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PTA's VISION

“ Create a fair regulatory
regime to promote investment,
encourage competition,
protect consumer interests, and

ensure high-quality ICT services.”
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Chairman’s Message

he resilient telecom sector has led the new normal in an even more connected world.

Transitioning from an enabler of keeping governments, capital markets, and societies
connected, the sector has cleared a stress test to become a cross-cutting catalyst of change and
development across all sectors. The world is witnessing the foundation of future networks, where
disruptive innovations and technologies like 5G, Internet of Things (IoT), Artificial Intelligence
(Al), Virtual Reality (VR), block chain, and mobile edge computing are being embedded in
economies, causing massive digitalization. Following a customer-centric approach, the name
of the game is availability, adaptability, flexibility, speed, and technological advancement. In
the emerging environment, the role of the regulator has become more challenging due to considerations like speed of
transition, accessibility, quality, competition, consumer protection, data privacy, and the need to bridge the digital divide.

| am pleased to share that today, Pakistan has over 110 million broadband subscribers out of a total of 191 million subscribers
(mobile and fixed); our data usage has registered significant growth, increasing by about 52% in just a year. The stellar
progress of the telecom sector has resulted in highest-ever revenue (PKR 644 billion) being generated in Financial Year (FY)
2021. The sector has substantially contributed to the national exchequer in the form of taxes, proceeds from spectrum
auctions, and license renewals fees. A handsome amount of USS 486 million (FY 2021-till date) has been generated though
spectrum auctions and license renewals in Pakistan, Azad Jammu and Kashmir (AJ&K), and Gilgit-Baltistan (GB).

Mindful of the increased focus and dependency on the telecom sector, we have progressed rather speedily. To this effect, the
Next Generation Mobile Services (NGMS) spectrum auctions for Pakistan, AJ&K, and GB have been successfully completed,
ensuring better quality services and boosting the digital economy. Quality of Service (QoS) conditions and coverage obligations
have been suitably enhanced to provide accessibility and better user experience. We are continuously striving for improved
accessibility of telecom services to unserved, underserved, and difficult areas like merged tribal Districts (erstwhile tribal
areas), and AJ&K and GB. The implementation of the Device Identification, Registration and Blocking System (DIRBS) by
PTA, in conjunction with other stakeholders, has been a huge success and catalyst for transforming Pakistan into a major
manufacturer of mobile devices. Post-DIRBS implementation, the uptake of smart phones connectivity on our networks
has increased from 41% to 52%. To address the issues of availability and affordability of mobile devices, especially of smart
phones, today, we are not only manufacturing mobile handsets (feature and 4G smartphones) but also exporting them.
In this regard, PTA has so far issued manufacturing authorizations to 30 applicants, attracting investments to the tune of
USS$120 million and creating 2,000 jobs. The world's leading brands like Samsung, Xaomi, Oppo, Vivo, Nokia, Tecno, ZTE, etc,,
are now being manufactured in Pakistan. Our efforts for automation of processes, consumer facilitation, and transparency
include app-based mobile registration, app-based consumer management system, app-based reporting of lost and stolen
mobiles, manufacturer device registration system, and Internet Protocol (IP) Whitelisting. This cross-sector collaborative
approach is resulting in stable, secure, and rapidly enhancing digital financial services and growing e-commerce services.
Moreover, a multi-dimensional cyber security approach is being adopted to ensure safety and security of our networks and
users’ data under the emerging cyber threat scenario.

Our progress notwithstanding, we still face challenges that we would like to turn into opportunities. Outreach to unserved/
underserved areas and underprivileged segments—especially reducing the gender gap in ownership and usage of Information
and Communication Technologies (ICTs)—needs to be prioritized through collaborative efforts. The need for massive
fiberization to support high-capacity digital networks and future technologies has become pronounced. The same requires
a National Action Plan involving both public and private sectors. While some progress has been achieved with respect to
Right of Way (RoW) facilitation, the issue still needs focused efforts and involvement of all stakeholders. Similarly, increasing
the industry’s profitability also merits prompt attention of policymakers for the sector to mature.

| feel honored that the leadership has once again trusted the regulator and the sector at a time when the local and global
economy is passing through challenging times. We owe the success of our mutual endeavors to the efforts of our industry
partners, pro-competition and transparent policies of the Government of Pakistan (GoP), and professionalism and dedication
of the entire PTA team. Our consumers and all those who are digitally connected inspire us to outperform ourselves. | look
forward to the leadership’s continued patronage and guidance for our vibrant and growing sector to truly transform our
country into ‘Digital Pakistan, as envisioned by Prime Minister Imran Khan.

Maj Gen Amir Azeem Bajwa (R)
Chairman
Pakistan Telecommunication Authority



Executive Summary

Broadband Subscribers

110 million

Telecom and ICT services
covering over

89% population

Teledensity

87%
0!

Highest-ever telecom revenues

PKR.:644 billion

Pakistan has not only braved the fatal strains of

the COVID-19 pandemic but has also emerged

more formidable through the turbulent year-and-
a-half. Both the ICT sector and the regulator worked
as enablers alongside the government, facilitating the
management of COVID-19 and supporting economic
recovery. Despite all odds, the digital marvel is unfolding
under the leadership of Prime Minister Imran Khan. The
year under review has been exhilarating for the Pakistan
Telecommunication Authority (PTA) as it traversed
tough times and bagged multiple successes. PTA's
regulatory approach and strategic maneuvers were
directed towards industry facilitation and consumer
protection, which in turn paved the way for all-inclusive
connectivity and sustained economic growth.

Broadband services reached a remarkable milestone of
100 million subscribers in March 2021, now standing at
110 million. Fifty percent of the country’s population has
subscribed to broadband, with the bulk (49%) consisting
of mobile broadband connections. Telecom and ICT
services have a nationwide spread, covering over 89%
of the population. Teledensity has touched 87%, of
which cellular mobile penetration comprises over 86%.
Similarly, the number of cellular subscribers has risen
to 188 million, taking the total telecom subscriber base
to 191 million. For the first time ever, smart phones
have outnumbered feature phones (2G) on domestic
networks, capturing a market share of 52%.

With the expansion of 3G and 4G services, in tandem
with the impact of COVID-19, broadband data usage
increased by 52% during FY 2021. Increased Internet



usage also had a significant impact on the sector’s
financial outlook. Telecom revenues touched the highest-
ever figure of PKR 644 billion in FY 2021, compared to
PKR 592 billion in the previous year. The sector also
attracted USS 202 million in the shape of Foreign Direct
Investment (FDI) and contributed PKR 226 billion to the
national exchequer. With successful spectrum auctions
and license renewals in Pakistan and Azad Jammu and
Kashmir (AJ&K) and Gilgit-Baltistan (GB) during the
period, an amount of USS 486 million (FY 2021-till date)
has been generated.

PTA was also pivotal in facilitating the expansion of
telecom and ICT services in AJ&K and GB. Teledensity
and broadband penetration in this important region stood
at 95.4% and 40%, respectively. The Pak-China Optical
Fiber Cable (OFC) Project connecting China and Pakistan
through terrestrial links, is now carrying commercial traffic.

Pakistan's telecom statistics have demonstrated an
impressive increase, which is attributable to progressive
regulatory initiatives and market interventions undertaken
by PTA. The hallmark of its efforts was the spectrum
auction in 1800 MHz band in Pakistan, in which Ufone
was the successful bidder. Moreover, another auction
for 1800 MHz and 2100 MHz in AJ&K and GB was
held in September 2021, with Zong, Telenor, and Ufone
successfully acquiring the spectrum. In addition, cellular
mobile licenses of operators in AJ&K and GB were also
renewed for provision of uninterrupted, reliable, and
enhanced connectivity. Besides, integrated licenses of
Pakistan Telecommunication Company Limited (PTCL),
National Telecommunication Corporation (NTC) and

Special Communication Organization (SCO) were also
renewed. Apart from financial gains to GoP, the spectrum
auctions and license renewals will result in availability
of high-speed broadband connectivity with widespread
availability of services across Pakistan. PTA also facilitated
the industry by preparing the Rolling Spectrum Strategy
2020-2023, approved by the federal government; the
strategy provides a roadmap for operators to streamline
their network planning over the next few years. The
impact of Device Identification, Registration and Blocking
System (DIRBS), which was introduced back in 2019,
became more obvious as legal commercial imports of
mobile phones increased by around 125% in three years.
The revenue collected on these imports between 2018
and 2020 crossed the PKR 122 billion mark. PTA further
reinforced this impact by issuing the Mobile Device
Manufacturing (MDM) Regulations, 2021, that eased the
process for obtaining a No-Objection Certificate (NoC)
for manufacturing and local assembly of mobile phones
in Pakistan. As many as 30 companies have obtained
licenses so far, producing 10.1 million smart phones in
2021 while creating 2,000 jobs. Samsung also joined
the local manufacturing market in collaboration with
local partners. Pakistan made history by exporting its
first-ever smart phone consignment to the United Arab
Emirates (UAE) under the ‘Manufactured in Pakistan’ tag.

To improve the end-user experience, PTA revised the
Cellular Mobile Quality of Service Regulations that
will raise the bar higher for network performance for
all operators. Moreover, PTA acquired state-of-the-art
‘SmartBenchMarker' system in September 2020. This tool
helped PTA to conduct Quality of Service (QoS) surveys

Pakistan’s telecom statistics have demonstrated

an impressive increase, which is attributable to

the progressive regulatory initiatives and market
interventions undertaken by PTA.

1- Telecom contributions include: PTA Deposits, GST/FED, WHT, Custom Duty and Other Taxes.



for cellular mobile, fixed line, and third-party independent
vendors to assess network performance across Pakistan.

Market competition and consumer protection were priority
areas for PTA during the year under review. Competition was
analyzed and Significant Market Power (SMP) operators
were determined for 10 markets of AJ&K and GB, and 11
markets of Pakistan. For ease of business and consumer
facilitation, PTA introduced an online portal for Internet
Protocol (IP) Whitelisting and Virtual Private Network
(VPN) registration for software houses, call centers, and
freelancers. A new automated Lost and Stolen Device
System (LSDS) was also launched for blocking of lost, stolen,
and snatched mobile phones. PTA blocked approximately
1.1 million URLs containing objectionable material. To
eliminate illegal telecom setups and grey telephony, PTA
conducted 53 raids during the last three years, leading to
the confiscation of 163 illegal gateways and 35 arrests.
On the direction of the regulator, cell sites of Cellular
Mobile Operators (CMOs) in Waziristan were upgraded
for 4G in its quest to provide high-speed connectivity to
marginalized segments in unserved areas. Similarly, PTA,
in collaboration with the Special Talent Exchange Program
(STEP) and The British Council, developed and launched
‘Equal Access'—an application that provides information
in sign language interpretation, sound description, dark
mode, and resizable text formats. In addition to other
features, the app also provides information and laws
on Disabled Peoples’ Organizations (DPOs). Being the
trendsetter, PTA added further value to its own website by
upgrading it to a bilingual mobile responsive website. The
site is now compliant with the Universal Web Accessibility
Standards for Persons with Disabilities, thereby making
it one of the pioneering government websites focusing
on inclusivity and accessibility for all.

