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Telecom Consumers Charter 

 

 

a) Name and address of the Service Provider:-   TATA COMMUNICATIONS LTD. 
 REGD OFFICE – VSB, MG ROAD, FORT, MUMBAI – 400 001. 

 

b) Services offered  
 

Broadband Service via License No. : 820-7/2002-LR dated 03 /05/2002 

  

 Geographic areas:- As given in Annexure 2        

                

c) Terms and conditions of service offered by the Service Provider 
 

         GENERAL TERMS AND CONDITIONS FOR SERVICES 

 

The General Terms and Conditions for use of Internet, Applications & Services and other products offered by 

TCL from time to time (collectively referred to as the ‘Services’) are applicable to Customer Acquisition Form(s) 

(“CAF”) entered into between Customer and Supplier (herein “TCL”/”Supplier”/’Service Provider”) and for the 

Customers subscribed to the services offered by TCL through various channels including but not limiting to its 

online Portal(collectively referred to as ‘Customers/Orders’). 

Each CAF or acceptance (in case of online subscription), when submitted by Customer and accepted by the 

Supplier, shall incorporate and shall be subject to these General Terms and Conditions for Delivery of Services 

(hereinafter referred to as the "Terms and Conditions"). The Service Provider and Customer are sometimes 

hereinafter individually referred to as a "Party" and collectively, as the "Parties". TCL may make changes to 

these Terms from time to time and the same will be updated in the website also at 

http://www.tatacommunications.com/sme. Customer understands and agrees that if he uses the Services 

after the date on which the terms have changed, TCL will treat his use as acceptance of the updated Terms. 

The Terms and Conditions contained herein shall be applicable to all the services offered by TCL unless 



 
 

  
 
 

                         Page 2 
of 55 

 

 

specifically mentioned otherwise. These terms form a legally binding agreement between the Customer and 

TCL. 

 

1. INCORPORATION OF OTHER DOCUMENTS 

The Parties expressly acknowledge and agree that, depending on the type of Services ordered by Customer, 

certain Service Schedules will be applicable to Customer’s use and Service Provider’s delivery of said Services. 

 

2. DEFINITIONS 

 

• "Affiliate" means an entity that now or in the future, directly or indirectly controls, is controlled by or is 

under common control with a Party. For purposes of the foregoing, "control" shall mean the ownership of 

more than fifty percent (50%) of the (i) voting power to elect the directors of the said entity, or (ii) ownership 

interest in said entity. 

 

• “Customer” or "Company" means the entity so named on the CAF (if any). 

 

• "Customer Premises" means the location or locations occupied by Customer or its end users to whom the 

Service is delivered. 

 

• "Customer Technology" means the Customer's proprietary technology, including, without limitation, all text, 

pictures, sound, video, and log files, Customer's software (in source and object forms), user interface designs, 

architecture and documentation (both printed and electronic), know-how, and any related intellectual 

property rights throughout the world (whether owned by the Customer or licensed to the Customer from a 

third party). 

 

• "End Users" means any person or entity deriving use of the Services through the Customer, including, but 

not limited to the Customer, an Affiliate of the Customer or a customer of the Customer. 
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• "Facilities" means any and all devices supplied by the Supplier that are used to deliver the Service Provider 

Services, including but not limited to all terminal and other equipment, wires, fiber optic cables, lines, circuits, 

ports, routers, switches, cabinets, racks, private rooms and the like. Facilities shall not include any such 

devices sold to Customer by the Service Provider or owned by the Customer. 

 

• "Force Majeure Event" is any cause beyond a Party's reasonable control, including, without limitation, acts 

of war, acts of God, earthquakes, hurricanes, floods, fire or other similar casualty, embargo, riot, terrorism, 

sabotage, strikes, governmental act, insurrections, epidemics, quarantines, inability to procure materials or 

transportation facilities, failure of power, restrictive governmental laws or regulations, court orders, 

condemnation, failure of the Internet or other reason of a like nature not resulting from the actions or 

inactions of a Party. 

 

• "Governmental Authority" means any national, state, regional, city, municipal, local, territorial, or any 

department, agency, bureau or other administrative or regulatory body obtaining authority from any of the 

foregoing, including without limitation, courts, public utilities and communications authorities. 

 

• "In Service Notification" or “Connection Notice” means a written notice from Service Provider to Customer 

that the Service ordered has been installed by the Supplier and has been tested and is functioning properly in 

accordance with the Supplier’s specifications for the Service. 

 

• "Interest Rate" means 1.5% per month or if such amount is not permitted by law then the highest rate 

permitted by law.  

 

• "Local Loop" means the connection between the Customer Premises and a Service Provider’s Point of 

Presence. 

  

• "Customer Acquisition Form” or “CAF" means the form(s) signed by Customer in order to subscribe to TCL 

Services and governed by these Terms and Conditions. 
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• “Personal Information” means any information that may identify an individual or an entity. 

 

• "Service Commencement Date" means (i) the date the Customer has accepted or has been deemed to have 

accepted the Services in accordance with the provisions of the Service Schedule; or (ii) the date the Customer 

begins using the Services, other than for testing purposes, whichever date is earlier. 

 

• "Services Fees" means charges for Supplier’s / Service Provider’s Services (including, but not limited to, 

monthly recurring charges and non-recurring charges) as identified and agreed to by the Customer in the 

CAF(s) or Service Schedules, as applicable. 

 

• "Service Schedules” means the forms so entitled and applicable to each Service ordered by the Customer 

pursuant to the CAF. 

 

• "Service Provider Network" means the telecommunications network consisting of fibers and optical and 

transmission equipment or any other form, which is owned and/or leased and operated and maintained by 

the Service Provider or its Affiliates. 

 

•"Service Provider Point of Presence" means data center space owned or leased by the Service Provider or any 

of its Affiliates for the purpose of, among other things, locating and collocating communications equipment 

and to which the Service Provider Network is directly connected. 

 

• "Service Provider Services" or "Services" means any and/or all the services set forth in the CAF, to be 

provided by the Supplier/Service Provider to the Customer. 

 

• "Service Provider Technology" means the Service Provider's proprietary technology, including, without 

limitation, Service Provider Services, software tools, hardware designs, algorithms, software (in source and 

object forms), user interface designs, architecture, class libraries, objects and documentation (both printed 
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and electronic), network designs, know-how, business methods, and any related intellectual property rights 

throughout the world (whether owned by the Service Provider or licensed to the Service Provider from a third 

party). 

 

• "Term" means the period of time, if any, as set forth in the relevant CAF, during which the Service Provider 

and the Customer are obligated to perform under these Terms and Conditions. 

 

3. SUPPLIER /SERVICE PROVIDER SERVICES 

 

3.1 General: Customer may submit signed CAF, which constitutes an offer to buy the Service Provider Services. 

The Service Provider can accept that offer (at which time both the Customer and the Service Provider are 

legally bound) by the delivery of the Services. Except as otherwise agreed by the Parties, the Customer shall 

not be obligated to submit, nor shall the Service Provider be obligated to accept, any CAF.  

 

3.2 Credit Approval and Deposits: Service Provider reserves the right to carry out a credit check of the 

Customer at any time prior to acceptance of the CAF or during the term of the services. The Customer hereby 

authorizes, and shall assist, the Service Provider in obtaining information about the Customer’s commercial 

activities and financial condition from third parties, including, without limitation, banks, credit reporting 

agencies and other businesses that provide like information. Upon the Service Provider’s request, the 

Customer will make a deposit, or other security for the payment of charges as specified by the Service 

Provider, (i) as a condition to the Service Provider’s acceptance of any CAF, or (ii) in the event the Customer 

fails to comply with the payment terms twice in any twelve (12) month period, as a condition to the Service 

Provider’s continuation of delivery of any Service. The deposit will be held by the Service Provider as security 

for payment of the Service Fees. When Service to the Customer is terminated, the amount of the deposit will 

be credited to the Customer’s account and any remaining credit balance will be refunded within sixty (60) days 

of such termination. Customer acknowledges and agrees that any failure by it to comply with any request 

made by the Service Provider under this Section shall constitute a material breach of these Terms and 

Conditions. 

 

3.3 Term/Service Fees. The Term and Service Fees for each Service Provider Service ordered under these 

Terms and Conditions shall be set forth in each CAF (and/or the Service Schedules) and the Customer agrees to 
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pay for the Service Provider Services for such period of time or such longer time as the Customer actually uses 

the Service Provider Services. In the event that the Service Provider permits the Customer to continue to use 

the Service Provider Services after the end of the Term, set forth in the CAF, then the Term will automatically 

renew for successive one (1) year periods, and may be terminated at the end of the Term or any renewal term 

by either Party, by providing not less than thirty (30) days prior written notice of such termination to the other 

Party. 

 

3.4 Payment. Unless otherwise agreed to between the Parties in writing, billing for the Service Provider 

Services shall commence on the Service Commencement Date regardless of whether the Customer is 

otherwise prepared to accept delivery of the Services. The Service Provider shall invoice all Service Fees, 

monthly (partial months will be pro-rated based on a calendar month) in advance except for charges that are 

dependent on usage, which shall be billed in arrears and/or as per the billing model of the services and terms 

of payment/security at the sole discretion of the Supplier. The Customer shall pay all amounts due within the 

due dates, as per the invoice thirty (30) days from the date of invoice, to the Service Provider from time to 

time. Any amount due but not received by the Service Provider will accrue interest from the due date of 

payment to the actual date of payment, at the Interest Rate (pro-rated on a daily basis). Furthermore, the 

Service Provider shall have the right to set off any amounts due hereunder, which are not paid when due, 

against any amounts owed to the Customer or its Affiliates by the Service Provider or its Affiliates pursuant to 

this Agreement or any other agreement between the Parties. Non-payment of bill/other dues to TCL with 

respect to the Services within the stipulated time would entail disconnection of services. 

