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AR grEaR fafr@ame giferaver
RIRGCEI
T faeel, 11 Rydwr, 2013
EAR SyHldar Rera fare (fgdr denes) fafrs, 2013
(2013 &7 11)

¥. 305—20 /2009—HdT IV —RAR REaR faframe urfdrexor 1™, 1997 (1997 &1 24df) @
gRT 11 B ST-GRT (1) & G (@) B SU-—Ts (1) MR (v) ® AT ufdd &RT 36 & Fqiid U Afdqal b YA
HRA U, AR RAIR A afdexvr, REAIR Iudiad Rierd fFarer fafem, 2012 (2012 &1 1) 3 Hemes
& & oy vaggrr fr=iferRaa fafes a=mar &, srerfq —
1. (1) 9 fafSgAl &1 REaR SuHEar Rerd FHaror (@i Swem) faffrm, 2013 &e1 S|
(2) 3 faffew, 398 RSN ST | THRE & dRRG F YT 8 |

2. SR Sudadt Rerd fFarer faffE, 2012 (2012 &1 1) (9 &Mt o A= &er w3 7) @ a3
d_—

@) Su—fafa (1) 4 TR /e @ 98, FafaRaa wge siawenfia fear Srgm, s —

"qerd I8 A1 b Al SUFIT gRT U8 HaT Fa) & AegH | Bl AU UG DI Ol © dl, Rierad o=
ERT S Yoty fbar S |

@) Su—fafraw (5) & forg, fmferRaa Su—fafem &1 gforenfid far o, srerfq —

“(5) WD WAl YardT §RI "UTED Jar dR’ B foU wai SellwI| AgH AT HaR fafegd
amdfed fy SgEr den gFfEa fear Som & Swe Syl & S9e Ried o< ¥ ugd
RN WY & AT 81 A AR Picl, S—Hel T P b AIH A o © |
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(M) Su—fafrm (o) 9 @s (@) # “Rremadl vd da1 oREi &1 fawga Sifve weal &1 “rdie ud
Rreradl vd dar srRmE @1 fawga St weal | uforenfa fdar S |

o faffrEl & fafw 7 4 Su-fafee (3) & @S (@) & Su—ds (1) & F=fafed Su—ds ¥
gforenfua favar e, serfa—

(i) U B RBPIT R B T8 RATS & [Ga=0T qAT T UIEHRT Bl 3died URgd B Bl
AfhaT @1 a1 TATHTH AT $—Hd AT S §RT <, 3R

To fafdl & fafm o o, Su—faffw () &1 fr=feiRea Su—faffw @ dftrenfia e i,
AT —

"(2) v Sudgar Su-faft (1) ofaid srdiel wfderY &f e a1 9o A7 Hhad AT T[H AT
T w9 A I Al Y&l R WMiud Rierad o= & Jed qa1 Fak & dqregq 4 il uRga
PR FhAT T |

TEIHRT : 39 IU—FIFTTH & S & fory 1@ # SRR wnfier & |7

o fafemi & fafem 14 | Su—fafrm (4) & fF=faRed su—fafam & uftrenfia fasan s,
AT —

“(4) il &1 U™ M W, el wferY & Afearad gRT rdiddal am ar Jerar & iy
DI I TAUATH I S—HS AT S & ARIH ¥ & ST |

o fafemi § "Iam—v” BT "SRRIV QAT -V B AV B w9 H HHIfhd fhar
TG |

ISl SRraTd, A
[fasmu=—T111/4/3rmeRor/ 142/13]

feoofl 1—qa R @1 ’F® 05 SHad, 2012 BT AEAGAA FEAT—305—20 / 2009—F3NTH & §RT 9Rd D

ST, AR, 9T 111, s 4 H Thi3d fhar T |

feooft 2.—11 S, 2012 B AN FHEAR IwHraar Rera FaRo (GeeE) fafad, 2012 (2012 &1 3) @ gRT

o fafrrat § deE foar |

fewoll 3:—amaTHe FuF H AR Subiadr Riead Farer (g gweE) afmE, 2013 (2013 &1 11) & iw

1.

