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¥, 30803 /2012—%aT O~ GXEAR A m™d gierRor SR, 1997 (1997 H1 24a) BT &RT 11 BN SU-4RT (1)
P Gs (@) & Iu-Ts (i) AR (v) A1 ufsd &RT 36 B ST WRIGRV Bl U Aldqdl ST WM K g, R GRAAR
faframe yrirevor, qReaR SuHadr wReor faftem, 2012 (2012 @1 2) # HORA A @ fory vaggRT FfoRed fafvem g g
T —

1. () 3 fafromi @1 "qREaR SyHiear AReT (Araar weed) R, 2013" wET SITem |
() 3 AR 15 T, 2014 9 WIA BN |

2. REAR I W AR, 2012 (2012 @7 2) & faEE 2 & @s () § FfoRed W siaenta fear s,
T —

I [ FTAI—1 H T ufha @ SIfaR SwHIEd @ Wi WeAld U G @ URETd @ 9 T 9 ifdd der
3G dTel THUATE AT SICT 9 e faRiy SR% arseR &7 Fdex0r fhan S wadm & de aeEi-2 ¥ aftfd ufkar &

AR SUHIHT & R W i A g Ff¥py febar e

797 37 g N fb RE GO fhv oM R, fa9iy 2R% arseR &1 Adiexor 21 fahar s,
NEIEREDCIGRSIEE]
[ forama= 111/4/3740./142/13]
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fewolt 1 - ot fAfFRm, SfRgEeT FwE@ 308—05 /2011-FG3ITH fHAIE 06 THaW, 2012 & TEd 9RA & v, Ry, T /1
TS 4 # faA1® 06 TR, 2012 BT YHIRM by MY |

fewolt 2 - o1 ARl @1 SRRTET =T 308—05 /2011—FINTH & qBd WA fhar T qom f&Aid 1 SR, 2012 $ 9RA
@ Y, SRRV, A1 111, T 4 4 gaIid gu |

feuelt 3 : Aar fafrEl &1 SfRRgEAT HEAT 30805 /2011—FIATH & Ted U WM fbAT AT qAN G 21 BRaW, 2012 B
ARG @ S, SRR, A1 11, TS 4 § G gu |

feuelt 4 © o1 fafsi 1 SERTET WA 30805 /2011—FYATH & Ted Y. WA a1 T FO1 A1 07 A, 2012 BT AR
@ RIS, SRRV, 417 11, TS 4 4 YR gu |

feoqeft 5 : ot fafrEl @1 SifoRgEET W@ 308-05,/2011-FYATH & Ted YA WM AT AT dRI AR 22 SIRER, 2012
AR @ TSI, SRR, A1 11, S 4 H Y1 gu|

feoeft 6 : 7@ fAFREl @1 SR AT 30805 /2011-FIAITH B Ted G GG fBAT AT o feAie 27 AR, 2012
AR @ IS, SRR, A1 11, ©S 4 H Y1 gu |

feoqeft 7 : o fAfHl a1 ofORgEAT W@ 308-05,/2011-TRYIATH & Ted YT AN fHAT W qAT f&AH 21 WRaW, 2013
ARG @ IO, SRR, A 11, @S 4 # yaind gu |

fewolt 8 : AT T, XEAR IYHIGAT A& (Ial FeE) AR, 2013 (2013 @7 14) B I T4 RN DI TE Bl
g |

A1
Ry 2RE TR ([T # ear I & IvEE, B TG B yfhAr

U1 — a1 YK, TAUACE g UECHdl & AMcl H TAUHUE & AIed 9§ T SICT 2 UHel & AMd H U difST 99 U @
A W Tl B I, $HG AAIBROT B e iR o, TR0 & fofg YR & IR H STHIGAi Bl Wfad e a1 S7 U
AR <7 5 9 THS $ THUATE gRT §9a U MR Sid B e W E WoleR 91 $Ad T A7 off$T 99 Ud W
fafafde “gl" @1 9e7 IR AU HAT YSTAT BT UF AT had W &R, YT DI duT A FAC B A Ul AAIGRY IR

T ©;

