CUTS Annual Report on Telecom Related Issues
Period: December, 2017-December, 2018

Registration no TRAI/CO/NGO/17/2014-CA dated 3r4 March 2014. Later renewed for
two more years vide letter no. 321-1/2015-CA/172 dated April 1, 2018 up to 31 March,
2020.

CUTS Intervention in Telecom Sector:

Serving as “Consumer Advocacy Group” with TRAI since 2001 (Ref:
TRAI/CAG/17/2014-CA)

CUTS have been a member in the Committee for Utilization of Telecommunication
Consumers Education and Protection Fund (CUTCEF) of TRAI during 2011-12.

Have been instrumental in organizing many Telecom Education Workshops with the
assistance of TRAI in between the period 2010 to 2012 under the financial support of
CUTS-CEF.

Have been part of consultations/meetings organised by TRAI and several open houses
organised by telecom service providers.

Served/serving as member appellate authority with various service providers like
BSNL, Aircel, MTS, Tata Docomo, Airtel and Vodafone Idea Limited.

Contribution to Consultation Processes Undertaken by TRAI. (Details like name of
consultation paper etc.)

Campaign for ‘Holding Broadband Service Providers to Account’ in partnership with
Consumer International in 2012. (Please refer: https://cuts-cart.org/campaign-for-
holding-broadband-service-providers-to-account/

Study of status of law enforcement and study to analyse and document knowledge
gaps for the issues/challenges arising from UTP and misleading ads through internet
and  mobile services in 2012-13. (Please  refer: https://cuts-
cart.org/pdf/Study Report Knowledge Gap On Misleading Advertisements 2013.p
df

A research study on ‘Consumer Broadband Labels for Greater Transparency &
Informed Consumers’ (http://cuts-
ccier.org/broadbandlabel /pdf/Presentation on Consumer Broadband Labels For G
reater Transparency and Informed Consumers by CUTS.pdf)

Comments given on TRAI Consultation Paper on ‘Speeds Under Wireless Broadband
Plans’(http://cuts-ccier.org/broadbandlabel/pdf/Consultation Paper-

on Data Speeds under Wireless Broadband Services.pdf)

Research study on ‘Design Parameters for Internet Nutrition Labels in India’
(http://cuts-

ccier.org/broadbandlabel/pdf/Presentation on Design Parameters for Internet Nu
trition Labels in India by IIT.pdf)

Prepared a Research Report on ‘Mobile Internet Services _QoS’ Under the Project
Supported by IIT, Delhi.

http://www.cuts-ccier.org/QOSII/pdf/Mobile Internet Services in India-

Quality of Service.pdf

George Cheriyan chaired a session on "Consumer Protection in Telecom Services:
Indian Perspective and framework" organized by TRAI-ITU on 21-23 March, 2016 at
New Delhi.
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Briefing Paper: Consumer Broadband Labels: For Greater Transparency &
Informed Consumers.

http: //www.cuts-ccier.org/broadbandlabel /pdf/Briefing Paper-

Consumer Broadband Labels-For Greater Transparency Informed Consumers.pdf
A research on ‘Prominent Labels Empowering Consumers’
http://cuts-ccier.org/broadbandlabel /pdf/Brochure-

Information Labels for Consumers.pdf

Building a Digital World Consumer Can Trust-World Consumer Rights Day
Celebration on March 16, 2017. (https://cuts-cart.org/pdf/Event Report-
World Consumer Rights Day March 16 2017.pdf)

CUTS Comments-Key Points of New Broadcasting and Cable Services Framework
delivered on December 26, 2018.

CUTS research document on ‘E-Commerce in the Context of Trade, Competition and
Consumer Protection in India’ (https://cuts-cart.org/pdf/Discussion Paper E-

Commerce in the Context of Trade Consumer Protection and Competition in Indi
a.pdf)

Telecom Complaints Handled by CUTS During the Reporting Period

Apart from participating in various consumer awareness programmes in the telecom
sector, it has been continuously providing its assistance to consumers in handling
consumer complaints. During the reporting period of one year i.e. December, 2017 to
December, 2018 complaint handling was done under the name of Consumer Support
Centre. Consumer Support Centre is providing information & handling consumer
complaints against all the sellers and service providers. The complaints on telecom
issues specifically were mainly related to:

e Service complaints

Billing/metering complaints

New connection activation

Termination of service related complaints

The details of complaints and advisories as shown in the below charts:

Complaints in Telecom Sector Complaints in Telecom Sector (in
(in Percentage) percentage)
Nature of In ® Network related
Complaint Percentage
23

Network related 23 B Defective Item

lated
Defective Item 15 relate
related Recharge and
Recharge and 23 Balance related
Balance related B Service related
Service related 16 16 5
Others 23 m Others
Total 100 23
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Other Activities on Telecom Issues During the Reporting Period:

Celebration of World Consumer Rights Day, 2018 on March 15, 2018 on the theme
‘Making Digital Marketplaces Fairer’ at Jaipur attended by Mr. Manish Lodha, Joint
Advisor, TRAI, Jaipur along with other dignitaries. (https://cuts-cart.org/world-

consumer-rights-day-2

e

There has been active participation of CUTS in various consumer awareness
programmes organized by TRAI during last one year. Since December 2017 to
December, 2018, CUTS has participated in several Customer Outreach Programmes
organized by TRAI in different parts of Rajasthan on various occasions.

