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ISR HeTeh! TR Fea-dl faiardreet), R06]

TSR UA, R0%3 Hl TF &3 o RUH ARHR TR T JI ISR TAHT SeTTahT

faFawEe M g |
. U AMIIRE:  (9) A AFEHEedT T qRETER AT UE GEET e,
R0LR” EHT T |

3) &t et ffd R0z0/09/09 @ @R EHE |

3. ORI T Sre: (q) B ar veser @ o SanEr a9 e

(%)

(@)

<Y WAl GIASAR U, 3043 TFeA] T |

“FoaTEety weler qREsER HoEEed, 01y T 0 |

“TIEHIT” Tl ATl GIASAR. TAHT T TS |

“FTATTT AT YAFT THT 10,33 T Y THIH TLASAR FAT Gl T [GSUHT

o

ATAITA FFAT I |

AT YTH A HAAT Ul THT 20,33 T Y FHINH XAR 4al g e
T ATHIATA qUHT SAh Tl I |

‘AT YIH” AT TLESAR FAT G TG FHIHIEE. ATHATS T Safch
KiERRET

SR THA GEaTE” WA U Tl JATAFH! A e AT qFarg av o

T T |
“FrIR A TR HAT g5 (el 9aT TRAHEedH] GoId el I gFars v

Ki=REY

“JATHT R HATA ATATTA WTH Aol RISAR 9l qoaad &1 HIH T
o faE ¥ FRISEET “aAaw R 9E 99 |

“YAT WHAH” WA TLESAR. HATh] ERATS Hd T ATGA-q STHISHBT o

T I |




(@) “grEw T A ARTSET IUHT WART T AEed a3 ST, SUAsd, T8

FAYTET Al TF9% [F=ege g1 8 A JAIA WE Hidge ddreh! O

T AMHEedH] AT &g Tved 98 |

(T)  “YEY & WAl AT, ITHETRANTHRT T HETHRAICAHT AeaiidhT SAeE
T G |
(F) “UTHIT &3 HAT e &7 Aokl qd &Adls aeeid I |
RFmEde sarer: (1) 79 GfFgaEdsn w@er 9uer a8 aRdita TWIRGET wed a9
AFAEEH! A TN IRAT T TA1 FIATEAHAT Jeet@ Y SHISH B 7 |

() =g ATl YT < e &t % e seaear = e sere s ar
SATEATHT TF-g T foa WOAT Faorel ! sAredl d-ad g9 |

ISR, el YA &l BIIH TG 9 IR T IR AT SRIEE : () UFH! 36
1¥(R) T TTEIT ATET ATIRHT TIHTARL T, AT RT3, Aiase qall, I=edie
T ST HAT G &1 Al TEH HIH T I PR Aqa=- 4 THSH g |

() U= () FATGH TFTHT FaTH [UERHT AHHEe AGT T HEE
T b TRSH T |

(3) ¥ WeEH 7 FAFIAEe aHSH Wgsomr U9 e SideeTaer g
IUEFER () TASH TAHTEHT HEEE T w1 |

(%) WO ATELAHAT ATAR JaT A, HEH T T ~IAqAH AR TIT DT
HOA T HEfEEEe qRAST T 997 |

AT TR HIH T F@rd: () ffmmeEed ywer youfy Esar Jar asarad 1=
AT YETIhe A BT THE YT A B T 9 |




() a1 YETIEH JUEAIH () SHIOH HATH! UER HIH T T9a HCAT AED!
HATYR, HROT qIT AR HIIH THH! AN THT HH HRAGIH! @60 T I« @gAmec

FRISH YA OEAR HIA T AEH T A Gells TAHHA [Hagq 77 g |

(3) SufEfFE® () THIw YT Haeas! U8y e SRIUHT Wi Turel TIedl gan
TRTAEHATS HaTh! TUEAR HEH T 99 @y & qa7g |

() Jufaas (3) sHioHaET Aaahm 9 Jaree! TOER A T Ha1 TRaHds
HIH0TCT Ul THT Y8 THINH  HRATE! T HaTeHh! TUEAR HIAH T4 B4 99 @y &
REREN

(4) Iufa=aH () M daiafia o Jaren! e HEH T 96 Teawed!
ATATTTA TR Ul THT 5 FHISH @I I qFeg |

TR THAT T /G TG I () T JeEshel MaHa T Aol SXE59R 9aT Y&
D! AT TAFEEHAT ATEA-1 SHISHEDT AAHEE FHEL g T [@HaH ¥ Bl IrEaw
() AIHST FRMEE SHISH REFIR qaTsh! e AT TG 97, |

() JuEaR (9) SHISH RGBT TOEAR. AGTDT Hid=e" @&fad Y BT g
(3) sIEHT SHMT TR T T® O AR 9f @i GAE 9UH! 397 e HA
ST YT T 9 |

() THTIR A PR AT T A@EIF I JUHTEedRd 970 AIaeedh]

SFAET HAT YIS T I |

TR QT o AU T HRe & Wa: () TRl AEeehar aER B S
T, Al a1 GHA AT AT TR FEIGHT Ho G TR T aAr A T
TidaET UeT T HAT FEHAS ey & g |

() Uz (9) awie [igueT Feee i 99er qor AT 1 Wi
Hictaa 9T T HAT WERHHHT Hied g |




c.

q0.

YArH! R ST T IS T Fe: (9) e TEEw a9 ARgEEed awim e
T T AT AR HH /TR a1 [Faw & a1 bfiaw o swifew W giaaa e
FEraaaad e giaEoel AEddd AgER FAWa A9 AT RAE TTH A,
v, St a1 F 9T g TdE, e T e 99y |

() SulEfzH (1) =AfwS aqmE, e, Sis, 9@ a1 Aueas wEH
AALIHA ATAR TMAHHT HHA AT FF-ad @l & a1 araf-ad dar as s
TS HA FHEL T A |

(3) SufEEH () SIS AT, 0, S, o a1 #7991 safhe S av9e

WUHT qegf Hrie B I qeaedt gideey AR T i 9 T a6 |

AR TG O (1) s ¢ oo dame! raR aqwE, Fae, s, ahe a1
HIFHT AR FHEHTEE @IeUH! HHA o1 [Aells HaT Taabel Yareh! [UEAR Sfed qdl

HOT T HTAHT ATITF I IUHEE T YA F edNT Iqsd TS a7 o r @y

AT YEOHH BRI JaT T T IR JO0AA 05 & At s qgant
T g |

() FaT YeTIHT WOHIvraTe |ieUHT FHHary a1 fasfere AN HUaHT UEaT. qeer=dr
Toraor, AT TAT T SFFEATIT (Network Management) SFe-dl [Haue I9aed TRIST
T |
giAeT FEiraad wvere Heee : () fAfFEw @ a1 ¢ s i g, e,
Site, T "R Yaaadare At v seiieHST Jarehl UEG HEH TWH! TaSuHr
TET TR W T Ml HiEd aHamat qesl 3ar yerswars e &F 9679 |

() AT YeIH IUEEH (9) FHISE EusT dafahm e Teax. bfFam ¥
FHISH g T B T 9 |
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qR.

