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1 INTRODUCTION

1.1 About TRAI

TRAI's mission is to create and nurture conditions for growth of telecommunications in the country in a
manner and at a pace that will enable India to play a leading role in the emerging global information
society. One of the main objectives of 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 been issuing regulations, order and directives to deal with
the issues or complaints raised by the operators as well as the consumers. These regulations, order and
directives have helped to nurture the growth of multi operator multi service - an open competitive
market from a government owned monopoly. Also, 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.

TRAI initiated a regulation - The Standards of Quality of Service of Basic Telephone Service (Wire line)
and Cellular Mobile Telephone Service Regulations, 2009 (7 of 2009) dated 2o0thMarch, 2009, the
"Standards of Quality of Service for Wireless Data Services Regulations, 2012 dated 4™ March 2012, and
the "Quality of Service of Broadband Service Regulations", 2006 (11 of 2006) dated 6th January, 2006 that
provide the benchmarks for the parameters on customer perception of service to be achieved by service

provider.

In order to assess the above regulations, TRAI has commissioned a third party agency to conduct the
audit of the service providers and check the performance of the operators on the various benchmarks

set by Telecom Regulatory Authority of India (TRAI).

1.2 OBIJECTIVES

The primary objective of the Audit module is to -
e Audit and Assess the Quality of Services being rendered by Basic (Wireline), Cellular Mobile
(Wireless), and Broadband service against the parameters notified by TRAI. (The parameters of
Quality of Services (QoS) have been specified by in the respective regulations published by
TRAI).
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1.3 COVERAGE

The broadband audit was conducted in Orissa circle. For BSNL, a geographical spread among the
SDCAs and POPs was maintained. For other operators, the audit was conducted for all SDCAs at overall
level.
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1.4 AUDIT PROCESS

As per TRAI guidelines, the Wireline Audit for a circle is conducted for one quarter once every year.
e The operators have been assimilated as per TRAI guidelines given in QoS tender document
2015 and latest list of licensees provided by TRAI.
e IMRB auditors contacted the following wireline operators to conduct the audit in ORISSA for
the JAS’ 2016 quarter.

Name of Operator

BSNL

o The PMR was generated from the raw data pertaining to July, August and September 2016
(JAS16), which was collected from the operator during the audit conducted in the month of
October 2016.

e Live calling and 3 day live measurement activity was carried out during the month of
September 2016. The data considered for live calling was for the month prior to the month in
which the live calling activity was being conducted. For example, data of August 2016 was

considered for live calling activity conducted in September 2016.

S W

TRAI @

Telecom Regulatory Authority of India
4 Organisation)

(1S/1S0 9001-2008 Certifie



TRAI Audit Wireline Report- Orissa Circle | JAS Quarter-2016

1.5 FRAMEWORK USED

Audit Actvities

Live Calling

PMR Reports

B Fault incidence/
repair
e 3 Day Live Measurement o Billing Complaints

Customer Care
Response time

Quarterly PMR

1.5.1 PMR REPORTS - SIGNIFICANCE AND METHODOLOGY

The significance of PMR or Performance Monitoring Reports is to assess the various Quality of Service
(QoS) parameters involved in the Basic (Wireline) telephone services, which indicate the overall health
of service for an operator. The operators submit these PMR reports to TRAI time to time as per
instructions from TRAI.

To verify the QoS performance of the operators, TRAI has appointed IMRB as their auditor in East Zone
to conduct QoS audit of operators. The steps involved in the audit have been given below.

The IMRB auditors inform the operators about the audit schedule in advance. Accordingly,
the auditors visit the operator premises to conduct the audit.

During TRAI audit, raw data is extracted from the operator’s server/ NOC/ exchange/ OMC/
customer service center/ billing center etc. by the IMRB auditor with assistance from the
operator personnel in order to generate PMR reports (Network/ Fault/ Billing /Customer

Service).

All the calculations are done by IMRB auditors to generate a new PMR report from that raw
data.

The newly generated PMR reports are then taken in hard copy, duly signed by the competent
authority of operators. IMRB auditors also sign the same report.
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The raw data extracted is then used to generate PMR reports in the following formats.

% Quarterly PMR
% 3 Day Live Measurement Data

Let us understand these formats in detail.

1.5.1.1 QUARTERLY PMR REPORT — PARAMETERS REVIEWED

The main purpose of quarterly PMR report is to verify the following key QoS parameters on quarterly
basis as per the methodology stated above in section 1.4

e Fault incidence/clearance related statistic

e Mean Time to Repair (MTTR)

e POI (Point of Interconnection) Congestion

e Metering and billing credibility

e Resolution of billing complaints

e Customer care promptness

e Time taken to refund of deposits after closure

1.5.1.2 3 DAY LIVE MEASUREMENT — METHODOLOGY AND PARAMETERS REVIEWED

The main purpose of 3 day live measurement is to evaluate the following parameters on intraday basis.
The auditors visit the sample exchanges (in case of BSNL) and main exchanges (in case of other
operators) to collect the 3 day live data for the following parameters

e POI (Point of Interconnection) Congestion

While the quarterly PMR report provides an overall view of the performance of QoS parameters, the 3
day live data helps looking at intraday performance on the above given parameters. All the calculations
are then done on the basis of that raw data of 3 days.

1.5.1.3 TCBH - SIGNIFICANCE AND SELECTION METHODOLOGY

As per QoS regulations 2009 (7 of 2009), Time Consistent Busy Hour” or “TCBH” means the one hour
period starting at the same time each day for which the average traffic of the resource group concerned
is greatest over the days under consideration and such Time Consistent Busy Hour shall be established
on the basis of analysis of traffic data for a period of ninety days.

Step by step procedure to identify TCBH for an operator:

P4
TRAI brys

Telecom Regulatory Authority of India
(1S/1S0 9001-2008 Certified Organisation)



TRAI Audit Wireline Report- Orissa Circle | JAS Quarter-2016

Day wise raw data is fetched from the operator's
OMCR and kept in a readable format (preferably MS-
Excel). Data for a period of go days is used to identify
TCBH.

The 9o day period is decided upon the basis of month
of audit. For example, for audit of September 2016,
the 9o day period data used to identify TCBH would
be the data of July, August & September 2016.

For each day, the hour in which average traffic of the
resource group concerned is greatest for the day will
be the 'Busy Hour' for the operator.

The modal frequency of the busy hour is calculated
for 9o days period and the hour with highest modal
frequency will be considered as TCBH for the
operator.