Apart from participation in Customer Outreach Programmes organized by TRAI, CUTS
has been regularly involved with consumer awareness activities organized by various
Telecom Service Providers (TSPs) and during the reporting period, CUTS has attended
eighteen such activities.

CUTS has also been involved in couple of projects supported by other agencies during
the period, which have been reported below.

Representation by CUTS at Open Houses/TRAI Outreach Programmes and Other
Workshops During the Reporting Period:

Gauhar Mahmood attended a Customer Outreach Programmes, which was organised
by TRAI, Regional Office, Jaipur at Kankroli, Rajsamand on November 23, 2017.
Dharmendra Chaturvedi attended a COP and Open House organised by TRAI, Jaipur
on November 30, 2017 at Hanumangarh, Rajasthan.

Rajendra Kumar Sen attended on behalf of CUTS in Customer Advocacy Group
Meet organised by Vodafone India on December 14, 2017 at Jhunjhunu.

Suman Pareek attended workshop for consumer education behalf of CUTS organised
by TATA DOCOMO on January 5, 2018 at Bikaner.

0.P. Pareek attended workshop for consumer advocacy group meet on January 10,
2018 at Dausa organised by Idea Cellular Ltd.

Prem Singh Mali attended consumer education workshop organised by Idea Cellular
Ltd on January 11, 2018 at Karauli, Rajasthan.

Rakesh Parmar attended consumer education workshop organised by Idea Cellular
Ltd on January 12, 2018 at Dholpur.

Kuldeep Tanwar attended Customer Outreach Programme organised by TATA
DOCOMO on January 17, 2018 at Pali.
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George Cheriyan and Jeetali Agnani attended the seminar on “Consumer Protection in
Digital Era” on January 19, 2018 at New Delhi. George also made a presentation on
‘Protecting the Digital Consumer: Challenges and Possible Solutions’ and responded
the queries raised by participants.

Kamlesh Kumar Bohra attended Consumer Education Workshop organised by
Airtel on January 22, 2018 at Dausa.

Mohan Singh attended consumer workshop organised by TATA
DOCOMO on February 15, 2018 at Beawar, district Ajmer.

Rajiv Saxena attended consumer workshop organised by Airtel on March, 23,
2018 at Bundi.

Dharmendra Chaturvedi attended consumer Outreach Program organized by TRAI
Regional Office, Jaipur at Auditorium of Administrative Building, National Thermal
Power Corporation (NTPC), Anta, Distt.: Baran, Rajasthan on May 3, 2018.

Radhe S. Vaishnav attended Consumer Workshop organised by IDEA Cellular on May
17,2018 at Bhilwara.

Deepak Sharma attended Customer Advocacy Group Meet organised by
Vodafone on May 18, 2018 at Ajmer.

Dharmendra Chaturvedi attended consumer Outreach Program organized by TRAI
Regional Office, Jaipur at Internal Security Academy Central Reserve Police Force,
Mount Abu, Sirohi (Rajasthan) on May 25, 2018.

Ved Prakash attended Customer Advocacy Group Meet organised by
Vodafone on June 27, 2018 at Alwar.

O.P. Pareek attended Consumer Outreach Program on July 11, 2018 organised by
Reliance Jio at Dausa.

Dharmendra Chaturvedi attended Consumer Outreach Program organized by TRAI
Regional Office, Jaipur at Zila Parishad Sabha Bhawan, Collectorate Campus, Jalore
(Rajasthan) on July 26, 2018.

Anwar Ahmed Khan attended Consumer Outreach Program on August 29, 2018
organised by Reliance Jio at Kota.

Pradeep Singh attended Consumer Outreach Program behalf of CUTS on September
12, 2018 organised by Reliance Jio at Alwar.

Ajay Singh attended Consumer workshop and open house on October 25, 2018
organised by Vodafone Idea Limited at Barmer.

Ashok Ujjwal attended Consumer workshop and open house on October 26, 2018
organised by Vodafone Idea Limited at Jaislmer.

Kunwar Dheer Singh and Dharmendra Chaturvedi attended 'Consumer Outreach
Programme to create awareness among telecom, broadcasting and
telecommunication consumers' organised by TRAIat Hotel VRISA, Jaipur on
November 20, 2018.

Anwar Ahmed Khan attended Consumer Outreach Program on November 21, 2018
organised by Reliance Jio at Kota.

Role as a Member in Appellate Authorities
CUTS has been serving as an active member in TSPs like BSNL, Airtel and Vodafone Idea
Limited and has actively participated in solving the queries of consumers across the table.
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Issues emerged from open houses/workshops:

Customer Care executives must be versed with the appeal process under the
complaint handling process.

Nuisance of call drop needs to be treated.

Customer care should be made more friendly and accessible.

Value added services, unsolicited calls/SMSs, tariffs, mobile number portability,
DND, quality of service standards are few irretentive issues among consumers.
Deduction/charges for VAS without consent or proper explanation.

Proper billing of internet data charges with improved network services.
Confusion regarding telecom dispute jurisdiction by consumer fora.

More events like open houses should be conducted at grassroots to make
consumer aware by service providers/regulator.

Outreach Activities

GSK Alerts

CUTS publishes and circulate e-newsletter by the name GSK Alert, which is a compilation
of successful cases solved by Grahak Sahayta Kendra (GSK) over the period of one year.
https://cuts-cart.org/consumer-care-centre-grahak-sahayta-kendra/
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