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TRAI

Ya) X X Functions
T)1 kD%HJ ¢ OUN RThe ! dzii K 2 Nisslod @ &o
PINRAI 3% N3yig ¥4 ensurethat

i} OOi C P46 RUpay (i the interests of consumers

da¥.\ A} IR®DP ) 1  are protected and at the
OTePNZT b ®ID same time to nurture
¥ O U p4qeuw 3y b conditions for growth of
¥e Ub Uy 3%ppi Y1  telecommunications,
o ¥¥ bl| @ gpi) Do ¥, broadcasting and cable
¥YbAT IP[3%DNA servicesin a mannerand at
O) @hi} OG0k RHU% pace which will enable
PbaN; POy AY © 3%  Indiato play a leading role
TO O0¥%y T NOPIN| in the emerging global
e Uba Oud| Ay ] informationsociety
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achieving these
objectives
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U Authority issuesfrom

time to time
regulations, directions,
orders or guidelines
with focuson providing
consumer with
adequatechoice,tariffs
and high quality of
service
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n %bN| EOX) Oy #ANO x
O®) OO Ghip %uT ) D&BN| _ |
vuyn YBEobxph( TT 1HUyAy o Ad At the time of enrolmen_tlnto
a networkthe consumemwill be

Start-up Kit

Acquilring aaNNew
Cenneaiiom

Consumers can take a
connectionthroughthe sales

outlet or agents after
submitting necessary
documents  (Photograph,

Proof of Identity and Proof
Of Address)

provided with a start up kit

Information about the type of
connection- prepaid or post-paid

Information about Consumer
Care Number
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%D IR}

Ry NA} By %PUy } A B¥RAhasstandardizedfour
¥4)04 N %y BaD K3 | typesof vouchers

0 EUUN } W@sb d U Plan VoucherTo enrol

EBE C@ANN) O) Ww¥N into a tariff plan
¥Yle Uno . .
U0 Top Up Voucher :

I ERyOQU } W U U Offers only Monetary

OL 6% | U%U Value

0 Combo Voucher:
Offers Monetary value

I %h Gy } YOO 6 5 ¥4 & Tariff benefits

OYx © GUL3U ; O]
| U@ iRk
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93aR A @ Vouelhas

Td 4R CfDd; OO b Gui- Upon activation of SIMin case
bn Ox%a O 00 CBuj) Rugy Of prepaid connection, the
.1 IODNAI TR Uk h OO consumershaveto buy Top Up
U; } A@h GO } A@g IO\ i jVoucheror Combo Voucherto
RedUp %0 UUJp¥- U } AD add moneyto their accountand
¢ DD Yo OHD | e U BH3a they can change the tariff for
%iOT BRI Py RYPe ¥E U Rgnyitem by purchasinga Special
0, ) hig OFiopax i A%y Tariff Voucher Also they can
Ol B %iR change the tariff plan Dby

TJdO| BvdyU%BU), BOJ purchasinga PlanVoucher
| Ol ) [ 3i%@p paOCwm R ¥ All service providers offering

h@OU; } Awyo| UsBN gfprepaid servicesshould at least
] 6Ra] offer top up voucherof Rs10/-.
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BUNSFATH BAll U |nformation
£I0 AN D (to eonsumess

Uy } A pn Ox@N| On activation of the
0@} OO0+ Glha Or bPygycher: Consumerwill
¥4 O} ExOIF NG| receive details through

84 }ﬂﬂAp@T OTM?’/% an/:)[ SMS according to the
! 44 type  of  voucher
yNPiZ Ay Ny TAgE | P

Y| act_lvatedabout
TUGA| @) ¢ U ffAmountcharged
T0B DI | T Validity
T108% %46 U 0 ®iJ I Detallsof tariff and
Tuy OAi Uy } A@ {IBenefits specific to

e U® Ue IBh E the vouchers
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£N0 BT ) ¢ to consumass

