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Broadband 

“Broadband is a data connection that is able to support interactive 
services including Internet access and has the capability of the 
minimum download speed of 512 kbps to an individual subscriber 
from the point of presence (POP) of the service provider intending 
to provide Broadband service.”  

   (Telecom Regulatory Authority of India) 

 

 Benefits of Broadband Services 

◦ Aids Economic and Social Growth 

◦ Better and Cheaper Communications/ Connected Citizens 

◦ Enhancing efficiency of conventional business models 

◦ Employment and Knowledge Sharing 

◦ … endless  
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Broadband Services in India 

 Complex form of dissemination of information by service 
providers to consumers 

◦ No standard format for information disclosure 

◦ Information is either too much or too less or too complex/technical for 
consumers to understand or comprehend 

 Mismatch between QoS advertised and the Actual QoS 
experienced 

◦ Issues of mis-advertisement, mis-selling and false promises 

◦ Doesn’t justify the price paid by consumers for the service 

 Use of terms such as “Unlimited” and “Upto” 

◦ Misleading terms, doesn’t disclose the actual terms of contract 

 Absence of tool to compare broadband services 

◦ Uninformed choice making leading to consumer dissatisfaction 

◦ Limited QoS parameters in MySpeed and QoS Analytics App 
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Existing Regulations 

Regulations (Broadband): 

 Regulation On Quality of Service for Broadband Service, 2006 

 Quality of Service of Broadband Service (Amendment) 
Regulations, 2012 

 Quality of Service of Broadband Service (Second Amendment) 
Regulations, 2014 

 

For Wireless Data Services 

 The Standards Of Quality Of Service For Wireless Data Services 
Regulations, 2012 

 The Standards Of Quality Of Service For Wireless Data Services 
(Amendment) Regulations, 2014 
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CUTS Intervention 
 Create a network of stakeholders; increase their 

capacity/awareness on broadband services & related issues  

 Ascertain the need for a Consumer Broadband Label for 
broadband services  

 Advocate bringing necessary policy & practice changes  

 Promote visibility of best practices within the sector 

 Develop a roadmap for adoption of a Consumer Broadband Label  

Envisaged Outcomes: 

 Well informed, educated and responsible consumers 

 Better understanding and clear analysis of existing QoS labels for 
broadband services across globe 

 Regulator/Service Providers expressing interest in adoption of 
standard label for broadband services 

 Adequate information and awareness about consumer rights and 
obligations while availing broadband services 
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Consumer Broadband Label: Need & 
Benefits:  

 Means for service providers to disclose the actual Quality of 
Service (QoS) for their broadband services 

 Sets a platform for comparison of QoS with the 
Standard/Regulatory benchmarks 

 Tool for consumers to make an informed choice for broadband 
services 

 Instills competition in the market and creates incentive for 
providing better QoS to consumers 
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International Experiences 

United States 
 Open Technology Initiative (OTI) of the New America 

Foundation in 2009 created 1st broadband label - Broadband 
Truth-in-Labelling disclosure. 

 CI campaign "Holding Broadband Service Providers to Account" 
led to developing standard Broadband Disclosure Statement 

 Federal Communications Commission based on Open Internet 
Study & Open Internet Order developed broadband labels – one 
for landline and one for mobile 

United Kingdom 

 Ofcom’s Voluntary Code of Practice in 2008 (for consumers) & 
2016 (for businesses) 

Singapore 
 Telecom regulator of Singapore, Infocomm Development 

Authority (IDA), requires ISPs to report quarterly on some 
select parameters on QoS to IDA 
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Broadband Labels (Examples) 
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Broadband Disclosure Statement by CI Truth-in-Labelling Standardised Disclosure 



Broadband Labels (Examples) 
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Fixed Broadband Consumer Disclosure | Mobile Broadband Consumer Disclosure 



Broadband Labels (Examples) 

 

11 FCC Broadband Label for COX Communications & Wide Open West - Drafted by FCC 



Broadband Labels (Examples) 
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Model Proposed to FCC during the Discussion for a Broadband Label 



Challenges: Design & Implementation  

 Label cannot cover all aspects of a service. May omit an attribute 
that is important to a particular consumer 

 A label has no value if it is misleading or fraudulent. Trust is a 
major component of a labelling program's credibility 

 Labels that provide highly technical, trivial or irrelevant data 
information will not help improve consumer’s knowledge. 

 For a Successful labelling programme, an effective monitoring 
system is required 

 Need for regular maintenance and frequent updating of standards 
prescribed in labels to keep up with development needs.  

 Consumer Awareness/Sensitisation: Behaviour  
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Issues for Discussion 

 How can the concept of labelling for broadband services turn into 
a feasible idea?  

 Considering the competition and consolidation scenario in 
telecom industry, would the lablelling mandate create incentive for 
operators to improvise on QoS? 

 What should be more appropriate for consumers: 

◦ A Qualitative Label (Star ratings, rankings, etc.) 

◦ A Quantitative Label (Numeric values on QoS Parameters) 

 What steps could be taken to deal with consumer behavior? 
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CUTS INTERNATIONAL 
D–217, Bhaskar Marg, Bani Park 

Jaipur 302 016, India 
PH: +91.141.2282821 
FX: +91.141.2282485  

EMAIL: c-cier@cuts.org 
WEB: www.cuts-ccier.org/ 

Thank You!  
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