 

3.5 Taxes and Fees. 

(a) All charges for Services are net of applicable taxes. Except for taxes based on the Service Provider's net 

income, the Customer will be responsible for payment of all applicable VAT, GST, consumption tax, use, excise, 

access, bypass, franchise, regulatory or other like taxes, fees, charges or surcharges, whether now or hereafter 

enacted, however designated, imposed on or based on the provision, sale or use of the Service Provider 

Services (hereafter "Taxes"). For the avoidance of doubt, the Customer shall reimburse the Service Provider 

for any regulatory fees charged to the Service Provider by any Governmental Authority or agency, including 

Telecom Regulatory Authority of India, in connection with Service(s) provided hereunder. In the event that any 

regulatory fees are imposed on the Service Provider in connection with the Service(s) 

provided hereunder, the Service Provider shall provide the Customer with an invoice for such regulatory fees 

along with supporting documentation and the Customer shall pay against such invoice within thirty (30) days 

from the date of the same. To the extent the Customer is, or believes it is, exempt from payment of certain 

Taxes, it shall provide to the Service Provider a copy of a valid tax exemption certificate. The Service Provider 
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will give effect to all valid exemption certificates in the next full billing cycle following receipt of the certificate 

from the 

Customer, but only to the extent the Service Provider is permitted to do so under applicable laws. 

Notwithstanding the foregoing, in the event that the Customer’s exemption certificate is or becomes invalid 

during the Term, and the Service Provider is assessed or responsible for additional Taxes, penalties or late 

charges, the Customer himself shall be responsible for such charges.  

 

(b) If the Customer is or was required by law to make any deduction or withholding from any payment due 

hereunder to the Service Provider, then, notwithstanding anything to the contrary contained herein, the gross 

amount payable by the Customer to the Service Provider will be increased so that, after any such deduction or 

withholding for Taxes, the net amount received by the Service Provider will not be less than the Service 

Provider would have received had no such deduction or withholding been required. If any taxing or 

Governmental Authority asserts that the Customer should have made a deduction or withholding for or on 

account of any Taxes with respect to all or a portion of any payments made hereunder, or that the Service 

Provider should have collected certain Taxes from Customer which the Service Provider did not collect, the 

Customer hereby agrees to indemnify the Service Provider for such Taxes and hold the Service Provider 

harmless on an after-tax basis from and against any Taxes, interest or penalties levied or asserted in 

connection therewith.  

 

3.6 Disputed Bills. In the event the Customer disputes in good faith any portion of Service Provider’s invoice, 

the Customer must pay the undisputed portion of the bill and submit a written claim for the disputed amount, 

documenting the basis of its claim. All claims must be submitted to the Service Provider within forty-five (45) 

days of receipt of billing for those Service Provider Services. The Customer acknowledges that it is able to and 

that it is reasonable to require the Customer to dispute bills within that time and the Customer therefore 

waives the right to dispute the charges not disputed within the time frame set forth above.  

 

3.7 Fraudulent Use of Services. The Customer will be solely responsible for all charges incurred respecting the 

Services even if such charges were incurred through or as a result of fraudulent or unauthorized use of the 

Services.  

 

3.8 Credit Limit. Customer shall be subject to the credit limit (the “Credit Limit’) as may be specified in the 

CAF(s) or by way of subsequent communication by the Service Provider. The Credit Limit may be varied only 
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with the written approval of Service Provider. At no time shall the sum of the outstanding invoiced amounts 

plus the unbilled accrued amounts payable by the Customer exceed its Credit Limit. 

 

3.9.i Depending upon type of service and business model of TCL, the Customer, while subscribing to the TCL 

Services, agrees to furnish a Performance Bank Guarantee (hereinafter “said BG”) from a nationalized bank or 

a Bank as specified by TCL for an amount as decided by TCL at its sole discretion, to avail uninterrupted 

services beyond the usage limit for which the usage charges have been already paid by the Customer. 

 

3.9.ii. The Customer, at all times, shall ensure that the said BG is valid and operational during the entire 

tenure, the Customer is availing the TCL services till the full and final settlement of the account after 

termination of the services by either party.  

 

3.9.iii. The Customer shall promptly ensure all the payments as and when they are due. Any Default in this 

regard shall be treated as a breach of the terms of TCL services. 

 

3.9.iv. TCL shall be entitled to encash the said BG immediately upon the Customer committing breach of the 

obligations set forth in the Customer Acquisition Form (CAF) or upon breach of the payment terms as agreed 

by the Customer at the time of subscribing to TCL services. 

 

3.9.v. Notwithstanding anything contained herein, TCL, at its sole discretion, shall be entitled to specify, 

enhance or reduce the usage limit of the Customer, at any point of time, beyond the usage limit for which the 

usage charges have been already paid by the Customer. 

 

3.10 Customer-Provided Equipment and Customer Configuration. The Service Provider will not be responsible 

for the operation or maintenance of Customer provided and/or Customer-configured equipment. The 

Customer shall be solely responsible for the compliance of its own equipment with applicable standards and 

for obtaining any necessary approvals or authorizations prior to its use. The Service Provider will not be 

responsible for the transmission or reception of signals by Customer-provided equipment or for the quality of, 

or defects in, such transmission or reception. The Customer shall ensure that Customer-provided equipment 

does not interfere with or otherwise degrade the operation of the Facilities or the Service Provider Network. 



 
 

  
 
 

                         Page 9 
of 55 

 

 

The Service Provider shall have full control over the configuration of the Service Provider Network used in 

providing the Service and shall be entitled to alter the configuration. 

 

3.11 Services Provided by Service Provider Affiliates. If a CAF requires the provision of Service to the Customer 

in a jurisdiction other than a jurisdiction within which the Service Provider is authorized to provide services, 

such Service may be provided to the Customer by an Affiliate of the Service Provider and the Service Provider 

acts as the agent of that Affiliate for the Services in that jurisdiction. Where an Affiliate of the Service Provider 

is providing the Service, then the relevant Service Provider Affiliate has the right to demand a letter of 

authorization (“LOA”) and/or such other documents from the End User in a format prescribed by the Service 

Provider Affiliate. The LOA may require the End User to comply with all laws, rules and regulations and give 

the Service Provider Affiliate a right to inspect the premises of the End User to ensure compliance and 

terminate the Service in the event of any non-compliance. The Service Provider and the Service Provider 

Affiliate shall have no obligation to provide any Service until it receives such LOA. If a CAF requires the delivery 

of Service, in order for such a CAF to be enforceable, additional terms must be added, the Parties shall 

incorporate such additional terms in the CAF (preserving to the fullest extent these Terms and Conditions). 

 

3.12 Services Provided by Third Parties. The Service may be provided in conjunction with other “Third Party 

Service Providers”. The Service Provider’s obligations under this Agreement do not apply, unless otherwise 

specified, to the services provided by any Third Party Service Provider, for use in accessing the Service and in 

addition to these terms and conditions, the Customer is also governed by the respective End User License 

Agreement of the respective third parties.  

 

4. RESALE AND USE OF SERVICES 

4.1 Resale of Services. The Customer shall not have any right to market and/or rebrand the Services purchased 

by it as its own product and services, and/or to resell or sublicense the Services to End Users unless it has all 

required legal and/or regulatory licenses and written consents from the Service Provider as well as from all 

relevant Governmental Authorities. The Customer shall strictly comply with all the legal and/or regulatory 

licenses and consents from all relevant Governmental Authorities with respect to the resale of Services. The 

Customer shall be solely responsible and liable for any misuse of Services in respect of the Customer’s resale 

of Services and shall indemnify and hold harmless the Service Provider against any and all claims or 

proceedings from such resale or sublicense of Services by the Customer. In case of unauthorized resale or 

sublicense of Services the Customer shall not (i) refer to Service Provider in any marketing or service literature 

except with the Service Provider's prior written consent; or (ii) act or purport to act on behalf of the Service 
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Provider; or (iii) any resale or sublicense by Customer of the Services shall not relieve Customer of its 

obligations under any 

applicable CAF or these Terms and Conditions. 

 

5. OBLIGATIONS OF THE PARTIES 

5.1 Representations and Warranties of Customer. The Customer represents and warrants that (i) it has the 

legal right and authority, and will maintain the legal right and authority during the Term, to install and use the 

Service Provider Services as contemplated hereunder; (ii) the performance of the Customer's obligations 

under these Terms and Conditions and use of Service Provider Services will not violate any applicable law, rule 

or regulation or any applicable manufacturers' specifications or otherwise unreasonably interfere with the 

Service Provider's customers' use of the Service Provider Services or Network, and (iii) the Customer is 

authorized and has completed all required corporate actions necessary to execute the applicable CAF(s). 

 

5.2 Registration with Department of Telecommunications(DoT) under Other Service Providers(OSP) Category: 

As per the guidelines issued by the DoT from time to time, Other Service Providers(OSP), such as Call Centers 

(both international and domestic), Network Operation Centres, Vehicle Tracking Systems, telebanking, tele-

medicine, tele-trading, e-commerce, etc., shall have to be registered with DoT for their respective services and 

location of operations. Any liability including civil and criminal liability for providing the said services without 

registration with DoT shall be treated as unauthorized use and any resulting event connected thereto shall be 

the Customer’s sole responsibility and TCL shall be constrained to withdraw its services without any further 

notice in such eventuality and without any liability on its part. 

