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BI0HO 215 /2016 SVSHH—d5 IR, FIR T4 g1 Uil #31ed (EaR o), o siftRgee | 39 & |
ufed WRA xEaR fafame miter fffm, 1997 (1997 @1 24) @1 &RT 11 & I-4NT (1) & @e (@) & SUES (v) & A
UfSd gIRT 36 §RT U< Wl BT FANT &Rd g%

(v) i S MATH B gRT 11 BT IR (1) T @$ (€1) 3R gRT 2 ST SWRT (1) & TS ($) & WJd & q8d e TWHR Il
o<t St BT FANT BRd gY W 3 T, @R

(§) fTid o TaY, 2004 P AR B ASTH, SR A1 11, TS 3§ TSR SRR HE&T FIIT. 44 (31) 3R 45 (31) & Ted —
HRAI REAR [FR™E TaRY UadgRT e fafem g &, siefq
TEAR (TR 3R Bae) AT B oI S A T IUAIGT HRET (Tgeae yonforn) fafRm, 2017
(@ 2017 @1 2)
-1
RS

1. Witra 7, iR 3R Uy

1. & fAFREl &7 REAR (RO 3R 39c) HaN—HdT S U S AG T ITHIGAT GReIVT (THad Yunferan)
fafyem, 2017 (@ 2017 @1 2) HET M|

2 Tg AR Tgdad yonferdl & AW W SUGR G¥IS TE Cellfdord W \afdd YRV Hai W €Yl Rd # o
& |

3. (@) Su @ (@) # g7 Sydfdd, fafadl @ oremar I fafem afieRe Ioa ¥ yarE @ O @ e W
el ot & e @Ry 2 |
(@) fafm 24 & Su fafvem (5) o faferm 25, 31, 32, 33, 34, 7T 37, 3 fafedl & eMRwIR® oUE A
YHRH @1 fafr & v |t 9 A @ e ang g |
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IRATN- 37 fafvgdl ¥ W9 9% 6 e # s anufdd T & -

@
()

(¥M)

"SRR W SR AR AR WRIRT S, 1997 (1997 BT 24) W B,

"Afhy TR’ W, 39 AT & WIeH @ oy, e § 98 U1 Teasieer, N Teasigar USEE Tl &
AR Tofder oell & RIS O &= & fofv Wifdidd fobar 72 @ iR e 9e 2y afe @l Rre &1
TEI fopar T B

TS TRl W YR § Ud gordgie UGl (VR BRRR R TN WHE WAITeRR I §) Udl Th
W Afd FlagG SRV, [ Gaidxd Fomell # @1 T 8 iR e AR W SRIGE! a1 §aRv, Cellfdem
ATl & RETell & G HaR W9d, g (THhhfes) i o1 wddr & ok O geamgar @1 Solfae aal &
AR R FFER @ WL T6e I IRY W, WRGd Al & MR, FAHRa & IR 4 fHe g
yaT USRI A dergare (fSdis) fbar S e &

"I AT J—T—BIE e’ | T4 Il & I & Ao H MY Ul AR dTel AT $ FTT—3TelT
A ¥ 8

"YIRIEROT H AR AR THAR fAFTAme Wieeor Sifeifem, 1997 (1997 &7 24) @1 &RT 3 $ SUERT (1) &
TEd AT IR GREAR faf e miteRo 4 &,

q@" AT B go' W A AR el & A ¥ &, ! U g5 A dsel & WY § LB B Wil &
3R o gal Tl et AT den Hdg sfrfdadl o aedaR e BN

TRG W M o afed, afeat & wwe, Mt frer, o el dree o foel 8 e | R, o e
T W AT ATl B [IY DE TROR A SSATCl o AT I SR URITHT HaTg F2aT FRar &;

“HRHTH G Hed W TARD I GRIGR” U el 3@ U Al & 9o B Aod H g0al e [ Celifasi
ATl & fIRS gRT TORS BT S6G U ATl 10T U el & @ @ forg, SR 4 A/l @1, <7 Yo & s
foy 39 vORe ¥ IoRe gR1 fAfdeq w0 & wie uw &1 78 @

"IRIRYT Tt mm%aﬂﬁazﬁwﬁawmzﬁwﬁﬁ@ﬂmwﬁa}ﬂﬁwmwzﬁ
et ff w9 S fogel, Reeal, orasl, fodl, ofafdal ofk it yaR @l el &1 YR, 9 M OFar gRT
TeIeT T AU WY W U AT ST SmuRiT §, 9N e 9 @Rl fafisiaret ok weii aifefaaat
T AGIAR 31 AT ST,

"B AT’ AT ‘Dt Al AdT” T I BIUHAT BT YARY B, R dad & WeAH W Celfdo Al b
RrTett a1 gvIRYT Wnfie 2;

"“BYd Cellfdor Jead” AUAT B Al qead” W MY T, Fellvs SrAHIH U 3R Hafd R SR,
feome fopar a3

"YU SRR W AR €, B War YeIar gRT AHeie dlg @fdd Wi g9 fAFREl @ ded sued & fog
ITIARN BT THS H FeH &;

"I WAl Bes BT AR Bl Telifae o9d @ fAde g1 fafam 25 & Iu-fafem (1) @& dga wenfia
famT Sterar o Gfden | 2 Al ColwIA srerar gaifaciive sterar o=y Ugfadl | waT SIRMl &1 fFue fhar &
T, Y BT SR T T b, Rremyal a1 3o fbar o Fab a0 STHaaRii o Riarral a1 HeE fear o
D,

"IPHIRTT AT TR BT AR (G Selifdo 9 & Ao gRT fafRm 25 & Su—faf (1) & srgurer 4
faffde e My e TR ¥ € i STHIeT BT T aT s dd Ugd Jodl d_dls ol 9o,

"I WAl 5 TR HaT” FT MR Cellfdur o & fItRe gRT SUHIET TNTRddl 3R IHa gRT IR
P11 @ Rl B wa H THeN & YaR 2 [l gpfi @@ e

"IYHIGT WA UGV T IS BT AT ITHIG & HaA H GG gehl d S IySl H © aAllh
TSHad YUTfeRll & HEAH ¥ Colfdur | Wafdd TR wansll @1 Wi giEd @ o 9a R $9d @ dR,
ST Sellfaor W |t TR A YIS PR & forg SAfard &

"SRNTC—T—8M STIRSY" 3@l "SIAITT AR’ RA & VAT Al 9 &8 TWAR §RT SRANFe—C—aM
(€1a) HATY YaH SR B (oY eg fdm T g




[ 9 HI-Eve 4] IR T TS : STHYRY 3

(R)  SRINGC—T—8M WAl AT "SICIE WA’ Y ARW T SUWIT YOl BT ST I, o [H AeRer, S dad
TR AT Telfdord el @ ¥l o1 IR, & WY FHFRR & R TG Callidod & a1 TR0

‘PXHAT:

) REIERH wehH” d IRE ITT MW, Aee! RRTH MUNCR, TAMEEITH MRS 1l U] TR &
faRor Jeaw 4 2;

@) Chfau ol a1 faaRe” rraT ARSI SIS JIRCR, Aee! RIRTH JMURER, TAsMECIUd SMURCR Jferal
SIS JMINER ¥ &;

@ "fORE BT G T gar “SARd | ey 39 R &yl MR, @R @ e 99 qod | ¥ o
AP N S J—A-FIC A 30a U—aall & 9 & e #, a1 A Al 81, JTa b S g,
fSran G Cefder oal @ fIde gRT @ o

() "goraei e YR AnfeRier” sierar “Shel” & SRRy Selfae ool & fIaRa! gRT SRR wrigH Arfaffar
W 2 R Celifost oal don eriswHl & gaag fbar o 8 ok o drie ol Sa wwa fuior dael
TFERI BRI & T $9H U AR TSR] drell ARIGRieT i Ril & o Jeddlgar ddnie #R U el
ATl AR PREGA G T R b &

(=) "B-T-WR AT FAAT " HI-g—TR Cellldord I’ | AR U Collfderd 99 9 8, N YRS gRT 39
w0 4 Biffd fon S 2 ok e forg Colfae el & e gr1 W8 oFd @RI 8 TORS 1 5l
b BT YA Tl BT T g

(Tar) ‘2 US 39 T WIS SAMNEX 310dT "THRMECIVN STRR” ¥ MY W Afad 9 8, R &g WRaR gRT &8 U 34
T IS (TIIEENTH) W1 Y IR B o A war A i &

@€ 2T U &7 T VIS AT’ AT TIAECIE WAl W AR Afdo el & el & GINRY \ied HrigA

B IR W B
@) el B S $Id JETAD T Aec) e ifveR] 31 ITUT YUTCl BT YANT IR gU 3R Aeadigani
I Y T 3R

(i) SUIE YU A WY BT b TCdD SUANT IR AABIZER] B ;

(G€)  'Seeie Ueald Solifaw QMReR” ddr Ul JMReR’ W I W @fdd ¥ & R @ WaR gRT
STSUICHT HaT Y& &/ & fofv SrAfT W &l T4 &

(w) §CTIC UICTid cellidor HaT” 3iear "Sfgurcidl Jar’ | 3R & U A1 3o HaT Jamel & Jallos Jead W
gexIC ISIdidl Bl SUANT BRD TSiadl UG H Hecl da Sollfdo HRIH! & faaReT Hee;

@) I Bed SiIveR” JFar “ToRiel’ | N, V¥ Afdd W 8 R dad colfdurd "edd 1M, 1994 & W 5

(@) olid T R AP U Al Il B gD D AHHRH b e H FeADBEH B @Y 7 D IR
PRI TN FeAHEHE S UHY G ATl Cellfdord el @1 [ 0 o9all @l a9l & g9 &

@R e G oI AT "THAIRY ¥ AR 34 AR & et SRR, R & e, T Afedd 4o |
g 1 el HeHpIEaR gRT A—ol—dIe U e J1aT U—aall & g, orar A 8, & forg o7 g

) At Rived SfRex” Jfrdr "THUa” 3 AT fhell U SRR W € Ry daat Cellfaw seas R, 1994 &
R 11, & SfcHTd ToliexvT Yee fam 737 ® 3R O forfl TiRe ¥ 315 SRi%H a1 U deal § IR U6 9
IS ApIsaR P WY B AT TP AT AP W I WX B AT W, AT W T B fofg,
§2 U ARG BT & AT AU W B PRIHH a1 Bl HARG Gl g

(TPUH)  Vcdd &HAl Yo' W IMRM, IR B AAE], SE AN H T Gl (h AHsHER gRI AeaHgd By MY Cellfar
ATl BT YT &R B olg ITINT By Y IR eadh &al &g collidor aval & [dakd &1 < & 1 394 U
AT J1aT U ATl B G, o N AT 8, oIy Feafohe Yo WiAdt el e;

@Gon)  Ared SR W s fafE 28 @ U fafm (1) @ dgd cellfded oAl @ fOaRel gRT gEd sferar
fafafde foed e 9 &;

(Gaue)  U—od” W R U el ¥ B, O UR® gRT §9 ®U H HIfG b S @ qen e g cellfae deat
% RS R TARS B ARG Gaxl Jed & [0 I AN [BdT T 8l & AR e oy Fsaspigar|
W el B IR ¥ TR & ffdad TRER I @R aaeas B 2
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(mgams)  erimE W amer fof CeNfae TRy ¥ € e s ead wnfet €

(6t)

(@)

@ i, geiferal, CHl, fa=TAl T aRmEIfEd! &1 Jaei;
(i) IS 51 FAAT I AT HA—3YT ol UG 3@ TRIABIT, 3i...
“PRIHH AT AR BT TEIAR el FH T,

“JaT TR W Y WA YT B WY H WOR ¥ 2 AR O iR $ WY YIRS, calfde dedl ®
faeRe 31orar WM dad 3wex 9 i &

"Ye <Y I BT ARA Th V¥ IURV A & Sl cellfdord RER o1 gofl A1 6T U 1T &Il & IR
ASAPHIZIR BT TeAPHIZS [HY T o B @ § T I &

(Teloet)  TeadIgaR’ W N 39 faf R & v U9 Afdd § O fR Cofde 9N & fdaRe g1 SUdel eNTg

g Cofifast W el JRIROT Wl B ¥ Al §RT GAIC MY @ W bRt s afdd b1 g by
B9 Cellldo & REa U &RaT © IR dad collidod & Rl & o {5l o @fdd &1 35 ke
SRR U @R T & G <l @ IR 7 E S@H <l § 3R Aeadprsd B T3 colfdurd 9 Hafdd TR e o
U B & fo U TS I W AR VT IS AT TiY dad U AeAshiga] /AT GIIgT:

(THoe)  TeAHIZER TG YUTTell’ ¥ SR &, BIg UUTell AT SUGRY Sl AABEaR Bl A AR U], TIHZaR §RT SUAN

# AT T BT TSR, FHPIER GRI FeAPIges add A1 aell & g ([20), YOmell H IR o9l & g
I Al BT e, (Bl A9t A7 Al B g a1 Yldede A7 fSufdedRE @ dNIg SR FHY, FHPER b \aTe
W 5 7T T F1ET BT T A, YIS FeAHIgaR Il Y TQ SHAEH AR PTAH B T3 RN B TAG [QfeiT
A & ol FeAPIZER BT YT & TS B & Wy H AAHIZER BT Reprs AT @RI b ol &

@A) CRw e @7 AN THAR (TR iR @de) HaTg (3medl) (Tgada yonferar) SR e, 2017
(37t "THfIS oA AR A A A O @8 WOR §RT 999 W 9N Afeerd fewn fdet & d'a

SIIAIABT &g AT Y& BN g & T A0 Wea P AWMU “SeAlfdor el AT QT |

& faffrEl # vgaa feg g feg oRwita 7@ fey v ik afdfem 4 a1 d9d Celifder wea (fafem)
IAIFIH, 1995 3R 39 dgd 910 T frml iR o= fafemt & aRwifda by v oy ot oree @ik arfeafac
1 o 8 B, W S g, Su sfrEl ar et ar e faftEl o waw Rfde fear mn g

s | |
eNfao N Gl TRIRYT Sl T Aeafhe

3. NfIoH ¥ Gefia TRIRYT WAy SUery SRR ST —

(1)

TS el B IS AR, Coffaer ¥ Hafdd JRIRY A SUeTel IRM | G HORMe Vo YuTell & Rl Ffdd
PSR Jaer HOTell I UG T4 Faferd e difes e, fafehT oferar B 8 Wb SRt @ ol dRamE] Rl
U] FRATGR AeHHIEAR| Dl HeaG Cellidar 3 Faid IR Hawsll &1 FIel 7o Ffeqaa |idarer GrRad foar S we
Ul eshIgaR Jar WOl R0 G FF—ad TR o o faf i i Igjed el & Sueell ol Sguier sl |

AT et T IS ke SUah 31eet Uil I SR S T sRAfiT U ¥ Ceflfdor & Hafid JRoT et
& DR B AJY B SUIE JaT s Pl CollbR GRT Bl TS et T davige W T 1T SRRy el & |

TH-b] T TATeiFIcd aeRIdT & SRAI Celifdw el BT UG fadke 3RraT SHHN Weg M- dael TR, o 41
A B, IR SR TR Ad T ST B Solfdor o i SRIRYT el 2] SR It 8 ol ffdy & et faAr
@ R WA IeTel TR |

TNASH oIl T U fdoR® STHIGRTIRT BT FIRID FeAhEH & MER TR 370 ©IchH TR SUerel T 3idie. we(el) 3R
o B AR TG W IR G |

FI7 /& SUgEd UG W AClPIC I ST G Dl YR G B ARI-ARS Cellfdor oMl &l Rk o ARl d
URIeY R el ¢ |

TS I HefT TRIRY JaRIT B Y R el Sollfa el a TS fAoRd T Wdg M Bl AR, o
2g o AR & o 1 ¥ T Suefld e sidfdte &N

4 T FIRE 8 HA— (1) CHRIGH e F1 IS IR SRET Wag ®IFR dae ey, SR A HHeT 8, Iwsl Bl e
3T g P fdeRD "R R G| e, TCad Gl BT URHIE Yob TN SUHIGT Had SUBRYT BT G, RS f$ufre, v w1y
TR /RS, ST HaT SYHRYT BT WERE 3R 1M, Sk 4 H¥er &, el 8|
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@  Tolfded el & IS RS JJal Hag I ddel JINCR, Ol b el &, fafflad ®u | W 0 IgHiar 3Maes B
GrIE-]) @l Wie W IWET T Cellfdor W FERi TRV @ JeR RICT T SHG! U Al ST Bl Suce
FRIC |

@) TS T BT IR fATReD ST DT Niag M Bael JNCR, ST A AT 2, RIhEeR HEEH JUTel Bl ST R