In a synergetic exercise, PTA was instrumental in securing
the cyberspace of Pakistan by introducing several
measures with the assistance of other stakeholders.
Compliant with the National Cyber Security Policy 2021,
PTA established Telecom Sector Computer Emergency
Readiness Team/Coordination Committee (CERT/CC).
It also identified and blocked numerous sources such
as apps and social media pages involved in fraud and
illegal sale of telecom subscribers’ data. Public awareness
advertisements and notices were regularly issued in
the media; PTA also partnered in conducting the virtual
edition of the Pakistan School on Internet Governance
(pkSIG). During FY 2020-21, PTA's Consumer Support
Centre (toll-free number 0800-55055) received over 38,200
calls per month (1200-1300 calls per day). PTA received
165,944 complaints against Cellular Mobile Telephony,
Internet Service Providers (ISPs), Fixed Local Loop (FLL),
and Wireless Local Loop (WLL) during 2020-21, with
98% of the complaints being addressed. Moreover, PTA
received 49,601 complaints on the Pakistan Citizen Portal
during the period between November 12, 2018, to June
30, 2021. Of these, 96% were resolved. The Consumer
Protection Division of PTA obtained ISO 9001:2015 quality
management system certification, following an audit
conducted by the British Assessment Bureau.

Digital financial inclusion is a key area of focus for GoP
and PTA. Under the National Financial Inclusion and
Digital Payment Strategy, PTA has been working together
with other regulators and federal bodies to increase the
adoption of digital financial services. The m-banking
network has expanded to over 534,460 m-banking
agents and 75 million m-wallet accounts. This network
has enabled more than 2 billion annual transactions
worth over PKR 8 trillion. According to the State Bank



of Pakistan (SBP), the e-commerce market in 2020 is
estimated to have expanded to PKR 235 billion, up by
56% from the previous year.

It is imperative that the achievements of the country’s
telecom sector are highlighted at international forums to
attract foreign companies, including prospective investors.
In this context, PTA represented Pakistan's telecom
sector in high-level virtual events organized by reputed
global and regional forums. The Mobile World Congress
(MWC) 2021 was the only in-person event held last year,
where Chairman PTA interacted with the top leadership
of International Telecommunication Union (ITU), Global
System for Mobile Communications Association (GSMA),
and Alliance for Affordable Internet (A4Al), among others.
Owing to COVID-19 restrictions, almost all events and capacity
building initiatives were shifted to virtual space. As such,
PTA conducted virtual training sessions and workshops
in collaboration with GSMA, Ericsson, and Commercial
Law Development Program (CLDP). During the reported
period, PTA also provided technical assistance to the
telecom regulators of Sri Lanka and Oman for important
regulatory initiatives in their countries.

PTA is also cognizant of the alarming digital gender
gap that exists in mobile ownership, mobile penetration,
internet usage, and social media usage. Females have a
particularly low subscription percentage in every major
telecom/ICT indicator. However, various government
bodies such as the Ministry of Information Technology
and Telecommunication (MolTT), Ignite, and the Punjab
Information Technology Board (PITB), as well as telecom
operators, are taking practical steps through development
projects and awareness campaigns to reduce the gender
divide in digital inclusion.

Broadband services reached a remarkable
milestone of 100 million subscribers
in March 2021, now standing at 110
million. Fifty percent of the country’s
population has subscribed to broadband,
with the bulk (49%) consisting of mobile
broadband connections.

The regulator is a strong proponent of innovation, facilitation,
cooperation, and unification to ensure connectivity for
all. PTA believes in a collaborative approach driven by
contemporary services, technology trends such as 5G
deployment, Artificial Intelligence (Al), edge computing,
Internet of Things (loT), high-resolution content, and
Software-Defined Wide Area Networks (SD-WANSs). PTA
has resolved to ensure that those already connected
move on to an enhanced experience; all stakeholders get
a level playing field; the Internet remains a secure and
safe space; and that Pakistan increases its manufacturing
capacities. To achieve these goals and more, efforts are
underway to strengthen cross-sectoral cooperation with a
focus on legal frameworks and international collaboration
to accelerate Pakistan’s digital agenda. Steps in the
right direction and at the right time will translate into a
more stable and robust telecom sector amid soaring
investments, with all key players contributing their best
to witness satisfied end-consumers.
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Messages

Celebrating 100 Million
Broadband Subscriptions

| would like to congratulate the Government
i of Pakistan for touching the milestone of
100 million broadband subscribers. This
has been made possible due to appropriate
policy and regulatory mechanisms, as well
as the efforts of the private sector. In 2012, there were
less than 2 million subscriptions, and within seven years,
the number has reached a historic 100 million. This is
indeed a remarkable achievement! APT is always ready
to work with Pakistan and its other members so that
your success will be the success of APT as a community.

Masanori Kondo
Secretary General of APT

I am pleased to learn that Pakistan has
managed to achieve the milestone of 100
million broadband subscribers. This is a
marvelous achievement! According to ITU’s
ICT Regulatory Check, Pakistan has been
ranked among very few countries in Asia and the Pacific
with a Generation 4 regulatory environment. Due to the
cross-cutting nature of ICTs, a ‘Whole of Government’
approach is required. Any unused spectrum is a national
loss. In order to enhance connectivity and take advantage
of emerging technologies, we also need modern, efficient,
quick, light touch, and collaborative regulations. We can
only benefit from emerging technologies like Artificial
Intelligence, Blackchain, Internet of Things, and robotics
if our regulators and regulations are geared towards
supporting and enabling their deployment. ITU is always
there to assist Pakistan.

Houlin Zhao
Secretary General of ITU

My sincere congratulations for reaching the
milestone of 100 million people that can
now use mobile broadband in Pakistan.
This achievement is a testament to
your recognition of the power of mobile
broadband and your ambition, with every one of your
recent policy steps including the Spectrum roadmap, tax
reforms, and Rights of Way policies. Each confirms your
admirable commitment to becoming a regional digital
nation leader. These are exciting times in a country
where the mobile ecosystem is already contributing
some 5.4% to the GDP, and we are also seeing progress
in closing the mobile gender gap. The GSMA is proud
to be supporting digital transformation in Pakistan with
our Asia Pacific leading nation program.

Mats Granryd
Director General of GSMA
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TELECOMMUNICATION MARKET STATISTICS

Broadband Subscribers
Mobile and Fixed
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Mobile Data Usage
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JHE" TELECOMMUNICATION MARKET STATISTICS

Telecom Contribution to Exchequer
(PKR Billion)
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Source: State Bank of Pakistan

P= Provisioned R= Revised
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Mobile Wallet Agents

I402,71 0 ,—[ZW ,—Em I445,1 81 I534,460

2016-17 2017-18 2018-19 2019-20 2020-21
B Mobile Wallet (BB) Agents Active BB Agents

Source: State Bank of Pakistan

Mobile Wallet Accounts
(Million)

B 2.

2016-17

2017-18 2020-21

[ Mobile Wallet Accounts I Active Accounts

Source: State Bank of Pakistan

Mobile Devices: Commercial Import Vs Manufacturing
Assembly Trends 2016-2021

(Million)
Pre-DIRBS Trend Post-DIRBS Trend
24.51 24.65
21.36 E
18.11 —
16.28 E
13.05 E
12.07 11.74 — —
= = 10.06=
2016 2017 2018 2019 2020 2021

Commercial [ Local Assembly + Local Manufacturing
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Mobile Devices: Manufacturing and Local Assembly

(Million)
(1 2 (1 2 (1 2\
11.74
Q Q Q o Q Q

012 ]

[2G MW Smart Phones ¥ Total

Mobile Devices: Manufacturing and Local Assembly by Top 10 Brands

(Million)
1 — .
5.27 QMOBILE ovoBiLe = [ 4.40 ITEL
251 crve | N 2.15 ETACH - N 3.17 VGO TEL
ar cawve | NN 1.63 veoteL - [ 3.00 INFINIX
073 e-TAcH | [N 1.29 inFinix | N 2.76 VIvO
[ 0.69 veoTeL | [N 1.07 cave | NN 2.06 TECNO
I o0.40 cLusmoBiLE | [ 0.82 crive | [N 1.90 E-TACHI
7026 MEMOBILE | [ 0.60 TECNO 1.68 QMOBILE
Ho.18 GrResso [l 0.40 GFIVE | [N 1.17 CALME
fo.11 INFINX | [l 0.38 qomee | [N 0.92 GFIVE
10.04 spMoBILE | [l 0.34 mee | M 0.86 QQMEE

Mobile Devices on Pakistan Network
(Percentage)

( 59% N

485 2%

[l

& J
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W2G [ Smart Phones Note: Smart Phones include 3G & 4G and above
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President of the Islamic Republic of Pakistan, Dr. Arif Alvi, and Chairman PTA, Maj Gen Amir Azeem Bajwa (R),
addressing Pakistan's First National Broadband Network Forum 2021 held in Islamabad on November 10,
2021.0rganized by PTA, in collabration with Huawei, the forum's theme was "Broadband for All." President
Dr. Arif Alvi was the chief guest on the occasion.
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Representatives of PTA, Telenor, and Zong putting their signatures on documents at the NGMS license signing
ceremony held in Islamabad on October 11, 2021. Federal Minister for AJ&K and GB, Ali Amin Khan Gandapur,
Chief Minister of GB, Khalid Khursheed, Federal Secretary IT&T, Dr. Muhammad Sohail Rajput, Chairman
PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, Member Compliance and
Enforcement PTA, Dr. Khawar Siddique Khokhar, and Executive Director Frequency Allocation Board (FAB),
Brig Mohammad Tahir Ahmed Khan (R), witnessing the license signing.
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Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, and Member
Compliance and Enforcement PTA, Dr. Khawar Siddique Khokhar, presenting mementos to Federal Minister
for AJ&K and GB, Ali Amin Khan Gandapur, and Chief Minister of GB, Khalid Khursheed, at the license signing
ceremony for AJ&K and GB, held in Islamabad on October 11, 2021.

Chairman PTA, Maj Gen Amir Azeem Bajwa (R),
Member Finance PTA, Muhammad Naveed,
and Member Compliance and Enforcement
PTA, Dr. Khawar Siddique Khokhar, presenting
a memento to Federal Secretary for IT&T,
Dr. Muhammad Sohail Rajput, at the PTA
Headquarters on June 23, 2021. During the
interaction, the Federal Secretary was compre-
hensively briefed on the role and functions of
PTA, with a specific focus on license renewals
and spectrum auctions.

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, and Member
Compliance and Enforcement PTA, Dr. Khawar Siddique Khokhar, at the launching ceremony of iOS Mobile
App for Device Verification System, held on November 5, 2020. In order to check whether a particular mobile
phone is registered and recognized by DIRBS, mobile users need to verify the IMEI number.

Pakistan Telecommunication Authority | 29



([~ PICTURE GALLERY

30

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, Member
Compliance and Enforcement PTA, Dr. Khawar Siddique Khokhar, and Executive Director FAB, Brig Mohammad
Tahir Ahmed Khan (R), during a media briefing on spectrum auction in Pakistan. The briefing was held on
September 13, 2021.

Federal Minister for IT&T, Syed Amin Ul Haque, Federal Secretary for IT&T, Dr. Muhammad Sohail Rajput,
Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, Member
Compliance and Enforcement PTA, Dr. Khawar Siddique Khokhar, and Executive Director FAB, Brig Mohammad
Tahir Ahmed Khan (R) during the Ufone license signing ceremony held on September 15, 2021.