During audit, the auditors identified from the raw data that the TCBH for the operators in JAS16 was
the time period as given below.

1.5.2 LIVE CALLING - SIGNIFICANCE AND METHODOLOGY

The main purpose of live calling is to verify the performance of following parameters by doing test calls
to the subscribers/ specific numbers.

e Fault clearance

e Resolution of billing complaints

e Response time to the customer for assistance
e Level1services

The process of conducting live calling has been stated below.

< 2
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The IMRB auditor visits the operator premises such as main exchanges/ OMC/ customer service
center etc. to do live calling. The operators provide the raw data of customer complaints (billing)
from the preceding month and also the list of customer service numbers to be verified through
live calling

IMRB auditors then make live calls to a random sample of subscribers from the raw data
provided to verify the resolution of complaints

The auditors also verify the performance of call center and level 1 services by calling the numbers
using operator's wireline network

Let us now discuss the methodology of live calling for each parameter in detail.

11.5.2.1 FAULT CLEARANCE

Live calling for fault clearance is done to verify the following.

e Fault repair by next working day - for both Urban and Rural Exchanges
e  Fault repair within 5 working days — Urban Exchanges

e  Fault repair within 7 working days - Rural Exchanges

%  Auditors request the operator to provide the database of all the subscribers who reported Faults
in one month prior to IMRB auditor visit

% Calls are made to up to 10% or 100 complainants, whichever is less, per service provider or in
case of BSNL, if there are more than 1 SDCAs selected for the sample, 10% or 30 complainants
per sample SDCA by randomly selecting from the list provided by operator.

%  Auditors check and record whether the fault was corrected within the timeframes as mentioned

in the benchmark

Benchmark:

e  Fault repair by next working day (Urban Exchanges): =>85%
e Fault repair by next working day (Rural Exchanges): =>75%
e  Fault repair within 5 working days (Urban Exchanges): =100%

e Fault repair within 7 working days (Rural Exchanges): =100%

10

< 2

TRAI
Telecom Regulatory Authority of India

(1S/1S0 9001-2008 Certified Organisation)



TRAI Audit Wireline Report- Orissa Circle | JAS Quarter-2016

1.5.2.2 RESOLUTION OF BILLING COMPLAINTS

Live calling is done to verify Resolution of billing complaints within stipulated time. The process for this

parameter is stated below.

%  Auditors collected the data from operators system of all the subscribers who reported billing
complaints in one month prior to IMRB auditor visit. In case of BSNL, data for the complaints
from the subscribers belonging to the sample exchanges is requested specifically

% A sample of 10% or 100 complainants, whichever is less, is selected randomly from the list
provided by operator

% Calls are made by auditors to the sample of subscribers to check and record whether the

complaint was resolved within the timeframes as mentioned in the benchmark.
Benchmark:

98% complaints resolved within 4 weeks, 100% complaints resolved within 6 weeks

1.5.2.3 RESPONSE TIME TO CUSTOMER FOR ASSISTANCE

Live calling is done to verify response time for customer assistance is done to verify the performance of

call center in terms of

% Calls getting connected and answered:
% % age of calls answered by operator / voice to voice) within go seconds: In 95% of the cases or

more
The process for this parameter is stated below.

% Overall sample size is 100 calls per service provider per circle at different points of time, evenly
distributed across the selected exchanges — 50 calls between 1000 HRS to 1300 HRS and 50 calls
between 1500 HRS to 1700 HRS.

% Time to answer the call by the operator was assessed from the time interviewer pressed the
requisite button for being assisted by the operator.

% All the supplementary services that have any kind of human intervention are to be covered

here. It also includes the IVR assisted services.

1.5.2.4 LEVEL 1 SERVICE

Level 1is used for accessing special services like emergency services, supplementary services, inquiry
and operator-assisted services. Level 1 Services include services such as police, fire, ambulance
(Emergency services). Test calls were made from operator network to test the accessibility and
efficiency of Level 1 services on an operator’s network.

A minimum of 300 test calls were made per service provider in the quarter. In case of BSNL, calls were
equally distributed among SDCAs (Short Distance Charging Area) visited for the purpose of live calling.

~ W
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In JAS'16, IMRB has conducted the live calling to the list of Level 1 services provided by TRAI as per the
NNP (National Numbering Plan).

1.5.2.4.1 PROCESS TO TEST LEVEL 1 SERVICES

On visiting the operator’s premises (Exchange/Central Server etc.), auditors ask the operator
authorized personnel to provide a list of Level 1 services being active in their service. The list
should contain a description of the numbers along with dialing code.

Operators might provide a long list of L1 services. To identify emergency L1 service numbers,
auditors check if there is any number that starts with code 10’ in that list. If auditors find any
emergency number in addition to the below list, that number is also tested during live calling.
On receiving the list, auditors verify it if the below given list of numbers are active in the
service provider’s network.

If there are any other additional numbers provided by the operator, auditors also do live calling
on those numbers along with below list.

If any of these numbers is not active, then we would write the same in our report, auditors
write in the report.

Post verifying the list, auditors do live calling by equally distributing the calls among the
various numbers and update the results in the live calling sheet.

Police Call Alart | Crime Branch)
101 Fire 1091 Women Helpline
102 Ambulance 1097 National AIDS Helpline to NACO
104 Health Information Helpline 1099 Central Accident and Trauma Services (CATS)
108 Emergency and Disaster Management Helpline 10580 Educationa & Vocational Guidance and Counselling
138 All India Helpine for Passangers 10589 Maother and Child Tracking ( MCTH)
149 Public Road Transport Utility Service 10740 Central Pollution Control Board
181 Chief Minister Helpline 10741 Pollution Control Board
182 Indian Railway Security Helpline 1511 Police Related Service for all Metro Railway Project
1033 Road Accident Management Service 1512 Prevention of Crime in Railway
Public Grievance Cell DoT Hg as Telecom Consumer ) )
1037 . ) 1514 Mational Career Service|NCS)
Grievance Redressal Helpline'
1056 Emergency Medical Services 15100 Free Legal Service Helpline
106X State of the Art Hospitals 155304 Municipal Corporations
1063 Public Grievance Cell DoT Hg 155214 Labour Helpline
1064 Anti Corruption Helpline 1903 Sashastra Seema Bal (SSB)
1070 Relief Commission for Matural Calamities 1909 Mational Do Mot Call Registry
1071 Air Accident Helpline 1912 Complaint of Electricity
1072 Rail Accident Helpline 1916 Drinking Water Supply
1073 Road Accident Helpline 1950 Election Commission of India
1077 Control Room for District Collector
12 A {
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1.5.3 AUDIT METHODOLOGY

As per audit tender, following table explains the audit methodology for Basic (Wireline) services. Here,
a YES signifies that the mentioned parameter gets audited by the given audit method (PMR/ Live
Measurement/ Live Calling).

