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Sanchar Bhawan, 20, Ash.oka Road 
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Subject:- Uploading of updated informaiion pertaining to PG Cell of 
DOT. 

The undersigned has been directed forward he1 ewilh a copy of 
the upcluted information approved by DDG(PC) pcrlaining tu Public 
Cirievances Cell of DOT . · 

The updated rnatet·ial may kindly be uploarlecl on tlie Wc!Jsile or 
DOT. ' 

Soft copy bns 1dso iJC'cn sc·11I liy mrnl on rn11il 11c!cl1·rss 
fl o t \Ve1;<-i cl 111i11!_t{}g1 nu i l . coin 

')1l /. - '""' ... ·).I (\ic•t·11c1 !llictt l'<inditct) ... 
( 1 itt't l ·_)/c .. 1\sstl Dirednr Ct'tH'l«il (PCL) 

l'ek: 2'\trl65LH 

Tli.<0.. Dirt:_c1:Qr_[I1J,_J:)_o_'f ~~nchar_I3haw_a 11~ N<!.\\'..D elhi 
U.O. No. 13-11/2011/PG&I dated: 29-07-2011 

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



lll<:PARTMENT OF TELECOMMUNICATIONS 

PG CELL 

I. Indian ·rclcco111111u11ication Sector has undergone a n1ajor process or transfonnation through 
signi!icant pl)licy rc!l)nns, particularly b~ginning \Vith the announce1nent of N'J'P l 994 and \Vas 
subsequent\) rc-en1pl1asizcd and carried tOr\varc\ under N'l~P 1999. !)riven by various policy initiatives, 
the Indian 1clcco1n "iCCtor \Vitncssed a co1nplete trans!bnnation in the last decade. As or 110\V, 

Departn11:.·11t ll1'.!\:-\ccllllllllllnications is 111ainly peri'onning the role of licensor and policy n1aker. As per 
licensing co11ditions: 

"Any dis1i11fl', 1ritf1 J°l',c:,urd to the ]Jrovisio:1 qj".\'I~'RJl/(_'J~' shldl be u 111utter only bet11'een the uggriuvell 
party and 1/1,' /.l('/,A.\'/:F. 11'/w shall l/11/y 110/i/j> this to all before pmviding the SERVICE And i11 110 
case th<' L/( I.:\SUR slw/I hear any /iubi/i1y or resprmsihility in the muller. The LICENSE/,· shall keep 
the Licensor i11dl'lllll{/it:d.f(;r uff c/ai111 ...,·, cost. char,_r;es or dun1uges in the 111ulter." 

2. 

2. l J__ ~Jc1...·\lll) _]!_cgt1_l_:_)_l(Ul_/\uthority__i2.L_l.ndia, {_1~11·.1~~!(.~_'_tii) 1111 indcpencle11t legal entity, vvas 
establislii...·d tu rcgul;ilL' the tc\econ11r1unication services a11d dischnrgc the various functions, t\vo o!' 
thClll arc <b rll\IO\\'S : ­

2. l .1 !'() l'l-l'illl'l' l'.lllllpliance or tenns and condilio11s OJ' lict:nsc \Vhic\1 includes CUS10ll1Cr servici.::, 
-rnri rr 1.'\l' .. 

'.2. l :: \ l) \:1: du\\ 11 tiil' standards l)r quality or service to be provided by the st:rvici...: providers ;111d 

to Cll>lll\.' tlh· q11;i\1t: \11· 'iLTvice a11d to conduct the periodical survi:y ol' such service provided by the 
SCr\'iL'L' 111\1\ ilkT'i Sll :1, lll j)l"DlL'Cl illtl'J"CSt Oi't!Jc CU!lSllllh:r.S ortclCCllllllll\lllil:tl\iO!l services; 

j 1 l'IZ..·\I 11:1, l\llliliL1.I Cl llll!llber or [)irectin11s I 1Zl')-'.tlh1tiu11s/(iuick;li11cs to add1\:.S.'i the 111ajor isSLll'S 

related [\l 1.:1Jl\SlllllCI":>. So111c ol'the111 arc as rollO\\'S: 

on 4111
2.2. l Ick'CUll\ ( 

0

111\'-,ll\llC!"S l)rotcctil)l1 a11d Rcdrcssn\ ur C_Jricvanccs Regul<1tiu11, 2007 !Vlay 
2007 \\ llil·!i pruvi1.k·:-. ru1· speedy, cnl.:-ctivc ;111d i11expc11sivc rcdrcss;_il o!' grii:vanccs orconsu111crs by the 
scrvicL·s p1·,1\ j,k'r 

2..~ ..: (}li~1iil\ U[ \lT\'iCL' (Code orprl!C\icc 011 lllL'\Cri11g t\Jld bi\\ing aCCllr<ICY) j~cgulatiOl1, 2()Q(J Oil 

2 l '1 lvl t\r1._' Ii :~\)( )() ~ l(ir jll'l llCLl ing the intercst 0 r CUl1.Sllllh.'rS ri: \at i11g to 1ncteri ng and bi I\ ing. 

