MAHANAGAR TELEPHONE NIGAM LIMITED 

FORWORED BY CHAIRMAN CUM MANAGING DIRECTOR 

Citizen Charter in your hand reconfirms our commitment to provide efficient and prompt telecom services to our customers and the citizen, with the hope that on their part, they would earnestly respond and reciprocate in a positive way to help us make MTNL special. The objective of the ‘Citizen Charter’ is to achieve a STAR administration i.e. Simple, Transparent, Accountable and Responsive administration in fulfilling the needs of the customers/citizens. 

A systematic Grievance Redressal System exists in MTNL having nodal officers at MTNL Delhi and MTNL Mumbai. Customer/Citizen, if they desire, can present their views/ suggestions to the Nodal Officers for the further betterment of the Grievances Redressal System. We invite Customers/Citizens to use this charter to ensure better standards of service. People are requested to contact the concerned authorities, in case of any non-compliance of the Charter. 
We invite greater participation, support and assistance from the Customers/Citizens so as to provide better services. 

Kuldip Singh

CMD

Oct, 2010

MAHANAGAR TELEPHONE NIGAM LIMITED

CITIZEN CHARTER

The main objective of this exercise to issue the Citizen's Charter of Mahanagar Telephone Nigam (MTNL) is to improve the quality of public services. This is done by letting people know the mandate of the concerned Organization, how they can get in touch with its officials, what to expect by way of services and how to seek a remedy if something goes wrong. The Citizen's Charter does not by itself create new legal rights, but it surely helps in enforcing existing rights.

Thorough care has been taken while preparing this charter, yet in case of any repugnancy inter-se the Citizen’s Charter and the Rules / Regulations or Policy Documents of MTNL, the latter shall prevail.

1. ABOUT MTNL – THE CORPORATE :

MTNL was set up on 1st April, 1986 by the Government of India to upgrade the quality of telecom services, expand the telecom network, to introduce new services and to raise revenue for telecom development needs of India's key metros - Delhi, the political capital and Mumbai, the business capital of India. In the past 24 years, the company has taken rapid strides to emerge as India's leading and one of Asia's largest telecom operating companies. Besides having a strong financial base, MTNL has achieved a customer base of 8.6 million as on 31st March 2010.

The company has also been in the forefront of technology induction by converting 100% of its telephone exchange network into the state-of-the-art digital mode.

The Govt. of India currently holds 56.25% stake in the company.
OUR VISION

· Become a total solution provider company and to provide world class telecom services at affordable prices. 

· Become a global telecom company and to find a place in the ‘Fortune 500’ companies. 

· Become the largest provider of private networks and leased lines.   
· Venture into other areas in India and abroad on the strength of our core competency. 
OUR MISSION 

To remain market leader in providing world class Telecom and IT related services at affordable prices and to become a global player
2. OUR CORPORATE OBJECTIVES :
· To expand customer base and services.

· To provide latest technology and services to the customers, at affordable prices.

· To achieve the highest level of customer satisfaction and delight.

· To diversify in other areas for providing telecom services at national and international levels.

· To provide convergence of Telecom, Information Technology and related services.

· To improve productivity by training and redeployment of man-power.

· To work for social benefits.


3. MTNL SERVICES : MTNL is providing a host of telecom and IT related services to its customers in its licensed telecom service area, which are as follows:
· 3G Jadoo

· Dolphin / Trump

· Garuda / CDMA

· Basic Landline & ISDN

· Triband Broadband

· Internet Service

· IPTV 

· Wi-Fi

· Intelligence Network (IN)

· Leased Circuit

· MPLS/VPN

· Trunk Services

· EPABX

· VoIP

· MTNL OneIndia

· MTNL Blackberry

· MTNL TV 

· Digital Certificate

MTNL SERVICE AREA:
MTNL licensed service area for all services are limited to Delhi and Mumbai except for mobile service for which service area has been extended to NCR towns of Faridabad, Gurgaon, Gaziabad, and Noida and area covered by Municipal Corporation of Mumbai (BMC), Navi Mumbai (NMMC), Thane (TMC), Kalyan-Dombivali (KDMC), and Meera-Bhayander Municipal Corporation.    
4. MTNL CUSTOMERS :
MTNL offers its services to all entities* of two metro cities of Delhi and Mumbai  telecom In MTNL, the services are provided without any discrimination to every citizen as per his eligibility defined below and who undertakes to pay all charges and deposits.  

*entities means “an individual (above the age of 18) or an institution / NGOs, or business / services organizations engaged in any activity which is permissible under laws of land. It includes population visiting in MTNL telecom service area.
5. QUALITY OF SERVICE, STANDARDS, TIME FRAME, ETC
MTNL follows the TRAI regulations on Quality of Service (QoS) and benchmark standards, including time frames, defined therein. These are listed in Annex-I.

Presently, MTNL is meeting most of benchmark standards specified by TRAI and its services are comparable to other telecom service providers.
6. HOW / WHERE TO GET SERVICE

For availing MTNL telecom services, one has to apply for the service by filling Customer Application Form (CAF) and to fulfill the commercial terms and conditions of the service. 
One can choose any one of the following mode, for availing MTNL services:
· Visiting the nearest Sanchaar Haat / Customer Service Centre (Annexure-II)
· Call MTNL Call Centers: 1500 for PSTN (landline), 1502 for CDMA Service (Garuda – Mobile / FW), 1503 for GSM Service (Dolphin / Trump, 3G Jadoo), 1504 for Broadband Service (Triband)

· Register Online on MTNL Website: http://delhi.mtnl.net.in (MTNL Delhi) &

http://mumbai.mtnl.net.in (MTNL Mumbai)
7. GRIEVANCE REDRESSAL : 
In addition to its own fault booking mechanism, MTNL follows the DoT guidelines and TRAI regulations on Grievance Redressal. The same are listed below:
· Fault Repair System (FRS): MTNL Customer can book its complaint by dialling 198, which is toll-free service of MTNL for fault booking.

· Call centres : MTNL Customer can also book its complaint on MTNL call centre numbers, i.e.

