Government of India
Ministry of Communications & IT
Department of Telecom
PG&]I Section, MZ-01
Sanchar Bhawan, 20, Ashoka Road
New Delhi.-110001

Subject:- Uploading of updated information pertaining to PG Cell of
DOT.

The undersigned has been directed lorward herewith a copy of
thie updated information approved by DDG(PG) pertaining to Public
Grievances Cell of DOT |

The updated material may kindly be uploaded on the Website of
Do, ‘ ’

Solt copy hts also heen  sent by manl on mail  adedress
dotwebadminggmail.com

- f‘j) l“ T e i_\,‘U‘s!
L -;;,) (Veena Bhat Pandita)..- -
g™ AsstL Director General (PGL)

Tele: 23036504

Copy to :- Shri B M Sharma » Under Secretary (C&A), 5ht Floor
DOT for information w.r.t. letter No 10-4/2010-RT1 dated 29-06-
2010.




: O
DEPARTMENT OF TELECOMMUNICATIONS ’

G CELL

1. Indian Telecommunication Sector has undergone a major process of transformation through
significant policy reforms, particularly beginning with the announcement of NTP 1994 and was
subsequently re-emphasized and carried forward under NTP 1999, Driven by various policy initiatives,
the Indian telecom scclor witnessed a complete transformation in the last decade. As of now,
Department of Telecommunications is mainly performing the role of licensor and policy maker, As per
licensing conditions:

“Any dispuie, with regard to the pf'ovi.siojr of SERVICI shall be a matter only between the agarieved
party and ithe LICENSEE, who shall duly notify this to all before providing the SER VICE. Awd in no
case the LICIENSOR shall bear any liability or responsibility in the matler. The LICENSEL shall keep
the Licensor indemnificd for all claims, cost, charges or damages in the matter.”

2.
2.0 lelecoin Resulatory Authority_of India, fwwnrdraigoiin) an independent legal entity, was

established o regulate the telecommunication services and discharge the various functions, two ol
them are as {ollows -

200 To ensure compliance of terms and conditions ol license which includes customer service,
Tarift el
212 ol down the standards ol quality of service to be provided by the service providers and

1o cnsure the qualins ol service and to conduct the periodical survey ol such service provided by the
service providers so s o protect interest of the consumers ol telecommunication services;

73 TRAL has notitied o number of Directions / Regulations/Guidelines 1o address the major issues
related o consumers. Some of them are as follows:

20 Telecom Cansuiers Protection and Redressal ol Grievances Regulation, 2007 on 47 May

2007 which provides for speedy, ellective and inexpensive redressal ol grievances of consumers by the
services prosider

2.2 Ouadity of Service (code of practice on metering and billing accuracy) Regulation, 2006 on
31 Mareh 2000, Tor protecting (he interest ol constmers relating 1o metering and bitling,

223 Ouelity of Service (time period of resolution of billing complaints, velund of dues/security
deposits 1o consumers, rectification of calls, rebate in rent for delayed rectilication of faults ete.) ol
Basic and Cellular Mobile Telephone Services, Regulations on 1" July 2005 and reviewed thereatter
on 20™ March 2009,

. . ST _ . " . . N
224 Direction on 16" September 2005 regarding not to offer / market / advertise in a manner that
is likely to mislead the consumers,

29,5 Guidelines 1o Telecom Service Providers regarding Coliection of dues by putsourced agencies
| - . . .
engaged by theny on 16" November 2007; for addressing the concerns ol consumers relating 10
collecticn of dues.

