CUTS Annual Report Specifically on Telecom Related Issues
Period: January, 2024-December, 2024

Registration no TRAI/CO/NGO/17/2014-CA dated 3rd March 2014(F dt.Sfl. -

5/2/(1)/2023- 3.HI.(e-11452)/18 date:25.04.2024 Valid up to March 31, 2026.
(https://cuts-cart.org/pdf/TRAI-registration-renewal.pdf)

1. CUTS INTERVENTION IN TELECOM SECTOR:

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

Have been instrumental in organizing many Consumer Awareness Programes
(CAPs) with the assistance of TRAI in between the period 2010 to 2012.

Have been part of consultations/meetings organised by TRAI and several open
houses, consumer education workshops organised by telecom service providers.
Has been instrumental in doing research works on different issues related to
telecom, digitization etc.

In past years, CUTS as a CAG served/serving as member appellate authority with
various current and erstwhile service providers like BSNL, Aircel, MTS, Tata
Docomo. Airtel and Vodafone Idea Limited. In couple of TSP, CUTS still serving in
their appellate authorities.

1.1Recent Past Research Studies by CUTS in Telecom Sector (2016 onwards)

>

>

CUTS Project: Counter Comments to TRAI Consultation Paper on Caller Name
Presentation in Telecom Services in 2016:

CUTS Comments: https://cuts-ccier.org/pdf/Consultation Paper-

on Data Speeds under Wireless Broadband Services.pdf

Briefing Paper: https://cuts-ccier.org/pdf/Briefing Paper-

Consumer Broadband Labels-

For Greater Transparency Informed Consumers.pdf

Other Project Details and Output: https://cuts-ccier.org/pdf/Briefing Paper-
Consumer Broadband Labels-

For Greater Transparency Informed Consumers.pdf

CUTS Project: Data Privacy and User Welfare in India: User Perception Analysis in 2017
Capability Statement: https://cuts-ccier.org/pdf/initiatives-on-data-privacy-and-
protection-in-india.pdf

CUTS Comments: On Personal Data Protection Bill, 2019:
https://bitly/3aPaps8

CUTS Project: Consumer Impact Assessment on Cross-Border Data Flow in
2019:

Project Details: https://cuts-ccier.org/consumer-impact-assessment-on-cross-
border-data-flow/

Research Report: https://cuts-
ccier.org/pdf/Findings of Consumer Impact Assessment of Data Localisation.pd
f

More Project Details and Publication Output: https://cuts-ccier.org/consumer-
impact-assessment-on-cross-border-data-flow/

‘ CUTS}Z{ Page 1 of 7

International


https://cuts-cart.org/pdf/TRAI-registration-renewal.pdf
https://cuts-ccier.org/pdf/Consultation_Paper-on_Data_Speeds_under_Wireless_Broadband_Services.pdf
https://cuts-ccier.org/pdf/Consultation_Paper-on_Data_Speeds_under_Wireless_Broadband_Services.pdf
https://cuts-ccier.org/pdf/Briefing_Paper-Consumer_Broadband_Labels-For_Greater_Transparency_Informed_Consumers.pdf
https://cuts-ccier.org/pdf/Briefing_Paper-Consumer_Broadband_Labels-For_Greater_Transparency_Informed_Consumers.pdf
https://cuts-ccier.org/pdf/Briefing_Paper-Consumer_Broadband_Labels-For_Greater_Transparency_Informed_Consumers.pdf
https://cuts-ccier.org/pdf/Briefing_Paper-Consumer_Broadband_Labels-For_Greater_Transparency_Informed_Consumers.pdf
https://cuts-ccier.org/pdf/Briefing_Paper-Consumer_Broadband_Labels-For_Greater_Transparency_Informed_Consumers.pdf
https://cuts-ccier.org/pdf/Briefing_Paper-Consumer_Broadband_Labels-For_Greater_Transparency_Informed_Consumers.pdf
https://cuts-ccier.org/pdf/initiatives-on-data-privacy-and-protection-in-india.pdf
https://cuts-ccier.org/pdf/initiatives-on-data-privacy-and-protection-in-india.pdf
https://bit.ly/3aPaps8
https://cuts-ccier.org/consumer-impact-assessment-on-cross-border-data-flow/
https://cuts-ccier.org/consumer-impact-assessment-on-cross-border-data-flow/
https://cuts-ccier.org/pdf/Findings_of_Consumer_Impact_Assessment_of_Data_Localisation.pdf
https://cuts-ccier.org/pdf/Findings_of_Consumer_Impact_Assessment_of_Data_Localisation.pdf
https://cuts-ccier.org/pdf/Findings_of_Consumer_Impact_Assessment_of_Data_Localisation.pdf
https://cuts-ccier.org/consumer-impact-assessment-on-cross-border-data-flow/
https://cuts-ccier.org/consumer-impact-assessment-on-cross-border-data-flow/

