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Eharrrat Sanchar Higanr Ltd.

Prurbl ic Grievances Cel l
R.No.2B, ,  LR.  Hal l ,  l las tern cout t ,  Jarnpath,  l t l .  Delh i -110110L

, !
D a t e d :  , 2 8 - 5 - 2 0 1 2N o .  7 A -  L - 2 1 2 0 1 2 - P G ( P t . )

To

l j  ( '

Al l  Ch ie f  Genera l  Manag;er rs ,
Telecom Circ les/Teleconr Dist ts '

Sub:-  Implementat ic ln of  "Telecom Consumers Chanlter rof  BSNL"

si i r ,  

-  reg' ,

As  you are  aware ,  as ;  per  the  Te lecom Consumer  Compla in t  Redressa l

F{egulat ions,  2Ot2 (1 of  201. l i l . l  of 'TRAI; 'every service p,ro 'u ider is requirr :d to

r r rn l i s f ,  a  'C i t i zen 's  Char te r ' ,  l l owever ,  v ide  i t s  le t te r  da ted  11 .1 .20L2,  TRAI

amended these Regu la t ions  and the  namr :  o f 'C i t i zen 's  Ch iar te r ' \ ryas  subs t i tu ted

by  "Te lecom Consumers  Char te r " '

In accordance with thel  iabove Regulat io l ls , ,  a "Teleconn Consumers Charter

of  BSI ' r lL"  has been prepareld and the crcmpetent author l t l r  has;  approved the

same.  A  copy  o f  the  "Te lecon ' l  Consumers ;  Char te r  o f  BSNL"  is  enc loser l  herewi th

1'or implementat ion by your Circ le lTelecorr l  Di : ; t t '

I t  is  requested that necessary act ion may be takerr  to innpl t :menrt  ther
. 'Telecom Consumers Charter of  BSNL" in place cl f  exl is; t ing 'C. i t izen's C. l rar ter

r : t  BSNL'.  I t  is  a lso requestred that compl iancer report  rnay plea:sr i l  ber furnis;hecl

regarding implementat ion of  the "Telecom Consunters Clrarter of  BSNL" i r t
, your  C i r i le /Te lecom Dis t t . ,  to  th is  o f f i ce  by  13 .6 .2O12 before  rnak ing  i t  pub l i t :
r through BSNL weLrsi te and also before forwarding i t  tc '  TRFiI '

Y'ours f 'a i th fu l ly ,

\ l ' L l - -  , t . r  I i : l -l ' '  - ' / "  l ' l : ' r  )  '  '  -

(TJR.TJESH T'YAGI)
Dy,  Gener ia l  Manager  r iPG)

0 1 1 - 2 3 3 1 i 7 6 7 6
Fr\X :  0 1t"  L-233i78' /  7 B
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"Telecont Consumers Cl lar ter  of  BSNL"

A ABOUT U5;

Bhara t  Sanchar  N iganr  L td .  r ruas  fo rmeld  on  1 . t t  Oc to l :e r , : l -000 '  I t  i s  hav tng  F 'an  lnd i ; l

pr€:sence e:<cept Del l -r i  and MUmrbai ancl  is an integrated Teleconlrn{- l r l i r : i l t . lons C.onrplarty '

I t  has instal lecl  large Qual i ty T'elecom lr letwork i rr  the courrtry '  l ' f re ( :c ' rr lF)a ny is '  worktnt;

()n i rnproving i t , ,  expanding tn(3 netwQrk and introcluci l lg l  l lew telec'cnn service:s.  
- fht :

r3ornpony nas  exper ienced mi l tpower  w i th  vas t  e ;x ; le r ience in  P lanntnr ; ,  Ins ; ta l la t io r t ,

cornrn iss ion ing ; rn11 lv la in tenance o f  S lv i tc l r ing  8r  Trans t , r i ss ion  | \Je l l 'work l ; .  I t  l - ras ;an  i t t

house wor l r l  c lass  ISO 9000 r :e r t i f ied  Te lecorn  Tra in ing  Ins t i tu te .