1500 for PSTN (landline)
1502 for CDMA Service (Garuda – Mobile / FW)
1503 for GSM Service (Dolphin / Trump, 3G Jadoo)
1504 for Broadband Service (Triband)
In case the complaint is not resolved within specified time-limit of 3 days from date of booking of complaint on call centre, the complaint can accelerate his complaint to Nodal officer and thereafter to Appellate Authority as per “Three Tier Institutionalized Grievances Redressal Mechanism” under Telecom Consumer Protection and Redressal of Grievances Regulations, 2007 (3 of 2007) issued by TRAI. 
List of Nodal Officers and Appellate Authority of MTNL are at Annexure-III (MTNL Delhi) and Annexure-IV (MTNL Mumbai). Time-limits for resolution of grievance at Call centre, Nodal Officers and Appellate Authority as per existing TRAI regulation is at Annexure-V.
· MTNL Website : MTNL customer can also registration & subsequently tracking his complaint on MTNL websites :

http://delhi.mtnl.net.in (MTNL Delhi) &

http://mumbai.mtnl.net.in (MTNL Mumbai)   


· Citizens can also book their grievances on Centralized Web Portal (http://www.pgportal.gov.in) which is an online system of Department of Administrative Reform and Personal Grievances (DARPG). 
· In addition, MTNL customers are free to meet any concern officers during visiting hours on all working day.

8. CITIZEN’S OBLIGATIONS :
MTNL expects from its customers to adhere to the following:
· Citizens are also expected to go through all the rules, regulations, terms and conditions including all options/choice of plans etc. at the time of submitting their applications also retain information on consumer redress system for complaints and billing disputes along with the relevant contact nos. 

· Citizens are expected not to indulge in usage of telephones/mobiles for undesirable, illegal activities.

· Citizens are also expected to make payment of the bill in respect of the services availed by them timely. 

· In case a bill is not received by the citizen, he may seek a duplicate bill from a nearby Sanchar haats.  
9. MTNL COMMITMENTS :

· This is a commitment of MTNL to its customers to provide services in a time bound, transparent, efficient and courteous manner. 
· In the event of failure of service delivery, MTNL gives compensation to its customers by way of rent rebate for such period, whenever fault persist for more than 7 days. The rent rebate is adjusted in the next bill of the customer.
· The above is subject to force majeure conditions, i.e. for circumstances beyond MTNL’s control, MTNL may be absolved of its commitments, as reasonable.    
10. Nodal Officers for Citizen Charter:
(A) At Corporate Office:

General Manager (Operation) 
R. No. 716, 7th Floor, Mahanagar Doorsanchar Bhawan,
J.L.N.Marg, New Delhi-2

(B) At MTNL Delhi:

General Mana ger (Operation)
R. No.323, K.L. Bhawan, Janpath, New Delhi-1

(C) At MTNL Mumbai:

General Manager (Operation)
10th Floor, Telephone House, V.S. Marg, Prabhadevi Bldg., 

Dadar (W), Mumbai- 400028

*****

ANNEXURE-I

Benchmarks specified by TRAI for Cellular Mobile Telephone Service – Network Performance

	Sl. No. 
	Parameter
	Benchmark

	1
	Network Availability
	BTSs Accumulated downtime (not available for service)  (%age)
	≤ 2%

	
	
	Worst affected BTSs due to downtime  (%age)
	≤ 2%

	2
	Connection Establishment (Accessibility)
	Call Set-up Success Rate (within licensee's own network)
	≥ 95%

	
	
	SDCCH/ Paging Chl. Congestion         (%age)
	≤ 1%

	
	
	TCH Congestion (%age)
	≤ 2%

	3
	Connection Maintenance (Retainability)
	Call Drop Rate (%age)
	≤ 2%

	
	
	Worst affected cells having more than 3% TCH drop (call drop) rate 
(%age)
	≤ 5%

	
	
	%age of connection with good voice quality
	≥ 95%

	4
	POI
	Point of Interconnection  (POI) Congestion (No. of POIs not meeting the benchmark 
Note :2)
	≤ 0.5%


Benchmarks specified by TRAI for Cellular Mobile Telephone service - Customer Services

	Sl. No. 
	Parameter
	Benchmark

	1


	Metering and Billing
	Metering and billing credibility -  post paid
	≤ 0.1%

	
	
	Metering and billing credibility - pre paid
	≤ 0.1%

	
	
	Resolution of billing/charging/validity complaints
	100% within 4 weeks

	
	
	Period of applying credit/ waiver/ adjustment to customer’s account from the date of resolution of complaints
	within 1 week of resolution of complaint

	2
	Response time to the customer for assistance
	Accessibility of call centre/ customer care
	≥  95%

	
	
	Percentage of calls answered by the operators (voice to voice) within 60 seconds
	≥   90%

	3
	Termination / closure of service
	%age  requests for Termination / Closure of service complied within 7 days
	100% within 7 days

	
	
	Time taken for refund of deposits after closures
	100% within 60 days


	TRAI Quality of Service Benchmarks of Basic Service (Wireline)

	
	
	

	S. No.
	Parameters
	Benchmarks

	 
	 
	 

	(i)
	Faults incidences  ( No. of faults/100 Subs./month)     
	≤5 

	(ii)
	% of faults repaired by next working day 
	By next working day: ≥ 90%

	(ii) a
	Total No. of faults registered during the quarter
	 

	(ii) b
	No. of faults repaired by next working day during the quarter
	 

	(ii) c
	No. of faults repaired within 3 days during the quarter
	For urban areas

	(ii) d
	% of faults repaired within 3 days
	For urban areas: ≥ 100%

	(ii) e 
	No. of faults repaired within 5 days during the quarter
	For rural and hilly areas

	(ii) f
	% of faults repaired within 5 days
	For rural and hilly areas: 
≥ 100%

	(ii) g
	Rent Rebate :
	 