(3) SuEFEA (1) SHNH FEEhE T PR HEW T d6 TEhEdrs
WIFHT AfFTA & TR FRATE! T HAH! e HEH T4 99 RIS 6T T

() JufaEe (3) FRIGHST FAAAWA T FaTeh! ORI GER T ol T A5

ATACTTA FHEHIT YT THT & FAIGH GRS T4 a1 |

Alaqfd Sy IST I

(9) 79 FaFTHEAT qifFus! wwaT 947 90T cdd el 9ar Ya W A9bh!
HATITHT AU UEdhel ATHATS TCH] AEET AT HaT TFFAE &Afddd ANTETEr T
FHEGT HaT YEEHS ABHdTs AR JaTed aqdahl Ired Sdad Suaed RS
|

() YAIRTIERDT BT SMeLeb! TCATTHT T8 JUEHAR(q ) SHOHB T AR g
Exll

(3) EH<T AAZA SET/¥ASH AHS qal NG T TR Ih TATbSih] AALH qall
GRAHH] cdd ST Hs UBdHel qal WH 4 Aqbh! q@d [ Webd qFai-ad Ja
RIS @l aTEl T AN AT FATed aIadh] I &add S9aed TRSTaTs |

(y) fhaee AISsATE 7edic YaTh! BHAT I [ARTHEAMT qifbUh! Vel ¢ T80T
e T AT Y& T THHH ATCAHT Wehdls Gl AGAdT a9d q¥a-ad Aghars
&l Ted WA HEYHT HIETEN e T a1 FiE S| garel @t [:yged
7 T GEARET Tehes THH T TST T |
TR I4@T_ Il aiNe Jdaqq (QoS Annual Report ) 98T I 9 : () FaT Yaao
TATE ! HATH! A F¥a-4T amte Fidasd (QoS Annual Report) T o FHIH WU
TE R Wi e T |

() FATHITH T A ST FATE T JaATHT UIEAR FFael alies Tiaa aqaer
-3 FHISHS! ST 99T T |
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idaEs WEss T (1) B & @1 suEtEm (3) 3 B o @ sufEtm () aEr
U Yidee" Il aF-ad a7 YShhdrs aase 1 awme-sg |

() IUEEIR () THIHBT YdaeT WIS I Aol T g |

(3) Jufa=aw (q) ST Yiddes |ras=e TR Il JeiEHre sl &=
9% FAINH HRAE T 915 |

(¥) wigwel ffFaw ¢ #1 IuEEIH (3) S TR THT Tddaqd 399w
HEAHST S+ T |

ST o A flaRoT o Widee fAuar SRamt A (9) Fr Femsw a9 Efewee s
TS At JEsT I @y Sar Widearene AN HUHT oaor [Haia st

I TWIRICHT AGaT 3T a1 TAd Wdasd a1 [&aRer QUHT qeuar U sHifse HRam]
TR |

() Wi wene a9 fEfaEet sSHim R S, T8, S a1 SO
SFHE T SAihel 3ST a1 TTad Widdad Ul TEUAT [Moars J=ied S s
FHICTET T |

A TR AIA(AB! LB (QOE Survey): (9) HaT FaMIH AT TIHT ATH LR
AT Y ! i Tqeedr agg=l -3 SHIHE] THEe FHIEL g T FAE 9a)
T TIAIT BIAT AT Y& (SHA, Svee, T (Apps), TH.UA.UE, #Ala) &I WART T
JYAY HAT U] AT (Quality of Experience) T GFa=eHl G T I |

() SufEFaH (q) SwH T TaT ANa a1 T Jas! Mehetdrs gHe] I |

(3) WTErhROTeT ATEYTHAT ATER F (A T, safer a1 wHa, e e, wareed
T YaATHT URAY. GE=H AL T Udaad Je7 T4 Ja1 Jeaswars FHee o ae g |

(¥) qar Yede IUEETH () THiH TRUHT a0 geael fdded anieodar
TIR TG el o G WUHT g5 WA NS U9 T T |
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() qATHT UERHT GFgHT ITHRHIHT AT /AR AT T3 Tl et
TAR T TITT GIAT a7 WA (FHA, Fwe<Ae, U (Apps), TI.UH.TYH. M) HI FINT TG
FIET T IS g |

Wedh a1 TFaet aeaA: (1) HaAT TeAH AEHars Iucied TRUHT qal FFa-dl ATGH-
¥ TSR] fora=ur AT T e Far FEa=dr FE9= (Consumer Charter) T T ATFT
FATSSHT FHTH TS |

() SUEFIR (1) THNH TR RS AEH Fa1 FFaeel TS AEHAT ATAR
qEEEE THIG |

UEd Bd ST grard saen: (9) A 9697 YShhd Wehed ITENT TRIEHT SeT

TN FEI=AT f9@r Data Usage/Volume g AT B GiopT T ST mwdg I |

() Thaee AIE=aTe (Tvciac) JaT YeH Uedhel JTANT TNIgHh] S-eldc Udihl

SUSEY YT foraw Graphing System(ﬁ"vjcf: MRTG (Multi Router Traffic Grapher))ﬂ'l'%ch

e Althel &4 Qb T sqaedr fWerey og |

(3) Thee AT=ATE (F7eTe) Hal U Jal dAa%g WUH! adl Fal I e
WUH! AEHI 797 1 (Notification) ITIH U (TH.UA.UH., HEEd Utdshad aMs)
] HEAHAE WEHes AAHN ST T |

(¥) fhaee AE=ame (TETe) el YeTdel ARHH! Al q¥allge T Eaeerd

[eopicy Ul (Automatic Ticketing System ) 2T SFa®T U~ |

(¥) FEHAT FHEAT/TAD AFHT WH DT AN HAT D A Tl THIb!
FEET AU |
TG IO : 94T Yehel I8 EFTHEeiar qiflepushl AMMEUE 9T 9debl qra-l =RTCAT
BT Ul TRT YO TRINH HRATE! T dag |



1%, YL T G 2 AT AR TAeeers Areavashdl AT Teborel e T
REREN
R0, WG T TE€S: AEwa! “TLESAR. Jadh! PR FFaedl [FaAEed, 2003 @A

TSB! G| AR JA! IR FFaegl [AHawEe, 2093 SHIfH W TH HH

FRETE T4 AFTHET TR WU TWHT AE |



aFET -9
(AT ¥ =& SuEFEd () 971 =)

(37) TLESAR a1 T &1 BAH T I IATH TR

&, T 9aT (MEd SR Ul (AR died a9 d) qed), SMEd dohie dal, WEsa
el T Free Aan) & A

q. Ca% TOAETTHT el AHATEM™ (Network Up Time)

“CdH FOAATHT @bl FHAA WAl WEHdls qLASTAR Hal IUTsd Wbl a1 Acde

FSAATHT @bl T TFIT T | 9l YEHD] ACaHH GoadTHl bl TR AIecadh!