TR AePIEeR Bl U (AR TgaM W@l Ha Sl fOoRf Iid Feighiay Bl IoRes Hiage F-R W o Hael Hal §RT il
AR B 3T TgRl AT §—Hel, G—¥el, AP et SRR YT TG & A ¥, O Sfed T g, Fofia e |

@ TNAST el T I fAeRe Sl Wag WIMIT Bacl iRex, Wil b WHel 21, Yedehger Teu Jomell H SUdIal e
B b DR T T D 9IS & GehEaR P ol Cellfdor § Hfdid IR Yl Bl Ufdede 6|

g9 [ Clfdor | Hafid R FaRH 8q IR BT I GeashigeR gRT GH Al @ vafede fhy S ot Yy | fan
S |

(6)  CAfS el @ IS ARG SIdT Hag WM ddel IRER, ORAT o AFET &, Celifdor 3 afeld IRIRVT A Suelel av
& folY U SR ol WU &g SR SRR & &9 H Srfiieed M W1 e BUU dd @ IR IMIRG IR AT 8 |

6)  olfas el @ AR 3 Hdg RIFI ddel JfReR, SRl & AMeT &, Celfde & Jefid SRer Jawl @I gfdcde &
% forr vfdede IR & w0 % sfieaw Te W Buy de o IR IRT R T B

R |||
JaT BT TEREE

5. CollfdoM ¥ HefIq JRIRYT QA & \eafhee  URaad — (1) Collfdor ool o I fdRd 3FMaT Heg I ddel 3iNey, ol
0 AT B, FHFRR H IR BT UG b {91 SH FAPIEGER GRT FeHpred @l s GaRii # Pl IR Tal BT |

@ v (1) % Fefi orRel & Wi sfiordl @1 celfder Te & fadRe gRT U STRM WG B A ff 9§ &W & A
A A8 & 39l b fory aRra fohar S e i o W ST W TR BT SUeTel Rl ST |

7o & e N Rord o faae 39 @ Rafy § W sferdl o1 ke g1 Wi Rierid @ faare @ sifgw fRue 89 9o
TR IET SITgT |

6. Tl ST G FT GSHHEM — CcAlfdord el Bl Jd [deke 3ol Fag R Bael AR, O 1 AW &, TSR
ﬁ@WW%ﬁWWWWW&WWﬁ@%WWWW%@W@H TER Tl B Il B AR ede

T [ AR GRT STRM f T ATl SrmaT g3 B IMRT BT 4TI U el il 99 @ faede fag o @ f[ify # < B

FeRfHE & el T B P RUfdede i ST — Colifdor el &1 IRI% AR ol Hag I dae SRS, SR
'*?fIITHFITE\[ HHPIR GRT AR B TY TFell SfraT §ob BT U HeHpIGeR & FoieheH 4 I U, JgeR 6l o1 ol & iR fevafeae
B

I [ CoNfaa el Bl ok [SUdicde IR & U 3R B SRAGR IR adl § Jie Fedshigd [l T oel AT b
g amae & MR &1 oraed Fee H Cellldor oell & f[doke 1 3fU JawIge W ENUT ol o T U§ oFcl 3Rl b & AisheH &
T FHBRR Bl SHD! PN & o |

TG S [ feaieae fy WM & SIRM 1 SRASR {6 S & Aol H Selfdor oell @l faeke Wi oRdigid & BRI @1
ART WeHHIRR BT ST Yol AdISel TRk R g Ao a1 §RT R R $1 37 V1 Ughkill & A 3§ Sel R ol fb
oo el @ facRe gRT SUYd |l oIl |

8. T 98 IR A I B XG0T § UREH P BT AT~ (1) SIS el BT TP ARSI AADIEER] BT 30D ©ICHH W
U Tl B U H (B JHR & URAH & a8 H U I GRacE W BH F A TR o [ Cellidor Wi W Haid I R Bhid
TAGR BN TG BT T T STHGRY BT STHIG e el SRnfRT et & Arew & A waia fam S|

(2) OIS Tl 1 1§ A facRe 31 ©ichM R Sueer [l # oM BT BH W W U A B gg Ao e I W Bhicl Ielly
9T dg T8 e T VW A T STIGT AT e It At & A & gRa e se

7 /3 (el Tl ST SRIel Tebeiicp] TR & SR e Dl 96 (U ST &1 ReIfer # 590 Su—fafad &1 g A 3t @ e el |

9. OB CieBM W el o gueiErt —(1) SfaS el b1 BIg W AR AedshgeR A bl W Yol el U ol @
I O TG ©ICHH R Il B ST § & 95 8 O ol ARy F BIE Yed Tl on T |
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T 6 AR AT T G FEPIGR GRT FHPIGd [BY T YAl & gob FI WN @l & o NG T g
Yol & facR® Gaw Hed & AN B gordl H U g W ke gRT & O R& Ge Pl @ H G §Y, FHHIR gRT
SIS BT ¢ I b & AT TR H I Il B BT I Goxl Fod Bl I & GHGed AR B B B |

@ IR N AHPRR & FREEHRA e H AT Py U—dd AT 9o Bl SR A R cefde el & fAoRe @
CICHH TR IFJIAE B Gl & I Cellidord ool b1 U fdoke 98 fbg Y U—aiell offaT e Pl S HeHPIEaR B s
Yot ¥ ol dpfouds Yool 3RmaT ga @ T HfRenfid el e |

g7 [ % A FHPIGR U I PRI Jb DI FeAPRT PR Gebell & AT [dcRD PRI ST g WA
Pl N, VT 4 AT &, AR I IR I 8 TR U 3R Y ¢ il et g9 & Ufdede & |

10 g3 & IRA IR @M R T GSH el B SUE B W Goshred (b T b PI 98 e el SaH Haif fobg
M W AR — Cofifder oel @ Bl W RS dlie—gd ol & IRM AR gRT Feshied b U 6 98 fome for U
PR 1 fdR® GRI WHY Bl Tg el AGHT & SgUer H SH PIAH {51 &, & IRM T4 g 1 AN a7 dlel W Il S
TICHH W U B B R H, S0 g BT 43 T8l DY IR 7 8 I g DI WaT H Dlg URG ol B |

g7 /& U TP Y T YA B gb b 6 Teh YA & @wd B B--UR I F IRafid o e S § s
forereT SR et Aed 19 WU ¥ ST R o ST 8, SR A Aer 2, o Ok, AT B clfe—g—maf @ S Y W e
P 9P Y T o R W 6P ' Y—oell b [IRD Godl qd B A & ol H W g R (AR gRT & O %8 Ge &l &H H 6 gL,
HHBIRR GRT A U T aet W gab 31 Fealsh@ IR H § I o1 & B A ARk GaxT ed & FHdeT IR B 4 B |

g A 5 T fARS B Y oA DT U FRPIRR b AADE Yol H bl Jopfouds ol o VRN T8l BRI T iRy
TR <Tet SferaT g BT AR X Tl & RN IR 3RMaT SHHT Hag RIFIG Dol AN, Ol 1 A &, Feahiger gRT T et
I g B G H I I BT R W el 30l g bl WaHede Nl |

M. Y A § B DI AR B I, 93 b S R AR far S (1) Cofifas TN 1 drg A ke T Aepiger]
AT b TR hlet AR ¥ W B URE forit 1 gg e Ry fa Tar g o e o SR 7 & 39 ©iewH W Suae R
AIET 9 BT 98 B AR W A BT S T Fee BRisA Har #F A yeRia far s

() Coffasr ot &1 Brs A IR, g P 4FT a1 a1l 1 Il & 9D TICHM TR AR T8d gU MU iehM W Iuerel e A A
I 1 TRE H PIg TR el B

o7 o faeRe Su—fafam (1)  fafed wfshan &1 SguIer & & URER] o Al 9 Pl 45 P] Al § I Y g PT IRA IR el
gl

TRIB 1: TeF T7 T P [ T8 T [T 7T & 1 P A Bevw i w7 e dqer g @ deaT 3 7o e @ear & sear
I & TIeF AT & WY 4 [ JER B YRaeT ST SEHTT G Tl H 8T @ YRy AqeT §@ & aead 4 Gad aea
TET & T8 V4 §F B 7 BT T ST GeTT I T §b B SR T GHA & T VO [ [ THHEI 7 AADET H G5 137
T §F @I dlyd 7 S HGET §F B BT T §B W HARIIT 76 BT/ T, G [T 77 A7l S §b P ARHET
BV THT & SV [T PG ¥ JIT S SR P HIT @ 7 e T gel & A I S 1Y T A7l S § P deae
|

RIBT 2: a5 T7 BT @ [o77 T8 W [ T & [ [dava [ 4 Reid 4 Ov aemig] @ 06 g @ e T8l B el I ar
—g7 S Il V¥ §o B GBI 1397 & SR [ G UIHE @) TS [ AT @ e H O [l g 8 197 §rT [T &)
TG TF [ VG P P el Sk ST I Sk G A A & T 78 & i &/

12. AR D IRY R Ceffdert 3 Hafd ARV Hamil o1 el &0 & 98 faar o —

()  ColfIS el I IS ORGSRl FeE WIMR dadl SNy, ST W AT @, FehigaR 9 SFRM U M W U9
ITPIER DI Cellfdor 3 T IRIRVT Warel 3 SRRl &Y I 8 B -

T o T SR FeshEeR R WAl g by S ot ol § e o qd foan w2
TET A W o HwRl P 5 TBR SRR WU FH W B U AE AT 39 Ui H § {1 QT |

@  Tolfde el & IR SRl Heg WM ddel ATIRCR, Ol W Al &, STHH &l A SRR WU W §5 fhy S ol
AR & IR ST W UGV & foly AAHIZER I IR D1 M & Felrar, IfS AABIZER DI ST A SUGRT T
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AR BT @ T | 3o, S I B e oTel WS B i o iR el o 8 XS & TR Sliaaie ¥ Swe wRed 3R
TG ¥ T T S T @ oy M g S bl STaendl § O HedshigeR & foly U GRET Tc bl g Rl Y | e
39 90 W A R b & 9608 1 siaie JMgeH & ST W SR BT SiaH Piet 3 3 4 98 Bl 8K § | b bR B BRI
At SR # 98 1 ¥ 950 B %8 | gl Ais @ SN TRNAS Gl Siiad Biel Bl 3 aY URAING @Rl Goql ol 8 |
TR, MR &1 fGaR 2 {5 Yool Wi a1 3R b o SfeTal Tt it o Rt # Sl o 7 fomrert erft 6 a8 am 1
9 o T SRt T & fory AsAhrReR BT T YR T e x| 3oy, el 98 e o f 5 <l & SR g
P F| ], B H ¥G WIY| I 9 B 39 8 b kA Fempiser (o A Rl H R W Refd @1 wree & ds §
FAPRR GRT DS DSBIS Tl bl T2 1 S0 IS Ay o7 J &t 8 B 7 2] A & awaa & oA 3wt I B I A
| SRl A A P Sl B SR aERied AT Ye ok @ forg WS @ Sl ey sield H X 8 W@ R I et
e T I DI B, SR BT YT Y TS I AT H Sirg Hebell 8 |

B ReERa! - F@ ¢ b WS & Rewt /Aol & forg Sive e # @ig TaeH a5 | 39 Hed § MR &1 fdeR 5 i ool M
3R 37 Y & e S gRT U O il i & i ot Ry Sl 1 2| S TS Yge U] Y BT BIedY
3 WA H WS & aRA P M Wk PR S 8 | Sihee & g8 W AR e, IS P 8, & AR AeheeR gRT S0
TR D AN G B forg fafml 3 Wi foar T | 98 RAERST 7 Wedl & o) iRl & walid g5 a1 4 Sorm B
TIEERRYT 7 G & g} SRAlcc! @ TIaeT 1 S IR & fofg Ugel & PRaTs Yo IR & & | el T TR MHR 59 AW
ST T R |

d & forg A BTG e & SR HemRR IRER W @ R & o TR /RS vl & 9e fafvie & forg
Yo T BT TN 2| ST Felleld 1 e RIdd & oy 250 TUY ¥ SR IR SRl T bl S B | et St Jawh H
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37.

39.

4.

42.

T YR 1 T e ¢ | WA U5 4 SHHepie SIRT + FeHshigeR & TR IR YG—<ad iaftd & wey H fafvie & foly AR &
Yob I IR B (AR H1 GRA (1 & | B ST T eI o & b fafsie Yo @1 aoIR & R B A S @eq | il
P TG & qIQ IR I @ fob SIOE & 3R fafvie Yo a1 SUHOl o RN, TeIeer @ fofg 7 @bt S 8 O 9N AR W
el & AT B BRI A S| W Yo T I R TR TR A T A O TSR SURY BN ¢ SNl s de
FrIa ¥ B T | THORST/ TARISCINH Srelleid & faaR © o ffre et & Aol # Sl & A Y i fom SR Ry ok 9%
A RS a1l Rt et Y SR B TR | T ST TS o b o b R Aol iRt oY S & R R 7 fbn
ST =AY | Sorg, HRIGHRYT §RT $9 Bt W fdeiR fobar 12 QIR J8 3 b T fob Siciva e e vl alel Sl fafore @t & w9
¥ 7ol Riew & forg W fdfvie 3 250 T I SAIET Yob e o R bl 2ifaey T epigar URER ¥ RG—Ed & forg o
T, WY T Vil Rieprid @ forg dig Yoob el fordl S| § WAR ¥ fARET Job 1 bR b MU @ ¥ Prel Tl
ST | I Helelds §RT Hedehige’ bl 6 I & folg <4ie 4 < Sg |

fART O Riepl R fRaER®! & WY =@l g Sl ST ST Reeball Goi b fofg ST o ¥ebel & | fRcen! 1 e foar & b fafie

T H JOHIET ST ¥ et e fafi=] BRie 3R tRie> 3 SIUiell §RT Jueie bl S el & Forfepl ST b forg Tl el
3R TR ST e BT B | MR @ faeR § 5 A S e o AR a foar S SR Suiel ar S WY ¥ fear 9
S 9ECR R BN AR ST ST e H GuR BT | AT fafRes TR & SR Sl @l 31 dedise a9 AfHaR) §
3R S D IRl & TR B fofg Il W 3 STIRT {1 S Hebel 5 | g, IR H SReR < Sl & 8 U R U6
T DGR BIR ST IR BT GG [T AT | 5 UG TR HIGfel FREPIEER & (o oI5 T Jae BN fore HerhigaR IR
& 3T SR Waled ARy AR STF@R IhT SUerel BT | PR DR 3R AREPEER IR b T Jai Aaedd Gery
fRceRent ot fowfdrlt @ forg 1 <t 7€ o | Sdell ¥ 37 W T JURK T @I o ¥ QIR S e 4 7 |

e T # Rl iR ST SRR & SRR & forg siigwer + fafst sraw 4 fag & R o At & R Swia
a1 T IR 3T 3R ST SR IR §RT SFGFRY AR HRferd & |

UG ST B IR i & A 3 S TR Sl ¥ e gEeRl H TR U S I G & A 8 | S
R @MY | T e T T8 4§ fIER & b el SIiel gRT SurF-ofa JuMIE el &g MR ¥ & fofy U T Teriie TR
(A1 of 999) fArcT @R T & i1 e ST SFgeet BT 9IR U3 e & fofg e IR ot H e fer |

SIS GRT ST PR T Gl G el AT el A S ol & RIIed I 7 B bl G o @ folg, T W Y G
TR AT TR NI oI o forg SRR < See WY e €| TR ot A foh OR e el g1 O b & IRy ol
Thict & A ¥ FHHIGR DI &l off bl & |

fafST Tt Tl & fol daeian RMIcH W RauRa! 3 ufdfar w70 7 | siie RauRa @ fER T fF A ddea
IRMICR 3R I & folT A T § 3R S WRlfd el ol JMaedad el & | TagaR, M + $ive AR § 35 adia
e, ST 3R TR gRT Uler vg 7 fU € fo W ReuRs Ferd 3|

PR FARH Gl BT JNavddr R STl BT U S drell Swie A1k R RauRe! 3 far-fane R mar s aome
ffare shrad & STgER fam ST o B | 39 9 ¥ e St g9 i R Welier el HedghieeR 1 SUeral B TR,
e = Fea R & 0 oo BF, S & A 4 SR i goiqdiFe T & R ST A 3| gaferg, miieRe
faR B & BRI Farem Fuwae, e gRT 310 deiige TR SR fhar ST aIfeU IR Aedehiger I Soldgiie Aed o 4 Suoie
TR S | PR e e @R ST aIck # Sifde FarRll # TR § | Sy, MRieRY & fIaR ¥ i Swie @Ik @
T T 8 B

3k WM @ forg Mg fag QT fAFeme SHad @ SIgAR TERS! & ot ot ot @1 A SR H ¥ fal e SR H Bt
T SR BT SR (1) k], AR () R RO (3) - FRIRSR (1) 9 ot e (6) TT (6) S (1) SR SR e
FHTR (8) erag (o) fafde | Sexdia SRR H UG § ol B Gelag a7l & G99 § §O W ¢ U S| g9 fafE |
TG & fdb SRl S0 ©IeWH W U HRId T @ ot Wb Jid TR FR BN 3R T TR BT SIORT $H H oH T af 0
ol Tl G| Sl 4 IE A ST B SN & fb 97 o Pl SUIol H $9 FBR WA b JRARS GRT T Wi TP HBR P SR
el T & I8 Th & 918 Wb oFIIR R 9 AR Th el daet U & offe okl o | G U & SR & SIRTd 3 drel T
a9 & G S T SN A PHHaR - fewr SIRA |

oM, ST ©IeHM W SUeR IRIG T G clffordel el TR Pl TEER W GeIRR Bl Aaq Rl ¢ | o Sl 7 TN &
TedT & TG FAPRR & foly Feaql &1 O ¥ | TegeR, g R e § 9 oy 8 wewe g T fi Sl grr
SO H T BT BN TSR ORI S | 37 ST T Seed TR Bl 39 a1 B ol SIFTed ST § b SIaeT gRT afed I
Fell d T IR D A T8 ST & G b I8 oetl b oI H GBI gal (MU of b | GF, S M1 I HHPIEaR I afell
BT ST ¥ TEaM U forieh foly I+ Hershied (a1 & | SIUe agaled fFRm # I8 T o R 5 b e ST o1 e
R S T el (1 T SR TR <e) 3T T SUIol H IGRIG e 3R U 98 oI SFelldic Hed Wied JAR gRT Hifid iR
@ ST x| T A T foar T € O R TR Hed TFel 1 SRIRe g BT SHfieeH GeRT Hod BT | THAY el & ARl H
ST T & e I WeRid e
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45.

