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TRAI - Functions

Functions:

EITf?\-IEhTUT T TAAT T The Authority’s mission is to
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ensure that
»>the interests of consumers

are protected and at the
same time to nurture
conditions for growth of
telecommunications,

broadcasting and cable
services in a manner and at
a pace which will enable
India to play a leading role
in the emerging global
information society.
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e Functions:
3297 &I YT T & For achieving these
g(f objectives
> ;Iliﬁali{mﬁéw|aﬁqqaqmqq§ > Authority issues from
CIGE L] R 2 : :
2 A time to time
a7 feenfaden & SRy it o
AT & ToreTanT SATeTheg regulations, |r§c |9ns,
39T I gITeg orders or guidelines
[dheyd, et 3R 3T with focus on providing
oTdedl CARCEIER S consumer with

P & | adequate choice, tariffs

and high quality of
service.
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Acquiring a New
Connection

o 3UMFAT H1GeTh c&drdalt (AT, e Consumers can take a

Ugdled &l AT 3R 9d o
YHTOT) bl STHT hlad & diG fohdl
fSshr 313ecie ar vaer & ATSIH
T Th FoldUed o Thd &

o ThAT dAcadh H AHGA & AT
R, IUHAFT Bl Teh YRFEH Hlad

connection through the sales
outlet or agents after
submitting necessary
documents (Photograph,
Proof of Identity and Proof
Of Address)

T fohe (TEIS) UereT $Hr Srue e At the time of enrolment into

a hetwork the consumer will be

Start-up Kit

‘.f[‘\ﬁ\’ -
ey, ) Sim Card

provided with a start up kit

S - @ Mobile Number

"~ - _ =] Information about the type of
|§Iu connection- prepaid or post-paid

£—1

* [=]ll Information about Consumer

Care Number
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Vouchers

e TRAI has standardized four

types of vouchers.

» Plan Voucher : To enrol
into a tariff plan

» Top Up Voucher :
Offers only Monetary
Value

>

» Combo Voucher :
Offers Monetary value
& Tariff benefits
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Vouchers

Upon activation of SIM in case
of prepaid connection, the
consumers have to buy Top Up
Voucher or Combo Voucher to
add money to their account and
they can change the tariff for
any item by purchasing a Special
Tariff Voucher. Also they can
change the tariff plan by
purchasing a Plan Voucher.

All service providers offering
prepaid services should at least
offer top up voucher of Rs.10/-.
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Information

€O consumers

On activation of the
voucher : Consumer will
receive details through
SMS according to the
type of voucher
activated about

- Amount charged
- Validity
* Details of tariff and

- Benefits specific to
the vouchers
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Information
to consumers

Usage Information
After every call / every
session of data usage/
after VAS activation :
consumer will receive
details through SMS or
USSD about

* Duration

* Charges deducted
and

* Balance in account
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Information about
the account of the
consumer

/=T & SR H A toll-free code is available

SR 9TCd

ol
& folT T e W
IS 3T g

+ el TS Yoeh ToTeT]
. WTd H 3TTstT AWITA

. 3 A8 AFaT T
Hisha P IS e
CIBGESGILY

for obtaining information
about

- Tariff plan opted

Balance available in the
account

- Value Added Services

activated on his/her
number



Past Usage details in respect of
pre-paid mobile connections

pre-paid

- 4

« YUS 3ITAFAT UST 6 °

Aglr &1 fordr o 3@m™
& [T @®ar yeramst 4
B, THTATY, UI3IRTY,
kel AR Jdvoyg Jar3i
%‘i%rtfd-lqldﬂuzrcm’ma?r

gTed Y T T

Call Charges

MNo. of SMS

VAS

PRS services
Roaming Charges
Amount Charged

Prepaid consumers
can get itemized
usage for calls, SMS,
PRS, data and VAS
services from the
service providers for
any period of the past
6 months.



Complaint Redressal

Establishment of Complaint Centre

COMPLAINT CENTRE

Complaint Centre is opemn

8 O"chock im the mmorming
to 12 O “clock at miidnight
ore all days of thhe wealk.

R / #id dX 4 T&F9H
Y| SIHY FEAU fA:eeh gl
grcd Y - [afAse giehe a&a
ma?ﬁrcuwmaaﬁfr
- Zlche TEIAT, UoilehoT Y
FlTﬂEFB-ﬁTW AT &
ﬁvaﬂTaxr%aTéeraﬁraﬁraﬁ
TR gaT A

e ad & AT & dIC,

39MSFaT &l Ush 3R TgUATH
% ATEIH § FhAad fear smuem|

Approach the Complaint / Call
Centre . The numbers are toll-
free.

