (ASR)164.95%167.82%1183.68%158.00%!1
64.95%167.82%1183.68%158.00%
67.82%(183.68%(158.00%!
83.68%(158.00%
58.00%!]
[17|/Metering and billing credibility (Post-paid)(] (1 [J (1 [J [
7 Metering and billing credibility (Post-paid)(] (1 (1 () [] [J
Metering and billing credibility (Post-paid)C [J 1 [J (1 [
opooo
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8.50%!
97.62%1198.50%! ]
98.50%!

Ub% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%(195.24%192.21%]

b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%197.40%(195.24%[192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%197.40%(195.24%(192.21%]

>=90%193.00%197.40%195.24%192.21%1
93.00%1197.40%(195.24%1192.21%L1
97.40%195.24%192.21%!
95.24%1192.21%
92.21%L

C11jl1Customer care (promptness in attending to customers' requests) [J (1 [J [1 [

11Customer care (promptness in attending to customers' requests)[ | [ [] [1 [] []

Customer care (promptness in attending to customers' requests) (] [1 [J [] [ []

gooodg
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[la[| Termination / Closures( <= 7 Days(10.56% 199.02% 1100%!(1100%!]

alITermination / Closures| /<= 7 Daysl10.56% 199.02%!1100%!(1100%! |

Termination / Closures( <= 7 Days[10.56%199.02%!1100%1100%!

<=7 Days[10.56%199.02%1100%1100%!]
0.56%199.02%1100%1100%.]
99.02%100%100% !
100%100%0L
100%0L

Ub(] Time taken refunds deposit after closures(1100% within 60 days1100%[1100%1100%(1100%!(!

b1 Time taken refunds deposit after closures(1700% within 60 days/1100%!(1100%!1100%(1100%!

Time taken refunds deposit after closures1100% within 60 days1100%[1100%1100%[1100%![]

100% within 60 days(1100%[1100%[1100%(1100%!]
100%L1100%1100%1100%
100%L1100%1100%
100%L1100%L
100%0L

S/N[1Name of Parameter Bench mark(/Airtel[/ BSNL[/Rcom/(|Tatal!
Name of Parameter |Bench mark[]Airtel IBSNL [/ Rcom/ITatal
Bench mark[/Airtel I BSNL[/Rcom/]Tatal
Airtel I BSNL[/Rcom[ITata |
BSNL[IRcom/[Tatal!

Rcom[]Tatal
Tatal

[11{]No. of faults/100 subscribers /month[1<=5%[10%14%INP[10%!]

10No. of faults/100 subscribers /month1<=5%[10%[14%INP 0%

No| of faults/100 subscribers /month[1<=5%[10%14%[INP[10%!]

<=5%110%14%LNP10%[]
0%14%LINPLI0%L]
4%NPLU0%L
NPL0%L!
0%

[12[|Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &

>=75% (ASR)[163.62%!/168.08%183.22%(157.90%!
2(]Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%!/168.08%183.22%(157.90%!

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 411



Telecommunications Consultants India Limited

Ca
I
Co

ple
tio

Ra
tio

izu

tio

>=
55
%
(C
C
R)

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 412



Telecommunications Consultants India Limited

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 413



Telecommunications Consultants India Limited

ion

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 414



Telecommunications Consultants India Limited

ootHdogodd

all
Ac
ce
ssi
bili
ty
of
Ca
I
ce
ntr
e
wit
hin
40
se
c.
>

95
%
09
9.
13
%
09
9.
00
%
09
8.
00
%
09
7.
67
%

>=
95
%
09
9.
13
%
09
9.
00
Yo
9
8.
00

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 415



Telecommunications Consultants India Limited

cal

sw
er
ed

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 416



Telecommunications Consultants India Limited

by
op
er
at
or
(v
oic

to
voi
ce

wit
hin
60
se
c.
>
90
%
9
8.
04
%
9
7.
00
%
9
9.
77
%
9
1.
84
%

>=
90
%
09
8.
04
%
09
7.
00
Yo
9
9.
77
%
09
1.
84
Yo

08
0
4

%

Audit and Assessment of QoS for Q3-2011: Gujarat Circle Page 417



Telecommunications Consultants India Limited

[197.00%199.77%191.84% L1
97.00%01199.77%191.84%0
99.77%191.84%1
91.84%U

—

000000 From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
aboye benchmark performance for the operators.

OopooUFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

OopoFrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for a
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

O P From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all
hag |13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care parar
benchmark performance for the operators.