B SERVICE iS  WE:  PROVID t i i

[ ]SNL : ;e rv r : s  i t s  cus tomers  as  i l  one  s top  so lu t i r r n  t o  a l l  t ' eNec -on lmun ica t i on  n r :e : r l s  t ' t ' t l l r

poss ib l y  t he l  l a r r ; es t  bouque t ,o f  t e l ecom se rv i r -e : ; ;  ' uV i re l i n r , : ,  CD[4A  m0b i l e  ,  GSN4  Mob i l r , , : ,

ln ternet ,  Broadband,  Carr ier  : ,e : rv ice,  lv lPLS-VPN, VSI\T,  ,VoIP s 'erv ces,  I fJ  Serv ices e l t r - '

T-he c<_rrnpany o l i fers wide rarnr ; ing & nrost  t rarrsparent  tar i f f  schr :ntes r les; igned to sui te

eve ry  r -us tomer .  The  se rv i ce : ;  be rng  o f f e red  i r r  I nd ia  ba r r t ng  t " l r t . l  c i t i e { i  o f  De  h i  a r t d

M u n t t r a t  a r e :

.  W i r e l i n e  T e l e p r h o n e

.  Ne:w Telepr l rone Connect ior t

.  Shr i f t  And T ' ransfer  Of  Telephonel

.  Phc rne  P lus  l l e r v i ce

.  M o b i l e  P h o n e

.  3 G m o b i l e i S ' : r v i c e s

"  Ce r l l one  Po : ' ; t pa id

.  E>:cel  Prepr ; i i ,J

.  Un i f i ed  M t : s r s ; l g i ng

.  GPRS/WAF) ' tv lMS

.  S l ' 1S  &  Bu l k  SMS

.  W L L  M o b i l e

.  CL I  Base ld  i nLe rne t  se rv  ces

.  B r o a c l b a n d ( D a t a O n e r )

#  P repa id  B rc radbanc l

# VAS over  l3rc ladbancl

a .  H u n g a m a  p o r l a l

b r .  Games on  Dern ; : rnd
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c .  TrPPer  Educat io t t

# IPTV Servict :

C. The clual i t r l  of  s;ervice Llrenr:hmarkg

BSNL is commltteo to provlde r; tate of the art  Llninterrupted l-elercorn si : : rv ices to t ts '

customers anc comply with thr:  c lual i ty benchrnark:s;  ers prescr ibed by TFIAI or set fort f"r  b1t

i t se l f  f rom t  rne  to  t tme '

( 6 ) Q u a I i t ' y o t s e r v i c e b e n c | r r r l a r k s a s a d t n i s s i b | e t c l ' l : o n s L | m e r s f . o r B a s t c r . ; e r v i c , e s ( w t r t . l
l i r r r : ) .

The fo l low i r rc ;  benchmarks  are  prescr ibe 'C:

T,n ' r r :  L i t t t i I  t t t r  se rv i c . c rl - -  ^  .  ,

i  se r ta  t
l \ u m b e r

Pa ra rn ete r I
I
I
I

\ 2 , 1
( 1 )

It Prrrvis ion of TelePhont"

requesl i ,  c l r  reci  ressal of
c.orn p l l ia  tn t

t l ' ] )

Al l  case: ' ;  w i th tn  seven
clays (sub.;ect t r :
techntca  I  feas i i r i l i tY )

Att ine i:;iiiis, 'r,ritfrin tnree:
c lays  1 'o r  u rban areas  and
al l  t l re cases rrvt thirr  f ivt :

d a y s  f o r  r u r a l T ' h i l l Y  a r e a s
( s u b l e c l  t o  t e c h n i c a l

f 'eas ib i l i t y )

Wrth in  t h re re  d i i ysl -

F : r r l t  Q e n : i r

Sihi f t  of  
' l fe lephore

( iv) I  {- tosures; |  
'Wit l ' r i : t  . ' /  

days;

- 
(tt- 

--]tlet*"t,,oe - 
,,r 

-siri 'nq 
l-ioo"z'

Compla in ts  reso l ' vec l  w t th

I I r  fout vveeKs

t 
-Gt -J'r*;-ao; lol-:i:nlni "i lwiii'in ;i;It '"tJ -rli" i

I  I  
rJeposit: ;  after clos;ur'= 

| 
closure'

i - - - - - - l - - - - - l - l

fb l  eua l r ty  o f  serv ice  b ,enchmarks  as  adr r i ss ib le ' :  to  consurne 's  f r l r  l r c rb i le

SCTVICE ]S ,

Thr :  fo l low ing  benchrnarks  are  prescr ib (3d :



@) 
' [he  br :nchmarks  as  adnr iss ib le  to  c0nsumers ;  f '0 r  b i r , :adband serv ice  is  as ;  be low,

T ime L i rn i t  1 'o r  serv  ce
request or redres:;al  ol [

c,o rr tpla int

( 2 ) t :3)
( 1 )

- : -( r ) Serv i ce  P rov i s ton ing

/Act ivat ion Ti rne f ' eas tb t l t tY )

i lult Re[dr17 nei,tor;atio" [itl-ti l."i tlr:ee clays

tr t i  cases, i l i t t ' , in f  i? ieer:r-
r lays  (subr ;e r : t  t0  techn ica l

Bi l l ing Performetn,:e

(a)  Percentage o f  B i l l i ng
Cornp la  in ts  re rso lved.