e CUTS Project: ‘Status of e-Commerce in India (SECI)’ in 2020

More details at: ,https://cuts-ccier.org/seci/
Research Reports Under the Project ‘Status of E-consumers in India - ccier’

» Study on ‘USERS PERSPECTIVES ON PRIVACY AND DATA PROTECTION’
(https://cuts-ccier.org/pdf/survey analysis-dataprivacy.pdf)

» SUBMISSION OF COMMENTS ON TRAI CONSULTATION PAPER on ‘Privacy,
Security and Ownership of the Data in the Telecom Sector’ (https://cuts-
ccier.org/pdf/CUTS International 07 11 2017.pdf)

» CUTS View Point Paper on eCommerce for the 11th WTO Ministerial Conference
(https://cuts-ccier.org/pdf/Viewpoint Paper E-commerce.pdf)

» Memorandum for The Standing Committee on Information Technology (2017-18)
on Citizens’ Data Security and Privacy (https://cuts-ccier.org/pdf/Advocacy-
CUTS Memorandum to the Parlimentary Standing Committee on Information T
echnology Pertaining to Citizens Data Security and Privacy.pdf)

e CUTS Project: ‘Understanding Consumers’ Perspective on Encryption’ in
2020:

» A Survey Report- (https://cuts-ccier.org/pdf/survey-finding-understanding-
consumers-perspective-on-encryption.pdf)

» More Details and Publication Output of Project: https://cuts-
ccier.org/understanding-consumers-perspective-on-encryption/

e CUTS Project on ‘Highlighting Inclusive and Practical Mechanisms to Protect
Children Data’ in 2021:

» Research Report: https://cuts-ccier.org/pdf/slide-deck-protecting-childrens-
data-analysing-perspectives-of-parents-children.pdf

» More Project Details and Publication Output: https://cuts-
ccier.org/highlighting-inclusive-and-practical-mechanisms-to-protect-childrens-

e CUTS Project: “My data or yours?” Unravelling Multi-Party Privacy (MPP
Among Consumers of Digital Credit in India in 2022:

» Research Report: https://cuts-ccier.org/pdf/my-data-or-yours-unravelling-
multi-party-privacy-among-consumers-of-digital-credit-in-india.pdf https://cuts-
ccier.org/pdf/my-data-or-yours-unravelling-multi-party-privacy-among-
consumers-of-digital-credit-in-india.pdf

» More Project Details: https://cuts-ccier.org/my-data-or-yours/

e CUTS Project: Implementation of RBI's Tokenisation Directive in Consumer
Interest (CoFT Project) in 2022:

» Research Report: https://cuts-ccier.org/pdf/tokenisation-survey-findings.pdf

» More Project Details and Publication Output: https://cuts-
ccier.org/implementation-of-rbis-tokenisation-directive-in-consumer-interest-

coft-project/
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CUTS Project: Understanding Consumer Perspectives on 6GHz Band in
2022:

Key Research: https://cuts-ccier.org/pdf/findings-recommendations-
understanding-consumer-perspectives-on-6ghz-band.pdf
Key Research: https://cuts-ccier.org/pdf/research-report-examining-wi-fi-6e-

for-india.pdf

Key Research: https://cuts-ccier.org/pdf/bp-consumer-explainer-on-unlicensed-
spectrum.pdf

Key Research: https://cuts-ccier.org/pdf/snapshot-of-findings-understanding-
consumer-perspectives-on-6ghz-band.pdf

CUTS Project: Research-based Advocacy on Unintended Lacunae of
including aspects of NPD in PDPB in 2022:

Research: https://cuts-ccier.org/research-based-advocacy-on-unintended-
lacunae-of-including-aspects-of-npd-in-pdpb/

More Project Details and Output: https://cuts-ccier.org/research-based-
advocacy-on-unintended-lacunae-of-including-aspects-of-npd-in-pdpb/

CUTS Project: TV Consumer Market Study in 2022:
Research Report: https://cuts-ccier.org/pdf/research-report-towards-effective-

choice-a-nation-wide-survey-of-indian-tv-consumers.pdf
More Project Details: https://cuts-ccier.org/tv-consumer-market-study/

CUTS Project: Protecting Online Rights of Changemakers (PORCH) in 2023:

Project Brief: https://cuts-ccier.org/pdf/project-brief-protecting-online-rights-
of-changemakers-porch.pdf
More Details on Research and Other Output: Under Preparations

CUTS Project: Consumer Grievance Redressal (CGR) 2.0 in 2023:

Project Brief: https://cuts-ccier.org/pdf/project-brief-white-paper-on-consumer-
grievance-redressal-2-0.pdf

More Project Details: https://cuts-ccier.org/consumer-grievance-redressal-2-0/

CUTS Discussion Paper: Analysing Effect of Regulation of Over-the-Top (OTT)

Services on Consumer Interest and Comparing International Perspectives-
2023:

https://cuts-ccier.org/pdf/dp-analysing-effect-of-regulation-of-over-the-top-ott-
services.pdf

CUTS Project: Understanding and Highlighting Stakeholders’ Perspectives on
Caller Name Presentation (CNAP) in Telecommunication Services in 2023:

Research Report: https://cuts-ccier.org/pdf/counter-comments-on-trai-cnap.pdf
Research Report: https://cuts-ccier.org/pdf/comments-on-the-trai-cnap-

consultation-paper.pdf
More Project Details: https://cuts-ccier.org/understanding-and-highlighting-

stakeholders-perspectives-on-cnap-in-telecommunication-services/
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CUTS Project: Analysing the Impact of Advisory on Deep fakes: User

Engagement, Effectiveness, and Future Directions in 2024:
Project Details: https://cuts-ccier.org/analysing-the-impact-of-advisory-on-

deepfakes-user-engagement-effectiveness-and-future-directions/
More Details on Research and Other Output: Under Way

CUTS Project: Examining the Scope of Behaviour Tracking and Targeted

Advertisement of Children and Suggesting an Optimum Regulatory Approach
in 2024:

Project Brief: https://cuts-ccier.org/pdf/project-brief-examining-the-scope-of-

behaviour-tracking-and-targeted-advertisement-of-children-andsuggesting-an-
optimum-regulatory-approach.pdf

More Details on Research and Other Output: Under Way
https://cuts-ccier.org/pdf/comments-on-trai-cp-on-review-of-quality-of-
service-standards.pdf

2. CUTS ADVOCACY for FIXING PHONE RIGHTS of TELECOM CONSUMERS:

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.

3. TELECOM COMPLAINTS HANDLED by CUTS DURING 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. January, 2024-
December, 2024, 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:
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4. OTHER ACTIVITIES on TELECOM ISSUES DURING REPORTING PERIOD:

There has been active participation of CUTS in various consumer awareness
programmes organized by TRAI during last one year. Since January, 2024 to
December, 2024, CUTS has participated in several offline/online 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).

Six Consumer Awareness Programme organised by CUTS on February 22, 2024 at
Jobner, Jaipur, 14th June 2024 at Sawai Madhopur, 15t July 2024 at Surajgarh
mandi, Jhunjhunu, 17t September 2024 at Dhandholi,Dudu, 22" November 2024
at Bhanpur kalan (Jaipur) & December 20, 2024 at Maid, Viratnagar, District
Kotputali- Behror.