S1. . . g
No Parameters PMR Live measurement Live calling
. Fau!t 1pc1dence/clearance related YES
statistic
|- Total number of faults registered YES
per month
- Fault repair by next working day
12 (Urban and Rural) YES YES
- Fault repair within 5 working
1.3.1 days (Urban) YES YES
- Fault repair within 7 working
13.2 days (Rural) YES YES
14 Mean Time to Repair (MTTR) YES
4 POI Congestion YES YES
s Meterlpg and billing credibility - YES YES
postpaid
51 Meter.lng and billing credibility - YES YES
prepaid
6 Customer service promptness YES
Processing closure request
6.1 YES
; Response time to customer YES
- While call is getting connected and YES YES
answered
3 Wh.11e call is answered by operator YES YES
(voice to voice)
8 Level 1 Services YES
9 Time taken to refund of deposits YES
after closure

The audit methodology for each parameter has been explained along with the findings of same.

13
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1.5.4 MEASUREMENT METHODOLOGY

As per audit tender, following table explains the measurement methodology in terms of time period

consideration for various parameters involved in audit of Basic (Wireline) services.

S1. .
No Parameters Averaged over a period
1 Fault incidence One Quarter
. Total number of faults registered One Quarter
per month
Fault repair by next working day
2 (Urban and Rural) One Quarter
Fault repair within 5 working days
1.3.1 (Urban) One Quarter
Fault repair within 7 working days
1.3.2 (Rural) One Quarter
14 Mean Time to Repair (MTTR) One Quarter
4 | POI Congestion One Month
s Meterlpg and billing credibility - One Billing Cycle
postpaid
51 Meter'mg and billing credibility - One Quarter
prepaid
6 Customer care promptness One Quarter
61 Processing closure request One Quarter
; Response time to customer One Quarter
- While call is getting connected and One Quarter
answered
While call is answered by operator
72 (voice to voice) within 9o seconds One Quarter
3 Time taken to refund of deposits One Quarter
after closure

14
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1.6 SAMPLING METHODOLOGY
= For BSNL, sampling include all exchanges, including rural and urban exchanges, in 10% of
SDCAs in the licensed service area or 10 SDCAs, whichever is more for the purpose of audit, live
calling and live measurement.
=  For Reliance and Vodafone audit was conducted in centralized exchange.

= The sampling plan for BSNL was finalized as per TRAI guidelines. The details of exchange list

are given below

Audit for BSNL has been conducted on the basis of data pertaining to sample SDCAs and exchanges.

1.6.1.1 SDCA SELECTED AS PER SAMPLING PLAN - BSNL

ORISSA
SDCA

DHENKANAL
PURI
BHUBANESWAR
RAYAGADA
ROURKELA
SAMBALPUR
BALASORE
BHADRAK
BERHAMPUR
BOLANGIR
JAJPUR ROAD

Name of Operator

BSNL

Reliance

1.7 COLOUR CODE TO READ THE REPORT

Not Meeting the benchmark
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The objective assessment of Quality of Service (QoS) carried out by IMRB gives an insight into the
overall performance of various operators in the ORISSA circle, with a parameter wise performance
evaluation as compared to TRAI benchmark.

2.1 PMR (PERFORMANCE MONITORING REPORT) DATA - JAS’16

Faults incidences [ No. of faults/100

= 798
Subs./month) - averaged for the quarter
% of faults repaired by next working day Z 85% (Urban) 3258% MA
% of faults repaired within 5 days 100% (Urban) 91.98% MA
Percentage of faults repaired by next workin
- PSRN - *75% (Rural) NA NA
day during the quarter
Percentage of faults repaired within 7 days
; 100% (Rural) NA NA
during the quarter
Faults pending for> 3days and =7 days Rent rebate of 7 days NA HA
Faults pending for > 7 days and 215 days Rent rebate of 15 days NA MA
Faults pending for > 15 days Rent rebate of 1 month NA MA
Mean Time to Repair (MTTR) <10Hrs 2757 A
No. of POIs with congestion > 0.5% =0.5% 0.00% 0.00%
I'u'!etetlng and |JI||I.I'IE credibility - Number of i
bills disputed during the quarter
Resolution of hilling complaints within 4 > aa% NA NA
Percentage com plalntls resolved within & NA N&
weeks of date of receipt
Period of applying credit / waiver =1 week NA MA
Closure within 7 days 100% 96.12% MA
R o mp
efund. of deposits within 60 days of closure 13 10% NA
of service
Response time to customer for assistance BSNL m
% age calls getting connected and answered z95% 95.21% 98.83%
Percentage of calls answered by the > 95% 99.37% 08 46%

operators (voice to voice) within 90 seconds

NA: Not Applicable

Reliance does not have any faults registered.
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2.1.1 FAULT INCIDENCE / CLEARANCE STATISTICS

All the operators met the benchmark for fault incidence except BSNL.

All the operators met the benchmark of fault repair within next day in urban areas except BSNL. BSNL
did not have faults registered in rural areas.

All the operators met the benchmark for the Mean time to repair (MTTR).

Rent rebate not applicable as all faults were repaired within stipulated time for the operators.

Note: - Reliance did not receive any fault complaint during the audit period

‘2.1.2 POI (POINT OF INTERCONNECTION) CONGESTION

All operators met the benchmark by reporting 0% POIs with congestion.

‘2.1.3 METERING AND BILLING CREDIBILITY

All the operators met the benchmark for metering and billing credibility.

‘2.1.4 RESOLUTION OF BILLING COMPLAINTS

All operators met the benchmark for resolution of billing complaints within 4 weeks and for resolution
of billing complaints within 6 weeks. There were no complaints registered in this period.

‘2.1.5 PERIOD OF APPLYING CREDIT/ WAIVER

NA: No cases where credit/ waiver were required during the audit period.

‘2.1.6 CLOSURE WITHIN 7 DAYS

All operators met the benchmark for the parameter except BSNL.

‘2.1.7 RESPONSE TIME TO CUSTOMER FOR ASSISTANCE

All operators met the TRAI benchmark in terms of number of IVR calls being connected and answered.