0| From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all t
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

OC|From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
13 |POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care paran
benchmark performance for the operators.

[1Hrom the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the |
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmarks for all the
PQOIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer care param
benchmark performance for the operators.

[1One Month Data Audit[]

One Month Data Audit(

[IS/IN/Name of Parameter Bench mark([JAirtel [ BSNL[IRcom[Tatal]

S/NIName of Parameter1Bench mark([]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter/Bench mark(Airtel IBSNL IRcom/[Tatal]
Bench mark[ /Airtel / BSNL[/Rcom/Tatal]

Airtel IBSNL[/Rcom[Tatal
BSNL _/Rcom/ Tata|
Rcom/[Tatall
Tatal

[J1[]No. of faults/100 subscribers /month1<=5%[11.88%(14.79%10.45%10.28%!]
10No. of faults/100 subscribers /month(1<=5%[11.88%(14.79%(10.45%10.28% ]
No| of faults/100 subscribers /month1<=5%11.88%114.79%(10.45%(10.28%!]
<=5%[11.88%14.79%(10.45%10.28%]
1.88%14.79%110.45%(10.28%!
4.79%1(10.45%10.28%!]
0.45%110.28%
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1182881011001
3018288110100
82881101100
0000
0
Fault pending > 15 days [1Rebate for one month 1113891810100
clFault pending > 15 days [ Rebate for one month(111138918(10110(]

t pending > 15 days [1Rebate for one month 1111389180100
Rebate for one month(11113891810010(
10138918010010(]
389181100100
oron
oLl

Mean time to Repair (MTTR)J<= 8 Hrs[13.89(15.0711.93114.07]
5(1Mean time to Repair (MTTR)[ /<= 8 Hrs[13.89115.07111.93114.07(]
n time to Repair (MTTR) <= 8 Hrs(13.89(15.0711.93114.07J
<= 8 Hrs13.89115.07(11.93114.07(]
3.89015.07111.93114.07(]
5.07111.93114.07(
1.93014.070)
4.070)
Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
6/ 1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%167.82%1(183.68%158.00%!
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)164.95%!167.82%1(183.68%158.00% !
>=55% (CCR) &
>=75% (ASR)164.95%167.82%!183.68%158.00% 1
64.95%167.82%1183.68%/158.00%
67.82%(183.68%(158.00%!
83.68%(158.00% !
58.00%!]
Metering and billing credibility (Post-paid)(] (1 [1 () [] [J
7 Metering and billing credibility (Post-paid)(] (1 [1 (] [] [J
2ring and billing credibility (Post-paid) [ 01 [J [ [
000

Disputed Bills over bills issued( /< 0.7%(10.10%(10.05%(10.04%110.00%! ]
alIDisputed Bills over bills issued < 0.1%/10.10%(10.05%(10.04%10.00%!]
uted Bills over bills issued( 1< 0.71%[10.10%(10.05%(10.04%(10.00%!]
<0.1%010.10%10.05%(10.04%(10.00%
0.10%(10.05%(70.04%(10.00%[
0.05%(10.04%(10.00%]
0.04%(10.00%]
0.00%
% of billing complaints resolved within 4 weeks 1 Within 4 weeks[196.02% 1100%!(1100%1100%!
8(1% of billing complaints resolved within 4 weeks( | Within 4 weeks[196.02%! 1100%[1100%1100%!
billing complaints resolved within 4 weeks(| Within 4 weeks196.02%1100%(1100%(1100%!
Within 4 weeks196.02%1100%1100%1100%]
96.02%11100%1100%1100%L!
100%1100%[1100% 0]
100%1100%![]
100%0
Period of refunds after resolution of complaints within 1 weeks( Within 1 week145%(1100%[1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks (| Within 1 week 145% 1100%!(1100%1100%!
bd of refunds after resolution of complaints within 1 weeks( 1 Within 1 week(145%! 100%1100%!(1100%! ]

