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The Indian Institute of Public Administration, established as an autonomous body under 
the Registration of Societies Act, was inaugurated on March 29, 1954 by Shri Jawaharlal 
Nehru who was the first President of the Society. The basic purpose of establishing this 
Institute was to undertake such academic activities that would enhance the leadership 
qualities and managerial capabilities of the executives in the government and other public 
service organizations. The activities of the Institute are organized in four inter-related  
areas of Research, Training, Advisory and Consultancy Services and Dissemination of     
Information. The Academic activities of the Institute are organized through 9 centers. 

 
 
 
CCS is one of the academic centers of IIPA dedicated to consumer studies and is         
sponsored by Dept. of Consumer Affairs, Government of India. The objective of CCS is to     
ǇŜǊŦƻǊƳΣ ŦŀŎƛƭƛǘŀǘŜ ŀƴŘ ǇǊƻƳƻǘŜ ōŜǘǘŜǊ ǇǊƻǘŜŎǘƛƻƴ ƻŦ ŎƻƴǎǳƳŜǊǎΩ ǊƛƎƘǘǎ ŀƴŘ ƛƴǘŜǊŜǎǘǎ ǿƛǘƘ 
special reference to rural India. The broad areas of focus of the Centre comprise capacity 
building, advocacy, policy analysis, research, advisory and consultative services, and     
networking. 
The Centre seeks to network, with national and international agencies and interface with 
ƻǘƘŜǊ ǎǘŀƪŜƘƻƭŘŜǊǎ ōȅ ǎŜǊǾƛƴƎ ŀǎ ŀ ōǊƛŘƎƛƴƎ ΨǘƘƛƴƪ ǘŀƴƪΩ ǿƛǘƘ an intensive advocacy role. It 
acts as a forum for creating dialogue among policy-makers, service providers, representa-
tives of various business establishments and their associations, professional bodies/
associations, civil society organizations, educational/ research institutions, economic and 
social development organizations as well as leading NGOs. It also acts as a storing and 

clearing- house for the exchange and constant flow of information, ideas and activities 
relating to consumer protection and welfare. The Centre closely works in association with 
the Department of Consumer Affairs, National/ State Consumer Dispute Redressal Com-
missions and District Foras.  

Indian Institute of Public Administration (IIPA)  

Centre for Consumer Studies (CCS)  



 

 

 

National Consumer Helpline - Overview  

National Consumer Helpline provides personalized counseling, advice, guidance and     

information on enquiries and complaints for any consumer related goods or service ς be it 

defective products, deficiency in services or unfair trade practices. It also includes queries 

and complaints related to any organization - whether in the public sector, Govt. sector or 

in the private sector - wherever a consumer has a grievance. The objective of NCH is two-

fold - to inform consumer about the avenues available to them for the resolution of their  

complaints and to create awareness amongst the public about their consumer rights and 

responsibilities.  The large database collated at the National Consumer Helpline is ana-

lyzed     in-depth to understand trends and issues. This helps in bringing out advocacy pa-

pers in different sectors.    

The tagline of the National Consumer helpline is ΨΧΧΦǘƻǿŀǊŘǎ ƳŀƪƛƴƎ ŀ ǎƳŀǊǘ ŎƻƴǎǳƳŜǊΩΦ 

Vision  
ά! bŀǘƛƻƴ ƻŦ ŀǿŀƪŜƴŜŘΣ ŜƳǇƻǿŜǊŜŘ ŀƴŘ ǊŜǎǇƻƴǎƛōƭŜ ŎƻƴǎǳƳŜǊǎ ŀƴŘ ǎƻŎƛŀƭƭȅ ŀƴŘ ƭŜƎŀƭƭȅ 
ǊŜǎǇƻƴǎƛōƭŜ /ƻǊǇƻǊŀǘŜǎέ 
 

Mission  
ά¢ƻ ǇǊƻǾƛŘŜ ǘŜƭŜǇƘƻƴƛŎ ŀŘǾƛŎŜΣ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ƎǳƛŘŀƴŎŜ ǘƻ ŜƳǇƻǿŜǊ LƴŘƛŀƴ ŎƻƴǎǳƳŜǊǎ 

and persuade businesses to reorient their policy and management systems to address 

ŎƻƴǎǳƳŜǊ ŎƻƴŎŜǊƴǎ ŀƴŘ ƎǊƛŜǾŀƴŎŜǎ ŀŘƻǇǘƛƴƎ ǿƻǊƭŘ Ŏƭŀǎǎ ǎǘŀƴŘŀǊŘǎέ 

 

 

 

 

 

 

 

The entire world economy rests on the consumer; if he ever stops spending money on 
things he doesn't have, on things he doesn't need -- we're done for."  

