To,
Smt. Vinod Kotwal,
Advisor (F&EA), TRAI

SUB: - Reply on the four questions on which TRAI has invited comments concerning the call drop issue
from the public.

Q1: Do you agree that calling consumers should not be charged for a call that got dropped within five
seconds? In addition, if the call gets dropped any time after five seconds, the last pulse of the call
(minute/second) which got dropped, should not be charged. Please support your viewpoint with reasons
along with the methodologies for implementation.
Ans: Yes. I agree with the second statement too. The reason is call drop issue mainly origins due to the
inefficiency, unethical financial interest and low quality voice service of the TSPs. TSPs are conducting
pilferage through this practice. It is virtually misappropriation of consumers’ cash balance. They have no
delay (or policy paralysis) in decision-making process concerning to call rate hike, etc. TSPs are
periodically doing such activities, with great enthusiasm, either in 6 months or 1 year gap regularly.
Q2: Do you agree that calling consumer should also be compensated for call drops by the access service
providers? If yes, which of the following methods would be appropriate for compensating the
consumers upon call drop?
I.
Credit of talk-time in minutes/ seconds
II.
Credit of talk-time in monetary terms
III.
Any other method you may like to suggest.
Please support your viewpoint with reasons along with the methodologies for implementation.
Ans: Yes.
Case 1:- Usually the method of ‘Credit of talk-time in monetary terms’ would be appropriate for
compensating the consumers upon call drop. The simple justifiable reason is that the consumer is
debited in monetary terms while making a call and not in minutes or seconds (except in case where talktime is granted to consumer in minutes as per the respective offer / plan of the TSP). So the customer
should be definitely credited, with regards to the compensation also, in monetary terms.
The Exception:Case 2 :- Where talk-time is granted in minutes as per the respective offer / plan of the TSP, then in
those case ‘Credit of talk-time in minutes/ seconds’ would be apt with an extended validity minimum for
a period equivalent to that voice plan’s original validity (in days).

Q3: If the answer to the Q2 is in the affirmative, suggest conditions/limits, if any, which should be
imposed upon the provision of crediting talk-time upon call drop and usage thereof.
Ans: Already specified in Q2.
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Q4: Is there any other relevant issue which should be considered in the present consultation on the
issue of call drops?
Ans: The Topic:-Telecom Service Providers (TSPs) and relevant issues with internet service in India.
I humbly wish to draw yours’ crucial and critical attention towards this issue too, which I have undermentioned in detail.

Telecom Service Providers (TSPs) and issues with internet service in
India
COMMON ISSUES with the Internet Service Providers (ISPs):1. Extremely poor experience while using the internet.
2. Internet Service Providers’ services are deteriorated day by day, drastically, both qualitatively
and quantitatively. But they are too enthusiastic in making: Regular / periodical price (i.e. MRP) hike of data pack,
 More and more limited data quantity / benefit per plan in comparison with the MRP,
 Lesser validity period / data validity (in days),
 More restrictions are imposed through FUP (Fair Usage Policy) limit. But users are not
getting any perceivable advantages with the FUP limit, actually.
That means, there is a considerable appreciation in super-net profit of TSPs by these
malpractices, day by day.
3. Frequent network disconnections result in reloading the webpage, further uploading or
downloading the data, image, audio, video files, etc. from the scratch resulting in loss of data
credited and thereby valuable money, time and effort. Note that, this issue is very similar to the
call drop issue.
4. Significant instability in internet speed due to range or signal strength variation, lack of network
or poor network performance, etc.