Obtain - unique docket number

SMS information to customer -
docket number, date and

time of registration,
the probable time limit for
resolution and also completion
of action.

After  resolution of the
complaint, the consumer will
be informed through another
SMS.
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Complaint
Resolution

The consumers can monitor
the status of their complaint
through a “web based
complaint monitoring
system” established by the
service provider.

The consumers can visit the
portal — www.tccms.gov.in -
which facilitates locating the
“Consumer Care Number”,
“General Information
Number”, contact details of
the complaint centre and
Appellate Authority of the

service provider.
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Appellate
Authority

= |f the consumer is not

satisfied with the
resolution he can
approach the appellate
authority of the service
provider. Such appeals
will have to be disposed
of within 39 days.
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fhe, Har Yerar &
dadrse 3R 3odonr  fashr
gl TR 3T &
fordr 3o &l eR—T A
& fIT A Yooh 7l

3UAIFAT 5-Hel a1 thad
Ir 3l oh ATEIH AT
T ST T AT hid Hel
& AIHA ¥ fhdr de

Pl SR Y ohdl &

Appellate
Authority

Details are available in the
Start-up Kit, website of
the Service Provider and
their sales outlets

No fee for filing an Appeal

Consumer may file an
Appeal through e-mail or
fax or post or in person or

through call centre
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gRATNT fRar =T §
. dId Hel HI Uga-

AT (FAlAd > 95%)
3R

« MRS SdRT 90

Fhs & MR e
IS Pl (AT &
Jmare) &1 gfaerd
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Benchmarks for

call centre

Benchmarks have

been

defined for

Accessibility of call

centre (benchmark 2
95%) and

Percentage of calls
answered by the
operators (voice to
voice) within 90

seconds (benchmark 2
95% )
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Benchmarks for
GLE:IGED call centre

TRAI

- ¢rs TAfgA amges dar = TRAI Regulations
& fhdr AeRY & a1d prescribe the level of

core - 1Y JEIF[\ =0 the menu (third level)
TAX (QFﬁ?T ) I for talking to a customer
THTRT A & care executive.

n §'§I§ IMET & JEAd = TRAI is closely
Hr I IR monitoring performance
h{

g 3R 3+ of operators and audits
el I oI@IaIeTr their performance.

CRG] %-| ‘ = Financial disincentives
« Al HI 1 Fl?f ol for not meeting
q¥ fdcalT gdicargeT| benchmark.
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Mobile
Number

Portability

The mobile consumer can move
from one service provider to
another service provider within
the same area retaining the
existing number by Mobile
Number Portability (MNP).

For Postpaid consumers,
outstanding Bill should be less
than Rs 10/-

For Pre-paid consumer, the
balance amount of talk time, if
any, at the time of porting will
lapse.



TRAI

Mobile Number
Portability

(ﬁvnﬁwmaﬁm

gic $T AR §) 399
PORT  XXXXXXXXXX I
1900 &I THUATH

THUATH A Flh Jgddrd
qifear IS () 9o o
(STET XXXXXXXXXX 10 37ehi &l
ASTS & &)

Obtain Unique Porting Code
(UPC) by sending SMS (from the
mobile number you want to port)

PORT XXXXXXXXXX to 1900

( Where XXXXXXXXXX is the 10
digit mobile number)
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UNIQUE

REGISTRATION
NUMBER

Customer Care Executive
confirms your registration in

PROVIDER CUSTOMER
PREFERENCE REGISTER

« I OE ¥ avg Avi- e Fully Blocked Category-

AT m fl’?»l‘r / To block all commercial
TOUHATH Hl sclich Il & ToIT Calls/SMS

o NMAF TT T 3r9%g Avil- * Partially Blocked Category-

%ﬂg{'wf' I 23? ;Zfﬁ To block all
gy oo et/ Calls/SMS except SMS from

THUATH Sl sclich hlal & ToU one of the  opted
preferences

commercial
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o it T W Haeg Aot