*
S A9 qH] el dHYDl ATIRHT Udh] HIUA ‘Ilr\("l%SH

Network Up Time (in %)

i Total outage time of all Sectors or POP* in the network 100
=1|1- X
Total time of observation X No. of Sectors or POP# in the network

T T B Ao T | aArad ebten HEH T I T
L) Aty
e & Ry ar ar
ERCEARD LI (Urban) el oIl
B v A N . mrTre=
(Rural) e

PoP*= Point of Presence

“aad qoATATHT bl qHATEd (Network Up Time)” HIAF &1 7+ Fwifod RS |

1.9 FEa® wg" T @fd g/ sEE se, S99 BETa ge Ad gw/fAawe
AT Ecetd! HRU g Outage 1 THATATY e A-d TFIU ASCEEH Outage
FHAATS AT TG |

1.3 FaT 7. 9.9 W Jool@ AUHT AEcebdl [To0T Yeik Adw =auepl uieell A
IRHROTHT 9T T | 1 Ieh HaRor  Jramafies AT Seera Wb uers eI
T T |




R. fefers ¥t AT Fiawra (Billing Complaints Percentage) :

"fefers TFEedt TG HALT” WA Teld dRaTel {Thl AT WUHT, el T8 [ SUHl, 2RI
TER Rusl, fear By TRUH!, T WHEHT o1 ASUH! TEd gIEsaR qarh! Tedhai
FEE-ad A Jaed e |

) __ Total number of billing related Complaints

x 100

. . -
Billing Complaints Percentage (in % Total number of bills generated

o T R AT T qAT | A ebTerl Fal | HIEH T O O

Scdd AT JOTeq T Wiherd o 6
M=a¥ q Hfe
e el ®H

3. URHH! TAEr GATEN (Consumer Complaint Resolution) :
3.(®) ﬁﬁﬁ‘ qrE ﬂﬂ]’@f QHTE (Billing Complaints Resolution)

"fefery TRl TAEIDT FHEH" WA GRESAR qaTh! HegaeT d¥ai-ad [Ahl qATE T

FHHATS FFETIRE |

Total numbers of billing related complaints resolved within the timeframe]

- . . . 0
Bllhng complalnts resolution (11’1 %) - [Total number of complaints received within the timeframe] X100
o T AR | WO T e | stad Webrenr de | @ T 9 ek
YT HuaiHT Y
ERCE LI L ] YI9TT a7 |l WwaT Sl
qument [T T qY o7 = 29
Y9 a7 |l WwaT Sl

3.(@) =7 @ GAEE (Other Complaint Resolution )

"F AR AR AR WA I HedhH! AT HEe T Sed YhRa! Wi
GEEART Eafed TAEEe Sehdl 970 GHEdet Fed JaveEhers Wehe TR & aw
TR AT YT T A1 41 Fore TR a7 Sl Jar gae T a1 Ah @RE T AR
AT TS TATHT [AAEeds qFIeg | A7 [AeeH! JHIE eaa a7 ™0 9
RIS TRUET AT GHEH T HHas TS |

q0



. . . [Total number of complaints other than billing resolved within the timeframe]
Other complaints resolution (in %) = P £

[Total number of complaints other than billing received within the timeframe]

x100

ERERICRE ) AT T GHY | ArGd Fpled F@ | B T 9 UER
Y TSR QY HeTd

Yead AT : IR ]
PUISIREEIEL ’ e T YT U %%
A9 a1 | 9waT el

¥. Mg FerIar (Customer Support)

¥.(F) WMEHHT BHAGHTH FaH &7 qeaal (Promptness in answering call)

"WEFH! BAGHADH] A & TRAT Tl AEhel qal TIAHH! e TH ATEIH]
EIAT WHHT A T2 [E=ar 9o YEasa! o5, M. a8, Reeaae ®F aae@s wi
F AR D! THISRT AN BAH Sah & ANl A aeueg | a9
HATAT TS AR, T R AIRETATS B H SFAHL T AT ARHT FHAATS 0T A

N .
BT\ UEF TaUA 60 YHUSHET FH THIAT ol [doeie AT Tl FeAbh! FAHATS 0T

T B

Promptness in answering call (in %) =

[Number of calls answered by human operator within specific timeframe] x 100
Total number of calls to customer hotline opting for human operator assistance within time frame

oo T AT T G | A (ebron 9y | W T O R
£0 YFsWA 5O
qcdd SqaTATIT YTeAr FHTT T T 4.0
- REGESE q AT RECIEE RN G
A _qT AT TG HT
RELONERER]
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¥.(@) TP, TO.UA.UE, S A SIC AR ATehh! G0l T¥argq (Response to

Assistance via App/SMS/Email etc.)
'Ot Y, TH.UH.UE. |, SHA AME o ATUh! UTgdheh!l GHEAT e SRl Jal Yardhel
MEHhals IIAeY TRUHT TRy, TH.UA.UE, , SHA MG WETHAhT ATURT WEhHhT
FHEIEEATS GFared T B eI s |

Response to Assistance via App/SMS/Email etc (in %) =

[Total number of response to assistance via APP/SMS/ Email etc. within timeframe] x 100
Total number of customer request via APP, SMS/Email etc opting for operator assistance within timeframe

A T Rl AT T T | A (ebTont Fiey | S T O e
Ry HTERE %0
Acdd AT JUITeA T T ¥C HUEeA
T —- T ! < %, fereTa a1 | A=
TGB! FEET T

Y. AT AFAR TR Jar Fegar (Planned Outage)

AT AR TR a1 daegdl” TART YT Ia qeddh, T, Tl qa1 STHUReh!
Aaly, FAEEE® T AHT PR HEST AIRN AT as Wehals T8 ol (45 T 8ar
FIATE TEAIUEg | Waed a9 fhaeg AIgsane Treie Jaasd HR Acdmd! TN
I B AT AT ATER AT 978 T4 AHA G¥AR BT T Gaeig | A HAHT A
YAl JEDe AEHAT HFAAT Hal &8 g W&l Y =l SN TAUA.UH (SMS)/ SHA
| FeeTHE HIhd WM TS 17 |

__[Total planned outage duration in hours]

Planned Outage (in %) = x 100

Total operational hours

o T R | A | st Mebrenr e HEH T I TOER
T
BLCE q. W S I Qb
YT [BEGSTS q HfeA &y - 0.% widerd
ERICIREE-L a1 |l AT BH

1R



. MU TR 94 (AR 9ed a9 aX Wed). STER¥d CRlhia 9ar T Wagd Qareh! amt

1. BTG TG §T @R GRA (Call Connection Time):
“THITEHE TATAT AR FHL® WAl I 9 dfch (A-party) o ®IF S TRET TG T

% R T SAh (B-Party) Fel R§ aoiab! a1 0% EH! oAl a1 SHH WTH AU

TR T AAf THA] T | TS el TAAHHT Jeadabl AT BINGTAr BB ST

*
§_"|' ANHT AT qHAS] CHHI ddpl YA ‘lR"lE%|

Call Connection time of all successful calls

Average Call Connection Time = Number of successful calls

o T R O T AT | A9 (el @iy | B T 9 T

Scdd SIATAIT WUl | A oged 4w
IREUEL LERiE Dl T YU AT |l

BEECE AR s Sy T avaT &
LERiE Dl

gEH CF

R. BiHd Hmmdllﬁcb T @ <] (Call Setup Success Rate):

“hIehe HhHCIAA® IO g T o WEhdls AEdH Tal GRESHR FeAThl adh ATt
THAEHT IO T4 G GREAE SHeg | FIEa  afes T ahaadds 9T WuaHT
RFEHAEE (Successfully Established Calls) 2T T&AT T AT AATCHT YT TTHT AT BAHARE
(Total Attempted Calls) ! HEATHT ATATH] TIAT TTH! AT AT |