T2 — IR IYHIGT AU T YSH BT & o, TCId] B SHD FAIGR0T & oy FRmfeyd fham S aem Jgafa o ol
JUITell # BT A1E @ 3 & forg 1 sic—sic wwifdd yrew # wuEia fdar e,

U3 — SUIET | THCI! & TAGR0T B FEAd U & &1 QR W1 YR, THUATE & fog TEEdl & Ael W THUAeE @
AEH W TN SICT B (oY Tl & Al H 99 U9 & ARIH 9, S6G AR Bl UG & Ay H THCd) & @RT, o I9aT
D YR, e 37 T THUACE @ foft THCHT & MRI 3 <t Wl didt Wiend dIs Ud $1el @ forg gacdl & ffmao
fere dq fofe @1 Twl §Y SIMeR! YaTd ST T THCId! Bl FAdR0T G ol |

{ﬁ

U4 — JaT YT, TIPS TR & AT TSl $1 derar @iy & g 9 39 fd
g fafdy, Fdaxor & forv wR dor Fdiewer & Meee iR o 9o vaid @ fAfkRa e
YT B d 59 PRy e & IR H SRR | 7 8 W UHCd! a1 TR0 IR M

A2

3exUfded a9 R (MEARR) & a9 N 32T U6 < Bl G Pl W THUATE @ ARIH N 3T 99 fold @ A
= & IR el Ff T wadd ot AfkHT TR Heel oFR T BN W g s & oY wfsear

7d THUACE & HIETH N ARG )
@ oIy o W R Bl @ IR ¥
|

(@) gevufed dfag Regia (@rEdem) @ amaw @
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U1 — IYAIGT, HaT YT & Sexifded dras R (RMEARIR) SR ek TR didl &l &,

T2 — |aT YSM1, STHIa Bl RS fhy gy gexufded dfaw Reafd (medien) w afion, f&al srerar afrr wmor # gexufaea
A R (QTEAIR) & W1 IRRR HaTE & & fofU |19 7 faded Iueiel HRRT;

O3 — ITIGA & AEIS FaR W Aishy THSH! Bl ol SUT RIS Y] G I SUYdd g qaleR 39 GaCdl ol ag
A P fdeped fear Smew, w1 a8 Ffkpy &= e &;

W4 — fooell faRTe THCHd & foly 92 SO W WA I U TAUATH woll Sire, fored S ferd fobam Simean o vaei
& TPV BT FMISHY SR $ SFRY UG 81 T € T 39| dgdl 3@ S T W 939 by gu el o1 [ikpy & foar
ST T TCd! Bl it #Re & |ay H, S9 IRy @ e I TauHed Wit @ w9 fiend;

-5 — 3FR ITIGI, TRU—4 H JFJUYF dc AT © dl, Sexyided g Reu (EAIsR) SUHIRT & I8 THaRI UaH
M & S Tefd e &a1 AT & T IWO-3 | R4 § GAlag Ufshar el

-6 — AR IYAIGI TRU—5 § FJIY g Pl QAR AT & I, Fexqided di e R (MEAAR) 9 Jlod o 6 e
T ge <dT AT & TN SUa! Bfdd B Uh Bid Hex Toic & I SfaRd fobar s, o wadid &f ffkpy oxe & ey #
SUHIFT & IRIY BT Tol BT AT STAIGT BT I8 TFGRI YT ST b el @y T 8 & e, Goerdl ol [iepy &
e S o 99 gadidl @1 fAfkha Bva & wd H, I gRT by U SRy B 9 b1 gfe oy Tb THuHTE g 8

W7 i~ IR W4 § T Ths qb dc el T AT & o, SUHIGA $T Ufthar Bl - & forv “0” e <o 1erdT diel
HeR Toie | WD B} @ folv ‘9’ I a1 @ fadey fear S,

U8 == U7 H ‘9 TIM W Pic Bl Picl Y Toic & I Wl SIG, Il GHCrdl &l M @ & oy Swie & R
BT YT BT TAT SUHIGT BT THGRY Y&TH B b TASHT BT DT dera Fafy ol Fuifid SuRid FMfepa o) fear S aen
SN THUATH AT $-Hel gRT Uaeidl @l (kR o & ddy | gfte @ wiftq gnf;