5. If a customer’s data usage exceeds the activated data plan (i.e. for data over-usage), they will
charge like anything (e.g. 10 paisa per 10KB or 4 paisa per 10KB, etc.), especially the private
Telecom Service Providers.
6. Making Complaint(s) to their call centres is an utter waste of precious time, money and effort.
They don’t wish to hear any complaints with respect to lack of network either permanently or
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temporarily (i.e. for 2G or 3G or both), instability of range and internet speed resulting in high
fluctuations, etc. ISPs have no concern about customer satisfaction. Even customers are allowed
to contact certain TSPs’ call centre only once in a day. e.g. Tata Docomo

7. Wastage of unused data, often significantly, when the validity period get expired. The real
culprits for this issue are the very low browsing speed and the network and connectivity issues.
Thus the customer absolutely losses their hard-earned money too.
Note: - In this month-end, I’m going to lose a minimum of 2GB of unused data, if I do not
activated a new 2G data plan from Tata Docomo. What’s the use of activating a new plan
further, without having proper and consistent network and internet speed?
8. * “Reserved MB or Reserved Data” Concept, a new way for exploiting the customer, rudely.

* “Reserved MB” Concept: - You have stopped browsing after noticing that you have a balance
of few Megabytes in your data account. Still you may become an over-user of certain amount of
Megabytes and your ISP will charge for that over-usage at 4 paisa per 10 KBPS (or 10 paisa per
10 KBPS, etc.) as per their scheme.
Wonder! Don’t gets panic… Here comes the application of Reserved MB (or Reserved Data)
concept.
“As per this concept, for each session of your browsing, each application (in the computer or
mobile phone) will keep a reserve of certain amount of MB for its usage from the data credited
in your account. If you run multiple sessions, simultaneously or otherwise; then more and more
Megabytes will be kept as reserve. These Megabytes reserved by other applications is called
Reserved Data or Reserved MB”. Thus Idea cellular has clarified my doubt.
That means, even if the customer lost cash from his/her main account in the form of over-usage
of a data plan; still he/she may find certain amount of megabytes in the data account. It is
nothing but the Reserved MB. Reserved MB is the sole property of ISP and you have no access to
it. So they don’t even set-off that megabytes from yours’ over-used MB. Eventually the outcome
is data loss plus become the victim of over-charging.
Caution:-By applying materiality concept, as idea cellular has 1 crore customers in kerala’s
telecom circle, even single Reserved MB per customer will be equal to 1 crore MB of reserved
data from 1 crore customers (i.e. 1 Reserved MB per customer x 1 crore customers). They can
resale this 1 crore MB of reserved data without any further cost at all. So the entire income will
be profit, as the entire cost is already recovered in the earlier sale. The materiality concept
equally applies for UNUSED DATA in the customer’s data account too. Hence reserved MB and
Unused Data are absolutely profit boosters of ISPs.
Final word: - What a wonderful idea! Seetji….
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Call Drop vs Internet Disconnection
Call Drop and Internet Disconnection are the two sides of the same coin. These issues are of
very similar nature. A small comparison…. Let’s check!
Characteristics of VOICE Service’s issues

Characteristics of DATA Service’s issues

1. Sudden disconnection of call, while
making the call.
2. In a voice call, a calling consumer
needn’t required to repeat what he
mentioned earlier to the callreceiving customer in the line due to
the call drop (unless there exist
issues like lack of sound clarity in the
network, voice-breaking, overlapping
of two or more calls, noise
interruptions in the line, voice lag,
lack of network, etc. while making
the call).

1. Sudden disconnection of internet due
to lack of network frequently while
conducting browsing, downloading a
file, uploading a file, etc.
2.

In data service, if a user lost the
internet connection; then he has to
download or upload that file further
from the scratch (i.e. from the very
beginning) or to re-load the
webpage. He / she is forced to do so,
even if completed almost in full or
half the way of downloading /
uploading process.
Thus the data consumed earlier to
download / upload the required file
or browsing a website became
absolutely waste and thereby loses
money, time and effort ultimately.

