CITIZEN CHARTER

DEPARTMENT OF TELECOMMUNICATIONS
OUR VISION

Evolution of a seamless networked society through Leadership, Excellence, Affordability and Diversity in telecom sector for enabling good governance.
OUR MISSION

We fulfil the vision through facilitating the provisioning of world class telecommunications infrastructure and services making the Nation connected “anytime-anywhere” enabling the rapid socio-economic development of the country.

OUR PROGRAMMES / GOALS / OBJECTIVES
The policies and programmes are guided by the basic goal of creating a world class telecom infrastructure in order to meet the requirements of IT based sector and needs of a modernizing economy on the least cost basis. Ensuring value for money to the consumers and easy and affordable access to basic telecom services to everyone and everywhere . 
The major objectives include :

(i)       Affordable and effective communication facilities to all citizens.
(ii)        Provision of universal service to all uncovered areas, including rural areas.
(iii)       Building a modern and efficient telecommunications infrastructure to meet the  convergence of  telecom, IT and the media.
(iv)      Transformation of the telecommunications sector to a greater competitive environment providing equal opportunities and level playing field for all the players.
(v)        Strengthening R&D efforts in the country.
(vi)       Achieving efficiency and transparency in spectrum management
(vii)      Protecting the defence and security interests of the country.
(viii)     Enabling Indian telecom companies to become truly global players.
OUR CLIENTS

1. Licensees operating /providing telecom services.

2. Citizens/organizations seeking licenses.
3. Citizens seeking grant and renewal of Wireless Telegraph equipment possession licences .

4. Citizens/organizations seeking spectrum /allotment of frequencies/wireless telegraph licence  and related matters.
5. Citizens/organisations seeking permission for tower erection for Telecom services purposes.

6. Citizens with grievances relating to telecom services not redressed in the normal course by their service providers.
OUR SERVICES
Department of Telecommunications is no more providing telecom. services directly to Indian citizens on its own.  However, Telecom Services are licensed to be operated by Indian registered companies under Section 4 of the Indian Telegraph Act,1885.  The Telecom Services are being operated both by Private Sector companies and Public Sector Undertakings BSNL and MTNL.  BSNL & MTNL are independent legal entities duly incorporated under Company’s Act,1956.   TRAI (the Telecom Regulating Body) is regularly monitoring the Quality of Service for all operators. So far as organisations as TRAI and other PSU’s like BSNL and MTNL are concerned, they have been directed to have their own Citizen Charter. 
Telecom. services have been recognized the world-over as an important tool for socio-economic development of a nation and hence telecom infrastructure is treated as a crucial factor to realize the socio-economic objectives of a country. Accordingly, Department of Telecom (DoT) is involved in 

1. Formulating developmental policies for the accelerated growth of the telecommunication services in the country.
2. Grant of licenses for various telecom services like Unified Access Service, Internet ,VSAT service, NLD, ILD,PMRTS, Voice Mail/Audiotex/UMS, GMPLS, IPLC resale, etc.
3. Registration for Infrastructure Providers (IP), Other Service Providers(OSP) and Telemarketers.
4. The Department is also responsible for Radio Frequency Spectrum Management in the field of radio communication in close coordination with the international bodies.
5.  It also enforces wireless regulatory measures by monitoring wireless transmission of all users in the country. 
6. International cooperation in matters connected with telecommunications including matters relating to all international bodies dealing with telecommunications such as International Telecommunication Union (ITU), its Radio Regulation Board (RRB), Radio Communication Sector (ITU-R), Telecommunication Standardization Sector (ITU-T), Development Sector (ITU-D), International Telecommunication Satellite Organization (INTELSAT), International Mobile Satellite Organization (INMARSAT), Asia Pacific Telecommunication (APT). 
7. Promotion of standardization, research and development in telecommunications. 
8. Promotion of private investment in Telecommunications. 
9. Financial assistance for the furtherance of research and study in telecommunications technology and for building up adequately trained manpower for telecom programme, including- 
(a) Assistance to institutions, assistance to scientific institutions and to universities for advanced scientific study and research; and 
(b) Grant of scholarships to students in educational institutions and other forms of financial aid to individuals including those going abroad for studies in the field of telecommunications. 
10.  Administration of laws with respect to any of the matters specified in following  list, namely:- 
a. The Indian Telegraph Act, 1885 (13 of 1885); 
b. The Indian Wireless Telegraphy Act, 1933 (17 of 1933); and 
c. The Telecom Regulatory Authority of India Act, 1997 (24 of 1997). 
11. Administration of Universal Service Obligation Fund for providing access  to telegraph services to people in rural and remote areas at affordable and reasonable prices.
12.   Mobile Number Portability Services.
OUR  EXPECTATIONS FROM CLIENTS

The Department of Telecom as a Licensor of Telecom Services under Indian Telegraph Act 1885 is fully conscious of the rights of users of Telecom Services as citizens of India.  Accordingly the terms and conditions of licenses stipulate certain safeguards; as below; to protect the rights of the consumers of telecom services which Licensees are expected to abide :
· The Licensee shall ensure the Quality of Service (QoS) as prescribed by the Licensor or TRAI.

· The Access Service Providers to whom the licenses have been issued are directed  to provide emergency and public utility services such as police, fire, ambulance, railways/road/air – accident inquiry etc.
· It shall be the responsibility of the licensee to issue or cause to be issued bills to its subscribers for use of the service.
· Any dispute, with regard to the provision of service shall be a matter only between the aggrieved party and the licensee, who shall duly notify this to all before providing the service.  And in no case the licensor shall bear any liability or responsibility in the matter.  The licensee shall keep the licensor indemnified for all claims, cost, charges or damages arising out of disputes between the licensee and its subscriber(s).