@ T B A W

W1 — e IR Tadid @ Fftpa a1 @ fog Swiear 9 G $le ) THUHTE WIftd R ITHIed 3 9 A qa)
R AlhY THEH B Al IuA@l FRAT SR & AT Al GHSH! B FhT &7 & Iy 990 FHad] Goll 3 eI
ST FIS Wl & a1 98 ot vacidl @l (fkha a7 aredn & SHe ead (AR ol $f THUHTE @ AIE 9 WOl 3l $El
T |

-2 — SR § T Tifhar U 8 W, 39 A qa) W Alhd VA ol FAl TAUHTE & AR | I ol STg!
T Y UHUATE & AR ¥, THCHl & oY SWE Gl G @R, I TESH! BT 999 $d gU e g8 MRy dRAT @ g,
9 BT HET WU,

W SN Bl Udh TAUATE Ao oo, s 99
B FEIfg R 9=

el

SFSR Y&H B I 6 396 gRT T @ fAfSpa o
fby gY THEH! 1 MY FR A SIQT dor I9 TEel Bl M

THUATE UT< BI;

TRU-3 — TRU—1 AT 2 B Wifd TATAUE & AEGH A dHoll Bl
a1

43
139
4
4
il

24

(M  d@ER:

W1 — 99 4 IUHIGT, AU THNE H AT Xl €, T 99 IfeT Uol e a1, fTad vaeldl &1 &IRT S Taeid) & -M,
TR, JerdT afd qer T A fRT e b for ue foie rerar geq @f gk T Bhm;

W2 — T B MRy &R & ol ITHiad gRT SWed foid sl 9 W fadd foy S & weamd, SwiEdl & I8
SER T §U 6 SHHT IR IS B AT &, IW VP ¢ UG R SR fBAr SO qem gEcdl 1 I9a] qudl @i gHr
B W [fpy &R far Siem o S vadidl &1 (fkhy aRe @ |y A gfe Wy e UHUATY Jfefd e, ofdl ¥l JHe 8,

T I,
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WU-3 — TACH & Tdia~el & HEHa by T & A 799, SWEd & W & Ghad@d Mfkhd f&y M & ar o
W avd gy, e TES &1 AW e YW MRy fhu I @ Sfec Fe) 9fid e THUATE Jfdl §-Hd, STMledl & Geiiad
AEIEA B TR T -4 W WAl S |

ATATHD ST

WIS BT STHIFARIT | THS! @1 dudT Al FHI & IURid, fa9T SHa! WEAfd & Wal UeTdsl gRT fRiy SR®
IR (THY) @ AREH W WY Y W ATl THUAUE Tl ©Tel U9 &1 FdeRY W@d: 8 9 @ 66y § Red od g8 2 |
WA H qge &1 AR W 99 B TS q1 I8 U1 W B 06 TN, 2012 B GRAAR IUAIGT G0 fAFRE, 2012 & R
42) & FFAR, 90 a7 | e 3@ BN BT e @R el TASH F TdGROT 2 Pls SUGY el © | A THCHI U
fafire dear o dedr 3l & SIRIA GAI &1 W © 91 SHG! qudT Ay & SURId, SHDT WA TAGR BT Suael fafre § L
gl

2. 39 Yqe W & @1 amel J 0 fafame el &1 Seeed gon ©, I8 Seod fodr ar & fb vacdr 4 v
TR, BT & A S Ud A1 GRal 21 39 Wl H, I8 q@ QA O Fha1 § & Swa @ e 6y oM g w6
TR, TACH! B RIS FT TH T & qAT SHDT AHAT, WA AW S ol WA DI GHC IRAT 7 | e, YEH gRI qD
fear o1 wFar & 6 I W AT SHa! WeRld & W TGO Bl AT TAT 2| I8 YR WA & 5 R S d Har
AP H d T TAGRO S TGN Tal 8Ril & IR W TR0 SUHIFIT TR TN ST &, THEH] & W Tdeh_vT bl HIge,
ST fedl & g € |

