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Subject: - TRAI Recommendations on “Complaints/ Grievance Redressal in the Telecom
Sector”

TRAI suo-moto issued a Consultation Paper on “Complaints/ Grievance Redressal in the
Telecom Sector” on 28th July, 2016. The Authority felt it appropriate to engage the
stakeholders in a constructive dialogue with the objectives of improving the existing
grievance redressal mechanism to make it feasible to address consumer complaints more
efficiently and in a more cost effective manner making use of technology to the extent
possible. The comments received from the stakeholders were placed on the TRAI's website.
An Open House Discussion with stakeholders was organized on 26t October 2016  at New
Delhi.

2 After analyzing the responses received from the stakeholders, options available to
consumers for grievance redressal, prevailing legal and regulatory framework, working of the
existing grievance redressal mechanism etc, the Authority has finalized recommendations on
“Complaints/ Grievance Redressal in the Telecom Sector”. The Authority’s
Recommendations are enclosed.

3. In keeping with practice, a copy of this letter, along with the Recommendations, is
being placed on the website of TRAI (www.trai.gov.in).

4. This letter 1ssues with the approval of the Authority.

Encl: As Above



