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No. 236] NEW DELHI, WEDNESDAY, SEPTEMBER 11,  2013/BHADRA 20, 1935 

    

Hkkjrh; nwjlapkj fofu;ked izkf/kdj.k 

vf/klwpuk 

ubZ fnYyh] 11 flrEcj] 2013 

nwjlapkj miHkksDrk f'kdk;r fuokj.k ¼f}rh; la'kks/ku½ fofu;e] 2013 

¼ 2013 dk 11 ½ 

        la- 305&20@2009&lsok xq.koÙkk-–Hkkjrh; nwjlapkj fofu;ked izkf/kdj.k vf/kfu;e] 1997 ¼1997 dk 24oka½ dh 
/kkjk 11 dh mi&/kkjk ¼1½ ds [kaM ¼[k½ ds mi&[kaM (i) vkSj (v) ds lkFk ifBr /kkjk 36 ds varxZr izkIr 'kfDr;ksa dk iz;ksx 
djrs gq,] Hkkjrh; nwjlapkj fofu;ked izkf/kdj.k] nwjlapkj miHkksDrk f'kdk;r fuokj.k fofu;e] 2012 ¼2012 dk 1½ esa la'kks/ku 
djus ds fy, ,rn~}kjk fuEufyf[kr fofu;e cukrk gS] vFkkZr~ %&  

1-   ¼1½ bu fofu;eksa dks nwjlapkj miHkksDrk f'kdk;r fuokj.k ¼f}rh; la'kks/ku½ fofu;e] 2013  dgk tk,xkA 

¼2½ ;s fofu;e] buds ljdkjh jkti= esa izdk'ku dh rkjh[k ls izoÙ̀k gksaxsA 

2- nwjlapkj miHkksDrk f'kdk;r fuokj.k fofu;e] 2012 ¼2012 dk 1½ ¼ftls vkxs ewy fofu;e dgk x;k gS½ ds fofu;e 3  
esa]&& 

 ¼d½ mi&fofu;e ¼1½ esa] rhljs ijarqd ds ckn] fuEufyf[kr ijarqd var%LFkkfir fd;k tk,xk] vFkkZr~ %& 

 **c'krsZa ;g Hkh fd ;fn miHkksDrk }kjk xzkgd lsok uacj ds ek/;e ls dksbZ vihy izLrqr dh tkrh gS rks] f'kdk;r dsUnz 
}kjk mls iathd`r fd;k tk,xkA** 

¼[k½ mi&fofu;e ¼5½ ds fy,] fuEufyf[kr mi&fofu;e dks izfrLFkkfir fd;k tk,xk] vFkkZr~ %& 

 **¼5½  izR;sd lsok iznkrk }kjk **xzkgd lsok uacj** ds fy, Ik;kZIr VsyhQksu ykbusa ;k dusD'ku fpfUg~r ;k 
vkoafVr fd, tk,axs rFkk lqfuf'pr fd;k tk,xk fd mlds miHkksDrkvksa dks mlds f'kdk;r dsUnz esa igqap] 
O;fDrxr :i ds lkFk gh lkFk okW;l dkWy] bZ&esy rFkk Mkd ds ek/;e ls lqyHk gSA** 
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¼x½  mi&fofu;e ¼9½ esa] [kaM ¼[k½ esa]  **f'kdk;rksa ,oa lsok vuqjks/kksa dh foLr`r Jsf.k;ka** 'kCnksa dks **vihy ,oa 
f'kdk;rksa ,oa lsok vuqjks/kksa dh foLr`r Jsf.k;ka** 'kCnksa ls izfrLFkkfir fd;k tk,xk A 

3- ewy fofu;eksa ds fofu;e 7 esa] mi&fofu;e ¼3½ ds [kaM ¼[k½ ds mi&[kaM ¼1½ dks fuEufyf[kr mi&[kaM ls 
izfrLFkkfir fd;k tk,xk] vFkkZr~%& 