3. Unethical Benefits to TSP:o Savings in terms of huge capital investments and the interest thereon (for
infrastructural facilities and its continuous enhancement) in telecom sector to
provide quality services to customers.
o

Customer is compelled to use further, the voice service of the relevant TSP to
make a call as a result of issues like call drop, etc. This help them to generate
addition profits from the additional call(s) consumed.

o

Customer is also forced to use further, the data service of the relevant TSP for
browsing, etc. as a result of issues like frequent network disconnection or lack
of network. This help them to generate addition profits from the additional
data consumed.

o

Unethical financial interest of TSPs is the main reason behind these issues.
These malpractices are purely intentional to loot the customers.
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o

Deployment of minimal resources for voice service and data service, but
maximum earnings to TSP through unethical optimal utilization.

4. Losses to customer:o Loss of hard-earned money (i.e. financial loss), valuable time and effort (i.e.
physical loss).
o Unable to convey information (including info of very urgent nature) in a
timely manner (in case of voice service).
o Unable to perform tasks (including very urgent jobs or activities) in a timely
manner (in case of data service).
o Considerable time-lag in browsing, downloading and uploading (in case of
data service).
o Low quality services to customer with high MRP (i.e. MRP vs Service Quality).
o Forced to bear the cost of TSP’s fake advertisements that convey false and
mis-representing information (including the offers) about their services.
o Finally become fooled and deceived by the relevant TSP(s).

PROOF 1:- Realistic screenshots of frequent network disconnections and data
wastage/loss to customer thereby.

Figure 1:- Downloading the package of Bitdefender Internet Security.
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Figure 2:- When the downloading process completed around 10% - 15%, suddenly internet got
disconnected either due to poor network or lack of network and thereby an error occurred in
downloading.

I have made 3 attempts and lost 215MB of data in total, as I need to further download the file from the
scratch, each time. Finally I gave up the downloading task, as all the 3 attempts were virtually failures.
The entire data (in MB) which was already downloaded got waste utterly. This issues is a common
phenomenon, if one tries to download / upload even a file having 50MB or more. It is absolutely
impossible to download / upload medium, large or very large files. Only result you could grab is to loss
the MB or GB credited in your data account. Thus Tata Docomo is merely looting customers.
One can experience the same with BSNL too.

2G SERVICE
Main factors to be considered: NETWORK AND CONNECTIVITY
In case of Tata Docomo, getting the network and thereby the connectivity is a troublesome task
either inside or outside the home, etc. Customers are experiencing disconnections, frequently.
Idea Cellular has better network for 2G compared to Tata Docomo. But it is also not up to the mark
or customer expectation.
What’s the use of BSNL’s network and thereby connectivity, if there is no speed at all?
Note: - BSNL is very much keen on charging considerable periodical rental (as per the various plans
offered) from pre-paid customers during every 6 months’ interval, etc. for extending the validity of
the SIM. Why they are not showing such interest in providing quality service? In my knowledge, no
private TSPs are following such a practice, at least directly.
Airtel stands somewhere in between Tata docomo and Idea cellular.

 INTERNET SPEED
Tata Docomo claims that they provides a speed of 32 kbps - 48 kbps (what an awesome speed range
for browsing!) for 2G. But actual speed is too low in comparison with their statement. That too
highly inconsistent and thereby widely fluctuating. In most cases, customers experience extreme
time-lag while browsing, downloading and uploading.
In case of BSNL, a snail wakes much faster than their 2G speed. As per their call centre, 2G internet
speed is anywhere in-between 5,760 kbps and 14,400 kbps. They too specified that 3G speed is also in
the same range. In reality, if one got at least 1% (i.e. 57.60 kbps) of the official minimum speed (i.e.
5,760 kbps) once in a while, then that user is a lucky guy in the 2G network.
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Idea Cellular claims that they provides a speed of 256 kbps for 2G. In reality, usually the speed is
only up to 10 percentage of their claim. That too significantly inconsistent and thereby widely
fluctuating in nature.
Airtel is in between Tata docomo and Idea cellular. Their actual speed is much less, even though
they claims a speed in between 60 kbps and 70 kbps.

Internet Service Providers (in our area)
1.
2.
3.
4.
5.