START<space>0 &l 1909 3hl
TIUATH Y

o  HITAF TT F 3195 A0A-

3CTEIUT: hdol o fehdl e Terd STTeTehILY

qTCd el o TolT,

START<space>1 &l 1909 3hl
THUATY &y

1. SfehaT, ST, e 3curg 3R *fse

IS

2. 3T @Fqfca 3. e 4. Tareey

5. ST c|+colif3ﬂTa13Fr
6. TAR, THROT, AARSTT 31 3MEET
7. QAT

Unsolicited Commercial

Communications

WW*{O‘I aTell Gal
$Y IS 3TATST Hiet F AT, 140

TREH Bl ATell 3Tl HEAT AWl |

e Fully Blocked Category-
SMS START<space>0 to 1909
e Partially Blocked Category-

Ex: for receiving only banking
related information, SMS

START<space>1 to 1909

1.Banking, Insurance,
Products &Credit Card

2. Real Estate 3.Education 4.
Health

5. Consumer goods and Automobiles

Financial

6. Communication, Broadcasting,
Entertainment and IT

7. Tourism

e Separate numbering series
starting with 140, for voice calls
made by registered telemarketers.
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g IS ATged Toilehul &
7 7 & 9 ofr @
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*1909 ST Hh AT
THUATY 33T™T Fleh

UCC Complaints
Registration

If a customer receives UCC
even after 7 days of
registration, he can
register a complaint with
his service provider —

e within 3 days of receipt of
such UCC

* by dialing or forwarding the
SMS to 1909
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El?ﬁ?ﬁ' TS IIar | UCC Complaints
ol i Registration

“U CC,XXXXXXXXX,DD /MM/YY”  “UCC, XXXXXXXXX,DD/MM/YY”
olgl XXXXXXXXXX - THUHUH Where XXXXXXXXXX - is the
I TollhleT J&IT AT %_ST %", telephone number or header of

STgr 4 ?{\’:ﬁ?ﬂ' gred §3-1T AT| the SMS, from which UCC was
received.

frpraa & Tk  fafse

fIPId T&AT I THUATH <The complaint  will  be
o HAEIH I AR gof 3R registered & acknowledged by
FdrepT fohdT ST sending a unique complaint
«FHI IS HNAS I 7 T&T number through SMS.

& AT Hﬁl?f fohaT ATTIM|  Action taken will be informed
within 7 days.
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CollATehCdT  TIUHTH/
Bl ol TopdT 10 37ehi
HT TEIAT G Agr fohar
ST HehdT gl

fordl eg 37l hr gEaT
q fedr du O
f\cmq(-lcha-ua-mﬁr
3UHIFAT  (FHUfOU) &
q9X F §¢ HT AT
SITTaTT, ahTell FT gistent
F 39els AT Swem
IR 3@/ & il &
for 38 fhegr &
IOIR  {HTHST &l
Yelol olol fohdT ST

Telemarketing SMS/Calls
cannot be made from a
10 digit number.

In case of a valid UCC
complaint from a ten digit
number, the subscriber
(intruder) will be
disconnected, uploaded
in blacklist register and no
telecom resources will be
provided to him for the
next two years.
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UCC Guidelines

g e
CollATeR EaT T g off, 3Tk
AT ! AT Y
draR

#T T §, TWed Ui &t °

100 & a1 @ vavaATH

W Yd THUATH A I
W50ﬁ@’%lﬂv¢bm
SITTaTT |

& fog ° All telecom resources of the

entity for whom the
telemarketing was carried
out, will be disconnected
across all service providers
after third such violation.
The service provider who
had carried the valid UCC
over his network will also be
imposed suitable financial
disincentive.

Consumers can send any
number of SMS, but all SMS
after 100 per day will be
charged at least 50 paisa
per SMS.




< Black Out Days

The number of
‘Black Out’ days,
(customary | festival
days on which

free | concessional

calls/ SMS are not
Black Out available) shal
Days be limited to a

maximum of five days
in a calendar year.

Uch it A 5 @ 3-1‘@75 There shall not be more
GQCh 313c feeT gl than 5 black out days in

gIal| a year.
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seleh T3¢ &7 | Black Out Days

o Al IT THUHATHT o
T 99X 39HlaFar cann

Joflhd T IS Yeh STl
gﬁﬁw el O fas IEr
|

o IUMFAIAT ol oY solah
A3c Ed & URFH & Ugo
gRa fear e (seieh
3m3e e fr ali@/ ey

gigd)|

- Soleh 33T fear fir g
I TGl YGIAT3ilT &l dadrse
W YeId fhar e

* Charges for calls or SMSs
shall not exceed the rate
prescribed in the tariff plan
enrolled by the consumer.