     **¼i½ miHkksDrk dks f'kdk;r ij dh xbZ dkjZokbZ ds fooj.k rFkk vihyh; izkf/kdkjh dks vihy izLrqr djus dh 
izfØ;k dh lwpuk ,l,e,l ;k bZ&esy ;k Mkd }kjk nsxk; vkSj** 

4- ewy fofu;eksa ds fofu;e 9 esa] mi&fofu;e ¼2½ dks fuEufyf[kr mi&fofu;e ls izfrLFkkfir fd;k tk,xk] 
vFkkZr~ %& 

     **¼2½ ,d miHkksDrk mi&fofu;e ¼1½ varxZr vihyh; izkf/kdkjh dks lh/ks ;k bZ&esy ;k QSDl ;k Mkd ;k 
O;fDrxr :Ik ls ;k lsok iznkrk }kjk LFkkfir f'kdk;r dsUnz ds xzkgd lsok uacj ds ek/;e ls vihy izLrqr 
dj ldrk gS A 

      Li"Vhdj.k % bl mi&fofu;e ds mn~ns'; ds fy, Mkd esa dksfj;j 'kkfey gS A** 

5- ewy fofu;eksa ds fofu;e 14 esa] mi&fofu;e ¼4½ dks fuEufyf[kr mi&fofu;e ls izfrLFkkfir fd;k tk,xk] 
vFkkZr~ %& 

      **¼4½ vihy dk fuiVku gksus ij] vihyh; izkf/kdkjh ds lfpoky; }kjk vihydrkZ rFkk lsok iznkrk dks fu.kZ; 
dh lwpuk ,l,e,l ;k bZ&esy ;k Mkd ds ek/;e ls nh tk,xhA ** 

6- ewy fofu;eksa esa **v/;k;&V** dks **v/;k;&IV** rFkk **v/;k;&VI** dks **v/;k;&V** ds :Ik esa Øekafdr fd;k 
tk,xk A 

jktho vxzoky] lfpo 

[foKkiu&III/4/vlk/kkj.k/142/13] 

fVIIk.kh 1%&ewy fofu;eksa dks fnukad 05 tuojh] 2012 dh vf/klwpuk la[;k&305&20@2009&D;wvks,l ds }kjk Hkkjr ds 
jkti=] vlk/kkj.k] Hkkx III] [kaM 4 esa izdkf'kr fd;k x;k A 

fVIIk.kh 2%&11 tuojh] 2012 dks tkjh nwjlapkj miHkksDrk f'kdk;r fuokj.k ¼la'kks/ku½ fofu;e] 2012 ¼2012 dk 3½ ds }kjk 
ewy fofu;eksa esa la'kks/ku fd;k x;k A 

fVIIk.kh 3%&O;k[;kRed Kkiu esa nwjlapkj miHkksDrk f'kdk;r fuokj.k ¼f}rh; la'kks/ku½ fofu;e] 2013 ¼2013 dk 11½ fnukad 
11 flracj] 2013 ds mn~ns';ksa ,oa dkj.kksa dh O;k[;k nh xbZ gSA 

O;k[;kRed Kkiu 

1- miHkksDrkvksa dh f'kdk;rksa dk izHkkoh :Ik ls fuokj.k] Hkknwfoizk ds fy, vfr egRoiw.kZ gS A Hkknwfoizk }kjk vHkh 
rd fd, x, mik;] cM+s iSekus ij izHkkoh fl) gq, gSa rFkk bl ifjizs{; esa iz;kl djuk] ,d fujarj izfØ;k gS 
vkSj f'kdk;r fuokj.k dh izHkko'khyrk esa lq/kkj ykus ds fy,] bldh le;&le; ij leh{kk fd, tkus dh 
vko';drk gSA lsok iznkrkvksa }kjk nwjlapkj miHkksDrkvksa dh f'kdk;rksa dk izHkkoh :i ls fuokj.k djus ds fy,] 
Hkkjrh; nwjlapkj fofu;ked izkf/kdj.k }kjk fnukad 05 tuojh] 2012 dks nwjlapkj miHkksDrk f'kdk;r fuokj.k 
fofu;e] 2012 ¼2012 dk 1½ tkjh fd;k x;kA 