3. 39 950 W o 1 w@a: Tdiexer glaw, vadid! & forg Ffde @ a1 o) s@ @) duar 3 fawR @) qed) €, Sy
P ST A T B B forg 3T Rl Ao’ BT Afh aR @ Savaedl TRl 8, g THCH ¥ad: e & dadt 81 39
T ¥, ST AF 78 B A o Al TH) BT oM U PR Gl & | Weg I qD Al fad1 O Wl @ fh e W
TR, THEH] BT b AlHATT B AT Wl AR W LAl HUR W AW WG SR B (Y SUHIGIIS Bl D AR
R IR & AHIv &1 TR B GATG B | I8 S IYHIGarall & oy AmErId 81, il 39 Gfdem @ amafiid Tdiewer & @
SUIIT @R REl AIed © | B FUR, U SuIdar 4 8 W €, Ol bddl U dR SHS] SUINT Rl dled & al S AFel H
A TGO FHRT UGT IR BT &, G I8 MShT B DI UshAT BT A SR AT TSl & | AT &, VA1 e oA gl dahel
& b W@a: TR & AW Y TACH! % @ ASER Sl Ui a9 WY | WIEeROT U8 HEqd ol © (b 36 GH B FHEH
fram ST Fepel & SR AT TR & oY gord U | SUHIE @1 STAMT U B A 2 1, 39 A S STAEIRT & aM @
forg wrffad fam S w&ar & | gaforg, 39 AW # Rfameart feenfidyr sifvard 2 dor widdl & Tdiaw & for e we

faded SR ST 1Y |

4. W & HEGToR, 9 oo W HaT Yerdel & |l favR 9 @l o1 T o | ey Yeraisl § U Bisdd &l g 9
Wid TR T T, WIGAW | THC & AdaRT & SFRER ¥ eqay duar Ve af ax v@d & ol foar @ w®ife
ARG AUTay U6 Bl ‘al U8 SuMEdell & 1 &1 S SuMigdsl, < ey & forg ,
(FeepTEa) foham AT & | THCH! @1 diaxvr ffd ufhan &1 ol @d gU, THEH! @) dudl iy @ i | qd fh
ST B T FEART YT R, THUACH T SIeT U & foly THCI) &1 Tdiawvl 31w & | Sudiaanall & fdi @ &k

forg forelt +ff W FeiRa ufshar & Arem | TOAUE, 9199 T 99 UGl gRT TECH) @ TdIaRY @l iR $ @ folt tE <
! S ere W fafkd faar mar @ |

TELECOM REGULATORY AUTHORITY OF INDIA
NOTIFICATION
New Delhi, the 34 December, 2013

TELECOM CONSUMERS PROTECTION (SEVENTH AMENDMENT) REGULATIONS, 2013
(14 OF 2013)

No. 308-3/2012-QoS.—In exercise of the powers conferred by section 36, read with sub-
clauses (i) and (v) of clause (b) of sub-section (1) of Section 11 of the Telecom Regulatory Authority
of India Act, 1997 (24 of 1997), the Telecom Regulatory Authority of India hereby makes the
following regulations further to amend the Telecom Consumers Protection Regulations, 2012 (2 of
2012), namely:-

1. (1) These regulations may be called the Telecom Consumers Protection (Seventh
Amendment) Regulations, 2013.
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2) These regulations shall come into force from the 15t day of January, 2014.

2. In regulation 2 of the Telecom Consumers Protection Regulations, 2012 (2 of 2012), in
clause (o), the following proviso shall be inserted, namely—

“Provided that the Special Tariff Voucher pertaining to SMS or data, having validity of
more than seven days, may be renewed, after obtaining the explicit consent of the consumer in
accordance with the procedure specified in Schedule-I and shall be deactivated, at any time on
the request of the consumer, in accordance with the procedure specified in Schedule-II;

Provided further that the Special Tariff Voucher shall not be renewed if its tariff has been
revised;”

RAJEEV AGRAWAL, Secy.
[ ADVT. III/4/Exty./142/13]

Note 1.—The principal regulations were published in the Gazette of India, Extraordinary, Part
III, Section 4 dated the 6th January, 2012 vide notification number No. 308-5/2011-QoS dated
the 6th January, 2012.

Note 2.-The principal regulations were amended vide Notification No. 308-5/2011-QoS and
published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 11t January,
2012.

Note 3.-The principal regulations were further amended vide Notification No. 308-5/2011-QoS
and published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 21st February,
2012.