	(ii) h
	Faults pending for> 3days and ≤7 days
	Rent Rebate for 7 days

	(ii) i
	Faults pending for > 7 days and ≤15 days
	Rent Rebate for 15 days

	(ii) j
	Faults pending for > 15 days 
	Rent Rebate for 30 days

	(iii)
	Mean Time to Repair  (MTTR)
	≤ 8 Hrs

	(iv)
	Call Completion Rate (CCR)
	≥ 55%

	(iv) a
	Total Number of successful local calls
	 


	(iv) b
	Total local call attempts
	 

	(iv) c
	Answer to Seizure Ratio (ASR)       (Note 2)
	≥ 75 %

	(iv) d
	Total I/C seizures
	 

	(iv) e
	No. of  answered calls
	 

	(v) a
	Point of Interconnection (POI) Congestion (No. of PoIs not meeting benchmark)                     (Note 3)
	≤ 0.5% 

	(v) b
	Total number of working POI Service Area wise
	 

	(vi)
	Metering and billing credibility -  post paid
	Not more than 0.1%

	(vi) a
	No. of bills issued during the period
	 

	(vi) b
	No. of bills disputed including billing complaints during the period
	 

	(vii)
	Metering and billing credibility - pre paid    (Note 2)
	Not more than 1 complaint per 1000 customers, i.e., 0.1% 

	(vii) a
	No. of charging / credit / validity complaints during the quarter
	 

	(vii) b
	Total no. of pre-paid customers at the end of the quarter
	 

	(viii)
	Resolution of billing/ charging/ validity complaints
	100% within 4 weeks

	(viii) a
	No. of billing/(post paid) and charging, credit / validity (pre paid) complaints resolved within 4 weeks during the quarter
	 

	(viii) b
	Total no. of billing (post paid) and charging, credit / validity  (pre paid) complaints received during the quarter
	 

	(viii) c
	No. of billing complaints (post paid) and charging, credit/validity complaints (pre paid) resolved in favour of the customer during the quarter
	 

	(viii) d
	No. of complaints disposed on account of not considered as valid complaints during the quarter
	 

	(ix) 
	Period of applying credit/ waiver/ adjustment to customer’s account from the date of resolution of complaints
	within 1 week of resolution of complaint

	(x)
	Response time to the customer for assistance
	 

	(x) a
	 Accessibility of call centre/ customer care
	≥  95%

	(x) a.1
	Total no. of call attempts to call centre / customer care nos. during TCBH       (Note 4)
	 

	(x) a.2
	No. of calls connected and answered successfully to call centre / customer care nos. during TCBH         (Note 4)
	 

	(x) b
	Percentage of calls answered by the operators (voice to voice) within 60 seconds
	≥   90%

	(xi) 
	Termination / closure of service
	≤ 7 days


	(xi) a
	%age  requests for Termination / Closure of service complied within 7 days
	 

	(xi) b
	Total No. of requests for Termination / Closure of service received during the quarter
	 

	(xi) c
	No.of requests for Termination / Closure of service complied within 7 days during the quarter
	 

	(xii)
	Time taken for refund of deposits after closures
	100% within 60 days.


	TRAI Quality of Service Benchmarks of Broadband Service

	
	
	

	Sl. No.
	Parameters
	Benchmarks

	1
	Service Provisioning/Activation time
	 

	1.1
	No. of connections registered
	 

	1.2
	%age of connections provided within 
15 days of registration of demand
	100%

	1.3
	%age of connections provided after
15 days of registration of demand
	 

	1.4
	No. of customers to whom credit is given for delayed connections
	 

	1.5
	Total No. of connections provided during the period
	 

	1.6
	Total No. of working connections at the end of the period
	 

	2
	Faults Repaired/Restoration time
	 

	2.1
	Total No. of faults registered
	 

	2.2
	% of faults repaired by next working day
	>90%

	2.3
	% of faults repaired within three working days.
	>=99%

	2.4
	No. of customers to whom rent rebate is given in minimum monthly charges or equivalent usage allowance for delay in fault repair.
	 

	 
	a) Rent Rebate of 7 days
	 

	 
	b) Rent Rebate of 15 days
	 

	 
	c) Rent Rebate of One Month
	 

	3
	Billing Performance
	 

	3.1
	Total no. of bills issued
	 

	3.2
	No. of bills disputed
	 

	3.3
	%age of bills disputed
	<2%

	3.4
	%age of complaints resolved within 4 weeks
	100% within 4 weeks

	3.5
	%age of cases to whom refund of deposits is made within 60 days of closures
	100% within 60 days

	4
	Response Time to the Customer for assistance
	 

	4.1
	Total no. of calls received by operators (Voice to Voice)
	 

	4.2
	%age of calls answered by operator (Voice to Voice) within 60 sec.
	>60%

	4.3
	%age of calls answered by operator (Voice to Voice) within 90 sec.
	>80%

	5
	Bandwidth utilization/throughout
	 

	5.1
	No. of intra network links(POP to ISP Gateway nodes)
	BB NOC to GW 
MPLS to GW
ISP to GW

	5.2
	No. of intra network links having Bandwidth utilisation >90% during peak hours(TCBH)
	 

	5.3
	No. of Upstream links for international connectivity(ISP Gateway nodes to IGSP/NIXI node/NAP).
	GW(VSNL)GB
GW(Reliance)GB 
Gigabit Link(NIXI)

	5.4
	No. of Upstream links for international connectivity having bandwidth utilisation >90% during peak hours (TCBH)
	 

	5.5
	Total international bandwidth availbale from ISP Node to IGSP/NIXI/NAP in Mbps
	Total Bandwidth

	5.6
	Total international bandwidth utilisation during peak hours(TCBH) in Mbps(Enclose MRTG)
	Total Bandwidth

	5.7
	% international bandwidth utilisation during peak hours(TCBH) in Mbps(Enclose MRTG)
	Total Bandwidth

