CUTS Annual Report Specifically on Telecom Related Issues
Period: December, 2018- December, 2019

Registration no TRAI/CO/NGO/17/2014-CA dated 3rd 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.
Campaign for ‘Holding Broadband Service Providers to Account’ in partnership with
Consumer International in 2012. (Please refer: http://cuts-
international.org/cart/Campaign for Holding Broadband Service Providers to Account.ht
m)
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: http://cuts-
international.org/cart/pdf/Study on the Status of Law Enforcement for Misleading Adver
tisements in India.pdf)
Organised World Consumer Rights Day on the theme ‘Building a Digital World Consumer Can
Trust’ on March 16, 2017. (https://cuts-cart.org/pdf/Event Report-
World Consumer Rights Day March 16 2017. pdf)
George Cheriyan attended and took session on ‘Protecting the Digital Consumers: Challenges
and Possible Solution’ on January 19, 2018 at New Delhi.
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/)
CUTS CART organised WCRD on the theme ‘Trusted Smart Phones’ at CUTS Conference Hall
on March 15, 2019. Bhavna Sharma, Sr. Advisor, TRAI, Jaipur was the main speaker focusing
on the role of regulator, whereas, Abhishek Khandal from Vodafone-Idea Ltd. was the speaker
on technical aspect of the issue. (https://cuts-cart.org/pdf/event-report wcrd-2019.pdf)
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Consumer Outreach Programme (COP)

e CUTS Commented on key points of new Broadcasting and Cable Services Framework
delivered on December 26, 2018.

e Dharmendra Chaturvedi (Programme Officer, CUTS) attended TRAI Consumer Outreach
Programme organised by TRAI, Jaipur office at Dungarpur on May 16, 2019.

e Deepak Saxena and Swati Punia attended and took sessions in TRAI programme on
‘Information, Protection & Rights of Telecom Consumers in Digital Area’ at Shimla, HP on June
18, 2019.

e Dharmendra Chaturvedi (Programme Officer, CUTS) attended TRAI Consumer Outreach
Programme organised by TRAI, Jaipur office at Jhalawar on August 28, 2019.

e Dharmendra Chaturvedi attended TRAI Consumer Outreach Programme organised by TRAI,
Jaipur office at Bhikampura, Thanagaji District- Alwar on November 18, 2019.
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Consumer Awareness Programme (CAP)

Organised CAP on September 30, 2018 at Kapasan, Chittorgarh; at Kotri, Bhilwara on December
28, 2018; at Phulera, Jaipur on March 22, 2019; at Shahpura, Jaipur on June 28, 2019 and at
Gangrar, Chittorgarh on September 24, 2019.
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CUTS Advocacy for Fixing Phone Rights of Telecom Consumers is Based on:
Fair contracts explained in clear, complete and accessible language.
Consumers to receive the service they have been promised.

Fair and transparent billing.
Consumers to have power over their own information.

Phone companies to listen and respond to consumer complaints.

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:
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
(in Percentage) During the

Reporting Period

Nature of In

Complaint Percentage
Network Related 23
Defective Item 15
Related

Recharge and 23
Balance related

Service Related 16
Others 23
Total 100

Complaints in Telecom Sector (in
percentage) During the Reporting

Period
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Other Activities on Telecom Issues During the Reporting Period:

e There has been active participation of CUTS in various consumer awareness programmes
organized by TRAI during last one year. Since December 2018 to December, 2019, CUTS has
participated in several Customer Outreach Programmes organized by TRAI in different parts

of Rajasthan on various occasions.

CUTs"11

International

Page 4 of 6




e 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 thirteen such
activities.

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

e Prepared aresearch 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.

Representation by CUTS at Open Houses/TRAI Outreach Programmes and Other

Workshops During the Reporting Period

e Madan attended open house on behalf of CUTS organised by BSNL at Pratapgarh on December
28, 2018.

e Gaurav Chaturvedi attended open house organised by Reliance Jio at Bhilwara on December
12,2018.

e Pradeep Pundhir attended open house organised by Reliance Jio at Alwar on March 18, 2019.

e Dinesh Sharma attended open house on behalf of CUTS organised by Vodafone Idea Limited
at Sawai Madhopur on April 23, 2019.

e Anwar Khan attended an open house on June 13, 2019 at Kota organised by Vodafone-Idea.
Rajiv Saxena attended open house organised by Reliance Jio at Bundi on July 10, 2019.

e Mukesh Sharma attended open house organised by Vodafone Idea Limited on August 8, 2019
at Sikar.

o Rakesh Parmar attended open house organised by Reliance Jio at Dholpur on September 11,
2019.

e Anil Dutt Vyas attended open house organised by Vodafone Idea Limited on September 12,
2019 at Udaipur.

e Surendra Kumar Sharma attended open house organised by Airtel on September 20, 2019
at Sri Ganganagar.

e Prem Singh Mali attended open house behalf of CUTS organised by Reliance Jio at Karauli on
November 13, 2019.

e Gauhar Mahmood attended open house organised by Idea Cellular Ltd on November 14, 2019
at Chittorgarh.

e Dinesh Sharma attended open house on behalf of CUTS organised by Reliance Jio at Sawai
Madhopur on December 11, 2019.

Role as a Member in Appellate Authorities

CUTS has been receiving appeals from Vodafone-Idea and Airtel on monthly and quarterly basis
from the two operators, which after getting it verified from the customers directly by our team
are approved, otherwise, are sent back to operators for further action on these. So far, in the years
2018 and 2019, have received 56 appeals from the operators, on which actions were taken.

Issues emerged from open houses/workshops:

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

e Nuisance of call drop needs to be treated.

e Customer care should be made more friendly and accessible.

e Value added services, unsolicited calls/SMSs, tariffs, mobile number portability, DND, quality
of service standards are few irretentive issues among consumers.

e Deduction/charges for VAS without consent or proper explanation.

e Proper billing of internet data charges with improved network services.

e Confusion regarding telecom dispute jurisdiction by consumer fora.
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o More events like open houses should be conducted at grassroots to make consumer aware by
service providers/regulator.

Outreach Activities

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/

Successful Case solved by GSK is mentioned below:
(December 2018 to December, 2019)

Rs.10 Coins are Valid Legal Tender

Hemant Singh Sisodiya, resident of Gayatri Nagar, Bhilwara has a complaint that BSNL office in
Bhilwara has refused to accept Rs.10 coin, when he went there to deposit the bill of his telephone.
The aggrieved consumer, who himselfis an activist by nature complained to GSK, Jaipur regarding
this unlawful practice by BSNL. GSK acted on the complaint and sent notices to BSNL citing RBI's
orders as well in this regard regarding accepting Rs.10 coins. After receiving the notice, the
Assistant General Manager of BSNL office, Bhilwara informed in writing to GSK that necessary
instruction has been given to staff members to accept the coins of Rs.10 from consumers, at the
time of taking payments of bills.
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