1. The Department of Telecom as licensor of Telecom Services expects the citizens/clients to  follow certain etiquettes for usages of mobile phones such as:   
i) The mobile phone user should strictly adhere to the rules/regulations/orders/instructions as issued from time to time by the Government /Authorities in Schools, Colleges, Offices etc;
ii) In the public places, the mobile phone should be kept in switched off mode or in vibration or silent mode, as per the instructions on the sign boards displayed by the Authorities in hospital, airplanes, trains, buses, places of worship, cremation/burial ground, auditorium, cinema hall etc.
iii) Mobile phone should not be used while driving.
iv) In the public places the mobile user should be considerate to people sitting or standing near him/her.  He/she can move away from the people so that they are not forced to listen to his/her personal/ business conversation;
v) Mobile phone should not be used to capture photographs of individuals without their knowledge and consent.  It should not be used to take photographs in public places-deemed-private like swimming pools, gyms etc.  Privacy of persons around the user of the camera phone should be respected.
vi) Ringtones should be set at low level and should not be annoying to the people around.
vii) The mobile phone user should not send request to the television operators for scrolling their private SMSs on the screen of televisions.
2. Citizens are expected not to indulge in usage of telephones/mobiles for undesirable, illegal activities.
3. Citizens are expected to first seek the redressal of their grievances relating to telecom services through Three Tier Grievances Redressal Mechanism established by their service providers and   they are further expected to provide a clear statement of grievance indicating the background and officials/channels previously approached for redressal.
GRIEVANCES REDRESSAL MECHANISM
All the complainants are supposed to seek redressal of their grievances at first instance through “Three Tier Institutionalized Grievances Redressal Mechanism” of the concerned Service Provider; [the details thereof are available at  www.trai.gov.in under service provider & Consumer group section ] established by them under Telecom Consumer Protection and Redressal of Grievances Regulations, 2007 (3 of 2007) issued by TRAI. The three Tiers are 
a)       Call Centre of concerned Service Provider (Time limit: 3 days)
b)     Nodal Officer of concerned Service Provider and (Time limit: 10 days) 
c)     Appellate Authority within the company of Service Provider   (Time limit : 3 months)  

The responsibility of redressal of grievances lies with the concerned organizations/ subordinate units/ PSUs/ administrative sections of the Ministry.  However, PG cell of DoT,  without prejudice to the right of complainant to approach an appropriate court of law , acts as a facilitator for  resolution of grievances so received.

The complainant after the lapse of above progressive time-limit may approach through following means to Public Grievance Cell of Department of Telecommunications (DoT), Sanchar Bhawan, 20, Ashoka Road, New Delhi-110 001 along with documentary evidence for non-redressal of his grievance at concerned Service Provider level:
(a) By Post    : Public Grievances Cell, Deptt. of Telecom, Room No.518,Sanchar Bhawan,20,Ashoka Road, New Delhi 110001.
(b) By Hand   :  Information & Facilitation Counter, Sanchar Bhawan,20,Ashoka Road, New Delhi-110001.
(c)  By Web Portal :  www.pgportal.gov.in 
i)
With an objective of speedy redressal, fast access and effective monitoring of grievances, DoT has implemented an integrated application system; based on Web technology (CPGRAMS) which primarily aims at submission of grievances by the Citizens from anywhere and any time (24 x 7) basis for instant and easy communication between DoT & Citizens.
ii)   The system facilitates generation of unique registration number upon the online submission of grievances from aggrieved citizens (to DoT) through internet using any Browser Interface.

iii)   The system provides the online facility to the citizen to monitor the progress of redressal process in respect of the grievance lodged by him.
INFORMATION AND FACILITATION

DoT has Information and Facilitation counter (IFC) located adjacent to Reception in front gate of Sanchar Bhawan, New Delhi-110001.
INFORMATION ABOUT RTI MATTERS
All the Public Sector Undertakings/Autonomous Bodies/Societies under the    administrative control of this Department i.e BSNL, MTNL, ITI, TRAI and TDSAT are separate “Public Authorities” in   terms of Sec. 2(h) of RTI Act, 05. They have their own websites and each of    these Public Authorities have their own CPIO/APIO. For any information relating to these Authorities, application needs to be submitted to the concerned CPIO/APIO of these organisations only as per the procedure detailed on their websites. The concerned organizations are expected to keep their websites updated with regard to incumbency position of CPIOs and allocation of works.
Any citizen of India seeking information relating to DoT may address his application to the concerned Central Public Information Officer (CPIO) in DoT. The details relating to the CPIO’s with work allotted to them and their Appellate authorities, Fees payment procedures etc are available at DoT web site  under the Sub menu Right to information Act . Notwithstanding above RTI cell of DoT does take up the matters relating to the coordination required in the RTI requests devoid of the name of designated CPIO’s for transferring them to the concerned Public Authority / the custodian of the information.

HEAD OF DEPARTMENT
 Secretary (Telecom), 
Department of Telecommunication,  
210, Sanchar Bhawan, New Delhi-110001. 
 Tel. No.011-23719898, Fax No. 23711514  
E-mail id secy-dot@nic.in.
     CONTACT POINTS

Shri S.S.Singh, 
Deputy Director General (Public Grievances), 
Department of   Telecommunication, 
1210, Sanchar Bhawan, 
New Delhi-110001.  
Tel.No. 011-23372131    Fax No.23372605     
E-mail id ddgpg-dot@nic.in
Our website -   www.dot.gov.in