	5.8
	Broadband Connection Speed available (download) from ISP node to user
	>80%

	6
	Service Availability/Uptime(for all users) in %age.
	>90% Quarter Ending June 07 >98% w.e.f. Q.E Sept. 07

	6.1
	Total operational Hours
	 

	6.2
	Total downtime in hours
	 

	6.3
	Service Availability/Uptime(for all users) in %age.
	>90%

	 
	Packet loss(for wired broadband access) in %age
	<1%

	8
	Network latency (for wired broadband access)
	 

	8.1
	User reference point at POP/ISP Gateway node to IGSP/NIXI
	<120 ms

	8.2
	User reference point at ISP Gateway node to international nearest NAP port abroad(terrestrial)
	<350 ms

	8.3
	User reference point at ISP Gateway node to international nearest NAP port abroad
	<800 ms


                                                                                              Annexure-II

LIST OF SANCHAR HAATS IN MTNL DELHI

	S.No.
	Location of Sanchar Haat

	1
	Laxmi Nagar,Telephone Exchange Bldg.,Delhi. 

	2
	Geeta Colony,379/162/22, Jheel,Delhi

	3
	AGCR Enclave, L-5 DDA Market, Delhi 92

	4
	Madhu Vihar, I.P.Extn. Delhi 92

	5
	Pkt. IV, Mayur Vihar, Ph-I,Delhi

	6
	DDA Market, Mayur Vihar, Ph-2,Delhi

	7
	Noida Sector 18, 

	8
	Dilshad Garden, Pkt. H, Delhi 

	9
	Loni Road, Exchange Bldg, DDA Market.

	10
	 New Zafrabad,DDA Market, Delhi 

	11
	Naveen Shahdara,Raj Block, Delhi

	12
	Yamuna Vihar, Tele. Exch. Bldg.

	13
	BCP Tele.Exch. Bldg,

	14
	Hauz Khas Tele. Exch. Bldg.,

	15
	Mehrauli 

	16
	Tele. Exch. Bldg., Chanakya Puri.

	17
	SCO/31,Sector 12/A, Gurgaon

	18
	Khasra No.337/2 F/F, Mahipalpur, Delhi.

	19
	B/1, Tele. Exch, Bldg., Vasant Kunj, Delhi.

	20
	Asola Chandan Complex Building, Fatehpur Beri, ND

	21
	Vasant Vihar, Munirka Marg, ND

	22
	Shakti Nagar, Exch. Bldg. Delhi.

	23
	AD-Block, Shalimar Bagh,Delhi. 

	24
	Virat Bhawan, Mukherjee Nagar, Delhi

	25
	Rohni, Sector-9, Delhi

	26
	Rohini, Sector-3, Delhi

	27
	Saraswati Vihar,Delhi

	28
	Keshav Puram Lawarance Road, Tele. Exch.,

	29
	Tele. Exch. Bldg, Badli

	30
	CSC, Narela, DSIDC, Delhi 

	31
	Tele. Exch.bldg., Bawana, Delhi

	32
	Delhi GateTele Exch, New Delhi-110002

	33
	10, Darya Ganj, New Delhi-110002

	34
	Mahanagar Door Sanchar Bhawan, J.L.N. Marg, New Delhi-110002

	35
	Main Tele Exch Building, Tis Hazari 

	36
	Main Tele Exch Building, Lothian Road, near GPO Delhi

	37
	Idgah Tele Exch Building, Faiza Road, New Delhi-1100055

	38
	DDA Shopping Centre, Gulabi Bagh, Delhi-110007               

	39
	Gate No-4, Tele Exch Main Building, Pusa Road, karol Bagh,                                         New Delhi-110005

	40
	Eastern Court Janpath Road, New Delhi-110001

	41
	Jeevan Tara Building , P/Street, New Delhi-110001

	42
	Tele Exch Jor Bagh, New Delhi-110003 

	43
	Mahanagar Door Sanchar sadan, 9, CGO Complex, 
Lodhi Road, New Delhi-110003

	44
	Rajouri Garden Admn Block Grd Floor

	45
	3, CSC, DDA Market, Sunder Vihar (PVR)

	46
	Hari Nagar Tele Exch 

	47
	RG House, Commercial Complex, Karam Pura

	48
	AM office JKP, Near Metro Station

	49
	Apposite Posangi Pur Market, Pankha Road, Janak Puri

	50
	Sanchar Haat Thana Road Najafgarh

	51
	20-D, Dabri Tele Exch

	52
	A.M office Dwarka, Sec-6, Tele Exch

	53
	O/o A.M. Delhi Cantt, Gopi Nath Bazar, Delhi cantt

	54
	Tele Exch Pandav Nagar, Shadhi Pur

	55
	Bijwasan

	56
	Sanchar Haat, NP Tele Exch Building, 

	57
	S/Haat, Okhla Tele Exch Building

	58
	Sanchar Haat, DDA Market, Pkt-E, Sartia Vihar


Location OF VARIOUS CUSTOMER SERVICE CENTRES (CSC) IN MTNL, MUMBAI

	S.No.
	ADDRESS

	1
	AMARCHAND MANSION, 1st FLOOR, A- BLOCK, M.C.ROAD, MUMBAI – 39.

	2
	CITY TELE EXCHANGE BLDG.,

H.S.SOMANI MARG, FORT, MUMBAI –1.

	3
	AMAR BLDG., NEAR RBI, P.M.ROAD, FOUNTAIN, MUMBAI.

	4
	CUFFE PARADE TELE EXCHANGE

J.D.SOMANI MARG, MUMBAI – 5.

	5
	GOPAL BHAVAN, 4TH FLOOR,

199, PRINCESS STREET, MUMBAI-2

	6
	TELEPHONE BHAVAN, NEAR STAND CINEMA, ARTHUR ROAD, COLABA

	7
	OPP. FORT MARKET, NEAR GPO, MINT ROAD, MUMBAI-1.

	8
	MANDVI TELE EXCHANGE BLDG.,

MOHAMMED ALI ROAD, MUMBAI- 3.