Within 1 week145%(1100%[1100%[1100%L]
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tior} { Closuresl <= 7 Days(10.56%!199.02%!1100%!1100%!
<=7 Days10.56%99.02%[1100%100%L]
0.56%199.02%! 1100%[1100%!]
99.02%11100%1100%]
100%1100%![]
100%0

(b | Time taken refunds deposit after closures(1700% within 60 days 1100%!/1100%(1100%1100%!

b1 Time taken refunds deposit after closures(1100% within 60 days'1100%[1100%!(1100%1100%!

Time taken refunds deposit after closures( 1 100% within 60 days1100%(1100%1100%!/1100%!]

100% within 60 days(1100%[1100%[1100%[100%!]

100%(1100%(1100%1100%!1

100%(1100%(1100%

100%01100%0

100%!]

gdmpooog
oooood

ogoon

ooon

ood

O
U

S/NLIName of Parameter | Bench mark Airtel [ BSNL[/Rcom/ | Tata_
Name of Parameter /Bench mark([ | Airtel ' BSNL[/Rcom/Tatal
Bench mark[/Airtel ' BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL[/Rcom[ Tatal!

Rcom[Tatal]

Tatal!

[11[]No. of faults/100 subscribers /month[1<=5%[10%14%INP 0%/
1No. of faults/100 subscribers /month[1<=5%[10% 4% INP10%[]
No| of faults/100 subscribers /month[1<=5%[10%14%INP10%[]
<=5%10%14% NP 0%
0% 4% [INP 0%
4%[NPL0%0
NPL0%L
0%
12| |Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)(1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
63.62%(168.08%1183.22%(157.90%
68.08%183.22%157.90%
83.22%(157.90%!
57.90%!]

Ca

13| |POI Congestionl <= 0.5%(10011310J0"]
311POI Congestionl <= 0.5%[10111310010(]
POl ([Congestion( <= 0.5%10111310010(]
<=0.5%[101131010(]
00130100100
1300000
0000
0]
[141Response Time to customer for assistancell (1 [J [J [1 [J
4(1Response Time to customer for assistancel] (1 [1 [ [ []
Response Time to customer for assistancel] [J [J [J [ [J
ooooo
oooo
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stomer care parameters also indicate above benchmark performance for the operators.

(i

=)

A

n

[1One Month Data Audit![]

Month Data Audit[|

I S e R

01

No

2] |

Fa

=4

[Ja

By

Ub(|

Wit

03

Fal

S/INL/Name of Parameter |Bench mark /Airtel /BSNL[/Rcom[Tata_

S/NIName of Parameter1Bench mark(]Airtel /BSNL[IRcom[]Tatal]
Name of Parameter /Bench mark([Airtel IBSNL IRcom[Tatal]
Bench mark[/Airtel {BSNL_/Rcom/Tatal
Airtel IBSNL_/Rcom/Tatal
BSNL_/Rcom/ | Tata]

Rcom/[Tatall
Tatal|

INo. of faults/100 subscribers /month(1<=5%(11.88%14.79%(10.45%10.28%!]