The benchmark of 95% of voice to voice calls answered within stipulated time of 9o seconds for all
operators.

2.1.8 REFUND OF DEPOSIT WITHIN 60 DAYS FROM CLOSURE

BSNL did meet the benchmark for refund of deposit within 6o days from closure.

NA: Did not have any closure request during the audit period. No refunds applicable.

&
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2.2 3 DAY LIVE MEASUREMENT

Parameters Benchmarks m

POI Congestion =05% 0.00% 0.00%

‘2.2.1 POI (POINT OF INTERCONNECTION) CONGESTION

All operators met the benchmark by reporting 0% POIs with congestion.

2.3 LIVE CALLING

Fault Repair/ Clearance

% of faults repaired by next working day #85% (Urban) 81.60% NA

Percentage cases where faults were repaired

. #75% (Rural MNA NA&
by next working day Bl
% of faults repaired within 5 days 100% (Urban) 88.19% NA
Percentage cases where faults were repaired

100% (Rural) MA MA

H
=5
£
=
~
oy
-
=

Resolution of billing complaints

Resolution of billi laints within 4
weeks
P t laint ved within 6
ercentage compl m.sresc- ed within ) o
weeks of date of receipt

Response time to customer for assistance

% age calls getting connected and answered #95% 100.00% 100.00%

% age call answered by operator in 90 seconds £95% 96.00% 98.00%

Level 1 Services

% age calls made to Level 1 services getting > 0% 00 90

=1]
=
£
m
H
i)
[=9

‘2.3.1 FAULTS REPAIR/ CLEARANCE

All operators met the benchmark of fault repair within next day and within 5 days in urban areas,
except BSNL.

NA: Reliance does not have presence in rural areas.

2.3.2 RESOLUTION OF BILLING COMPLAINT

During live calling, for BSNL and Reliance were not conducted as there were no complaints reported for
the operator in the audit period.
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‘2.3.3 RESPONSE TIME TO CUSTOMER FOR ASSISTANCE

During live calling, it was observed that all operators met the benchmark of %age calls answered by
operators in 9o seconds.

‘2.3.4 LEVEL 1 SERVICES

All operators met the benchmark for Level 1 services. The details of live calling have been provided in
the annexure.
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3 CRITICAL FINDINGS - JAS’16

Fault Incidence/ Clearance Statistic/ POI

e  All the operators met the benchmark for fault incidence. Except BSNL

e  All the operators met the benchmark of fault repair within next day in urban areas except
BSNL.

e All the operators met the benchmark for the Mean time to repair (MTTR).
e Rent rebate not applicable as all faults were repaired within stipulated time for the operators.

Note: - Reliance did not receive any fault complaint during the audit period
Metering and billing credibility.

o  All the operators met the benchmark for metering and billing credibility.
Resolution of Billing Complaints

e All operators met the benchmark for resolution of billing complaints within 4 weeks and for
resolution of billing complaints within 6 weeks. There were no complaints registered in this
period.

NA: No cases where credit/ waiver were required during the audit period.
Response time for customer assistance

e All operators met the TRAI benchmark in terms of number of IVR calls being connected and
answered.

e The benchmark of 95% of voice to voice calls answered within stipulated time of 9o seconds for
all operators.

Refund of deposit within 6o days from closure

¢ BSNL did meet the benchmark for refund of deposit within 6o days from closure.

NA: Reliance did not have any closure request during the audit period. No refunds applicable.
.Live Calling

e All operators met the benchmark of fault repair within next day and within 5 days in urban
areas. Except BSNL.

NA: Reliance does not have presence in rural areas.

e  During live calling, for BSNL and Reliance were not conducted as there were no complaints
reported for the operator in the audit period.

e During live calling, it was observed that all operators met the benchmark of %age calls
answered by operators in 9o seconds.

e All operators met the benchmark for Level 1 services. The details of live calling have been
provided in the annexure.
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4 PARAMETER EXPLANATION AND DETAILED FINDINGS -

COMPARISON BETWEEN PMR AND LIVE CALLING/ MEASUREMENT
DATA

4.1 FAULT INCIDENCE/ CLEARANCE RELATED SERVICES

4.1.1 PARAMETER EXPLANATION

4.1.1.1 DEFINITION

Fault Incidence: This parameter quantifies the number of faults registered per 100 subscribers/ per
month for a wireline service provider in a quarter.

Fault Clearance/Repair: This parameter quantifies the number of faults repaired within a stipulated
period of time (within a day, within 5 days - urban, within 7 days - rural) in the quarter

Mean Time to Repair (MTTR): It is the average of total time taken to repair for all faults reported in a
quarter

14.1.1.2 AUDIT PROCEDURE

IMRB Auditors to verify and collect data pertaining to number of fault received and also number of
faults cleared at the service provider’s level in the following time frames:-
%  Number of faults cleared within 24 hours (Urban & Rural)
Number of cleared in more than 1 day but less than 5 days (Urban)
Number of cleared in more than 5 days but less than 7 days (Urban)
Number of cleared in more than 1 day but less than 7 days (Rural)

Number of cleared in more than 7 days but less than 15 days (Urban & Rural)

& & & & F

Number of cleared in more than 15 days (Urban & Rural)

The mean time to repair (in hours) is also calculated by averaging the total time of repair for each

customer.
Live calling: -

% Live calling was done to verify the following
o Fault repair by next working day - for both Urban and Rural Exchanges
o Fault repair within 5 working days - Urban Exchanges
o Fault repair within 7 working days - Rural Exchanges
% Auditors ensured that the operator provided a list of all the subscribers who reported Faults in

one month prior to IMRB auditor visit
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% Calls are made to up to 10% or 100 complainants, whichever is less, per service provider or in
case of BSNL, if there are more than 1 SDCAs selected for the sample, 10% or 30 complainants
per sample SDCA by randomly selecting from the list provided by operator.

% Auditors checked and recorded whether the fault was corrected within the timeframes as

mentioned in the benchmark

4.1.1.3 COMPUTATIONAL METHODOLOGY

The calculation methodology (given below) as per QoS regulations 2009 (7 of 2009) was followed for
calculating fault related parameters.

Fault Incidence:

Fault incidences — No. of faults /100 subscriber/month =
Total number of faults in the Quarter (3 months) 100

Total No. of DELs at the end of the Quarter 3

Here, DEL or Direct Exchange Line would be the subscribers of wireline services.