*Official Internet Speed of 2G (as per their
claim)
5,760 KBPS - 14,400 KBPS
32 KBPS - 48 KBPS
60 KBPS – 70 KBPS
40 KBPS - 120 KBPS
256 KBPS

BSNL
Tata Docomo
Airtel
Vodafone
Idea Cellular

* Subject to network and signal strength (i.e. range and its variations).

3G SERVICE
o

No 3G service at all for Tata Docomo, Bharathi Airtel and BSNL in my area [Panchayat / Village: Perinjanam, Taluk: - Kodungallur, District: - Thrissur, State: - Kerala, Postal Code: - 680686]. For
Idea cellular also, it’s too hard to get the 3G.
For idea cellular, even if they states that they have a speed of 21mbps for 3G; actually the
average speed in my area is much less than 100 kbps. That too considerably inconsistent and
thereby highly varying in nature (e.g. 1kbps – 1015 kbps). One can even experience a speed of
10 kbps or less, with often network disconnections and lasting network failure. In case of certain
ISPs, the user will not able to perceive any difference between 2G and 3G services.
Note: - If a customer activated a 3G plan and there is no 3G network / coverage at all in his area
(either temporarily or permanently), he will get the benefit of 2G service instead of 3G service.
This can be called as 3G through 2G approach.
“What an idea! 2G service at 3G price.” (I.e. MRP: - 3G data price, but Service quality type: - 2G
data service).
Wise marketing strategy for selling 2G data service and earing super-profit therefrom. It’s like
selling ‘Rotten apple’ in the brand name ‘Export-Quality apple’ at superior price and eyecatching package.

Internet Service Providers (in our area)
1. BSNL
2. Tata Docomo
3. Airtel

*Official Internet Speed of 3G (as per their claim)
5,760 KBPS - 14,400 KBPS
3.2 MBPS
400 MBPS – 600 MBPS
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4. Vodafone
5. Idea Cellular

60 KBPS - 122 KBPS
21 MBPS

* Subject to network and signal strength (i.e. range and its variations).

LAUNCHING OF 4G SERVICE
We are daily hearing the news that Bharathi Airtel (already launched), Reliance communication, BSNL,
Idea Cellular, Tata Docomo, etc. are going to launch 4G service. Without providing adequate quality
services in 2G and 3G, they are going to launch a new service called 4G.For whom they are going to
launching this? Appropriate answer will be ‘For themselves with absolute financial interest and to rob
the consumers’. It’s nothing but misappropriation by ISPs.
Kindly note the fact that:o
o
o

Many areas in INDIA including mine, is still out of the 3G service.
Many areas in INDIA, is experiencing worst 3G service. I.e. price of data pack is at 3G rate, but
quality of service is 2G type or even bad.
Certain Internet Service Providers’ 2G service are very worst, while certain ISPs’ 2G service are
not up to their claims or customer expectation or the both.

So granting the license for 4G in the current scenario will be just like provide more and more options for
pick-pocketing the consumers or performing day time burglary in suit and boot, through various crooked
means.

RECOMMENDATIONS
The methodologies for proper implementation:

Don’t allow any Telecom Service Providers to render 4G service in India (or at least in the
respective state), without providing consistent required quality service both in 2G and 3G
throughout India (or throughout that specific state). Note the fact that ‘Without having a robust
foundation, any structure will collapse, as the time passes’.



Please regularly monitor the quality of their service (including the consistency factor) in terms
of key aspects such as network and connectivity, browsing speed, data carry forward issues,
grievance redressal mechanism of TSP and reasonability of data pack’s price, validity period,
quantity of data benefit, etc.



Set the proper, reasonable and standardized parameters for evaluation, either state-wise or
country-wise, based on above-mentioned key factors (and other key aspects which you
considered as valuable) for data service such as 2G, 3G and 4G and for the voice service too.
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Implement an appropriate mechanism to regularly monitor, evaluate, to take corrective
measures if required with the assistance of an efficient and effective feedback system and for
the review. Otherwise it will like issuing license for looting the consumers. Please also refer to
my ‘TRAI consumer forum’ concept.