	9
	GAMDEVI TELE EXCHANGE BLDG., NANA CHOWK, MUMBAI-7.

	10
	MALABAR HILL TELE EXCHANGE BLDG., A.G.BELL MARG, MUMBAI-6.

	11
	MAZGAON TELE EXCHANGE BLDG., SETH MOTISHAH LANE,MAZGAON,MUMBAI-10

	12
	CUMBALLA TEL.EXCH.

	13
	BHARTIA KRIDA MANDIR, 57 DADABAZAR, NAIGAON CROSS ROAD, WADALA, MUMBAI-31.

	14
	BYCULLA TELE.EXCH.BLDG., GELL STREET, AGRIPADA, BYCULLA, MUMBAI- 8.

	15
	WORLI TELE. EXCHANGE BLDG., PANDURANG BHUDHKAR MARG, WORLI, MUMBAI- 18.

	16
	SHIVAJI PARK TELE. EXCHANGE BLDG., ANANT PATIL MARG, DADAR (W), MUMBAI- 28.

	17
	TELEPHONE HOUSE GATE, V.S.MARG, DADAR (W), MUMBAI – 28.

	18
	SION TELE. EXCHANGE BLDG.,Gr. FLOOR, NEAR CHAMPAKLAL IND. ESTATE, SION KOLIWADA, MUMBAI- 22.

	19
	CURRY ROAD, TELEPHONE EXCHANGE, DATTA MANDIR MARG, MUMBAI-12.

	20
	MATUNGA TELEPHONE EXCH.BLDG, B.R.AMBEDKAR ROAD, MUMBAI-19

	21
	BANDRA TELE. EXCHANGE BLDG.,

BANDRA RECLAMATION, BANDRA(W), MUMBAI- 50.

	22
	KHAR TELE. EXCHANGE BLDG., KHAR,PALI ROAD, MUMBAI- 52.

	23
	VILEPARLE TELE. EXCHANGE, NANDA PATKAR RD., VILEPARLE (E), MUMBAI- 57.

	24
	ANDHERI TELE. EXCHANGE BLDG. Gr. FLOOR, LALLUBHAI PARK, ANDHERI (W), MUMBAI- 53.

	25
	VERSOVA TELE. EXCHANGE, S.V.P. NAGAR,

MHADA, ANDHERI (W), MUMBAI- 53.

	26
	BANDRA KURLA CABLE DEPOT, C.S.T. ROAD, KURLA (W), MUMBAI- 98.

	27
	JOGESHWARI TELE EXCHANGE, S.V.ROAD, MUMBAI.

	28
	JKD TELE EXCHANGE, CTO COMPOUND, JUHU TARA ROAD, MUMBAI- 54.

	29
	VAKOLA TELEPHONE EXCH.,P&T COLONY,NEAR MILITARY CAMP,SANTACRUZ(E).

	30
	MAROL TELE. EXCHANGE BLDG., MIDC,

ANDHERI(E), MUMBAI-93

	31
	PINKI CINEMA BLDG., NEW NAGARDAS ROAD, ANDHERI (E), MUMBAI- 69.

	32
	SAKINAKA TELE. EXCH., NEAR ORKAY COMPOUND, ANDHERI-KURLA RD, MUMBAI-72

	33
	GOKULDHAM TELE. EXCHANGE, RAJANI GANDHA SHOPPING CENTRE, A.K. VAIDYA MARG, GOREGAON (E), MUMBAI-63.

	34
	SAKIVIHAR TELE. EXCHANGE BLDG. SAKI VIHAR ROAD, MUMBAI

	35
	DARPAN TELE.EXCH.B.L.BAJAJ MARG, ANDHERI(E)

	36
	SEEPZ TELE. EXCHANGE, MIDC  AREA, ANDHERI(E), MUMBAI

	37
	REHANT INDUSTRIAL ESTATE, GROUND FLOOR, MAHAKALI MANDIR, LINK ROAD, BANGUR NAGAR, GOREGAON.

	38
	GOREGAON TELEPHONE EXCHANGE BLDG., GROUND FLOOR, S.V.ROAD, GOREGAON.

	39
	ISFC BLDG., RAMACHANDRA LANE,

KANCHPADA, MALAD (W), MUMBAI- 64.

	40
	KANDIVALI TELE. EXCHANGE OLD RLU SHED, KANDIVALI (W), MUMBAI- 67.

	41
	SAMTA NAGAR TELE. EXCHANGE BLDG. 

2 nd FLOOR, KANDIVALI (E), MUMBAI-101.

	42
	BORIVALI TELE EXCHANGE BLDG., BORIVALI,MUM-92

	43
	BHAYANDAR TELE.EXCHANGE BLDG.,

STATION RD, NEAR RAILWAY CROSSING BHAYANDAR.(W)

	44
	SHEETAL NAGAR, SAROVAR BLDG. “B” WING, MIRA ROAD(E).

	45
	CHARKOP TELE EXCH BLDG CHARKOP, MUM- 67

	46
	NAVGHAR TELE EXCHANGE BLDG., 

BHYANDHAR (E).