ANNUAL REPO

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, and Member
Compliance and Enforcement PTA, Dr. Khawar Siddique Khokhar, ahead of the AJ&K and GB spectrum
auction held on September 28-29, 2021.
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The Ambassador of Turkmenistan, Mr. Atadjan Movlamoy, called on Chairman PTA, Maj Gen Amir Azeem
Bajwa (R), at the PTA Headquarters on September 23, 2020. Aside from matters of mutual interest, the meeting
offered an opportunity for discussion on the proposed fiber optic link between Turkmenistan and Pakistan.

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), and Director of ITU’s Development Bureau (ITU-BDT),
Ms. Doreen Bogdan-Martin, had a bilateral meeting on the sidelines of the Mobile World Congress on June
29,2021. Ms. Bodgan-Martin appreciated the efforts of GoP and PTA in the sphere of digital transformation,
and assured to extend maximum cooperation to PTA and other ICT stakeholders in Pakistan.

Chairman PTA, Maj Gen Amir
Azeem Bajwa (R), and CEO
of Universal Service Fund,
Mr. Haaris Chaudhary, after a
briefing in which the Director
of ITU’'s Development Bureau
(ITU-BDT), Ms. Doreen Bogdan-
Martin, was apprised of USF’s
important role in providing digital
connectivity to unserved and
underserved areas of Pakistan.
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Chairman PTA, Maj Gen Amir Azeem
Bajwa (R), reaffirmed Pakistan’s
commitment to support the digital
transformation of Afghanistan
during a bilateral meeting with Ms.
Masooma Khawari, Minister of
Communications and Information
Technology, Government of
Afghanistan. The meeting was
held at the GSMA Mobile World
Congress in Barcelona on June
29, 2021.

Chairman PTA, Maj Gen Amir Azeem Bajwa
(R), and President of Huawei Middle East
Region, Mr. Charles Yang, convened a
meeting to discuss the role of tech vendors
in bringing latest telecom and ICT solutions
to Pakistan. The meeting took place on
June 28, 2020, during a visit to the Huawei
booth at the GSMA Mobile World Congress
held in Barcelona.

On June 29, 2021, PTA and GSMA signed a cooperation agreement at an exclusive ‘Realizing Digital Pakistan
Milestone Roundtable’ held at the GSMA Mobile World Congress in Barcelona. Chairman PTA, Maj Gen Amir
Azeem Bajwa (R), and Head of Public Policy GSMA Asia Pacific, Ms. Jeanette Whyte, signed the agreement
in the presence of key stakeholders in the digital ecosystem of Pakistan.
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Inspector General Motorways,
Mr. Kaleem Imam, called on
Chairman PTA, Maj Gen Amir
Azeem Bajwa (R), at the PTA
Headquarters on November 26,
2020. The two discussed issues
related to telecom coverage on
various motorways and highways,
including M-3 and the Hazara
Expressway.

The Co-Chief Operating Officer of VEON
Group Jazz, Herrero Sergi, along with the
CEO and CRO of Jazz, Aamir Ibrahim and
Syed Fakhar Ahmed respectively, visited the
PTA Headquarters in Islamabad on October
21, 2020, for a meeting with Chairman
PTA, Maj Gen Amir Azeem Bajwa (R). The
meeting featured a discussion on matters
of mutual interest including future plans of &
Jazz, telecommunication advancements
for the socio-economic benefit of Pakistan,
and investment opportunities in the sector.

German Ambassador to Pakistan,
Mr. Bernhard Schlagheck, engaged
in a conversation with Chairman
PTA, Maj Gen Amir Azeem Bajwa
(R), at the PTA Headquarters on
Febuary 18, 2021. Both sides
discussed matters of mutual
interest including enhanced
cooperation in the field of ICT
and telecommunications, and
opportunities for foreign inves-
tors in Pakistan's fast-growing
telecom sector.
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PTA team headed by Member Compliance and Enforcement, Dr. Khawar Siddique Khokhar, visited Coastal
Jade on August 26, 2021.

Chief Minister of GB, Muhammad
Khalid Khursheed, called on Chairman
PTA, Maj Gen Amir Azeem Bajwa (R),
at the PTA Headquarters on February
11,2021. The PTA Chairman assured
the Chief Minister of PTA's full support
in removing any hurdles impeding the
provision of quality voice and Internet
(3G/4G) services in GB.

Chairman PTA, Maj Gen Amir Azeem
Bajwa (R), presenting a memento to
CEO of Etisalat Group, Mr. Hatem
Dowidar, who called on him at the
PTA Headquarters on March 11, 2021.
The meeting featured a discussion
on investment opportunities in the
ICT sector in Pakistan, as well as
future plans of Etisalat Group, PTCL,
and Ufone. The two sides agreed to
further expand mutual collaboration
for realization of the PM'’s ‘Digital
Pakistan’ vision.
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President of the Middle East Region of Huawei Technologies, Charles Yang, along with CEO of Huawei
Technologies Pakistan, Mark Meng, and Deputy CEO, Ahmed Bilal Masud, visited the PTA Headquarters on
March 2, 2021 for a meeting with Chairman PTA, Maj Gen Amir Azeem Bajwa (R). The two sides discussed
future plans of Huawei Technologies in Pakistan, and development of innovative digital and financial solutions
to accelerate progress towards ‘Digital Pakistan.
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Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Muhammad Naveed, and Member
Compliance and Enforcement PTA, Dr. Khawar Siddique Khokhar, sharing a light moment at the inauguration
of the National Telecom CERT Portal on April 5,2021.

Vice President of Public Affairs and Communications, Huawei Middle East, Mr. Li Xiangyu (Spacelee), visited
the PTA Headquarters for a meeting with Chairman PTA, Maj Gen Amir Azeem Bajwa (R) on May 4, 2021.
Both sides discussed matters of mutual interest.
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Chairman PTA, Maj Gen Amir Azeem
Bajwa (R), Member Finance PTA,
Muhammad Naveed, and Member
Compliance and Enforcement PTA,
Dr. Khawar Siddique Khokhar, at
the signing ceremony of Mobile
Device Manufacturing Authorization,
held at the PTA Headquarters on
May 20, 2021.

PTA high officials in a group
photograph taken at the signing
ceremony of Mobile Device
Manufacturing Authorization held
on May 20, 2021.

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), presenting a shield to Director General NLC, Maj Gen Yousaf
Jamal during a meeting held at the PTA Headquarters on September 3, 2020.
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Digital Pakistan Initiative and Regulatory Measures

he telecommunication sector—being the frontrunner for Pakistan's economy over the

last couple of years—has played a pivotal role in the country’s digitalization. International
connectivity, bandwidth capacity, fiber footprint, and network redundancies are being improved to
meet the ever-increasing demand for telecom and related services. Encouraging fair competition,
keeping pace with rapid modernization of telecom systems, contributing to policymaking,
and creating synergies by working in a partnership mode are just a few priority intervention
areas wherein the Pakistan Telecommunication Authority (PTA) has achieved substantive
improvements. In extending modern telecom services, conscious efforts are made to offer an
effective governance and regulatory environment that would safeguard the interests of telecom
users, service providers, investors, and the Government of Pakistan (GoP). Highlights of PTA's
regulatory performance under the Pakistan Telecommunication (Re-organization) Act, 1996,
and other telecom/ICT-related policies during FY 2021 are elaborated below.

Regulatory Initiatives

A robust regulatory framework, accompanied by a broader National Broadband Forum
strategic framework, are essential prerequisites for the
creation of a pro-competitive and pro-investment telecom
environment. The foundation of the digital agenda for the
government in general and the regulator in particular rests
on a satisfied consumer with accessibility, availability,
and affordability of ICT services. Key regulatory initiatives
implemented during the period under review include
the following:

Fiberization plays an important role in a world heading
towards broadband technologies. In Pakistan, relatively
lower speed of fixed broadband networks is causing
staggered growth of broadband subscribers and lower
Internet speed. To address this issue, PTA and Huawei
Technologies Pakistan jointly organized a national broadband
network forum themed ‘Broadband for All; where local and
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President of the Islamic Republic of Pakistan, Dr. Arif Alvi, Federal Secretary for IT&T, Dr. Muhammad

Bajwa (R) and Members of the Authority along with other dignatries at Pakistan's First National Broadband Network Forum 2021 held in Islamabad
on November 10, 2021.0rganized by PTA, in collabration with Huawei, the forum's theme was "Broadband for All." President Dr. Arif Alvi was the chief
guest on the occasion.
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foreign stakeholders shared their insight on transformative
technologies and viable solutions to challenges impeding
broadband proliferation in Pakistan.

President Dr. Arif Alvi, who was the guest of honor on
the occasion, linked Pakistan’'s progress to extensive
digitalization of all sectors—particularly education and
health—and stressed the need for fast decision-making in
this regard to match global advancements in Information
Technology (IT). He said, had the decision to expand the
broadband infrastructure been taken a decade earlier, the
country would have witnessed a revolution in the IT sector.
He was of the view that Pakistan needs a paradigm shift in
the IT sector with an ability to process and analyze more
data, and devise policies as per contemporary needs.

Addressing the participants, Secretary MolTT Mr. Muhammad
Sohail Rajput said, without an effective broadband
infrastructure, the dream of a ‘Digital Pakistan” would be
difficult to materialize. The President and Group CEO of
PTCL and Ufone, Hatem Bamatraf, emphasized on ‘digital
deepening' in the country, driven by an economic approach.
Chairman PTA Maj Gen Amir Azeem Bajwa (R) said, the
forum was a step towards deliberating upon augmentation
of broadband infrastructure, data analytics, spectrum
management, and emerging technologies.

The forum was followed by a panel discussion on challenges
and issues confronting operators in the expansion of fiber
networks across the country. The effectiveness of Fiber
to the Home (FTTH) and wireless technologies for spread
of broadband were highlighted in relation to different
geographical areas. The private sector underlined the
importance of government support as efforts to improve
the footprint continue. The broadband network forum was
the first of its kind arranged by the regulator, and will now
be convened on a regular basis to expedite broadband
proliferation in the country.

Spectrum Auction in AJ&K and GB

The first-ever cellular spectrum auction for Next Generation
Mobile Services (NGMS) in AJ&K and GB successfully
concluded at the PTA Headquarters on September 28,
2021. Two operators—CMPak (Zong) and PMCL (Jazz)—
participated in the electronic auction for 1800 MHz band.
After 18 rounds, Zong was declared winner of 10 MHz
(2 blocks of 5 MHz) in 1800 MHz band against a price
of USS 14.398 million. The spectrum sold in 1800 MHz
band constituted 85% of the total offered spectrum in
the said band for AJ&K and GB. Furthermore, Telenor,
Ufone, and Zong also won 1.2 MHz in 1800 MHz band.
Telenor Pakistan was declared winner in 2100 MHz band
for a spectrum of 15 MHz against the set base price. The
spectrum sold in 2100 MHz band constituted 50% of the

total offered spectrum in the said band. The total revenue
generated from the spectrum auction for AJK & GB stood
at over USS 30 million.