- Bill Bonner  



 

 

 



 

 

 

 Message from Director, IIPA  

 

 

 

 

 

The National Consumer Helpline is effectively educating and empowering an increasing 

ƴǳƳōŜǊ ƻŦ ŎƻƴǎǳƳŜǊǎ ŜǾŜǊȅ ȅŜŀǊΣ ŦƻǊ ǘƘŜ ƭŀǎǘ ŜƭŜǾŜƴ ȅŜŀǊǎ ǳƴŘŜǊ ǘƘŜ ΨWŀƎƻ DǊŀƘŀƪ WŀƎƻΩ 

rubric. The helpline was set up in March 2005 to provide information and guidance to 

consumers on their grievances. Along the way, its flagship initiative ς Convergence ς an 

alternate dispute redressal mechanism was developed and is proving to be of some assis-

tance to complainants, besides helping companies in retaining their customers and ensur-

ing good corporate governance. 

In India, Consumers face several problems as Consumer Protection is not well organized. 

The majority of Indian consumers are not aware of their rights as consumers. They        

become easy victims of unfair trade practices and misleading advertisements and in the 

absence of awareness, buy sub-standard and defective products and services. The legal 

procedures can be expensive, time consuming and cumbersome, resulting in consumers 

avoiding legal recourse to redress. 

 

In this scenario, the National Consumer helpline was conceived and mooted by the Union 

Ministry of Consumer Affairs, Food and Public Distribution, with a vision to help hapless 

consumers and empower them, without them necessarily having to go to a consumer   

forum. Just by calling a toll free number, an aggrieved consumer gets free, fast and              

informed advice. In fact, a mere advisory function has been successful in reducing the 

number of complaints. 

T. Chatterjee,  
Director, IIPA 



 

 

 

NCH has been working in the area of consumer welfare, by giving information and advice 

to complainants as well as by coordination with senior corporate management who have 

voluntarily partnered with the helpline. The work of the helpline actually bridges the     

vision of consumer protection with actual implementation, thus helping in  protection of 

consumer rights and, in the process, making consumers realize their responsibilities. The 

steady increase in the number of calls received at the helpline proves that NCH services 

are adding value for citizens. The Department of Consumer Affairs is planning to expand 

the capacity of NCH by increasing the number of seats on which calls are taken in the 

coming year so that more calls /complaints can be handled and the experienced NCH 

team can also  focus on Convergence Partnerships and Industry interactions as well as for 

Big Data  Analysis, so essential for research, advocacy and knowledge management.  

 

I congratulate each member of  NCH to have come this far and hope for expanded         

ƛƳǇŀŎǘǎ ƛƴ ǘƘŜ ŦǳǘǳǊŜΦ L ŀƭǎƻ ŎƻƴǾŜȅ ƻǳǊ ŘŜŜǇ ŀǇǇǊŜŎƛŀǘƛƻƴ ŦƻǊ ǘƘŜ aƛƴƛǎǘǊȅΩǎ ŜŀǊƭȅ           

initiatives in this regard.  



 

 

 

Project Director,   
National Consumer helpline  
 

 

 

 

It is with great interest that I present the Annual Report of National Consumer Helpline 

for the financial year 2015-16. National Consumer Helpline (NCH) is playing a lead role in 

educating and empowering consumers by providing information and guidance on         

ŎƻƴǎǳƳŜǊ ƎǊƛŜǾŀƴŎŜ ŀƴŘ ŀƛƳƛƴƎ ǘƻǿŀǊŘǎ ƘŀǾƛƴƎ ƳƻǊŜ ǇŀǊǘƴŜǊǎ ƛƴ ǘƘŜ ΨŎƻƴǾŜǊƎŜƴŎŜΩ       

initiative ς the alternate dispute redressal mechanism that bridges the link between    

complainants and partner companies. 

 

The year 2015-16 was witness to NCH handling the highest number of calls in a particular 

month - 17,854 calls in March 2016, and the website www.nationalconsumerhelpline.in 

receiving over 5 lacs hits during the same month.  This is the highest count in a month in 

its eleven years of existence. This speaks volumes of the quality of counseling provided to   

callers at NCH, and is also corroborated by the high feedback scores given by complain-

ants  on the NCH counseling services.  