Note 4.-The principal regulations were further amended vide Notification No. 308-5/2011-QoS
and published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 7th March,
2012.

Note 5.-The principal regulations were further amended vide Notification No. 308-5/2011-QoS
and published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 22»d October,
2012.

Note 6.-The principal regulations were further amended vide Notification No. 308-5/2011-QoS
and published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 27th
November, 2012.

Note 7.-The principal regulations were further amended vide Notification No. 308-5/2011-QoS
and published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 21st February,
2013.

Note 8.-The Explanatory Memorandum explains the objects and reasons of the Telecom
Consumers Protection (Seventh Amendment) Regulations, 2013 (14 of 2013).

SCHEDULE-I

Process for renewal of Special Tariff Vouchers (STV) after expiry of its validity period.

Step-1: The service provider shall provide to the consumer through SMS, in case of STV for SMS,
and through a landing web page, in case of STV for data, the details of the STV, its validity, the
terms and conditions of its renewal, charges for renewal and inform the customer that he may
renew STV by sending SMS with fes’ to a specified toll free number, or by an e-mail, or by
pressing ‘yes’ button specified on landing web page, or by a letter or FAX to the service provider,
before the expiry of the validity period of STV;

Step-2: if the consumer gives his consent, STV shall be processed for renewal and the consent
logs shall be stored in the system in an un-editable format for a period of six months. The
renewal shall be effective after expiry of validity of the STV;

Step-3: the service provider shall immediately on receipt of consent from the consumer inform
him through SMS, in case of STV for SMS, and through a web page, in case of STV for data,
about the receipt of his request, indicating therein the details of STV such as name of STV,
charges, validity period and toll free short code, in case of STV for SMS, and a web link, in case of
STV for data, for deactivation of the STV and renew the STV; and
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Step-4: the service provider shall, three days before the expiry of the validity period of STV after
every renewal, inform the consumer, through SMS, the due date of renewal, the charges for
renewal, the terms and conditions of renewal, the toll free short code for deactivation of STV and
in case a request for deactivation is not received, renew the STV.

SCHEDULE-II

Procedure for deactivation of STV at any time after renewal, on the request of the
consumer, through Interactive Voice Response (IVR) or through SMS to a toll free short
code or through web link.

(a) Through Interactive Voice Response (IVR):
Step — 1: The consumer makes a call on IVR telephone number of the service provider;

Step - 2: the service provider shall provide to the consumer, over a recorded IVR, the choice of
the language for interaction with IVR, which shall be in English, Hindi and in the regional
language;

Step - 3: the list of STVs activated on the mobile number of the consumer is provided to him and
he is given the option to select the STV, which he wants to deactivate, by pressing the appropriate
key;

Step - 4: on pressing the key for a specific STV, an SMS shall be delivered to the consumer
informing him that the request to deactivate renewal of the STV has been received and the
selected STV shall be deactivated on expiry of its validity period and that he shall receive an SMS
confirming the receipt of his request for deactivation of STV;

Step - 5: in case the consumer presses an inappropriate key in step-4, IVR shall inform the
consumer that the key pressed is wrong and the procedure listed at step-3 to step-4 shall be
repeated;

Step - 6: in case the consumer again presses an inappropriate key in step-5, IVR shall inform
that the key pressed is wrong and the call shall be transferred to a call centre agent who shall
record the request of the consumer for deactivation of STV and shall inform the consumer that
the STV shall be deactivated on the expiry of its validity period and he shall receive an SMS
confirming the receipt of his request for deactivation of STV;

Step - 7: in case any key is not pressed for ten seconds in step-4, the consumer shall be given an
option to “press O to repeat or press 9 to connect to a call center agent”;

Step - 8: on pressing 9’ in step-7, the call shall be transferred to a call centre agent who shall
take the request of the consumer for deactivation of STV and shall inform the consumer that the
STV shall be deactivated on the expiry of its validity period and he shall receive an SMS or e-mail
confirming the receipt of his request for deactivation of STV;

(b) Through SMS:

Step - 1: On receipt of an SMS on short code from the consumer to deactivate a particular STV,
the consumer is provided through SMS, a list of STVs activated on his mobile number and
corresponding keys for deactivation of different STVs and he is asked to send through SMS the
particular key of the STV which he wants to deactivate;