Implement a flexible mechanism in order safeguard a customer from high post-usage charge or
overage (e.g. 10 paisa per 10KB or 4 paisa per 10KB, etc.). Instead of the overage plan
mentioned above, please provide the customers an OPTION from which they could opt from,
when the data credited as per the plan get exhausted. The options are: - (i) Activate a new data
plan from the available choice of TSP; (ii) Activate the existing data plan; (iii) Stop the data
usage; (iv) Any other relevant options which you or our consumers may consider as critical.



Carry forward of unused data should be permitted at least for a period equivalent to the
exhausted data plan’s original data validity (in days), without imposing any conditions such as
new data plan activation before the expiry of existing plan, etc. Thus can save the customers
from losing the data credited and thereby their hard-earned money.
o Also implement a mechanism to notify the customer about the date of expiry of that carry
forward data along with its unused balance info, when the expiry period approaches. E.g. 1
week before, etc.
o You can decide whether the carry forward option for unused data should be allowed only
within the similar type of data service (i.e. 2G to 2G or 3G to 3G ,etc.) or in-between
different types of data services (i.e. 2G to 3G, 3G to 2G, 3G to 4G, etc.)



Launch a permanent user-friendly online platform (preferably multi-lingual i.e. state-wise) of
TRAI where customers can interact directly with the TRAI officials and thereby report on various
local issues on voice and data service concerning to his / her TSP, make suggestions on TRAI’s
consultation paper, provide customer-feedback regarding the effectiveness of remedial
measures taken by TRAI, etc. (E.g. TRAI consumer forum.)
o If you allotted an individual space for each TSP / ISP, in that platform; then it would be
very much helpful for you especially in terms of time and effort.
o Mandates its advertisement (especially in the respective state’s official language) on all
sales packages of data and voice services of TSPs in a prominent manner, in the national
dailies and other mass communication media.

CONCLUSION: - Please remember that! The consumers treat the TRAI and the Central
Government as a last resort to resolve both the voice and data services issues. Yours’ remedial action
counts for consumer justice, a lot.
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PROOF 2:- Screenshots of the Network issues

Tata Docomo and the buddy customer ‘Mr. LUCKY’

Scene 1:- Screenshot of Weak signal.

Scene 2:- Signal Icon can’t get any signal from the Tata Docomo’s network, while being connected to the
network. This will subsequently results in very slow browsing speed, hanging of internet and / or
disconnection.
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Scene 3:- Network got disconnected due to lack of signal or range.

Scene 4:- Trying to connect to the network. Still there is no signal or range.

Scene 5:- The attempt to get connect to the network became a failure. There is no coverage and
thereby a network issue. Again the signal icon shows no signal.
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Scene 6:- Screenshot of manual network searching in 2G network mode.

Scene 7:- Result of manual network search in 2G network mode. It list out the available 2G networks in
my area including my ISP, Tata Docomo. Other networks are forbidden for me as they are not my TSP.
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Scene 8:- Trying to connect to the network further. Yet there is no signal or range.

Scene 9:- The second attempt to get connect to the network also became a complete failure. There is
no coverage and thereby no network at all. Still the signal icon shows no signal. My device suggested me
to contact my service provider i.e. the TSP.
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Scene 10:- Conducting a further manual network searching in 2G network mode. The result is no
network persist for Tata Docomo at all (i.e. Tata Docomo is not in the network list). It got suddenly
vanished in the veil or drawn a veil over it.

Scene 11:- No Coverage, No Network and No Signal at all. So No Internet…..

THE END

Moral: - The king customer will be always on the loser’s side with triple loss i.e. the money, time and
effort (both physical and mental).
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HIND
Mobile No: 9995896214
Thrissur, Kerala
E-mail:- hind4india@yahoo.com
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