47.

49,

51.

Sl H T el & e wa waer 3 Sl e € | i, s SRl a1 A9 © fb e oRb STR @ AR g
S GexT qed BT T & U IR & H AT o SiAed & gfory NN H el & forg aifirendd gaxT qeu 1 i
AT G Tl 8| GB MRSl T e o & b eprgaR gRI ol e GTH Ugd & [l T SR & i SR B
TR | e SN T FEeT o f TR el & I T T HGEHT I R o ST e |

TR+ gie oRW SR # FaEFG 56 ARl Ol SR ot & & TR Hed R ebt Tl o 2 SR SR W o foar T g |
e, et & & BT GaxT Yod H IR & HRY AT H Tl & T W HelT o & AR H Sl g e fefer
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SIHT T 3R R Hedl & AT BT AT | WA Te ot Raft # iR 1 fdaR B f SO # T TMe & AW @ S
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TSR B o § Gl JRRoT el ol o GRRad o & oy T8 ot ey & 5 Sl &iR vordie gRT i
fafveml & ST @ Ao 9T S| faffed & FeE @ WE H ST e @ iR SRR el R @ fofg T SR
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& |
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IR IR a5

T R R & T WA {2 T b R R WG @ Seoted & foly qg3ied & UoM ol fhga & folg 3 i &8
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T # TR R W g e & e AR @ g & SR R AE AR gN 99 e ¥ Y, g /9
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3RO o QR ST T SRgfaeT SRrar GRebell &1 T A Rl U | g, Sl gRT I8 GRRe far S e € i g
ffRmEER gt | 7Y o H e sfdRer GRRad &1 & fofg 75 @Rl & forg aieReT ¥ fdg S atel Sifar] R e dere
B I dell AT BT Teel & AR] IR foRl WY |

TELECOM REGULATORY AUTHORITY OF INDIA
NOTIFICATION
New Delhi, the 3rd March, 2017
(No. 2 of 2017)

F. No. 21-5/2016-B&CS.— In exercise of the powers conferred by section 36, read with sub-clause (v) of
clause (b) of sub-section (1) of section 11 of the Telecom Regulatory Authority of India Act, 1997 (24 of 1997), read
with notification of the Central Government, in the Ministry of Communication and Information Technology
(Department of Telecommunications), No.39, —

(a) issued, in exercise of the powers conferred upon the Central Government under clause (d) of sub-section (1) of
section 11 and proviso to clause (k) of sub section (1) of section 2 of the said Act, and

(b) published under notification No. S.0.44 (E) and 45 (E) dated oty anuary, 2004 in the Gazette of India, Extraordinary,
Part II, Section 3,—

the Telecom Regulatory Authority of India hereby makes the following regulations, namely:-

THE TELECOMMUNICATION (BROADCASTING AND CABLE) SERVICES STANDARDS OF QUALITY
OF SERVICE AND CONSUMER PROTECTION (ADDRESSABLE SYSTEMS) REGULATIONS, 2017

(No. 2 of 2017)
CHAPTER 1
PRELIMINARY

1. Short title, extent and commencement.— (1) These regulations may be called the Telecommunication
(Broadcasting and Cable) Services Standards of Quality of Service and Consumer Protection (Addressable Systems)
Regulations, 2017.

(2) These regulations shall be applicable to broadcasting services related to television provided, through addressable
systems, throughout the territory of India.

3) (a) Except as otherwise provided in sub-clause (b), these regulations shall come into force after one hundred
and eighty days from the date of publication of these regulations in the Official Gazette.

(b) Sub-regulation (5) of regulation 24 and regulations 25, 31, 32, 33, 34 and 37 of these regulations shall come
into force after one hundred and twenty days from the date of publication of these regulations in the Official
Gazette.

2. Definitions.— (1) In these regulations, unless the context otherwise requires:-
(a) “Act” means the Telecom Regulatory Authority of India Act, 1997 (24 of 1997);

(b) “active subscriber” for the purpose of these regulations, means a subscriber who has been authorized to
receive signals of television channels as per the subscriber management system and whose set top box has
not been denied signals;

(c) ““addressable system” means an electronic device (which includes hardware and its associated software) or
more than one electronic device put in an integrated system through which transmission of programmes
including re-transmission of signals of television channels can be done in encrypted form, which can be
decoded by the device or devices at the premises of the subscriber within the limits of the authorization
made, on the choice and request of such subscriber, by the distributor of television channels;

(d) “a-la-carte” or “a-la-carte channel” with reference to offering of a television channel means offering the
channel individually on a standalone basis;

(e) “Authority” means the Telecom Regulatory Authority of India established under sub-section (1) of section 3
of the Telecom Regulatory Authority of India Act, 1997 (24 of 1997);

(f) “bouquet” or “bouquet of channels” means an assortment of distinct channels offered together as a group or
as a bundle and all its grammatical variations and cognate expressions shall be construed accordingly;

(g) “broadcaster” means a person or a group of persons, or body corporate, or any organization or body who,
after having obtained, in its name, downlinking permission for its channels, from the Central Government,
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is providing programming services;

“broadcaster’s share of maximum retail price” with reference to a pay channel or a bouquet of pay channels
means any fee payable by a distributor of television channels to a broadcaster for signals of pay channel or
bouquet of pay channels, as the case may be, and for which due authorization has been obtained by such
distributor from that broadcaster;

“broadcasting services” means the dissemination of any form of communication like signs, signals, writing,
pictures, images and sounds of all kinds by transmission of electro-magnetic waves through space or
through cables intended to be received by the general public either directly or indirectly and all its
grammatical variations and cognate expressions shall be construed accordingly;

“cable service” or “cable TV service” means the transmission of programmes including re-transmission of
signals of television channels through cables;

“cable television network” or “cable TV network” means any system consisting of a set of closed
transmission paths and associated signal generation, control and distribution equipment, designed to
provide cable service for reception by multiple subscribers;

“compliance officer” means any person designated so, who is capable of appreciating requirements for
regulatory compliance under these regulations, by a service provider;

“customer care centre” means a department or a section or a facility established under sub-regulation (1) of
regulation 25 by the distributor of television for addressing service requests, answering queries, recording
of complaints, and redressal of grievances of consumers, by telephonic or electronic means or by any other
means;

“customer care number” means a toll free telephone number specified by the distributor of television
channels in compliance of sub-regulation (1) of regulation 25, to enable a consumer to access his customer
care centre;

“customer care programming service” means a programming service designated for consumer awareness
and dissemination of information relating to the services offered by the distributor of television Channels;

“customer premises equipment” or “CPE” means the components and accessories installed at the premises of
the subscriber to enable the reception of broadcasting services related to television provided through
addressable systems and includes cable wire, set top box, remote control for set top box, dish antenna, low
noise block converter or any other equipment which may be necessary to receive broadcasting services
related to television;

“direct to home operator” or “DTH operator” means any person who has been granted licence by the Central
Government to provide direct to home (DTH) service;

“direct to home service” or “DTH service” means re-transmission of signals of television channels, by using
a satellite system, directly to subscriber’s premises without passing through an intermediary such as local
cable operator or any other distributor of television channels;

“distribution platform” means distribution network of a DTH operator, multi-system operator, HITS operator
or IPTV operator;

“distributor of television channels” or “distributor” means any DTH operator, multi-system operator, HITS
operator or IPTV operator;

“distributor retail price” or “DRP” for the purpose of these regulations, means the price, excluding taxes,
declared by a distributor of television channels and payable by a subscriber for a-la-carte pay channel or
bouquet of pay channels, as the case may be;

“electronic programme guide” or “EPG” means a program guide maintained by the distributors of television
channels that lists television channels and programmes, and scheduling and programming information
therein and includes any enhanced guide that allows subscribers to navigate and select such available
channels and programmes;

“free-to-air channel” or “free-to-air television channel” means a channel which is declared as such by the
broadcaster and for which no fee is to be paid by the distributor of television channels to the broadcaster for
signals of such channel;

“head end in the sky operator” or “HITS operator” means any person permitted by the Central Government
to provide head end in the sky (HITS) service;

“head end in the sky service” or “HITS service” means transmission of programmes including re-
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transmission of signals of television channels—

(i) to intermediaries like local cable operators or multi-system operators by using a satellite system
and not directly to subscribers; and
(ii) to the subscribers by using satellite system and its own cable networks;

(z) “internet protocol television operator” or “IPTV operator” means a person permitted by the Central
Government to provide IPTV service;

(aa) “internet protocol television service” or “IPTV service” means delivery of multi channel television
programmes in addressable mode by using Internet Protocol over a closed network of one or more service
providers;

(bb) “local cable operator” or “LCO” means a person registered under rule 5 of the Cable Television Networks
Rules, 1994,

(cc) “lock-in period” with reference to subscription of a-la-carte channel or bouquet of channels, means a period
of subscription during which a subscriber and the distributor of television channels offering the
subscription, are restricted from discontinuing or altering the terms of the subscription of such channel or
bouquet of channels;

(dd) “maximum retail price” or “MRP” for the purpose of these regulations, means the maximum price, excluding
taxes, payable by a subscriber for a-la-carte pay channel or bouquet of pay channels, as the case may be;

(ee) “multi-system operator” or “MSO” means a cable operator who has been granted registration under rule 11
of the Cable Television Networks Rules, 1994 and who receives a programming service from a broadcaster
and re-transmits the same or transmits his own programming service for simultaneous reception either by
multiple subscribers directly or through one or more local cable operators;

(ff) “network capacity fee” means the amount, excluding taxes, payable by a subscriber to the distributor of
television channels for distribution network capacity subscribed by that subscriber to receive the signals of
subscribed television channels and it does not include subscription fee for pay channel or bouquet of pay
channels, as the case may be;

(gg) “nodal officer” means the officer appointed or designated by a distributor of television channels under sub-
regulation (1) of regulation 28;

(hh) “pay channel” means a channel which is declared as such by the broadcaster and for which a share of
maximum retail price is to be paid to the broadcaster by the distributor of television channels and for which
due authorization needs to be obtained from the broadcaster for distribution of such channel to subscribers;

(i) “programme” means any television broadcast and includes-
(i)  exhibition of films, features, dramas, advertisements and serials;
(ii)  any audio or visual or audio-visual live performance or presentation,
and the expression “programming service” shall be construed accordingly;

(jj) “service provider” means the Government as a service provider and includes a licensee as well as any
broadcaster, distributor of television channels or local cable operator;

(kk) “set top box” means a device, which is connected to or is part of a television receiver and which enables a
subscriber to view subscribed channels;

(1) “subscriber” for the purpose of these regulations, means a person who receives broadcasting services related
to television from a distributor of television channels, at a place indicated by such person without further
transmitting it to any other person and who does not cause the signals of television channels to be heard or
seen by any person for a specific sum of money to be paid by such person, and each set top box located at
such place, for receiving the subscribed broadcasting services related to television, shall constitute one
subscriber;

(mm) “subscriber management system” means a system or device which stores the subscriber records and details
with respect to name, address and other information regarding the hardware being utilized by the
subscriber, channels or bouquets of channels subscribed by the subscriber, price of such channels or
bouquets of channels as defined in the system, the activation or deactivation dates and time for any channel
or bouquets of channels, a log of all actions performed on a subscriber’s record, invoices raised on each
subscriber and the amounts paid or discount allowed to the subscriber for each billing period;

(nn) “tariff order” means the Telecommunication (Broadcasting and Cable) Services (Eighth) (Addressable
Systems) Tariff Order, 2017;
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(0o) “television channel” means a channel, which has been granted permission for downlinking by the Central
Government under the policy guidelines issued or amended by it from time to time and reference to the
term ‘channel’” shall be construed as a reference to “television channel”.

(2) All other words and expressions used in these regulations but not defined, and defined in the Act and rules and
regulations made thereunder or the Cable Television Networks (Regulation) Act, 1995 (7 of 1995) and the rules and
regulations made thereunder, shall have the meanings respectively assigned to them in those Acts or the rules or
regulations, as the case may be.

CHAPTER 11
SUBSCRIPTION TO BROADCASTING SERVICES RELATED TO TELEVISION

3. Provision of broadcasting services related to television.— (1) Every distributor of television channels shall,
before providing broadcasting services related to television, set up and operationalize subscriber management system
integrated with conditional access system for ensuring efficient and error-free distribution of encrypted broadcasting
services related to television to the subscribers by recording and providing individualised preferences for channels,
billing and refunds and the distributor shall ensure that such subscriber management system complies with the provisions
of the applicable regulations and the tariff orders notified by the Authority from time to time.

(2) Every distributor of television channels shall adopt consumer friendly methods, including but not limited to website
and telephonic call to customer care centre, for requesting subscription of broadcasting services related to television.

(3) Subject to technical and operational feasibility, every distributor of television channels or its linked local cable
operator, as the case may be, shall provide broadcasting services related to television, on non-discriminatory basis, to
every consumer making a request for such services, within a period of seven days from the date of receipt of such
request.

(4) Every distributor of television channels shall mandatorily offer all a-la-carte channels and bouquets available on its
platform on monthly subscription basis to consumers:

Provided that, in addition to offering of a-la-carte channels and bouquets in above referred manner, the
distributor of television channels shall be free to offer other schemes.

(5) Every distributor of television channels or its linked local cable operator, as the case may be, offering broadcasting
services related to television, shall devise a Consumer Application Form, either in electronic format or print format or
both, for initial subscription to such services containing the information as provided in the Schedule I of these
regulations.

4. Procedure for new connection.— (1) Every distributor of television channels or its linked local cable operator, as
the case may be, at the time of providing connection to a consumer, shall inform him about complete details of services,
including but not limited to, maximum retail price per month and distributor retail price per month of a-la-carte channels
or bouquets, network capacity fee per month and the price of customer premises equipment, security deposit, rental
amount, guarantee/warrantee, maintenance provisions and ownership of customer premises equipment, as may be
applicable.

(2) Every distributor of television channels or its linked local cable operator, as the case may be, shall provide
broadcasting services related to television to the consumer upon obtaining duly filled Consumer Application Form
(Schedule- I) and provide a copy of the same to the consumer.

(3) Every distributor of television channels or its linked local cable operator, as the case may be, shall, by using the
subscriber management system, assign a unique identification number to every subscriber which shall be communicated
to the subscriber through Short Message Service (SMS) to the registered mobile number of the subscriber and other
means of communication such as email, b-mail, monthly bill or payment receipt as may be deemed appropriate.

(4) The distributor of television channels or its linked local cable operator, as the case may be, shall activate broadcasting
services related to television to the subscriber only after the details of Consumer Application Form of such subscriber
have been entered into the subscriber management system:

Provided that the charges for broadcasting services related to television shall be payable by the subscriber from
the date of activation of such services.