(b )  T ime taken fo r  re fu r rd
r: f  deposi ls after c losure

\/Vee KS; .

t lb )  A l l  c l l s€rs
d r : n n q r t q  t 1 1
i - r \ - P v J r \ . v

o f  re fund  o f

be ntiacle
- l ^ , , - -  . - . F ! ^ -

L l c l y 5  o l L c r,wrthin s; ixtV

| 
: . losu re .

I  i r re

I s;;Jl s.ru,ce parimeter 
- 

I :-*:^lirnifrciil
I  I  serv ice request  J

\ '  \  tn '"tr '"=sal 'r f  1
I  cr : r rnola i r r t /TRAl  ]I  c0rnPlairrt/TRAI l

I  
Berrchmark

1 - ----

I
I '  I 

Berrchrnark

l ___ t_  ' _ l -  - -
l-_-_---iMo-xittl-v BAsrs : Ir r r v l r r r r L r  e , a v - Y  

I  1

I i f *.,6*rniti bilrinslah;rsms ijomfir,iiiits, I lotjaz"-u't;,i" t]

I I 
*=.''nt 

_ 1' ,-* ^^^J;;- -"^Al-- ii;l-'inoed ri,,til;
l -  , .  J 

pd[oA-oi- applyTn.g- cred'Vwsyr, '611' l6rl jus;tment to i  10092o,::: :n'" t  
1

,  

' '  
a , r t t , *  

" t  "  

v t 'eekl

l- =.- ficc-Jss,o,1tv of cail iilftrelctrsttm;i:i:a.J-- l- 
;=' ilEa7;

L 1 l
_ _ +_ .___,: . ----.1-- -,---

4.  I  o/oao€ or ial is ant*eieO Uy 
- i f re 

op,erator: ;  (Voice to |  
>='  ()0c/o

i I uoi.r"t I
| - r - - - - - -
I  i :-  - q;us;;equests l i i r-_re.minationl 'clos'ure of :rervice | 100%, rvit lr in 7

I .onrpl ied I t lz:tvs

l- o. 
- 

iT'ime titil-ror refun[,rrbep,isiiiieir c.rosurEi 
- -- 

I i0ij'i. wiihr' 
-l

I  
"  

1 , , , , , .  

1 q ^ L , r r u r  r s r u l r u v ,  u L p \ r J  

|  , r , r d u y ,

Ll l
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D & E. f 'apzrt ; i l i ty Deve|oped and Being Performt:d to |v leet the: Benr:hrnarKs;.

(1 )  BSNL.  s t r i ves  t0  p rov ide  un in te r rup tec j  te lecom serv ic t3s  to  the  va luabLe cu : i tomers ;

We do have: an extensive gr; lss root level Fault  Res;torat ion Syst(3m (FR:i)  to boctk the:

comola in ts  i ln r l  ensuru  prompt  rec t i f i ca t ion  o f  any  l 'au l t .  consumer  has  6n ly ' to  c ;a l l  Loca l

Nurnber  19 [ ]  fo r  book ing  and " 'no  rJe lay"  res to ra l ion  o f  fau l t ,

(2) Cons,urners can use fol lcryl lng tol l  f ree " ' ( : , f ,nsurnt,rr  care nurnbe:rs" for bookingl thetr

c .ompla in ts  a t  our  Cornp la in t  cen t res  (Ca l l  c .en t re :s )  se t  up  fo r  Bas ic  Te lephr ln€ l  s ( l rv ice :s ,

14obrle Servi<-els; ,  Broa' lband ancl other Data Senrices ' -

*  For  E las ic  Serv ices  inc ludrng  Broadban, l 'Se : rv i r :es  :

1500 or  1800-345-1500 t .To l l  F ree  Nurnber ;

