
P u b l i c
# C - 7 1 ,  L R .  H a l l ,  E a s t e r n

No.  7A- l - '1  12012-PG

To

'ff gnarat $anchar Higam Ltd.
Grievances Cel l
C o u r t ,  J a n p a t h ,  N .  D e l h i - 1 1 0 0 0 1

Dated:  February 06,  2012

A l l  C h i e f  G e n e r a l  M a n a g e r s

T e l e c o m  C i r c l e s  a n d  C a l c u t t a  &  C h e n n a i  T e l e c o m  D i s t r i c t s .

Sub. iec t :  Adopt ion  o f  un i fo rm procedurc  lb r  hand l ing  t l f  consumcr

compla in ts .

A  n tce t i r - rg  was he ld  by  Secre tary  TRAI  o l t  c ) '1 '  . l r r tL ta ry .20 l2 .  w i th  a l l
' l 'c lcconr 

Scrvicc I ) r 'ovidcr rcgarcl ing aclopt ictr t  o l '  Lrni l t t t ' rn procccl t t rc l i l r  har lc l l i l lg

9l '  c6r.rsLrn.rcr  cornplair-r ts (( 'opv ol 'nr inutcs cncl t tsccl) .  I t  has bccr l  c lccic lccl  t l l l l t  a l l

cont l t lu ints rv i l l  hcrcal icr  bc scnt t l t r t t t - t -u l t  c-r l ta i l  t t l  the ct l t lccr t lc t l  scrv icc

1-rr-1lr , ic lcr-s.  For th is purpose i l  ncw e-mai l  t l ' i l iDgi l |bsnl .co. in has been creatcd.
- I l re 

complaints received from TRAI through e-mai l  wi l l  be sent to Telect l l t t

C i rc lcs /  Te lcconr  D is t r i c t  on  I 'GRMS por ta l  in  TRAI -Mai l  ca tegorv  fo r

rcr l rcssal  wi th in 2t  pcr iod of  seven clays.  TRAl h:rs directcd that thc

contplaints received arc to be redresscd : tnd act i t tn ta l<en mrtst  be sr tbmit tcd

in  t l re  MIS Sheet  on  weck lY  bas is .

It is rcclLrestccl that reply ol ' the cornplair-rts fttrwat'clecl. hlts tt l bc

sLr$pt i t t cc l  in  thc  MIS Sheet  a l i c r  co t t tp le t ing  thc  las t  t rvo  c t l l l t t r l t l s  i . c .  I ) r t t c  o l '

c l i s l - resa l  o l ' c11 l r1 t la ip t  b i ,BSNI .  apd Retnarks  o l -  t lSNl -  o t t  c l i s ; rosa l  o l -co t l lp la i r r t .

Act ion ta l<cn t 'ept t r t  s l t t t t r lc ' l  a lso be set l l  t t l  thc corr lp la i t latr t .

( R . L . M e e l )
A G M  ( P G )

orl-237 6662L
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Telecom Regulatory Author i ty of  lndia \  
\  

'

New Delhi

Dated the 10h January,2A12

Milr.utes of the Meetinq held with the Requlatory Heads of Sarvice providers on
9.1. 2012 to qiscuss adoption of uniforrn procgdure bv seryice proYlders ir l

handlina of complaints forwarded bv TRAI

A mee'ting cf Regulatory Heads of servrce provioers was held in the Conference

Roorn of TRAi cn 9.1 .2012 under the Chairmanship of Secretary in-Charge, to discuss

adcpiion of uniform prrcedure by service nroviders in handling of cornplaints forwarded by

TRAI. Advisor- (ER), Advisor (QoS) and Advisor (MN) were also present in the meeiinE.

2. Secretaqy in-Charge welconred the participants and explained lhe purpose of the

r-neeiing- He pointed out that comolaints o,f consumers received in TRAI are fo;warded to
Servlce Providers generaity from 4 Divisions, i.e.CA ER, MN & QoS Div'rsions- All

complaints will hereafter be sent through e-rnai! to the concemed service providers, Under

.:nique identification nurnbers for each Div'rsion as indicateci below: 
. .

- comolaints forwarded by MN Division : M010001
- cornplaints forwarded by ER Division : TOi0O01
- complaints fotworded q/ OOS Diviskrn : U010001&V010001
- cornpla;nts forurarded by CA Divis'ron : C010O01

.(Frr:t ietter iCentiiies the Divn, 'Cl'tlte ld month January, 
'Q2'for February a!1d so on and

'C07j'continuous sen-a/ number allott& to he amplaint). Special rcmplainls wiil carry an
indication as such by sufxng .'SPU at the end of the identification nurnber,
e.g.C010oo1SPL.

3. The fonnat of forurarding the complaints rnay vary frorn division to dMsion. but r.he

MIS sheet ',vil! contaln the basic infonnation, such as name and phone number of tfte
compialnant, nature cf omp'raint and provision to report back its resoltrtion/redres-l by
sgrvice providers.

4. A]l complainis received In the Divb-ons will be forwarded to tw'o e-mai! ids of
milcerneC SeMce provitlers. The Regulatory Heads will communicate lhe two efiail ids
befcre 11.01.2Q12 to TRAI. The servlce provkiers will reporl iedres=t/resolution of
oinplalnts by refgm Frftailthrougft the same MIS sheet on weekly basis-

5. The nevr system wi0 beorne operational by 16.01.?01Z All the old pendlng
ccl':':plaints are tc be d'rsposed of before 25.O1.2012.

The meetng ended with a vote of thanks to the Chair.

(Mathew Palamattam)
.joint Mvisor (CA)

E-rnail: iace@trai cgv. in
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Aii parilcipanis

Cooy to: 1. ST.PPS to Chairnan
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