Report for quarter ending :

September'14

Quarterly Performance Monitoring Report (PMR) on Quality of Service of Cellular Mobile Telephone service - Customer Services - 3G

Format No. TRAI/QoS/CMTS/3-PMR

Name of the Service Provider : Tata Teleservices Limited & Tata Teleservices (Maharashtra) Limited
Name of Regulation: The Standard of Quality of Servicee of Basic Telephone Service (Wireline) and Cellular Mobile Telephone Services Regulations, 2009 (7 of 2009)

Customer Service Quality Parameters

Metering and Billing

Response time to the customer for

assistance

Termination / closure of service
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Benchmarks
- s 100% within 1 .
9 9 9 9
<0.1% <0.1% 98% within 4 [100% within 6 week of resolution > 95% > 95% 100% within 7 100% within
weeks weeks days 60 days
of complaint
The achievement of benchmark against each parameter is to be averaged over a period of one quarter as per the measurement methodology explained in Explanatory Memo to regulations
Gujarat 0.00% 28345 52 0.00% 0 49063 100.00% 100.00% 52 52 0 52 100.00% _ _ _ _ _ _ _ _
Haryana 0.00% 15856 60 0.00% 0 58949 100.00% 100.00% 60 60 0 60 100.00% _ _ _ _ _ _ — —
Karnataka 0.00% 61938 135 0.00% 1 67331 99.00% 100.00% 135 136 2 134 100.00% _ _ _ _ _ _ — —
Kerala 0.00% 17694 16 0.00% 0 10251 100.00% 100.00% 16 16 0 16 100.00% _ _ _ _ _ _ — —
Madhya Pradesh 0.00% 26348 32 0.00% 0 81165 100.00% 100.00% 32 32 0 32 100.00% _ _ _ _ _ _ — —
Maharashtra 0.00% 96681 176 0.00% 1 89276 100.00% 100.00% 177 177 1 176 100.00% _ _ _ _ _ _ — —
Punjab 0.01% 18249 94 0.00% 0 55461 100.00% 100.00% 94 94 1 93 100.00% _ _ _ _ _ _ — —
UPW 0.00% 9500 14 0.00% 1 29548 100.00% 100.00% 15 15 0 15 100.00% _ _ _ _ _ _ — —
Rajasthan 0.00% 0 0 0.00% 0 7283 100.00% 100.00% 0 0 0 0 100.00%

NOTE : TCBH - Reference in Column no. 15 & 16 is to be identified measuring the traffic load/calls in the Call Centre/Customer Care

* Please note that in these cells Numerator and Denominator are ‘zero’. Accordingly, 100 compliant mentioned.