1'  F:c)r  r :DMA, & WiMAX Services :

t r1 j02  or  1B0O-180-1502:  ( l -o l l  F ree  Nunrber , l

*  F o r  G S M  M o b i l e  S e r v i c e s  :

l .503  or  1800-1BO-150: i  ( ' Io l l  F ree  Nutnber )

' {  [ :or Broaclband and Int.ernet Services I

1 5 0 4  o r  : t 8 0 0 - 3 4 5 - 1 5 0 4  ( T o l l  F r q e  N u m l e r )

{ '  For Blackberry Service:s

1 5 0 5  o r  1 8 0 0 - l B 0 - 1 5 ; 0 : t

x For MPLSi and other D,atzr Services :

1800-4215-  1957 (To l l  l= reer  Number )

Afores ; r id  to l l  f r -ee  "Consumer  Care  Numb€: rs "  a re  a lso  us ;ed  as  "Genera l  In fo rnra l ' i t l n

Numbers"  fo r  p rov id ing  gener i l l  i n fo rmat ton  l -o  the l  consurners '

Consetquent  upon the  rep lacement  o f  a fo resa ic l  Reg u la t ions  l l y  IRAI 's  n ( lw

Regu la t ions  r :a l led  the t  Te leconr  Consurners  C.ompla in t .  Redressa l  RerSu la l , io r rs ,  201:2 ,  BSI \L

has  now rep laced th r r :e  t ie r  Cr :mp la in t  Redres : ;a l  Mechan ism by  two t ie r  s r r ' s tem by  dc l i  tg

away u / i th  Nod; r l  Of f i cer .  Under  these Regu la l - ions ,  € :very  compla t r r t  a t  C .ompla tn t  Cent re

(Ca l l  Cent re )  sha l l  b re  reg is te re :c1  by  grv ing  tJn ique Dr :cke t  l r , lumber ,  r ruh ic l - r  w t l l  remain  in

the system for at least three rnonths'

Every '  Compla in t  Cent re  (Ca l l  Cent re )  s ;ha l l

(a )  A t  t l re  t rme o f  reg is te r ing  o f  cornp la i i - r t ,  . .  . . . . . . . " .  '

( i )  comrnun ica te ,  th rough SMS,  to  th ,3  c r lnsumer  the  c lo ( :ke t  number ,  Cate  a t td

t rme o f  req is t ra t ion  o f  the  conrp la in t  and ther  t i rner  l t r i th i r r  whr ich  the

compla in t  i s  l i l<e ly  to  be  resoh/er l ;  anc l
update  the  s1 ,s1 ,3rn  w i th  da te , rnd  t in re  o f  reg is t ra [ ion  o1 ' the  compla in t ,

f locke t  number ,  the  te lephon€:  nunnber  o1 '  the  consumer  and the  t i tne

i r rd ica ted  to  t l - re :  , toosUt l l€ t ' fo r  rcso lu t , ion  o f  the  conrp la i t r t ;

( i i )
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(b )  O t  comple t ion  o f  ac t ion  on  a  compla i r r t , '  "  "

( i )  cornmunicate to the consulTler,  thrOugh lSlvls,  of  Re' l re:ssat l  01'  the

r:onrpraint along wi l : l r  act iot ' t  taken or l  t l ' re com;:r l ; l int ;  ancl

( i i )  upr la te  the  sys te :m wi th  de ta i l s  o f  ac t ion  taken '

(c )  In te rac t ive  Vo ice  Response Sys tem ( IV  RI i ) ,  i f  ins ta l led  on  a  "Consunrer  Care :

Number ' '  i s  cpera ted  in  the  fo l lov r ing  manners  :

( i )  thc  f r rs t  leve l  o f  the  IVRS prov ic les  f 'o r  languag;e  se lec t i r : rn ;
( i i )  the  second leve l  o f  the  IVRS prov i r les  fo r  op t ions  re la t ing ;  tc t  the  brc 'a r l

careq lo r ies  o f  cc l lp r la in ts  and serv ice  req ' tes ts ;

( l i i )  th t , :  ih i rd  leve l  o f  the  IVRS pror , ' ides  fo r  a  sub, - rnenu under  cOmplz t i t t t s  a t t t l

servlce requests;,  s,elParatelY ;

'The sub- rnenu in  the  th i rd  leve l  a lso  c ( )n la ins  op t t r : l r r  ena l r l inq  the  consurneT t ( j l

speak  to  a  consumer  c i l r€ :  agent .