 

On the Convergence front ς efforts were made to increase the number of companies as 

convergence partners. During the year, 162 letters were sent to companies to enroll into 

the Convergence process, but the results were not encouraging and  only 4 companies 

agreed to enroll as partners. With the same objective, the annual Industry interaction  

organised  this financial year was a workshop for Industry Associations - FICCI, CII, AS-

SOCHAM and PHD Chamber of Commerce, on 24th February 2016 at IIPA to familiarize the 

different Industry Associations   with the functioning of National Consumer Helpline  and 

its convergence programme,  so that  Industry Associations can facilitate their members 

to enroll in the NCH convergence programme 

http://www.naitonalconsumerhelpline.in


 

 

The year 2015-16 has been significant for NCH not only due to good performance in our 

core operations, but also due to the various extra curricular initiatives taken during the 

year to spread awareness. . Apart from taking calls and handling grievance redressal, NCH 

staff conceptualized and performed a Nukkad Natak  on Jago Grahak Jago  held during the 

Independence Day celebrations at IIPA.  NCH has also kept up its interactions with various 

Community Radios and counselors have handled programmes on consumer awareness, 

consumer rights and responsibilities. The senior members of NCH with the support and 

guidance of the faculty members of the Center for Consumer Studies, IIPA have  written 

research and advocacy papers, besides publishing a manual -  National Consumer 

Helpline- ! wŜŀŘȅ wŜŎƪƻƴŜǊΩ   ǊŜƭŜŀǎŜŘ ōȅ IƻƴΩōƭŜ aƛƴƛǎǘŜǊ ƻŦ  Consumer Affairs, Food & 

Public Distribution on December 22, 2015, the National Consumer Day ,  

 

Apart from its various functions, NCH continues to make efforts to narrow the gap        

between consumer rights, protection, empowerment and welfare. The plans of the       

Department of Consumer Affairs to increase the helpline capacity  in the next couple of 

months will give it impetus to reach out to more and more consumers seeking                

information and advise in  grievance handling mechanism in the consumer space. 

We would like to thank the Department of Consumer Affairs for their support to the NCH. 

The Project Manager, Ms. Deepika Sur and her entire team needs to be congratulated for 

the excellent work done during the year. 



 

 

 

 

 

 

The eleven years of National Consumer Helpline has been a journey of mixed experiences, 

of achievements and challenges and raising of its own benchmark, and  has become          

ǎȅƴƻƴȅƳƻǳǎ ǿƛǘƘ ǘƘŜ ǎƭƻƎŀƴ ΨWŀƎƻ DǊŀƘŀƪ WŀƎƻΩΦ ²ŀȅ ōŀŎƪ ƛƴ aŀǊŎƘ нллрΣ ǘƘŜ bŀǘƛƻƴŀƭ           

Consumer Helpline (NCH) had pioneered the concept of a telephonic helpline for           

consumers across the country - to advise and guide them on any consumer issue ς be it 

for defective products, legal help or just for cross checking information in the realm of 

consumer affairs.  It is with utmost pleasure that I bring to you this annual report on the 

completion of the second year of Phase III of the project for the year 2015-2016.          

Continuous guidance and support of officials of the Department of Consumer Affairs,    

Academicians and management of IIPA, Industry Regulators,  and most important -        

our team at NCH, has made this achievement possible. 

Through our Convergence process, we have partnered with a large number of industry 

players. This partnership has resulted in speedy grievance redressal benefitting             

consumers in a big way. We plan to further the cause of consumer protection by partner-

ing with more and more companies in the corporate sector with the sustained support of 

all. 

Owing to the strong Research ambience at IIPA, NCH entered this arena by presenting 

ǘǿƻ ǊŜǎŜŀǊŎƘ ǇŀǇŜǊǎ ǘƛǘƭŜŘ ΨwƻƭŜ ƻŦ bŀǘƛƻƴŀƭ /ƻƴǎǳƳŜǊ IŜƭǇƭƛƴŜ ƛƴ ǊŜŘǊŜǎǎŀƭ ƻŦ ŎƻƴǎǳƳŜǊ 

ŎƻƳǇƭŀƛƴǘǎΩ ŀƴŘ Ψ .ƛƎ ŀƴŘ ƻǇŜƴ Řŀǘŀ- Consumer Complaints data bank analyzed on current 

trends with respect to consumer complaints and the grievance redressal mechanism in 