5. CUTS INVOLVEMENT IN AAWARENESS RELATED ACTIVITIES DURING
REPORTING PERIOD:
January 2024 to December 2024
S. | Date Venue Name of Programme Networker & CAG
N. (CEW/COP/CAP) Attended
Organised by TRAI/TSP/CAG
1. | 22 New Gayatri Vidhya CAP Organised by CUTS Attended by
02. Mandir Sr.Sec School Deepak Saxena &
24 Jobner,Jaipur Dharmendra from
CUTS CAG
2. | 05. BSNL office at | Consumer Education Workshop Attended by Mr.
03. | Jhalawar organised by BSNL, Jhalawar Nathu Ram
24 Choudhry,
From Asnawar,
Jhalawar
3. | 06. BSNL office at | Consumer Education Workshop Attended by Madan
03. Pratapgarh organised by BSNL, Chittorgarh Lal Keer, Program
24 Officer, CUTS
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4. | 07. Gopi Hotel and Consumer Outreach Program Suresh Mishra,
03. Restaurant, Dungarpu | organised by TRA]I, from CUTS
24 r Rd, Krishna Nagar, Jaipur attended
Sagwara, Rajasthan
314025
5. | 21. Garden Karauli Inn, Consumer Outreach Program Rajendera Bahadur
03. Near Gulab Bagh, organised by TRAI, Mahurey from
24, Karauli, Rajasthan Jaipur CUTS attended
322255
6. | 31. Raj Palace Resort, Consumer Outreach Program Mr Hari Prasad
05. Sawai Madhopur organised by TRAI, Yogi of Sawai
24 32200 Jaipur Madhopur
attended
7. | 14. Govt. Nursing college, | CAP on June 14, 2024 at Sawai Attended by
06. Sawai Madhopur Madhopur organised by CUTS-CAG | Deepak Saxena &
24 Dharmendra from
CUTS
8. | 25. BSNL office at Bundi Consumer Education Workshop Attended by Ms.
06. organised by BSNL, Bundi Hrishika Rajiv in
24 Bundi
9. | 26.0 | BSNL Telephone Consumer Education Workshop Attended by Prem
6.24 | Exchange, Circuit organised by BSNL Singh Mali from
House, Karauli, Karauli
Rajasthan
10. | 15. | Tagore Sah Shiksha CAP on July 15, 2024 at Attended by
07. College of science And | Surajgarhmandi, Jhujhunu Rajdeep Pareek &
24 Arts, Surajgarhmandi, | organised by CAG CUTS Dharmendra from
Jhunjhunu CUTS,
11. | 19. Guru Hasti Family Consumer Education Workshops Ram Prasad Gujar,
07. Restaurant & Café, organised by Bharti Hexacom CUTS Networker
24 Ugam Palace, Limited from Kekri
Dand Ka Rasta, In attended
front of Pani Ki Tanki,
Ajmer Jaipur bypass
Road,
Kekri
12. | 19. | Reliance Jio Infocomm | Consumer Education Workshops Jasvinder Singh,
07. Ltd, Hanumangarh organised by CUTS Networker
24 Junction, Reliance Jio Infocomm Ltd, from
Hanumangarh- Hanumangarh-
attended
13. | 19. Maniratna Restaurant | Consumer Outreach Program. Mrs. Gayatri Moud,
07. & Banquet Hall, JK Rd, | Organised by TRAI, Jaipur Programme
24 Nakoda Associate attended
Nagar, Kankroli, from CUTS
Rajsamand, Rajasthan
313324
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14. | 22. BSNL Office, | Consumer Education Workshop Mr. Hariram
08. | Dungarpur, (Raj.) organised by BSNL Labana from
24 Dungarpur
15. | 17. Biff and Bright College CAP Attended by
09. Of Engineering & at Padasouli (Dhandholi), Deepak Saxena,
24 Technology (BBCET) District: Jaipur Dharmendra from
Padasouli (Dhandholi), organised by CAG CUTS CUTS
16. | 22. | KGR College, Bhanpur CAP organised at Attended by
11. | Kalan, Bhanpurkalan by CUTS Deepak Saxena,
24 | District Jaipur CAG Dharmendra from
CUTS
17. | 13. | Balaji Complex,opp. CEW organised by Bharat Sharma,
12. | New Bus Stand Reliance Jio Infocomm Ltd, CUTS Networker
24 | Sumerpur Road Pali . attended from Pali
18. | 20. | Navrang Mahavidyalaya CAP organised at Attended by
12. | Maid Village, Viratnagar] Maid village, Viratnagar by CUTS | Deepak Saxena,
24 | Kotputali- Behror CAG Dharmendra from
CUTS
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