(5) A distributor of television channels or its linked local cable operator, as the case may be, may charge an amount not
exceeding rupees three hundred and fifty as a one-time installation charge for installation of a new connection for
providing the broadcasting services related to television.

(6) A distributor of television channels or its linked local cable operator, as the case may be, may charge an amount not
exceeding rupees one hundred as a one-time activation charge for activating the broadcasting services related to
television.
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CHAPTER III
MAINTENANCE OF SERVICE

5. Changes in subscription of broadcasting services related to television.— (1) No distributor of television channels
or its linked local cable operator, as the case may be, shall, without receiving a request from a subscriber, make any
change in the services subscribed by that subscriber.

(2) The records relating to the requests referred to in sub-regulation (1) shall be retained by the distributor of television
channels for a minimum period of three months from the date of receipt of such request from the subscriber and shall be
furnished to the competent authority as and when called for:

Provided that in the event of any complaint or dispute, such records shall be retained by the distributor till the
final disposal of such complaint or dispute.

6. Subscription of channels/bouquets.— Every distributor of television channels or its linked local cable operator, as
the case may be, shall, upon receiving a request from a subscriber, activate requested channel or bouquet available on its
platform, as soon as possible, but not later than seventy two hours:

Provided that the charges for requested channel or bouquet shall be payable by the subscriber from the date of
activation of such channel or bouquet.

7. Deactivation of channels/bouquets from subscription.— Every distributor of television channels or its linked
local cable operator, as the case may be, shall, upon receiving a request from a subscriber, deactivate the requested
channel or bouquet from the subscription of such subscriber as soon as possible, but not later than seventy two hours:

Provided that it shall be permissible for the distributor, to refuse such deactivation request if the subscription of
such channel or bouquet is within a lock-in period which was declared by the distributor on its website and
informed to the subscriber at the time of subscription of such channel or bouquet:

Provided further that in case of refusal of deactivation request, the distributor shall communicate the reasons of
such refusal to the subscriber through Short Message Service (SMS) to his registered mobile number and
through such other means of communication which may be deemed appropriate by the distributor.

8. Notice of discontinuation and change in the nature of channel.— (1) Every distributor of television channels
shall inform its subscribers about any change in the nature of a channel available on its platform, at least fifteen days
prior to the scheduled change, by running scrolls in the concerned channel on television screen and such information
shall also be disseminated through customer care programming service.

(2) No distributor of television channels shall discontinue any channel available on its platform without giving a prior
notice of at least fifteen days to its subscribers by running scrolls in the concerned channel on television screen and such
notice shall also be displayed on customer care programming service:

Provided that nothing contained in this sub-regulation shall apply in case the discontinuance of the channel has
been caused by natural calamities or any technical failure.

9. Non availability of channels on distribution platform.— (1) No distributor of television channels shall charge
from a subscriber, for any subscribed pay channel or bouquet of pay channels which subsequently becomes unavailable
on its platform, from the date when such channel or bouquet becomes unavailable:

Provided that if such pay channel was part of a bouquet of pay channels subscribed by any subscriber, the
distributor shall reduce the subscription charges of that bouquet payable by such subscriber by the amount
equivalent to discounted distributor retail price of that channel, taking into account the discount offered by the
distributor on such bouquet vis-a-vis the sum of distributor retail prices of all constituent pay channels.

(2) If any channel or bouquet, included in the subscription package of a subscriber, becomes unavailable on the platform
of a distributor of television channels, such distributor shall not substitute the discontinued channel or bouquet with
alternative channel or bouquet in the subscription package of such subscriber:

Provided that it shall be permissible for the subscriber to subscribe any new channel or bouquet and the
distributor or its linked local cable operator, as the case may be, shall, upon receiving the request from the
subscriber, activate such requested channel or bouquet.

10. Restriction on discontinuation and modification of subscribed bouquet during its lock-in period when all the
constituent channels are available on distribution platform.— No distributor of television channels shall discontinue
any bouquet, or modify the composition of the bouquet, subscribed by the subscriber during its lock-in period or during
the period for which subscription amount has been paid in advance by such subscriber in pursuance of any scheme
offered by the distributor, if all the channels forming part of the bouquet continue to be available on its platform:

Provided that in case, the nature of any constituent pay channel of the subscribed bouquet of pay channels is
changed to ‘free-to-air channel’ or the maximum retail price of such pay channel is increased beyond rupees
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nineteen, as the case may be, the distributor, irrespective of the lock-in period or the scheme, shall remove such
channel from the bouquet and reduce the subscription charges of that bouquet payable by such subscriber by the
amount equivalent to discounted distributor retail price of that channel, taking into account the discount offered
by the distributor on such bouquet vis-a-vis the sum of distributor retail prices of all constituent pay channels:

Provided further that such distributor shall not substitute the removed channel with alternative channel in the
subscription package of such subscriber and it shall be permissible for the subscriber to subscribe any channel or
bouquet and the distributor or its linked local cable operator, as the case may be, shall, upon receiving the
request from the subscriber, activate such requested channel or bouquet.

11. Introduction, discontinuation and modification of bouquets in other cases.— (1) No distributor of television
channels shall introduce a new bouquet or discontinue any existing bouquet available on its platform, without giving a
prior notice of at least fifteen days to all the subscribers by running scrolls on television screen and such notice shall also
be displayed on customer care programming service.

(2) No distributor of television channels shall modify the composition of any existing bouquet available on its platform if
all the channels forming part of the bouquet continue to be available on its platform:

Provided that it shall be permissible for the distributor to discontinue the existing bouquet and introduce new
bouquet after complying with the procedure prescribed in sub-regulation (1).

Explanation 1: For removal of doubts, it is clarified that, any distributor desiring to modify the composition of any
existing bouquet either on its own or because of, any change in the nature or increase in maximum retail price, of the
constituent channel of the bouquet, shall discontinue such bouquet and may introduce a new bouquet with the desired
composition and such distributor shall not substitute the discontinued bouquet with alternative channels or new bouquets
in the subscription package of any subscriber. However it shall be permissible for the subscriber to subscribe any new
channel or bouquet and the distributor shall, upon receiving the request from the subscriber, activate such requested
channel or bouquet as soon as possible but not later than seventy two hours.

Explanation 2: For removal of doubts, it is clarified that, in no case, the distributor shall modify or discontinue such
bouquet, in respect of those subscribers who have either subscribed such bouquet with lock-in period or have made
advance payment for such bouquet in pursuance of any scheme offered by the distributor, till the expiry of the lock-in
period or the scheme period, as the case may be.

12. Temporary suspension of broadcasting services related to television on request from a subscriber.— (1) Every
distributor of television channels or its linked local cable operator, as the case may be, shall, upon receiving a request
from a subscriber, temporarily suspend the broadcasting services related to television of such subscriber:

Provided that such request shall be made by such subscriber at least fifteen days prior to the date of such
suspension:

Provided further that such temporary suspension shall be for a minimum period of one month and in the
multiple thereof.

(2) The distributor of television channels or its linked local cable operator, as the case may be, shall not charge any
amount, except the rental amount for customer premises equipment applicable if it is provided to the subscriber under
rental scheme as referred to in sub-regulation (8) of regulations 24, from the subscriber during the period of temporary
suspension.

(3) In case broadcasting services related to television of a subscriber remain suspended continuously for a period
exceeding three months, such subscriber shall not be counted as an active subscriber of the distributor of television
channels and it shall be permissible for the distributor to deactivate such subscriber from subscriber management system.

(4) Every distributor of television channels or its linked local cable operator, as the case may be, shall, upon receiving a
request from the subscriber, restore services within seventy two hours and may charge an amount-

(i) not exceeding rupees twenty five as restoration fee from the subscriber for restoration of services if such
services have remained suspended continuously for a period not exceeding three months, or

(ii) not exceeding rupees hundred as re-activation fee from the subscriber for restoration of services if such
services have remained suspended continuously for a period exceeding three months.

13. Disruption of broadcasting services related to television.— In case signals of television channels to a subscriber
are continuously disrupted for a period exceeding seventy two hours, the distributor of television channels or its linked
local cable operator, as the case may be, shall reduce the subscription charges of the subscriber by an amount equivalent
to the proportionate distributor retail price and network capacity fee in respect of such channels for the entire period of
such disruption:
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Provided that the period of such disruption shall be calculated from the time the complaint is registered by the
subscriber:

Provided further that nothing contained in this sub-regulation shall apply in case the disruption is caused due to
natural calamities.

14. Relocation of connection.— In case a subscriber requests for relocation of his connection from one location to
another location, the distributor of television channels or its linked local cable operator, as the case may be, shall, subject
to technical and operational feasibility, relocate the connection within a period of seven days from the date of receipt of
such request:

Provided that it shall be permissible for the distributor or its linked local cable operator, as the case may be, to
charge from such subscriber-

(i) an amount, not exceeding, twice the amount of installation charge prescribed by the distributor, in case, such
relocation work involves dismantling of the outdoor equipment of customer premises equipment from old
location and reinstallation at new location, or

(ii)) an amount, not exceeding, the installation charge prescribed by the distributor, in case, such relocation
work does not involve dismantling of the outdoor equipment of customer premises equipment from old
location.

Explanation: For the purpose of this regulation, outdoor equipment means the dish-antenna, Low Noise Block Converter,
connectors and other accessories fastened to the dish-antenna.

15. Interruption of broadcasting services related to television due to preventive maintenance.— If due to
preventive maintenance, broadcasting services related to television are likely to be interrupted, the distributor of
television channels or its linked local cable operator, as the case may be, shall give a prior notice of at least three days to
its subscribers.

16. Disconnection of broadcasting services related to television.— (1) Every distributor of television channels or its
linked local cable operator, as the case may be, shall, upon request from the subscriber, disconnect the connection of
broadcasting services related to television to such subscriber from the date indicated by the subscriber in his request and
refund the deposits due to the subscriber, subject to fulfilment of the terms and conditions for providing services as
agreed by the distributor and the subscriber, within seven days thereafter:

Provided that the subscriber shall make such request for disconnection at least fifteen days prior to the requested
date of disconnection.

(2) No distributor of television channels or its linked local cable operator, as the case may be, shall disconnect the
broadcasting services related to television to a subscriber without giving a prior notice of at least fifteen days to such
subscriber indicating the reasons for such disconnection and the period of fifteen days shall be reckoned from the date of
issue of such notice of disconnection to the subscriber.

(3) The notice for disconnection of broadcasting services related to television referred in sub-regulation (2) shall be
communicated by the distributor of television channels by running scrolls on television screen and sending Short
Message Service (SMS) to the registered mobile number of the subscriber:

Provided that it shall be permissible for the distributor, in addition to sending the notice in the above-referred
manner, to employ other means of communicating the notice to the subscriber such as e-mail, b-mail and other
methods as may be deemed appropriate.

17. Price protection to subscribers.— In case, the broadcasting services related to television have been availed by a
subscriber with a lock-in period or the charges for subscription of broadcasting services related to television are paid in
advance for a specific period by a subscriber in pursuance of any scheme offered by the distributor of television channels,
the distributor shall continue to provide such services for such period to the subscriber without any increase in the price
of subscription and without altering the other terms of subscription to the disadvantage of the subscriber.

CHAPTER IV
BILLING AND PAYMENT

18. Billing.— (1) Every distributor of television channels or its linked local cable operator, as the case may be, shall
offer broadcasting services related to television to subscribers either on pre-paid basis or post-paid basis or both pre-paid
and post-paid basis.

Explanation: The pre-paid payment option offered shall be an electronic pre-paid mechanism wherein the amount paid
by the subscriber is adjusted automatically for the services availed by him.
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(2) Every distributor of television channels or its linked local cable operator, as the case may be, offering services both
on pre-paid and post-paid basis, shall change payment mechanism from pre-paid to post-paid or vice-versa, as the case
may be, on the request made by the subscriber, from the next billing cycle:

Provided that the distributor shall not charge any amount from subscriber for such change in payment
mechanism.

(3) The charges for broadcasting services related to television shall be payable by a subscriber from the date of activation
of such services.

19. Generation of post-paid bill.— In case of post-paid mechanism, the post-paid bill for the subscriber shall be
generated, through subscriber management system on the basis of subscription and usage of broadcasting services related
to television by the subscriber, within seven days from the end of billing cycle:

Provided that it shall be permissible for the distributor of television channels to generate bills for the subscribers
either in its own name or in the name of its linked local cable operator based on the interconnection agreement
entered between them.

20. Billing cycle for post-paid bill.— The billing cycle for post-paid bill shall be a calendar month.

21. Details of information in the post-paid bill.— The post-paid bill shall contain the itemised details of-
(a) network capacity fee,
(b) rental charges for customer premises equipment, if any,

(c) charges for pay channels and bouquets of pay channels subscribed by subscriber during the period of billing
cycle,

(d) any other charges which has been levied in compliance with the provisions of these regulations and,
(e) taxes in conformity with applicable laws.

22. Delivery of post-paid bills and payment.— (1) Every distributor of television channels shall, either directly or
through its linked local cable operator, as the case may be, deliver to every post-paid subscriber, the post-paid bill within
fifteen days from the end of billing cycle:

Provided that the distributor or its linked local cable operator, as the case may be, shall deliver such bill to the
subscriber either in printed form or electronic form, as may be opted by the subscriber.

(2) Every distributor of television channels or its linked local cable operator, as the case may be, shall provide a period of
at least twenty one days, from the date of generation of the bill, to every post paid subscriber, for making payment of the
bill:

Provided that in case of default in timely payment by a subscriber by the due date, it shall be permissible for the
distributor or its linked local cable operator, as the case may be, to charge a simple interest at a rate not
exceeding 2% higher than the base rate notified by State Bank of India from time to time, on the amount payable
by the subscriber for the period of such delay.

(3) It shall be permissible for the distributor of television channels or its linked local cable operator, as the case may be,
to enable, in addition to other payment options, consumer friendly electronic payment options in the subscriber
management system for the electronic payment of post- paid bills by the subscribers.

(4) 1t shall be permissible for the distributor of television channels or its linked local cable operator, as the case may be,
to temporarily suspend the broadcasting services related to television of a post-paid subscriber, in case of default in
payment, after the expiry of due date for payment:

Provided that in case the services of the subscriber remain suspended continuously for a period of three months,
such subscriber shall not be counted as an active subscriber of the distributor and it shall be permissible for the
distributor to deactivate such subscriber from subscriber management system:

Provided further that the distributor or its linked local cable operator, as the case may be, shall, upon request of
the subscriber, restore services and it shall be permissible for the distributor or its linked local cable operator, as
the case may be, to charge, in addition to the outstanding payment with interest due from the subscriber, an
amount not exceeding rupees hundred as re-activation fee from the subscriber for restoration of services if such
services have remained suspended continuously for a period exceeding three months.

(5) Every distributor of television channels or its linked local cable operator, as the case may be, shall, issue a receipt to
every post-paid subscriber for every payment made by him and shall enter the details of the receipt including the date,
serial number of the receipt, and amount paid by the subscriber in the subscriber management system against the name of
the subscriber, within seven days of the payment made by the subscriber:
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Provided that the distributor or its linked local cable operator, as the case may be, shall deliver such receipt to
each subscriber either in printed form or electronic form as may be opted by the subscriber.

(6) Every distributor of television channels shall, on its website, maintain the records of billing and payment of
subscribers, for at least preceding six months and provide log-in access to the subscribers to their accounts.

(7) If any distributor of television channels contravenes the provisions of sub-regulation (1) or sub-regulation (5), it shall,
without prejudice to the terms and conditions of its registration or the provisions of the Act or rules or regulations or
orders made, or, directions issued there under, be liable to pay an amount, by way of financial disincentive, not exceeding
rupees twenty per subscriber for all such subscribers in respect of whom such contravention is observed, as the Authority
may by order direct.

(8) No order for payment of an amount by way of financial disincentive under sub-regulation (7) shall be made by the
Authority unless the distributor of television channels has been given a reasonable opportunity of representing against the
contravention of the regulation observed by the Authority.

(9) The amount payable by way of financial disincentive under these regulations shall be remitted to such head of
account as may be specified by order by the Authority.

23. Pre-paid billing and payment.— (1) Every distributor of television channels or its linked local cable operator, as
the case may be, shall, in case of pre-paid payments, acknowledge such payments to the subscriber and ensure that the
subscriber management system is updated accordingly.

(2) The billing cycle for pre-paid payment option shall be thirty days from the date of activation of services.

(3) Every distributor of television channels shall, on its website, maintain the records of billing and payment of
subscribers, for at least preceding six months and provide log-in access to the subscribers to their accounts:

Provided that such records of subscriber shall contain itemised usage details of, —
(a) network capacity fee,
(b) rental charges for customer premises equipment, if any,

(c) charges for pay channels and bouquets of pay channels subscribed by subscriber during the period of
billing cycle,

(d) any other charges which has been levied in compliance with the provisions of these regulations and,
(e) taxes in conformity with applicable laws.