ǘƘŀǘ ƛƴŘǳǎǘǊȅΦ b/I Ƙŀǎ ŀƭǎƻ ŎƻƳŜ ǳǇ ǿƛǘƘ ƛǘǎ ŦƛǊǎǘ ŜǾŜǊ Ƴŀƴǳŀƭ ǘƛǘƭŜŘ Ψbŀǘƛƻƴŀƭ /ƻƴǎǳƳŜǊ 

Helpline ς ! ǊŜŀŘȅ ǊŜŎƪƻƴŜǊΩ ǇǳōƭƛǎƘŜŘ ōȅ LƴŘƛŀƴ LƴǎǘƛǘǳǘŜ ƻŦ tǳōƭƛŎ !ŘƳƛƴƛǎǘǊŀǘƛƻƴ ŀƴŘ 

ǊŜƭŜŀǎŜŘ ōȅ ǘƘŜ  IƻƴΩōƭŜ aƛƴƛǎǘŜǊ ƻŦ /ƻƴǎǳƳŜǊ !ŦŦŀƛǊǎ {ƘǊƛ wŀƳ ±ƛƭŀǎ tŀǎǿŀƴ ƻƴ ннƴŘ 

Dec. 2015.  

Deepika Sur,  

Project Manager  



 

 

As part of NCH advocacy, the problems are analyzed and solutions suggested to industry, 

government, regulators, policy-makers, academicians and the public at large for inputs  in 

policy, rules, and regulations according to the changing requirement of consumers. In  

addition, the two Research projects that NCH had initiated over 4 years back are continu-

ing ς that of assessing the penetration of the NCH toll free number amongst the socio 

economic classes of the country, as well as estimating the Consumer Detriment of Callers 

- the direct, financial loss incurred due to exploitation of consumers as a result of market 

operations in the year 2015-2016. In continuation to its advocacy for responsible business 

practices by corporate houses, NCH had   organized a conference with Industry Associa-

tions for increasing the companies under Convergence programme. Delegates from ASS-

COM, FICCI, CII and Phd Chamber of Commerce attended. The focus of the workshop was 

to expand the outreach of Convergence programme with more vigor. 

bŀǘƛƻƴŀƭ /ƻƴǎǳƳŜǊ IŜƭǇƭƛƴŜ ƛƴǘǊƻŘǳŎŜŘ ƴŜǿŜǊ ƛŘŜŀǎ ŦƻǊ Ψ WŀƎǊƛǘƛΩ ς the initiative for edu-

cating and empowering consumers of their rights and responsibilities. NCH team            

ǇŜǊŦƻǊƳŜŘ ŀ bǳƪƪŀŘ bŀǘŀƪΣ ǘƛǘƭŜŘ Ψ WŀƎƻ ƎǊŀƘŀƪ WŀƎƻ  ƻƴ мпǘƘ !ǳƎǳǎǘ нлмр ŀǘ LLt!       

Auditorium. In addition, a Radio  programme on Apna Radio ς the community radio of the 

Indian Institute of Mass Communications  was initiated to reach out to listeners with the 

objective of informing consumers of their rights and responsibilities.  

In the year to come,  NCH will be carrying forward new initiatives ς   all  to enhance cor-

porate responsibility and further consumer empowerment  with an urge to provide      

consumer  insights to corporate, policy makers, regulators and government.   



 

 

 



 

 

 

State Wise Calls received at NCH  



 

 

Sector Wise Calls received at NCH  

 

Gender ðwise Calls Status  



 

 

Consumer Products  

A Consumer product is generally referred 

to as tangible goods for sale which is used 

for personal, family, or household         

purposes - for non business purposes - to 

satisfy wants and needs. Consumer goods 

may be durables or non durables. 

Domestic Appliances are almost indispen-
sable in homes today, especially in urban 
areas. We have become so used to home 
appliances that it seems difficult to live 
without them. Products such as micro-
wave ovens, Juicers, - mixer grinders, Air 
Conditioners, washing machines, refrig-
erators, LED/LCD are the most popular 
category of home appliances. 
They are included in the Products cate-
gory along with mobile phone handsets. 
The mobile phone handsets category   
account for almost 60% of the calls       
received in this sector alone  
 
Most of the complaints in this sector per-
tain to poor functioning of the product, 
poor after sales services or delay in       
getting services. 