} Oxi Ay Ay N9 G Usage Information

ZjlhBngzé ?l;j.[?/cf)l ?’/‘E }ng i QAfter everycall/ every
bn O x %D Nil%l 0,9 sessionof datg ugage/
1 00i Cinpo Oo by alter VASactivation :
xgpobEd % O3 Ex®| consumerwill receive

P NG# Oy 9 A} N3y defailsthrough SMSor

T4 BAG USSbout
Ty U « P o 1 Duration
3/, A 43/,
ﬂ@é;l ngisA = Ug¥ fCharges deducted

and
i Balancan account

T¢14 IQQU| Y@y ¢ U
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consuneer

_

P NGN¥ O} @l Atoll-free codeis available
N

N
A} N %3 TAQE B4@ N | for obtaininginformation
3/4[8UQQ3/4E+QLI about

%1 EOU Q5

A Tariff plan opted

A ANJA | Ugax i AN;A | N
Aey O OUGD Y @) -Bglance available in the

WA e account
A} POt O IN{GUID |
b n O% WA | OYx A Value Added Services
Uk x| 10} o w activated on his/her

number



Past Usage details in respect of
pre-paid mobile connections

pre-paid Call Charges
No. of SMS

WVAS
PRS services

‘ ‘ Roaming Charges

Amount Charged

" TdoOp BOi Céd oA Prepad consumers
OR g Byn %P@dy Uk pcan get itemized
¥l ¢ Uab | UGT 3 1 3b’| ugsagefor calls, SMS,
whwWbh pbpoOsDdz g HPRS,data and VAS
z w¥%ia@ Ud o el Uy Sewyices from the
Yle UDIINP)F} Ox i¥%A  service providers for
T4 BAOP %I [{ anyperiod of the past
6 months



Complaint Redressal
Establishment of Complaint Centre

COMPLAIMT CEMTRE
Complaint Centre is opemn

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

A e U%) x B%h UPED b [P GO ¥ Approachthe Complaint/ Call

% 180y b wé <) 8gea R f(?sgtre. The numbersare toll-

A Obtain- uniquedocketnumber

d /iggMSinformation to customer-
docket number,date and

AO) R¥eUmbao Oolp N
- Eh % PEYCX QWA d %3
| b Dged PO * P QJ ND Jf/‘N time of registration,
e UD Y %) OxOlB[+ BLUOd  the probable time limit for
PwoO) ®UOxPd O} ] resolutionand also completion

AeU%) x4 POyJ DI Oy+  ofaction
}1 O0i Glip %2©0Q@ o bo Oo B After resolution of the

¥ O) E xPOPRAl n 3uxA) o]Ay complaint, the consumer will
be informed through another
SMS
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EQrammiqr 3| Complaint

~Y

D | N | Resshition

} OO Gyl y W)Uy @y - The consumerscan monitor
H1 3 8CAky Al ©% "U[ O the statusof their complaint
zby) O@is Uay xIir NAQ; N dthrough a & ¢ S dbased
Tip'ugd O) ExDB|ly ONd complaint monitoring
e Ua ) wyRAT Byt NA@) Nda e a i &wlslished by the
0P %1 [ serviceprovider

} 00 Ct J www.iccmsgovin . The consumerscan visit the
Oi EXWBA; pwl B - Al portal ¢ www.tccmsgovin -

1 O0i Clly| ¢ Oy Bud' y which facilitates locating the

"py Oy e A} N3%) @gwd+w | &/ 2y & dedars 8ldzY 6 S

Ua); d oadb | Ty J ¥y G DS Y S NI finformation

OdUQgTx} K D3%@] PwO¥%x b dzY o Schi¥alt details of

U0 @LilBEN| %%ybfdpy 1 | | | the complaint centre and
Appellate Authority of the

serviceprovider.
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Appellate-
Authority-y

Axolh OO ®iOy PP N A If the consumer is not
PUWPE NR Gty iORP | Uy satisfied  with  the
Ti 0.9 yOdUgx resolution  he  can

T1 K D%B| b wyO ¥@

b3l RRYp g Od B
P NOEJ2N 61 N¥Bj

Od iRy @i A

approach the appellate
authority of the service
provider Such appeals
will have to be disposed
of within 39 days
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yrOg:U g x | Appellate:

A} 00+ Q| ky =B CP

Tr®®3%31 | Authorityy

ABUUGT) dG0DBNpsy A Detailsareavailablein the

n¥E b UJTT ) I pay  Startup Kit, website of
Ul Obp j©{@E} N3%WR OOy the ServiceProviderand
74Nl O OU ¥ their salesoutlets

N %PyJOd @il j 3N |3 Nofee for filing an Appeal
%{s 094 g% NB g u

A Consumer may file an
Appealthrough e-mail or
fax or postor in personor
throughcallcentre

x}Ey) % O) Ex®O x|
HOxAy %0 x% |1 %h WPED
¥ Oy Ex®\n %.bygOd U
il | <P 3l R B
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calll @atee

Benchmarks have been
definedfor

A Accessibility of call
centre (benchmark x
95%) and

A Percentage of calls
answered Dby the
operators (voice to
voice)  within 90
seconds (benchmark x
95%)
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f0 @ I ealll cantee

AR} PU? NOOR 8| U} A TRAI Regulations
YN %bydk D %p @g | prescribe the level of
PNl ¢ UaONY ¥ the menu (third level)
Hl @'lok HI (D %i for talkingto a customer
P NDy 0@ careexecutive

AR |' O BT Ux N A TRAI s closely
%y O) @gB4gd NA @) N d monitoring performance
%D DRPROD } N3 of operators and audits
TI Ux By U| ¢ O@g atheir performance
2D | [HB ] A Financial disincentives

AO} N%iOf NR §@N | for not meeting
OPBUBEIRJx & Py RN] benchmark



Mobile:
Numberr
Portability y

AOi O {QOi 6Bap| O] 4 4 Themobile consumercan move
P pELaOd natmpb | O arovider withi
é'@io_@_fﬁo' $ N %}OIZF@?%IIEQ the same area retaining the
- *,,,\ } {DAUJC E:&U 9 existing number by Mobile
a O NDOdWw U] dp UW x O]

P g Sl N{mberPortability (MNP)
O DHNWEZIP N sy 74 (] A For  Postpaild consumers,

AOi HEQ|OB®i CI %" ayUX outstanding Bill should be less
O%) RO W) &Wmr € O¥P|| thanRs10/-
0B+ N 638 A For Prepaid consumer, the
AT QIO €fejUx0i 6 Blu ARalanceamount of talk time, if
bOxOCh %J {%")40 l Qﬁ £ (pny, at the time of porting will
x 0%i RIP Oy BR) o Ag] lapse
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'R_A‘DOi Oy PWCE %} 2O Optain Unique Porting Code
O+ BAONJAY BI } PP wypcpy sendingSMS(from the
PORT  XXXXXXXXX¥at  mobilenumberyouwantto port)

2C XX
1900%ia P & O %  PORTXXXXXXXXX¥0 1900
obo Qo Ay W eUl dx

Oi 6 &b EiOpd T BIF
(A B POEKXXXXXXRO y w3y
Ot ObP{WLRxs

( Where XXXXXXXXXX the 10
digit mobile number)



UNIQUE
REGISTRATION

Customer Care Executive
confirms your registration in

PROVIDER CUSTOMER
PREFERENCE REGISTER

omi oy 0@ 4 d

bOd U} 1 RE#H UL .
ocpo O GURED NY e Un
zwe Wb ly UG | -1 d
ANGA| Udg x 1 Qf P g x|
yKk D% |oboOo¥i Al 1 4.0
POd Uj C1 RE #A UL .
ocpo O GURED N e Un

