Service Provider Survey

Objective 

To gather information on available cellular services which are accessible and compatible for use by persons with disabilities, elderly and illiterate persons in India.

Target audience:
Cellular service providers

Questionnaire

Name of contact:

· Service Provider Brand

· Region of Operation

· Type of Network CDMA / GSM

· Network Frequency / Network Version

· ISO Certification

· Do you have information on how many of your customers are persons with disabilities?

· No

· Yes

· Can’t say

· If yes, what percentage of your client base?

· Do you provide any special services for persons with disabilities, the elderly or illiterate persons?

· Yes

· No

· Can’t Say

· If yes, which ones?  

· What channels do you use for communication with the Customers for advertisement and Information dissemination?

· SMS

· Calls

· MMS

· Website

· Flash Messages

· Voice Menu Service (VMS)

· Visual Menu Service

· Print Advertisement

· Radio

· TV

· What billing / balance enquiry channels/formats do you use?

· Paper Bill

· SMS Notification

· Internet / Website

· Voice Menu Service (VMS) 

· Flash Message

· Self Care System 

· Braille

· Large Print

· Do you provide alternative solutions for SMS based services like News Alert, Jokes, activation / deactivation of subscription etc for Persons With Disabilities, the Elderly and illiterate customers? 
· Do you provide alternative solutions for Voice Menu System for these groups? 
· What are the ways in which customers can contact customer Care? 
· Call

· SMS

· E-mail

· Do you have a tie up with any hardware manufacturer to bundle your services with their products? Are any of these targeted towards persons with disabilities?

Please tick the options that are available to Persons with Disabilities, the Elderly or illiterate persons by your company for the following services.

	Sl
	Service
	Mode of Operation

	
	
	SMS
	Voice Menu
	Visual Menu
	Website/ E-mail
	Any other / Remarks

	1.
	Balance Enquiry
	
	
	
	
	

	2. 
	Billing Enquiry
	
	
	
	
	

	3. 
	Service Request like bill plan change
	
	
	
	
	

	4. 
	Complaint  Registration
	
	
	
	
	

	5. 
	Feature Request
	
	
	
	
	

	6. 
	Activation of Premium Services
	
	
	
	
	

	7. 
	Deactivation of Premium Services
	
	
	
	
	

	8. 
	Connection Settings Request like GPRS, EDGE, WAP etc. 
	
	
	
	
	

	9. 
	Content Download service like Ring tone, Wall paper etc.
	
	
	
	
	

	10.
	Emergency Contact like Police, fire Brigade, Health Care etc.
	
	
	
	
	


· Do you offer services at subsidized rates or at no cost to persons with disabilities, elderly persons or  any other groups?

· Yes

· No

· If yes, then please give details of these services.

	Service Type
	Target Disability / Old Age
	Description
	Plan/Service Name

	Call / Voice Services
	
	
	

	Text / SMS Services
	
	
	

	Internet / Broadband / Data Access 
	
	
	

	
	
	
	


· Do you provide special services like access to digital libraries, video/text relay services, priority assistance, emergency responses etc?

· Do you operate in any other country, and if so, do you provide accessible services in that country?
Would your company be interested to know more about solutions, services and sustainable business models to address the market of persons with special needs?

Yes

No

Don’t know