 

5.3 Representations and Warranties of the Service Provider. The Service Provider represents and warrants that 

(i) it has the legal right and authority, and will maintain the legal right and authority during the Term, to 

provide the Service Provider Services ordered by the Customer hereunder; (ii) the performance of Service 

Provider's obligations under these Terms and Conditions will not violate any applicable law, rule or regulation; 

and (iii) the Service Provider is authorized and has completed all required corporate actions necessary to 

execute the 

applicable CAF(s). 
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5.4 Customer Premises. The Customer will allow the Supplier access to and use of the Customer Premises to 

the extent required by the Supplier for the installation, connection, inspection and scheduled or emergency 

maintenance or removal of the Facilities relating to the Services. The Service Provider shall have a right to 

inspect any Customer Premises or any premises used by an End User to ensure that the Customer and/or End 

User is complying with all applicable laws, rules and regulations. Any such inspection or non-inspection 

however, shall not relieve the Customer of any of its duties under these Terms and Conditions nor 

shall it cause the Service Provider to waive any of its rights hereunder or impose any duty, obligation or 

liability onto the Service Provider. The Customer represents to the Service Provider that the Customer has 

obtained or will obtain, on a timely basis, all permissions and consents from third parties necessary to  allow 

the Service Provider access as set forth herein, including permission to cross real property to access the 

Customer Premises. Customer will be 

responsible for providing and maintaining, at its own expense, the level of power, heating and air conditioning 

necessary to maintain the proper environment for the Facilities on the Customer Premises. The Customer will 

provide a safe place to work and comply with all laws and regulations regarding the working conditions on the 

Customer Premises. In the event that the Customer fails to meet its obligations regarding the Customer 

Premises hereunder and, as a result, the Service Provider is unable to install or continue the delivery of 

Services, then (notwithstanding the absence of Services) the Customer will pay all charges for such Services 

during such time. Except for emergency repairs or for inspection at the instruction of Governmental Authority, 

the Service Provider will notify the Customer seven (7) days in advance of any regularly scheduled 

maintenance that will require access to the Customer Premises.  

 

5.5 Acceptable Use Policy. Customer's use of Service shall at all times comply with the Service Provider's then-

current Acceptable Use Policy ("AUP”) and Privacy Policy, as amended by the Service Provider or Third Parity 

Service Provider, as the case may be and communicated in writing to the Customer from time to time and 

which are available on the Service Provider’s website (www.tatacommunications.com). The Customer hereby 

expressly acknowledges that it has reviewed, understands and accepts the Service Provider’s AUP and the 

rights of the Service Provider as set out in the respective AUP. 

 

5.6 Customer Network Security. The Customer is responsible for maintaining the security of its internal 

network from unauthorized access through the Internet. The Service Provider shall not be liable for 

unauthorized access to the Customer’s network or other breaches of the Customer’s network security. 

 

6. OWNERSHIP 



 
 

  
 
 

                         Page 12 
of 55 

 

 

6.1 Intellectual Property. The Customer is and shall remain exclusively entitled to all right and interest in and 

to all Customer Technology and its confidential information, and the Service Provider is and shall remain 

exclusively entitled to all right and interest in and to all Service Provider Technology and its confidential 

information. Neither Party shall, directly or indirectly, reverse engineer, decompile, disassemble or otherwise 

attempt to derive source code or other trade secrets from the property of the other Party. 

 

6.2 Facilities. Except as otherwise agreed in writing, title to all Facilities shall remain with Supplier. The 

Supplier will provide and maintain the Facilities in good working order. The Customer shall not, and shall not 

permit others to, change, rearrange, disconnect, remove, repair, attempt to repair, or otherwise tamper with 

any Facilities, without the prior written consent of the Service Provider. The Customer shall ensure that the 

Facilities shall not be used for any purpose other than that for which Service Provider provides them. The 

Customer shall not take any action that causes the imposition of any lien or encumbrance on the Facilities. In 

no event will the Service Provider be liable to the Customer or any other person for interruption of service or 

for any other loss, cost or damage caused or related to improper use or maintenance of the Facilities by the 

Customer or third parties provided access to the Facilities by the Customer. While accessing certain Services, 

depending upon the contractual terms and understanding with the respective alliance partners, 

advertisements/promotions 

shall be displayed. The Customer agrees that he/she has no objection of any kind or manner to the placement 

of such advertisements/promos, etc., while using or availing the said services. 

 

7. LIABILITY AND LIMITATION OF LIABILITY 

7.1 Indemnification. Each Party shall indemnify the other from (i) any claims by third parties (including 

Government Authority) and expenses including legal fees and court costs respecting (i) damage to tangible 

property, personal injury or death caused by such Party’s negligence or willful misconduct; (ii) a breach by 

either Party of Section 5.1 (ii) and 5.2 respectively; and (iii) in the event of any End User being in breach of any 

applicable law rule or regulation. 

 

7.2 Damages. NOTWITHSTANDING ANY OTHER PROVISION HEREOF, NEITHER PARTY SHALL BE LIABLE FOR ANY 

INDIRECT, INCIDENTAL, SPECIAL, CONSEQUENTIAL, EXEMPLARY OR PUNITIVE DAMAGES (INCLUDING BUT NOT 

LIMITED TO DAMAGES FOR LOST PROFITS, LOST REVENUES, LOSS OF GOODWILL, LOSS OF ANTICIPATED 

SAVINGS, LOSS OF CUSTOMERS, LOSS OF DATA, INTERFERENCE WITH BUSINESS OR COST OF PURCHASING 

REPLACEMENT SERVICES) ARISING OUT OF THE PERFORMANCE OR FAILURE TO PERFORM UNDER ANY 
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CUSTOMER ORDER OR THESE TERMS AND CONDITIONS, WHETHER OR NOT CAUSED BY THE ACTS OR 

OMISSIONS OR NEGLIGENCE OF ITS EMPLOYEES OR AGENTS, AND REGARDLESS OF WHETHER SUCH PARTY 

HAS BEEN INFORMED OF THE POSSIBILITY OF THE LIKELIHOOD OF SUCH DAMAGES; PROVIDED HOWEVER, 

THAT THE FOREGOING LIMITATIONS SHALL NOT APPLY TO THE PARTIES’ INDEMNITY OBLIGATIONS 

CONTAINED HEREIN 

 

7.3 Personal Injury and Death. Nothing in these Terms and Conditions shall be construed as limiting the 

liability of either Party for personal injury or death resulting from the negligence of a Party or its employees.  

 

 

7.4 Limitation. Service Provider’s sole liability and Customer’s sole remedy for damages arising out of the 

furnishing or the failure to furnish Service Provider Services (including but not limited to mistakes, omissions, 

interruptions, failure to transmit or establish connections, delays, errors or other defects) is limited to any 

applicable credit allowances due and/or Customer's right to terminate a particular Service under the 

applicable Service Level Guarantee as set forth in the relevant Service Schedules. 

 

7.5 Disclaimer of Warranties. EXCEPT FOR WARRANTIES EXPRESSLY MADE IN THESE TERMS AND CONDITIONS, 

THE SERVICE PROVIDER MAKES NO WARRANTIES OR REPRESENTATIONS EXPRESS OR IMPLIED, EITHER IN FACT 

OR BY OPERATION OF LAW, STATUTORY OR OTHERWISE, INCLUDING WARRANTIES OF MERCHANTABILITY, 

SATISFACTORY QUALITY, AND FITNESS FOR A PARTICULAR USE OR NON-INFRINGEMENT. 

 

8. TERMINATION 

 

8.1 Termination by either Party. Either Party (the “Non-Defaulting Party”) may terminate the CAF upon written 

notice of termination to the other Party (“Defaulting Party”) if (i) the Defaulting Party breaches a material 

provision (including the payment provision) of these Terms and Conditions and, the Defaulting Party fails to 

cure such breach within thirty (30) days after receipt of written notice of breach from the Non-Defaulting 

Party; or (ii) the Defaulting Party breaches a payment provision of these Terms and Conditions and, the 

Defaulting Party fails to cure such breach within fifteen (15) days after receipt of written notice of breach from 



 
 

  
 
 

                         Page 14 
of 55 

 

 

the Non-Defaulting Party; or (iii) any bankruptcy, insolvency, administration, liquidation, receivership or 

winding up proceeding is commenced in respect of the other Party. 

 

8.2 Additional Termination or Suspension by Service Provider. The Service Provider shall have the right, upon 

written notice, to immediately terminate or suspend Services or any CAF(s), and discontinue or suspend the 

delivery of the affected Service Provider Services (without liability) in the event that: 

(a) Customer has violated any law rule, regulation or policy of any Governmental Authority related to the 

Service Provider Services or Customer's or an End User’s use thereof; or (b) Customer has engaged in conduct 

that has caused or may cause (in the Service Provider's sole reasonable judgment) damage to the Facilities, 

Service Provider Network or third parties; or 

(c) In the event that the Service Provider receives any direction, notification or instruction from any 

Governmental Authority to suspend or terminate the provision of Services to Customer (through no fault or 

negligence of Service Provider).  