2- bu fofu;eksa ds v/;k;&II esa] lsok iznkrk ds f'kdk;r dsUnz }kjk f'kdk;rksa ij dkjZokbZ djus dh izfØ;k 
fu/kkZfjr dh xbZ gSA rFkkfi] Hkknwfoizk dks miHkksDrkvksa rFkk miHkksDrk laxBuksa ls izfrosnu izkIr gq, gSa fd 
miHkksDrkvksa dks vihyh; izkf/kdkjh vlkuh ls miyC/k ugha gSA Hkknwfoizk }kjk ns'k ds 20 'kgjksa esa vk;ksftr fd, 
x, fofHkUu miHkksDrk igqap dk;ZØe ds nkSjku] Hkknwfoizk dks lwpuk izkIr gqbZ fd miHkksDrkvksa dh f'kdk;r rFkk 
vihy izca/ku ra= rd igqap dks vf/kd lqyHk cuk;k tkuk pkfg,A f'kdk;r dsUnz dsoy xzkgd lsok uacj rFkk 
lkekU; lwpuk uacj ds ek/;e ls lqyHk Fkk rFkk bu fofu;eksa ds varxZr bZ&esy ds ek/;e ;k O;fDrxr :Ik ls 
igqap vknsf'kr ugha FkhA blds vfrfjDr] lsok iznkrkvksa }kjk Hkknwfoizk dks frekgh vk/kkj ij izLrqr dh tkus okys 
miHkksDrk f'kdk;r fuokj.k fjiksVksZa dk fo'ys"k.k djus ij] ;g ns[kk x;k gS fd lsok iznkrk }kjk fu;qDr 
vihyh; izkf/kdkjh }kjk dksbZ vihy izkIr ugha dh xbZ gS] tcfd f'kdk;r dsUnz ds Lrj ij gh cM+h la[;k esa 
f'kdk;rksa dk fuokj.k ugha fd;k x;k gS ;k lek/kku fd;k x;k gSA bl izeq[k dkj.k] miHkksDrkvksa dks vihyh; 
izkf/kdkjh ds ckjs esa tkudkjh u gksuk gSA blds lkFk gh vihyh; izkf/kdkjh rd igqap f'kdk;r dsUnz ;k 
;fDrxr :Ik ls lqyHk ugha Fkh A 
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3- bu leL;kvksa dk lek/kku djus ds fy,] bu la'kks/kuksa ds ek/;e ls ;g fofgr fd;k x;k gS fd miHkksDrkvksa dh 
f'kdk;r dsUnz rd igqap bZ&esy] Mkd vkSj O;fDrxr :Ik ls Hkh lqyHk gksxhA lsok iznkrkvksa }kjk xzkgd lsok 
dsUnzksa] fcØh vkmVysV] czkaM nqdku] laca/k dsUnzksa] Vp IokbZaV vkfn ds ek/;e ls O;fDrxr :Ik ls f'kdk;r dsUnzksa 
rd igqap dh lqfo/kk miyC/k djkbZ tk ldrh gSA rFkkfi] ;s ,Dlsl IokbZaV] fofu;eksa ds vuqlkj f'kdk;r dh 
ikorh nsus rFkk MkWdsV uacj nsus esa l{ke gksus pkfg,A vihyh; izkf/kdkjh dh lqyHkrk dks miHkksDrkvksa ds 
utnhd ykus fy,] f'kdk;r dsUnz ds ek/;e ls vihyksa ds iathdj.k dh lqfo/kk iznku dh xbZ gSA gkykafd] 
f'kdk;r dsUnzksa }kjk f'kdk;rksa ds vlarks"ktud fuokj.k ds ckn gh] bl izdkj dh vihysa izLrqr dh tk ldrh 
gSaA f'kdk;r dsUnz }kjk ntZ f'kdk;r ij MkWdsV uacj izkIr gksus ds mijkar gh] vihysa iathdr̀ djkbZ tk ldrh 
gSaA ;g Hkh fofgr fd;k x;k gS fd f'kdk;r ij dkjZokbZ iw.kZ gksus ds mijkar] lsok iznkrk }kjk miHkksDrk dks 
f'kdk;r ij dh xbZ dkjZokbZ dk fooj.k rFkk xzkgd lsok uacj ds ek/;e ls vihyh; izkf/kdkjh dks vihy izLrqr 
djus dh izfØ;k] ;fn og viuh f'kdk;r ds fuokj.k ls larq"V ugha gS] dh Li"V lwpuk ,l,e,l ;k bZ&esy 
;k Mkd }kjk nsxkA izkf/kdj.k] ;g eglwl djrk gS fd blls vihyh; izkf/kdkjh ra= dh miyC/krk lacaf/kr 
tkudkjh esa o`f) gksxh vkSj lkFk gh vihysa izLrqr djus esa vlkuh gksxh] ftlds ifj.kkeLo:Ik f'kdk;rksa dk 
larks"ktud lek/kku gks ldsxk A 