Total number of established calls

Call Setup Success Rate (in %) = Total number of call attempts X 100

A T Tl O T GHE | G (el @i | BIEd T 9 €l

EECEIRE Q9 Yiqerd =T 4T

T T g T e el e

3. BHHT oS @ <X (Call Drop Rate):
“HIAHA [@=ege g1 T VAT Ud 9eh HiAdhd a1 q¥de TAOAT HSaHTlg hIT T eAih
(A-Party) a1 I W TN etk (B-Party) & GFI® fae@E X UM AR BIFEA A1 qFIE
T g waeaas 9y Ug | iR qHaEiee wAEd T S (A-Party) A1 WAEHA
I T SAh (B-Party) @ GhAdIId® TFI® (deegd W AHhH] ST hiEHAetd] Ged

13



(Calls Not Terminated by A-Party or B-Party) T &1 Safeieh! STFAT T ®IAHeE (Successfully

Established Calls) 1 &I ATAAHT CTHT THeD! AIT A |

Call Drop Rate (in %) = Total number of dropped calls % 100
all Drop Rate (in %) = Total number of established calls

A T fafer O T GAT | A e Sa | B T 9 w6

qcdd AT JOTeA

e ) 1 e g5 WiaerT a1 |
S Jea® e e e R HH
LERiE D)

¥, QIR YD T (Grade of Service):
“TIHTAR YAThT T WA HIATSel YaTh] HHST §aTEa U AT ST Feehel i &t

BRI AN TqE HAET T e | -cdab oqed @1 aHd (Network Busy Hours) AT @R

YUHT a7 TANHT BIFAbHAH] Gl T GFhahT Al JITE TRUHT TEHAT BAHAeEH] &bl

AqUider] @YHT Yl HIHA ‘Ir("IE%|

o Total number of fail or blocked calls
Grade of Service (in %) =

Total number of call attempts

A T fafer O T GHT | A e @ | B T 9w

qCd® SHAEAGT YU | Nedd oued g5 gfderd ar &

e T qug 1 e =l &H

Y. AT B FGHA g1 &< (Inter-Network Call Connection Loss):
“FrA-FSATH el AGHA g1 T WART UIST Hal YSAHH! qaih] FeT a1 Jedfel
TF AT AHT JAT YSIHH! TAEH B d=cd (SAE) TET A=a8 ATTgarh! HHe a1
9= WAl @A a1 AT F BRUS ibe AR AUHT a8 qEIT Te | i st
AAL-TSSAAHT TG G AT a1 AAHA HMH (Lost Calls) T F@ATT Al AATTAT FAwaiL-
TSSTCHT GFIE T4 FATE TRUHT STFAT B (Call Attempts) TEATHT ATITAHT TIHT THHT
T A |

Inter — Network Total number of failed or blocked calls (inter — network, at POI) y

Call Connection Loss (in %) Total number of call attempts

100

9%



o T O T GHT | A (el S | B T 9 w6l

Acdd TS YUel | Wicdd oued g5 gferd & &

IRE=) @ T 1 s qeaT HHq

R | | S L 2 1 O

q. BIFGHAAT AESIH! R (End-to-End Speech Quality):
“TRIAHTH] AT TUEAT HAT AATZA BIAT F & Gl SARhel ATAT T Ab] dh
Al SARLHT ATATH TAXATS GFTd T | ITU ST ST TRTHT Mean Opinion Score (MOS)
AT Standards %I ATIRHAT PESQ/POLQA Algorithm aT WTHaeNe. Tidd fafer s

gEW CEAThT J9aH! AU T |

MQOS Rating 5 4 3 2 1
Label Excellent Good Fair Poor Bad

LR ISR B AT T T | A Webredl 9@l | W T 0 &R

EECE IR s YERT AT a1 9T AaT
EA 9HY

FER R

. THUANE. TN g AT @9 (SMS Delivery Time):
“TH.TH.TE. T T AN 0T WA UF SARh (A-Party) < TH.UA.GE. YU IREHT GAA
T Aled WEwdl Sk (B-Party) <f UH.UH.UH. WH XD GHI SEH] A9 T TF |
YREATTdF THITT WUFHT TH.UH.0H.EEH] G0 g ST SEd GHIH! TTA1 JqHT A
Mg |

SMS Delivery Time = Average delivery time of all successful SMS

e T Al O T G9T | A Fepredl daiy | bEw g an
@R
S 30 JHUS a1 Al
e < A e CEHT HalY
(Intra-Network) BT 9HT Wl &H

3. WTTT? Tq.UR.UY. T @ <L (SMS Delivery Success Rate):
“FHAATE® TH.UA.UE. T g I WA Ud sk (A-Party) < 981U TH.UH.UE.
ThAAIES AT IHHal eah (B-Party) ©f W 9 SFAEATcTs SMISg | IS safemsm

AL



ThRAAIES TEITT HUHT TH.UA.GE, T T A AT Yool RUHl a1 UF.UH. U,
TEAHT ATIAHT TIAT TFH] AT NG | Tedd AaedqTT JoNAish! sHAT THSA samh
( B-Party) iea® el TgT A6 el a1 AEGA T dF WH! AIEITS dgd T 0T

e |
Total number of successfully delivered SMS

SMS Delivery Success Rate (in %) = Total number of sent SMS x 100

A T Rl O T T | e Rt qdy | wEw g
T
2.4 Hfderd ar
e TF Acas oged
§ e _
(Intra-Network) T 9Ha E cER qr q=aT AT
qedd SHAEIT YOTTel! Q& Y R AT
Frdrem ) 1 T e T

¥. AEEA Al IUSHAT (Mobile Network Coverage):

“HEATZA TCADH] ITASHA o AEHATG (T TIAT TLASARX qaATh ACaABHT Tgo WH
T TS TS | TG FAIHT WS ANUHT STFAT T3 (Rx Level/ RSCP/ RSRP) TedTHed
fAfara deveeT Wi Wt G937 TeAesd! WaeTdd! TIHT TFh! W9 TR |

Rx level Sub (2G) = Percentage of [-82dBm, —20 dBm] counts
Common Pilot Channel RSCP (3G) = Percentage of [-87dBm, —20 dBm] counts

Serving Cell RSRP (4G) = Percentage of [-95dBm, —20 dBm] counts

AOT I | AT T GHT | A el HET T T T
fater Fary
- ERCE LSS STEW TEH Urban Highway Rural
ClER]
ET R >85 % >75% >65%%

