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000 Telecom Regulatory Authority of India
i TRAI

v [WTHT 81FH / Government of India]

Dated: 27th Jan 2026
DIRECTION

Suhject: DMrection under section 13, read with sub-clauses (i) and (v) of clause (b) of sub-section
(1) of section 11, of the Telecom Regulatory Authority of India Act, 1997 (24 of 1997), regarding
submission of Performance Monitoring Report to the Awthority under the Telecom Commercial

Communications Customer Preference Regulations, 2008 (6 of 2018).

File No. D-271/41)2021-C08 (E-141): Whereas the Telecom Regulatory Authority of India
{hereinafter referred to as the “Authority™), cstablished under sub-section (1) of section 3 of the
Telecom Regulatory Authority of India Act, 1997 (24 of 1997) (hercinafler referred to as “TRAI
Act™), has, in exercise of the powers conferred upon it under section 36, read with sub-clause (v} of
clause (b) and clause (c) of sub-section (1) of section 11. of the TRAI Act, made the Telecom
Commercial Communications Customer Preference Regulations, 2018 (6 of 201%) dated the 19" July,
2018 (hereinafter referred to as the “regulations™), to regulate unsolicited commercial

communications (LICC);

2, And whereas regulation ¥, 19 and 20 of the regulations, inter-alia, contain provisions
pertaining to Codes of Practice for monthly reporting (CoP-Reports), conferring power upon the
Authority to formulate a standard Code(s) of Practice (CoP) and mandate that every access provider
shall comply with the provisions of Standard Code(s) of Practice;

3. And whereas sub-regulation (3) of regulation 26 of the regulations provides that every
Access Provider shall submit to the Authority its compliance reports in respect of unsolicited
commercial commumnications, complaints or reports from s customers in such manner and format, at
such periodic intervals and within such time limits as may be specified by the Authority, from time

to time, by an order or direction;

4, And whereas the Authority issued a Direction No. D-27/1/(122021-Q0o8 dated the 15th
February, 2021, directing all Access Providers, inter-alia, to submit compliance reports, on quarterly

basis, separately for each calendar month in the quarter, as per the Performance Monitoring Report

b



formats specified in the said Direction, within a period of twenty one days of quarters ending on the
31st March, the 3lth June, the 10th September and the 31st December of the year, respectively,
starting from report for the quarter ending on 31" March, 2021 and also issued a letter No. D
2701 Y2021-Q0o8 dated the 15th February, 2021, inter-alia, requesting all the Access Providers to
maintain records of information relating to complaints and reports handled by them and submil the
game to the Authority as and when sought;

X And whereas, the Authority issued Direction No. D-27/1/(1¥2021-0Q08 dated the 24* June
2024, inter-alia, specifying additional information to be included in the Performance Monitoring
Repaort formats specified therein:

. And whercas the Authority issued the Telecom Commercial Communications Customer
Preference (Second Amendment) Regulations (1 of 2025) dated the 12 February, 2025 (hereinafter
referred to as the “Second Amendiment of TCCCPR™) and added provisions pertaining to easing of
process of reporting of spam; empowering of customers; standardization of identifiers to help
consumers;  Stringent measures against Spammers’ Senders of Unsolicited Commercial

Communications; strengthening of the UCC control ecosystem,

7. And whereas sub-item (m) of item 2 in Schedule V of the regulations, inter alia, provides that
all Access Providers shall maintain records of complaints against unregistered senders, including
record of Senders for all the complaints such as, name of Sender, category of Sender (individual/
Enterprise), address and other relevant details to uniquely identify the Sender,

£, And whereas the Authority, while reviewing the implementation of Second Amendment of
TCCCPR, observed that the information relating to the handling of complaints, as submitied by the
gervice providers under Direction No. D-27/1A1V2021-0Q08 dated the 15th February, 2021 and
Direction No. D-27/1/(1)/2021-Qo8 dated the 24th June, 2024, requires the incorporation of
additional details into the formats of the Performance Monitoring Reports due to the newly added
and modified provisions inserted in the regulations through its Second Amendmemt of TCCCPR.
Further , keeping in view the recent developments in the telecom technical and regulatory ecosystem
such as the introdoction of Virlal Network Operators (VINOs), new numbering series, and the
requirement to enable effective monitoring of the overall performance of measures undertaken by