2.2.3 l)u;'.lit) u!' SL'l'Vice (ti111c period or resolution or billing co111p\aints, rcl'und or dues/security 
dt:posits 	\\I l·l111:>ltllll'rs. rt::ctirication of ca\ ls, rebate in rent for delayed rcctilicatio11 or t~1ults etc.) o!' 

1'1F3asic tind ( \·llti\ar i'vl(lbilc '!'e!ephonc Services, Regulations 011 July 2005 and rc:vie\vcd thereafter 
on2tY" i\L1n.:l12()()lJ 

2.2.-\ l )ir1.'l'tio11 u11 I61 
h S\':ptc1nber 2005 regarding not tu oiler/ 1narket I advertise in a n1anncr that 

is likel) \\l rni.slL':H_i 1l1c l'Onsun1crs. 

2.2.) C1t1idcli11L''.':i lo ·1-L'lccon1 Service Providers regarding Co\icction of dues by outsourced agencies 
engaged h: 1hc111 011 l G111 Noven1bcr 2007; !'or addressing the concerns or consun1ers relating to 
collectio11 ul'Liul's. 

Ilic· cu1npliallcc ot' above Directions I Regulations is rnoni(orcc\ by '\'RA\. Whenever 
deficicncics:\'iolatio11 ufTRAI Orders I Directions I Regulations arc noticed, TRAI takes up the issue 
\Vitb the co11ccr11ed Service Provider f'qr re111edial action. l{O\.VCVer, crelecon1 R.egu!atory Authority of 
India Act I 'llJ7 docs not envisage redrcssal of individual complaints by TRAI. The compilation of the 
61eas~1x_0__ J~h-;~i___bi_ __lli_AL_J__Q_J1rotect consu111er's interest is available at the 'rRAI's website 
http://~1_\\_ \\ ,J _t_i!_i ._''OV. iD/C' 011sL1n1erl nterest. as12_ 



3. IL'k'Cl)lll services are being provided in the country by govl..'.rn111ent PSUs viz. M'l'NL/BSNL & 
Priv~1tc ( )p1.,'1"<1tur~. 'l'hcsc coinpanics ari0 having their o\Vll consu111cr grievances rec\ressal 1nechanis111 
which is p1·imarily responsible llir reclressal of all types of complaints or their consumers. The Nodal 
()fliccr at headquarter level in respect of PS Us, are: 

BSNlc; Shri l\ajwcr Slrnrma, G.M \Coordination) BSNL Corporate Ollicc Statesman I-louse, 
Barakharnba l\oad, New Delhi- I I 000 I. Contact No. 011-23717055 Fax No. 011-23312021 e-mail id 
W~-\]11._r1 l1,,i1l.,-,i.i11 

MTN!. \\iri IJ.C .Ciupta. U.M (Operations) MTN!. Corporate Orlicc, Mahanagar Door Sanchar 
Bluman..I l .. h·lm1 i\lr11g. Minto Road, New Delhi. Contact No.011-23236812 Fax No. 011-23234900 
c-n1ai I id 111, ''--_l_1·_(L\1,)l 1ll.'l. Lu 

Al! thL' l.'01n11IJi11a11ts have to approach to their service provider !'or redressa! of their grievances in the 
first insl<lllCL' through H'J'hrcc crier Institutionalized Grievances l~edrcssal Mcchanis1n" of the 
co_11c_l;rn_~!:J_ --~(__'L~~- _p_1\>V ider; H'\ ~l!.:.:lLU{~~\.'{!_i'. in_/~·erl'(1;,f]_JD_!J1.(ierslisl:_(_j_).'12 est ab l ishcd by it under 
'!'ek'c,1111 C'tllht1111e1· Protection and lledressal of Clrievanccs Regulatio11s, 2007 (3 or 2007) of '\'RAJ. 
rJ'Jic tlll\_'l' liL'I''> 'k•\'L'IS ~lrC 

_). (·~Li\ C\'1it1·c nl'co11ccr11ed Scrvicl'. Provider. 

4. 	 I lti\\ .. ','-·1- i11 ,·:h1.,' tile gric\'ance i'> 1101 rcdn.:sscd alter cxh;_n1sti11g all 11bove three levels (3.l to 

; _; 1 \11 r.li-· l"!lllL-1.,TllL'd Service i>rnvidcr as \)L'l" prescribed proccdu1·c, the individual co111p!ainant 
\1.it!111l:l 1'1-'-'_iulli,_·,, Ln his right to app1"l1acl1 a11 nppropriatc ('ourt ol' J,a\v 111ay approach Public 
l 11·i,'\ .1111, ('cl I ti!" I)cpart1nent l)!' l'clcco1111nunicalions (J)o'J'), Sc111clinr Hlia\van, 20, ;\shoka 
l<.,J:1Li. \L'\\ l)L'iiii-\ \0 001 along \Vith ducu111cntary evidence J'or 11011-redress<il of his grievance at 
CllllClTlh;\i :-;LT\ iCl' 1>rovidcr level. ! le llHl.Y sub111it grieva11cc in either or the IOllo\ving \Vays:­