Y. EFE AW ghararel g€ (Handover Success Rate):

“BIFE AT THAATH! T A5 [IET AafeT qhaarddes TUHT glve AT Tear T A1 saferdr
BIE AT TN WUHT TAE (Attempt) 1 GEATHI ATIAATS GFAIIRE | BIAEHA BlE AW

%




TATeT ST AATIHT BIFehdr UIST Yad! oOF TaTdE dh] Y] oIF -] &= Aradaad

el B FEgE AEHT BT GhddIEd TSl Uadhl oF TCaTae Al doh] a8 Teadls
FEAM B AHAT 9ol T5IE, |
FHAFHA EFE AMTH! qhAdTH] TLclls SN CEHhA WIT T |

YATIETAFHHT A% AT HUHT AT REA™EE (Radio Access Technology (RAT), Frequency etc.) Si=aht
Bl AT THAAH TXATs Aedd SaaedTa UITelAthd /I T |

Number of successful handovers

Handover Success Rate (in %) = Number of attempted handovers * 100

o T O T AT | A9 (el @iy | B T 9 T
Scdd SIaTATIT WAt % WideTd ar &l
- IREGES q HfeAT NN

Jead oueq QT WAYTd a1 4T

Y. fheRe g7etie T AEEd (S1E7) YEmn AR

9. v (Latency):
AT T TN AIaRg A(aTd CHAqevH Sel T T &l %l e FARE e

ASHA R qET qEA UE | PR qEeEten ki SAgs e i
AHAEH T AT el AT A BT TSN TAHAGHE AT A qHAF] A
(Fferi~g) T TIAT IGHT AUF A |

Individual data packet latency
Total number of data packets observed

e T Al O T GAT | A Wepledl dE | HrEw T O

Latency =

oy, Mfcrgee

gey °F cad oaed o
(Ping Test) E 9Ha = e (T@H) , 340

qu



faferr—e
TIAT IHET
Yok ored | vaend whemr | (FREA) X
(Ping Test) yvo fafkcre-e
@ qug Farey
(Satellite) =T 4T
q=a] HH

. Yar Pramie 79 @R 3@ ( Service Activation Time )
"Tar Framefier T AW atd el {haee Aigsug geciAc Ydldhl BHHAT UEHh Acdd

TS T 9T Yar Feaniea T R anT ety a9r Aensd (S1ET) Yarhl ghHT Wehd

Value Added Services(VAS) T S7CAC WY Sgo g YT ar Subscribe T 9T 9aT

Franfia T & A sEfy e |
o T A O T qT | ANGd Mebled Far | HEw A O T

qcdd AT IR Tuer [ q00
BECTd q Hfed
PUIIRER EIGEI)

3. IS Gedl AT 9T (HTTP Browsing Display Delay):
“AAUS God AN GAT WA Fredic Whd HTTP AU TSTUH! T/ T F¥afrea Aaust

uieTar Gerkl qE BEEl qafy 9 U9 | Feuvet Ged ANH AEd aHah T
TGB! A AT |

) ) Sum of individual HTTP browsing display delay
Average HTTP Browsing Display Delay =

Total number of successful HTTP requests

A9 T R Y T Y | SArea Fepen d@iy | P T O T
REECR I AP |
SER G - ElECReCED :

T LT A g | TAe qQEusy | NAAAReted]
LERIRIE

& Gk AEITRT AT |

iz



Y. hAdYEd 99Ust e 3T (HTTP Browsing Display Success Rate):

“YHEAATAD IS Gol T HATT HTTP ATUY TETIUHT AU AheAdATadh God qrararars

Sg | T safafr awadades Gt JeuseT S T Al Haruwl Gied WA RS
SR ATUHT FEATH! ATAAH] T TR HOT AT |

HTTP Browsing Display  Total number of successful HTTP browsing displays 0
. = X
Success Rate (in %) Total number of HTTP browsing display requests

o T & O T GHT | A (el S | B T 9

cdd oued
Jate
WA qAHg e T

gV I

B e gfdera &1 qr
- qcdd S | TN &R e Tl

T d T

@A qHT At

L. Hmmclllg\cfcb TRTAE/ AIATS @ <Y (Data Download/ Upload Success Rate):
“GHAATEH SIITAS/ ATAS B T WeAlel AheldIdadh SIET WHI Agroiel/ TSI THFroict
ST W/ TETITHT AN JAEATS qFr] 0 | [FIEa FHamaierd qoel WoehT Ser wie/
T3] AN INUHT FId G&ATeT T oag FATIHT ST WHl/ TSTIH! Al TRTHT ST
I GEAETD] ATUAH! TIAT TAHHT HAT T |

Download/Upload _ Total number of successful download/upload attempts % 100
Success Rate (in %) — Total number of download/upload attempts

A T fafer O T GHT | A e sE | B T 9 w6
SRCEARCE L L e _ q w
Frreor
qaa® e o YT a1 ar
sate
T T g T S TeaT I
. e qaa® ged | TIEEId QTR
T qHT Faty

&. SISAAIE/ YA€ 981 (Data Download/ Upload Throughput):

“SITAS/ AYIE TET” HeAlel ST UH g/ TSI HHAT IqTed WATHS AT (Packet Data)
HI FREATs (Flow) TF3TT 7 |

%



(.9) HEATST JATHT BHAT UEHe AEENE TIHT W TWab! ST Yah! AFd (Average)

SISANISVAENIS IIRED CHHI ddepl HIHA ‘Ilr\("IESH

Sum of all Download/ Upload Throughput
Average Download/ Upload Throughput =

Total number of Download /Upload Attempts

o T R | W e HEH T T T
TR Fere
ety
. 4G Download 15 Mbps
dcdd STIEIMI | 75 M

IERGEEY q wfeT Upload > Mbps

Ut [HarEr 3G Download 3 Mbps
Upload 1.5 Mbps

Download Urban 20 Mbps

gew Tear | 40) Rural/ 10 Mbps

SIER T & @ ; Highway

qHT Upload :3:23 10 Mbps

(4G) Highway 5 Mbps

(&.) Teic Han(fthaeg )3T THAT UEH ol ARG TIATITH T SIET YaTdh! Sr3dig/
ATAE T TATHT AEHel WRE D! ST HATH! SIS/ ATAE Wih! ATAAH! TTHT
TG 9T TRAS |

Download/ Upload
Throughput (in %)

Achieved download/upload throughput
= Average of [

X 100]
Purchased download/upload throughput

A T fafer O T GHT | A e @ | B T 9w

cad SAFTAIT JUTTet! Y WiqeTe = &
BEGEEA q AR
Qe aT el

o, T2 Feae e Eef qhaIdia! I (PDP Context Activation Success Ratio):
2. Freaee A B THAAE] T AT AETS SIel YAl A1 AEsd qeare
R Al ST 8RB e HuA e < & st R R, e
FATE THH] AN HUHT TATE (Attempt) T FEATHI ATAT = A |

R0



o o Number of Successful PDP Activations
PDP Context Activation Success Ratio (in %) = PDP Activation Requests x 100