New licenses were issued to CMPak (Zong), Telenor
Pakistan, and Pakistan Telecommunications Mobile Limited
(PTML; Ufone) for the spectrum secured in the auction
process for AJ&K and GB. The license signing ceremony
for auctioned NGMS spectrum was held in Islamabad
on October 11, 2021. The event was attended by Federal
Minister for Kashmir Affairs and GB, Ali Amin Khan
Gandapur, Chief Minister GB, Muhammad Khalid Khurshid,
Federal Secretary MolTT, Dr. Suhail Rajput, Chairman PTA,
Maj Gen Amir Azeem Bajwa (R), Members of the Authority,
Special Assistant to Prime Minister AJ&K for Information
Technology, Secretary Kashmir and GB Affairs, Executive
Director FAB, and senior management of mobile companies.

Speaking on the occasion, Mr. Ali Amin Khan Gandapur
appreciated PTA for successful completion of the
spectrum auction process. He congratulated the winning
mobile operators and expressed confidence that through
NGMS, the digital divide will be reduced and tourism will
flourish further in the regions. The Chief Minister of GB
congratulated the mobile operators on award of NGMS
licenses. He said, this will open up a new era of modern
telecom services for the people of AJ&K and GB. The
Federal Secretary for IT&TT said, the Ministry of IT&T is
committed to enhance connectivity and improve digital
infrastructure in the country.

Chairman PTA said, PTA is working to ensure that Pakistanis
have access to high-quality services and benefit from
ubiquitous coverage. Continuous efforts are being made
to spread state-of-the-art telecommunication services
to far-flung areas, enabling access to a multitude of
opportunities for businesses, education, and health.

The award of licenses for NGMS in the two regions will
contribute towards strengthening uninterrupted provision
of better telecom services to the people of AJ&K and GB
in line with GoP's ‘Digital Pakistan’ vision.

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), addressing the license
signing ceremony for AJ&K and GB held on October 11, 2021.
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Spectrum Auction in Pakistan

The process for cellular mobile spectrum auction teed off in September 2020. An
internationally reputed consultancy firm—Frontier Economics Limited—was hired on
January 13, 2021, upon fulfilment of procedural formalities. Through a consultative
process involving all relevant stakeholders, PTA and the Frequency Allocation
Board (FAB) team, alongside Frontier Economics, developed recommendations for
spectrum auction of 1800 MHz and 2100 MHz bands. Final recommendations were
presented to GoP’s Auction Advisory Committee on April 29, 2021. In accordance
with timelines mentioned in the ‘Information Memorandum (IM) for the spectrum
auction for NGMS in Pakistan 2021, the opening of applications and sealed bid offers from prospective
applicants was completed on September 9,2021. PTML (Ufone) won the auction upon scrutiny of its submitted
bid by PTA. Total spectrum won by Ufone is 9 MHz in 1800 MHz band, which is 70.3% of the total offered
spectrum in the said band during the current auction. This addition will increase Ufone spectrum holdings from
6 MHz to 15 MHz in 1800 MHz band, thereby enhancing quality and increasing its coverage footprint for voice
and data services.

This auction has generated revenue of USS 279 million. In addition to applicable advance tax amounting
to USS 13.95 million, the government has received 50% upfront payment amounting to USS 139.50 million
(PKR 23.45 billion) as per license condition. The remaining 50% is payable in five equal annual installments,
along with applicable markup and advance tax, with the first installment due in September 2022.

At a signing ceremony held at the PTA Headquarters in Islamabad on September 15, 2021, PTA awarded a license
to PTML (Ufone) against spectrum auction for NGMS in Pakistan 2021, which will entail enhanced network
rollout obligations and QoS standards to ensure protection of consumer interests. The Federal Minister for IT&T,
Syed Amin Ul Haque, Federal Secretary for IT&T, Chairman PTA and Members of the Authority, Executive Director
of FAB, and senior management of PTML (Ufone) attended the event.

Addressing the ceremony, Federal Minister Syed Amin Ul Haque expressed his Ministry's commmitment to enhance
connectivity and improve the digital infrastructure in the country as part of efforts aimed at realization of the
‘Digital Pakistan’ vision. He congratulated Ufone on award of the NGMS license. The Chairman PTA said, PTA
is working to ensure that Pakistanis have access to high-quality services and benefit from ubiquitous coverage.
He appreciated the tireless efforts of concerned officials of PTA, FAB, and MolTT for timely conclusion of the
spectrum auction process. The CEO of PTML (Ufone) expressed confidence that the additional spectrum will build
on Ufone's existing assets and enable the operator to deliver long-term value and connectivity to its subscribers.

L J )

LICENCE SIGNING
CEREMONY

Chairman PTA, Maj Gen Amir Azeem Bajwa (R), Member Finance PTA, Federal Minister for IT&T Syed Amin Ul Haque, Secretary for IT&T
Muhammad Naveed, Member Compliance and Enforcement PTA, Dr. Sohail Rajput, Federal, Chairman PTA, Maj Gen Amir Azeem Bajwa
Dr. Khawar Siddique Khokhar and DG Licensing PTA, Amer Shahzad, (R), Member Finance PTA, Muhammad Naveed, Member Compliance
receiving the bid document from the CEO of Ufone, Naveed Khalid Butt, and Enforcement PTA, Dr. Khawar Siddique Khokhar, and Executive
on September 9, 2021. Director FAB, Brig Mohammad Tahir Ahmed Khan (R), at the Ufone

license signing ceremony held in Islamabad on September 15, 2021.



License Renewals in AJ&K and GB

In 2006, cellular mobile licenses for a term of 15 years
were issued for provision of services in AJ&K and GB. This
term expired on June 26, 2021. PTA carried out extensive
consultations with all stakeholders and CMOs, culminating
in renewal of three cellular mobile licenses for AJ&K and
GB on June 24, 2021. Licenses were renewed for Telenor
Pakistan, PMCL (Jazz), and PTML (Ufone), all three of
which deposited 50% of the total license fee amounting
to PKR 3.19 billion; the rest of the amount will be paid in
10 equal annual installments. The process for renewal
of the license of CMPAK (Zong), which is due in August
2022, is underway.

As per the renewed license terms, the licensees are now
required to annually add a minimum of 30 Base Transceiver
Station (BTS) sites in their existing networks. Similarly,
all existing cellular networks are required to upgrade to
MBB (3G/4G) at enhanced Quality of Service (QoS) rates.
The renewal of cellular licenses is expected to result in
availability of uninterrupted, fast, and cheap mobile and
broadband services to the people of AJ&K and GB. With
enhanced broadband services, the region will benefit from
increased tourism activities.

Renewal of Integrated and
Special Licenses

Under sections 39, 40, and 41(3) of the Pakistan
Telecommunication (Re-organization) Act, 1996, PTA
granted integrated licenses to Pakistan Telecommunication
Company Limited(PTCL), National Telecommunication
Company (NTC), and Special Communication Organization
(SCO) for a period of 25 years effective January 1, 1996.
All three integrated licensesi.e., PTCL, NTC and SCO have
been renewed by PTA with effect from January 1, 2021,
for a period of 25 years, with enhanced QoS and network
coverage obligations.

Device Identification, Registration and
Blocking System

Following its successful launch in 2019, DIRBS entered its
third year of seamless functioning. The system continued
to achieve its specific objectives of eliminating the grey
handset market in Pakistan and getting rid of counterfeit,
substandard, and non-GSMA approved handsets. Similarly,
the wider impact of DIRBS entailed a sharp decrease
in incidents of snatching and theft of mobile handsets,
increased government revenues, a newly established
handset manufacturing ecosystem, and 100% registered
handsets across all cellular networks of Pakistan. Today,
commercial imports have grown by up to 125% in three
years; revenue collected by the Federal Board of Revenue

(FBR) on these imports crossed PKR 122 billion between
2018 and 2021. Similarly, in the individual import category,
the government collected PKR 35 billion between 2019
and 2021. Prior to implementation of DIRBS, this was an
untapped area, with no revenue collection in this category.
Following is the impact of DIRBS on the status of blocked,
banned, and barred devices in Pakistan:

26.03 million fake/replica mobile devices blocked.

175,000 International Mobile Equipment Identity (IMEI)
devices (reported stolen) banned.

880,780 IMEI devices identified as cloned/duplicated
against 5.28 million MSISDN barred on networks.

Commercial Imports—Trends

Commercial Revenue
Caendarvesr EOrslocal  Colecteaby
Quantity (Million) (PKR Billion)
2016 21.60 =
2017 19.80 =
2018 17.20 22.00
2019 28.02 46.27
2020 38.06 54.00
2021 34.92 =

Local Assembly and
Manufacturing Trends

DIRBS has created a level playing field for all entities in
Pakistan, resulting in establishment of local assembly plants.
In view of the successful development of this industry,
PTA issued MDM Regulations, 2021, in accordance with
the Mobile Manufacturing Policy issued by GoP in June
2020. The policy offers incentives including tax exemptions
etc,, for all entities that establish manufacturing plants
in Pakistan.

As many as 30 local and foreign companies—both standalone
and joint venture—have obtained 10-year MDM authorization
from PTA and have established manufacturing plants for
the purpose. Leading brands including Oppo, Vivo, Nokia,
Techno, and Infinix, among others, have established their
plants in Pakistan. Local manufacturing has enabled smart
phone manufacturing in Pakistan, created job opportunities
in skilled areas, and promoted affordability for consumers.
The accompanying Table provides a summary of local
manufacturing and its impact on job creation, and reliability
of locally manufactured 4G phones.



N

Local Manufacturing and Its Impact

Local

Job Creation

eraa:tllltf;‘(:lvlll“::)grn : DIRBS Impact (approk.) # of Companies
0.3 200 3
2017 1.7 600 3
2018 5.2 3,000 9
2019 11.7 Increase by 125% from 2018 8,000 11
2020 13.08 kT nCaKstag 600 3
2021 24,65 et e Aastant 2,000 30

Authorization has also been granted to Lucky Motor
Corporation Limited for manufacturing of Samsung mobile
devices, for which it will set up a plant in Karachi. The
presence of major local and foreign players in the market
is a landmark achievement that will further revolutionize
the mobile manufacturing ecosystem in Pakistan.

In a recent development, Inovi Telecom Pakistan has
started exporting smart phones. The company has
exported its first consignment of 5,500 units of 4G smart
phones, carrying the ‘Manufactured in Pakistan’ tag, to

the UAE—an achievement made within four months of
receiving authorization from PTA.

A PTAteam headed by Member Compliance and Enforcement,
Dr. Khawar Siddique Khokhar, visited Coastal Jade on
August 26, 2021. Costal Jade is a 100% Chinese plant
manufacturing smart phones under the brand Vivo. The
company has established a state-of-the-art manufacturing
facility employing a local workforce of over 2,000 plus .
PTA envisions that the establishment of manufacturing
plants in Pakistan will contribute towards the country’s

A PTA team headed by Member Compliance and Enforcement, Dr. Khawar Siddique Khokhar, visited Coastal Jade on August 26, 2021.
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development as a strong player in the mobile device
manufacturing arena.