 

8.3 Service Provider's Remedies. The rates and charges set forth in each CAF are established in reliance on the 

Term commitment made therein. If the Customer cancels a Service or CAF during a Term commitment for any 

reason other than as provided in Sections 8.1 above or in a particular Service Schedule, or in the event Service 

Provider terminates a CAF because of any reasons set forth in Section 8.1 or 8.2, then the Customer agrees to 

pay to the Service Provider 

which the Customer acknowledges is a genuine pre-estimate of the Service Provider’s loss, within ten (10) 

days of such termination: (i) an amount equal to the total of any and all waived installation charges as 

reflected on the terminated CAF(s), (ii) an amount equal to one hundred percent (100%) of the Service Fees 

payable for the unexpired remainder of the first twelve (12) months of the Service Term plus, if applicable, 

fifty percent (50%) of the Service Fees payable for the unexpired remainder of months thirteen (13) through 

the end of the Term of the 

terminated CAF(s), plus (iii) any documented third party expenses not covered by (i) and (ii) above incurred by 

Service Provider in respect of the terminated CAF (including any Local Loop charges). In any event, the 

Customer shall be obligated to pay the Service Provider for any Service delivered to the Customer up to the 

date of the termination. 

 

9. MISCELLANEOUS PROVISIONS 
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9.1 Publicity. Neither Party shall have the right to use the other Party’s or its Affiliates’ trademarks, service 

marks or trade names or to otherwise refer to the other Party in any marketing, promotional or advertising 

materials or activities. Neither Party shall issue any publication nor any press release relating to any 

contractual relationship between the Service Provider and the Customer except as required by law or agreed 

in writing between the Parties. 

 

9.2 Confidentiality. 

9.2.1 The Customer and Service Provider must treat as confidential information: (a) the provisions of this 

Agreement; and (b) all information provided to a Party by the other Party under this Agreement, including 

without limitation technical, operational, marketing, billing, pricing and commercial information in relation to 

the supply of Services. 

 

9.2.2. Notwithstanding the foregoing, confidential information shall not include information that: (a) is 

independently developed by the receiving party; or (b) is lawfully received by the receiving party free of any 

obligation to keep it confidential; or (c) becomes generally available to the public other than by breach of this 

Section 9.2. 

 

9.2.3 The confidential information shall remain the property of the relevant Party. Each Party shall maintain 

the confidentiality of the confidential information of the other Party using at least the same degree of care as 

it employs in maintaining as secret its own trade secret, proprietary and confidential information but in any 

event always at least a reasonable degree of care. A Party must not disclose the other Party’s confidential 

information to any person except: (a) to its employees (which for the Service Provider includes its Affiliates’ 

and its Third Party Service Providers’ employees) on a ‘need-to-know’ basis provided those persons first agree 

to observe the confidentiality of the information; (b) to legal and financial advisers; (c) with the other Party’s 

prior written consent; or (d) if required by law, any stock exchange, or any Governmental Authority.  

 

9.3 Consent to Disclose. The Service Provider reserves the right to provide any Customer or potential 

Customer bound by a nondisclosure agreement access to a list of the Service Provider’s customers and a 

description of the Services purchased by such Customers. The Customer consents to such disclosure; including 

the listing of the Customer's name and the Services purchased by the Customer (financial terms relating to the 

purchase shall not be disclosed).  
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9.4 Contents of Communications. The Service Provider does not monitor and will have no liability or 

responsibility for the content of any communications transmitted via the Services, and the Customer will 

indemnify, defend and hold the Service Provider harmless from any and all claims (including claims by any 

Governmental Authority seeking to impose penal sanctions) related to such content or for claims by third 

parties relating to the Customer’s use of the Service.  

 

9.5 Application of Tariffs. In the event the Service Provider is required to file tariffs with a Governmental 

Authority, the terms set forth in the applicable tariff shall govern the Service Provider’s delivery of, and the 

Customer’s consumption or use of, such Service but only to the extent required by law, rule or regulation. In 

the event that there is any material change required to the Terms and Conditions and/or the Service Fees then 

the Customer shall have a right to terminate the affected Service. 

 

9.6 Personal Information. The Customer acknowledges and agrees that the Service Provider may use, process 

and/or transfer Personal Information (including intra-group transfers and transfers between countries): (i) in 

connection with the provision of Services; (ii) to incorporate Personal Information into databases controlled by 

the Service Provider for the purpose of account administration, billing and reconciliation, operational 

maintenance and support activities, fraud detection and prevention, and customer and market analysis and 

reporting; and (iii) to communicate to the Customer by voice, letter, fax or email regarding products and 

services of the Service Provider. If the Customer believes that, in the course of providing Services under this 

Agreement, the Service Provider will have access to data the Customer does not want the Service Provider 

personnel to comprehend, the Customer should encrypt such data so that it will be unintelligible.  

 

9.7 Content of the Internet. The Service Provider provides only access to the Internet. The Service Provider 

does not operate or control the information, services, opinions or other content of the Internet, and the 

Service Provider makes no warranties or representations regarding any such information, services, opinions or 

other content. The Customer agrees that it shall make no claim whatsoever against the Service Provider 

relating to the content of the Internet or respecting any information, product, service or software ordered 

through or provided by virtue of the Internet. The Service Provider reserves the right to take such measures as 

may be reasonably necessary, in the Service Provider’s sole discretion, to ensure security and continuity of 

service on the Service Provider Network, including but not limited to identification and blocking or filtering of 

Internet traffic sources which the Service Provider deems to pose a security or operational risk or a violation of 

its AUP. In addition, the Customer 
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understands that the Service Provider does not own or control other third party networks outside of the 

Service Provider Network, and the Service Provider is not responsible or liable for any filtering or access 

restrictions imposed by such networks or for the performance (or non-performance) within such networks or 

within interconnection points between the Service Provider Network and other third party networks. 

 

9.8 Force Majeure. Except for the Customer’s payment obligations under these Terms and Conditions and/or 

any CAF, neither Party shall be liable, nor shall any credit allowance or other remedy be extended, for any 

performance that is prevented or hindered due to a Force Majeure Event. If the Service Provider is unable to 

provide Service Provider Services for a period in excess of sixty (60) consecutive days for any reason set forth 

in this Section, then either Party may cancel the affected CAF upon written notice to the other Party, and both 

Parties shall be released from any further future liability under that particular CAF. 

 

9.9 Governing Law; Dispute Resolution. These Terms and Conditions and any CAF shall be governed by the 

laws of India and the Parties irrevocably submit to the exclusive jurisdiction of the courts of Mumbai. In the 

event a Service Provider Invoice is not disputed and the Customer simply fails to pay, then the Service Provider 

may seek to recover the sum due in any court of competent jurisdiction without reference to its conflicts of 

law and the Customer hereby submits to the jurisdiction of any such court. 

 

9.10 Severability; Waiver. In the event any provision of these Terms and Conditions is held by a court of 

competent jurisdiction to be invalid, void or unenforceable, such offending provision(s) shall be stricken and 

the remainder of these Terms and Conditions shall remain legal, valid and binding. The failure by either Party 

to exercise or enforce any right conferred by these Terms and Conditions shall not be deemed to be a waiver 

of any such right nor to operate so as to bar the exercise or enforcement of any such or other right on any 

later occasion. 

 

9.11 Assignment. Neither Party may assign this Agreement without first obtaining the other Party's written 

consent; except that, however, either Party may assign this Agreement to an Affiliate or as part of a corporate 

reorganization, consolidation, merger or sale of substantially all of its assets by providing advance written 

notice to the other Party of any such proposed assignment. Any purported assignment in contravention of this 

clause shall be invalid and the 

assigning Party shall remain bound. This Agreement will bind and inure to the benefit of each Party and each 

Party's successors and permitted assigns.  
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9.12 Notice. Any notice or communication required or permitted to be given hereunder may be delivered by 

hand, sent by overnight courier, email (with confirmation of delivery) or facsimile (with confirmation of 

delivery), at the addresses set forth in the CAF(s) or at such other address as may hereafter be furnished. Such 

notice will be deemed to have been given as of the date it is delivered, emailed, or faxed, as applicable. 

 

9.13 Relationship of Parties. The Service Provider and the Customer are independent contractors and this 

Agreement will not establish any relationship of partnership, joint venture, employment, franchise or agency 

between the Service Provider and the Customer. 

 

9.14 Regulatory and Legal Changes. In the event of any change in applicable law, regulation, decision, rule or 

order that materially increases the costs or other terms of delivery of Service, the Service Provider and the 

Customer agree to negotiate regarding the rates to be charged to Customer to reflect such increase in cost 

and, in the event that the Parties are unable to reach agreement respecting new rates within thirty (30) days 

after the Service Provider’s delivery of written notice requesting negotiation, then (a) the Service Provider may 

pass such increased costs through to the Customer upon thirty (30) days notice, and (b) the Customer may 

terminate the affected CAF without termination liability by delivering written notice of termination no later 

than thirty (30) days after the effective date of the rate increase.  

 

9.15 Insurance. Each Party shall keep in full force and effect during the Term  insurance cover which is no less 

than that required by applicable law and is customary in accordance with best industry standards. If requested 

in writing, either Party will provide certificates of insurance evidencing its insurance coverage. 

 

9.16 Third Party Beneficiaries. The Service Provider and the Customer agree that there shall be no third party 

beneficiaries to these Terms and Conditions or any CAF, including, but not limited to, any sublicense or End 

User of Customer or the insurance providers for either Party. To the extent it is allowed by law any legislation 

in any relevant jurisdiction giving rights to third parties is hereby excluded. 