A T fafer O T GHT | A el SE | B T 9 w6

cad oued
LERiE D)

g ¥ e TEH ATy MBI |

g, [hag gvaic diehl Al

9. JATHI ITASHAT (Service Availability)

AR IYASHIAT”  HATel LAY AT YETIFHH Aeah Iqasd HAUIDT T SREED qHe

VUHT  FAEITT AT YEH TEH T Fal IUed Wbl Fafd geer] 94 |

__[(Total operational hours — Total hours of service downtime)]

x 100

Service Availability (in %)

Total operational hours

O T R | e T SIS FEH T T TR
THT Fepten
sary
YR A | R Widerd a1 | wear
SR CARD LD L (Urban) Rl
JUTTedT e reqor e 1 e YT A | R Wi AT Ar weaT
(Rural) E|

Q. Y& VW M @AW @ (Connection Setup Time) :

AT TS TH AR AT " AR SRESAR YAEEE Y& I HAl AN Aedhare
AT WTH HOIATT edd SIAsY bl T Vs €qcl TFd e ATedTH JaTshT il
Jead JSH T & A Faiy aEues |

T T B | W I | sted R HEH T T TG
T Fary
Med e | Rmarar
ERECERDELDI L (Urban) Il &H
PUIIRERE W ) st DIk 1 B 1 R e e
(Rural) 3l &H

9



3. qa1 AR § AW AT (Service Restoration Duration) :

"Il FATE T AN A" ollel F U RO AR JaT a6 g TUIE Jar e

T AN AA(AATS FFATIR g |
T T | WO | v HET T T T
e I Fepreq
Farer
g | T0 TS eI 20 Wi =X
.- guar =, oy gfdera Ry e T
G ( ) e Yiqerd = |l W=aT ¢l Y& HUAT 97
Urban
REUGESAR]
EEIDIEE]
e | q @l
T
e THT | B da6E ARl R0 Wawd Y
g | Ve B, Y Widerd o w|ver A T
(Rural) | %% Wt = &1 oeaT =il R wvar
gIe 7Y

Y. Tfigd “AaH JAM (Minimum Guarenteed Speed )

"I A TAMA" AT Fedhel WG THI Treie qarh! TASH! Ml JaT SIEd
@ @HA (Time Consistent Busy Hour [T UT&dhel WIH T ~q7ad €I Hel GFeIas |
FARTAFH WEHET TR @RE TS Shared Bandwidth SUeTed TRIUHT ATEATHT WEH
@RE THT JATH! B9, Sharing Ratio TIT M@ WTH T THSHT 7IATH Famid (Minimum
Guarenteed Speed J&T fa@or <ear T Joerd *lj:ﬂeg |

oo T Bl | W T e | stea e HEA T T T
Aty
qcad oUEd Ed QUIHT  qHd U
T Jead T | GRE B! TIAGH TS W T |
e WA 9T | TOEE @ty | (STEH AR AR WEFHS 00
Mbps?ﬁ Shared Bandwidth @Rg T

R



g T qr &l Sharing Ratio 1:% T
qaad SUTd e quIHT U AeHdrg
¥ Mbps THEHI ~TATH T
FHIH TS |)

Y. SAUSEYHT ITART (Bandwidth Utilization)

SAUEATH! ITANT HATT AT g€d &+ 999 (Time Consistent Busy Hour) AT JaT9aT&aH T
TCAHHT bl THAT ITART HUH! SATSET e TFATIRG |

oA T R | A o HEW T T TR

SAUSEY JTAN SO YAeTd =1 | Weal gl HEAT
S S—— SATTEAY/ THHI AT I THHAT o IS |
EMIRIREREN)

SASEYT START R 0 fAeTd a1 |l Heal &l HUHT
AT/ THT 0T 9d qFIS |

&. Whe a9 ( Packet Loss )

FCLACH] TAHHE TIA WIhT TEIIET A HUH! AT b HALels qFiIesd |

. Number of lost packets
Packet loss (in %) = X 100
( 0) Number of total packets sent

w9 T HAT T G0 | 3 obrent @iy | HEw T 9 €

qcdd SUEd | TICHIT TUETTRT q Wi a1 ar
T gHg water el BH

T THET

(SIT) ETIRTAH T AU A AT AT AMHEed! e
q) 1?!611%?1’ REIEEREN Operational Support System (OSS) TIT‘YW[ JOTEQT HYA RICURR E kI

R G R L S R A W  GE TR

SN | Name of Parameter Threshold Unit Result Remarks

1 Core Network availability >99.999 % %

<3



2 Data Network availability >99.999 % %
Urban: > 99
3 Radio Networks availability % "
Rural: >98% | %
4 SMS/MMS delivery Success >99.5% %
5 Paging Channel Congestion Rate <1% %
6 | SDCCH Block Rate <1% %
7 | RRC Block Rate <1% %
8 | E-RRC Block Rate <1% %
9 | 2GBlock Rate CS <1% %
10 | 3G Block Rate CS <1% %
11 | 4G Block Rate PS <1% %
12 | VOLTE Block Rate <1% %
13 | Call Connection Time <7 sec sec
14 | POI Congestion Rate <2% %
15 | 2G Call Drop Rate %
Total Call
16 | 3G Call Drop Rate Drop Rate: %
17 | 4G VOLTE Call Drop Rate <2% %
18 | 3G Data Drop Rate <2% %
19 | 4G Data Drop Rate <2% %
20 | SRVCC to UTRAN Success Rate >98% %
21 | Inter RAT Handover Success Rate >98% %
22 | Intra RAT Handover Success Rate >08% %
2G
23 | Intra RAT Soft Handover Success >98% %
Rate 3G
24 | Intra Frequency Handover Success >98% %
Rate LTE
25 | Inter Frequency Handover Success >08% %
Rate LTE
- 3G DL Average network Throughput 3 Mbps Mbps

(Mbps)

Y




3G UL Average network Throughput
27 (Mbps) 1.5 Mbps Mbps
4G DL Average network Throughput
28 (Mbps) 15 Mbps Mbps
4G UL Average network Throughput
29 (Mbps) 7.5 Mbps Mbps
SN | Non-Technical Key Performance Uni | NTA Result Remarks
Indicator from Operational Support t Threshold
System
1) | Service Activation Time (within 4 hour) | % | 100 %
2) | Billing Complaints Percentage % <1%
Billing >05%
Complaints
Resolution |
a) Billing (within 48
Complaints hour) %
Resolution Billing >99%
Consumer Complaints
3) _ Resolution
Complaint Il (within 15
days)
Resolution Other >95%
Complaints
Resolution |
b) Other (within 24
Compla_lnts hour) %
Resolution Other >99%
Complaints
Resolution
Il (within 48
hour)
Answering 80%
a) call in 60
Promptness | sec
in Answering | Answering | % >99%
Call call in 90
sec
4) | Consumer
Support b) Response | Response 90%
to Assistance | within 24 .
via hour %
App/SMS/E | Response >99%
mail etc.) within 48
hour