Mobile Device Manufacturing
Regulations

Prepared by PTA, the MDM Regulations, 2021 came into
force with effect from January 25,2021. These regulations
(accessible at https://www.pta.gov.pk/assets/media/
mdm_regulations_ 29012021.pdf) aim to encourage
local production of mobile devices in Pakistan. As per
the regulations, all devices are to be manufactured in
conformity with ITU Telecommunication Standardization
Sector (ITU-T) technical standards, with the ‘Manufactured
in Pakistan’ label duly displayed. For further authorization,
PTA will carry out merit-based evaluation of applications,
which will be determined by factors such as technical
competence and management experience of the applicants,
key staff members and local participation in the business,
and technical viability of the proposed business plan for
manufacturing. The authorization will be valid for 10 years.

Cellular Mobile Network QoS
Regulations

In keeping with changing global standards of service
provision, resulting from advancement of technology
and speed enhancements, PTA revised the Cellular
Mobile Network QoS Regulations. The aim was to assess
and upgrade Key Performance Indicators (KPIs) so that
operators are bound to improve the quality of services,
thereby enabling consumers to enjoy their mobile usage
experience. This revision, which was undertaken in consultation
with stakeholders including CMOs and an international
consulting firm, led to the development of Network Performance
Score (NPS) for assessment of KPIs. NPS is a harmonized
and integrative scoring methodology that characterizes
the overall network performance based on automated
tests, with commercial smartphones simulating the
typical end-user behavior (voice call, browsing, watching
videos, etc.) in a public network. NPS enables telecom
regulators to compare and assess the quality of all
mobile networks, based on international standard KPlIs.

Protection from Spam, Unsolicited,
Fraudulent, and Obnoxious
Communication Regulations, 2020

As digitalization penetrates every sector of the economy
and household, so too are fraudulent activities emerging
in diverse forms and kinds. To proactively control and
curb digital financial frauds, PTA notified the ‘Protection
from Spam, Unsolicited, Fraudulent, and Obnoxious
Communication (Amendment) Regulations, 2020. Under

these regulations, it is now possible to block fraudster
number(s) within 24 hours, block number(s) mentioned
in contents of text messages/SMS, block associated
mobile handset i.e., IMEI(s), and issue warnings on all
other active numbers subscribed against the fraudster's
Computerized National Identity Card (CNIC). Repeat of a
fraudulent activity leads to blocking of all mobile numbers
issued against the fraudster’s CNIC.

Mobile Phone Repeaters Technical
Standards and Operations
Regulations, 2020

In a bid to improve indoor mobile service coverage, PTA
arranged a consultation with the industry and relevant
stakeholders to develop standards and regulations allowing
the use of indoor mobile phone repeaters. In view of best
international practices and feedback from stakeholders,
regulations and associated technical standards, parameters,
and procedures have been approved and gazette notified.

Rolling Spectrum Strategy 2020-2023

In pursuance of the Telecom Policy 2015, which requires
of MolTT, PTA, and FAB to formulate rolling spectrum
strategy, the federal government approved the three-year
Rolling Spectrum Strategy 2020-2023 in November 2020.
This strategy is in line with the outcomes of the (ITU)
World Radio-Communications Conference (WRC-19). The
strategy is a future roadmap for spectrum allocation as
well as spectrum related policy review requirements. The
objective of the strategy is to assist telecom operators
with their network planning investments. It is crucial to
recognize that the pace of change of industry is rapid, and
whilst the aim is to provide transparency and certainty to
the industry.

Telecom Infrastructure Sharing
Guidelines

The Telecom Policy 2015 mandates PTA to develop the
necessary regulatory instrument to encourage, facilitate,
and standardize infrastructure sharing in consultation with
the federal government (MolTT) and stakeholders. To this
effect, PTA is in the process of developing infrastructure
sharing guidelines along the principles of neutrality,
non-discrimination, and equal access. These guidelines will
provide a mechanism for licensees and other stakeholders
to share their telecom and other infrastructure facilities
including space, electrical power, air-conditioning, security,
cable ducts, and space on antenna and towers, etc. Based
on international best practices and industry feedback,
the guidelines will provide a framework for the telecom
industry to facilitate infrastructure sharing.
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Draft International Mobile Roaming
Service Guidelines, 2021

In exercise of powers enshrined in Section 6(f) of the
Pakistan Telecommunication (Re-organization) Act,
1996, read with License Condition 2.9.17 of NGMS license,
PTA issued draft guidelines in respect of International Mobile
Roaming (IMR) services for consultation and feedback
of CMOs and SCO. These guidelines cover aspects of
IMR service within and outside the country and include
activation, written request of consumers through email,
SMS, mobile app, short code, social media, confirmation
message by operator, competitive tariff, and dedicated
number, etc. Operators have submitted their comments
on the draft guidelines. After due deliberations, final
guidelines will be issued.

Regulatory Measures

Significant Market Power Determinations

Under section 4(1)(d), section 4(1)(m) and section 6(e) of
the Pakistan Telecommunication (Re-organization) Act,
1996, PTA is mandated, inter alia, to: i) regulate competition
in the telecom sector; ii) promote the availability of
cost-effective and competitive telecommunication services; and
iii) encourage fair competition in the telecommunication
sector throughout Pakistan. To regulate matters related
to competition, Rules 17(1) and 17(2) of the Pakistan
Telecommunication Rules, 2000, provide the criteria to
determine SMP operators. In line with the above-referred
legal framework, PTA issued a consultation paper on
determination of relevant markets and SMP operators in
Pakistan and AJ&K and GB, and requested operators to
provide comments along with relevant data. LL, LDI, and
CMOs attended the hearing on the said date. Considering the
operators’ comments and hearing held during March-May
2021, PTA issued draft determinations for 11 relevant
markets for Pakistan, and 10 relevant markets for AJ&K and
GB for operators’ comments. After detailed analysis based
on comments and input from stakeholders and relevant
operators, PTA issued determinations for declaring SMP
operators for 10 markets of AJ&K and GB, and 11 markets
of Pakistan. PTCL has appealed in the Sindh High Court
against PTA's determinations of the markets wherein it
has been declared SMP, except IP bandwidth market. The
honourable court has granted stay against PTA's order.
PMCL (Jazz) and Telenor Pakistan have also challenged
PTA's SMP determination in cellular mobile market. However,
the honourable court has not granted stay order against
PTA's order and the matter is subjudice.

Draft Tariff for Telecommunication
Services Regulations, 2021

PTA issued draft Tariff for Telecommunication Services
Regulations, 2021" for industry consultation and requested
all operators including Local Loop (LL), Long Distance and
International (LDI), CMOs, Class Value Added Services
(CVAS), and MolTT for comments. The regulation covers
all aspects of regulating telecom tariffs in a manner
where healthy competition is maintained and consumer
interests protected. Separate set of regulations for SMP
and non-SMP operators in the draft regulations will resolve
tariff issues without affecting smaller operators, and while
giving consumers a clarity and surety that their service
providers’ prices are fair. The responses against these
regulations have been received and are under consideration.
Final regulations will be notified in due course.

Determination of SMP Operators

. AJ&K
# Market Pakistan and GB
Retail Level Markets
1 Local Loop Fixed-Line PTOL sCo
Telecom
2 LDl Fixed-Line Telecom PTCL SCO
3 Mobile Telecom PMCL Telenor
4 Fixed Broadband PTCL SCO
Wholesale Level Markets
5 Domestic Leased Lines PTCL SCO
6 Ipternatlonal Leased PTCL _
Lines
7  Call Transit Service PTCL SCO
. PTCL and
8 IP Bandwidth TWA SCO
9 Individual Fixed Inter-  All LL Opera- All LL
connection tors Operators
Individual Mobile Inter-  All Mobile  All Mobile
10 .
connection Operators ~ Operators
Not
11  Broadband Access Not Relevent

Relevent



Consultation on Review of Mobile
Termination Rate

PTA, vide its determination dated November 16, 2018,
reduced the Mobile Termination Rate (MTR) from Rs. 0.90
per minute to Rs. 0.80 per minute from January 2019 to
December 2019, and to Rs. 0.70 per minute from January
2020 onwards. For further review, PTA issued a consultation
paper on ‘Review of Mobile Termination Rate’ on July 2,
2021, providing international benchmarking analysis for
determination of MTR in Pakistan. The paper noted that
Pakistan's current MTR @ Rs. 0.70 per minute is still on
a very high side compared to MTRs in the region and as
per international best practices. A regional comparison
shows that Pakistan's MTR @ US cents 0.41 per minute
is much higher than that in Bangladesh, India, Malaysia,
and Sri Lanka, where the rate is US cents 0.16, 0, 0.24,
and 0.25, respectively. Furthermore, most of countries
are continuously decreasing their MTRs.

The international benchmarking analysis undertaken in the
paper shows that MTR calculated for Pakistan is between
Rs. 0.28 to Rs. 0.30 as per Purchasing Power Parity (PPP)
adjustment and between Rs. 0.12 to Rs. 0.24 as per Average
Revenue Per User (ARPU) adjustments. This shows that the
current MTR of Rs. 0.70 per minute is still much higher than
the calculated MTR using benchmarking. Therefore, PTA
proposed that MTR be determined @ Rs. 0.30 per minute.
All CMOs including SCO, as well as LL and LDI operators,
were requested to submit their comments and feedback

on issues highlighted in the paper. An Authority hearing
with all stakeholders was also held on September 20, 2021.
After due process and considering operators’ comments,
PTA issued determination on MTR on November 24, 2021
and determined the following MTR for Pakistan and AJ&K
and GB for all types of calls (i.e. local, long distance and
international incoming calls) terminated on mobile networks
from other mobile networks or fixed networks.

Mobile Termination Rate

Period (Rs. per minute)

January 1, 2022 to
June 30, 2022

July 1, 2022 to June
30,2023

July 1, 2023 onwards

Anticompetitive Commercial
Practices by Jazz

PTA observed use of the term ‘Super 4G’ in commercial
advertisements of Jazz on the print, electronic, and social
media, in contravention of the parameters laid down in
Regulation 8(4) of the Telecom Consumer Protection
Regulations, 2009. Jazz was asked to explain in writing,
as to why PTA should not direct it to refrain from using
the said term. Since Jazz's response was not consistent
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with the requirements of commercial practices as set
out in Regulation 8 of the Telecom Consumer Protection
Regulations, 2009, PTA directed Jazz to discontinue usage
of the term ‘Super 4G’ in its commercial advertisements/
billboards, and to submit a compliance report. The matter
is sub judice as Jazz approached the Islamabad High
Court and obtained a stay order against PTA's directive.

Code of Commercial Practice and
Facility Provision Agreement for
Telecom Infrastructure Providers

Telecom Infrastructure Provider (TIP) licensees are
required, under the terms and conditions of their licenses,
to submit Code of Commercial Practice (CCP) and Facility
Provision Agreement (FPA) to PTA for approval. To facilitate
the operators and streamline the approval process, PTA
prepared standard documents of CCP and FPA for TIPs
in March 2021. Accordingly, TIP licensees are submitting
their duly signed copies of CCP and FPA on PTA's format.