Step — 2: in case of receipt of an incorrect response from the consumer, an SMS shall be sent to
the consumer giving him the list of STVs activated on his mobile number and he shall be asked to
select the STV; which he wants to deactivate by sending through SMS the appropriate key for that
STV,

Step - 3: on receipt of the key through SMS as in Step-1 or step-2, an SMS shall be sent to the
consumer informing him that his request to deactivate STV has been received and the selected
STV shall be deactivated on the expiry of its validity period and he shall receive a confirmation
SMS confirming the receipt of his request for deactivation of STV;

(c) Through web:

Step-1: Each time a consumer logs into his account, a web landing page will appear, indicating
therein the details of the STV such as name of STV, charges, validity period and a link or button
for stopping the STV;
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Step -2: after the consumer has clicked the appropriate link or button on the webpage for
deactivation of the STV, he shall be directed to a new page informing him that the request to
deactivate the renewal of requested STV has been received and the STV shall be deactivated on
expiry of its validity period and that he shall receive an SMS or e-mail, as the case may be,
confirming the receipt of his request for deactivation of STV;

Step -3: an SMS or e-mail shall be sent to the consumer on his registered mobile phone or e-
mail, respectively, immediately after deactivation of renewal of the STV, informing him about the
successful deactivation of the STV along with the name of the STV and a docket number of such
deactivation.

Explanatory Memorandum

TRAI had received complaints of customers against auto-renewal of SMS and Data packs
offered to them by service providers through Special Tariff Vouchers (STV) without their
consent, after the expiry of the STVs. The issue was examined at length in TRAI and it is
observed that as per the regulation 4(2) (c) of the Telecom Consumers Protection Regulations,
2012 dated 6t January, 2012, there is no provision for renewal of STV which is specified to
have certain validity period not exceeding ninety days. Hence, the STV lapses after the expiry of
its specified validity and auto renewal of STV after its validity period is not provided in the
regulations.

2. Regarding the issue whether any regulatory guidelines are violated in the matter, it may
be mentioned that the auto-renewal facility on STV is an issue of recent origin. In this case it
could be argued that auto-renewal was part of the feature of the STV, which was offered to the
customer, and activation of it would amount to agreeing for auto-renewal. At the same time the
customer could argue that auto-renewal was imposed later without his consent. It is observed
that the consumer is seldom aware of auto-renewal of the STV subscribed by him, before
activation of the service, though the consumer does not want such renewal, which is against the
interest of consumers.

3. Regarding the issue whether auto-renewal facility could extend the validity of the STV
beyond the prescribed limit of three months, the consumers need not activate another voucher to
get the indented benefits but could automatically renew the STV. In this way the customer can
avail the STV for a period beyond three months. But there could be an argument that each auto-
renewal is a separate activation of a STV and auto-renewal is only for mitigating the problem of
consumers to periodically activate the voucher to avail the benefits on a long term basis. It may
be advantageous for those consumers who want to continue to use the facility with periodic
renewal. At the same time there could be consumers who may want only one time use and in
their case auto-renewal is a problem as they have to undertake the unsubscription process. Also
there is a possibility that through auto-renewal a STV could replicate a Plan Voucher. The
Authority feels that the problem could be addressed and the scheme could be beneficially
implemented for consumers if the explicit consent of the consumer is taken for renewal
separately. Hence, regulatory guidelines are necessary in the matter and there should be clear
opt-in for renewal of STV.

4. Keeping in view of the above, the issue was discussed with the service providers at length.
TRAI after careful examination of the feedback received from the service providers has decided to
introduce the procedure for renewal of STV. TRAI has decided to keep the short duration validity
packs out of purview of renewal of STV as the small duration packs are generally subscribed by
low end consumers as well as by those consumers who need it only for a short duration. Renewal
of STV is allowed for SMS and Data packs through opt-in facility by taking explicit consent of the
consumer at any time before the expiry of validity period of the STV through prescribed
procedure. A toll free short code for opting out of the renewal of STV at any time through defined
procedure, through SMS, Voice and web is also prescribed to protect the interest of consumers.
The consumers are intimated about the process for deactivating an STV, every time an STV is
renewed, three days before renewal.
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