	47
	SHIMPOLI TELE EXCHANGE BLDG. BORIVALI (W).

	48
	DHAHISAR TELE. EXCHANGE BLDG. DAHISAR(E)

	49
	NAGOTHANE TELE.EXCH.BLDG, NR.HAKOBA

W.E.HIGHWAY,BORIVALI(E),MUMBAI-92

	50
	RUNWAL CENTRE 1ST FLOOR, GOVANDI STN ROAD, NEAR LAKME COMPANY, MUMBAI- 88. 

	51
	CHEMBUR TELE.EXCH., CHEMBUR NAKA, CHEMBUR, MUMBAI-71

	52
	MANEKLAL ESTATE TELE. EXCHANGE, GHATKOPAR (W), MUMBAI- 86.

	53
	SHEETAL PLAZA, L.B.S.MARG, KURLA.

	54
	POWAI TELE EXCHANGE BLDG., L.B.S. MARG, MUMBAI-83.

	55
	ASHISH CHAMBER, 1ST FLOOR, MAHUL RD, CHEMBUR, MUMBAI-71.

	56
	IIT TELE EXCHANGE BLDG., HIRANANDANI COMPLEX.

	57
	ASHOK SILK MILL COMPOUND, LBS MARG, GHATKOPER.

	58
	MUNICIPAL MARKET BLDG.,TILAK NAGAR,MUMBAI-71

	59
	KAILASH COMPLEX, LBS MARG, VIKHROLI(W)

	60
	MULUND TELE EXCHANGE BLDG., NAHUR ROAD, M.M.MARG, MULUND (W), MUMBAI- 80.

	61
	WAGLE ESTATE TELE. EXCHANGE BLDG., ROAD NO-16,WAGLE ESTATE, THANE-604

	62
	CHARAI TELE EXCHANGE BLDG., OPP TO GANESH TALKIES, CHARAI , THANE-601

	63
	TELEPHONE EXCHANGE BLDG.,  NAUPADA, THANE,MUMBAI-602

	64
	MUMBRA TELE EXCHANGE, KAUSA, MUMBRA.

	65
	PANCHPAKHADI TELE EXCHANGE BLDG, L.B.S.MARG, THANE (W).

	66
	BTM COMPOUND, LBS MARG, NEAR SBI, BANDUP.

	67
	G.V.ROAD, WAGHAWE NAKA, OPP.KANCHAN PUSHPA, THANE(W)

	68
	BHANDUP VILLAGE, CEAT TYRE, BHANDUP(E)

	69
	SHARDA CHAMBER, OPP.GURUNANAK DARBAR, 1ST FLOOR, BEKARY VAN, KOPARI.

	70
	SAHYOG BLDG., MANPADA, OPP.SUBARSH COMPLEX, TIKUJINI WADI, GHODBUNDER RD, THANE.

	71
	LOKMANYA TELEPHONE EXCHANGE, TAMNNA CO-OP, HSG. NEAR YASHODHAN NAGAR, BUS STOP, THANE.

	72
	GROUND FLOOR, TATA COLONY, OPP.HDFC, MULUND(E)

	73
	TURBHE TELE EXCHANGE BLDG.,Gr . FLOOR, NAVI MUMBAI-712.

	74
	NERUL TELE EXCHANGE BLDG., Gr. FLOOR,OPP RLY STN.,NERUL.

	75
	VASHI TELE EXCH BLDG., Gr. FLOOR, OPP BUS STAND, VASHI , NAVI MUMBAI- 712.

	76
	VASHI SECTOR – 7 TELE EXCH BLDG., VASHI.

	77
	PANVEL TELE EXCHANGE BLDG., PANVEL.

	78
	RABALE TELE EXCH BLDG., Gr.FLR., THANE – BELAPUR RD., RABALE, NAVI MUMBAI.

	79
	BELEPUR TELE EXCHANGE BLDG. Gr FLOOR, OPP TO RLY STATION, BELEPUR, N.MUMBAI.

	80
	KALAMBOLI TELE EXCHANGE BLDG. Ist FLOOR, KALAMBOLI.

	81
	URAN TELE EXCHANGE BLDG. FIRST FLOOR, O.N.G.C ROAD, URAN.

	82
	H-201, TOWER No 4, 2nd FLOOR, VASHI INTERNATIONAL INFOTECH PARK

VASHI RLY STATION.

	83
	KOPAR KHAIRNE TELE EXCHANGE BLDG.

	84
	NEAR GAMDEVI MANDIR, SECTOR-14, VASHI-703


Annexure-III

List of Nodal Officers for redressing consumer grievances with Design., Tele.No., Office address, Fax No. & E-mail ID in MTNL, Delhi Area

	Sl. No. 
	Area
	Designation
	Tel.No.
	Fax No. 
	E-mail ID
	Office address

	1.
	Central
	AGM(OP)
	24369999
	24325513


	agmoppgc@bol.net.in
	Room No. 2213, 9, CGO Complex, New Delhi.110003

	2.
	East
	AGM(Sales/PG)
	23236655
	23211333


	agmse@bol.net.in
	Room No.110, 1st Floor, Mahanagar Doorsanchar Bhawan, JLN Marg, ND-2

	3.
	Trans Yamuna Area
	DE(PG)
	22019190
	22427668


	depgty@bol.net.in
	G-Block, DDA Shopping Complex, Preet Vihar, Delhi-110092

	4.
	North
	AGM(PG)
	27923900
	27922266


	depgn2@bol.net.in
	Sanchar Parisar, Sector-3, Rohini, Delhi-110085

	5.
	Bhikaji Cama Place
	AGM(OP&PG)
	26167474
	26195455


	agmopbcp@bol.net.in
	Room No. 100, 1st Floor, Bhikaji Cama Place Xge.Building, New Delhi-110066

	6.
	Nehru Place
	AGM(PG)
	26460138
	26445515


	agmopnp@bol.net.in
	68, Building, Nehru Place, Tel.Exch.,New Delhi-110019

	7.
	West
	AGM(OP&PG)
	28115909
	28117646


	Sagmw1@bol.net.in
	6,, LSC, Phase-1, Mayapuri, Delhi-110064

	8.
	GM(BB)
	DE(Internet CC)& AGM(PG)BB
	23322622
	23359499


	deintcc@bol.net.in
	Internet Helpdesk, 6th Floor, Kidwai Bhawan, Janpath, New Delhi-1

	9.
	Dolphin Mobile & CDMA
	AGM(CC)GSM
	24329507
	24329508


	denodws@bol.net.in
	Cabin No. 5513, Floor Lobby No.2, Doorsanchar Sadan 9, CGO Complex, Lodhi Road, New Delhi-110003

	10.
	AGM(PG) HQ
	AGM(PG)HQ


	23328426
	23320941


	agmpghq@bol.net.in
	Room No. 116, Eastern Court, New Delhi- 110001 

	11.
	GM(LC)
	DE(LC) Local
	23320544
	23327467


	delcid@bol.net.in
	Room No. 381, 3rd Floor, Kidwai Bhawan, New Delhi-110001.


List of APPELLATE AUTHORITY for redressing consumer grievances with Design., Tele.No., Fax No. & E-mail ID, Office address in MTNL, Delhi Area

	Sl. No. 
	Area
	Design.
	Tel.No.
	Fax No. 
	E-mail ID
	Office address

	1.
	Central
	GM(C )
	24328808
	24327576


	gmc@bol.net.in
	Doorsanchar Sadan, Room No. 212, IInd Floor Lobi No. 2,9 C.G.O. Complex, New Delhi.