MTTR (Mean Time to Repair):

Mean Time to Repair = sum of duration of each repair time in hours for
all the fault incidences in a Quarter (3 months)
Total number of fault incidences in a Quarter
(3 months)

14.1.1.4 BENCHMARK

% Total number of faults registered per month: <=5 complaints per 100 subscribers
% Fault repair:

o Fault repair by next working day (Urban Exchanges): >=85%

o Fault repair by next working day (Rural Exchanges): >=75%

o Fault repair within 5 working days (Urban Exchanges): =100%

o Fault repair within 7 working days (Rural Exchanges): =100%

% Mean Time to Repair: <=10 hours
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4.1.2 DETAILED FINDINGS - FAULT INCIDENCE

B .
TRAI Benchmark < 7 Fault incidence

150 T

10.0 +

NA

No. of faults per 100 subscribers per
month

BSNL Reliance

HBSNL B Reliance

Data Source: Operations and Maintenance Center (OMC) of the operators
All operators met the benchmark for fault incidence.

Reliance does not have any faults registered.

4.1.3 DETAILED FINDINGS - FAULT REPAIR BY NEXT DAY (URBAN)

TRAI Benchmark = 85% Fault repair by next working day - Urban
g 100% -
g 90% - o
> 80%
o 70%
g 60%
©
e S 50%
~ w 40%
w &S
= = 30%
8 g 20%
o 10% NA NA
8 0% f |
[=
9 BSNL Reliance
o
(-
™ Audit Results for Fault repair H Ljve calling for fault repair

Data Source: Operations and Maintenance Center (OMC) of the operators

All operators met the benchmark of fault repair within next day in urban areas as per audit, except
BSNL did not meet during PMR Audit and Live.

Reliance does not have any faults registered.
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4.1.1 DETAILED FINDINGS - FAULT REPAIR BY NEXT DAY (RURAL)

TRAI Benchmark 2 75% Fault repair by next working day (Rural)
100% -

80% -+
B0% = < & e
40% +
20% -+

NA NA NA NA
0% ;

BSNL Reliance

Percentage faults repared by next
working day

M Audit Res ults for Fault repair M Live calling for fault repair

Data Source: Operations and Maintenance Center (OMC) of the operators

BSNL and Reliance did not have faults registered in rural areas.

NA: Does not have network presence in rural and hilly areas.

4.1.2 FINDINGS - FAULT REPAIR WITHIN FIVE WORKING DAYS (URBAN)

TRAI Benchmark = 100% Fault repair within five working days day - Urban

e

'g .i 0

2 80% +

wn X

55 60% +

(o]

& 3

&2 40% T

£ c

S .= 20%

- NA NA

[s) - |
o3z 0% }
BSNL Reliance
M Audit Results for Fault repair M Ljve calling for fault repair
Data Source: Operations and Maintenance Center (OMC) of the operators
All operators met the benchmark. Except BSNL
Reliance does not have any faults registered.
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4.1.1 FINDINGS - FAULT REPAIR WITHIN SEVEN WORKING DAYS (RURAL)

TRAI Benchmark = 100%

80% T

60% I

40% +

20% T
NA NA

Fault repair within seven working days (Rural)
100% T == o e oo

NA

0%
BSNL

Percentage faults repaired within seven
working days

M Audit Res ults for Fault repair

M Livecalling for fault repair

Reliance

Data Source: Operations and Maintenance Center (OMC) of the operators

NA: Does not have network presence in rural and hilly areas.

4.1.2 DETAILED FINDINGS - MEAN TIME TO REPAIR

TRAI Benchmark < 10 hrs

50.00
45.00 +
40.00 +
35.00 -+

30.00

E25.00

220.00
15.00
10.00

5.00

Mean time to repair

0.00

BSNL

HBSNL

H Reliance

Reliance

Data Source: Operations and Maintenance Center (OMC) of the operators

BSNL did not meet the benchmark for the parameter.

Reliance does not have any faults registered.
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4.2 METERING AND BILLING CREDIBILITY

4.2.1 PARAMETER EXPLANATION

All the complaints related to billing as per clause 3.7.2 of QoS regulation of 20™ March, 2009 were

covered. The types of billing complaints covered are listed below.

% Payments made and not credited to the subscriber account

% Payment made on time but late payment charge levied wrongly

% Double charges

% Charging for toll free services

% Local calls charged/billed as STD/ISD or vice versa

% Calls made disputed

%  Credit agreed to be given in resolution of complaint, but not accounted in the bill
% Charging for services provided without consent

% Charging not as per tariff plans

% Overcharging or undercharging

In addition to the above, any billing complaint which leads to billing error, waiver, refund, credit, or any

adjustment is also considered as a valid billing complaint for calculating the number of disputed bills.

4.2.1.1 AUDIT PROCEDURE

IMRB Auditors to verify and collect data pertaining to -

% Number of Billing complaints received at the service provider’s level

% Last billing cycle stated should be such that due date for payment of bills must be beyond the
date when this form is filled.

% Include all types of bills generated for customers. This could include online as well as other
forms of bills presentation including printed bills

&  Billing complaint is any of written complaint/ personal visit/ telephonic complaint related to:
Excess metering/ wrong tariff scheme charged, Payment made in time but charged penalty/ not
reflected in next bill, Last payment not reflected in bill, Adjustment/ waiver not done, Anything
else related to bills, Toll free numbers charged etc.

%  Billing complaints resolution database, with opening and closing date of complaint to identify
the time taken to resolve a complaint
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Live calling:

% Auditors request the operator provided the database of all the subscribers who reported billing
complaints in one month prior to IMRB auditor visit. In case of BSNL, data for the complaints
from the subscribers belonging to the sample exchanges is requested specifically

% A sample of 10% or 100 complainants, whichever is less, is selected randomly from the list
provided by operator

% Calls are made by auditors to the sample of subscribers to check and record whether the

complaint was resolved within the timeframes as mentioned in the benchmark.
Benchmarks:

% 98% complaints resolved within 4 weeks, 100% complaints resolved within 6 weeks

24.2.1.2 COMPUTATIONAL METHODOLOGY — METERING AND BILLING CREDIBILITY

The calculation methodology (given below) as per QoS regulations 2009 (7 of 2009) was followed to
calculate incidence of billing complaints.

Billing complaints (%) = total number of disputed bills X 100
total number of bills issued during one billing cycle.

% *Operator to include all types of bills generated for customers. This would include
printed bills, online bills and any other forms of bills generated

% **Billing complaints here shall include only dispute related issues (including those that
August arise because of a lack of awareness at the subscribers’ end). It does not include
any provisional issues (such as delayed dispatch of billing statements, etc.) in which
the operator has opened a ticket internally.