The compliance of above Directions / Regulations is monitored by TRAL  Whenever
deficiencicsiviolation of TRAL Orders / Directions / Regulations are noticed, TRAI takes up the issue
with the concerned Service Provider fgr remedial action. However, Telecom Regulatory Authority of
India Acl 1997 does not envisage redressal of individual complaints by TRAL The compilation of the

meastres Wwhen by TRAIL to protect consumer’s interest is available at the TRADs website
http:/Awww trag. gov.in/Consumerlnferest.asp
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3. lelecom services are being provided in the country by government PSUs viz. MTN L/BSNL &
Private Operators. These companies are having their own consumer grievances redressal mechanisi
which is primarily responsible for redressal of all types of complaints of their consumers. The Nodal
Officer at headqguartar tevel in respect of PSUs | are:

BSNL: Shri Rajveer Sharma, G.M (Coordinationy BSNI. Corporate Office Statesinan Iflo.us-c,
Barakhamba Road, New Delhi-110001. Contact No. 011-23717055 Fax No. 01 1-23312021 e-mail id
amedng benlooin

MENL - Shei D.C.Gupta, G.M (Operations) MTNL. Corporate Office, Mahanagar 1Joor Sanchar
Bhawan. ). Nehru Marg, Minto Road, New Delhi. Contact No.011-23236812 Tax No, 01 1-23234900
e-mail id  creecoacholnetin

All the comptainants have to approach to their service provider [or redressal of their grievances in the
first instanee through “Three Tier Tostitutionalized Grievances Redressal Mcechanism” of the
concerned  Service Provider; s i gov i Aseryviceproviderslist. asp established by it under
Telecom Consumer Protection and Redressal of Grievances Regulations, 2007 (3 of 2007) of TRAL

The three tiers Tevels are

3 Cull Centre ol concerned Service Provider,
32 Nuodal Gicer of concerned Service Provider.
3 Aoppellate Autharity within the company ol Service Provider.
4. flowener i cise the erievance is not redressed aller exhausiing all above three levels (3.1 10

L3 ol e concerned Service Pravider as per preseribed procedure, the individual complainant
without projudice o his right 1o approach an appropriate Court ol Law may approach Public
Cirievane e Cell of Departent of Telecommunications {Do1), Sanchar Bhawan, 20, Ashoka
Road. New Delhi-116 001 along with documentary evidence for non-redressal ol his gricvance at
coneerned Service Provider fevel . e may submit grievance in either ol the lollowing ways:-

fold lind o Information & Facthitation Counter, Sanchar Bhawan, 20,Ashoka Road, New
Dyelli- E1000 T

byt Past o Public Grievanees Cell, Beptte. OF Telecom,  Room No. 518,Sanchar
Blunsue 200 hoka Road, New Delin 110001,

(o) Phroueh FAX 0 FAX Noo 011- 23357777
(dr $hraueh Phane ;s Phone No. 01 1- 233506066
teir BBy Web Partal www . pgportal.gov.in

4.1 The complaint so received is forwarded to the concerned service provider with a direction to take
apprapriaie action and to intorm the complainant regarding the action towards the redressal of

the gricsanee.

4.2 The ericvanee is to be redressed by concerned service provider only. PG Cell of Dol acts only
as a taciiitator in the redressal process and is not vested with any power to penalize the service
provider for not redressing the grievance to the satisfaction of the complainant or for delay in
rediessing the gricvance,

3. lis cuse complainant is not satisfied with the decision taken by service provider or delay in
redressai ol grievance at any point of time /stage in the above process (3 & 4), the complainant is
lree to approach an appropriate court of law/ any other appropriate forum against the service
rovider in view of Para | above, including seeking relief through Arbitration under section 7- B
ol Indian Telegraph Act.



6. While referring a case for an Arbitr ation, an application on plain paper for Appointment of

Arhitrator should be sent Lo the Secretary Telecom,

supporting documents.
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" “Postal address
T1210,Sanchar
Bhawan,20Ashoka
Road,New Delli 110001

T [207.8anchar
Bhawan,20,Ashoka
Ro.ul New Ddhl 11{]001 B
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Bhawan,20,Ashoka
Road New Dethi 110001
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Rmul New Delhi 110()01

2" Floor, Sanchar
Bhawan,20,Ashoku
R(mtl New Delhi 1100{}1
12% Floor, Sanchar
Bhawan,20,Ashoka
Road,New Delhi uuum

12" Floor,Sanehar R
Bhawan,20,Ashoka %

| Roud,New Delhi 110001 !

Director(PGY is available for visitors on every Wednesday from 10:00 A.M. to (1:00 P. VL

¢ 0)\%(?