Almost all Companies have a dedicated 
customer service cell to address con-
sumer grievances. But in the absence 
of any industry regulator, the con-
sumer is left with no choice other than 
approaching the consumer forums in 
case complaints are not redressed up 
to their satisfaction by the customer 
care department of the organization. 
 
Redressal System for this sector: 
 
Tier 1: There is no regulatory body to 
regulate the functioning of consumer 
durable companies. Consumers can 
complain to the authorized Service 
Centre or Customer Care Centre of the 
respective company. 
 
Tier 2: If the consumer is not satisfied 
then he can approach the head office 
of the company. 
 
Tier 3: If the complaint is still not      

redressed, the consumer can approach 

the consumer Forum. 



 

 

 
Telecom   

The telecommunications sector 

evolved from the Indian Telegraph Act 

1885. In those days, when communica-

tion took days to reach, telegrams 

were sent for any urgent communica-

tion and telex was used in offices to 

communicate on a real time basis. We 

have come a long way ς the modern 

mobile technology today can send 

large amounts of data in seconds, and 

a mobile phone makes it possible to 

talk to anyone, anytime, anywhere. 

 
LƴŘƛŀ ƛǎ ŎǳǊǊŜƴǘƭȅ ǘƘŜ ǿƻǊƭŘΩǎ ǎŜŎƻƴŘ-

largest telecommunications market 

and has registered strong growth in 

the past decade and half. The largest 

companies in the sector are wireless 

operators, satellite companies, cable 

companies and Internet service provid-

ers 

The tremendous expansion of this    
sector also led the Regulator (TRAI)  to 
mandate adherence to Quality of     
Service parameters by companies.   
Around 17% of the total calls received 
at NCH during the year were for the 
Telecom Sector.  
  

 
Grievance Redressal System 



 

 

 E-Commerce  

E-commerce is one of the fastest growing 

sectors across the world today. The devel-

opment of telecommunication technology 

has changed many aspects of our lives ς 

how we search information, how we 

travel and how we buy goods and ser-

vices. Online shopping through internet is 

gaining ground. There is tremendous 

growth leading to new companies coming 

into the Sector in a very large way. There 

is no regulator for this sector, and the is-

sues that arise are due to security and 

authentication problems. Websites are 

created, sales are made, payment gate-

ways are used to get the payment, but 

delivery of the product does not happen.  

Usually, in such cases, there is no infor-

Ƴŀǘƛƻƴ ŀōƻǳǘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ƻŦŦƛŎŜ ŀƴŘ 

contact details.  Generally, only one num-

ber is mentioned on the website, which 

usually turns out to be a mobile number. 

Tracking the company details from the 

available information is difficult. 

In many websites offering           

e-commerce, the return and re-

fund policies and cancellation 

terms are also not adequate or 

transparent.  Cases are reported 

at the NCH of cancellation of an 

order by the Service provider 

after it is confirmed and then 

being asked to book the order 

again at higher prices.  

Further escalation is missing. Mislead-

ing advertisements, unfair marketing 

practices to lure customers, selling sub 

standard and duplicate products, are 

increasing. There is no Regulator for 

this sector, and there is a dire need to 

form policies and guidelines so that 

consumers are protected.  

Grievance Redressal System 

Tier 1: Consumers have to complain to 

the Customer Care Centre of the re-

spective company ς based on whether 

ƛǘ ƛǎ ǎŜƭƭŜǊǎ ǿŀǊǊŀƴǘȅ ƻǊ ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ 

warranty ς as per the terms and condi-

tions under which the purchase was 

made. 

Tier 2: As there is no regulatory body 

to regulate the functioning of e-

commerce companies,  

Tier 3 : If the complaint  does not get 

ǊŜŘǊŜǎǎŜŘ ŀǘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ŜƴŘΣ ǘƘŜ 

consumer can approach a  consumer 

Forum. 



 

 

 
Banking  

This sector is a very regulated sector 
under the Reserve Bank of India, and 
has seen tremendous growth in the 
last few years. Key Development in this 
sector during the year 2015-16 was 
 
1. Under Pradhan Mantri Jan Dhan Yo-
jna (PMJDY), 217 million accounts have 
been opened and 174.6 million RuPay 
debit cards have been issued. These 
new accounts have mustered deposits 
worth almost Rs 37,000crore. 
 
