	Serial Number 
	Name of Parameter 
	Benchmark 
	Averaged over a period 

	(i) 
	Fault incidences (No. of faults/100 subscribers /month) 
	≤ 5 
	One Quarter 

	(ii) 
	Fault repair by next working day 
	For urban areas: 
By next working day: ≥ 90% and within 3 days: 100%. 

For rural and hilly areas: 
By next working day: ≥ 90% and within 5 days: 100%. 

Rent Rebate 
Faults pending for >3 days and ≤7 days: Rent rebate for 7 days. 

Faults pending for >7 days and ≤15 days: Rent rebate for 15 days. 

Faults pending for >15 days: rent rebate for one month. 
	One Quarter 

	(iii) 
	Mean Time To Repair (MTTR) 
	≤ 8 Hrs 
	One Quarter 

	(iv) 
	(a) Call Completion Rate within a local network shall be better than 
	≥ 55% 
	One Quarter 

	
	or, 

	
	(b) Answer to Seizure Ratio (ASR) 
	≥ 75 % 
	One Quarter 

	(v) 
	Point of Interconnection (POI) Congestion (on individual POI) 
	≤ 0.5% 
	One month 

	(vi) 
	Metering and billing credibility – post paid 
	Not more than 0.1% of bills issued should be disputed over a billing cycle 
	One Billing Cycle 

	(vii) 
	Metering and billing credibility –- pre-paid 
	Not more than 1 complaint per 1000 customers, i.e., 0.1% complaints for metering, 
	One Quarter 


	Serial 
Number 
	Name of Parameter 
	Benchmark 
	Averaged over a period 

	(i) 
	Provision of a telephone after registration of 
	100% in ≤ 7 days (subject to technical feasibility) 
	One quarter 

	registration of demand 

	(ii) 
	Shift of Telephone Connection 
	≤ 3 days (95% of requests to be attended within 3 days) 
	One quarter 

	(iii) 
	Grade of Service 
	(a) Junctions between local exchanges – 0.002 

(b) Outgoing junctions from Trunk Automatic Exchange (TAX) to local exchange – 0.005 

(c) Incoming junctions from local exchange to TAX – 0.005 

(d) Incoming or out going junctions between TAX’s 0.005 

(e) Switching network should be non-blocking or should have extremely low blocking probability. 


Quality of Service parameters to be reflected in customer perception of service….. 
	Serial Number 
	 Name of Parameter 
	 Benchmark 
	 

	 (a) 
	 customers satisfied with the provision of service 
	 ≥ 90 % 
	 

	 (b) 
	 customers satisfied with the billing performance 
	 ≥ 95 % 
	 

	 (c) 
	 customers satisfied with network performance, reliability and availability 
	 ≥ 95 % 
	 

	 (d) 
	 customers satisfied with maintainability 
	 ≥ 95 % 
	 

	 (e) 
	 customers satisfied with supplementary and value added services 
	 ≥ 90 % 
	 

	 (f) 
	 customers satisfied with help services including customer grievance redressal 
	 ≥ 90 % 
	 

	 (g) 
	 customers satisfied with overall service quality 
	 ≥ 90 % 
	 


Quality of Service parameters in respect of which compliance reports are to be submitted to the Authority for cellular:
	Serial 
Number
	Name of Parameter 
	Benchmark 
	Averaged over a period 

	A 
	Network Service Quality Parameters: 

	(i) 
	Network Availability 

	(a) BTSs Accumulated downtime (not available for service) 
	≤ 2% 
	One Month 

	(b) Worst affected BTSs due to downtime 
	≤ 2% 
	One Month 

	(ii) 
	Connection Establishment (Accessibility) 

	(a) Call Set-up Success Rate (within licensee's own network) 
	≥ 95% 
	One Month 

	(b) SDCCH/ Paging Channel Congestion 
	≤ 1% 
	One Month 

	(c) TCH Congestion 
	≤ 2% 
	One Month 

	(iii) 
	Connection Maintenance (Retainability) 

	(a) Call Drop Rate 
	≤ 2% 
	One Month 

	(b) Worst affected cells having more than 3% TCH drop (call drop) rate 
	≤ 5% upto 31.03.2011 

≤ 3% From 01.04.2011 
	One Month 

	(c) connections with good voice quality 
	≥ 95% 
	One Month 

	(iv) 
	Point of Interconnection (POI) Congestion ( on individual POI) 
	≤ 0.5% 
	One Month 

	B 
	Customer Service Quality Parameters: 

	(v) 
	Metering and billing credibility – post paid 
	Not more than 0.1% of bills issued should be disputed over a billing cycle 
	One Billing Cycle 

	(vi) 
	Metering and billing credibility –- pre-paid 
	Not more than 1 complaint per 1000 customers i.e. 0.1% complaints for metering, charging, credit, and validity 
	One Quarter 

	Serial Number 
	 Name of Parameter 
	 Benchmark 

	 1 
	 Service Coverage 
	 For In-door coverage the signal strength at street level shall be ≥ -75 dBm and In-vehicle shall be ≥ -85 dBm. 