FullyBlockedCategory

To block all commercial
Calls/SMS

Partially BlockedCategory

To block all commercial
Calls/SM&xcept SMSfrom
one of the opted
preferences
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y Oy RAT2=0)) (| Unsolicited Commercia
PuwyA )} @ Communications
O oBy U@ 4 d . FullyBlockedCategory
START<Space¥4i1909%i SMS START<spac@=o 1909
o po O oYy . Partially BlockedCategory
zwywe WPy UCG| 1 d Ex for receiving only banking
Y1) gl Ogal b wO By Bizay glglatedinformation, SMS
T Eig Re Ux START<spackto 1909
START<space¥2t1909%s+ 1.Banking, Insurance, Financial
apoQopb .49 Products&CreditCard
1.Opl20d MU & I} ¢ OQPO| | EXE Real Estate  3.Education 4.
4] E X Health
2y Alb GORB&.£ Ua4.# U HE . Consumegoodsand Automobiles
5} 00i GHao@ U} RN 6. Communication, Broadcasting,
6.P WAT By BINi d@@zN E g Entertainmentand IT
70xx EN 7. Tourism

Al U EA @ Ny W10y @JSeparate numbering  series
%yA |z Uy Aah BAle Usvn p|  Starting with 140, for voice calls
T OGO Y & A wcUaly] madeby registeredtelemarketers
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UCCcComplaints
Registration

x 0 Bai O) ROwA d %P IIf acustomerreceivesUCC

6 61 N O) I0dxbrdpd

T) Bl G4 iURy ON

N

bl UG } 13 Oy bo %
e Ua)] KA%ODP 3%l RE

A PxbdPd¥%uT )} REDL
61 B{OdI @

AD 8/ 8E ) x L@ ¥ x |
o pa QoybO| 6D ¥4

even after 7 days of
tegistration, he can
register a complaint with
hisserviceproviderg

Awithin 3 days of receipt of
suchUCC

Aby dialing or forwarding the
SM3o0 1909
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WPy a1 | UCCcComplaints
) TSI OWA Registration

(’]://Z --------- ('XE{E{E{KZB.B.K;;E’I'Z5

A B KXXXXXXXXXe P @ O aWhere XXXXXXXXXXis the

%yE| Uglowydx R | B#elephonenumberor headerof

AR pilgbddT ) BE 1 ;3 the SMS,from which UCCwas
received

kUa) x3%hi on3% 06U UhE

e Ua) PWE %io bpa OcfFhe complaint will  be

¥ O) ExQO| A %3 ® @ registered & acknowledgedby

HUJ s axA ) a]Ay sending a unique complaint

ALyA | %) Dx3ip6| 6 1 Number throughSMS

¥ Od | Al n ¥axA ) = AAALtion taken will be informed
within 7 days



< xbBPyEURNEY | UCC:Guideline

TRAI

A BUOPAEA] © Po OrMp Telemarketing SMS/Calls
¥%h Ui n %b@f/ v w%1 cannot be made from a
Y%y P wé PINRB g Bsx | 10digit numbert
A1b 3%l BB ] A In caseof a valid UCC

A n %Pighy w3ayP wé x jcomplaintfrom a ten digit
bl n%bduiB bxtedd number, the subscriber
e Uay) x4 Oy OWW (intruder)  wil be
} OO C'ApOBEe( 3%  disconnected, uploaded
NwO®i Owrks@ 61 x| inblacklistregisterandno
A} o841 UAd O R A ¥telecom resourceswill be
Of y OUi E%x A} o Ajprovided to him for the
©@ y AUl i P} U¥  nexttwo years
eUa} P n¥%eROd
Py b uwb ) D i
TT yNNB g egxAy a]Ay



XY G UPNED | UCCGuidelines

RAp bpuwHi 13 ¢ UcAAlltelecomresourcesof the
BUONEN ¥%yA | 1T ) by entity for whom the
bOdJigpyd b wybj B34 telemarketing was carried
| dp@P [} gUwWANO, T out, will be disconnected
PO | Ty J I y Ul Ulacrossall service providers
| | Duph@o 1 Ay alAy  after third suchviolation

RAPP| Uy INLy SNﬁThe service provider who
NI E Bers) U g Ba2] o had carried the valid UCC

g 3642% JJBx? ?gopg;} L([ixm?l « J_overhisnetV\_/orkwiII_alsol:.)e
Ap oAy ] Imposed suitable financial
1 00 Qi Ao b a Oa pdisincentive