I t  t t re consurner is not sat isf i t ld wit-h t l - re rr : ' :dres:szt l  o1'hi : ;  cornplaint by thi ' :

Compla in t  Cent re  Or ,  i f  h is  cc l rnpr la in t  remai r rs ;  lLnaddressed or  n0  in t in ra t ion  o f  t 'ec l res ; : ' ; r l

o f  h is  c ( lmp la in t  i s  rece ived yv i th in  the  per iod  spec i f ied ,  such cc t rs r . l rner  rnay  pre fer  an

,appea l  t .o  the  Appe l la l .e  Author i ty  th ror lgh  e-nna i l  o r  FAX or  pos ; t  o t r  in  perso t r  rv r th i r  a

oerrod 6f 30 claVs after expirV of t ime l i rni t  sper: i f i 'ed for redressal of  ' : l r iev€r nrce'

Appel late Authori ty may entertain an i l ; lpezr l  ,e\ /en al ' ter e>lpiny'crf  satr l  per iod of .30

days  bu t  be f< l re  th ree  mont l r : ;  a f te r  exp i ry  o f ' t i rne  l i rn i t .  spec i l " iec l  fo r  redressa l  o f

q l r ieva  n<:e .

- [wo rnernber AdvrSOry COmmittee connprisr, 'c l  of  r . : rne n' tentbelr  l ' r , : l r l  C0nsunlt , : r

Organizat ign registered with t l - rer Authori ty and other rnembrer fronr [ ]SNl--  hies been set up

in each Servic.e Area separatel l r  16 offer a11 aclvic.e ott  al l  suctr  appreals pref 'erret l  to 1:fre

Appe l laLe hu thor i tY .

F .  Contac t  Deta i l  o f  Appe: l la te  Author i ty ,

Narne and desrgnat ion  o f  the  Appe l la te  Authr t r r ty  o f  respec t i ' ve  Serv ' i ce  Ar t : ' :  a lo r rg

wi th  l - r i s  con tac . t  te lephone nL t rnber ,  FAX r rumber ,  e -mai l  id ; rnd  o f f i ce  adc l resses ;  i s

displayr:d rn hi : ;  of f ice, Corrrpr l ;aint  Centre (Cal l  Centre) ,and C.t- tstomer l i iervir : -e Centre

(CSC)  and can a lso  be  seen c l r l  BSNL webs l te : .

Deta i l s  o f  Pub l ic  Gr ievance Appe l la te  Author i ty  (  ' Ie lecom c i rc le  u , i se)

please tJse the fol lowing form to f ind out the PG Appel late l \uthori ty

in your Circle

iP lease Choose ) /our  C i rc le :
I

Submt I
..:_,.._"......._l

1....................--- -,

bJt i^ i , i  not avai lable at tnis

v l

...,..._.)

eitr' 
" 
i i; o u i i J-n oi lr' oos" fne-t- icie-o i tne mornent .  Pl r :ase t ry  la te"
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I n  add i t i on  t o

leading r tewsPaPerrs,

a rea  w i th ln  Z  d ; tYs

webs i t e .

t he  abov r : ,  changes  i n  App re l l a te .Au tho r i t y  i s  a l so  pub l i shed  i r l  two

one  i n  H ind i  o r  Eng l i s f r  a r rd  o the .  i n  t l r e  l oca l  l i l ng r l i l qe  o f  s€ : r v i ce

of  appoint rnent  of  Appt l l i la te l \Uthor i ty  be: ; ide Updi ] te  the BSNL

G. Hr lw w€ l  Mon i to r  and Eva lL la te '

(a )  BSNL-  has  es tab l i shed "Web based Compl ; r in t  l v lon i to r ing  Sy : , ; tem"  tc  enab le  the :

consume:rs to r lonlror the staturs of their  complaints in thr: i r  resper: : t ive Se|vice l \ reas

Detai ls about address & process for monitor ing the complaints on ' .web Etased

Moni to r ing  Sys tem"  xx  has  beren pub l ished i r r  a  lead ing  newspaper  in  H l ind i  o r  Eng l is i t

and in  a  Lead ing  newspaper  In  locp l  language r : f  ser rv ice  area  a t  th i :  t t rne  o f

es tab l i s l - rment  o f  "Web Based Mon i ton ing  t i ys tem"  and a lso  l -h rough l te lephone b l l l$

issued b 'v  B :SNL.