2. To facilitate an easy access to fi-
nance by Micro and Small Enterprises 
(MSEs), the Government/RBI has 
launched Credit Guarantee Fund 
Scheme Moreover, Micro Units Devel-
opment & Refinance Agency (MUDRA) 
Ltd. was also established to refinance 
all Micro-finance Institutions (MFIs), 
which are in the business of lending to 
micro / small business entities engaged 
in manufacturing, trading and services 
activities upto Rs 10 lakh. to provide 
guarantee cover for collateral free 
credit facilities extended to MSEs upto 
Rs 1 Crore.  
 
3. Small finance bank called the Capital 
Small Finance Bank started its opera-
tions by launching 10 branch offices in 
Punjab, and aims to increase the num-
ber of branches to 29 in the  FY 2016-
17. 

4. The Reserve Bank of India (RBI) has 
granted in-principle licences to 10 ap-
plicants to open small finance banks, 
to help expand access to financial ser-
vices in rural and semi-urban areas. 
 
5. The RBI has given in-principle ap-
proval to 11 applicants to establish 
payment banks. These banks can ac-
cept deposits and remittances, but are 
not allowed to extend any loans. 
 
6. The RBI has allowed third-party 
white label automated teller machines 
(ATM) to accept international cards, 
including international prepaid cards, 
and the said white label ATMs can now 
tie up with any commercial bank for 
cash supply. 
 
7. Bandhan Financial Services raised Rs 
1,600 crore from two international in-
stitutional investors to help convert its 
microfinance business into a full ser-
vice bank. Bandhan, one of the two 
entities to get a banking licence along 
with IDFC, launched its banking opera-
tions in August 2015. 
 
8. The Reserve Bank of India (RBI) 
plans to soon come out with guide-
lines, such as common risk-based know
-your-customer (KYC) norms, to rein-
force protection for consumers, espe-
cially since a large number of Indians 
have now been financially included 
Ǉƻǎǘ ǘƘŜ ƎƻǾŜǊƴƳŜƴǘΩǎ ƳŀǎǎƛǾŜ ŘǊƛǾŜ  
to open a bank account for each 
household. 



 

 

 
9. Government of India aims to extend 
insurance, pension and credit facilities 
to those excluded from these benefits 
under the Pradhan Mantri Jan Dhan 
Yojana (PMJDY). 
 
Grievance Redressal System 
 
NCH provides the names and ad-
dresses of not only the nodal officer, 
Principal Nodal officer but also Bank 
CEO's /Chairman, as this is proving to 
be the only effective mechanism which 
works.  
 
 

Tier 1: The first tier of redressal        
advised by NCH to complainants is the 
nodal officers of the banks concerned 
or the zonal heads. However, in a    
number of banks, the internal           
redressal mechanism of the banks are             
inadequate. 

Tier 2: . Banking is one of the few     
sectors, which have the tier II system in 
the Banking Ombudsman Scheme   
covering the entire country. 
 
Tier 3: In case the Tier 1 & 2 do not 

provide respite, the Consumer can   

approach the Consumer Forum. 



 

 

 
LPG/PNG  

LPG market in India is government 
dominated and the competition level 
amongst the companies is low as there 
is no private player in the sector. LPG 
being an environment friendly and 
clean fuel has tremendous potential 
for replacement of traditional fuels 
such as coal and firewood. LPG as 
cooking fuel has become an obvious 
choice for people both in urban and 
rural areas. For household use, LPG is 
largely supplied in 14.2 kg cylinder. 
 
Direct Benefit Transfer (DBT) is an    
initiative of the central government to 
develop an electronic payment system 
for centrally funded social protection 
schemes, under the framework of    
UIDAI or Aadhaar.  Under the PAHAL 
(DBTL) scheme from 1st January 2015, 
consumers mandatorily need to have 
an Aadhaar number for availing LPG 
Subsidy  

Grievance Redressal System  
 
I Tier- PSU Oil Companies have pro-
vided their own network system to 
handle consumer grievances spread 
throughout the country. Each company 
has its own IVRS (interactive Voice re-
cording System) which is available in all 
metro cities. State-wise Regional Cus-
tomer care centers exist where griev-
ances can be lodged.  
 
II Tier ς Complaint can be sent to the 
nodal officer of the Ministry of Petro-
leum & Natural Gas. The Petroleum 
and Natural gas Regulatory Board 
(PNGRB) is the regulator in this Sector 
and  is responsible for making all rules 
& regulation. 
 
III TierςAs a last step, consumer can 
approach the Consumer Forum. 