of faults/100 subscribers /month1<=5%011.88%14.79%(10.45%(10.28%!
<=5%111.88%(14.79%(10.45%(10.28% !
1.88%(14.79%1(10.45%(10.28%!
4.79%!(10.45%(10.28%!
0.45%010.28%!
0.28%!
Fault repair (Urban Area)( [1 (] [1 (][]
2(1Fault repair (Urban Area)( (1 [1 [] [ [
It repair (Urban Area)(1 [J (1 () [] [
ooooaog
gogo
gog
oo
'|By next working day(1>=90%198.22%(194.82%!1100%(198.76%! ]
al By next working day([1>=90%10198.22%(194.82%(1100%(198.76%!(1
next working day(1>=90%(198.22%1194.82%!(1100%(198.76%
>=90%1198.22%(194.82%1100%198.76%! |
98.22%1194.82%1100%198.76%
94.82%1100%198.76%! ]
100%1(198.76% !
98.76%!]
Within 3 daysL! 100%1100%198.53%_100%.1100%_
bIWithin 3 days[1700%/1100%(198.53% 100%1100%!!
hin 3 daysL!100%1100%198.53%/100%100%_
100%(1100%1(198.53%! 1100%(1100%!]
100%0198.53%1100%1100%.
98.53%1100%1100%
100%01100%0
100%"J
"|Fault repair (Rural & Hilly Area)(] (1 (1 (1 (] [
3(JFault repair (Rural & Hilly Area)(] (1 [1 [ [ []
It repair (Rural & Hilly Area)( (1 (1 (1 [1 [
ooooaog
gogo
0oo0
0o

La

| |By next working day[1>=90%INA[196.18%INA[INA[
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ering and billing credibility (Post-paid) [J (1 [J (1 [
gpoog

[1a||Disputed Bills over bills issued( 1< 0.7%(10.10%10.05%(10.04%10.00%!(!

alDisputed Bills over bills issued( 1< 0.7%/10.10%(10.05%(10.04%10.00%!]

Disputed Bills over bills issued 1< 0.7%(10.10%(10.05%1(10.04%10.00%!]

<0.7%00.10%10.05%(10.04%10.00%_
0.10%10.05%10.04%0.00%_
0.05%10.04%10.00%_
0.04%10.00%
0.00%

[18] % of billing complaints resolved within 4 weeks1 Within 4 weeks[196.02%100%(1100%1100%

8(1% of billing complaints resolved within 4 weeks[1 Within 4 weeks196.02%!1100%(1100%(1100%!

% 0of billing complaints resolved within 4 weeks I Within 4 weeks(196.02%1100%(1100%[1100%!]

Within 4 weeks[196.02%100%L1100%1100%_
96.02%11100%(1100%(1100%
100%0L100%L1100% !
100%01100%0
100%0U

[1a||Period of refunds after resolution of complaints within 1 weeks[1Within 1 week(145%!1100%(1100%[1100%L[]

alPeriod of refunds after resolution of complaints within 1 weeks( Within 1 week 145%1100%(1100%1100%
nd of refunds after resolution of complaints within 1 weeks Within 1 week(145%![1100%(1100%(1100%![]
Within 1 week(145%!1100%(1100%1100%!
45%(1100%0100%1100%![
100%1100%[1100% 0]
100%1100%]
100%"J
POI Congestion( <= 0.5%[100119(10010(]
9(1POI Congestionl <= 0.5%10111910010(
Congestion( <= 0.5%[100119110010(]
<= 0.5%001900000)
00119000100
1900000
0000
00
"IResponse Time to customer for assistancel | [1 [1 [1 [ []
100 /Response Time to customer for assistance( ! [J (1 [J [] [
bonse Time to customer for assistancel] (1 [1 () [] [J
goooo
oooao

Accessibility of Call centre within 40 sec.[1>= 95%/198.26%!199.17%(197.62%198.50%
allAccessibility of Call centre within 40 sec.[1>= 95%(198.26%!199.17%(197.62%198.50%! |
>ssibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%
>=95%(198.26%1199.17%(197.62%198.50%
98.26%(199.17%1197.62%(198.50%
99.17%1197.62%(198.50%
97.62%(198.50% |
98.50%!]
% age of calls answered by operator (voice to voice) within 60 sec.1>= 90%(193.00%197.40%(195.24%(192.21%!]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[|>= 90%(193.00%(197.40%195.24%(192.21°

% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%

>=90%(193.00%1197.40%195.24%192.21%_
93.00%197.40%195.24%192.21%0
97.40%1195.24%192.21%