(b)  BSNI -  a lso  cont inues  to  rnake ava i lab le  s ;uch  i r r f r r rmat . i c ln  i r r  th r : :  te le ; :hone b i l l s  a r r r l

a lso  pub l ishes  once in  s ix  months  in  the  newsp i tper rs ;  in  the  mi lnner  p res ;c r ibed as  (a )

a  bove,

(c )  Any  change in  the  addr r :ss ,  o f  the  "Web B;ased Cr : r rnp la r in t  Mor r i to r inQ Sy i51gm"

sha l l  a lso  br :  in t i rna ted  to  the  co l tsumers  in  the  samer  n lannr : - ' r  as  t i z t )  z tbove.

** The detai ls about acldress and process for monitor ing the complaints on
..Welb Based Monitor ing Sygtem" shal l  be inclucled in l lhe "Telecom

Consumers Charter of BSNL" after receiving the cornplete infornrat ion

from al l  the f ie ld units, '

H .  Suggest ions  ; lnd  Cont in t tous  Improvement  in  t 'he  s ) /s tem

{)onsun,,ers can give their  feet lback and suggest ions for further improv'ement ' in r f 'e

service,:,; tc> GM(CDN) on h,is emait id c1cLg71:tgiQ)b:;n'l.co.in. BSi^lL strrvelrs fo r:tralu,zle

feedback neceived from the consumers; either in fo,rn) of glr,ievances; or s;Ltggestions artd

makes ,rtecessary improvement in the systenq to matntain the sll.ancjard:; o'f the setrvices'

TRAI also rssues guidelines to ,irnprove: the :;y,ste'm,, Valu,:tLtle s:ug(lestian::; given by tfte

(-onsurr,ters are duly conside're,J while revie:winq "felecom Consumer:; Oharter of the

BSNL"

I .  WHAT AI {E YOUR RIGH S

.  Rrght  to  se lec t  opera tor  o f  the i r  cho ic t - - '

Right to get informal- iorr  regardinq tar i f { 'br: fore I-rrovision of service i l r ld every

t ime the tar i f f  is chanrserJ, speciOl ly af l l 'ersel ' /  iaf fect ing the cr lnSunrclr .

Right tc l  be informed about charges;,  val idl ty per iod and the pror: jeclure to

uns ;ubscr ibe  be fore  ac , t l va t ion  o f  any ' la lue  a 'Cc led  s< lnv ice ,  wh ich  is  c 'hargeat l le

Rrght  fo r  s toppage o1 'a l l  r :ommel rc ia l

R igh t  to  ge t  the  rebate  o f  ren ta l  in

rnore  th ; rn  3  days ,

r :a l ls , / iSNlS fu l ly  c , r  Par t ier  l lY.

case of  cont inuous rJ is ; ; rupt ion of  s ;erv ice l 'or
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To seek ler: lal rernedy in case the grtevances; of t lre con:;umer i : ;  not:;c:tt led'

Tcl gr:t refund c}f SecUrity deposit wit lr in 60 days clf reques;t of terntinat ' irrn of

serv i<;e subject  to  adjust rnent  o f  pending dues, '  i f  any '

.  Rrgh t  o f  c rsnsumers  fo r  te rmina t ion  or  c isconnect io r r  o f  serv  r :e  :  T l re  cons 'u rner

Can qet the service offerer l  by BSNL terminatercl  or di : ;connectr:d anr/  point o1' t in-re

b,v applyirrg to the local BSNL off ice. l  i re r-onsumer is; ,  h0vve'uer obltgerJ to makle

paynrent of ; r l l  the bi l ls in respect of serv c€rs arvai led lo) i  hir t t '

.  Any  ( -onsLtmer  n laY,  a t  anY t ime,

1. ourIng penrlency of redressarl  o1f | r is gr i<lvancr: , ,  t ,vhethel l  by f i I  nq o1.

c r lmpr la in t  o r  appea l ,  under  t 'h t :s t :  regu la t l c )  ns ;  o r

2 ' . '  be fc l re  o r  a f ' te r  f i l rng  o f  co t r rp I i , r in t  o r ; ' tppea | ,  unc le r  these reguIa t iC ,nS,

exeri : ise his r ight conferreld upon hirn uncler t f"re Consurner Prr: tect iOn l \ct '  1"986(68 cf

198€i)  or any other law for t l - re t ime being in force and s'eek redr<' :ssal of  l r ts grtelvanct:

unde: r  tha t  Ac t  o r  law '