	2.
	East
	GM(E)
	23234141
	23239090


	gme@bol.net.in
	JLN Marg, Minto Road, New Delhi

	3.
	Trans Yamuna Area
	GM (Trans Yamuna)
	22433333
	22047500


	gmty@bol.net.in
	G-Block, DDA Shopping Centre, Preet Vihar, Delhi-110092

	4.
	Bhikaji Cama Place 
	GM (Bhikaji Cama Place)
	 2618080
	26184131


	gmbcp@bol.net.in
	Room No. 100, 1st Floor, 8, Bhikaji Cama Place, New Delhi-110066

	5.
	Nehru Place
	GM(Nehru Place)
	26466600
	26466266


	gmnp@bol.net.in
	1st Floor, Nehru Place Tele Exch.Building, New Delhi-110019

	6.
	North 
	GM(North)
	27918000
	27916700


	gmrhn@bol.net.in
	Sanchar Parisar Sector-3,

Rohini, Delhi-110085

	7.
	West
	GM(West)
	28114040
	28116002


	gmjkp@bol.net.in
	6, Local Shoping Centre, Maya Puri, New Delhi 110064

	8.
	Dolphin Mobile & CDMA
	GMC&HQ 

(WS)(GSM &CDMA)
	24328379
	24324648


	gmgsmo@bol.net.in
	3, Floor, 9, CGO complex Lodhi Road, New Delhi.110003

	9.
	GM(LC)
	GM Leased Circuit (LC)
	23321122
	23326633


	gmlc@bol.net.in
	Room No. 108, 1st Floor, Khurshid Lal Bhawan, Janpath, New Delhi 110001

	10.
	GM(BB)
	GM Broad Band
	23328823
	23327755


	gmbb@bol.net.in
	6th Floor, Kidwai Bhawan, New Delhi.01


Annexure​-IV

List of Nodal Officers for redressing consumer grievances with Design., Tele.No., Fax No., Office address & E-mail ID in MTNL, Mumbai area. 

	Sl. No 
	Area 
	Grievance type
	Desgn./Email ID
	Tel.No. 
	Fax No. 
	Office Address 

	1 
	GM(OP) 
	PG
	AGM(OP​-PG)HQ agmoppghq@mtnl.net.in
	24372148 
	24329271 
	10th floor, Telephone House, Prabhadevi, Mumbai​28.

	2 
	South 


	
	
	
	
	2nd floor, Telephone 

	
	
	PG
	AGM(OP) agmops@mtnl.net.in
	22028030 
	22843435 
	Bhavan, Colaba, Mumbai​400005

	
	
	
	
	
	
	1st floor, Telephone 

	
	
	Billing comp.
	CAO(TR) caotrs@mtnl.net.in
	22886010 
	22048000 
	Bhawan, Colaba, Mumbai​400 005.

	3 
	Central 
	PG
	AGM (OP) agmopc@mtnl.net.in 
	23535300 
	23535311 
	6th flr, Cumbala Hill Tele. Exch.Bldg, Mumbai​26. 

	
	
	Billing comp.
	CAO(TR) caotrc@mtnl.net.in
	23537100 
	23537111 
	2nd flr, Cumbala Hill Tele. Exch.Bldg, Mumbai​26.

	4 
	North 
	PG
	AGM (CC) agmccn@mtnl.net.in
	24183535 
	24116900 
	2nd flr,Wadala Tel.Exch.Bldg, G.D.Ambedkar marg, Dadar(E), Mumbai​14

	
	
	Billing comp.
	CAO(TR) caotrn@mtnl.net.in 
	24157711 
	24127463 
	

	5 
	West​I 
	PG
	AGM(OP) agmopw1@mtnl.net.in 
	26457000 
	26453366 
	4th floor, Bandra Tel.Exch. Bldg, Bandra(W), Mumbai. 

	
	
	Billing comp
	CAO(TR) caotrw1@mtnl.net.in
	26441750 
	26559564 
	6 ½ floor, Bandra Tel.Exch. Bldg, Bandra(W), Mumbai.

	6 
	West​II 
	PG
	AGM(OP) agmopw2@mtnl.net.in 
	28765600 
	28711771 
	3rd flr,Goregaon Tel.Exch. Bldg, Goregaon, Mum​62. 

	
	
	Billing comp.
	CAO(TR) caotrw2@mtnl.net.in 
	28790833 
	28762022 
	4th flr,Goregaon Tel.Exch. Bldg, Goregaon, Mum​62. 

	7 
	West​III 
	PG
	AGM (CC) 

agmccw3@mtnl.net.in 
	28010090 

28656300 
	28057144 
	4thflr,Kandivali,Tel.Exch.Bldg, Kandivali(W), Mum​67. 

	
	
	Billing comp.
	CAO(TR) 

caotrw3@mtnl.net.in 
	28018000 
	28066155 
	5thflr,Kandivali,Tel.Exch.Bldg, Kandivali(W), Mum​67. 

	8 
	East​I 
	PG
	AGM(OP) agmope1@mtnl.net.in 
	25002872 
	25002735 
	Nityanand nagar Tel.Exch.Bldg.,western Express Highway,Link Rd., N.Nagar, Ghatkopar(W), 

Mumbai​400086 

	
	
	
	CAO(TR) 

caotre1@mtnl.net.in 
	25786969 
	25776300 
	

	
	
	Billing comp.
	
	
	
	

	9 
	East​II 
	PG
	AGM (OP) agmope2@mtnl.net.in
	25349696 
	25412300 
	6th floor, Charai Tel.Exch.Bldg, Mauli Mandal Rd,Dhobi Ali, Thane(W)​400601.