(4) It shall be permissible for a distributor of television channels to temporarily suspend the services of a prepaid
subscriber in case of non availability of balance amount in his prepaid account:

Provided that in case the services of the subscriber remain suspended continuously for a period of three months,
such subscriber shall not be counted as an active subscriber of the distributor and it shall be permissible for the
distributor to deactivate such subscriber from subscriber management system:

Provided further that the distributor shall upon the recharge of balance amount in subscriber’s account, restore
services and such distributor may charge an amount not exceeding rupees hundred as re-activation fee from the
subscriber for restoration of services if such services have remained suspended continuously for a period
exceeding three months.

CHAPTER V
CUSTOMER PREMISES EQUIPMENT

24. Supply and installation of the customer premises equipment.— (1) Every distributor of television channels or its
linked local cable operator, as the case may be, shall provide to every subscriber the set top box conforming to relevant
Indian Standards set by the Bureau of Indian Standards.

(2) It shall be permissible for every subscriber to buy a set top box of approved quality from the open market, if
available, which is technically compatible with the system of the distributor of television channels and the distributor or
its linked local cable operator, as the case may be, shall not compel any subscriber to buy or take on rent the set top box
from him alone.

(3) Every distributor of television channels or its linked local cable operator, as the case may be, shall offer customer
premises equipment to every consumer under the following schemes:

(6)) outright purchase scheme, and
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(i) rental scheme:

Provided that, in addition to offering customer premises equipment on outright purchase scheme and rental
scheme, it shall be permissible for the distributor or its linked local cable operator, as the case may be, to offer
customer premises equipment under any other scheme including bundled scheme.

(4) Every distributor of television channels or its linked local cable operator, as the case may be, shall inform the
consumers the details of all the schemes of customer premises equipment offered by it.

(5) Every distributor of television channels shall publish on its website the details of all schemes for customer premises
equipment along with other terms and conditions applicable to the said schemes and such information shall also be
disseminated through the customer care programming service.

(6) In case of outright purchase scheme, the distributor of television channels or its linked local cable operator, as the
case may be, shall specify the retail price of customer premises equipment along with guarantee/warranty period:

Provided that the guarantee/warranty period in respect of such customer premises equipment shall be for at least
one year:

Provided further that the ownership of such customer premises equipment shall rest with subscriber.

(7) No distributor of television channels or its linked local cable operator, as the case may be, shall charge any fee or
amount, except the amount applicable in accordance with sub-regulation (11), towards repair and maintenance of
customer premises equipment purchased under outright purchase scheme during its guarantee/warranty period:

Provided that distributor or its linked local cable operator, as the case may be, shall also offer annual
maintenance scheme for the customer premises equipment provided under such scheme after the expiry of
guarantee/warranty period:

Provided further that nothing contained in this sub-regulation shall apply if the customer premises equipment
has been tampered with or physically damaged by the subscriber.

(8) In case of rental scheme, the distributor of television channels or its linked local cable operator, as the case may be,
shall specify the monthly rental amount for customer premises equipment and other terms and conditions, if any:

Provided that it shall be permissible for the distributor or its linked local cable operator, as the case may be, to
specify an interest-free refundable security deposit as may be considered appropriate by him:

Provided further that ownership of the customer premises equipment offered by the distributor or its linked local
cable operator, as the case may be, under such schemes shall remain with the distributor or its linked local cable
operator, as the case may be.

(9) In case of all other schemes which may include bundled scheme, the distributor of television channels or its linked
local cable operator, as the case may be, shall specify separately, the retail price of the customer premises equipment,
network capacity fee, charges for pay channels or bouquet of pay channels, bundled with customer premises equipment
and other terms and conditions, if any:

Provided that the ownership of such customer premises equipment offered by the distributor or its linked local
cable operator, as the case may be, under such schemes shall remain with distributor or its linked local cable
operator, as the case may be.

(10) Every distributor of television channels or its linked local cable operator, as the case may be, shall be responsible for
maintaining the customer premises equipment, availed under rental scheme or other schemes as referred to in sub-
regulation (8) and sub-regulation (9), as the case may be, in good working condition to ensure uninterrupted services to
the subscriber, for a minimum period of three years:

Provided that the subscriber shall not be liable to pay any fee or amount, except the amount applicable in
accordance with sub-regulation (11), for rectification of fault in the customer premises equipment on every
incidence of fault during such period.

Provided further that nothing contained in this sub-regulation shall apply if the customer premises equipment
has been tampered with or physically damaged by the subscriber.

(11) It shall be permissible for the distributor of television channels providing direct to home (DTH) services to charge
an amount not exceeding rupees two hundred and fifty as visiting charge per registered complaint requiring visit of a
person to subscriber’s premises for carrying out repair and maintenance services:

Provided that no visiting charges will be levied on the subscribers for any complaint relating to set top box:



36 THE GAZETTE OF INDIA : EXTRAORDINARY [PART III—SEC. 4]

Provided further that such visiting charge shall not be debited from the pre-paid subscription account of the
subscriber:

Provided also that the receipt for payment for such charges shall be issued to the subscriber by the distributor.

(12) Every distributor of television channels or its linked local cable operator, as the case may be, shall ensure that a
faulty set top box is repaired within twenty four hours, from the time of registering of complaint by the subscriber:

Provided that the distributor or its linked local cable operator, as the case may be, shall replace the faulty set top
box with a functional set top box in case the faulty set top box cannot be set right in working condition within
twenty four hours.

Provided further that nothing contained in this sub-regulation shall apply if the set top box has been tampered
with or physically damaged by the subscriber.

CHAPTER VI
CUSTOMER CARE AND COMPLAINT REDRESSAL

25. Customer care centre.— (1) Every distributor of television channels shall, before providing broadcasting services
related to television to its subscribers, establish a customer care centre, for addressing their service requests and redressal
of complaints and the distributor shall ensure that such centre:

(a) has a toll free “customer care number” having sufficient number of lines or connections and human resources
to efficiently service the subscriber base of the distributor,

(b) is accessible, at least, between 08:00 hrs and 22:00 hrs on all days of the week,

(c) provides the services in the regional language of the service area in addition to Hindi and English,
(d) has an Interactive Voice Response System (IVRS) with provision for complaint registration and
(e) has a web based complaint management system.

(2) It shall be permissible for the distributor of television channels to engage any agency for establishing and operating
“customer care centre” as referred to in sub-regulation (1):

Provided that the responsibility for compliance of the provisions of these regulations shall rest with the
distributor.

(3) Every distributor of television channels shall ensure that the Interactive Voice Response System is operated in the
following manner,-

(a) the first level of the Interactive Voice Response System provides for language selection;

(b) the second level of the Interactive Voice Response System provides for options relating to the broad
categories of complaints and service requests;

(c) the third level of the Interactive Voice Response System provides for a sub-menu under service and
complaint requests, separately;

Provided that the sub-menu in the third level shall also contain an option enabling the customer to speak to a
customer care executive.

(4) Every distributor of television channels shall ensure that:

(i) response time for calls made on toll free “customer care number” by the subscriber, answered voice to voice,
meets the following performance criteria-
(a)Eighty percent of calls to be answered (voice to voice) by a customer care executive (other than by electronic
means) within sixty seconds;
(b)Ninety per cent of calls to be answered (voice to voice) by a customer care executive (other than by
electronic means) within ninety seconds.
(ii) response time to the subscriber for calls made on ‘“customer care number” by the subscriber, answered
electronically meets the following performance criteria;
(a)Eighty percent of calls to be answered within twenty seconds electronically;
(b)Ninety percent of calls to be answered within forty seconds electronically;

Explanation: For the purpose of calculating percentage of calls as referred to in sub-regulation (4), the total number of
calls made during a month shall be taken into account.
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(5) The distributor of television channels or its linked local cable operator, as the case may be, shall publicise the toll free
number and the address of the web based complaint management system to its subscribers through customer care
programming service and website:

Provided that, in addition to the above, it shall be permissible for the distributor of television channels to use
other means of publicity such as Short Message Service (SMS), television scrolls, and printing the information
on the bills and receipts.

26. Complaints handling by customer care centre.— (1) Every distributor of television channels shall ensure that the
customer care centre, immediately upon receipt of a complaint from a subscriber, registers such complaint each time and
allots a unique number to be called the docket number:

Provided that the Authority may, if deemed necessary, specify a format for such docket number.
(2) Every distributor of television channels shall ensure that the customer care centre-

(a)  at the time of registering of the complaint, communicates to the subscriber the docket number, date and
time of registration of the complaint and the time within which the complaint is likely to be resolved; and

(b)  on resolution of the complaint, communicates to the subscriber, the details of the action taken on the
complaint and also the name and contact number of the nodal officer for further redressal of complaint, if
the subscriber is not satisfied.

27. Time limit for redressal of complaints.— Every distributor of television channels or its linked local cable
operator, as the case may be, shall adhere to the following time limits for redressal of complaints of the subscribers-

(a)  all complaints shall be responded to within eight hours of receipt of the complaint:

provided that complaints received after the office working hours shall be responded by the next working
day;

(b)  at least ninety percent of all ‘no signal’ complaints received shall be redressed and signal restored within
twenty four hours of receipt of such complaint;

(c)  all complaints relating to billing shall be redressed within seven days of receipt of the complaint from the
subscriber and refunds, if any, shall be made to such subscriber within thirty days of receipt of the
complaint;

(d) at least ninety percent of all other complaints not covered under clause (b) and clause (c) shall be
redressed within forty eight hours of receipt of such complaints;

(e) no complaint, except billing related complaints referred to in clause (c), shall remain unresolved beyond
seventy two hours.

28. Redressal of complaints by nodal officers.— (1) Every distributor of television channels shall, within thirty days
from the date of commencement of these regulations or within thirty days from the commencement of its operations, as
the case may be, appoint or designate one or more nodal officers for every State in which it is providing broadcasting
services related to television, for the redressal of complaints of subscribers and the distributor shall, within ten days from
the date of appointment or designation of the nodal officers, furnish to the Authority the names, address, contact
numbers, e-mail address and facsimile number of the nodal officers.

(2) Every distributor of television channels shall-

(a) give wide publicity about appointment or designation of such nodal officers or any change thereof, and
(b) display, on its website as well as customer care programming service, the names, address, contact numbers,
e-mail address, facsimile number of nodal officers.

(3) In the event of any change in the names or communication details of nodal officers as referred to in sub-regulation
(1), the distributor of television channels shall-

(a) inform the Authority within ten days from occurrence of such change, and
(b) bring the change to the notice of the subscribers in the same manner as specified under clause (b) of sub-
regulation (2).

(4) In case a subscriber is not satisfied with the redressal of complaint by the customer care centre, such subscriber may
approach the nodal officer of the distributor of television channels for redressal of his complaint.

(5) The nodal officer shall-
(a)  register every complaint lodged by the subscribers;

(b)  issue an acknowledgement to the subscriber within two days from date of the receipt of the complaint
indicating therein the unique complaint number;
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(c)  redress such complaints of subscribers within ten days from the date of receipt of the complaint and
intimate the decision taken thereon in respect of such complaint to the subscriber.

29. Complaints referred to the distributor of television channels by the Authority.— (1) The Authority may,
without prejudice to the provisions contained in the Telecom Regulatory Authority of India Act, 1997 (24 of 1997),
forward the following types of complaints received from consumers, to the concerned distributor of television channels
for the purpose of redressal of-

(a) complaints alleging violation of the Act or the regulations made or directions issued or orders made by the
Authority under the Act;

(b) complaints of the subscribers which are generic in nature;

(c) complaints alleging that the practices adopted by the distributor of television channels adversely affects the
interest of consumers;

(d) any complaint of such nature that, in the opinion of the Authority, is required to be resolved expeditiously
by the distributor of television channels or its linked local cable operator, as the case may be.

(2) Every distributor of television channels shall investigate and find out the root cause of all complaints referred by the
Authority under clauses (a), (b) and (c) of sub-regulation (1) and redress such complaints, within thirty days from the
date of reference of the complaint and result of such complaints shall be informed to the consumer as well as the
Authority within one week from redressal of complaint.

(3) Every distributor of television channels shall resolve every complaint referred to under clause (d) of sub-regulation
(1) and inform to the Authority within fifteen days of the resolution of the complaint.

(4) In case on investigation, the root cause of the complaints referred to under sub-regulation (2) reveal general
deficiency or systemic inadequacy in practice or operation adopted by or on the part of the distributor of television
channel, the distributor shall take immediate remedial measures in respect of all similarly placed subscribers and intimate
the same to the Authority within one month of reference of the complaint.

30. Maintenance of records of complaints.— (1) Every distributor of television channels shall maintain records of all
complaints filed by the subscriber and such records shall include docket number, name and address of complainant, date
and time of filing complaint, type of complaint and redressal date and time and confirmation from the subscriber that the
complaint has been redressed.

(2) The records referred to in sub-regulation (1) shall be kept for a minimum period of three months from the date of
resolution of a complaint and the distributor of television channels shall produce the records whenever called upon by the
Authority.

CHAPTER VII
PUBLICITY OF INFORMATION AND CONSUMER AWARENESS

31. Establishment of website.— (1) Every distributor of television channels shall establish and maintain a website for
the purpose of publicity of information related to broadcasting services related to television offered by the distributor and
for consumer awareness:

Provided that it shall be permissible for a distributor of television channels to engage any agency for
establishing and operating such website:

Provided further that the responsibility for compliance of the provisions of these regulations shall rest with the
distributor of television channels.

(2) Every distributor of television channels shall provide a hyperlink for “consumer corner” on the home page of the
website which shall be clearly visible and noticeable to visitors without scrolling the page.

(3) The consumer corner hyperlink referred to in sub-regulation (2) shall point to another web page where the
information in accordance with Schedule II of these regulations shall be made available.

(4) The web page referred in sub-regulation (3), shall also have a provision for login to the subscribers to access
information specific to such subscriber in accordance with Schedule III of these regulations.

32. Customer care programming service.— (1) Every distributor of television channels shall provide a customer care
programming service for the purpose of dissemination of information as required under the provisions of these
regulations and for consumer awareness.
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(2) Every distributor of television channels shall assign a unique number to the customer care programming service as
referred to in sub-regulation (1) and display the said number on its website under the consumer corner as referred to in
sub-regulation (2) of regulation 31 and communicate the said number to the subscribers through running scrolls on
television screen and through any other communication means as deemed appropriate.

(3) Every distributor of television channels shall disseminate the information, on regular intervals, in accordance with
Schedule II and Schedule III of these regulations to subscribers through customer care programming service in multiple
formats such as text, video, audio, scroll and multimedia graphics:

Provided that information messages provided by the Authority if any, for consumer awareness shall also be
carried over such customer care programming service.

33. Public awareness campaign.— Every distributor of television channels shall conduct public awareness campaign
about the salient features of the provisions contained in these regulations and the measures implemented by the
distributor of television channels or its linked local cable operator for consumer education with regard to the services
made available to consumers in compliance of these regulations and submit such details to the Authority in such format
and periodicity as may be specified by it.

34. Publicity of information by broadcasters.— Every broadcaster shall publicise the maximum retail price of all pay
channels and bouquets, through website and running scrolls on the concerned channels, periodically for wide publicity
amongst the consumers and submit details of such measures to the Authority.

35. Prohibition of on screen display.— No distributor of television channels or broadcaster shall display any notices
of disconnection or discontinuation or non-availability of television channels, through multimedia graphics super
imposed on full or partial television screens:

Provided that it shall be permissible for the distributor to provide such notices through text scrolls at the bottom
of the television screens and the size and duration of such scrolls shall be limited in such a manner so as to avoid
any material interference in the viewing experience of viewer.

CHAPTER VIII
MISCELLANEOUS

36. Technical standards.— (1) Every broadcaster and distributor of television channels shall maintain technical
standards of the signals as per the relevant standards laid down by Digital Video Broadcasting (DVB)/European
Telecommunication Standards Institute (ETSI) /International Electro-technical Commission(IEC)/Indian Standard, if
any.

(2) Every DTH operator shall ensure that the set top box for providing direct to home services complies with Bureau of
Indian Standard specification 1S-15377 of 2003 or IS-15954 of 2012, as amended from time to time, or any other
standard approved by any agency authorised by the Central Government.

(3) Every multi-system operator and HITS operator shall ensure that the set top box for providing for cable services
complies with Bureau of Indian Standard, IS-15245 of 2002 or IS-16128 of 2013, as amended from time to time, or any
other standard approved by any agency authorised by the Central Government.

(4) Every distributor of television channels, while encoding television channels for re-transmission on its network, shall
not discriminate in the compression and other encoding parameters for channels placed in a genre to ensure similar
reception quality to subscribers.