RES




% Planned
Outages
Percentage:
<0.2%

Planned
outage
notification to
consumer: 24
hour before
planned
outage

5 Planned Outage

R) AR FAVREH SEW ¥ At I /YA &1 GHIENT T+ EaH AHHeT

Drive Test Key Performance ]
SN ) Unit | NTA Threshold | Result
Indicator

Call Setup Success Rate ( Mobile

1 | Network Accessibility) % >97

2 | Call Drop Rate % <2

3 | MOS value | >3

4 | HO success rate % >98
Voice Call Setup Time (MO/MT)

5 | (Call Connection Time) S <7

6 | Grade of Service (Call Block Rate) | % <2

SMS Delivery Success Rate

7 | (within 2minutes) % >99.5
PDP Context Activation Success
8 | Ratio %
National: <75
International:
9 Latency ms <350

HTTP Browsing Display Success
10 | Rate % >99

Average HTTP Browsing Display

11 | Delay ms
Average Download Throughput Mbps | Urban: 20

12 | (FTP/HTTP) (4G) Mbps Rural/Highway:10
Average Upload Throughput Mbps | Urban: 10

13 | (FTP/HTTP) (4G) Mbps | Rural/Highway:5

<%




Peak Download Throughput

14 | (FTPIHTTP) Mbps
Peak Upload Throughput

15 | (FTP/HTTP) Mbps
Download Success Rate-

16 | (FTP/HTTP) % >80

17 | Upload Success Rate-(FTP/HTTP) | % >80
Rx level (2G) —(level -82dBm)

18 | Urban, Highway,Rural % >85, =75, >65
RSCP (3G) —(level -87dBm)

19 | Urban, Highway,Rural % >85, >75, >65
RSRP (4G) —(level -95dBm)

20 | Urban, Highway,Rural % >85, >75, >65

3) [heRE AT Traic YRR Acddh SOedT Uel a8 TRt TOET &l aHrayT

I TIERSHT AAHET

3.9) TIRTT THEAT TR FAE T RG] AAHEe

a. Internet Package Name with respect to Bandwidth/Speed (Each Package Type)

Test Key Result
) NTA
SN | Test Name | Unit Performance User | User | User
Threshold ] Average
Indicator 1 2 3
ms Maximum
ms Minimum
1| Ping Test | ms Average
ms Jitter
% Packet Loss
Average Display
. Sec
, Browsing Delay
Test Display Success
%
Rate
3 Mbps Download Peak

Q9



Mbps

Download

Average

%

Download

Success Rate

Mbps

Upload Peak

Download/

Mbps

Upload Average

Upload %
Test

Upload Success
Rate

Mbps

Minimum
Guaranteed speed
(Download)

Mbps

Minimum
Guaranteed speed
(Upload)

b. Consumer Cater POP Trunk port Details

SN

Pop Location

Number of

trunk ports

Port Capacity

Current

Utilization

Remarks

3.]) WEadh STEAIA WA IO &1 QHIEE THIA U AHee

a) Technical Key Performance Indicator

SN Technical Key | Unit | NTA Threshold Result Remarks
Performance
Indicator

1 Network Uptime | % Urban: >99

R5




% Rural: >98
2 Service % Urban: >99
Availability % Rural: >98
3 Download % >75% of Subscribed Bandwidth
(Throughput)/U
pload
(Throughput)
4 Minimum %
Guaranteed
Speed
5 Bandwidth % a) Start process to add Trunk
Utilization (Peak Bandwidth if Utilization >80%
Time) % b) Execution of adding trunk if
Bandwidth Utilization exceeds
90%
6 Latency
ms a) National: <75 ms
ms b) International: <350 ms
ms c) Satellite: <550 ms
7 Packet loss % <1%
8 HTTP Browsing
Display Delay Not Set
9 HTTP % >99%
Browsing
Success Rate
10 Data % > 80%
Download/Uplo
ad Success rate

b) Non-Technical Key Performance Indicator

SN

Non-Technical Key Performance Indicator | Unit | NTA Threshold

Result

Remarks

Connection Setup Time

Urban hours | <48

R




Rural <72
Service Activation Time (within 4 hours) % 100 %
Urban: within 4
hours % 90
Urban: within 24
hour 95
. . Urban: within 48
Service Restoration hour >99
Duration
Rural: within 24
hour 90
Rural: within 48
hour 95
Rural: within 72
hour >99
Billing Complaints Percentage % <=1
a) Billing Billing % >95
. Complaints
Complaints Resolution |
Resolution | (within 48 hour)
Billing >99
Complaints
Resolution Il
(within 15 days)
b) Other Other Complaints >05
Consumer Complaints Resolution |
Complaint P (within 24 hour)
_ Resolution | Other Complaints >09
Resolution Resolution Il
(within 48 hour)
a)Promptn | Answering call in | % 80
ess in 60 sec
Answering
Call Answering call in >90
90 sec
Consumer b)Respons | Response within % 90
Support eto 24 hour
Assistance
via Response within >99
App/SMS/ | 48 hour
Email etc.
)
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Planned Outage

%

Planned Outages
Percentage:
<0.2%

Planned outage
notification to
consumer : 24
hour before
planned outage

Bl




TR

@FTR R F ITRET () G GEad)

A) 0oS Annual Report of Telecom Service Provider ( Mobile/

Basic Telephone Service)

1. Details of Operator and Contact Person

Name of Operator:

Address of Operator:

Phone NUMDBEI:

Name of Contact Person:

Designation of Contact Person:

Mobile Number of Contact PErson: | ceorieeie e

Email Address of Contact PErson: | c.oorieie

2. Summary of QoS Report

2.1) QoS Report of Province........... for Fiscal Year............. Quarter.............
2.1.1) Complete Network of Province........

SN | Name of Parameter Threshold Unit | Result | Remarks

1 Core Network availability >99.999 % %

2 Data Network availability >99.999 % %

3 Radio Networks availability Urban: 299% | %

Rural: >98% | %

4 SMS/MMS delivery Success >99.5% %

5 Paging Channel Congestion Rate <1% %

6 | SDCCH Block Rate <1% %

7 | RRC Block Rate <1% %

8 | E-RRC Block Rate <1% %

9 | 2G Block Rate CS <1% %

10 | 3G Block Rate CS <1% %

11 | 4G Block Rate PS <1% %

R




12 | VOLTE Block Rate <1% %

13 | Call Connection Time <7 sec sec

14 | POI Congestion Rate 2% %

15 | 2G Call Drop Rate %

Total Call

16 | 3G Call Drop Rate Drop Rate: %

17 | 4G VoLTE Call Drop Rate <2% %

18 | 3G Data Drop Rate <2% %

19 | 4G Data Drop Rate <2% %

20 | SRVCC to UTRAN Success Rate >98% %

21 | Inter RAT Handover Success Rate >98% %

22 | Intra RAT Handover Success Rate 2G >98% %

23 | Intra RAT Soft Handover Success Rate >98% %
3G

24 | Intra Frequency Handover Success Rate >98% %
LTE

25 | Inter Frequency Handover Success Rate >98% %
LTE

26 3G DL Average network Throughput 3 Mbps Mbps
(Mbps)

o7 | 3G UL Average network Throughput 1.5 Mbps Mbps
(Mbps)