	
	
	Billing comp.
	CAO(TR) caotre2@mtnl.net.in 
	25452526 
	25379537 
	

	10 
	NM 
	PG
	AGM (PG) agmpgnm@mtnl.net.in 
	27888800 
	27881881 
	2nd floor, New Admn.Bldg, Vashi, Navi Mumbai​703. 

	
	
	Billing comp.
	CAO(TR) caotrnm@mtnl.net.in
	27806017 
	27806016 
	

	11 
	GM(CC) 
	PG
	AGM (A) agmcc@mtnl.net.in
	22075919 
	22072900 
	2nd flr, Tel.Bldg, C.R.Marg, Fort,Mumbai 400001.

	
	
	Billing comp.
	AO(T​1) aot1cc@mtnl.net.in 
	22075939 
	22093400 
	

	12 
	GM(MS​O) 
	PG
	DE(CC) deccsmso@mtnl.net.in
	24368277 
	24216509 
	10thflr.,Tele.Bldg.Prabahdevi, V.S.Marg,Mumbai​28

	
	
	Billing comp.
	CAO(TR) caotrmso@mtnl.net.in
	26508886 
	26500388 
	2nd floor BKC Tele.Exch. Kurla(W), Mumbai​400098

	13 
	GM(CDMA) 
	PG
	AGM(A) agmacdma@mtnl.net.in
	26528728 
	26528705 
	BKC Tele.Exch1st floor. Kurla(W), Mumbai​400098

	
	
	Billing comp.
	caotrcdma@mtnl.net.in
	26520826 
	26520829 
	

	14 
	GM(BB) 
	PG
	AGM(BB) agmbb@mtnl.net.in 
	24324426 
	24210386 
	8th floor, Prabhadevi Tele. Bldg., Mumbai​28. 

	
	
	Billing comp.
	Respective Area CAO(TR)s 
	
	
	

	15 
	GM(LC) 
	PG
	DE(PR​LC) agmalc@mtnl.net.in
	22073117 
	22070775 
	3rd floor, Tele.Bldg. C.R. Marg, Mumbai​1.

	
	
	Billing comp
	AO(T​1) aot1cc@mtnl.net.in
	22075939 
	22093400 
	1st floor, Tele.Bldg. C.R. Marg, Mumbai​1.


List of Appellate Authority for redressing consumer grievances with Design., Tele.No., Fax No., Office address & E-mail ID in MTNL, Mumbai area.

	Sl.

No.
	Area
	Desgn.
	E-mail ID
	Tel.No.
	Fax No.
	Office Address

	1
	HQ
	GM(OP)
	gmopnmbi@mtnl.net.in
	24326837
	24211441
	10th floor, Telephone House, Prabhadevi, Mumbai-28.

	2
	South
	GM (South)
	gmsmbi@mtnl.net.in
	22025500
	22871441
	Telephone Bhavan, 2nd floor, Colaba, Mumbai – 400 005

	3
	Central
	GM (Central)
	gmcmbi@mtnl.net.in
	23535500
	23531441
	Cumbala Hill Tele.Exch. Peddar Road, Mumbai – 400 026

	4
	North
	GM (North)
	gmnmbi@mtnl.net.in
	24145556
	24161441
	Wada Tele.Exch., Bldg., 2nd floor, G.D.Ambedkar Marg, Mumbai-400 014

	5
	East-I
	GM (East-I)
	gme1mbi@mtnl.net.in
	25146000
	25001413
	3rd floor, Tele.Exch.Bldg., Off Eastern Express Highway Lind Rd., Nityanand Nagar, Ghatkoper(West), Mumbai-400 086

	6
	East-II
	GM(East-II)
	gme2@mtnl.net.in
	25344949
	25431441
	Thane-Charai Tele.Exch. Bldg., 4th floor, Mavli Mandal Road, Thane(W)-400 601

	7
	West-I
	GM(West-I)
	gmw1mbi@mtnl.net.in
	26554242
	26511441
	2 ½ floor, Bandra Tele.Exch. Bldg., S.V.Road, Bandra(W), Mumbai-400 050

	8
	West-II
	GM(West-II)
	gmw2mbi@mtnl.net.in
	28753535
	28711441
	3rd floor, Goregaon Tele. Exch.Bldg., S.V.Road, Goregaon(W), Mumbai-62

	9
	West-III
	GM(West-III)
	gmw3mbi@mtnl.net.in
	28012345
	28641441
	Kandivali Tele.Exch.Bldg., 4th floor, S.V.Road, Kandivali (West), Mumbai-400 067

	10
	Navi Mumbai
	GM(NM)
	gmnmmbi@mtnl.net.in
	27808000
	27881441
	New Admn.Bldg., 3rd floor, Vashi Tele.Exch.Compound, Sector No.16-A, Vashi, Navi Mumbai – 400 703

	11
	Call-Centre
	GM(Call Centre)
	gmcallcentre@mtnl.net.in
	22070101
	22011441
	3rd floor, Tele.Bldg., C.R. Marg, Mumbai-400 001

	12
	Broadband
	GM(BB)
	gmbbmbi@mtnl.net.in
	24310645
	24367168
	8th floor, Prabhadevi, Telecom Bldg., MTNL Marg, Dadar(W), Mumbai-400 028

	13
	LC
	GM(LC)
	gmlcmbi@mtnl.net.in
	22076969
	22071441
	Tele.Bldg., Charanjit Rai Marg, Mumbai-400 001

	14
	GSM
	GM (Comml&CC)MS
	gmogsmmbi@mtnl.net.in
	26503377
	26501155
	4th floor, Admn Block, West Wing, BKC Tele.Exch, CST Road, Kurla(W), Mumbai-98

	15
	CDMA
	GM (CDMA)
	gmwllmbi@mtnl.net.in
	26506868
	26523434
	4th floor, Admn Block, West Wing, BKC Tele.Exch, CST Road, Kurla(W), Mumbai-98


Annexure-V
Timelines as per TRAI

All the complainants are supposed to seek redressal of their grievances at first instance through “Three Tier Institutionalized Grievances Redressal Mechanism” under Telecom Consumer Protection and Redressal of Grievances Regulations, 2007 (3 of 2007) issued by TRAI. The three Tiers are 

a) Call Centre of concerned Service Provider (Time limit: 3 days)

b) Nodal Officer of concerned Service Provider and (Time limit: 10 days) 

c) Appellate Authority within the company of Service Provider   (Time limit: 3 months)
*****
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