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BHARAT SANCHAR NIGAM LIMITED

(A Govt. of India Enterprise)




        O/o the CGM TNT Circle Chennai 600 002.
To

All Heads of SSAs BSNL Tamilnadu Circle.
The Sr.GMs NWP CFA/CM, The Sr.GMs S&M CFA/CM Circle Office,
The Sr.GMs NWO  CM, Coimbatore/Trichy/                
No:PG/ TRAI Regulation-2012/  dated  at  Chennai –2, the 26/27-03-2012.
              Sub: Telecom Consumer Complaint Redressal Regulations 2012 – reg. 
            Ref:  BSNL C.O. letter No. 7A-12/2012/PG dated 21/03/2012.
                                                        *******

            In accordance with BSNL CO ‘s instructions with regard to implementation of TRAI’s new regulations 1 of 2012 on Telecom Consumer Complaint Redressal, the following instructions/guidelines are issued for favour of information and necessary follow up. A copy of TRAI’s new regulations is enclosed herewith for information and ready reference.   

As per the new regulations, the present 3 tier complaint redressal process has to be replaced by 2 tire mechanism comprising of Complaint/Call Centre & Appellate Authority.    

1. Establishment of Complaint Center- Setting up of Consumer Care Number :

The Call Centre functioning at Trichy ( for land line ) and at Chennai ( for mobile ), which provides services through the following Consumer Care Numbers on toll free basis  in Tamil as well as in Hindi & English on all days of the Week 24x7 shall continue to be the Complaint Centre for the purpose of these regulations.  

	       Service
	For BSNL Subcribers
	For Others

	Landline complaints /Service requests 
	1500
	1800-345-1500

	WLL
	1502
	            -

	Mobile
	1503
	1800-180-1503

	Broad Band
	1504
	1800-345-1504


2. Setting up of General Information Number : 
As far as  Tamilnadu Circle is concerned, General Information is also provided on the Consumer Care Numbers mentioned above on toll free basis. 
Hence, the Consumer Care Numbers will also be the General Information Numbers for all purposes.
3 *. Implementation of IVRS Menus as per sub regulation 9 of regulation 3:   

It may please be ensured that the IVRSs  installed in the Consumer Care Numbers are operated in accordance with the instructions/guidelines specified in the new regulations.  ‘*’ - ( Action  by Trichy SSA )
4*.  Establishment of the procedure for handling of complaints by the 
       Complaint Centre as per regulation 7:    
The procedure laid down in regulation 7 may please be strictly adhered to by the Complaint Centre / Call Centre. ‘*’ - ( Action  by Trichy SSA )

5 Establishment of Web based complaint monitoring system: 
In BSNL Website, there is a Customer Care Portal wherein the Customer can register and submit their compliances for various services availed by them. In addition, there is a web self care portal viz. www.selfcare.sdc.bsnl.co.in from which customers can book complaints. Also, there is a provision to monitor the status of the complaints by the service provider as well as by the complainant. In view of the above, BSNL CO’s instructions/guidelines have been sought for with regard to establishment of Web Based Complaint Monitoring System. The decision of the BSNL CO will be communicated as and when received from the Corporate Office.  
6.  Establishment  of Appellate Authority : 
The existing Appellate Authority viz. GM NWO CFA, O/o CGM, BSNL Tamilnadu Circle, Chennai-2, will be the nodal officer at Circle level.   

7. Establishment of Advisory Committee to examine and render advice on the appeals filed before the Appellate Authority:
As per the new regulations, the Advisory committee shall consist of two members of which one member shall be from the consumer organisations registered with the Authority and the other member shall be a representative of the service provider. 

In this connection, Shri.N.Sundaramoorthy, Auditor, Vice President of the Consumer Association of Pondicherry has been nominated as one of the member of the Advisory Committee on behalf of the Consumer Organizations. The other member of the Advisory Committee will be the Sr.GMs/GMs concerned of the SSA based on the case on behalf of the Service Provider. 

8. Establishment of Secretariat of Appellate Authority:

The Circle PG Cell will assist the Appellate Authority.         
Similarly at SSA level, for handling the complaints received from the call centre/complaint center and also to process   the appeal cases and give reply to the Secretariat of the Appellate Authority, the existing SSA PG Cell will assist the Heads of SSA. 

In addition to the above, the PG Cell of Circle Office and the SSAs are expected to book complaints received through 12727 & 12728 toll free numbers resp. apart from handling CPGRAMS, PGRMS, EMAIL cases, Letter complaints etc. 

 Encl : TRAI  RGLN TCCRR 1 OF 2012.pdf
 







Sd……………….
General Manager (NWO CFA),

for Chief General Manager, BSNL,

Tamilnadu Circle, Chennai 600 002.
Copy to:

The General Manager (CDN), BSNL CO Eastern Court, Janpath, Newdelhi 110001 in continuation of this office letter of even no dated 22/24-03-2012.
.         
The Sr.GM (Finance)/The Sr.GM(TR) Circle Office along with a copy of TRAI’s Regulations 1 of 2012. 