 Consumers shall be
intimated prior to start of
every blackout day.

(including the date/ occasion
of the blackout day).

* The list of blackout days
shall be displayed on the
website of service providers.
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Value Added Service

VAS services will be activated only
after the 2nd confirmation by the
consumer.

3 days before the due date of
renewal- the due date, charges for
renewal to be informed through
SMS.

The consumer can deactivate any
value added services at any time
through the toll-free number
155223 (by call or SMS).

In case of wrong VAS activation, it
can be deactivated within 24 hrs.
(for 1 month service) or 6 hrs. (for
1 day service), and the amount

charged will be refunded.




- 3YHAIFATAT & | Safeguards to
™| folT HR&T 39T | consumers

e TFEY aETwT H PAFQIT © The processing fee in a
Aeh THIRYT & 10% & voucher will not be more

A= Tel 81 I AThdH than 10% of MRP, subject
3/- & BIEM| to a maximum of Rs.3/-.

e Ush g UM &I 5 His ° A tariff plan once offered
e qISTedT hH T hH Bg shall be valid for minimum
g:@ﬁr & T oy gef| six months. (both for
(W98 3R 9¥cus g & prepaid and post paid)
fere)

o 3THIFAT Tohdl 8T e % e Consumers are free to
foer T JFar T migrate from one plan to
E'{\':Iff Tqiotell H S & TolT another plan without any
Tad gl charge.
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Tariff & Billing

o 3TIYCI I AT 2Toah ATSTAT3HT © Operators to publish all tariff

FN YFRIANT AT § - TEH

CTATT hog, e gchld‘i opy

3R IR HT IgABC T

fesh Alolol3l &l JdT Yerdr ,
$  JeEEe W g

3ead|

e AT F T AL H
$H O HHA UTh dX JTIRT H ©

YehIRAeT |

fafeeT RIeral &1 gauT IR
gcdig o Aax fohar Smer e

Eliay

fafeler fRrepraar fr o@r adieT
HeRer 3R [feRr e
& CART AHAT TR 9T hr

a

STl &

plans - at the Customer Care
Centres, retail outlets and on
the website of the operators.

Regular updation of tariff
plans in the  service
provider’s website.

Publication of tariff plans in
newspapers at least once in
six months.

Billing complaints should be
resolved within four weeks.

Billing complaints are
audited by the metering and
billing auditor on sample
basis.
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TRAI

qaa-r}ﬁ I QAT FI_C‘\_\’-_QT ¥ ° The service providers will have
for [{IAY IQser fr QAo to offer special plans for
Core 1M S 11 S = re M ro= 0 I roaming subscribers-  Partial
9Tl o Tdol H 3_]-@%5 AT free roaming and Full free

y : > roaming in lieu of payment of
AT 3R qof A AT T

fixed charges.

gAhTHIT 75 T (3rfehaA) gefr e In case of partial roaming,
3R 3caST g IE & A incoming will be 75p (max) and

3

;'?(
5,
!

SCil outgoing will be same as home
: : — rate.
o g NTHT & AN H, SARIAT] e of ful |
9fosh BT 3R 3113_53113“’ o u roaming,
Yo gsw SCil A incoming will be free and
: outgoing will be same as the
- & aNed, @ cafed home rate.

e :
Tadar 3R FiFEEr a3IRl &

N e During roaming, one can have
HATETH O 3dhiold Uqehl ol of ‘
%’I LN 3 customized tariffs through STVs

and combo vouchers.
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Things one

should know

+91 o 3TATdT Ugol ofelr Tohdl
ﬁganﬁa?ﬁlﬁaﬁﬂ”raﬁam
hlel Ad hY|

THUATH & ATEIH O GHI-TAT
W 39 a9 H AEH I A
e 1 Ay dar ueant &
fe=am I gl

AT YeTdi3ll &l FHeAI ]
¢ 3R dfcey d&ar s@er @l
IATE I §| TS o 5T I
H TR A o Forg & B

AT Yerdr3ll &l ITHSFarsi &l
epar T At H "3RG
3UARET Aifd” &l TISC &7 A
UG T g 37ATd, 391
&1 IS I I 3T AT

Not to respond to missed calls
with numbers having prefix
other than +91.