Access Providers to conirol UCC, it has become necessary to incorporate additional details in the

Performance Monitoring Reports; %//



Q. And whereas sub-regulation (4) of regulation 26 of the regulations, infer alia, provides that
the Authority may verify and assess the processes followed by the Access Provider for registration
and resolution of complaints, examination and investigation of such complaints, and reporting thereof
1o the Authority and sub-regulation (5) of regulation 26 of the regulations provides that the Access
Providers shall provide real-time access to the Authority to various processes and databases related
1o the activities being performed under the regilations;

10, Now, theretore, the Authority, in exercise of the powers conferred upon it under section 13,
read with sub-clauses (i) and (v) of clause (b) of sub section (1) of section 11, of the Telecom
Regulatory Authority of India Act, 1997 (24 of 1997) and the provisions of the Telecom Commercial
Communications Customer Preference Regulations. 2018 (6 of 2018); and in supersession of the
Direction No. D-27/1/{1v2021-Q0S dated the 15™ February, 2021 and the Direction No, D-
27141 ¥2021-Q08 dated the 24 June, 2024, hereby directs all Access Providers to—

() submit the Performance Monitoring Report in the formats attached with this Direetion and
the guidelines contained in Annexure G, separately for each calendar month, in accordance
with the Standard Code of Practice for periodic reporting (CoP-Reports), and for the said
purpose, Annexure I 1o Annexure [X shall be submined within twenty one (21) days from the
end of each calendar month while Annexure X, related to Executive Progress Summary, shall
be submitted within five (3) days {rom the end of each calendar month, starting from the report
for the month of February 2026;

{b) provide the Authority with access 1o their svstems for real-time monitoring of complaints,
containing all information as specified in the Performance Monitoring Reports in Annexure
VIl and Annexure VIII; and

{c} provide the Authority with access to their such systems which enables identification of a
sender from a telecom resource and also furnish all related information including the details

of all the telecom resources provided by it to the sender as well as all the telecom resources

(Degpak Sharma)
Advisor (QoS-11)

abtained by such sender from other Access Providers (Sender Database).

To
All Access Providers (including BSNL and MTNL)



Avpexure s

Guidelines for Submission of Compliance Weports under the ‘lelecom Commercial
Communications Cusfaomer Preforence Regolations, 2018, amd Second Amendment of

TCCCPR
A, Maode of Sabmission of Reports

1, &1l ceporns shell b submies) ondime throngeh e pectal developed by the Antheriy, by mansmiting

T redquisiie deranls via Application Programiing Interfaces (AP}
it. Fach &cceas Provider shall be roquicced to cnable secure AFPLs for submission of auch reponts.

i1, Fending the development and testing of AP, repons may alternatively be subnoifed by

uploading the prescrilbed Eacel Dles onto O ponal.

. A3 the dotd uploaded threough either AP or Excel files shall be subject to data inkegrity and
validation checks. the data format specified in (the Aopexurey, along with the guidelines provided
herein, must be sioictly sdhersd (o Mon-complisnee sath the specified ormal nay eesoll i rejectinn

vl reporis during the wpload siage.

E. Common Guidelines for Submission of Compliance [Leporis
i ALl fields i fhe specilied fommar shall ke duly and correct]y flled. Neeell, row, or ealumn shall
ke left blank unless ssthepwise speeified.

= Ingwses where the data s Net Avadlable. the valug "NAY" shall be entored.

