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Access is My Right - And I Paid For It Too: Survey Report 
 

We almost always associate access to the Internet with censorship, but never 
think of it in terms of connectivity itself. The very first step to accessing anything on the 
Internet requires an Internet connection – one that works! 

At some point or the other we have all complained about our Internet connections 
– for not working or being slow. And that is more often than not. As consumers, is the 
return on the money we pay worth the services provided? Are we getting what we 
signed up for?  We have every right to demand efficient and good quality service – even 
if we don’t always get it. 

In July 2014, Bolo Bhi launched a survey1 to collate the opinion of Internet users 
in Pakistan about their experience with their Internet Service Providers (ISPs). The aim 
of this survey was to gauge the quality of service consumers were getting – what they 
signed up for versus what they are actually getting.  

Below is a question-by-question analysis based on responses received so far.  

 

 

                                                
1 http://bolobhi.org/access-is-my-right-and-i-paid-for-it-too/ 



 

2                     Bolo Bhi  
                       

Demographics: 

 

PTCL-DSL: 47% 
PTCL-Evo:  19%  
Total PTCL: 66%   
Wi-Tribe:  11% 
WorldCall: 7% 
Qubee: 2.5% 
NayaTel:               2%  

 

Listed above is the respondent per ISP ratio. The remainder is covered by ISPs such as 
Leo Net, Connect Communication, Mobilink Infinity and Fariya Networks.  

There is a great deal of discontentment with Internet services in general. As one 

respondent complains, “I recently had a problem with my connection and it took over 15 

registered complaints and 25 unregistered complaints to get the honour of a visit. This 

took almost two months and I was still charged a full bill because according to their 

system, my connection wasn't completely out of order and sometimes worked.” Says 

another: “I have given an application to get it disconnected now. They couldn’t solve the 

disconnection issue for over eight months.” Another remarks: “Every now and then the 

company seems to decide it’s on a holiday because the Internet just randomly shuts off 

for days on end. When I ask what the problem is, the reply I always get is a very bored 

‘sorry sir.’ The state of Internet in Pakistan is disgusting.”  
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Among the 160 survey respondents, 70% of them were from Karachi even 
though the survey was not limited to one city. This was followed by 16% from Lahore, 
5% from Islamabad, 4% from Rawalpindi while the remaining respondents were divided 
between Multan, Peshawar, Quetta, Faisalabad and Bahawalpur. 

96% of the respondents are 
residential customers. Says one 
survey respondent on the 
different treatment by ISPs of 
residential and corporate 
customers: “Customer service 
for corporate accounts is much 
better, which is why I shifted to 
corporate account even though I 
use it at home. I usually email 
them and they respond very 
quickly with an email and then a 
phone call.”  

 

Compare this to the experience of a residential customer: “I feel helpless at 
times. I call them so many times but the reply from the call centre is always ‘your 
complaint has been forwarded.’ Still no one visits or even calls.” 

While corporate customers pay much more than residential customers for their 
connections, however, it is not as though residential customers are availing services 
free of cost. Whatever the amount, they are still paying and are entitled to proper 
service delivery and customer care. But, as is evident, ISPs clearly do not view this in 
the same manner, and residential customers come lower down on the rung of priority 
than corporate customers. 
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Common Problems with Internet Connection: 

The most common problem cited by respondents is slow or no browsing, 
followed by their connection frequently dropping. To avoid addressing the problem 
altogether, one ISP’s automated message asks customers calling the helpline to get in 
touch with a customer care representative only if the problem is something other than 

slow or no browsing.  

Other problems mentioned by 
survey respondents include low 
Internet speed at a specific time 
of the day, having to go back and 
forth to poorly-staffed service 
centres for firmware upgrades for 
wi-max devices, ever-changing 
policies and illogical download 
limits on high-priced Internet 
packages. Accuses one user: 

“The ISP has strategically kept the data limits too low even for domestic consumers who 
frequently run out of volumes giving them an opportunity to charge extra on additional 
volume every month.” Other than poor download and upload speeds, many respondents 
say they also face difficulties playing games online. While gaming online, ‘lagging’ is 
fairly common, ruining the essence of online gaming.  

Says one outraged respondent, “Advertisements are misleading. Speeds of 
9.3mbps are promised and 500kbps is delivered. My download speed cap was reduced 
from 75GB to 30GB WITHOUT INFORMING ME. This was the so-called ‘unlimited’ 
package I had paid for. I'm pretty sure changing the service in such an important way 
without informing customers violates some sort of consumer protection law.”  
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Frequency of Problems: 

24% of the respondents complained they faced problems every other hour with 
their Internet connection, while 22% of the respondents said they had to deal with non-
functioning Internet connections at least once in a day. 10% said they experienced 
disruptions twice a week, 11% respondents reported they faced issues at least once a 
week, and 20% of the respondents said at least once a month. Only a staggeringly 
small 13% said they enjoyed uninterrupted Internet services, clicking the “once in a blue 
moon” option for problems faced.  

“Back-up” Internet Connections: 

When asked if respondents used back-
up Internet connections – secondary 
connections for when the primary one is 
having its ‘off day’ – 24% of the 
respondents said yes. Even though a 
smaller percentage answered with yes, 
there should be no need for a back-up 
connection for even 1% of Internet 
subscribers, who are forced to pay 
twice or triple the amount to ensure they can remain connected to the Internet at all 
times.  
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Customer Care and “Self-Help” Troubleshooting: 

We asked what respondents did when their Internet did not work and what the 
most common solution offered by the ISP’s helpline representative was, the answer was 
“restart the networking device.”  