11 RIdeR, 2013 & Sl Ud HRN @ @rem & TS B
ATETHS AT

SuHTFRIl @ Rieradl &1 gl w9 | fFaren, wgfaur & foy &ifd Jewgel § | wigfaur gRT onft
T® By Y U, 93 U9 oR g9l Rig gU © T S URVed H YA &Rl Ud IRAR UfhAT ©
IR Rremd MR & gaaeiean § guR o & oy, s9@! Faa—99d W) FHier fhy S @t
ATILIHAT € | Wl TSI §RT AR ISUHTGIRAT B RIpradl &1 gardl w0 A FaRT a1 & forg,

IR RAGR e aieeRer gR1 e 05 Siad, 2012 BT GREAR IUHIERT Ribria Farol

fafem, 2012 (2012 ®T1 1) SR o T |

g faf|l @ sreu—I1 &, Ja1 el & Rierd o= gRT Rerdl &R BRdis dR7 &1 Uihar
fRaiRa & 7€ 2| denfy, wgfaur &1 IuMIaarel dem SuHadT el ¥ gfaded g gV 2 &
SUHIGISI BT YTl YGRS | Ul 81 & | AIg[auT gR1 <2 & 20 ™| H AT by
U A= IudiadT Ugd SRIHA & SR, AIGAUT BT FaT UKl gg (b SUEEIRIT B Rierad e
S y§d dF a® Ugd Bl IMH Fo AT ST A2y | Riera o= ddd dEd |1 Jax qen
AMERI FIAT FaR & AIH I God AT TAT 39 QAR & I 3—Hd & AH A1 AfREd w9 A
Ugd MRd &1 ol | g9a SrfaRad, Har ysTarsil gRT MigfauT &I fAHEl R IR WRgd @ S aTel
Sy Rierra farer Ruiel &1 fagelvor &1 W), I8 <@ 71 € b dar yern grRr gad
dTeld WdRI gRT $Ig AUl UK &l & T &, Sdid BRI dw & WX W 8 g9 d=r 4
Rreradl @1 fFrarer 781 fhar war & a1 G R T 2| 39 U BRI, SuHEdrsi B i
WP & aR H SHGRI 7 B9 & | 39 A1 8 IUleid Witer d% ugd Riera b a1
T w9 W g el ot |




[9FT [T —Evs 4] AT <l TSI ¢ STHEROT 3

3. S GERIR $ G A S oY, 59 WAl & Aedd ¥ g8 A fear w7 6 S @
Rirrd dvs d@ uga -9, S iR AfodTd w0 § W gt T | AT geTdrel g1 ared T
deal, fAm! MScele, F1S M, HaY dw=i, Td Wise A & Arad ¥ AfdATd w9 A Rdrd dw=i
JH Ugd @ Glaum SudeT TS o Al © | A1, A v wise, fAafeml & ogar Rerd @
UreRll &9 TAT Sfdbe FaR o7 H We B A2y | I WS B Gl P STHIGRI B
Todrs A forg, Riera &= & Argd ¥ odidl & Uolieror &l Jaem ue™ & T ' | BT,
RIeTId dw=i gRT RIbIdl & [dysd FaRT & 919 8, WWH%WWH%GTW
%‘lf?ﬁﬁmaﬁmaﬁﬁﬁﬁmwmwwsﬁﬁwﬁmwmd HRIS ST bl

PR DI U, A T8 e R & FaRv 9 G T80 8, 3 WK ol TAUHTE AT 5—Hd
AT TH ERT M| UIAHR0T, I8 A5G IRl © (& 3ad AUeld USRI a5 & ISuSerdr deafea

SHeEN # gfg Bt ok e & andiel uRga w1 # s Bhh, e uRvmmamy Rieral @
HATSTTh FHETT BT FDbT |
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.

2.

()

3.

4.

S.

(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.

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.”
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.
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”
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.”

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.- I1I/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
Sth 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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