Assessment of LDI Market

Under the Telecom Policy 2015, PTA carried out an
assessment of the LDI segment for issuance of new LDI
licenses. It was concluded that the LDI sector is operating
on thin margin; except for CMOs’ LDIs, international
incoming traffic is declining due to increase in Over-The-Top
(OTT) services; and only a few operators have invested
in infrastructure. PTA recommended the following two
options for consideration by MolTT. One, that an interim
LDl license on existing terms and conditions for a period
of four years be issued as a majority of the existing LDI
licenses will expire in July 2024. Two, that new LDl licenses
be issued for a period of 20 years, covering infrastructure
related obligations. MoITT has recommended that license
duration be maintained for 20 years and that PTA issue
new LDI licenses with enhanced terms and obligations.
Accordingly, after industry consultations, PTA has started
accepting applications for LDl license for Pakistan and the
license shall be valid for a term of 20 years.

Procurement of New QoS Survey
Monitoring and Benchmarking Tool

To equip its field teams with latest QoS monitoring and
benchmarking capabilities, PTA acquired ‘SmartBenchMarker’
from Rhodes & Schwarz in September 2020. Subsequently,
a training session was arranged for PTA's field teams.
This was followed by use of the newly procured tool
for conducting QoS surveys in eight cities across the
country during the fourth quarter of 2020 for testing
purposes. The tool is now being used to conduct surveys
across Pakistan.

CMOs QoS Benchmarking

A nationwide CMOs QoS Benchmarking campaign/test
of approximately 3,570 kilometers length was conducted
in different cities, towns, and roads across Pakistan
during February-March 2021 to assess the quality and
performance of mobile networks in line with the latest
NPS methodology. During this campaign, 10 cities, four
towns, and 18 motorways, highways, and roads were
surveyed and around 2,600 voice calls and 26,000 data
tests were simultaneously performed while testing the
networks with devices operating in 4G mode. Based on this
systematic mobile network benchmarking methodology,
PTA gained valuable insights about the performance of
each mobile network operator. By making this survey public,
PTA is spurring competition among CMOs to improve
their existing infrastructure with the aim of increasing
the overall countrywide mobile network quality. Bringing
Pakistan's Long Term Evolution (LTE) networks at par with
internationally adopted standards will lay the foundation
for roll-out of 5G technology on a sound footing. (Complete
NPS report accessible at https://pta.gov.pk/en/consumer-
support/qos-survey/qos-survey).

Survey to Check Availability and
Curtail Sale of GSM Boosters,
Amplifiers, Repeaters

The import and use of GSM boosters was restricted
to CMOs only prior to December 2020, and the same
were required to be installed at the premises of mobile
users by the respective CMOs. There was, however, an
increasing trend of the use of substandard GSM boosters,
amplifiers, and repeaters by the public, which eventually
causes interference in CMOs’ frequency bands, thus
deteriorating the quality of mobile services. Public notices
were published in national newspapers in August 2020,
warning all importers, distributors, sellers and users of
GSM boosters to refrain from import/distribution/sale/
use of these boosters.

To ascertain the ground situation and to curtail the
availability GSM boosters, amplifiers, and repeaters, PTA's
field teams carried out an open market survey with the
assistance of the Federal Intelligence Agency (FIA) during
the last quarter of 2020. Based on the survey findings, the
matter was referred to FBR (Customs) with a request to
allow import of GSM amplifiers, boosters, and repeaters
to CMOs only, and to restrict/stop import by all other
entities (licensees/non-licensees) including shipments
through online sales. Furthermore, the matter was referred
to online sellers, who have been asked to stop the sale of
all such devices to the public in Pakistan; their response
was affirmative. Additionally, public notices were again
published in national newspapers in February 2021.



Quality of Service Surveys

PTA periodically conducts nationwide mobile QoS surveys to assess the network performance of

CMOs for voice, data and SMS services. In compliance with the performance agreement signed with
the Prime Minister's office, surveys were carried out in various cities of Sindh, Punjab AJ&K, and Khyber
Pakhtunkhwa. Additionally, service quality of mobile services on different roads, motorways, and highways
was measured. PTA also carried out complaint-based QoS surveys and a third-party QoS survey. During
FY 2020-21, QoS surveys were conducted in 47 cities and 30 roads, motorways, and highways of Sindh,
Punjab, Khyber Pakhtunkhwa, AJ&K, and GB. On the basis of results of each quarterly QoS survey, the
overall standing of the operators as 1st, 2nd, 3rd and 4th in each category of service i.e., ‘Mobile Network
Coverage, ‘Mobile Broadband (3G, 4G), ‘Voice, and ‘SMS’ was ascertained for awareness and utilization
of both subscribes as well as operators. The results were subsequently published on PTA's website for
awareness of the general public and subscribers; the same were also taken up with concerned operators
to ensure remedial actions for improvement in services, wherever required. The results are accessible on
PTA's website. (https://www.pta.gov.pk/en/consumer-support/qos-survey/qos-survey).

—
: %] (o) In line with its vision, PTA supports and encourages the deployment

To resolve consumer
complaints, the Enforcement
Division—in collaboration
with CMOs—carried out
surveys and network
optimization exercises in
different cities of Pakistan.
During the period under
review, 70 surveys were
conducted throughout the
country to resolve user
complaints, leading to
significant improvements
in quality of services and
resolution of complaints.

Raids on lllegal Gateways

of latest telecommunication technologies and services for provision of
affordable and quality services to customers. To achieve this, Broadband
Service Providers (BSPs) are required to maintain QoS KPIs as required
under the Broadband QoS Regulations notified in the gazette in 2014. To
assess the ground situation and to raise public awareness, PTA conducted
a nationwide QoS survey for fixed line BSPs (FLL/WLL/CVAS, etc.) in major
cities of Pakistan and AJ&K and GB. During the survey, 177 tests were
carried out against 46 unique BSPs offering packages ranging from 1TMB
to 32MB. The results showed that packages like 2MB, 4MB, and 8MB were
most commonly offered and used, followed by TOMB and 1TMB packages.
The KPIs measured during the survey included network availability, link
speed, service availability, retainability, download/upload speed, round-trip
time, jitter, and packet loss. The survey results revealed that most of the
BSPs have met the minimum required threshold values, while some in
selected areas need to improve their services. The results are accessible on
PTA's website. (https://www.pta.gov.pk/en/consumer-support/qos-survey/
gos-survey-of-fixed-line-broadband-service-providers-2020-310321)

Raids on lllegal Gateways
(2018-2021)

To curb the menace of grey traffic (illegal call termination),
PTA—with the support of FIA—carried out a number
of successful raids across Pakistan. During the period
between August 2018 to June 2021, as many as 53
raids were conducted, leading to confiscation of 163

Raids Gateways
Conducted Confiscated
2018 (Aug-Dec) 2 18 2

2019 28 102 23

illegal gateways and arrest of 35 persons, against 2020 2 43 2
whom further proceedings in the court of law are being 2021 (Jan-Jun) 2 9 1
carried out by FIA. The accompanying Table presents [ 53 163 35

a summary of raids conducted, gateways confiscated,

and arrests made during the above-mentioned period. @
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Public Interest Initiatives

PTA's pro-competition policy is aimed at enhancing
the welfare and safety of consumers, and protecting
their interests. PTA believes in adopting an evidence-
based approach to enhance consumer protection and
empowerment through its all-inclusive policies, thereby
creating a positive socio-economic impact across various
segments of society. It also focuses on demand side
analysis, which helps improve processes and systems.
Key initiatives taken for telecom users during the period
under review are discussed below.

Upgrading of 4G Data Sites in
Waziristan

PTA conducted a QoS survey in South Waziristan to check
the status of telecom services. CMOs were asked to not
only improve their services but also upgrade their 3G data
sites. Accordingly, Jazz and Ufone which were providing
3G data services in South Waziristan, upgraded all of their
3G sites 10 4G, allowing subscribers to enjoy high-speed
data services. PTA is continuously following up with CMOs

Launch of ‘Equal Access’ App for Persons with Disabilities

to install more sites in the area so that better voice and
data services can be extended to subscribers in line with
the vision of the Prime Minister of Pakistan.

Disability/Digital Accessibility

PTA's bilingual mobile responsive website (www.pta.gov.
pk) is now compliant to the Universal Web Accessibility
Standards for Persons with Disabilities, making it one
of the pioneering government websites focusing on
inclusivity and accessibility for all. As per international
best practices, web accessibility standards for Persons
with Disabilities have been introduced, for which the Global
Alliance on Accessible Technologies and Environments
(GAATES) has issued an accessibility certificate after
successfully conducting an ICT accessibility audit. PTA
believes that developing accessible digital resources
will foster a more inclusive environment while improving
skills and efficiency. PTA is determined to continue such
efforts in the future for sustainable digital inclusion and
accessible information.

Recognizing the need to provide access to Persons with Disabilities and to empower this marginalized segment,
PTA—in collaboration with the Special Talent Exchange Program (STEP) and The British Council—developed
‘Equal Access, an app launched in November 2021 to provide information in sign language interpretation, sound
description, dark mode, and resizable text formats. This equal access app provides information on disability
services, disability stakeholders, and disability laws and policies in Pakistan, as well as information on DPOs
and COVID-19. Users can also get news and updates related to disability in Pakistan. (https://equalaccess.pk)

ANNUAL REPORT 2021

Speaker National Assembly Mr. Asad Qaiser, PTA Chairman, Maj. General (R) Amir Azeem Bajwa, Executive Director STEP, Mr. Atif Sheikh, and
Deputy Director British Council, Mark Crossey, at the launching ceremony of ‘Equal Access’ App at the Parliament House on November 24, 2021.



Taleemi Bundle for Online Education

In view of amplified dependence on digital media for
education, the Higher Education Commission (HEC)
requested PTA to introduce cost-effective and subsidized
monthly broadband packages or 'Taleemi Bundles’ for
students. It was suggested that the bundle have a volume of
50 GBs, with limited access to mutually agreed whitelisted
education-related websites. Accordingly, PTA identified
and shared discounted monthly "Taleemi Bundle, with
a volume of 50 GBs, which were below available prices
for comparable monthly packages already being offered
by CMOs. In addition, PTA also shared daily and weekly
discounted work-from-home packages of CMOs for optimal
use by students.

Launch of iOS Mobile App for Device
Verification System

To check whether a particular mobile phone is registered
and recognized by DIRBS, mobile users need to verify the
IMEI number of their handset through any of the following
three ways:

PTA Device Verification System (DVS) via SMS
PTA DVS via website
PTA DVS via downloading the DVS App

Previously, the mobile app for DVS was only available for
Android. In its effort to facilitate consumers, PTA developed
and deployed iOS version of the system. The mobile app
is available for public on App store.

Online Portal for Lost and Stolen
Device System

PTA has launched a new automated Lost and Stolen Device
System (LSDS) for blocking of lost, stolen, and snatched
mobile phones. The new system makes it easy to get a
stolen/lost phone blocked. Complainants can easily file a
request with PTA for blocking the IMEI of such a handset
from potential misuse. LSDS is an automated system
integrated with DIRBS and Pakistan Mobile Database
(PMD) for credential verification. The stolen mobile phone
will be blocked within 24 hours of reporting. Resultantly,
complaints of stolen handsets have significantly reduced.

Online Portal for IP Whitelisting and
VPN Registration

To promote ease of doing business in Pakistan, PTA— in
collaboration with the Pakistan Software Export Board
(PSEB)—launched an online portal for IP Whitelisting and
VPN registration for software houses, call centers, and
freelancers. Now, call centers, software development
companies, and freelancers having at least one static

IP address and verification letter from their business
concerns, can easily register at https://ipregistration.pta.
gov.pk. Previously, call centers and IT companies had to
route their applications through the relevant ISPs.