This is not a self-
developed solution. 
53% of the 
respondents say it is 
the most common 
solution offered by 
the customer care 
centre. No wonder 
then that the bulk of 
complaints by 
respondents pertain 
to ill-equipped 
technical support and 
staff at ISPs.  

 

It appears most ISPs have poorly trained customer service representatives, who 
lack technical knowledge and ask questions and offer solutions that are generic, pre-
prepared and often redundant. These range from asking how many lights are blinking 
on the router to what colour they are, and what height the router/modem is placed at. 
On the other hand, their solutions vary from switching router location to “re-catch” 
wayward signals, to restarting the device, altering configurations or closing DropBox 
and clearing browser history and temporary files. Once a Karachi-based user was even 
asked to point the router in the direction of Baloch Colony! 
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All this depends on when one 
actually gets through to a 
customer representative. 
Other than the lucky 16% who 
said they were able to get the 
matter resolved after one call, 
other respondents complain 
about their poor experience at 
getting through using the 
helpline number. Most 
respondents said they had to 
call multiple times.  

At first, the call doesn’t 
connect and if or when it 
does, an automated 
response such as “your 
call has been forwarded” 
or “the problem has been 
fixed” (when it actually 
hasn’t been) misleads 
customers. Opines one 
respondent: “They often 
don’t bother picking the 
phone if the connection is 
totally down.” 

 For some unknown reason, ISPs hesitate to send their technicians to fix 
problems. On this, one respondent writes: “You have to pull some strings, bribe, 
pressurize, and find connections with insiders to keep the thing running.” In one case, a 
technician only showed up when the problem remained unresolved for two weeks. Many 
contend it is as though service providers are doing them a favour rather than following 
through for a service they as consumers are paying for. 
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On a scale of 1-5, respondents were asked how effective it was to register a 
complaint with the ISP, with 1 being the least effective. It is no surprise then that only 
12% respondents consider it to be an effective solution.  

Elsewhere in the world, people install Internet connections and forget where the 
routers are in the house. Nor is their ISP on speed dial or the most frequently called 
number. Customers also don’t go running about in frenzy in their homes trying to catch 
signals as though they were chasing flies. But in Pakistan, this is the norm rather than 
the exception. 
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Customer Satisfaction: 

“Customer service representatives know that no matter what the service, since 
the options for customers are limited, thus they don't care about quality of service 
provided. Sometimes they go as far as to say that they cannot help,” rages one 
respondent. Less than 5% of the survey respondents are happy with their ISP and the 
service they offer. Only 14% claim to have access to a stable connection, which rarely 
malfunctions. The remaining respondents all complain of poor quality and service.  

Laments one respondent: “Despite the promise of 4MBPS speed which led to me 
purchase their service, never has browsing speed touched this peak. Downloads are 
usually around 80-100kbps and the connection drops at least a dozen times per day. 
Complaints are disregarded and we continue to receive poor service despite paying in 
advance.” ISPs however then conveniently point out that the Internet speed promised in 
packages is the maximum speed, rather than permanent speed – something that is 
obviously lost on non-techie users who are simply left wondering. 

Those who express satisfaction with their Internet Service Providers do so based 
on which city and area of the city they reside in. Clearly, some ISPs deliver better in 
certain areas, and that is just the way it is. But as a consumer, there is no way of 
determining this unless one undertakes the task of personally asking people. And, of 
course, no ISP is about to divulge that their services are better in one area versus 
another when a customer is in the process of selecting their service. 
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Conclusion: 

That access and connectivity to the Internet in Pakistan is unstable – the only 
consistent factor being the frequent disruptions – is no exaggeration. Customer care or 
service – if such a concept even exists – is far below average. 

 This survey is by no means representative in terms of numbers, but the 
problems and frustration of consumers it reflects is definitely representative of the larger 
public sentiment. We have still not published in full the kinds of comments that have 
been directed towards particular ISPs. However, for the benefit of ISPs and the 
regulator, we intend to aggregate them and share those with them. This will perhaps 
enable them to really understand the sentiment Internet users in Pakistan harbour 
against them. As far as numbers are concerned, those best placed to gauge customer 
feedback in terms of numbers are ISPs and the regulator, and we highly encourage 
them to launch feedback forms to begin to understand the ire of Internet users in 
Pakistan.  

The responsibility to remedy this extremely dismal situation lies with ISPs, the 
Pakistan Telecommunications Authority (PTA) and Ministry of Information and 
Technology & Telecom (MoITT) collectively. ISPs need to address customer complaints 
in a timely manner and actually deliver on what they promise to offer – or refrain from 
misleading advertisements. The PTA and MoITT’s vigilance and attention – as well as 
HR allocation – is required here as opposed to blocking of content. PTA needs to 
ensure checks and balances are maintained on ISPs so consumers get their money’s 
worth and are not fleeced. Performance measures are critical and need to be in place 
and made public. MoITT, through policy and infrastructural changes, needs to keep up 
on the demand and supply end. While Internet users are multiplying, bandwidth 
unfortunately is not. And though 3G and 4G have been rolled out, one does not hear of 
plans for hi-speed broadband Internet.   

What innovation and progress will take place when Internet users in Pakistan are 
forced to sit and stare at their routers for the lights to blink? 


