| Ll(/i‘/:/ L/

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 pertagining to PG Cell of
DOT.

The undersigned has been directed forward herewith a copy of
the updated information approved by DDG(PG) pertaining to Public
Grievances Cell of DOT .

The updated material may kindly be uploaded on the Website of

DOT ‘ ’
Solt copy hhas alse been sent by mail on meai address
t 7< dotwebadminigemail.com
. jj)‘ S _Jw\h
Coen ) {Veena Bhat I’and;la)
¢ ner L Asstl, Director General (PGL)
ol Tele: 23036504
h
A
-..T__D/
/7
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QT/ /AN The Dircctor (IT), DoT Sanchar Bhawan, New Delhi
RN U.0. No. 13-11/2011/PG&I dated: 29-07-2011

Copy to :- Shri B M Sharma , Under Secretary (C8A), Sht Floor
DOT for information w.r.t. letter No 10-4/2010-RTI dated 29-06-
2010,
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DEPARTMENT OF TELECOMMUNICATIONS »

G CELL

L. 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-emplusized and carried forward under N'TP 1999, Driven by various policy initiatives,
the Indian wieccom scclor witnessed a complete transformation in the last decade. As of now,
Department of Telecommunications is mainly perlorming the role of licensor and policy maker. As per
licensing conditions:

CAny dispute, witln regard (o the pr()wﬂsion of SERVICI shall be a matter only between the aggrieved
party wnd the LICENSEL vwho shall duly notify this (o all before providing the SERVICE. And in no
case the LICENSOR shall bear any liability or responsibility in the natter. The LICENSER shall keep
the Licensor indemnificd for all claims, cost. charges or damagzes in the matter.”

2.
2.1 Telecom Repulatory Authoerity ol India, fwwnedrald voniin) an md(,pu]d(,nl legal entity, was

established to regulite the telecommunication services and discharge the various functions, two ol
them are as follows -

2.0

To ensure compliance of terms and conditions ol license which includes customer service,
Tarit etew

2,10 o lay down the standards ol quality of service o be provided by the service providers and

o ensure U qualiiy ol service and to conduct the periodical survey ol such service provided by the
service pron iders so s o protect interest of the consumers of telecomnnimcation services;

2.2 TRAL has notitied a number of Directions / Regulations/Guidelines 1o address the major issues
elated to consumers. Some ol thent are as follows:

2201

felecom Constiners Protection and Redressal of Grievances Regulation, 2007 on 4% May
2007 which provides for speedy, ellective and inexpensive redressal ol grievances of consumers by the
services pronider,

2220 wunbiy ol service {eode of practice on metering and billing accuracy) Regulation, 2000 on

21" Mareh 2006 for protecting the interest of consuiers relating to metering and bitling.

225 Quality of Service (Lime period of resolution of billing complaints, refund of dues/security
deposits 1o constmers. rectification of calls, rebate in rent for delayed rectilication of faults ete.) of
Basic and Cellular Mobile Telepbone Services, Regulations on 17 July 2005 and reviewed thereatier
on 20" March 2009

2.2.4 Direction on 16" September 2005 regarding not (o offer / market / advertise in a manner that
is likely to mislead the consumers.

2.2.5 Guidelines w Telecom Service Providers regarding Collection of dues by owtsourced agencies
engaged by them on 16" November 2007; for addressing the concerns of consumers relating 1o
collection ot dues.

The compliance of above Directions / Regulations is monitored by TRAL  Whenever
deficiencicssviolation of TRAI Orders / Directions / Regulations are noticed, TRAI takes up the issue
with the concerned Service Provider fgr remedial action. However, Telecom Regulatory Authority of
India Act 1997 does not envisage redressal of individual complaints by TRAL The compilation of the
measures laken by TRAL 1o protect consumer’s interest is available at the TRAPs website
hitp:/Aawvw . tral. gov. in/Consumerlnterest.agp




3. Fefecom services are being provided in the country by government PSUs viz. MTNL/BSNL &
Private Operators. These companies ary having their own consumer grievances redressal mechanism
which is primarily responsible for redressal of all types of complaints of their consumers. The Nodal
Officer at headquarter fevel in respect of PSUs | are:

BSNL: Shri Rajveer Sharma, G.M  (Coordinationy BSNL Corporate Office Statesiman House,
Bagakhamba Road, New Delhi-1 10001, Contact No. 011-23717055 Fax No. 011-23312021 e-mail id
gmednd-baloon

MINL - shei D.C.Gupta, G.M (Operations) MTNL Corporate Office, Mahanagar Door Sanchar
Bhawan, L Nehru Marg, Minto Road, New Delhi. Contact No.011-23236812 Fax No, 011-23234900
e-mail id  cieeco g bolnelin

Al the complaimants have to approach to their service provider for redressal of their grievances in the
first instance through “Three Tier Institutionalized Grievances Redressal Mechanism” of the
concerned  Serviee  Provider;  wwar drad, oy inAseryviceproviderstist. asp established by it under
Telecom Consumer Protection and Redressal of Grievances Regulations, 2007 (3 of 2007) of TRAL
The three tiees Tevels are

R Cull Centre ol concerned Service Provider,
3.2 Nodal C1Teer of concerned Service Provider,
30 Appellate Authority within the company ol Service Provider.
4o Tlowever in vise the grievance s not redressed aller exhausting all above three levels (3.1 1o

LA ol e concerned Service Provider as per preseribed procedure, the individual complainant
without prejudice w his right o approach an appropriate Court ol Law may approach Public
Cirtevanee Celio ol Department ot Telecommunications (Do), Sanchar Bhawan, 20, Ashoka
Romd, New Delhi-110 601 slong with docunwntary evidence for non-redressal of his grievance at
converied Service Provider level o e may submit grievance in either ol the [ollewing ways:-

o hand o Inlormation & Factlitation Counter, Sanchar Bhawan, 20,Ashoka Road, New
Delhi-piovot.

thr B Past o Public Grievances Cell, Deptic OF “Telecom, Room Noo 318,Sanchar
Blavar 2000 hoka Read, New Delby 110001,

(¢ Phrough FAX 0 FAX No, 011- 23357777
(dr Hhrough Phone : Phone No. 01 1- 23336666
fer B wWeb Partal www. pgportal gov.in

4.1 he conplamt soreceived is torwarded to the concerned service provider with a dircetion to take
approprine action and Lo inform the complainant regarding the action towards the redressal ot
the ericvanee.

4.2 The erievance is o be redressed by concerned service provider only. PG Cell of DoT acts only
as a taciiiator in the redressal process and is not vested with any power to penalize the service
provider for not vedressing the grievance to the satisfaction of the complainant or for delay in

redressing the gricvance,

5. [ cose complainant is not satisfied with the decision taken by service provider or delay in
redressai ol grievance at any point o time /stage in the above process (3 & 4), the complainant is
free to approach an appropriate court of law/ any other appropriate forum against the service
provider in view of Para | above, including seeking relief through Arbitration under section 7- B
ol Indian Telegraph Act.
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6. While referring a case for an Arbivation, an application on plain paper for Appointment of
Arbitritor should be sent o the Secretary Telecom, Departiment of Telecom, Sanchar Bhawan, 20
Ashoke Rowds New Dethi-110001 alongwith Brief History of case dispute and copy of all

supporting documents,

Petails of Officers in PG CELL

DLs;un ion ol Name
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Generali PG

Shri 8.8.8i) ll“ll

Direetor(P) Shri

ROK.Singh

CrELLY

AHGIPG MV B Pandita

CADGUPGAT Shri VO Sethi |
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DivectartPGY s available for visitors on every Wednesday from 10:00 A.M. to 01:00 P.M.
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Postal address

121 0,5.1:11:11‘11
Bhawan,20,Ashoka
Road,New Dethi 110001

1207,» Sanchar
Bhawan,20,Ashoka
Rﬂd(l New Delhi 11(]001

Sls,b‘umh‘u
Bhawan,20,Ashoka
l{u‘ul New Delhi 11{)001

MZ- 01,5 anchar
Bhavwan,20,Ashoka
Road,New Dethi 110()01

12 Floor,Sanchar
Bluvwan, 20, Asholia

Rmul New Delli 110001

12 Floor,Sanchar
Bhawan,20,Ashoka
ROMI New Dellui ll[l()()l

2™ Floor,Sanchar
Bhawan,20,Ashoka
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