Ol Rui prOifTY b A Consumerscan send any
0/ /% O} IbOda b o Or pnumberof SMSut all SMS
OZTT7 lapo OO b| after 100 per day will be
%0 4/ OB B4} Up% € U x | charged at least 50 paisa

Ay a]A 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) shall
Days be limited to a

maximum of five days
in a calendar year.

a%, PJU Of4 P |y K DPhere shall not be more
GUB %% z} E 01 N thhh® Bladgk out days in
B1]A | a year.
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A¥h Uixy o poOs PA A chargesfor callsor SMSs
e UaT Oy} POOI CH UJJ &4l not exceed the rate
Qg %uA | Ug% x i A Nyjescribedin the tariff plan

gff NlD]J k @Ay k B M B @rtolledby the consumer
1 A

o A Consumers shall be
A} OOi CI %i" Ry G U Bidtimated prior to start of

z} EOI BTy OGQ@R Udyery  blackout  day;
PRAI n ¥%x Ay a AJGU B(ﬁcludmgthe date/ occasion
Z } E]O | Nayl § @y P @t the blackoutday)

Po [}

A The list of blackout days
AGUBZ} E6 T NAYPAd shall be displayed on the

YaiP | UJ 3 T $40Uy O P yydb&iteof serviceproviders
O € UpddxA) o Ay ]



. m A 7

~ g } | Value Midided &erod

A Ud oo U)%iuwd EJ}‘JOC)J}V/Q
WU} @ @gORE 3% O) Thn Ox
N YaxBy o Ay ]

ANUJ %@yt Nx1 ) @b 2 C)T\AQI
SB 3}63;41 Ns/ti é?gl\f%%?%“x .enewal the due date, chargedor

4 .
o ~ enewal to be informed through
b PRI N Yaxhy (5 ] e ’

A} OO Ch e ROydupyx Uk ;X
b| U)%iqa%bgdh OxXxEi Wy
IDLH(; xQ4411% O} E{><\C"D>[
F'NRh G20 bl | "92h Ux 4 4 eeso3mycallor SMS)

o p o O obif
R - s oA In caseof wrong VASactivation, it
AAUTUg o oPm Ox ¥4 Oy O can be deactivatedwithin 24 hrs,

L P13A um EOJ LA [ e L (for 1 month service)or 6 hrs. (for
X115 AwWbB|6 1 UPH x4 e Uz :

N P Y » 1 day service),and the amount
YOdITANRhO#xA 1 b 3l RH3 .
©@UgA| @1 40 ORDO | x Jchargecklvlll berefunded
A1 alA 1l

k/ASserviceS/vill be activatedonly
after the 2nd confirmationby the
consumer

3 days before the due date of

‘Ijhe consumercan deactivateany
value added servicesat any time
through the toll-free number
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- OO € |5} || Safeguards:t
eU o] YAQX | consumers

n¥%bd; } A Ti b| ¢ HhgAprocessingfee in a

U a Oz G4 08 b | Vvoucherwil not be more

yKDHRGiWAyyY k B3i Othan 10% of MRP, subject
2-ZRi Ay ] to amaximumof Rs3/-.

-5 %0) @ UsyA | %i |- A tanff plan once offered

U3 x i ARyO P 32O AR  shallbe valid for minimum
ORgRN{ ¢ UnUR i Agpix months (both for
TJgO®E Oi HED{ B  prepaidandpostpaid)

e U(a

.} 00 qixub@dUp3~ ¥ - Consumers are free to

RONg % x i ANR | n %Pb d migrate from one plan to
b xi ANDjA] W] e Ua another plan without any
HOI &8s charge
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< s aoRIBT U Tariff & Bllling