(,I JI~\ IL\ Illl lnl'on11ation 8.:.. 1-'<icilitation C_'ounler, Snnchar 13\ia\van, 20,;\shoka Road, Ne\V 
I le· 111 i I ' 11111 i I 

11•) I·;: !\i,,1 l\ih\ic (iriL'\'i.ll1L'.l-':> c_:clL J)cpll. (JI' ·i-ck·co111, lluo111 Nu. )!8,Sa11cl1ar 
1\11;1"·"" 'O.,\,[h1k;i l\o;id, New lkl\ii 110001. 

(c I I l11c>lll'li 1'1\X: l'J\X No. 011- 23357777 

(di 	 I l1nH1~l1 Jll1u11c: Phone No. 011- 23356666 

1c1 	 H\ \\\·h Puna! :\V\v\v.pgportal.gov.in 

4.1 	 !'hL· rt.:.qiL:i11l Stl received is for\\'~trc!cd to the conci.:rncd service provider \Vith a direction to take 
app1-,11•1·i:1t..: action and to inronn the cornplninant regarding the action 1o\vards the rcdressal of 
th..: ~l"ll.'\:lllCL'. 

4.2 	 ·rill.' ~·ri'-'\<tncc is to be redressed by concerned service provider only. PG c:cl! of Do'l' acts only 
as a litL·ilitator i11 the redrcssal process and is not vested \Vith any po\ver to penalize the service 
p1·0\ idcr 1~)r 11ut redressing the grievance to the satisfaction of the con1plainant or for delay in 
ri..:lil'L''>'>ill~ the grit:vance. 

5. 	 [i; 1::1"'L' cu111plainant is not satisfied \Vith the decision taken by service provider or delay in 
redrcs"ai lll. grievance at any point of ti111e /stage in the above proce.:;s (3 & 4), the coinplainant is 
!'rel' lu approach an appropriate court of la\v/ any other appropri1te forun1 against the service 
providL'r i11 \'iC\V uf Para 1 above, including seeking relief through Arbitration under section 7- B 
ol. l11ditl11 i L·lcgrap!i 1\ct. 



- -
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6. \\.hi\'-' rcil'1Ti11g a case ror an ;\rbitration, an application on plain paper IOr Appointn1c:nt of 
:\rhitr~llur :-illuu\d he s.:nt lo the Secretary Teleco111, J)cpartn1e11t o!''f\;\econ1, Sanchar 13\H\\van, 20 
.'\slmk:i l<uchL New \)elhi-1I000 I alongwith llrief History of case dispute and copy of all 
'.'illpporti11g ducun1cnts. 

Details of Officers i11 PG CELL 

Designation of i\l a IHC Tel.No. FAX.No. Postal address 
l'C O\'licc1· 

--- ­
l)~'. \)iret·tor ! Sh ri S.S.Singh Oil­ 011­ 121 O,Sauchar 
(~ l'l\l' l"il 11. l) (;) 23372131 23372605 Bha\van,20,f\.shoka 

Roall,Ncw Delhi 110001 

·-· 

Di1Tr\()r\P(;) Shri 011­ Oil 1207,Sancha r 
lt I{. Singh 23710537 23712350 llha'va n,20,f\shoka 

Roall,New Delhi 110001 
- .. 

011-
-- -- ­

IH(,10\ l'C ~hri P. l~ ..Jain 011­ 518,Sanchar 
Ci·Ll.J 231136606 23357777 l~havvan,20,Ashoka 

lload,N cw Delhi 11000 I 
-

.\I)( :1 \'(. IJ 1\ h. \'. B. Pandit a 011- 011 MZ-01,Sanchar 

2.l!U65\l.J 23372582 B ha '"a n,20,1\sho\..:a 


_) 
I lloatl,New Delhi 110001 


- -

. \ ! ;; , l l '(; -I l \ h. \'. B. \'and ita I II I I - ll 1 I t2th°- l~l l;-;l i\·S-~11_1_c_I~-:{~~ ­
2.\03650.J 23372582 B ha '"a n,2 0,As h oka 

Roatl,New Delhi 110001 
-- -12111 v-1~0-~:,s~;;\cliar ___ --Shri \ 1.1.,::.scthi II 11- 011 

2303693.J 23372582 llhawa n,20, Asholrn 
Roall,New Delhi 110001 

12 111~ilri M.L.Sindhi ll I 1- 011 FIZH1r,Sanchar 
2.lO.l(i 7 I 7 23372582 Blrnwan,20,Asho lrn 

lloall,New Delhi 110001 

Di1 ,.,.1,,,·(l'C) i., :1rni1'1ille for visitors on every Wctlncsllay from 1():00 A.M. to 01 :00 P.M. 
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