 

9.17 Export Control. The Parties acknowledge that products, software, and technical information (including, 

but not limited to Service, technical assistance and training) provided under these Terms and Conditions may 
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be subject to the export and other applicable laws and regulations of the country and other countries, and any 

use or transfer of the products, software, and technical information must be in compliance with all applicable 

regulations. The Parties will not use, distribute, transfer, or transmit the products, software, or technical 

information (even if incorporated into other products) except in compliance with all applicable export 

regulations. If requested by either Party, the other Party also agrees to sign written assurances and other 

export-related documents as may be required to comply with all applicable export regulations. 

 

9.18 Entire Understanding. These Terms and Conditions (including the Service Schedules and any applicable 

CAFs ) constitute the entire understanding of the Parties related to the subject matter hereof. All prior written 

or oral agreements, understandings, communications or practices between the Customer and the Service 

Provider are hereby superseded insofar as they relate to the Service Provider Services hereunder. These Terms 

and Conditions may be amended only in writing signed by a duly authorized representative of each of the 

Service Provider and the Customer. In the event of any conflict between the documents comprising these 

Terms and Conditions, precedence shall be given to the documents in the following order: (i) the CAF; (ii) the 

Service Schedules, if applicable; and (iii) the General Terms and Conditions. 

 

 

d) Quality of Service parameters specified by the Authority in respect of broadband  service  
 

S.No. QoS Parameters Benchmarks 

Averaged 

over a 

period of 

i. Service provisioning/ 

Activation Times 

100% cases in =<15 working days 

(subject to technical feasibility). In all 

cases where payment towards 

installation charge & security deposit 

is taken and the Broadband 

connection is not provided within 15 

working days, a credit at the rate of 

Rs.10/ per day, subject to a maximum 

of installation charge or equivalent 

usage allowance shall be given to the 

customer, at the time of issue of first 
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bill. 

ii. Fault Repair / Restoration 

Time 

By next working day: > 90% and 

within 3 working days: 99%  

 

Rebate: 

(a) Faults Pending for > 3 working 

days and < 7 working days: rebate 

equivalent to 7 days of minimum 

monthly charge or equivalent usage 

allowance  

 

(b) Faults Pending for > 7 working 

days and < 15 working days: rebate 

equivalent to 15 days of minimum 

monthly charge or equivalent usage 

allowance  

 

(c) Faults Pending for > 15 working 

days: rebate equivalent to one month 

of minimum monthly charge or 

equivalent usage allowance 

One 

Month 

iii. Billing erformance 

• Billing complaints per 100 

bills issued 

 

• %age of Billing 

Complaints resolved 

 

< 2% 

 

 

100% within 4 weeks 

 

One 

Month 
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• Time taken for refund of 

deposits after closure: 

 

 

100% within 60 days 

iv. Response time to the 

customer for assistance 

% age of calls answered by operator 

(Voice to Voice) 

 

Within 60 seconds > 60% 

Within 90 seconds > 80% 

One 

Month 

v. Bandwidth tilization/ 

Throughput: 

 

a)Bandwidth Utilization  

 

i) POP to ISP Gateway 

Node [Intra-network] 

Link(s) 

 

ii) ISP Gateway Node to 

IGSP / NIXI Node upstream 

Link(s) for International 

connectivity 

 

 

 

 

 

<80% link(s)/route bandwidth 

utilization during peak hours (TCBH). 

If on any link(s)/route bandwidth 

utilization exceeds 90%, then 

network is considered 

to have congestion. For this 

additional provisioning of Bandwidth 

on immediate basis, but not later 

than one month, is mandated. 

 

Subscribed Broadband Connection 

Speed to be met >80% from ISP Node 

to User. 

One 

Month 
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b) Broadband Connection 

Speed (download) 

 

vi. Service Availability / Uptime 

(for all users) 

> 90% quarter ending June 2007; 

> 98% with effect from quarter 

ending September 2007 and onwards 

One 

Quarter 

vii. Packet Loss (for wired 

broadband access) 

<1% One 

Month 

viii. Network Latency 

(for wired broadband 

access) 

 

• User reference point at 

POP / ISP Gateway Node to 

International Gateway 

(IGSP/NIXI) 

 

• User reference point at 

ISP Gateway Node to 

International nearest NAP 

port abroad (Terrestrial) 

 

• User reference point at 

ISP Gateway Node to 

International nearest NAP 

port abroad (Satellite) 

 

 

 

 

<120 msec 

 

 

 

 

<350 msec 

 

 

 

 

<800 msec 

One 

Month 
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ix. Refund of security deposit 

after closing is <60 days 

100%  

 

 

e) Quality of Service parameters promised by Tata Communications Limited in respect of broadband service and 
geographic area where service is provided as per Annexure 2  
 

 

S.No. QoS Parameters Benchmarks 

Averaged 

over a 

period of 

i. Service provisioning/ 

Activation Times 

100% cases in =<15 working days 

(subject to technical feasibility). In all 

cases where payment towards 

installation charge & security deposit 

is taken and the Broadband 

connection is not provided within 15 

working days, a credit at the rate of 

Rs.10/ per day, subject to a maximum 

of installation charge or equivalent 

usage allowance shall be given to the 

customer, at the time of issue of first 

bill. 

 

ii. Fault Repair / Restoration 

Time 

By next working day: > 90% and 

within 3 working days: 99%  

 

Rebate: 

(a) Faults Pending for > 3 working 

days and < 7 working days: rebate 

equivalent to 7 days of minimum 

monthly charge or equivalent usage 

One 

Month 
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allowance  

 

(b) Faults Pending for > 7 working 

days and < 15 working days: rebate 

equivalent to 15 days of minimum 

monthly charge or equivalent usage 

allowance  

 

(c) Faults Pending for > 15 working 

days: rebate equivalent to one month 

of minimum monthly charge or 

equivalent usage allowance 

iii. Billing erformance 

• Billing complaints per 100 

bills issued 

 

• %age of Billing 

Complaints resolved 

 

• Time taken for refund of 

deposits after closure: 

 

 

< 2% 

 

 

100% within 4 weeks 

 

 

100% within 60 days 

One 

Month 

iv. Response time to the 

customer for assistance 

% age of calls answered by operator 

(Voice to Voice) 

 

Within 60 seconds > 60% 

One 

Month 
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Within 90 seconds > 80% 

v. Bandwidth tilization/ 

Throughput: 

 

a)Bandwidth Utilization  

 

i) POP to ISP Gateway 

Node [Intra-network] 

Link(s) 

 

ii) ISP Gateway Node to 

IGSP / NIXI Node upstream 

Link(s) for International 

connectivity 

 

 

b) Broadband Connection 

Speed (download) 

 

 

 

 

<80% link(s)/route bandwidth 

utilization during peak hours (TCBH). 

If on any link(s)/route bandwidth 

utilization exceeds 90%, then 

network is considered 

to have congestion. For this 

additional provisioning of Bandwidth 

on immediate basis, but not later 

than one month, is mandated. 

 

Subscribed Broadband Connection 

Speed to be met >80% from ISP Node 

to User. 

One 

Month 

vi. Service Availability / Uptime 

(for all users) 

> 90% quarter ending June 2007; 

> 98% with effect from quarter 

ending September 2007 and onwards 

One 

Quarter 

vii. Packet Loss (for wired 

broadband access) 

<1% One 

Month 



 
 

  
 
 

                         Page 26 
of 55 

 

 

viii. Network Latency 

(for wired broadband 

access) 

 

• User reference point at 

POP / ISP Gateway Node to 

International Gateway 

(IGSP/NIXI) 

 

• User reference point at 

ISP Gateway Node to 

International nearest NAP 

port abroad (Terrestrial) 

 

• User reference point at 

ISP Gateway Node to 

International nearest NAP 

port abroad (Satellite) 

 

 

 

 

<120 msec 

 

 

 

 

<350 msec 

 

 

 

 

<800 msec 

 

One 

Month 

ix. Refund of security deposit 

after closing is <60 days 

100%  

 

 

Registration of Demands for Broadband Connections 

 

Service Providers, who intend to provide Broadband service, in a particular service area or exchange area/ 

locality/ city shall advertise and make public the Broadband availability plan at periodic interval of at least 

once in 6 months so that prospective customers can make registration. 
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In order to ensure that applications for Broadband connections are registered without any discrimination, the 

Service Provider shall register all demands for Broadband connections and give registration number to the 

prospective customer. If it is technically feasible to provide the Broadband connection on demand, the same 

shall be provided within the time frames indicated in the Regulation. In all other cases, waiting list shall be 

maintained and connections released in a non-discriminatory manner as per the waiting list. 

 

Broadband Connection Speed (download) 

 

The Service Providers shall make available a facility for measuring Broadband Connection Speed (download) at 

ISP node within a period of three months of coming into force of these Regulations. 

 

f) Details about Equipment offered to the consumer by Tata Communications Limited in respect of broadband 
services:- 

 

Equipment  means any and all devices supplied by the Tata Communications Limited that are used to deliver 

the Service Provider Services, including but not limited to all terminal and other equipment, wires, fiber optic 

cables, lines, circuits, ports, routers, switches, cabinets, racks, private rooms and the like. Equipment shall not 

include any such devices sold to Customer by the Service Provider or owned by the Customer.  

 

g) Right of consumers under the different regulations, orders and directions issued by the Authority; and in 
particular those relating to Tariff and Value Added Services (VAS):- 
 

To receive Quality of Service in accordance with parameters specified by TRAI in  its Regulation as per below.  