TELECOM REGULATORY AUTHORITY OF INDIA 

NOTIFICATION 

New Delhi, the 11th 
 
September, 2013 

TELECOM CONSUMERS COMPLAINT REDRESSAL (SECOND AMENDMENT) REGULATIONS, 2013  

(11 OF 2013) 

    No. 305-20/2009-QoS.—In exercise of the powers conferred by section 36, read with sub-clauses (i) and (v) of 

clause (b) of sub-section (1) of Section 11, of the Telecom Regulatory Authority of India Act, 1997 (24 of 1997), the 

Telecom Regulatory Authority of India hereby makes the following regulations further to amend the Telecom Consumers 

Complaint Redressal Regulations, 2012 (1 of 2012), namely :— 

1.  (1) These regulations may be called the Telecom Consumers Complaint Redressal (Second Amendment) 

Regulations, 2013. 

 (2) These regulations shall come into force from the date of their publication in the Official Gazette. 

2. In regulation 3 of the Telecom Consumers Complaint Redressal Regulations, 2012 (1 of 2012) (hereinafter referred 

to as the principal regulations), — 

  (a)  in sub-regulation (1), after third proviso, the following proviso shall be inserted, namely :— 

  “Provided also that the Complaint Centre shall register appeal, if any, preferred by the consumer through Consumer 

Care Number.” 

  (b)  for sub-regulation(5), the following sub-regulation shall be substituted, namely :— 

 “(5) Every service provider shall earmark or allot sufficient telephone lines or connections to the “Consumer Care 

Number” and ensure that its Complaint Centre is accessible to its consumers in person as well as through voice call, 

email and post.” 

  (c)   in sub-regulation (9), in clause (b), for the words “the broad categories of complaints and service requests”, the 

words “appeal  and the broad categories of complaints and service requests” shall  be sub stituted. 

3. In regulation 7 of the principal regulations, in sub-regulation (3), in clause (b), for sub-clause (i), the following sub-

clause shall be substituted, namely :— 

“(i)  communicate to the consumer, through SMS or email or post, the details of action taken on the complaint and 

the procedure for preferring appeal to the Appellate Authority; and” 

4.   In regulation 9 of the principal regulations, for sub-regulation (2), the following sub-regulation shall be substituted, 

namely :— 

“(2) A consumer may prefer an appeal under sub-regulation (1) either directly to the Appellate Authority through 

email or facsimile or post or in person, or through the Consumer Care Number of the complaint centre established 

by the service provider. 