(5) The Authority may appoint Broadcast Engineering Consultants India Limited or any other agency to conduct
technical audit of the systems of broadcasters, distributor of television channels and local cable operator to assess the
quality of signals at the headend or earth-station of the distributor of television channels, the quality of signals provided
by the distributor of television channels to local cable operators, and quality of signals provided by the local cable
operator to the subscribers.

37. Manual of Practice.— Every distributor of television channels shall publish a manual of practice on its website
which shall contain information in accordance with Schedule IV to these regulations:

Provided that it shall be permissible for the distributor of television channels, to publish and provide the manual

of practice in printed form and in Hindi, English or Regional language as per the requirements of service area.
38. Display of channels in EPG.— (1) Every distributor of television channels shall display all channels available on
its platform in the electronic programme guide and each channel shall be listed under the respective genre of the channel
as declared by the broadcaster under applicable tariff order or regulations notified by the Authority from time to time and
one channel shall appear at one place only:
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Provided that it shall be permissible for the distributor to divide the channels under one genre into sub-genres on
the basis of language or region and such channels shall be assigned unique logical channel numbers within the
sub-genres:

Provided further that the channels of same language shall be put together within the same sub-genre.
(2) Every distributor of television channels shall indicate-
(a)““Free” in the electronic programme guide against each free-to-air channel available on its platform;

(b)the respective maximum retail price in the electronic programme guide against each pay channel available on
its platform with the Indian rupee sign ‘@’ such as X2, ¥5.5 etc.;

39. Reporting to the Authority.— Every distributor of television channels shall submit report for ensuring compliance
of quality of service specified in these regulations in such format and in such periodicity as may be directed by the
Authority from time to time.

40. Designation of compliance officer and his obligations.— (1) Every broadcaster and distributor of television
channels shall, within thirty days from the date of commencement of these regulations, designate a compliance officer.

(2) Every broadcaster and distributor of television channels, who commences its operations after the coming into effect
of these regulations, shall, within thirty days from the date of commencement of its operations, designate a compliance
officer.

(3) Every broadcaster or distributor of television channels, as the case may be, shall, within thirty days from the date of
designation of the compliance officer under the provisions of this regulation, furnish to the Authority the name, complete
address, contact number and e-mail address of the compliance officer along with authenticated copy of the board’s
resolution authorizing the designation of such compliance officer:

Provided that the distributor of television channels, which is not a company, shall, within thirty days from the
date of designation of the compliance officer under the provisions of this regulation, furnish to the Authority the
name, full address, contact number and e-mail address of the compliance officer along with authenticated copy
of the authorization letter authorizing the designation of such compliance officer.

(4) In the event of any change in the name of the compliance officer so designated under provisions of this regulation, the
same shall be reported to the Authority by the service provider within thirty days from the date of occurrence of such
change along with authenticated copy of the board’s resolution or authorization letter, as the case may be.

(5) In the event of any change in the address or contact number or email address of the compliance officer, the same shall
be reported to the Authority by the service provider within ten days from the date of occurrence of such change.

(6) The compliance officer shall be responsible for-

(a) generating awareness for ensuring compliance with the provisions of these regulations.

(b) reporting to the Authority, with respect to compliance with these regulations and directions of the Authority
issued under these regulations.

(c) ensuring that proper procedures have been established and are being followed for compliance of these
regulations.

(7) The provisions contained in the sub-regulation (6) shall be in addition to the liability of the service provider to
comply with the requirements laid down under these regulations.

41. Identification of personnel.— Every distributor of television channels or its linked local cable operator, as the
case may be, shall ensure that its representatives carry proper identification along with a photograph duly certified by
such distributor of television channels or its local cable operator, as the case may be, and exhibit the same as proof of
identity to the subscriber.

42. Privacy protection.— Every distributor of television channels or its linked local cable operator, as the case may
be, shall ensure privacy and protection of subscribers’ personal information and the same shall not be used for any other
purpose except in accordance with law.

43. Intervention by Authority.— The Authority may, by order or direction, from time to time, intervene, for the
purpose of protecting the interest of the subscribers or monitoring the performance of quality of service standards of the
distributor of television channels or its linked local cable operator, as the case may be, for ensuring compliance of the
provisions of these regulations.

44. Application of other laws not barred.— The provisions of these regulations shall be in addition to, and not in
derogation of, any other law for the time being in force.
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45. Repeal and Saving.— (1) The Direct to Home Broadcasting Services (Standards of Quality of Service and
Redressal of Grievances) Regulations, 2007 (8 of 2007), the Standards of Quality of Service (Digital Addressable Cable
TV Systems) Regulations, 2012 (12 of 2012) and the Consumer Complaint Redressal (Digital Addressable Cable TV
Systems) Regulations, 2012 (13 of 2012) along with all their amendments and directions issued thereunder are hereby
repealed:

Provided that such repeal shall not affect-

(a) the previous operation of the repealed regulations or anything done or any action taken under the
repealed regulations; or

(b) any right, privilege, obligation or liability acquired, accrued or incurred under the regulations so
repealed; or

(c) any penalty, forfeiture or punishment incurred in respect of any offence committed against the
regulations so repealed; or

(d) any investigation, legal proceeding or remedy in respect of any such right, privilege , obligation,
liability, penalty, forfeiture or punishment as aforesaid and any such investigation, legal
proceeding or remedy may be instituted, continued or enforced, and any such penalty, forfeiture
and punishment may be imposed, as if the aforesaid regulations had not been repealed.

(2) The existing facilities of customer care centre, website, web based complaint management system, subscriber
management system and addressable system set up by a distributor of television channels, wherever applicable, shall be
deemed to have been set up under these regulations provided that such facilities comply with the provisions of these
regulations.

(3) Nothing contained in these regulations shall affect any packs, plans or bouquets subscribed by an existing subscriber
before the date of commencement of these regulations:

Provided that no such packs, plans or bouquets shall be valid beyond a period of one hundred and eighty days
from the date of publication of these regulations in the Official Gazette and it shall be mandatory for all
distributors of television channels to either discontinue or modify all their existing packs, plans or bouquets in
compliance with the provisions of these regulations within such period.

SUDHIR GUPTA, Secy.
[ADVT III/4/Exty./457/16]

Note.— The Explanatory Memorandum explains the objects and reasons of the Telecommunication (Broadcasting and
Cable) Services Standards of Quality of Service and Consumer Protection (Addressable Systems) Regulations, 2017.

SCHEDULE -1
(under sub-regulation (5) of regulation 3)
CONSUMER APPLICATION FORM

The consumer application form may be devised in Hindi, English and the regional language of the area of operation of
the distributor of television channels or its linked local cable operator, as the case may be, and shall contain the following
information-

Part A: Consumer information

Name

Address

Contact Numbers (Mobile/ landline)
E-mail (optional)

Aadhaar Number (Optional)

M

Part B: Service Subscription related information

6. Details of service subscribed:
(a) name of a-la-carte pay channels/bouquets of pay channels and their distributor retail prices
(b) bouquets of FTA channels
(c) lock in period, if any

7. Network capacity fee—

(a) for uptol00 SD channels

(b) additional channel capacity in the slab of 25 SD channels each

Mode of payment (pre-paid or post paid)

9. Subscription amount to be paid (monthly/half yearly/yearly/etc.)

o
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Part C: CPE related information

10.  Scheme opted (Outright purchase/rental/other schemes )

11.  Monthly rental for CPE if it is under rental scheme

12. Refundable security deposit for CPE if any

13.  Retail price of CPE if it is under outright purchase scheme/other scheme
14.  VC number

15.  Type of set top box (MPEG2/MPEG4)

16.  Guarantee/Warrantee/AMC details

Part D: Customer care centre related information
17.  Toll free customer care centre number

18.  Any other customer care centre numbers

19.  Customer care centre e-mail

Part E: Distributor of television channel/Local Cable Operator related information
20. Name of the distributor of television channels/LCO

21.  Address
22.  Contact numbers
23.  Website

Part F: Details of payment made

24.  Total Amount paid

25.  Refundable security deposit, if applicable

26.  Monthly rental for CPE and period of rent if applicable

27.  Retail price of CPE in case of outright purchase scheme or other scheme
28.  Installation charges

29.  Activation fee

(Note: In case of printed CAF, Part D, Part E and Part F may be provided in the form of detachable acknowledgement
receipt.)

SCHEDULE -1I
(under sub-regulation (3) of regulation 31)
CONSUMER CORNER
The Consumer Corner web page shall contain the following information including but not limited to:
1. List of channels and bouquets available on the platform
(a) FTA channels
(b) Pay channels and their MRP and distributor retail price
(c) List of bouquets of FTA channels and their composition

(d) List of bouquets of pay channels formed by broadcaster with composition and their respective MRP and
distributor retail price

(e) List of bouquets of pay channels formed by the distributor with composition and their distributor retail price
(f) Details of lock in period, if any, in respect of a-la-carte channel or bouquets,
2. Details of network capacity fee
(a) Network capacity fee of 100 SD channels
(b) Network capacity fee for additional capacity of 25 SD channels
(c) Composition of basic service tier of 100 SD FTA channel,
3. Subscription process for subscribing channels on a-la-carte basis

Details of the provisions made by the distributor of television channels for enabling a-la-carte subscription of
channels such as website, customer care centre, mobile apps etc are to be provided,
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4. CPE Schemes: Scheme type, CPE price, and other terms and conditions
a) Outright purchase scheme
—  Price
—  Guarantee/ Warranty term
- Maintenance provisions of CPE, AMC etc.
b) Rental scheme
- Rental amount
- Security deposit, if any
-~ Other terms and conditions
¢) Other Schemes
—  Details of the scheme
-~ Other terms and conditions
- Price of CPE
—  Price of channels and bouquets included in the scheme bundled with CPE
—  Network capacity fee bundled with CPE,

5. Procedure for obtaining a new service connection and timelines,

6. Provisions for temporary discontinuation of services and details of restoration fee and reactivation fee, if
applicable,
7. Provision for relocation of connection and applicable charges,

8.  Complaint redressal process:
a) Through customer care centre
b) Through Nodal Officer
¢) Through Web based management System,
9.  Consumer Agreement Form (CAF),
10. Manual of Practice,
11. Toll free number of customer care centre and other contact details,
12.  Availability of customer care programming service with its LCN,

13.  Any other information relevant for the consumers.

SCHEDULE - III
(under sub-regulation (4) of regulation 31)
SUBSCRIBER CORNER
The Subscriber Corner shall contain the following features and information, but not limited to:
Login access to the subscriber,
Subscriber information: Name, address, registered phone, email, Aadhar No. etc.,
Details of subscribed services, channels, bouquets, validity, lock in period (if any),
Details of selected CPE scheme,
Details of AMC scheme selected, if any,
Billing details /billing cycle/Account balance/ Dues,

Usage details for last six months/ provision for printing,

® N kW =

Bill Payment guidelines,
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10.
11.
12.
13.

Payment details for last six months,

Complaint registering and status monitoring,

Completed CAF access/reprint,

Toll free number of customer care centre and other contact details,

Any other relevant information.

SCHEDULE -1V
(under regulation 37)
MANUAL OF PRACTICE

Manual of Practice should contain the following:-

1.
2.
3.

1.

Name and address of the distributors of television channel,

Terms and conditions of service offered by the distributor of television channel,

Name, designation and e-mail, contact telephone number, facsimile number and address of the Nodal Officer,
Details of provisions for consumer protection as specified in these regulations:-

(a) disruption in service

(b) price protection for advance subscription payment

(c) temporary discontinuation of service

(d) disconnection of services

(e) terms and conditions for billing and payment,

Procedure and benchmark for complaint redressal,

Any other relevant information.

EXPLANATORY MEMORANDUM

The Broadcasting and Cable Services came under the regulatory ambit of TRAI on 01.09.2004. TRAI is vested
with the responsibility of ensuring orderly growth of the broadcasting sector while protecting the interests of the
consumers. The Authority has undertaken several measures in this regard and issued Quality of Service (QoS)
regulations for different delivery platforms such as Cable TV, DTH, etc in the past. The first QoS regulation was
issued on 23rd August, 2006 to regulate the quality of service of cable television services in the Conditional Access
Systems (CAS) areas. Subsequently, QoS regulations for DTH services were issued in 2007. Similar regulations
were issued for cable TV services in non-CAS areas in 2009, followed by QoS regulations for addressable Cable
TV service in 2012. A separate regulation for consumer grievance redressal mechanism for addressable cable TV
systems was also issued in 2012. In addition, some QoS issues were also addressed through tariff orders,
interconnection regulations and directions, issued by the Authority from time to time.

The broadcasting sector has now achieved significant level of digitization and it is expected that digitization would
be completed by March 2017. Thereafter, broadcasting services will be delivered by different delivery platforms to
the consumers through only addressable systems. In such scenario, ICTs can be used as an effective tool in
enhancing the quality of services by enabling provisions such as subscription through electronic means, electronic
billing and payment, web enabled online complaint and redressal mechanism, electronic CAF etc. Therefore, there
is a need to provide a comprehensive uniform QoS regulations for different delivery platforms in addressable
environment for healthy competition, transparency and growth with provision of good quality of services to the
consumers. Accordingly, the Authority decided to go in for a consultation process before laying down benchmarks
for quality of service standards for addressable systems.

The prime objective of the consultation was to harmonise the existing QoS regulations issued by TRAI from time
to time and to formulate a unified regulatory framework for different platforms. It is expected to result in better
awareness about the regulatory provisions amongst the consumers while improving the compliance and monitoring
of the new regulatory framework. The consultation also laid emphasis on various measures for consumer
protection. Another thrust area was ensuring adequate publicity of the schemes and services offered by distribution
platform operators (DPOs) for improving consumer awareness to enable them in making informed choices.
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10.

The consultation paper was issued on 18th May 2016 inviting comments from the stakeholders. A total of 29
comments and 2 counter comments were received. An open house discussion was held on the 28th July 2016 at
New Delhi. Based upon the analysis of the comments and counter comments, draft regulations were put on TRAI
website on 10" October, 2016 seeking specific comments from stakeholders. In response, 48 comments have been
received from the stakeholders. These comments have been analysed and the paragraphs hereunder briefly
summarize the analysis and set out the basis and rationale for the Telecommunication (Broadcasting and Cable)
Services Standards of Quality of Service and Consumer Protection (Addressable Systems) Regulations, 2016.

In the consultation paper, comments of the stakeholders were sought on the broad nature of regulatory framework
required in the evolving broadcasting scenario and on the need of a common framework for different platforms.
Majority of the DPOs have shown preference for a self regulatory regime, whereas few broadcasters and consumer
organisations have suggested for regulated framework. A large number of DPOs are providing services in different
areas of the country catering to varying subscriber base from few thousand to millions. In some areas only a single
DPO is providing services to a small subscriber base. In such scenario self-regulatory mechanism may not be an
effective approach. It is observed that consumer choice is still not being fully enabled even in areas where
digitization has completed and therefore regulatory oversight appears necessary. An oversight mechanism by
regulator would enable DPOs to create standardized infrastructure for providing better quality of services to the
consumers. The Authority is therefore of the view that regulated framework shall be the appropriate model for
ensuring QoS and consumer protection in the broadcasting sector.

On the issue of having a uniform QoS regulatory framework for addressable platforms, majority of the stakeholders
have supported this requirement. However, some DPOs oppose it stating that various DPOs work on different
business models. The present regulatory framework caters to specific distribution platforms and it was aimed to
address prevalent issues at that time. Different QoS regulations make it difficult to create awareness amongst
consumers. From the consumer’s point of view, uniformity in the QoS provisions would lead to improved
consumer awareness as all DPOs will disseminate information based on common QoS framework. Accordingly, the
Authority is of the view that a uniform regulatory framework for QoS shall be adopted with some platform specific
provisions, as may be, required keeping in view the nature of such platform.

Provisions of TV Broadcasting services by the DPOs is the first step towards offering services to consumers. In
addressable systems, it is a prerequisite to set up a Subscriber Management System (SMS) for managing
subscriptions, management of services, billing and payments. The SMS is to be integrated with a Conditional
Access System to provide encrypted signals to the subscribers. The SMS has to confirm to the provisions and
specifications as mandated in the applicable interconnection regulations and tariff orders notified by the Authority
from time to time.

In order to provide good quality of services to the consumers it is important that DPOs have to ensure wide
publicity of their offers and services for consumer awareness and provide user friendly methods to consumers for
submitting their requests through multiple means for subscription to offered services. Consultation was held with
the stakeholders on various methods that can be useful for increasing the consumer awareness. Stakeholders have
suggested use of various means such as scrolls, short messaging service, websites, advertisements across mass
media, etc. Therefore, in addition to customer care centre and website, other methods such as short messaging
service, email, mobile applications etc. may also be adopted by the DPOs for ease of subscription.