 

S.No. QoS Parameters Benchmarks 

Averaged 

over a 

period of 

i. Service provisioning/ 

Activation Times 

100% cases in =<15 working days 

(subject to technical feasibility). In all 

cases where payment towards 
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installation charge & security deposit 

is taken and the Broadband 

connection is not provided within 15 

working days, a credit at the rate of 

Rs.10/ per day, subject to a maximum 

of installation charge or equivalent 

usage allowance shall be given to the 

customer, at the time of issue of first 

bill. 

ii. Fault Repair / Restoration 

Time 

By next working day: > 90% and 

within 3 working days: 99%  

 

Rebate: 

(a) Faults Pending for > 3 working 

days and < 7 working days: rebate 

equivalent to 7 days of minimum 

monthly charge or equivalent usage 

allowance  

 

(b) Faults Pending for > 7 working 

days and < 15 working days: rebate 

equivalent to 15 days of minimum 

monthly charge or equivalent usage 

allowance  

 

(c) Faults Pending for > 15 working 

days: rebate equivalent to one month 

of minimum monthly charge or 

equivalent usage allowance 

One 

Month 

iii. Billing erformance 

• Billing complaints per 100 

 One 

Month 
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bills issued 

 

• %age of Billing 

Complaints resolved 

 

• Time taken for refund of 

deposits after closure: 

 

< 2% 

 

 

100% within 4 weeks 

 

 

100% within 60 days 

iv. Response time to the 

customer for assistance 

% age of calls answered by operator 

(Voice to Voice) 

 

Within 60 seconds > 60% 

Within 90 seconds > 80% 

One 

Month 

v. Bandwidth tilization/ 

Throughput: 

 

a)Bandwidth Utilization  

 

i) POP to ISP Gateway 

Node [Intra-network] 

Link(s) 

 

ii) ISP Gateway Node to 

IGSP / NIXI Node upstream 

 

 

 

<80% link(s)/route bandwidth 

utilization during peak hours (TCBH). 

If on any link(s)/route bandwidth 

utilization exceeds 90%, then 

network is considered 

to have congestion. For this 

additional provisioning of Bandwidth 

on immediate basis, but not later 

than one month, is mandated. 

 

One 

Month 
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Link(s) for International 

connectivity 

 

 

b) Broadband Connection 

Speed (download) 

 

Subscribed Broadband Connection 

Speed to be met >80% from ISP Node 

to User. 

vi. Service Availability / Uptime 

(for all users) 

> 90% quarter ending June 2007; 

> 98% with effect from quarter 

ending September 2007 and onwards 

One 

Quarter 

vii. Packet Loss (for wired 

broadband access) 

<1% One 

Month 

viii. Network Latency 

(for wired broadband 

access) 

 

• User reference point at 

POP / ISP Gateway Node to 

International Gateway 

(IGSP/NIXI) 

 

• User reference point at 

ISP Gateway Node to 

International nearest NAP 

port abroad (Terrestrial) 

 

 

 

 

 

<120 msec 

 

 

 

 

<350 msec 

 

 

One 

Month 
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• User reference point at 

ISP Gateway Node to 

International nearest NAP 

port abroad (Satellite) 

 

 

<800 msec 

 

ix. Refund of security deposit 

after closing is <60 days 

100%  

 

 

 

 

 Under Telecom Consumers Complaint Redressal Regulations, 2012 (1 of 2012) dated 5.1.2012  
 

1. Complaint Centre of Service Provider 
 

1.1 Service Provider shall establish a Complaint Centre in its service area, for redressal of complaints and 

for addressing service requests of its consumers. 

 

1.2 Complaint Centre shall be accessible to the consumers between 0800 hrs and 2400 hrs on all days of 

the week.  

 

1.3  Service Provider shall deploy sufficient number of employees at its Complaint Centres to meet the 

Quality of Service parameters, as may be specified by the Authority from time to time. 

 

1.4 Service Provider shall ensure that the Complaint Centre is accessible to its consumers through a 
“Consumer Care Number” having sufficient lines or connections. 

 

1.5 Service Provider shall ensure that the Complaint Center is also accessible through the network of 
other Service Providers by earmarking a specific number. 
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1.6 The “Consumer Care Number” shall be toll free. 
 

1.7 Service Provider shall ensure that an Interactive Voice Response System or IVRS, if installed on a 
“Consumer Care Number”, is operated in the following manner:- 

 

(a) the first level of the IVRS provides for language selection; 
 

(b) the second level of the IVRS provides for options relating to the broad     
categories of complaints and service requests; 

 

(c) the third level of the IVRS provides for a sub-menu under complaints and        
service requests, separately; 

 

Provided that the sub-menu in the third level shall also contain an option enabling the consumer to 

speak to a consumer care agent. 

 

 

1.8 Service Provider shall, within forty-five days from the date of commencement of these regulations, 
establish a “General Information Number” for providing information to consumers or ensure provision 
of general information on the Consumer Care Number on a toll free basis. 

 

 

1.9 Service Provider shall, within forty-five days from the date of commencement of these regulations, 
publicize the “Consumer Care Number” and the “General Information Number”, through,---- 

 

(a) public notice in a leading newspaper in Hindi or English and in a leading newspaper published in a 
local language of the service area; 

 

(b) display on the website of the Service Provider; 
 

(c) display in all Complaint Centres and sales outlets; and 
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(e) the  bills issued by the Service Provider. 

 

 

1.10 Service Provider shall publicize the “Consumer Care Number” and the “General Information Number” 
in the same manner as given at clause 1.9(a) above, at least once in six months. 

 

1.11 In case of any change in the “Consumer Care Number” or the “General Information Number”, the 
same shall be publicized at least one week prior to such change, in the manner specified in 1.9. 

 

 

2. Complaint Monitoring System of Service Provider 
 

2.1 Service Provider shall establish a ‘Web Based Complaint Monitoring System’ to enable the consumers 

to monitor the status of their complaints. 

 

2.2 Service Provider shall ---- 
 

(a) immediately on establishment of the ‘Web Based Complaint Monitoring System’, under sub-
regulation (1), publish information about the address of the ‘Web Based Complaint Monitoring 
System’ and the process for monitoring the complaints in a leading newspaper in Hindi or English 
and in a leading newspaper in the local language of the service area and through the telephone 
bills issued by the Service Provider; 

 

(b)  continue to make available such information in the telephone bills issued by   the Service Provider 

and also publish once in six months in the newspapers in the manner prescribed in clause (a). 

 

2.3 Any change in the address of the ‘Web Based Complaint Monitoring System’ shall also be intimated to 
the consumers in the same manner as specified under Clause above. 

 

3. Handling of Complaints by Complaint Center 
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3.1 Complaint Centre shall, immediately on receipt of a complaint from a consumer, register such 

complaint and allot a unique number to be called the docket number; 

 

 

3.2 Service Provider shall retain in the system, the details of complaints against each docket number for a 
minimum period of three months. 

 

 

3.3 Complaint Centre shall.---- 
 

(a) at the time of registering of the complaint,---- 
 

(i) communicate, through SMS, to the consumer the docket number, date and time of 
registration of the complaint and the time within which the complaint is likely to be resolved; 
and 

 

(ii) update the system with the date and time of registration of the complaint, docket number 
assigned under sub-regulation (1), the telephone number of the consumer, and the time 
indicated to the consumer for resolution of the complaint; 

 

(b) on completion of action on a complaint.---- 
 

(i) communicate to the consumer, through SMS, the details of the action taken on the complaint; 
and 

 

(ii)  update the system with the details of action taken. 
 

 

3.4 Service Provider shall ensure redressal of the complaints and service requests in accordance with the 
time frame as specified under the Quality of Service regulations issued by the Authority; 
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3.5 Where a time limit has not been specified under the Quality of Service regulations issued by the 
Authority, the complaints and service requests shall be addressed within a time period not exceeding 
three days. 

 

4. Appeal to Appellate Authority 
 

4.1 Where a consumer is not satisfied with the redressal of his complaint by the Complaint Centre, or his 
complaint remains unaddressed or no intimation of redressal of the complaint is received within the 
period specified in regulation 8, such consumer may prefer an appeal to the Appellate Authority of the 
concerned Service Provider for redressal of his complaint. 

 

4.2 A consumer may prefer an appeal before the Appellate Authority under subregulation (1) either 
through e-mail or facsimile or post, or in person; 

 

Explanation: For the purpose of this sub-regulation ‘post’ includes ‘courier’. 

 

4.3 Every appeal under sub-regulation (1) shall be preferred within a period of thirty days after expiry of 
the time limit specified in regulation 8; 

 

Provided that the Appellate Authority may entertain an appeal after the expiry of the said period of 

thirty days but before three months from the expiry of the time limit specified in regulation 8, if it is 

satisfied that there was sufficient cause for not filing it within that period. 

 

4.4 No fee shall be charged from a consumer for filing an appeal before the 
Appellate Authority. 

 

 

5. Appellate Authority -Establishment and Composition 
 

5.1  The Appellate Authority shall consist of one or more persons as may be decided by the Service 

Provider. 
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5.2 Service Provider shall, immediately on establishment of the Appellate Authority, publish in two leading 
newspapers, one in Hindi or English and the other in the local language of the service area, the details 
of the Appellate Authority, including the names, designation, address, fax number and e-mail address, 
and also arrange to display the said details in each of its offices, Complaint Centres, at its sales outlets 
and also on its website. 

 

6. Advisory Committee-Establishment, Composition and Functions 
 

6.1 The Advisory committee shall consist of two members of which one member shall be from the 
consumer organisations registered with the Authority and the other member shall be a representative 
of the Service Provider; Provided that a member from the consumer organisations shall not be 
appointed as a member in more than such number of Advisory Committees as may be specified by the 
Authority. 