95.24%192.21% 1
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om/ | Tatal
Tatal |
[J1[|No. of faults/100 subscribers /month1<=5%[10% 4% NP 0%![]
10INo. of faults/100 subscribers /month(1<=5%[10%14%INP10%![]
NoJ of faults/100 subscribers /month1<=5%[10%14%INP 0%}
<=5%110%14%INP10%!]
0%[14%[INP[10%!]
4%[INPT10%!]
NP(10%!]
0%/
[12||Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
2(1Call Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)[163.62%168.08%183.22%(157.90%!1
Completion Ratio (CCR) & Answer to Seizure Ratio (ASR)[1>=55% (CCR) &
>=75% (ASR)(163.62%!168.08%(183.22%157.90%! |
>=55% (CCR) &
>=75% (ASR)[163.62%!168.08%(183.22%157.90%! |
63.62%168.08%1183.22%(157.90%! !
68.08%(183.22%157.90%! |
83.22%(157.90%! |
57.90%! ]

Cal

13| |POI Congestionl <= 0.5%(10011310J0"]
31POI Congestionl <= 0.5%[1011310010(
POl (Congestion( <= 0.5%10111310010(]
<=0.5%101130J00]
0011300000
1300000
0000
(0N
(14| |Response Time to customer for assistance(] [1 [1 [] [] [
411Response Time to customer for assistance] [J [ [1 [J [J
Response Time to customer for assistancel ) (1 [J (1 [] []
goooo
goon
goo
oo
[1a| |Accessibility of Call centre within 40 sec.1>= 95%(199.13%(199.00%(198.00%(197.67%! |
allAccessibility of Call centre within 40 sec.(1>= 95%(199.13%1(199.00%(198.00%(197.67%! ]
essibility of Call centre within 40 sec.[1>= 95%(199.13%[199.00%(198.00%(197.67%!
>=95%0199.13%199.00%(198.00%197.6 7%
99.13%(199.00%1198.00%(197.67%
99.00%1(198.00%197.67%!]
98.00%197.67%![]
97.67%0
[b[% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%[197.00%(199.77%191.84%!(]
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[198.04%(197.00%(199.77%(191.84¢
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(198.04%197.00%(199.77%[191.84%]
>=90%10198.04%1197.00%(199.77%191.84%!
98.04%(197.00%1199.77%(191.84%!]
97.00%1199.77%(191.84%!]
99.77%(191.84%!1
91.84%!]

Ac

o

—

OO00000From the 3 days live data audit, it was observed that all the basic telephone service providers meet the benchmark
BSINL has 13 POIs with more than 0.5% congestion. The call completion rate is good for all the operators. The customer car
abgVe benchmark performance for the operators.
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By next working day[1>=90%0198.22%[194.82%(1100%198.76%!
alBy next working day[1>=90%[198.22%194.82%1100%198.76%![]
ext working day1>=90%1198.22%1194.82%(1100%(198.76%!
>=90%/198.22%1194.82%1100%(198.76%
98.22%1194.82%1100%198.76 %[
94.82%(1100%(198.76%L!
100%1(198.76% !
98.76%!]
Within 3 days([17100%(1100%198.53%100%1100%0
b/Within 3 days’1700%(1100%[198.53%1100%1100%L!
in 3 days([1700%(1100%(198.53%(1100%[1100%]
100%(1100%(198.53%1100%[1100%
100%10198.53%[1100%1100%L]
98.53%11100%1100%]
100%1100%![]
100%J
Fault repair (Rural & Hilly Area)(] (1 (1 [ [ []
30JFault repair (Rural & Hilly Area)(] (1 (1 [1 (] [
t repair (Rural & Hilly Area)(] (1 (1 () [ [J
goooo
oo
goo
oo