The existing regulatory framework mandates that all channels on the DPO platform shall be offered for a-la-carte
subscription to consumers. This provision of regulation is an important step towards enabling consumers’ choices.
It has been observed that sometimes DPOs put restrictive condition on a-la-carte subscription. For example, a
channel or bouquet can be subscribed only if an add on pack is also subscribed or it can be subscribed for certain
specific period only. Such conditions defeat the intent of the regulations and restrict the choices to the consumers.
Therefore, in the draft regulations it was proposed that all channels and bouquets available on DPOs platform shall
be compulsorily offered, without any condition, under monthly subscription schemes. However keeping in view the
business concerns of the DPOs, the DPOs may, in addition to mandatory monthly schemes, offer the channels or
bouquets under other schemes which may have different lock in duration of subscription. A few stakeholders have
suggested that the provision is restrictive in nature as it may result in very frequent change in subscriber choice. In
the addressable system, the DPOs are free to offer attractive services for shorter as well as longer durations as per
their business concerns to provide better choices to the consumers. Therefore, the provision is not restrictive.
Further, any change in the service once subscribed by the subscriber under monthly scheme can take place only
after a period of one month. The Authority is therefore of the view that all channels and bouquets available on
DPOs platform shall be compulsorily offered, without any condition, under monthly subscription schemes.

The existing regulatory provision also provides six months protection to consumers with regard to price and
composition of the package subscribed by them. The need of this provision in new MRP based framework was also
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11.

12.

13.

14.

15.

16.

consulted. The stakeholders have not favoured continuation of the said provision. The new tariff regime is based on
MRP of channels to be declared by the broadcasters, therefore the retail tariff may not vary arbitrarily. Further, in
addressable systems, the consumers can subscribe, modify or change their packages as per their requirements and
the DPOs as per the business requirements can also offer channels, packages with different subscription period
options e.g. on monthly, yearly basis etc. Therefore, the formation of offers and packages is available to the DPOs,
except that a monthly subscription scheme in respect of all channels and bouquets available on DPO platform shall
be mandatorily made available. Sometimes DPOs offer attractive schemes with longer duration subscription lock in
periods for which subscribers are charged in advance. In order to protect the interest of such subscribers, it would
be justifiable if the price protection is given to the subscribers of such schemes during the lock in period. Therefore,
the Authority is of the view that the price protection shall accordingly be limited to the period for which advance
payment has been made by the subscribers, either under pre-paid or post-paid option, with regard to their
subscription.

It is important for the DPOs to declare and notify the details of terms and conditions of their services offered to
consumers, as specified in the regulation before offering such services to consumers. Such details also need to be
informed to the consumers at the time of providing connection enabling them to take an informed decision. This
information has to be declared and notified by the DPOs through website, customer care programming service, and
other means for publicity to the consumers. The stakeholders are in agreement with such provisions to be
prescribed in the regulations.

Consultation was also done on standardization of information sought in the CAF and use of electronic CAF. A few
stakeholders have suggested that copy of CAF should be allowed to be made available to the subscriber in
electronic form also. Another DPO has suggested that the CAF should be withdrawn as there are no security
concerns in subscription of TV services unlike in telecom services. It may be appreciated that CAF constitutes the
basic agreement between the subscriber and the DPO with regard to the services being subscribed, therefore it is
important that CAF is duly completed by a subscriber and a copy is provided to him. Further the details captured in
CAF are to be registered on the SMS which is used to manage the services to the subscriber and also for billing,
payment and for determining the revenue flows along the value chain. Therefore, the Authority is of the view that
CAF is necessary for availing TV broadcasting services from the DPOs and the services to a subscriber shall be
activated only after entering the details of relevant information obtained through CAF in the SMS.

DPO’s are handling millions of subscriber details which include their personal information. Therefore, it is
essential that this information should not be misused by DPO’s in any manner. DPO’s shall ensure privacy and
protection of subscribers’ personal information as per law and the same should not be used for any other purpose
except in context with provisioning of TV broadcasting services to the subscribers.

The process of providing a new connection was consulted with stakeholders. In the existing regulations different
timelines have been prescribed for this process depending on the type of platform, for example a provision of 4
days in cable and 5 days in DTH is prescribed for providing a new connection. A few DPOs have stated that it
should be left to their discretion to devise their own timelines for providing a new connection. While majority of
DPOs have suggested timelines between 48 to 72 hrs for processing the services request and 5-15 days for
providing new connection. The broadcasters have suggested that TRAI should formulate timelines for various
stages for providing a new connection. The Authority is of the view that timeline for providing a new connection
may vary depending upon the area where the connection is to be provided. While in cities and urban areas it may be
feasible for DPOs to provide connection quickly, in case of remote areas it may take several days. Providing a new
connection at the earliest is also related to the business concerns of DPOs. The Authority is therefore of the view
that new connection shall be provided and activated by DPO’s within 7 days of receipt of request from consumer
subject to technical and operational feasibility. These timelines are the upper ceilings and the DPOs are free to
declare shorter timeline of less than 7 days which may be informed transparently to the consumers.

As per the existing regulatory framework for DTH sector, DTH operator may charge installation charge and
activation charge from the consumers at the time of providing a new connection, subject to the ceiling prescribed in
the Tariff Order. These charges were prescribed by the Authority after a detailed consultation with the stakeholders
and obtaining inputs from the industry. The issue of installation charge and activation charge is important in other
platforms as well, where in absence of any ceilings, consumers are being charged arbitrarily for installation and
activation. In some cases, the activation fee being charged for a STB is equal to the cost of the STB itself. It is also
reported that different installation and activation fees are being charged under different schemes for provision of set
top box. Further different activation fee is being levied for SD and HD STB. There cannot be such difference in the
installation and activation fees as per type of scheme or type of STB, as the installation and activation process
remains by and large same.

Some DPOs have commented that installation and the activation charges are dynamic and depend upon various
factors including the geographical considerations. Therefore it should not be regulated and left to the DPOs. The
consumer groups on the other hand have opined that the Authority should consider lowering the prescribed ceiling
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for total of installation & activation charges in the range of Rs. 200/- to Rs. 250/-. The present ceilings for
installation and activation charges were finalized in the TO after a due consultation process and analysis of relevant
data. An amount upto Rs.350/- towards the installation charges and upto Rs.100/- towards the activation charge
were permitted to be charged from consumers in DTH sector. The Authority is of the view that in the interest of
consumers, these prescribed ceilings are required to be retained and applied uniformly across all addressable
platforms. DPOs are free to charge lesser installation and activation fee if they so desire.

Once the services have been subscribed by a subscriber it should be open to him to modify his subscription as per
his preferences, subject to any specific terms and conditions as might have been agreed to at the time of such
subscription. At the same time the DPOs should also not change the composition of his services without request of
the subscriber, unless it is due to conditions beyond their control. The Authority therefore prescribes that DPOs
shall activate the channels and bouquets as may be requested by a subscriber within a reasonable time not
exceeding 72 hours. The deactivation requests shall also be completed within prescribed time frame subject to any
lock in period as agreed at the time of subscription.

In addition to subscriber request, the channels or bouquets may get dropped from the platform for reasons beyond
the control of DPOs. DPOs may also want to drop channels or reconstitute an existing bouquet due to business
concerns. In such cases the subscriber should not get affected adversely. The Authority has therefore prescribed
measures for these different scenarios as explained below.

(i) No DPO shall make any changes in subscription of a subscriber, without obtaining a request from the
subscriber and such request records shall be kept for atleast period of three months. In case of any dispute, such
records shall be preserved by the DPO’s till disposal of such disputes or three months, whichever is later.

(i) In case of dropping of pay channels or bouquets of pay channels of broadcaster, which become unavailable
on the platform of a DPO due to any reason, the Authority prescribes that the DPO will not charge the subscribers
for such pay channels or bouquets of pay channels. DPOs shall not substitute for dropped channels or bouquets as
the case may be without the request from the subscriber.

(iit) If the dropped pay channels happen to be part of bouquet offered by the DPO, in such case the DPO shall
reduce the subscription charges payable by the affected subscribers and the reduction in subscription charges shall
be an amount equivalent to discounted distributor retail price of that channel, taking into account the discount
offered by the distributor on such bouquet.

(iv) Further, a DPO is not permitted to modify the bouquet of a subscriber by dropping or replacing channels
which continue to be available on its platform. The subscriber is restricted to modify the subscription of a-la-carte
channels or bouquets during the lock-in period, if any, for such channels and bouquets as accepted by him at the
time of subscription.

Any change in composition of a bouquet by a DPO when the channels continue to be available on its platform shall
be construed as a formation and introduction of a new bouquet and discontinuation of the earlier bouquet i.e. in case
a channel is dropped from a bouquet, it shall constitute as creation of new bouquet without the dropped channel and
the earlier bouquet that contained the dropped channel shall be deemed to be discontinued. The rules as prescribed
in the regulation for introduction of a new bouquet & dropping of a bouquet shall be followed by DPOs. However,
in case the nature of channel is changed by a broadcaster or the MRP of that channel is increased beyond rupees
nineteen and if such channel is part of a subscribed bouquet, the distributor, irrespective of the lock-in period of the
scheme, shall remove such channel from the bouquet and reduce the subscription charges of that bouquet payable
by such subscriber by an amount equivalent to discounted distributor retail price of that channel, taking into
account the discount offered by the distributor on such bouquet. Further, if any channel included in the subscription
package of a subscriber, is removed by the distributor of television channels due to change of nature or increase in
MRP, such distributor shall not substitute the removed channel with alternative channel in the subscription package
of such subscriber.

In context with above provisions majority of the stakeholders have agreed that there should be a provision for
offering rebate to the subscriber in case of channel subscribed by him is dropped by DPOs due to its non
availability on DPO platform. Some DPOs have suggested that they should be allowed to substitute the dropped
channel after obtaining the consent. However it has been observed that the provision regarding substitution of
similar genre channel has been misused in the past and DPOs often push through the channel that is not wanted by
the subscribers. The Authority is of the view that above provisions adequately safeguards the interests of
stakeholders and therefore prescribes the same in the QoS regulatory framework.

The stakeholders were consulted for extending the existing provision relating to temporary suspension of service
upon the request of subscribers to all addressable platforms. DPOs are of the view that they should be permitted to
charge resumption fee varying from Rs.50 to Rs.100 on each occasion and such suspension may be allowed twice
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in a year limited up to total 4 months period. Accordingly, the Authority has decided that subscribers should be
empowered to suspend their services temporarily and that the existing regulatory framework should be extended to
other platforms also. However, as the DPOs incur certain costs towards processing the request and temporarily
suspending the subscribers from the SMS, they may charge a notional fee. As the work to be done in restoration of
a temporary suspended connection is much lower than the work involved in activation of a new connection, a
restoration fee of Rs. 25/-, one fourth of the activation fee (which is Rs 100/- as per existing regulation) is justified.
If the temporary suspension continues for more than three months, it shall be open to the DPOs to de-activate such
subscriber from the SMS. Thereafter reactivation of service in such a case will attract an activation fee, which may
be upto Rs 100/- (the existing limit of activation fee). It may be clarified here that any subscriber who is not active
for three months shall not be counted towards active subscriber while reporting such information to TRAIL

(6)) Payment defaults by subscriber may also lead to temporary suspension of service. As the DPOs have to
make payments to the broadcasters, irrespective of default at consumer level; timely payments are important for the
seamless revenue transactions along the value chain. As per existing QoS regulations for DTH no charges, other
than charges in respect of CPE, relating to the period during which direct to home services remain discontinued due
to any reason are payable by the subscribers and no reactivation charges for resumption of service are to be levied
by DPOs. This provision has been reviewed and the Authority is of the view that if services to a subscriber are
suspended due to payment default, and such suspension continues for a period more than three months, DPOs may
de-activate such subscriber from the SMS and may charge a fee up to activation fee of Rs 100/- for resumption of
services. In addition to activation fee, DPOs will also be entitled to recover the outstanding dues along with interest
chargeable at a rate not exceeding 2% higher than the base rate notified by State Bank of India from time to time,
on the amount payable by the subscriber for the period of such delay. Further such subscriber shall not be included
in the active subscribers of the DPO if it is not active for last 3 months. The DPOs shall inform such charges, if any,
prescribed by the DPOs for restoration of temporary suspension and activation of service to the subscribers through
websites and customer care programming service.

(i)  No other charges shall be payable by the subscriber during the temporary suspension period, except the rental
charges for the CPE, if it has been obtained under rental scheme. Further any subscriber who remains suspended
beyond three months shall not be counted as an active subscriber of the DPO. These provisions of the draft
regulation have been agreed to by most stakeholders.

Consultations were also held on the issue of disruption in services and how the interests of subscribers can be
protected if there is a continued disruption in services. The existing regulatory framework provides that all
complaints related to “No Signal” are to be resolved within 3 days. This provision is being complied with by the
DPOs. The Authority is of the view that in case any disruption continues beyond 72 hours, the subscriber shall not
be charged for the entire duration of such continued disruption. The period of such disruption shall be counted from
the time a complaint to this effect is registered by a subscriber with the DPO or concerned customer care centre in
case of individual fault and from the occurrence of fault if bulk subscribers are affected. The adjustment to the
subscribers can be provided in terms of equivalent additional subscription days or by providing proportionate credit
to subscriber’s account, as the case may be. In case of likely disruption due to any planned maintenance, DPOs
should give at least 15 days of advance notice to the subscribers.

Shifting of connection from one location to another involves dismantling of CPE, from the subscribers premises
and installing the same to another new location. Logically, process involved in shifting of connection to another
location is similar to providing a new connection in addition to dismantling work. Subscriber details of new
address are to be updated in the SMS and thereafter the services are to be activated. Therefore DPOs incur costs for
shifting of connection also. The Authority is of the view that in case where the dismantling of outdoor equipment is
done by the DPO and the connection is reinstalled at a new location, the DPO may charge an amount not exceeding
twice the installation charges notified by the DPO within the prescribed ceiling. However, in cases where no
shifting of outdoor equipment is involved, DPOs may charge a fee not exceeding the installation charges as notified
by the DPO within the prescribed ceiling.

Comments of stakeholders were sought on how to improve customer care services, consumer complaint and
grievance redressal in the addressable systems and if the customer care centre infrastructure can be outsourced to
another agency keeping in view the constraints faced by smaller DPOs. Stakeholders have suggested that DPOs
should widely publicise their consumer care numbers, toll free number and customer care centre details though
various modes such as advertisement, scrolls on the channels, website, short messaging service, b-mail and
customer care programming service etc. DPOs have also favoured outsourcing of customer care centre. The
Authority therefore permits outsourcing of QoS infrastructure such as website, customer care centre, web based
complaint management system etc but the responsibility of QoS compliance and reporting shall solely lie with
concerned DPO.
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Consultation was held on the issue of accessibility of customer care centre to consumers. DPOs have suggested
varying access time such as 24 hrs, 8.00 to 00.00 hrs, 7.00 hrs to 23.00 hrs, 8.00 hrs to 23.00 hrs etc. Stakeholders
generally supported the view that IVR services and customer care centre may provide option of regional language
in addition to English and Hindi language. It was submitted by one DPO that call volume traffic gets heavily
skewed towards the prime time viewership hours, that is, during 7.00 pm to 10.00 pm and nearly 25% of the entire
day’s call volume is received during these three hours. Therefore it is not sustainable to build capacity on the basis
of these three hours prime time peak as for the rest of the day the resources would remain idle. Accordingly,
stakeholders have requested for review of the bench mark of response time for voice to voice response and
suggested the said benchmark should either be 90% in 90 sec or 95% in 150 sec.

The Authority is of the view that the operational hours of 8.00 to 22.00 hrs for operation of customer care centre
are justified as this period covers normal business hours and prime time for television viewing. DPO may however
extend accessibility hours beyond this period depending on their business requirements. Further, the IVR response
for electronically answered calls shall be 90% calls to be answered within 40 seconds and for voice assisted calls
90% calls to be answered within 90 seconds.

Comments were sought from stakeholders on the issue of recording of subscribers consent for subscriber driven
action related to their subscription. Stakeholders have favoured such provisions in the QoS with recording of the
communication for period of several months. The Authority is of the view that services once subscribed by the
subscriber should not be modified without specific request of the subscriber to do so and such request related
communication should be duly preserved for a period of at least three months. Different methods using registered
mobile number, registered email, call records, IVR records, etc. may be devised for receiving such request.