 

7. Secretariat of Appellate Authority---- 
 

      7.1  The Service Provider shall provide a Secretariat and required supporting staff and office 

accommodation for the Appellate Authority to discharge its functions under these regulations. 

 

7.2 The Service Provider shall appoint or designate one of its officers or employees as Secretary to 
Appellate Authority. 

 

8. Registration of Appeals and scrutiny by Advisory Committee----  
 

8.1 The Secretariat of Appellate Authority shall,---- 
 

(a) immediately on receipt of an appeal, register it by assigning a unique appeal    number; 

 

(b) acknowledge the appeal, within three days of its receipt, by sending the unique appeal number 

through SMS or e-mail to the consumer; 
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(c) forward, within three days from the date of receipt of the appeal, a copy of the appeal to the Service 

Provider concerned for filing a reply, within seven days, along with the relevant information, document or 

record; and 

 

(d) within two days of receipt of the reply from the Service Provider place the reply, along with the appeal, 

before the Advisory Committee for its consideration. 

 

8.2 The Advisory Committee shall render its advice on every appeal placed before it within fifteen days. 
 

8.3 The Secretariat shall, within two days of receipt of the advice of Advisory Committee, place before the 
Appellate Authority, the appeal, the reply received from the Service Provider under clause (c) of sub-
regulation (1) above and the advice of the Advisory Committee, for its consideration. 

 

 

9. Disposal of appeal by Appellate Authority---- 
 

9.1 The Appellate Authority shall ensure uniformity in the procedure for deciding appeals and shall comply 

with the provisions contained in sub-regulations (2). 

 

9.2 The Appellate Authority shall, within ten days of the appeal being placed before it, conduct such 
inquiry as it may consider necessary and dispose of the appeal by passing a reasoned order in writing 
stating therein the points for determination and the decision thereon; 

 

Provided that the Appellate Authority shall, while deciding the appeal, give due consideration to the 

advice given by the Advisory Committee; 
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Provided further that in case the Appellate Authority decides the appeal otherwise than in accordance 

with the advice of the Advisory Committee, it shall record the reasons for the same in the order 

passed by it. 

 

9.3 The presence of the appellant shall not be obligatory, but he may, if he so desires, appear in person to 
present his case before the Appellate Authority. 

 

9.4 On disposal of the appeal by the Appellate Authority, the Secretariat shall intimate the decision 
thereof to the appellant and the Service Provider. 

 

 

10. Citizen’s Charter 
 

                     10.1 Service Provider shall within sixty days of the coming into force of these regulations, publish a 

‘Citizen’s Charter’ containing the following information:- 

 

(a) name and address of the Service Provider; 
 

(b) services offered by the Service Provider, including the details of geographic areas where such services 
are available; 

 

(c) terms and conditions of service offered by the Service Provider; 
 

(d) Quality of Service parameters specified by the Authority in respect of each of the services; 
 

(e) Quality of Service promised by the Service Provider in respect of each service and geographic area; 
 

(f) details about equipment offered to the consumer by the Service Provider in respect of any of the 
services; 

 

(g) right of consumers under the different regulations, orders and directions issued by the Authority; and 
in particular those relating to Tariff, Mobile Number Portability, Telecom Commercial Communications 
Customer Preference Regulations, 2010 (TCCCPR) and Value Added Services (VAS); 
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(h) the duties and obligations of the Service Provider under the different regulations, orders and 
directions issued by the Authority; and in particular those relating to Tariff, Mobile Number 
Portability, TCCCPR, and VAS; 

 

(i) General Information Number; 
 

(j) Consumer Care Number; 
 

(k) complaint redressal mechanism, including complaint redressal procedure and the time limits for 
redressal of complaints; 

 

(l) e-mail, contact address, telephone number and facsimile number of the Appellate Authority and time 
limits for disposal of appeals; 

 

(m) procedure for termination or disconnection of each service offered by the Service Provider; and 
 

(n) any other information that may be specified by the Authority from time to time. 
 

 

 

10.2 The ‘Citizen’s Charter’ shall be prepared in Hindi, English and the local language of each service area. 
 

10.3 The ‘Citizen’s Charter’ shall be available for reference at every office of the Service Provider,  
Complaint Centre, at the sales outlets and on the website of the Service Provider. 

 

 

Tariff 

 

Protection against hike in tariff  

 A tariff plan once offered by a Service Provider shall be available to a subscriber for a minimum period of 
six months from the date of enrolment of the subscriber to that tariff plan.  

 The subscriber shall be free to choose any other tariff plan, even during the said six months period. All 
requests for change of plan shall be accepted and implemented immediately or from the next billing 
cycle. 
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 For any tariff plan, the Service Provider shall be free to reduce tariffs at any time. However, no tariff item 
in a tariff plan shall be increased by the Service Provider – 

 In respect of tariff plans with prescribed periods of validity of more than six months including 
tariff plans with lifetime or unlimited validity and also involving an upfront payment to be 
made by the subscriber towards such validity period, during the entire period of validity 
specified in the tariff plan;  

 In respect of other tariff plans, within six months from the date of enrolment of the 
subscriber; and,  
 

 Tariff plans with misleading titles  

 No tariff plan shall be offered, presented, marketed or advertised in a manner that is likely to 
mislead  

 the subscribers. For example, title of a tariff plan, which suggests absence of rental, (e.g. ‘zero 
rental’) would be misleading if the plan has Monthly Mandatory Fixed Charge in one form or 
other.  

o All monthly fixed recurring charges, which are compulsory for a subscriber under any given plan, 
shall be shown under one head. This should also include charges for any Value Added Services if 
such Value Added Services are not optional for subscriber. 
 

 

Service Request Number for Customer Complaints and Termination of Service  

 assign a unique Service Request number for all service request calls made to the customer care help line 
numbers and convey the same to the customer at the time of such call; 

 raise the bill only after adjustment of security deposit in the event of a request for termination of service 
received from a customer;  

 stop charging the customer the fixed monthly charges like rental beyond the above prescribed period of 
termination of service or from the date of last usage, whichever is later. 

 

Key Tariff Information  

The key tariff information on each tariff plan offered by the Service Providers to the consumers shall be 

provided in the vernacular language where such plans are offered, in addition to English or any other language 

being in use. 

 

Promotional Offers 

All Service Providers shall, while publishing their promotional offers to public, specify therein- 
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(a) The eligibility criteria for such promotional offer; 

(b) The opening and closing dates of such promotional offer (within the existing limit of ninety days); 

 

Value added service 

 The Service Provider cannot provide any chargeable value added service without the explicit consent of a 
customer. Any value added service, which was earlier being provided free of charge shall not be 
chargeable without his expressed consent. 

 No chargeable value added services shall be activated unless the explicit consent of the customer is 
obtained through (i) a customer originated call; or interaction session to a specified number; or through a 
request made in writing or Fax or e-mail. 

 In case the subscriber seeks to unsubscribe the value added service within 24 hours from the time of its 
activation on the ground that the subscription was unintentional or accidental, the Service Provider shall 
unsubscribe such value added service and reimburse or credit to the customers’ account the charges, if 
any, deducted or levied for subscription to such value added service. 

 The Service Provider shall inform subscriber at least 3 days before the due date of renewal of a 
subscribed value added service, the due date for renewal, the charges for renewal and the process for 
unsubscribing of such value added service. 
 

[Directions: No.305-8/2004-QoS dated 03rd May 2005; No.303-1/2006-QoS dated 30th October 2007; 

No.303-1/2006-QoS dated 27th April 2009; and No.305-5/2008-QoS dated 04th September 2009] 

 

 h) The duties and obligations of the Service Provider under the different                regulations, orders and 

directions issued by the Authority; and in particular those relating to Tariff, in accordance with TRAI Telecom 

Consumer Complaint Redressal Regulation 2012:- 

 

The duties and obligations of the Service Provider in respect of applicable regulations, orders and directions issued 

by the Authority is detailed in item g) of this Charter in addition to TRAI direction on reporting requirement 

explained below. 

 

TRAI direction on Compliance with the provisions of reporting requirement specified by Telecommunication Tariff 

Order. 
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To report to the Authority any new tariff for telecommunication services under this Order and/or any changes therein 

within SEVEN days from the date of implementation of the said tariff for information and record of the Authority after 

conducting a self-check to ensure that the tariff plan(s) is/are consistent with the regulatory principles in all respects 

which inter-alia include Non-discrimination & Non-predation."  

 

"Date of Reporting" means the date on which the report from a Service Provider regarding the proposed tariff 

plan or any change in the existing tariff plan, is received at the Authority's office." 