Service providers have been
instructed to periodically advice
the customers in this regard
through SMS.

Service providers have to
coordinate and block suspected
number series. TRAI have also
advised operators in this regard.

Service providers to clearly
convey to the consumers in data
plans, “Fair Usage Policy” i.e.
the wusage I|limit at assured
speed.
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Things one

M T gl 91fgT should know

e 30T o Bl & 90 &7 o No deactivation of a
gic 8T fohdl Wids Feiarere prepaid connection, even

F1 g fAfSHIRIOT T, after 90 days of non-

usage, if balance available

is more than Rs. 20.
% afﬁf?vl'tf iqf?rf)l TTgﬂ ZjO (deduction of Rs 20 per

& HAFES H & did Ag month for non usage).[in
case of postpaid by paying

ol
Rs 150 for every three
- Jart A gaRd & faw  months]
T
Pl

e Requests for termination
of services shall be

G IRENT completed within a time
limit of 7 days.
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Things one

e Jlgch GdNI fPT T §€ FA o No rental or any other charges

o UIFCUS IUHIFAI o AH H, o
shise AT & 80% YT Ugdel
W 3UHEAT F ghad e

ST IR T|

asﬁvmﬂ%raﬁr7ﬁ:;ra%r
AR T W, dEH A FS

AN

fopmar T fohegl o 31T 9
T STHT sTgl fohaT ST g

cohl

to be collected from
Customers beyond the period
of 7 days of request for closure
made by the customer.

In case of postpaid consumers,
the consumer should be
informed upon reaching 80%
of the credit limit.
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Il dlct Hehl
qdT gl A1feT

« 1 @deX 2013 &, ohad
1.6 Ssog/ffhelamd@ &
Wmmarérma’rgar
gsdcl ol AT IT 3cdlced
forar J1 ot g

e THUIR AT HI STdhlr
I AT gsH W
yefda fhar e arfgu|

o HAT YGIdT3Il GaRT UAReA
H TS s Fant &
AH H, YRy Hr TS
Ao ATSTATIT &I, A
IR FEEt F Y-y, Qar
gerdlr  hr  JEEse W
UhI1Ad fohar SATTamm|

Things one
 should know

e From 1st Sept. 2013, only
mobile handsets with SAR
value of 1.6 W/kg could be
imported or manufactured.

e SAR value information
should be displayed on the
mobile handsets.

e In case of data services
offered by service
providers, the tariff plans
offered along with the
cities and towns shall be
published in the website of
service provider.
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KGR CED

o IUMFAT S gfafshar

Pl TS &I FH-aT 3R
AT ¥ & AT 3R
3UiFar fem A
JgIdr o fou, @ o

42 '3Cr31‘|cr<—|| ‘gehTeld
FHGI @ Gollenul
forar &

g8 o ¢ W H Noo
fOca ay & 128 agur
s gy 3T de 44
TUAT 9T SH g &+
gk G9eh HIAKHAT hl
JmAoid fhar gl

e TRAI has

Things one

" should know

e To co-ordinate and

articulate consumer
feedback to TRAI and to
assist in consumer
education , TRAIl has
registered 42 consumer
advocacy groups.

conducted
similar Consumer
Outreach Programmes at
128 places across the
country in the last
Financial year and 44
during this year.
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Fraudulent Activities for

Mobile tower
installations

LG E R ELS HUAT
T H 499 JAT A & aw
?ﬂ@r?r g W ol

Q]
£
9l)
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o0
9,
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l
"3y

ddall  'IeAdied  UHTOTIAT
ITATAT T o ST Y W@ §

It has been brought to the notice of
TRAI that some companies / agencies
/ individuals are fraudulently asking
members of public to deposit money
in their personal / companies
account as Government Tax for
leasing their premises for installation
of mobile towers.

These companies / agencies /
individuals, later become
unreachable after collection of
money. These companies are also
issuing fake ‘No Objection
Certificates / Permissions’ for the
Installation of Tower purportedly
issued by Ministry of
Communications and Information
Technology.
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Regulatory Authority of India
(TRAI) is neither directly nor
indirectly involved in any
manner, in levy of any tax / fees
on leasing of premises for
installation of mobile towers or
for issuing any ‘No Objection
Certificates’ for the purpose.
Public are advised not to deal
with such companies / agencies
/ individuals.

