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|OPERATOR: TATA Communications (ltaly) Srl
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g g‘ equipment)
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INDICATOR'S NAME / SERVICE TO WHICH IT APPLIES MEASURES MANDATORY INDICATIONS
T1 = Time where in 80% | T2 = Time where in 95% | T3 = Time to fix provided | Percentage of the cases Hours to take orders| , 0 1ake orders| Hours to take orders Accuracy in
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INDICATOR'S NAME / SERVICE TO WHICH IT APPLIES

MEASURES

MANDATORY INDICATIONS

a)
(direct service with own structures)

T1 = Average time for the
establishment of national
calls

Fkkkk

[measure in seconds]

T2 = Time where for in
95% of the cases the time
of establishment is t<T2

Fkkkk

[measure in seconds]

Measure method
alb/c/d

Number of samples
(only for methods b,
c, d)

In case of use of
measure method d,
please indicate the

combination used

b)
(direct service with other operators
structures)

OPTIONAL

T1 = Average time toof
esttablishment of national
calls

Fkkkk

[measure in seconds]

T2 = Time where in 95%
of the cases the time of
establishment is t<T2

Fkkokk

[measure in seconds]

Measure method
albl/cl/d

Number of samples
(only for methods b,
c, d)

In case of use of
measure method d,
please indicate the

combination used

5 - Time to establsh the call

c)
(indirect service)

T1 = Average time toof
esttablishment of national
calls

FkHk

[measure in seconds]

T2 = Time where in 95%
of the cases the time of
establidhment is t<T2

Fkkokk

[measure in seconds]

Measure method
albl/cl/d

Number of samples
(only for methods b,
c, d)

In case of use of
measurea d, please
indicate the
combination used

(direct and indrect servicesi)

Mandatory

Average time of reply

Fkkkk

[measure in seconds]

Percentage of calls where
the time of reply is less
than 20 seconds

KKk

[%]

6 - Times of reply of
services with operator

Measure method
alb

Number of samplesi
(only for method b)

(direct and indirect services)

with operator
Mandatory

Average time of reply

Fkkkk

[measure in seconds]

percentage of calls where
the time of reply is less
than 20 seconds

*hkkk

[%]

7 - Times of reply of
customer care services

Measure method
alb

Number of samples
(only for method b)
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INDICATOR'S NAME / SERVICE TO WHICH IT APPLIES

MEASURES

MANDATORY INDICATIONS

Mandatory

(direct services and indirect services)
operators that do not issue invoices for
calls to premium services offered by third
parties other than the operator which issu
the invoice, with numbers allocated to
other operators

Percentage of invoices
contested by the client

hkkkk

[%]

post-paid services,
please indicate the
percentage of this
kind of invoices
compared to the
total invoices issued

*okkkk

[%]

— (%]
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@ 3 / NOTES
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>ad f NOTES
Should single
invoices be issued
for fixed telephony
direct . d indirect . services and mobile
( |rre<§ rser:m\::;nanimlln ilriic fsimﬁlest) percentage of invoices post-paid services,
operators proy g Involcing for calls to contested by the client please indicate the
premium services offered by third parties ek percentage of this
§ qther than'tt:e opirator \I/:/hlcl: |Zstuest;he (%] Kind of invoices
Q | invoice, with numbers allocated to other compared to the
S operators total invoices issued
> *kkkk
()
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S 2
>
E § 0%
g |G
8 E i
= o Should single
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|OPERATOR: TATA Communications (ltaly) Srl
|PER|OD OF DATA COLLECTION: July 1, 2020 - Deember 31, 2020
INDICATOR'S NAME / SERVICE TO WHICH IT APPLIES MEASURES MANDATORY INDICATIONS
Percentage of contested
§ invoices that resulted to
5 be not correct
(8] b . . . . Fkkkk
8 Il (direct and indirect services)
> © [%]
£ 2
= | &
@ 0%
i e e B e S i Yy —— -
! NOTES
3
3 T1=Time where in 95% | T2 = Time where in 99%
5 5 of the cases the time of | of the cases the time of
= a . e
7: g 9 (indirect service in CPS) SuPpl{:f*tSﬂ suppgf*t_TZ
o % ©
g &.) % [measure in calendar days] [measure in calendar days]
5@ =
o O
E 155 237
| reecomvssvsm s — — - — - — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — ) — — — — — — — — — — — — —. =
o f NOTES
Legenda

* The cells to be filled in are those in yellow (with the measures and relevant mandatory information) and those in blue (with notes, if any)

from to
» The hours requested should be indicated in a format where hour and minute are separated by a point [h h.m m] as per this example: start end
In case of full time, the final hour of the morning coincides with the first hour of the afternoon. morning — M | 09:30 | 13:00
afternoon — PA| 14:00 | 17:30

NOTE. This form is temporary. Possible proposal of improvement can be sent to the email address.