To further streamline the whitelisting process, including
online application to facilitate legitimate businesses, a
one-window has been established for PSEB Call Centers.
During FY 2018 to FY 2021, a total of 9,816 IP addresses
were whitelisted and VPN registrations were IP whitelisted.
Of these, 3,500 IP addresses were of call centers, 762 were
for video conferencing, 248 for LDI operators, and 5,306
VPN registrations.

IP Whitelisting and VPN Registration

56,042
B39
23,117
1368
> 657
81
.
2018-19 2019-20 2020-21
M VPN Registration IP Whitelisting > Total

Multi-SIM Verification

To facilitate consumers and to ensure legal devices on
network, PTA—in collaboration with multiple Original
Equipment Manufacturers (OEMs) like Apple, Samsung,
Huawei, OPPO, etc.—developed a module for verification
of phones through OEMs which have multiple SIMs.

A consumer application containing devices with more
than one SIM is sent to OEMs for verification. Once the
application is verified by the relevant OEM, the request is
forwarded to FBR for tax calculation. However, exemptions
are given to international travelers as per Customs policies.

After the launch of Multi-SIM Verification, the registration
of more than 7,000 devices of multiple brands has been
rejected due to wrong declaration, which consequently
helped in protecting revenue for the national exchequer.



Social Media Management

Internet and Social Media Content
Management

Social Media (SM) platforms have connected people
of all ages, irrespective of their geographical location.
The GoP’s continued support to tech companies for
sustainable growth and launching of user-friendly social
media applications has created a corps of over 60 million
active social media users in Pakistan. To ensure safe and
clean SM platforms containing informative, productive,
and legitimate content for users, it is important to manage
online content in accordance with local laws. To this end,
PTA has implemented the SM Strategy under the umbrella

Social Media Statistics for Pakistan 2021
Users (Million)

ﬂ Facebook 50.0

o YouTube 45.0

O Twitter 3.7

@ TikTok

o Snack Video

@ Likee

BIGO Live

Source: Statistics are from multiple sources

of PECA through Removal and Blocking of Unlawful Online
Content (Procedure, Oversight and Safeguards) Rules
2021. PTA's consistent support to tech companies has
resulted in tremendous growth of SM users as reflected
in the accompanying Table.

Engagements with International Social
Media Platforms

For effective removal of unlawful content, PTA has
established dedicated liaison channels with major SM
platforms including Facebook, YouTube, TikTok, Twitter,
etc. SM companies have also nominated dedicated focal
persons besides providing separate escalation channels
for quick removal of sensitive reported content, wherever
required. Frequent engagements occur between PTA
and these SM platforms to remove gaps and improve
understanding, especially with respect to content that
is against local laws and societal norms of the country.
Resultantly, major SM companies are hiring for their
moderation teams, such human resource that possesses
an understanding of local laws and norms.

TikTok

Upon failure to comply with PTA's instructions with respect
to removal of unlawful content, the services of short video
platform TikTok were suspended on July 20, 2021. After
imposition of the ban, PTA remained in communication
with senior management of the platform, which pledged
to take necessary measures to control unlawful content
in accordance with local laws and societal norms. TikTok
also assured blocking of users who are continuously
involved in uploading unlawful content. In view of the above
assurances, PTA lifted the ban on November 19, 2021.



Overall URL Blocking, by Category

(June 2021)

A Category @ Total Processed
Contempt of Court 8,673
Defense of Pakistan 36,820
Glory of Islam 77,692
Defamation/ Impersonation 7,690
Miscellaneous 6,562
Decency and Morality 903,074
Proxy 10,219
Sectarian/Hate Speech 40,365
TOTAL 1,091,095

Establishment of Monitoring Cell

A dedicated Monitoring Cell has been established at
the PTA Headquarters to monitor online content and to
resolve complaints received from the general public as
well as government organizations. So far, 1 million URLs
including 140 mobile applications involved in various
unlawful activities have been processed for blocking, as
reflected in the accompanying Table.

Awareness Campaigns

To increase public awareness on responsible and safe use
of the Internet/SM, PTA regularly disseminates advisories
in the print media and through short messages.

Removal and Blocking of Unlawful
Online Content (Procedure, Oversight
and Safeguards) Rules, 2021.

Under section 37(2) of the Prevention of Electronic Crime

Act (PECA), 2016, the federal government approved
Removal and Blocking of Unlawful Online Content
(Procedure, Oversight and Safeguards) Rules, 2020. The
said rules were, however, challenged in the Islamabad
High Court, and in respectful compliance of the directions
of the Honorable Court, the Prime Minister of Pakistan
constituted a committee on recommendations of the
Attorney General, to conduct a broad-based consultation
with all stakeholders for revision of the rules.

After holding consultations with relevant stakeholders
including tech companies, Bar associations, and social
media activists, among others, the committee submitted
its recommendations and the ‘Removal and Blocking
of Unlawful Online Content (Procedure, Oversight and
Safeguards), Rules 2021’ were subsequently notified in
October 2021 after approval of the Federal Cabinet.

As per Rule 7(6), any SM company with half a million
users in Pakistan has to get itself registered with PTA
and appoint a dedicated local compliance officer and a
grievance officer. All significant SM companies have been
approached to fulfill the above obligations under the said
Rules. A few companies have contacted PTA regarding
registration and appointment of relevant officers; the
process of their registration is expected to be completed
in early half of 2022.

) Way Forward for Management of Online Content

In view of the enormous volume of content being uploaded on digital media, a multi-pronged strategy needs to
be devised to minimize uploading of unlawful content on various platforms. The following actions are intended

to be taken in this regard:

» Registration of major SM platforms in line with Rule 7(6) of Removal and Blocking of Unlawful Online Content

(Procedure, Oversight and Safeguards) Rules, 2021.

» Holding of special sessions with moderation teams of SM platforms, especially with regard to sensitive
(sacrilegious/sectarian) content which can lead to real world harm.

» Creating short videos (15 to 30 seconds) about safe, responsible, legitimate, and productive use of the Internet/
SM. The videos will be disseminated through the electronic and social media for public awareness.

»» Conducting seminars and training sessions in universities and judicial academies to educate students and
the judicial fraternity regarding the challenges posed by SM.
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Policy Engagements under Digital Pakistan Initiative

Recognizing the enabling role of digital services in the
economy, the government announced the Telecom Policy
in 2015 and the first-ever Digital Pakistan Policy in 2018.
These documents laid the foundation for a holistic digital
ecosystem, along with a strategy for rapid delivery of next
generation digital services, applications, and content.

National Cyber Security Policy, 2021

The MoITT released the draft National Cyber Security
Policy, 2021, in the first half of 2021 for consultations with
stakeholders. Being the key stakeholder, PTA assessed
and analyzed the draft policy within the purview of PECA
2016, Pakistan Telecom (Re-organization) Act, 1996,
other relevant legislations, and sector-specific regulations
i.e., Critical Telecom Data and Infrastructure Security
Regulations (CTDISR) and provided comprehensive
comments on the draft after deliberations with the
industry. PTA shared its input on the following key areas:

Formation of National Cyber Security Authority (NCSA)
to safeguard the entire cyberspace of Pakistan, and
development of National Cyber Security Strategy;

Revival of the Electronic Certification Accreditation
Council (ECAC) under the Electronic Transaction
Ordinance (ETO), 2002, to establish national level Public
Key Infrastructure (PKI);

Introduction of digital identity for all Pakistani
citizens i.e, digital certificates in National ID Cards
and Mobile SIMs, devising of HW/SW Security
Evaluation Mechanism using existing Research
and Development (R&D) labs, and ‘Personal Reliability
Program’ for all persons dealing with critical information
infrastructure and cyber security in Pakistan;

Re-delegation of the ‘.pk domain’ to the Government
of Pakistan, with its full control maintained by NCSA;

Development of qualified cyber security workforce;
security of public cloud services; incentives for vendors
to promote the local security industry; and enhancement
of law enforcement capabilities for cybercrime prevention
and prosecution, among others.

Being a significant stakeholder, PTA not only initiated
the assigned tasks but also walked the extra mile for
implementation of these policies in true letter and spirit.
In doing so, PTA worked on the following legal frameworks
during the period under review.

Draft National Broadband
Policy, 2021

According to ITU, “The development of a national broadband
plan increases mobile investment by 15%, network coverage
by 14%, price reduction by 8%, and mobile penetration by
close to 3% after two years.” Under the Telecom Policy
2015, Mol TT released the draft National Broadband Policy,
2021, for consultation with stakeholders. Being the key
stakeholder in implementation of the policy, PTA assessed
and analyzed the draft policy within the purview of the
Telecom Policy 2015 and Digital Pakistan Policy 2018,
and provided a comprehensive gap analysis.

Some critical issues on which PTA's input was shared in
detail included ‘Basic Access Service' as a new license
category, Content Delivery Networks (CDNs) in terms of
Internet Exchange Points (IXP) management, Administrative
Incentive Price (AIP), telecom and national disaster
management, and environmental obligations. In addition,
PTA gave input on the ‘Open Skies Policy’ with respect
to satellite telecom services, Right of Way (RoW), and
competition rules. The draft National Broadband Policy
will shortly be finalized and notified by the government.

Draft Cloud First Policy

In view of the expected benefits of cloud computing
for the public sector in Pakistan, MolTT initiated a
consultation process to obtain reviews and feedback
from all stakeholders on the draft Pakistan Cloud First
Policy. This policy aims to guide public sector entities in
their transition to cloud computing. It is also expected to
encourage cloud adoption beyond the public sector, and
across a variety of markets and industries. The policy
will foster growth of the local ICT industry by enabling
access to cloud-enabled technologies. This allows the



indigenous industry to benefit from global data sets by
identifying actionable intelligence and vulnerabilities to
make impactful decisions. The policy is an important
element for achievement of the objectives set forth in the
Digital Pakistan Policy, such as improving the effectiveness
of services to citizens.

Draft Data Protection Bill, 2021

The MolTT released a draft bill on Personal Data Protection
Act, 2020, for consultation and deliberation with stakeholders.
Being the key stakeholder, PTA assessed and analyzed the
draft bill within the purview of PECA 2016, Pakistan Telecom
(Re-organization) Act, 1996, other relevant legislations and
sector specific regulations, and provided a comprehensive
gap analysis. Some critical issues on which PTA's input
was shared in detail included “improvement in structure
and arrangement to address inconsistencies, ambiguities,
and overlapping sections; improvement in the expression
of definitions; addressing of multiple sector-specific issues
e.g., collection of data under a license regime, processing
of data with legal mandate and under enforcement and
monitoring powers; processing with respect to court orders;
processing for regulating telecom sector functioning, and
other similar issues.”

In addition, PTA also gave input on harmonizing the role
of regulatory bodies established under other statutes to
avoid overlapping and functional conflicts. The Draft Bill
2020, after incorporating stakeholders’ input, was revised
by MolITT in 2021 and published on its website in August
2021 for the second consultative round. The bill is presently
in the re-consultation stage, and upon finalization, will
be processed for the government'’s review and approval.