2g | 4G DL Average network Throughput 15 Mbps Mbps
(Mbps)

29 | 4G UL Average network Throughput 7.5 Mbps Mbps
(Mbps)

2.1.2) Top Five Worst Cell/Sector of Province................
1st 2nd 3rd 4th 5th
Name of )

SN Unit | cell/sector cell/sector cell/sector cell/sector cell/sector

Parameter
ID & Name | ID & Name | ID & Name | ID & Name | ID & Name

Radio [cell

1 Network % name/ID-
avallablllty Va|ue]

5 | SDCCH %
Block Rate

3 RRC Block %
Rate

EE




E-RRC
Block Rate

%

2G Block
Rate CS

%

3G Block
Rate CS

%

4G Block
Rate PS

%

VOLTE
Block Rate

%

2G Call
Drop Rate

%

10

3G Call
Drop Rate

%

11

3G Data
Drop Rate

%

12

4G Data
Drop Rate

%

13

4G VoLTE
Call Drop
Rate

%

14

SRVCC to
UTRAN
Success
Rate

%

15

Inter RAT
Handover
Success
Rate

%

16

Intra RAT
Handover
Success
Rate 2G

%

17

Intra RAT
Soft
Handover
Success
Rate 3G

%

18

Intra
Freguency
Handover
Success
Rate LTE

%

3¥




19

Inter
Frequency
Handover
Success
Rate LTE

%

3) QoS Report of Non-Technical KPI from OSS for complete network for Fiscal

Year.............
SN | Non-Technical KPI from OSS Unit | NTA Result Remarks
Threshol | Qu | Q | Qu | Qu
d art [ua | art | art
er |rt |er |er
1st er 3rd 4th
2n
d
1 Service Activation Time (within 4 hours) | % 100 %
2 Billing Complaints Percentage % <1
a) Billing Billing % >95
Complaints | Complaints
Resolution | Resolution |
(within 48
hour)
Billing >99
Complaints
Resolution Il
(within 15
3 Consumer days)
Complaint | b) Other Other >95
Resolution | Complaints | Complaints
Resolution | Resolution |
(within 24
hour)
Other >09
Complaints
Resolution 11
(within 48
hour)
a) Answering % 80
Promptness | call in 60 sec
in Answering >99
Answering | call in 90 sec
Consumer | Call
4 Support

LS




b) Response % 90

Response within 24

to hour

Assistance | Response >99

via within 48

App/SMS/ | hour

Email etc.)

% Planned
Outages
Percentag
5 Planned Outage e: <0.2%

Planned
outage
notificatio
nto
consumer
: 24 hour
before
planned
outage

4) Comments and Conclusion:

(Please indicate any comments/ remarks and conclusion of this report)

5) Declaration:

We hereby declare that the information submitted by us in this report is true and correct.

Signature of Authorized Person:

Name:

Position Held:
Company Name:
Date:

ER

Company Seal




B) QoS Annual Report of Fixed Broadband Service Provider

1. Details of Operator and Contact Person

Name of Operator:

Address of Operator:

Phone Number:

Name of Contact Person:

Designation of Contact Person:

Mobile Number of Contact Person:

Email Address of Contact Person:

2. Summary of QoS Report

2.1) QoS Report of Province...........

2.1.1) Complete Network of Province........

SN Technical KP1 | Unit | NTA Threshold Result Remarks
1 Network Uptime | % Urban: >99
% Rural: >98
2 Service % Urban: >99
Availability % Rural: >98
3 Download(Thro | % >75% of subscribed Bandwidth
ughput)/Upload(
Throughput)
4 Minimum %
Guaranteed
Speed
5 Bandwidth % a) Start process to add Trunk
Utilization (Peak Bandwidth if utilization >80
Time)
% b) Execution of adding trunk if
Bandwidth Utilization exceeds 90
6 Latency

ms a) National: <75

30




Download/Uplo
ad Success rate

ms b) International: <350
ms c) Satellite: <550
7 Packet loss % <1
8 HTTP Browsing Not Set
Display Delay
9 HTTP % >99
Browsing
Success Rate
10 Data % >80

3) QoS Report of Non-Technical KPI from NMS for complete network for Fiscal Year

SN Non-Technical KPI Unit NTA Result Remarks
Threshold
Qu | Qu | Qu |Qu
art |art |art |art
er |er |er |er
1st 2nd 3rd 4th
Urban hours | <48
Connection Setup
1 Time Rural <72
2 Service Activation Time (within 4 hours) % 100 %
Urban: within 4 hour
% 90
Urban: within 24 hour
95
3 Service Urban: within 48 hour
Restoration >99
Duration
Rural: within 24 hour
90

3z




Rural: within 48 hour

95
Rural: within 72 hour
>99
Billing Complaints Percentage % <=1
a) Billing Billing % >05
Complaints | Complaints
Resolution | Resolution |
(within 48
hour)
Billing >99
Complaints
Resolution Il
(within 15
Consumer days)
Complaint
Resolution | b) Other Other % >05
Complaints | Complaints
Resolution | Resolution |
(within 24
hour)
Other >99
Complaints
Resolution Il
(within 48
hour)
a) Answering % 80
Promptness | call in 60 sec
in Answering >90
Answering | call in 90 sec
Call
Consumer | b) Response % 90
Support Response within 24
to hour
Assistance
via Response >99
App/SMS/ | within 48
Email etc.) | hour
% Planned
Outages

Planned Outage

Percentage: <
=0.2%

Planned outage
notification to
consumer: 24
hours before
planned outage

EN




4) Comments and Conclusion:

(Please indicate any comments/ remarks and conclusion of the report)

5) Declaration:

We hereby declare that the information submitted by us in this report is true and correct.

Signature of Authorized Person:

Name:
Position Held: Company Seal
Company Name:
Date:

¥ O



ATLA-2
(@R QW 1 SuREEE (9) T aFEaa)
A R FATA (Quality of Experience) THETHT THERT I =ITGH THET

®) QEVEEH T T QAT qUees Bl AN 2
.  @fq 3w .TAW 3. AEA Y. A Y. G

How satisfied are you with the product and services delivered by your service provider?

1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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How satisfied are you with bills and charging accuracy done by your service provider?

1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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How satisfied are you with Customer Service delivered by your service provider?

1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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How satisfied are you with Network quality of your service provider?
1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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How satisfied are you with regular maintainance for the service by your service provider?
1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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How satisfied are you with the complaint management process of your service provider?

1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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How satisfied are you with the overall service delivered by your service provider?

1. Extremely satisfied 2. Satisfied 3. Neutral 4. Unsatisfied 5. Extremely Unsatisfied
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Service Provider Name, Address, Website, Email, Contact Number
Service offered in different Geographical Area (District level)
Network Coverage Area

Service Packages and Tariff

Customer Care/Support number/Toll-Free Number

Complaint Redressal mechanism

Procedure for activation and deactivation of offered services
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