Affected persons may take up
the matter with the law
enforcing agencies.
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Broadcasting
services in India

CableTYV services
Analogue and digital

DTH Service
Terrestrial Service (Public
Broadcaster)
Analog and Digital (DTT & DVB-H)

IPTV Service
HITS operation
Radio services

FM Radio broadcasting

AM and SW radio service (Public

Broadcaster)
Community Radio service
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Digitization of
Cable TV networks

The digitization of cable TV
is to be implemented in a
phased manner, in four
phases.

There will be complete
transition to Digital Cable
TV Systems (DAS) by
31.12.2016.
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Digitization of Cable
TV networks

o 4 AT AT IR 38 3T ,
JAE QAU HI HAl Hid
ggel af wWuT [SaH
2.2 Fs ¥ HYH THET
Y I gl dEY TRoT
CE I =X U < ) -
gli-lclo-d%lo-l Al I JITd T
|
3 g 1 fiaceior
ddr dar o TR D)
TE&AT T Y&l X Thdl &
fSeeht  d@al @1 3fged
gERT g3 Ml SIsss
afead fafdesr #ew afda
Jar3it & Y IUMFAT3N Sl
39cIsY] AT ST ohdT gl

First two phases covering 4
metro cities and 38 other
major cities wherein more
than 2.2 Crore STBs have
been deployed.
Implementation of the third
phase (all urban areas) is in
progress.

Such digitization can provide
a large no. of TV channels,
with  improved viewing
experiences. Various value
added services including
broadband could also be
provided to the consumers.
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Digitization of
Cable TV networks

e |In DAS areas, consumers
can opt to take STBs on
rental, hire purchase or on
outright purchase.

e Consumers must fill up the
CAF (Consumer Acquisition
Form) at the time of taking
the Digital TV connection.
Along with CAF, the Cable

operator  will  provide
details of channels
available on his network
and the retail price for

each channel as well as
various packages offered to
the customers.
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Monthly subscription

For all addressable systems
except DAS Areas

The operator can prescribe a
minimum monthly subscription not
exceeding Rs. 150/- per subscriber
for channels/bouquets chosen by
the subscriber.

For DAS Areas

|- if the subscriber opts for BST or
FTA lieu of the basic service tier the
operator can prescribe minimum
monthly subscription not exceeding
Rs. 100/- per subscriber.

lI- if the subscriber opts for one or
more pay channels, with or without
FTA channels- the operator can
prescribe minimum monthly
subscription not exceeding Rs. 150/-
per subscriber.
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Protection against increase
in subscription charges
(Applicable for DTH and
DAS subscribers)
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e Consumer is protected from

any increase in charges for the
subscription package for a
period of 6 months from the
date of enrolment of the
subscriber for such package.

An operator cannot increase
the package charge for a
subscriber who has paid the
package charges in advance (
or has paid in installments as
per the offer of the operator),
during the period of validity of
subscription.
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(31 39T 2014 $r =ufA) (As on 315t August, 2014)

AR %
Particulars ] | IR (Afoae #®)

Wireless Wireline Total
(in Millions) (in Millions) Wireless + Wireline

(in Millions)

A ITHNFAT 544.69 21.91 566.60
Urban Subscribers
ITATOT IUMFAT 379.63 5.61 385.25
Rural Subscribers
el ITHIFAT 924.32 27.52 951.84
Total Subscribers
F 74.16 2.21 76.36
Overall Teledensity
141.84 5.71 147.54

Urban Teledensity
arAoT EThgeTdr 44.02 0.65 44.67

Rural Teledensity




> Broadcasting sector in India -A snapshot
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Total Households 270 m

Number of registered TV 798
Total TV Households 169 m channels

Cable TV Households 99 m
DTH subscribers(active) 38.23m  Number of Pay channels 186

IPTV Subscribers 0.5m

Number of teleports 90
Number of 243 Number of Pvt. FM 242
Broadcasters stations
Number of MSOs 6000
Number of Cable 60000 Number .Of opeégtional 170
operators communlty Radio

stations
Number of DTH 7

operators
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