Explanation : For the purpose of this sub-regulation post includes courier.” 

5. In regulation 14 of the principal regulations, for sub-regulation (4), the following sub-regulation shall be 

substituted, namely :— 

 “(4) On disposal of the appeal, the secretariat of the Appellate Authority shall intimate the decision, through SMS 

or email or post, to the appellant and the service provider.” 
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6. In the principal regulations, the “CHAPTER V” shall be numbered as “CHAPTER IV” and the “CHAPTER VI” 

shall be numbered as “CHAPTER V”. 

[ADVT.- III/4/Exty./142/13] 

RAJEEV AGRAWAL,  Secy. 

Note 1 :—The principal regulations were published in the Gazette of India, Extraordinary, Part III, Section 4 dated the 

5th January, 2012 vide notification No. 305-20/2009-QoS dated the 5th January, 2012. 

Note 2 :—The principal regulations were amended by issuing the Telecom Consumers Complaint Redressal 

(Amendment) Regulations, 2012 (3 of 2012) dated the 11th January, 2012. 

Note 3 :—The Explanatory Memorandum explains the objects and reasons of the Telecom Consumers Complaint 

Redressal (Second Amendment) Regulations, 2013 (11 of 2013) dated the 11th September, 2013. 

EXPLANATORY MEMORANDUM 

1.  Effective redressal of consumer complaints is of prime importance for TRAI. While the measures taken by TRAI so 

far have been, by and large effective, the effort in this regard is a continuous process and requires to be reviewed 

from time to time to improve the effectiveness of complaint redressal. The Telecom Regulatory Authority of India 

issued the Telecom Consumers Complaint Redressal Regulations, 2012 (1 of 2012) on 5th
 
January, 2012 to 

improve the effectiveness of complaints redressal for the telecom consumer by the service provider.  

2.  In Chapter-II of these regulations, procedure for handling of complaints by complaint center of service provider has 

been prescribed. However, TRAI has received representations from consumers and consumer organisations that the 

information about Appellate Authority is not easily available to consumers. During various Consumer Outreach 

Programmes organized by TRAI across 20 cities in the country, TRAI received inputs that the complaint and appeal 

handling mechanism should be made more accessible to the consumers. The complaint centre was accessible only 

through the Consumer Care Number and General Information Number and no accessibility through e-mail or in 

person was mandated under these regulations. Also, while analyzing the Consumer Grievance Redressal Reports 

submitted by service providers to TRAI on quarterly basis, it is seen that no appeals were received by Appellate 

Authorities appointed by service providers in spite of a large number of complaints not redressed or resolved at 

complaint centre level. This could also be due to non-awareness about the Appellate Authority to consumers. Also, 

the Appellate Authority was not accessible through Complaint Center or in person.  

3.   To address these issues, it is prescribed through these amendment regulations that the Complaint Centre shall also 

be accessible to consumers through e-mail, post and in person. The accessibility of the complaint centre in person 

could be facilitated by service providers through customer service centres, sales outlets, brand shops, relationship 

centres, touch points etc.  However, these access points should be able to acknowledge the complaint and issue the 

docket number as per the regulations.  To bring the accessibility of Appellate Authority closer to the subscribers, 

the registration of appeals through the Complaint Center has been facilitated. However, such appeals should be 

made only after unsatisfactory redressal of the complaints through the complaint centers. Appeals can be registered 

only after getting the docket number of the complaint lodged with the complaint centre.  It is also prescribed that 

after completion of action on a complaint the service provider shall communicate clearly to the consumer through 

SMS, or e-mail, or post, the details of action taken on complaint and procedure for filing appeal through Consumer 

Care Number, in case he is not satisfied with the redressal of his complaint.  The Authority feels that this will 

increase awareness about the mechanism of Appellate Authority and also facilitate easy filing of appeals, which 

will lead to satisfactory resolution of complaints. 
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