+ Incoscs where a ficld 1s Net Applicable. the valuc “NAP™ shall b cntered.

i Lhe TAF Name and OAF Name shall siwctly confonn to the oprions provided o the ceterepce
table. nowy2ly: Aol BSNL, LITNL J00E KCL BJIL F1E, P and STFHL.

i Al date and fime Tields shall ba entered jn the format DD-MM-YY VY HH24: MM:S5 . onless
olerwise specitied. [n cases whare the datatime is Mor Available or Mot Applicable, ic shall be lef
hlunlk.

iv. Al Mowlean Belds shall b= enteced o 5 Yes and 0",
-

ﬂIi/



v. Complaint 1d shall not contain quotes or double quote marks. No alphabetical character shall be
added by TAP and the complaint Id should be the same as recorded by the OAP.

vi. Complainis closed as duplicate shall also include details of original Complaint Id against which it
has been closed.

vii. Complaints closed due to Incorrect/Incomplete/Wrong Format shall clearly indicate missing field
or incomectly filled ficld in Annexure Y1l and Annexure V111

viil. The Semder name required for RTM in Annexure VII and UTM in Annexure VIII shall be
submitted for both valid and invalid complaints,

ix. The LSA name shall conform to standard LSA names (Andhra Pradesh, Assam, Bihar, Delhi,
Gujarat, Harvana, Himachal Pradesh, Jammu & Kashmir, Kamataka, Kerala, Kolkata, Madhya
Pradesh, Maharashtra, Mumbai, Morth East, Odisha, Punjab, Rajasthan, Tamil Nadu (incl Chennai).
Uttar Pradesh (East), Uttar Pradesh {(West), West Bengal).

x, Ma cell, row, or column shall contain a line break or camage return.

xi. All text ficlds shall preferably be filled in Title Case. %f)_/‘



Annexura | Complamts related to ATM, eategarized by QAP

complaint Lacks the sender number/ header
or Date of receipt of AT

Description:  Each TSP a6 TAP isreguired to submit the complaints related Lo Registered Entities, ol ginated L5A -wise, which are transienred to all QAP including itaelf [TAP -LEA, wise].
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Mame of L58 of TAF T #ingl | fssn [fika | Del | GujslHary| Him | lam [Earn | Kosa Eolk | hlad | Bah | Weu | Hort | Odis P‘l.lrl]?ﬂﬂ:l Tanil | UAta | PtEs | Wes | Totsl
b |m |F hi et ama |achamia |24k | b ata |Wya |aras |mba|h ha |ab |stha|Madu |r r t Complaints
Prad) I & = Prad | lirea | East il [imel | Prad | Prad | Ban
esh Prad| Kash wsh Chanm (gsh [esh |gst
esh |mir i} fEast| D
U
L&A, Code 1 It 3 L] IH- Iﬁ T & Ii i |31 |1z |33 (44 |15 |16 [IF¥ |1 |1¥ L b
Summary aff Camplainis hamdlad by TAP [TAP - LSA wiza)
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|Mwmber of complaints rejected Hthe B4i)

HNwmberof customers informed about the
Fowrmest and procedure when their

camplaimts wors treated azinvalid dues to
)
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HNumber of complaints found invalid duee to
LIEC more than ¥ dayzald

Bdil)

Total Complaints transferred by TSP as TAP
to OaP(s] bncluding |tseH

A-gaiC

OAP-wise breakup of Comalaints transferred by TAP [TAP-LSA wisa)
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Annexure I:Complaints related to ATM, categorized by OAP

Description: Each TSP a5 DUOF [ e qubned bo subrei the camplaints nelated to Ragisiened Biles, raceived from il TAP [s}hincluding inse, LS8 wise
Far claity, compiaints to be submitbed beresn by the DAF for o particeler LA are those complaintswhich are arigineted in thet pariseular LS8 Tram tha neteosk of all TAPs 1n thar LS4 sed transferred to the DAP

| M o TSP an | | | Isageis; Guartar: Year
| e of L5R of TAR T And fAes [Bhe Dl | Gujs [Hary [Hie [lom [Kam | otk | Mo I.I-Htlhlu uunlm Punj Tamil |Unta [Unes [Wes [Tatal
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wih [ b Chenn |aid |eh |w
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vz I fe fs e Jr Je f8 fae lia iz J1s fae ey Jas Jix fis e e |3 2