TRAI Benchmark: <= 0.1%
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24.2.1.3 METERING AND BILLING CREDIBILITY — AUDIT FINDINGS

TRAI Benchmark < 0.1% Metering and Billing Credibility

0.00% < = = = = = = = .
0.09%
0.08% +
0.07%
0.06% -+
0.05% T
0.04% -+
0.03%
0.02% +
0.01% T 0.00% 0.00%
0.00% : |
BSNL Reliance

Percentage bills disputed

® Audit Results for Billing performance

Data Source: Billing Center of the operators

All operators met the benchmark for the parameter.

24.2.1.4 COMPUTATIONAL METHODOLOGY — RESOLUTION OF BILLING COMPLAINTS

% Calculation of Percentage resolution of billing complaints

The calculation methodology (given below) as per QoS regulations 2009 (7 of 2009) and TRAI
guidelines (Received on Sep 08, 2016) was followed to calculate resolution of billing complaints.

Resolution of billing complaints within 4 weeks:

%age of billing complaints (for post-paid customers)/ charging, credit &
validity (for pre-paid customers) resolved within 4 weeks =

number of billing complaints for post-paid

customers /charging, credit/ validity complaints for
pre-paid customers resolved within 4 weeks

during the quarter X 100

number of billing/charging, credit / wvalidity complaints received
during the quarter

LJ
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Resolution of billing complaints within 6 weeks:

%age of billing complaints (for post-paid customers)/ charging, credit &
validity (for pre-paid customers) resolved within 6 weeks =

number of billing complaints for post-paid
customers/charging, credit/ validity complaints for
pre-paid customers resolved within 6 weeks

during the quarter X 100

number of billing/charging, credit / validity complaints received
during the quarter

o **Billing complaints here shall include only dispute related issues (including those that
August arise because of a lack of awareness at the subscribers’ end). It does not include
any provisional issues (such as delayed dispatch of billing statements, etc.) in which
the operator has opened a ticket internally. Complaints raised by the consumers to
operator are only considered as part of the calculation.

& *** Date of resolution in this case would refer to the date when a communication has taken
place from the operator’s end to inform the complainant about the final resolution of the issue
/ dispute.

Benchmark: 98% complaints resolved within 4 weeks, 100% within 6 weeks.

24.2.1.5 RESOLUTION OF BILLING COMPLAINTS — AUDIT FINDINGS

TRAI Benchmark =98% Resolution of billing complaints-4 Weeks
- 00 .
- it
)]
(]
3
< 75% T
£
©
[}
% 50% +
w
()]
S
w
a 25% T
©
o
(]
& NA NA NA NA
E 0% }
2 BSNL Reliance
&
B Audit Results for Billing performance B Live calling results for resolution of billing complaints

NA: Not Applicable: Zero complaints
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TRAI Benchmark =100% Resolution of billing complaints-6 weeks
100% == 7T T T T T T T T T T T T T oo o oo
(-}
£
0, 4
b 75%
2
2
g P 50%
)]
20
8§ 3 25% +
()
& NA NA NA NA
€ 0% :
g BSNL Reliance
a
M Audit Results for Billing performance B Live calling results for resolution of billing complaints

NA: Not Applicable: Zero complaints

24.2.1.6 COMPUTATION METHODOLOFY - PERIOD OF APPLYING CREDIT WAIVER

This parameter measures whether all refunds in the form of credit/ waiver/ adjustment are made within
7 days from the date of resolution of complaint.

S Computational Methodology:

%  Period of applying credit waiver = (number of cases where credit waiver is applied
within 7 days/ total number of cases eligible for credit waiver) * 100

S TRAI Benchmark:
% Period of applying credit waiver within 7 days: 100%
S Audit Procedure:
% Operator to provide details of:-
»  Dates of applying credit waiver to all the eligible cases.

»  Dates of lodging the request for applying credit waiver for all eligible
cases
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4.3 RESPONSE TIME TO CUSTOMER

4.3.1 PARAMETER EXPLANATION

Following two sub-parameters are covered for this parameter:

% Accessibility of Call Centre: The percentage of calls getting connected and answered by the call
center. Not more than 5% calls shall encounter busy signal, no reply or any other failure in
getting connected to the IVR.

% % age of calls answered by operators (voice to voice) within stipulated time: Not more than 5%
calls shall encounter busy signal, no reply or any other failure in getting connected to the call
center executive.

4.3.1.1 AUDIT PROCEDURE

% IMRB auditors collect the data for time taken to connect a customer’s call both to the IVR as
well as to a customer care executive.
%  All the supplementary services that have any kind of human intervention are to be covered

here. It also includes the IVR assisted services.

Live calling:

% Overall sample size was 100 calls per service provider per circle at different points of time,
evenly distributed across the selected exchanges - 50 calls between 1000 HRS to 1300 HRS and
50 calls between 1500 HRS to 1700 HRS.

% Time to answer the call by the operator was assessed from the time interviewer pressed the
requisite button for being assisted by the operator.

& All the supplementary services that have any kind of human intervention are to be covered

here. It also includes the IVR assisted services.

4.3.1.2 COMPUTATIONAL METHODOLOGY

% Percentage of calls answered in a specified time = (Total no. of calls answered within

that specified time / Total no. of calls dialed for a particular service)*100

14.3.1.3 BENCHMARK

% % age of calls getting connected and answered: In 95% of the cases or more.
% % age of calls answered by operator / voice to voice) within go seconds: In 95% of the cases or

more

° =
31 ~ ¢
TRAI sne
Telecom Regulatory Authority of India
(1S/150 90012008 Cartified Organisation)



TRAI Audit Wireline Report- Orissa Circle | JAS Quarter-2016

4.3.2 CALLS GETTING CONNECTED AND ANSWERED

TRAI Benchmark = 95% Calls getting connected and answered
100.00% 100.00%

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Percentage calls answered

BSNL Reliance

M Audit results for customer care M Live calling results for customer care

All operators met the TRAI benchmark in terms of number of IVR calls being connected and answered.