J .  \A IHAT WE REQUIRE

our telercorn s;ervices are offerelcl  sub;ect to the fol lo irv ing getneral terrns etrrd condit ions

- the 
sr : rv ices are for  brona f ide use ( )1 ' t t - re c-ustomr, l r /h is  farr r  i ly lorqanlsat lon

,Anv  pe rson ,  i nc luc l i n rS  fo re ign  na t i c ra l  w i t l r  va l i d  pas ;s ;po r t , '  w t t o  t : ;  r na r . l o r  ( i n

33S€  O f  m ino r ,  t h roug f r  gua rc l i an )c .a r r  app l y  f o r  a  t e l eco rn  se r \ ' l ce .

i r i )  The: ;ubscr iber  sha l l  no t  a l low use o f  th , :  te lec , l r rn  se l rv i :e  o f fe rerJ  to  h i rn  f t l r

anv  un lawfu l  ac t i v i t v .

iv)  The prrovlsron of sr:rv ice is sub;ect t .o the direct ions issu,: :c l  by Governrnent : f

Ind ia  f ro rn  t ime tc l  t t rne .

The l  f i xed  serv ices  are  meant  fo r  spec i f i r :d  loca t i r :n ; rnd  the  sL lbscr iber  l s  n 'c t

au thor izec l  to  sh i f t  the  same wi thout  pernn iss ion  o f  BSNL '

l 'hLe s;ervic€ts are crf felred sut l ject t .o reqular payment cl f  bi l ls b 'y t i ' re: ;ubscr iber

fa i l rn rS wh i r :h  BSNL r lay  su$per rd  t ,emporar i l y  o r  d is ,c r fnnec t  o r  w i t l t c l raw t l te

serv ice  a t  i t s  so le  d isc . re t ion .

v i i )  Whi le  BSNL sha l l  endeavor  to  ens ;ure  un- in te r rup ted  rserv lce  o t .u " ' ^61 ; t [ r le

c lua l i t y ,  i t  can  nr : t  be  he ld  respor rs ib le  fo r  an ,7  de f ic te IC\7 ' r3 f  in te r rup t io r t  in

serv ice  due to  reaso l l s  beyonrd  i t s  con t ro l .

v i i i  )  BSN L- at r ts soler discret ic ln mi l) '  relv ist , :  ther tar i l ' f  rate s 'ub. lect to TRAI

re!l u I at io rl s;.

i x )  The:serv ices  can be  suspended w i thout  p r io r  n< l t i ce  by  EISNL in  the  in te res t  o f

pub l i c  sa fe ty  o r  n ra in tenance o f  le rw and order  o r  o ther  s r - l ch  t :x t tSer rc ies .

Note: In ar;ldition to abctv,e, terms ancl conditions sptlcific ttt any service or serv'ice

area incl'udtng 7-ariff are available atong with the Ap,plication Forrn:; or can be had

frctm local BTSNL c'ffices or ctownloaded frorn our websit'e ww\/v'bsinl'co'rlr 
/
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\ X, In,forrnatiott trbc>ttt RTI Nlatters

In terms of Section 5 (1) of the Right to Inl'ormation Act,,2AtCtS, the C'c'mpart)/ has

designate:d various officiats zts InformAtion Officers (APl'Os & PII'Os) and Appellate
autioritit:s. The list of suc.h officers /s itvailab,le a[: the (..lampapy'5 W<:bsit'e
www.bsnl.cc'.irr.7'he: concern ls5ignated APIO:s, P1O,:; can be approac:hed fc'r getting the
information ,as DUrsuant to the Rl'I Act 2A05 at v'ariou's place's'

L, Informatton aboull Customer Serv'ice t:entre.

More than.1000 Customer Service Centers are operational in urLtan and rL)'ral area:; ir,t

the cou,ntrv. The detailed inform,ation about C)u:;t<tmer Serv,'ce centre is,ttrailable on the'

respectiv,e c.irc:le":s web sites which can be arcce:;:;e'C throt.rgh BSNI'- mzti'n we:b site i,e'

www. bsr, , l .co. i t ' t ,

I'  Registered l\nr1 Corporate Offtr:el:

Bhara t  Sancha r  B ,havan .

I  f l a r i sh  Chand ra  t v l a thu r  Lane

Janpa th ,  NewDe l l - t i -  1  10001