By next working day[1>=90%[INA[196.18%INALINAL
al 1By next working day(1>=90%[INA[196.18% [ INA[INA[]
ext working day(1>=90%[INA196.18%INACINAL
>=90%/ INA[196.18%INATINALI
NA[196.18% INALINAL
96.18%[INALINAL
NALNAD
NAL
Within 5 days[1700%(INA[199.72% INATINALI
b IWithin 5 days[17100%[INA[199.72% INALINAL
in 5 days(1700%[INA[199.72% INALINAL
100%INA199.72% INATINAL
NA[199.72% INALINAL
99.72% INALINAL
NALNAD
NAL
Rent rebate(] (1 [J (1 [0 [J
4 Rent rebate( (1 [1 (] [ [
rebate’] [1 [J [1 [ [
000

Fault pending > 3 days & <7 days [1Rebate for 7 days[ 1911010 10[]
allFault pending > 3 days & <7 days [1Rebate for 7 days 19101010
t pending > 3 days & <7 days [1Rebate for 7 days[ 1911001010}
Rebate for 7 days 191100101100
91010100
000000
0000
00
Fault Pending > 7 days & < 15 days [|Rebate for 15 days[ 13118288 10(10(]

b 1Fault Pending > 7 days & < 15 days [ Rebate for 15 days/ 13118288 10110(]
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within 4 weeks [ Within 4 weeks196.02% 1100%01100%(1100%!
Within 4 weeks196.02%1100%100%1100%]
96.02%!1100%(1100%1100%!]
100%1100%[1100% 0]
100%1100%![]
100%0
[Ja| |Period of refunds after resolution of complaints within 1 weeks( Within 1 week(145%(1100%(1100%1100%!
al|Period of refunds after resolution of complaints within 1 weeks [ Within 1 week 145% 1100%(1100%1100%!
Peripd of refunds after resolution of complaints within 1 weeks[ 1 Within 1 week 145%! 100%!(1100%![1100%!
Within 1 week(145%(1100%[1100%1100%!]
45%1100%1100%1100%
100%(1100%(1100%
100%1100%]
100%0]
19| |POI Congestionl <= 0.5%10011910J01]
911POI Congestionl <= 0.5%[101119110010(]
POl (Congestion( <= 0.5%101119110010(
<=0.5%101119110J0
00190100100
19010100
0000
(0N
[11p/Response Time to customer for assistance( ! [ [1 [] [1 [
100 /Response Time to customer for assistance(! [ [ [] [] []
Response Time to customer for assistancel] [J [J [J [ [J
ooooag
goon
goo
0o

[1a||Accessibility of Call centre within 40 sec.1>= 95%(198.26%199.17%(197.62%(198.50%! |
alJAccessibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%198.50%! |
essibility of Call centre within 40 sec.[1>= 95%(198.26%(199.17%(197.62%(198.50%!
>= 95%1198.26%199.17%(197.62%198.50%
98.26%1199.17%(197.62%198.50% ]
99.17%1197.62%(198.50%(]
97.62%1198.50%!
98.50%01
[1b[|% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%(193.00%[197.40%(195.24%(192.21%!
b(1% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%[193.00%(197.40%195.24%(192.21°
% age of calls answered by operator (voice to voice) within 60 sec.[1>= 90%/193.00%197.40%(195.24%192.21%
>=90%0193.00%197.40%(195.24%192.21%[]
93.00%(197.40%1195.24%(192.21%]
97.40%1195.24%(192.21%!]
95.24%1192.21%![]
92.21%0]
[11[1|-)Customer care (promptness in attending to customers' requests)( [ [1 [] [ [
1101Customer care (promptness in attending to customers' requests) () [1 (] [] [ [
Customer care (promptness in attending to customers' requests)( | (1 [] (1 [] []

Ac

o

ooooo
oooo
000
0o
[Ja| | Termination / Closures( <= 7 Days[10.56% 199.02%!1100%1100%! !
aliTermination / Closures( <= 7 Days[10.56% 199.02% 100%![1100%!
nination / Closures!I<= 7 Days(10.56% 199.02% 100%!/1100%!
<=7 Days(10.56%!199.02%!100%1100%!]
0.56%199.02%!1100%[1100%!]
99.02%!/1100%1100%
100%1100%]

Te

=
=
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