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ABRIDGED VERSION OF TELECOM CONSUMER’S CHARTER
ABOUT US:
Bharat Sanchar Nigam Ltd. (BSNL) took over the business of Telecom Service provisioning & Network management from govt. w.e.f. 1st October’ 2000. BSNL having its registered and corporate office at Bharat Sanchar Bhawan, Harish Chandra Mathur Lane Janpath New Delhi-110001, is one of the largest & leading public sector units providing comprehensive range of telecom services in India.

BSNL has installed Quality Telecom Network in the country & now focusing on improving it, expanding the network, introducing new telecom services with ICT applications in villages & winning customer’s confidence. BSNL is the only service provider, making focused efforts and planned initiatives to bridge the rural-urban digital divide in ICT sector. In fact there is no telecom operator in the country to beat its reach with its wide network giving services in every nook & corner of the country. BSNL operates across India except New Delhi & Mumbai. Whether it is inaccessible areas of Siachen glacier or North-Eastern regions of the country, BSNL serves its customers with a wide Bouquet of telecom services namely Wireline, CDMA mobile, GSM mobile, internet, Broadband, MPLS-VPN, VSAT, IN services, FTTH etc. 

The company offers wide ranging and most transparent tariff schemes designed to suit every customer. The company has vast experience in planning, installation, network integration and maintenance of switching and transmission networks.

VISION:
· Be the leading telecom service provider in India with global presence.
· Create a customer focused organization with excellence in customer care, sales and marketing. 
· Leverage technology to provide affordable and innovative telecom Services / Products across customer segments.

MISSION & OBJECTIVES:  Please refer to corporate web portal www.bsnl.co.in
QUALITY OF SERVICE PARAMETER:
BSNL is committed to provide state of the art uninterrupted Telecom services to its customers and comply with the quality benchmarks as prescribed by TRAI or set forth by itself from time to time. 

COMPLAINT REDRESSAL MECHANISM 
BSNL ensures prompt rectification of any fault or complaint booked through its extensive online fault restoration system. This system is in conformance with and compliant to Telecom Consumer Protection and Regulation of Grievances Regulation. Complaint Redressal Mechanism has been developed to achieve the benchmark of the services and same is placed on BSNL web portal www.bsnl.co.in under heading Public Grievances.
CALL CENTRE AND HELP LINE NUMBERS
· For GSM Mobile services:1503 or 1800-180-1503 (toll free number). 

· For CDMA & WiMax services: 1502 or 1800-180-1502 (toll free number). 

CONTACT DETAILS OF NODAL AND APPELLATE AUTHORITY:
Details available on our web portal www.bsnl.co.in
WHAT ARE YOUR RIGHTS (in brief)
· Right to select operator of your choice.

· Right to get information regarding tariff before provision of service and every time the tariff is changed, especially adversely affecting the consumer.

· Right to be informed before activation of any value added service, which is chargeable.

· Right of consumers for termination or disconnection of service: 
TERMS AND CONDITIONS (in brief)

Our telecom services are offered subject to the following general terms and conditions: 
i) The services are for bonafide use of the customer/ his family/ organization. The subscriber shall not allow use of the telecom service offered to him for any unlawful activity.

ii) Any person, including foreign national with valid passport, who is major (In case of minor, through guardian) can apply for a telecom service.

iii) The fixed services are meant for specified location and the subscriber is not authorized to shift the same without permission of BSNL.

iv) The services are offered subject to regular payment of bills by the subscriber failing which BSNL may suspend temporarily or disconnect or withdraw the service at its sole discretion.

v) While BSNL shall endeavor to ensure un-interrupted service of reasonable quality, it cannot be held responsible for any deficiency or interruption in service due to reasons beyond its control.

vi) BSNL at its sole discretion may revise the tariff rate subject to TRAI regulations.

vii) The services can be suspended without prior notice by BSNL in the interest of public safety or maintenance of law and order or other such exigencies.

INFORMATION ABOUT CUSTOMER SERVICE CENTRE
More than 4000 Customer Service Centers are operational in urban and rural areas in the country. The detailed information about Customer Service Centre is available on the respective circle’s web sites which can be accessed through BSNL main web portal www.bsnl.co.in 
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