4.3.3 CALL ANSWERED BY OPERATOR WITHIN 90 SECONDS

TRAI Benchmark = 95% Call Answered by Operator within 90 seconds
0 .00¢

100% 96.00% 98.00%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

BSNL Reliance

Percentage calls answered in 60
seconds

M Audit results for customer care B Live calling results for customer care (Voice to Voice)

Data Source: Customer Service Center of the operators

The benchmark of getting 95% of voice to voice calls answered within stipulated time of go seconds was
not met by BSNL during live calling.
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4.4 CUSTOMER CARE PROMPTNESS

4.4.1 PARAMETER EXPLANATION

4.4.1.1 AUDIT PROCEDURE
IMRB Auditors collected and verified data pertaining to -
Processing of closure request (Following key points were taken care of while verifying the data)

% The operator includes all Requests for volunteer Permanent Closure and External (shifts to
other exchanges) Shift requests received at their exchange.

DNP (due to Non - payment) cases are excluded.

All holidays are excluded for calculating 7 days.

Closure requests attended in the previous months are excluded

& & & F

The period for closure starts from the time of submission of application by the subscriber.

14.4.1.2 BENCHMARK

% Processing of closure request: Less than 7 days

4.4.2 FINDINGS - CLOSURE REQUEST ATTENDED IN 7 DAYS

TRAI Benchmark 2 95% Closure Request Attended in7 days

96.12%

100% ~
90%
80%
70%
60%
50%
40%
30%
20%
10%

Percentage requests attended

NA

0% T
BSNL Reliance

Data Source: Customer Service Center of the operators

NA: The parameter is not applicable for Reliance as there were no closure requests made during the
audit period.

BSNL did not meet the benchmark.
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4.5 TIME TAKEN TO REFUND DEPOSIT AFTER CLOSURE

4.5.1 PARAMETER EXPLANATION

14.5.1.1 AUDIT PROCEDURE
IMRB Auditors verified and collected data pertaining to -

% Cases requiring refund of deposits after closure are to be included.

% Time taken starts from the date on which the closure is made by the service provider and ends
at the date on which refund is received by the customer

4.5.1.2 COMPUTATIONAL METHODOLOGY

% Percentage of cases where refund has been made within stipulated time = (Total no. of
cases where refund was made within stipulated time/ Total no. of cases requiring
refunds)*100

4.5.1.3 BENCHMARK

% Time taken to refund =100% within 60 days

4.5.2 FINDINGS - REFUND OF DEPOSIT AFTER CLOSURE WITHIN 60 DAYS

TRAI Benchmark =100% . el e
’ Refund of deposit after closure within 60 days

B 100% 4 ——
©

o

((-]

£ 75%

©

[}

2

o

§ 50% -

w

2

© 25% -

()]

bo

(]

0% - T
BSNL Reliance

Data Source: Customer Service Center of the operators
NA: Does not have any closure request during the audit period. No refunds applicable.

BSNL did not meet the benchmark.
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ANNEXURE - JAS’16

5.1 FAULT INCIDENCE / CLEARANCE STATISTIC

Audit Results for Fault repair
BSNL | Reliance |
Faults incidences (Urban) =7 B30 MA

Fauit repair (Urban areas) BSNL | _Reliance |
Total No. of faults registered during the quarter 3764 NA

No. of faults repaired by next working day during the
= g A = 2855 NA

guarter
Percentage of faults repaired by next working da

. - #e v & S5 ZB5% 32.58% MNA
during the quarter
No. of fa 5 days during the quarter 2061 MA
Percentage of faults repaired within 5 days during the
guarter 2 NA

Fault repair (Rural & Hilly areas) BSNL m

d wit

Total No. of faults registered during the gquarter NA MNA

No. of faults repaired by next working day during the NA NA

guarter

Per-f:entage of faults repaired by next working day P - -

during the quarter

No. of faults re| d within 7 days during the quarter MNA A
Its repal

ults re i
centage of fau ed within 7 days during the G - -
guarter

Rent rebate BSNL | Refiance |

No. of cases with faults pending for >5 days and <7 days A MNA

Out of these number of cases where rent rebate for 7

. NA NA
days was given
Percentage of cases where rent rebate for 7 days was
. 100% MA MA
given
No. of cases with faults pending for >7 days and =15
MA NA

days

Out of these number of cases where rent rebate for
2 NA MA
15 days was given
Percentage of cases where rent rebate for 15 days was
S 100% NA MNA

No. of cases with faults pending for 215 days A MNA

Out of these number of cases where rent rebate for
. MNA NA
30 days was given
Percentage of cases where rent rebate for 30 days was
S 100% MA MA

MTTR (Urban + Rural) BSNL | Reliance

Mean time taken to repair the fault in hours <10 Hrs 27.57 MNA
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Live calling for fault repair

Total Number of calls made _—

Number of cases where faults were repaired by next

: 235.00 MNA
working day
Percentage cases where faults were repaired by next S
working day -
Number of cases where faults were repaired within 5

254.00 MNA

days
Percentage cases where faults were repaired within 5
days

Fault Repir (Rural & Hlly areas)

Total Number of calls made --
MA MA

Number of cases where fauls were repaired by next
working da

Percentage cases where faults were repaired by next »75% --
working da -

N e : o

umber of cases where faults were repaired within 7 NA NA

days

Percentage cases where faults were repaired within 7

--
ays

Data Source: Operations and Maintenance Center (OMC) of the operators

5.2 POl CONGESTION

Audit Results for POl Congestion - Consolidated

POI congestion
Traffic failed on all POI's (Average of 3 months) =0.5% _—

POI congestion
No. of POls not meeting benchmark (Avg. of 3 months) _—
Total number of working POIs [Avg. of 3 months)

Data Source: Network Operations Center (NOC) of the operators

Live measurement results for POl congestion

POI congestion
Traffic failed on all POI's =0.5% _—

POI congestion
Total number of working POls _—
No. of POls not meeting benchmark : 12

Data Source: Network Operations Center (NOC) of the operators
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5.3 METERING AND BILLING CREDIBILITY

Audit Results for Billing performance
Billing Performance
Billing diputes

Total bills generated during the quarter _—
Total number of bills disputed _—
Percentage bills disputed [Average of 3 billing cycles) =01% _—

Resolution of hilling complaints

Total number of billing/charging complaints

Total complaints resolved in 4 weeks from date of

receipt
Percentage complaints resolved within 4 weeks of
date of receipt

Total complaints resolved in 6 weeks from date of
receipt

Percentage complaints resolved within &6 weeks of
date of receipt

Data Source: Billing Center of the operators

Period of applying credit / waiver
No. of complaints resolved in favour of the customer
during the quarter
No. of complaints disposed on account of not
considered as valid complaints