 

I) General Information number  
 

Toll Free number 18002097070. 
 
        j)  Consumer Care number 
 

Toll Free number 18002097070. 
 
       k) Customer Contact and Redressal Mechanism 
 

As a Tata Communications Ltd. customer, you can contact us for a response to all queries, requests and complaints 
by  

 
1. Telephone Call : Pls refer to the 24 X 7 contact centers numbers in Annexure 1 
2. Email : customerservice@tatacommunications.com 
3. Visiting the Regional Office : Pls refer updated list on the website : www.tatacommunications.com/sme 
4. By Post/Courier at : Tata Communications Ltd., Bandra Kurla Complex, Bandra East, Mumbai 400098 

 
 
We will aim for online resolution of all your queries, requests and complaints. In the event, it requires further 
resources, we will forward it internally for required actions. You will be allotted a Service Request Number (SR 
number), for the same, which will be actioned in a defined Turn Around Time (TAT). The same will also be sent to your 
registered mobile contact number with us. The broad turnaround times are as specified below : 
 
For Billing Issue: Within 7 days 
For Technical Issue: Within 3 days 
For Other Issue (Refund): 60 days from the date of Termination, for eligible customers 
 
You can track status of the Service Request number via 

mailto:customerservice@tatacommunications.com
http://www.tatacommunications.com/sme


 
 

  
 
 

                         Page 43 
of 55 

 

 

 
1. Placing a Telephone Call : Pls refer to the 24 X 7 contact centers numbers in Annexure 1 
2. Writing an Email : customerservice@tatacommunications.com 
3. Visiting the Regional Office : Pls refer updated list of regional offices on the website : 

www.tatacommunications.com/sme 
4. Checking Online on www.tatacommunications.com/sme  

 
 
The resolution of the Service Request will be communicated to you via telephone call to your registered contact 
number or by email. 
 
Closure of the Service Request will be communicated via sms to your registered mobile number, if any. 
 

In the event, you are still not satisfied with the resolution provided from the Contact Centre, you can approach the 

Appellate Authority to file an the appeal on your complaint . 

 

The Appeal form is available on the http://www.tatacommunications.com/sme/contactus.asp  

 
The details of Appellate Authority  are: 
 

Ms. Sheena Joseph 
Appellate Authority 
Tata Communications Ltd. 
Bandra Kurla Complex, Bandra East, Mumbai , India 400098 

 

 

The Tata Communications Appellate Authority can be reached by 

 

1. Telephone call : The Appellate Authority Office at Tata Communications Ltd. will be available from on all 
Business days, from 10:00 am to 6:30 pm 

a. Customers in the geographic location of North India , can dial : 022 - 65215637 
b. Customers in the geographic location of South India , can dial : 022 - 65216898 
c. Customers in the geographic location of West India , can dial :: 022 - 65216898 
d. Customers in the geographic location of East India , can dial :  022 - 65215637 

 

mailto:customerservice@tatacommunications.com
http://www.tatacommunications.com/sme
http://www.tatacommunications.com/sme
file:///C:/Users/shalini.shrivastav/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/0Z7W0BRQ/AppletteAuthorityForm.doc
http://www.tatacommunications.com/sme/contactus.asp
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I)      Email 

e. Customers in the geographic location of North India , can email at 
appellate.authority.north@tatacommunications.com 

f.  Customers in the geographic location of South India , can email at : 
appellate.authority.south@tatacommunications.com 

g. Customers in the geographic location of East India , can email at : 
appellate.authority.west@tatacommunications.com 

h. Customers in the geographic location of West India , can email at : 
appellate.authority.east@tatacommunications.com 
 

2. Fax : 022 66431234 
3. Speed Post/Courier at Ms. Sheena Joseph 

Appellate Authority 
Tata Communications Ltd. 
Bandra Kurla Complex, Bandra East, Mumbai 400098 
 

 

The process for filing Appeal is stated below:  
 
 Appeal has to be filed within 3 months after the expiry of Expected Time for Resolution (ETR). 

 
 Appeal must be filed through the duly completed Appeal Form (in duplicate) as mention above. 

 
 You will need to provide Service Request No. provided by Customer Service. 

 
 Tata Communications Ltd would acknowledge the appeal, within three days of its receipt, by sending unique 

appeal number allotted through SMS or e-mail to the consumer; 
 
 Appeal will be disposed of in accordance with the time limit given in the Telecom Consumers Complaint 

Redressal Regulations 2012 and detailed in item g) of this charter. 
 

 Confirmation will be sent on disposing of the appeal.  
 

 
 
 
 
 
 

mailto:appellate.authority.north@tatacommunications.com
mailto:appellate.authority.south@tatacommunications.com
mailto:appellate.authority.west@tatacommunications.com
mailto:appellate.authority.east@tatacommunications.com
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m) Procedure for termination or disconnection of each service offered by the Service Provider:- 

 

Procedure for termination of Broadband Service 

 

Termination by either Party. Either Party (the “Non-Defaulting Party”) may terminate the CAF upon written 

notice of termination to the other Party (“Defaulting Party”) if (i) the Defaulting Party breaches a material 

provision (including the payment provision) of these Terms and Conditions and, the Defaulting Party fails to 

cure such breach within thirty (30) days after receipt of written notice of breach from the Non-Defaulting 

Party; or (ii) the Defaulting Party 

breaches a payment provision of these Terms and Conditions and, the Defaulting Party fails to cure such 

breach within fifteen (15) days after receipt of written notice of breach from the Non-Defaulting Party; or (iii) 

any bankruptcy, insolvency, administration, liquidation, receivership or winding up proceeding is commenced 

in respect of the other Party. 

 

8.2 Additional Termination or Suspension by Service Provider.  

 

The Service Provider shall have the right, upon written notice, to immediately terminate or suspend Services 

or any CAF(s), and discontinue or suspend the delivery of the affected Service Provider Services (without 

liability) in the event that: 
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(a) Customer has violated any law rule, regulation or policy of any Governmental Authority related to the 

Service Provider Services or Customer's or an End User’s use thereof; or 

 

(b) Customer has engaged in conduct that has caused or may cause (in the Service Provider's sole reasonable 

judgment) damage to the Facilities, Service Provider Network or third parties; or 

 

 cx(c) In the event that the Service Provider receives any direction, notification or instruction from any 

Governmental Authority to suspend or terminate the provision of Services to Customer (through no fault or 

negligence of Service Provider).(Point 8 from term and conditions) 
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Annexure 1 :  

 

Consumer Care Number cum General information Number is 60607070 in all metro cities.  

The toll free number is 18002097070, available in all telecom circles. 

 

For other cities , refer table below 

 

City 
Customer Care Contact 

Number 

Baroda 02656060707 

Chandigarh 01722236108 

Jaipur 01415118765 

Jodhpur 01415118765 

Chengalpatpu 04460607070 

Kancheepuram 04460607070 

Pondicherry 04132228765 

Sriperumpudur 04460607070 

Tiruvallur 04460607070 

Vellore 04166060707 

Eluru 08812644001 

Guntur 08636450002 
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Kakinada 08916668282  

Khammam 08916668282 

Rajahmundry 08916668282  

Tirupathi 08776456450 

Vijayawada 08666660121 

Vishakapatnam 08916668282 

Adoor 04712700295 

Alappuzha 0486060707 

Allepey 04846060707 

Badagara 04972709471 

Cochin 04846060707 

Coimbatore 04226608282 

Erode 04276540121 

Kalpetta 04226608282 

Kangayam 04226608282 

Kannur 04972709471 

Kasargode 04972709471 

kochi 04846060707 

Kollam 04712700295 

Kottayam 04846060707 

Madurai 04526540121 

Manjeri 04972709471 
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Mavelikara 04846060707 

Nagarcoil 04460607070 

Nilambur 04972709471 

Palai 04846060707 

Ranni 04712700295 

Salem 0427 6540121 

Thiruvalla 0471-2700295 

Thiruvananthapuram 0471-2700295 

Tiruchirapalli 04316540121 

Tirupur 04226608282 

Tirur 04972709471 

Trichy 04316540121 

Vaikom 04846060707 
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ANNEXURE 2 

 

CITIES OF SERVICE 

PUNE 

BANGALORE 

HYDERABAD 

KOLKATA 

AHMEDABAD 

MUMBAI 
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CHENNAI 

DELHI 

COCHIN 

VADODARA 

VISHAKAPATNAM 

COIMBATORE 

NAGPUR 

THIRUVANANTHAPURAM 

GHAZIABAD 

VIJAYWADA 

NOIDA 

SURAT 

GURGAON 

PANCHKULA 

TIRUPATHI 

FARIDABAD 

JAIPUR 

INDORE 

LUDHIANA 

LUCKNOW 

CHANDIGARH 

MYSORE 
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SALEM 

PONDICHERRY 

BHOPAL 

TRICHUR 

MOHALI 

AMBALA 

KANNUR 

PANAJI 

AMRITSAR 

AGRA 

JAMSHEDPUR 

GUWAHATI 

HISSAR 

NASIK 

SRIPERUMPUTHUR 

JAALANDHAR 

MEERUT 

SHILLONG 

ROHTAK 

WARANGAL 

ANAND 

VELLORE 
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HOSUR 

SAMBALPUR 

VAPI 

RAJAMUNDRY 

RANCHI 

JAMMU 

KANPUR 

BHILWARA 

MADURAI 

KARIMNAGAR 

KAKINADA 

GUNTUR 

CHANDRAPUR 

GORAKHPUR 

KHAMMAM 

BADDI 

JODHPUR 

TIRUVALLUR 

DHANBAD 

ELURU 

NEW DELHI 

CHENGALPET 
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HIMMATNAGAR 

JUNAGADH 

SILVASSA 

TUTICORIN 

BHUBANESWAR 

DHARWAD 

GANDHIDHAM 

GANDHINAGAR 

KANCHIPURAM 

AJMER 

ALLAPUZHA 

KOLAR 

KOTA 

AURANGABAD 

ALIGARH 

MEHSANA 

BARODA 

BHARUCH 

CALICUT 

DEHRADUNE 

JAMNAGAR 

KARNAL 
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KOCHI 

NIZAMABAD 

PANIPAT 

PHAGWARA 

POONITHURA 

RTNAGAR 

SATELLITE 

SECUNDERABAD 

SEWRI E 

TIRUPUR 

TRICHY 

TRIVANDRUM 

 

 

 