' 0g| B O xi ANy Operatorsto publishall tariff
Yt T %) € BN R B O) R wplans- at the CustomerCare
| ¢ O¥{Ue gig 14N} O Centresyetail outletsandon
©g, 00| B@d| OPPDE the websiteof the operators
v x| ANy¥yup | Ul y | Regular updation of tariff
7\ lI,JlNODJ OB T Nxe Ohians in  the service
y W /i~ T & BbSite X &
Ugds x + A N3] Ay g L : :
%O b (%08 %0, P Oy O Publicationof tariff plans!n
T % URNJ newspapersat least once in
ROe WA %) pODy &Ky gSXmonths
PEI ;% Odi @ 3%x A} NjBilingcomplaintsshould be
A} 6Ra] resolvedwithin four weeks

!
E_z()g & WA J zé/jup[ \(;Qﬂ‘g a Biling  complaints are
Od EC@WR Oe WA } OOD gadited by the meteringand
4w Uy WO z By DOy pjjling auditor on sample
Ay 10 basis
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TRAI

i 1 0 340 Ohi TR . The serviceproviderswill have
Pl T) ) | ¥at @Ay e DIWA ¥4 |
e U UU|xY ARy O] () 3, (J0 offer special plans for
@K G gRi AY N x Ugva ¥ roaming subscribers Partial
OAI 4I§I vl o OAS z we USRI free roaming and Full free
Di ¢ OB xOBI Ti £ OWA] roaming in lieu of payment of

O%i & GWASL & Ud fixedcharges
f :"\IH;S C-qugg.lyjau“( DJ%( @?FA In case of partial roaming,
©Fz} EAi BB b O, N ncomingwill be 75p (max) and
o outgoingwill be sameashome
siAd rate
fllgﬁg?; é;%l[g% ZO}DfltE{AI\iI g;%%A case of full roaming,
Gl ¥P O Bi Ad iIncoming will be free and
_ o . . . .outgoing will be same as the
Gt ¢ OMJA o B Bk | g X RClhomerate.
cpbEgO@ %h GOl } AH) . .
- P TR . ~ - During roaming, one can have
Ng/EU Y . . .
giﬁ:’;‘ E]Dély vall Ug7a %1 U1 customizedtariffs through STVs
andcombovouchers



BIAT ARG R o should karow

*80% y Uy QR UlU A dn %:b d Not to respondto missedcalls

bwéklg| ¢ OMEh BAi U} OP with  numbers having prefix
uh W1 39 otherthan +91.

apa® 03/@0:]_ E xpQp O xp O x - Service providers have been
Od{ bb qum“)” R 3k b Uy R Instructedto periodicallyadvice

[ mu INIW p| ORi g I y3i w the customers in this regard
61 Ajx BB ] throughSMS

bl Oyl 3 | i mOe U x3KDN §- Service providers have to
RROD b wo | KCupé UgUy Yai coordinate and block suspected
yUZGIBNRER) N{ pPpwo wglumberseries TRAIhave also
O 0| BdP U IRPB K] advisedoperatorsin this regard
bl Ol 3 1 3Lt WwoOi Clipir wService providers to clearly
z w¥%li %y xi ANy Ofw?} « A conveyto the consumersn datg
} Oxi Md T 3% HOhE O b| plans, a C | Usadget 2 f A.® €
bwT|3@ANR R 1 j+xziA U} p N the usage limit at assured
I A|AT IO Oxi¥APd D) speed
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axiT g BTG R

1 OxiMRi R 8/61 N .

Oy Odn %b1dd GLNE C UN
Ya) Yat |T NRh Ox H@&Hg w
xo6 1} OUGBH| Wy e1U
COd |y K D& Ox iNA
Ri R e UaT? (O] &/
COxHy LEL(] @i HEO|
¥ Oy OIRG dMORgN|
¥ e€Uwr04/ COx [y
C)?‘M,}N 3/4@34[

- p| U}%yig O REle Un

yN@#Dl 31 6 61 N¥ay
PbOx bd Oyl Odi O
n %xAy oAy ]

Things one
should know

No deactivation of a
prepaid connection, even
after 90 days of non-
usage,f balanceavailable
IS more than Rs 20.
@Ieduction of Rs 20 per
month for non usage)in
caseof postpaidby paying
Rs 150 for every three
months]

. Requestsfor termination

of services shall be
completed within a time
limit of 7 days