Percentage cases in which credit/waiver was received
within 1 week

Number of cases resolved in 6 weeks
Percentage cases resolved in 6 weeks

Data Source: Billing Center of the operators

Live calling results for resolution of billing complaints

Resolution of billing complaints
o om
S T

Total complaints resolved in 6 weeks from date of

receipt

Percentage complaints resolved within 6 weeks of
date of receipt

NA: - Not applicable, there were no complaint received during the period of audit.
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5.4 RESPONSE TIME TO THE CUSTOMER FOR ASSISTANCE

Audit results for customer care

Customer Care Assessment BSNL m

Total no. of call attempts to call centre / customer care

1109250 36980
nos.
No. of calls connected and answered successfully to call
1100517 36548
centre [ customer care nos.
Percentage of calls getting connected and answered
Z295% 99.21% 98.83%

i
g
=3

Audit results for customer care (voice to voice)

Total no. of call attempts to call centre / customer care
. . 94374 36980
[voice to voice)
No. of calls connected and answered successfully to call
893731 36409
centre [ customer care nos.
Percentage of calls answered by the operators [voice
Z295% 99.32% 93.46%

to voice) within 90 seconds [Avg of 3 months)

Live calling results for customer care

Customer Care Assessment BSNL m
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Percentage calls getting connected and answered Z95% 100.00% 100.00%

Live calling results for customer care (Voice to Voice)

|_Benchmark | BSNL__| _Reliance
100
98
98.00%

Customer Care Assessment
500
Total Number of calls answered within 90 seconds 480

Percentage calls answered within 90 seconds Z95% 96.00%
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5.5 CUSTOMER CARE - PROMPTNESS IN ATTENDING CUSTOMER REQUEST

Audit Results for Closure Requests

Closure Requests BNL__ | Reliance _
NA
NA
NA
NA

Total no. of requests received for Closures 387
Total no. of requests for dosures attended within 7 o
days

Percentage of requests for closures attended within 7

-

96.12%

days

Total no. of requests for dosures not attended or

Data Source: Customer Service Center of the operators
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5.6 TIME TAKEN FOR REFUND OF DEPOSITS AFTER CLOSURE

Audit results for refund of depaosits

Refnd | Benchmark | BsML m
Total number of cases requiring refund of deposits

Total number of cases where refund was made within
19.00 MNA
&0 days
Percentage cases in which refund was receive within
&0 days 12.10% NA

Data Source: Billing Center of the operators

5.7 LIVE CALLING FOR LEVEL 1 SERVICES

Live calling for level 1 services

mm
149300 29900
200% 95 9967%

Data Source: Live calling conducted by auditors from operator’s network

BSNL
. . Not Calls Calls
Level 1 Number Type of Service Working Workingl|l Madel | Connected
100 Police Y 18 18
101 Fire N
102 Ambulance Y 18 17
104 Health Information Helpline Y 18 17
Emergency and Disaster
108 Managgem\ént Helpline N
138 All India Helpline for Passengers Y 18 17
149 PubI_ic Road Transport Utility N
Service
181 Chief Minister Helpline
182 Indian Railway Security Helpline Y 17 17
1033 Road Accident Management Service Y 18 18
Public Grievance Cell DoT Hq as
1037 'Telecom Consumer Grievance N
Redressal Helpline'
1056 Emergency Medical Services N
106X State of the Art Hospitals N
1063 Public Grievance Cell DoT Hq N
1064 Anti Corruption Helpline N
1070 EITE .Cf)mmission for Natural v 18 18
Calamities
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1071 Air Accident Helpline Y 18 17
1072 Rail Accident Helpline Y 17 17
1073 Road Accident Helpline N
1077 Control Room for District Collector N
1090 Call Alert ( Crime Branch) Y 17 17
1091 Women Helpline Y 17 17
1097 National AIDS Helpline to NACO Y 18 17
Central Accident and Trauma
1099 Services (CATS) N
10580 Educational &Vocational Guidance N
and Counselling
10589 Mother and Child Tracking ( MCTH) N
10740 Central Pollution Control Board Y 18 18
10741 Pollution Control Board N
1511 Po!ice Relatgd Service for all Metro N
Railway Project
1512 Prevention of Crime in Railway Y 17 17
1514 National Career Service(NCS) N
15100 Free Legal Service Helpline Y 18 17
155304 Municipal Corporations N
155214 Labour Helpline N
1903 Sashastra Seema Bal (SSB) N
1909 National Do Not Call Registry Y 17 17
1912 Complaint of Electricity N
1916 Drinking Water Supply N
1950 Election Commission of India Y 18 17
Reliance
Level 1 Number Type of Service Working WoNrclﬁng I\izllise Co::ellsted
100 Police Y 19 8
101 Fire N
102 Ambulance N
104 Health Information Helpline Y 19 7
Emergency and Disaster
108 Managgemznt Helpline Y 19 !
138 All India Helpline for Passengers N
149 Publ'ic Road Transport Utility N
Service
181 Chief Minister Helpline N
182 Indian Railway Security Helpline Y 19 8
1033 Road Accident Management Service Y 19 7
Public Grievance Cell DoT Hq as
1037 'Telecom Consumer Grievance N
Redressal Helpline'
1056 Emergency Medical Services N
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106X State of the Art Hospitals N

1063 Public Grievance Cell DoT Hq Y 19 8

1064 Anti-Corruption Helpline N

1070 Relief .Cf)mmlssmn for Natural N
Calamities

1071 Air Accident Helpline N

1072 Rail Accident Helpline Y 19 7

1073 Road Accident Helpline Y 19 7

1077 Control Room for District Collector N

1090 Call Alert ( Crime Branch) Y 19 8

1091 Women Helpline N

1097 National AIDS Helpline to NACO Y 19 7

Central Accident and Trauma
1099 Services (CATS) N

Educational & Vocational Guidance

10580 and Counselling N
10589 Mother and Child Tracking ( MCTH) N
10740 Central Pollution Control Board Y 18 7
10741 Pollution Control Board N
1511 Po!ice Relatgd Service for all Metro v 19 7
Railway Project
1512 Prevention of Crime in Railway Y 19 7
1514 National Career Service(NCS) N
15100 Free Legal Service Helpline Y 18 7
155304 Municipal Corporations N
155214 Labour Helpline N
1903 Sashastra Seema Bal (SSB) N
1909 National Do Not Call Registry N
1912 Complaint of Electricity Y 18 7
1916 Drinking Water Supply N
1950 Election Commission of India Y 18 7
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5.8 EXCHANGE CAPACITY AND SUBSC