L5A Code
I'_ru.-.ﬂu B b oF Comnplisines Aeceived by TSP a3 OAP (TAP - LS4 wise)
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complaingd £ommunhcation watin aceordaecs with the preferences
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Mumber of comglaints Tound iealid-due (o the resson thet vl

o nicat] o was 2 Tranescticnal Call /55

Number of complaints Feund ivvelid-gue $otha reson that ]
ComETHL I om was S rvioe Callf @135
Kemher of complal foumd irranliddun §o the remon Eha 1w & |

duplicate complain { Details of O pinsl Cormp et 0 must b
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Mumbarof farder whede autgning belecom redoorers were Birned P
faf 15 diyifor miliuee of numbas wofies] 1o00sde0 | Sor promatonl

Lalis, fize firdl viedation

Maiibed of oone ctieas of sandaes [P omwdich cutpoing alecom  |Plwd
seniceswene barmed for 15 daysfor firstviolation

Humber of Sensfersywhose all telecom rescarces were disconnacted for [Pl
1 year for misise of sember senes DRG0 for prometional calls, far
End o muberqueent wiolation 1|

Numberof Sendemwho wore blackisted T 1 yeor for misme of Bsi

number serie s 160N far pramaotional el for 2nd or pekae e

wiglation

Ksimher.of cn sal eendars [Plel] which wers disconnecied far 1 |Phdi}

woar for 2nd or suhsquient volation 1B LR
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Anmoeurs - Bl 2 Cosmplaiets related to ATM, cateporized by Sandams

Degtription: Fach TSP ag QAP is reguited to Submit the detsi#s o consolaints refated to Registered Entithe, recrived Som all TAP[GEncludng itsail, basad om location of snders of UCC, L5A-wise. For Clarity, 1T may bo nofed
that the comg lainis may hive originatad in any LSA. For tha purpose of thes repart, the Q&P must arramge all the complaings rece ved fram sl §he TARS [com plaiss o ginaed aywhers in the coustrg) bassd on the seader
I atiom, LEA-wize. A0 the complaints, irrespective of thelr origin, against senders located in o particclar L3A ane o submitiod herein under thae L34,

e of TSF 8 DAP:
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Tatdl Complnts recaiaie By TSP & 04 P fram TAP [ ineluding
HETIE
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hﬂl:lil:!t-l?-mﬂi-l'lt.'l froem previous manth]®
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Nunnbe rof complaints found invalld dee To the reason that
‘the sender has the consent of the cusiomer
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Numiber of compiaints found Invalid-dee to the reasom that
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Eiwii]

Nurha e o b eorn plis it Peind il |6 diss 1o Other Resseni™™®

i

Total Numbar of senders Sound non-compliant @ per
TCCOPRZ01E & TCCCPR, 2029 regulatices or Cosle (3] od
Practlce {CoPs)




Total number of sendars ound ron-com pliant dus (o misuss
of e S ries |1 600w for promothonal calls, & per

TOOCPR, 2025 &
Pramber of comne Bdgr suspended for paauss ofnumber
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| Mumber of sondors who have boen (ssued sotlcesseeking
explamation for misee of nomber wries {1600 wax] for i
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promational calls, for fnf Walation HEiiy
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Annexure - IV: Complaints related to UTM, categorized by TAR
Descripthor: Esch TSP & TAP is requined to subamit the complaints relsted to Unreglstened Entitles, originated LS4 wise, which are transferred to all 0ARs intbuding [iself {TAP AL5A wise].
lyrn ol TIF g TR H! I!t w'_l ar:
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Anneawre -V Complalnts related to UTH, cateporized by O&F

Thi (AT

Descripbion: Each TSP & QWP i reguired to submit the complaints related (o UMREGESTERED & miities, fecrived Trom ) TAP(E) Including itseif, LsA-wis.
Forclarity, complaints to be submétbed herein by the OaF for a particutsr L56 are thase complain®s which arigineted (nehat particlaer L3 Sam the network of a8 TAPsEn That LA and transferred o
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Anmoxure -V Complaints related to UTMW, categorimed by Sendors
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