The issues relating to billing method and billing cycle were consulted with the stakeholders. Majority of the DPOs
were of the view that pre-paid payment system may be encouraged, however choice of implementing pre-paid and
post paid method may be left to them. With regard to billing cycle for pre paid or post paid system, a few DPOs
have suggested that billing cycle for pre paid may be 30 days from the date of activation of services while for post
paid the billing cycle may be a calendar month. Some DPOs have suggested that it should be left to them to decide.
The Authority is of the view that the DPOs or its linked local cable operator, as the case may be, may offer their
services either on pre-paid or post-paid or both pre-paid & post-paid as per their business requirements. The billing
cycle for pre paid shall be 30 days from the date of activation of services while for post paid the billing cycles shall
be a calendar month. In case of pre-paid model, DPOs or local cable operators, as the case may be, shall inform the
amount debited to the subscriber at the end of every billing cycle through electronic means. In case of post paid
billing, a proper bill conforming to the provisions of applicable laws with usage details shall be provided to the
subscribers. The post paid bill can be provided in print form or in electronic form as may be opted by the
subscribers. The subscribers shall also be provided online access through website or other electronic means for
accessing their billing and payment statements for preceding six months without any charge.

In order to protect the interest of consumers, the Authority has consulted with the stakeholder for developing a
consumer friendly common framework of CPE/STB schemes in addressable systems. At present three CPE
schemes viz. outright purchase, hire-purchase and rental schemes have been prescribed by the Authority. This apart,
DPOs have also been permitted to offer other schemes where they generally bundle CPE with the service
subscription. It has been observed that complete details of CPE schemes are not made available to the subscribers
and issues related to ownership and maintenance often lead to disputes.

There is a consensus among the stakeholders that essential information about CPE, namely, price,
guarantee/warrantee, AMC, provision for return and other charges associated with CPE must be transparently
informed to the consumers while offering such schemes. The Authority has analysed the comments of stakeholders
on the issues related to CPE/STB. From a consumer’s perspective, it is of utmost importance that a simplified and
common CPE framework is developed in order to make the consumers well aware of the provisions. Considering
that digitization for the first three phases have been completed to great extent and in the present market scenario,
the Authority is of the view that two mandatory schemes, namely, outright purchase scheme and rental scheme, are
sufficient to cater to the interests of the consumers. Additionally the DPOs may offer other schemes as per their
business concerns.

In the outright purchase scheme the DPO shall declare and notify the retail price of CPE with a guarantee/warranty
period of at least one year during which the subscriber shall not be required to pay any charge towards repair and
maintenance of the CPE. The ownership of the CPE shall remain with the subscriber under this scheme. The DPO
shall also offer an annual maintenance scheme at reasonable price for the CPE provided under such scheme after
the expiry of guarantee/warranty period.
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In the rental scheme, the DPO shall declare and notify the monthly rental amount and other terms and conditions, if
any for CPE. The DPO may specify a refundable security deposit under this scheme as may be considered
appropriate. The ownership of CPE shall remain with the DPO in this scheme. DPOs are also free to form other
schemes as per their business requirement; however the ownership of CPE in rental scheme and other schemes shall
remain with DPO or its linked local cable operator, as the case may be.

In the draft regulations, it was prescribed that DPOs shall be responsible for maintenance of CPE that has been
offered by DPO’s under rental scheme and other schemes (excluding the outright purchase scheme) for a minimum
period of 5 years. Majority of the DPO’s are of the view that repair and maintenance for a period of 5 years would
incur additional expenses to them and it is not financially viable. The Authority has examined this issue keeping in
mind the comments of the stakeholders and consumers interest. It has been observed that repair and maintenance of
CPE is the major bone of contention between the subscribers and the DPO’s. Subscribers have been facing
problems with regard to maintenance and repair of CPE that has been procured under various schemes offered by
DPO’s and they have been charged heavily in case any problem is detected in the CPE. Therefore, a provision
needs to be prescribed to address the issues related to repair and maintenance of CPE during its useful life span,
under the schemes where the ownership of CPE remains with the DPO as a safety net for the subscribers. The
Authority also considered that CPE is an electronic item where life of such equipment is generally 3 to 4 years. The
CPE technology is also changing rapidly due to technical advancements. Hence, it appears reasonable to define
average useful life span of CPE of 3 years. Accordingly, the Authority is of the view that in case of services
obtained under rental scheme and other schemes, it shall be the responsibility of the DPO’s to provide interruption
free services to subscribers for atleast minimum period of three years. The DPOs therefore shall ensure that CPE is
maintained in good working condition during this period. The subscribers during this period of three years shall not
be liable to pay any amount separately towards maintenance of CPE for any incidence of fault, except in cases
where the CPE has been found tampered or physically damaged by the subscriber. The DPOs may include
expenses, if any, likely to be incurred towards maintaining the CPE in good working condition for providing
interruption free services during the prescribed period of three years, in their schemes that are offered to the
consumers.

A few stakeholders submitted that there is no provision in the draft regulations for return/surrender of CPE. In this
regard the Authority is of the view that the ownership of CPE rests with the DPO’s for the rental scheme and the
other schemes being offered by DPO’s. Therefore, the provision of surrender of CPE is inbuilt in the schemes
excluding outright purchase scheme. A provision is also made in the regulations to enable subscribers to surrender
their connection subject to terms and conditions of subscriptions, if any. Subscribers can therefore return the CPE.
A few stakeholders have also highlighted the issue relating to interoperability of STB’s. The Authority has already
initiated an exercise to examine the feasibility of interoperability of STB’s. The Authority would come up with its
view in this matter in due course of time.

As per the existing regulatory framework for DTH service, there is a provision of levying visit charges after
guarantee/warrantee period in connection with visits for servicing of CPE at subscriber premises. The DTH
operator are permitted to charge an amount not exceeding rupees two hundred and fifty as visitation charge per
complaint. There is no such provision in cable TV services. In the consultation, most of the DPOs have supported
levying visit charges from the subscribers for visits related to maintenance activity to be undertaken at subscriber
end. A few DPOs have also suggested that it may be left to market forces to decide visit charges. After examining
the comments it is observed that in the DTH the visit charges is prescribed for the external equipment like PDA,
LNBC which may get disturbed due to faults not directly attributable to the DPO. Such charges are not applicable
to problems related to STB, which is an indoor equipment like in case of cable connection. MSOs/HITS operators
are of the view that there should not be any discrimination amongst DPOs in regard to levying of visitation charges
and they should also be allowed to levy visiting charges. One consumer organization submitted that visiting
charges should be made on the basis of categories of cities. Therefore, the matter has been examined by the
Authority and it is decided that DPO’s providing direct to home services may charge an amount not exceeding
rupees two hundred and fifty as visit charges for registered complaints requiring visit of a person to subscriber’s
premises for maintenance, provided that no visiting charges shall be levied for complaints relating to STB. Such
visiting charge shall not be debited from the pre-paid subscription account of the subscriber and receipt for payment
made towards such charges shall be issued to the subscriber by the DTH operator.

Consultations were held with stakeholders on various methods that can be useful for increasing the consumer
awareness. Stakeholders have suggested that awareness can be done through various means such as scrolls, short
messaging service, websites, advertisements across mass media, etc.

At present, the consumer awareness related information is being provided by DPOs in different format and manner
which is not easy to access and understand by the consumers. The Authority is of the view that if this information
is standardised and it is provided to the consumers in a uniform manner, it will result in better publicity and
improved education of consumers. As per existing regulatory provisions, the DPOs are mandated to set up their
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websites which can be effectively used for dissemination of this standardized information. Accordingly, in the
consultation paper, the Authority had suggested for having a dedicated “Consumer Corner” link on the home page
of DPO website. The page shall also contain login provisions for existing subscribers who may be provided access
to additional information specifically related to them under subscriber corner. The essential information to be
displayed under the consumer corner and subscriber corner was also put up for comments of stakeholders. DPOs
have welcomed and shown agreement towards the suggested measures.

The Authority has also prescribed various other provisions for publicity of information and consumer awareness in
the draft regulations which inter-alia include customer care programming service and public awareness campaign
by DPO’s and broadcasters. The stakeholders have agreed with these provisions.

Dissemination of information related to TV broadcasting services through dedicated customer care programming
service can be an effective communication method. Therefore, the Authority is of the view that DPOs should
provide customer care programming service for dissemination of service related information to their subscribers.
Further, the Authority is also of the view that if a uniform LCN number (say 999) is assigned by all DPOs for their
respective customer care programming service, it would be consumer friendly and help in creating wider publicity
to such provision.

The Authority had already issued order for prohibition of on screen display by DPO’s for giving notices to
subscribers about disconnection or discontinuation or non-availability of TV channels. The Authority is of the view
that such notices can be provided by DPO’s through text scrolls at the bottom of the TV screen. However, the size
of such scrolls should not affect the viewing experience of the subscribers. Frequency of such scrolls should also be
limited so that viewing experience is not adversely affected.

Comments of stakeholders were sought on the technical parameters for various addressable systems. Majority of
the stakeholders are of the view that existing technical parameters and standards for transmission are sufficient and
there is no requirement to modify the same. Accordingly, the Authority has prescribed certain technical standards
to be complied with by DPO’s and broadcasters in the draft regulations which were agreed to by the stakeholders.

The stakeholders were consulted on the requirement of MoP and consumer charter to be provided to consumers
which is required as per the existing regulatory framework. While agreeing that MoP should be made available to
the subscriber, stakeholders suggested that the same may be provided in electronic form, via e-mail and through
various electronic means. Therefore, the Authority is of the view that MoP should be publicised by DPO’s on their
website and may be provided electronically to the subscribers. The information contained in the MoP and consumer
charter is almost similar in nature. Therefore, Authority is of the view that provision of Consumer charter is not
required.

As per the new regulatory framework for interconnection, broadcasters are required to declare their channels in any
one of the nine genres viz. (1) Devotional (2) General Entertainment, (3) Infotainment, (4) Kids, (5) Movies, (6)
Music, (7) News and Current Affairs, (8) Sports, (9) Miscellaneous. In the regulatory framework for
interconnection, certain provisions have been made in regard to listing of channels in the EPG. These regulations
provide that DPOs shall assign a unique number for each channel available on its platform and such number shall
not be altered by the DPO for a period of at least one year. DPOs are also required to place the channel in the EPG
in such a way that channels of same genre as declared by the broadcaster are placed consecutively and one channel
shall appear at one place only. Further, all television channels of the same language within the same genre shall
appear together consecutively in the EPG.

EPG enables the subscriber to identify the Logical Channel Number of each channel available on the DPO
platform. Therefore, the manner of display of channel in the EPG assumes significant importance to the subscriber.
Accordingly, certain provisions were made in the draft QoS regulations as to how channels are displayed in the
EPG by the DPOs. The intent of these provisions is to make subscribers aware of the name and price of all channels
being carried by the DPOs so as to enable them to make informed decision for selection of channels. Further, these
provisions would also enable the subscribers to easily identify the channels which they have subscribed. In the draft
QoS regulations, it has been prescribed that every DPO shall display all channels (both pay and FTA channels)
available on its platform in the EPG under the respective genre as declared by the broadcasters along with
applicable a-la-carte MRP. It has been further prescribed that such display of a-la-carte prices for pay channels shall
be their respective MRP declared by the broadcaster. In case of FTA channels, DPOs shall display “zero” for the
price of the channel.

DPOs are in agreement with the provision of display of all channels in the EPG. However, majority of the DPO’s
are of the view that since MRP, as per the draft tariff order, varies from region to region, it would not be feasible to
display MRP for the pay channels in the EPG. A few stakeholders have suggested that there should be sub
categorisation within each genre for easy access to the channels by the subscribers. One DPO submitted that display
of zero pricing of FTA channel should be done away with.
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The Authority has reviewed the matter and region based pricing of the channel as prescribed in the draft tariff order
has been done away with. Therefore, the concerns expressed by the DPOs regarding difficulty for display of
channels in the EPG due to variation of regional MRP pricing of channels has been addressed. The Authority is of
the view that DPOs should display all channels available on their platform in the EPG with their names and their
respective MRP, in case of FTA channels, the Authority is of the view that “Free” should be displayed against the
name of the FTA channels in the EPG.

Further, the Authority finds merit regarding the suggestion of the stakeholders that there should be sub
categorisation within each genre. As already mentioned, the Authority has prescribed nine genres for regulating the
tariff. From the subscriber’s point of view, sub-genre would enable them to easily navigate to similar channels
available on the platform. Therefore, the Authority is of the view that DPOs should define the sub-genre within a
particular genre on the basis of language, region, etc and the channels under sub genre should be grouped together
and assigned logical channel numbers accordingly. It should be ensured that channels of same language are grouped
together within sub-genre of a particular genre. It is further explained that in case the genre of a channel is changed
by a broadcaster, the DPOs shall according to the regulation display the channel in appropriate genre. This will
make EPG more consumers friendly insofar as selection of TV channels is concerned. The Authority expects that
this manner of display of channels in the EPG by the DPOs will bring in greater visibility and transparency in
informing the subscribers about all channels that are available on the platform.

In order to ensure good quality of TV broadcasting services to the subscribers, it is of paramount importance that
the provisions of QoS regulation are complied by the DPOs and the local cable operators. It would be appropriate if
the DPOs designate a compliance officer for generating awareness within their organisation regarding the
provisions of the regulations and facilitating creation of required infrastructure and practices. The compliance
officer will ensure timely submission of reports and information to the Authority. Here it is important to note that
the role and responsibilities of the compliance officer shall be without prejudice to the provisions of the Act with
regard to the responsibilities of the DPOs towards regulatory reporting and compliance.

In the consultation paper, the stakeholders were asked to offer their comments on the feasibility of building a
framework for carrying out audit of DPOs for verifying QoS compliance and for conducting surveys towards
assessment of QoS perception of the consumers. The stakeholders have supported these suggestions. The Authority
is of the view that since the broadcasting sector is at the cusp of digital transition, it may take sometime for the
industry to get stabilised. Further, the industry may also require time to get adjusted in the new regulatory
framework propounded by the Authority in respect of tariff, interconnection and QoS. In such a scenario, the
Authority may consider and prescribe such measures regarding conduct of audit and surveys for QoS in due course.
Consultations were held with the stakeholders as to whether any financial disincentives for QoS non compliance
are to be imposed for violation of QoS provisions. In the draft regulation, the financial disincentives prescribed for
MSOs/LCOs in addressable TV services were made applicable across all platforms. One stakeholder submitted that
unless TRAI ensures compliance of QoS regulations at the end of DPOs, any attempt to implement the tariff order
and/or Interconnect Regulations would have an adverse and cascading impact on all stakeholders. Another
stakeholder submitted that there are no punitive measures prescribed in the regulations in the form of financial
disincentives and/or recommendation of cancellation of licence in the event of default. Therefore, the Authority has
made provisions for designating a Compliance Officer by DPOs who would ensure the compliance of QoS norms
prescribed in these regulations. It is observed that the broadcasting services related to television are being delivered
to consumers through digital addressable systems in most areas of the country and the process of digitization is
expected to be completed by completion of phase-IV. In case of major DPOs, the basic infrastructure for
implementing the QoS regulations is already available on ground. However, in case of smaller MSOs, adequate
timeframe may be required for implementation of the framework. The Authority will continue to monitor the
implementation and compliance of the QoS provisions by the DPOs and if required, and review the matter at
appropriate stage for consideration of financial disincentive for non compliance of prescribed QoS provisions and
benchmarks.

These Regulations shall come into effect after 180 days from the date of their publication in the Official Gazette.
The Authority is aware that, as on the date of publication of these regulations in the Official Gazette, there would
be large numbers of packages, bouquets/channels and plans subscribed by existing subscriber based upon the
framework of earlier QoS regulations. Therefore to protect the interests of consumers as well as DPOs and to
enable a smooth transition from the old regulatory framework to the new one, the Authority has provided a time up
to 180 days to either discontinue or modify all their existing packages, bouquets/channels and plans in compliance
with the provisions of the regulations and the tariff orders. The DPOs are advised to modify their existing packages,
bouquets/channels and plans well in advance before commencement of these regulations so as to ensure adequate
publicity and awareness amongst the subscribers. Accordingly, the Authority is of the view that the provisions
related to offering of services, CPE scheme, Customer Care Centre, Customer Care Programming Service and
website are implemented within 120 days from the date of publication of these regulation in the Official Gazette. It
is also necessary that an aggressive public awareness campaign should be conducted by DPOs in regard to the
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provisions that are having direct bearing on the consumers during the transition period so as to enable the
consumers to make informed decision for subscribing broadcasting services related to television. The Authority is
conscious of the fact that the existing subscribers should not face any undue inconvenience and hardships while the
DPOs move from the existing QoS framework to the new regulatory framework. Therefore, DPOs are required to
ensure that necessary changes in the infrastructure and services to be offered in the new regime are implemented
well in advance for the smooth transition.
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