Draft Internet of Things Framework

The draft framework for regulating loT in Pakistan was
developed during the reported period. To seek the industry’s
views on the regulatory mechanism, a consultation
on the framework was convened. The identification of
frequency bands by the government is an important
milestone for implementation of Low Power Wide Area
Network (LPWAN) loTs. In this regard, FAB has approved
frequency bands for long range loTs and Short Range
Devices (SRDs). The draft framework has gone through
extensive industry consultation and finally submitted to
the MOIT for comments. The framework will be finalized
accordingly in early 2022.

Policy Recommendations on
WLL Regime

The WLL regime was introduced in 2004, pursuant to
promulgation of the Deregulation Policy, 2003. WLL was

expected to augment telecom service availability in remote
areas of the country as a replacement of FLL service,
and as an easy-to-deploy, cost-effective last mile access
solution. WLL was supposed to provide coverage with
limited mobility in unserved and thinly populated areas
to improve teledensity. In many countries, the concept
of a separate licensing regime for Fixed Wireless Access
(FWA) and mobile services remained in place for a while
till the maturity of technologies, identification of spectrum
bands for International Mobile Telecommunication (IMT)
purposes by ITU, and introduction of NGMS.

In Pakistan, 450 MHz, 479 MHz, 1900 MHz, and 3.5 GHz
bands were allocated for WLL services. Right from the
assignment of 3.5 GHz band till this point in time, the
spectrum is not being efficiently utilized, with only two
operators namely, PTCL and LinkDotNet (LDN), offering
noteworthy services in this band. The 3.5 GHz band has
now been identified by ITU for IMT as a core band for 5G
services now being deployed in many countries through
auction process. The GoP, vide its policy directive issued
on October 16,2017, for Test and Development of Future
Technologies Particularly for Fifth Generation (5G) Wireless
Networks in Pakistan, has also identified it as a potential
band for IMT deployment in Pakistan. Moreover, a Rolling
Spectrum Strategy for radio frequency was issued by
the government on November 23, 2020. This strategy
provides a future roadmap for spectrum allocation as well
as spectrum-related policy reviews that are anticipated
to take place from 2020 to 2023. The government has
foreseen 3.5 GHz band (3300 MHz-3600 MHz) to be
allocated to its highest value in terms of social and
economic benefits for the user, by allowing more players
to bid for the spectrum when the existing assignments
to WLL operators expire in 2024.

Establishment of PTA’'s Regional
Offices

PTA is a statutory body established under the Pakistan
Telecommunication (Re-organization) Act, 1996 with a
mandate to regulate the establishment, operation, and
maintenance of telecommunication systems and provision
of telecommunication services in Pakistan. To perform
its functions in an efficient manner, PTA has established
eight offices across Pakistan including AJ&K and GB.
However, due to rapid growth of the telecommunication
sector, its existing offices became insufficient, leading to
the establishment of four new offices in Gwadar, Sukkur,
Faisalabad, and Abbottabad. This expansion has eased
implementation of PTA's regulatory functions, improved
consumer access to ICT services, and promoted efficient
monitoring and implementation of regulatory functions.
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Consumer Protection

TA is committed to protecting the interests of consumers by ensuring provision of

high-quality telecommunication services, smooth operations, and appropriate maintenance
of telecommunication systems. The Authority receives complaints from a variety of channels
including email and post, as well as from the Consumer Support Center (CSC) and the online
Complaint Management System (CMS). PTA also processes and redresses consumer complaints
received from Pakistan Citizen Portal (PCP). Prompt redress and effective relief is made possible
through constant coordination with telecom operators; PTA also analyses the complaints in the
light of applicable laws and regulations on the subject.

Consumer Protection Quality Policy

Process and redress
telecom-related
consumer
complaintsin a
timely manner.
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Comply with
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requirements and
enhance the
effectiveness of the
Quality Management
System, the Quality
Policy, and the
Consumer
Protection Division.

Ensure that all
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requirements of the
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mechanism
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Pakistan
Telecommunication
(Re-Organization)
Act, 1996, as well as
other rules,
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Lodge, register,
analyse, and redress
complaints, gauge
the pulse of telecom
consumers, and
identify areas
requiring regulatory
work in the larger
interest of
consumers.
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Comply with the

requirements of ISO
9001:2015.

Certification for Consumer Protection Division

The Consumer Protection Division (CPD) of PTA has acquired ISO 9001:2015 quality

management system certification, following an audit conducted by the British
Assessment Bureau.

This certification demonstrates PTA's commitment to deliver high-quality telecom
solutions to end-users in Pakistan through the state-of-the-art CMS operated by
CPD. PTA is determined to provide uninterrupted services for complaint handling,
and to address all issues related to telecom services for continuous improvement,

e - L A

user satisfaction, and engagement.

56 ‘ ANNUAL REPORT 2021




Consumer Awareness

PTA is a strong proponent of consumer engagement. Creating awareness about the telecom rights of subscribers
and disseminating information about relevant contacts and procedures to lodge complaints and grievances,

constitutes the mainstay of its consumer interaction.

Fake text messages and phone calls from unknown callers preying upon subscribers, and packaged with offers
of lucrative prizes, lotteries, plots, or lucky draws is a common scam enticing gullible people, who end up being

deprived of their hard-earned money.

Frequent calls and marketing
messages from unwanted numbers
are also a nuisance for telecom users;
they are tantamount to breach of
privacy. To address these issues, PTA
reached out to subscribers with public
awareness messages disseminated
through the print and electronic
media. These messages offered
tips on how to block telemarketing
communication, spamming and -
unsolicited communication, and ™
obnoxious calls and SMSs. PTA
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regularly carries out nationwide campaigns through SMS broadcasts, newspapers, and FM Radio to raise public
awareness. It has also issued a billing advisory for general awareness of telecom consumers on billing issues,
and on availing mobile broadband services at affordable rates.

Consumer Support Center

PTA launched the CSC (toll-free number 0800-55055) in
February 2020 to facilitate telecom consumers. The Center
provides information and registers complaints related to:

D Telecom services (Cellular Mobile Telephony
Operators, ISPs, fixed/wireless telephony, etc.)

9 pires

@ Web content reporting (blasphemy,
pornography, etc.)

E") Mobile blocking and unblocking through LSDS

Call Trend-Consumer Support Center @

140,830

121,500
103,573 103,100 93,540
88,990

Feb-Mar 20
Oct-Dec 20
Jan-Mar 21

The toll-free number is accessible throughout the week,
including Saturdays and Sundays, from 9 a.m. to 9 p.m.

During FY 2020-21, CSC received 38,200 calls per month
(1200-1300 calls per day) on the average. The facility is
a testimony to PTA's commitment to provide innovative
international quality services to address consumer needs.
The accompanying graph reflects the overall monthly trend
of calls received by CSC.

Complaint Management System

PTA received 165,944 complaints against Cellular Mobile
Telephony, ISPs, Basic Telephony (Fixed Line) and Wireless
Telephony (WLL) during the year 2020-21, with 98% of
the complaints being addressed. Approximately 49% of
the consumer complaints against CMOs were related
to restoration of suspended SMS facility blocked due to
SPAM filters.

The accompanying Table provides details of complaints
received against each service type. Since a vast majority
of the population is using mobile services, around 95.6%
of the total complaints received by PTA were against
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them. PTA further categorized these complaints and
resolved them in accordance with available legal tools in
cooperation with respective operators.

Consumer Complaints Received by PTA
2020-21

Total Redressal/
No. of .
Complaints Addressed Disposal
Complaints | (Percentage)

Cellular
Mobile 158,750 155,925 98.22%
Telephony
Internet 5244 5110 97.44%
Services
Basic 1,799 1714 95.27%
Telephony
U 151 145 96.03%
Telephony
Total 165,944 162,894 98.16%

Redressal of Complaints on
PM'’s Portal

PTA received 49,601 complaints on the Pakistan Citizen
Portal (PCP) during the period between November 12,
2018, to June 30, 2021. Of these, 47,704 complaints were
promptly resolved. Commonly referred to as the PM’s
Portal, this online public complaint redressal system is
directly overseen by Prime Minister Imran Khan's office to
ensure redress of complaints by concerned government
departments and offices within strict timelines. PTA has
a dedicated section handling complaints from concerned
telecom operators and licensee, on priority.

Complaints received on PCP
2018-2021

Complaint Recived 49,601
Complaints Resolved 47,704
96.1%

Redressal/ Disposal (Percentage) (as on June 30, 2021)

Positive Feedback/ Satisfaction

(Percentage) e

Lost Stolen Device System

In April 2021, PTA launched an automated Lost Stolen
Device System (LSDS) for blocking of lost, stolen, and
snatched mobile phones within 24 hours of reporting,
after necessary verification.

The system, which features automated blocking, is
integrated with DIRBS. It facilitates users wanting to get
their mobile phones blocked in case of theft, snatching, or
loss. Complainants can file a request with PTA for blocking
the IMEIs of such handsets to prevent potential misuse.

A blocking request can be lodged through CMS (accessible
at www.pta.gov.pk). Further information can be obtained
by calling on CSC's toll-free number (0800-55055) between
9a.m.to 9 p.m,, seven days a week.

A complaint reference BLOCK STOLEM /
number is issued to

the complainant upon |, -
successful registration of | it ——
the blocking request. If the

mobile phone is recovered,
the complainant is required
to follow the same
procedure for unblocking
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number, along with other
mandatory details that
were previously provided
for blocking. Thereafter, the
user receives an SMS on
the registered number once
the mobile phone has been unblocked. PTA also carried
out a media campaign for public awareness on LSDS
during the year under review. Ever since the introduction of
this system in April 2021, PTA has thus far received 9,963
requests on LSDS, leading to blocking of 9,409 IMEIls and
unblocking of 554 IMEls by LSDS, only after compliance
of necessary procedural processes.
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The complainant can
also report the lost/
stolen/theft mobile
handset complaint
with the concerned
police station or the
Citizen Police Liaison

Reporting
and
Assistance
in Recovery
of Mobile
Handset

&

Committee (CPLC),
Karachi.

C
+92-(21) 35682222,
+92-(21) 35662222, 1102
Email: Info@cplc.org.pk




B IMEI Blocking and Unblocking

2021
@ Requests Received on LSDS 9,963
@) MEls Blocked 9,409
@ IMEIs Unblocked 554

Mobile App to Facilitate
Telecom Consumers

In an effort to facilitate telecom consumers even further,
PTA has launched a user-friendly CMS mobile application.
This app is available on Android (Google Play) and iOS
(Apple App store). Consumers can register their complaints
related to telecom services, mobile registration, DIRBS,
web content reporting, and stolen handset blocking,
etc. The app allows users to track their complaints and
provide feedback on complaint resolution. It also includes

» ) Way Forward

Frequently Asked Questions (FAQs) on different issues to
promote consumer awareness and understanding.

Social Media Presence

PTA is effectively utilizing its social media space to not
only inform consumers about various telecom policies and
developments, but also to seek feedback on regulatory
decisions. It has also leveraged the social media in its
campaigns to raise public awareness on fraud SMSs and
calls, reporting of unlawful online content, prohibition on
import, sale, and use of GSM boosters, amplifiers, and
repeaters, and the illegality of providing Internet services
without license, among 